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

|

Now Gustomer Assistance nqury Record A A

VN B vodel vear ] [Brand RAM

Body ] Vehicle I R CREV CAB 4X4

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

Batch Case

Information

Open Date [ ] CAIR Type Regular Status Closed

Close Date _ Origin Telephone |Reason

Mileage | Market v Iz ]
Contact Email I |Contact Phone | ||Contact Mobile

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

Customer I
[Customer Address | N

[cyisae/counuy/zio |

Dealer - [Dealer Phone |
Doaler Address | I

———— WG

Subject Vehicle Issues

SrTo Customer is having issues with the electric brake as the ABS light is on. Agent advised of contacting the -and this will be documented. Customer

o= understood.
Customer Anomaly Drivability
Product Handling (Poor Ride)
|Contact Reason | | Technical Issue With Vehicle |[Customer Anomaly | | | Poor Handling or Rough Ride
[Reason Code | After Sales - Complaint - Product - Vehicle concem - Additional details
Case Status History
Create Date Status
Open
Closed

Initial Description

Customer states, the service light comes on for the electric brake and ABS, and this will come on and off.

Case Comments

Date

Comment

Customer is

has not, however would like this documented. Agent advised it will be men

Customer states, the service light comes on for the electric brake and ABS, and this will come on and off. Agent confirmed profile and updated address and phone contact.

for this concem. Customer
ent branded call - RAM

having this issues. Agent asked if he has been to the
and provided a case number. Customer thanked agent.

asking if this is going to be a recall, as he has read about



Derrell.Lyles
FOIA-Long





ENow Customer Assistance Inquiry Record (CAIR)

VIN || Model Year |Brand RAM
Body | | ||Vehicle I CREV CAB 44

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

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

|Mileage -Miles || Market U |Languag English
ContactEmai T oo | | Coniact Wobie

Caller Address Source Customer
|City/state/Country/Zip

Customer I

Customer Address
Gyt counsy 25 1 . —

Dealer

| BETTENHAUSEN MOTOR SALES INC Dealer Phone

Dealer Address 8355 W 159TH ST

[Dealer Zone

TINLEY PARK l
| \[Sales District ] Service District | B

Subject

ABS Control Pump GW

Synopsis

close

Customer Anomaly

Contact Reason [ ] | Part Not Available/Backordered Customer A Iy

R Code | After Sales - Complaint - Parts - Parts - Part in backorder/not available

Case Status History

Create Date Status

0o/ 1 I Open
09/ 1 I Closed
0o/ 1 I Open
091282022 L Closed

Initial Description

Customer is seaking part expediting

Case Comments

Date

C

Customer called in seeking to get GW assiatcne with a new ABS pump. Custemer did not merit for GW and agent walked a decline. Agent got MVP on the line fo see if
they could provide coverage

cx looking 1o get some assistance with getting the repair covered as wil as getthe part expidited as its being ordered threw a differnt dir. Hwalkeﬂ the decline but
when “looked intothis it did gualify to be escalated to a CM. Writer explained we will escalate the case for review and a CM willreacn out in [l ¢y
Customer Contact: appointment: na Rental: No Rental approved by:.

*****GOODWILL QUALIFIER***** In-Service Date: i i Original Owner: purchase loyalty: 1 used Multiple Repairs / Previous related
repairs: MVP plan:ESSENTIAL CARE

"****OUTBOUND DEALER CONTACT***** sent email to rocky

***INBOUND DEALER CONTACT**** | responded to a task on this. Last visit was Needed a Diesel DEF Injoctor at that time.

***INBOUND FROM CUSTOMER*** Customer said that pump is not covered under basic warranty but he said it should be covered under powertrain. He said that brake
pads were never fixed and ABS is acting up now. Issue is hydraulic control pump and ABS He is looking for coverage cr reimbursement and wants this looked into because
he wants (o put a plow on his vehicle and they won 't accept it because ABS light is on. he returned electrical part he has and he now has a pump for the vehiclke because
dealer said it would be on backorder. Vehicle is in his driveway Writer was about to transfer call when customer disconnected

“**INBOUND CUSTOMER CALL*** Customer called in wanting 1o speak to CM about vehice issues. Writer saw CM was on another call, let customer know CM will reach
back out

““*OUTBOUND CUSTOMER CALL*** Wrter called customer, Customer stated transmission replaced, rear seals replaced, brakes replaced, caliper slider bracket was only
replaced on the passenger side and not the driver side - this caused customers calipers to blow out. Customer then had to replace ABS pump which was purchased
through a dealership. Customer is only wanting reimbursement for the ABS pump. Customers vehicle also had the drag link welded and they'd like the case resolved.
\Writer will open another case for this concern as there is a part to resolve this now Customer was sent email to attach repair order - Customer is wanting to see if we can
give them some sort of compensation for all the issues theyve had with their vehide.

“*OUTBOUND CUSTOMER CONTACT*** | have received the receipt and | will look into possible reimbursement. | will cortact you once we have reached a decision.?

sent email to TL [l for assistance

As per TL decline assisiance other than part expediting

**OUTBOUND CUSTOMER CALL*** lllLVM for Cx to call back

“**OUTBOUND CUSTOMER CONTACT**** Could you please contact us at

*** INBOUND CUSTOMER CALL *** Customer cal in to speak with CM. CM on lunch. Customer advised would send message requesting call back to CM.

****INBOUND CUSTOMER CONTACT**** Cx called in and CM provided decline of assistance. Cx slated that its covered under PT warranty CM advised that it is under

basic. Cx is not happy with the service from the dealer but, thanked g for looking into it. CM sent closing email

Email(s)

Subject |

I — enowoime |




Hello,

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

Your case number 's: [N

The — telephone number is: _

My direct extension is: |

Case management hours are: _-

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

Thank you for your patience and cooperation!

Best wishes,

a4 |
I

ro [ =

Date Subject  |ABS Control Pump GW
From To [Sent Date/Time _:
Hello,

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

Your case number 's: I

The _ telephone number is: _

My direct extension is: -

case management hours are: || D

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

Thank you for your patience and cooperation!

Best wishes,

| —

[pate | Subject |RE: ABS Control Pump GW

[From I Fentoaerime T |




Helio I

Please attach the receipt for the part you are wanting reimbursement for and we will examine for reimbursement

Regards,

From: US Cusiomer Care |
Sent:

To:

Subject. ontrol Pump

Hello,

My name is .and I am happy to inform you that | have been assigned as your Case Manager.

Here is some informaticn that will be helpful for you to have:

Your case number s: | NN

The _ telephone number is: _

My direct extension is: [

Case management hours are: | il E=stem Stendard Time IR

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

Thank you for your patience and cooperation!
Best wishes,

RE: ABS Control Pump GW

|Sent Date/Time

— |

Please attach the receipt for the part you are wanting reimbursement for and we will examine for reimbursement

Regards,

e

- Original Message
From: US Cusiomer Care |
Sent:

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

Your case number is: [ INEGNING

The _ telephone number is: _

My direct extension is: -

Case management hours are: _ Eastern Standard Time -

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

[Thank you for your patience and cooperation!
Best wishes,

loate TN [Subject _ |RE: ABS Conirol Pump GW




- I N |

> 0 Hello

>

>

> Please attach the receipt for the part you are wanting reimbursement for and we will examine for reimbursement.
>

>

> Regards,

>

>

> -se Management

>

> Original M je

> From: Customer Care

> Sent: —
> To:

> Cc:

> Please attach the receipt for the part you are wanting reimbursement for and we will examine for reimbursement
>

> Regards,

>

>

v

-se Management

Original Message

From Customer Care
> Sent:

>To:
> Su

>

> My name is and | am happy to inform you that | have been assigned as your Case Manager.
>

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

>

> Your case number is:

>

>The
>

> My direct extension is:
>

> Case management hours are: .
> I

>

telephone number is:

>

>

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

> Thank you for your patience and cooperation!
>

>

>

>

> Best wishes,

>

>
- I I
>

> ref. ref

Date Subject Re: ABS Control Pump

From To - |Sent Date/Time

Good Mo I

| have received the receipt and | will look into possible reimbursement. | will contact you once we have reached a decision.

| have received the receipt and | will look into possible reimbursement. | will contact you once we have reached a decision.

