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


kara.sheikhattari
Redaction


|New Customer Assistance Inquiry Record (CAIR)#
304PG5F VAT Model Year 2010 \[Brand DODGE |

|VIN
|Body JCDP49 |Vehicle DODGE JOURNEY SXT HATCHBACK |
3,‘::”’"" Pxovidsd Line of Business CAC ‘ Customer Assistance Center
Batch Case
Information
|Open Date | 06/28/2011 [CAIR Type | Regular |[Status Closed |
New
Close Date 07/07/2011 Origin Telephone ‘ Reason Problem
Imiteage 4,400 Miles |Market u |[Language | English |
Contact Email | I o+ =1 Frone | I Coniact Mobiie | N
Caller Address _ I Source | Customer
Caller City ANNA Caller Country USA ‘ Cac ”l" Postal
Customer ] |
CustomerAddress | |
| | | |

|Dearer 45163 WARD CHRYSLER CENTER, INC ||[Dealer Phone | 5184578155 |
|Dealer Address 1412 WEST MAIN |

CARBONDALE | | 62901 2230 |usa ]
|Dealer Zone | Midwest [Sales District | |[Service District |k ]
Subject Vehicle door damaged during repair. I
Synopsis ]
|Customer Anomaly |

Serviced Vehicle Returned With Customer
Contact Reason C103 Damage Anomaly ’ ‘
|Reason Code | After Sales - Complaint - Network - Treatment in workshop - Delivered Damaged vehicie ]
Case Status History
Create Date Status

06/28/2011 08:24 PM Open
07/07/2011 03:02 PM Closed

Initial Description

0205011600-Dealer,Service/Body Shop, Transaction,Vehicle Damaged,Default,Vehicle Damaged / Poor Condition,Vehicle door damaged during repair.

Case Comments

Date

Comment

06/28/2011

Customer claims that when his vehicle was being repaired, the dealership scratched and dented his vehicle door, both inside and out.
Customer a seeking to have vehicle door replaced at dealership's expence. Customer advised a call back is required and will take place
within one business day by COB their time Preferred anytime call back number is Who has possession of the vehicle?
(Owner/Dealer/IRF) Owner Has the vehicle been diagnosed by a CDJ dealer? (Yes/No) Yes If a CDJ dealer has diagnosed, what is the
dealer name or code? 45163 Reassigned to 88F

06/29/2011

Customer called to speak to case Manger Writer advised customer that Case manager has until end of businedd day to contact
customer

06/29/2011

***** CASE MANAGER TEAM - District [88P] ** * * * *

06/29/2011

Customer Chrysler history: 1 New 1 Used 0 Household 0 service contarct CONTACT UPDATE - 1st Contact attempt, phone number
dialed, 5:00 PM EST. Left message indicating another attempt will be made tomorrow 06/30/2011.

06/30/2011

Briefly e customer is contacting Chrysler: Caller requested to speak to the case manager Briefly summarize what the
customer is expecting Agent transferred caller to the case management department

06/30/2011

2nd attempt made to contact customer. Customer states that he before he had taken the vehicle in for some repairs. Customer states
that the the passenger side door would not open from inside nor outside. Customer states that he had been told by dealer that they had
to break something in the door to make some repairs. Customer states that because of this there are some big scratches and some
protruding dents. Customer states that when he addressed the concern with dealer that they stated that they will repair but do not feel
that they should have to replace door and they were just going to repair. Writer will follow up with dealer to get more details.

07/01/2011

Writer placed call to dealer 45163, and requested service manager , however SM was not available, left message for call back. also
provided email contact

07/01/2011

Writer attempted to contact dealer Service Manager Nathan, however, SM not available. Service advisor Josh took message for call
back

07/01/2011

Writer called customer to let him know that calls have been placed to dealer and at this time we are still waiting for a call back. Writer

07/01/2011

advised we will follow up again on Tuesday

07/05/2011

Writer attempted to contact dealer Service Manager Nathan, however, SM not available. Left message for a retun call at extension

66191, also left email contact




Date

Comment

07/05/2011

\Writer called dealer and requested service manager, Nathan, who stated that the customer had come in for some repairs, dealer did put
a small pin hole size which dealer offered to repair. he also stated that the customer had mentioned a small scratch in the door as well
which the dealer again offered to repair. Dealer stated that the customer became very rude loud and began demanding and cursing the
dealer to change out the whole door. Dealer had advised that they were more than willing to make repairs but would not be able to
change out the door. SM states that the general manager also informed that they do not want the customer returning to their shop
because of his behavior and threats.

