




Privileged and Confidential Information 

Team Manager Approval:                      Date: 
 
Revised by r.fick 09/28/04                

ATA  ARB/CASE ASSESSMENT BY: Karen Nixon   Siebel/CARS Request No:  
 

Customer  
 
Year of Vehicle:2005 CHEVY TRAILBLAZER  Current Mileage: 26,973 
 
Vehicle ID No.:  1GNDS13S65214     In Service Date:2/17/05 Purchased: New 
 
What is customer seeking:  Repurchase/Replacement         
 

VEHICLE REPAIR HISTORY 
 

*CUSTOMER’S PRIMARY SYMPTOM/CONCERN:  WIND NOISE 
Date:   Mileage:  Days Out: Description of Repair:                           .  
4/20/05  3,323 1(Per rental) (BALDWIN)Roof rack not properly positioned, repositioned rack 
12/6/05  18,527 1(Per VISS) (BALDWIN)Repositioned roof rack and sealed mirrors 
2/27/06  22,526 1  (SMITH)Unable to duplicate 
3/1/06  22,545 1  (SMITH)Test drove and found noise to be coming from door seals; adjusted all 
doors to seal tighter 
3/28/06  23,881 1(Per rental) (SMITH)Adjusted luggage rack 
5/17/06(FRA) 26,973 7  (SMITH)Only heard air turbulence around mirrors, compared with another 
Trailblazer, same sound -- normal 
 
*CUSTOMER’S PRIMARY SYMPTOM/CONCERN:  HEADLAMPS 
Date:  Mileage:  Days Out:  Description of Repair:                           .  
10/17/05  15,963 3(Per VISS) (BALDWIN)Alternator not charging properly.  Replaced alternator 
12/6/05  18,527 *  (BALDWIN)Checked charging system, npf, per tsb. 
2/27/06  22,526 *  (SMITH)Repaired alternator wiring per tsb 
3/28/06  23,881 *  (SMITH)Per TAC, normal per tsb 
5/17/06(FRA) 26,973 *  (SMITH)Test drove, checked alternator and battery – OK, could not verify any 
abnormal condition 
 
*OTHER SYMPTOM/CONCERN:  DOOR LOCKS 
Date:  Mileage:  Days Out:  Description of Repair:                           . 
2/27/06  22,526 *  (SMITH)Repaired alternator wiring per tsb 
3/28/06  23,881 *  (SMITH)Inspected per TAC – looked at lock rod and handle rod for binding –npf;  
could not verify condition 
5/17/06(FRA) 26,973 *  (SMITH)Checked for tsbs and updates – could not duplicate 
 
*OTHER SYMPTOM/CONCERN: DOOR 
Date:  Mileage:  Days Out:  Description of Repair:                           . 
5/17/06(FRA) 26,973 *  (SMITH)Lubricated right front door check link 
 
 
*OTHER SYMPTOM/CONCERN: 
 
 
Total Days Out of Service: 15__(excluding days for customer pay reasons such as; Maintenance and                                  

Collision Repairs) 
 
VEHICLE MEETS PRESUMPTION LEMON LAW? YES:x  NO:   
 



Privileged and Confidential Information 

Team Manager Approval:                      Date: 
 
Revised by r.fick 09/28/04                

What is customer eligible for (based upon the BBB Program Eligibility Guidelines and the States 
lemon law requirements for meeting presumption)? REPURCHASE 
 
 
AVM and/or DEALER RECOMMENDATION(s):  
 
 
 
 
 
CRM RECOMMENDATION & RATIONALE (EXPLAIN): 
 
 
 Decision reached by CRM:     Arbitrate case:               Settle case:            
                                       



      

   

 
  

  
 

 

 

   
     

     
  

   
    

   
   

            
        

 

  

  

 



    

   

      

   

    

   
     

   
    

      

  
 

    
   

  

                
              

                    
                    

                     
 

                   
                      

                   

 

     







        

   

     

       

         
 

 

        
 

  

        

        
 

       

     
   

        
  

      
  

       

  
            
               
               

           
             

              
                  
                    
             

                    
          

        



























To:	 vasquesh@gmexpert.com
cc:	 doreen.trolley@gm.com 

Subject:	 v. GM- 509376

This settlement is approved.

Sharon J. Ledoux
GM Legal Staff, Legal Assistant
300 Renaissance Center
Mail Code: 482-C24-C66
Phone: 313-665-1555
Fax: 248-267-4333
----- Forwarded by Sharon J. Ledoux/US/GM/GMC on 11/08/2006 01:07 PM -----
                                                                           
                                
                      
CindyatKandPlaw@a                                                          
          
                      ol.com                   To:       
SHARON.LEDOUX@gm.com                              
                                               
cc:                                                         
                      11/06/2006 06:50         Subject:  v. GM- 
509376                             
                      
PM                                                                         
          
                                                                           
                                
                                                                           
                                

Attached please find the check release letter for DiSalvo V. GM

Thanks,
Jessie LePore

KANTROWITZ & PHILLIPPI, LLC
1880 John F. Kennedy Boulevard, Suite 1101
Philadelphia, PA 19103.
215-496-9400 Phone
215-496-9089 Fax(See attached file: 2006_11_06_18_49_27.pdf)











    
   

 

 

 

        
     

       
    

              

   

 









   

 
     

 

               
                
           

              
                

              
            

           

                 
                

             
  

                 
             

              
   

                
               

    

         

 

  
   



   

 
     

 

                
                 

         

              
                

              
            

           

                 
                

             
  

                 
             

              
   

                
               

    

         

 

  
   



   

  
    

 

               
             

           
         

               
              

 
   
    

                  
                

             
           

               
             

              
       

          

 

  
   

             
           

      







   

  
     

 

               
                  

       

              
                

              
            

           

                 
                

             
  

                 
             

              
   

                
               

    

         

 

  
   



   

  
  

               
             

             
        

               
           

                  
                

             
           

               
              

              
       

          

 

  
   

             
          

       









   
  

 

    
  

  

                
            

              
               

             
                 

                  
                

                
        

                 
              

            

  













        

    

    

    

            

   

 
           

         
   

          
   

                      
       

      
     

       

                                                      
       

 
 
 

 

                               

         
       

            
   

           
        

        
    

      
      
     
        

  

                

  

   
   
   
     
    

    
   

   

     

 







        

    

    

    

            

     

       

 

 

             

    
      
     

                         
        

    
       

     

       

                             
       

 

 

        

 



     

    

    

    

           

                                

         
       

           
     
           
        

        
    

      
      
     
        

  
 

 

                

  

   
   
   
   

    
    
         

    

      

 





        

    

    

  

           

      

              
 

           
    

  
        

      

        
       

 
       

    
         

  
      

       

           
      

        

                                                                     
   

                                                      
       

          

  

 

 





        



        

    

    

    

            

       
       

     
      

   
   

      
        
     
      
       

           

     

       

                        
      
      

   

                                                   
  

 
 
 
 

 

 

 
 
 

          

         
       

           
     
           
        

        
      

 

      
         
    

  

                

  

    
   
   
   
   

   
   

  

 
 
 
 
 
 
 

 

      

 





2005 TRAILBLAZER LS 2WD                      CHEVROLET MOTOR DIVISION
44U  MEDIUM RED METALLIC            /L6G     GENERAL MOTORS CORPORATION
28H  LIGHT GRAY                              100 RENAISSANCE CENTER
ORDER NO. JBMWM1/TRE      STOCK NO.          DETROIT      MI  48243-1114
VIN 1GN DS13 S6 52                      VEHICLE INVOICE 1
***************************************************************13*17055S
MODEL & FACTORY OPTIONS               MSRP    INV AMT  RETAIL - STOCK
CS15506 TRAILBLAZER LS 2WD        26465.00   23950.83  INVOICE 04/18/05
BVE RUNNING BOARDS                  375.00     322.50  SHIPPED 04/18/05
C4D GVW RATING - 5550 LBS              N/C        N/C  EXP I/T 04/25/05
FE9 50-STATE EMISSIONS                 N/C        N/C  INT COM 04/25/05
GU6 REAR AXLE 3.42 RATIO               N/C        N/C  PRC EFF 04/18/05
LL8 VORTEC 4200 SFI I6                0.00       0.00  KEYS S995B S995B
M30 4-SPD AUTO TRANS W/ OVERDRIVE     0.00       0.00  WFP-S QTR  OPT-1
    AND ELECTRONIC CONTROL                             BANK: GMAC - 340
PDC SEAT, 8-WAY POWER DRIVER        300.00     258.00  CHG-TO    17-055
U2K XM SATELLITE RADIO - OVER 130   325.00     279.50
    CHNLS OF DIGITAL ENTERTAINMENT.                    SHIP WT:  4353
    SERVICE FEE EXTRA.1ST 3MOS.INCL                    HP:       32.1
1SB LS PREFERRED EQUIPMENT GROUP 2 1185.00    1019.10  GVWR:     5550
    * POWER MIRRORS, HEATED                            GAWR.FT:  2950
    * FLOOR MATS, FRONT & REAR                         GAWR.RR:  3200
    * REAR WINDOW DEFOGGER                             GMS:     25730.43
    * DEEP TINTED GLASS                                SUPPLR:  26884.92
    * BODY SIDE MOLDING                                MRM:     29335.00
    * LUGGAGE RACK CROSS BARS                          NTR: 1/2
    * TRAILER WIRING CONNECTOR                         DAN:      0318
    * REMOTE KEYLESS ENTRY                             MEMO     1357.50
    * THEFT DETERRENT SYSTEM

TOTAL MODEL & OPTIONS              28650.00  25829.93  ACT 237 25655.43
DESTINATION CHARGE                   685.00    685.00  H/B 261   859.50
LAM DEALER CONTRIBUTION                        143.25  ADV 261   143.25
LAM GROUP CONTRIBUTION                         143.25  EXP 65A   143.25

TOTAL                              29335.00  26801.43  PAY 310 26801.43
MEMO: TOTAL LESS HOLDBACK AND
      APPROX WHOLESALE FINANCE CREDIT        25544.95
***********************************************************************
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. 340
PATRIOT CHEVROLET BUICK GMC              VIN 1GNDS13S652
                                         $  26801.43 INV  1
                                         DUE 04/25/05  DEALER  17-055





      

   
     

   
    

   

    
  

   

    

                    
                 
    

   
   

         

       
      
        
      
     

          

         

   
   

                
          

 

 

 
                 

               











Privileged and Confidential Information 

Team Manager Approval:                      Date: 
 
Revised by r.fick 09/28/04                

CASE ASSESSMENT BY: Alice Blair      Siebel/CARS Request No:  
Customer Name:  

 
Year of Vehicle: 2005  Chevrolet TrailBlazer     Current Mileage: 10,000 
 
Vehicle ID No.: 1GNDS13S65   In Service Date: 6/17/2005 Purchased: New 
 
What is customer seeking: Repurchase         

VEHICLE REPAIR HISTORY 
 

CUSTOMER’S PRIMARY SYMPTOM/CONCERN: Lights go out intermittently 
Date:         Mileage:  Days Out: Description of Repair:                           .  
None – Cust states after dark she will have to pull over and physically turn her lights on.   
 
CUSTOMER’S PRIMARY SYMPTOM/CONCERN: Molding Coming Off Both Windows 
Date:        Mileage:  Days Out:  Description of Repair:                           .  
PASSENGER DOOR 
11/11/05 7798  * REP PASS DOOR PANEL FOR FALLING DOWN SMALL TRIANGULAR PIECE 
01/05/06 9275  * ORDER PART FOR PASS DOOR PANEL FALLING APART  
02/01/06 10222  * RPL PASS DOOR PANEL FOR FALLING APART 
 
DRIVER DOOR 
11/11/05 7798  * REP DRVR DOOR PANEL FOR FALLING DOWN SMALL TRIANGULAR PIECE 
 
OTHER SYMPTOM/CONCERN: Window Noise Both Doors 
Date:        Mileage:  Days Out:  Description of Repair:                           . 
01/05/06 9275  7 ORDERED PARTS FOR BOTTOM QTR GLASS FOR WIND NOISE 
02/01/06 10222  1 REORDERED PART FOR WIND NOISE 
02/02/06 10222  12 REMOVE REAR DOOR PANELS, RPL BOtH REAR QTR GLASS, WIND NOISE 
 
OTHER SYMPTOM/CONCERN: Front Seats Broken 
Date:        Mileage:  Days Out:  Description of Repair:                           . 
11/11/05 7798  1 REPLACE FRONT SEAT BEZEL FOR LOOSE 
 
OTHER SYMPTOM/CONCERN: Window 
Date:        Mileage:  Days Out:  Description of Repair:                           . 
11/28/05 8448  1 REP FRONT OF WINDOW NOT IN TRACK. WILL NOT GO UP ALL THE WAY 
 
Total Days Out of Service:   22     (excluding days for customer pay reasons such as; Maintenance and Collision Repairs) 
VEHICLE MEETS PRESUMPTION LEMON LAW? YES:  NO: XX 
What is customer eligible for (based upon the BBB Program Eligibility Guidelines and the States lemon 
law requirements for meeting presumption)? KY – REPURCHASE; GM PROGRAM SUMMARY - 
REPURCHASE 
AVM and/or DEALER RECOMMENDATION(s):  
 
 
CRM RECOMMENDATION & RATIONALE (EXPLAIN): 
Cust has left veh at dlrship and refuses to pick veh up, cust has not made pymts.  Cust does 
not understand that her daytime running lights are not her headlights.  Cust does not 
understand how to fill out paperwork for BBB so sent to her atty.  Crm believes atty is trying to 
take cust while proceeding to hearing. 
 
Decision reached by CRM:     Arbitrate case:   XX           Settle case:                                                  



Revised 7/21/04 
 

Overallowance/Incentives/Negative Equity Form (non-Florida) 
 
Customer:      Request #:   BBB#: C  
 

This form may be used to identify possible overallowance or negative equity and to determine any customer 
incentives which were paid, but may not be easily identifiable on a Bill of Sale. 
 
You must determine the TRUE purchase price of a vehicle and identify any over allowance and/or incentives 
prior to arbitration or voluntary repurchase. 
 

* PLEASE NOTE: IF BALANCE OWED / LOAN CLOSEOUT AMOUNT IS HIGHER THAN 
ACV, THIS IS CONSIDERED NEGATIVE EQUITY! 

 
 
Purchase Price (from dealer Bill of Sale before tax, tag, etc) 

 
$26225.43 

   
MSRP (from BARS Invoice) $29335.00 
Note: If GMS price, use in place of MSRP price 
 

 

Difference $  3109.57 
(If positive, look for Over Allowance)  If no Trade in, have Dealer 
explain why customer paid more than MSRP. 

 

  
 

 
Trade Allowance  (from dealer Bill of Sale) 

 
$2500.00 

  
Actual Cash Value Statement $2500.00 
  
Difference (if positive, this is the overallowance) $   None    
  

 
 
Payoff or Lien amount from Bill of Sale 

 
$   None    

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

 

Actual Cash Value Statement $      
  
Difference (if positive, this is the negative equity ) $      
  

 
If Over Allowance/Negative Equity and/or Incentives (not included in Purchase Price) are found, verify with 

Team Manager before submitting information to BBB 
 

Purchase Price (from dealer Bill of Sale before tax, tag, etc.)  $26225.43 
   
Incentives not included in Purchase Price (from BARS) minus  $   None    
(Do not include fuel fill credit or dealer incentives. GM Card Points must be included) 
 
Overallowance and/or Negative Equity minus  $   None   
   
Actual price of Vehicle that should be presented to BBB for ATA  $26225.43 
   

 



   

   

   

               
             

             
        

                
              

                  
                

             
           

               
              

              
       

          

 

  
   

             
           

      



   

  
     

 

             
                

  

                
                 

      

                
                

               
             

              
               

     

               
        

 

  
   









   

   
    

 

                 
             

              
     

               
           

   
    

                   
                

               
        

                 
                

                
  

          

 

    

             
            

     











   

  

  
    

 

               
             

            
        

               
              

  
   
    

                  
                

             
           

               
             

              
       

          

 

  
   

             
          

       







   

  
     

   

                
         

               
               

                 
                  

        

               
              

               
       

 

    



   

  
     

                
                  

        

              
                

              
            

           

                 
                

             
  

                 
             

              
   

                
               

    

         

 

    

















   

 
      

 

              
        

                  
                

                 
         

                
             

                
               

 

 

    

             
          

       















      
         

             
               

         

           
        

 































                
                

    
                

               
    

              
              

                 
     

                  
   

               
              

                 
                

              
                

     









   

  

 
     

 

               
                

           

              
                

              
            

           

                 
                

             
  

                 
             

              
   

                
               

    

         

 

    

















   

  
     

 

               
                  
         

              
                

              
            

           

                 
                

             
  

                 
             

              
   

                
               

    

         

 

    



   

  
     

 

                
                   

    

             
                

             
             

        

                 
            

 

                 
             

              
 

                
               

    

         

 

    









8)*27

 n Bright, these charges were worked out with DVM



WHAT TO GIVE BACK WHEN DOING A STRAIGHT REPURCHASE

IN ALL CASES, REVIEW STATE LAW TO DETERMINE IF REIMBURSEMENT OF ITEMS ARE NECESSARY.

BASE PRICE
Base price of vehicle from sales contract
Tax
Registration/ license/ title
Interest (if applicable)
Attorney’s fees
Less Usage/Depreciation
Less Incentives (if applicable)
Less Late Charges (if applicable)
Less negative equity IF included in the base price
Less Damage

Do not give back Sales Tax in Illinois
Do not give back finance charges in Minnesota

PAYMENTS (CA, FL & WV)
Down Payment (if applicable)
Payments made by customer

Aftermarket items (if being reimbursed) which were purchased after the vehicle was financed, should be separately included.
Trade-in (if applicable)
Attorney Fees

Less usage/depreciation
Less Late charges
Less Incentives if included in down payment
Less Negative Equity (if applicable)
Less Damage

LEASE (obtain info below from left-hand column of the lease agreement)
Capital Cost Reduction
Sales Tax
Registration
Aftermarket Items (if not financed, reimburse if cash receipt provided)
Number of Payments
Attorney’s fees
Less incentives if used as a portion of the cap cost reduction
Less security deposit
Less Usage/Depreciation
Less Gap/Extended service contract (if included in the lease)

Less Overmilage
Less Overallowance

All Extended service contracts and Gap Insurance should NOT be deducted IF FINANCED.  Customer can cancel them 
and they will be refunded back to the finance institution who will refund any overage back to the customer.  (Reason you 
don't deduct: The customer's total due will be reduced because it is included in the lien payoff) 

AFTERMARKET ITEMS - Check lemon law.  If not required to be given back, can they be removed without damaging 
the vehicle?  Do you have receipts?  Consider depreciating if unable to have them removed.  Any additional questions, 
please consult with TM, local counsel or GM Legal Staff.

Options regarding extended service contracts - options 1 & 2 preferred as GM may not be able to obtain full credit refund 
in option 3:  1) If financed, deduct all extended service contracts and Gap Insurance.  2) Reimburse used portion and let 
customer obtain unused.  3) GMPP only: Give customer back whole amount of the extended service contract, GM to 
cancel and obtain refund.

A state lemon law may require GM to cancel a GMPP only and receive the credit.  In this instance, the GMPP is NOT 
deducted.

Sales tax, other government fees and aftermarket items listed on the finance contract should not be included because they 
are part of the payments and payoffs.