Best Wishes,

-

Best Wishes,

Date Subject Re: ABS Control Pump

From To - |Sent Date/Time

Good Mo | I

Date Subject Re: ABS Control Pump
|From To || [Sent Date/Time






Ok thanks

- - -

> = Good Moming,

>

> | have received the receipt and | will look into possible reimbursement. | will contact you once we have reached a decision
>

> Best Wishes

>

VVVVV

Date |Subject  [Re: ABS Control Pump GW
From |To |Sent Date/Time I_:

Good Moming

Could you please contact us at _

Best Wishes,

Date [Subject  [Re: ABS Control Pump GW
From |To |Sent Date/Time |_:

Good Moming

Could you please contact us at _

Best Wishes

From o Senpaerine

| am sending you this email regarding the closure of your Case with ||| | } EEEEEEE ' vo-'< ke to provide you with our contact information should you
have any questions or concerns in the future.

Your Case Number is: [N
he I Toorcne Norter s IR

Thank you for allowing *Cusmmer the opportunity to address yeur concemn and as statad in our telephone conversation, if your vehicle experiences any
further issues and you are able to get it diagncsed certainly give us a call back so we may reopen your case. We wanted to let you know that we attempt to conduct a
satisfaction survey upon the close of a case, consider it was a way in which | was able 'o assist you; therefore, you could potentially receive an email or telephone
survey. It has been a pleasure working with you, all the best!

Best regards,

Subject |case
From I N ot barrime

Hello,

| am sending you this email regarding the closure of your Case with — 1 would like to provide you with our contact information should you
have any questions or concerns in the future.

Your Case Number is: | NI
e Y <> Norter = [

Thank you for allowing Customer the opportunity to address ycur concern and as stated in our telephone conversation, if your vehicle experiences any
further issues and you are able o get it diagncsed certainly give us a call back so we may reopen your case. We wanted to let you know that we attempt to conduct a
satisfaction survey upon the close of a case. consider it was a way in which | was able to assist you: therefore. you could potentially receive an email or telephone
survey. It has been a pleasure working with you, all the best!

Best regards,

Subject ||
I [sent Date/Time




Hello,
| am sending you this email regarding the closure of your Case with _ I would like to provide you with our contact information should you
have any questions or concerns in the future.

Your Case Number is: [ NN
e I 15" Norvor i I

Thank you for allowing *Cuslomer Care the opportunity to address ycur concemn and as stated in our telephone conversation, if your vehicle experiences any
further issues and you are aple to get it diagnesed certainly give us a call back so we may reopen your case. We wanted to let you know that we attempt to conduct a
satisfaction survey upon the closa of a case, consider it was a way in which | was able to assist you; therefore, you could potentially receive an email or telephone
survey. It has been a pleasure working with you, all the best!

Best regards,

ref




INow Customer Assistance Inquiry Record (CAIR)

VIN |Model Year ||[Brand RAM
Body [ Venice M
Customer Provided VIN |[Line of Business CAC | Customer Assistance Center
Batch Case Infor
Open Date [ ] |[CAIR Type Regular ||Status Closed
Close Date [ ] |Origin Telephone ||[Reason
Mileage | ] |Market u ||Languag English
Contact Email |__j [Contact Phone | I ||Contact Mobite | I
Caller Address | ||Source Customer
City/State/Country/Zip | \ | |
Customer |
Customer Address ]
cityState/CountryZp | [ | .
Dealer |IMPERIAL CHRYSLER DODGE JEEP ‘ Dealer Phone -
Dealer Address 6 UXBRIDGE ROAD

MENDON [ma | 01756 1002 .
[Dealer Zone | Northeast \_Dlstﬂcl | ||Service District | B
Subject warranty information
Synopsis informed cx that there is no recall on vehicle and the basic warranty is currently expired due to ime so it will not be covered.
Customer Anomaly Engine

OTHER
|Contact R |- | vehicle Warranty Plan Coverage |[c: A —@
[Reason Code ] After -- Complaint - Warranty - Warranty - Coverage Information

Case Status History

Create Date

Status

Open

Closed

Initial Description

cx is calling about abs control medule it goings bad and the light keeps flickering on and off

Case Comments

Date

Comment

Customer states- cx is calling about abs control module and the light keeps on going on and off and now its currently on permantely and dings a lot vehicle is currently at
the dealer. wanted to see if there was a recall or if the warranty can cover it. agent advised- informed cx that there currently is no recall on vehicle and the abs control
|module is covered under the basic warranty but due to time it has expired and wort be covered. next steps- no further actions




_ Customer Care Specialist,

and we spol about your;

- ou to have:

| will contact you ag on ir servic-
Please don't hesitate twtaci if you have any questions or concems.

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

Sincerely,

Wic malil (including any attachments) may contain information that is privileged, confidential, and/or otherwise protected from disclosure to
recipient(s). Any dissemination or use of this electronic email or its contents (including any attachments) by persons other than the
intended recipient(s) is strictly prohibited. If you have received this message in error, please notify us immediately by reply email so that we may correct our intemal
records. Please then delete the original message (including any attachments) in its entirety. Thank you

ref: ref

Date Subject RAM

LTI 2 |
_ Customer Care Specialist,

and we spol about your;

- ou to have:

I will contact you ag
Please don't hesitate t tact if you have any questions or concems

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

Sincerely,

nic mail (including any attachments) may contain information that is privileged, confidential, and/or otherwise protected from disclosure to
recipient(s). Any dissemination or use of this electronic email or its contents (including any attachments) by persons other than the
intended recipient(s) is strictly prohibited. If you have received this message in error, please notify us immediately by reply email so that we may correct our intemal
records. Please then delete the original message (including any attachments) in its entirety. Thank you

ref: ref

Date | Subject RE: RAM _

o — N A







o

Hello, this is - Customer Care Specialist, We spoke recently about your;

\We Spok_about the repair that was recently completed and at this time everything has been repaired to your satisfaction. If you are happy with your
experience, there IS no need to call me back

This is a courtesy email to inform you the case will be closed. If you wish fo discuss these details further, call or you can respond to this email if it is more convenient for
you.

We Icok forward to assisting you should you have any additional concerns or questons in the future. You will receive a customer satisfaction survey regarding
your Customer Care experience with me, your faverable response would be greatly appreciated. The Dealership may send their own separate survey. It has been my
pleasure to assist with your vehicle concems..

Thank you for contacting RAM Customer Care!

Sincerely,

*Case Management

Original M ge

From: RAM Customer Care [_
Sent:

To:

Subject: ase Management _ Case -

Hello, this is Customer Care Specialist,
and we spoke about your;
L

Here is some informaticn that will be helpful for you to have:

epartmen iephone number:
My work hours are:

| will contact you again —!o check on your repair service.
Please don't hesitate to make contact if you have any questions or concems.

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

Sincerely,

Case Management

NTIAL: This electronic mail (including any attachments) may contain information that is privileged, confidential, and/or otherwise protected from disclosure to
anyone other than its intended recipient(s). Any dissemination or use of this elactrenic email or its contents (including any attachments) by persons other than the

intended recipient(s) is strictly prohibited. If you have received this message in error, please notify us immediately by reply email so that we may correct our internal
records. Please then delete the original message (including any attachments) in its entirety. Thank you

:Date Subject  |RE: RAM Case Management _ Case |
from To eibine (N |




o

Hello, this is - Customer Care Specialist, We spoke recently about your;

\We Spok_about the repair that was recently completed and at this time everything has been repaired to your satisfaction. If you are happy with your
experience, there IS no need to call me back.

This is a courtesy email to inform you the case will be closed. If you wish fo discuss these details further, call or you can respond to this email if it is more convenient for
you.

We Icok forward to assisting you should you have any additional concerns or questions in the future. You will receive a customer satisfaction survey regarding
your Customer Care experience with me, your faverable response would be greatly appreciated. The Deslership may send their own separate survey. It has been my
pleasure to assist with your vehicle concems..

Thank you for contacting RAM Customer Care!

Sincerely,

*Cas& Management

Original M ge

From Rald Cusomer Car [

Sent:

To:

Subject: ase Management _ Case -
|

Hello, this is Customer Care Specialist,
and we spoke about your;
L

Here is some informaticn that will be helpful for you to have:

epartmen ephone number:
My work hours are:

| will contact you again —!o check on your repair service.
Please don't hesitate to make contact if you have any questions or concems.

