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]New Customer Assistance Inquiry Record (CAIR)#

|| Model Year 2010 | Brand | DoDGE |
JCDP49 | Vehicle DODGE JOURNEY SXT HATCHBACK |
|| Line of Business CAC ] Customer Assistance Center ]
|
09/03/2011 [[cAR Type Regular Status Closed |
09/20/2011 Origin Telephone Reason New Problem
10,105 Miles Market U Language English
|| Contact Phone [ ] Contact Mobile | ] |
- Source | Customer |
|| Cater Country Jusa |catierPostaicoce (I~ |
i
‘ |
| | | |
Dealer 57081 | GALEANA'S VAN DYKE DODGE | Dealer Phone | 5865734000 |
Dealer Address 28400 VAN DYKE AVENUE |
WARREN M 480937133 |usa |
|Dealer Zone | Great Lakes || Sales District Service District |A |
Subject Door handle on the inside doesn't work |
Synopsis |
Customer Anomaly Moving Parts |
Door |
|Contact Reason | c105 Technical Issue With Vehide || Customer Anomaly | 83 | vehicie doorissues |
|Reason Code | After Sales - Complaint - Product - Vehicle concem - Additional details ]
Case Status History
Create Date Status
09/03/2011 01:51 AM Open
09/20/2011 04:09 PM Closed

Initial Description

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

0450111

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

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

Case Comments
Date Comment
09/03/2011 |CPS Sunev Record Received Date: 09/022011 Survey Number Quality Survey ID NumberJJl Surey Date : 09/01/2011 VIN Number :

09/06/2011

_Hl\/eppingdass:DealerEventTweﬂst SitCPS Score : 9
neysays, Senvice guywas great, | took my car in, now my door doesn't open so | have to take itin again. Everytime | take itin for two visits, | have to order parts.

They always hawe 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 fixthe button and now | can't open
my door from the inside.”

09/06/2011

** **“ CASE MANAGER TEAM- District 882" * * * * * CONTACT UPDATE - 1st Contact attempt, phone number dialed I oM C<t messace

09/16/2011

2nd attempt made to contact customer. Left message.

09/17/2011

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. Writer
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 fo tryand
resolve this.

09/19/2011

Writer contacted the dealer and spoke to Kennyin parts who states that they have a UPS tracking numi and it should be in today.

09/19/2011

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.

09/20/2011

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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Date

Comment

10/11/2011

Dealership Senice Manager Betty Sue Rowan states that no codes were shown and thatthe problem needs to be handled get the vehicle backin so thatit will be there
when theycall back. CUSTOMER CONT/ Writer will contact customer o update her on taking the vehicle back in to the dealership. Customer will
contact teh dealership to see what they say.

10/11/2011
10/11/2011

calling for TL345, transferred.

Customer states that evidenty called last nightand wanted the car at the dealership and theywant the vehide over there rightnow. Writer is considering helping with a
rental vehicle if dealership cannot provide one.

10/11/2011

Customer told agent she had to bring vehide back o dealership today, customer feels that she should receive a rental vehicle. Agent told customer that she will contact
the dealership and see if we could authoriz a rental. Agent contacted dealership, agentspoke with SMBetty Sue, SMexplained that we are waifing for STAR to reply
back about the case. SMtold agent she is willing to authorize a rental once theyhear back from STAR but atthis 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
tomomrow moming.

10/11/2011

Callel requesting to speak with Supenisor. Customer said she keeps having to go back and forth to the dealer over the vehicle's issue with the door
locks and dealer can na fixitand no rental can be authorized. Witer told her a supenvisor would call her back in 1-2 hours. Wirter submitted a call back form o . |

10/11/2011

Supenvisor call approved by BE115 JJJJJJJ delivered supenvisor form 1o BE115.

10/11/2011

"*SUPERVISOR"** Writer called cusiomer to speak with her about her vehicle's situation. Customer is concerned aboutbeing stranded somewhere to wait for her
\ehicle to act up. Customer was ld to bring her vehicle in immediately due to engineers wants to provide duplication information. Customer was told that her vehicle
was not safe. Customerwould like another vehicle. Writer informed customer that rental would be discussed as preliminary while vehide is being diagnosed but it
would notbe indefinitely provided. Customer understands and is aware she will be contacted badk after writer speaks with the dealership. Witer 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.

10/12/2011

CUSTOMER CONTAC Wiriter contacted customer to see what happened with the case while writer was out ofthe office. Customer was unavailable Lett
Message with extensiol .

10/12/2011

Customer contacted 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 arental vehicle. Customer states at 3:45 she contacted and she spoke to another person who stated that nothing has been approwed. So customer picked up the
\ehicle and spoke b BE115who stated that she was going to find outwhatis going on. Witer contacted dealership to approwe a rental for up to 7 day's. Customer
states that

10/12/2011

Revel was very rude to the customer atthe dealership. DEALER CONTACT-Acting Senvice Manager Paul stated that they will give the customer a rental
\ehi t$35.00 aday.

10/18/2011

CUSTOMER CONTAC Wiriter contacted customer to see if vehide is repaired yet or not Customer stated thatshe s still in the rental and was informed
that they thought it was ition switch and writer will need to contact the dealership. DEALER CONTACT-601-500-5654 Wtiter called to speak to Senice
Manger Betty Sue Rowan about the vehicles repairs. Senice Manager states that there are parts ordered. Service Manager Betty found a fixwhile shewas ata
Technician meeting in orlando and is waiting on parts. Estimated Time Arival is on Friday 10/21/11. Customer states that this is greatand she hopes that this fixes the
issue.

10/21/2011

DEALER CDNT:SF Wiiter called to speak to Senvice Manager Betty Sue Rowan to obtain diagnosis information. Customer has picked up the vehicle and
the repairs are

10/21/2011

1012172011

*Confact Date:10/21/2011 Customer request has been fulfilled. CAR RETURNED FROMDEALER ON'10/21/2011' AT 06:50:170 i

CUSTOMER CONTAC Wiriter called to confirm with customer that the repairs are completed and the case can be dosed out. Customer states thatthe
\ehicle is ine and ifthe upagain to bring it back in. Customer states that if she has issues she will contact back and contact the dealership. CLOSED
LOOP UPDATE - no need for additional follow-up.

11/02/2011

Customer called stating thatsheis having the same issue with her vehicle. Caller asked to speak with TL345 the case manager. Agent was geting more informaton
when the call ended.

11/02/2011

Customer states that the issue is notresolved. Customer calls to speak with their Case Manager. Agent transferred the customer to case manager TL345 at extension

11/02/2011 i

Brieflysummarize why the customer is contacting Chrysler: Customer called today because she states thatthe problem is not resolved Customer states that this
moming the same thing described above happened to her Brieflysummarize what the customer is expecting: Customeris seeking further assistance from Chrysler for
this ongoing issue Customer advised a call back is required and will take place within one business day by COB their time Preferred Momina/Mddaycall back number
i Preferred Aternoon/Evening call back number immstomer email address for case updates Who has

\ehide? dealership Has the vehicle been diag dealer? Yes If a CDJ dealer has diagnos S ername or code? 45503
Reassigned to 88F

11/02/2011

Status update provided via email to the following email mdmslwﬁ Irecieved your case again | am going to give you a call 1-800-763-
8422 extension 66104 Case numbe Thanks Tayler

11/02/2011

CUSTOMER CONTAC Wiriter contacted customer to see ifthe vehicle can be traded out of. Customer does not want the vehicle any longer and would
like the dealership coul of the vehicle.

