
     
        

 

             

   

   

    

         

       

                   

              

               

               

      

               

        
   

              

             

            

    

                  

              

               

            

         

                     

          

        

               

               

            
        

    



Document last revised:  09/26/2013

Any other key points from the customer (notes):

 End conversation with the customer here.  -->  Complete the rest of the SR Data Share on your own (without the customer on the phone).     
CAC Case type (categorized): Customer has a current vehicle operation concern (did NOT explicitly request 

cost assistance)

Today's date: 01/02/14
Service Request (SR) #:

Is this a reopened SR (SR was reopened for same VIN, same concern)? No - This is a new SR

(If this is a reopened SR) What is the customer's reason for calling back
(reopening the concern)?

(If reopened for some other reason)  What was the other reason?
CAC Tier 2 Agent's first name: Shanette
CAC Tier 2 Agent's last name: Rose

CAC Tier 2 Agent's phone #: (866) 790-5600 
CAC Tier 2 Agent's phone extension #: 31405

BAC#: 132958
Involved dealer: Coulter Motor Company, L.L.C.

Involved dealer phone #: (480) 735-2399
CCS's first name:

CCS's preferred method of contact: Phone
CCS's phone #:

CCS's email address:

VIN#: 2G4WD58286 5
Make: Chevrolet

Model: LaCrosse
Year: 2006

Is this a discontinued brand vehicle? No

Is this a premium vehicle? No

Has this customer owned non-GM vehicles?
(conquest buyer) 

Unknown - Customer did not provide this info

Total # of Required Field Actions listed for this VIN: 0

(if there are any Required Field Actions listed) How many are still open: 0

 Total # of Special Coverage items listed for this VIN: 0

(If customer bought used)  Is this a GM Certified Pre-owned used vehicle? No

Does the vehicle have any Service Contracts? No - This VIN has no service contracts 

(Validated data)  Total # of GM vehicles this customer has owned? 
(including the one customer is calling about)

(also including vehicles purchased under a maiden/spouse name)

NOTE) Copy & paste the list of GM vehicles owned in the cell below (B58)



SR=Service Request

Report date: 01/02/14
File version#/date: 10-29-13, v 1.0

CAC Case Information:
Siebel Service Request (SR) #:

Is this a reopened SR (same VIN#, same concern)? No - This is a new SR
(if reopened)  Customer's reason for calling back (reopening)? 0

(Validated) Has goodwill / cost assistance been applied to this VIN? 0
(if goodwill/cost assistance has been applied to VIN)  Details: 0

CAC Tier 2 (T2) Agent's name: Shanette Rose
CAC agent's phone #: (866) 790-5600 

CAC T2 Agent's Extension#: 31405
Involved dealer: Coulter Motor Company, L.L.C.

BAC#: 132958
Involved dealer's phone #: (480) 735-2399

CCS's name:
CCS's phone #: 0

CCS's email address:
CCS's preferred method of contact: Phone

Customer Information:
Customer's 

Customer’s phone#:
Customer's alternate phone#: n/a

Best time to contact the customer: n/a

Vehicle Information:
VIN#: 2G4WD5828611

MY/Make/Model: 2006 Chevrolet LaCrosse
Original vehicle owner?: No - Customer bought used

Is this a GM Certified Pre-owned vehicle? No
(if  bought used)  Purchase date: Jan-1900

(if bought used)  Estimated mileage at time of purchase: Unknown
Current mileage: 92,000

Total # of Special Coverage items listed (regardless of relevance): 0 Special Coverages
Are there Service Contracts for this vehicle? (regardless of relevance): No - This VIN has no service contracts 

Description of the customer's concern, request, expectations: The customer is seeking to have issue with headlights 
resolved. The customer states that recent repair was done 
with relay and that it didn't resolve issue. The customer is 
seeking to get the vehicle in and have concern resolved and 
is hoping no cost due to info on internet. The customer 
states that he is avaliab/ as early as after 2pm today(1/2/14)

Any other key points made by the customer (notes): 0

CAC Case type (categorized): Customer has a current vehicle operation concern (did NOT 
explicitly request cost assistance)

Current Status of the Vehicle (for the concern described):
Status of the original vehicle concern: Unresolved - Customer has a current vehicle concern

Vehicle operation: Vehicle is operable (vehicle is being driven)
Diagnosis: Not yet diagnosed

CAC SR Data Share (Report)



Repairs: Repairs have not been scheduled

Customer Inconvenience (for the concern described):
# of times in for service (per customer): 0 time(s) in for this same concern

Details regarding previous service trips (per the customer): 0
Vehicle ever inop/down due to concern described (per the customer): Yes - Vehicle was inop/down for this concern

How many days vehicle inop/down (per customer): 0 days
Has customer spent money out-of-pocket for concern described? No

Details regarding any out-of-pocket expenses: 0
(Validated)  # of Required Field Actions listed for this VIN: 0 Field Actions

(Validated)  # of open Required Field Actions: 0 still open

Customer Loyalty:
Is this a discontinued brand vehicle? No

Is this a premium vehicle? No
Is this a conquest customer (has owned non-GM vehicles)? Unknown - Customer did not provide this info

Is this the customer's first GM vehicle? No
(Validated)* Customer has owned this # of GM vehicles: 0

(Validated)*  List of GM vehicles owned by this customer: 0

*Limited:  Customer may not have provided maiden/spouse names



Version #/date
Pilot, 10-16-13
Pilot, 10-17-13
Pilot, 10-18-13
Pilot, 10-18-13 (2)
Draft, 10-21-13
Draft, 10-22-13
Draft, 10-23-13
Draft, 10-24-13
Draft, 10-25-13
Draft, 10-28-13 (AM) 
Draft, 10-28-13 (PM) 
10-29-13, v 1.0

          



Comments
Pilot file (T2 Austin & T2 Warren)
Shoy's team in Warren found a problem!  Fixed it.
Wording changes to clarify CAC case categorization choices, Added line item to call out conquest customer
Added place for CCS's phone # & email address b/c the agent is going to need it once they're ready to send this to            
Changes made in response to feedback from Austin & the Field (RSM's & CAM's)
Changes per pilot group feedback
Changes per TL Training session & pilot group feedback
Home, Format, Auto Row Height & Protected Workbook
Reworded reopened list dropdown, minor corrections, added other key points section to the report tab
MCE 1.0 Launch file -- Chris Burger added reset, autofit  macros
Added N/A's to several dropdowns per pilot feedback & moved other key points up into new spot in the report; G           
Final edits per pre-Launch training session feedback

Looking forward, can we just spellcheck the free text cells? 



                        the CCS.  Made B4 bigger.  Changed color of B4. 

                    ot rid of the merged cells on the data entry tab



Document last revised:  09/26/2013

Customer’s first name:
Customer's last name

Customer’s 1st choice phone#: 9

Alternate phone#:
Best time to contact the customer: Anytime 

Description of the customer's concern, request, expectations: Customer sts: 
-Veh is having an issue with the headlights going off which is having an issue 
especially at night 
-Customer took the veh in and the issue was not present and therefore the dlr 
could not properly diagnose the issue 

Customer sks to have if there is another way repairs can be performed and the 
vehicle can be diagnosed 

Current status of the vehicle concern (described above)? Unresolved - Customer has a current vehicle concern
Current status of vehicle diagnosis (for concern described)?

Not yet diagnosed

Current status of the vehicle repairs (for concern described)? Repairs have not been scheduled

How many times has vehicle been in for service (for concern described)? 2

(if the vehicle has been serviced for this concern previously)  Details regarding 
previous trips to service:

Was the vehicle ever inoperable/down as a result of concern described? No

(if the vehicle was ever inop/down for this concern) How many days down? N/A

Current status of the vehicle (operable or inoperable)? Vehicle is operable (vehicle is being driven)

Has customer spent money out-of-pocket as a result of this concern? Yes - Customer spent money out-of-pocket as a result of this concern

(if there are out-of pocket expenses) Provide the details: Diagnostic Test 

At this point let the customer know:  To better assist them, you need to gather some additional information from them….

Is this the original vehicle owner? Yes - Customer bought vehicle brand new

(if  bought used) When was the vehicle purchased? Mar-2007

(if  bought used)   How many miles were on the vehicle at time of purchase? 20

(if bought used) Was vehicle bought at a GM Dealership? Yes - Bought used at a GM Dealership
What is the current mileage on the vehicle (estimate is fine)? 72,000

Is this the customer's first GM vehicle? No

CAC SR Data Share (Data Entry Page) Clear Form Spell Check 



Document last revised:  09/26/2013

Any other key points from the customer (notes):

 End conversation with the customer here.  -->  Complete the rest of the SR Data Share on your own (without the customer on the phone).     
CAC Case type (categorized): Customer has a current vehicle operation concern (did NOT explicitly request 

cost assistance)

Today's date: 05/21/14
Service Request (SR) #:

Is this a reopened SR (SR was reopened for same VIN, same concern)? No - This is a new SR

(If this is a reopened SR) What is the customer's reason for calling back
(reopening the concern)?

N/A (Not a reopened case)

(If reopened for some other reason)  What was the other reason? N/A
CAC Tier 2 Agent's first name: Asia
CAC Tier 2 Agent's last name: Philpot

CAC Tier 2 Agent's phone #: (866) 790-5700
CAC Tier 2 Agent's phone extension #: 21760

BAC#: 278140

Involved dealer: Gordon Automotive Llc.
Primary Customer Experience Manager's first & last name: Jeff Haze

Primary CE Manager's preferred contact method: Email 
Primary CE Manager's (office) phone # : 215-537-2377

Primary CE Manager's cell phone #:
Primary CE Manager's email address: jhaze@gordonchevroletpa.com

VIN#: 1GNDT13S3722
Make: Chevrolet

Model: TrailBlazer
Year: 2007

Is this a discontinued brand vehicle? No

Is this a premium vehicle? No

Has this customer owned non-GM vehicles?
(conquest buyer) 

Unknown - Customer did not provide this info

Total # of Required Field Actions listed for this VIN: 1

(if there are any Required Field Actions listed) How many are still open: 0

 Total # of Special Coverage items listed for this VIN: 1

(If customer bought used)  Is this a GM Certified Pre-owned used vehicle? N/A (Not purchased used)

Does the vehicle have any Service Contracts? No - This VIN has no service contracts 

(Validated data)  Total # of GM vehicles this customer has owned? 
(including the one customer is calling about)

(also including vehicles purchased under a maiden/spouse name)

NOTE) Copy & paste the list of GM vehicles owned in the cell below (B58)

4



SR=Service Request

Report date: 05/21/14
File version#/date: 2-3-14, v 2

CAC Case Information:
Siebel Service Request (SR) #:

Is this a reopened SR (same VIN#, same concern)? No - This is a new SR
(if reopened)  Customer's reason for calling back (reopening)? N/A (Not a reopened case)

(Validated) Has goodwill / cost assistance been applied to this VIN? No
(if goodwill/cost assistance has been applied to VIN)  Details: N/A

CAC Tier 2 (T2) Agent's name: Asia Philpot
CAC agent's phone #: (866) 790-5700

CAC T2 Agent's Extension#: 21760
Involved dealer: Gordon Automotive Llc.

