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RCMPR010               VEHICLE DELIVERY/INCENTIVE HISTORY             06/09/07
                       PROCESSING SOURCE: CADILLAC                    14:58:42
                                                               PAGE:         1

VIN: 1G6DM57T7 60             SELLG SCE: 12   MDL YR: 06   ORD NO: JXQRGW

ODATE: 02/25/06 ORDER FAN:           OTYPE: 070  DLVY SS/SITE CD:    12  21029
DDATE: 05/07/06  DLVY FAN:           DTYPE: 015  SRVC TYPE:     MILEAGE:

DLVY DOE:  05/08/06  ORDER BY:
CANC:
CANC DOE:
TRADE:               DLVY TO:    
TRD DOE:                       
SRVC IN:                       PALMETTO BAY                   FL 
SRVC OUT:            CANC SRVC IN:
BFSO ORD DT:               BFSO CUST:
PRICE ASSUR DT:            PRICE ASSUR RT:

                                 --INCENTIVES--

CODE  PAY  SS/SITE   INV/INC NO      DATE     AMOUNT      MTHD  DLR SHR    STAT
 CCR   01  12 21029  160684        05/12/06   1,800.00     OP       0.00     9

PROCESS TYPE:   004  CHECK NO:                   SSN:
DATA SCE:      GMAC  INC MEMO NO: 160684         AUTH PUR CD:
MISC DATE: 05/07/06  MISC: 0000008425  A2
POLICY PYMT CMNT:                                          ACTV TYPE: 6

CODE  PAY  SS/SITE   INV/INC NO      DATE     AMOUNT      MTHD  DLR SHR    STAT
 FFC   01  12 21029  00030206764   05/09/06      36.31     OA       0.00     9

PROCESS TYPE:   001  CHECK NO:                   SSN:
DATA SCE:      DLVY  INC MEMO NO: 00030206764    AUTH PUR CD:
MISC DATE:           MISC:
POLICY PYMT CMNT:                                          ACTV TYPE: 6

CODE  PAY  SS/SITE   INV/INC NO      DATE     AMOUNT      MTHD  DLR SHR    STAT
 XJC   01  12 21029  160684        05/12/06   2,159.94     OP       0.00     9

PROCESS TYPE:   004  CHECK NO:                   SSN:
DATA SCE:      GMAC  INC MEMO NO: 160684         AUTH PUR CD:
MISC DATE: 05/07/06  MISC: 0000008425MEA0
POLICY PYMT CMNT:                                          ACTV TYPE: 6









































































































































 
 
Revised 8/02/2007 

Privileged and Confidential Information 
 

CASE ASSESSMENT 
 

By: Marion Lindsey State: FL 
 

 
Customer Name:  Mr.  Service Request: 71-

595704658 
BBB Case No.:  CAD0831837 

   
 
Vehicle ID No.:  
1G6DM57T760

In Service 
Date: 
5/7/2006 

Vehicle is: New  BAC Code: 
119048  

Year, Make & Model: 2006 Cadillac CTS 
Mileage at Time of BBB Filing 24,500  

Vehicle Purchased Used on: N/A 

Lien holder:   GMAC     Other : Unknown Sale Type:   Purchase   Lease    Other  : 
{Type} 

DVM Name:Selling dealer: Dennis Theroux  CAM Name: Aubrey Washington 
 

Phone/Cell Number:  node and mailbox 
# .***** 
2nd DVM involved, Talahasse, FL, Mark Porthouse, 
cell # 251-753-6904, node and mailbox  # 
404082-8054 

Phone Number:   
 
 

    

VEHICLE REPAIR HISTORY 
 
Throughout the entire form, use an asterisk (*) if day(s) out of service are already counted in another 
category. 
 
PLACE A CHECKMARK IN THE BOX FOR THE MAJOR CONCERN BASED ON REPAIR ORDERS.  USE “N/A” 
IF THERE WERE NO REPAIRS FOR THE COMPONENT GROUP. 
 

 Brakes, ABS system  
       

Date: RO #: Days Out: Mileage: Description of Complaint and Repair Performed: 
     

3/05/07 371481 2 days 13,451  Williamson Cadillac, Miami, FL. CUSTOMER STATES BRAKES MAKING A 
GRINDING NOISE BRAKING ON TURNS. Dealer found  CODE C0041, 
INCORRECT WHEEL SPEED READING,  POOR WIRE CONTACT AT 
SPEED SENSOR. REPAIRED WIRE CONTACT AT RIGHT FRONT SPEED 
SENSOR.  

                              
                              
 

 Passenger Airbag 
       

Date: RO #: Days Out: Mileage: Description of Complaint and Repair Performed: 
     

3/19/07 615027 3 days  14,309 Proctor Cadillac, Tallahassee, FL. Customer stated service airbag light is 
on. Dealer found passenger presence module failure and replaced 
passenger side presence module assembly with new part.  

                              
                              
 



 
 

 electrical warning lamps, coolant lamp fuel gage 
       

Date: RO #: Days Out: Mileage: Description of Complaint and Repair Performed: 
     

3/19/07 615027 **** 14,309 Proctor Cadillac, Tallahassee, FL. Customer stated fuel gage fluctuates on 
fuel level. Dealer found fuel level sender on right side failed. Dealer 
replaced right side fuel level sensor with new part.  

8/06/07 634953 1 day  18,433  Proctor Cadillac, Tallahassee, FL. Customer stated fuel gage is reading 
inaccurately. Dealer made diagnostic inspection and did not verify the 
customer complaint.  

                              

                              

 
 Interior trim 

       

Date: RO #: Days Out: Mileage: Description of Complaint and Repair Performed: 
     

3/19/07 615027 **** 14,309 Proctor Cadillac, Tallahassee, FL. Customer stated passenger rear uppr 
grab handle is coming down. Dealer found loose bolts at passenger rear 
grab handle and tightened bolts to correct.  

8/06/07 634953 ***** 18,433  Proctor Cadillac, Tallahassee, FL. Customer stated back top cover on 
center console fell off. And passenger side rear assist handle is loose. 
Dealer special ordered new parts for both items. Customer will return for 
repair when parts arrive.   

12/19/07 402042 ****** 22,748 Williamson Cadillac, Miami, FL. Customer stated that door pad console 
compartment is loose and rear grab handle and headliner trim is loose. 
Dealer replaced center console compartment and headliner trim piece.  

                              
 
 

 Coolant system 
       

Date: RO #: Days Out: Mileage: Description of Complaint and Repair Performed: 
     

12/19/07 402042 2 days 22,748 Williamson Cadillac, Miami, FL. Customer stated that check coolant light is 
on. Dealer pressure tested the coolant system.  Dealer replaced the 
coolant overflow reservoir.  

 
 {Symptom} 

       

Date: RO #: Days Out: Mileage: Description of Complaint and Repair Performed: 
     

                              

 
 Recall/Campaign (Not Related to Other Symptoms/Complaints) 

       

Date: RO #: Days Out: Mileage: Description of Complaint and Repair Performed: 
     

                              

 
Verified with customer if the vehicle has ever been involved in an accident   Y    N    
If yes are the RO’s attached   Y    N 
 

 Other 
       

Date: RO #: Days Out: Mileage: Description of Complaint and Repair Performed: 
     

                              

 



THE STATE LEMON LAW READS: 
 
Days out of service:  30 days  
Repairs : 3 repairs plus final repair attempt with a certified mailed notice from the 
consumer. 
 
Time period: 2 years plus 60 days 
Does Lemon Law state nonconformity must continue to exist? N 
 
If applicable, safety-related repairs: N/A 
Safety-related time period : N/A 
 
Number of repair attempts in the presumption period: 2  
Total days out of service during the presumption period: 8 days 
Total days out of service during customer’s ownership:   8 days 
 

Vehicle Meets Presumption of Lemon Law      NO   
 

PERTINENT FACTS FROM PREVIOUS SRs WHICH RELATE TO YOUR EVALUATION 
 

Concern: CRS performed VIN scan and found: CAC SR #1-427524780, maintenance schedule info requested, opened on 
8/17/2006 and closed on 8/17/2006, no goodwill.  
CAC SR # 71-487123746, info on front passenger airbag operation, opened on 2/26/2007, closed on 3/26/2007, no 
goodwill.  
CAC SR #71-545266923, dealer SVC complaint, Fuel pump,  opened and closed on 8/8/2007, no goodwill.  
Legal Corr. SR #71-592194802, FL FRA, electrical issues, opened on 1-11-08 and still open. 

 
RECOMMENDATION AND RATIONALE 

 
Reminder: Take into consideration 1) DVM/Svc Manager input 2) if there are any unrepaired defects, 
and 3) are the problems alone or cumulatively a “substantial impairment” of the vehicle’s use, value or 
safety. 

 
Cust sks: Because of the numerous electrical problems that have resulted, at many times, in a compromise of the safety 
of the vehicle; we would like the manufacturer to take this car back. We have made numerous attempt for this car to be 
repaired, and aside from the headaches, it isn't safe to operate this car. 
 
DVM sts: On 1-29-08, DVM, Dennis Theroux, node and mailbox # 404082 8027 left a voice mail and advised that the 
vehicle will be repaired under warranty and repurchase of lease should not be considered.***** 
 
SVM sts: CRS called selling and servicing dealer, WILLIAMSON CADILLAC COMPANY, MIAMI , FL , BAC # 119048 at (305) 
670-7100. 
 
CRS spoke w/: SVC MGR, Juan Santos' voice mail.  
SVC MGR was not available at time of call. CRS left a detailed voice mail requesting a callback. 
  
CRS adv: that customer has contacted the BBB and repair info is needed. CRS requested repair and sales docs. to be 
faxed to CRS at 1-866-278-1779 for BBB case assessment.  
 
Dealer fax #- 1-305-670-7136 

CRS called servicing dealer, PROCTOR CADILLAC, TALLAHASSEE, FL, BAC # 116314 at (850) 878-3171.This dealer no 
longer in business.  
CRS spoke w/: SVC MGR, Joedy Tidwell 
Dealer is brand new owner of dealer University Cadillac, TALLAHASSEE, FL, new BAC # 242510.  
 
CRS adv: that customer has contacted the BBB and repair info is needed. CRS requested repair docs. to be faxed to CRS 



at 1-866-278-1779 for BBB case assessment.  
 Dlr sts: he expects to have previous owner service records available in 1-2 weeks time. Dealer will send docs. once they 
are available. SVC MGR was not an employee of former dealer.  
 
Dealer fax #- 1-850-402-5590 
 
CRS Rationale: Vehicle should not be repurchased. When FRA is completed then customer can be offered a one month 
lease payment in reimbursement to avoid arbitration.  
**** Customer has declined to allow FRA stating GM did not complete it as they were required to do. Customer advised 
BBB that he would proceed to arbitration.  
 
**** Arb. scheduled on 2-20-08 at 9 AM EST, Miami Lakes, FL.**** 
*** BBB awarded customer a denial of repurchase on 2-25-08.  
Settlement- Denied, no goodwill provided. 
BBB closed after arbitration with a customer denial of repurchase decision. 
On 2-12-08: CRS advised customer that GM can offer customer a one month lease payment in reimbursement for 
amount of $393.97 if he will allow a final repair attempt at a Cadillac dealer. Customer declined settlement and 
advised that he gave GM enough time to have FRA completed and he was not contacted in enough time to have it 
set up. Customer stated he is seeking to prove to BBB that GM was not being truthful about FRA contact.  
CRS advised that GM position is that customer has declined to allow GM a FRA and will present this position to 
BBB at hearing. 
CRS thanked customer for his time and disconnected call. 
*** No goodwill provided after arb. decision was made. 
 
 
 
CRS FINAL OFFER: Final Repair attempt 

and one month vehicle 
payment.  

DATE: 2-12-08 CUST declined  

Goodwill: N/A Attorney Fees (if applicable): N/A 
 
TEAM LEAD APPROVING:  {Name} Date: {Date} 

 



 
COMPONENT DESCRIPTION 

Axle Includes all components related to the axle, differential, 
driveline, & rear end. 

Body/ Trim All body panels & associated mechanical hardware, 
including sunroof and T-tops (no Paint issues). 
All interior or exterior mirrors, moldings, cup holders, 
weather strips, cloth & leather fabric, seats & associated 
hardware components. 

Brakes All mechanical, electrical, or fluid related components of the 
Brake system. 

Chassis All frame, bumper and hitch components. 
*Electrical Specific electrical components of a vehicle.                                              

All indicators that provide the driver with operating 
characteristics of a vehicle. 
All Electrical lights that illuminate.                                                                                                            
All radio, CD/DVD, navigation, video, speakers, 
reception/antenna related components. 
All battery, spark plug/wire, glow plug, starting or charging 
system components. 

Engine/Fuel & 
Exhaust 

Internal and external mechanical components.                                                         
Cooling system components including radiator, gaskets, 
thermostat, and water pump.                                                                                                                                                                                                  
All computers and sensors that affect or monitor engine 
operation.                                                                         
All air and fuel related components including tank, 
injectors, and lines. 
All exhaust related components, pipes, mufflers and cat 
converters. 

Glass All glass and window components. 
HVAC All components related to heating, air conditioning and 

temperature. 
Paint All paint specific issues (Not metal related). 
Restraints All SIR, airbags and seatbelt issues. 
Steering All steering related components including steering wheel & 

key, column, rack and pinion, pump assembly and 
Quadrasteer. 

Suspension All suspension related components including ball joints, 
shocks, struts, tie rods, wheel bearings and alignment 
issues. 

Transmission All automatic & manual transmission, transfer case and 4 
wheel drive component issues. 

Wheels/Tires All wheel covers, rims, hub caps, lug nuts, tire jack, regular 
and spare tire. 

 
 
* SES light is to be captured under affected component above. 
 
