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Brand DODGE

DODGE JOURNEY  SXT HATCHBACK

Customer Assistance Center

VIN

Body JCDP49

Customer Provided VIN

New Customer Assistance Inquiry Record (CAIR)#

Model Year

Vehicle

Line of Business

2010

CAC

Batch Case Information

Open Date 09/03/2011

Close Date

Mileage

Contact Email

09/20/2011

10,105 Mles

CAIR Type

Origin

Market

Contact Phone

Caller Address

Caller City WARREN Caller Country USA

Customer

Customer Address

Regular Status

Telephone

U

Reason

Language

Contact Mobile

Source

Caller Postal Code

Closed

New Problem

English

Customer

57081Dealer

Dealer Address

Dealer Zone

WARREN

Great Lakes

Door handle on the inside doesn't work

GALEANA'S VAN DYKE DODGE Dealer Phone 5865734000

28400 VAN DYKE AVENUE

M 48093 7133 USA

Sales District Service District A

Subject

Synopsis

Customer Anomaly Moving Parts

Door

Contact Reason C105 Technical Issue With Vehide Customer Anomaly 83 Vehicle door issues

Reason Code After Sales - Complaint-Product-Vehide concem -  Additional details

Case Status History

Create Date

09/03/2011 01:51 AM

09/20/2011 04:09 PM

Status

Open

Closed

Initial Description

0450111001-Corporate,  Outbound,  Survey Follow-Up,CPS,Customer Contact Complete,  CPS-Customer Contact Complete,CPS-Customer Contact Complete

0450111000-Corporate,  Outbound,  Survey Follow-Up,  CPS,Default,Corporate Outbound - Survey Follow Up CPS,  Corporate Outbound - Survey Follow Up CPS

0123030012-Product,  Body/Trim/Paint /Trim/Paint Finish,Body Finish,  Body Hardware,  Hardware,  Other,F. Other,F. Door-FDoor-Pass,  Right Front Door Hardware Inquiry,  Door handle on the inside doesn't work

Case Comments

Date

09/03/2011
CPS Survey Record Received Date: 09/02/2011 Survey Number

Mapping Class: Dealer Event Type: 1st  Warranty Vsit

09/06/2011

my door from the inside."

09/06/2011

Comment

Quality Survey ID Number
CPS Score .9

Survey Date: 09/01/2011 VN Number:

Survey says, "The service guy  was great, I took my car in, now my door doesn't openn so I have to take it in again. Every time I take it in for two visits, I have to order parts.

They always have to order parts. Part of it  was for a bulletin and one of the seat parts. One if under a warranty, they were supposed to fix  the button and now I can't open

*CASE MANAGER TEAM-District 88Z****** CONTACT UPDATE - 1st Contact attempt, phone number dialed.

09/16/2011 2nd attempt made to contact customer. Left message.

09/17/2011

. Left message.

Customer states that the door handle doesn't work properly and that this is the second time that he has taken the vehicle into the dealer and it's still not fixed. Writerwork propeny  and that  t . inter
informed the customer that the dealer will be contacted on Monday to see what can be done. Customer states that he can't  afford to take off  work anymore to try and

resolve this.

09/19/2011 Writer contacted the dealer and spoke to Kenny in parts who states that they have a UPS tracking number and it should be in today.

09/19/2011

09/20/2011

1st Contact attempt, phone number dialed, . Left message advising the customer that the part shows that it's at the dealer as per UPS tracking number.

2nd attempt made to contact customer. Left message informing the customer that the part is at the dealer and to call back in if he has further questions. CLOSED LOOP
UPDATE-no need for additional follow-up.
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 D
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 p
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h
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 re
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h
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h
e
y

 t
o
o
k

 t
he
ir

 v
e
n
i
c
i
e 
t
o
 t
h
e
 
de
al
er
sh
ip

 a
n
d
 h
a
s

 h
a
d
 i

t r
e
p
a
i
r
e
d
 t
wi
ce
, 
th

e 
m
a
s
t
e
t
e

It
wi

ce
. 
T
h
e

 c
u
s
t
o
m
e
r

 st
at

ed
 t
ha
t 
th
ei
r v

eh
id
e 

lo
ck

ed
 w
hi
le

 s
h
e

 w
a
s
 i
ns

id
e a
n
d

 s
h
e

 o
u
l
d
 n
o
t

 g
et

 o
u
t
.

 S
h
e
 h
a
s
 h
a
d
 p
ro
bl
em
s 
wi
th

 t
hi
s

co
nt

ro
l 
b
o
a
r
d
 
h
a
s
 
b
e
e
n

 r
ep
la
ce
d 
tw
i

is
su
e,

 s
h
e

 w
e
n
t

 t
o 
th
e 
d
e
a
l
e
r
s
h
i
p

 
p
a
g
a
i
n
,

 
a
g

ye
st
er
da
y 
10
/0
4/
11
, 
to
ld
 
th
e 
Se
rv
ic
e 
M
a
n
a
g
e
r
,
 R
ev
el
, 
w
h
a
t

 w
a
s

 g
o
i
n
g
 o
n
 
a
n
d

 h
e
 a
s
k
e
d
 h
e
r

 w
h
a
t

 s
h
e

 w
a
n
t
e
d

 h
i
m

 t
o
 d
o.

 S
h
e

a
s
k
e
d
 h
im

 t
o 
lo
ok

 a
t

 it
 a
c
a
i
n

 a
n
d
 f

ix
it

a
s
k
e
d
 
h
i
m
 
to

 l
oo
k 

at
 i
t 
a
g
a
i
n

 a
n
d

 fi
x xi
t it
 
pr
o

Th
e

pr
op

er
ly

, 
h
e
 t
ol
d 
h
e
r

 t
h
e

 p
r
o
b
l
e
m

 w
a
s
 n
o
t
 c
ur
re
nt
ly

 h
ap

pe
ni

ng
 a
t

 t
ha
t 
t
i
m
e

 a
n
d 
s
h
e

 s
h
o
u
l
d
 c
al
l 
C
h
r
y
s
l
e
r

 f
o
r
f
u
r
t
h
e
r 
a
s
s
i
s
t
a
n
c
e
.