BAC#: 278140
Primary Customer Experience Manager's name: Jeff Haze

Primary CE Manager's preferred method of contact: Email 
Primary CE Manager's (office) phone #: 215-537-2377

Primary CE Manager's cell phone#: -
Primary CE Manager's email address: jhaze@gordonchevroletpa.com

Customer Information:
Customer's name:

Customer’s phone#:
Customer's alternate phone#: -

Best time to contact the customer: Anytime 

Vehicle Information:
VIN#: 1GNDT13S372

MY/Make/Model: 2007 Chevrolet TrailBlazer
Original vehicle owner?: Yes - Customer bought vehicle brand new

Is this a GM Certified Pre-owned vehicle? N/A (Not purchased used)
(if  bought used)  Purchase date: Mar-2007

(if bought used)  Estimated mileage at time of purchase: 20
Current mileage: 72,000

Total # of Special Coverage items listed (regardless of relevance): 1 Special Coverages
Are there Service Contracts for this vehicle? (regardless of relevance): No - This VIN has no service contracts 

Description of the customer's concern, request, expectations: Customer sts: 
-Veh is having an issue with the headlights going off which is 
having an issue especially at night 
-Customer took the veh in and the issue was not present and 
therefore the dlr could not properly diagnose the issue 

Customer sks to have if there is another way repairs can be 
performed and the vehicle can be diagnosed 

Any other key points made by the customer (notes): 0

CAC Case type (categorized): Customer has a current vehicle operation concern (did NOT 
explicitly request cost assistance)

Current Status of the Vehicle (for the concern described):

CAC SR Data Share (Report)



Status of the original vehicle concern: Unresolved - Customer has a current vehicle concern
Vehicle operation: Vehicle is operable (vehicle is being driven)

Diagnosis: Not yet diagnosed
Repairs: Repairs have not been scheduled

Customer Inconvenience (for the concern described):
# of times in for service (per customer): 2 time(s) in for this same concern

Details regarding previous service trips (per the customer): 0
Vehicle ever inop/down due to concern described (per the customer): No

How many days vehicle inop/down (per customer): N/A days
Has customer spent money out-of-pocket for concern described? Yes - Customer spent money out-of-pocket as a result of this 

concern
Details regarding any out-of-pocket expenses: Diagnostic Test 

(Validated)  # of Required Field Actions listed for this VIN: 1 Field Actions
(Validated)  # of open Required Field Actions: 0 still open

Customer Loyalty:
Is this a discontinued brand vehicle? No

Is this a premium vehicle? No
Is this a conquest customer (has owned non-GM vehicles)? Unknown - Customer did not provide this info

Is this the customer's first GM vehicle? No
(Validated)* Customer has owned this # of GM vehicles: 4

(Validated)*  List of GM vehicles owned by this customer: 2007 CHEVROLET TRAILBLAZER 
2005 CHEVROLET TRAILBLAZER 
2002 CHEVROLET CAVALIER 

   *Limited:  Customer may not have provided maiden/spouse names



Version #/date
Pilot, 10-16-13
Pilot, 10-17-13
Pilot, 10-18-13
Pilot, 10-18-13 (2)
Draft, 10-21-13
Draft, 10-22-13
Draft, 10-23-13
Draft, 10-24-13
Draft, 10-25-13
Draft, 10-28-13 (AM) 
Draft, 10-28-13 (PM) 
10-29-13, v 1.0
2-3-14, v 2



Comments
Pilot file (T2 Austin & T2 Warren)
Shoy's team in Warren found a problem!  Fixed it.
Wording changes to clarify CAC case categorization choices, Added line item to call out conquest customer
Added place for CCS's phone # & email address b/c the agent is going to need it once they're ready to send this to            
Changes made in response to feedback from Austin & the Field (RSM's & CAM's)
Changes per pilot group feedback
Changes per TL Training session & pilot group feedback
Home, Format, Auto Row Height & Protected Workbook
Reworded reopened list dropdown, minor corrections, added other key points section to the report tab
MCE 1.0 Launch file -- Chris Burger added reset, autofit  macros
Added N/A's to several dropdowns per pilot feedback & moved other key points up into new spot in the report; G           
Final edits per pre-Launch training session feedback
Changes made to make this file match new BAC Lookup tab in CE Mgr Lookup, Replaced CCS w/ CE Mgr, Add hint o        



                        the CCS.  Made B4 bigger.  Changed color of B4. 

                    ot rid of the merged cells on the data entry tab

                      on how to paste special as a value



Document last revised:  09/26/2013

Customer’s first name
Customer's last name

Customer’s 1st choice phone#:

Alternate phone#:
Best time to contact the customer: Anytime

Description of the customer's concern, request, expectations: Customer opened file with us in reguards to a headlight concern customer did 
not have Vin on hand but did advised has had his vehicle into dealership and 
they were unable to duplicate vehicles concern is the low beams turning off 
and on by themselves. At this time we are needing bring the  vehicle back in. 

Current status of the vehicle concern (described above)? Unresolved - Customer has a current vehicle concern
Current status of vehicle diagnosis (for concern described)?

Diagnosed

Current status of the vehicle repairs (for concern described)? Repairs have not been scheduled

How many times has vehicle been in for service (for concern described)? 1

(if the vehicle has been serviced for this concern previously)  Details regarding 
previous trips to service:

Was the vehicle ever inoperable/down as a result of concern described? No

(if the vehicle was ever inop/down for this concern) How many days down?

Current status of the vehicle (operable or inoperable)? Vehicle is operable (vehicle is being driven)

Has customer spent money out-of-pocket as a result of this concern? No

(if there are out-of pocket expenses) Provide the details:

At this point let the customer know:  To better assist them, you need to gather some additional information from them….

Is this the original vehicle owner? Yes - Customer bought vehicle brand new

(if  bought used) When was the vehicle purchased? 

(if  bought used)   How many miles were on the vehicle at time of purchase? 

(if bought used) Was vehicle bought at a GM Dealership? N/A (Not purchased used)
What is the current mileage on the vehicle (estimate is fine)? 75,000

Is this the customer's first GM vehicle? No

CAC SR Data Share (Data Entry Page) Clear Form Spell Check 



Document last revised:  09/26/2013

Any other key points from the customer (notes):

 End conversation with the customer here.  -->  Complete the rest of the SR Data Share on your own (without the customer on the phone).     
CAC Case type (categorized): Customer has a current vehicle operation concern (did NOT explicitly request 

cost assistance)

Today's date: 06/09/14
Service Request (SR) #: 7

Is this a reopened SR (SR was reopened for same VIN, same concern)? No - This is a new SR

(If this is a reopened SR) What is the customer's reason for calling back
(reopening the concern)?

N/A (Not a reopened case)

(If reopened for some other reason)  What was the other reason? n/a
CAC Tier 2 Agent's first name: Valerie
CAC Tier 2 Agent's last name: Alvarado

CAC Tier 2 Agent's phone #: (866) 790-5700
CAC Tier 2 Agent's phone extension #: 21386

BAC#: 112151
Involved dealer: Gold Rush Chevrolet Inc.

Involved dealer phone #: (530) 885-0471
CCS's first name: Roger
CCS's last name: Fong

CCS's preferred method of contact: Email
CCS's phone #: (530) 885-0471

CCS's email address:
rfong@goldrushchevy.com

VIN#: 2G1WF5EK6B1
Make: Chevrolet

Model: TrailBlazer
Year: 2009

Is this a discontinued brand vehicle? No

Is this a premium vehicle? No

Has this customer owned non-GM vehicles?
(conquest buyer) 

Unknown - Customer did not provide this info

Total # of Required Field Actions listed for this VIN: 0

(if there are any Required Field Actions listed) How many are still open: N/A (There were no Required Field Actions for this VIN)

 Total # of Special Coverage items listed for this VIN: 0

(If customer bought used)  Is this a GM Certified Pre-owned used vehicle? N/A (Not purchased used)

Does the vehicle have any Service Contracts? No - This VIN has no service contracts 

(Validated data)  Total # of GM vehicles this customer has owned? 
(including the one customer is calling about)

(also including vehicles purchased under a maiden/spouse name)

NOTE) Copy & paste the list of GM vehicles owned in the cell below (B58)



SR=Service Request

Report date: 06/09/14
File version#/date: 10-29-13, v 1.0

CAC Case Information:
Siebel Service Request (SR)

Is this a reopened SR (same VIN#, same concern)? No - This is a new SR
(if reopened)  Customer's reason for calling back (reopening)? N/A (Not a reopened case)

(Validated) Has goodwill / cost assistance been applied to this VIN? 0
(if goodwill/cost assistance has been applied to VIN)  Details: n/a

CAC Tier 2 (T2) Agent's name: Valerie Alvarado
CAC agent's phone #: (866) 790-5700

CAC T2 Agent's Extension#: 21386
Involved dealer: Gold Rush Chevrolet Inc.

BAC#: 112151
Involved dealer's phone #: (530) 885-0471

CCS's name: Roger Fong
CCS's phone #: (530) 885-0471

CCS's email address: rfong@goldrushchevy.com
CCS's preferred method of contact: Email

Customer Information:
Customer's name:

Customer’s phone#:
Customer's alternate phone#: -

Best time to contact the customer: Anytime

Vehicle Information:
VIN#: 2G1WF5EK6B12

MY/Make/Model: 2009 Chevrolet TrailBlazer
Original vehicle owner?: Yes - Customer bought vehicle brand new

Is this a GM Certified Pre-owned vehicle? N/A (Not purchased used)
(if  bought used)  Purchase date: Jan-1900

(if bought used)  Estimated mileage at time of purchase: 0
Current mileage: 75,000

Total # of Special Coverage items listed (regardless of relevance): 0 Special Coverages
Are there Service Contracts for this vehicle? (regardless of relevance): No - This VIN has no service contracts 

Description of the customer's concern, request, expectations: Customer opened file with us in reguards to a headlight 
concern customer did not have Vin on hand but did advised 
has had his vehicle into dealership and they were unable to 
duplicate vehicles concern is the low beams turning off and 
on by themselves. At this time we are needing bring the  
vehicle back in. 

Any other key points made by the customer (notes): 0

CAC Case type (categorized): Customer has a current vehicle operation concern (did NOT 
explicitly request cost assistance)

Current Status of the Vehicle (for the concern described):
Status of the original vehicle concern: Unresolved - Customer has a current vehicle concern

Vehicle operation: Vehicle is operable (vehicle is being driven)
Diagnosis: Diagnosed

Repairs: Repairs have not been scheduled

CAC SR Data Share (Report)



Customer Inconvenience (for the concern described):
# of times in for service (per customer): 1 time(s) in for this same concern

Details regarding previous service trips (per the customer): 0
Vehicle ever inop/down due to concern described (per the customer): No

How many days vehicle inop/down (per customer):  days
Has customer spent money out-of-pocket for concern described? No

Details regarding any out-of-pocket expenses: 0
(Validated)  # of Required Field Actions listed for this VIN: 0 Field Actions

(Validated)  # of open Required Field Actions: N/A (There were no Required Field Actions for this VIN) still 
open

Customer Loyalty:
Is this a discontinued brand vehicle? No

Is this a premium vehicle? No
Is this a conquest customer (has owned non-GM vehicles)? Unknown - Customer did not provide this info

Is this the customer's first GM vehicle? No
(Validated)* Customer has owned this # of GM vehicles: 0

(Validated)*  List of GM vehicles owned by this customer: 0

*Limited:  Customer may not have provided maiden/spouse names



Version #/date
Pilot, 10-16-13
Pilot, 10-17-13
Pilot, 10-18-13
Pilot, 10-18-13 (2)
Draft, 10-21-13
Draft, 10-22-13
Draft, 10-23-13
Draft, 10-24-13
Draft, 10-25-13
Draft, 10-28-13 (AM) 
Draft, 10-28-13 (PM) 
10-29-13, v 1.0

          



Comments
Pilot file (T2 Austin & T2 Warren)
Shoy's team in Warren found a problem!  Fixed it.
Wording changes to clarify CAC case categorization choices, Added line item to call out conquest customer
Added place for CCS's phone # & email address b/c the agent is going to need it once they're ready to send this to            
Changes made in response to feedback from Austin & the Field (RSM's & CAM's)
Changes per pilot group feedback
Changes per TL Training session & pilot group feedback
Home, Format, Auto Row Height & Protected Workbook
Reworded reopened list dropdown, minor corrections, added other key points section to the report tab
MCE 1.0 Launch file -- Chris Burger added reset, autofit  macros
Added N/A's to several dropdowns per pilot feedback & moved other key points up into new spot in the report; G           
Final edits per pre-Launch training session feedback

Looking forward, can we just spellcheck the free text cells? 



                        the CCS.  Made B4 bigger.  Changed color of B4. 

                    ot rid of the merged cells on the data entry tab



           
  

 
   

            
 

   
 

                
              

       

        
 

                

       
 

     
 

                  
                

             
                  

   
 
  

            
     

 
 

 
               

                  
                  

             

                 
            

    
 



I understand. However, we are not technically trained so I wouldn't be able to advise you on 
what the issue is. What it sounds like is that the dealership needs to contact their technical team 
at GM for assistance if they are not able to locate the exact cause of the issue. 
wendell:  
ARE THERE ANY RECALLS ON THE ELECTRIC SYSTEM THAT COULD CAUSE A 
FIRE THAT YOU KNOW OF 
Stacy:  
Recalls are VIN specific. I can check if you have your VIN. However, that should of been 
checked when your vehicle was at the GM dealership. 
wendell:  
VIN 1GKDS13S652  
Stacy:  
Thank you. I do not see any recalls on your vehicle. 

l:  
OK THANK YOU FOR THE HELP STACY 
Stacy:  
What would you like to do at this time with the issue with the vehicle? Is there a specific 
dealership that you wouldn't mind going back to and we can see if we can get more people 
involved with trying to find the issue? 