07/05/2011

\Writer called the customer and left message for call back

07/06/2011

2nd attempt made to contact customer. Left message.

07/07/2011

Customer calls to speak with their Case Manager.

07/07/2011

Customer called for status. Writer informed the customer that the dealer acknowledged the damage and they had offered to repair.
Customer stated that he did not feel it is something that should be repaired and he should be able to get it replaced because this is a
new vehicle. Writer advised the issue needs to be addressed with dealer as this would be a dealer dispute. Customer was not happy

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







New Customer Assistance Inquiry Record (CAIR)# !l

\VIN | 3p4ces7VEEE |[Model Year | 2009 |[Brand | poDGE ]
Body | JcDP49 |[Vehicle | DODGE JOURNEY SXT HATCHBACK |
?3’7:'0"'“ Frovided ‘ Line of Business CAC Customer Assistance Center
|Batch Case
Information
|Open Date | 10/05/2011 |[CAIR Type | Regular ||Status | Closed ]
(Close Date | 11/03/2011 |[origin | Telephone |[Reason | New Problem |
Mileage | 46,100 Miles |[Market |u |[Language | Engiish |
Contact Email I_onhct Phone Mcontact Mobile |G
|Caller Address | | Source Customer
Calfer City BRANDON l Caller Country USA ‘ gz:’,:’ FostMl
Customer _______ |
Customer Address | |
| | |
Dealer 45503 | JOE USRY CHRYSLER JEEP DODGE  ||Dealer Phone | 6015005555 |
Dealer Address 5395 155N |
JACKSON MS |39206 4144  |usA !
Dealer Zone | ||Sales District |[Service District | 8 ]
[Subject | PCM was replaced. |
|Synopsis | ]
Customer Anomaly | Electronics |
Control Systems (BCM, etc.) |
‘ Technical Issue With Customer Body Control Module (BCM)
‘Contact s G185 Vehicle Anomaly 10 issue
\Reason Code | After Sales - Complaint - Product - Vehicle concern - Additional details |
Case Status History
Create Date Status
10/05/2011 05:23 PM Open
10/21/2011 10:53 PM Closed
11/02/2011 03:44 PM Reopen
11/03/2011 03:50 PM Closed
11/03/2011 03:50 PM Reopen
11/03/2011 04:06 PM Closed

Initial Description

0202000000-Dealer,Loaner Vehicle,Unknown,Other,Default Loaner Vehicle Inquiry,Customer was provided rental for this issue.
0201036000-Dealer,Facilities,Sales / Show Room, Inviting,Default,Inviting Dealer Sales / Show Room,Customer was pleased with the sales department.
0204010000-Dealer,Sales, Transaction,Other,Default,Sales Transaction Inquiry,Customer was traded out of the vehicle.
0207020100-Dealer,Rejected,Service,Unresolved,Default,Rejected Dealer - Service Unresolved,Customer stated dealership rejected to repair the vehicle.
0416000000-Corporate,Rental Vehicle, Default, Default,Default,Rental Vehicle,Customer requested a rental vehicle.

0427000000-Corporate, CNA Change,Default,Default, Default, Request for CNA Change,Customer updated information.
0108200000-Product,Electrical,Ignition System,Other,Default,Ignition System - Inquiry,Win module was replaced and keys were reprogrammed.
0118002800-Product,Drivability, Unknown,Hesitation/No Power,Default,Hesitation / No Power,Vehicle would not start or have no power.
0108820000-Product,Electrical, Power/Engine Control Module,Other,Default,PCM/ECM Inquiry,PCM was replaced.