 



2006 CTS 2.8L V6 VVT                         CADILLAC MOTOR CAR DIVISION
41U  BLACK RAVEN                    /V6G     GENERAL MOTORS CORPORATION
19W  EBONY                                   100 RENAISSANCE CENTER
ORDER NO. JXQRGW/TRE      STOCK NO.          DETROIT      MI  48243-1114
VIN 1G6 DM57 T7 60                      VEHICLE INVOICE 6AD20324434
***************************************************************12*21029S
MODEL & FACTORY OPTIONS               MSRP    INV AMT  RETAIL - STOCK
6DM69 CTS 2.8L V6 VVT             29270.00   27367.45  INVOICE 04/05/06
FE9 50-STATE EMISSIONS                 N/C        N/C  SHIPPED 04/05/06
LP1 2.8L V6 DOHC ENGINE                N/C        N/C  EXP I/T 04/17/06
M82 5-SPEED AUTOMATIC TRANSMISSION 1200.00     996.00  INT COM 04/17/06
R8K *******************************    N/C        N/C  PRC EFF 04/05/06
1SA CTS STANDARD PACKAGE               N/C        N/C  KEYS O6035 O6035
                                                       WFP-S MTH  OPT-2
                                                       BANK: GMAC - 029
                                                       CHG-TO    21-029

                                                       SHIP WT:  3585
                                                       HP:       29.6
                                                       GMS:     28244.35
                                                       SUPPLR:  29511.97
                                                       MRM:     31190.00
                                                       MEMO     1448.50

TOTAL MODEL & OPTIONS              30470.00  28363.45  ACT 231 28169.35
DESTINATION CHARGE                   720.00    720.00  H/B 261   914.10
LAM DEALER CONTRIBUTION                        304.70  ADV 261   304.70
LAM GROUP CONTRIBUTION                         380.88  EXP 65A   380.88

TOTAL                              31190.00  29769.03  PAY 310 29769.03
MEMO: TOTAL LESS HOLDBACK AND
      APPROX WHOLESALE FINANCE CREDIT        28415.88
***********************************************************************
INVOICE DOES NOT REFLECT DEALER'S ULTIMATE COST BECAUSE OF MANUFACTURER
REBATES, ALLOWANCES, INCENTIVES, HOLDBACK, FINANCE CREDIT AND RETURN TO
DEALER OF ADVERTISING MONIES, ALL OF WHICH MAY APPLY TO VEHICLE.
***********************************************************************
THIS MOTOR VEHICLE IS SUBJECT TO A SECURITY INTEREST HELD BY GMAC.

                                         REMIT TO GMAC NO. 029
WILLIAMSON CADILLAC COMPANY              VIN 1G6DM57T760
                                         $  29769.03 INV  6AD20324434
                                         DUE 04/17/06  DEALER  21-029



 
 
 

 
 
 

 
 

GENERAL MOTORS BUSINESS RESOURCE CENTER  
 

General Motors Corp. – CARS – Legal, c/o MSX International, MC 336-105-000 
1426 Pacific Drive, Auburn Hills, MI 48326 

VIA  FAX ONLY 
 
February 1, 2008 
   
BBB Auto Line Mediation Specialist Rhonda Eakins  
1-800-955-5100, Ext. #240 
Florida 
                                                                           
Re: Mr.
 BBB case # CAD0831837 
 2006 Cadillac CTS 
 VIN # 1G6DM57T760
 
To Whom It May Concern: 
 
Manufacturer’s Position: 
 
General Motors regrets that Mr. s dissatisfied with his 2006 Cadillac CTS.  We have and will continue to 
address all concerns per the terms of the warranty. 
 
All of the concerns that Mr. has brought to the attention of the dealer have been corrected.  The last time the 
vehicle was in a General Motors dealer all concerns were addressed and when released the vehicle was operating 
100% as designed.  If there are any current concerns on the vehicle we request that Mr. Paschal make the vehicle 
available for repairs per the terms of the warranty. Mr. sent a certified letter of notice to General Motors for 
the Final Repair Attempt that was received on January 11, 2008. General Motors tried repeatedly to contact Mr. 
Paschal to schedule the repair attempt at a General Motors dealer but customer declined to do so.  
 
We do not believe this vehicle meets the presumption of the Lemon Law or the Program Summary as there have 
been no more than two repairs to any one concern.  As of the last time the vehicle was in a GM dealer the vehicle 
was operating as designed when released.  There has been no significant loss of use, value or safety of the vehicle.   
 
General  Motors is requesting that the customer provide  the manufacturer a final repair attempt as per the Florida 
Lemon Law program. We ask that the customers request for repurchase be denied and that the customer continue to 
work with General Motors per the terms of the warranty.  
 
 
 
 
 
Sincerely, 
 
 
 
 





FLORIDA : 8/1/2005 
Overallowance / Incentives / Negative Equity Form 

 
Customer Mr. Request # 71-595704658 BBB # CAD0831837 

 
PURCHASE PRICE: (From dealer Bill of Sale) -- (Selling Price) 

 
(+)29956.53 

 
MSRP: (From BARS Invoice) 

 
(-)   31190.00 

 
DIFFERENCE: 

  
(=)   -1233.47  

  
 
TRADE ALLOWANCE:  (from dealer Bill of Sale) 

 
(+)  N/A 

 
Include vehicle retail, accessories and mileage adjustment figures, and attach NADA pages to file. 
NADA Retail Value for:  
VEHICLE:    
ACCESSORIES:    
MILEAGE ADJUSTMENT:  

 
 
 
 
(-) N/A 

 
OVER ALLOWANCE: (Trade more than NADA) 

  
(=)        N/A   

              
  
 
PAYOFF: (If dealer added negative equity into contract, do not subtract) 

  
(=)     N/A 

  
 
PURCHASE PRICE (From dealer Bill of Sale) – (before tax, tag, etc.) 

    
(+)        29956.53  

 
GM CARD POINTS:  

     
    DO NOT INCLUDE 

 
INCENTIVES (from BARS):  
(Do not include fuel fill credit, dealer incentives or GM card credited back to customer) 
1: 
2: 
3: 
TOTAL INCENTIVES (Not included in Purchase Price) 

  
 
 
 
 
(-)  1800.00 
               

 
OVERALLOWANCE: (From above) 

  
(-) 0 

 
NEGATIVE EQUITY: (If NOT shown in contract)) 

  
(-) 0 

  
 
Actual price of Vehicle that should be presented to BBB for ATA 

      
   (=)    28156.33 

 









































































































































SR No.

Daytime #

71-592194802

Last Name

Involved Dlr Williamson Cadillac Company

Serial #/VIN 1G6DM57T760

Model CTS
Make Cadillac

Model Year 2006

Ref No.
Site
First Name

Con. Acct. Source White Mail
License # CADILLAC

Warr. Start 05/07/2006
Mileage 22,748

BRC Type N/A
Bus. Unit CAC

Goodwill No Goodwill Offered

Area Legal CorrespondenceApproval Not Initiated
Sub-Area FRAUCC Electrical - General
Safety No

Priority Medium Owner REBOLLJU
Status Closed Opened 1/11/2008 12:24:17 PM
Sub-Status Dissatisfied Closed 1/23/2008 04:05:38 PM

Legal Corr SR – Refer all calls to Julia Rebollo at 866-790-5600, ext 11118Customer
Description

FRA-FLAbstract

Updated 1/23/2008 04:05:42 PM

Evening #
Address City
State Postal Cd

Village Of Palmetto Bay
FL

GW SubTypeAccount

GMPP Details
GMPP Term GMPP Mileage GMPP Retail Cost

Component Coverage
Component Coverage Expiration Mileage Expiration Date

Certificate Details
Certificate Number Amount Expiration Date

Pre-Authorization Basics
Service Dealer BAC Code Div. Dealer Code Repair Order #

Activities

REBOLLJU REBOLLJU SR Closed - Dissatisfied Done Service Request has been Closed
Dissatisfied.

Comments

1/23/2008 04:05:38 PM1/23/2008 04:05:38 PM
Contact Last Name Contact First Name Account BAC Code

Created Created By Assigned To Activity Type Activity SubType Status Completed Description

Report Generated for starlhej  on 4/8/2008 Page  1 of  12

 Service Request Activity



Activities

REBOLLJU REBOLLJU Outbound Call Field
Rep/Whlsl

Done Called DVM and left message FYI on
file closing

DVM Name: Dennis Theroux 
Node/Mailbox:  404082/8027 

This is Julia Rebollo calling from the Business Resource Center Legal Corr. in Austin, TX. 
The request number is: 71-592194802  
The Customer’s name is: 
The dealer involved is: WILLIAMSON CADILLAC COMPANY 
Located in: Miami, FL
The vehicle is a 2006 Cadillac CTS.  
The last 8 digits of the VIN# are: 60203711

I want to make you aware that the cust file was re-opened. The last message I made you aware that a no contact ltr was sent. At this time I
asked the cust if he was still seeking the FRA. The cust stated we had exceed the 10 days and was going to pursue with the BBB. At this time I
will be closing the file but if anything changes I will notify you. 

Julia Rebollo/LegCorr/ATX lvl3
1-866-790-5600 ext.11118

Comments

1/23/2008 04:05:34 PM1/23/2008 04:03:06 PM

Contact Last Name Contact First Name Account BAC Code

Created Created By Assigned To Activity Type Activity SubType Status Completed Description

REBOLLJU REBOLLJU Manager Review Done Closing fileCase Assessment

CRS will be closing file for the fact that at this time the cust is declining the FRA. CRS asked the cust to set up a FRA and cust states that we
have exceed the 10 days and will pursue with the BBB.

Julia Rebollo/LegCorr/ATX lvl3

Comments

1/23/2008 03:58:14 PM1/23/2008 03:57:10 PM
Contact Last Name Contact First Name Account BAC Code

Created Created By Assigned To Activity Type Activity SubType Status Completed Description

CUNNINDA REBOLLJU Notify CRM Done Letter Approved**

Comments

1/23/2008 03:57:07 PM1/23/2008 02:27:27 PM
Contact Last Name Contact First Name Account BAC Code

Created Created By Assigned To Activity Type Activity SubType Status Completed Description

Report Generated for starlhej  on 4/8/2008 Page  2 of  12

 Service Request Activity



Activities

REBOLLJU REBOLLJU Scheduled Follow-up Done Check if ltr aproved

Comments

1/23/2008 03:56:55 PM1/22/2008 04:37:41 PM
Contact Last Name Contact First Name Account BAC Code

Created Created By Assigned To Activity Type Activity SubType Status Completed Description

REBOLLJU CUNNINDA Submit for Approval Done Submission of a non - Goodwill
Correspondence for Approval -
Template:LEGCOR_LC0031

Letter (Non Goodwill)

Approved**
Comments

1/23/2008 02:27:26 PM1/22/2008 04:37:33 PM
Contact Last Name Contact First Name Account BAC Code

Created Created By Assigned To Activity Type Activity SubType Status Completed Description

REBOLLJU REBOLLJU Outbound Call Customer Done Call cust **unrecorded line***Made Contact

CRS sts: Im calling to see if you were still going to seek the FRA?

Cust adv: At this time I spoke to the AG and im going to file with the BBB for the fact that you are lying that you tried to contact me and I
recevied your letter stating you have tried to get a hold of me. You have exceeded your 10 days to have a FRA. At this time im going to pursue
with the BBB. 

CRS sts: So are you denying a FRA?

Cust adv: You are putting words into my mouth. I never denied anything. You have exceeded the 10 days. 

CRS sts: If you wish to pursue this that direction you can do so. 

Julia Rebollo/LegCorr/ATX lvl3

Comments

1/22/2008 04:32:14 PM1/22/2008 04:05:36 PM
Contact Last Name Contact First Name Account BAC Code

Created Created By Assigned To Activity Type Activity SubType Status Completed Description

Report Generated for starlhej  on 4/8/2008 Page  3 of  12

 Service Request Activity



Activities

REBOLLJU REBOLLJU Scheduled Outbound Call
Cust

Done Call cust

Action Plan: Call cust and see which way he seeking to do

CRS will call cust on Tues. 1/22/08 btw 2-4 pm est @ 

Julia Rebollo/LegCorr/ATX lvl3

Comments

1/22/2008 03:23:07 PM1/22/2008 11:44:00 AM

Contact Last Name Contact First Name Account BAC Code

Created Created By Assigned To Activity Type Activity SubType Status Completed Description

REBOLLJU REBOLLJU Outbound Call Customer Done Call cust ***Unrecorded Line****Made Contact

CRS sts: Im calling to see if you were still seeking the FRA?

Cust adv: At this time the 10 days have expired. Im going to be callling the attorney general to see what I can do because the 10 days have
expired. 

CRS adv: Sir, that is fine. If you seek to pursue this outside GM you can do so. But I will give you a call back today btw 2-4 pm est to see what
you decided. 

Julia Rebollo/LegCorr/ATX lvl3

Comments

1/22/2008 11:43:58 AM1/22/2008 11:37:19 AM
Contact Last Name Contact First Name Account BAC Code

Created Created By Assigned To Activity Type Activity SubType Status Completed Description

REBOLLJU REBOLLJU Scheduled Outbound Call
Cust

Done Call cust

Action Plan: Call cust and see if he still seeks to get the FRA

CRS will call cust on Tues. 1/22/08 btw 11am-1pm est @ 

Julia Rebollo/LegCorr/ATX lvl3

Comments

1/22/2008 11:37:18 AM1/21/2008 02:39:02 PM

Contact Last Name Contact First Name Account BAC Code

Created Created By Assigned To Activity Type Activity SubType Status Completed Description

Report Generated for starlhej  on 4/8/2008 Page  4 of  12

 Service Request Activity



Activities

REBOLLJU REBOLLJU Outbound Call Customer Done Call cust ***unrecorded line***Left Message

CRS was unable to get a hold of the cust. CRS left name, number, SR# and a call back for Tues 1/22/08 btw 11am-1pm est. 

Julia Rebollo/LegCorr/ATX lvl3

Comments

1/21/2008 02:39:00 PM1/21/2008 02:37:55 PM
Contact Last Name Contact First Name Account BAC Code

Created Created By Assigned To Activity Type Activity SubType Status Completed Description

REBOLLJU REBOLLJU Scheduled Outbound Call
Cust

Done Call cust

Comments

1/21/2008 02:37:45 PM1/21/2008 12:08:15 PM

Contact Last Name Contact First Name Account BAC Code

Created Created By Assigned To Activity Type Activity SubType Status Completed Description

REBOLLJU REBOLLJU Inbound Call Third Party Done Cust's son Brian Paschal called inComplex Request

Cust sts: Im calling on behalf of my father.