  
NO I,LL HAVE THE ELECTRICAL WIRING HARNESS REPLACED MAYBE THAT WILL 
HELP THANK YOU 
Stacy:  
Thank you for contacting GM Customer Assistance. I hope you have a great day. 



   

   

                
         

                 
                

      

                 
                
 

 

    
    



                
                             
                 

            
               

           
     

     
           

                 
          

        
            
                
             
  



           

  

 

   

 

                 

         

  

   
 

   

 

         

                  
                    

 

       



           

 

                   

            

 

                   

                    

         

        
              

 

                 

                    

    

 

                       

   

             
         

 

                       

                        

                    



repaired and if your vehicle is involved you will be notified through the mail, and be able to file for 
reimbursement.  

  

ok ill get the repair completed cant drive it the way it is today? 

Kelsey:  

I'm not technically trained sir that is something you need to ask the dealership on, they would be able to 
recommend on if they feel you are able to wait to see if your vehicle is involved or if you need the repair 
performed now.  

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. 



CAC SR Data Share Report  - MCE2.0 v1, 11/20/14 12/15/14

Customer Vehicle            Status of vehicle/concern

2006 Buick LaCrosse            A GM Dealer has NOT diagnosed current concern

2G4WD5825611            Repairs have not been scheduled

Call Unsure/Unknown Mileage now:  66000 mi            Vehicle is currently operable & can be driven

Key Points

Limiting Factors
  Original owner (verified)  

  

   Vehicle is > 8 years old (verified)
  Loyal GM customer:   3 GM vehicles purchased (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:  Sheenette--> (866) 790-5700, Ext # 41115

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):  LaCrosse, Lasabre(2)

Customer advised the lights were not operable on the vehicle.The customer is seeking to have the problem diagnosed and 

repaired. The customer was advised that problem would have to be diagnosed to look further into any type of cost assistance 

if any.

Supporting Factors



CAC SR Data Share Report  - MCE2.0 v3, 1/20/15 1/22/15

Customer Vehicle            Status of vehicle/concern

d 2004 GMC nvoy            A GM Dealer has diagnosed the current concern

1GKDS13S1422            Repairs have not been scheduled

Call anytime Mileage now:  162000 mi            Vehicle is currently operable & can be driven

Key Points

Limiting Factors
  Original owner (verified)  

  

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

CAC advisor:  Randy Cobb--> (866) 790-5700, Ext # 41608

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):  1GKDS13S142    2004 GMC ENVOY 

Customer states the vehicle low beam headlights isn’t working, been to 2 dealerships and neither will help him with the issue.  

I looked up a third dealership for the customer (Sunset Buick-GMC in Sarasota, FL BAC ).  I gave the customer the 

service phone number and hours to the dealership.

Customer seeks to get this fixed ASAP because he and his wife drive this vehicle back and forth from Florida and Georgia on a 

weekly basis.  

I advised the customer to get the vehicle into the dealership that I provided for him so it can be diagnosed to get a resolution 

to the issue.  I will get in contact with the CE Manager Chris Welter; Mr. Welter will get back with the customer within 24 to 

48 hours with a resolution.  As a courtesy can you or a service representative call Mr. Stannard to setup an appointment.

RandyCobb/CAC/WMI/T2

Supporting Factors





CAC SR Data Share After completing the SRDS, do this: 
  1) Grey 'Spellcheck' button to check spelling (at the bottom)
  2) Green 'Save PDF to Desktop' button (at top)
  3) Close the PDF file.
  4) Copy 'Key Points' (pink cell) to new "SR Summary" Comments
  5) Attach 'SRDS.pdf' to the SR.
  6) Send 'SRDS.pdf' to the CE Mgr via the A02 email.
  7) Red 'Clear Form' button (at the top)
  8) Repeat (Save over the same generic 'SRDS.pdf' file all day long.)

Customer’s name (for your reference): 7
Key Points:                       

               
What is the customer's concern?

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

                         

                         

Customer seeking head light concern to be addressed and repaired . 
Informed that head light shuts off while driving . 

Customer's preferred phone 
Best time to call customer: open 

Save PDF to Desktop 

Clear Form 



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)? 175,000
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: 1/23/2015
SR#:

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

CAC advisor's extension #: 41376
17-digit VIN#:  1GNDT13S07

Make: Chevrolet
Model: Trailblazer

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: 11/10/2006



(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 CHEVROLET TRAILBLAZER 

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

1



CAC SR Data Share Report  - MCE2.0 v3, 1/20/15 1/23/15

Customer Vehicle            Status of vehicle/concern
7 2006 Chevrolet Trailblazer            A GM Dealer has NOT diagnosed current concern

(  1GNDT13S0721            Repairs have not been scheduled
Call open Mileage now:  175000 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
  
  
   
  
 

 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:  Stephanie--> (866) 790-5700, Ext # 41376

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 CHEVROLET TRAILBLAZER 

Customer seeking head light concern to be addressed and repaired . Informed that head light shuts off while driving . 

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







Please assign to SEAL team for handling. This one looks like it slipped through the cracks and was never 
sent to us so we're behind the 8 ball a bit. 
 
 
 
Aaron Charbonneau 
Business Process Leader, Executive Customer Assistance and Electric Vehicle Team 
GMNA Customer Experience 
Customer and Relationship Services (CARS) 
aaron.charbonneau@gm.com<mailto:aaron.charbonneau@gm.com> 

 
[cid:image001.jpg@01CF533A.7F3E6D80] 
 
From: Pamela Bushey (C) On Behalf Of Alicia S Boler Davis 
Sent: Thursday, January 29, 2015 1:19 PM 
To: Aaron Charbonneau 
Subject: FW: headlamp recall 
 
Aaron, 
 
It appears that this was not addressed. 
 
From: Mary T. Barra 
Sent: Thursday, December 04, 2014 6:18 PM 
To: Alicia S Boler Davis 
Subject: FW: headlamp recall 
 
Please investigate and respond to this employee on my behalf.  Thanks. 
 
From  
Date: Thursday, December 4, 2014 10:59 AM 
To: "mary.barra@gm.com<mailto:mary.barra@gm.com>" 
<mary.barra@gm.com<mailto:mary.barra@gm.com>> 
Subject: headlamp recall 
 
 
Mary Barra 
 
 
 
   This week GM announced a recall on selected GM vehicles, my 2005 trailblazer ext. is not included on 
this list of vehicles.  The past three months the headlamps have quit working several times on my 2005 



TB.  My wife has been out driving at night, then out of no-where they go off.  This is a very dangerous 
situtation, especially my sub-division has no lights, and other roads have little lighting in Novi.  I told her, 
not to drive it after dark, but sometimes that cant be prevented. I think the recall should include 2005 
Trailblazers Ext. 
 
 
 
                                                                                                                        
 
                                                                                                                        
 
 
 
 
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. 



[2:11:21 PM] Connecting…A live chat agent is now entering the chat. 

[2:11:21 PM] Caller English 

System:  

[2:11:21 PM] Welcome to chat. 

Aphifannie:  

[2:11:25 PM] Hi! Thank you for visiting us today. How may I help you? 

:  

[2:11:25 PM] hello  

r:  

[2:11:56 PM] i have a 2008/2007 Trail Blazer tht has the head lamp peoblem 

  

[2:12:31 PM] the vin is not on the recall list, but it has exact problems 

:  

[2:13:35 PM] this suv seems to be more of a 2007 that has had many of those problems 

Aphifannie:  

[2:14:12 PM] I am sorry to hear that you are having this concern. Do you have the VIN and mileage 
available? 

:  

[2:14:49 PM] 49.500 1GNDT13S882  

Aphifannie:  

[2:16:09 PM] I am not any open recalls at this time. I am unable to view recall information that has not 
been attached to a customers' VIN. Recalls are VIN specific and issued by NHTSA based on a number of 
different factors. A diagnosis will give our technicians a better idea as to how to approach the issue you 
are experiencing. I would recommend taking your vehicle to a GM dealership to get a diagnosis. If you 
would like I can locate one for you? 

  

[2:17:40 PM] well i have looked up all recall info with nhtsa and the 2007/2009 are on the list. 



  

[2:17:57 PM] i have the headlamp problem just as discribed 

Aphifannie:  

[2:19:03 PM] I am seeing that your vehicle is a 2008 model year. I am not seeing any recalls at this time. I 
would suggest getting a diagnoses at a GM dealer to see what is wrong with head lamp. 

:  

[2:20:25 PM] my suv was manufactured in 2007 and has had all the recall problems of that year...now 
the headlamps....you tell me that the diagnostic assessment will be free of charge and i bring it in... 

:  

[2:22:19 PM] silence! 

:  

[2:24:06 PM] APHIFANNIE 

Aphifannie:  

[2:25:39 PM] What I can do is waive an hour on diagnostic fees. The recalls are VIN specific and I am not 
seeing any on your vehicle. Many vehicles that are produced in 2007 are the model year 2008. What I 
can do is locate a Gm dealer for you to get a diagnoses on your vehicle. 

[2:26:58 PM] Caller left the call. 

[2:27:00 PM] 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) Green 'Save PDF to Desktop' button (at top)
  3) Close the PDF file.
  4) Attach 'SRDS.pdf' to the SR.
  5) Send 'SRDS.pdf' to the CE Mgr via the A02 email.
  6) Red 'Clear Form' button (at the top)
  7) Repeat (Save over the same generic 'SRDS.pdf' file all day long.)

Customer’s name (for your reference): Wayne Perkins
Key Points:                       

               
What is the customer's concern?

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

                         

                         

Custome concern:
-the headlights are not working 
-they replaced something and then it worked for a while and now it is 
doing it again 
-took it back three weeks ago 
-I think that the head light system has some issues and that there is 
too much voltage running off of one thing 
-my car is stilling having the issue
-GM only has a temp fix for the issue as of now 

Customer seeks:
-permant or temp fix that works 

< Caitlin Coker /CAC/ATX/T2/L2 empowered>

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

Save PDF to Desktop 

Clear Form 



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 all complete

How many times has vehicle been serviced for this same concern (at any svc location)? 2
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)? 162,000
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: 2/16/2015
SR#:

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

CAC advisor's extension #: 11331
17-digit VIN#: 1GNDT13S462

Make: Chevrolet
Model: Trailblazer

Model Year: 2006
Is this a high-dollar or premium vehicle?

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

Branded Title? No
Warranty Block? No

Warranty Start Date for this VIN: 11/23/2005



(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 Ttailblazer

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

1





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





 
System:  
 
[4:16:38 PM] Connecting…A live chat agent is now entering the chat.[4:16:38 PM] Welcome to 
chat. 
[4:16:38 PM] Caller English 
System:  
[4:16:38 PM] [4:16:38 PM] Welcome to chat. 
Stacy:  
[4:16:45 PM] Thank you for contacting GM Customer Assistance. My name is Stacy. To better 
assist you; may I please have your VIN and approximate mileage on the vehicle to begin? 

:  
[4:17:26 PM] I will have to go out to the vehicle and get the VIN. 
Stacy:  
[4:17:50 PM] Thank you very much. 
T   
[4:23:34 PM] VIN 1GNET16S846  mileage: 132,000. 
Stacy:  
[4:23:51 PM] Thank you very much, Terry. How may I help you today? 

  
[4:26:41 PM] A couple of things. First, what are the part numbers of the OEM radio/single cd 
Players that will work in my 2004 Trailblazer. And I cannot get the Daytime Running Lights to 
come on. What is the secret? They were working Friday. 
Stacy:  
[4:28:01 PM] I am sorry to hear about the lights. With the lights, they should automatically come 
on, if they are the automatic daytime running lights. In regards to the part numbers, that is 
something that we do not have here at customer assistance. 

  
[4:29:33 PM] Well the DRL lights are not coming on in the automatic mode. And who do I call 
about the Radios? 
Stacy:  
[4:30:08 PM] Do you have a preferred Chevrolet dealership? They would be able to assist with 
ordering parts. 