Case Comments

Date Comment

10/05/2011 ©
10/06/2011 |Writer deleted duplicate narrative as per SN584
10/06/2011 ** *** CASE MANAGER TEAM - District 88U * * * * * * 2nd Owner New:1 Used:1 Household:1 Warranty: Purchased vehicle outside of

|the basic warranty by 268 miles. Service contract Lifetime Unlimited Mileage Maximum Care.










|New Cus

tomer Assistance Inquiry Record (CAIR)#

VIN | 3papcsFv2ATE [Model Year 2010 |Brand | DODGE |
[Body | JCDP49 |[Vehicle DODGE JOURNEY SXT HATCHBACK |
Slaﬁtomer Frovided Line of Business CAC Customer Assistance Center
Batch Case
Information
|Open Date | 1010772011 |[CAIR Type | Regular |[Status | Closed |
[Close Date | 112172011 |[Origin | Telephone |[Reason | New Problem |
[Mileage | 4,264 Miles |[Market |u |[Language | English ]
[Contact Email | Contact Phone I  |[Contact Mobil
Caller Address | Source Customer |
Calfer City MACOMB ‘ Caller Country USA ‘ gz:’,‘;’ ot |_ ‘
Custorer | |
Customer Address | ]
J | | J
DICK HUVAERE'S RICHMOND
Dealer 66183 ‘ CHRYSLER D ‘ Dealer Phone | 5867277577 ‘
Dealer Address 67567 S MAIN ST ‘
RICHMOND | i | 48062 1925 | usA |
IDealer Zone | Great Lakes |[Sares District | |[Service District | D ]
Subject vehicle will not unlock |
Synopsis I
|Customer Anomaly | Electronics |
Gear Electronics ]
Technical Issue With Customer Vehicle transmission shifting
et D oS Vehicle Anomaly s issues
[Relson Code l After Sales - Complaint - Product - Vehicle concern - Additional details ]
Case Status History
Create Date Status
10/07/2011 09:29 PM Open
10/20/2011 07:18 PM Closed
10/27/2011 04:48 PM Reopen
11/21/2011 01:19 AM Closed

Initial Description

0208000000-Dealer,By-Pass,Default,Default, Default,Close Loop Exception Reason Code,Close Loop Exception Reason Code
0421000000-Corporate, Technical Assistance, Default,Default, Default, Request for Technical Assistance,vehicle locks up and will not open
0108005700-Product,Electrical,Unknown Intermittent or Inoperative,Default,Electrical - Intermittent or Inoperative,vehicle will not unlock

Case Com

ments

Date

Comment

10/07/2011

Briefly summarize why the customer is contacting Chrysler: Customer's husband stated the electrical system has not been working
properly on this vehicle. Customer’s husband stated three times the vehicle has caused a problem with being unable to get out of the
vehicle. Customer's husband stated the alarm went off and the manual key was used to get into the vehicle the first time. Customer's
husband stated the door is locked and will not open from the inside at all. Customer stated the vehicle also came out of park while the
vehicle was still off. Customer stated the last time his wife had the vehicle on a trip and it was taken to another dealership who did some
repairs. Customer's husband stated the dealership could not guarantee this would work. Last week happened to the husband, last week
to his wife and when picking it up the vehicle was still on the parking lot of the dealership and it happened again. Customer's husband
stated the last dealership was L.a Grange dealership code Customer's husband stated his wife is scared to drive the vehicle.
Briefly summarize what the customer is expecting: Another vehicle or money back on this one. Customer's husband stated this is a
safety issue. Agent advised documentation would be sent to case Customer advised a call back is required and will take place within one
business day by COB their time Preferred Morning/Midday call back number is Il Please call after one pm Preferred
Afternoon/Evening call back number i tomer email address for case updates: customer declined Who has
possession of the vehicle? Owner Has the vehicle been diagnosed by a CDJ dealer? Yes If a CDJ dealer has diagnosed, what is the
dealer name or code? Reassigned to 88F

10/10/2011

***** CASE MANAGER TEAM - DistrictV *** * * *

10/10/2011

Customer does not have an email.