10
/0
5/
20
11
 
au
st
om
er
is

 u
ps
et

 w
it
h 
th
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c
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ro
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 b
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n
e
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 c
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h
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 m
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Date

10/11/2011
Dealership Service  Manager Betty Sue Rowan states that no codes were shown and thatthe problem needs to be handled get the vehicle back in so  thatit will  be there
when theycall back CUSTOMER CONTАСТ

Comment
and tha

Writer will contact customer to update her on taking the vehicle back in to the dealership. Customer will
contact teh dealership to see what they say

10/11/2011 calling for TL345, transferred.

10/11/2011 Customer states that evidently called last nightand wanted the car at the dealership and theywant the vehide over there right now. Writer is considering helping with a
rental vehicle ifdealership cannot  provide one.
Oustomertold agent  she had to bring vehide back
Customer  told agent she had to bring vehide back to dealership bday, customer feels that she should receive a rental venicle. Agent told customer that she will contad
the dealership and see if  we could authorize a rental.  Agent contacted dealership, agentspoke with SMBetty Sue, SMexplained that we are waiting for STAR to reply

2011 back about the case. SMtold agent she is willing to autnonze a rental once theynear back from SIAR but atthis time we cannot autnorze a rental. SMtold agent thaback about the case. SMtold agent she is willing to authorize a rental once theyhear  back from STAR but at this time we cannot authorize a rental. SMtold agent that they

are shuttling her to work and back. Agent explained situation to customer, customer was not happy with this. Customer requested a call back from case manager

10/11/2011

tomorrow moning.

10/11/2011 requesting to speak with Supervisor. Customer said she keeps having to go back and forth to the dealer over the vehicle's issue with the dod
locks and dealer can not fix itand no rental can be authorized.  Writer told her a supervisor would call her back in 1-2 hours. Wirter submitted a call back form to E

10/11/2011 Supertsor call  aporoved by BE115delierad supertsor fo oB11510/11/2011 Supervisor call  approved by BE115. delivered supervisor form to BE115.

**SUPERMISOR***  Writer called customer to speak with her about her vehicle's situation. Customer is concermed about being stranded somewhere to  wait for herSUPERVISCR Wer called cusmerto speak win her about  ner  venices situation. Customer is concemed aboutbaing stranded somewhere  to waitio ne
vehicle to act up. Customer was told to bring her vehicle in immediately due to engineers wants to provide duplication information. Customer was told that her vehicle

10/11/2011 was not safe. Customer would like another vehicle.  Writer informed customer that rental  would be disaussed as preliminary while vehide is being diagnosed but it
would not be indefinitelyprovided. Customer understands and is aware she will  be contacted back after writer speaks with the dealership. Writer or Case Manager  will
contact dealer to verify progress with STAR case and if there is not resolution be an advocate for customer with Sales Manager to provide possible trade in assistance.
CUSTOMER CONTACT

1 CUSTOMER CONTACT
Writer contadted customer to see what happened with the case while writer was out of the office. Customer was unavailable Let

10/12/2011
Message with extensior

Customer contacted back and stated that they contacted the customer and stated that she needed to take the vehicle into the dealership and they  stated that would get
her a rental vehicle. Customer states at 3:45 she contacted and ther stated that nothing has been approved. So customer picked up the
vehicle and spoke to BE115 who stated that she was going to find out whatis going on. Writer contacted dealership to approve a rental for up to 7 days. Customervenicie and spoke

10/12/2011

states that

10/12/2011
Revele

10/18/2011

was very rude to the customer atthe dealership. DEALER CONTACT-Acting Service Manager Paul stated that they  will give the customer a rental
at$3500 aday

vehicle  Tor7 days at $35.00 a day.
CUSTOMER CONTACТ
Ihat thau th biicg switch and writor will  needtnntart the laslershin DEALER CONTACТ601-500-5ARA Whtercaaas oled

Writer contacted customer to see if  vehide is repaired yet or not Customer stated thatshe is still in the rental and was informed

that they thought it was the wreress ignition switch and writer will need to ontact the dealership. DEALER CONTACT-601-500-5654 Witer called to speak to Service

Manger Betty Sue Rowan about the vehicles repairs. Service Manager states that there are parts ordered. Service Manager Betty found a fix while she was at a

Technician meeting in orlando and is waiting on parts. Estimated Time Arrival is on Friday  10/21/11. Customer states that this is greatand she hopes that this fixes the

DEALER CONTACT
10/21/2011

10/21/2011

10/21/2011

the repairs are completed
Witer called to speak to Service Manager Betty Sue Rowan to obtain diagnosis information. Customer has picked up the vehicle and

*Contact Date:10/21/2011 Customer request has been  tulfilled. CAIR RETURNED FROMDEALER  ON '10/21/2011'  AT 06:50.170 R
CUSTOMER CONTACT Writer called to confirm with custom pleted and the case can be dosed out. Customer states that the

vehicle is fine and if  the venide is acung up again to bring it back in. Customer states that if she has issues she will  contact back and contact the dealership. CLOSEDvehicle is tne and if the venide is acting up again to bring it back
DOP UPDATE- no need for additional follow-up.

11/02/2011 Customer called stating thatshe is having the same issue with her vehicle. Caller asked to speak with TL345 the case manager. Agent was getting more information

11/02/2011

11/02/2011

when the call ended.

Customer states that the issue is not resolved.  Customer calls to speak with their  Case Manager.  Agent trans ferred the customer to case manager TL345 at extension

Brieflysummarize why  the customer is contacting Chrysler: Customer called today because she states that the problem is not resolved Customer states that  thisis thatthe thattnis
morning the same thing described above happened to her Brieflysummarize what the customer is expecting: Customeris seeking further assistane from Chrysler for

1 this ongoing issue Customer advised a call back is required and will take place within one business daybyCOB their time Preferred Mbrning/Mddaycall back number
Prefered Aemcon/Evening call back number is Customer email  addrees for case undeles Who has
Preterred Attermoon/Evening call back number is Customer email address tor case updates ☐Who  has

possession onthe vehide? dealership Has the vehicle been diaghosed bya CD dealer? Yes lf a CDJ dealer has diagnosed, what is the dealer name or code? 45503

orstatus odoate

NeassigleoReassigned to 88F

11/02/2011 Status update provided va email to the following email address:
077 ахаslo 60 1048422 extension 66104 Case numbe Thanks Tayler End of Status Update

11/02/2011
CUSTOMER CONTAC

like the dealership ouldwade ner outof the vehicle.

