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December 13, 2007

Dallas, Texas

Re: 1G6DM57TXeolENE
06/CADILLAC/CTS/CTS 2. 8L V6
Approximate Mileage: 28,200 (Warranty)

To The Administrator-National Highway Traffic Safety (-5 ﬁg
400 Seventh St., SW. ’
Washington, DC 20590 = AT

it b7
BBB Auto Line Program - 29 P
Councill of Better Business Bureaus, Inc. . L @3"
4200 Wilson Boulevard--Suite 800 (7035 ﬁ? ‘

Arlington, VA 22203-1838
703/276-0634 6pages plus No.# of A3 Enclosure’s/Attachment's.

-

To All Parties Above:
This is a "formal” complaint. Our car is still under warranty(Approximately

28,200 miles). This is also about a "safety” issue(the dangerous brakes
to our vehicle after a previous and unnecessary request to drive our car
100 miles(via Michael Davis), as well as a promise of a "free oil change”
and “free detailing"” to our car (via Mr. Gerald Brooks{Coney) after
experiencing again, another previous and "horrific"customer service
experience). A "proper estimate” request, for our broken rearview
mirror (left- via 4 previous and dj rent estimate's); and installation
hardware to our lighter's{front and back).

The people involved in the most recent issue's are the followin :
-Wayne Massey-General Manager, Massey Cadillac

-Michael Davis-Blue Team Service Manager, Massey Cadillac
-Alex Rodriguez-Service Director, Massey Cadillac

-Gerald Brooks(Coney)-Body Shop Director, Massey Cadillac .
On Wednesday, December 05, 2007, we had a scheduled appointment
at Massey Cadillac for servicing to our 2006 CTS (see letter dated,
November 28, 2007 included in this "formal” complaint filing/fax).

When | F, arrived at Massey on December 05, 2007,

I pulled Into the service garage and waited approximately 6-7 minutes for
a serviceman to come to my car. It didn't happen. | was totally ignored by
all of the servicemen. | could see them, and they saw me(but | was totally

ignored by all of them).
(Page 1 of 6 page's plus all doucmented Enclosure’s)



When | got out of the car, | entered the service area and all servicemen
exited their service area door. | waited a while, and none of them returned.
I walked over to the showcase area of the dealership and requested to
speak with Mr. Massey(via the receptionist). She stated, that he was at

a funeral and didn't know when he would return. A salesmen walked

by, and she ask if he knew when Mr. Massey would return. He reported,
that Mr. Massey was "over there"(pointing).

She attempted to contact him (via the telephone), but reported to me that
he was on the telephone. | continue to wait. | could hear Mr. Massey
call over the intercom for a meeting with all salesmen. The receptionist,
again contact him(via the telephone). She reported to him,
thaMneeded to speak with him. He advised her, to tell me

that | needed to see Michael Davis. ’E ,

I returned to the service area to speak with Michael Davis. When | entered S
the service area. Mr. Davis was standing at his desk. | approached him, %
and asked if he was Mr. Davis. He stated, yes but I'm getting ready to help | ?\R‘
this guy. | stated, okay and continued waiting. A

When Mr. Davis finally finished with the other customer, he requested to
know how he could help me.

I reported to him that | had a scheduled appointment, and that Mr. Massey
referred me to him for the scheduled service. He stated, "What do you
want". | repeated myself, and added that | had written Mr. Massey a
certified letter reporting the concern's with our car. Mr. Davis stated, that
he wasn't familiar with the said letter or my concern's. He began walking
off(while talking), stating that he didn't know of any letter. As he walked
into Mr. Alex Rodriguez's office, | was watching him. I couldn't hear what
they were discussing, but I did witness Mr. Rodriguez immediately reach
into the office box on his desk and give Mr. Davis a copy of the said letter.

Mr. Davis returned to his desk with the said letter, and began reading it
(while | was standing there). | interrupted his reading(while he was still
reading the first page of the letter) and asked, if he expect for me to stand
there while he read the letter(plus enclosure's). He stated, yes if you want
me to help you. | then, advised him that | would return to Mr. Massey and
report to him that he (Mr. Davis), claims no knowledge of the previously
scheduled appointment or assisting me. He then stated, "you do what

you like".

I returned to the receptionist again, and reported Mr. Davis' behavior (while
requesting to speak with Mr. Massey, again). She stated, that he's in a
meeting. | then requested some Paper to write him a note on (see copy

(&)



of the 1page note written to Mr. Massey dated, 12/05/07 @ 11:58a.m. signed
by me on the back of a "Massey Cadillac Facsimile Transmittal Sheet"and

included in this writing/filing).

For the record, | am tired of the blantant "racism and discrimination" -
practiced by this dealership's employee's. If | were a "male”, this wouldn't
have occurred. If | were of the "anglo race", this wouldn't have occurred.
I've watched the way both, are treated on many other occasion's, during
numerous visit's to Massey. There is a significant, and noticeable
difference in treatment. it's a "serious internal problem" that requires
special attention. It's not good for Cadillac's reputation. It is also my
opinion, that their practice of racism/discrimination didn’t just

begin with me. It's performed too well, each visit.

