


Agenda

Jeep Structural Reinforcement Campaign Review

■ Latest Completion Rates

■ Campaign Enhancements
– Robust Plan for Distributing Parts to Dealers
– Social Media Updates
– Outreach Implementation
– NHTSA Claims Review

■ Towing Enhancements

■ Review Updated Dealer Instructions (all)

■ Corrosion Actual Data





Latest Completion Rates





Campaign Enhancements
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Customer Outreach Program 

2012 - Launched Customer Outreach Program to provide more “customer 
centric” solution on underperforming campaigns
• Utilizes state of the art data preparation and business analytics to define 

messaging approach built to develop the customers empathy towards the need to 
complete the recall

• Multi-media strategy to increase frequency of owner outreach
• Mail, email, phone and Personalized URLs (PURL)

• Dedicated contact center
• Manage all customer communications (e.g. in/outbound phone, email, and 

web response)
• Engage dealerships/service centers

• Confirm parts availability & set customer appointments
• Full N45/N46 program launched 12/1/2014

• N45: 89k mailings, 26k emails, 40k phone calls
• 951 vehicle owners committed to repair within 1-2 weeks
• 549 vehicle owners allowed Chrysler to schedule appointment

• N46: 82k mailings, 23k email, 62k phone calls
• 3,612 vehicle owners committed to repair within 1-2 weeks
• 1,793 vehicle owners allowed Chrysler to schedule appointment







Towing



N45/N46 Trailer Hitch Towing Capacity

Releases Towing Capacity Document to Dealers
● Your vehicle has been inspected in connection with the Rear Structural 

Reinforcement recall campaign, and an Original Equipment Manufacturer (OEM) 
trailer hitch assembly has been installed.  This assembly is intended to upgrade the 
rear structure and, better manage the crash forces in certain type so low-speed 
impacts.  

● Your vehicle was not equipped with a Chrysler OEM trailer tow package and this 
campaign trailer hitch assembly does not include the necessary wiring harness 
and/or other heavy-duty components required to utilized the trailer hitch assembly 
to the maximum capability.  Without these components your vehicle is limited to a 
2000 lbs. towing capacity.



N45/N46 Trailer Hitch Towing Capacity



Revised Dealer Instructions



N45/N46 Dealer Instructions Revision History

N45: 1993 – 1998 Jeep Grand Cherokee
● Dealer Instructions released - August 2014
● Dealer Instructions revised – August 2014

▲ Additional Labor Operation (LOP) added for removal of aftermarket hitch
● Dealer Instructions revised – October 2014

▲ Modified instructions to not remove studs on all vehicles, only if required due to corrosion
▲ Added statement, at the request of NHTSA, to remove the ball/receiver before returning 

the vehicle to the customer

N46: 2002 – 2007 Jeep Liberty
● Dealer Instructions released – August 2014
● Dealer Instruction revised – October 2014

▲ Added statement, at the request of NHTSA, to remove the ball/receiver before returning 
the vehicle to the customer



Corrosion Actual Data



Corrosion Actuals
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 November 21, 2014 letter, Chrysler stated that trailer hitch installation would not be 
possible in all cases

 Estimate: ~ 3 % to 6% of subject vehicle population may not be recall feasible
● Due to corrosion, accident damage, or abuse.

 As of December 15, 2014, actual numbers of vehicles not able to have recall remedy
● Jeep Grand Cherokee 2% (619 out of 30,775 vehicles processed).
● Jeep Liberty, 0.3% (346 out of 132,627 vehicles processed).

 Directly related to 
● Vehicle age; and/or
● These vehicles are more likely to be modified for off-road capability

 Note: in this campaign population 
● Jeep Grand Cherokee average 20 years of age
● Jeep Liberty average 10 years of age

 Working with MOPAR to better understand claims pertaining to corrosion vs. damage 
or modification.
● Small sample of data shows an approximate split of 

▲ 80% Corrosion 
▲ 20% damaged and/or abuse.