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

Case Management

NTIAL: This electronic mail (including any attachments) may contain information that is privileged, confidential, and/or otherwise protected from disclosure to
anyone other than its intended recipient(s). Any dissemination or use of this elactrenic email or its contents (including any attachments) by persons other than the

intended recipient(s) is strictly prohibited. If you have received this message in error, please notify us immediately by reply email so that we may correct our internal
records. Please then delete the original message (including any attachments) in its entirety. Thank you




New Customer Assistance Inquiry Record (CAIR)

VIN [Model Year | |[Brand RAM
Body |Vehicie | I CRE VY CAB 4X2
Customer Provided VIN |Line of Business jcac | Customer Assistance Center
Batch Case Infor
Open Date ] |CAIR Type Regular || Status Closed
Close Date | ] |Origin Telephone ||Reason
Mileage I Vites |Market |u ||[Language English
Contact Email |Contact Phone | I ||Contact Mobile I
Caller Address | Source Customer
City/State/Country/Zip | |
Customer I
Customer Address ]
Gity/State/Country/2ip .
Dealer CRYSTAL CHRYSLER DODGE JEEP | Dealer Phone -
Dealer Address 1005 SOUTH SUNCOAST BLVD
HOMOSASSA FL | 34448 1459
a2 | — 1 T —
Subject Vehicle Concern
Synopsis vehicle concern
Customer Anomaly Brakes
Warning Light Anomaly
|Contact R l- Technical Issue With Vehicle c | 2 Brake Waming Light
[Reason Code | Atter Sales - Complaint - Product - Vehicle concern - Additional details
Case Status History
Create Date Status
Open
Closed

Initial Description

Customer stated his anti lock brakes system light is coming back on again

Case Comments

Date

Comment

2020.Customer stated this was first fixed at
o future action necessary

lout OF pockel.

Customer stated his anfi lock brakes system light is coming back on again, Customer stated this is a safety issue and it needs to be fixed, Customer stated this was fixed
Advisor inform the customer the warranty has expired

S0 any repair would be




OUTBOUND DEALER CONTACT RE Spoke with reaching out to see how repairs are doing thus far - if
or still underway, compleW m _-

IND CUSTOMER CONTM
installed, cx advises

quality became very poor, unable

et the repair established from conversation with

reaching out to see how repairs are doing thus, when part
was N, "ca

not here

ale . " back on landline.  and ended call for the moment
noticed number on fj T Cl ht away
No new notes from » sent email requesting lan number in case we a call quality issue like we did
OUTBOUND CUSTOMER CONTACT m M
ssues - )

reacMg_odEreconneci with customer aba_

- connected - ABS light has not been on,

truck functioning properly, so far so goggg e oT case closure
CLOSINMH escalated" o y ppaired? Yes Repair? Replaced
Rental ol ’ ursements or sc added and why No Am assustance requested® o i eodld have done? No

[
L1
_ repairs - - started with this number | case othe
[
L

Date Subject  [Vehicle Concems

To |Sent Date/Time |
Good A
suppliers to mitigate the mW by the various supply chain issues famntly we

do not have an ETA. We will provide another update on
ref

g

|Subject  |RE: Vehicle Concems
From | |70 | |Sent Date/Time |

Good mO
| was waWeived word of a call from yomuld you mind sending me the Iandlim

response to thil il so that | have it in case of a similar situation to with the call quality?

i'

Thank you in advance! _

Best Wishes,

EXT

U
Sent:

Subie I

continues to work closely with our suppliers to mitigate the manufacturing impacts caused by the various supply chain issues facing our industry. Currently we
do not have an ETA. We will provide another update on

ref: ref I

|

Subject RE: Vehicle Concems
From | To |Sent Date/Time |

Good ™ SN
| was wawwed word of a call from yomuld you mind sending me the Iandllm
response to thil il so that | have it in case of a similar situation to with the call quality?

Thank you in advance! _

Best Wishes,

EXT

nal I\‘“—
I

g’ag!
s 2
&

continues to work closely with our suppliers to mitigate the manufacturing impacts caused by the various supply chain issues facing our industry. Currently we
do not have an ETA. We will provide another update on

ref: ref _

|

a. Subject RE: Vehicle Concemns
From | To |Sent Date/Time |




sSent: I

To: <

Z:W

| was waiting ft call and have not received word of a call from you from my colleagues either, would you mind sending me the landline phone number as a
response to thil il so that | have it in case of a similar situation to with the call quality?

Thank you in advance!

Best Wishes,
EXT
omel
Sent:
To:

continues to work closely with our suppliers to mitigate the manufacturing impacts caused by the various supply chain issues facing our industry. Currently we
do not have an ETA. We will provide another update on

ref: ref I

_ Subject  |RE: Vehicle Concemns

From | To |Sent Date/Time |

Tharr a chance to assist you in rewyour vehicle. It has been a pleasure Mre are
any at occur with your vehicle, please do not hesitate to reach out to us - we will be more than happy to assist you in any way we can. If anything occurs

within the that reqyi vehicle to go back in for service, please contact us and reference case number so that we may re-open the case
to further assist you, otherwise er to start a new case. If you call us within the timeframe, please contact me at EXT
Please feWe a voicemail message if | am not able to take your call at the time of so that | may get back to yo i as | can.
Best Wishes, [ h [
I
EXT

To:

Subje:
I tri all stuff trying to get to you. You can call me at ask for

From:  Customer < I [

Sent:

To: <

Subje: W i

Good moming

| was waiting ft call and have not received word of a call from you from my colleagues either, would you mind sending me the landline phone number as a
response to thi il so that | have it in case of a similar situation to with the call quality?

Thank you in advance!

Best Wishes,

EXT

Original Message ———
omel

t:

£

To:

subjediililicie conci I

continues to work closely with our suppliers to mitigate the manufacturing impacts caused by the various supply chain issues facing our industry. Currently we
do not have an ETA. We will provide another update on

ref: ref I

— |Subject  |RE: Vehicle Concems

Dal
From | To |Sent Date/Time |




————— — —— - —gy——— — e e — S

an;_a? (;(;ch wn;'n your vehicl—e. please do no{ hesﬁate to:reacr{‘m—;i .to IJ'-S—-“\;le will be m;);e tr;an- r;ap'py to assist_ you in any wayw’e cgnlf ;}\ytﬁing occurs

within the that requires your vehicle to go back in for service, please contact us and reference case number so that we may re-open the case
to further assist you, otherwise “ve to start a new case. If you call us within the timeframe, please contact me at EXT
Please feel free to leave me a voicemail message if | am not able to take your call at the time of so that | may get back to you as quickly as | can.
Best Wishes, I 5 [
I
EXT
—— On'iinal Messaie e

To:

Subje
| tri all stuff trying to get to you. You can call me at ask for

From: RAM Customer Care < I

Sent:

To: <
Subject: RE: Vehicle Conc

Good moming

| was waiting for your call and have not received word of a call from you from my colleagues either, would you mind sending me the landline phone number as a
response to thiﬁil so that | have it in case of a similar situation to with the call quality?

Thank you in advance!

Best Wishes,
EXT
Original Message ———
ome (N
Sent:
To:

Subject:Venicie Concers |

continues to work closely with our suppliers to mitigate the manufacturing impacts caused by the various supply chain issues facing our industry. Currently we
do not have an ETA. We will provide another update on

o e I




[Booy === | |\venicie

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

Boech Case nformadon | B I

Open Date CAIR Type Regular Status Closed

Close Date Origin Telephone Reason

Mileage I Market U Language

Contact Email I [Contact Phone I [Contact Mobile

Caller Address . Source | =

Er e 1] — L I

Customer |

Customer Address

SR S | |

— EEESS—

Dealer Address -

= |

Synopsis ]

Customer Anomaly Electronics

Engine Electronics
|Contact Reason | | Technical Issue With Vehicle |[customer Anomaty | | Electronic engine issues (wiring)
[Reason Code ] After Sales - Complaint - Product - Vehicle concemn - Additional details .
Case Status History
Create Date Status

Open
Closed

N

Case Comments
Date | Comment

Voice of Customer has not drove the vehicle in and for which he had the ABS Controller fixed at which is the account. He called for which
the urgent lights are coming on for the ABS and need get a diag asap.