Less Late Charges
Less Damage













 Address: 

 City: State: PA ZIP Code: 

 
* Day 

Phone: 
555 555 5555 Fax: 

E-
mail/Web: 

Originial Selling Dealer 

 
* Dealer 

Number: 
118170 

Dealer 
Name: 

BUDD BAER BUICK 
Region:    
40 

District:    2151 

 * Phone: (724) 222-0700 Fax: (724) 222-0701 

 
* Contact 

Name: 
Greg Cron 

* Contact 

Title: 
Sales Manager E-mail: gcron@buddbae  

Repurchasing Dealer: [Same as Selling Dealer] 

Repair Dealer 

 
* Contact 

Name: 
Kevin Konik 

* Contact 

Title: 
Service Manager 

Vehicle Location: [Same as Selling Dealer] 

Transaction 
Details: 

 
Siebel 
Request #: 

1-434732504 
* 

Disposition: 
Unselected Auction 

 
* 

Transaction 
State: 

PA 
* 

Transaction 
Type: 

Straight Repurchase 

 
* 

Transaction 
Source: 

AVM Voluntary 

 
Replacement 
VIN: 

 MSRP: 36065.0 

Repurchase 

 * Processing Instructions: 

Lease termination, Customer Leasing new GM 

vehicle after termination, customer responsible for 

taxes and fees along with negative equity and 

mileage overage. Call with any question. Bob- 724 

272 4058 

Disposition 

 * Disposition Instructions: ready for auction 

Transaction Details 

 

Group Responsible Formula Additional 
Explanation

Value

Usage Use Lemon 

Law 

NA Usage per Lemon 

Law 

0 

Sales Tax Customer review with Greg 

Cron 

Sales Tax 0 

State/Gov Fees Customer review with Greg 

Cron 

Fees 0 

Page 2 of 3

11/22/2006https://www.morley-vspc.com/jsp/106/casePrintPage.jsp?new=true





       

 
        

    

   
   

   

   

   

                     
                 

                
                    

  

     

 

    
   

   

                    
                  

              

 
                   



   

   

   
     

  

              
           

               
             

               
                 

               
   

              
         

 

    



   

  
    

 

                
         

                
              

               
                   

             
  

               
        

 
  

    



   

     

 

                
                   

    

             
                

             
             

        

                 
            

 

                 
             

              
 

                
               

    

         

 

    



   

   

   

                
              

              
     

               
           

   
    

                   
                

               
        

                 
                

                
  

          

 

    

             
            

     



   

   
  

     

 

                
                   

    

             
                

             
             

        

                 
            

 

                 
             

              
 

                
               

    

         

 

    



    
     

   
      

   

    

   
  

  
     

    

           











   

  
     

 

                
                   

    

             
                

             
             

        

                 
            

 

                 
             

              
 

                
               

    

         

 

    



CAC SR Data Share Report  - MCE 2.6, 6/15/15 8/17/15

Customer Vehicle            Status of vehicle/concern

 2009 GMC Envoy            A GM Dealer has NOT diagnosed current concern

1GKDT33S292            Repairs have not been scheduled

Call Any Mileage now:  80000 mi            Vehicle is currently operable & can be driven

Key Points

Limiting Factors
  

  

  First time GM buyer (verified)  
   
  

  
   
  

 

 Please consider these additional questions:   Please consider these additional questions:

 Close to any applicable expiration limit?  (wrnty, spl covg, svc contrt)   Is vehicle way beyond all applicable expiration limits?

 Did cust buy an extd svc contract, but it's expired or n/a?   Does veh have an active aftermarket  Extd Svc Contract?

 Is this a loyal service customer? (to involved dealer)   Did customer buy vehicle outside of warranty?

 Are high dollar customer-pay ROs on record for this cust?   Does it seem customer doesn't take care of the vehicle?

 Is this a conquest buyer?   Is cause not normally covered by warranty?

  Is cause due to an accident insurance won't cover?

  Is cause due to damage by independent repair facility?

Additional key points

 

  

Reference

CAC SR#:  

CAC advisor:  Jesse M--> (866) 790-5700, Ext # 5911564

Some information in this report could not be verified/validated.  Verified information is indicated as such, and was pulled from GM Databases.

This customer has purchased these GM vehicles (verified):  Envoy 

Customer states: Vehicle is having headlamps issues. Total cost at the dealership is $1,000. The HDM’s needs to be replaced. 

The only working light is the high beams. Not scheduled Apt at this time. 

 

Customer Seeks: cost assistance 

S.A advised: I will reach out to the CEM at the dealership to address your vehicle concerns.

Supporting Factors



Connecting.....A live chat agent is now entering the chat. 

Caller English 

System [1:17:56 PM]:  

Welcome to chat. 

Shlita [1:18:08 PM]:  

Thank you for contacting Chevrolet Customer Assistance,  My name is Shlita. How may I help you 
today? 

 [1:20:23 PM]:  

i have a 2007 chev trailblazer that I am having a headlight issue with 

Shlita [1:21:17 PM]:  

I'm sorry to hear that you are having a concern with the headlights. To better assist you regarding your 
concern, can you provide me your VIN and approximate mileage? 

Shlita [1:24:34 PM]:  

I am happy to assist if you still need assistance. Are you there? 

 [1:25:10 PM]:  

1gnds135s17 I have been on the telephone with a customer service rep who says cannot help 
me with this issue 

 [1:26:33 PM]:  

I see online that there is a recall #14291 for this problem. It seems to be an ongoing problem with this 
model of vehicle. I have been a loyal Chevy customer for years. I have only owned GM products and 
never experienced this problem before 

Shlita [1:28:06 PM]:  

Thank you for provided the VIN. I was able to locate your information. After going over you case, you 
were escalated to a Senior Advisor that is in the best position to assist you. Recalls are VIN specific. 
There is a recall on your vehicle for the Driver Door Switch Short Circuit. That is the only recall on the 
vehicle. Therefore, there wouldn't be any assistance for the concern that you are having with the 
headlights, due to there not be a recall for his on your specific vehicle. I do apologize. 

 [1:29:45 PM]:  

Then my vehicle must have been missed because it is having the same problem 



 [1:30:53 PM]:  

I don't go out late often but when I do, I would like to be able to see my way back home. It is a bit scary 
to be driving and suddenly be in the dark 

Shlita [1:31:02 PM]:  

Recalls are based on where parts were made and the vehicle built. Therefore, if your vehicle had the 
component that was affected under the recall it would be attached to your VIN. Unfortunately since you 
don't have the recall, due to the age and mileage of the vehicle any repairs would be at your expense. I 
do apologize. 

[1:33:35 PM]:  

I have called the local dealership and was told that they would order the relay which they seem to think 
is the fix for this ongoing chevrolet trailblazer problem. The cost to fix would be $115 

Shlita [1:35:12 PM]:  

Have you had the vehicle diagnosed by the dealership? 

 [1:36:43 PM]:  

Without looking at my vehicle they seemed to know what would be the fix, that tells me that this is any 
ongoining problem. Yes my vehicle has age and mileage but is a dependable vehicle which I keep in very 
good condition. The fact that it is still on the road and has been reliable means that my faith in 
Chevrolet's product is no misplaced. But apparently my faith is Chevrolet to repair their defects must be. 

Shlita [1:38:33 PM]:  

I'm happy to hear that the vehicle has been reliable. Unfortunately since there is no recall and the 
vehicle has no warranty coverage, then any repairs would be at your expense. I do apologize. 

Shlita [1:43:56 PM]:  

Is there anything else that I can assist you with? 

 [1:44:30 PM]:  

I do not want any apology I want a fix. I do not want to bring my vehicle in for a maybe fix, then have to 
bring it back for the real fix. According to Chevrolet and the National Highway Traffic Safety 
Adminstration there is a pending recall. For customer relations I would think that Chevrolet would know 
and honor this regardless if the VIN # is listed but it is the same model year and all the other affected 
Trailblazers. I have had to replace wheel hubs, speakers, gas caps, all at my expense which are also 
ongoing problems. I will be buying another vehicle due to the mileage and age, but if this continues I will 
have to consider another type of vehicle after owning General Motors problems since 1983. 



 [1:45:34 PM]:  

So yes you can pass that onto your supervisors for me. I am quite disappointed. thank you 

Shlita [1:46:34 PM]:  

You're loyal is appreciated. At this point there is no recall on your vehicle, therefore, you would be 
responsible for any repairs. If at any point your vehicle is included in a recall, you would be notified by 
mail. If you receive a recall and the specific component has been repaired, then you are able to apply for 
reimbursement. 

Shlita [1:46:46 PM]:  

*loyalty 

Shlita [1:47:04 PM]:  

Your complaint has been documented. Is there anything else that I can assist you with? 

[1:50:49 PM]:  

No I have nothing further to say. Except how disappointed that I feel. 

Shlita [1:52:19 PM]:  

I'm sorry to hear that you feel that way based on your current concern. Your complaint has been 
documented under Service Request Thank you for chatting in. Have a wonderful day! 

You have been disconnected from the chat session. If you require further assistance, please start 
another chat session or visit it.support.gm.com for more support options. 









   

         

    

   
  

  
 

        

       

      

   

  

    

  

  

        

  

  

   
  

  

    

 

     
             

     

    
 

 

   

       

  

 





   
    

  
 

    
  
    

 

            
                
             

     

              
   

           

  
   





    

                 

    

         
  

  

    
   

  
     
       

       
     

         
   

 
           

               
           

           
       

    
   

   
 

          
           

  

           
           

        
             

            
           

       

  
  

  
   
   

    
 

  

       











1

Anthony Gerbasi (C)

From: Anthony Gerbasi (C)
Sent: Monday, September 21, 2015 2:13 PM
To: 'btruitt@edbozarth.com'
Subject:  Pre-Repair Authorization ID for payment using labor op 0600006/Preauthorization

Number  repairs to Brad Merritt's Vehicle

Upon receipt of this pre-authorization for the above listed claim for payment, please verify that the information listed below
is correct. Please make sure that it is the correct customer, VIN, mileage, BAC, Job Card#, Job Card close date and dollar
amount.

If everything is correct, please submit a "Pre Authorization Claim" (NOT a GM Authorization claim). The system will then
prompt the Service Agent to enter the Pre-Repair Authorization ID and list all of the associated part numbers, labor hours,
and other expenses that may have been approved.  Please utilize the appropriate Net item types as applicable (Car
Rental/Hire, Towing, Sublet, etc). The pre-authorization # is listed below. If this claim rejects, please contact the Warranty
Support Center at 1-866-446-5900.
Servicing Dealer BAC-113023
Dealer Contact-Ben Truitt
Dealer Email-btruitt@edbozarth.com
Dealer Fax-8662337029
Job Card number-422429
Job Card Date-8/31/15
VIN-1GNET16S756
Odometer-135,947

Labor Op-0600006
Labor Time (hrs) estimate-1 hour
Dealer's mechanical warranty rate per hour-$113.96
Total Labor Estimate -$113.96
Parts total-$396.63
Car Rental/Hire (if applicable) -N/A
Sublet (if applicable)-$19.29(supplies)
Claim total-$529.88

Claim total before taxes: $529.88

Customer Compliant Category:09
Complaint Code: 0090
Description: No customer complaint-Other issues
Cause Code:9090
Description: Other-Field Action/Tech Bulletin
Correction Description: Repair Vehicle

Pre Authorization 

Approved
Date Entered: 9/21/2015
Entered By: Maureen Nancarrow
Tony Gerbasi
PAC Specialist



2

866-446-6963 ext. 5911544
Fax- 866-233-7029
Email-Anthony.Gerbasi@gm.com
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fire which he put out himself-the customer is a mechanic and he says 
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to pay for repairs since he feels the fire is the result of a product 
defect, photos of the vehicle and fire damage have been attached in 
Siebel
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Connecting.....A live chat agent is now entering the chat. 

Caller English 

System [3:57:03 PM]:  

Welcome to chat. 

Regina [3:57:23 PM]:  

Thanks for contacting Chevrolet Customer Assistance,  My name is Regina. How can I assist? 

 [3:57:45 PM]:  

Hello Regina, 

 [3:59:05 PM]:  

I was looking to see is there is or was a recall for the 2006 trailblazer about the lights going out when 
driving at night.  

Regina [3:59:36 PM]:  

We can check for recalls with the VIN. May I have the VIN? 

[4:00:25 PM]:  

I have already done that, but the VIN is 1GNET16S366  

Regina [4:02:48 PM]:  

I checked the VIN, there are not any recalls currently associated with this vehicle. 

 [4:06:54 PM]:  

It is getting to where I am unable to drive at night because of this. Also according to Elliott Chevrolet 
they performed the recall for the Driver door modual in June of 2014. In May of 2015 the electronics in 
the driver door and the windows stopped working. I took it to Elliott Chevrolet and they had to replace 
the driver door modual due to a short. I found online that a recall had been issued but no solutions had 
been found to the lights going out. This includes the headlights and taillights, parklights, etc. 

Regina [4:08:39 PM]:  

At this time, there is not a recall released on this issue. We recommend if your are having this issue we 
recommend allowing a Chevrolet dealership to diagnose the problem and resolve with their technical 
resources. 

 [4:09:40 PM]:  



Can you tell me what recall # 14V755000 is? 

Regina [4:10:03 PM]:  

That is not a GM recall number, we would not have information on that number. 

 [4:10:47 PM]:  

Do you know whos recall it is 

Regina [4:10:57 PM]:  

We would not have information on that number. 

 [4:12:21 PM]:  

Ok, that seems funny. There are other complaints about this situation. Do you know if GM is going to do 
something about it? 

Regina [4:12:59 PM]:  

We have recommended to resolve the issue, to allow a Chevrolet address the concerns to resolve. 

Regina [4:13:26 PM]:  

Do you have plans on allowing a Chevrolet dealership diagnose the vehicle complaint? 

[4:16:09 PM]:  

They told me that they would not be able to diagnose it unless it happened at the time it was in there. 
My husband took it to Elliott Chevrolet yesterday. They said they could do an extensive diagnostic but it 
would cost me 99.98 an hour plus. 

Regina [4:16:55 PM]:  

I understand that you have contacted the dealership about getting the issue diagnosed. At this time, 
there is not any recall for coverage. 

Regina [4:17:07 PM]:  

Is there anything else we can assist with? 

 [4:17:21 PM]:  

no I guess not. 

Regina [4:18:03 PM]:  

, is your reference for the chat and vehicle complaint. 



Regina [4:18:24 PM]:  

Thanks for contacting GM Customer Assistance,  If you have additional questions, please feel 
free to contact us again. We are here to chat Monday through Friday from 8:00 a.m. to 11:00 p.m., 
Saturday from 9:00 a.m. to 11:00 p.m. and Sunday 12:00 p.m. to 9:00 p.m. Eastern time. Or you may call 
in at 1-866-790.3600. Thanks for visiting us 

Caller  left the call. 

You have been disconnected from the chat session. If you require further assistance, please start 
another chat session or visit it.support.gm.com for more support options. 



Recipient Data: 
Time Finished: 2015-08-24 11:41:13 
IP: 198.208.159.17 
ResponseID: R_6Ph96eY6fAxsSBn 
Link to View Results: Click Here 
<https://gm.az1.qualtrics.com/CP/Report.php?SID=SV_1N3L3Zk4GNdVajb&R=R_6Ph96eY6fAxsSBn> 
URL to View Results: 
https://gm.az1.qualtrics.com/CP/Report.php?SID=SV_1N3L3Zk4GNdVajb&R=R_6Ph96eY6fAxsSBn 
 
Response Summary: 
 
Family / Friend Information (Required) 
   Customer First Name    
    
   Customer Phone Number    7  
 
  
   Involved Dealership   West Herr, Williamsville NY 
   Vehicle Identification Number (VIN)   1GNDT33S59  
   Customer Email    
 
Employee Information 
   Employee First Name   Thomas 
   Employee Last Name   Carberry 
   Employee Phone Number   716-879-5245 
   Employee Email   tom.carberry@gm.com 



CAC SR Data Share Report  - MCE 2.8, 8/19/15 9/9/15

Customer Vehicle            Status of vehicle/concern

2003 Chevrolet Trailblazer            A GM Dealer has NOT diagnosed current concern

1GNDT13S632            Repairs have not been scheduled

Call Anytime Mileage now:  63000 mi            Vehicle is currently operable & can be driven

Key Points

Limiting Factors
  

  

  First time GM buyer (verified)   Vehicle is > 8 years old (verified)
   
  

  
   
  

  Customer has incurred costs due to this concern

 Please consider these additional questions:   Please consider these additional questions:

 Close to any applicable expiration limit?  (wrnty, spl covg, svc contrt)   Is vehicle way beyond all applicable expiration limits?

 Did cust buy an extd svc contract, but it's expired or n/a?   Does veh have an active aftermarket  Extd Svc Contract?

 Is this a loyal service customer? (to involved dealer)   Did customer buy vehicle outside of warranty?

 Are high dollar customer-pay ROs on record for this cust?   Does it seem customer doesn't take care of the vehicle?

 Is this a conquest buyer?   Is cause not normally covered by warranty?

  Is cause due to an accident insurance won't cover?

  Is cause due to damage by independent repair facility?

Additional key points

Per the customer, this vehicle was bought (used) at a GM Dealership

  

Reference

CAC SR#:  

CAC advisor:  Laci--> (866) 790-5700, Ext # 5921885

Some information in this report could not be verified/validated.  Verified information is indicated as such, and was pulled from GM Databases.

This customer has purchased these GM vehicles (verified):  1GNDT13S632

CUST. STATES: My husband contacted the dealership and they informed me it was a relay. They said the part is going to be 

about 55$. I was wondering if GM would be able to purchase the part and we can go about putting it in ourselves. 

CUST. SEEKS: Purchasing the part. 

CRS ADVISED: GM would NOT be able to purchase the part for you unfortunately. You are more then welcome to put it in 

yourself but we do prefer our customers to take their vehs. to a GM dealership and allow our trained techs to put it in. 

Supporting Factors



CAC SR Data Share After completing the SRDS, do this:   
  1) Grey 'Spellcheck' button to check spelling (at the bottom)
  2) Blue 'Save XLSM to Desktop' button 
  3) Green 'Save PDF to Desktop' button & CLOSE the PDF file (red x)
  4) Copy 'Key Points' (pink cell) to new "SR Summary" Comments
  5) Attach the Excel (.xlsm) file to the SR
  6) Attach the PDF file (.pdf) to the A02 SRDS email to the CEMs
  7) Red 'Clear Form' button 
  8) Complete a new SRDS.  Be sure save using the buttons!!

Customer’s name (for filename saving purposes): 

Key Points:                       
               

What is the customer's concern?
What help is the customer seeking?

What expectations did you set for the customer?

                        
You are empowered to deliver Exceptional Customer Experiences!

                       

The customer states that the dealership installed a part to correct a 
situation in which the headlight low-beams stopped working in an 
intermittent basis six to eight months ago. The problem persisted. He 
expressed that he feels that this may be the same defect as covered 
under recall 14291 which he received notice of for his 2007 Pontiac 
Grand Prix. The customer seeks repair and information as to the 
problem. He expressed that he lives 45 minuets to one hour from the 
dealership and works daytime hours. The customer was advised that the 
CRS will contact the dealership and he should expect to hear from them 
within two to three days.

Save PDF to Desktop 

Clear Form 

Save XLSM to Desktop 



Customer's preferred phone #:
Best time to call customer: After 6 PM

Has the customer had the current concern diagnosed by a GM Dealer? A GM Dealer has diagnosed the current concern
What is the status of the repairs (to address the current concern)? Repairs have not been scheduled

How many times has vehicle been serviced for this same concern (at any svc location)? 1
How many days has vehicle been inoperable (down) because of this concern? 0

Current status of the vehicle (operable or inoperable)? Vehicle is currently operable & can be driven
Has customer spent money out-of-pocket as a result of this concern? Yes

Current mileage (in miles)? 189,000
Bought brand new? Yes

(if bought used)   Roughly how many miles were on the vehicle at time of purchase? 
(if bought used) Was vehicle bought (used) at a GM Dealership?

Did customer purchase an Extended Service Contract (GM, Divisional, Aftermarket)? No

 End conversation with the customer here. Complete the rest of the SR Data Share in ACW (After Call Work).

Today's date: 9/16/2015
SR#:

CAC advisor's name (first & last): Ron Barat
CAC advisor's phone #: (866) 790-5600 

CAC advisor's extension #: 5913214
17-digit VIN#: 2G4WC582761

Make: Buick
Model: LaCrosse

Model Year: 2006
Is this a high-dollar or premium vehicle? No

Does this VIN have any active Extended Service Contracts? No
Does Order Type contain the word "FLEET"? No

Branded Title? No
Warranty Block? No



Warranty Start Date for this VIN: 10/13/2006

(if bought used)  Is this a GM Certified pre-owned used vehicle?