11/02/2011

DEALER CONTACT- 601-500-5555 Witer called to speak to Senvice Manager Betty Sue Rowan. SMstates that they are repladng both of the keyremotes and she finally
has a fix for the issue. Customers keys did notopen the door and starts the alamm, SMstates thatdo not atiempt to start itbecause SMneeds to duplicate the issue. SM
is replacing both key remotes and reprogramming them. SMreplaced win module and reprogram. Senice Manager states that she does not qualify for lemon law
|because itcould not duplicate. Service Manager Betty Sue Rowan will see if she can gether traded outof the vehicle.

11/02/2011

## ## # ## ## DIRECT-TODEALER # ## # ## ## # 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 with the
\ehicle. Please update this CAIRwithresolution. # ## ## # ## ## # ## #H R HHHH R RARRHHHBHBRBHEHR

11/02/2011

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

11/02/2011
11/02/2011

called to speak with the case manager. Witer transfered the customer to ext66104.
CUSTOMER UPDA| Customer is going to contad the dealership to see if she can be traded out of the vehicle and/or fixthe issue that is occurring.

11/03/2011

*Contact Date:11 marty repair has been documented on Repair OrderjJJJJJJJJ CAR RETURNED FROMDEALER ON '11/032011" AT 1058:511 R

11/03/2011

DEALER CONTAC Wiiter called to speak to he Senice Manager Betty Sue Rowan about the repairs done. Left Message on wice mail. CUSTOMER
CONTAC r called to see ifthere is an update on the status of this case in regards to trading out of the vehicle. Customer went to the dealership
yesterday. of the vehicle. Customer states the dealership was very understanding and everything worked out well for her. Customer is going to sendin a
letter for how much help she has received. CLOSED LOOP UPDATE - no need for additional follow-up.

12/09/2011

Customer seeking rental assistance because repairs being done. Senice Manager contacted at 45503 to discuss the customer's request for rental assistance.
Confimed customer’s concern and with Senice Manager concurrence, authorizd 9 days of rental per guidelines in Warranty Bulletin D-11-01.
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Date Comment

11/04/2011 [11/4 The dealership has been in contact with the customer and the dealer has been updating Area Manager. _

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
11/04/2011 | . : A :
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 retured to the customer.




]New Customer Assistance Inquiry Record (CAIR)#

VIN | Model Year 2010 | Brand | pobGe |
Body JCDP49 Vehicle DODGE JOURNEY SXT HATCHBACK |
Customer Provided VIN || Line of Business CAC | Customer Assistance Center |
Batch Case Information |
Open Date 10/25/2011 |[cAIR Type Regular | status Closed |
Close Date 11/04/2011 || Origin Telephone |Reason New Problem
Mileage 13,530 Mies | Market u | English
Contact Email [N | Coract Phone | (Contactmonie | |
Caller Address ] | Source | Customer |
Caller City MCDONOUGH | Calfer Country |usa |Catter Postai Code [N
Customer /N i
1 | | |

Dealer 26620 | CRONIC INC | Dealer Phone | 7702274271 |
Dealer Address 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 lssues |
|Reason Code | After Sales - Complaint - Product - Vehicle concem - Additional details |
Case Status History

Create Date Status

10/25/2011 08:11 PM Open
11/04/2011 05:36 PM Closed

Initial Description

Enhanced Customer Satisfaction Program (ECS),Default,Default, Default, Enhanced Customer Safisfaction Program (ECS),Enhanced

0469000000-Corporate

Customer Satisfaction Program (ECS)

0123035628-Product,Body/ Trim / Paint Finish,Body Hardware, Msaligned / Poor Fit Rear Facia/Valance, Rear Fadia / Valance Hardware - Msaligned / 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 namative Enhanced Customer Safisfaction ***Enhanced Customer Safisfaction Team**** Owner is being handled by the Enhanced Customer
Satisfaction Team. Transfer the customer to 866-275-1420. ****End structured namative Enhanced Customer Satisfaction

10/25/2011

Mieage: 13,530 Customer Name: Customer contact num Descriptions of issue: Back passenger rear will not open from

|Dealer called in stating they have an ECS customer dropping off vehicle for senice. Dealer Code: 26620 SMSAName| - SASM'SA Phone;| MIN:
bumper pops out when going . Writer verified dealer ECS customer. Writer provided dealer with name: Sharlene and

number 866-275-1420 extension 4720215.

10/25/2011

...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 CA

10/26/2011

..Witer called customer and left message to have customer callback. Witer to introduce herself.

10/26/2011

...Dapis created.

107282011

...Witer called customer busyline. Will fryagain.

11012011

...Witer called customer to check on repair of vehide. Witer left message for customer to retum my call.

11/02/2011

_Whiter called and attempted 1o talk to customer. Line was busy. Wil ty again.

11022011

...Whiter attempted to call customer and did not get an answer. Witer could not leave message because an answering machine did not kick in. WAll try customer again.

110412011

...Witer called senvice and senvice informed writer that they will call customer to get her back into the body shop to repair bumper. Witer will check back on Tuesdayto
see if senice has made the appointment.

11/04/2011

...Writer made 3 attempts to get in fouch with customer. Writer will now dose out case.

11/08/2011|.

110092011

....Writer called dealer o get status of vehidle. Customer has vehicle but dealer is just waiting on a loaner to come into the shop so that the customer will have
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. Witer will check back with
dealer on Friday 11/11 for another update.

1111/2011

...Witer called dealership and was informed that customer will be in the first of the week for bumper repair.




[New Customer Assistance Inquiry Record (CAIR)#

[viN I || Model Year 2011 |Brand | ooGe
|Body JCEE49 || venicie DODGE JOURNEY MAINSTREET AWD HATCHBACK
Customer Provided VIN ||Line of Business cAC | Customer Assistance Center
atoh Case oo |
Open Date 11/03/2011 |[cAR Type Regular | status Closed
Close Date 11/03/2011 | origin Telephone |[Reason New Problem
M 0 Mies || Market u \ English

Contactemail | [Contact Phone | S (ContactMobic | |
::J_ | Source | Customer
CallerCity  |PEARLRMER ||Catter Country |usa ||Catter Postal Code
Customer I |

| 1 | |

Dealer 66689 ] ROCKLAND CHRYSLER JEEP DODGE \ Dealer Phone 8456273700
Dealer Address 60 ROUTE 304

NANUET NY | 10954 2924 USA
|Dealer Zone | Northeast |[Saes District Service 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 Status

11/03/2011 03:31 PM Open
11/03/2011 03:34 PM Closed

Initial Description

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

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

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




[New Customer Assistance Inquiry Record (CAIR)#

VN | Model Year 2012 |Brand | pooce
|Body JCDH49 Vehicle DODGE JOURNEY SE HATCHBACK
Customer Provided VIN |[Line of Business | cAC | Customer Assistance Center
{&lehcnummﬂm
Open Date 047202012 [cAR Type Regular [Status | Closed |
Close Date 04/20/2012 Origin Telephone | Reason New Problem
M 100 Mles Market u ||Language English
I [ContactPhone | I l:J_ |
_____J— [Sowce [Cusomer |
|| Catler Country |usa [catierPostaicode | |
Customer l_ |
| | | |
Dealer 44545 | GOOD BROTHERS DODGE INC ||Dealer Phone 7813318300
Dealer Address 577 COLUMBIAN STREET
SOUTH WEYMOUTH MA | 02190 1131 USA
|Dealer Zone | Northeast || Sales District |Service District B
Subject 2012 DODGE JOURNEY SE HATCHBACK
Synopsis
Customer Anomaly
Contact Reason | |[Customer Anomaly |
|Reason Code | After Sales - Information & Assistance Requests - Customer Care - No further action needed - Closed
Case Status History
Create Date Status
04/20/2012 06:20 PM Open
04/20/2012 06:25 PM Closed