CRS adv: That is fine. I wanted to make him aware that we received his MVDN ltr and wanted to gather all the concerns he has had with the
electrical. 

Cust sts:
- There was a grinding noise in the brakes they told me there was a avm system electrical system fail.
- Passenger side sensor for the air bag was not working. 
- Air bag light malfuntion wouldnt work for the passenger side
- The coolent light was on and they had to replace something. 
Now its having issues with the fuel gauge. It doesnt read the amount of fuel correctly. 

CRS sts: I apoligize. At this time I wanted to see when would be a good time to get you into the dlr for the FRA?

Cust adv: I dont know let me tell my dad and he will give you a call back. 

CRS sts: That is fine and just in case if I cant get to his call I will call him today Mon. 1/21/08 btw 2-4 pm est.

Julia Rebollo/LegCorr/ATX lvl3

Comments

1/21/2008 12:08:14 PM1/21/2008 11:53:57 AM
Contact Last Name Contact First Name Account BAC Code

Created Created By Assigned To Activity Type Activity SubType Status Completed Description

Report Generated for starlhej  on 4/8/2008 Page  5 of  12

 Service Request Activity



Activities

REBOLLJU REBOLLJU Outbound Call Customer Done Call cust ***Unrecorded line*****Made Contact

CRS sts: This is Julia Rebollo calling from General Motors. I wanted to make you aware that we received your MVDN ltr. At this time I wanted
to provide you with my #1-866-790-5600 ext.11118 and your SR#71-592194802. I wanted to gather some info in regards to your concern with
the electircal. What excatly is going on?

Cust adv: Well it is alot of different things. Im going to have my son Brian Paschal give you a call because he is more familiar with the veh and
drives it more. 

CRS sts: I can give him a call?

Cust adv: no, he will give you a call. 

Julia Rebollo/LegCorr/ATX lvl3

Comments

1/21/2008 11:44:16 AM1/21/2008 11:40:09 AM
Contact Last Name Contact First Name Account BAC Code

Created Created By Assigned To Activity Type Activity SubType Status Completed Description

REBOLLJU REBOLLJU Outbound Call Customer Done Call cust Made Contact

CRS sts: This is Julia Rebollo calling from General Motors do you have a few minutes?

Cust adv: Yes

CRS sts: Before we continue I do want to make you aware that this call may be monitored or recorded for quality assusrance. Do I have your
agreement to continue?

Cust adv: No, I dont want to be recorded. 

CRS sts: I will give you a call on a unrecorded line. 

Julia Rebollo/LegCorr/ATX lvl3

Comments

1/21/2008 11:40:08 AM1/21/2008 11:25:24 AM
Contact Last Name Contact First Name Account BAC Code

Created Created By Assigned To Activity Type Activity SubType Status Completed Description

REBOLLJU REBOLLJU Inbound Call Customer Done Cust called in and left message on Fri.
1/18/08

Voice Mail Received

Cust sts:
This is Freddie Paschal returning your call. If you can give me a call back #(

Julia Rebollo/LegCorr/ATX lvl3

Comments

1/21/2008 11:25:08 AM1/21/2008 11:24:01 AM
Contact Last Name Contact First Name Account BAC Code

Created Created By Assigned To Activity Type Activity SubType Status Completed Description
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Activities

REBOLLJU REBOLLJU SR Opened Done SR in Status of Closed has been Re-
Opened by REBOLLJU

Comments

1/21/2008 11:23:43 AM1/21/2008 11:23:43 AM
Contact Last Name Contact First Name Account BAC Code

Created Created By Assigned To Activity Type Activity SubType Status Completed Description

REBOLLJU REBOLLJU SR Closed - Satisfied Done Service Request has been Closed
Satisfied.

Comments

1/16/2008 12:00:00 PM1/16/2008 12:00:00 PM
Contact Last Name Contact First Name Account BAC Code

Created Created By Assigned To Activity Type Activity SubType Status Completed Description

REBOLLJU REBOLLJU Manager Review Done Closing fileCase Assessment

CRS will be closing file for the fact that CRS was unable to get a hold of the cust to set up FRA date. A no contact ltr was sent out to the cust. 

Julia Rebollo/legCorr/ATX lvl3

Comments

1/16/2008 11:59:56 AM1/16/2008 11:58:27 AM
Contact Last Name Contact First Name Account BAC Code

Created Created By Assigned To Activity Type Activity SubType Status Completed Description
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Activities

REBOLLJU REBOLLJU Outbound Call Field
Rep/Whlsl

Done Message for DVM  - FYI no FRA set
and closing file

DVM Name: Dennis Theroux 
Node/Mailbox:  404082/8027 

This is Julia Rebollo calling from the Business Resource Center Legal Corr. in Austin, TX. 
The request number is: 71-592194802  
The Customer’s name is: Freddie Paschal
The dealer involved is: WILLIAMSON CADILLAC COMPANY 
Located in: Miami, FL
The vehicle is a 2006 Cadillac CTS.  
The last 8 digits of the VIN# are: 60203711

At this time the cust was requesting a FRA for electrical concerns. At this time I have not been able to get a hold of the cust and send no
contact ltr. At this time I will be closing file untill I hear back from the cust is he is still seeking FRA.  If anything changes I will notify you. 

Julia Rebollo/LegCorr/ATX lvl3
1-866-790-5600 ext.11118

Comments

1/16/2008 11:58:23 AM1/16/2008 11:52:44 AM

Contact Last Name Contact First Name Account BAC Code

Created Created By Assigned To Activity Type Activity SubType Status Completed Description

HUGGINBA REBOLLJU Notify CRM Done Letter Approved :)

Comments

1/16/2008 11:52:38 AM1/16/2008 11:18:42 AM
Contact Last Name Contact First Name Account BAC Code

Created Created By Assigned To Activity Type Activity SubType Status Completed Description

REBOLLJU REBOLLJU Scheduled Follow-up Done Check if ltr aproved

Comments

1/16/2008 11:52:43 AM1/15/2008 04:12:36 PM
Contact Last Name Contact First Name Account BAC Code

Created Created By Assigned To Activity Type Activity SubType Status Completed Description

REBOLLJU HUGGINBA Submit for Approval Done Submission of a non - Goodwill
Correspondence for Approval -
Template:LEGCOR_LC0033

Letter (Non Goodwill)

approved
Comments

1/16/2008 11:18:41 AM1/15/2008 12:08:40 PM
Contact Last Name Contact First Name Account BAC Code

Created Created By Assigned To Activity Type Activity SubType Status Completed Description
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Activities

REBOLLJU REBOLLJU Correspondence Done Created:LEGCOR_LC0033. SR#71-

Comments

1/15/2008 12:03:30 PM1/15/2008 12:03:30 PM
Contact Last Name Contact First Name Account BAC Code

Created Created By Assigned To Activity Type Activity SubType Status Completed Description

REBOLLJU REBOLLJU Outbound Call Customer Done Call custLeft Message

CRS was unable to get a hold of the cust. CRS left a message stating:
This is Julia Rebollo calling from General Motors. I’m calling to advise you that at this time we have received your MVDN ltr. My #1-866-790-
5600 ext.11118. We have created a file for you SR# 71-592194802. CRS left hours that was available. 

Julia Rebollo/LegCorr/ATX lvl

Comments

1/15/2008 12:02:59 PM1/15/2008 11:55:36 AM
Cont Name Contact First Name Account BAC Code

Created Created By Assigned To Activity Type Activity SubType Status Completed Description

REBOLLJU REBOLLJU Outbound Call Dealer Done Call dlr.
WILLIAMSON CADILLAC COMPANY 
7815 SW 104 ST 
MIAMI, FL  33156-2630 
(305) 670-7100

Made Contact

CRS spoke w/Mike Llerandi/SVC MGR/WILLIAMSON CADILLAC COMPANY 

CRS sts: This cust has requested a FRA. At this time the cust stated his concern is with the electrical. When was the last time the cust was at
the dlr? 

Dlr. adv: In regards to electrical there can be different concerns. The last time the cust was here was on Dec. 19, 2007 mlg: 22,748.
Cust complained that the center arm rest was broken off and right rear handle. The coolent level light was on - We replaced the trim iteams.
The rest arm and the trim handle. There was a bad sensor making the coolent light to come on and that was replaced.  

CRS sts: I will give you a call as soon as get a hold of the cust. 

Julia Rebollo/LegCorr/ATX lvl3

Comments

1/15/2008 11:33:19 AM1/14/2008 03:06:57 PM
Contact ast Name Contact First Name Account BAC Code

Created Created By Assigned To Activity Type Activity SubType Status Completed Description
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Activities

REBOLLJU REBOLLJU Scheduled Outbound Call
Cust

Done Call cust

Action Plan: Call cust for the 2nd time if there is no answer send no contact ltr. 

CRS will call cust on Tues. 1/15/08 btw 12-2 pm est. @ 

Julia Rebollo/LegCorr/ATX lvl3

1/14/2008 09:42:02 AM

Contact Last Name Contact First Name Account BAC Code

Created Created By Assigned To Activity Type Activity SubType Status Completed Description

ALVEARMI REBOLLJU Ownership Changed Done Service Request Ownership has
changed FROM: ALVEARMI  TO:
REBOLLJUchal

1/11/2008 12:29:07 PM
Contact Last Name Contact First Name Account BAC Code

Created Created By Assigned To Activity Type Activity SubType Status Completed Description

ALVEARMI REBOLLJU Outbound Email Done copy of email sent to TAC

**There is not a FRA date for the cust for the fact that CRS was unable to get a hold of the cust.

Julia Rebollo/LegCorr/ATX lvl3

Comments

1/16/2008 11:52:25 AM1/11/2008 12:28:27 PM
Contact Last Name Contact First Name Account BAC Code

Created Created By Assigned To Activity Type Activity SubType Status Completed Description

ALVEARMI REBOLLJU Notify CRM Done FRA assigned

Comments

1/14/2008 09:41:55 AM1/11/2008 12:28:27 PM
Contact Last Name Contact First Name Account BAC Code

Created Created By Assigned To Activity Type Activity SubType Status Completed Description

Report Generated for starlhej  on 4/8/2008 Page  10 of  12

 Service Request Activity



Activities

ALVEARMI REBOLLJU Legal Correspondence Done Initial Contact DVMInitial Contact DVM

DVM Name: Dennis Theroux 
Node/Mailbox:  404082/8027 

This is Julia Rebollo calling from the Business Resource Center Legal Corr. in Austin, TX. 
The request number is: 71-592194802  
The Customer’s name is: 
The dealer involved is: WILLIAMSON CADILLAC COMPANY 
Located in: Miami, FL
The vehicle is a 2006 Cadillac CTS.  
The last 8 digits of the VIN# are: 60203711

This is to inform you that the cust has requested a FRA in regards to his concern with the electrical. At this time this is a FYI that the cust is
requesting the FRA. I have not been able to get a hold of the svc mgr Mike Larandy or the cust to set up that date. I will notify you as soon as I
have that date for you. 

Julia Rebollo/LegCorr/ATX lvl3
1-866-790-5600 ext.11118

Comments

1/14/2008 09:41:50 AM1/11/2008 12:28:27 PM
Contact Last Name Contact First Name Account BAC Code

Created Created By Assigned To Activity Type Activity SubType Status Completed Description

ALVEARMI REBOLLJU Legal Correspondence Done Initial Contact Dealer
WILLIAMSON CADILLAC COMPANY 
7815 SW 104 ST 
MIAMI, FL  33156-2630 
(305) 670-7100

Initial Contact Dealer

CRS was unable to get a hold of the svc mgr Mike Lanrandy. CRS left name, number, SR#, cust name and that I was seeking to get info. on
cust concern with the electrical and has requested FRA. 

Julia Rebollo/LegCorr/ATX lvl3

Comments

1/14/2008 09:34:40 AM1/11/2008 12:28:27 PM
Contact Last Name Contact First Name Account BAC Code

Created Created By Assigned To Activity Type Activity SubType Status Completed Description

ALVEARMI REBOLLJU Legal Correspondence Done Initial Contact Cust/AttorneyInitial Contact
Cust/Attorney

CRS was unable to get a hold of the cust. CRS left a message stating:
This is Julia Rebollo calling from General Motors. I’m calling to advise you that at this time we have received your MVDN ltr. My #1-866-790-
5600 ext.11118. We have created a file for you SR# 71-592194802. CRS left hours that was available. 

Julia Rebollo/LegCorr/ATX lvl3

Comments

1/15/2008 12:05:39 PM1/11/2008 12:28:27 PM

Contact Last Name Contact First Name Account BAC Code

Created Created By Assigned To Activity Type Activity SubType Status Completed Description
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Activities

ALVEARMI REBOLLJU Legal Correspondence Done Acknowledgement Cust/AttorneyAcknowledgement
Cust/Attorney

CRS was unable to get a hold of the cust CRS tried to contact cust and was advised he was not in. CRS attemted to leave message but they
disconnected the line. 

Julia Rebollo/LegCorr/ATX lvl3

Comments

1/14/2008 09:29:18 AM1/11/2008 12:28:26 PM

Contact Last Name Contact First Name Account BAC Code

Created Created By Assigned To Activity Type Activity SubType Status Completed Description

ALVEARMI REBOLLJU Legal Correspondence Done FRA-FLAssigned FRA

VIN scan done. 
Closed CAC files:
1-427524780
71-487123746
71-545266923

miguel alvear/atx/brc/legal corr

Comments

1/11/2008 12:30:29 PM1/11/2008 12:28:26 PM
Contact Last Name Contact First Name Account BAC Code

Created Created By Assigned To Activity Type Activity SubType Status Completed Description

SADMIN REBOLLJU Inbound White Mail Done FINAL REPAIR  Scanned: 2008-01-10-
13.33.29.000000, MSXDocNum:
0801000408

January 10, 2008

Electrical

Julia Rebollo/LegCorr/ATX lvl3

Comments

1/14/2008 08:17:52 AM1/11/2008 12:25:38 PM
Contact Last Name Contact First Name Account BAC Code

Created Created By Assigned To Activity Type Activity SubType Status Completed Description

UCC Codes
UCC Code UCC Symptom UCC Description
N01 No Symptom Indicated Electrical - General
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SR No.