There were no indication's on this day, that a scheduled servicing was
expected(where we were concerned). The Customer Service that |

received, was like always (another terrible and "horrific" experience).  f
Therefore, it was in my "best interest”, to leave with my car(on this day). >

It was my purpose, to eliminate "any and all" complication's by confirming
the said scheduling/appointment in writing to Massey's General Manager
(prior to arriving on December 05, 2007). However, it didn't matter.

When | reported, the situation to Mr. Massey(on this same day), he treated
the situation as if he wasn't surprised. He acted as if, my scheduled
appointment meant "NOTHING". He made no comment's to Michael Davis’
"improper and repeated behavior" demonstrated towards me. He
summoned Mr. Rodriguez and Mr. Davis to his office. When they arrived,
Mr. Davis reported to Mr. Massey that all he was trying to do was offer me
"great” Customer Service. Mr. Rodriguez stated, that they were not racist
or discriminatory(citing, "we have customer's of all race's").

I strongly "Dispute” Davis' claim of his "offer of great customer service". |

| advised Mr. Rodriguez, Mr. Davis and Mr. Massey that | didn't feel
comfortable speaking with them (three people-Massey Cadillac, against
one-Customer) on numerous occasion's on this day. Mr. Massey, stated,
"well you are accusing us of being "racist". You need to explain yourself".
I advised him, | know what "racism and discrimination” feels like. This
world is full of many different race's of people. But that fact, isn't
indication that "racism and discrimination" doesn't exist at Massey
Cadillac(must less this world/city). As we all know, there wouldn't be

law's against the "improper behavior" if it didn't exist.

As of today, December 13, 2007, our car is still under warranty and in need

3)



of the documented repairs and(the other servicing promised by
Mr. Brooks).

We've completed STEP ONE: | later filed a claim (71-581662406-STEP TWO)
with Ms. Samantha Knight- Cadillac Customer Assistance Center by calling
1-800-458-8006 on December 06, 2007@ approximately 12:08 a.m.
concerning all of the above. When | spoke with Ms. Anne Trimble-Case
Manager, she tried to convince me to go to another dealership. | explain to
her, that it wouldn't solve the "racism or discrimination” practiced by
Massey Cadillac's employee's. She contended, that we didn't have to
continue accepting their (Massey's) treatment. She also stated, that since
my car was still under warranty, it needed to be repaired "immediately"”.

We definitely agree with our car needing to be repaired “immediately”. She
also indicated, that according to her investigation, Massey revealed that
they wanted us to go to another dealership(since we were not happy).

She named Sewell and Moritz. | requested, to speak with her supervisor/
manager (Mr. Ramiro Martinez-Manager). He reported to us, that if we did
chose to go to another dealership for servicing that particular dealership
would only be "obligated" to repair the warranted item(s) only. | advised
him, that | would proceed to the next step. STEP THREE.

Beside's, I've already reported to Mr. Massey before in many writing's the
continued "unfair treatment” that we experience when bringing our car

to Massey for servicing(see letter's written dated, December 05, 2007 - 1 )
page copy/hand-given to Mr. Massey; November 28, 2007- 3 page copy
Via Certified Mail: 7007 0710 0002 5956 8476; October 11, 2007- 3 page
copy hand-given and included in the same Via Certified Mailing: 7007
0710 0002 5956 8476; September 20, 2007 faxed at 12:34 midnight on
September 20, 2007- 1 page copy; April 27, 2006- 3 page's including
OfficeMax Fax Call Report dated, April 27, 2006; April 12, 2006 -
3 page copy Via Certified Mailing: 7005 1820 0003 8732 8404; April 03, et
2007 - copy of 2 of the 10 page's, Faxed also on April 03, 2007; to be .
included with this filing). N

] o

It's a reminder of their documented "Mission Statement": \Qﬁ&

"We are dedicated to You, the Customer. Until your perce tion of us is }& E

one of excellence, we will not be satisfied. We will go the extra mile to Qﬁ%
ain your trust and fulfill your needs, because you are the reason for 3

S
our existence! We will be your caring servicing, selling dealer."” <

R\
On_October 11, 2007, | took our car in for servicing(fuel gage;and a free oil %
change and detailing(via Mr. Coney-Gerald Brooks). Later on Thursday, %
October 11, 2007, at 6:02 p-m. Mr. Davis phoned me (via my cellphone)
requesting to drive our car 100 miles to ascertain our concern's with
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the fuel gage(fluctuating). We approved it, not knowing at the time that
Cadillac was already aware of the fuel gage fluctuation(see page 3-46 of
the 2006 Cadillac CTS/CTS-V Owner Manual-see copy included in this
writing):

“Fuel Gage

The fuel gage shows approximately how much fuel is in the tank. It works only
when the ignition is in ON.

If the fuel supply gets low, the Fuel Level Low message will appear on the DIC

and a single chime will sound. See DIC Warnings and Messages_on page 3-61 for
more information.