11/02/2011

Irecieved your case again I am going to give you a call 1-800-763-

Writer contacted customer to see if  the vehicle can be traded out of.  Customer does not want the vehicle any longer and would

DEALER CONTACT-601-500-5555 Witer called to speak to Service Manager Betty Sue Rowan. SM states that they are replading both of the keyremotes and she finally
has a fix for the issue. Customers keys did not  open the door and starts the alam, SM states that do not attempt to start it because SMneeds to duplicate the issue. SM
lis renlaciog hath kev remotes andreohem SMrenlacedwin modulem Service Mager statee that she does notouelify lemonlaw
is replacing both key remotes and reprogramming them. SMreplaced win module and reprogram. Service Managerstates that she does not qualify for lemon law
because it  could not duplicate. Service Manager Betty Sue Rowan will  see if she can get  her traded out of the vehicle.
*#*#****# DIRECT-TO-DEALER###### ### ATTENTION SERVICE DIRECTOR OR SERMICE MANAGER Please follow your Business Center######### DIRECT-TO-DEALER######### ATTENTION SERVICE DIRECTOR OR SERVICE MANAGER Please follow your Business Center guidelines ina

11/02/2011 attempt to resolve this customers concern(s). Ifneeded,  seek assistance from your District Manager, Business Center or STAR. The unresolved concern with the
vehicle. Please update this CAIR with res olution. ####################################

11/02/2011 |REASSIGNED TO BC/DLR 63 45503 11/02/11 14:42 R

called to speak with the case manager. Writer transferred the customer to ext66104.
11/02/2011
11

11/02/2011 CUSTOMER UPDATE Customer is going to contact the dealership to see  if  she can be traded out of the vehicle and/or fix the issue that is occurring.

11/03/2011 Contact  Date:11/03/2011 Warranty repair  has been documented on Repair Order CAR RETURNED FROM DEALER ON '11/03/2011'  AT 1058:511 'R

11/03/2011

12/09/2011

DEALER CONTACT Writer called to speak to the Service Manager Betty Sue Rowan about the repairs done. Left Message on voie mail. CUSTOMER
CONTAC alled to see if  there is an update on the status of this case in regards to trading out of the vehicle. Customer went to the dealership

yesterdayand raded out  of the vehicle. Customer states the dealership was very understanding and everything worked out well for her.  Customer is going to send in a
of the vehicle. Cusfomer stles the dealershin was yery understandino pnd ever/hing worked qut well for her. Customer is golng to send in  a

letter for  how much help she has received. CLOSED LOOP UPDATE -no need for additional follow-up.
ASSars blnodons Santce Maercoed a4550a fo

Customerseeking rental assistance because g dor ntacted at 45503 to discuss the customer's request for rental assistance.
Confimed customer's concern and with Service Manager concurrence, authorized 9 days of rental per guidelines in  Warranty Bulletin D-11-01.
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11/04/2011 11/4 The dealership has been in contact with the customer and the dealer has been updating Area Manager. _

11/04/2011 11/4 Dealer has identified the issue. Previously they have not been able to duplicate the concern. Parts have been ordered and should be in next week. Area Manager
will follow up with dealer on Monday to see if vehicle had been repaired. _

11/07/2011 11/7 Dealer has received the parts and is working on completing the repairs
11/10/2011 11/10 Dealer is completing the repairs should be completed today.
11/15/2011 11/15 Vehicle has been returned to the customer.

Date Comment



VIN

Body JCDP49

Customer Provided VIN

New Customer Assistance Inquiry Record (CAIR)#

Model Year

Vehicle

Line of Business

2010 Brand

DODGE JOURNEY SXT HATCHBACK

CAC

DODGE

Customer Assistance Center

Batch Case Information

Open Date 10/25/2011

Close Date 11/04/2011

CAIR Type

Origin

Reqular

Telephone

Mileage 13,530 Mles Market U

Contact Email Contact Phone

Caller Address

Caller City MCDONOUGH Caller Country USA

Status

Reason

Language

Contact Mobile

Source

Caller Postal Code

Closed

New Problem

English

Customer

Customer

Customer Address

Dealer

Dealer Address

26620 CRONIC INC Dealer Phone 7702274271

2515 N EXPRESSWAY

GRIFFIN GA 30223 7200 USA

Dealer Zone Southeast Sales District Service District H

Subject Rear door unable to open from inside.

Synopsis

Customer Anomaly Body

Trunk

Contact Reason C105 Technical Issue With Vehide Customer Anomaly 7 Trunk Issues

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

Case Status History

Create Date

10/25/2011 08:11 PM

11/04/2011 05:36 PM

Status

Open

Closed

Initial Description

0469000000-Corporate,Enhanced Customer Satisfaction Program (ECS),Default,  Default,  Default,  Enhanced Customer Satisfaction Program (ECS),  Enhanced
Customer Satisfaction Program (ECS)

0123035628-Product,Body/Trim/Paint/Trim/Paint Finish,  Body  Hardware,  Msaligned/Poor Fit,  Rear Facia/Valance,Rear Facia /Valance Hardware - Misaligned/Poor Fit,Rear
bumper pops off  when going over bump
0108035700-Product,  Electrical,  Power Hatch/Deck Lid,Intermittent or Inoperative, Default,  Power Hatch/Deck Lid - Intermittent or Inoperative, Rear door unable to open
from inside.

Case Comments

Date Comment

10/25/2011***Begin structured narrative Enhanced Customer Satisfaction ***Enhanced Customer Satisfaction Team**** Owner is being handled bythe Enhanced Customer

10/25/2011

10/25/201

10/26/2011

Satisfaction Team.  Transfer the customer to 866-275-1420. ****End structured narrative Enhanced Customer Satisfaction

Dealer called in stating they have an ECS customer dropping off vehicle for service. Dealer Code: 26620 SMSAName-SASMISA Phone: MN:

Mleage: 13,530 Customer Name: Customer contact number: Descriptions of issue: Back passenger rear door will not open from

inside/rear bumper  pops out when going over a  bump.  Writer verified dealer offered a lree rental to ECS customer.  Writer provided dealer with name: Shartene and
phone number 866-275-1420 extension 4720215.