Initial Description

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

Case Comments

Comment

Final Attempt: JO Power Outbound. Agent contacted the customer regarding their new vehicle. Customer has no questions or concerns at this time. Customer is very

047202012 happy with this vehicle. Agent provided the customer assistance phone number for any future questions or concems. Customer confirmed mailing address 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 tomomrow. ***End***




]New Customer Assistance Inquiry Record (CAIR)#

viv I |[Mode! Year 2009 || Brand | opGe |
Body JCDP49 ||vehicle DODGE JOURNEY SXT HATCHBACK |
Customer Provided VIN ||ine of Business cAC | Customer Assistance Center |
Batch Case Information |
Open Date 06/25/2012 |[cAR Type Regular |[status Closed |
Close Date 07/03/2012 ||origin Telephone Reason New Problem
Mileage 98,000 Mles ||Market u English
Contactmail | | CortactPhone | — [ContactMobie | |
CaterAcdess | - | Source | Customer |
Caller City | LEONARD ||Catier Country |usa |[Catter Postai Coce | IR
Customer I i
J | | |
Dealer 63975 | MLOSCH'S PALACE CHRYSLER JEEP || Dealer Phone 2483932222 |
Dealer Address 3800 S LAPEER RD |
LAKE ORION Y] | 48359 1325 USA |
|Dealer Zone | Great Lakes |[Sates District | || Service District C |
Subject Left Front Door Hardware - Inop |
Synopsis |
Customer Anomaly Moving Parts |
Handle |
|Contact Reason | c105 Technical Issue With Vehide || Customer Anomaly | 84 | vehidie handle issue |
|Reason Code | After Sales - Complaint - Product - Viehicle concem - 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

Comment

06/25/2012

****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 dealership. Customer states that Dealership is seeking Chrysler's permission to cut the door off the vehidle. Briefly summarize what the customer is expecting:
Customer is seeking vehicle be bought back. ****End structured narrative T2 - Beginning Namative Customer advised a call back is required and will take place within
one business day by COB their time Preferred Moming/Mdday call back number is| Preferred Afternoon/Evening call back number is|

Customer email address for case updates: Refused Who has possession of the e ership Has the vehicle been diagnosed bya CDJ ‘es Ifa CDJ
dealer has diagnosed, what is the dealer name or code?63975 Reassigned to 88F

06/25/2012

*eeeea et 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 getiing the vehide
repaired The customer was also informed that a case manager will be assigned to them for further follow-up. RESEARCH RESULTS: Explain why this vehide either
appears to qualify or not Viehicle 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 senvice = 0.

06/26/2012

CONTACT UPDATE - 1st Contact attempt, phone mmmwmr called customer and informed them of the above information. Dana| is
stating she is tired of this vehicle and now she is unable to getin Z informed customer that Dodge does want their vehide repaired and we will escalate
their case to seek resolution. Witer called dealership and informed SMJim per voice mail customer requested Lemon Law and the wehicle did not appear to meet the
guidelines. Witer is sending cair to 88D for further handling.

06/29/2012

mummosm.mdspokeG. who advised that his vehicle has been repaired, the door was as well as the frontend of vehidle.
(Customer states his concem IS a component on his e down every 3 months. Customer states he has had numerous repairs on his vehicle and
expressed frustration with concem. Customer states that if his mother-indaw was sitting in the front seat and the door couldnt open that she wouldn't be able to crawl

06/29/2012

over the console. EmailJJJlijnotmail.com
Witer will follow up with customer once he has had a chance to drive the vehicle and make sure there are no further issues.

06/29/2012

Status update provided via email to the following email address i hotmail.com Hello, Myname is -\d I have been assigned as your Case Manager.
Here is some information that will be helpful for you to have: Your case number is listed above. The Chrysler Case Management telephone number is: 800-763-8422 My
direct extension: 66300 Mywork hours are: 10am-6:30pm Eastem Standard Time Monday-Friday NOTE: This is a one-way email communication. Please do not reply.
End of Status Update

07/03/2012

Customer states she doesn't know what repairs were done on her vehicle as the dir did not have a repair order ready for her because there were so many repairs done
lon her vehicle. Customer expressed dissatisfaction with vehicle. Customer states she does not feel safe in her vehicle and does not let her son drive her vehicle
because she feels itis a dangerous vehicle. Customer feels Dodge doesn't care about her vehide and about her door. Customer states she will never buy another
Dodge and can't wait fill she gets out of her vehicle. Customer alleges that in 2 months she will have more repairs that are needed. Customer states she knows that
Dodge cannot buy her vehide 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.
Customer states she has nothing further to sayand that Dodge has nothing further to say to her. Witer fried 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 already been repaired. Witer explained to customer that if no further repairs are needed, we will be closing the case. Customer was not
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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Date

Comment

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 concemn. 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 Senvice Manager Gary who was the one the
customer was discussing the vehicle concemns 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 keyin the door tum it and nothing happens the keyfob 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 concems are occurring
customer informed the dealership that the customer can not duplicate the vehicle concem it happens without waming 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 tumed 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

oxxxoonxx o QUALIFIER TEAM™* * * * * * * * ** CONTACT UPDATE W 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 senice = 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 SMMatt 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 concems. Customer states that the vehicle is at the dealership now today is the 3rd dayit 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

H##H###### DIRECT-TO-DEALER # # # # # # # # # ATTENTION SERVICE DIRECTOR OR SERVICE MANAGER Please follow your Business Center guidelines in an
attempt to resolve this customers concem(s). If needed, seek assistance from your District Manager, Business Center or STAR. The unresolved concem is Electrical
Concemn- 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 concem will continue and never be resolved customer does not trust the vehicle
and would like the dealership to buyit 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 concemn Please update this CAR with resolution. # # ## # # ## # #H#H## HHHHHBHH AR B HBHHHBHHARUH

09/07/2012

REASSIGNED TOBC/DLR 71 61339 09/07/12 19:43|

09/10/2012

*Contact Date:09/10/2012 Warranty repair has been documented on Repair Ode_ CAIR RETURNED FROMDEALER ON '9/10/2012 ' AT10:54:894 '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 concem. Customer states that the vehicle was bought in Evansuille IN not purchased in current state of residence

09/15/2012

Agentiis still researching other dealership for a second opinion and needs to send a unresolved concem

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 concem. 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 keyis 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 tumn off the car alarm and upset all the special needs families in the parking lot af]
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 af] left message stating that case will close on 9/26 if appointment has not been made for diagnoses

09/20/2012

###H###### DIRECT-TO-DEALER # # # # # # # # # ATTENTION SERVICE DIRECTOR OR SERVICE MANAGER Please follow your Business Center guidelines in an
attempt to resolve this customers concem(s). If needed, seek assistance from your District Manager, Business Center or STAR. The unresolved concem 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. # #
iEEEEEE i i

09/20/2012

REASSIGNED TOBC/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 concem to tryand reach a solution. AMJason advises agent to send an
email with al the information needed and will be in contact with the Senvice Manager Gary at the dealership to reach out to all available resources to tryand resolve this
concem