Hear are a few concerns some owners have h d about the fuel gaqe. All of these
situations are normal and do not indicate that anything is wrong with the fuel gage:

. At the gas station the gas pump shuts off before the gage reads full.
® The gage may change when you turn, stop quickl or accelerate quickly.
o It takes a little more or less fuel to fill the tank than the gaqe indicated. For

example, the gage may have indicated that the tank was half full, but it

actually took a little more or less than half the tank's capacity to fill the tank."”
As of today, December 13, 2007, our car hasn't ran the same since
receiving it on the 16th of October 2007. We have been experiencing
problem's with our "braking system" (as described in our letter dated,

November 28, 2007). We had no problems with our "braking system"
prior to October 16, 2007. '

g

R
S

It is important to document here, that our car is a GMAC "Smart Buy"
(which we totally disagreed with at the time of purchase/and recalling
of our first 2006 CTS (see faxed letter addressed to Mr. Massey dated,
April 27, 2006 included in this writing). However, we were forced to
accept the "Smart Buy", because we had already traded-in our 2002
Grand Am SE-VIN NO# 1 G2NE52FFXZC- We were told that our
car had been SOLD.

The "Smart Buy" Inspecting Your Vehicle For Wear states:

-MECHANICAL/ELECTRICAL AND MAINTENANCE:

"Does everything work the way it's supposed to? That includes power
equipment, lights, audio equipment, security systems and other
mechanical or electrical components. Has scheduled maintenance
been performed as required?”

"Vehicle maintenance is the owner's responsibility.”

-ALTERATIONS: .
"Has anything been done to the vehicle that alters its appearance or

performance?" @



-GLASS AND LENSES:

"Eamine the windshield - front and rear - and side windows for damage.
Headlight, brake light, turn signal and all other lamp lenses should be
checked." : ’

When | received our car on the 16th of October 2007, it hadn't been
detailed (this was reported to Mr. Massey before leaving the dealership
on this same day). He promised, to have our car detailed, during the
next servicing of our vehicle.

I also reported to him, that our car had been driven 135 mile's instead

of the 100 miles requested (However, on their invoice it is documented:
"25616 Fill Vehicle With Fuel And Test Drive 90 Miles. Unable To :
Duplicate Condition"(see complete letter plus enclosure's dated £
November 28, 2007). Our mileage was 25616 when we left our car with 9
Massey. It was 25751 when we received it from Massey(l documented £
it before leaving). r\@

On September 08, 2007, we took our car to Massey for "Body Repairs" &

N~
(due to a uninsured motorists' damage to our bumper). We requested &
at the time, to have the "depreciated value" of our cartosubmittoour < T
insurance company. As of today, December 12, 2007,we have not N «
< §

received the "depreciated value"(see 1 page copy of a signed request
dated, September 20, 2007 faxed on the same date at 1 2:34 midnight
to Mr. Gerald (Coney) Brooks). ‘%&

The other copy's of documented letter's are included in this writing, to
be included in this filing with our BBB Auto "FORMAL" Complaint.

Requested Resolve:

To be made whole. "Early Release" from our contract (Smart

Buy-GMAC). Massey, breached contract with us. Our car will

probably "never” drive the same or be repaired properly again
(retaliation). There's no "trust” after this last incident.

l'look forward to hearing from you soon.

18./03 /o7

December 13, 2007.

Enclosure's: As documented through out this filing.

cc: Office of the Attorney General.

To All Other's Concerned. ( é j



Dallas, Texas

November 28, 2007

Via Certified Mail: 7007 0710 0002 5956 8476

Re: Brake System Inspection: (Brake System Warning Light; ABS System
Warning Light; Traction Control Warning Light; Car Detailing; Front
Lighter doesn't work/never has and Proper estimate for Left Driver Rear
View Mirror.

Massey Cadillac, Inc.
Attn: Mr. Wayne Massey
11675 LBJ Freeway
Garland, Texas 75041

Dear Mr. Massey:
Cadillac's Commitment to us states: "We are committed to assuring your satisfaction

with your new Cadillac. Your Cadillac dealer also wants you to be complete
satisfied and invites you to return for all our service needs, both during and after

the warranty period."

This letter is confirming Wednesday, December 05, 2007 as the scheduled servicing
appointment date for our car (2006 Cadillac CTS - Brake System Warning Light; ABS
System Warning Light; Traction Control Warning Light; front lighter doesn't work inside
of car; and Car detailing) per our telephone conversation at approximately 6:00pm.
According to you, Massey will not have a loaner car until the above scheduled day/date.

Description of Concern: When turning into a parking space (left or right); or making a
u-turn, a loud dragging noise is heard and felt. Even though

my foot is on the brake, the car continue’s to roll, and growl
(preventing me from any control and all light's mentioned above

. lite-up when this happens). It's a very dangerous, unsafe and
fearful experience.

On Monday, November 26, 2007, l- finally contacted to you (via your telephone
voice mail) concerning the situation and complication's with our car. I've been experiencing
the problem described above (intermittently), since it was last serviced around October 11,
2007 (Free oil change-via Mr. Coney; Free Detailing-via Mr. Coney); Fuel gage flucuates.
I reported to you in writing (October 16, 2007), that there was no "Detailing” to my car
(upon pick-up).