10/10/2011

Original owner, active 7/100 service contract



















New Customer Assistance Inquiry Record (CAIR)# _—]

VIN 3046657v7o T Model Year 2009 [Brand | DoDcE |
Body JCDP49 Vehicle DODGE JOURNEY SXT HATCHBACK ‘
S;I;mme’ Provided Line of Business CAC Customer Assistance Center
Batch Case
Information
Open Date 06/25/2012 CAIR Type Regular | Status | Closed \
Close Date 07/03/2012 Origin Telephone | Reason New Problem \
Mileage 98,000 Miles Market u [Language English \
Contact Email Contact Phone [_ || Contact Mobile
Caller Address 1895 DEER RUN LN |[Source Customer
Caller City LEONARD Caller Country USA e
Customer I |
Customer Address [
| | | |
Dealer 63975 MILOSCH'S PALACE CHRYSLER JEEP [ Dealer Phone 2483932222 ‘
Dealer Address 3800 S LAPEER RD \
LAKE ORION MI | 48359 1325 |usa [
Dealer Zone | Great Lakes Sales District || Service District | C [
Subject Left Front Door Hardware - Inoperative \
Synopsis [
Customer Anomaly | Moving Parts [
Handle [
o R ., C105 Technical Issue With Customer 84 Yehicle handle
Vehicle \Anomaly issue
Reason Code ]After Sales - Complaint - Product - Vehicle concern - Additional details \
Case Status History
Create Date Status
06/25/2012 12:13 PM Open
07/03/2012 06:16 PM Closed

Initial Description

0407000000-Corporate,Lemon Law,Default,Default,Default,Lemon Law,Lemon Law
0123035710-Product,Body / Trim / Paint Finish,Body Hardware,Inoperative,F. Door=Driver,Left Front Door Hardware - Inoperative,Left Front Door Hardware -
Inoperative

Case Comments

Date Comment

06/25/2012

06/25/2012

06/26/2012

06/29/2012

[06/2972012 |Writer will follow up with customer once he has had a chance to drive the vehicle and make sure there are no further issues.







New Customer Assistance Inquiry Record (CAIR)# _-l

VIN 304PGsFVXATI [Model Year 2010 |Brand | popGE \

Body JCDP49 |[Vehicle DODGE JOURNEY SXT HATCHBACK \

Customer .

Provided VIN ‘ Line of Business CAC Customer Assistance Center

Batch Case

Information

Open Date 08/27/2012 [CAIR Type Regular Status Closed |

Close Date 10/09/2012 | Origin Telephone Reason New Problem \

Mileage 53,416 Miles |[Market U Language English \

|Contact Email |—00nhct Phone | Contact Mobile \

Caller Address | ] Source Customer \
. Caller Postal

‘Caller City ‘ Caller Country USA Code -

Customer | I |

Customer Address | [
| |

Dealer 61339 ‘ JACK POWELL CHRYSLER DODGE | peater Phone | 7607452880 ‘
Dealer Address 1625 AUTO PARK WAY [

ESCONDIDO CA 92029 2008 | USA [
|Dealer Zone | California ||Sales District |Service District| N [
Subject Electrical issues [
Synopsis [
Customer .
Anomaly Electronics

Gear Electronics \

Technical Issue With ||Customer Vehicle transmission
Contact Reason C105 Vehicle Anomaly 13 shifting issues
Reason Code | After Sales - Complaint - Product - Vehicle concern - Additional details
Case Status History
Create Date Status

08/27/2012 08:38 PM Open
10/09/2012 12:08 AM Closed

Initial Description

0407000000-Corporate,Lemon Law,Default,Default,Default,Lemon Law,Lemon Law
0108005700-Product,Electrical, Unknown, Intermittent or Inoperative, Default,Electrical - Intermittent or Inoperative,Electrical issues

Case Comments

Date Comment

08/27/2012

08/28/2012

| 08/28/2012
08/28/2012

Agent spoke with Service Manager Brian about this customer's vehicle and the customer being from California but having the 44124

08/29/2012 dealership code. SM Brian states never have seen this vehicle before never heard of this customer before



