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 fry and see if the vehicle's concerns happen in patterns. Customer states happens during the day and at night will happen
multiple imes a dayin the sun or rain doesn't matter happens at random

09/21/2012

Agentis emailing the Area Manager Jason as per AVl Jason advised agent to do

09/26/2012

Status update provided via email to the following email addresMhoo.oom Hello, This is your case manager with Chrysler. | am contacting you regarding
your case. | unfortunately didn?t touch base with you today but Il 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 CAR RETURNED FROM
DEALER ON '10/02/2012' AT 12:30:045

10/02/2012

Customer asked if they take the Veehicle back to Indiana where it was purchased would it be eligable to be considered for Lemon Law (Customer was transferred to
California). CMspoke 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 Senvice 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 Garyis 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 concem . SD
Gary states that if the customer could duplicate the vehicle the dealership would love to fixthe 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 concem. Customer inofrms agent that last night took
\ehicle 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 concem that can not be duplicated

10/05/2012

8/5-AM(rb62) spoke vwﬂ- SMat] - 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 concems 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. AMalso 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 woice mail from the Area Manager Jason who states on

10/08/2012

message spoke with the Senvice 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. AVl 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 concemn. 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 concem. Agent informed
the customer that without the vehicle concem being able to be duplicated no repairs can be completed at this time but if the vehicle continues to have this reoccurring
electrical concem 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. | was able to see the button push in the door modules, and
also in the TIPMas a bussed input from the DMFL and DMFR. It appeared the TIPMwas not responding to the input. | 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 | 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. WWhen the locks were inoperative, | was able to unlock the driver door using the blade keyin the door. The
alarm did not go off until | 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." | was never able to
duplicate this concern, even though | duplicated the other lack of lock operation concerns. As for being "locked" inside the car, bylaw 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. SMasked 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 TIPMfor locks not operating from inside buttons. TIPMcurrently 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
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[New Customer Assistance Inquiry Record (CAIR)#

viv |[Mode! Year 2013 | Brand | DODGE
|Body JCDH49 | Vehicie DODGE JOURNEY SE HATCHBACK
Customer Provided VIN |[Line of Business CAC | Customer Assistance Center
Batch Case Information
Open Date 121152012 |[cAR Type Regular Status Closed
Close Date 1215/2012 || origin Email Reason New Problem
Mileage 0Mies | Market u Language English
Contactemail | | CortactPhone | ContactMobie | |
Caller Address AE Source | Customer |
FRIENDSWOOD |[catler Country | usa ||Catler Postal Code || |
Customer I |
| | | |
Dealer 45478 | GILLMAN CHRYSLER JEEP DODGE | Dealer Phone | 7137764900
Dealer Address 10585 W SAMHOUSTON PKWY S
HOUSTON ™ 77099 2844 |usa
|Dealer Zone | Southwest |Safes District |Service District |G
Subject Door does not open from the inside.
Synopsis
Customer Anomaly Moving Parts
Door
|Contact Reason | c105 | Technical Issue With Vehide | Customer Anomaly | 83 | Vehide door issues |
IMM | After Sales - Complaint - Product - Viehicle concem - Additional details ]
Case Status History
Create Date Status
12/15/2012 07:04 PM [Unworked
12/15/2012 07:30 PM [Open
12/15/2012 08:23 PM Closed

Initial Description

0123035713-Product,Body/ Trim / Paint Finish,Body Hardware, Inoperative,R. Door-Pass,Right Rear Door Hardware - Inoperative,Door does not open from the

inside.

Case Comments

Date

Comment

12/15/2012 |***** EMAIL BRIEF DESCRIPTION CONTENT ***** quality control ***** END EMAIL BRIEF DESCRIPTION CONTENT *****

Bought a Joumney wednesday, check engine light came on at 47 miles, had it checked and returned the car to the dealership. Dealer replaced the car with an identical
12/15/2012 |journey. Found today that the rear passenger door handle inside doesnt work. Dodge needs to take a serious look at it quality control procedures. *****END OF
(CUSTOMER EMAIL*****

Thank you for contacting the Dodge Customer Assistance Center in regards to your 2013 Dodge Joumey. We apprediate the time and effort you took fo tell

us of your dissafisfaction in our product Comments like yours are one way to leam of problems that develop and the improvements desired. We have documented your
12/15/2012 |comments and will provide them to our product

team for review. Due to the concem with the rear passenger door handle, we recommend that you contact

the Senvice Department of your local dealership to have the vehidle diagnosed. We apologize for the inconveniences you have experienced. Thanks again for your email.
|******END OF CAC EMAIL RESPONSE*****













lNew Customer Assistance Inquiry Record (CAIR)#

viv ||Mode! Year 2010 |[Brand | pobGE |
Body JCDP49 || venicle DODGE JOURNEY SXT HATCHBACK |
Customer Provided VIN ||Line of Business cAC | Customer Assistance Center |
Batch Case Information |
Open Date 01/11/2013 |[cAIR Type Regular |[status Closed |
Close Date 01/12/2013 Origin Email ||[Reason New Problem
Mileage 63,359 Mles Market u |[Language English
ContactEmail [N |ContactPhone | 9722173895 |[Contact Mobile 9722173895
Caller Address _ |[Source Customer
Caller City | pESOTO || Catler Country |usa ||Catler Postal Code ||

Customer
Customer Address |
| | |
Dealer 49983 | CHAMPION CJUD/EAN HOLDINGS LLC ||Dealer Phone 3178726200
Dealer Address 4505 W96TH 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 |
Contact Reason c1s7 | Launch Of New Vehicle Information  |[Cusfomer 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 [Ooen
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 |***** EMAIL BRIEF DESCRIPTION CONTENT ***** dissatifaction ***** END EMAIL BRIEF DESCRIPTION CONTENT *****

011112013

| have a dodge journey 10". | have had it for a year and 2 months. | am not happy with it. a few months after getfing the suv| had to take it to the dealer a few imes one
which is still a problem the back passenger side door does not open from the inside and there are no child proof locks, | have broughtitin 3 imes for the same thing
and | a fed up with it, Itis not a quick fixwhich takes up a lot of mytime, | shouldnt have to go thru this.. Not happy at all. it would be a great vehide if there wasnt so many
issue which is due to poor quality. *****END OF CUSTOMER EMAIL*****

011112013

Thank you for contacting the Dodge Customer Assistance Center. | regret the problem your vehidle has experienced and appreciate the ime and effort you
took ng this matter to my attention. | would be more than happy to further review your concem, however | do require the full 17-character Vehicle Identification
Number (MIN) and the current mileage. Please replyto this email using the link below and | can further review your concem. Thanks again for your email. Sincerely, Kim
Customer Senvice Representative Dodge Customer Assistance Center *****END OF CAC EMAIL RESPONSE*****

01122013

01122013

Vi Mieage]REFERENCE WWL case NUVBERIIII ****END OF CUSTOMER EMAL*****
you for contacting the Dodge Customer Assistance . We appreciate the ime and effort you took to tell us of your dissatisfaction in our product.
Com

ike yours are one way to leam of problems that develop and the improvements desired. We have documented your comments and provide them to the
product development team for review. Chrysler Group has made fremendous gains in customer satisfaction and vehicle qualityand we are dismayed to leam that your
expectations have not been met. Please accept our apology for the problems you have experienced. Thanks again for your email. Sincerely, Kim Customer Senice

Representative Dodge Customer Assistance Center *****END OF CAC EMAIL RESPONSE*****
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From: |l @hotmail.com

To: customerassist@chrysler.com
Date: Tue Sep 24 19:04:43 EDT 2013
Subject: Chrysler Group LLC Customer Assistance
Form Selected:

Category: US Customer Service

Brief Description:

The door locks are not working...again.