Daytime #

71-595704658

Last Name

Involved Dlr Proctor & Proctor, Inc.

Serial #/VIN 1G6DM57T760

Model CTS
Make Cadillac

Model Year 2006

Ref No. CAD0831837
Site
First Name

Con. Acct. Source Email
License # CADILLAC

Warr. Start 05/07/2006
Mileage 24,500

BRC Type ADR
Bus. Unit BRC

Goodwill No Goodwill Offered

Area ADRApproval Not Initiated
Sub-Area BBB CaseUCC Brakes - General
Safety Yes

Priority Medium Owner LINDSEYM
Status Closed Opened 1/23/2008 11:05:36 AM
Sub-Status Dissatisfied Closed 2/25/2008 05:39:32 PM

No longer a BRC ADR case. Please refer customer to CAC.Customer
Description

brakes, ABS, passenger side airbag, check coolant light, fuel gage, traction control warning lampAbstract

Updated 2/25/2008 05:40:20 PM

Evening #
Address City
State Postal Cd

Village Of Palmetto Bay
FL

GW SubTypeAccount

GMPP Details
GMPP Term GMPP Mileage GMPP Retail Cost

Component Coverage
Component Coverage Expiration Mileage Expiration Date

Certificate Details
Certificate Number Amount Expiration Date

Pre-Authorization Basics
Service Dealer BAC Code Div. Dealer Code Repair Order #

Activities

SADMIN LINDSEYM BRC ADR Done CAD0831837     03/04/2008
15:18:07:899

Auto BBB Case Info
Update

CAD0831837<SD:><VIN:><CONDT:><CT:><FN:><MI:><LN:><ADDR:><CITY:><ST:><ZIP:><PH1:><PH2:><FX:><EM:><ATTY:><EVINFO:>
Customer Rejects Final Decision<ATTYPH#:><LIEN:><LIENADDR:><LIENCITY:><LIENST:><LIENZIP:><LIENPH#:><CLOS:><RES:>

Comments

3/4/2008 04:43:54 PM3/4/2008 03:18:21 PM

Contact Last Name Contact First Name Account BAC Code

Created Created By Assigned To Activity Type Activity SubType Status Completed Description

Report Generated for starlhej  on 4/8/2008 Page  1 of  27

 Service Request Activity



Activities

LINDSEYM LINDSEYM SR Closed - Dissatisfied Done Service Request has been Closed
Dissatisfied.

Comments

2/25/2008 05:39:31 PM2/25/2008 05:39:31 PM
Contact Last Name Contact First Name Account BAC Code

Created Created By Assigned To Activity Type Activity SubType Status Completed Description

LINDSEYM LINDSEYM Outbound Call Field
Rep/Whlsl

Done CRS left a voice mail for DVM, Dennis
Theroux, node and mailbox # 404082
8027.

Other

CRS left a voice mail for DVM, Dennis Theroux, node and mailbox # 404082- 8027.
CRS advised that on 2-25-08 BBB Arbitrator awarded the customer a denial of repurchase. 
Customer has allowed FRA as he would not return to dealer for the repairs under warranty. 
CRS will close request dissatisifed with no goodwill provided. 

Marion Lindsey/ATX/ADR/Ext. #21259

Comments

2/25/2008 05:38:58 PM2/25/2008 05:32:30 PM

Contact Last Name Contact First Name Account BAC Code

Created Created By Assigned To Activity Type Activity SubType Status Completed Description

LINDSEYM LINDSEYM BRC ADR Done Settlement- Denied, no goodwill
provided.

Settlement- Denied

Settlement- Denied, no goodwill provided.
BBB closed after arbitration with a customer denial of repurchase decision.
On 2-12-08: CRS advised customer that GM can offer customer a one month lease payment in reimbursement for amount of $393.97 if he will
allow a final repair attempt at a Cadillac dealer. Customer declined settlement and advised that he gave GM enough time to have FRA
completed and he was not contacted in enough time to have it set up. Customer stated he is seeking to prove to BBB that GM was not being
truthful about FRA contact. 
CRS advised that GM position is that customer has declined to allow GM a FRA and will present this position to BBB at hearing.
CRS thanked customer for his time and disconnected call.
*** No goodwill provided after arb. decision was made. 
Marion Lindsey/ATX/ADR/Ext. #21259

Comments

2/25/2008 05:30:29 PM2/25/2008 05:28:17 PM
Contact Last Name Contact First Name Account BAC Code

Created Created By Assigned To Activity Type Activity SubType Status Completed Description
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Activities

LINDSEYM LINDSEYM BRC ADR Done Executive Summary: BBB closed after
arbitration with a customer denial of
repurchase decision.

Closed Arbitration

Denial was awarded.
Executive Summary: BBB closed after arbitration with a customer denial of repurchase decision.

Marion Lindsey/ATX/ADR/Ext. #21259

Comments

2/25/2008 05:28:09 PM2/25/2008 05:27:00 PM
Contact Last Name Contact First Name Account BAC Code

Created Created By Assigned To Activity Type Activity SubType Status Completed Description

SADMIN LINDSEYM BRC ADR Done CAD0831837     02/25/2008
12:18:08:141

Auto BBB Case Info
Update

CAD0831837<SD:><VIN:><CONDT:><CT:><FN:><MI:><LN:><ADDR:><CITY:><ST:><ZIP:><PH1:><PH2:><FX:><EM:><ATTY:><EVINFO:>
Denial was awarded<ATTYPH#:><LIEN:><LIENADDR:><LIENCITY:><LIENST:><LIENZIP:><LIENPH#:><CLOS:><RES:>

Comments

2/25/2008 05:26:59 PM2/25/2008 12:18:27 PM

Contact Last Name Contact First Name Account BAC Code

Created Created By Assigned To Activity Type Activity SubType Status Completed Description

LINDSEYM LINDSEYM Scheduled Follow-up Done 71-595704658, Paschal, Fred, CRS will
monitor for BBB arb. decision.

Action Plan:
CRS will monitor for BBB arb. decision.
Marion Lindsey/ATX/ADR/Ext. #21259

Comments

2/25/2008 05:26:41 PM2/21/2008 05:02:43 PM
Contact Last Name Contact First Name Account BAC Code

Created Created By Assigned To Activity Type Activity SubType Status Completed Description

LINDSEYM LINDSEYM BRC ADR Done CRS received hard copy of file back
from Arb Specialist.

CRS received hard copy of file back from Arb Specialist.
Marion Lindsey/ATX/ADR/Ext. #21259

Comments

2/21/2008 05:02:15 PM2/21/2008 05:01:33 PM
Contact Last Name Contact First Name Account BAC Code

Created Created By Assigned To Activity Type Activity SubType Status Completed Description
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Activities

CRISPPL CRISPPL BRC ADR Done arbitration has been completedBegin Hold Status

arb has been completed
owning agent will monitor file

PennyCrispBRC/ADR/aTX 21151

Comments

2/20/2008 11:04:06 AM
First Name Account BAC Code

Created Created By Assigned To Activity Type Activity SubType Status Completed Description

CRISPPL CRISPPL BRC ADR Done return hard file to Marion LindseyReturn to Orig BBB CRM

arb complete 
agent should monitor file and update all involved parties

PennyCrispBRC/aDR/aTX 21151

Comments

2/20/2008 11:03:33 AM2/20/2008 11:02:52 AM
Contact Last Name Contact First Name Account BAC Code

Created Created By Assigned To Activity Type Activity SubType Status Completed Description

CRISPPL CRISPPL Inbound Call Third Party Done Ben Tweraser/BBBOther

arb spec advised
pointed out #2 on NOH
contradicts terms of state
CA has seperate NOH

Ben sts: 
will be looking into this
looks like from notes cust did not notify anyone
arb spec agrees

PennyCrispBRC/ADR/ATX 21151

Comments

2/20/2008 11:02:51 AM2/20/2008 11:01:35 AM
Contact Last Name Contact First Name Account BAC Code

Created Created By Assigned To Activity Type Activity SubType Status Completed Description
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Activities

CRISPPL CRISPPL Outbound Call Third Party Done Ben Tweraser/BBBLeft Message

arb spec advised 
seek phone call on NOH 
left case #
name/num/ext

PennyCrispBRC/ADR/ATX 21151

Comments

2/20/2008 11:01:34 AM

F
First Name Account BAC Code

Created Created By Assigned To Activity Type Activity SubType Status Completed Description

CRISPPL CRISPPL Outbound Call Third Party Done MAT TeamMade Contact

Matt Costello 
arb spec sts: 
have procedural question veh not @ hearing NOH sts must be
Matt sts
FL WI and CA cannot make cust bring veh to hearing 
arb spec points out #2 of hearing notification

PennyCrispBRC/ADR/ATX 21151

Comments

2/20/2008 11:00:52 AM2/20/2008 10:59:21 AM
Contact Last Name Contact First Name Account BAC Code

Created Created By Assigned To Activity Type Activity SubType Status Completed Description

CRISPPL CRISPPL Outbound Call Third Party Done outbound call to Eric Ogelsby/BBBLeft Message

arb spec advised
-eric have questions on this case can you give me a call back

*veh not @ hearing*

PennyCrispBRC/ADR/aTX 21151

Comments

2/20/2008 10:59:19 AM2/20/2008 10:58:22 AM
Contact Last Name Contact First Name Account BAC Code

Created Created By Assigned To Activity Type Activity SubType Status Completed Description
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Activities

CRISPPL CRISPPL BRC ADR Done part 13 of hearingHearing Site Contacted

cust sts: The problem is when you sent in notification you only had 1 # to reach me 
The # is her business # Perer GM to take car back showed all records  was offered 1 free month and want a final repair attempt 1 lady Julia
she said she was sorry for what she had done the guy called and said 1 month free and final repair attempt timeframe have it here in writing
here and this car is unsafe and they should take it back arb spec sts: again it is unfortunate mr/mrs paschal not sat. use/value/safety not
impaired-dlr has not diagnosed veh w/safety issue-no final attempt and feel we have shown gm attempted to meet that criteria request a denial
asked if inspection will be scheduled arb sts veh in tallahassee cannot inspect it
arb closed hearing

PEnnyCrispBRC/ADR/ATX 21151

Comments

2/20/2008 10:58:20 AM2/20/2008 10:55:25 AM
Contact st Name Contact First Name Account BAC Code

Created Created By Assigned To Activity Type Activity SubType Status Completed Description

CRISPPL CRISPPL BRC ADR Done part 12 of hearingHearing Site Contacted

arb spec sts: Certainly if traded we see no reason why Mr Paschal would not rcv fair mkt value for a vehicle of the yr/make/model w/current
mileage. There have been no return visits by Mr Paschal since Dec 19th at that visit the vehicle left the dealer operating as designed and
repaired. GM is not denying Mr Paschal warranty coverage and we would continue to honor our written warranty on the vehicle by repairing
any nonconformity diagnosed at a repair facility. At this time we are not willing to voluntarily repurchase this vehicle. Cuts sts; went over Phone
things only had 1 number they also had my cell can show you proof they called on cell on 14th of Jan  went over phone records whre he was
trying to contact ADR  21st of Jan days out of svc is not right 
Arb sts: any response ms crisp arb spec sts: yes I can understand but this only supports what I am saying and that is our policy is to call main
# and you are saying we tried to contact you and we are asking for contact back to arrange a final repair attempt –this did not happen for
whatver reason but GM did attempt to comply with state guidelines

continued.......
PennyCrispBRCADR/aTX 21151

Comments

2/20/2008 10:55:24 AM2/20/2008 10:52:57 AM
Contact Last Name Contact First Name Account BAC Code

Created Created By Assigned To Activity Type Activity SubType Status Completed Description
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Activities

CRISPPL CRISPPL BRC ADR Done part 11 of hearingHearing Site Contacted

arb spec sts: per FRA Rcvd certified letter from Mr Paschal on Thursday Jan 10th 2007*FRA  agent Julia Rebollo
Monday 1/14/2008 12:27:51 1st attempt to customer
Tuesday 1/15/2008 11:55:36 AM – attempted to call customer again
Friday    1/18/2008 11:24:01 AM customer called back in 
Monday 1/21/2008 11:40:09 AM –called customer back 
Monday 1/21/2008 11:53:57 AM –spoke to cust son
Monday 1/21/2008 02:37:55 –attempted to call cust back
Tuesday 1/22/2008 11:37:19 AM –spoke to cust and cust states wants to speak to AG office
Tuesday 1/22/2008 04:05:36 PM – spoke to cust again and said he spoke to AG office and that we are lying saying we  tried to contact him
and is going thru BBB 10 days is up I would like to note we rcvd the certified letter on JAN 10th according to my calculations technically the 10
days would have been on Jan 20th. GM had attempted contact and were not successful as you can see from the documents Mr Paschal
provided there is a timestamp when his letter was rcvd by GM and  dated copies of letters GM sent where we were trying to contact him  we
feel this is an affirmative defense and clear presentation that GM was attempting to follow the standards set forth by the states laws. There has
not been a significant impairment to the use or safety of this vehicle. We have no documented reason that would suggest the value of this
vehicle has been impaired. 
continued........
PennyCrispBRC/ADR/ATX  21151

Comments

2/20/2008 10:52:56 AM2/20/2008 10:51:47 AM
Contact Last Name Contact First Name Account BAC Code

Created Created By Assigned To Activity Type Activity SubType Status Completed Description

CRISPPL CRISPPL BRC ADR Done Part 10 of hearingHearing Site Contacted

arb spec sts: Which means we have  1 Repair to  #1 on ATA the brakes would give out on the vehicle the same repair also took care of #2 and
#7 2) ABS brakes electrical malfunction             
7) traction control light malfunction   We have 1 repair to #3 the same repair took care of the issue on #4 as we feel it is the same issue  3)
passanger side airbag malfunction displayed &    
4) passenger side seat sensors for airbag replaced WE HAVE 1 REPAIR TO #5 5) check coolant light comes on even with coolant
WE HAVE 2 repair orders for the #6 fuel tank gauge and 1 repair 
6) incorrect reading with the fuel tank gauge WE HAVE 3 Repair orders for different parts of the interior of the vehicle #8
8) interior parts of the car coming off (handles) General Motors has not had an opportunity for a final repair attempt. FRA
I can understand what Mr/Mrs Paschal are saying about contact and certainly appreciate the phone records provided however the main #
provided to GM in Mr Paschal’s paperwork was (305) 233-2500 that is true on the customer claim form with the BBB -
continued........
PennyCrispBRC/ADR/aTX 21151