New Customer Assistance Inquiry Record (CAIR)#

VIN 3p4rPcsFVoAT I |Model Year 2010 |Brand __|pobGe |
Body JCDP49 || Vehicle DODGE JOURNEY SXT HATCHBACK \
Sritomer Provided Line of Business CAC ‘ Customer Assistance Center
Batch Case
Information
Open Date 01/11/2013 [CAIR Type Regular |[Status Closed |
. New
Close Date 01/12/2013 Origin Email ‘ Reason Problem
Mileage 63,359 Miles |[Market u |[Language English [
Contact Email Contact Phone ]_ J Contact Mobile !
Caller Address I |[Source Customer |
Caller City DESOTO ’ Caller Country USA ‘ Callor Postal I ‘
cusioro | |
Customer Address | |
| | | |
Dealer 49983 | CHAMPION CJD/EAN HOLDINGS LLC |[Dealer Phone | 3178726200 |
Dealer Address 4505 W 96TH ST [
INDIANAPOLIS IN | 46268 3107 USA |
|Dealer Zone | Great Lakes || Sales District | Service District | 9 |
Subject Customer states problem with the back passenger side door |
Synopsis |
Customer Anomaly |
Launch Of New Vehicle ‘0ustomer
Contact Reason C157 Information ‘ Anomaly ‘ ‘

|Reason Code

| sales - Information & Assistance requests = Marketing = Vehicle commercial info = Product launch \

Case Status History

Create Date Status
01/11/2013 02:17 AM Unworked
01/11/2013 03:02 AM Open
01/12/2013 01:53 AM Closed

Initial Description

0426000000-Corporate,Product Information,Default, Default, Default, Request for Product Information,Customer states problem with the back passenger side door

Case Comments

Date

Comment

01/11/2013

01/11/2013

01/12/2013

01/12/2013

01/11/2013 [***** EMAIL BRIEF DESCRIPTION CONTENT ***** dissatifaction ***** END EMAIL BRIEF DESCRIPTION CONTENT *****




New Customer Assistance Inquiry Record (CAIR)# -]

VIN acarncAssD N Model Year 2013 |Brand | pobGE |
Body JCDH49 Vehicle DODGE JOURNEY SE HATCHBACK l
s;l:tomer Provided Line of Business CAC Customer Assistance Center
Batch Case
Information
Open Date 05/03/2013 CAIR Type Regular |Status Closed [
Close Date 05/06/2013 Origin Telephone \ Reason New Problem [
Mileage 16 Miles Market U |Language English |
Contact Email Contact Phone _ ||Contact Mobile m
Caller Address Source Customer |
Caller City CHICAGO Caller Country USA Caller Postal | 60626-1107 ‘
Customer I |
Customer Address \
l |
Dealer 44520 SHERMAN DODGE CHRYSLER JEEP l Dealer Phone 8479829500 ‘
Dealer Address 7601 SKOKIE BLVD \
SKOKIE IL | 60077 3001 USA \
|Dealer Zone | Midwest | Sales District ||Service District | A \
Subject Customer states thought the vehicle would look better with factory rims \
Synopsis \
Customer Anomaly | Wheels / Tires \
Wheels ‘
| Technical Issue With Customer Vehicle wheel issue
Contact Reason C105 Vehicle Anomaly 93 (rims)
|Reason Code | After Sales - Complaint - Product - Vehicle concern - Additional details [

Case Status History

Create Date Status
05/03/2013 10:30 AM Open
05/06/2013 04:34 PM Closed

Initial Description

0450110101-Corporate,Outbound,Survey Follow=Up,Continuous Quality Insight,Customer Contact Complete,Continuous Quality Insight - Customer Contact
Complete,Continuous Quality Insight = Customer Contact Complete

0450110100-Corporate,Outbound,Survey Follow=Up,Continuous Quality Insight,Default,Continuous Quality Insight,Continuous Quality Insight
0122400000-Product,Wheels and Tires, Wheels,Other,Unknown,Wheels Inquiry,Customer states thought the vehicle would look better with factory rims