Comments:
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 from inside or outside. This last
time it happened while | was grocery shopping and | could not get my
groceries in the car for several minutes. 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.

Sender Information:

Title: Mrs.

First Name:-

Middle Initial: ||

Last Name:-



From: customerassist@chrysler.com

To: I @hotmail.com

Date: Thu Sep 26 14:52:04 EDT 2013

Subject: Re: Chrysler Group LLC Customer Assistance

Dear |l

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 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

For any future communications related to this email, please refer to the following information:
REFERENCE NUMBER_

EMAIL CASE NUMBER: -

REPLY LINK:

Original Message Follows:

US Customer Service - Dodge Brand Site
Brief Description:

The door locks are not working...again.

Comments:

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 from inside or outside. This last
time it happened while | was grocery shopping and | could not get my
groceries in the car for several minutes. 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.

VIN:

Mileage:
75955
Servicing Dealer:
Hayes/Lemonds
Title:
Mrs.
First Name:

Middle Initial:

Last Name:

Address 1:

Address 2:

City:

State:

Home Phone:
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Date

Comment

03/24/2014

address matches

03/24/2014
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Document Recieved from Customer

Cair Number: [
Date Receiveo: I

FilesNot Recieved: O
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Inv fopr Code: -

foorvd: Online

Custoses Copy

THANK YOU!



custovER +

N 1.2 A

RO e Dﬂdye Ram avonoae

10101 W. Papago Freeway ° Avondale, AZ 85323

DUPLICATE 2  service Direct (623) 298-1237 - Fax (623) 925-0215
AVONDALE PAGE 2 Main (623) 925-0011

HOME : LarryHMillerDodgeRamAvondale.com

BUS: _ SERVICE ADVISOR: 426 ROBERT CARTER
_COLOR | YEAR MAKE/MODEL S VIN LICENSE |  MILEAGE IN / BUT TAG
10 | ponee_gournmy . a1s15/21515 [
DEL. DATE  [PROD. DATE | WARR. EXP. | PROMISED PONO. - | RATE | PAYMENT INV, DATE
C1JAN1O IS 17:00 0S5MAR14 CASH 15MAR14
R.0, OPENED READY OPTIONS: ENG:EGF

08:06 0O5MAR14 |14:05 15MAR14

LINE OPCODE TECH TYPE HOQURS LIST NET TOTAL
Thank you for your business!
It is important to us that you are completely
satisfied with our work and how you were
treated. Please take the time to return the
Chrysler survey. Please let us know if there
is any reason you could not give us a
completely satisfied rating.

Bes> — Cdeyscor

crse e [N

Appcyiwe Borz R BursStmep T e (£
ot T of WAZRAOTY RLPAILS.

TUEHT FRowS Dol Doo@ ASSEALY  JAMMTD .

Access Door CATCrl  ASssaizly,

etk -

Disclaimer of Warranties: Any warranties on the products sald hersby are those of the manufacturer. LARRY H. MILLER BESCRIPTION TOTALS
DODGE RAM AVONDALE HEREBY EXPRESSLY DISCLAIMS ALL WARRANTIES, EITHER EXPRESSED OR IMPLIED, 2 :
INCLUDING ANY IMPLIED WARRANTY OF MERCHANTABILITY OR FITNESS FOR A PARTICULAR PURPOSE and Larry H. | LABOR AMOUNT 404 .55
Miller Dodge Ram Avondale, neither assumes nor authorizes any other person to assume for it any liability in connection with
this sale. For a detail of your warranty see your service advisor/consultant or ASM. PARTS AMOUNT 733.25
s — = - GAS, OIL, LUBE 0.00
SUPFLIES: A token charge not to exceed 8% of the labor charge is included for supplies used on your vehicle.
Applicable supply items are: aerosols, solvents, rags, wipes, protsctive gloves, nuts, bolts, washers, tape, pins,| SUBLET AMOUNT 0.00
towels, solder, wire, sealers, battery cleaners, lubricant spray and ete. MISC. CHARGES 38.47
A HAZARDOUS WASTE DISPOSAL charge will be made for hazardous material removed from your vehicle. J -
Hazardous waste include: Oils, gasoline, antifreeze, freon, tires, batteries, etc. TOTAL CHARGES 1176.67
I> CUSTOMER SIGNATURE LESS INSURANCE 0.00
SALES TAX _67.92
PLEASE PAY
THIS AMOUNT 1244 .59

CUSTOMER COPY
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iies?
CUSTOMER #

AVONDALE
HOME

@ o FOMLY,

*INVOICE*

10101 W. Papago Freeway *

DUPLICATE 2  ggrvice Direct (623) 298-1237

AZ PAGE 1

CONT:

Dodge Ram sonos.c

Avondale, AZ 85323

- Fax (623) 925-0215
Main (623) 925-0011

LarryHMillerDodgeRamAvondale.com

BUS: CELL: SERVICE ADVISOR: 426 ROBERT CARTER
COLOR _ YEAR MAKEMOBEL e R T VIN LICENSE 1 MILEAGE IN / OUT TAG
10 | DODGE JOURNEY - . 41515/41515
DEL. DATE. _ |PROD.DATE| WARR.EXP. |  PROMISED PO NO. RATE PAYMENT ___INV, DATE
Q01JAN10 IS 17:00 0OS5MAR14 CASH 15MAR14
R.0. OPENED READY OPTIONS: ENG: EGF
08:06 0O5MAR14 |14:05 15MAR14
LINE OPCODE TECH TYPE HOURS LIST NET TOTAL
A C/S RIGHT FRONT DOOR WONT OPEN
CAUSE: LATCH BINDING
900 Body & Accessories
222 CP ‘ 345.00  345.00
1 4589694AD LATCH-FRONT DOOR . 130.9%0 130.80 1306.80
1 1BGS02DVAD PANEL-FRONT DOOR TRIM 644 .00 580.00 580.00
1 680437%0AB LINK-LOCK 22.35 22.35 22.35
PARTS: 733.25 LABOR: 345.00 OTHER: 0.00 ”TOTAL LINE A: 1078.25
41515 RIGHT FRONT DOOR LATCH STUCK CLOSED. WILL NOT ALLOW DOCOR TO
OPEN. BROKEN INTO DOOR AND BROKE LATCH OPEN REPLACED LATCH AND DOOR
PANEL. WORKXING TO SPECS
****************************************************
B Rotate & Balance Tires
9A Rotate & Balance Tires
Ge; 45%5 cP 59.95 59,95
PARTS: 0.00 LAROR: 59.95 OTHER: 0.00 TOTAL LINE B: 59.95
41515 ROTATE AND BALANCE COMPLETE
****************************************************
C Multi Point Inspection
15 Multi Point Inspection
455 CP . .00 9.00
PARTS: 0.00 LABOR: 0.00 OTHER:: 0.00 TOTAL LINE C: 0.00
41515 INSPECTION COMPLETE
****************************************************
EST: 230.00 05MAR14 08:06 SA: 426 (
EST: 289.95 O5MAR14 08:06 SA: 426
contacT: [
CUSTOMER PAY SHOP SUPPLIES FOR REPATR ORDER 38.47
Disclaimer of Warranties: Any warranties on the products sold hereby are those of the manufacturer. LARRY H, MILLER DESCRIPTION TOTALS
DODGE RAM AVONDALE HEREBY EXPRESSLY DISCLAIMS ALL WARRANTIES, EITHER EXPRESSED OR IMPLIED, N

INCLUDING ANY IMPLIED WARRANTY OF MERCHANTABILITY OR FITNESS FOR A PARTICULAR PURPOSE and Larry H.
Miller Dodge Ram Avondale, neither assumes nor authorizes any other person to assume for it any liability in connection with
this sale. For a detail of your warranty see your service advisor/consultant or ASM.