Is this the original owner? Yes
List of GM vehicles owned by this customer:

(including the vehicle they're calling about now) 

2006 Buick LaCrosse and 2007 Pontiac Grand Prix

Total number of GM vehicles this customer has owned:
(including the vehicle they're calling about now) 

2



CAC SR Data Share Report  - MCE 2.8, 8/19/15 9/16/15

Customer Vehicle            Status of vehicle/concern
2006 Buick LaCrosse            A GM Dealer has diagnosed the current concern

(3 2G4WC582761            Repairs have not been scheduled
Call After 6 PM Mileage now:  189000 mi            Vehicle is currently operable & can be driven

Key Points

Limiting Factors
  Original owner (verified)  
  
   Vehicle is > 8 years old (verified)
  Loyal GM customer:   2 GM vehicles purchased (verified)   Vehicle has > 100,000 miles
  
  
  Vehicle has been serviced for this concern:    1 time(s)  
  
  Customer has incurred costs due to this concern

 Please consider these additional questions:   Please consider these additional questions:
 Close to any applicable expiration limit?  (wrnty, spl covg, svc contrt)   Is vehicle way beyond all applicable expiration limits?
 Did cust buy an extd svc contract, but it's expired or n/a?   Does veh have an active aftermarket  Extd Svc Contract?
 Is this a loyal service customer? (to involved dealer)   Did customer buy vehicle outside of warranty?
 Are high dollar customer-pay ROs on record for this cust?   Does it seem customer doesn't take care of the vehicle?
 Is this a conquest buyer?   Is cause not normally covered by warranty?

  Is cause due to an accident insurance won't cover?
  Is cause due to damage by independent repair facility?

Additional key points
 
  

Reference
CAC SR#:
CAC advisor:  Ron Barat--> (866) 790-5600 , Ext # 5913214

Some information in this report could not be verified/validated.  Verified information is indicated as such, and was pulled from GM Databases.

This customer has purchased these GM vehicles (verified):  2006 Buick LaCrosse and 2007 Pontiac Grand Prix

The customer states that the dealership installed a part to correct a situation in which the headlight low-beams stopped 
working in an intermittent basis six to eight months ago. The problem persisted. He expressed that he feels that this may be 
the same defect as covered under recall 14291 which he received notice of for his 2007 Pontiac Grand Prix. The customer 
seeks repair and information as to the problem. He expressed that he lives 45 minuets to one hour from the dealership and 
works daytime hours. The customer was advised that the CRS will contact the dealership and he should expect to hear from 
them within two to three days.

Supporting Factors



General Excel Tips:

Right click on any cell with a comment & choose "Show/Hide Comments" to make the Comment stick (stay visible        
When you're done, Right click the cell with the comment showing & choose "Show/Hide Comments" to make the        

Ctrl+C to copy; Ctrl+V to paste; Ctrl+X to cut

If you leave & come back, click inside the cell & pick up at the blinking cursor (to prevent typing on top of what wa   

Alt+Enter lets you return to the next line inside a cell

Alt + down arrow key will show you the dropdown menu/choices list (do this if you don't like using a mouse)



                   even when you click away from that cell).
                  Comment go away (become hidden from immediate view).

                        as already there)





Hummer Yes - This V        

Unresolved - Customer     No - This is   

Diagnosed No



   IN has received goodwill or cost assistance 

    a new SR





CAC SR Data Share After completing the SRDS, do this:   
  1) Grey 'Spellcheck' button to check spelling (at the bottom)
  2) Blue 'Save XLSM to Desktop' button 
  3) Green 'Save PDF to Desktop' button & CLOSE the PDF file (red x)
  4) Copy 'Key Points' (pink cell) to new "SR Summary" Comments
  5) Attach the Excel (.xlsm) file to the SR
  6) Attach the PDF file (.pdf) to the A02 SRDS email to the CEMs
  7) Red 'Clear Form' button 
  8) Complete a new SRDS.  Be sure save using the buttons!!

Customer’s name (for your reference): Donald Laslie
Key Points:                       

               
What is the customer's concern?

What help is the customer seeking?
What expectations did you set for the customer?

                        
You are empowered to deliver Exceptional Customer Experiences!

                       

*Customer states that the low beams are intermittenly working. 
*Customer states that the high beams would work and low beams would 
not work. *Now the low beams work but would go out intermitenly. 
*Customer states that the concern happened 2 times since last year and 
then the other night. *Customer states that there is no recall on the 
vehicle. *Customer seeks to have the low beams repaired. *Customer 
states that the dealership told him that there is no solution to the 
concern. 

Customer's preferred phone #:
Best time to call customer: Anytime

Save PDF to Desktop 

Clear Form 

Save XLSM to Desktop 



Has the customer had the current concern diagnosed by a GM Dealer? A GM Dealer has NOT diagnosed current concern
What is the status of the repairs (to address the current concern)? Repairs have not been scheduled

How many times has vehicle been serviced for this same concern (at any svc location)? 0
How many days has vehicle been inoperable (down) because of this concern? 0

Current status of the vehicle (operable or inoperable)? Vehicle is currently operable & can be driven
Has customer spent money out-of-pocket as a result of this concern? No

Current mileage (in miles)? 195,000
Bought brand new? Yes

(if bought used)   Roughly how many miles were on the vehicle at time of purchase? 
(if bought used) Was vehicle bought (used) at a GM Dealership?

Did customer purchase an Extended Service Contract (GM, Divisional, Aftermarket)? Unsure/Unknown

 End conversation with the customer here. Complete the rest of the SR Data Share in ACW (After Call Work).

Today's date: 9/14/2015
SR#:

CAC advisor's name (first & last): Scott Cunningham 
CAC advisor's phone #: (866) 790-5700

CAC advisor's extension #: 5921062
17-digit VIN#: 1GNDT13S3224

Make: Chevrolet
Model: Trailblazer

Model Year: 2002
Is this a high-dollar or premium vehicle? No

Does this VIN have any active Extended Service Contracts? No
Does Order Type contain the word "FLEET"? No

Branded Title? No
Warranty Block? No

Warranty Start Date for this VIN: 6/4/2002



(if bought used)  Is this a GM Certified pre-owned used vehicle? No

Is this the original owner? Yes
List of GM vehicles owned by this customer:

(including the vehicle they're calling about now) 
1GNDT13S3224  BNSR Jun 4, 2002 --- 2002 CHEVROLET 
TRAILBLAZER  --- --- --- N ---  Current Jun 3, 2002 Mar 3, 2016 --- --- --- --- --
- --- --- --- --- --- ---
 1G2WH54T9NF25 4 BND Apr 15, 1992 May 1, 2001 1992 PONTIAC 
GRAND PRIX  --- --- --- N

Total number of GM vehicles this customer has owned:
(including the vehicle they're calling about now) 

2



CAC SR Data Share Report  - MCE 2.6, 6/15/15 9/14/15

Customer Vehicle            Status of vehicle/concern
2002 Chevrolet Trailblazer            A GM Dealer has NOT diagnosed current concern
1GNDT13S322            Repairs have not been scheduled

Call Anytime Mileage now:  195000 mi            Vehicle is currently operable & can be driven

Key Points

Limiting Factors
  Original owner (verified)  
 #REF!
   Vehicle is > 8 years old (verified)
  Loyal GM customer:   2 GM vehicles purchased (verified)   Vehicle has > 100,000 miles
  
  
   
  
 

 Please consider these additional questions:   Please consider these additional questions:
 Close to any applicable expiration limit?  (wrnty, spl covg, svc contrt)   Is vehicle way beyond all applicable expiration limits?
 Did cust buy an extd svc contract, but it's expired or n/a?   Does veh have an active aftermarket  Extd Svc Contract?
 Is this a loyal service customer? (to involved dealer)   Did customer buy vehicle outside of warranty?
 Are high dollar customer-pay ROs on record for this cust?   Does it seem customer doesn't take care of the vehicle?
 Is this a conquest buyer?   Is cause not normally covered by warranty?

  Is cause due to an accident insurance won't cover?
  Is cause due to damage by independent repair facility?

Additional key points
 
  

Reference
CAC SR#:  
CAC advisor:  Scott Cunningham --> (866) 790-5700, Ext # 5921062

Some information in this report could not be verified/validated.  Verified information is indicated as such, and was pulled from GM Databases.

This customer has purchased these GM vehicles (verified):  1GNDT13S32 BNSR Jun 4, 2002 --- 2002 CHEVROLET 
TRAILBLAZER  --- --- --- N ---  Current Jun 3, 2002 Mar 3, 2016 --- --- --- --- --- --- --- --- --- --- ---
 1G2WH54T9NF2 BND Apr 15, 1992 May 1, 2001 1992 PONTIAC GRAND PRIX  --- --- --- N

*Customer states that the low beams are intermittenly working. *Customer states that the high beams would work and low 
beams would not work. *Now the low beams work but would go out intermitenly. *Customer states that the concern 
happened 2 times since last year and then the other night. *Customer states that there is no recall on the vehicle. 
*Customer seeks to have the low beams repaired. *Customer states that the dealership told him that there is no solution to 
the concern. 

Supporting Factors



General Excel Tips:

Right click on any cell with a comment & choose "Show/Hide Comments" to make the Comment stick (stay visible        
When you're done, Right click the cell with the comment showing & choose "Show/Hide Comments" to make the        

Ctrl+C to copy; Ctrl+V to paste; Ctrl+X to cut

If you leave & come back, click inside the cell & pick up at the blinking cursor (to prevent typing on top of what wa   

Alt+Enter lets you return to the next line inside a cell

Alt + down arrow key will show you the dropdown menu/choices list (do this if you don't like using a mouse)



                   even when you click away from that cell).
                  Comment go away (become hidden from immediate view).

                        as already there)





Hummer Yes - This V        

Unresolved - Customer     No - This is   

Diagnosed No



   IN has received goodwill or cost assistance 

    a new SR





CAC SR Data Share After completing the SRDS, do this:   
  1) Grey 'Spellcheck' button to check spelling (at the bottom)
  2) Blue 'Save XLSM to Desktop' button 
  3) Green 'Save PDF to Desktop' button & CLOSE the PDF file (red x)
  4) Copy 'Key Points' (pink cell) to new "SR Summary" Comments
  5) Attach the Excel (.xlsm) file to the SR
  6) Attach the PDF file (.pdf) to the A02 SRDS email to the CEMs
  7) Red 'Clear Form' button 
  8) Complete a new SRDS.  Be sure save using the buttons!!

Customer’s name (for filename saving purposes): Brian Nagy

Key Points:                       
               

What is the customer's concern?
What help is the customer seeking?

What expectations did you set for the customer?

                        
You are empowered to deliver Exceptional Customer Experiences!

                       

The customer contacted CAC for reimbursement for s repair he had for a 
headlamp in the amount of $168.00

Save PDF to Desktop 

Clear Form 

Save XLSM to Desktop 



Customer's preferred phone #:
Best time to call customer: 7am-10pm

Has the customer had the current concern diagnosed by a GM Dealer? A GM Dealer has diagnosed the current concern
What is the status of the repairs (to address the current concern)? Repairs are scheduled

How many times has vehicle been serviced for this same concern (at any svc location)? 0
How many days has vehicle been inoperable (down) because of this concern? 0

Current status of the vehicle (operable or inoperable)? Vehicle is currently operable & can be driven
Has customer spent money out-of-pocket as a result of this concern? Yes

Current mileage (in miles)? 111,000
Bought brand new? No

(if bought used)   Roughly how many miles were on the vehicle at time of purchase? 78,000
(if bought used) Was vehicle bought (used) at a GM Dealership? Yes

Did customer purchase an Extended Service Contract (GM, Divisional, Aftermarket)? No

 End conversation with the customer here. Complete the rest of the SR Data Share in ACW (After Call Work).

Today's date: 9/23/2015

CAC advisor's name (first & last): Paul Reyes
CAC advisor's phone #: (866) 790-5700

CAC advisor's extension #: 5913257
17-digit VIN#: 1GKDT13S772

Make: Chevrolet
Model: Envoy

Model Year: 2007
Is this a high-dollar or premium vehicle? No

Does this VIN have any active Extended Service Contracts? No
Does Order Type contain the word "FLEET"? No

Branded Title? No
Warranty Block? No



Warranty Start Date for this VIN: 8/16/2006

(if bought used)  Is this a GM Certified pre-owned used vehicle? No

Is this the original owner? No
List of GM vehicles owned by this customer:

(including the vehicle they're calling about now) 

2005 Chevrolet Cobalt, 2011 Chevrolet Traverse, 2007 GMC Envoy

Total number of GM vehicles this customer has owned:
(including the vehicle they're calling about now) 

3





General Excel Tips:

Right click on any cell with a comment & choose "Show/Hide Comments" to make the Comment stick (stay visible        
When you're done, Right click the cell with the comment showing & choose "Show/Hide Comments" to make the        

Ctrl+C to copy; Ctrl+V to paste; Ctrl+X to cut

If you leave & come back, click inside the cell & pick up at the blinking cursor (to prevent typing on top of what wa   

Alt+Enter lets you return to the next line inside a cell

Alt + down arrow key will show you the dropdown menu/choices list (do this if you don't like using a mouse)



                   even when you click away from that cell).
                  Comment go away (become hidden from immediate view).

                        as already there)





Hummer Yes - This V        

Unresolved - Customer     No - This is   

Diagnosed No



   IN has received goodwill or cost assistance 

    a new SR





CAC SR Data Share Report  - MCE 2.8, 8/19/15 9/18/15

Customer Vehicle            Status of vehicle/concern

2009 Chevrolet TrailBlazer            A GM Dealer has diagnosed the current concern

1GNDT33S2921            Repairs are all complete

Call Any Mileage now:  38845 mi            Vehicle is currently operable & can be driven

Key Points

Limiting Factors
  Original owner (verified)  

  

  
  Loyal GM customer:   3 GM vehicles purchased (verified)  
  

  
    Active Extd Svc Contract on record for vehicle (verified)
  

  Customer has incurred costs due to this concern

 Please consider these additional questions:   Please consider these additional questions:

 Close to any applicable expiration limit?  (wrnty, spl covg, svc contrt)   Is vehicle way beyond all applicable expiration limits?

 Did cust buy an extd svc contract, but it's expired or n/a?   Does veh have an active aftermarket  Extd Svc Contract?

 Is this a loyal service customer? (to involved dealer)   Did customer buy vehicle outside of warranty?

 Are high dollar customer-pay ROs on record for this cust?   Does it seem customer doesn't take care of the vehicle?

 Is this a conquest buyer?   Is cause not normally covered by warranty?

  Is cause due to an accident insurance won't cover?

  Is cause due to damage by independent repair facility?

Additional key points

 

  

Reference

CAC SR#:  8

CAC advisor:  Ivan Bimbelov--> (866) 790-5700, Ext # 5921589

Some information in this report could not be verified/validated.  Verified information is indicated as such, and was pulled from GM Databases.

This customer has purchased these GM vehicles (verified):  05-TrailBlazer, 05-TrailBlazer, 09-TrailBlazer

Cust Sts:

    -Headlight was coming on and off intermittently 

    -Dealership stated that it is a broken wire and they need to put in a black relay 

    -All of the relays in his vehicle are Gray and if there was a broken wire the light would not work at all but it is an 

intermittent issue 

      -Dealer Charged him only $250 for Diagnosis

      -Customer Feels that they did the wrong diagnosis and wants his money back 

Cust Sks:

     -Dealership Complaint

     -Reimbursement

                     
Supporting Factors









    
      

 

      









    

    

   

    

  

   

                    

              

                   

                   

                    

                  

                     

                  

                     

                    

                   

                      

                   

                    

                      



     

                     

                

                      

                     

                    

                       

                       

                  

                     

                    

                   

  



           

  

   

   

   

                 

       

  

                    

              

   

                  

      

   

    

  

 

   

        

  

      

   

                     

                

  

         

   



Thank you for that information. I do understand your concern and frustration with the vehicle. Has the 
vehicle been to the dealership for this issue? 

[4:38:28 PM]:  

No, I called the dealership and was basically told the same thing it's under a recall. You can google 2004 
trailblazer recalls and it shows but state no solution for this issue yet. I did take it to my mechanic and it 
will cost $500 for him to change out the complete cluster  

Katelin [4:41:41 PM]:  

Thank you for that information. Recalls are VIN specific. I do not see any open recalls on the vehicle. The 
vehicle would need to be properly diagnosed to determine the cause of the issue. Once the vehicle has 
been properly diagnosed by the dealership they will be able to determine the cause of the issue and 
look in to possible repairs. Due to the age and mileage of the vehicle the repairs would be at customer 
expense.  

Katelin [4:43:32 PM]:  

Can I assist you in locating dealerships within your area? 

Caller  left the call. 

You have been disconnected from the chat session. If you require further assistance, please start 
another chat session or visit it.support.gm.com for more support options. 





2

Thanks,

Stephanie D. Washington
General Motors Business Resource Center
Product Assistance Claims Department
stephanie.1.washington@gm.com
P 866.446.6963 ext. 5911723
F 866.476.8227







 

Connecting.....A live chat agent is now entering the chat. 

Caller English 

System [10:59:17 AM]:  

Welcome to chat. 

Gabrielle [10:59:26 AM]:  

Thank you for contacting Chevrolet Customer Assistance, Luke! My name is Gabrielle. How can I assist 
you today? 

 [10:59:48 AM]:  

My 2006 Chevrolet Trailblazer vin# 1GNDT13S2621  is having an issue with the low beam 
headlights. They will cut off while driving during the night without warning. This is a major safety issue 
and I have lodged a complaint with the NHTSA concerning this as there is seems to be a growing 
problem with this. 

 [11:00:22 AM]:  

Is there a Service items on this? 

Gabrielle [11:02:17 AM]:  

I do apologize for the issue you are having with your vehicle. Unfortunately at this time there is not a 
recall or special coverage for this issue. I will definitely document the issue for you as GM does go over 
our documentation.  

Gabrielle [11:02:53 AM]:  

Can you verify your email and phone number for me so I can attach it to this document? 

 [11:03:51 AM]:  

Home phone  

Gabrielle [11:04:30 AM]:  

Thank you for that information. Also, about how many miles are on your vehicle? 

 [11:04:42 AM]:  

77000 

Gabrielle [11:05:05 AM]:  



Thank you. Do you work with Bill Gatton Chevrolet? 

[11:05:21 AM]:  

I'm sorry I think it is around 90,000 

 [11:05:32 AM]:  

Yes we use Bill Gatton. 

Gabrielle [11:06:23 AM]:  

Thank you for that information. I will definitely get this information into our system. Is there anything 
else I can assist you with at this time? 

 [11:06:51 AM]:  

That should take care of it. Thank you 

Gabrielle [11:07:17 AM]:  

You are welcome. Thank you for contacting Chevrolet Customer Assistance. Have a wonderful day. 

You have been disconnected from the chat session. If you require further assistance, please start 
another chat session or visit it.support.gm.com for more support options. 



Connecting.....A live chat agent is now entering the chat. 

Caller English 

System [8:11:18 PM]:  

Welcome to GM 

Connecting.....A live chat agent is now entering the chat. [River] 

System [8:11:21 PM]:  

Welcome to chat. 

River [8:11:27 PM]:  

Hello and welcome to General Motors Infotainment Customer Support! How may I help you today? 

 [8:11:35 PM]:  

my headlights will not come on 

River [8:11:40 PM]:  

To better assist you I am going to transfer you to our Customer Assistance Team who can better answer 
this question. Please hold one moment while I transfer you. Thank you. 

11:56 PM]:  

Thank you 

Conference call connected. [Melissa] 

Agent River left the call 

Melissa [8:12:29 PM]:  

Thank you for chatting with us Kaye. Please allow me a few moments to review the chat with the 
previous agent. 

Melissa [8:12:57 PM]:  

I understand you are having an issue with your headlights. Is this correct? 

 [8:13:10 PM]:  

I have a 2003 EnvoyXL. Tonight my headlights will not come on 

 [8:13:35 PM]:  



All the other lights work fine. 

Melissa [8:13:40 PM]:  

I apologize you are having an issue. Do you have your VIN available so I can better assist you? 

[8:14:02 PM]:  

Hold one while I get it 

Melissa [8:14:54 PM]:  

That is alright. I did not realize you were already in our system. I have your VIN number here. 

Melissa [8:15:00 PM]:  

Thank you though. 

Melissa [8:15:13 PM]:  

Please allow me a few moments to look into your concern. 

 [8:15:55 PM]:  

1GKET16S53  

Ka  [8:18:29 PM]:  

Are you there? 

Melissa [8:18:46 PM]:  

I am researching your concern. Please allow me a few moments. 

 [8:18:59 PM]:  

OK 

Melissa [8:21:49 PM]:  

There should be a knob on your dash. It will be on the left side of your steering wheel. There should be 
pictures of light bulbs on it. Can you check to see if it is set on the symbol that looks like a bullet with 
dots behind it? 