:  
[4:31:28 PM] I think the DRL lights just need to be reset. Who do I call about this? 
Stacy:  
[4:32:55 PM] I can see if the information is in the owners manual. However, if it is not, the 
dealer would need to assist. 

:  
[4:33:29 PM] I have looked at the manual. Thanks anyway. 
Stacy:  
[4:34:14 PM] If you have looked in the manual, did you see the section on the exterior lamps? In 
regards to the knob for the lamps, it should be turned on, instead of off. 
Stacy:  
[4:35:01 PM] I did create a case here for you. The number is  
[4:36:21 PM] Caller  left the call. 



[4:36:22 PM] 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 Report  - MCE2.0 v3, 1/20/15 2/25/15

Customer Vehicle            Status of vehicle/concern

 2007 Chevrolet TrailBlazer            A GM Dealer has diagnosed the current concern

1GNDT13S2721            Repairs have not been scheduled

Call 0.5 Mileage now:  160000 mi            Vehicle is currently operable & can be driven

Key Points

Limiting Factors
  

  

   Vehicle is > 8 years old (verified)
  Loyal GM customer:   5 GM vehicles purchased (verified)   Vehicle has > 100,000 miles
   Current or former fleet vehicle (verified)

  
  Vehicle has been serviced for this concern:    1 time(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

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

Approximate # of miles on the vehicle when customer purchased it (used):    49215 mi

Reference

CAC advisor:  Amanda Jacaman--> (866) 790-5700, Ext # 21231

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):  1GNDT13S272 , 1G4HD57236U1 7, 

1GCEC19S4RE1 2GCEC19C1L1  1GBEG25K4K71  

-i got a problem with my headlight; i understand

there was a recall on that so i wanted to know if i had one

-sometimes they don't come on and then they'll come on and not 

to off for 2 hours

Supporting Factors



CAC SR Data Share Report  - MCE2.0 v3, 1/20/15 2/12/15

Customer Vehicle            Status of vehicle/concern

2005 Chevrolet Trail Blazer            A GM Dealer has NOT diagnosed current concern

1GNES16S6561            Repairs have not been scheduled

Call Any Time Mileage now:  85000 mi            Vehicle is currently operable & can be driven

Key Points

Limiting Factors
  Original owner (verified)  

  

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

This customer has purchased these GM vehicles (verified):  2005 Chevrolet Trailblazer

Customer states that he has issue on the low beam headlights. The customer said that his wife was driving at night that when 

the low beam would not work.  He took the vehicle into the dealer who advised that he must paid his diagnostic fee.   The 

customer is should be a recall issue because he found a lot of complaint on the internet.  The customer knows he need a 

headlight relay switch for the low beams.

Customer seeks cost assistance

CRS advised the customer that his vehicle is out of warranty, so cost assistance is not guaranteed.  I expressed my apology for 

any inconveniences this issue has caused.  I also told the customer that I will be assigning his case to the dealership's 

customer experience manager.  His name is Elizabeth Dwyer.  She will be the eyes and ears at the dealer, she is in the best 

possible position to address your concern and will be your single point of contact throughout the resolution of this process.  I 

will ask the CE Manager will reach out to you within a twenty-four (24) business hours to discuss the issue and deliver the 

resolution.  Phone the service dept. to make an appointment with a service advisor.  The call was then transferred to the CE 

Manager Elizabeth Dwyer.  Knowing the customer and I was on a conference call, the CE Manager beginning to berated the 

S A  regarding the GM customer care center policies  The customer interrupted the conversation and advised he will never 

Supporting Factors



CAC advisor:  Cheryl--> (866) 790-5700, Ext # 41597

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







Susan Clark/Austin/GM1

02/25/2015 04:42 PM

To rfoster@simpsongm.com

cc

bcc

Subject Fw: SR  - Cust: Zusman - 2007 Chevrolet
Trailblazer - 72309769

Customer Relationship Specialist: Susan
Telephone: 866-790-5600 x 11265

Good Afternoon, Ms. Foster,

I just wanted to do a quick follow up and ask where we are on this one?  Were you able to assist the
customer, or did the customer have to pay for the repair?

Thank You.

If you have further questions, please contact Customer Relationship Specialist Susan at 866-790-5600 x
11265, or by fax at 866-857-3112.  You may also contact the Customer Engagement Center at
800-231-1841, Monday through Friday between 8:00 am and 5:00 pm, Eastern Time.  Please refer to the
service request number above.

Sincerely,

General Motors

----- Forwarded by Susan Clark/Austin/GM1 on 02/25/2015 04:41 PM -----

Susan Clark/Austin/GM1

02/24/2015 06:57 PM To rfoster@simpsongm.com

cc

Subject Fw: SR  - Cust: Zusman - 2007 Chevrolet
Trailblazer - 72309769

Ms. Foster,

I was doing some additional research on this concern, and I found a dealer message that I believe may be
applicable.  The message is G_0000205389, dated January 21, 2015, the subject is "Upcoming Safety
Recall 14291 - Update Customer Letter Mailing".  I found this message in the archives in DealerWorld.
This recall has not been released yet, but the description of the concern does seem to be the same as
described by the customer.  The message includes directions for a temporary repair until the recall is
released.

You are probably already aware of this message, but I wanted to share this information, since it does
appear to relate directly to this customer's  vehicle concern.

If you have further questions, please contact Customer Relationship Specialist Susan at 866-790-5600 x
11265, or by fax at 866-857-3112.  You may also contact the Customer Engagement Center at
800-231-1841, Monday through Friday between 8:00 am and 5:00 pm, Eastern Time.  Please refer to the
service request number above.



Sincerely,

General Motors

----- Forwarded by Susan Clark/Austin/GM1 on 02/24/2015 06:49 PM -----

Susan Clark/Austin/GM1

02/24/2015 06:08 PM To rfoster@simpsongm.com

cc

Subject SR #  - Cust  2007 Chevrolet
Trailblazer - 72309769

Ms. Foster,

Just a quick follow up, as requested, customer is requesting estimate for diagnosis / repair of concern
with the Daytime Running Lamps and headlamps being inoperative.

If you have further questions, please contact Customer Relationship Specialist Susan at 866-790-5600 x
11265, or by fax at 866-857-3112.  You may also contact the Customer Engagement Center at
800-231-1841, Monday through Friday between 8:00 am and 5:00 pm, Eastern Time.  Please refer to the
service request number above.

Sincerely,

General Motors





         
  

      

   

  

     

   

    
 

 

    
      

 

      





1

Nancy Novak (C)

From: Nancy Novak (C)
Sent: Friday, March 13, 2015 8:13 AM
To:
Subject: PAC SR #

I am so sorry to hear of your vehicle issue. We will need the fire department report (if applicable), a copy of your title,
and the pictures listed below. You need to be the registered owner of this vehicle. If your vehicle is at a storage/tow
yard, please make sure parts were not removed from the vehicle. Your vehicle needs to be in the original state after the
fire/melt. The vehicle must have all four tires still on it. Unfortunately, GM will not reimburse storage fees incurred while
your vehicle is at a storage/tow yard.

GM  needs the following pictures:

* one picture showing the entire outside of driver side

* one picture showing the entire outside of passenger side

* one picture showing the entire outside of the front of the vehicle

* one picture showing the entire outside of the back of the vehicle

* one picture showing the engine area with melt damage clearly evident

* one close-up picture of the fuse box melt damage

Thank you,

Nancy Novak
GM Product Assistance Claims
Tel: 866.446.6963 ext 21628
Fax: 866-255-3845
Nancy.Novak@GM.com





    
      

 

      



CAC SR Data Share After completing the SRDS, do this: 

  1) Grey 'Spellcheck' button to check spelling (at the bottom)

  2) Green 'Save PDF to Desktop' button (at top)

  3) Close the PDF file.

  4) Copy 'Key Points' (pink cell) to new "SR Summary" Comments

  5) Attach 'SRDS.pdf' to the SR.

  6) Send 'SRDS.pdf' to the CE Mgr via the A02 email.

  7) Red 'Clear Form' button (at the top)

  8) Repeat (Save over the same generic 'SRDS.pdf' file all day long.)

Customer’s name (for your reference): Gayle Rice

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 STS: She took vehicle to the dealership for issues with the 

headlamps paid $160.62 for the repairs but then was told by the 

dealership that it is associated with the recall.

CUST SKS: Reimbursement

CRS ADV: Let customer know that I did not see any open recalls on my 

end on her vehicle but I will contact the dealership to see if I could get 

them to process the reimbursement if neccessary. Provided customer 

fax number as well to fax over receipts just in case.

Customer's preferred phone #:

Best time to call customer: Anytime

Save PDF to Desktop 

Clear Form 



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 all complete

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)? 99,000

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: 3/19/2015

SR#: 8

CAC advisor's name (first & last): Janelle Wright

CAC advisor's phone #: (866) 790-5700

CAC advisor's extension #: 41580

17-digit VIN#: 1GKDS33S892

Make: GMC

Model: Envoy

Model Year: 2009

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: 12/24/2008



(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) 

99-Regal, 03-Grand Am, 04-Envoy, 06-Cobalt, 09-Envoy

Total number of GM vehicles this customer has owned:

(including the vehicle they're calling about now) 
8
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Denan Selimovic (C)

From: Denan Selimovic (C)
Sent: Wednesday, April 29, 2015 5:32 PM
To: 'klined1@autonation.com'
Subject: Repair estimate for 2007 Chevrolet Trailblazer

Hey Derek,

Please provide us with a repair estimate for headlamp relay replacement and any other damages that might have been caused by headlamp relay catching on
fire.

You can attach the repair estimate to this email.

Based upon available information and customer’s statements, and photos, it appears that the origin of fire is consistent with field action 14291.

The customer information is:

Customer Name: 

Customer Phone

Vehicle: 2007, Chevrolet, TrailBlazer

SR Number: 

VIN: 1GNDT13S07

Please call me if you have any questions.

Denan Selimovic
General Motors Business Resource Center
Product Assistance Claims
(866) 446-6963 ext. 11834
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(866) 508-1973 (fax)
denan.selimovic@gm.com
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Denan Selimovic (C)

From: Giddings, Josh <GiddingsJ@autonation.com>
Sent: Friday, May 01, 2015 3:23 PM
To: Denan Selimovic (C)
Subject: Don Olsen; 2007 Chevrolet Trailblazer

Good evening,

I received the estimate regarding Mr. Olsen’s vehicle, it will need a new fuse block.

Parts= $298.37
Labor= $235.98
Tax= $17.90

Total= $552.25

Joshua Giddings
AutoNation, Inc.
Laurel, MD 20707
301-483-7802

CONFIDENTIAL: This electronic mail (including any attachments) may contain
information that is privileged, confidential, and/or otherwise protected from
disclosure to anyone other than its intended recipient(s). Any dissemination or
use of this electronic email or its contents (including any attachments) by
persons other than the intended recipient(s) is strictly prohibited. If you have
received this message in error, please notify us immediately by reply email so



2

that we may correct our internal records. Please then delete the original message
(including any attachments) in its entirety. Thank you
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Denan Selimovic (C)

From: Denan Selimovic (C)
Sent: Wednesday, May 13, 2015 9:22 AM
To: 'klined1@autonation.com'
Subject: 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 118112
Dealer Contact           Service Manager Derek Kline
Dealer Email klined1@autonation.com
Dealer Fax
Job Card number       
Job Card Date            05/11/2015
VIN      1GNDT13S072
Odometer       77609
Labor Op        0600006
Labor Time (hrs) estimate     2
Dealer’s mechanical warranty rate per hour          117.99
Total Labor Estimate             235.98
Parts total      298.37
Car Rental/Hire (if applicable)         0
Sublet (if applicable) 0
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Claim total     534.35

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

** Labor Rate in Template does not Match Labor Rate in GWM. GWM Labor rate is $99.02
**

Line Before Tax: $496.41

Pre Authorization ID: 278145800000

Approved/Rejected:  Approved
Date Entered: 5/12/15
Entered By:    Erica Jesse
PAC CRS: Denan

If you have any other questions, please contact me

General Motors
Product Assistance Claims

Denan Selimovic
General Motors Business Resource Center
Product Assistance Claims
(866) 446-6963 ext. 11834
(866) 508-1973 (fax)
denan.selimovic@gm.com
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CAC SR Data Share Report  - MCE 2.4, 3/5/15 5/6/15

Customer Vehicle            Status of vehicle/concern

 2007 GMC Envoy            A GM Dealer has diagnosed the current concern

1GKDT13S4722            Repairs have not been scheduled

 Mileage now:  167000 mi  

Key Points

Limiting Factors
  

  

   Vehicle is > 8 years old (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

 

  

CAC advisor:  Joe--> (866) 790-5700, Ext # 41570

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

  

Seeking repair for headlamps. Customer stated she was advised that the headlamps cannot be replaced or repaired because 

there is no bulletin released. Customer is seeking gas gauge repair as well. 