LABCR AMOUNT

PARTS AMOUNT

SUPPLIES: A token charge not to exceed 8% of the labor charge is included for supplies used on your vehicle.
Applicable supply items are: aarosols, solvents, rags, wipes, protective gloves, nuts, boits, washers, tape, pins,
towels, solder, wire, sealers, battery cleaners, lubricant spray and etc,

A HAZARDOUS WASTE DISPOSAL charge will be made for hazardous material removed from your vehicle.
Hazardous waste include: Oils, gasoline, antifreeze, freon, tires, batteries, etc.

GAS, OIL, LUBE

SUBLET AMOUNT

MISC. CHARGES

TOTAL CHARGES

[> CUSTOMER SIGNATURE

LESS INSURANCE

SALES TAX

PLEASE PAY

THIS AMOUNT

CUSTOMER COPY
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]New Customer Assistance Inquiry Record (CAIR)#

[vin |[Model Year 2009 || Brand | pobGe |
Body JCDP49 | Vehicle DODGE JOURNEY SXT HATCHBACK |
Customer Provided VIN ||Line of Business CAC | Customer Assistance Center |
Batch Case Information |
Open Date 071712014 |[cAIR Type Regular Status Closed |
Close Date 08/08/2014 Telephone Reason New Problem
Mileage 87,575 Miles Market U Language English
Contact Email I | Cortact Pone - |Contactotie | |
Caller City | FARMNGTON || Caller Country |usa |catierPostaicoce (I~ |
Customer N i
| | | |
Dealer 66262 | SUBURBAN CHRYSLER DODGE JEEP RAMO | Dealer Phone | 2484767900 |
Dealer Address 38123 WEST TEN MLE ROAD |
FARMNGTON HILLS M 483352803 |UsA |
|Dealer Zone | Great Lakes || Sales District Service District |9 |
Subject customer states was trapped in locked car |
Synopsis |
Door |
Contact Reason |c10s Technical lssue With Vehide || Customer Anomaly | 83 | Vehide doorissues |
|Reason Code | After Sales - Complaint - Product - Viehicle concem - Additional details |
Case Status History
Create Date Status
07/17/2014 10:27 PM [Open
07/17/2014 10:30 PM Closed
07/17/2014 11:08 PM Reopen
08/08/2014 05:52 PM [Closed

Initial Description

0467000000-Corporate,Goodwill Escalation Matrix Escalated,Default, Default, Goodwill Escalation Matrix- Escalated,Customer seeks cost assistance to repairs

done.
04571

Complaint Contact, Default,Default, Default Complaint Contact,customer speaking to executive branch

'000000-Corporate
0108270210-Product,Electrical, Power Windows,Defective,F. Door-Driver,Defective Left Front Power Window Inquiry,driver and passager wont roll down.
0108250000-Product,Electrical Power Door Lock / Deck Lid,Other,Unknown,Power Door Lock / Deck Lid - Defective,doesn't unlock
0108500000-Product,Electrical Lamps and Switches,Other,Default Lamps and Switches - Inquiry,customer stated back lights pop out.
0108250200-Product,Electrical Power Door Lock / Deck Lid,Defective,Unknown,Power Door Lock / Deck Lid - Defective customer states was frapped in locked car

Case Comments

Comment

071712014

****Begin structured namative T2 - Beginning Narrative Briefly summarize why the customer is contacting Chrysler: Briefly summarize what the customer is expecting:
****End structured narrative T2 - Beginning Namative Briefly summarize why the customer is contacting Chrysler: Customer states that spoke to executive office for
dodge joumey regarding eledrrical issues. Customer was told she is to call back to executive office when she has her receipts, for reimbursement. Agent has no record
of conversations at the level and advised customer to refrace her steps to recover correct contact information. Briefly summarize what the customeris
expecting:executive contact

07M17/2014

Customer called back but call dropped.

Briefly summarize why the customer is contacting Chrysler:She states that she had talked to someone at Chnysler today and was told to take her vehicle in for a

diagnosis then to call back.She states that her vehicle stalled again for 2 straight days then her daughter had surgery for 2 days so she couldn't take her vehicle in right
away but states when she fook it in for a diagnosis and they gave her an estimate about the repairs that needs to be done.She states they are charging her for the locks
but states they were locked inside the vehicle and states it happens a lot and that the emergency unlock doesn't work either and that they want to charge her around
$400 to fixthe locks.She states theytold her that the dealership fold her that they need authorization from Chrysler before they can go ahead and do the repairs. Briefly
summarize what the customer is expecting:To advise Chrysler that she has taken her vehicle to the dealership for a diagnosis and that she has a quote for the repairs
and is seeking cost assistance for these repairs. Called dealership [66262] to confimn details of diagnosis. Asked for [Service Manager name]. Spoke with [SM John].
What is the diagnosis?Assistant Manager, John states the customer is under the impression that Chrysler is going to pay for the repairs.He states the left door module

07/17/2014 |failed causing the power door locks and power windows not to work,customer pay with taxwill be $358.52 they have a driver's door switch broken in the down position

and theywere able to unfreeze the door module,the right door switch was stuck in the down position causing the passenger window to go down so they freed the
switch.He states it will also be $87.86 for the brake pads and rofors as the front brakes are metal to metal and they recommended a brake flush,they have a stalling
concem that is an intermittent issue they had it at Southfield to get it fixed but they were not able to verify this,they found no fauit codes in the system but they did notice
there was a software update for the TIPMto take care of the stalling concem that will cost $107.80 but there are no guarantees that will fix the stalling concemn but states
that Chrysler has and update for that and they also found a bulb needs replaced and oil change. Customer advised a call back is required and will take place within one
business day by COB their time Prefemed Moming/Mdday call back number is Prefermed Afternoon/Evening call back number is|

Customer email address for case updates: X000X@X00X com(N/A) Who has possession of the vehicie? (Dealer) Has the vehide been diag a er?
(Yes) If a CDJ dealer has diagnosed, what is the dealer name or code?66262 Reassigned to 88F

07/18/2014

* * ** * CASE MANAGER TEAM- Disfrict V* * * * * * OOW: 2 Years, 2,000 Miles MVP: Active PPWBSBON, Active LOF24EP Household: 0 New 2 Used

07/18/2014

Agent atiempted to contact dealer Senvice Adviser (SA), however, SMnot available. Leﬁmessageforaretmcallatemlot- The reason for the dealer contact
was to provide or request the following information: Call to see if vehidle is done with repairs.

071182014

Pgematbmmedbcomactwshmer 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 ing information Agent attempted to contact customer to get customers expectations. writer will follow up with customer Monday 7/21.

071182014

requesting to speak with Case Manager

07/18/2014

transferred to i i dary phone: Customer dedined fo provide

07/18/2014

CUSTOMER CONTACT: Customer contacted Chrysler to speak with her CM Customer was replying back to CMs message earlier. Customer would like her CMto give
her a callback at his earliest convenience.

