
From:
To: investors@carvana.com; Webmaster, NHTSA (NHTSA); mailoag@oag.state.va.us; EVOQ (NHTSA); DataQuality,

DataQuality (NHTSA)
Subject: Re: Follow up to ODI complaint 11553773
Date: Monday, February 5, 2024 12:25:52 PM

CAUTION: This email originated from outside of the Department of Transportation (DOT). Do
not click on links or open attachments unless you recognize the sender and know the content
is safe.

Good day...I take the car to mini and they contact silver rock for approval to repair the gasket
and coolant. Mini Cooper was told by SilverRock that those items were not covered by
warranty and would not be approve

I was sold a Lemon by Carvana.

I'm asking the Virginia Attorney General office to assist me.

Respectfully,

Get Outlook for Android

From: 
Sent: Sunday, January 28, 2024 6:54:29 PM
To: investors@carvana.com <investors@carvana.com>; nhtsa.webmaster@dot.gov
<nhtsa.webmaster@dot.gov>; mailoag@oag.state.va.us <mailoag@oag.state.va.us>; evoq@dot.gov
<evoq@dot.gov>; dataquality@dot.gov <dataquality@dot.gov>
Subject: Fwd: Follow up to ODI complaint 11553773

As you all are aware, I've had ongoing issues with my 2013 Mini Cooper purchased on 2
October 2023. On 13 January 2024, 90 days after purchase, 6 visits to car service ( 4 to Casey
BMW, 1 to AutoHaus, and 1 by Checker Flah Mini Cooper dealer), more is being discovered.
On 21 Dec 2023, my visit to Checkered Flag mini and 165 dollars for a diagnosis by Checker
Flag, I'm told the Car valve cover gasket is leaking and need replacing AND that coolant is
leaking from coolant hose and thermostat needs replacing (See attached). I've also included
images showing a filthy engine, zero windshield wiper fluid and my oil level at 0..zero. I was
told Carvana does a 100 point check yet my oil level was extremely low and I had visible
leaks from the coolant and gasket.

Since 5 Oct 2023, I've contacted Carvana about this vehicle I purchased from them on 2
October 2023.

I need the National Highway Transportation Safety Authority along with the State of Virginia
Attorney General office to assist me in having Carvana resolve these issues, ongoing since 5
Oct, and hold up to their requirement to sell quality vehicles.

Regards,



 

Get Outlook for Android

From: 
Sent: Monday, October 23, 2023 8:18:53 AM
To: investors@carvana.com <investors@carvana.com>
Subject: FW: Recent Purchase 2 Oct and Vehicle Air Bag Light and Seat Belt light come on now Has
to Go Back into Shop for SAME Error
 
Good morning Carvana Investors.
 
Below is a copy of an email I sent to the Servicing Provider Casey BMW
 

 
Good Morning Mr. Casey,
My name is ,
On 9 October, I brought my 2013 Mini Cooper to Casey BMW for a scheduled appointment to
address the following:
-airbag light on
-seatbelt light on
My assigned tech was AJ. On AJ and my initial conversation
Please know, I sat there from 9:15 until 3:45 pm waiting for clearance by SilverRock, the warranty
company, to approve the work. AJ was thorough in getting this done. Although, at the initial
onset, he did express some concern with doing the work on a Mini Cooper and having to go
through a warranty service provider. I also heard the technicians do not like to work on Mini
Coopers …Now, I’m feeling some hesitation.
So, we get the go ahead and I inquire on a courtesy vehicle but was informed none were available.
I get my initial status on Wednesday that the vehicle should be ready by Thursday or Friday, 13 Oct
2023. On Friday, I get the call the vehicle would not be ready. I inquire again for a courtesy vehicle
and told none were available.
On Monday, 16 October, I get the call my vehicle is ready. I was offered the option to waive the
vehicle wash if I wanted it right away. I declined and said I wanted the vehicle washed and would
pick up in the afternoon.
I pick up the vehicle the pm of Monday as mentioned. The vehicle cost was $2751 which was fully
paid by warranty. I mentioned to AJ the mentioning to me that the technicians do not like to
work on Mini’s and perhaps, going forward, Casey BMW should not do work on Mini Coopers.
Moving forward, to today, Friday, 20 October 2023. I’m driving and the two (2) lights come go: the
airbag and seatbelt light. I called to speak with the Service manager…who is out. I left a message on
AJ voicemail. It is 10 am and I have not received a call back.
As you can see, I am a minority, woman, veteran owned small business. Being without a vehicle
impacts my ability to perform for my company. I would like Casey BMW to pay for my 2013 Mini
Cooper to be diagnosed and serviced for these error codes by one of the Certified Mini Cooper
dealers in Virginia Beach or Richmond at NO COST to me but fully paid by Casey BMW. While being
serviced, I ask Casey
BMW to provide me with a Courtesy Car.

Please contact me at .
I am providing a copy of this letter to SilverRock Warranty.
Thank you,





 