Supporting Factors









	 10GPMA0215 		  Administrator: AMT Warranty Corp., P.O. BOX 927, Bedford, TX  76095

the claim or dispute; and (b) set forth the specific relief sought (“Demand”). If We and You do not reach an agreement to resolve the claim within 30 days 
after Notice is received, You or We may commence an arbitration proceeding. During the arbitration, the amount of any settlement offer made by Us or You 
shall not be disclosed to the arbitrator until after the arbitrator determines the amount, if any, to which You or We is entitled. You may contact us to obtain 
a form to initiate arbitration.

(3)	 After We receive notice at the Notice Address that You have commenced arbitration, We will promptly reimburse You for Your payment of the filing fee,  
unless Your claim is for greater than $75,000. The arbitration will be governed by the Commercial Arbitration Rules and the Supplementary Procedures  
for Consumer Related Disputes (collectively, “AAA Rules”) of the American Arbitration Association (“AAA”), as modified by this Agreement, and will be  
administered by the AAA. The AAA Rules are available online at www.adr.org, by calling the AAA at 1-800-778-7879, or by writing to the Notice Address. 
The arbitrator is bound by the terms of this Agreement. All issues are for the arbitrator to decide, except that issues relating to the scope and enforceability  
of the provision are for the court to decide. Unless We and You agree otherwise, any arbitration hearings will take place in the county of Your billing address. 
If Your claim is for $10,000 or less, We agree that You may choose whether the arbitration will be conducted solely on the basis of documents submitted  
to the arbitrator, through a telephonic hearing, or by an in-person hearing as established by the AAA Rules. If Your claim exceeds $10,000, the right to 
a hearing will be determined by the AAA Rules. Regardless of the manner in which the arbitration is conducted, the arbitrator shall issue a reasoned  
written decision sufficient to explain the essential findings and conclusions on which the award is based. Except as otherwise provided herein, We will pay all 
AAA filing, administration, and arbitrator fees for any arbitration initiated in accordance with the notice requirements above. If, however, the arbitrator finds 
that either the substance of Your claim or the relief sought in the Demand is frivolous or brought for an improper purpose (under the standards set forth in  
Federal Rule of Civil Procedure 11(b)), payment of all such fees will be governed by the AAA Rules. In such case, You agree to reimburse Us for all monies  
previously disbursed by Us that are otherwise Your obligation under the AAA Rules. In addition, if You initiate an arbitration in which you seek more than $75,000 in  
damages, payment of these fees will be governed by the AAA rules.

(4)	 If, after finding in Your favor in any respect on the merits of Your claim, the arbitrator issues You an award that is greater than the value of the last written 
settlement offer made by Us before an arbitrator was selected, We will:

	 •	 pay You the amount of the award or $10,000 (“the alternative payment”), whichever is greater; and 
	 •	 pay Your attorney, if any, twice the amount of attorneys’ fees, and reimburse any expenses (including expert witness fees and costs) that Your attorney 

reasonably accrues for  investigating, preparing, and pursuing Your claim in arbitration (“the attorney premium”).
	 If We did not make a written offer to settle the dispute before an arbitrator was selected, You and Your attorney will be entitled to receive the alternative 

payment and the attorney premium, respectively, if the arbitrator awards You any relief on the merits. The arbitrator may make rulings and resolve disputes 
as to the payment and reimbursement of fees, expenses, and the alternative payment and the attorney premium at any time during the proceeding and 
upon request from either party made within 14 days of the arbitrator’s ruling on the merits.

(5)	 The right to attorneys’ fees and expenses discussed in paragraph (4) supplements any right to attorneys’ fees and expenses You may have under  
applicable law. Thus, if You would be entitled to a larger amount under the applicable law, this provision does not preclude the arbitrator from awarding You 
that amount. However, You may not recover duplicative awards of attorneys’ fees or costs. Although under some laws We may have a right to an award of 
attorneys’ fees and expenses if it prevails in an arbitration, We agree that We will not seek such an award.

(6) 	 The arbitrator may award declaratory or injunctive relief only in favor of the individual party seeking relief and only to the extent necessary to provide relief 
warranted by that party’s individual claim. YOU AND WE AGREE THAT EACH MAY BRING CLAIMS AGAINST THE OTHER ONLY IN YOUR/OUR INDIVIDUAL 
CAPACITY, AND NOT AS A PLAINTIFF OR CLASS MEMBER IN ANY PURPORTED CLASS OR REPRESENTATIVE PROCEEDING. Further, unless both You 
and We agree otherwise, the arbitrator may not consolidate more than one person’s claims, and may not otherwise preside over any form of a representative  
or class proceeding. If this provision is found to be unenforceable, then the entirety of this provision shall be null and void.

(7)	 Notwithstanding any provision in this Agreement to the contrary, We agree that if We make any future change to this provision (other than a change to 
the Notice Address) during Your Agreement, You may reject any such change by sending us written notice within 30 days of the change to the Arbitration  
Notice Address provided above. By rejecting any such change, You are agreeing that You will arbitrate any dispute between us in accordance with the  
language of this provision.

SPECIAL STATE REQUIREMENTS/DISCLOSURES
The following Special State Requirements and/or Disclosures apply if this Contract was purchased in one of the following states and supersede any 
other provision herein. 

CALIFORNIA
The Agreement Administrator and Obligor is AMT Warranty Corp. California License #0H18143.
Our obligations under this Agreement are insured by policy issued by Wesco Insurance Company, 59 Maiden Lane, 43rd Floor, New York, NY 10038,  
800-927-4357. You may file a claim with this insurance company if any promise made in this Maintenance Agreement has been denied or has not been honored 
within sixty (60) days after the date the proof of loss was filed. If You are not satisfied with the insurance company’s response, You may contact the California 
Department of Insurance at (800) 927-4357.
CANCELLATION OF YOUR AGREEMENT section is deleted and replaced with the following: 
If You cancel this Agreement within sixty (60) days and no claims have been filed, the entire Agreement charge will be refunded. If You cancel this Agreement 
within sixty (60) days and have paid or approved claims, We will refund an amount of the Agreement price according to the pro-rata method reflecting the 
greater of the days in force or the miles driven based on the term/miles selected and the date the Agreement begins. If You cancel this Agreement after sixty 
(60) days, We will refund an amount of the Agreement price according to the pro-rata method reflecting the greater of the days in force or the miles driven 
based on the term/miles selected and the date the Agreement begins, an administrative fee not to exceed the lesser of twenty-five dollars ($25.00) or 10% of 
the Agreement cost charged will be charged.
If We cancel this Agreement the cancellation refund will be paid within thirty (30) days of the cancellation and a notice of cancellation will be mailed to You listing 
the reason for cancellation. The Agreement ceases to be valid no less than five (5) days after the postmark date of such notice. If We cancel this Agreement 
within sixty (60) days, the entire Agreement price will be refunded, less any claims paid or approved for payment prior to the cancellation date. After sixty (60) days, 
We may only cancel this Agreement for non-payment, fraud, or material misrepresentation. If We cancel this Agreement after sixty (60) days, We will refund an 
amount of the Agreement price according to the pro-rata method reflecting the greater of the days in force or the miles driven based on the term/miles selected 
and the date Agreement begins. If We cancel this Agreement, no administrative fee will be charged. In the event of cancellation, any claim filed and/or approved 
prior to the cancellation date will be honored and/or reviewed for coverage under the terms of the Agreement.
Under the Arbitration Provision the following is added: This Provision shall inure to the benefit of and be binding on You and Us following exhaustion of Your right 
to file claims with the Insurance Company and/or the California Department of Insurance (“DOI”) as specified on the Registration Page. However, if You choose 
to forego Your right to file Your claims with the Insurance Company and the DOI, You waive those rights and this Provision will be enforced and binding. The 
arbitrators shall not have the power to commit errors of law or legal reasoning, and the award may be vacated or corrected on appeal to a court of competent 
jurisdiction for any such error. Reference to the Federal Arbitration Act in the Arbitraton Provision of this Agreement shall be replaced with the following citation: 
CAA (CCP § 1280 et seq). The reference to the class action waiver is hereby stricken from the ALL CAPS portion of the Arbitration Provision in this Agreement. 
The choice of law for all California residents is California. The fee provision in the Arbitration Provision of this Agreement shall be amended to include California 
Code of Civil Procedure, Title 9, Chapter 1 § 1284.3.











CAC SR Data Share After completing the SRDS, do this:   (Revised 4/7/15!)
  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 file (SRDS-Excel.xlsm) to the SR
  6) Attach the PDF file ('SRDS-PDF.pdf') to the A02 email for CEMs
  7) Red 'Clear Form' button 
  8) Complete a new SRDS; Save over the PDF & Excel files all day

Customer’s name (for your reference): John Bauer
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 when my headlights are on low, they would go 
completely off and there was nothing you could do to get them back on. 
They would go off and in 3-4 minutes they would reset and come back 
on. Palm Auto Mall and they replaced the relay and that corrected the 
problem for 2 months. Then driving the other night it went off again and 
reset again exactly like it did before. I was told my one dealership that 
the headlight switch needs to be replaced. Customer seeks repairs. 
Advised customer we would waive 1hr of diagnostic fee to have vehicle 
looked at will notify the CE Manager Frank Sirse that you will be calling 
next week to setup an appointment

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 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)? 2
How many days has vehicle been inoperable (down) because of this concern? 1

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)? 43,000
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: 5/13/2015
SR#

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

CAC advisor's extension #: 31109
17-digit VIN#: 1GKDT43S792

Make: GMC
Model: envoy

Model Year: 2009
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: 8/27/2009



(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) 

1GKDT43S792

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

1





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









5/19/2015 Kelley Blue Book

http://www.kbb.com/chevrolet/trailblazer/2004-chevrolet-trailblazer/ls-extended-sport-utility-4d/?condition=good&vehicleid=347306&intent=trade-in-sell&milea… 2/2

 
© 2015 Kelley Blue Book Co., Inc. All rights reserved. 5/15/2015-5/21/2015 Edition for North Carolina 28080. The specific information required to determine the value for this particular vehicle was supplied
by the person generating this report. Vehicle valuations are opinions and may vary from vehicle to vehicle. Actual valuations will vary based upon market conditions, specifications, vehicle condition or other
particular circumstances pertinent to this particular vehicle or the transaction or the parties to the transaction. This report is intended for the individual use of the person generating this report only and shall
not be sold or transmitted to another party. Kelley Blue Book assumes no responsibility for errors or omissions. (v.15052)

between a private buyer and seller. This is an "as is" value that does not include any warranties. The
final price depends on the car’s actual condition and local market factors.

Private Party Range - The Private Party Range is Kelley Blue Book’s estimate of what you can
reasonably expect to receive this week for a vehicle with stated mileage in the selected condition and
configured with your selected options, excluding taxes, title and fees when selling to a private party.

Excel lent Condition  - 3% of all cars we value. This car looks new and is in excellent mechanical
condition. It has never had paint or bodywork and has an interior and body free of wear and visible
defects. The car is rust-free and does not need reconditioning. Its clean engine compartment is free of
fluid leaks. It also has a clean title history, has complete and verifiable service records and will pass
safety and smog inspection.

Very Good  Condition  - 23% of all cars we value. This car has minor wear or visible defects on the
body and interior but is in excellent mechanical condition, requiring only minimal reconditioning. It has
little to no paint and bodywork and is free of rust. Its clean engine compartment is free of fluid leaks.
The tires match and have 75% or more of tread. It also has a clean title history, with most service
records available, and will pass safety and smog inspection.