Body [Ven
Customer Provided VIN — Line of Business i Customer Assistance Center
Batch Case Information - _
Open Date CAIR Type Regular Status Closed
Close Date | Origin Brand Site Reason assistance
Mileage _ Market U Language
Contact Email I [Contact Phone I [Contact Mobile
Caller Address | | 5
R I
Customer 1
Customer Address =
City/State/Country/Zip _ ' ‘
Dealer I -Dealer Phone
Dealer Address -
Dealr Zone |
Synopsis L I
Customer Anomaly Gears & Transmission
Differential
|Contact R | | Technical Issue With Vehicle |[Customer Anomaly | gears issue
]Reason Code ] After Sales - Complaint - Product - Vehicle concem - Additional details

!

Case Status History

Create Date Status
New
Open

Open
Closed

writing this email to please ask for some assistance. We just had our truck in to the dealer right before our warranty expired for a failed rear
differential in our Well we were just out of town with out truck over the wknd, and the rear diff is starting to do the same thing again. Also, over the weekend
the abs light is now on as well.\n\nl know you don\ t have to help, as we are although N\ m asking if you please would. We love our ram truck,
although we are !e point of where we are thinking it might have to be sold if this axle cannot be fixed. | definitely don\ t want to pay to have it done, because it was

literally just repai \n\nls there anything W\ all can do to assist? My wire and | would greatly appreciate the assistance if

e
Pessin. - samo. g - .

* [
_ Comment

possible \n\nTh:

Case Comments

Date
***actions taken*** to follow up with no answer left VM, provided our number and case number for will make to|
reach customer in
***actions taken*** to follow up with no answer left VM, provided our number and case number for will make final attempt
- to reach customer || if custome| handle case accordingly as | am not a CM
****actions taken* follow up with , no answer left VM, provided our number and case number for as have made 3
- attempts to reach ble to reach, cl back please assist and handle accordingly

Enaic I =

Date Subject Repairs needed again

From | To |Sent Date/Time |

Hello

Thal lor con'!! ng !uslomer l:are;

| can certainly understan issatisfaction you feel, given that you are experiencing issues with your rear differential again on your | can understand why
you've reached out to us d be happy to point you in the right direction

Upon further review if you had the repair completed by the for the rear differential you will need to reach out to the amns have a

\warranty on them, when they have been replaced. For the ABS you will need to get a diagnosis on them as well. But your basic wa ired by time on

MU again for your email Have a great day!

Best wishes, -

Customer Care
f

@

Subject Repairs needed again
rom To |Sent Date/Time |

1



Thanl- for contacting

| can certainly understan
you've reached out to us

Upon further review if you had the

Customer Care;

issatisfaction you feel, given that you are experiencing issues with your rear differential again on your
d be happy to point you in the right direction
asa

repair completed by the for the rear differential you will need to reach out to the

| can understand why

rts have a
warranty on them, when they have been replaced. For the ABS you will need to get a diagnosis on them as well. But your basic warrammred by time on

mu again for your email

Best wishes,

Customer Care

Have a great day!

b







}Now Customer Assistance Inquiry Record (CAIR)

VIN Model Year |[Brand RAM
Body | \Vehicle -CREW CAB 4X4
Customer Provided VIN Line of Business CAC | Customer Assistance Center
Batch Case Information
Open Date | ] CAIR Type Regular ||Status Closed
Close Date [ Origin Telephone |[Reason
|Mileage I Viles Market u ||Languag English
Contact Email _ Contact Phone | — |[Contact Mobile ——
Caller Address |[Source Customer
[City/State/Country/Zip |
(Customer —
Customer Address |
Gity/State/Country/Zip — W
st - ] rr—
Dealer Address —

ﬁ | I
[Dealer Zone | Southeast Sales District | | N
Subject ABS system Lightis on
Synopsis
Customer Anomaly Brakes

Automatic Braking System (ABS)
|Contact R J- | Technical Issue With Vehicle C A ly I. ABS Issues
[Reason Code | After Sales - Complaint - Product - Vehicle concem - Additional details

Case Status History

Create Date

Status

Open

Closed

Initial Description

ABS system Light is on , looking to see if under warranty

Case Comments

Date

Comment

-

Customer called that the ABS system Light is on , looking to see if under warranty. she had called teh dealer and had appt f

BASIC WARRANTY 36m0 Expired (Time) POWERTRAIN WAR
Expired (Time) DIES| 0

O

r . agent advised no warranty and
R!I !ho

Expired (Tme)




New Customer Assistance Inquiry Record (CAIR)

VIN Model Year Brand RAM
oy - Vericle A
Customer Provided VIN Line of Business CAC Customer Assistance Center
gatch [ inror
Open Date | ] CAIR Type Regular Status Closed
Close Date | ] Origin Telephone Reason
[Mileage [ ] |Market u Languag English
Contact Email _ [Contact Phone ]- |Contact Mobile
Caller Address Source Customer
City/State/Country/Zip |
(Customer I
Customer Address I
mecernzs— (N 00 Em W
[Dealer - WEST HILLS (,HRY!:LER Dealer Phone l‘
|\Dealer Address
[Dealer Zone . Sales District Service District
Subject Vehicle Concern
Synopsis Repairs Complete
Customer Anomaly Brakes
Automatic Braking System (ABS)
|Contact R ]- Technical Issue With Vehicle | Customer Anomaly |. ABS Issues
|[Reason Code | After Sales - Complaint - Product - Vehicle concern - Additional details
l Status History
Create Date Status
Open
[ T ] Closed

Initial Description
CXs vehicle is at [l

Intermittent services ABS warnings been going on for
Because its not a lccked in Code won't do anything
They need a locked in alarm in order 1o do anything with vehicle

Il Comments
Date C
***Voice of Customer*** CXs vehicle is al!lntormilmn( services ABS warnings been going on for “Bomuso its not alocked in Code -won'l do anything
They need a locked in alarm in order to do anything with vehicle Code comes in and it clears, they are stored but not hard set ***Actions*** Reassgning as -cannol
diagnose Recall: Dealer: “**Next Steps™* Reassign
states that is assisting the CST. Agent was placed on hold in order to get on the phone -was not able to take Agents call however

gent provided her Contact number and -number for call back. Vehicle is currently at
Agent tried calling CST to discuss case however Agent recevied the busy tone Agent sen: email to CST

Voice of customer: Cx called in regards to case Advisor Inform: Cx that Specialist was trying to get in contact with him and was unsuccessful so he was sent an
email. Cx confirm contact number ( and ask to be contacted in regards to issue No Further Action Taken

‘I8 CALL FROM CST* cst stating that was expecting a call that ABS warning Ight keep going off and vehicle is at Dir. Advised that CM not available but advised tha! will be
getting call

Ob call to service calling the service Advisor. (!}Staled that he will call me back. Going to question CXs vehicle is at Intermittent services ABS
warnings been going on for Because its not a locked In Code -won'( do anything They need a locked in alarm in order to do anything with vehicle. Not
sure wwhat this is. Please explan this issue.

z-" Left VM for CST with CMs Contact information. Also informed that we reached out to and are waiting for a call back.
**Outoound to dir CM called -anc spoke to - Intermitted service ABS and Break. needs an ABS. Covered under aftermarket warranty. PART:

Obc to s who relayed the info that the part will arrive on the Order # Pari# *** Obc to Cx *** No answer,
Left VM

*** Obc to Cx "** No answer Left Vm Stating the new ETA - and that we will have a followup call on the -

“** Obc to CX *** CM Called to Inform of new ETA, Cx informed CM That part as aiready arrived and repairs complete.

Email(s)
|Date Subject Ram Management -
|From To ent Date/Time




Dear INEE

Thank you for allowing -Customer Care an opportunity to address your concemn. Our primary focus is your safisfaction.

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

Your case number is

I
Thed-Case Management telephone number: || N

My direct extension:

| will contact you within by telephone to discuss your case.

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

on behalf of
r ef

Re: Ram Case Management - Case

My number is

On US Customer Care <
wrote:

VVVVVV

Dear

vVVVvVVV Yy

-V

> Thank you for allowing Customer Care an opportunity to address your
> concern. Our primary focusis your satisfaction.