Comments

2/20/2008 10:51:46 AM2/20/2008 10:49:49 AM
Contact Last Name Contact First Name Account BAC Code

Created Created By Assigned To Activity Type Activity SubType Status Completed Description
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 Service Request Activity



Activities

CRISPPL CRISPPL BRC ADR Done part 9 of hearingHearing Site Contacted

arb spec sts: to summarize we have 4 repair orders- 
On 3/5/07	 @ 13451	mi concern were for 	
1) the brakes would give out on the vehicle  
2) ABS brakes electrical malfunction 
7) traction control light malfunction
           from ATA 
On 3*19*07 @ 14309 mi concern were for 	
3) passanger side airbag malfunction displayed &
4) passenger side seat sensors for airbag replaced
6) incorrect reading with the fuel tank gauge
8) interior parts of the car coming off (handles)
	 from ATA 
On 8/6/07	 @ 18433 mi concern were for 
6) incorrect reading with the fuel tank gauge
8) interior parts of the car coming off (handles)
	 from ATA 
On 12/19/07 @ 22748 mi concern were for 		
8) interior parts of the car coming off (handles)
5) check coolant light comes on even with coolant	
                  from ATA 
continued.......
PennyCrispBRC/ADR/ATX 21151

Comments

2/20/2008 10:49:47 AM2/20/2008 10:46:20 AM
Contact Last Name Contact First Name Account BAC Code

Created Created By Assigned To Activity Type Activity SubType Status Completed Description
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 Service Request Activity



Activities

CRISPPL CRISPPL BRC ADR Done part 8 of hearingHearing Site Contacted

arb spec sts:
12/19/07	402042	2 day out 22748 miles
Williamson Cadillac  Miami FL
Part in from last repair ****
CUSTOMER STATES THAT THE CENTER ARM REST HINGE COVER CAME
OFF 

Repaired arm rest console 

Part in from last repair ****
CUSTOMER STATES THAT THE RIGHT REAR..GRAB HANDLE
Repaired roof handle assist

CUSTOMER STATES THAT THE;CHECK COOLANT.LIGHT COMES ON ::
FROM TIME TO TIME
PRESSURE TESTED COOLING SYSTEM AND REPLACED COOLANT JAR

continued...........
PennyCrispBRC/ADR/aTX 21151

Comments

2/20/2008 10:46:19 AM2/20/2008 10:45:10 AM
Contact Last Name Contact First Name Account BAC Code

Created Created By Assigned To Activity Type Activity SubType Status Completed Description
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 Service Request Activity



Activities

CRISPPL CRISPPL BRC ADR Done part 7 of hearingHearing Site Contacted

arb spec sts:
8/6/07	634953	1 day out 18433 miles
Proctor Tallahassee FL
WHEN AT EMPTY ADD $10 OF MIDRANGE FUEL GAUGE GOES TO 1/2 TANK. WHEN ON EMPTY AND ADD $20 WORTH OF MID
RANGE GAUGE GOES TO 1/2 TANK. CUST FEELS GAUGE SHOULD READ 1/4 TANK WITH $10 WORTH OF FUEL. * DID NOTE
*POSSiBLE CAUSE OF CONCERN COULD BE DUE THE FACT THAT THE VEHICLE HAS 2 SIDED FUEL TANK, FUEL DOES NOT FLOW 
OVER TO THE OTHER SIDE UNTIL THE TANK CAPACITY REACHES A CERTIN
LEVEL AS FUEL IS DRAWN DOWN ON SIDE 1 SIDE 2 HAS A PUMP
THAT WiLL MOVE FUEL TO SIDE 1.

C/S DACK TOP COVER ON CENTER CONSOLE FELL OFF
SOP- Special ordered  COVER

C/S PASSENGER REAR ASSIST HANOLE LOOSE
SOP Special ordered ROOF HANDLE BRACKETS

continued........
PennyCrispBRC/ADR/ATX  21151

Comments

2/20/2008 10:45:08 AM2/20/2008 10:43:46 AM
Contact Name Contact First Name Account BAC Code

Created Created By Assigned To Activity Type Activity SubType Status Completed Description
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 Service Request Activity



Activities

CRISPPL CRISPPL BRC ADR Done Part 6 of hearingHearing Site Contacted

arb spec sts:According to the NHTSA,
"ABS works with your regular braking system by automatically pumping them. In vehicles not equipped with ABS, the driver has to manually
pump the brakes to prevent wheel lockup. In vehicles equipped with ABS, your foot should remain firmly planted on the brake pedal, while ABS
pumps the brakes for you so you can concentrate on steering to safety."
While the ABS helps the brakes not to lock they do not control the braking system and the consumer is still able to stop the vehicle.
3*19*07	615027	3 day rental (noted on RO) 14309 mi.
Proctor Tallahassee FL
C/S SERVICE AIR BAG LIGHT IS ON
PER DIAG CODE 80092 PASSENGER PRESENCE SYSTEM MODULE V
REEAV PASSENGER PRESENCE SYSTEM 

C/SFUEL GUAGE FLUCTUATES ON FUEL LEVEL. WILL SHOW 1/2 TANK
THEN 314 TANK BACK AND FORTh
PER DIA FUEL SENDER IN RT SIDE REMOVE FUEL TANK AND REPLACE RT SIDE FUEL level sensor  *vehicle has double tank

C/S PASS REAR UPPER GRAB HANDLE COMING DOWN
BOLTS LOOSE IN PASS REAR TOP HANDLE V
NECESSARY TO TIGHTEN UP LOOSE BOLTS IN RT REAR TOP
HANDLE V V
LOF
Multi Point inspection
continued..........
PennyCrispBRC/aDR/ATX  21151

Comments

2/20/2008 10:43:45 AM2/20/2008 10:41:53 AM
Contact Last Name Contact First Name Account BAC Code

Created Created By Assigned To Activity Type Activity SubType Status Completed Description
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Activities

CRISPPL CRISPPL BRC ADR Done hearing part 5Hearing Site Contacted

Arb spec sts: Damage to the bearings and other differential components could then occur.  Damaged bearings will create noise that may be
heard by the vehicle occupants.  If the vehicle is not repaired and damage progresses, three conditions can occur: (1) When the vehicle is
stopped and shifted to reverse, the differential may jam and prevent vehicle movement; (2) the damage can cause drag that will feel like the
brake is applied; or (3) the differential could jam and lock the drive wheels while the vehicle is in motion.  If (3) occurs, the driver may not be
able to control the vehicle and a crash could occur without warning. I would briefly like to go over the documented repair history we have for
the vehicle.
3/5/07	371481	2 days out of svc  13451 miles
Williamson Cadillac Miami FL
BRAKE MAKING A GRINDING NOISE BRAKING ON TURNS
INCORRECT WHEEL SPEED READ1NG
POOR WIRE CONTACT AT SPEED SENSOR -
REPAIRED WIRE CONTACT AT RIGHT FRONT SPEED SENSOR
A B S LIGHT ON SOMETIMES ***SEE.LINE.1 
TRACTION CONTROL LIGHTS ON SOMETIMES***SEE LINE:1
An anti-lock braking system (ABS) is a system on motor vehicles which prevents the wheels from locking while braking.

continued........
PennyCrispBRC/aDR/ATX 21151

Comments

2/20/2008 10:41:52 AM2/20/2008 10:40:21 AM
Conta Name Cont  First Name Account BAC Code

Created Created By Assigned To Activity Type Activity SubType Status Completed Description

CRISPPL CRISPPL BRC ADR Done hearing part 4Hearing Site Contacted

arb spec sts:GM is certainly sorry to hear that Mr Paschal is dissat in his veh ownership @ this time. I would quickly like to address GM
position cust keeps referring to- our statement is @ the last repair visit the vehicle was operating as designed and no safety issue existed. IN
response to the recall released 1/31/08 after Mr/Mrs Paschal began the bbb case the recall is for: The drive axle differential which is not part of
their agreement to arbitrate and since GM is not denying them wrnty there is no reason the recall can not be performed. The recall states: The
drive axle differential seal (two on all-wheel drive vehicles) may leak because it does not meet GM's specifications.  If a seal is leaking, there
will be fluid on the ground where the vehicle is parked.   If enough fluid leaks, the differential will become noisier because of reduced
lubrication.  After about two-thirds of the differential fluid is lost, the bearings may no longer be lubricated and may start to overheat.  
continued...........
PennyCrispBRC/ADR/ATX 21151

Comments

2/20/2008 10:40:18 AM2/20/2008 10:38:00 AM
Contact Last Name Contact First Name Account BAC Code

Created Created By Assigned To Activity Type Activity SubType Status Completed Description
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Activities

CRISPPL CRISPPL BRC ADR Done hearing part 3Hearing Site Contacted

Arb sts Brakes still current cust sts  –yes 
Arb sts Airbag light cust sts  –mention lights still on vehicle which ones I don’t know
Arb sts Check coolant light cust sts  mention lights still on vehicle which ones I don’t know
Arb sts Fuel tank cust sts  yes
Arb sts Trac control light cust sts  – lights still coming on which ones I don’t know 
Arb sts Handles coming off cust sts  - think they fixed that 
Arb sts What is current mileage cust sts  – the mileage 24500 is what he has here and claims son has not been driving it 
Arb sts How old is son cust sts  22 
Arb/cust went through papesr
Arb sts Been in any accidents? cust sts  No 
cust sts  Tire kingdom and XM sat radiio 
arb sts Has he been driving around Tallahassee cust sts  –don’t really know 
arb sts How is he doing on hills cust sts  –don’t know told him about recall but cant say for sure
veh not @ hearing for inspection son drives it in Tallahassee
continued........
PennyCrispBRC/ADR/aTX 21151

Comments

2/20/2008 10:37:59 AM2/20/2008 10:35:49 AM
Contact Last Name Contact First Name Account BAC Code

Created Created By Assigned To Activity Type Activity SubType Status Completed Description

CRISPPL CRISPPL BRC ADR Done Hearing part 2Hearing Site Contacted

Arb sts: Can you walk me through repair orders cust sts: 10/06 for regular svc- May 7th 06 veh leased 1st time for reg svc had it for 1 day
march 23 07 on 23rd body electrical then they got it again-Ms Paschal interputed and read through ro for digital fuel sender that period of time
from 19 – 23 now we go to aug 6 to aug 7th same complaint for fuel tank basically saying the fuel tank is not working has been in shop @
Williamson several times- march 5 to march 7th read ro then it was back there Dec 19-21 and the coolant light was coming on and replaced
coolant jar arm rest and stuff  Arb want you to tell me what is still an issue –cust sts  still having problems w/brakes according to son it
sometimes grinds having electrical problems here and there most of the things he is complaining about is the same thing GM is having recall
for this is letter from son he shouldn’t be worrying about cars  so the electrical problems/brake problems – fuel tank not reading properly the
concern her son has is basically same thing they are recalling vehicle for 
continued...........
pennycrispbrc/adr/atx 21151

Comments

2/20/2008 10:35:47 AM2/20/2008 10:21:08 AM
Contact Last Name Contact First Name Account BAC Code

Created Created By Assigned To Activity Type Activity SubType Status Completed Description
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Activities

CRISPPL CRISPPL BRC ADR Done vs CadillacHearing Site Contacted

Hearing site rep: Maylene (sp?)
Arbitrator: Ms. Vicki L. Croft Arb process went over*arb swore in* parties swore in*ATA read*
Cust sts: car was up in tallahasee it had an electrical problem had to replace pass module and remove fuel tank and had to replace sensor has
been out of svc 5 days now Williamson cad had problems w/brake they also had to repair rt ft speed sensor contact-they say they didn’t find a
problem they say they had pressure test system 5 days again at that time rcvd letter on 17th they signed for letter on Jan 10th they claim they
have called me several times and I have not called them went over timeframe of letters got a letter on 24th from them saying they were trying
to reach me I understand that is not true got another letter from them it is not true we had problems before of former complaint  I do have
everything here have telephone records and safety report letter faxed to you on 4th of Feb however we got a letter Sat for recall –submitted
phone records- 

continued.....
pennycrispbrc/adr/atx 21151

Comments

2/20/2008 10:21:06 AM2/20/2008 08:53:09 AM
Contact Last Name Contact First Name Account BAC Code

Created Created By Assigned To Activity Type Activity SubType Status Completed Description

CRISPPL CRISPPL Outbound Call Third Party Done Hearing SiteMade Contact

arb spec advised 
was wanting to know if I will be calling hearing site or if hearing site will call me
Hearing site rep sts:
we will call you and confirmed name/num/ext

PennyCrispBRC/ADR/ATX 21151

Comments

2/20/2008 08:38:13 AM2/20/2008 08:37:13 AM
Contact Last Name Contact First Name Account BAC Code

Created Created By Assigned To Activity Type Activity SubType Status Completed Description

LINDSEYM LINDSEYM Scheduled Follow-up Done 71-595704658,  CRS will
call dealers involved to verify repair
info.

Action Plan:
CRS will call dealers involved to verify repair info. 

Marion Lindsey/ATX/ADR/Ext. #21259

Comments

2/19/2008 12:23:32 PM2/18/2008 06:57:06 PM
Contact Last Name Contact First Name Account BAC Code

Created Created By Assigned To Activity Type Activity SubType Status Completed Description
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Activities

LINDSEYM LINDSEYM Inbound Call Field
Rep/Whlsl

Done DVM, Dennis Theroux , node and
mailbox # 404082 8027 left a voice mail
and advised he will not be able to
attend hearing.