...Dealer called in for  authorization to repair rear door as well as repair the back bumper. Writer will call  customer and introduce herself as her СА

...Writer called customer and left message to have customer callback. Writer to introduce herself.
10/26/2011 .Dapis created.

10/28/2011  ||...Writer called customer busyline. Will tryagain.

11/01/2011

11/02/2011

...Writer called customer to check on repair of  vehidle.  Writer left message for customer to retum my call.

...Writer called and attempted to talk to customer. Line was busy. Will try again.

11/02/2011|

11/04/2011

...Writer  attempted to call customer and did not get  an answer. Writer could not leave message because an answering machine did not kick in.  Will try customer again.
...Writer called service and service informed writer that they will call  customer to get her back into the body shop to repair bumper. Writer will check back on Tuesdayto
see if  service has made the appointment

11/04/2011

11/08/2011

...Writer made 3 attempts to get in touch with customer. Writer will now close out case

11/09/2011
....Writer called dealer to get status of vehicle. Customer has vehicle but dealer is just waiting on a loaner to come into the shop so that the customer will havest walting oaoane tocom
something to drive. Doug is informed of this as well as the customer. Repairs will start once the dealer has a loaner to give to the customer. Writer will check back with
dealer on Friday 11/11 for another update.

11/11/2011 ...Writer called dealership and was informed that cus tomer will be in the first  of the week for bumper repair.



New Customer Assistance Inquiry Record (CAIR)#

VIN Model Year 2011 Brand DODGE

Body JCEE49 ehicle DODGE JOURNEY MAINSTREET AWD HATCHBACK

Customer Provided VIN Line of Business CAC Customer Assistance Center

Batch Case Information

Open Date

Close Date

Mileage

Contact Email

Caller Address

Caller City

Customer

Customer Address

11/03/2011 CAIR Type Regular Status

11/03/2011 Origin Telephone Reason

0 Mles Market

Contact Phone

PEARL RIVER Caller Country USA

Language

Contact Mobile

Source

Caller Postal Code

Closed

New Problem

English

Customer

Dealer

Dealer Address

Dealer Zone

66689

60 ROUTE 304

NANUET

Northeast

ROCKLAND CHRYSLER JEEP DODGE Dealer Phone 8456273700

NY 10954 2924 USA

Service DistrictSales District

Subject rear doors do not open from the inside

Synopsis

Customer Anomaly

Contact Reason C7 Accessory Technical Data Customer Anomaly

Reason Code After Sales - Information & Assistance requests -Accessories -Accessories -  Technical aspects & assembly

Case Status History

Create Date

11/03/2011 03:31 PM

11/03/2011 03:34 PM

Initial Description

Status

Open

Closed

0415000000-Corporate,Recall, Default, Default,  Default,  Recall,  recall inquiry
0421000000-Corporate,  Technical Assistance, Default,  Default,  Default,  Request for Technical Assistance,rear doors do not open from the inside

Case Comments

Date Comment

11/03/2011 inside. Agent advised that they  would need to get their vehide looked at by  a dealership. Brieflysummarize what the customer is expecting: The customer wants their
vehicle fixed

Briefly summarize why the customer is contacting Chrysler: The customer called because even with the child salety  locks  off, their back doors can't be opened from the
rcalled because even with the child safety



New Customer Assistance Inquiry Record (CAIR)#

VIN

Body JCDH49

Customer Provided VIN

Batch Case Information

Open Date 04/20/2012

Close Date

Mileage

Contact Email

Caller Address

Caller City

Customer

Customer  Address

04/20/2012

100 Mles

SOUTH WEYMOUTH

Model Year 2012

Vehicle

Line of Business

DODGE JOURNEY SE HATCHBACK

CAC

Brand DODGE

Customer Assistance Center

CAIR Type

Origin

Market

Contact Phone

Regular

Telephone

U

Caller Country USA

Status

Reason

Language

Contact Mobile

Source

Caller Postal Code

Closed

New Problem

English

Customer

Dealer

Dealer Address

Dealer Zone

44545

577 COLUMBIAN STREET

SOUTH WEYMOUTH

Northeast

2012 DODGE JOURNEY SE HATCHBACKSubject

Synopsis

Customer Anomaly

Contact Reason

Reason Code

Case Status History

04/20/2012 06:20 PM

04/20/2012 06:25 PM

GOOD BROTHERS DODGE INC

MA

Sales District

Customer Anomaly

After Sales - Information & Assistance Requests - Customer Care -No further action needed - Closed

Create Date

Dealer Phone 7813318300

02190 1131 USA

Service District B

Status

Open

Closed

Initial Description

0450111201-Corporate,  Outbound,  Survey Follow-Up,IQS,  Customer Contact Complete,IQS- Customer Contact Complete,  2012 DODGE JOURNEY SE HATCHBACK

Case Comments

Date Comment

04/20/2012

Final Attempt: JD Power Outbound. Agent contacted the customer regarding their new vehicle. Customer has no questions or concerns at this time. Customer is very
happywith this vehicle. Agent provided the customer assistance phone number fonappy win this venicle.Pgent provided the custome nce  phone number for  any  future questions or concems. Customer confirmed mailing address a and agent
updated COIN.  The customer is having an issue with the rear doors are not opening from the inside regardless if the child locks are set  or not. The customer has an