[8:22:37 PM]:  

I am inside the house now, I will go get in the car, hold on. 

Melissa [8:23:07 PM]:  



Thank you. If it is not on that symbol, which symbol is it on? 

 [8:24:06 PM]:  

I just asked my husband and he said yes it is 

Melissa [8:24:49 PM]:  

Thank you. Is it the bullet or the outline of the bullet with the dots? I am sorry. I did not realize when I 
asked you that there are two different bullet symbols on that knob. 

[8:26:30 PM]:  

my husband said he has tried it in all positionbs, Should we go to the car? 

 [8:28:26 PM]:  

We are in the car 

Melissa [8:28:55 PM]:  

That is alright. If he has tried it in all positions and it is not working, then it is not the knob. The filled-in 
bullet with the dots behind it is the automatic setting. This turns the lights on automatically when it gets 
to a certain level of darkness. If they are not working on that setting, then it is a problem elsewhere. 
Unfortunately, if it is not an issue with the knob, I will not be able to assist. It appears your concern is a 
higher level of technical than I am trained for. I would recommend taking the vehicle to the dealership 
when they open tomorrow to have them diagnose the concern. I do apologize for the inconvenience. 

 [8:30:14 PM]:  

I thank you for your help. My husband seems to think it is a fuse. 

Melissa [8:30:42 PM]:  

You are welcome. I do apologize that I cannot be of more assistance. Unfortunately, I do not have 
technical training here. 

[8:31:05 PM]:  

Thank you 

Melissa [8:31:27 PM]:  

Is there anything else I can assist you with? 

Melissa [8:34:03 PM]:  

I am still available to assist you. Are you still there? 



Melissa [8:36:03 PM]:  

Due to no response I am going to disconnect the chat. Thank you for contacting GM customer 
assistance. If you have further questions please contact us by chat or by calling 1-800-222-1020. 

You have been disconnected from the chat session. If you require further assistance, please start 
another chat session or visit it.support.gm.com for more support options. 



CAC SR Data Share After completing the SRDS, do this:   
  1) Grey 'Spellcheck' button to check spelling (at the bottom)
  2) Blue 'Save XLSM to Desktop' button 
  3) Green 'Save PDF to Desktop' button & CLOSE the PDF file (red x)
  4) Copy 'Key Points' (pink cell) to new "SR Summary" Comments
  5) Attach the Excel (.xlsm) file to the SR
  6) Attach the PDF file (.pdf) to the A02 SRDS email to the CEMs
  7) Red 'Clear Form' button 
  8) Complete a new SRDS.  Be sure save using the buttons!!

Customer’s name (for filename saving purposes): 

Key Points:                       
               

What is the customer's concern?
What help is the customer seeking?

What expectations did you set for the customer?

                        
You are empowered to deliver Exceptional Customer Experiences!

                       

Customer States – The customer has a $180 repair quote for an 
intermittent head lamp switch. He had his vehicle in for other repairs 
and didn't have this issue before. He knows there is a recall for this issue, 
but not on his VIN. He feels it was caused by the dealer or a defect. He 
wants to know if there is any assistance that can be offered or if it could 
be covered.

Customer Seeks – Cost Assistance or Repair Coverage 

CRS Advised – The information will be sent to the CEMs at the dealer and 
we will work toward a positive resolution. There is nothing guaranteed 
as far as assistance goes.

Joshua/CAC/WMI/T2

Save PDF to Desktop 

Clear Form 

Save XLSM to Desktop 



Customer's preferred phone #:
Best time to call customer: Anytime

Has the customer had the current concern diagnosed by a GM Dealer? A GM Dealer has diagnosed the current concern
What is the status of the repairs (to address the current concern)? Repairs have not been scheduled

How many times has vehicle been serviced for this same concern (at any svc location)? 0
How many days has vehicle been inoperable (down) because of this concern? 0

Current status of the vehicle (operable or inoperable)? Vehicle is currently operable & can be driven
Has customer spent money out-of-pocket as a result of this concern? Yes

Current mileage (in miles)? 156,000
Bought brand new? No

(if bought used)   Roughly how many miles were on the vehicle at time of purchase? 
(if bought used) Was vehicle bought (used) at a GM Dealership?

Did customer purchase an Extended Service Contract (GM, Divisional, Aftermarket)? No

 End conversation with the customer here. Complete the rest of the SR Data Share in ACW (After Call Work).

Today's date: 10/21/2015
SR#

CAC advisor's name (first & last): Joshua
CAC advisor's phone #: (866) 790-5700

CAC advisor's extension #: 5921605
17-digit VIN#: 2G4WE587X6

Make: Buick
Model: LaCrosse

Model Year: 2006
Is this a high-dollar or premium vehicle? No

Does this VIN have any active Extended Service Contracts? No
Does Order Type contain the word "FLEET"? No

Branded Title? No
Warranty Block? No



Warranty Start Date for this VIN: 2/14/2007

(if bought used)  Is this a GM Certified pre-owned used vehicle?

Is this the original owner? No
List of GM vehicles owned by this customer:

(including the vehicle they're calling about now) 

2006 LaCrosse

Total number of GM vehicles this customer has owned:
(including the vehicle they're calling about now) 

1



CAC SR Data Share Report  - MCE 2.8, 8/19/15 10/21/15

Customer Vehicle            Status of vehicle/concern
2006 Buick LaCrosse            A GM Dealer has diagnosed the current concern

( 2G4WE587X61            Repairs have not been scheduled
Call Anytime Mileage now:  156000 mi            Vehicle is currently operable & can be driven

Key Points

Limiting Factors
  
  
  First time GM buyer (verified)   Vehicle is > 8 years old (verified)
    Vehicle has > 100,000 miles
  
  
   
  
  Customer has incurred costs due to this concern

 Please consider these additional questions:   Please consider these additional questions:
 Close to any applicable expiration limit?  (wrnty, spl covg, svc contrt)   Is vehicle way beyond all applicable expiration limits?
 Did cust buy an extd svc contract, but it's expired or n/a?   Does veh have an active aftermarket  Extd Svc Contract?
 Is this a loyal service customer? (to involved dealer)   Did customer buy vehicle outside of warranty?
 Are high dollar customer-pay ROs on record for this cust?   Does it seem customer doesn't take care of the vehicle?
 Is this a conquest buyer?   Is cause not normally covered by warranty?

  Is cause due to an accident insurance won't cover?
  Is cause due to damage by independent repair facility?

Additional key points
 
  

Reference
CAC SR#:  
CAC advisor:  Joshua--> (866) 790-5700, Ext # 5921605

Some information in this report could not be verified/validated.  Verified information is indicated as such, and was pulled from GM Databases.

This customer has purchased these GM vehicles (verified):  2006 LaCrosse

Customer States – The customer has a $180 repair quote for an intermittent head lamp switch. He had his vehicle in for 
other repairs and didn't have this issue before. He knows there is a recall for this issue, but not on his VIN. He feels it was 
caused by the dealer or a defect. He wants to know if there is any assistance that can be offered or if it could be covered.

Customer Seeks – Cost Assistance or Repair Coverage 

CRS Advised – The information will be sent to the CEMs at the dealer and we will work toward a positive resolution. There is 
nothing guaranteed as far as assistance goes.

Joshua/CAC/WMI/T2

Supporting Factors



General Excel Tips:

Right click on any cell with a comment & choose "Show/Hide Comments" to make the Comment stick (stay visible        
When you're done, Right click the cell with the comment showing & choose "Show/Hide Comments" to make the        

Ctrl+C to copy; Ctrl+V to paste; Ctrl+X to cut

If you leave & come back, click inside the cell & pick up at the blinking cursor (to prevent typing on top of what wa   

Alt+Enter lets you return to the next line inside a cell

Alt + down arrow key will show you the dropdown menu/choices list (do this if you don't like using a mouse)



                   even when you click away from that cell).
                  Comment go away (become hidden from immediate view).

                        as already there)





Hummer Yes - This V        

Unresolved - Customer     No - This is   

Diagnosed No



   IN has received goodwill or cost assistance 

    a new SR





CAC SR Data Share After completing the SRDS, do this:   
  1) Grey 'Spellcheck' button to check spelling (at the bottom)
  2) Blue 'Save XLSM to Desktop' button 
  3) Green 'Save PDF to Desktop' button & CLOSE the PDF file (red x)
  4) Copy 'Key Points' (pink cell) to new "SR Summary" Comments
  5) Attach the Excel (.xlsm) file to the SR
  6) Attach the PDF file (.pdf) to the A02 SRDS email to the CEMs
  7) Red 'Clear Form' button 
  8) Complete a new SRDS.  Be sure save using the buttons!!

Customer’s name (for filename saving purposes): 

Key Points:                       
               

What is the customer's concern?
What help is the customer seeking?

What expectations did you set for the customer?

                        
You are empowered to deliver Exceptional Customer Experiences!

                       

Customer sts: Headlights are not coming on manually. The issue started 
Sunday evening 10/25/15. Vehicle is at Lynn Smith Chevrolet now. Cust 
states that vehicle has had electrical issues in the past. He also found a 
recall notice online (Recall 14291) and thinks it is related to this.

Customer sks: Vehicle to be repaired and cost assist for repair.

SA adv: Apologized for the concern. Verified cust info, involved dlr, and 
mileage. Explained that recalls are VIN specific. Will partner with CEM, 
Chuck Clark and explained his role. CEM or SA will contact cust in 1-2 
business days.

Faye P/WMI/CAC Tier 2

Save PDF to Desktop 

Clear Form 

Save XLSM to Desktop 



Customer's preferred phone #:
Best time to call customer: Anytime

Has the customer had the current concern diagnosed by a GM Dealer? A GM Dealer has NOT diagnosed current concern
What is the status of the repairs (to address the current concern)? Repairs have not been scheduled

How many times has vehicle been serviced for this same concern (at any svc location)? 0
How many days has vehicle been inoperable (down) because of this concern? 3

Current status of the vehicle (operable or inoperable)? Vehicle is currently inoperable/down 
Has customer spent money out-of-pocket as a result of this concern? No

Current mileage (in miles)? 53,000
Bought brand new? No

(if bought used)   Roughly how many miles were on the vehicle at time of purchase? 26,000
(if bought used) Was vehicle bought (used) at a GM Dealership? No

Did customer purchase an Extended Service Contract (GM, Divisional, Aftermarket)? No

 End conversation with the customer here. Complete the rest of the SR Data Share in ACW (After Call Work).

Today's date: 10/27/2015
SR#:

CAC advisor's name (first & last): Faye Proud
CAC advisor's phone #: (866) 790-5600 

CAC advisor's extension #: 5913493
17-digit VIN#: 1GKDS13S18

Make: GMC
Model: Envoy

Model Year: 2008
Is this a high-dollar or premium vehicle? No

Does this VIN have any active Extended Service Contracts? No
Does Order Type contain the word "FLEET"? No

Branded Title? No
Warranty Block? No



Warranty Start Date for this VIN: 8/26/2008

(if bought used)  Is this a GM Certified pre-owned used vehicle? No

Is this the original owner? No
List of GM vehicles owned by this customer:

(including the vehicle they're calling about now) 

2008-Envoy

Total number of GM vehicles this customer has owned:
(including the vehicle they're calling about now) 

1



CAC SR Data Share Report  - MCE 2.8, 8/19/15 10/27/15

Customer Vehicle            Status of vehicle/concern
2008 GMC Envoy            A GM Dealer has NOT diagnosed current concern

( 1GKDS13S182            Repairs have not been scheduled
Call Anytime Mileage now:  53000 mi            Vehicle is currently inoperable/down 

Key Points

Limiting Factors
  
  
  First time GM buyer (verified)  
   
  
  
   
  Vehicle was inop/down due to this concern:  3 day(s)
 

 Please consider these additional questions:   Please consider these additional questions:
 Close to any applicable expiration limit?  (wrnty, spl covg, svc contrt)   Is vehicle way beyond all applicable expiration limits?
 Did cust buy an extd svc contract, but it's expired or n/a?   Does veh have an active aftermarket  Extd Svc Contract?
 Is this a loyal service customer? (to involved dealer)   Did customer buy vehicle outside of warranty?
 Are high dollar customer-pay ROs on record for this cust?   Does it seem customer doesn't take care of the vehicle?
 Is this a conquest buyer?   Is cause not normally covered by warranty?

  Is cause due to an accident insurance won't cover?
  Is cause due to damage by independent repair facility?

Additional key points
 
Approximate # of miles on the vehicle when customer purchased it (used):    26000 mi

Reference
CAC SR#:  
CAC advisor:  Faye Proud--> (866) 790-5600 , Ext # 5913493

Some information in this report could not be verified/validated.  Verified information is indicated as such, and was pulled from GM Databases.

This customer has purchased these GM vehicles (verified):  2008-Envoy

Customer sts: Headlights are not coming on manually. The issue started Sunday evening 10/25/15. Vehicle is at Lynn Smith 
Chevrolet now. Cust states that vehicle has had electrical issues in the past. He also found a recall notice online (Recall 
14291) and thinks it is related to this.

Customer sks: Vehicle to be repaired and cost assist for repair.

SA adv: Apologized for the concern. Verified cust info, involved dlr, and mileage. Explained that recalls are VIN specific. Will 
partner with CEM, Chuck Clark and explained his role. CEM or SA will contact cust in 1-2 business days.

Faye P/WMI/CAC Tier 2

Supporting Factors



General Excel Tips:

Right click on any cell with a comment & choose "Show/Hide Comments" to make the Comment stick (stay visible        
When you're done, Right click the cell with the comment showing & choose "Show/Hide Comments" to make the        

Ctrl+C to copy; Ctrl+V to paste; Ctrl+X to cut

If you leave & come back, click inside the cell & pick up at the blinking cursor (to prevent typing on top of what wa   

Alt+Enter lets you return to the next line inside a cell

Alt + down arrow key will show you the dropdown menu/choices list (do this if you don't like using a mouse)



                   even when you click away from that cell).
                  Comment go away (become hidden from immediate view).

                        as already there)





Hummer Yes - This V        

Unresolved - Customer     No - This is   

Diagnosed No



   IN has received goodwill or cost assistance 

    a new SR





Connecting.....A live chat agent is now entering the chat. 

Caller English 

System [3:56:35 PM]:  

Welcome to chat. 

Melissa [3:56:53 PM]:  

Thank you for contacting Chevrolet Customer Assistance, My name is Melissa, how may I assist 
you today?  

Melissa [3:59:35 PM]:  

I am available to help you with any questions. I just want to make sure you are still there.  

 [3:59:50 PM]:  

Yes i have a 2007 chevy trailblazer that the low beams keep going out sporadically and coming back on. 
However the high beams will work when off 

Melissa [4:00:59 PM]:  

I am sorry to hear that you are experiencing these issues with your vehicle. Could you please provide me 
with your VIN and vehicle mileage? 

 [4:01:19 PM]:  

I am wondering if this is something that was recalled as i have read online that there are quite a few 
with this problem. Also the interior lights don't always come on when you open the door, the doors do 
not ding when open and my radio power is also spordiac. 

 [4:01:42 PM]:  

1GNDT13S67  around 135,000 

Melissa [4:02:13 PM]:  

I can understand how frustrating things like this can be, have you had your vehicle in to a dealership 
within the last sixty days to be diagnosed? 

 [4:03:54 PM]:  

My mother also owns a chevy tahoe and seems to also have lots of electrical issues with her car. I didn't 
know if this is something common with chevy vehichles. And yes i have they said i need to bring it in 
while it is doing it and i only know about it at night and its sporadic so i don't think they will be able to 
diagnois it. 



Melissa [4:04:46 PM]:  

There are currently no recalls on your vehicle. When was the last time you were at the dealership for 
these issues? 

[4:05:30 PM]:  

within the last six months and they couldn't find any thing. 

[4:07:13 PM]:  

to be honest i had to have the electrical switch fixed that was under warranty/recall due to electrical 
malfunction. I can honestly say as much electrical trouble as i have had i won't be looking for a chevy 
vehicle when i buy a new one. 

Melissa [4:09:19 PM]:  

Unfortunately, we do need to have the vehicle at the dealership within the last sixty days in order to 
move further with this case. Would you like for me to locate your local dealership's phone number so 
that we can attempt to diagnose the vehicle? At that point, if the dealership cannot duplicate the issues, 
you can call us or chat back in to speak with a senior adviser. We would then be able to move on to 
more resources to have your vehicle diagnosed and fixed.  

[4:10:11 PM]:  

ok i will look into that. do i need to reference anything when i contact you 

Melissa [4:10:55 PM]:  

Yes, you will need to reference your case number. Could I please gather some information from you so 
that I can complete the documentation? 

[4:11:45 PM]:  

sure 

Melissa [4:11:57 PM]:  

What is the name of the dealer you have been working alongside in trying to diagnose your vehicle? 

4:12:26 PM]:  

Vaughn Automotive 

Melissa [4:13:18 PM]:  

Thank you for that information. Also, could I please have your e-mail address, your mailing address, and 
your phone number? 



[4:14:56 PM]:  

,  Ottumwa, IA  

Melissa [4:16:30 PM]:  

Thank you for that information. Your case number is . If you would like for me to locate 
your local dealership's phone number for you, I will only require your zip code.  

4:17:16 PM]:  

I have it thank you. 

Melissa [4:17:38 PM]:  

You're welcome. Is there anything else I may assist you with today, Angie? 

[4:19:01 PM]:  

no thank you 

Melissa [4:19:20 PM]:  

Thank you for chatting in today! Please don't hesitate to come back and chat with us. We are here to 
chat Monday through Friday from 8:00 a.m. to 11:00 p.m., Saturday from 9:00 a.m. to 11:00 p.m., and 
Sunday from 12:00 p.m. to 9:00 p.m. Eastern time. Have a great day! 

You have been disconnected from the chat session. If you require further assistance, please start 
another chat session or visit it.support.gm.com for more support options. 



 

Connecting.....A live chat agent is now entering the chat. 

Caller English 

System [6:56:11 PM]:  

Welcome to chat. 

Gabrielle [6:56:29 PM]:  

Thank you for contacting Chevrolet Customer Assistance, s! My name is Gabrielle. How can I assist 
you today? 

 [6:57:05 PM]:  

I have a ? regarding my 2004 chevy trailblazer and the headlights, concerned about any recalls 

Gabrielle [6:57:47 PM]:  

I am more than happy to look into that information for you. Can you provide me with your VIN? 

 [6:59:50 PM]:  

1GNDT13S64  

Gabrielle [7:00:37 PM]:  

Thank you for that. There are no recalls on your vehicle. 

 [7:01:32 PM]:  

DO YOU know if there are any problem with the headlights and the module? 

Gabrielle [7:02:14 PM]:  

I have not heard of any issues with the headlights sir. I would suggest having your vehicle diagnosed by a 
Chevrolet Dealership. Would you like me to locate a dealership for you? 

Gabrielle [7:05:10 PM]:  

I am still available is there anything I can assist you with today? 

 [7:05:43 PM]:  

nope bye 

7:05:55 PM]:  



bye thanks 

Gabrielle [7:06:29 PM]:  

Thank you for contacting Chevrolet Customer Assistance. Have a good evening. 

You have been disconnected from the chat session. If you require further assistance, please start 
another chat session or visit it.support.gm.com for more support options. 



   
    

    

 

            
                
             

            
     

              
               

       

           

  
   



 
 

 

  

              







   

  

   

                    

           

             

           

           

            

            

         

           

  

  

   

    

  

     

      



RE: SR  Parlier Vehicle Melt Fuse Block

Rosa,

I tried to send several pictures to you yesterday by email.  Please verify if you received and if they meet your requirements if so.

Thanks,

Jeff Parlier

From: rosa.barnes@gm.com
To: jgp237@msn.com
Subject: SR 2 Parlier Vehicle Melt Fuse Block
Date: Mon, 23 Nov 2015 15:53:32 +0000

Good morning,

We need proof of ownership title, registration and driver license. We need the
following pictures driver (left) side exterior, passenger (right) side exterior, front
exterior, rear exterior, image of concern & affected area, close-up image of
concern, vehicle certification label with VIN visible, add additional photos as
necessary and the engine compartment.

Please call me if you have any questions.