1 page of 3 plus documented attachment's.



As reported to you on November 26, 2007, | tried to contact you prior to November 26,
2007, and was told that you were in a meeting (each time). | also attempted to contact
the service manager (via Mike Rich-Blue Team Service Manager). After he transferred
me to the service manager, the telephone just rang. Mr. Rich, came back on line and
stated, that he wasn't answering his page. He asked me, if there was anything he could
do for me. | informed him that my vehicle needed servicing, but | would try to contact
you about our concern’s.

of 3 page note hand-given to you on October 11, 2007 by me at approximately

Our decision was based on our last two service visit's to Massei Cadillac (See copy
11:32am included in this writing):

"Mr. Massey 11:32am 10/11/07

| brought my car in today for service maintenance (oil change: gas excess: gas hand
waivering back and forth. | believe that my mileage is approximately 25,616 (within my
warranty). Everytime | come for servicing, there seems to be a problem. I'm told toda
that | would need to leave my car for servicing. However, it's my understanding that

the only available loaner is a Envoy (via Enterprise). I'm not comfortable driving a
truck of any kind. | explained this on my last horrible experience here (a month a 0).

| need a loaner car to drive comparable to my car. This isn't much to ask.

Mr. Coney, promised me a free oil change and detailing from my last horrible

experience here. I'm here today to receive the promised service, as well as the
other servicing mentioned. However, | don't know why there's always complication's
where | am concerned. Also, | will be writing you later concerning my side mirror

(shattered on the driver's side). It was struck by a rock f ave
often at least 4 different estimate's on it. Respectful

10/11/07_P.S. You can telephone me when you have a car available".

As for the different estimate's to replace the rearview mirror (left - driver's side), | have
enw numbered them (#1 thru #4 see enclosed and highlighted #1

#2 #3 IR 5; and %4 - .

| am also including a copy of the last invoice (301987-2pages) received on October 16,
2007: Service Advisor: 15437 Michael G Davis; VIN: 1GGDM57TX60-LICENSE
; MILEAGE IN/OUT: 25616/25616. The invoice doesn't indicate, the 135 miles

riven by your service department. It was reported to us (via a telephone call by

Mr. Davis), that it was necessary to drive our car 100 miles in order to ascertain what

was causing the flucuation of the fuel gage. We did give him our permission.

However, we later read according to the 2006 CTS/CTS-V Owner Manual (see copy of

- page 3-46 also included in this writing) documented.

2 pages of 3 plus documented attachment's.

s a2 BOS

FAALH Dots B S o pa

1L DNS
1847

7/07.



"Here are a few concerns some owners have had about the fuel ga . _All of these

- situations are normal and do not indicate that anything is wrong with the fuel

gage:

At the gas station the gas pump shuts off before the gage reads full.
. The gage may change when you turn, stop quickly or accelerate quickly.
°. It takes a little more or less fuel to fill the tank than the gage indicated. For
example, the gage may have indicated that the tank was half full, but it
actually took a little more or less than half the tank's capacity to fill the tank.”

We would like to be treated as all other customer’s are treated. Your attention to our
concern's are appreciated. If | failed to mention anything, | will telephone you.

'21/7,5//07

November 28, 2007.

Documented Attachment's: As indicated in this letter.

cc: Filed.

3 pages of 3 plus documented attachment's.
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xame: .G 60715773 /R

42777 MULTI-POINT
" . VEHICLE INSPECTION

Year/Model:

Date:

Odometer:

Repair Order #:

VIN (last s digits):

{Check exterior condition)
* 8/32 or Greater T 8/32 or Greater
LF  7/32t0 4/32 7/32t04/32 RF
% 3/32 or Less 3/32 orLess '
PSI@: ___setto:_ _ PSI i PSi@: setto:____ PSi
" 8/32 or Greater i A | 8/32 or Greater
LR 7/32104/32 A 7/32104/32 RR
LF RF - 3/32 or Less é 9 3/32 or Less
PSI@: setto:_____PSI (Check lamps) PSi@: set to: PSIY’
. : Lowest Tread Depth: 12
Rear (if applicable’ —
(i app ) ["1Rotation needed [] Alignment needed [[] Batance needed
. Windshield condition [JRotation performed  [_] Alignment performed  [_] Balance performed
Cracks Chips LF[JLR[T] WearPattern/Damage RF CIRR{]

= Remaining engine oil life:

" Air Conditioning

Performance

Battery condition

- Battery cables and
connections

" CHECK FLUID LEVELS

OK FILLED

REQUIRES ATTENTION

Engine oil

Brake fluid reservoir

2

Transmission (if equipped w/dipstick)

- Coolant recovery reservoir

LR

* Power steering

' Windshield washer

fmm (6183
3,f’nm {4/32).or less -

"~ Lowest Rear Lining

RR

Brake system (also including lines, hoses and parking brake)

e " ADDITIONAL CHECKS
Inspect for visible leaks:

Fuel system (also inciuding gas cap seating)

Engine, transmission, drive axle, transfer case

Engine cooling system

Shocks and struts — also check operation

Inspect visual condition:

Belts: engine, accessory, serpentine, and/or V-drive

Hoses: engine, power steering and HVAC

._Engine air filter and cabin air filters

LN Sfock
Consultant:
Technician:
A A R O A @
Date: Time:

Steering components and steering linkage

Reason for Maintenance:

CV drive axle boots or driveshafts and U-joints

Exhaust system components

I (] Required

Performed

. lred

[] Performed

2007. Copyright; alt rights reserved.
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09/04/2007 at 10:17 AM Job Number:

34275
MASSEY CADILLAC, INC.
License #:34275 Federal ID #:460476882
11675 LBJ FREEWAY
GARLAND, TX 75047
(972)840-4100 Fax: (972)840-4306
PRELIMINARY ESTIMATE
Written By: TIM SHEPHERD
Adjuster:
Insured: Claim #
Owner: Policy #
Address: Deductible:
Date of Loss:
Day: Type of Loss:
Evening: Point of Impact:
Inspect e 4 u s ‘ Cégégég‘ Eg!é
Location: }g g ﬁ Bﬁ / %?C 222
el Date; /2//4/D7 -
Insurance (/ &b 577](40 :
Company: Days to Repair
2006 CADI CTS 6-2.8L~FI 4D SED Int:
VIN: 1G6DM57TX60- Lic: Prod Date: Odometer:
Air Conditioning Rear Defogger Tilt Wheel
Cruise Control Intermittent Wipers Keyless Entry
Steering Wheel Controls Dual Mirrors Console/Storage
Traction Control Fog Lamps Clear Coat Paint
Metallic Paint Power Steering Power Brakes
Power Windows Power Locks Power Driver Seat
Power Mirrors AM Radio FM Radio
Stereo Search/Seek CD Player
Anti-Lock Brakes (4) Driver Air Bag Passenger Air Bag
Front Side Impact Air Bag 4 Wheel Disc Brakes Leather Seats
Bucket Seats 6 Speed Transmission Aluminum/Alloy Wheels
NO oP DESCRIPTION
1 FRONT DOOR
2 Repl LT Mirror assy w/o power fold
3 Add for Clear Coat
Subtotals ==




09/04/2007 at 10:17 AM Job Number:
34275

PRELTIMINARY ESTIMATE
2006 CADI CTS 6-2.8L-FI 4D SED Int:

Parts
Body Labor 0.4 hrs @ $ 40.00/hr
Paint Labor 1.0 hrs @ $ 40.00/hr
) Paint Supplies 1.0 hrs @ $§ 28.00/hr
<:%£%; Body Supplies 0.4 hrs @ $ 0.50/hr
<§ SUBTOTAL $
Sales Tax S -@ 8.2500%
GRAND TOTAL $
ADJUSTMENTS :
Deductible
CUSTOMER PAY S
INSURANCE PAY S

THIS IS JUST AN ESTIMATE BASED ON VISIBLE DAMAGE UPON INSPECTION ONLY.THIS IS
NOT A CONTRACT FOR REPAIRS.ANY UNSEEN OR HIDDEN DAMAGE DURING THE REPAIR
PROCESS WILL BE REPORTED TO THE NECCESSARY PERSON OR PERSONS WITH A
SUPPLEMENTAL AMOUNT.

Estimate based on MOTOR CRASH ESTIMATING GUIDE. Unless otherwise noted all items are derived from
the Guide DRIBK(3 Database Date 07/2007, CCC Data Date 07/2007, and the parts selected are
OEM-parts manufactured by the vehicles Original Equipment Manufacturer. OEM parts are available at
OE/Vehicle dealerships. OPT OEM (Optional OEM) or ALT OEM (Alternative OEM) parts are OEM parts
that may be provided by or through alternate sources other than the OEM vehicle dealerships. OPT
OEM or ALT OEM parts may reflect some specific, special, or unique pricing or discount. OPT OEM or
ALT OEM parts may include “Blemished” parts provided by OEM's through QEM vehicle dealerships.
Asterisk (*) or Double Asterisk (**) indicates that the parts and/or labor information provided by
MOTOR may have been modified or may have come from an alternate data source. Tilde sign (~) items
indicate MOTOR Not-Included Labor operations. Non-Original Equipment Manufacturer aftermarket
parts are described as AM, Qual Repl Parts or Comp Repl Parts which stands for Competitive
Replacement Parts. Used parts are described as LK » Qual Recy Parts, RCY, or USED. Reconditioned
parts are described as Recon. Recored parts are described as Recore. NAGS Part Numbers and
Benchmark Prices are provided by National Auto Glass Specifications. Labor operation times listed
on the line with the NAGS information are MOTOR suggested labor operation times. NAGS labor
operation times are not included. Pound sign (#) items indicate manual entries. Some 2006
vehicles contain minor changes from the previous year. For those vehicles, prior to receiving
updated data from the vehicle manufacturer, labor. and parts data from the previous year may be
ised. The Pathways estimator has a complete list of applicable vehicles. Parts numbers and prices

should be confirmed with the local dealership.