Case Comments

Date | Comment

05/03/2013

05/03/2013
05/03/2013

05/06/2013




New Customer Assistance Inquiry Record (CAIR)#

VIN 304GH57v7o T TModel Year 2009 [Brand [DODGE |
Body JCEP49 ‘ Vehicle DODGE JOURNEY SXT AWD HATCHBACK ‘
s;litomer Provided Line of Business CAC Customer Assistance Center
Batch Case
Information
Open Date 05/04/2013 |CAIR Type Regular Status Closed |
Close Date 05/04/2013 \ Origin Telephone Reason New Problem |
Mileage 104,786 Miles |Market V] Language English \
Contact Email I—Contact Phone | Contact Mobile |
Caller Address ] Source Customer \
Caller City CONVOY Caller Country USA Sl - ‘
cusomer T |
Customer Address | [
| |
Dealer 43284 SREVE CHRYNEEP-DODGE OF VAN | peater Phone | 4192383944 ‘
Dealer Address 756 W ERVIN [
VAN WERT OH 45891 2202 USA [
|Dealer Zone | Great Lakes |\Sales District | |Service District | P [
Subject customer states her rear door handle has broke [
Synopsis [
Customer Anomaly | Interior ‘
Panels/Moldings [
Technical Issue With Customer Interior panels or moldings
Contact Reason C105 Vehidle Anomaly 82 issue

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

Case Status History

Create Date Status

Open
Closed

05/04/2013 12:22 AM
05/04/2013 12:26 AM

Initial Description

0123101100-Product,Body / Trim / Paint Finish,Interior Ornamentation/Mirrors,Broken, Cracked,Unknown,Interior Ornamentation / Mirrors = Broken, Cracked,customer
states her rear door handle has broke

Case Comments

Date Comment

05/04/2013

05/09/2013




|New Customer Assistance Inquiry Record (CAIR)#

[viN 304PGsFVEATIE | Model Year 2010 |Brand | popGE |
Body JCDP49 | Vehicle DODGE JOURNEY SXT HATCHBACK [
‘c,;::tom" Provided ‘ Line of Business CAC Customer Assistance Center
Batch Case
Information
Open Date 09/05/2013 [[CAIR Type Regular ||Status Closed [
Close Date 09/05/2013 Origin Telephone ||Reason New Problem [
Mileage 47,488 Miles Market u [Language English [
Contact Email I Contact Phone | contact Mobile |GG
Caller Address 170 CLAREMONT BLVD || Source Customer [
Caller City CLAREMONT Caller Country USA Caller Postal | 917115014 ‘
Customer [ | |
Customer Address
| | |

|Dealer X7818 | AVIS BUDGET CAR RENTAL-Maui HI | Dealer Phone | 8088772417
|Dealor Address 6 SYLVAN WAY -.

PARSIPPANY NJ 07054 3826 USA
|Dealer Zone | |Sales District |Service District
Subject states electrical components fail intermittently
Synopsis
Customer Anomaly | Electronics I

Gear Electronics ‘ [

Technical Issue With  ||Customer Vehicle transmission shifting
e 105 Vehicle Anomaly 13 issues NiJ
|Roason Code | After Sales - Complaint - Product - Vehicle concemn - Additional details [
Case Status History
Create Date Status

09/05/2013 08:55 PM Open
09/05/2013 09:06 PM Closed

Initial Description

0415000000-Corporate,Recall,Default,Default,Default,Recall,seeks recall information

0108005700-Product,Electrical,Unknown,Intermittent or Inoperative,Default,Electrical - Intermittent or Inoperative,states electrical components fail intermittently

Case Comments

Date Comment
Briefly summarize why the customer is contacting Chrysler: Customer seeks recall information. Briefly summarize what the customer is
expecting: Customer states that she is having intermittent electrical issues with her radio, A/C, and windows, Customer states there are
09/05/2013 times that she is even locked inside the vehicle. Customer seeks recall information, Agent advised the customer does not have any open

or closed recalls relating to her issue. Agent asked if customer has been to her local dealership. Customer states not yet due to
diagnosis fee. Agent advised customer we cannot wave a diagnosis fee, but advised her that it would be in her best interest to bring the
vehicle to a dealership.




|New Customer Assistance Inquiry Record (CAIR)# -]

VIN 304GG57v49 T [Model Year 2009 lBrand [ DODGE |
Body JCDP49 |[Vehicle DODGE JOURNEY SXT HATCHBACK [
3;::“”"" Provided | Line of Business CAC Customer Assistance Center
Batch Case
Information
Open Date 09/24/2013 |[cAIR Type Regular |[status Closed [
Close Date 09/26/2013 Origin Email ||Reason New Problem |
Mileage 75,955 Miles Market U |lLanguage English [
[Contact Email Contact Phone | | [Contact Mobile
|caller Address Source | Customer [
Caller City MCLEANSBORO Caller Country USA c“c ”f e ‘
Customer | |
Customer Address
| |

Dealer 66739 | JIM HAYES INC |lDealer Phone | 6182528611
Dealer Address 2130 US HIGHWAY 45 N.