Thank you,

Rosa Barnes

Product Assistance Center

Tel: 866.446.6963 ext 5911582

Fax: 866.281.0324

Hours Monday - Friday 8am-5pm Eastern

rosa.barnes@gm.com

Jeff Parlier <jgp237@msn.com>

Tue 2015-11-24 09:32

To Rosa Barnes (C) <rosa.barnes@gm.com>;

Page 1 of 2RE: SR Parlier Vehicle Melt Fuse Block - Rosa Barnes (C)
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Nothing in this message is intended to constitute an electronic signature unless a specific statement to the contrary is included in
this message.

Confidentiality Note: This message is intended only for the person or entity to which it is addressed. It may contain confidential
and/or privileged material. Any review, transmission, dissemination or other use, or taking of any action in reliance upon this
message by persons or entities other than the intended recipient is prohibited and may be unlawful. If you received this message
in error, please contact the sender and delete it from your computer.
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Product Safety Recall N040005 04005 WINDSHIELD WIPER
MOTOR FAILURE 07/06/2004 Closed
09/20/2005 061106 ZFAT----Field Action Recall  V1265 -
04087 - Inspect and Replace One or Both Tail Lamp Circuit
Boards and Lamps 14,817 MI
08/06/2004 293709 ZFAT----Field Action Recall  V1115 -
04005 - Inspect WSW Module and Install Seal Assembly 5,252
MI
08/07/2003 263692 ZFAT----Field Action Recall  V0994 -
03012-INSTALL PLUG AND REMOVE OVERRIDE LEVER 3,704
MI

Mileage 109,000

Purchased From Third party

Vehicle Insured Yes

MSRP/KBB (Trade-in Good Value) $2,683.00

Loaner Vehicle (yes/no from drop
down and enter date issued)

No

Additional Information as requested by TC/TL

Rosa Barnes
Product Assistance Center
Tel: 866.446.6963 ext 5911582
Fax: 866.281.0324

Page 2 of 3New - Fire Case SR# 2 - Rosa Barnes (C)
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Hours Monday - Friday 8am-5pm Eastern
rosa.barnes@gm.com

Page 3 of 3New - Fire Case SR# - Rosa Barnes (C)
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Re: Second Request SR  P Repurchase
Assistance Requested

Good morning,

Thank you our repurchase team will contact you in 24-48 business hours with more information.

Thank you,

Rosa Barnes
Product Assistance Center
Tel: 866.446.6963 ext 5911582
Fax: 866.281.0324
Hours Monday - Friday 8am-5pm Eastern
rosa.barnes@gm.com

________________________________________
From: John Kinton <jkinton@heritagechevrolet.com>
Sent: Monday, December 14, 2015 06:41
To: Rosa Barnes (C)
Subject: RE: Second Request SR   Repurchase Assistance Requested

We do have the car

-----Original Message-----
From: Rosa Barnes (C) [mailto:rosa.barnes@gm.com]
Sent: Saturday, December 12, 2015 11:12 AM
To: John Kinton (Heritage Chevrolet Inc.) <jkinton@heritagechevrolet.com>
Cc: Michael Toohey (Heritage Chevrolet Inc.) <mtoohey@heritagechevrolet.com>
Subject: Fw: Second Request SR  Repurchase Assistance
Requested

Good morning,

Please confirm that the vehicle is at your dealership.

Rosa Barnes (C)

Mon 2015-12-14 11:03

To John Kinton (Heritage Chevrolet Inc.) <jkinton@heritagechevrolet.com>;

Page 1 of 5Re: Second Request Parlier Repurchase Ass... - Rosa Barnes (C)
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The customer information is:

Customer Name  Vehicle YMM: 2002 Chevrolet
TrailBlazer SR Number: 
VIN: 1GNDT13S72

Thank you,
Rosa Barnes
Product Assistance Center
Tel: 866.446.6963 ext 5911582
Fax: 866.281.0324
Hours Monday - Friday 8am-5pm Eastern

rosa.barnes@gm.com<mailto:rosa.barnes@gm.com>

[https://encrypted-tbn2.gstatic.com/images?q=tbn:ANd9GcTOoXwIPuW6EK9zFnw8Md-
mAnjS_EhIaxkmjeDMwJhZsPope8-qcggishQ]<http://www.google.com/url?url=http://m
erriamassociates.com/2010/11/general-motors-a-reorganized-brand-architecture
-for-a-reorganized-company/&rct=j&frm=1&q=&esrc=s&sa=U&ei=X-yrVNq1D8ehyASB84
GoAw&ved=0CBoQ9QEwAg&usg=AFQjCNG__MNGDHg7RArbpKADEbP9kpT_iA><http://www.goog
le.com/url?url=http://luciddesigngroup.com/blogs/gm-joins-does-better-buildi
ngs-better-plants-challenge/&rct=j&frm=1&q=&esrc=s&sa=U&ei=_-urVKONBsuoyATC6
ICoAw&ved=0CBoQ9QEwAg&usg=AFQjCNHd2ZR_oSBGxSh_M67u65fd0xAxXQ>

________________________________
From: Rosa Barnes (C)
Sent: Thursday, December 10, 2015 14:30
To: John Kinton (Heritage Chevrolet Inc.)
Cc: Michael Toohey (Heritage Chevrolet Inc.)
Subject: Second Request SR  Parlier Repurchase Assistance
Requested

Good afternoon,

This is Rosa with General Motors Business Resource Center Product Assistance
Claims department; this is in regards to a customer Jeffrey Parlier, SR #

 VIN 1GNDT13S722  The customer alleges that the fuse
block melted.

Our fire technical consultant has reviewed the case and made the
recommendation to repurchase the vehicle in the amount of $2683. We would
like to have the vehicle towed to your dealership for this repurchase
process that is completely handled on our end.

Page 2 of 5Re: Second Request SR  Repurchase Ass... - Rosa Barnes (C)
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Once it is confirmed that the vehicle is at your dealership the case is
escalated to our repurchase team. A repurchase agent will contact you and
the customer to provide further instructions regarding the repurchase
process.

The customer information is:

Customer Name: Jeffrey Parlier / 804-513-1401 Vehicle YMM: 2002 Chevrolet
TrailBlazer SR Number
VIN: 1GNDT13S72
Allegation: Fuse block melt

Please call me if you have any questions.

Thank you,
Rosa Barnes
Product Assistance Center
Tel: 866.446.6963 ext 5911582
Fax: 866.281.0324
Hours Monday - Friday 8am-5pm Eastern

rosa.barnes@gm.com<mailto:rosa.barnes@gm.com>

[https://encrypted-tbn2.gstatic.com/images?q=tbn:ANd9GcTOoXwIPuW6EK9zFnw8Md-
mAnjS_EhIaxkmjeDMwJhZsPope8-qcggishQ]<http://www.google.com/url?url=http://m
erriamassociates.com/2010/11/general-motors-a-reorganized-brand-architecture
-for-a-reorganized-company/&rct=j&frm=1&q=&esrc=s&sa=U&ei=X-yrVNq1D8ehyASB84
GoAw&ved=0CBoQ9QEwAg&usg=AFQjCNG__MNGDHg7RArbpKADEbP9kpT_iA><http://www.goog
le.com/url?url=http://luciddesigngroup.com/blogs/gm-joins-does-better-buildi
ngs-better-plants-challenge/&rct=j&frm=1&q=&esrc=s&sa=U&ei=_-urVKONBsuoyATC6
ICoAw&ved=0CBoQ9QEwAg&usg=AFQjCNHd2ZR_oSBGxSh_M67u65fd0xAxXQ>

________________________________
From: Rosa Barnes (C)
Sent: Tuesday, December 08, 2015 09:59
To: John Kinton (Heritage Chevrolet Inc.)
Subject: SR  Parlier Repurchase Assistance Requested

Good morning,

This is Rosa with General Motors Business Resource Center Product Assistance

Page 3 of 5Re: Second Request SR  Repurchase Ass... - Rosa Barnes (C)
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Claims department; this is in regards to a R #
2, VIN 1GNDT13S722  The customer alleges that the fuse

block melted.

Our fire technical consultant has reviewed the case and made the
recommendation to repurchase the vehicle in the amount of $2683. We would
like to have the vehicle towed to your dealership for this repurchase
process that is completely handled on our end.

Once it is confirmed that the vehicle is at your dealership the case is
escalated to our repurchase team. A repurchase agent will contact you and
the customer to provide further instructions regarding the repurchase
process.

The customer information is:

Customer Name:  YMM: 2002 Chevrolet
TrailBlazer SR Number: 
VIN: 1GNDT13S72
Allegation: Fuse block melt

Please call me if you have any questions.

Thank you,
Rosa Barnes
Product Assistance Center
Tel: 866.446.6963 ext 5911582
Fax: 866.281.0324
Hours Monday - Friday 8am-5pm Eastern

rosa.barnes@gm.com<mailto:rosa.barnes@gm.com>

[https://encrypted-tbn2.gstatic.com/images?q=tbn:ANd9GcTOoXwIPuW6EK9zFnw8Md-
mAnjS_EhIaxkmjeDMwJhZsPope8-qcggishQ]<http://www.google.com/url?url=http://m
erriamassociates.com/2010/11/general-motors-a-reorganized-brand-architecture
-for-a-reorganized-company/&rct=j&frm=1&q=&esrc=s&sa=U&ei=X-yrVNq1D8ehyASB84
GoAw&ved=0CBoQ9QEwAg&usg=AFQjCNG__MNGDHg7RArbpKADEbP9kpT_iA><http://www.goog
le.com/url?url=http://luciddesigngroup.com/blogs/gm-joins-does-better-buildi
ngs-better-plants-challenge/&rct=j&frm=1&q=&esrc=s&sa=U&ei=_-urVKONBsuoyATC6
ICoAw&ved=0CBoQ9QEwAg&usg=AFQjCNHd2ZR_oSBGxSh_M67u65fd0xAxXQ>
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Nothing in this message is intended to constitute an electronic signature
unless a specific statement to the contrary is included in this message.

Confidentiality Note: This message is intended only for the person or entity
to which it is addressed. It may contain confidential and/or privileged
material. Any review, transmission, dissemination or other use, or taking of
any action in reliance upon this message by persons or entities other than
the intended recipient is prohibited and may be unlawful. If you received
this message in error, please contact the sender and delete it from your
computer.
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Wednesday, December 16, 2015 
Amy Colleen Parlier 
6901 Bluff Ridge Court 
Chesterfield, VA  23838 

      Straight Settlement Letter 
 
Subject:  Repurchase of  2002 Chevrolet TrailBlazer 
VIN: 1GNDT13S72  
Ref  
 

 
 
We regret that you are dissatisfied with your 2002 Chevrolet TrailBlazer, VIN 1GNDT13S722  and 
that our attempts to resolve your concerns have not met your expectations. Chevrolet will repurchase this 
vehicle in exchange for the release of liability stemming from warranties, express or implied, covering this 
vehicle. 
 
This offer is being made in an effort to keep you a satisfied Chevrolet customer. Chevrolet will repurchase 
your vehicle for $2,683.00. This offer was calculated by using the following figures: 
 
 Total Amount to Customer    $2,683.00   
 
 
The requirements of the straight repurchase are as follows: 
 
⇒ Vehicle Damage - vehicle is free from any abnormal damage, which impair its resale value. Vehicle 

must be inspected by a General Motors dealership at time of closing. 
⇒ Vehicle Alterations - if this vehicle has been altered or modified from its original factory condition, it 

must be restored to its original condition before the scheduled repurchase appointment 
⇒ A “Power of Attorney” form - supplied by General Motors must be signed and notarized at the time 

of repurchase (used only for titling purposes)  
⇒ An “Odometer Disclosure Statement” form - supplied by General Motors must be signed at the time 

of the repurchase  
⇒ Factory installed equipment – needs to be intact and functional. 
⇒ Title – if no lien, a free and clear title must be provided at time of repurchase. 
⇒ Cash backs rebates or incentives– no cash backs rebates or incentives of any kind are applicable 

towards this transaction. 
 
If all above requirements are met, the dealership will proceed with the repurchase and transfer of funds. 
 
Please return this signed document to fax number 866-802-6668 by Monday December 21, 2015 
 
 
      Sincerely, 
  
 
      General Motors RVDC 
      2717 Schust Rd 
      Saginaw, MI 48603  
 
 
 
 



 

*  

 
 
 
 
 
December 16, 2015     Dealer Confirmation Letter-Straight 
 
HERITAGE CHEVROLET, INC.  
12420 JEFFERSON DAVIS HWY 
CHESTER, VA  23831       
 
Subject:  2002 Chevrolet TrailBlazer  
Customer  
VIN: 1GNDT13S722  
Ref  
 
Dear John Kinton -Service Manager: 
 
General Motors will issue a check in the amount of $2683.00 made payable to Amy Colleen Parlier.  Please 
be sure to return the repurchase documents to General Motors RVDC immediately for completion of the 
repurchase.  Do not wait for the final repair order.  The repair order may be faxed once the repair has been 
completed. 
 
Thank you for your cooperation. 
 
      Sincerely, 
 
      General Motors RVDC 
      2717 Schust Rd 
      Saginaw, MI 48603 
 
*If you are aware of any modifications made to this vehicle, please contact your Repurchase 
Coordinator immediately.  This vehicle must be restored to its original factory condition or the 
repurchase will be stopped and canceled. 
        
 
If you are in agreement with this offer, please sign and date below and return this agreement to my 
attention at the following fax # 866-802-6668 by Monday December 21, 2015.  If you have any questions 
you may reach me at  . 
 
 
 
HERITAGE CHEVROLET, INC. 113737 Management Agent’s Signature and Title. 
 
 
HERITAGE CHEVROLET, INC. 113737 Management Agent’s Printed Name and Title. 

 
 
 



Case Number:
Originator Name: Rosa Barnes 866-790-5600x11582 rosa.barnes@gm.com

Created Date: 12/14/2015

Vehicle Info

*VIN: 1GNDT13S7224 MSRP: 0.0 *TAC #: N/A

Year: 2002 Make: Chevrolet Model: TrailBlazer

Vehicle Comments & TAC Explanation:

Vehicle fire in the fuse block repairs exceeds the vehicle of the vehicle.

*Date Reviewed with Customer: 12/01/2015 *Repurchase Mileage: 109000

Original Purchase Date: 01/01/1900 * Original Purchase Condition: Used

Vehicle Owner(s)

Entity Type Person

* Names(s) on Title * Title State: VA

* Primary Owner:

* Address

* City Chesterfield * State MI * ZIP Code:

* Day Phone: * Home Phone: * Cell Phone:

* E-mail: * Fax Phone:

* Reason Repurchase Vehicle fire in the fuse block

UCC Codes (N0410) Electrical - Fuse Block / Fuses / Relays - Melt

Vehicle Lien Holder

Type of Secured Interest: Unknown * Company: Account #:

Contact or Attention:

Address

City State ZIP Code:

Day Phone: Fax: E-mail:

Original Selling Dealer

* Dealer #: 113737 Dealer Name: HERITAGE CHEVROLET, INC.

Region: 30 District: 3116

* Phone: (804) 748-6461 Fax: (804) 796-4850

* Contact Name: John Kinton * Contact Title:Service Manager E-Mail: jkinton@heritagec..

Repurchasing Dealer: -

Repair

* Contact Name: * Contact Title:

Vehicle Location: -

December 14, 2015 Page 1 of 2



Case Number:
Originator Name: Rosa Barnes 866-790-5600x11582 rosa.barnes@gm.com

Created Date: 12/14/2015

Transaction Details

Siebel Request #: * Disposition:Scrap

State: VA * Type: Straight Repurchase 

Source: PAC Product Asst Claims Dept 

Replacement VIN: -

Compliance Date: Compliance Type:

MSRP: 0.0 Order #:

Repurchase:

* Processing Instructions:

The vehicle is being repurchase for $2683

Disposition:

* Processing Instructions:

The vehicle is to be scrapped after repurchase

Transaction Details

Group Responsible Formula Additional Explanation Value

Usage
Sales Tax
State/Gov Fees
After Market Item(s)
Negative Equity
Over Allowance Amount

Use Lemon Law
Customer
Customer
Does Not Apply
Customer
Customer

NA
NA
NA
NA
NA
NA

Usage per Lemon Law
Sales Tax
Fees
No Aftermarket Items
Negative Equity
Over Allowance

0
0
0
0
0
0

December 14, 2015 Page 2 of 2











STRAIGHT-PAYMENT-LEASE REPURCHASE WORKSHEET - BRC COMMON
File Number

Annie
Draft-Add question marks beside category (not in dollar fields) to indicate incomplete information 

Date:
1GNDT13S72 December 16, 2015

1 1 Base Price $2,683.00 1 Down Pmt / Cap Cost Reduction $0.00
2 2 Conversion / Upfit cost $0.00 2 Pmts (includes 1st month if lease) $0.00
3 3 Reg./Lic./Title Fees $0.00 3 Reg/Lic/Title Fees (leases only) $0.00
4 4 State Fees $0.00 4 Tax (leases only) $0.00
5 A. USAGE USING L.L. FORMULA 5 Aftermarket Items $0.00 5 Aftermarket Items $0.00
6 Base Price/Total Repurch Price $0.00 6 Sales Tax $0.00 6 Other-Explain $0.00
7 Mileage 0 7 Finance Charges  $0.00 7 Other-Explain $0.00
8 Denominator 100,000 8 GMPP (* only for WI) $0.00 8 Other-Explain $0.00
9 Usage $0.00 9 Other-Explain $0.00 9 Other-Explain $0.00

10 10 Total Purchase Price $2,683.00 10 Total Additions $0.00
11 B. USAGE - NEGOTIATED $0.00 11 11
12 12 * Usage/Depreciation $0.00 12 * Usage/Depreciation $0.00
13 13 Damage $0.00 13 Damage $0.00
14 C. USAGE USING CENTS/MILE 14 Late charges $0.00 14 Late charges $0.00
15 Mileage 0 15 Over-Allowance $0.00 15 Over-Allowance $0.00
16 Cents per mile $0.000 16 Negative Equity $0.00 16 Negative Equity $0.00
17 Usage $0.00 17 Incentives $0.00 17 Incentives $0.00
18 18 Other-Explain $0.00 18 Sec. Dep. (leases) if reimbursing above $0.00
19 19 Other-Explain $0.00 19 Extended Service Contract $0.00
20 D. USAGE-CALIFORNIA ONLY 20 Other-Explain $0.00 20 Gap Insurance $0.00
21 Base price section-Used when NOT financed. 21 Other-Explain $0.00 21 Over Mileage Penalty $0.00
22 "Actual Price Paid" (Base) $2,683.00 22 Total Deductions $0.00 22 Total Deductions $0.00
23 Mileage 0 23 23
24 Usage $0.00 24 Repurchase Subtotal $2,683.00 24 Total Refund to Customer $0.00
25 OR 25 Loan Payoff good thru xx/xx/xx $0.00 25 Dlr Buyout (lease) or Loan Payoff $0.00
26 Payment/Lease-Used when financed. 26 Total Refund to Customer $2,683.00 26 (GMAC=DL quote) good thru xx/xx/xx
27 "Actual Price Paid" (Pmt/Lease) $0.00 27 Attorney's Fees $0.00 27 Attorney's Fees $0.00
28 Mileage 0 28 Total Repurchase $2,683.00 28 Total Repurchase $0.00
29 Any ext service contract (CA only) 0 29 NADA (Legal Only) $0.00 29 NADA (Legal Only) $0.00
30 Usage $0.00 30 Estimated Auction Value $0.00 30 Estimated Auction Value $0.00
31 31 Projected Loss $2,683.00 31 Projected Loss $0.00

PURCHASE PRICE (before t/t/t) 2,683.00$       TRADE ALLOWANCE PURCHASE PRICE 2,683.00$       
MSRP ( FROM BARS INVOICE) 34,990.00$     PAYOFF OF TRADE -$              INCENTIVE* (from BARS) -$                
DIFFERENCE (32,307.00)$   DIFFERENCE -$              OVERALLOWANCE -$                
if positive look for over allowance if negative=negative equity ACTUAL PRICE 2,683.00$       

TRADE ALLOWANCE -$              
ACV OF TRADE Do not include fuel fill credit

Authorized Signature Date DIFFERENCE -$              Include GM card points
ACV=actual cash value Form Rev. 04/28/2006  

Worksheet Filled Out By:

STRAIGHT REPURCHASE - BASE PAYMENT (CA, FL & WV) OR LEASE REPURCHASE

 To calculate usage:
Use ONLY one of the 4 methods in this column or 
follow applicable lemon law formula for your state

USAGE FORMULAS

Vehicle VIN:

Customer Name



CAC SR Data Share After completing the SRDS, do this:   
  1) Grey 'Spellcheck' button to check spelling (at the bottom)
  2) Blue 'Save XLSM to Desktop' button 
  3) Green 'Save PDF to Desktop' button & CLOSE the PDF file (red x)
  4) Copy 'Key Points' (pink cell) to new "SR Summary" Comments
  5) Attach the Excel (.xlsm) file to the SR
  6) Attach the PDF file (.pdf) to the A02 SRDS email to the CEMs
  7) Red 'Clear Form' button 
  8) Complete a new SRDS.  Be sure save using the buttons!!