071182014

DEALER CONTACT: Writer spoke with SMJohn. SMstated the KO7 recall is not related to customers concemn, that will not cover for repairs needed to repair vehide. SM
stated the customer is not loyal to dealership, this is her firstime to her dealer, SMstated for no layalty they cannot assist in goodwill and with the vehicle being out of
warranty by ime and mileage, Writer asked since the brakes were grinding metal to metal then would this be a subject of abuse or neglect, SMstated there maybe a
possibility there is as due to customer’s daughter has seizures and may have been customer caused. Whiter advised SMthat CMwill make a decision on wheter or not
to assist customer and will follow up with SMif he does dedide to assist with repairs. Writer thanked SMior his help.

071182014

Mtefoormcbd ) Customer expectations are helping with cost assistance. Customer informed writer that problem has happened more than once.
Customer s 1S also having trouble with back light popping out and windows not rolling down. Witer informed customer he will be following up with the
dealership.

071182014

Witer contacted SMJohn in concems on if they would accept any RA SMinformed writer that he is going to speak to SMSean and get back to writer as soon as
possible. Witer will follow up with customer.

07/18/2014

Witer contacted Writer informed customer that we are still working with the dealership on gathering information. Customer informed that she is
willing to pay for customer is still requesting assistance with remaining repairs. Witer informed customer he will follow up with customer Monday

7/21 to give information.




Date

Comment

****Begin structured narrative T2 - Beginning Narrative Briefly summarize why the customer is contacting Chrysler: Briefly summarize what the customer is expecting:

07/18/2014 |****End structured narrative T2 - Beginning Narrative Senice Manager (SM) John contacted writer to inform writer that they will not accept an RA SMsuggested we
reimburse customer.

07/21/2014 Customer oqntacted writer left yoioemgil 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
\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

07/21/2014 |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 supenisor regarding writers offer. Writer transfer caller to IL502.
****Supenvisor 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

07/21/2014 the software update is notg guarantee to re§olving her stalling concem. Writer e?plained ﬂwat based on the infoq'nation we can a§S!§t 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

071232014 V\:ﬁt‘er ooqtacted dealership spoke with Senvice Manager John. SMinformed writer that repairs are completed. SMstated that customer will pay Friday and will receive
\ehicle Fridayas well.

071232014 Agent gttempted to contact cus‘tom‘er, howeyer, customer was not availablg. Left message fora .retunj call at extension 66228. The reason for the cuspmer 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 gttempted to contact cus‘tom‘er, howeyer, cugomgr was not available. Left message for a return call qt 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.
\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

07/30/2014 |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 gttempted to contact cus‘tom‘er, howeyer, w§tomer was not available. Lgft 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 Cu§tomef is calling ir! todayto see if we reoeivgd the documentatiorj that she‘famd to us yet. Agent advised customer that we did receive it and the CMhas 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 Ig_sgg :;n1eGssage for a return call at extension 66228. The reason for the customer contact was to provide or request the following information: Reimbursing customer

08/05/2014 |Writer will follow up 8/8/14
\What has the customer requested? Reimbursement for repairs. If this is a Recall or Exended Warranty, enter the campaign number. Na If this is for a previously made

08/06/2014 goodwill decision, what i‘s that CAIR #? Na Enter th‘e Mileage at the time of the repair.87580 Enter the Date yvhen the repairs were completed.07/1 7/14 What s 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.
\What has the customer requested? If this is a Recall or Exended Warranty, enter the campaign number. If this is for a previously made goodwill decision, what is that

08/08/2014 CHR #? Enter the Mleage a‘t the time of the repair. 87,580 Enter‘the Date when the rgpairs were oompleteq. 07/17114 What s ﬂje total cost of the Par:ts to pe
;ezlranab%sed? $233.16 Whatiis the total cost of the Labor to be reimbursed? na What is the total taxto be reimbursed? na What is the total amount being reimbursed?

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




Document Recieved from Customer

Cair Number: [
Date Receiveo: I

FilesNot Recieved: O









New Customer Assistance Inquiry Record (CAIR)#

VIN || Model Year 2010 | Brand | DODGE |
Body JCDP49 | Vehicle DODGE JOURNEY SXT HATCHBACK |
Customer Provided VIN ||Line of Business CAC | Customer Assistance Center |
Batch Case Information |
Open Date 0911012014 |[cAIR Type Regular Status Closed |
Close Date 10/10/2014 || origin Telephone Reason New Problem |
Mileage 76,997 Mles || Market u Language English |
Contact Email N | Contact Phone | — [Contact Mobie | |
Caller Address ] - B | Source | Customer |
Caller City | ALAMOGORDO || Caller Country |usa ||Catier Postal Coce | I
Customer N il
| | | |

Dealer 68932 | JACK KEY MOTOR CO OF ALAMOGORDO | Dealer Phone | 5754343916 |
Dealer Address 1501 HIGHWAY 70 W |

ALAMOGORDO NM 883107591 |UsA |
|Dealer Zone | west || Sales District Service District |9 |
Subject power lock issue |
Synopsis |

Door |
Contact Reason |ctos. Technical Issue With \ehide || Customer Anomaly _ | 83 | Vehide doorissues |
|Reason Code | After Sales - Complaint - Product - Viehicle concem - Additional details |

Case Status History
Create Date Status

09/10/2014 08:12 PM Open
10/10/2014 10:43 PM Closed

Initial Description

0465000000-Corporate,E-Reimbursement,Default, Default, Default E-Reimbursement E-Reimbursement

Reimbursement,Default, Default, Default, Corporate - Reimbursement,CMManager authorizes $500.00 reéimbursement for the customer.

0459000000-Corporate,
0108250000-Product,Electrical Power Door Lock / Deck Lid,Other,Unknown,Power Door Lock / Deck Lid - Defective,power lock issue

Case Comments

Comment

09/102014

Briefly describe why the customer is calling: Customer is contacting Chrysler regarding: his front passenger side door. Briefly describe what the customer is expecting:
Customer is expecting information. Customer states he would like to know if there had been anyrecalls for this issue. Customer states that the vehide is at the DLR.
Customer states that the DLR has no idea what is causing this. Customer states the Right front door (passenger door) will not open. Agent contacted and
spoke with SMDan. Dan states that the door will not open from outside or inside, Dan states he had authorization from customer to remove panel which cause
[damage to panel in order to further diagnose. Dan states that they have been frying for hours to repair but the lock latch will not release. Dan states this is verystrange
land in 30 years has never seen a lock that will not release. Dan states he has to bring the vehidle to their body shop for further assistance in repair. Dan states he
quoted the customer a cost of $1183.00 but this does notindlude the additional work that the body shop will do. Dan he feels he is already offering a discount because
he is not charging the customer for the additional work that the body shop will be doing. Agent informed customer of this. Customer states theywould like a rental for
Friday only so they can make their appt out of town. Agent contacted SMDan to inquire about rental, Dan states that he would like to offer a loaner vehicle however he
only has three loaner vehicle and they are all out with other customers and will vehicles will not be back by Friday.