Good  Condition  - 54% of all cars we value. This car is free of major mechanical problems but may
need some reconditioning. Its paint and bodywork may require minor touch-ups, with repairable
cosmetic defects, and its engine compartment may have minor leaks. There are minor body scratches or
dings and minor interior blemishes, but no rust. The tires match and have 50% or more of tread. It also
has a clean title history, with some service records available, and will pass safety and smog inspection.

Fair Condition  - 18% of all cars we value. This car has some mechanical or cosmetic defects and
needs servicing, but is still in safe running condition and has a clean title history. The paint, body
and/or interior may need professional servicing. The tires may need replacing and there may be some
repairable rust damage.

© 1995-2015 Kelley Blue Book Co.
®
, Inc. All rights reserved. 





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 i              
All fire cases with ESISQFYI requires email notification to the TC and TCL regardless if case remains open or close    



Case Summary To: Mickey.sabol@gm.com

Cc: Kimberly.horvath@gm.com

Subject: New - Melt Case SR# 7

PASTE TEMPLATE    

                  ironment surrounding the area and a photo of all four sides of vehicle exterior.

customer alleged her vehicle caught on fire in the
fuse box; she and her husband were driving down
the street when they smelled smoke and plastic
burning; they pulled into an Autozone lot and
opened the hood; there  was a lot of smoke; once
the smoke cleared they opened the fuse box and
saw the relay switch and wiring had melted; the
vehicle is currently located at Abernethy
Chevrolet; photos are attached to SR



                on as necessary.

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



 E IN EMAIL USING CTRL+V





Fire Case

Smoke Case

Melt Case

New

Reopen

Photos

Update

Inspection received

Question

Closed

Estim
ate is

Yes

No





 

 



 

 



 

 



 

 



 



 

 



 

 



 



  
  
 

   
    

 

            
                
             

     

              
   

           

  
   



 

 



 

 



 



 

 



 

 



 

 



 

 



 

 



 



 

 



 





   

       

    

   
  

  
 

          

       

      

   

  

   

     

  

       

  

  

   
 

  

    

 

  
  

  
    

 

 

 
        

  

    
 

   

 

  

   





CAC SR Data Share After completing the SRDS, do this:   (Revised 4/7/15!)
  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 file (SRDS-Excel.xlsm) to the SR
  6) Attach the PDF file ('SRDS-PDF.pdf') to the A02 email for CEMs
  7) Red 'Clear Form' button 
  8) Complete a new SRDS; Save over the PDF & Excel files all day

Customer’s name (for your reference): Eilene Russell 
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 last year, the headlamps only worked in the high 
beam setting; they replaced the relay with an O'Reilly Auto Store part) & 
problem was corrected.  Now the headlamp is out & they found that the 
relay is melted.  Customer feels that this issue should be covered under 
Recall 14291-delaership has stated there is no recall on the vehicle. 

Customer seeking repair coverage; states this is the exact same issue as 
stated in the recall & should be covered. 

SA advised the dealership will be requested to double check the VIN & 
contact her to discuss the recall & needed repair.  SA advised that there 
no permanent repair at this time, but a temporary repair (replacement 
on the current model HDM).

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

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? Yes

Current mileage (in miles)? 107,000
Bought brand new? No

(if bought used)   Roughly how many miles were on the vehicle at time of purchase? 4,000
(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: 6/1/2015
SR#

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

CAC advisor's extension #: 11710
17-digit VIN#: 1GNDS13S97

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: 11/7/2006



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

List of GM vehicles owned by this customer:
(including the vehicle they're calling about now) 

2007 Chevrolet TrailBlazer

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

1



CAC SR Data Share Report  - MCE 2.5, 4/7/15 6/1/15

Customer Vehicle            Status of vehicle/concern
 2007 Chevrolet TrailBlazer            A GM Dealer has NOT diagnosed current concern

( 1GNDS13S97            Repairs have not been scheduled
Call any time Mileage now:  107000 mi            Vehicle is currently operable & can be driven

Key Points

Limiting Factors
  
  GM Certified Pre-Owned vehicle (verified)  
  First time GM buyer (verified)   Vehicle is > 8 years old (verified)
    Vehicle has > 100,000 miles
   Current or former fleet 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
Per the customer, this vehicle was bought (used) at a GM Dealership
Approximate # of miles on the vehicle when customer purchased it (used):    4000 mi

Reference
CAC SR#:  
CAC advisor:  Margaret Quigley--> (866) 790-5600 , Ext # 11710

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 Chevrolet TrailBlazer

Customer states that last year, the headlamps only worked in the high beam setting; they replaced the relay with an 
O'Reilly Auto Store part) & problem was corrected.  Now the headlamp is out & they found that the relay is melted.  
Customer feels that this issue should be covered under Recall 14291-delaership has stated there is no recall on the vehicle. 

Customer seeking repair coverage; states this is the exact same issue as stated in the recall & should be covered. 

SA advised the dealership will be requested to double check the VIN & contact her to discuss the recall & needed repair.  SA 
advised that there no permanent repair at this time, but a temporary repair (replacement on the current model HDM).

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)
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Shakevia [10:40:48 AM]:  

If the recall has not been released we would not have any information of it. Recall information is only 
available once the recall has been released and is attached to the vehicles VIN that are included in the 
recall. I would advise taking your vehicle in to a GM Dealer to get your vehicle diagnosed and repaired. If 
a recall in released for this concern and your vehicle is included in the recall you will be able to submit 
for reimbursement to the cost that you paid for the repair. 

Shakevia [10:42:25 AM]:  

Can you please provide me with the source where you found this information. I am happy to document 
this information in our system. 

 [10:46:06 AM]:  

Thanks. But you have not provided any more information than I was able to find out for myself. This 
information is the subject of the 79th recall issued by GM. It can be found on several sites. Major 
networks and publications. You have to look very hard to find it. Just google Gm 79th recall. 

Shakevia [10:48:13 AM]:  

I am happy to document this information, Although I can not confirm that this information is correct as 
these are not certified GM websites. I would recommend visiting media.gm.com for recall information.  

Shakevia [10:50:04 AM]:  

Is there anything else that I may assist you with at this time? 

 [10:50:14 AM]:  

Why would this not be correct if GM sent the memo? GM needs to step up and fix the problem. It might 
save someone's life. 

 [10:51:22 AM]:  

GM informed the National Safety Administration. 

Shakevia [10:51:41 AM]:  

GM is not affiliated with all sites and does not provide this information to them. I have provided you 
with the correct site to locate recall information that is Authorized by GM.  

Shakevia [10:52:19 AM]:  

Thank you this information. I will be sure to document your concerns. 

[10:52:47 AM]:  



Have a nice day. You and GM were of no help. 

Shakevia [10:52:54 AM]:  

You're welcome. I'm glad I could help you today during your visit. 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.  

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. 







 

 





 













Product Assistance Center 
Preliminary Technical Consultant Report 

 
Date: 6/16/2015 
VIN: 1GNDT13S93241  
SR #:  
Customer Name:  
Case Matter  
PAC Advisor: Nancy Novak 
  
Report/Recommendation:  
 
Based upon available information, the customer’s photos, it appears that the origin of the 
fire is consistent with field action 14291.  The customer states they did not have any 
headlamp issues prior to the incident. 14291 is not associated with this vehicle. The 
customer stated the incident occurred on 6/6/2015 and the vehicle mileage is stated as 
170,000. 
 
Based on the available information, it is recommended that the vehicle be repurchased or 
repaired as appropriate.  
 
If any additional information becomes available, this report may be revised. 
 
Mickey Sabol 
PAC Technical Consultant 
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Nancy Novak (C)

From: Todd Bitzel <tbitzel@byersauto.com>
Sent: Friday, June 19, 2015 8:24 AM
To: Nancy Novak (C)
Subject: RE: PAC SR #

Hello Nancy,

$623.00 plus tax is the preliminary estimate to replace the damaged part that I see in the pic. We will need to schedule
the vehicle in for further inspection of the cause. The vehicle also has 2 outstanding recalls on it unrelated.

Todd Bitzel
Byers Chevrolet
Service Manager
614-228-1551
tbitzel@byersauto.com
www.byerschevy.com

From: Nancy Novak (C) [mailto:nancy.novak@gm.com]
Sent: Thursday, June 18, 2015 10:19 AM
To: Howard Bitzel (Byers Chevrolet Llc)
Subject: PAC SR 

Hi Todd,

GM has performed a preliminary investigation on the fuse box for the customer below. I have attached the pictures
showing her current vehicle issue. At this point, GM is looking for a dealer to work with on this PAC claim. Our next step
is to obtain a repair estimate. The vehicle would be brought to your dealership for you to verify damage and create a
repair estimate. Can you assist us with this claim? I can provide further information if necessary. Please call me.

Re
2003 Chevrolet TrailBlazer
1GNDT13S932

Thank you,

Nancy Novak
GM Product Assistance Claims
Tel: 866.446.6963 ext 21628
Fax: 866-255-3845
Nancy.Novak@GM.com

Nothing in this message is intended to constitute an electronic signature unless a specific statement to the
contrary is included in this message.
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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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Nancy Novak (C)

From: Nancy Novak (C)
Sent: Wednesday, July 15, 2015 10:23 AM
To: 'tbitzel@byersauto.com'
Subject: PAC SR #    //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: 112811
Dealer Contact: Todd Bitzel
Email:Todd Bitzel <tbitzel@byersauto.com>
Dealer Fax: N/A
Job Card number:
Job Card Date: 7/14/2015
VIN: 1GNDT13S932
Odometer: 168774
Labor Op: 0600006
Labor Time (hrs) estimate: 1.6
Dealer's mechanical warranty rate per hr:97.01
Total labor estimate: 155.23
Parts Total:361.33
Car Rental/Hire (if applicable): n/a
Sublet (if applicable): n/a
Claim total:516.56

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

Line before tax: $516.56

Pre Authorization ID: 0

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

Thank you for your help,
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Nancy Novak
GM Product Assistance Claims
Tel: 866.446.6963 ext 21628
Fax: 866-255-3845
Nancy.Novak@GM.com



CAC SR Data Share Report  - MCE 2.6, 6/15/15 6/26/15

Customer Vehicle            Status of vehicle/concern

2007 Chevrolet railblzaer            A GM Dealer has diagnosed the current concern

( 1GNDT13S072            Repairs have not been scheduled

Call Anytime Mileage now:  50000 mi            Vehicle is currently operable & can be driven

Key Points

Limiting Factors
  Original owner (verified)  

  

  
  Loyal GM customer:   5 GM vehicles purchased (verified)  
  

  
  Vehicle has been serviced for this concern:    1 time(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

 

  

Reference

CAC advisor:  Tracy--> (866) 790-5700, Ext # 21656

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):  1989 Grand AM/ 1989 Sierra/ 1996 C/K Pickup/ 2000 Blazer/ 2007 

Trailblazer

Cust sts: Took vehicle to dealership yesterday/ they stated we would have to pay for the repair/ and another hour of 

diagnostic/ they are stating that it is the backup light/ that my son hooked up/ may have caused and issue/ but he checked it 

and it is not wired to the main circuit harness/ there was a shortage in the wire/ that caused the relay to melt/ I think this 

should be covered/ there was nothing I did to cause this issue.

Cust sks: Repair to be covered/ or assistance to have repair made.

Supporting Factors
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Stephanie Washington (C)

From: Mickey Sabol
Sent: Tuesday, June 23, 2015 12:22 PM
To: Stephanie Washington (C)
Cc: Kimberly Horvath (C)
Subject: Smoke Case SR#  need more photos

Hi Stephanie,

I have reviewed the case and photos and the photos are insufficient. I need more photos. The photos of the
fusebox do not actually shows the fuses and relays. I have provided an example photo of what I need below.
While you are at it, please ask if they were experiencing any problems with their headlight.

Thanks,

Mickey

From: Stephanie Washington (C)
Sent: Tuesday, June 23, 2015 11:58 AM























 



  

  

  

  

 

 

 

 

Advisor Date      

Kyle 6/30/2015  

Job# Hours Parts Labor Line Total

1.00 15  

3,292.08                1,368.75$              4,752.08          

Shop supplies 4,752.08$        

Sales Tax 346.34             

Total 5,123.43$        

instrument panel wining harness is

5880 Monroe Street
Sylvania, Ohio 43560  419-885-4444

 

 

Thank you for your business!