>

>

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

>

>
> - Your case number is

L]
> . The’Case Management telephone number: _
> - My direct extension: i

> - | will contact you within by telephone to discuss

> your case.
>

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

VVVVV

VVVVV

> [ o behalf of [

vVVVVV VY

VVVVV




and now definitively reserved for my truck. Then the scheduling person ( seta V for me at available on Lastly

they introduced me to my new Service Advisor O . This all took 0.1 thanked of them for all the help , asked the receptioni t
Wlook forward to maybe meeting hi ietime in the future. | departed. | have no idea how this could pos:
curre n ank you for getting and keeping | rollinO! Next episode s uled to be aired at =
**BFROM ** called in stating they've m|jjjjjprcintment to cane stated they don't care when r s ou just
led to touch base and let her know.
i cx** advised set follow up _
cust T, jsed that has a call into the dealership to i 1 with vehicle,
per dealer t. Th hicle came in on to retumn for the inMrder parts. Due-‘yacity, we have not started o“r yet. Fully
expect to have this truck for and possibly due to HIGH car volume.

_ ealer task: Absolutely not!w capacity we are behind. Appointments are out. This is already being done as goodwill. If the customer wants to
[ ] al

lain then | can have the al nager deny all future goodwill assistance.

to customer advi

from customer, advised g _
_ per dealer task: ABS control module already installed. Did not fix concem. Ordered an -aulic pump. Part on order. Back order.

: DER: GPOP SUPLR CHANGE (Y) RENTAL: (N)
to customer, d of new part on back orMer would like to know if he can buy the part somewhere else to get it installed or can he take his truck till the
- comes in

to dealer_Ivm for To call___back about vehicle if s drivable. ]
ke vehicle is ional on it, Not able to l-uise, traction or stability control ( conventional brakes: hit them hard in wet, it
id and uncontrollable)

on order, but truck is able to be driven. Customer will be going to get it soon

T ORDER: As of R ng out to PE team for assistance No firm to provide at this time
er is pended and cannot be upgraded at this time.]
cannot be upgraded to at this time material is in transit to our PDC .Currently your part order prionity ranked no's :  and are in transit on

_ available Check the current promise date in GPOP screen .
=PARTS POD UPDATE™™ PART: hORDER: I N - < - -G 50 due to COMMERCIAL 1SSUESHIR “Working with

_ purchasing to obtain timing on purchase order placement and part availability for shipment to fulfill open order. Unplanned resource requirement resulting in supply

disruption. No firm to pno-t this time. Working to improve.
toflfomer, advisingofno  atthis time

++=PARTS POD UPDATE" PART. [ orocR: NN M- Al < 50 due to COMMERCIAL ISSUES wth ~wdlllvith

_ purchasing to obtain timing on purchase order placement and part availability for shipment to fulfill open order. Unplanned resource requirement resulting in supply

disruption. No firm 0 provide at this time. Working to improve.

o Blaing on ool

to customer, advised that there [N o the o R BN < -t that she will try to get the order forced.

N ~-FARTs POD U = PART. ORDER: Part pending BO due to COMMERCIAL [SSUES wth “Working with

a: ing on purchase order placement and part availability for shipment to fulfill open order. Unplanned resource requirement resulting in supply

rchasing to obta
_ ipwh to provide at this time. Working to improve.
checkingtoseeifthe  can be force]]ll. as there is material available JJlvever there is a block til

still shows available, however | in effect,

N |FARTS FOD U “* PART- ORDER: Part pending BO due to COMMERCIAL ISSUESwth - Working with
rchasing to obtai ing on purchase order placement and part availability for shipment to fulfill open order. Unplanned resource requirement resulting in supply

ption. Nofim  topi at this time. Working to improve. h

to customer advised of part status.. customer is frustrated but understands

***PARTS POD UPDATE**** PART: ORDER: Part pending BO due to COMMERCIAL ISSUES w th -< Working with

I |purchasing to obtain timing on purchase order placement and part availability for shipment to fulfill open order. Unplanned resource requirement resulting in supply

disruption. No firm [Jlfto provide at this time. Working to improve.

| sent to customer, advising of part status

Email from Customer Hello O_W—-w body working on an alternative? Maybe at least a w_)und to tumn off the bell?

10m pretty sure | got the message that itOs not working O Or am | to just go away? Thanks for the update.

***PARTS POD U-'E""' PART: ORDER: Part pending BO due to COMMERCIAL ISSUES with - Working with

purchasing to obtain timing on purchase order placement and part availability for shipment to fulfill open order. Unplanned resource requirement resulting in supply

disruption. No firm to p-t this time. Working to improve.

Emailed customer, no update as of yet.

***PARTS POD UPDATE**** PART: ORDER: Part pending BO due to COMMERCIAL ISSUES wth -- Working with

purchasing to obtain timing on purchase order placement and part availability for shipment to fulfill open order. Unplanned resource requirement resulting in supply

disruption_No firm [JJillto provide at this time Working to improve

emailed customer, advised of no at this time

***PARTS POD UPDATE**** PART: ORDER: Part pending BO due to COMMERCIAL ISSUES w th -< Working with

purchasing to obtain timing on purchase order placement and part availability for shipment to fulfill open order. Unplanned resource requirement resulting in supply

disruption. No firm -to provide at this time. Working to improve.

***PARTS POD UPDATE**** PA- ORDER: Part pending BO due to COMMERCIAL ISSUES wth - Working with
purchasing to obtain timing on purc| ment arm-l-nent to fulfill open order. Unplanned resource requirer-sulting in supply
disruption. No firm to provide at 3 ing to im| N

At this time, there i[JJ.___on the ABS Module

***PARTS POD UPDATE**** PART: ORDER: Part pending BO due to COMMERCIAL ISSUES wth -- Working with

purchasing to obtain timing on purchase order placement and part availability for shipment to fulfill open order. Unplanned resource requirement resulting in supply
disruption. No firm 0 provide at this time. Working to improve.

email sent to customer,

****PARTS POD UPDATE**** PART: | 1 TRACKING# ||
to dealer parme to part is on the shelf with customer’s name on it
to customer being delivered to the dealership

Uebiie s amived o desiorsn— T —— A A .- — —
icle has arrived at dealershi ployee

ealer the part needed is e HCU.

Il

ealer task: p/n i
to dealer parts who stated W% dealership. will call the to find out what is needed
to dealer, after getting a VI that they found the part and that it was on the shelf this whole time
to customer to, ﬁ ﬂ IW was completed,
to dealer, o call i s of repairs
Vehicle is still at the dealership, no um it will be done, cus‘r will call .nce he has it back
e to and vehicle is done, just finishing thi r work
bound fro == Custom uest Writer informed customer that the is unavailable & | will leave a internal message for the tor out once

tol
ble. Cust stal ed ul vehicle & wanted to thanked the
to customer, and vehicle is finally good... did great, and vehicle is done ﬁnal-







Date Subject Level 2 Initial Contact
From o Fentoarrime NN

Dear
[Thank you for allowing RAM Customer Care an opportunity to address your concermn. Our primary focus is your satisfaction
My name is -and I will be your advocate to ensure all questions and issues are addressed. Here is some information that will be helpful for you to have:

Your case number ‘s [N
Thod_C:so Management telephone number: _
irect exiension:

My

vy work [Jare: 7 ]

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

Date Subject RE: Initial Cortact
From To [Sent Date/Time -:

Good Afternoon,

Due to hurricane lan we are expecting delays in communication for the next -- Your case manager will reach out to you as soon as possible. Thank you for
your patience and understanding

[Thank You,

[l Customer Care

Original M
From: US Cusiomer Care |
Sent:
To:
Subject. niial Contact

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

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

Your case humber is

I
TheFCase Management telephone number: _

My direct exiensio

SHER R S —

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

|pate 1 Subject RE: Level 2 Initial Contact
[From o Fentarrme




The part shows that it has been invoiced, and ETA is showing to be -

nitial Contact
Good Afternoon,

Due to hurricane lan we are expecting delays in communication for the next - Your case manager will reach outto you as soon as possible. Thank you for
your patience and understanding

[Thank You,

[l Customer Care

Original M

From US Cusiomer Care (|

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

Your case number is

I
TheFCase Management telephone number: _

My direct extension:

SRR S —

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

g E

Date 1(] Subject Re: 2 Initial Contact

[rom I — Fenpsrne |




Thanks -
| do hope It ge's here then |- ve marked my calendar -

Sent from my -
on I R S Costoner Core < =
veto v

The part shows that it has been invoiced, and ETAis showing to be -

--------------- Original Message
From: US Cusiomer Care |
Sent:
To:
Subject: : nitial Contact

Good Afternoon,

Due to hurricane lan we are expecting delays in communication for the next -- Your case manager will reach out to you as soon as possible. Thank you for
your patience and understanding.

