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A customer focused approach
The Group’s products and services are designed to ensure the highest level of customer satisfaction and loyalty by
addressing the increasing diversification in mobility needs.
Feedback received during the Stakeholder Engagement events held in 2014 provided confirmation that customer
services, vehicle quality and vehicle safety are issues of primary importance to the Group’s stakeholders.
In line with our 2020 targets for engagement with existing and potential customers, we have introduced several
innovative communication tools that to help us better understand their individual needs. At the same time,
expanded consumer access to information increases expectations that businesses will respond rapidly to their
requirements. The Group monitors customer satisfaction on a continuous basis and, where appropriate, develops
new customer channels that help contribute to improvements in product safety and service quality.
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Interaction with Customers
The Group has established a network of specialist Customer Contact Centers (CCC) whose role is to ensure a
consistent, high standard of quality in the interaction with existing and potential customers. A total of 27 Centers
with around 1,100 customer care professionals manage more than 11 million contacts a year, with services ranging
from information, to complaint management and coordination of roadside assistance in some area. The Customer
Contact Centers, together with the dealer network, represent the primary channel of communication with
customers.
The CCCs regularly monitor customer satisfaction levels to identify potential areas for improvement in service levels
or introduction of customized, on-demand channels of communication. Major emphasis is given to training for
personnel who communicate directly with customers given the importance of transparency and professionalism in
the customer relationship.

Managing Vehicle Safety
At FCA, we take transportation safety personally. Customers trust the quality and safety of our products, and we
constantly do our utmost to warrant this confidence.
In 2014 we made an important organizational move to amplify our commitment to safety, as FCA US established
the new office of Vehicle Safety and Regulatory Compliance. The reorganization created a stand-alone organization
led by a senior vice president who reports directly to the CEO of FCA US, ensuring a high level of information flow
and accountability. This new structure establishes a focal point for working with consumers, regulatory agencies
and other partners to enhance safety in real-world conditions.
In addition, the safety organizations in FCA’s four regions - EMEA, NAFTA, LATAM and APAC - constantly share
information and best practices in order to harmonize design guidelines and processes. Safety design guidelines are
implemented from the concept phase of every new model through the release of detailed design specifications to all
the providers of sub-systems for the vehicle.
Our overall approach recognizes that safer highways, improved traffic management and driver education all have a
role to play in enhancing safety on the road. That is why we strive to connect our safety efforts to a collective goal
we share with our employees, drivers, dealers, suppliers, law enforcement, regulators and researchers.
In 2014, a number of FCA vehicles have earned top ratings based on performing to the highest levels during
assessments by independent agencies. These ratings help validate our continuing efforts to deliver the latest
advancements in both passive and active safety technologies.

In Europe, Jeep Renegade was awarded the prestigious Euro NCAP Five-Star rating, with an overall score of
80/100, achieving a rating of 87% for adult occupant protection, 85% for child occupant protection, 65% for
pedestrian protection and 74% for driving assistance safety systems. Given that Euro NCAP has adopted even
stricter thresholds for the Five-Star rating in relation to adult occupant, child occupant and pedestrian protection,
this rating is even more significant.
In APAC, the Fiat Ottimo was awarded Five Stars in the C-NCAP conducted in China and the highest possible
overall vehicle safety score (Five Stars) was also achieved by Maserati Ghibli in the Australasian New Car
Assessment Program (ANCAP).
To date in the U.S., the 2015 Chrysler 200 FWD, Dodge Challenger, Dodge Dart and Jeep Grand Cherokee 4WD
have earned Five-Star overall safety ratings in the U.S. NCAP conducted by the National Highway Traffic Safety
Administration (NHTSA). The Insurance Institute for Highway Safety (IIHS) gave the Chrysler 200 a Top Safety Pick+
status. Collision-warning systems are a prerequisite to achieve IIHS Top Safety Pick+ status. The IIHS also gave the
Dodge Dart a Top Safety Pick rating.
The most noticeable improvements in future safety will occur through the continued integration of active safety
systems such as pre-crash warnings, advanced emergency braking, lane departure warnings and lane-keeping
assist technologies.

Product Quality
The Group is committed to offering vehicles of the highest quality, while at the same time addressing the specific
requirements of each market. Quality practices and processes have been standardized worldwide to ensure
consistent achievement of that objective.
Vehicle quality improvements are implemented by dedicated model-specific teams as well as by cross-functional
teams. Their activities include establishing preventive checks and controls for processes, identifying areas for
improvement and implementing the relevant improvement measures. Quality assessment is based on a
comprehensive set of internal metrics, such as reliability, together with external (3rd party) measurement specific to
each region.
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