 

Total Discount

Quote

no longer available.

Description

Replace the fuse box, engine wiring

harness, and instrument panel wiring

harness. Please note that the 

Quotation prepared by:  ____________________________________________ 
 
This is a quotation on the goods named, subject to the conditions noted below:  
(Describe any conditions pertaining to these prices and any additional terms of the agreement.  
You may want to include contingencies that will affect the quotation.) 
 
To accept this quotation, sign here and return:  _______________________________________________ 



  

  

  

  

 

 

 

 

Advisor Date      

Kyle 6/30/2015  

Job# Hours Parts Labor Line Total

1.00   

   

15 1,368.75$              

1,066.90                

1,549.85                

452.79                   

Shop supplies 4,438.29$        

Sales Tax 346.34             

Total 5,123.43$        

Quote

fuse block

no longer available.

Engine harness

Instrument panel harness

Description

Replace the fuse box, engine wiring

harness, and instrument panel wiring

harness. Please note that the 

Thank you for your business!

 

Total Discount

instrument panel wining harness is

5880 Monroe Street
Sylvania, Ohio 43560  419-885-4444

 

 

Quotation prepared by:  ____________________________________________ 
 
This is a quotation on the goods named, subject to the conditions noted below:  
(Describe any conditions pertaining to these prices and any additional terms of the agreement.  
You may want to include contingencies that will affect the quotation.) 
 
To accept this quotation, sign here and return:  _______________________________________________ 









      

      

  

      

             
              

               
              

              
            

                 
              
                    

             
                     

     

                   
                      

                 
 

                
                
                
                  

                
          

                  
               

              
                 

    

               
                 

              
           

                
            

                  
          

              
                 

               

   





      













 

* * 

 
Friday, July 17, 2015 

 
 

Toledo, OH   

      Straight Settlement Letter 

 
Subject:  Repurchase of  2002 Chevrolet TrailBlazer 
VIN: 1GNDT13S222  
Ref SR  

 

Dear : 
 
We regret that you are dissatisfied with your 2002 Chevrolet TrailBlazer, VIN 1GNDT13S222 8 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 $3,500.00. This offer was calculated by using the following figures: 
   
  
 Total Repurchase Amount      $3,500.00 
 

 Total Amount to Customer     $3,500.00 

    
 

**AMOUNT IS SUBJECT TO CHANGE IF SIGNED PAPERWORK IS NOT RECEIVED BY DATE 
OUTLINED BELOW** 

 

If you owe money to General Motors, please send certified check or money order made payable to 

General Motors. 

 

If this offer is acceptable, please sign this letter and return it to my attention via the fax number or address 
listed below. I will contact you to set up a signing date, at which time you will be required to complete the 
transaction.. I can be reached at 866-802-6625 x1203 if you have any questions or concerns. 

 
 

Customer’s and Co-Customer’s Signature(s) and Date  
 
 

Customer’s and Co-Customer’s Printed Name(s) 
 

The requirements of the straight repurchase are as follows: 

 

Þ 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. 

Þ 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 

Þ A “Power of Attorney” form - supplied by General Motors must be signed and notarized at the time 
of repurchase (used only for titling purposes)  

Þ An “Odometer Disclosure Statement” form - supplied by General Motors must be signed at the time 
of the repurchase  

Þ Factory installed equipment – needs to be intact and functional. 



 

 

Þ Title – if no lien, a free and clear title must be provided at time of repurchase. 

Þ 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 Friday July 17, 2015 
 
 
      Sincerely, 
  
 
      General Motors RVDC 
      2717 Schust Rd 
      Saginaw, MI 48603  
 
 

 
 
 

 



 

 

 
 
 
 
 
July 14, 2015     Dealer Confirmation Letter-Straight 
 
DAVE WHITE CHEVROLET, INC.  
5880 MONROE 
SYLVANIA, OH  43560       
 
Subject:  2002 Chevrolet TrailBlazer  
Customer:  

 
Ref SR  
 
Dear Darren Worth: 
 
General Motors will issue a check in the amount of $3,500.00 made payable to    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 Friday July 17, 2015.  If you have any questions you may 
reach me at 866-802-6625 x1203. 
 
 
 
DAVE WHITE CHEVROLET, INC. 115264 Management Agent’s Signature and Title. 
 
 
DAVE WHITE CHEVROLET, INC. 115264 Management Agent’s Printed Name and Title. 

 
 
 



Case Number:
Originator Name: Stephanie Washington 866-790-5600 x 11723 stephanie.1.washington@gm.com

Created Date: 07/10/2015

Vehicle Info

*VIN: 1GNDT13S22234 MSRP: 0.0 *TAC #: N/A

Year: 2002 Make: Chevrolet Model: TrailBlazer

Vehicle Comments & TAC Explanation:

*Date Reviewed with Customer: 07/10/2015 *Repurchase Mileage: 116000

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

Vehicle Owner(s)

Entity Type Person

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

* Primary Owner:

* Address

* City Toledo * State OH * ZIP Code:

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

* E-mail: * Fax Phone:

* Reason Repurchase Fuse box caught fire

UCC Codes (N0409) Electrical - Fuse Block / Fuses / Relays - Fire

Vehicle Lien Holder

Type of Secured Interest: No Lien * Company: Account #:

Contact or Attention:

Address

City State ZIP Code:

Day Phone: Fax: E-mail:

Original Selling Dealer

* Dealer #: 159204 Dealer Name: COLUMBIA CHEVROLET

Region: 50 District: 5112

* Phone: (513) 891-7200 Fax: (513) 985-3511

* Contact Name: Steve Minnich * Contact Title:Service Manager E-Mail: steve.minnich@jos..

Repurchasing Dealer: -

* Dealer #: 115264 Dealer Name: DAVE WHITE CHEVROLET, INC.

Region: 50 District: 5114

* Phone: (419) 885-4444 Fax: (419) 824-7602

* Contact Name: Darren Worth * Contact Title Service Manager E-Mail: dworth@whitecars...

Repair

* Contact Name: * Contact Title:

Vehicle Location: -

* Dealer #: 115264 Dealer Name: DAVE WHITE CHEVROL..

Region: 50 District: 5114

* Phone: (419) 885-4444 Fax: (419) 824-7602

* Contact Name: Darren Worth * Contact TitleService Manager E-Mail: dworth@whitecars...

July 13, 2015 Page 1 of 2



Case Number: 2
Originator Name: Stephanie Washington 866-790-5600 x 11723 stephanie.1.washington@gm.com

Created Date: 07/10/2015

Transaction Details

Siebel Request #: * Disposition:Scrap

State: OH * Type: Straight Repurchase 

Source: PAC Product Asst Claims Dept 

Replacement VIN: -

Compliance Date: Compliance Type:

MSRP: 0.0 Order #:

Repurchase:

* Processing Instructions:

Srcap

Disposition:

* Processing Instructions:

Scrap

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

July 13, 2015 Page 2 of 2



      

      

 

      

            
           

               
              

              
            

                 
              
                    

              
                     

     

                   
                      

                 
 

                
                
                
                  

                
          

                  
               

              
                 

    

               
                 

                   
            

                
            

                  
          

              
                 

               

    









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

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

Date:
1GNDT13S222 July 14, 2015

1 1 Base Price $3,500.00 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 $3,500.00 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) $3,500.00 22 Total Deductions $0.00 22 Total Deductions $0.00
23 Mileage 0 23 23
24 Usage $0.00 24 Repurchase Subtotal $3,500.00 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 $3,500.00 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 $3,500.00 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 $3,500.00 31 Projected Loss $0.00

PURCHASE PRICE (before t/t/t) 26,293.95$     TRADE ALLOWANCE PURCHASE PRICE -$                
MSRP ( FROM BARS INVOICE) 29,870.00$     PAYOFF OF TRADE -$              INCENTIVE* (from BARS) -$                
DIFFERENCE (3,576.05)$     DIFFERENCE -$              OVERALLOWANCE -$                
if positive look for over allowance if negative=negative equity ACTUAL PRICE -$                

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 Report  - MCE 2.6, 6/15/15 7/9/15

Customer Vehicle            Status of vehicle/concern

2007 GMC Envoy            A GM Dealer has NOT diagnosed current concern

1GKDT13S87            Repairs have not been scheduled

Call Anytime Mileage now:  86000 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 been serviced for this concern:    3 time(s)  
  Vehicle was inop/down due to this concern:  7 day(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#:  85

CAC advisor:  Dorice Williams--> (866) 790-5700, Ext # 21774

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):  1GKDT13S8721

2007 GMC Envoy

Customer stated, repeat repair concern with the headlamps, inoperable –do not come on, and it is a safety issues.  Customer 

strongly stated, very frustrated and concern, recently received a ticket because of this same issue, and GM should be 

accountable for their products.

Customer expectations/ seeks; want GM assistance with the cost of repair and possible to get the TAC Support Team involved 

to inspect thoroughly to determine a definitive resolution.  

CRS adv, the case will be sent over to the CEM/David Tausch, the CEM/is cust single point of contact, and the CEM will reach 

out to the cust w/in next 24 to 48 hour, to scheduled vehicle in for service, and discuss the Resolution with the customer.

Dorice Williams/CAC/WMI/T2

Supporting Factors





               

       

    
     

    

    

   

              

               

 

  

    

  

   

   

  

    
  

  

  

  

  

  

      

 
 

  
    

    

  

 

 

  

  

 

  

  
 

  

  

  

          

                       

           

  

                            
                            
                              

                         

  



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! 
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                             he Fire Team.



Fire Case

Smoke Case

Melt Case

New

Reopen

Photos

Update
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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 states-says on 7/7 he was 
driving to work and his vehicle stalled out, he 
restarted it but when he made it to work he 
smelled burning plastic, he opened the hood and 
found a small flame near the fusebox, he 
disconnected the battery and the fire smoldered 
out, he has full insurance coverage so he made a 
claim and is supposed to hear from them today-
they did ask him to call GM, the vehicle is at the 
dealership and he was given a repair estimate of 
$2400 and  he has authorized repairs, purchased 
vehicle from a used car dealer a year and a half 
ago for $7500 and still has a lien on it for $3000, 
says needs car so authorized the repairs and he 
hopes insurance will cover it

     



                  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: Closed - 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
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Yes

No



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): Samantha Bryant
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!

                       

STS:  door switch has gone bad and  heated seats go on then the 
windows go up (not down) and the headlights flicker on and off.    this 
started one week ago, suddenly   

If I hit button to send window down, does not work, until I turn the 
heated seates off. Dealer stated that it is an internal switch. estimate 
575.37. 

SKS: cost asssitance 

ADV:  I explained that I am going to forward this information to the 
dealer, but due to mileage/years/bought used cannot promise 
assistance. 

Eric Nustad\CAC\T2\WMI

Customer's preferred phone #: (904) 294-9978
Best time to call customer: any

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 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? No

Current mileage (in miles)? 191,454
Bought brand new? No

(if bought used)   Roughly how many miles were on the vehicle at time of purchase? 134,000
(if bought used) Was vehicle bought (used) at a GM Dealership? No

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

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

Today's date: 7/16/2015
SR#:

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

CAC advisor's extension #: 21792
17-digit VIN#: 1GNDT13S352

Make: Chevrolet
Model: TrailBlazer

Model Year: 2005
Is this a high-dollar or premium vehicle? Yes

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: 6/16/2005



(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) 

2005 Chevrolet Trailblazer

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

1



CAC SR Data Share Report  - MCE 2.6, 6/15/15 7/16/15

Customer Vehicle            Status of vehicle/concern
2005 Chevrolet TrailBlazer            A GM Dealer has diagnosed the current concern
1GNDT13S3522            Repairs have not been scheduled

Call any Mileage now:  191454 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
  High-dollar or premium vehicle  
  
  Vehicle has been serviced for this concern:    1 time(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):    134000 mi

Reference
CAC SR#:  
CAC advisor:  Eric Nustad--> (866) 790-5700, Ext # 21792

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):  2005 Chevrolet Trailblazer

STS:  door switch has gone bad and  heated seats go on then the windows go up (not down) and the headlights flicker on 
and off.    this started one week ago, suddenly   

If I hit button to send window down, does not work, until I turn the heated seates off. Dealer stated that it is an internal 
switch. estimate 575.37. 