'Thank You,

[l Customer Care

------------- Original Message -~

From.US Cusiomer Cae (N

niial Contact

Dear I

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

My name is -andl will be your advecate to ensure all questions and issues are addressed. Here is some information that will be helpful for you to have:
Your case number s

I
TheFC&e Management telephone number: _

My direct exiension:

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

g U
Date

| |Subject  |Re: Initial Contact
[From || |To |Sent Date/Time




o

Greetings, -

v T v
you should have any questions while T am out, you can a

for case manager at extension If she should be out, then just press
1 for the next available CM and will be able to assist in my absence.

Thark You — -
—
-

Original M ge
[

From:
Sent:
ubject: Re: Initial Contact
Thank P
Idoh ? 10ve mal my calendard
Sent from m!
On - at Customer Care < wrote:

) ||
Hello Mr -
™ T =2 2n ETA <

From IORLCCC0°
From: are [
Sent: -

;%bject: RE: Initial Contact

Good gmoon.

Du re expecting delays in communication for the next Your case manager will reach out to you as soon as possible. Thank you for
YO nding.

Thank You,

Customer —

Original M ge
From: Customer Care [

Subject: Initial Contact

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

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

Your W

The teleph number:
My direct extension:

My work ho-
Ple: ou ha.\y quesli_ Thank you for your patience and co operation!

ref: ref

Date | Subject  |Re: Initial Contact

S — conlueme |






Hi

;‘t&n hone tag most of the morning with the dealership but accomplishing nothing but leaving assorted messages | drove (m ) outthere!
about *and tried to meet personally with - - however he was out of the office. After waiting for a while 3 or heard my story an
they all piic in to my assistance. They found the records of your interactions| of all verified with the parts guy that the part is in fact on ineir shelf and now
definitively reserved for my truck. Then the scheduling persen (| ) seta available appointment for me aiavailable _— Lasty they

introduced me to my new Service Advisor
This all took “ .| thanke them for all the help , asked the receptionist to let know he has a great staff and | look forward to maybe
meeting him sometme n the Tuture. T departed. | have no idea how this could possibly be done over their current telephone system.

Anyway thank you for getting and keeping the ball rollin~! Next episode scheduled to be aired at _ - it is on my calendar

Sent from my -
> on N I US Cosomer Cae - =
>

VVVVVVVY

v
o
@
@
=

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

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

> Your case number is

|
> The | C=sc Management teleohone number: | N

> My direct exiension:
> My work hours are: -
>

>

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

> Angela

VVVVVV

Date || |Subject  |Re: Initial Contact
[From || |To [Sent Date/Time



Good Moming -

Just wanted to let you know that there is no current ETA on the part as the supplier has not been able to provide -to us

............ Qriginal Message

(I

about ana tried to meet personally with - however he was out of the office. After waiting for a while 3 or 4 very caring employees heara my story an

they all piiched in to my assistance. They found the records of your interactions| of all verified with the parts quy that the part is in fact on their shelf and now

definitively reserved for my truck. Then the scheduling person ( )seta appointment for me ah_ _ Lasty they

introduced me to my new Service Advisor

This all took thanked each of them for all the help , asked the receptionist to let -kwow he has a great staff and | look forward to maybe
en

meeting him sometme n the future. I aeparted. | have no idea how this could possibly be over their current tele h!system.
Anyway thank you for getting and keeping the ball rollin~! Next episode scheduled to be aired at ﬁ -It1s on my calendart

Sent from m

on “ IR VS Customer Care < N '
pear I

Hi _
After p% tag most of the morning with the dealership but accomplishing nothing but leaving assorted messages | drove (my - |outlhereH

Thank you for allowing RAM Customer Care an opportunity to address your concemn. Our primary focus is your satisfaction.
My name is -and I will be your advecate to ensure all questions and issues are addressed. Here is some information that will be helpful for you to have:

Your case number s

TheFCase Management teleptjfjrumper: _

My direct extension:

My work hours are: -

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

Date | Subject Re: Initial Contact
From I [Sent Date/time




Hello

mreally surprised just kinda stunned. Any body working on an alternative? Maybe at least a work around to tumn off the bell? -pretty sure | got the message
that it~ s not working

Or am | to just go away?

[Thanks for the update.

[

Sent from my -

on I U5 o v - =
Good Morning [

Just wanted to let you know that there is no current ETA on the part as the supplier has not been able to provide one to us.

Hi

Aﬂ%ﬂg phone tag most of the morning with the dealership but accomplishing nothing but leaving assorted messages | drove (my ) out there _
about &anu tried to meet personally with - - however he was out of the office. After waiting for a while 3 or heard my story and
they all piic in to my assistance. They found the records of your interactions of all verified with the parts quy that the pa on heir shelf and now
definitively reserved for my truck. Then the scheduling person ( ) seta fvailable appointment for me aiavallable -on _ Lasty they

introduced me to my new Service Advisor
This all took Mt anke: them for all the help , asked the receptionist to let know he has a great staff and | look forward to maybe
meeting him sometme n the Tuture. Tdeparted. | have no idea how this could possibly be done over their current telephone system.

Anﬁr thank you for getting and keeping the ball rollin?! Next episode scheduled to be aired al-Tuesday Nov 11 - itis on my calendar?

Sent from my -

Dear I

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

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

Your case number ‘s | INNIEINININ
Theo—Case Management telephone number: _

My direct extension:

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

ref:_00Dj01gsDF._5003Z1TsbNQ:ref

Date || |Subject  |Re: Initial Contact
[From _ ] |0 [sent DaterTime




Sent from my

On at Customer < wrote: ]
crey NN

NO you are n sed to just go away, | have r d out to the dealership to see if there is a way to tum off the bell, nothing has been sent to me yet, as for an

alternate iart there is nothmf available from what | am belﬁ told

—licinal Message —————

From: [

Sent: |
To:

Subject: Re: Initial Contact

Hello
oucC y body working on an alterative? Maybe at least a work around to tum off the bell? IOm pretty sure | got the message)|
that it

Or
Thanks for

sent (R

On at Customer < wrote:

o

Just wanted to let you know lhﬁtnere is no current ETA on the ﬁn as the suwlier has not been able to provide tous.
————— Original Message ————
Fon B |

To: [ |

Subject: Re: Initial Contact

e dealership but accomplishing nothing but leaving assorted messages | drove (my ) out there

O - however he was out of the office. After waiting for a while 3 or 4 very employees heard my story and
They found the records of your interactions, of all verified with the parts guy that the part is in fact on their shelf and now
en the schedullng person ( seta for me at available Lastly they
Hﬂ( 0.1 thanked of them for all the help , asked the receptionist to let know he has a great staff and | look forward to maybe
meeting him so e in the future. | departed. | have no idea how this could possibly be d over their current teleph system.
ou for getting and keeping the ball -?l Next episode scheduled to be aired at -itison ar?

-h . ]

—‘ - --

On Customer < wrote:

Dear

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

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

The teleph number:

My direct extension: -

My work hours are: Eastemn Standard Time

Please don't hesitate

tact if you have any questions or concems. Thank you for your patience and co-operation!

re': ref

Date Subject Re: Initial Contact
From To |Sent Date/Time |







Hello [

No firm -provide at this time

Hi

| appreciate everything you are trying and would expect the your organization could have a way to escalate this repair beyond consulting with the local dealership service
department. From what 17/m told there is T Chrysler??1 proprietary computer software involved with this repair so | can™t even find a standalone mechanic to try and fix
the problem(s?). I_ve attached a picture of my daily reminder - | walk by my unsafe truck sitting in my driveway . [Jij2 cory of the $8 | have invested i this
lornament. Keep me posted.

[Thank you

Sent from my

on I = N s C.ore Core <
o

INO you are not supposed to just go away, | have reached out to the dealership to see if there is a way to turn off the bell, nothing has been sent to me yet, as for an
alternate part, there is nothing available from what | am being told

Hello F

OUCH!! Not really surprised just kinda stunned. Any body working on an alternative? Maybe at least a work around to turn off the bell? -prexty sure | got the message
that it_s not working ?