appointment with the dealership to have the problem fixed tomorrow. ***End***



New Customer Assistance Inquiry Record (CAIR)#

VIN

Body JCDP49

Customer Provided VIN

Batch Case Information

Open Date 06/25/2012

Close Date 07/03/2012

Mileage 98,000 Mles

Contact Email

Caller Address

Caller City

Customer

Customer Address

Model Year

Vehicle

Line of Business

CAIR Type

Origin

Market

Contact Phone

2009 Brand DODGE

DODGE JOURNEY SXT HATCHBACK

CAC

Regular

Telephone

U

Customer Assistance Center

Status

Reason

Language

Contact Mobile

Source

Caller Postal Code

Closed

New Problem

English

Customer

LEONARD Caller Country USA

63975Dealer

Dealer Address

Dealer Zone

Subject

LAKE ORION

Great Lakes

Left Front Door Hardware - Inoperative

MILOSCH'S PALACE CHRYSLER JEEP Dealer Phone 2483932222

3800 S LAPEER RD

M 48359 1325 USA

Sales District Service District C

Technical Issue With Vehide Customer Anomal 84 Vehidle handle issue

After Sales -Complaint - Product -Vehicle concem - Additional details

Synopsis

Customer  Anomaly Moving Parts

Handle

Contact Reason C105

Reason Code

Case Status History

06/25/2012 06/25/41212zlerM12:13 PM
07/03/2012 06:16 PM

Initial Description

Create Date

Open

Closed

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
****Begin structured narrative T2- Beginning Narrative Briefly summarize why the customer is contacting Chrysler: Customer states she has had numerous problems
with the vehide.  This time customer was trapped in the vehicle. Door would not open from the inside or outside. Customer  states she had to climb through the window
at the dealershin. Cuslomer states that Dealesbip is seeking Chrysled's pemisslon to ou  the door  off  the vebicle Bietysummad what  te through tine wnow
at the dealership. Customer states that Dealership is seeking Chrysler's permission to cut the door off the vehide. Brielysummarize what the customer is expecting:

06/25/2012 Customer is seeking vehicle be bought back.****End structured narrative T2-Beginning Narrative Customer advised a call back is required and will take place within
one business dayby COB their time Preferred Moming/Midday call back number is Preferred Aftemoon/Evening call back number is
e siess ay by Dingday c es eleed emoonrevening call bak hum

Customer email address for case updates: Refused Who has possession of the vehicle? Dealership Has the vehicle been diagnosed by a CDJ dealer? Yes  Iif a CDJ

06/25/2012 r

06/26/2012

06/29/2012

dealer has diagnosed, what is the dealer name or code?63975 Reassigned to 88F
..****.**QUALIFIER TEA**********This customer is seeking lemon law buyback/reple********QUALIFIER TEAM**********  This customer is seeking lemon law buyback/replacement. Preliminary research has determined this vehicle doesn't

appear to qualify for lemon law/Buyback/Replacement. The customer has been informed of this research and was told that  we are willing to assist in getting the vehice
repaired The customer was also infomed that a case manager will be assigned to them for further follow-up. RESEARCH RESULTS: Explain  why this vebide eitherrepaired The customer was also intormed that a case manager will be assigned to them tor further follow-up. RESEARCH RESULTS: Explain why this vehicle either

appears to qualify or not Vehide does not appear to qualify, Customer has no related repairs in the terms and now appears to be outside the terms of protection.
Number of related repair attempts = 0. Number of days out of service =0.beelatedlepa aemts-.  Naiber rdays

15
late

CONTACT UPDATE - 1st Contact attempt, phone number Writer called customer and informed them of  the above information. Dana

stating she is tired of this vehide and now she is unable to get  in the door. Writer informed customer that Dodge does want their vehidle repaired and we w
Itheircase to seckresolucn Whiter called dealershin Sme tt Doge oes want  theienide repaired and we willes
their  case to seek resolution. Writer called dealership and informed SMJim per  voice mail customer requested Lemon Law and the vehicle did not appear to meet the
guidelines.  Writer is sending cair to 88D for further handling.

wwnter contact custome and spoke lo

et the

who adused that his vehicle has been repaired, the door was as well  as the front end of vehide.

Customer states his concem is that a component on his vehicle brakes down every 3 months. Customer states he has had numerous repairs on his vehidle and
expressed frustration with concem.  Customer states that if his mother-in-law was sitting in the front seat and the door couldn't open that she wouldn't be able to crawl

06/29/2012V

remog 

over the console. Email: hotmail.com

Writer will follow up with customer once he has had a chance to drive the vehicle and make sure there are no further issurissues.

Status update provided via email to the following email address: notmail.com Hello, Myname is nd I have been assigned as your Case Manager.

06/29/2012 ere is some inlormation that will  be helplul for you to have: Your case number is listed above. The Chrysler Case Management telephone number is: 800-763-8422 M
direct extension: 66300 My  work hours are: 10am-6:30pm Eastern Standard Time Monday-Friday  NOTE: This is a one-way  email  communication. Please do not reply.

07/03/2012 0

End of Status Update
Customer statos she doasnt
Customer states she doesn't know what repairs were done on her vehide as the dir did not have a repair  order ready  for her because there were so many repairs done

on her vehide. Customer expressed dissatisfaction with vehicle. Customer states she does not feel safe in her vehidle and does not let her son drive her vehicle

because she feels it is a dangerous vehicle. Customer feels Dodge doesn't care about her vehicle and about her door.  Customer states she will everbuvanolbe
because she teels it is  a  dangerous venicle. Customer leels Dodge doesn't care about her vehidle and  about her door. Customer  states she will never buy  another
Dodge and can't wait  till she gets out of her vehidle. Customer  alleges that in 2 months she will have more repairs that are needed. Customer states she knows that
Dodge cannot buy her vehidle back and feels nothing is being done for  her. Customer states she has had to pay $100 co-pay every month along with her car payments
Cusfomer states she has nolhing futher to  savand hat Dodoe has pothing further fo savto her Witer fied o ovola long win her car payments.
Customer states she has nothing further to say and that Dodge has nothing further to say to her. Writer tried to explain to customer that  we do take every concem brought

to our attention very seriously and want to make sure  that  all the issues are resolved. Customer states they  are not. Customer wanted to know  what Dodge was going to

do about her door that has aiready been repaired. Witer explained to customer that if no further repairs are needed, we will be dlosing the case. Customer was notno be 

happy, and states she is done with DODGE. Customer disconnected call.

