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Dear Sarah & Ian, 
Below is EXACTLY what I wrote in the Stellantis Compass system.  (I literally copied it and dropped it here) Compass is our internal database for customer complaints and
resolutions. On a personal note, I am truly sorry you both had this negative experience and I hope to be able to resolve before I retire at the end of this year.  
  

Area Manager spoke w/ Sarah's husband for over an hour, reviewing the situation and how upset they are considering the car failed them on their intial drive home directly after buying
the Hybrid Pacifica.
We talked about what Stellantis is doing to excercise the 'Final Repair Attempt'. I have called in the TA (Jeff Stone) to get involved as well as STAR. The dealerships should have
opened a STAR case after the first repair attempt failed. Then they should have notified Jeff Stone and asked for guidance. With that being said, Stellantis is now actively involved and
the TA has communicated w/ Kurt Anderson (Service Manager at Heritage Parkville). The dealereship now has a part on order that the TA feels will FINALLY FIX the unit.
In consideration for all Sarah & Ian have gone through, I am making these offer(s).
1) If their Pacifica has the SAME or a technically RELATED catastrophic failure in the next 24 months, Stellantis will immediately move forward w/ a buyback without any further
requirments from Sarah or Ian.
2) If the unit is successfully repaired, then I will ask the customer to drive it for 2 weeks and put it throught its paces and then let me know it operating as designed. After the 2 week
period, I authorize Stellantis to pay the customers a lump sum amount of $6,000 as part of a 'Cash & Keep' plus issue them an 8 year / 125,000 mile MVP MaxCare Service Contract.
(BTW - 8/125 plan is the longest MVP contract there is).
3) If this current repair attempt does fail within the 2 week period, then Stellantis will immediately move to a buyback and give the customers what is owed them under the Lemon Law
in the State of Maryland.
4) If the current repair attempt does fail within the 2 week period, then Stellantis will also give a $3,000 "Cash & Keep' to the customer in an effort to assist them in trading their current
Pacifica vehicle in and buying a brand new Stellantis vehicle. This would allow the customers to avoid the buyback process and get them into a NEW Stellantis vehicle as soon as
possible.
 
The customer(s) have been very reasonable & understanding during this whole experience and have been easy to work with. This situation has made them feel both Stellantis and
Heritage don't care about them and we need to change their opinion.

James 'Conrad' Gleber
Senior Area 
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