Customer’s name (for filename saving purposes):  

Key Points:                       
               

What is the customer's concern?
What help is the customer seeking?

What expectations did you set for the customer?

                        
You are empowered to deliver Exceptional Customer Experiences!

                       

Cust Concern: Have issues with the low beam headlamps, went to the dlr 
and was quotes $300 for the repairs 

Cust Sks: Cost Asst 

Crs Adv: Informed the cust that I would contact the CEM at the 
dealership and she would hear from her in 1-2 business days 

Save PDF to Desktop 

Clear Form 

Save XLSM to Desktop 



Customer's preferred phone #:
Best time to call customer: 8am to 5pm eastren 

Has the customer had the current concern diagnosed by a GM Dealer? A GM Dealer has diagnosed the current concern
What is the status of the repairs (to address the current concern)? Repairs have not been scheduled

How many times has vehicle been serviced for this same concern (at any svc location)? 0
How many days has vehicle been inoperable (down) because of this concern? 0

Current status of the vehicle (operable or inoperable)? Vehicle is currently operable & can be driven
Has customer spent money out-of-pocket as a result of this concern? No

Current mileage (in miles)? 95,000
Bought brand new? No

(if bought used)   Roughly how many miles were on the vehicle at time of purchase? 12,363
(if bought used) Was vehicle bought (used) at a GM Dealership? No

Did customer purchase an Extended Service Contract (GM, Divisional, Aftermarket)? No

 End conversation with the customer here. Complete the rest of the SR Data Share in ACW (After Call Work).

Today's date: 11/16/2015
SR#:

CAC advisor's name (first & last): Langston
CAC advisor's phone #: (866) 790-5600 

CAC advisor's extension #: 5913507
17-digit VIN#: 1GNDS13S3722

Make: Chevrolet
Model: Trailblazer 

Model Year: 2007
Is this a high-dollar or premium vehicle? No

Does this VIN have any active Extended Service Contracts? No
Does Order Type contain the word "FLEET"? Yes

Branded Title? No
Warranty Block? No



Warranty Start Date for this VIN: 1/18/2007

(if bought used)  Is this a GM Certified pre-owned used vehicle?

Is this the original owner? No
List of GM vehicles owned by this customer:

(including the vehicle they're calling about now) 

2007 Express, 2007 Express, 2007 Trailblazer 

Total number of GM vehicles this customer has owned:
(including the vehicle they're calling about now) 

3



CAC SR Data Share Report  - MCE 2.8, 8/19/15 11/16/15

Customer Vehicle            Status of vehicle/concern
 2007 Chevrolet Trailblazer            A GM Dealer has diagnosed the current concern

( 1GNDS13S372            Repairs have not been scheduled
Call 8am to 5pm eastren Mileage now:  95000 mi            Vehicle is currently operable & can be driven

Key Points

Limiting Factors
  
  
   Vehicle is > 8 years old (verified)
  Loyal GM customer:   3 GM vehicles purchased (verified)  
   Current or former fleet vehicle (verified)
  
   
  
 

 Please consider these additional questions:   Please consider these additional questions:
 Close to any applicable expiration limit?  (wrnty, spl covg, svc contrt)   Is vehicle way beyond all applicable expiration limits?
 Did cust buy an extd svc contract, but it's expired or n/a?   Does veh have an active aftermarket  Extd Svc Contract?
 Is this a loyal service customer? (to involved dealer)   Did customer buy vehicle outside of warranty?
 Are high dollar customer-pay ROs on record for this cust?   Does it seem customer doesn't take care of the vehicle?
 Is this a conquest buyer?   Is cause not normally covered by warranty?

  Is cause due to an accident insurance won't cover?
  Is cause due to damage by independent repair facility?

Additional key points
 
Approximate # of miles on the vehicle when customer purchased it (used):    12363 mi

Reference
CAC SR#:  
CAC advisor:  Langston--> (866) 790-5600 , Ext # 5913507

Some information in this report could not be verified/validated.  Verified information is indicated as such, and was pulled from GM Databases.

This customer has purchased these GM vehicles (verified):  2007 Express, 2007 Express, 2007 Trailblazer 

Cust Concern: Have issues with the low beam headlamps, went to the dlr and was quotes $300 for the repairs 

Cust Sks: Cost Asst 

Crs Adv: Informed the cust that I would contact the CEM at the dealership and she would hear from her in 1-2 business days 

Supporting Factors



General Excel Tips:

Right click on any cell with a comment & choose "Show/Hide Comments" to make the Comment stick (stay visible        
When you're done, Right click the cell with the comment showing & choose "Show/Hide Comments" to make the        

Ctrl+C to copy; Ctrl+V to paste; Ctrl+X to cut

If you leave & come back, click inside the cell & pick up at the blinking cursor (to prevent typing on top of what wa   

Alt+Enter lets you return to the next line inside a cell

Alt + down arrow key will show you the dropdown menu/choices list (do this if you don't like using a mouse)



                   even when you click away from that cell).
                  Comment go away (become hidden from immediate view).
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   IN has received goodwill or cost assistance 

    a new SR





Close Window

Edit Transaction Pre-Repair
Authorization

PRINT-FRIENDLY VERSION

This screen allows the user to edit existing Pre-Repair Authorization.

Business Unit*: GM - US 
Transaction Type*: ZREG--Regular Vehicle Transaction 

Pre-Repair Type: Repair Authorization

Pre-Repair
Authorization

Pre-Repair Auth ID: 318080200000
Original Author: Jocelyn Jackson

New Author: Jocelyn Jackson

*Required Fields
Disclaimer: All amounts are before taxes

BAC*: 114580

Service Agent: M. K. SMITH CHEVROLET

Contact Name:

Phone Number:

Fax Number:

Contact Email
Address:

Job Card*: 6001028

Job Card Date:
12/0 /201512/07/2015

Reference
Number:

VIN: Investigate Vehicle History1GNDS13S2321

Odometer: 200000

Transaction Flag: Customer Enthusiasm - Non Warrantable Repair

Special Coverage

Policy

None
Customer
Complaint
Category*: 09---No Customer Complaint 

Complaint Code*: 0090---No Customer Complaint - Other issues 
Description: * 


No Customer complaint-Other issues

Page 1 of 3GM Web Center

3/14/2016https://gwmipc.int.gm.com/gwm_web/CreatePreApproval.do?saveAttachments=true





No rows were found.

 
Attachment Id Attachment Name User Name 



Browse... ADD

DELETE

Pre Repair Authorization History:

 

VIN Pre-Repair Authorization ID Create Date

1GNDS13S2321 318080200000 2016-03-14




CANCEL SAVE

© 2004 General Motors. All Rights Reserved.

Page 3 of 3GM Web Center

3/14/2016https://gwmipc.int.gm.com/gwm_web/CreatePreApproval.do?saveAttachments=true



Close Window

Edit Transaction Pre-Repair
Authorization

PRINT-FRIENDLY VERSION

This screen allows the user to edit existing Pre-Repair Authorization.

Business Unit*: GM - US 
Transaction Type*: ZREG--Regular Vehicle Transaction 

Pre-Repair Type: Repair Authorization

Pre-Repair
Authorization

Pre-Repair Auth ID: 318080400000
Original Author: Jocelyn Jackson

New Author: Jocelyn Jackson

*Required Fields
Disclaimer: All amounts are before taxes

BAC*: 114580

Service Agent: M. K. SMITH CHEVROLET

Contact Name:

Phone Number:

Fax Number:

Contact Email
Address:

d

Job Card*: 6001028

Job Card Date:
12/0 /201512/07/2015

Reference
Number:

81667910968

VIN: Investigate Vehicle History1GNDS13S232

Odometer: 200000

Transaction Flag: Customer Enthusiasm - Non Warrantable Repair

Special Coverage

Policy

None
Customer
Complaint
Category*: 09---No Customer Complaint 

Complaint Code*: 0090---No Customer Complaint - Other issues 
Description: * 


No customer complaint-Other issues

Page 1 of 3GM Web Center

3/14/2016https://gwmipc.int.gm.com/gwm_web/CreatePreApproval.do?saveAttachments=true





No rows were found.

 
Attachment Id Attachment Name User Name 



Browse... ADD

DELETE

Pre Repair Authorization History:

 

VIN Pre-Repair Authorization ID Create Date

1GNDS13S2321 318080200000 2016-03-14

1GNDS13S2321 318080400000 2016-03-14




CANCEL SAVE

© 2004 General Motors. All Rights Reserved.

Page 3 of 3GM Web Center

3/14/2016https://gwmipc.int.gm.com/gwm_web/CreatePreApproval.do?saveAttachments=true
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Terry Shalk (C)

From:
Sent: Wednesday, January 20, 2016 2:23 AM
To: Terry Shalk (C)
Subject: RE:  -  - VIN 1GNDS13S2321 6 - 2003 Chevrolet Trailblazer

Hello Terry,

I am extremely dismayed at this point. I spoke with DMV and they advised me that I would need to get the vehicle smog test completed in order
to get the affidavit or the NPO ( I was in the process of getting it smog tested when the vehicle caught on fire). This is impossible to complete at
this point because the vehicle will never pass as a result of the current condition. I trusted GMAC and all of the affiliate brands and to my chagrin I
am left without a vehicle when I travel extensively for work.  This is what I am dealing with:

1. I don't have the money to get another vehicle at this time
2. My credit rating is low because my wife was laid off the became sick and couldn't work
3. My hours were cut to part time
4. I have a vehicle that is not functional
5. I signed an agreement with GM that I thought was final but there has been a demand to cancel the notarized agreement
6. I have to return the borrowed car, that will leave me  in a worse situation than I was before all of this happened.
7. I have not received the $1200 ( that is probably going to title holder).

You have been fair, kind and professional with me and I am grateful for all you have done. Yet, I am left with no recourse but escalation of this
matter higher into management or even litigation.  My mother worked for GM for 30 years and I feel like she has been betrayed at this
point.  Here are some possible solutions:

1. Can GM assist me in purchasing the car I am currently in.
2. Can I purchase the loaner vehicle.
3. GM can donate a vehicle to the ministry that I am involved in.
4. Is their a manager that can possible assist me with this issue.

Please assist me as I am clueless. Eagerly anticipating a solution.
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From: 
To: terry.shalk@gm.com
Subject: RE:  - VIN 1GNDS13S23 6 - 2003 Chevrolet Trailblazer
Date: Thu, 14 Jan 2016 16:21:45 -0800

Hello Terry,
I am faxing an additional piece of documentation that I have acquired from DMV. Thanks in advance, if you have any further questions, please
contact me ASAP.

From: 
To: terry.shalk@gm.com
Subject: RE:  - Wallace, Sylvester - VIN 1GNDS13S23  - 2003 Chevrolet Trailblazer
Date: Thu, 14 Jan 2016 15:17:38 -0800

Hello Terry Shalk,

I faxed the information directly from DMV. They advised me to explain several things to GM:

1.   I was in the process of renewing the Registration when the vehicle caught on fire while I was driving.
2.   I paid for the registration but the registration was incomplete as a result of a smog that I could not complete because the vehicle was

unable. to pass smog.
3. The fax is a complete history of the vehicle dating with all insurance, credit and title information.
4. The Original registration was in the vehicle.
5. The VIN Number is on the Official California DMV.

If you have any further questions, please contact me ASAP and I will resolve it immediately.

From:
To: terry.shalk@gm.com
Subject: RE:  - VIN 1GNDS13S232  - 2003 Chevrolet Trailblazer
Date: Thu, 7 Jan 2016 21:47:39 -0800
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I faxed the information and I will send the letter tomorrow. Please confirm receipt so I can mail it also. Thank you.
The title is at Wilshire Consumer Credit:
Account
800-589-0290 phone

From: terry.shalk@gm.com
To: 
Subject:  - VIN 1GNDS13S23 - 2003 Chevrolet Trailblazer
Date: Tue, 5 Jan 2016 18:17:05 +0000

Hello Mr. 

Thank you for your voice mail, accepting the repurchase offer.  Please contact me regarding the Owner’s loyalty certificate.

I have attached a release form to this email. This form needs to be signed and notarized.  For your convenience, most dealerships have a notary
on site.

Please send a COPY of the release form to me. You can send this information to me either by email or by fax #866-214-0875.  This copy is needed
by our repurchasing department.  Once I receive this copy, I will send your case to the repurchasing department, who will handle the final
paperwork for the repurchase.

Next, please MAIL the original, notarized release form ONLY to:
CHEVROLET
P.O. BOX 33170
DETROIT, MI 48232-5170

Please feel free to call me if you have any questions.

Thank you,
Terry Schalk
Business Resource Center
Product Assistance Claims Department
Phone: 866-446-6963 ext. 5921564
Fax: 866-214-0875
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Nothing in this message is intended to constitute an electronic signature unless a specific statement to the contrary is included in this message.

Confidentiality Note: This message is intended only for the person or entity to which it is addressed. It may contain confidential and/or privileged
material. Any review, transmission, dissemination or other use, or taking of any action in reliance upon this message by persons or entities other
than the intended recipient is prohibited and may be unlawful. If you received this message in error, please contact the sender and delete it from
your computer.
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Terry Shalk (C)

From: Terry Shalk (C)
Sent: Tuesday, January 05, 2016 1:17 PM
To:
Subject:  - VIN 1GNDS13S232 6 - 2003 Chevrolet Trailblazer
Attachments:  - release form.doc

Hello Mr. 

Thank you for your voice mail, accepting the repurchase offer.  Please contact me regarding the Owner’s loyalty certificate.

I have attached a release form to this email. This form needs to be signed and notarized.  For your convenience, most dealerships have a notary on site.

Please send a COPY of the release form to me. You can send this information to me either by email or by fax #866-214-0875.  This copy is needed by our
repurchasing department.  Once I receive this copy, I will send your case to the repurchasing department, who will handle the final paperwork for the
repurchase.

Next, please MAIL the original, notarized release form ONLY to:
CHEVROLET
P.O. BOX 33170
DETROIT, MI 48232-5170

Please feel free to call me if you have any questions.

Thank you,
Terry Schalk
Business Resource Center
Product Assistance Claims Department
Phone: 866-446-6963 ext. 5921564
Fax: 866-214-0875
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Terry Shalk (C)

From: Melissa Irish <Melissa.Irish@gmrvdchq.com>
Sent: Wednesday, January 20, 2016 8:18 AM
To: Terry Shalk (C)
Subject:  - VIN 1GNDS13S2321  - 2003 Chevrolet Trailblazer

Terry,

I checked with titling department and they are going to make exception, for this case.  We can not really do this moving forward, but an in this case. Just put in
processing instructions that customer could not get pno due to smog test.

From: Terry Shalk (C) [mailto:terry.shalk@gm.com]
Sent: Wednesday, January 20, 2016 7:45 AM
To: Melissa Irish
Subject: FW:  - VIN 1GNDS13S23 - 2003 Chevrolet Trailblazer

Melissa – I received this email from my customer this morning. He is unable to get the NPO. Am I correct in thinking that this means the repurchase cannot go
through?

Please let me know if that is correct, and I will request the customer return the rental vehicle.

Thank you, Terry

From: sy
Sent: Wednesday, January 20, 2016 2:23 AM
To: Terry Shalk (C)
Subject:  - VIN 1GNDS13S232  - 2003 Chevrolet Trailblazer

Hello Terry,

I am extremely dismayed at this point. I spoke with DMV and they advised me that I would need to get the vehicle smog test completed in order
to get the affidavit or the NPO ( I was in the process of getting it smog tested when the vehicle caught on fire). This is impossible to complete at
this point because the vehicle will never pass as a result of the current condition. I trusted GMAC and all of the affiliate brands and to my chagrin I
am left without a vehicle when I travel extensively for work.  This is what I am dealing with:

1. I don't have the money to get another vehicle at this time
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2. My credit rating is low because my wife was laid off the became sick and couldn't work
3. My hours were cut to part time
4. I have a vehicle that is not functional
5. I signed an agreement with GM that I thought was final but there has been a demand to cancel the notarized agreement
6. I have to return the borrowed car, that will leave me  in a worse situation than I was before all of this happened.
7. I have not received the $1200 ( that is probably going to title holder).

You have been fair, kind and professional with me and I am grateful for all you have done. Yet, I am left with no recourse but escalation of this
matter higher into management or even litigation.  My mother worked for GM for 30 years and I feel like she has been betrayed at this
point.  Here are some possible solutions:

1. Can GM assist me in purchasing the car I am currently in.
2. Can I purchase the loaner vehicle.
3. GM can donate a vehicle to the ministry that I am involved in.
4. Is their a manager that can possible assist me with this issue.

Please assist me as I am clueless. Eagerly anticipating a solution.

From:
To: terry.shalk@gm.com
Subject: RE:  - VIN 1GNDS13S232 6 - 2003 Chevrolet Trailblazer
Date: Thu, 14 Jan 2016 16:21:45 -0800

Hello Terry,
I am faxing an additional piece of documentation that I have acquired from DMV. Thanks in advance, if you have any further questions, please
contact me ASAP.

To: terry.shalk@gm.com
Subject: RE:  - VIN 1GNDS13S232  - 2003 Chevrolet Trailblazer
Date: Thu, 14 Jan 2016 15:17:38 -0800

Hello Terry Shalk,
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I faxed the information directly from DMV. They advised me to explain several things to GM:

1.   I was in the process of renewing the Registration when the vehicle caught on fire while I was driving.
2.   I paid for the registration but the registration was incomplete as a result of a smog that I could not complete because the vehicle was

unable. to pass smog.
3. The fax is a complete history of the vehicle dating with all insurance, credit and title information.
4. The Original registration was in the vehicle.
5. The VIN Number is on the Official California DMV.

If you have any further questions, please contact me ASAP and I will resolve it immediately.

From:
To: terry.shalk@gm.com
Subject: RE:  - VIN 1GNDS13S232 6 - 2003 Chevrolet Trailblazer
Date: Thu, 7 Jan 2016 21:47:39 -0800

I faxed the information and I will send the letter tomorrow. Please confirm receipt so I can mail it also. Thank you.
The title is at Wilshire Consumer Credit:
Account: 7830557
800-589-0290 phone

From: terry.shalk@gm.com
To:
Subject:  - VIN 1GNDS13S232  - 2003 Chevrolet Trailblazer
Date: Tue, 5 Jan 2016 18:17:05 +0000

Hello Mr.

Thank you for your voice mail, accepting the repurchase offer.  Please contact me regarding the Owner’s loyalty certificate.

I have attached a release form to this email. This form needs to be signed and notarized.  For your convenience, most dealerships have a notary
on site.
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Please send a COPY of the release form to me. You can send this information to me either by email or by fax #866-214-0875.  This copy is needed
by our repurchasing department.  Once I receive this copy, I will send your case to the repurchasing department, who will handle the final
paperwork for the repurchase.

Next, please MAIL the original, notarized release form ONLY to:
CHEVROLET
P.O. BOX 33170
DETROIT, MI 48232-5170

Please feel free to call me if you have any questions.

Thank you,
Terry Schalk
Business Resource Center
Product Assistance Claims Department
Phone: 866-446-6963 ext. 5921564
Fax: 866-214-0875

Nothing in this message is intended to constitute an electronic signature unless a specific statement to the contrary is included in this message.

Confidentiality Note: This message is intended only for the person or entity to which it is addressed. It may contain confidential and/or privileged
material. Any review, transmission, dissemination or other use, or taking of any action in reliance upon this message by persons or entities other
than the intended recipient is prohibited and may be unlawful. If you received this message in error, please contact the sender and delete it from
your computer.

Nothing in this message is intended to constitute an electronic signature unless a specific statement to the contrary is included in this message.