CCC Pathways - A product of CCC Information Services Inc.



COVER SHEET

To: Mr. Wayne Massey, Massey Cadillac General Manager
From:
Date:

Fax:

Message:

Good afternoon. We are writing you concerning the telephone calls received yesterday,
April 26, 2006, from Mr. Troutman-Salesman and yourself.

At approximately, 5:10p.m. yesterday, Mr. Troutman telephone our home. | returned
the telephone call immediately. He stated, that we needed to come to Massey to 1
sign another contract. He mentioned GMAC and the monthly payments being
decreased. | ask him what was the decrease and he stated, that he didn't know.
I requested that he ask and telephone us back. He did, with a increase o
monthly. | explained to him, tha was an increase. He stated, "well | don't
know call Wayne, he's dealing with it now. I'm not making any money off of it now
because he had to eat aboulhof the sale. GM, only approved the car for
Just call Wayne and he'll explain it to you". | stated, so basically you
don't care? He stated, yeah! | told him that | would write you instead, and we

hung up.

At approximately 6:01pm, you telephoned and left a message on the voice mail. [N
At approximately 6:03pm, you telephoned, again. My ringer isn't working on my ﬁ &
telephone in my bedroom(which is why I had to phone Mr. Troutman back the first

253

time he phoned. The children told me that the telephone was ringing). Anyway, %\
\ﬁi

©

you stated, that we needed to come sign another contract(our monthly payments
would be_nonthly instead of the 47payments of onthly beginning
05/22/2006-signed contract dated 04/07/2006, and 1 pay, final
payment due on 04/22/2010).

As you know, we expressed our feelings about the above "lease” GMAC-Smart Buy
contract(above)in our letter to you(Via Certified Mail: 7005 1820 0003 8732 8404 - 3 pages,
dated April 12, 2006). We want you to know, that we have never had to sign 3 contracts
for a car before. We also want to make it "clear” to you, that we have all intentions on
purchasing the car that we now have, and hope that Massey Cadillac will not make it a
difficult transaction for us. We want to make it "clear” to you, that our intentions are

Just as they were when you met us(to purchase a new car - 2006 CTS). We want to make
it "clear" to you, that we aren't happy customer’s right now. There's been some “trust"”
lost by us. We have been deceived, disappointed, and disrespected(which goes totally




against Massey Cadillac’s Mission Statement). However, we are trying to remain
positive.

Hopefully, this will be our last contract to sign.

Because of DeCarlo’s work schedule, we can’t come sign the new contract until Saturday,
April 29, 2006. We would like to have our atforney view the contract before signing it this
time, as well as some time to read it ourselves. If you would fax a copy of it to us today,
April 27, 2006, it would be greatly appreciated(972/228-1868-Please phone before faxing it
so that | can turn on the fax machine. The telephone line and fax machine are of the same
telephone line). | forgot to ask you, if it was a purchase contract or another lease contract.
We prefer,a purchase contract(we signed a purchase contract the first time, on February
11, 2006 - safety recall). :

Your cooperation will be greatly appreciated.

Sincerely,

D }L;b 27, 2006,
™" April 27, 2006.

Page 2 of =3
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Fax Call Report

Job Date Time Type Identification Duration Pages Result
106 4/27/2006  03:44:22  Send 9728404328 1:35 2 0K
COVER SHEET

To: We. Wayne Massey, Massey Cadillac General Manager

Dats:  April 27, 2006
Fax;  OT2B40M32

Good afternocn. We are writing you ing the telephone calis received yesterday,
April 26, 2008, from M. Troutman-Sal andy A

At approximately, 5:10p.m. yestorday, Mr. Troutman telephone our home. | rety
the telephone call immediately. He stated, that we needed to come to Massey to
sign another contract. He mentioned GMAC and the monthly payments being
docreased. | ask him what was the decreass and he stated, that he didn't know.

1 requested that he ask and telephone us back. He did, with a increass of $579.00

T
monthiy. | explained fo him, that $578.00 was an incresse. Ko stated, “well | don't i g :

know call Wayne, he's dealing with it now, 'm not making any money off of it now
because he had to sat sbout $5000.00 of the sale. GM, only approved the car for
$28,000. Just call Wayne and hel explain it fo you". 1 stated, so basically you
don'tcare? He stated, yesh! 1 told him that | would write you instead, and we
hung up. i

Atappmdmblyd:afp@youubphmodmdhmmmmonmwum
Atappmxlnnhly&:ﬁpm,ywtdnphmdapln. My ringer isn't working on my
felophone in my bedroamiwhich is why | had fo phone Mr, Troutman back the first
tme he phoned. Th'cmmmummmuophmmdnghg). Anywsy,
you stated, that we needed to come sign another contract{our monthiy payments
would be $535.00 monthly instead of the 47pay of $548.17 monthly beginning

contract dated 04/07/2006, and 1 payment of $15,160.50 final
payment due on 04/22/3010),