Or am | to just go away?

Thanks for the update

Loend

Sent from my -

on I s Coorer Core < '
?

Good Moming -

Just wanted to let you know that there is no current ETA on the part as the supplier has not been able to provide one tous.

- -
After playing phone tag most of the morning with the dealership but accomplishing nothing but leaving assorted messages | drove (m P) out there _
aboul%and tried to meet personally with - - however he was out of the office. After waiting for a while 3 or 4 very heard my story and

they all piic in to my assistance. They found the records of your interactio?of all verified with the parts guy that the part'is in‘fact on iheir shelf and now

available appointment for me afjevailzote | N I =ty they
introduced me to my new Service Advisor

This all took thanked each of them for all the help , asked the receptionist to let know he has a great staff and | look forward to maybe
meeting him someime n the future. Tdeparted. | have no idea how this could possibly be done over their current telephone system

Anyway thank you for getting and keeping the ball rollin?! Next episode scheduled to be aired at -Tuesday Nov 11 - it is on my calendar?

Sent from m
On | US Customer Care <_ wrote:

7

ooor

cefinttively reserved for my tuck. Then the scnwullnf person (- )seta

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

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

Your case number s | INNEGNGNIN
Theo_Case Management telephone number: _

My direct extension:

My work hours are: -

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

ref._COD)01gsDF,_5003Z1TsbNQ:ref

Date | |Subject Re: Level 2 Initial Contact
[From || [To [Sent Date/Time



Good Moming -

Per my parts expediting team: No Firm ETA at this time, Working to improve

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

From US Cusiome: o (|
To:
Subject:

nital Contact

Hello [

No firm [Jiferovide at this time.

From
Sent:
To:
Subject:

Hi

| appreciate everything you are trying and would expect the your organization could have a way to escalate this repair beyond consulting with the Incal dealership service
department. From what I m told there is ~Chrysler??C proprietary computer software involved with this repair so | can_t even find a standa mechanic to try and fix
the problem(s?). IZve attached & picture of my daily reminder - | walk by my unsafe truck sitting in my driveway . -a copy of the §8 | have invested in this

lcrnament. Keep me posted.
Thank you

Sent from my

or I

NO you are not supposed to just go away, | have reached out to the dealership to see if there is a way to turn off the bell, nothing has been sent to me yet, as for an
alternate part, there is nothing available from what | am being told

............ -~ Original Message --
[

Hello

OUCHIT Not really surprised just kinda stunned. Any body working on an alternative? Maybe at least a work around to turn off the bell? -pletty sure | got the message
that it”s not working ?

Or am | to just go away?

Thanks for the update.

L

Sent from my [

On at us customer Care <[ - -
o I - .

Good Moming -

JJust wanted to let you know that there is no current ETA on the part as the supplier has not been able to provide -IO us

----- Original Message ——-wweewe-

(I

Hi

Aft&n ph) tag most of the morning with the dealership but accomplishing nothing but leaving assorted messages | drove (m ) out there _
about ana tried to meet personally with [l - nowever he was out of the office. After waiting for a while 3 or 4 very heard my story and
they all pitched In to my assistance. They found the records of your interactions of all verified with the parts guy that the part Is in fact on their shelf and now
definitively reserved for my truck. Then the scheduling person (| )seta happomlment for me aH__A Lasty they

introduced me to my new Service Advisor
This all took m anke them for all the help , asked the receptionist to let know he has a great staff and | look forward to maybe
meeting him sometme n the Tuture. | aeparted. | have no idea how this could possibly be c* over their current telephjiillsystem.

Anyway thank you for getting and keeping the ball rollin?! Next episode scheduled to be aired at -Tuesday Nov 11 -itis on my calendar?

Sent from m:

T A ——EEEE—
; -
e

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

Your case number is

||
Thed_ Case Management telepr-number _

My direct extension:

My work hours are: -

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




Date | Subject Re: Initial Contact

[rom —— TP .




My direct extension:
My work hours are: -

Please don't hesitate

ontact if you have any questions or concems. Thank you for your patience and co-operation!

Date Subject Re:

Initial Contact

From To

|Sent Date/Time







Good Moming -

| have gotten word from corporate resources, that there is still no firm - provide at this time

Original Message ——--—----—-m-

Thank you.

Sent from my -
Good Moming -

Per my parts expediting team: No Firm ETA at this time, Working to improve

Original M ge

From s Cusomer Core

Sent:

nihial Contact

Hello [

Hi
| appreciate everything you are trying and would expect the your organization could have a way to escalate this repair beyond consulting with the local dealership service
[department. From what 1 m told there is CChrysler?? proprietary computer software involved with this repair so | can”t even find a standalone mechanic to try and fix
the problem(s?). I_ve attached a picture of my daily reminder - | walk by my unsafe truck sitting in my driveway . -a copy of the $$ | have invested in this
lcrnament. Keep me posted.

Thank you
Sent from my

On at US Customer Care <_ wrote:
on I«
r—

NO you are not supposed to just go away, | have reached out to the dealership to see if there is a way to turn off the bell, nothing has been sent to me yet, as for an
alternate part, there is nothing available from what | am being told

Original M

Hello

OUCIMreaIIy surprised just kinda stunned. Any body working on an alternative? Maybe at least a work around to turn off the bell? -pletly sure | got the message
that it”s not working ?

Or am | to just go away?

Thanks for the update.

L
Sent from my -

on I N U Cvsomer Gare < ">
Good Moming -

Just wanted to let you know that there is no current ETA on the part as the supplier has not been able to provide one to us.

Hi

Aﬂ%ﬂ hone tag most of the morning with the dealership but accomplishing nothing but leaving assorted messages | drove (m ) out there _
about *and tried to meet personally with - - however he was out of the office. After waiting for a while 3 or 4 very heard my story and
they all piici in to my assistance. They found the records of your interactions of all verified with the parts guy that the part is in fact on ineir shelf and now
definitively reserved for my truck. Then the scheduling person ( ) seta available appointment for me aiavailable -on _ Lastly they

introduced me to my new Service Advisor”
This all took M! anked each of them for all the help , asked the receptionist to let know he has a great staff and | look forward to maybe

meeting him sometme n the Tuture. T departed. | have no idea how this could possibly be done over their current telephone system.
Anyway thank you for getting and keeping the ball rollin?! Next episode scheduled to be aired at -Tuesday Nov {1 - it is on my calendar?

Sent from my

on “ I v Customer e < "

?
oea:

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




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

Your case number s [N
Thou_C:.so Management telephone number: _

My direct exiension:

My work hours are: h&asiem Standard Time -

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

ref:_C0Dj01qsDF._5003Z1TsbNQ:ref

Date

| [Subject  |Re: Initial Contact
[From _ ] |To [Sent Date/Time



Good Afternoon

There is still no firm ETA on your part, but we are still in conversations with the supplier to confirm a ship date

-------------- Original Message ===r====r—eee=

From US cusiomer Care ([

Sent:

ninal Contact

Good Moming [

| have gotten word from corporate resources, that there is still no firm ETA to provide at this time.

- Qriginal Message

(I

[Thank you.

Sent from my -

on I s Custoner Care < N o'
Good Moming -

Per my parts expediting team: No Firm ETA at this time, Working to improve

Sent:
To:
Subject: Re: nital Contact

Hello [

No firm ETA to provide at this time.

e -— Original Message -----------—---
From US Cusomer e
| ]

Hi

| appreciate everything you are trying and would expect the your organization could have a way to escalate this repair beyond consulting with the local dealership service
department. From what IZm told there is ZChrysler?? proprietary computer software involved with this repair so | canZt even find a standal mechanic to try and fix
the problem(s?). I_ve attached a picture of my daily reminder - | walk by my unsafe truck sitting in my driveway . -a copy of the $$ | have invested in this
crnament. Keep me posted.

Thank you

Sent from my

on IS = I s Cusomer Core <[
s -
]

NO you are not supposed to just go away, | have reached out to the dealership to see if there is a way to turn off the bell, nothing has been sent to me yet, as for an
alternate part, there is nothing available from what | am being told

Hello

ouUC! ot really surprised just kinda stunned. Any body workinrg on an alternative? Maybe at least a work around to turn off the bell? -pleny sure | got the message
that it_s not working ?

Or am | to just go away?

Thanks for the update.