Confidentiality Note: This message is intended only for the person or entity to which it is addressed. It may contain confidential and/or privileged
material. Any review, transmission, dissemination or other use, or taking of any action in reliance upon this message by persons or entities other
than the intended recipient is prohibited and may be unlawful. If you received this message in error, please contact the sender and delete it from
your computer.
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Terry Shalk (C)

From: Terry Shalk (C)
Sent: Thursday, December 03, 2015 1:17 PM
To: 'don@mksmithchevy.com'
Cc: 'paul.byrne@gm.com'
Subject:  - VIN 1GNDS13S2321  - PAC inspection request
Attachments: PAC Dealer Inspection Template.docx; SAMPLE - PAC Dealer Inspection.docx

Dear Mr. Don Harshfield:

Thank you for agreeing to perform a dealership inspection for my customer. Please perform a dealership inspection, diagnosis, and supply a repair estimate for
the burned fuse box, using the attached form. You can be reimbursed for inspection time at your warranty rate using Labor Op code 0600016.

If needed, and the customer requests it, please reserve a rental for the customer at GM’s cost using Labor Op 0600006.  You can refer to Service Bulletin 13-00-
89-010 in Service Center for more information regarding providing courtesy transportation for PAC customers.

The customer information is:

Customer Name:        
Customer Address:         Corona, CA 
Customer Phone:      0
Vehicle  YMM:        2003, Chevrolet, Trailblazer
SR Number:      
VIN:      1GNDS13S232

Customer description of incident: “Customer states the vehicle started by itself, no key in the ignition. Had to turn it back to get it to stop. First stated at
workplace, drove vehicle home. Smoking as he drove home. Saw smoke coming out from under the hood, on left side. Called fire dept, they  Popped hood, it
had melted through top and bottom of fuse box.  Kept pouring water on the fuse box to keep it. Last trip is a mile, 25-30 mph. Check engine light came on,
dealer said it was for the air conditioning. GM for repairs. purchased new, 2003, Chevrolet. Cannot remember if anyone but GM replaced a fuse. Everything
locked up, key is still in the ignition. Fireman pulled a fuse out of fusebox, and Fireman stated that fuse caused the issue.   Lien on vehicle, $3000, customer
gave title to Willshire credit union. “

Customer alleges:  Customer alleges the fuse in fuse box had caused the fire. Customer seeks a vehicle replacement.

Please call me if you have any questions.
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Thank you,
Terry Schalk
Business Resource Center
Product Assistance Claims Department
Phone: 866-446-6963 ext. 5921564
Fax: 866-214-0875
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Terry Shalk (C)

From: Terry Shalk (C)
Sent: Wednesday, March 16, 2016 8:01 AM
To: 'don@mksmithchevy.com'; 'Melissa Limon'
Subject:  VIN 1GNDS13S232 - PAC Pre-authorization number - inspection

Subject: Inspection Pre-Repair Authorization ID for payment using labor op 0600016

Upon receipt of this pre-authorization for the above listed claim for payment, please verify that the information listed below is correct. Please make sure that it
is the correct customer, VIN, mileage, BAC, Job Card#, Job Card close date and dollar amount.

If everything is correct, please submit a "Pre Authorization Claim" (NOT a GM Authorization claim). The system will then prompt the Service Agent to enter the
Pre-Repair Authorization ID and the following information: labor x.x hours @ $x.xx/hr = labor total $x.xx - labor op 0600016. The pre-authorization # is listed
below.  If this claim rejects, please contact the Warranty Support Center at 1-866-446-5900.

Servicing Dealer BAC – 114580
Dealer Contact - Don Harshfield
Dealer Email – don@mksmithchevy.com
Dealer Fax – n/a
Job Card Number – 6001028
Job Card Date – 12/7/15
VIN - 1GNDS13S2321
Odometer - 200000

Labor Op – 0600016
Labor Time (hrs) estimate – 2.0
OLH – 1.0
Dealer’s Mechanical warranty rate per hour – 104.31
Total Labor estimate – 312.93
Claim total – 312.93

Claim total before taxes: $320.76
Difference is $7.83 Labor

Customer Complaint Category: 09
Complaint Code: 0090
Description: No Customer complaint-Other issues
Cause Code:9090
Description: Other-Field Action/Tech Bulletin



2

Correction Description: Inspection Only

Pre Authorization ID: 318080200000

Approved
Date Entered: 3/14/2016
Entered By:  Jocelyn Jackson
PAC CRS: Terry Schalk, NZ44TQ, ext 5921564

Please let me know if you have any questions.

Thank you,
Terry Schalk
GM Business Resource Center
Product Assistance Claims Department
Phone: 866-446-6963 ext. 5921564
Fax: 866-214-0875
Email: terry.shalk@gm.com
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Terry Shalk (C)

From: Terry Shalk (C)
Sent: Wednesday, March 16, 2016 7:57 AM
To: 'don@mksmithchevy.com'; 'Melissa Limon'
Subject:  VIN 1GNDS13S232  PAC Pre-authorization number - rental

Subject: Pre-Repair Authorization ID for payment using labor op 0600006

Upon receipt of this pre-authorization for the above listed claim for payment, please verify that the information listed below is correct. Please make sure that it
is the correct customer, VIN, mileage, BAC, Job Card#, Job Card close date and dollar amount.

If everything is correct, please submit a "Pre Authorization Claim" (NOT a GM Authorization claim). The system will then prompt the Service Agent to enter the
Pre-Repair Authorization ID and list all of the associated part numbers, labor hours, and other expenses that may have been approved.  Please utilize the
appropriate Net item types as applicable (Car Rental/Hire, Towing, Sublet, etc). The pre-authorization # is listed below.  If this claim rejects, please contact the
Warranty Support Center at 1-866-446-5900.

Servicing Dealer BAC – 114580
Dealer Contact - Don Harshfield
Dealer Email – don@mksmithchevy.com
Dealer Fax – n/a
Job Card Number – 6001028
Job Card Date – 12/7/15
VIN - 1GNDS13S2321
Odometer – 200000

Labor Op – 0600006
Labor Time (hrs) estimate – n/a
Dealer’s mechanical warranty rate per hour  - 104.31
Total Labor Estimate – n/a
Parts total – n/a
Car Rental/Hire (if applicable) – 608.00
Sublet (if applicable) – n/a
Claim total – 608.00

Claim total before taxes: $608.00
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Customer Compliant Category:09
Complaint Code: 0090
Description: No customer complaint-Other issues
Cause Code:9090
Description: Other-Field Action/Tech Bulletin
Correction Description: Repair Vehicle

Pre Authorization ID: 318080400000

Approved
Date Entered: 3/14/2016
Entered By:  Jocelyn Jackson
PAC CRS: Terry Schalk, NZ44TQ, ext 5921564

Please let me know if you have any questions.

Thank you,
Terry Schalk
GM Business Resource Center
Product Assistance Claims Department
Phone: 866-446-6963 ext. 5921564
Fax: 866-214-0875
Email: terry.shalk@gm.com



      

      

  

      

               
         

              
               

               
            

                 
              
                    

              
                   

      

                   
                      

                 
 

                
                
               
                  

                
          

                  
               

              
                 

    

               
                 

                   
          

                
           

                  
          

              
                 

               

    







 

 
RELEASE AND INDEMNIFICATION OF ALL CLAIMS 

 
FILE  
 
KNOW ALL MEN BY THESE PRESENTS: 
 
The undersigned,  being of lawful age, as buyer(s) of a certain 2003 Chevrolet 
Trailblazer bearing Vehicle Identification Number 1GNDS13S232  (hereinafter referred to as 
"Vehicle"), for the sole consideration of One Thousand Two Hundred dollars $1200 to the undersigned in 
hand paid, receipt whereof is hereby acknowledged, does hereby and for my heirs, executors, administrators, 
successors and assigns, release, acquit, and forever discharge General Motors LLC, and its agents, servants, 
successors, heirs, executors, administrators and all other persons, firms, suppliers, corporations, associations 
or partnerships, the “Releases”, of and from any and all claims, causes of action, demands, rights, damages, 
costs, loss of service, expenses and compensation whatsoever, which the undersigned now has/have, or 
which may hereafter accrue on account of, or in any way growing out of, any and all known and unknown, 
foreseen and unforeseen bodily, personal injury and property damage, and the consequences thereof resulting 
to or resulting from the accident, casualty or event which occurred on or about the 14th Day of November 
2015 at or near , Corona, CA  
 
It is understood and agreed that this settlement is the compromise of a doubtful and disputed claim, and that 
the payment made is not to be construed as an admission of liability on the part of the party or parties hereby 
released, and that said Releases deny liability therefore and intend merely to avoid litigation and buy their 
peace. 
 
The undersigned hereby declare(s) and represent(s) that the injuries sustained are, or may be, permanent and 
progressive and that recovery therefrom is uncertain and indefinite, and in making this Release, it is 
understood and agreed, that the undersigned relies wholly upon the undersigned’s own judgment, belief and 
knowledge of the nature, extent, affect and duration of said injuries and liability therefore, and it is made 
without reliance upon any statement or representation of the party or parties hereby released, or their 
representatives, or by any physician or surgeon by them employed. 
 
It is understood and agreed that this Release is intended to cover, and does cover, without limitation, claims 
which are known and unknown, claims for known and unknown injuries, and/or damage claims for 
anticipated or unanticipated injuries and/or damage; and claims for expected or unexpected consequences of 
injuries and/or damages, which have resulted or may result from any alleged conduct, acts, or omissions of 
any of the Releases. 
 
It is understood and agreed that the undersigned, his/her heirs, executors, administrators, and assigns does 
agree to indemnify, save harmless and defend the Releases from all claims and demands for damages, costs, 
expense or compensation on account of, or in any way arising out of the accident, casualty or event which 
occurred on or abou  Corona, CA  including actual damages, actual 
attorney’s fees and all other costs arising out of claims for contribution and/or common law indemnification, 
and/or contractual indemnification brought against the Releases by any person whatsoever. 
 
It is further understood that this settlement is a confidential settlement, the terms of which will not be 
disclosed to any third person except as required by law. 
 
The undersigned further declare(s) and represent(s) that no promise, inducement or agreement not herein 
expressed has been made to the undersigned, and that this Release contains the entire agreement between the 
parties hereto, and that the terms of this Release are contractual and not mere recital. 
 
Page 1 of 2        Initials __________   ___________ 



 

 
 
FILE NUMBER:   
 

 
ANY PERSON WHO, WITH INTENT TO DEFRAUD OR KNOWING THAT HE IS 
FACILITATING A FRAUD AGAINST AN INSURER, SUBMITS AN APPLICATION OR FILES 
A CLAIM CONTAINING A FALSE OR DECEPTIVE STATEMENT, IS GUILTY OF 
INSURANCE FRAUD. 

 
THE UNDERSIGNED HAS READ THE FOREGOING RELEASE AND FULLY UNDERSTANDS IT. 
 
 
 

CAUTION:  READ BEFORE SIGNING 
 
 
____________________________________ ______________________________________ 
CUSTOMER PRINTED NAME   CUSTOMER SIGNATURE 
 
____________________________________ ______________________________________ 
CUSTOMER PRINTED NAME   CUSTOMER SIGNATURE 
 
 
State of ___________________ } 
    } 
County of ________________ } 
 
On the _____ day of ________________________, 20___, before me personally appeared  

______________________________________________________________________ to me known to be 

the person(s) named herein and who executed the foregoing Release and he/she/they acknowledged to me 

that he/she/they voluntarily executed the same. 

 
 
My term expires ___________________, 20___  __________________________________ 
       Notary Public 
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Case #:  

Sent to Business on: 11/24/2015 

Business Info: 
General Motors Corporation 
PO Box 33170 
Detroit, MI 48232 
(313) 556-5000 
 
http://www.gm.com 

Consumer Info: 
Chalup, Paul 
12721 S Amber Rose LN 
Empire, MI 49630 
231-835-0448 
pachalup@gmail.com 

Nature of the Complaint: Refund / Exchange Issues 

Consumer’s Original Complaint: 
My vehicle was showing problems with the headlights going off intermittently. I found recall 
number NHTSA ID 15V-519/GM recall #14291 that described the exact issue I was having with my 
vehicle. I contact my local GM dealer and was told that I would have to drive 2.5 hrs. one way to 
have the vehicle serviced by a Saab dealer for it to be covered under the recall. They offered to 
perform the repair locally at my own expense. Because my vehicle was displaying the safety issues 
listed in the recall and I decided it would not be safe to drive downstate with the risk of my 
headlights failing. I checked the part in my vehicle that was identified as the temporary fix in the 
recall and observed that it was a "GM" part and not a Saab specific component.Most of the parts on 
a Saab 97x are GM parts used in the GMC Envoy/Chevy Trailblazer so I was not surprised just 
disappointed that a GM dealer would not correct the safety issue. I purchased the part online for 
$23.51 and swapped it out in 10 seconds fixing the problem. I submitted the required General 
Motors Product Field Action Customer Reimbursement Request Form vial mail to the listed address 
in the recall notice on August 18, 2015 for $23.51. As of November 11, 2015 I have not received a 
refund or a response to my request from GM. 

Consumer’s Desired Resolution: 
I would like to be refunded $23.51 for the part I purchases.

Better Business Bureau 

26777 Central Park Blvd. 
Southfield MI 48076-4163 
(248) 223-9400  
http://www.bbb.org/detroit 
 

 



 









 
    



Order Placed: August 11, 2015
Amazon.com order 
Order Total: $23.51

Shipped on August 12, 2015

Items Ordered Price
1 of: ACDelco 15016745 GM Original Equipment Multi-Purpose Relay
Sold by: Amazon.com LLC

Condition: New

$23.51

Shipping Address:

· Paul H Chalup
· 12721 Amber Rose Lane
· Empire, MI 49630
· United States

Shipping Speed:
Two-Day Shipping

Item(s) Subtotal:$23.51
Shipping & Handling: $0.00

-----
Total before tax:$23.51

Sales Tax: $0.00
-----

Total for This Shipment:$23.51
-----

Payment information

Payment Method:
Amazon.com Visa | Last digits: 2825

Billing address

· Paul H Chalup
· 12721 Amber Rose Lane
· Empire, MI 49630
· United States

Item(s) Subtotal:$23.51
Shipping & Handling: $0.00

-----
Total before tax:$23.51

Estimated tax to be collected: $0.00
-----

Grand Total:$23.51

Credit Card
transactions Amazon.com Visa ending in 2825: August 12, 2015:$23.51

To view the status of your order, return to Order Summary.



Connecting.....A live chat agent is now entering the chat. 

Caller English 

System [7:46:18 PM]:  

Welcome to chat. 

Tyler [7:46:26 PM]:  

Thank you for contacting Chevrolet Customer Assistance, My name is Tyler how can I assist you today? 

 [7:47:46 PM]:  

I own a 2005 Trailblazer. The headlamps keep going out, and turn on randomly. Is there a recall on this?  

Tyler [7:48:20 PM]:  

I would be happy to look into this for you. May I have your VIN, mileage, phone number and email 
address? 

 [7:48:48 PM]:  

I don't have the vin. 

Tyler [7:49:41 PM]:  

Unfortunately without the VIN I will not be able to check if there is any recall's on the vehicle 

Tyler [7:49:44 PM]:  

.* 

Tyler [7:51:09 PM]:  

One moment I have located your vehicle. 

 [7:51:27 PM]:  

Ok 

Tyler [7:53:21 PM]:  

Upon researching the vehicle there is no open recall's on the vehicle. I recommend taking the vehicle to 
a Chevrolet Dealership for a diagnostic test. Would you like help in locating a dealership in your area? 

[7:53:56 PM]:  

No I know where they are at. Thanks.  



Tyler [7:54:06 PM]:  

Is there anything else I can assist you with today? 

 [7:54:25 PM]:  

No thanks 

Tyler [7:54:37 PM]:  

You're welcome. I'm glad I could help during your visit today. Please don't hesitate to come back and 
chat with us. We are here to chat Monday through Friday from 8:00 a.m. to 11:00 p.m., Saturday from 
9:00 a.m. to 11:00 p.m. and Sunday from 12:00 p.m. to 9:00 p.m. Eastern time. Have a great day! 

You have been disconnected from the chat session. If you require further assistance, please start 
another chat session or visit it.support.gm.com for more support options. 







 
  

   
    

    

 

            
                
             

             
    

              
               

       

           

  
   



Type of case

Status

SR Number
Customer Name (Last name/First 

Name)
Year/Make/Model

VIN

Incident Date

Purchase Date

Titled in who's name

Purchase Price

Open/Closed Recalls (If closed 
include closed Transaction History)

Mileage

Purchased From

Vehicle Insured

MSRP/KBB (Trade-in Good Value)

Loaner Vehicle (yes/no from drop 
down and enter date issued)

Yes/No

Verify before sending E-mail: 

  

 

  

Product S        
  

Noncomplia          
   

- 09/09/2003          
AND TORQU          

  

Private part          

Templa  

Information included in this              

PARTS RETURN INFO               

    

     

    

IE.  O    

 

  

    

Date vehic        



IS THE FORM COMPLETE WITH ALL INFORMATION?
Have Photos been attached in Seibel
please review to ensure photos are clear and show d
Must include at least one close up showing damage/                        
One Call Handling: Please include in body of email w          
If necessary include copy of any additional fire/polic            

If you are handling a case that requires ESISQFYI act                       
All fire cases with ESISQFYI requires email notificatio                
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         damage
        /fire, Overall of damaged area, Broad view to show the environment surrounding the area and a photo of all four    

         why case is being closed on the first "new email".
       e reports, dealer inspections, and copy of title and registration as necessary.

         ivity please confirm that this activity has been completed in Siebel prior to sending the Fire Case Initial Email to th   
       on to the TC and TCL regardless if case remains open or closed on first contact.



To: Mickey.sabol@gm.com

Cc: Kimberly.horvath@gm.com

Subject: IE.  Open/Closed/Photos/Inspection/Escalate to ESIS/UTC  - Fire , Smoke , Melt SR# SR#**********

PASTE TEMPLATE IN EMAIL USING CTRL+V

This button will copy the to, cc,  
subject 

These buttons will copy and reset the 
template 

IT'S VERY IMPORTANT TO 
FOLLOW THIS STEP! 



                            sides of vehicle exterior.

                             he Fire Team.



Fire Case

Smoke Case

Melt Case

New

Reopen

Photos

Update

Inspection received

Question

Closed

Estim
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OK

Yes

No
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Must include at least one close up showing damage/fire, Overall of damaged area, Broad view to show the envir              
One Call Handling: Please include in body of email why case is being closed on the first "new email".
If necessary include copy of any additional fire/police reports, dealer inspections, and copy of title and registrati   

If you are handling a case that requires ESISQFYI activity please confirm that this activity has been completed in             
All fire cases with ESISQFYI requires email notification to the TC and TCL regardless if case remains open or close    



Case Summary
Customer states-drove with family to wife's 
grandparents-a 2 hour drive-stayed all day and 
when they were leaving the vehicle lights would 
not work-he opened the hood and saw smoke and 
observed that the fuse box and relay switch had 
melt damage-purchased vehicle 90 days ago from 
a Toyota dealer for almost $10000, would like GM 
to repair the vehicle, he thought recall 14291 
might apply to him but was advised recalls are VIN 
specific-vehicle photos are attached in Siebel. 
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                  n Siebel prior to sending the Fire Case Initial Email to   
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To: Mickey.sabol@gm.com

Cc: Kimberly.horvath@gm.com

Subject: New - Melt Case SR# 

PASTE TEMPLATE IN EMAIL USING CTRL+V
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CAC SR Data Share Report  - MCE 2.8, 8/19/15 12/29/15

Customer Vehicle            Status of vehicle/concern

2006 Buick LaCrosse            A GM Dealer has NOT diagnosed current concern

2G4WD58226            Repairs have not been scheduled

 Mileage now:  97000 mi            Vehicle is currently operable & can be driven

Key Points

Limiting Factors
  

  

  First time GM buyer (verified)   Vehicle is > 8 years old (verified)
   
   Current or former fleet vehicle (verified)

  
   
  

 

 Please consider these additional questions:   Please consider these additional questions:

 Close to any applicable expiration limit?  (wrnty, spl covg, svc contrt)   Is vehicle way beyond all applicable expiration limits?

 Did cust buy an extd svc contract, but it's expired or n/a?   Does veh have an active aftermarket  Extd Svc Contract?