HARRISBURG IL 62946 4812 USA
|Dealer Zone | Midwest |[Sales District |Service District | K
Subject states her door locks stopped working [
Synopsis
Customer Anomaly | Moving Parts

Door [

Technical Issue With Customer Vehicle door
s 105 Vehicle Anomaly 83 issues
|Reason Code | After Sales - Complaint - Product - Vehicle concern - Additional details [
Case Status History
Create Date Status

09/24/2013 11:05 PM Unworked
09/26/2013 06:46 PM Open
09/26/2013 06:51 PM Closed

Initial Description

0300000000-Referral,Other,Default, Default, Default,Other Referral,referred to dealer
0108255700-Product,Electrical,Power Door Lock / Deck Lid,Intermittent or Inoperative,Unknown,Power Door Lock / Deck Lid - Intermittent or Inoperative,states her
door locks stopped working

Case Comments

Date Comment

***** EMAIL BRIEF DESCRIPTION CONTENT ***** The door locks are not working...again. ***** END EMAIL BRIEF DESCRIPTION
09/24/2013 CONTENT *****
The door locks are not working. This has happened several times since we purchased this vehicle new. We have had it worked on at Jim
Hayes of Harrisburg, Il and Lemonds Chrysler in Fairfield, Il. We have had an issue with every door including the back hatch. It does not
matter if you are using the button on the key or the button on the doors. When this happens, the door can not be unlocked or opened
l&um inside or outside, This last time it happened while | was grocery shopping and I could not get my groceries in the car for several
m

inutes. We could not unlock the back door to get the kids out of the carseats after we finally got home. They had to be unbuttoned from
the driver's seat and pulled out the front. This is extremely frustrating, especially since my family is a die=hard Dodge family. My husband
drives a 2010 Dodge Ram, my father drives a 2010 Dodge Ram, my mom drives a 2013 Dodge Durango, as does my sister-in-law, and
my brother drives a 2013 Dodge Ram truck. As | said, the Dodge brand is very important in our family, but with the constant issue with
the door locks it is difficult not to question the brand. The doors not opening is not only a hassle, but could be a safety issue if there was
an accident and my family could not get out, *****END OF CUSTOMER EMAIL*****

Dear Ashley: Thank you for contacting the Dodge Customer Assistance Center. We regret the problem your vehicle has experienced and
appreciate the time and effort you took to bring this matter to our attention. Comments like yours are one way we have to learn of
problems that may develop and improvements desired by customers. Unfortunately, given the many variables involved, we are unable to
09/26/2013 diagnose your vehicle's problem via email. We recommend contacting your authorized dealership to arrange an appointment for proper

diagnosis and repair, Our dealerships have the factory training, equipment and information available to them to diagnose and correct
problems with our vehicles. Should your dealer require factory assistance they may contact our Technical Operations Resource Group
(STAR) or contact their regional Business Center. Thanks again for your email. Sincerely, Crystal Customer Service Representative
Dodge Customer Assistance Center *****END OF CAC EMAIL RESPONSE*****

09/26/2013




New Customer Assistance Inquiry Record (CAIR)#

VIN 304PGS5FVXATI | Model Year 2010 Brand | DODGE |
Body JCDP49 |[vehicle DODGE JOURNEY SXT HATCHBACK |
3;’:”'"" Provided ‘ Line of Business CAC Customer Assistance Center

Batch Case

Information

Open Date 02/07/2014 [cAIR Type Regular |Status Closed [
Close Date 03/25/2014 |[origin Telephone | Reason New Problem |
Mileage 40,200 Miles ||Market U |Language English |
Contact Email | IS Cieci Prons NN |Contact wobic NN
Caller Address 10510 W ROANOKE AVE | Source Customer