07/03/2012 CLOSED LOOP UPDATE - no need for additional follow-up.
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09/05/2012

Agent received a call from customer in regards to customer having some updated information to add to the case. Customer states took the vehicle into the dealership
yesterday afternoon and were not at all impressed or even pleased with the dealerships attitude towards the customer. Customer alleges that the dealership informed
the customer that this can not be an on going issue if the dealership has no record of the customer or the customer's vehicle or any history on the vehicle. Customer
states that the dealership informed the customer had no history of the agent contacting the dealership as well. Customer alleges that the dealership was refusing to
assist the customer with a rental vehicle for this reoccurring concern. Customer received a rental through the dealership with Enterprise and the customer alleges that
even Enterprise had a history of the customer so how come the dealership is stating otherwise, Customer informed the Service Manager Gary who was the one the
customer was discussing the vehicle concerns with at the time the vehicle was brought to the dealership and informed SM Gary that the last time the vehicle had to be
towed to the dealership because the vehicle wouldn't start so there is record of the vehicle. Customer is requesting buy back and believes this vehicle is nothing but a
lemon and this has been an on going issue since the vehicle had 8,000 miles on it and the vehicle is at about 53,000 as per customer alleges. Last time the customer
was locked inside the vehicle was on Thursday the windows wouldn't go down, the doors would not unlock, the doors would not open, the lights kept flashing on the
dash board the husband had to leave work to come pull the battery out to shut down the vehicle to get the customer out of the vehicle. Time before that was Tuesday of
last week the customer was locked inside the vehicle. Customer states that when the vehicle locks and the customer is locked out of the vehicle the customer will put
the key in the door turn it and nothing happens the key fob has already been replaced the battery has already been replace the issue is still occurring. Customer alleges
that the dealership is not really willing to assist unless the customer can duplicate the vehicle and bring it to the dealership when these concerns are occurring
customer informed the dealership that the customer can not duplicate the vehicle concern it happens without warning and at random times. Customer would like the
vehicle bought back and is requesting buy back. Agent informed the customer at this time this case will be turned over to a qualifying agent that will be in contact with the
customer in 24- 48 hours after being

09/05/2012 furthered reviewed to determine a decision. Customer understood and would like the husband to be contacted at will be available to reach contact reason
being the customer's wife will be at work.

09/06/2012

* * * * * * * * * * QUALIFIER TEAM * * * * * * * * * * CONTACT UPDATE -  This customer is seeking lemon law buyback/replacement. Preliminary research
has determined this vehicle doesn't appear to qualify for lemon law/Buyback/Replacement. The customer has been informed of this research and was told that we are
willing to assist in getting the vehicle repaired The customer was also informed that a case manager will be assigned to them for further follow-up. RESEARCH
RESULTS: Explain why this vehicle either appears to qualify or not: Vehicle does not appear to qualify, Customer does not have the needed repairs and now appears to
be outside the terms of protection. Number of related repair attempts = 1. Number of days out of service = 16. Writer called customer to inform them of the above
information. Customer is stating that he is scared to drive the vehicle and wants to know who will pay his funeral expenses if something happens. Writer informed
customer that Dodge does want his vehicle repaired and if he does not feel the vehicle is safe to drive we will want to work with the dealership to seek resolution. Writer
called dealership and informed SM Matt customer requested Lemon Law and the vehicle did not appear to meet the guidelines. Writer is cair to AD1032 for further
handling.

09/07/2012
Agent spoke with customer about the unresolved electrical vehicle concerns. Customer states that the vehicle is at the dealership now today is the 3rd day it has been at
the dealership and the customer has not received a call from the dealership with any updates. Agent informed customer that the dealership will be contacted about the
customer's unresolved concern and see if a solution can be reach to resolve this concern

09/07/2012

# # # # # # # # # DIRECT-TO-DEALER # # # # # # # # # ATTENTION SERVICE DIRECTOR OR SERVICE MANAGER Please follow your Business Center guidelines in an
attempt to resolve this customers concern(s). If needed, seek assistance from your District Manager, Business Center or STAR. The unresolved concern is Electrical
Concern- Intermittent or Inoperative. Customer has requested Buy Back but did not qualify. Customer has requested that the dealership buy back the vehicle does not
feel safe in a vehicle that locks the customer in at random times and the vehicle continues to be taken to the dealership to be resolved and hasn't been resolved.
Customer feels that even if the dealership completes repairs the reoccurring electrical concern will continue and never be resolved customer does not trust the vehicle
and would like the dealership to buy it back. Action requested: Needs the dealerships solution documented on this case and to inform the customer of the dealerships
solution to the customer's unresolved concern Please update this CAIR with resolution. # # # # # # # # # # # # # # # # # # # # # # # # # # # # # # # # # # # #

09/07/2012 REASSIGNED TO BC/DLR 71 61339 09/07/12 19:43 

09/10/2012 *Contact Date:09/10/2012 Warranty repair has been documented on Repair Order# CAIR RETURNED FROM DEALER ON '9/10/2012 ' AT'10:54:894 'R

09/12/2012
Agent spoke with customer who is extremely frustrated with the dealerships response to the reoccurring vehicle concern. Customer states that after the vehicle was
returned from the dealership on Friday with no repairs completed dealership informed the customer that the vehicle concern could not be duplicated. Customer informs
agent that both on Saturday and Sunday was locked out of the vehicle. Customer is frustrated and does not know what to do at this point feel that the dealership is not
willing to solve this concern. Customer states that the vehicle was bought in Evansville IN not purchased in current state of residence

09/15/2012 Agent is still researching other dealership for a second opinion and needs to send a unresolved concern

09/17/2012

Agent received a call from customer who states that everyday this week the vehicle has locked the customer out of the vehicle. Customer is requesting that Dodge
resolves this unresolved concern. Customer is requesting buy back however because this vehicle was not purchased in the state the customer resides in the vehicle
does not qualify for buy back. Customer states that on Saturday the temperature was at a high of 114 degrees outside and the customer was at an outside event which
is the special needs Olympics that had to be canceled due to the heat customer was not able to get the child in the vehicle for over 25 minutes and this caused an
embarrassing disturbance for the customer. Customer states that 9/10 times when the key is put in the vehicle when the customer is locked out of the vehicle this one
time the key managed to work but set the car alarm off and the customer was unable to turn off the car alarm and upset all the special needs families in the parking lot at
the event. Customer states put the vehicle in reverses yesterday and the vehicle completely shut off. Customer is really upset and unhappy with this vehicle and would
like someone to do something about it

09/19/2012 Agent dialed customer at  left message stating that case will close on 9/26 if appointment has not been made for diagnoses