Sent from my -

On at US Customer Care <_ wrote:
o I -

Good Moming -

Just wanted to let you know that there is no current ETA on the part as the supplier has not been able to provide -to us.

Original M;

Hi

After playing phjjilitag most of the morning with the dealership but accomplishing nothing but leaving assorted messages | drove (m ) out there F
about and tried to meet personally with - - however he was out of the office. After waiting for a while 3 or 4 very employees heard my story and
they all piic in to my assistance. They found the records of your interactions of all verified with the parts guy that the partis’in Tact on their shelf and now
definitively resarved for my truck. Then the scheduling person ( ) seta appointment for me HH__ Lastly they

introduced me to my new Service Advisor ~ Ronnie”.
[ This all took mmanked each of them for all the help , asked the receptionist to let -k"uow he has a great staff and | look forward to maybe
meeting him sometme n the future. [ departed. | have no idea how this could possibly be over their current teleph) system.

[Anyway thank you for getting and keeping the ball rollin?! Next episode scheduled to be aired at -Tuesday Nov J1 -1Tis'on my calendar?
L




DUUU MIETTIVUIEE

There is still nﬁ on your part, but we are still in conversations with the supplier to confirm a ship date

Subject: Re: _

GoodMoming

en word from COMU'II no fim to provide at this time.

| have,

From:

Sent:

To: -

Subject: Re: Initial Contact -
Thank you.

Sent g T

On ustomer Care < wrote:
2
Good Moming

Per my parts Wg team: No Firm at this time, Working to improve

Original M ge

From: Cust are [
Sent: N

To:
Subject: Re: Initial Contact -

Hello

No fi o

lessage
From:
Sent:

To:
Subjectﬁ Initial Contact
Hi

| appreciate everything you are trying and would expect the your organization could have a way to escalate this repair beyond consulting with the local dealership service|
depa i 20 proprietary computer software involved with this repair so | canOt even find a standalone mechanic to try and fix
the pry ly reminder - | walk by my unsafe truck sitting in my driveway . a copy of the $$ | have invested in this

om

Th:

>

On at Customeﬁ wrote:
? .

Hey
||

NO you are nMSed to just go away, | have reached out to the dealership to see if there is a way to tum off the bell, nothing has been sent to me yet, as for an
alternate part | nothing available from what | am being told

Original M ge

Frony [

To:

Subject: Re: Initial Contact
Hello

OUQH!! Not really surprised just kinda stunned. Any body working on an altemative? Maybe at least a work around to tum off the bell? IOm pretty sure | got the message]
oran e

Th:

Sent from m

On - Customer Care < wrote:

?
Good Moming

-nted tw know that there is no current on the part as the supplier has not been able to provide one to us.

1 S

From: [

Sent:

To:

Subject Re Initial Contact







Hi

Aﬁ&n phone tag most of the morning with the dealership but accomplishing nothing but leaving assorted messages | drove (m out there _
about *and tried to meet personally with - - however he was out of the office. After waiting for a while 3 or 4 very heara my story and
they all piicl in to my assistance. They found the records of your interactions of all verified with the parts guy that the part is in fact on their shelf and now
cefinitively reserved for my truck. Then the scheduling person ( ) set a [Jlavailable appointment for me aiavallable I sty they

introduced me to my new Service Advisor
This all took m anked each of them for all the help , asked the receptionist to let know he has a great staff and | look forward to maybe
meeting him sometme n the Tuture, | departed. | have no idea how this could possibly be done over their current telephone system.

[Anyway thank you for getting and keeping the ball rollin?! Next episode scheduled to be aired at -Tuesday Nov 11 . it is on my calendar?

Sent from my -
on I S G one Core < I >

7

ooor

Thank you for allowing -Cuslomer Care an opportunity to address your concermn. Our primary focus is your satisfaction.

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

Your case number s [N
TheFCase Management telephone number: _

My direct extension:

My work hours are: hEas‘:ern standard Time || IR

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

ref:_CODj01qsDF._5003Z1TsbNQ:ref

/? propos de votre dossier ( | Referente a su caso
|Sent Date/Time

Thank you for contacting

Our records indicate that case number Illlll7 is closed.
If you require further assistance please contact us and we would be happy to assist
Thank you and have a greatday.

Il Customer Care

Madame, Monsieur

Nous vous remercions d—avoir communicué avec le service a la clientele de [}

Selon nos renseignements, le dossier a été clos.

Si vous avez besoin d “aide supplémentaire, n_hésitez pas & nous contacter. Nous nous ferons un plaisir de vous assister.
Nous vous remercions et vous souhaitons une excellente journée,

Le Service a la Clientele de [l

Estimado cliente,

Le agradecemos que haya contactado a

Nuesiros regisiros indican que el nimero de caso _se encuentra concluido.

Si requiere de asistencia adicional, por favor comuniquese con nosofros por teléfono y con mucho gusto lo atendemos.
Muchas gracias y que tenga un excelente dia.

Centro de Atencion de i

Date | Subject Re: Level 2 Initial Contact
I | [sent Date/Time




Good morning

My truck continues 1o operate flawlessly:). And thanks again for all of your help cetting here. At the end of our last conversation | believe you mentioned a services
survey | have not seen anything like that. | really want to be sure that your attention to my problem was a difficult challenge, that with your assistance, took that
stuation from a total loss to a complete success. Thanks again

Sent from my [
on I N s <o e < >

There is stil no firm ETA on your part, but we are still in conversations with the sipplier to confirm a ship date

------------- Original Message ~=-==-=xxe=-mmx
From: US Customer Care ||
Sent:

To:

Subject: Re: nitial Contact

Good Morning -

| have gotten word from corporate resources, that there is still no firm - provide at this time

I - Original Message ----—----—--

To:

Subject: Re: Initial Contact

Thank you.

Sent from my -
on I I U C-<tomer Caro < <

-
Good Morning -

Per my parts expediting team: No Firm ETA at this time, Working to improve

oo — Original Message ----——----—--
From:US Customer Care
I

Sent:

To:
Subject: Re: nitial Contact

Hello IR

No firm [l provide at this time

Original Message
S S—
Suvbjecl ! -'ml a' I!cnl! i

Hi

| appreciate everything you are trying and would expect the your organzation could have a way to escalate this repair beyond consulting with the local deaiership service
depariment. From what I-m told there is = Chrysler?? proprietary computer soltware involved with this repair so | cant even find a standalone mechanic to try and fix
the problem(s?). I-ve atiached a picture of my daily reminder - | walk by my unsafe truck sitting in my driveway . [JJJlfe copy of the $$ 1 have invested in this

lornament. Keep me posted.

Thank you ﬁ

Sent from my -

?

INO you are not supposed to just go away, | have reached out to the dealership t> see if there is a way to turn off the bell, nothing has been sent to me yet, as for an
alternate part, there is nothing available from what | am being told

--— Original Message ----------—---
S S—
To:

Subject: Re: nitial Contact

Hello

QUCH!T Not really surprised just kinda stunned. Any body working on an alternatve? Maybe at least a work around to turn off the bell? -pretty sure | got the message
that it”s not working ?

Or am | to just go away?

Thanks for the update

|
Sent from my -
on I = I Us Coustome: Care <[ '

?
Good Morning -

Just wanted to let you know that there is no current ETA on the part as the suppler has not been able to provide one to us

- Original Message
o I I




After playing phone tag most of the morning with the dealership but accomplishing nothing but leaving assorted messages | drove (my !i] out there

about |Fanu tried to meet personally with - however he was out of the office. After waiting for a while 3 or 4 very heard my story and
they all piiched in to my assistance. They found the records of your interactions of all verified with the parts guy that the part on their shelf and now
definitively reserved for my truck. Then the scheduling person ) set a [Jlavailable appointment for me aﬁavallable -on _ Lasty they

introduced me to my new Service Advisor
This all took m anked each of them for all the help , asked the receptionist to let know he has a great staff and | look forward to maybe
meeting him sometme n the Tuture. Tdeparted. | have no idea how this could possibly be done over their current telephone system.

An“ar thank you for getting and keeping the ball rollin?! Next episode scheduled to be aired at -Tuesday Nov 11 - it is on my calendar?

Sent from my -

pear [N

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

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

Your case number s | INNEGNGNIN
Theo_Case Management telephone number: _

My direct extension:

My work hours are: -

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

g ¥

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