Asywknow,muprmodwhdbmabwtmobon‘hu'clﬂ%mmﬂw
contract{abova)in our fetter to you(Via Certified Mail: msuzomamzuu-amu,
dated April 12, 2006). We want you to know, that we have never had to sign 3 contracts
for a car before. Wuls‘omtomhfl'&’hm that we have al¥ intentions on
pumhulngmwmf.mmhan,mdhopoﬂntmc‘dllhcwlllnolmkom
difffcult transection for us. We want to make it "clear” to you, thet our infentfons are
lunnﬂnymwhmywmdun{topurcluumwur-mcm. We want to make
1t "clogr™ to you, that we eran't happy customer’s right now, There's been some "trust” .,
lostby us, We have been decelved, disappointed, and disresp diwhich goes tofally S\




Dallas, Texas -

April 12, 2006

Via Certified Mail: 7005 1820 0003 8732 8404

Massey Cadillac
Attn: Wayne Massey
11675 LBJ Freeway

Garland, Texas 75041 .
7005 1820 0003

Mr. Massey:

On April 03, 2006, I faxed(972/840-4328) you 10 pages
concerning a "Safety Recall Notice™ received on the
2006 Cadillac CTS that we purchased on February 11,
2006. On this same day, we had a scheduled
appointment for repairs(concerning the same recall
notice). We were very dissatisfied with the service
received on this day. Later, we spoke with you
concerning the part that fell from under the car

after servicing was done. Mr. Johnny drove a

loaner vehicle back to our house and drove our

car to Massey.

On April 05, 2006, Mr. Troutman telephoned to say
that he had been conversing with you for the past
five days about our car situation. He stated, that
you and he had concluded to take us out of the

car purchased on February 11, 2006 and put us

in another new car. I ask him, Why? and he stated,
"because of the recall”. He then asked, "when can
you come to Massey. I advised him, that Carlo was
at work. I explained to him, that I wasn't willing to
pay more than th that I was already paying.
He stated, that we would "all” sit down and discuss a




new car(as well as the payment). I then told him
that I didn't want a 2005 or 2004. He stated, "oh we
will put you back in a new car(2006).”

On April 07, 2006, Carlo took off work to come to Massey.
We were telephoned Mr. Troutman, two hours in advance
to let him know what time we would be there. While we
were there, "we™ never sat down together(all of us). It
was decided amongest you and he that we would "lease”™
a car(2006 Cadillac CTS). We didn‘t find out that we were
"leasing” until we had signed all but one contract. We saw
“balloon payment™ checked and we requested to know,
Why? The young man assisting us stated, that if we

didn’t "lease”™ the car, our payments would exceed $700.
We didn’t have a car, so we completed the signing.

We don’t understand nor agree. We are disappointed
because:

I rugged both of you thanking you(with the
understanding that we were receiving a "conventional g
loan™ as we had on our February 11, 2006 purchase of o
the 2006 CTS. She nor I, had a clue about the lease at g =
the time of her thanking you for a lower payment-from 3\%

B monthiy til]l montniy). we can deal with the
I but not the "leasing™I"balloon payment”.

e

Neither of you, ever discussed with us what your plans €
were(a lease). We were there sitting at Mr. Troutman's
desk for at least four hours(other than when we were
looking for another car). I your plans were to exclude
us from the negotiations, we could have arrived

after you made your decision(s). We didn't need to

sit four hours, and be excluded. We've never been
excluded from such a "major” purchase.

After the signing of the papers- shared with
Mr. Troutman, that we didn't want a “leased vehicle”™.



He stated, that it was the GMC smart buy, and that
it is how he purchases his vehicles. He went on to
explain the lower interest rates and how we could
trade the car for a newer model in four years(without
penalty). However, we aren’t comfortable with a
"leased™ car, or the "balloon payment” at the end of

the "lease”. We've had a "leased™ car before, and it E? ;‘
didn"t work for us. %{
Today, April 12, 2006, we received a voice mail %ﬁ%
message from you(11:17 a.m.), and Mr. Troutman(11:14 s g
a.m.)-April 11, 2006, requesting proof of salary(check % 3
stubs), "in order to get final approval for our 06 deal”. - %ﬁ
We didn’t receive your message until after 8:00p.m. ‘ @%

We will fax this information to you as soon as possible. ﬁ

misplaced her information after her taxes were @
completed. I will need to get another check stub from
my job .

In the meantime, we would like to negotiate a deal on
this same vehicle(2006-CTS with a conventional loan).
We are not satisfied with a "leased” vehicle. Had we
been told by one of you(prior to signing the papers),

we would have been able to share our feelings with
you concerning, a "leased™ vehicle. We were under the
understanding, that everything would remain the same
or less, as our first purchase(February 11, 2006, A 2006
CTS-S cash down plus trade-in).

We look forward to hearing from you soon.

Sincerely,
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Cruise Control Light

This light comes on
‘ whenever you set your
cruise control.

The light will go out when the cruise control is turned
off. See Cruise Control on page 3-13 for more
information.