 Is this a loyal service customer? (to involved dealer)   Did customer buy vehicle outside of warranty?

 Are high dollar customer-pay ROs on record for this cust?   Does it seem customer doesn't take care of the vehicle?

 Is this a conquest buyer?   Is cause not normally covered by warranty?

  Is cause due to an accident insurance won't cover?

  Is cause due to damage by independent repair facility?

Additional key points

 

  

Reference

CAC SR#:  

CAC advisor:  Jennifer Davis--> (866) 790-5700, Ext # 5921542

This customer has purchased these GM vehicles (verified):   2006 BUICK LACROSSE

The customer states he mother was driving the vehicle when the headlight went out. She did not know how to respond 

immediately and was almost hit by another vehicle. She states the issue has occurred before, but the last time her mother 

turned on the high beams and was able to drive home. She states this time that did not happen; however, when her husband 

looked at the lights, they did come back on initially, but when he tried it again, the lights would not turn on.  She states that 

they looked on line because they were going to attempt to repair the issue themselves, but while looking she observed that 

there is recall on some 2006 through 2009 vehicles about a headlamp issue. She states if this is the same concern for her 

mother's vehicle, she expect GM to cover the cost of the repair. And her concern is maybe GM needs to extend the recall on 

other vins.

SA apologized to the customer for the experience that her mother had. Adv that her vehicle's vin is not a part of a recall or a 

special coverage regarding the headlamps. Adv that each case is a case by case bases. Adv that I can contact the dealership 

about her concern. Adv because from the information she is stating I can not determine if the dealership was letting her 

                         
Supporting Factors



Some information in this report could not be verified/validated.  Verified information is indicated as such, and was pulled from GM Databases.



   

   

   

              

   

  

 

  

     

  

      

  

 

  

    

  

                  

 

  

                    

      

   

          

   

              

  

          



Jennifer [1:15:59 PM]:  

Thank you. May I please have your first and last name, e-mail address, phone number, VIN and current 
mileage on the vehicle? 

 [1:16:26 PM]:  

Yep 

 [1:17:00 PM]:  

 getting vin and mileage 

Jennifer [1:17:17 PM]:  

Thank you for the information. 

 [1:19:05 PM]:  

I'm frustrated because we have bought some much stuff to fix the dim light problem and nothing 
worked. Someone who used to work for gmc told is to contact you guys. I've had it for almost a year 
now and before I made my first payment on it the lights quit.  

 [1:19:52 PM]:  

We've had it different people look at it and just recently a service center told us about the recall for the 
v6 and it struck me odd that it wasn't for the v8 too. 

 [1:20:39 PM]:  

Mileage is 113522, vin is 1Gket63mx7  

Jennifer [1:21:43 PM]:  

I understand your frustration, it is hard to know where to go when you are having a problem, especially 
one that is recurring. 

Jennifer [1:22:16 PM]:  

Thank you for the rest of the information. May I please take 3 to 5 minutes to look into this for you: 

 [1:22:22 PM]:  

Yes. 

Jennifer [1:22:27 PM]:  

Thank you. 



Jennifer [1:25:03 PM]:  

Thank you for your patience, I looked under your VIN and unfortunately, there are no recall or Special 
Coverage for this issue. 

Jennifer [1:26:06 PM]:  

I would be happy to document your concern in a case. I think we should get you in touch with a GMC 
Dealership in your area to have a diagnostic done. 

Jennifer [1:26:48 PM]:  

When was the last time the lights stopped working? 

 [1:27:22 PM]:  

In April of 2015 

Jennifer [1:27:48 PM]:  

And they were fixed at that time? 

[1:27:53 PM]:  

We've taken it to dealerships and they want to charge a whole bunch to diagnose it.  

[1:28:02 PM]:  

No. Tried but nothing worked.  

 [1:28:27 PM]:  

We bought new bulbs, a new command center, and different fuses and nothing worked.  

 [1:28:54 PM]:  

The command center is the knob that you can use to manually turn them on.  

Jennifer [1:29:31 PM]:  

May I have another 3 to 5 minutes to do some research, please. 

 [1:29:37 PM]:  

Yes.  

Jennifer [1:30:05 PM]:  

Thank you. 



   

                      

 

  

                       

                   

         

   

                       

  

 

  

                     

    

   

                       

                     

                 

    

   

                     

 

  

     

   

                  

  

                     

                        



                       

                     

     

   

                     

                

  

                    

                       

  

   

                   

       

   

                      

  

   

 

  

 

  

  

  

   

   

     

  

 



Jennifer [1:55:27 PM]:  

I located the dealership. May I take 5 to 10 minutes to contact them? 

 [1:55:54 PM]:  

Yes 

Jennifer [1:56:10 PM]:  

Thank you, I will be back with you shortly. 

Jennifer [1:57:45 PM]:  

Do you remember the month you were last at the dealership? 

 [1:58:26 PM]:  

No maybe August  

Jennifer [2:05:15 PM]:  

Thank you for your patience. I contacted the dealership, and, unfortunately, they stated that they hadn't 
had that vehicle in for any issue with the lights.  

 [2:06:11 PM]:  

They have too. Never in the garage but the main mechanic had it outside and slightly tore apart 

Jennifer [2:07:02 PM]:  

I apologize, that is the information they gave me. 

 [2:07:28 PM]:  

I've taken it there and they have always looked at it in the parking lot. Then they say 200$ for them to 
pull it in garage.  

 [2:07:55 PM]:  

They guy we bought it from knows  

Jennifer [2:07:59 PM]:  

I am sorry to say, but due to the age and mileage of the vehicle there is no cost assistance available.  

 [2:08:05 PM]:  

I can't remember his name,  



 [2:08:37 PM]:  

Oh ok. Have a great day then. Thanks for trying to help.  

Jennifer [2:09:25 PM]:  

I truly am sorry, I wish I could do more.  

Jennifer [2:09:43 PM]:  

You're welcome. Please don't hesitate to come back and chat with us. We are here to chat Monday 
through Friday from 8:00 a.m. to 11:00 p.m., Saturday from 9:00 a.m. to 11:00 p.m. and Sunday from 
12:00 p.m. to 9:00 p.m. Eastern time. Have a great day! 

[2:10:03 PM]:  

So if I take and they diagnose it with the same exact thing that is wrong with the v6 Then what? 

Jennifer [2:11:44 PM]:  

Well, there are a few steps to take after that. You could chat back with us, we could document that in 
the case. If they were unable to fix it properly, they have the Technical Assistance Center that they could 
go to for help solving the problem. 

 [2:12:16 PM]:  

Ok, bu most likely it is something that I will have to pay for out of pocket 

Jennifer [2:14:03 PM]:  

unfortunately, it is something that you would have to pay for out of pocket, due to the age and mileage 
on the vehicle. Also the fact that it was purchased used, we are unable to verify the care the vehicle was 
given by prior owner. 

Jennifer [2:14:25 PM]:  

*Unfortunately 

 [2:14:43 PM]:  

Ok.  

Jennifer [2:15:10 PM]:  

Is there anything else that I can assist you with today? 

 [2:15:19 PM]:  

Nope 



Caller  left the call. 

You have been disconnected from the chat session. If you require further assistance, please start 
another chat session or visit it.support.gm.com for more support options. 



 

Connecting.....A live chat agent is now entering the chat. 

Caller English 

System [3:07:36 PM]:  

Welcome to chat. 

Stacy [3:07:48 PM]:  

Thank you for contacting GM Customer Assistance. My name is Stacy, how can I assist you today   

 [3:08:20 PM]:  

hello, I own a 2007 gmc envoy and the headlights went off and on while driving home over an hour 
away, very scary. I am being told there is a recall, please inform me. thanks.  

Stacy [3:09:13 PM]:  

I am sorry to hear you are having a concern with the headlamps. I would be happy to look into this for 
you, can you please provide the VIN and current mileage? 

 [3:09:31 PM]:  

yes, one moment while I go outside 

Stacy [3:09:38 PM]:  

Thank you. 

 [3:13:29 PM]:  

VIN: 1GKES63M972  AND IT HAS 98,000 MILES. THANK YOU 

Stacy [3:14:52 PM]:  

Thank you. Looking into the vehicle there are no open recalls or special coverage's for this concern, 
recalls are VIN specific. I would recommend having the vehicle the vehicle diagnosed at a GMC 
dealership to see what is causing the concern. 

Stacy [3:15:35 PM]:  

Looking into the warranties all have expired except the special coverage for a Fuel Level Sensory 
Contract Wear (10054).  

 [3:16:15 PM]:  



SO WHAT WAS THE RECALL FOR? IT SHOWS THERE WAS A RECALL FOR THIS  

Stacy [3:17:03 PM]:  

Unfortunately, recalls are VIN specific and due to there not being a recall on the vehicle I am not sure 
what you are referring to. I do apologize. 

Stacy [3:17:31 PM]:  

If you have a repair done to the vehicle and it becomes a recall in the near future you can submit for 
reimbursement however, reimbursement is never a guarantee. 

[3:18:11 PM]:  

thank you 

Stacy [3:18:40 PM]:  

You're very welcome, it is my pleasure. Would you like me to locate a dealership for you? 

[3:19:14 PM]:  

no that is ok. they were the ones that found the article on a website 

Stacy [3:19:52 PM]:  

Thank you. I have also made sure to document your concern in our resources and your case number is 
3. 

clara harkness [3:21:11 PM]:  

thanks  

Stacy [3:21:25 PM]:  

You're very welcome. Can you please verify your first and last name, phone number and e-mail address 
for me? You could be chosen for a survey regarding your customer experience I have provided today. 
GM needs the correct email address to send that to you. 
 

3:22:20 PM]:  

 that is fine, they can send me the survey to charkness65@gmail.com.  

Stacy [3:22:39 PM]:  

Thank you so much, is there anything else I can assist you with today? 

 [3:23:08 PM]:  



No we are good. thanks again 

Stacy [3:23:18 PM]:  

You're welcome. I'm glad I could help during your visit today. Please don't hesitate to come back and 
chat with us. We are here to chat Monday through Friday from 8:00 a.m. to 11:00 p.m., Saturday from 
9:00 a.m. to 11:00 p.m. and Sunday from 12:00 p.m. to 9:00 p.m. Eastern time. Have a great day! 

You have been disconnected from the chat session. If you require further assistance, please start 
another chat session or visit it.support.gm.com for more support options. 



Close Window

Edit Transaction Pre-Repair
Authorization

PRINT-FRIENDLY VERSION

This screen allows the user to edit existing Pre-Repair Authorization.

Business Unit*: GM - US 
Transaction Type*: ZREG--Regular Vehicle Transaction 

Pre-Repair Type: Repair Authorization

Pre-Repair
Authorization

Pre-Repair Auth ID: 321842600000
Original Author: Megan Smith

New Author: Megan Smith

*Required Fields
Disclaimer: All amounts are before taxes

BAC*: 277899

Service Agent: RANDY MARION CHEVROLET OF STATESVIL

Contact Name:

Phone Number

Fax Number

Contact Email
Address:

t m

Job Card*

Job Card Date:
03/11/201603/11/2016

Reference
Number

VIN: Investigate Vehicle History1GNES13H272

Odometer: 138491

Transaction Flag: Customer Enthusiasm - Non Warrantable Repair

Special Coverage

Policy

None
Customer
Complaint
Category*: 09---No Customer Complaint 

Complaint Code*: 0090---No Customer Complaint - Other issues 
Description: * 


No customer complaint-Other issues

Page 1 of 3GM Web Center

4/14/2016https://gwmna.gmsupplypower.com/gwm_web/CreatePreApproval.do?saveAttachments=tr...





 
Attachment Id Attachment Name User Name 



Browse... ADD

DELETE

Pre Repair Authorization History:

 

VIN Pre-Repair Authorization ID Create Date

1GNES13H272 321842600000 2016-04-14




CANCEL SAVE

© 2004 General Motors. All Rights Reserved.

Page 3 of 3GM Web Center

4/14/2016https://gwmna.gmsupplypower.com/gwm_web/CreatePreApproval.do?saveAttachments=tr...



Close Window

Edit Transaction Pre-Repair
Authorization

PRINT-FRIENDLY VERSION

This screen allows the user to edit existing Pre-Repair Authorization.

Business Unit*: GM - US 
Transaction Type*: ZREG--Regular Vehicle Transaction 

Pre-Repair Type: Repair Authorization

Pre-Repair
Authorization

Pre-Repair Auth 
Original Author: Megan Smith

New Author: Megan Smith

*Required Fields
Disclaimer: All amounts are before taxes

BAC*: 277899

Service Agent: RANDY MARION CHEVROLET OF STATESVIL

Contact Name:

Phone Number

Fax Number: 7

Contact Email
Address:

Job Card*

Job Card Date:
03/11/201603/11/2016

Reference
Number:

VIN: Investigate Vehicle History1GNES13H27

Odometer: 138491

Transaction Flag: Customer Enthusiasm - Non Warrantable Repair

Special Coverage

Policy

None
Customer
Complaint
Category*: 09---No Customer Complaint 

Complaint Code*: 0090---No Customer Complaint - Other issues 
Description: * 


No customer complaint-Other issues

Page 1 of 3GM Web Center

4/28/2016https://gwmna.gmsupplypower.com/gwm_web/UpdatePreApproval.do?netItemsAmounts=



Cause Code*: 9090 , Other - Field Action / Tech Bulletin 
Description: * 


Other-Field Action/Tech Bulletin

Correction
Description: * 



Repair Vehicle

Labour
Operation*:

0600006

Labour Time: 2 Supp Time: 0 OLH Time: 0

Labour Rate: 94.67 Common GM Division - Mechanica 
Labour Total: 189.34189.34

Parts Total: 303.21

Part Numbers: 


Net Item Type Amount

<Make Selection>  + -

Net Item Total: 0.000.00

Tax: 0

Deductible: 0

Total Before
Taxes: 492.55492.55

Auth Code:

Accept Reject

Comment*:



Created By Create Date/Time Comment
Megan Smith Thu Apr 28 15:19:50

EDT 2016
Please attach the Pre-Auth ID when
submitting the claim.

Megan Smith Thu Apr 14 11:16:05
EDT 2016

Please attach the Pre-Auth ID when
submitting the claim.

Reassign
Comments:

Created By Comment From Assigned To

Attachments:

Page 2 of 3GM Web Center

4/28/2016https://gwmna.gmsupplypower.com/gwm_web/UpdatePreApproval.do?netItemsAmounts=



No rows were found.

 
Attachment Id Attachment Name User Name 



Browse... ADD

DELETE

Pre Repair Authorization History:

 

VIN Pre-Repair Authorization ID Create Date

1GNES13H272 321842600000 2016-04-14




CANCEL SAVE

© 2004 General Motors. All Rights Reserved.

Page 3 of 3GM Web Center

4/28/2016https://gwmna.gmsupplypower.com/gwm_web/UpdatePreApproval.do?netItemsAmounts=



Close Window

View Pre-Repair Authorization PRINT-FRIENDLY VERSION

This screen allows the user to view the details of an existing Pre-Repair Authorization.

Pre-Repair
Authorization

EDIT
Disclaimer: All amounts are before taxes

Pre-Repair Authorization ID:
Business Unit: GM - US

Transaction Type: Regular Vehicle Transaction
BAC: 277899

Service Agent: RANDY MARION CHEVROLET OF STATESVIL
Service Agent Contact Name: Michael Simms

Phone Number: 7048739095
Fax Number: 704872-6826

Contact Email Address: tpope@randymarion.com
Transaction Number:

Job Card: 349617
Job Card Date: 03/11/2016

User Name: Megan Smith
Submit Time: 2016-04-14

Reference Number:
VIN: 1GNES13H2721

Odometer: 138491
Transaction Flag:

Complaint: 0090 - No Customer Complaint - Other issues




No customer complaint-Other issues

Cause: 9090 - Other - Field Action / Tech Bulletin




Other-Field Action/Tech Bulletin

Correction:




Repair Vehicle

Labour Operation: 0600006
Labour Time: 2

Parts Total: 241.96
Part Numbers:
Labour Total: 189.34
Labour Rate: 94.67 Supp

Time:
0 OLH Time: 0

No rows were found.

 
Net Item Type Amount 



Net Item Total: 0.00
Total Before Taxes: 431.30
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Deductible: 0.00
Auth Code:

Assigned To:
Status: Accept

Comment(s): Created By Create Date/Time Comment
Megan Smith Fri Jul 01 13:17:35

EDT 2016
Please attach this Pre-Auth ID when submitting the claim.

Megan Smith Thu Apr 28
15:19:50 EDT
2016

Please attach the Pre-Auth ID when submitting the claim.

Megan Smith Thu Apr 14
11:16:05 EDT
2016

Please attach the Pre-Auth ID when submitting the claim.

Reassign Comments: Created By Comment From Assigned To

Attachments:

No rows were found.

 
Attachment Id Attachment Name User Name 



Pre Repair Authorization History:

 

VIN Pre-Repair Authorization ID Create Date

1GNES13H2721 3 1842600000 2016-04-14




CANCEL
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Type of case

Status

SR Number
Customer Name (Last name/First 

Name)
Year/Make/Model

VIN

Incident Date

Purchase Date

Titled in who's name

Purchase Price

Open/Closed Recalls (If closed 
include closed Transaction History)

Mileage

Purchased From

Vehicle Insured

MSRP/KBB (Trade-in Good Value)

Loaner Vehicle (yes/no from drop 
down and enter date issued)

Yes/No

Verify before sending E-mail: 

 

  

    

Date vehic        

Templa  

Information included in this              

PARTS RETURN INFO               

    

     

    

IE.  O    

  

 

  

Product S        
  

Noncomplia          
   

- 09/09/2003          
AND TORQU          

  

Private part          



IS THE FORM COMPLETE WITH ALL INFORMATION?
Have Photos been attached in Seibel
please review to ensure photos are clear and show d
Must include at least one close up showing damage/                        
One Call Handling: Please include in body of email w          
If necessary include copy of any additional fire/polic            

If you are handling a case that requires ESISQFYI act                       
All fire cases with ESISQFYI requires email notificatio                
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         damage
        /fire, Overall of damaged area, Broad view to show the environment surrounding the area and a photo of all four    

         why case is being closed on the first "new email".
       e reports, dealer inspections, and copy of title and registration as necessary.

         ivity please confirm that this activity has been completed in Siebel prior to sending the Fire Case Initial Email to th   
       on to the TC and TCL regardless if case remains open or closed on first contact.



To: Mickey.sabol@gm.com

Cc: Kimberly.horvath@gm.com

Subject: IE.  Open/Closed/Photos/Inspection/Escalate to ESIS/UTC  - Fire , Smoke , Melt SR# SR#**********

PASTE TEMPLATE IN EMAIL USING CTRL+V

This button will copy the to, cc,  
subject 

These buttons will copy and reset the 
template 

IT'S VERY IMPORTANT TO 
FOLLOW THIS STEP! 



                            sides of vehicle exterior.

                             he Fire Team.



Fire Case

Smoke Case

Melt Case

New

Reopen

Photos

Update

Inspection received

Question

Closed

Estim
ate is 

OK

Yes

No

      , and 
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Must include at least one close up showing damage/fire, Overall of damaged area, Broad view to show the envir              
One Call Handling: Please include in body of email why case is being closed on the first "new email".
If necessary include copy of any additional fire/police reports, dealer inspections, and copy of title and registrati   

If you are handling a case that requires ESISQFYI activity please confirm that this activity has been completed in             
All fire cases with ESISQFYI requires email notification to the TC and TCL regardless if case remains open or close    



Case Summary
Allegation;customer stated that he pulled into his 
driveway and smelt wire burning and when the 
customer open the hood the customer saw smoke 
coming out of the fuse box and the relay exploded 
and melted a spot in the fuse box. Customer 
stated that he out the fire out himself.

     



                  ronment surrounding the area and a photo of all fou     

                ion as necessary.

                  n Siebel prior to sending the Fire Case Initial Email to   
                   ed on first contact.



To: Mickey.sabol@gm.com

Cc: Kimberly.horvath@gm.com

Subject: New - Fire Case SR#

PASTE TEMPLATE IN EMAIL USING CTRL+V



                           ur sides of vehicle exterior.

                             the Fire Team.



Fire Case

Smoke Case

Melt Case

New

Reopen

Photos

Update

Inspection received

Question

Closed

Estim
ate is 

Yes

No