09/20/2012
# # # # # # # # # DIRECT-TO-DEALER # # # # # # # # # ATTENTION SERVICE DIRECTOR OR SERVICE MANAGER Please follow your Business Center guidelines in an
attempt to resolve this customers concern(s). If needed, seek assistance from your District Manager, Business Center or STAR. The unresolved concern is Electrical
Concern- Intermittent or Inoperative Action requested: Re-open STAR case#12024344 regarding to this customer's concern Please update this CAIR with resolution. # #
# # # # # # # # # # # # # # # # # # # # # # # # # # # # # # # # # #

09/20/2012 REASSIGNED TO BC/DLR 71 61339 09/20/12 16:24 

09/21/2012
Agent spoke with the Area Manager Jason to fur review and discuss the customer's unresolved concern to try and reach a solution. AM Jason advises agent to send an
email with al the information needed and will be in contact with the Service Manager Gary at the dealership to reach out to all available resources to try and resolve this
concern

09/21/2012

Agent spoke with customer to inform the customer that the concern is being furthered reviewed at this time has contacted the necessary parties that need to be involved
to reach out and find a solution customer states the dealership last time the customer attempted to get this concern resolved had the vehicle for 3 or 4 days and could
still not find a solution. Customer is frustrated and is requesting buy back and is willing to drive the vehicle back to the selling dealership 44124 in Indiana. Agent
gathered more information from customer to try and see if the vehicle's concerns happen in patterns. Customer states happens during the day and at night will happen
multiple times a day in the sun or rain doesn't matter happens at random

09/21/2012 Agent is emailing the Area Manager Jason as per AM Jason advised agent to do

09/26/2012
Status update provided via email to the following email address: yahoo.com Hello, This is your case manager with Chrysler. I am contacting you regarding
your case. I unfortunately didn?t touch base with you today but will give you a call no later than Friday by the end of the business day. Thank you so much for your
patience, and again for being a part of the Chrysler family End of Status Update

09/28/2012 Agent emailed the Area Manager Jason again to see if assistance with unresolved concern can be provided

10/02/2012 *Contact Date:10/02/2012 Complaint could not be duplicated and explanation has been provided to custo mer. Request was reviewed with DM. CAIR RETURNED FROM
DEALER ON '10/02/2012' AT' 12:30:045 

10/02/2012
Customer asked if they take the Vehicle back to Indiana where it was purchased would it be eligable to be considered for Lemon Law (Customer was transferred to
California). CM spoke with Lemon Law 88 agent, was advised this vehicle would still not qualify for Lemon Law. Was advised to contact dealer and have them go
through the unresolved issue process.

10/02/2012
Agent spoke with the Service Director Gary to get more information on the customer's unresolved concern. SD Gary states had the vehicle serveral days test drove the
vehicle 80 miles could never get the vehicle to act up. SD Gary is not sure how the customer is getting locked in the vehicle because even when the vehicle was locked
the SD Gary could pull the handle and the vehicle would open. SD Gary even had the Tech Advosor come out to look at the vehicle could not duplicate the concern . SD
Gary states that if the customer could duplicate the vehicle the dealership would love to fix the vehicle

10/02/2012 Next Step: Call Area Manager Jason find out what the next steps would be

10/02/2012
Agent spoke with customer to inform the customer that more research needs to be done to try and resolve this concern. Customer inofrms agent that last night took
vehicle to the Pharmacy and was locked out of the vehicle for 15 minutes. Customer informs agent that the customer's wife a couple days took the daughter to
appointment and was locked out of the vehicle for 10 mins and it was 102 degrees outside

10/03/2012 Agent filled out a Service Contract form for Owner Care OC14N waiting on approval or decline

10/04/2012 Agent left message for the Area Manager Jason a  in regards to asking for advisement and recommendation on how to resolve this customer's
unresolved concern that can not be duplicated

10/05/2012 8/5-AM(jrb62) spoke with  SM at stated he and the technician have driven the vehicle home and on multiple test-drives, but they have been unable to
duplicate the electrical concerns. Please informed the customer her concerns have been documented, if need for future reference.

10/05/2012 8/5-AM(jrb62)left a voice mail with AD1032 stating the CAIR has been updated. AM also stated AD1032 can offer a SC, if she feels it?s merited.
10/08/2012 OC14N has been added. SC reference #
10/08/2012 Agent received voice mail from the Area Manager Jason who states on

10/08/2012
message spoke with the Service Director customer vehicle has been returned to the customer dealership has reached out to all the available resources and is not
able to duplicate this customer's concern at this time. Once the vehicle can be diagnosed then assistance with the required repairs can be further reviewed and
considered. AM Jason has approved of agents offer of the SC OC14N to ensure the customer that Chrysler and the dealership are aware and concerned and are willing
to keep an eye on the vehicle with follow up diagnosis when the customer brings vehicle in for required maintanence

Date Comment



10/09/2012

Agent spoke with customer to inform the customer of the SC OC14N that was added to the customer's vehicle. Agent assured the customer that even though the vehicle
concern can't be duplicated at this time Chrysler and the dealership don't want to give up on trying resolving this concern. Agent informed customer with this Service
Contact offer it will allow the customer to continue to keep the vehicle maintained and will allow the dealership to be able to keep an eye on the concern. Agent informed
the customer that without the vehicle concern being able to be duplicated no repairs can be completed at this time but if the vehicle continues to have this reoccurring
electrical concern to keep agent's contact information and to contact agent as soon as the vehicle can be duplicated and agent with press forward with assistance on
repairs. Agent informed the customer that at this time since the vehicle operates as designed and no repairs are necessary the case will now be closed

10/09/2012 CLOSED LOOP UPDATE - no need for additional follow-up.