Highbeam On Light

This light comes on
whenever the high-beam
headlamps are on.

See Headlamp High/Low-Beam Changer on page 3-10
for more information. W

3-46

Fuel Gage

The fuel gage shows

\ @ approximately how much
\ / fuel is in the tank. it
i)b works only when the

ignition is in ON,

é@é’

If the fuel supply gets low, the Fuel Level Low message
will appear on the DIC and a single chime will sound.
See DIC Wamings and Messages on page 3-61

for more information,

Here are a few concerns some owners have had about
the fuel gage. All of these situations are normal and
do not indicate that anything is wrong with the fuel gage:
¢ At the gas station the gas pump shuts off before
the gage reads full.

* The gage may change when you tumn, stop quickly
or accelerate quickly.

¢ lttakes a little more or less fuel to fill the tank than
the gage indicated. For example, the gage may
have indicated that the tank was haif full, but
it actually took a littie more or less than half the




"COVER SHEET"

T0: Mr. Wayne Massey, Massey Cadillac-Gen. Manager.

DATE: April 03, 2006

o®

FAX TO: 972/840-4328 10pages. {

RE: “SAFETY RECALL NOTICE" , detailing of car,
touch-ups of car, and unsatisfactory service
received this morning. 2006 CTS purchase

date, February 11, 2006(VIN 1G6DM571 T160-

Message: s‘f
On March 29, 2006, a fax was sent to Mr. John Troutman
concerning a "safety recall notice™. Later on this same
day, Mr. Troutman telephoned and left a voice mail A
message for us to telephone Mr. Neighbors-servicing for
a appointment for the "safety recall”. We also spoke

with Mr. Troutman concerning the interior detailing
promised(since it was never done at the time of
purchase). He stated, that he would set it up at the

time of servicing(10am today, April 03, 2006).

b P S S

2 Py

We have brought the car back on many many occasions ' ™
\Q

since purchasing for touch-ups, etc.. To make a long
story short, we aren’t satisfied with the service provide
today, April 03 2006(in spite of a scheduled appointment \

for service-see copy of 2page work order). It is our 9\? '
understanding, that no work was necessary to the _ \“\
"safety recall”(Customer No. 49538-

Tag No. - Invoice No. CDCS258170 -

License mleage 8, 993 - Color Silver
Smok - Stoc 0. 260017 - YearIMakelModel 06/Cadillac!

CTSICTS 2.8L V6 - Deliver Date 02/11/06 - Delivery Miles




5,814 pg. 1 of 1 plus GM Goodwrench Multi-point vehicle
inspection form. I noticed that there was no indication
of an oil change necessary. Is it time for an oil change?
If so, how much is it?

*According to the recall notice, "If your vehicle is within
the New Vehicle Limited Warranty your dealer may
provide you with shuttle service or some other form of
courtesy transportation while you vehicle is at the
dealership for this repair."(see copy enclosed with this
fax). Because I didn't have a credit card, no courtesy
car was provided(by Enterprise or Massey).

When | arrived home(after the servicing of the car-
approximately 11:45 a.m.), something plastic fell from Py
under the front of the car. We spoke with Alex Rodriquez ,\k

who requested that we dial 1-800-882-1112, roadside AN
service was sent here to inspect the problem(see copy of -l
Massey Cadillac 11501 E. Northwest Highway, Dallas, é\
Texas 75218 dated, 4-3-06 written by 6328; Roadside
Service Callit 0604710055).

After you spoke with 6328(at approximately 1:30pm), it
was decided to send someone with a car and pick up
our vehicle for repair.

It was discussed with Mr. Troutman last week that

my wife had some things scheduled for today. One of
which, was to pick up our son’s Graduation Announce-
ments and other senior accessories during the schools
lunch time(this was the only day, that they would be at
the school). Because of the events of today, we will have
to drive to Mesquite to pick them up(see notice also in
cluded with this fax). As of this fax, no one has arrived.

od ( o3 /0k
Dissatisfied Consumer. 04/03/06.




"COVER SHEET"

To: Mr. Gerald Coney, Body Shop Manager
Massey Cadillac, Inc. 97 2 O
11675 LBJ Freeway g 5
Garland, Texas 75041

From:
mers

Date: September 20, 2007

Re: Recent Body Repairs CTS - 1G6DM571X60-

Faxed To: 972/840-4306  Page 1 of 1.

Message:

Mr. Coney, we didn't receive the "depreciated value" of our car as we requested
Jrom you(while repairs were being done September 04-10, 2007).

We would like to submit the information to the insurance company.

You stated, that you would speak to M. Massey. However, you didn't

get back to us.

If you could please provide us with this information, it will be greatly
appreciated,




THE ATTACHMENTS TO THIS
DOCUMENT HAVE BEEN REMOVED
TO PROTECT UNWARRANTED
INVASION OF PERSONAL PRIVACY
PURSUANT TO EXAMPTION 6 OF
THE FREEDOM OF INFORMATION
ACT (FOIA), 5 U.S.C. 552(b)(6).