Caller City AVONDALE ‘ Caller Country USA ‘ g:i’,:’ Postal ‘

cusione [ |

Customer Address |
| | |
LARRY H. MILLER DODGE RAM

Dealer 45604 AVONDALE ‘ Dealer Phone 6239250011 ‘
Dealer Address 10101 W, PAPAGO FREEWAY ‘

AVONDALE AZ | 85323 5306 USA [
|Dealer Zone | West ||Sales District | |[Service District | M [
Subject Driver's door will not open from inside or out. [
Synopsis [
Customer Anomaly | Moving Parts [

Door [

Technical Issue With Customer Vehicle door
Contact Reason C105 Vehicle A aly 83 issues
|Reason Code | After Sales - Complaint - Product - Vehicle concern - Additional details \
Case Status History
Create Date Status

02/07/2014 12:07 AM Open
02/07/2014 12:17 AM Closed
03/15/2014 09:42 PM Reopen
03/25/2014 01:16 AM Closed

Initial Description

0464000000-Corporate,Survey By-Pass,Default,Default, Default,Survey By-Pass,As per dcp15
0459000000-Corporate,Reimbursement,Default,Default,Default,Corporate - Reimbursement,Corporate - Reimbursement

0424000000-Corporate, Warranty Coverage,Default, Default,Default, Request for Warranty Coverage Information,Customer checking for warranty coverage
0108250200-Product,Electrical, Power Door Lock / Deck Lid,Defective,Unknown,Power Door Lock / Deck Lid = Defective,Driver's door will not open from inside or out.

Case Comments

Date Comment
Briefly summarize why the customer is contacting Chrysler: Customer states that he is having a technical issue with his driver’s side
door not opening. Customer would like to check for warranty coverage, Briefly summarize what the customer is expecting: Customer is
expecting warranty information. Agent advised customer that we would have to have the vehicle diagnosed and be able to know what
component needs to be replaced, but it is most likely covered under his basic warranty that expired at 36,000 miles. Customer requested
to be provided with an open case in regards to his issue, Agent advised customer that we require the vehicle has been diagnosed before
any assistance is provided and the case to remain open. Customer understood.

02/07/2014

03/15/2014

03/17/2014 |** * * * CASE MANAGER TEAM - District O * * ** * *

03/17/2014 |Ownership: second owner Owned: 1 Currently owns: 1 Service Contract: no Out of warranty: by 9 months and 5,512 miles.

Writer contacted SM Darren. SM states that customer is not loyal to dealership, has only one previous repair (alignment with coupon)
and a warranty concern.

03/17/2014



































































The vehicle reported in this case is stalling while my wife is driving, the

horn blows any time it wants. | was told by a Dodge Service Department that
this is illegal to drive a car around like this and the locks lock on their

own anytime they want. My wife could get out of the car to get the mail or

talk to someone and the locks could lock them selves or the buttons on the
doors would go up and down repeatedly. Also, when we are going to pick
someone up, when we pull up to let someone in, we can not unlock the doors.
All of these issues are all over the internet. They are all mentioned in

the lawsuit that was filed mentioned below. This vehicle is a safety hazard
for my family to be in. | would greatly appreciate for all these issues to

be fixed. Please contact me as early as possible. | have reported all of
this to NHTSA, FTC & the Attorney General. My contact phone number for
Monday 10/15/18 is 1st|

Tuesday 10/16/18. | will be out of town so please only contact my cell

Velasco et al v. Chrysler Group LLC Case No. 213-cv-08080

On

Judge Dean Pregerson

TIPM Settlement .com

On Mon, Oct 15, 2018 at 2:45 PM US Customer Care <
uscustomercare@fcagroup.com> wrote:

vVvVvVvVvyvVvVvyvyv.yv.y

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

> From: US Customer Care [uscustomercare@fcagroup.com]
> Sent: 10/15/2018 2:30 PM

> To:

> Subject: Horn intermittent sounding _
>

> TIPM
> ref:_00DjO1gsDF._500f1kyaFs:ref
>

>











































