Voicemail Received

DVM, Dennis Theroux , node and mailbox # 404082 8027 left a voice mail and advised he will not be able to attend hearing.
Marion Lindsey/ATX/ADR/Ext. #21259

Comments

2/13/2008 01:31:53 PM2/13/2008 01:30:58 PM

Contact Last Name Contact First Name Account BAC Code

Created Created By Assigned To Activity Type Activity SubType Status Completed Description

LINDSEYM LINDSEYM Scheduled Follow-up Done 71-595704658,  CRS will
monitor for Arb. Specialist feedback.

Action Plan:
CRS will monitor for Arb. Specialist feedback.

Marion Lindsey/ATX/ADR/Ext. #21259

Comments

2/18/2008 06:55:39 PM2/12/2008 02:48:40 PM
Contact Last Name Contact First Name Account BAC Code

Created Created By Assigned To Activity Type Activity SubType Status Completed Description

LINDSEYM LINDSEYM Outbound Call Customer Done CRS called customer back at )Made Contact

CRS called customer back at (305) 233-2500 on an unrecorded line.
CRS advised customer that GM can offer customer a one month lease payment in reimbursement for amount of $393.97 if he will allow a final
repair attempt at a Cadillac dealer. Customer declined settlement and advised that he gave GM enough time to have FRA completed and he
was not contacted in enough time to have it set up. Customer stated he is seeking to prove to BBB that GM was not being truthful about FRA
contact. 
CRS advised that GM position is that customer has declined to allow GM a FRA and will present this position to BBB at hearing.
CRS thanked customer for his time and disconnected call.

Marion Lindsey/ATX/ADR/Ext. #21259

Comments

2/12/2008 02:54:14 PM2/12/2008 02:48:12 PM
Contact Last Name Contact First Name Account BAC Code

Created Created By Assigned To Activity Type Activity SubType Status Completed Description

LINDSEYM LINDSEYM Outbound Call Customer Done CRS called customer back at (305)
233-2500.

Made Contact

CRS called customer back at (305) 233-2500.
Customer declined to speak with CRS on call when advised it could be monitored or recorded. 
CRS advised: that a f/u call will be made on an unrecorded line. 
Marion Lindsey/ATX/ADR/Ext. #21259

Comments

2/12/2008 02:32:20 PM

FredPaschal

2/12/2008 01:39:37 PM
Contact Last Name Contact First Name Account BAC Code

Created Created By Assigned To Activity Type Activity SubType Status Completed Description
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Activities

LINDSEYM LINDSEYM BRC ADR Done CRS gave hard copy of file to Arb.
Specialist, Penny Crisp.

Reassignment Out

CRS gave hard copy of file to Arb. Specialist, Penny Crisp for review. 

Marion Lindsey/ATX/ADR/Ext. #21259

Comments

2/12/2008 01:35:07 PM2/12/2008 01:34:10 PM
Contact Last Name Contact First Name Account BAC Code

Created Created By Assigned To Activity Type Activity SubType Status Completed Description

LINDSEYM LINDSEYM Outbound Call Field
Rep/Whlsl

Done CRS left a voice mail for DVM, Dennis
Theroux, node and mailbox # 404082
8027.

Other

CRS left a voice mail for DVM, Dennis Theroux, node and mailbox # 404082 8027.
CRS advised:  that customer has declined to allow GM a FRA attempt as he stated it was not performed in allotted time frame by GM and is
pursuing to have the vehicle repurchased under FL Lemon Law. 
Arbitration Scheduled for 9:00 AM ESTon 02/20/08 at BBB, ,14750 NW 77th Ct. Ste. 317., Miami Lakes, FL , site phone # 
Arbitration Specialist, Penny Crisp will defend for GM. 
CRS requested a response from DVM on whether he received the message and if he wants to defend for GM personally at hearing. 

Marion Lindsey/ATX/ADR/Ext. #21259

Comments

2/12/2008 01:39:19 PM2/12/2008 12:33:55 PM

Contact Last Name Contact First Name Account BAC Code

Created Created By Assigned To Activity Type Activity SubType Status Completed Description

LINDSEYM LINDSEYM BRC ADR Done Arbitration ScheduledArbitration Scheduled

Arbitration Scheduled for 9:00 AM EST at BBB, FL , 14750 NW 77th Ct. Ste. 317., Miami Lakes, FL  5487 on 02/20/08 , site phone # 305-827-
5487.
Arbitration Specialist, Penny Crisp will defend for GM. 

Marion Lindsey/ATX/ADR/Ext. #21259

Comments

2/12/2008 12:33:16 PM2/12/2008 12:30:27 PM
Contact Last Name Contact First Name Account BAC Code

Created Created By Assigned To Activity Type Activity SubType Status Completed Description

SADMIN LINDSEYM BRC ADR Done CAD0831837     02/12/2008
12:18:07:560

Auto BBB Case Info
Update

CAD0831837<SD:><VIN:><CONDT:><CT:><FN:><MI:><LN:><ADDR:><CITY:><ST:><ZIP:><PH1:><PH2:><FX:><EM:><ATTY:><EVINFO:>
Arbitration Scheduled for 9:00 AM on
02/20/08<ATTYPH#:><LIEN:><LIENADDR:><LIENCITY:><LIENST:><LIENZIP:><LIENPH#:><CLOS:><RES:>

Comments

2/12/2008 12:30:25 PM2/12/2008 12:18:25 PM

Contact Last Name Co  First Name Account BAC Code

Created Created By Assigned To Activity Type Activity SubType Status Completed Description
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Activities

LINDSEYM LINDSEYM Scheduled Follow-up Done 71-595704658,  CRS will
f/u with customer on offer for FRA and
one month vehicle payment in
reimbursement.

Action Plan:
CRS will f/u with customer on offer for FRA and one month vehicle payment in reimbursement.

Marion Lindsey/ATX/ADR/Ext. #21259

Comments

2/12/2008 12:46:17 PM2/11/2008 10:19:56 AM
Contact Last Name Contact First Name Account BAC Code

Created Created By Assigned To Activity Type Activity SubType Status Completed Description

CRISPPL CRISPPL Outbound Email Done response to bbbBBB

rhonda

2/18 at 9:00 am eastern time.

Penny Crisp
Business Resource Center
General Motors	
Arbitration Scheduler
Phone: 866-790-5700 x 21151
Fax: 866-485-4466
E-Mail: crisppl@gmexpert.com

Comments

2/7/2008 05:16:49 PM2/7/2008 05:16:08 PM
Contact Last Name Contact First Name Account BAC Code

Created Created By Assigned To Activity Type Activity SubType Status Completed Description
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Activities

CRISPPL CRISPPL Inbound Email Done bbbBBB

Penny, I need a date please for this case and I have open any day during the week of 2/18 through 2/22 at our Miami site.
 
thank you,
 
Rhonda Eakins | Mediation Specialist
 
Tel: 800-955-5100 x 240
Direct Tel: 727-535-5483 x 2
Fax: 703-247-9700
Email: reakins@council.bbb.org
www.bbb.org | Start With Trust
 
Council of Better Business Bureaus, Inc.
4200 Wilson Boulevard, Suite 800
Arlington, VA 22203

Comments

2/7/2008 05:16:06 PM2/7/2008 05:15:50 PM
Contact Last Name Contact First Name Account BAC Code

Created Created By Assigned To Activity Type Activity SubType Status Completed Description

LINDSEYM LINDSEYM Scheduled Follow-up Done 71-595704658,  CRS will
f/u with customer on offer for FRA and
one month vehicle payment in
reimbursement.

Action Plan:
CRS will f/u with customer on offer for FRA and one month vehicle payment in reimbursement. 
Marion Lindsey/ATX/ADR/Ext. #21259

Comments

2/8/2008 03:37:22 PM2/7/2008 04:51:10 PM
Contact Last Name Contact First Name Account BAC Code

Created Created By Assigned To Activity Type Activity SubType Status Completed Description

Report Generated for starlhej  on 4/8/2008 Page  18 of  27

 Service Request Activity



Activities

LINDSEYM LINDSEYM Inbound Email Done BBB Auto Line Mediation Specialist,
Rhonda Eakins sent an email.

BBB

To:	<marion_lindsey@gmexpert.com>
cc:	 

Subject:	RE: MRF with GM Position for BBB case # CAD0831837, Mr.Fred Paschal, VIN- 1G6DM57T760203711, SR #71-595704658

Marion, the C advised that the reason he declined to allow final repair per the MVDN notice is because GM did not respond to the notice within
the 10 days time frame as allowed by LL. The C is proceeding onto to arb to seek Repur at this time. Please let me know if GM chooses to
make any offers of settlement prior to hearing date.
 
thank you,
 
Rhonda Eakins | Mediation Specialist
 
Tel: 800-955-5100 x 240
Direct Tel: 727-535-5483 x 2
Fax: 703-247-9700
Email: reakins@council.bbb.org
www.bbb.org | Start With Trust
 
Council of Better Business Bureaus, Inc.
4200 Wilson Boulevard, Suite 800
Arlington, VA 22203

Comments

2/7/2008 04:07:05 PM2/7/2008 04:05:45 PM
Contact Last Name Contact First Name Account BAC Code

Created Created By Assigned To Activity Type Activity SubType Status Completed Description

LINDSEYM LINDSEYM BRC ADR Done CRS emailed MRF to BBB Auto Line
with GM position.

GM Position to BBB

CRS emailed MRF to BBB Auto Line with GM position.

Marion Lindsey/ATX/ADR/Ext. #21259

Comments

2/1/2008 06:33:18 PM2/1/2008 06:32:26 PM
Contact Last Name Contact First Name Account BAC Code

Created Created By Assigned To Activity Type Activity SubType Status Completed Description
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Activities

LINDSEYM LINDSEYM Outbound Call Field
Rep/Whlsl

Done CRS left a voice mail with DVM, Mark
Porthouse at node and mailbox  #
404082-8054.

2nd DVM Call Placed

CRS left a voice mail with DVM, Mark Porthouse at node and mailbox  # 404082-8054.
Former servicing dealer:  PROCTOR CADILLAC, 
TALLAHASSEE, FL , BAC # 116314 
New area dealer: UNIVERSITY SALES & SERVICE, TALLAHASSEE, FL,  BAC # 242510
CRS advised DVM that customer's son lives in Talahassee, FL area and most of the repairs were made at Proctor Cadillac not the selling
dealer WILLIAMSON CADILLAC,  Miami, FL.
Customer has declined to allow GM to perform a final repair attempt as he stated that he was not alowed to speak with DVM at WILLIAMSON
CADILLAC, Miami, FL.
CRS recommends that customer be offered a one month vehicle payment if he will allow a final repair attempt to avoid arbitration. If customer
declines  settlementr then file should be defended. Customer does not appear to meet FL lemon Lay with 2 repair attempts and 8 days out of
service and no FRA. 

Marion Lindsey/ATX/ADR/Ext. #21259

Comments

2/7/2008 04:40:53 PM1/30/2008 01:41:53 PM

Contact Last Name Contact First Name Account BAC Code

Created Created By Assigned To Activity Type Activity SubType Status Completed Description

LINDSEYM LINDSEYM Inbound Call Field
Rep/Whlsl

Done DVM, Mark Porthouse, node and
mailbox  # 404082-8054 left a voice
mail

DVM, Mark Porthouse, node and mailbox  # 404082-8054 left a voice mail and advised that he does not cover Williamson Cadillac, Miami, FL.
DVM advised that the file should be referred to correct DVM. 
Marion Lindsey/ATX/ADR/Ext. #21259

Comments

1/30/2008 01:41:36 PM1/30/2008 01:40:29 PM

Contact Last Name Contact First Name Account BAC Code

Created Created By Assigned To Activity Type Activity SubType Status Completed Description

LINDSEYM LINDSEYM Inbound Call Dealer Done University Cadillac, TALLAHASSEE,
FL, BAC # 242510. SVC MGR, Joedy
Tidwell at 850-402-5505 left a voice
mail.

Voice Mail Received

University Cadillac, TALLAHASSEE, FL, BAC # 242510. SVC MGR, Joedy Tidwell at 850-402-5505 left a voice mail and requested to be
called back at 1-850-402-5505. 
Marion Lindsey/ATX/ADR/Ext. #21259

Comments

1/30/2008 01:23:07 PM1/30/2008 01:22:16 PM
Contact Last Name Contact First Name Account BAC Code

Created Created By Assigned To Activity Type Activity SubType Status Completed Description
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Activities

LINDSEYM LINDSEYM Outbound Call Dealer Done CRS called University Cadillac,
TALLAHASSEE, FL, BAC # 242510.
SVC MGR, Joedy Tidwell at 850-402-
5505.

Made Contact

CRS called University Cadillac, TALLAHASSEE, FL, BAC # 242510. SVC MGR, Joedy Tidwell at 850-402-5505.

CRS advised: info on previous dealer service docs. is needed.
Dealer advised: he has spoken with DVM and he has received the RO's service docs. from previous dealer. Dealer will fax them to CRS at 1-
866-278-1779 in next several minutes. 