09/102014

Customer advised a call back is required and will take place within one business day by COB their time Preferred Moming/Mdday call back number is
Preferred Aternoon/Evening call back number is Customer email address for case updates: no email Who has possession of the vehicle
the vehide been diagnosed bya CDJ dealer? ler has diagnosed, what is the dealer name or code? 68932 Reassigned to 88F

09/11/2014

*****+%%** Case Management - District O* * * * * * * * * OOW: 1 year 8 months MVP: None Household: 0 New 1 Used

09/15/2014

Witer contacted Senice Manager Dan at the location spoke to SMand was stated that the door lock is fixed, but since the dealership had to basically customer into the
frame to get to the latch that the repairs to the door that the dealership did they are repairing at no cost to the customer. Customer is aware of charges for the latch door
panel and labor at total cost at $1150.00. Whiter is not seeing any recalls that would cause the door to latch and not unlock. Follow up with the dealership is on 8-17-14.

09/15/2014

Witer contacted the customer to inform the customer of the repair status and the issue of recalls that do not involve the door. Writer stated to the customer that writer sill
look into other issues that could cause the door to latch and not release. Follow up with the customer is 9-18-14. Follow up with the dealership however is 9-17-14.

09/18/2014

Writer atiempted to contact dealer Senice Manager (SM), however, SMnot awailable. Witer left message for a retum call at extension 40526. The reason for the dealer
contact was to provide or request the following information: To get more information on what cased the door to lock up on the customer. Follow up 9-19-14.

09/19/2014

Whiter contacted the dealership and the Assistant Senvice Manager Dan states that he has not seen this issue in quite some time. So recall related issues are
nonexstent to cause the door to latch and not release. ASMalso stated that they had fo rip into the door just to get to the latch and release and repair it Customer was
laware of this and the customer was also aware of the cost to the customer of $1185.00. Writer then asked around and everyone writer spoke with states it cannot be
related to any recall orissue to cause the issue.

09/19/2014

Writer's supenisor authorized $500.00 reimbursement.

09/19/2014

Customer was contacted by writer from woicemail. Customer was advised of lines 56-63 and the writer's supendsor authorized $500.00 reimbursement. Customer is
stating that this is a factoryissue and that they should be reimbursed in full for the repairs and a rental for 7 days of $412.00. Whiter states that they are unaware of any
issues at all about the door latch and that if it was a defect then the part should hawe failed earlier. Witer then stated that as far as the reimbursement for the $500.00 is
what is allotted for a used wehicle thatis out of waranty. Customer will think about deal and writer will look into the rental but no promises can be made since theyare
lout of warranty. Follow up with the customer is at 9-22-14.

09/22/2014

Customer is still wanting some more help than the $500.00 that is being offered. she would like to have a rental paid that they had to get while the vehide was down
follow up with the customer is set for 9-23-14.

09/232014

CMattempted to contact customer, however, customer was not awailable. CMleft message for a retum call at exensi . The reason for the customer contact was
to provide or request the following information: to inform the customer that the $500.00 is all the CMis able to reimburse customer at this ime. CMwiill follow up
wiihthecuslomerot_ to have the customer?s option on what theywant to choose. Offer stands from 30 days of today?s date 9-23-14.

09/29/2014

CMcontacted the customer and they will accept the $500.00 reimbursement that the CMsupenvisor approved on. CMwill make sure that everything needed for
reimbursement is ready and will cut the check for the customer.

09/29/2014

acoepts and verifies the check should be mailed o the following name and address] -_ 24 CAMINO RANCHITOS

09/29/2014

****Begin structured narrative T2 - eReimbursement What has the customer requested? reimbursement for door interior door hatch. If this is a Recall or Extended
Warranty, enter the campaign number. None If this is for a previously made goodwill decision, what is that CAIR #? None Enter the Mleage at the time of the repair.
76,997 Enter the Date when the repairs were completed. 9-17-14 Whatiis the total cost of the Parts to be reimbursed? $500.00 What is the total cost of the Labor to be
reimbursed? $0.00 What is the total Taxto be reimbursed? $0.00 What is the total amount being reimbursed? $500.00 ****End structured narrative T2 -
leReimbursement ****Begin structured narrative T2 - Viehicle Payment eReimbursement What is the reason(s) for this reimbursement? N/AHow many vehide payments
are being reimbursed? N/AWhat is amount of the monthly vehide payment? N/AHas this customer had previous vehicle payment reimbursements? N/A If previous,
how many? NJAWhat is the total amount being reimbursed? N/A****End structured namative T2 - Vehide Payment eReimbursement

100012014

CM contacted the customer and CMneeds documentation of repairs and ptoofofpaymenﬁa)edbCMa_ with ATTN CW751. Customer will faxthe
[documents to the CM

10/04/2014

****** Below Customer Contacted for Documentation Request ****** pr628@chrysler.com on 2014-10-04 @ 14:48




Date Comment

10/04/2014 |***** Customer Document Received *****

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
02/11/2015 |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 wiill
never recommend Dodge products.




Document Recieved from Customer

Cair Number: [
Date Receiveo: I

FilesNot Recieved: O









New Customer Assistance Inquiry Record (CAIR)#

| Model Year 2012 |[Brand | pooce
JCDH49 | Vehicle DODGE JOURNEY SE HATCHBACK

| Line of Business CAC ] Customer Assistance Center
QOpen Date 1012/2015 CAIR Type Regular Status Closed
Close Date 101122015 Telephone Reason New problem
|Mileage 62,000 Mles | Market U | English
Contact Email I ||Contact Phone ] |[Contact Mobile
Caller Address |_ |[Source Customer
Caller City | PLANT CITY | Caller Country |usa ||Caller Postal Code I |
Customer [
Customer Address |

| | |
Dealer 60064 | CRYSTAL CHRYSLER DODGE JEEP ||Deater Phone | 3525971265
Dealer Address 14358 CORTEZ BOULEVARD
BROOKSVILLE | 346135917 USA
|Dealer Zone | Southeast || Sales District | Service District |c
Subject No diagnosis. ||Campaign | R32
Synopsis
Customer Anomaly
Contact Reason c81 | Vehicle Open Recalls | customer Anomaly | |
[MM ]MerSales-lnfonnauon‘ & Assistance requests - Recall Campaign - Recall Campaign - VIN check & Contents
Case Status History
Create Date Status

10/12/2015 08:29 PM Open
10/12/2015 08:46 PM Closed
09/29/2018 03:46 PM Closed

Initial Description

0108255700-Product,Electrical Power Door Lock / Deck Lid, Intermittent or Inoperative,Unknown,Power Door Lock / Deck Lid - Intermittent or Inoperative Issue with
door locks and windows.

0108045700-Product,Electrical, Tire Pressure Monitor, Intermittent/iInoperative, Default, Tire Pressure Monitor - Intermittent/Inoperafive, TPMS light on.
05R3200900-Recall,Recall - Do Not Select,Recall - Do Not Select, Advise Owner/incomplete Recall Default Advise Owner / Incomplete Recall,No diagnosis.-Please
refer to Case Comments

Case Comments

Date Comment

Briefly summarize why the customer is contacting Chrysler: Customer has a tire pressure sensor light that is still on, after she has inflated and deflated the fires many

times. Briefly summarize what the customer is expecting: Customer expects Chrysler to advise her of the reason why the tire pressure sensor lightis on. Agent could not|

10122015 find any TSB's about the issue. Agent advised the customer to go to the DLR because there could be an issue with the sensor. Customer states even putinanexra 5
psi of air but the light is sfill on. Customer also states her door locks keep locking and unlocking, she opens the door and it the vehicle locks automatically, and she was
in the car locked inside because the door would not unlock. Customer could hear locks dicking but the door remained locked. Customer also states her power windows
get stuck sometimes and do not roll down. Agent advised customer of the incomplete recall. Customer might get a diagnosis soon.