11/15/2012

Inspected vehicle 11/14. Was able to duplicate the fob not locking or unlocking doors at times. Fob was not transmitting at the times it did not operate. Then was able to
duplicate the locks not operating from inside door lock buttons. It seemed to occur after the alarm had set. I was able to see the button push in the door modules, and
also in the TIPM as a bussed input from the DMFL and DMFR. It appeared the TIPM was not responding to the input. I could immediately actuate the locks from the tool
when they were not responding to the FOB or buttons. At no time when the locks were not operating was I not able to open the front doors using the inside door handle.
Also reading the customers extensive emails, the

11/15/2012

sequence of events did not make sense in some instances. When the locks were inoperative, I was able to unlock the driver door using the blade key in the door. The
alarm did not go off until I OPENED the door. The alarm is triggered by the door ajar switch, not the lock. Also the customer reports the alarm continued to go off. The
alarm shuts off after approximately two minutes. Also the customer reports when the locks are inoperative they are "locked inside or outside the car." I was never able to
duplicate this concern, even though I duplicated the other lack of lock operation concerns. As for being "locked" inside the car, by law the door latches on the FRONT
doors have a mechanical link to the inside handle. The inside handle of both front doors will operate regardless of vehicle being locked, or if the vehicle has battery
power or not. SM asked customer for video of inside latches not operating if it occurs again after

11/15/2012 repairs. Replaced key FOB for intermittent operation of FOB, replacing TIPM for locks not operating from inside buttons. TIPM currently on BO, ordered special handling.
Was not able to duplicate no start condition. Tested battery voltage drop, was within specifications at .3 volts on both + and - sides. SAG2

Date Comment
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03/24/2014 address matches
03/24/2014 ***************** Check submitted *****************
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07/18/2014
****Begin structured narrative T2 - Beginning Narrative Briefly summarize why the customer is contacting Chrysler: Briefly summarize what the customer is expecting:
****End structured narrative T2 - Beginning Narrative Service Manager (SM) John contacted writer to inform writer that they will not accept an RA. SM suggested we
reimburse customer.

07/21/2014 Customer contacted writer left voicemail stating that she is going to need further assistance with repairs. Customer stated her daughter need surgery and can?t afford
cost for repairs. Customer advised writer to contacted customer back at 

07/21/2014
Writer contacted customer. Writer informed customer that CAC will not be able to assist customer with payment for repairs. Writer did inform customer that CAC is willing
to reimburse $200 if customer does get repairs done at dealership including brakes. Customer was less than satisfied with offer and call was disconnected. Writer will
follow up Tuesday July 22 on decision on if customer will get repairs done.

07/21/2014 Customer contacted writer regarding writers offer. Customer requested to speak to a supervisor regarding writers offer. Writer transfer caller to IL502.

07/21/2014
****Supervisor call**** Writer contacted the customer and explained that the offer is going to be for the door modules and the software update only. Writer explained that
the software update is not a guarantee to resolving her stalling concern. Writer explained that based on the information we can assist by reimbursing her $233.16 for
%50 of the cost of the repairs to the doors/windows and the software update. Writer explained that the brakes will be her responsibility. The customer accepted the offer.
Writer advised that we will follow up with her no later than 7-23-14

07/23/2014 Writer contacted dealership spoke with Service Manager John. SM informed writer that repairs are completed. SM stated that customer will pay Friday and will receive
vehicle Friday as well.

07/23/2014 Agent attempted to contact customer, however, customer was not available. Left message for a return call at extension 66228. The reason for the customer contact was
to provide or request the following information: Update customer that repairs are completed. Writer will follow up on Monday 7/28/14 to see how repairs are.

07/28/2014 Agent attempted to contact customer, however, customer was not available. Left message for a return call at extension 66228. The reason for the customer contact was
to provide or request the following information: Writer will follow up on Wednesday 7/30/14 to see how reapirs are.

07/30/2014
Writer contacted customer in regards of her vehicle being repaired. Customer informed writer that repairs are complete. Writer informed customer that she will need to
send the documentation for writer to be able to reimburse customer. Writer informed customer of FAX number ). Writer will follow up Friday 8/1/14 to see if
documents came in.

08/01/2014 Agent attempted to contact customer, however, customer was not available. Left message for a return call at extension 66228. The reason for the customer contact was
to provide or request the following information: Writer contacting Customer to inquire on faxed docs.

08/01/2014 Follow up 08/05/2014.
08/02/2014 ****** Below Customer Contacted for Documentation Request ****** as1371@chrysler.com on 2014-08-02 @ 14:02
08/02/2014 ***** Customer Document Received *****

08/04/2014 Customer is calling in today to see if we received the documentation that she faxed to us yet. Agent advised customer that we did receive it and the CM has not yet
reviewed it. Agent advised customer that she will be contacted after it gets reviewed.

08/05/2014 Customer Document Reviewed.
08/05/2014 Agent attempted to contact customer, however, customer was not available.

08/05/2014 Left message for a return call at extension 66228. The reason for the customer contact was to provide or request the following information: Reimbursing customer
$233.16.

08/05/2014 Writer will follow up 8/8/14

08/06/2014
What has the customer requested? Reimbursement for repairs. If this is a Recall or Extended Warranty, enter the campaign number. Na If this is for a previously made
goodwill decision, what is that CAIR #? Na Enter the Mileage at the time of the repair.87580 Enter the Date when the repairs were completed.07/17/14 What is the total
cost of the Parts to be reimbursed? $407.09 What is the total cost of the Labor to be reimbursed? na What is the total tax to be reimbursed? na What is the total amount
being reimbursed? $233.16

08/06/2014 writer verfied address and name.

08/08/2014
What has the customer requested? If this is a Recall or Extended Warranty, enter the campaign number. If this is for a previously made goodwill decision, what is that
CAIR #? Enter the Mileage at the time of the repair. 87,580 Enter the Date when the repairs were completed. 07/17/14 What is the total cost of the Parts to be
reimbursed? $233.16 What is the total cost of the Labor to be reimbursed? na What is the total tax to be reimbursed? na What is the total amount being reimbursed?
$233.16

08/08/2014 Writer contacted dealership to verify payment by customer. Service Manager Curt informed writer that repair was paid in full.
08/08/2014 Ok to complete check process

Date Comment
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10/04/2014 ***** Customer Document Received *****

02/11/2015

Briefly summarize why the customer is contacting Chrysler: Customer states windows have opened when they are away from the vehicle. Briefly summarize what the
customer is expecting: Customer seeking cost assistance. Customer has not had vehicle into the DLR for diagnosis. Customer notes that this is the second time in a
few months they have experienced electrical issues. Customer believes the vehicle is a "pile of junk". Customer does not have financial resources to keep paying for
repairs. Customer was sold vehicle from a Ford Dealership who referred customer back to Dodge. Customer very irate and will be contacting the BBB. Customer will
never recommend Dodge products.

Date Comment



Document Recieved from Customer  
Cair Number:  

Date Received:  
Files Not Recieved: 0