Marion Lindsey/ATX/ADR/Ext. #21259

Comments

1/30/2008 01:30:51 PM1/29/2008 12:50:55 PM
Contact Last Name Contact First Name Account BAC Code

Created Created By Assigned To Activity Type Activity SubType Status Completed Description

LINDSEYM LINDSEYM Inbound Call Field
Rep/Whlsl

Done DVM, Dennis Theroux , node and
mailbox # 404082 8027 left a voice mail

Voicemail Received

DVM, Dennis Theroux, node and mailbox # 404082 8027 left a voice mail and advised that the vehicle will be repaired under warranty and
repurchase of lease should not be considered. 
Marion Lindsey/ATX/ADR/Ext. #21259

Comments

1/29/2008 12:47:59 PM1/29/2008 12:47:08 PM

Contact Last Name Contact First Name Account BAC Code

Created Created By Assigned To Activity Type Activity SubType Status Completed Description

LINDSEYM LINDSEYM Inbound Call Dealer Done University Cadillac, TALLAHASSEE,
FL, BAC # 242510. SVC MGR, Joedy
Tidwell left a voice mail

Voice Mail Received

University Cadillac, TALLAHASSEE, FL, BAC # 242510. SVC MGR, Joedy Tidwell left a voice mail and advised that he has the docs. from
previous dealer  and requested to be called back at 850-402-5505. 
Marion Lindsey/ATX/ADR/Ext. #21259

Comments

1/28/2008 06:27:55 PM1/28/2008 06:26:48 PM
Contact Last Name Contact First Name Account BAC Code

Created Created By Assigned To Activity Type Activity SubType Status Completed Description

SADMIN LINDSEYM Inbound White Mail Done BRC ADR Scanned: 2008-01-28-
13.22.00.000000, MSXDocNum:
LIN479DD72

Dealer

Dealer letter sent to Williamson Cadillac.
Marion Lindsey/ATX/ADR/Ext. #21259

Comments

1/29/2008 12:50:29 PM1/28/2008 03:59:45 PM
Contact Last Name Contact First Name Account BAC Code

Created Created By Assigned To Activity Type Activity SubType Status Completed Description
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Activities

SADMIN LINDSEYM Inbound White Mail Done BRC ADR Scanned: 2008-01-28-
12.58.00.000000, MSXDocNum:
LIN479DD19

Dealer

Dealer letter sent to University Sales and SVC.
Marion Lindsey/ATX/ADR/Ext. #21259

Comments

1/29/2008 12:49:24 PM1/28/2008 03:59:45 PM
Contact Last Name Contact First Name Account BAC Code

Created Created By Assigned To Activity Type Activity SubType Status Completed Description

LINDSEYM LINDSEYM Outbound Call Field
Rep/Whlsl

Done CRS left a voice mail for DVM, Mark
Porthouse at node and mailbox  #
404082	8054

1st DVM Call Placed

CRS left a voice mail for DVM, Mark Porthouse at node and mailbox  # 404082	8054

Selling and servicing dealer:  WILLIAMSON CADILLAC COMPANY,   MIAMI  FL, BAC # 119048  
Other involved servicing dealer: PROCTOR CADILLAC, TALLAHASSE, FL BAC #116314, this dealer no longer in business and has been
taken over by University Sales & Service, TALLAHASSE, FL, BAC # 242510.
Customer has contacted BBB in FL seeking a repurchase of his lease due to recurring electrical issues with warning lamps, fuel gage reading
inacuurately ABS, brake issues and interior trim issues. 
CRS is researching info from involved dealers to verify days out of service and repair attempts. 
Preliminary review of GMVIS shows that vehicle does not appear to meet FL Lemon Law presumption and customer has declined to allow GM
a Final Repair Attempt. 

Marion Lindsey/ATX/ADR/Ext. #21259

Comments

1/28/2008 01:41:42 PM1/28/2008 01:36:35 PM

Contact Last Name Contact First Name Account BAC Code

Created Created By Assigned To Activity Type Activity SubType Status Completed Description

LINDSEYM LINDSEYM Outbound Call Field
Rep/Whlsl

Done CRS left a voice mail for DVM,
DennisTheroux  at node and mailbox #
404082 8027.

1st DVM Call Placed

CRS left a voice mail for DVM, DennisTheroux   at node and mailbox # 404082 8027.
Selling and servicing dealer:  WILLIAMSON CADILLAC COMPANY,   MIAMI  FL, BAC # 119048  
Other involved servicing dealer:PROCTOR CADILLAC, TALLAHASSE, FL BAC #116314, this dealer no longer in business and has been
taken over by University Sales & Service, TALLAHASSE, FL BAC # 242510.
Customer has contacted BBB in FL seeking a repurchase of his lease due to recurring electrical issues with warning lamps, fuel gage reading
inacuurately ABS, brake issues and interior trim issues. 
CRS is researching info from involved dealer to verify days out of service and repair attempts. 
Preliminary review of GMVIS shows that vehicle does not appear to meet FL Lemon Law presumption and customer has declined to allow GM
a Final Repair Attempt. 

Marion Lindsey/ATX/ADR/Ext. #21259

Comments

1/28/2008 01:36:27 PM1/28/2008 01:23:40 PM

Contact Last Name Contact First Name Account BAC Code

Created Created By Assigned To Activity Type Activity SubType Status Completed Description
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Activities

LINDSEYM LINDSEYM Outbound Call Dealer Done CRS called servicing dealer,
PROCTOR CADILLAC, 
TALLAHASSEE, FL , BAC # 116314 at
(850) 878-3171.

Made Contact

CRS called servicing dealer, PROCTOR CADILLAC, TALLAHASSEE, FL, BAC # 116314 at (850) 878-3171.This dealer no longer in business. 
CRS spoke w/: SVC MGR, Joedy Tidwell
Dealer is brand new owner of dealer University Cadillac,  TALLAHASSEE, FL, new BAC # 242510. 

CRS adv: that customer has contacted the BBB and repair info is needed. CRS requested repair docs. to be faxed to CRS at 1-866-278-1779
for BBB case assessment. 
 Dlr sts: he expects to have previous owner service records available in 1-2 weeks time. Dealer will send docs. once they are available. SVC
MGR was not an employee of former dealer. 

Dealer fax #- 1-850-402-5590
 
CRS Signature Line
Marion Lindsey/ATX/ADR/Ext. #21259

Comments

1/28/2008 01:13:04 PM1/28/2008 01:00:19 PM
Contact Last Name Contact First Name Account BAC Code

Created Created By Assigned To Activity Type Activity SubType Status Completed Description

LINDSEYM LINDSEYM Scheduled Follow-up Done Paschal, Fred, CRS set a f/u with
customer at cell of on
Weds. 1-30-08, between 1-3 PM, EST.

Action Plan:
CRS set a f/u with customer at cell of 305-298-0237 on Weds. 1-30-08, between 1-3 PM, EST.

Marion Lindsey/ATX/ADR/Ext. #21259

Comments

1/30/2008 04:16:48 PM1/28/2008 12:43:09 PM
Contact Last Name Contact First Name Account BAC Code

Created Created By Assigned To Activity Type Activity SubType Status Completed Description
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Activities

LINDSEYM LINDSEYM Inbound Call Customer Done called back in on his
vehicle complaints.

Complex Request

Fred Paschal called back in on his vehicle complaints.
Customer stated: his son can advise more about car problems as his son drives the car more than owner. Vehicle purchased primarily for his
son’s use. 
Previous issues with vehicle: Airbag coming on, has been repaired. 
Current issues: fuel gage is reading inacurratley and he can call Onstar when tank reads empty after he has filled up and can confirm the
reading shoudl be at ful level. Speed sensor to ABS system was repaired but still intermittently warning lamp comes on, brake warning lamp
comes on, coolant still light intermittently comes.
Last time vehicle at dealer was on 12-19-07 at Williamson Cadillac. Proctor and Proctor Cadillac, Tallahassee, FL. Vehicle is located in
Talahassee, FL  area right now. 
CRS advised: How long is your lease for? Customer stated that his lease is until 8-6, 2009. Lien Holder is GMAC. 
Accident damage? None
After market: tires changed out by customer by Tire King. No other after market items. 
Customer seeking a repurchase. Customer stated that GM was given a FRA notice and the repairs were never scheduled within the 10 days
from intial contact. 
CRS set a f/u with customer at cell of 305-298-0237 on Weds. 1-30-08, between 1-3 PM, EST. Customer stated: Friday through Monday, 2-01-
08 through 2-04-08  he will be out of state. 

Marion Lindsey/ATX/ADR/Ext. #21259

Comments

1/28/2008 12:43:08 PM1/28/2008 12:17:30 PM
Contact Last Name Contact First Name Account BAC Code

Created Created By Assigned To Activity Type Activity SubType Status Completed Description

LINDSEYM LINDSEYM Outbound Call Dealer Done CRS called selling and servicing dealer,
WILLIAMSON CADILLAC COMPANY,
MIAMI , FL , BAC # 119048  at (305)
670-7100.

Left Message

CRS called selling and servicing dealer, WILLIAMSON CADILLAC COMPANY, MIAMI , FL , BAC # 119048 at (305) 670-7100.

CRS spoke w/: SVC MGR, Juan Santos' voice mail. 
SVC MGR was not available at time of call. CRS left a detailed voice mail requesting a callback.
 
CRS adv: that customer has contacted the BBB and repair info is needed. CRS requested repair and sales docs. to be faxed to CRS at 1-866-
278-1779 for BBB case assessment. 

Dealer fax #- 1-305-670-7136
 
CRS Signature Line
Marion Lindsey/ATX/ADR/Ext. #21259

Comments

1/28/2008 12:53:10 PM1/28/2008 12:15:32 PM
Contact Last Name Contact First Name Account BAC Code

Created Created By Assigned To Activity Type Activity SubType Status Completed Description
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Activities

LINDSEYM LINDSEYM Scheduled Follow-up Done 71-595704658, Paschal, Fred, CRS will
make initial contacts.

Action Plan:
CRS will make initial contacts.
Marion Lindsey/ATX/ADR/Ext. #21259

Comments

1/28/2008 11:35:34 AM1/25/2008 06:21:45 PM
Contact Last Name Contact First Name Account BAC Code

Created Created By Assigned To Activity Type Activity SubType Status Completed Description

LINDSEYM LINDSEYM BRC ADR Done CRS will make initial contacts with
dealer and DVM.

CRM Initial Contact

CRS will make initial contacts with dealer and DVM.
Marion Lindsey/ATX/ADR/Ext. #21259

Comments

1/25/2008 06:21:30 PM1/25/2008 06:21:15 PM
Contact Last Name Contact First Name Account BAC Code

Created Created By Assigned To Activity Type Activity SubType Status Completed Description

LINDSEYM LINDSEYM BRC ADR Done CRS will make initial contacts with
dealer and DVM.

CRM Initial Contact

CRS will make initial contacts with dealer and DVM.
Marion Lindsey/ATX/ADR/Ext. #21259

Comments

1/25/2008 06:21:14 PM1/25/2008 06:20:41 PM
Contact Last Name Contact First Name Account BAC Code

Created Created By Assigned To Activity Type Activity SubType Status Completed Description

LINDSEYM LINDSEYM BRC ADR Done CRS called customer on vehicle
complaints at . CRS left
a detailed voice mail requesting a
callback.

CRM Initial Contact

CRS called customer on vehicle complaints at (305) 233-2500. CRS left a detailed voice mail requesting a callback. 

Marion Lindsey/ATX/ADR/Ext. #21259

Comments

1/25/2008 06:20:19 PM1/25/2008 03:20:53 PM
Contact Last Name Contact First Name Account BAC Code

Created Created By Assigned To Activity Type Activity SubType Status Completed Description

LINDSEYM LINDSEYM Scheduled Follow-up Done 71-595704658,  CRS will
make initial contacts.

Action Plan:
CRS will make initial contacts.

Marion Lindsey/ATX/ADR/Ext. #21259

Comments

1/25/2008 03:20:51 PM1/24/2008 06:18:13 PM
Contact Last Name Contact First Name Account BAC Code

Created Created By Assigned To Activity Type Activity SubType Status Completed Description
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Activities

LINDSEYM LINDSEYM Scheduled Follow-up Done 71-595704658,  CRS will
make initial contacts.

Action Plan:
CRS will make initial contacts.
Marion Lindsey/ATX/ADR/Ext. #21259

Comments

1/24/2008 12:06:48 PM1/23/2008 06:36:50 PM
Conta Name Contact First Name Account BAC Code

Created Created By Assigned To Activity Type Activity SubType Status Completed Description

LINDSEYM LINDSEYM BRC ADR Done AcknowledgementAcknowledgement

Acknowledgement.
CRS performed VIN scan and found: CAC SR #1-427524780, maintenance schedule info requested, opened on 8/17/2006 and closed on
8/17/2006, no goodwill. 
CAC SR # 71-487123746, info on front passenger airbag operation, opened on 2/26/2007, closed on 3/26/2007, no goodwill. 
CAC SR #71-545266923, dealer SVC complaint, Fuel pump,  opened and closed on 8/8/2007, no goodwill. 
Legal Corr. SR #71-592194802, FL FRA, electrical issues, opened on 1-11-08 and still open. 
******
Orig owner? y, leased 
Primary driver? y
Personal or business use? personal
Where purchased? WILLIAMSON CADILLAC COMPANY, MIAMI , FL   
Vehicle Serviced at: PROCTOR CADILLAC, 
TALLAHASSEE, FL  
Current approx mlg? 24,500
Ext Svc Plan? no
Has vehicle been involved in an accident? no 
Any aftermarket items on vehicle?
Concern? brakes, ABS, passenger side airbag, check coolant light, fuel gage, traction control warning lamp, trim handles. 
When 1st notice concern? 3-19-07 at 14,309 miles 
Veh repaired? no, incorrect fuel gage still ongoing. 
Cust Sks:Because of the numerous electrical problems that have resulted, at many times, in a compromise of the saftey of the vehicle; we
would like the manufacturer to take this car back. We have made numerous attempt for this car to be reparied, and aside from the headaches,
it isn't safe to operate this car.
 
CRS signature line
Marion Lindsey/ATX/ADR/Ext. #21259

Comments

1/23/2008 06:36:28 PM1/23/2008 11:08:16 AM
Conta Last Name Contact First Name Account BAC Code

Created Created By Assigned To Activity Type Activity SubType Status Completed Description
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Activities

LINDSEYM LINDSEYM Ownership Changed Done Ownership Escalated to BRCOwnership Escalated to
BRC

Comments

1/23/2008 11:08:13 AM1/23/2008 11:08:13 AM

Contact Last Name Contact First Name Account BAC Code

Created Created By Assigned To Activity Type Activity SubType Status Completed Description

LINDSEYM LINDSEYM BRC ADR Done BBB Start Date was set to 01/23/2008
in SR# 71-595704658

BBB Case Info Update

Comments

1/23/2008 11:35:21 AM1/23/2008 11:06:34 AM
Contact Last Name Contact First Name Account BAC Code

Created Created By Assigned To Activity Type Activity SubType Status Completed Description

SADMIN LINDSEYM BRC ADR Done CAD0831837 <SD:>01/23/2008    
01/23/2008 10:18:06:299

New Case

CAD0831837<SD:>01/23/2008<VIN:><CONDT:>01/23/2008<CT:>Mr<FN:>Fred<MI:>L<LN: <ADDR:>16360 SW 87
Court<CITY:>Palmetto
Bay<ST:>FL<ZIP:>33157<PH1: <FX:><EM: <ATTY:><EVINFO:>VIN Taken with
initial claim ... Internet Case<ATTYPH#:><LIEN:>GMAC<LIENADDR:>p.o. box
380902<LIENCITY:>bloomington<LIENST:>MN<LIENZIP:>55438<LIENPH#:><CLOS:><RES:>Because of the numerous electrical problems
that have resulted, at many times, in a compromise of the saftey of the vehicle; we would like the manufacturer to take this car back. We have
made numerous attempt for this car to be reparied, and aside from the headaches, it isn't safe to operate this car.

Comments

1/23/2008 11:34:25 AM1/23/2008 10:18:09 AM
Contact Last Name Contact First Name Account BAC Code

Created Created By Assigned To Activity Type Activity SubType Status Completed Description

UCC Codes
UCC Code UCC Symptom UCC Description
S97 Other Referred Customer to CAC
H01 Inoperative Brakes - General
H70 Inoperative Brakes - Antilock Brake System (ABS)
C48 SIR - Light On Restraints - (SIR) - Passenger Front
N10 Warning Lamp On Electrical Lamps - Warning Lamps (Oil / Coolant etc)
N22 Gauge Reads High / Low Electrical Gauges - Fuel
H73 No Symptom Indicated Brakes - Traction Control / Stabilitrak / Stability System
C20 Broken Trim - Interior General
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SR No.

Daytime #

71-487123746

Last Name

Involved Dlr

Serial #/VIN 1G6DM57T760

Model CTS
Make Cadillac

Model Year 2006

Ref No.
Site
First Name

Con. Acct. Source Phone
License # CADILLAC

Warr. Start 05/07/2006
Mileage 12,700

BRC Type N/A
Bus. Unit Premium CAC - Rapid

Goodwill No Goodwill Offered

Area RFI VehicleApproval Not Initiated
Sub-Area Operation or DesignUCC Restraints - (SIR) - Passenger Front
Safety No

Priority Medium Owner JOHNSOJ1
Status Closed Opened 2/26/2007 12:01:57 PM
Sub-Status Satisfied Closed 3/26/2007 01:22:34 PM

Customer
Description

air bagsAbstract

Updated 3/26/2007 01:23:32 PM

Evening #
Address City
State Postal Cd

Village Of Palmetto Bay
FL

GW SubTypeAccount

GMPP Details
GMPP Term GMPP Mileage GMPP Retail Cost

Component Coverage
Component Coverage Expiration Mileage Expiration Date

Certificate Details
Certificate Number Amount Expiration Date

Pre-Authorization Basics
Service Dealer BAC Code Div. Dealer Code Repair Order #

Activities

DURKEEKS JOHNSOJ1 SR Closed - Satisfied Done Service Request has been Closed
Satisfied.

Comments

3/26/2007 01:22:34 PM3/26/2007 01:22:34 PM
Contact Last Name Contact First Name Account BAC Code

Created Created By Assigned To Activity Type Activity SubType Status Completed Description
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 Service Request Activity



Activities

DURKEEKS DURKEEKS Inbound Call Customer Done Airbag lightService Request Update

Cust. States: the airbag light is not on for the passenger seat and Cust wants to know what to do

Cust. Seeks: to know what to do about the passenger seat SIR

CRS Advises: it has a sensor that will activate the airbag if an adult sits in the seat it will not activate if there is not enought weight or if the
weight is not centered on the seat if it does not work properly with an adult sitting in it then Cust should get it into a dealer to find out why it is
not operating properly.

Kelly Durkee/Prem/RR/PDX/LVL3
866-790-5700 ext 20512

Comments

3/26/2007 01:22:30 PM3/26/2007 01:20:05 PM
Contact Last Name Contact First Name Account BAC Code

Created Created By Assigned To Activity Type Activity SubType Status Completed Description

DURKEEKS JOHNSOJ1 SR Opened Done SR in Status of Closed has been Re-
Opened by DURKEEKS

Comments

3/26/2007 01:20:02 PM3/26/2007 01:20:02 PM
Contact Last Name Contact First Name Account BAC Code

Created Created By Assigned To Activity Type Activity SubType Status Completed Description

JOHNSOJ1 JOHNSOJ1 SR Closed - Satisfied Done Service Request has been Closed
Satisfied.

Comments

2/26/2007 12:35:44 PM2/26/2007 12:35:44 PM
Contact Last Name Contact First Name Account BAC Code

Created Created By Assigned To Activity Type Activity SubType Status Completed Description
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Activities

JOHNSOJ1 JOHNSOJ1 Inbound Call Customer Done infoComplex Request

Cust sts:Air bag is showing off & cust has paasenger sitting in passenger seat.

Crs adv:Apologize for cust inconvience. Your vehicle has a passenger sensing system for the
right front passenger position. The passenger airbag
status indicator will be visible when you turn your ignition
key to ON or START. The words ON and OFF or the
symbol for on and off, will be visible on the rearview
mirror during the system check. When the system check
is complete, either the word ON or the word OFF, or
the symbol for on or the symbol for off will be visible. Would adv cust to take vehicle to dlr for serv.

Cust sts:Ok thanks.

james johnson/prm/rr/atx/lvl3

Comments

2/26/2007 12:35:38 PM2/26/2007 12:12:09 PM
Contact Last Name Contact First Name Account BAC Code

Created Created By Assigned To Activity Type Activity SubType Status Completed Description

UCC Codes
UCC Code UCC Symptom UCC Description
C48 No Symptom Indicated Restraints - (SIR) - Passenger Front
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SR No.

Daytime #

71-545266923

Last Name

Involved Dlr Proctor & Proctor, Inc.

Serial #/VIN 1G6DM57T760

Model CTS
Make Cadillac

Model Year 2006

Ref No.
Site
First Name

Con. Acct. Source Email
License # CADILLAC

Warr. Start 05/07/2006
Mileage 18,000

BRC Type N/A
Bus. Unit Premium CAC - Rapid

Goodwill No Goodwill Offered

Area Dealer IssueApproval Not Initiated
Sub-Area ServiceUCC Non Component Dealer
Safety No

Priority Medium Owner MACLENME
Status Closed Opened 8/8/2007 09:25:01 AM
Sub-Status Satisfied Closed 8/8/2007 10:20:48 AM

Customer
Description

Complaint Vehicle/DealershipAbstract

Updated 8/8/2007 10:20:51 AM

Evening #
Address City
State Postal Cd

Village Of Palmetto Bay
FL

GW SubTypeAccount

GMPP Details
GMPP Term GMPP Mileage GMPP Retail Cost

Component Coverage
Component Coverage Expiration Mileage Expiration Date

Certificate Details
Certificate Number Amount Expiration Date

Pre-Authorization Basics
Service Dealer BAC Code Div. Dealer Code Repair Order #

Activities

MACLENME MACLENME SR Closed - Satisfied Done Service Request has been Closed
Satisfied.

Comments

8/8/2007 10:20:48 AM8/8/2007 10:20:48 AM
Contact Last Name Contact First Name Account BAC Code

Created Created By Assigned To Activity Type Activity SubType Status Completed Description
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Activities

MACLENME MACLENME Outbound Call Dealer Done Called Proctor & Proctor, Inc. spoke to
Gordon

Made Contact

CRS sts
Drl sts: 
Diagnosis? 2 gas tanks 1 and 2. There is a pump in 2 that will fill tank 1. Ran diagnosis test and passed all tests. Is running as designed.
Normal at this point. I think that he wants to know how many gallons he is using. I am not understanding what he is complaining about.
Replaced the right level fuel sensor. He puts 10 dollars in and it read quarter of a tank. $20 half full. I asked him if he has filled the tank, he has
and it runs normal when full and empty.

Estimated cost? Warranty

When will complete?Done

Maint at dlr?March 19, Oct 10

Misuse/Abuse/Lack of maint? N

Cust caused or prevented? N

Prev out of pocket expense at dlr? 2 Oil changes

Dlr provided prev GW?N

Prev related repairs?Once replace level fuel sensor 

Related to age/mlg?N

General condition of vehicle? Good

Did you ride-along or test drive with the Cust?N

TAC contacted? Case#? N

Should cust receive asst? (clarify why or why not)
N/A
Will dlr be offering GW Asst on behalf of GM?/Dlr willing to participate? N/A

Meghan MacLennan/premium/chatham email

Comments

8/8/2007 10:20:44 AM8/8/2007 10:14:18 AM
Contact Last Name Contact First Name Account BAC Code

Created Created By Assigned To Activity Type Activity SubType Status Completed Description
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Activities

MACLENME MACLENME Email - Outbound Done Cadillac Customer Assistance

Service Request:  71-545266923
Customer Relationship Specialist:  Meghan MacLennan

Dear Mr. 

Thank you for contacting the Cadillac Customer Assistance Center.  We appreciate you taking the time to write us in regards to your 2007
Cadillac CTS and your unsatisfactory experience at Proctor & Proctor, Inc.

I recognize that this situation has caused you a great level of frustration, and I hope that you can accept my sincerest apology on behalf of
General Motors and Cadillac.

Thank you for sharing your concerns with us regarding Proctor & Proctor, Inc.  When one of our customers has an unpleasant experience with
a Cadillac Dealer, it is of great concern to us.  We highly recommend you stay with Proctor & Proctor so you can foster, maintain and/or build
your service relationship.  However, you also have a choice in going to another Cadillac Dealership. 

We at the Cadillac Customer Assistance Center are unable to recommend any one dealer in your area.  You can locate a dealer of your choice
by visiting our website at http://www.gm.com and selecting “Vehicle Shopping” and then “Dealer Locator” or by simply clicking on the following
URL: http://www.gm.com/automotive/vehicle_shopping/dealer_locator/.  You will then enter in the appropriate information to locate the dealer
nearest to you.

Cadillac supports Buckle Up America.  We encourage you, your family and your friends to always Buckle Up.

If you should need to contact us in the future, simply reply t...

Comments

8/8/2007 09:41:44 AM8/8/2007 09:29:08 AM
Contact Last Name Contact First Name Account BAC Code

Created Created By Assigned To Activity Type Activity SubType Status Completed Description
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Activities

MACLENME Email - Inbound Done Cadillac CTS Owner Assistance

------------------------------------------------------------

What is the Nature
of your concern?	 : VehicleConcern

Message				 : My 06 Caddilac CTS has provided 
me with a multitude of problems, 
some that have created huge 
saftey concerns. To begin with, a 
few months ago my car brakes 
would simply go out while I was 
driving. The dealership repaired 
the saying that it was an electrical 
issue. Less than a month later I 
had another elecrical problem with 
the car. The Passanger airbag was 
defective and would not activate, it 
had to be replaced. 
Now the problem is with the fuel 
tank gauge. If I am on empty and 
put as little as eight dollars in the 
tank, my fuel gauge jumps right 
up to half a tank. If I put twenty 
dollars in the tank while i'm on 
empty it still goes to half a tank! I 
took it to the dealership and they 
replaced the sensors in the gas 
tank. Less than a few weeks later, 
the same problem is re-occuring 
again, but now the dealership is 
telling me that the car would only 
give me a accurate reading if I fill 
it up to a full tank every time. I 
have owned a BMW, Infiniti, and 
Honda prior to this Cadillac and I 
have never heard that a gas tank 
should should give the same 
reading if I put in twenty dollars or 
eight dollars in the tank. This car is 
becoming a headache because it is 
constantly in the shop and in need 
of repairs. The service that I have 
recieved from Cadillac has been 
sub-par ...

Comments

8/8/2007 09:41:15 AM8/7/2007 06:15:16 PM
Contact Last Name Contact First Name Account BAC Code

Created Created By Assigned To Activity Type Activity SubType Status Completed Description
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UCC Codes
UCC Code UCC Symptom UCC Description
S95 Comeback/Repeat Repair Non Component Dealer
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SR No.

Daytime #

1-427524780

Last Name

Involved Dlr

Serial #/VIN 1G6DM57T760

Model CTS
Make Cadillac

Model Year 2006

Ref No.
Site
First Name

Con. Acct. Source Transfer From OnStar
License # CADILLAC

Warr. Start 05/07/2006
Mileage 4,600

BRC Type N/A
Bus. Unit Premium CAC - Rapid

Goodwill No Goodwill Offered

Area RFI VehicleApproval Not Initiated
Sub-Area Maintenance & ServiceUCC Non Component GM
Safety No

Priority Medium Owner BERKANRR
Status Closed Opened 8/17/2006 12:39:02 PM
Sub-Status Satisfied Closed 8/17/2006 12:41:50 PM

Customer
Description

Maintenance ScheduleAbstract

Updated 11/27/2006 12:06:50 PM

Evening #
Address City
State Postal Cd

Village Of Palmetto Bay
FL

GW SubTypeAccount

GMPP Details
GMPP Term GMPP Mileage GMPP Retail Cost

Component Coverage
Component Coverage Expiration Mileage Expiration Date

Certificate Details
Certificate Number Amount Expiration Date

Pre-Authorization Basics
Service Dealer BAC Code Div. Dealer Code Repair Order #

Activities

BERKANRR BERKANRR SR Closed - Satisfied Done Service Request has been Closed
Satisfied.

Comments

8/17/2006 12:41:50 PM8/17/2006 12:41:50 PM
Contact Last Name Contact First Name Account BAC Code

Created Created By Assigned To Activity Type Activity SubType Status Completed Description
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Activities

BERKANRR BERKANRR Inbound Call Third Party Done Maintenance ScheduleTransfer/Referral

Transfered by Alisha from Onstar.

Cust States:
*does not know when to get oil changed

Cust Seeks:
*to know when to get oil changed

CRM Advised:
*cust veh has oil life system and it would advise cust of when veh needs to get the oil changed

Ronald Berkan/Prem/RR/PDX

Comments

8/17/2006 12:41:40 PM
 Name Contact First Name Account BAC Code

Created Created By Assigned To Activity Type Activity SubType Status Completed Description

UCC Codes
UCC Code UCC Symptom UCC Description
S96 Cadillac Non Component GM
S97 OnStar Referred Customer to CAC
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