SKS: cost asssitance 

ADV:  I explained that I am going to forward this information to the dealer, but due to mileage/years/bought used cannot 
promise assistance. 

Eric Nustad\CAC\T2\WMI

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
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CAC SR Data Share Report  - MCE 2.6, 6/15/15 7/27/15

Customer Vehicle            Status of vehicle/concern

2006 Chevrolet TrailBlazer            A GM Dealer has NOT diagnosed current concern

1GNES16S06            Repairs have not been scheduled

 Mileage now:  177000 mi            Vehicle is currently operable & can be driven

Key Points

Limiting Factors
  

  

   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#:  

-5700, Ext # 5921543

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

  

Cust sts that his vehicles headlamps will go out intermittently while driving down the road at night.  Cust has been to the dlr 

twice and the dealer has not been able to duplicate the issue.

Cust sts that he has paid the diagnosis twice and has not had any results.  Cust sts that he does not want to keep on paying 

the diagnosis and keep getting the same answer.

Cust sts that this issue is dangerous and GM is not doing anything about it.  Cust would like to get assistance to repair the 

vehicle.

Cust sks vehicle repair

SA Adv will reach out to the CE Manager to come to a resolution.

Supporting Factors



From: ] 
Sent: Friday, July 31, 2015 6:38 PM 
To: Mary T. Barra; dan.ammann@gm.com; Alan Batey; Alicia S Boler Davis 
Subject: What is a Customer's Life Worth? 
 
Good evening. 
 
I, a General Motors customer, am writing to you today to ask, "What is a customer's life worth at 
General Motors?". 
 
I thought GM prided itself in providing quality vehicles, safe vehicles and outstanding service to its 
customers.  However, after my recent experience, I now know that none of these are true. 
 
Does GM care that it is endangering the lives of its customers by excluding certain VIN numbers from a 
safety recall?  Is GM more concerned about saving a buck than helping its customers?  My answer to 
both of these is a resounding yes. 
 
I am writing to all of you, in a last ditch effort, to prove that you care about me and my family.  I want to 
see that you care about our safety and whether or not our lives are worth the few dollars you need to 
spend to resolve this issue. 
 
Please do the right thing and READ THIS LETTER.  Please do the right thing and TAKE ACTION on this 
letter. 
 
I own a 2007 Chevy Trailblazer, VIN 1GNDS13S972 , with approximately 86,000 miles on it.  On 
7/28/15, while we were driving home AT NIGHT AND IN COMPLETE DARKNESS, both headlamps 
simultaneously failed.  All of the fuses are good.  Both headlamps were tested by my husband and found 
to be good.  We almost wrecked the vehicle and our entire family was in the car. 
 
Thankfully, we were able to use the high beam headlamps to drive the rest of the way home.  After 
returning home, we parked the vehicle for a few hours. We checked the headlamps and they still did not 
work while on low beam setting.  They failed again on 7/29, 7/30, and again today. 
 
After researching the issue on NHTSA'S website, because this is a SAFETY issue, I discovered that a recall 
exists for this same year, make and model.  I also found MANY blogs online that indicate that this issue is 
on-going and has been a known issue with Trailblazers since before 2003.  I also learned that MANY 
OTHER CUSTOMERS have made the same complaint on NHTSA and have been told, "sorry, your VIN isn't 
included in the recall". 
 
So, what does it take for GM to do the right thing and GET THESE VEHICLES INCLUDED in this recall?  Do 
you have to wait for a member of my family to be killed in a crash before you step up and do the right 
thing? 



 
I have asked that GM do a formal diagnostic on my vehicle, at GM's cost, and to properly repair this 
vehicle. 
 
Your Customer Care refuses.  Your dealership refuses.  Your managers at customer care refuse. 
 
I guess our family is not worth the minute amount required for a diagnostic assessment (under $100).  I 
guess we're not worth the $40 or so it takes to replace the HDM on this vehicle.  I guess we are not 
worth anything. 
 
I am so disgusted with the lack of commitment in this, to the point that I don't know whether or not I 
will ever buy another GM vehicle (and I've owned a Chevy since I was 16 years old--more than 24 years). 
 
What are you going to do to help me? 
 
 
Regards, 
 

 
> 

Phone (mobile) 
 
 
 
 
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. 



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): 
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'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 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?

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? Unsure/Unknown

Current mileage (in miles)? 170,000
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)? Unsure/Unknown

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

Today's date: 8/5/2015
SR#:

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

CAC advisor's extension #: 31078
17-digit VIN#: 1GNDS13S332

Make: Chevrolet
Model: Blazer

Model Year: 2003
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: 6/30/2003



(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) 

2003 CHEVROLET TRAILBLAZER BUSR

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

1



CAC SR Data Share Report  - MCE 2.6, 6/15/15 8/5/15

Customer Vehicle            Status of vehicle/concern
2003 Chevrolet Blazer            A GM Dealer has diagnosed the current concern

 cell 1GNDS13S332            Repairs have not been scheduled
Call anytime Mileage now:  170000 mi            Vehicle is currently operable & can be driven

Key Points

Limiting Factors
  
  
  
   
  
  
   
  
 

 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#: 
Tier 2 CAC advisor: 

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

  

 

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
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GM Confidential 
Version 3 
Effective 6/1/2015 

 
 

Attention Service Manager / Director:  
General Motors has been working to improve the customer experience and case evaluation.  Please 
keep in mind that we will work together to ensure GM customer loyalty, goodwill, retention and 
positive Dealership relations. By doing this, we can demonstrate the importance of our customers to 
GM and instill confidence in our GM products. Providing a timely fair and accurate evaluation of their 
claim is important to customer Satisfaction and Loyalty.  As a result of this customer centric focus, we 
have revised the Dealer Inspection Process to facilitate these improvements.  

YOU will be paid fully for your efforts and time in support of this Process: 
General Motors understands that each inspection is unique, and the time to complete the inspection, and this 
report, will vary case-by-case. GM will make sure that you are appropriately compensated for the time to 
complete this inspection, and accurately document your findings. 

IT IS IMPORTANT THAT YOU READ AND UNDERSTAND THE DIRECTIONS BELOW BEFORE 
BEGINNING THE CASE INSPECTION PROCESS. The information gathered during the 
investigation is proprietary to GM and should not be provided to the customer. 

Your support is critical to a fair evaluation of this case and we must have all questions and 
requirements answered fully. The PAC advisor will NOT be able to provide compensation or 
authorization until a thorough inspection, diagnosis and repair estimate. This must include the details 
for all diagnostic testing with test detailed test results as recommended by GM Service Information, 
Repair Manuals and other Technical resources. Timely receipt of this information is critical to expedite 
case resolution. (Would like a time line for completion communicated to your assigned PAC Advisor 
within 24hr if possible). 
 
There may be other GM resources / people involved in the evaluation process for each PAC (Product 
Assistance Claims) Case. It may be necessary to compare statements, information or images from 
these other sources to ensure accuracy between the Allegation and actual incident descriptions. 
Therefore we rely on these inspection forms to be stand-alone documents.  Information gathered 
while assisting a 3rd party inspector, Field Service Engineer, or other technical resources / 
investigators should not be relied upon for completing this inspection form.  
 
GM will provide assistance as necessary to support you in vehicle diagnosis and completion of this 
Inspection form. Please contact the PAC advisor assigned to this case when assistance is needed.   
     
These forms should not be used for any cases involving injury (which required professional medical 
attention), or property damage outside of the vehicle. Refer to the information provided in the 
current Service Policies and Procedures Manual. 
 
Please proceed by completing the attached documentation using the following guidelines: 
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GM Confidential 
Version 3 
Effective 6/1/2015 

 
1.  INSPECTION SUMMARY 

Summarize the facts, observations that pertain to the customer’s concern.  Weather conditions during the 
event, previous repairs, driving conditions, vehicle systems in use when the concern occurred, existing vehicle damage or 
needed vehicle repairs are some types of information that may be helpful.)  

 

 

 

 

 

 

 

 

 

 

 

2.  VEHICLE MODIFICATIONS / ALTERATIONS P l e a s e  p r o v i d e  T i r e / W h e e l  i n f o r m a t i o n  &  
T r e a d  D e p t h  &  t i r e  p r e s s u r e  e v e n  i f  a p p e a r s  t o  b e  O E M  T i r e / w h e e l s  

Are there any vehicle modifications (aftermarket suspension/steering, wiring, tires/wheels, 
entertainment systems etc.) Describe in detail and take photos if applicable to the concern. 

 L F                       R F                         R R                            L R  
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GM Confidential 
Version 3 
Effective 6/1/2015 

 

 
3.  DIAGNOSTIC TROUBLE CODES:  

CONTROL MODULE COMMUNICATION and DTC CHECK:  Using a scan tool. Record any control 
module that is not communicating, any DTC including symptom byte, module set and enter “C” for 
current or “H” for history code. (Include a copy of the Freeze Frame Failure Records if applicable) 

List all Modules not 
Communicating 

 

 

DTC / Symptom H / C &   Module 

 

DTC / Symptom H / Current &  Module 

 

 
       

                  

           

   

   

    

   

   

   

   

 
4.   Additional Information:  

Describe the overall vehicle condition; list any previous repairs which may be pertinent to the case.        
Include any undercarriage damage possibly related to the allegation or not related. Please note if due 
to prior incident or current allegation. 
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GM Confidential 
Version 3 
Effective 6/1/2015 

 

 

5.   Specific Testing Requested by GM Technical Consultant/Liaison: (If applicable)  

 

 

6.   Thoroughly Detail your Specific Test Results and Diagnosis: 

Detailed test results should include resistance/voltage readings, circuit numbers, location of 
harness chaffing etc., and photos if applicable. Reference any SI documentation utilized to 
support the Diagnosis.   
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GM Confidential 
Version 3 
Effective 6/1/2015 

 

 

Non Body Repair Estimate   

REPAIR ESTIMATE (RO/Job card #) _______________       Date ________________   
 

Qty  
Part # /  
Labor 
Code 

Description  Warranty 
Rate/per 

Warranty Cost 
 

     

     

     

     

     

     

     

     

     

     

     

     

   Labor 
subtotal 

 

   Parts 
subtotal 

 

   Sublet/net 
items 

 

   Total 
 

 

 

When performing Airbag repairs – please confirm if the SDM &/or other SIR components should or 
should not be replaced. If B0052 is present, GM Service Information provides that answer under the 
conditions for clearing the DTC. 

In addition, ensure all collaterally damaged components are included in your repair estimate prior to 
submission. 
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Body Repair Estimate   

REPAIR ESTIMATE (RO/Job card #) _______________       Date ________________   
 

Qty  
Part # /  
Labor 
Code 

Description  GM flat 
Rate/per 

Warranty Cost 
 

     

     

     

     

     

     

     

     

     

     

     

     

     

     

     

     

   Labor 
subtotal 

 

   Parts 
subtotal 

 

   Sublet/net 
items 

 

   Total 
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Body damage estimates should be independent of mechanical repair estimates. All body estimates 
should be performed at GM Flat Rate Manual and approved warranty rates NOT Insurance rates.  

 
PHOTO LOG AND PHOTOS  

 
 

PHOTO # DESCRIPTION ONLY 
DAMAGE 
YES/NO 

1 Driver (Left) side Exterior (required image)  

2 Passenger (Right) Side Exterior (required image)  

3 Front Exterior (required image)  

4 Rear Exterior (required image)  

5 Image of concern & affected area (required image)  

6 Close-up image of concern (required image)  

7 Vehicle Certification Label with VIN visible (required image)  

8 Add additional photos as necessary.  

        
Attach Photos to an email or add to this document below. 
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Stephanie Washington (C)

From: Stephanie Washington (C)
Sent: Wednesday, August 26, 2015 3:32 PM
To: 'ashimmel@blaisealexander.com'
Subject: SR# 
Attachments: 7 Dealer Inspection Template.docx; SAMPLE Dealer Inspection v3.docx

Anthony,

I have attached the dealer inspection form as well as a sample as it has changed, we will pay you up to 2 hours
your hourly warranty labor rate for your assistance.  We are in need of a dealer inspection, diagnosis, and repair
estimate. If you have any questions please contact me.

Customer Last 
2007, Chevrolet, Trailblazer
VIN: 1GNDT13S472
Blaise Alexander Chevrolet Buick Of Philipsburg, Philipsburg, PA (281058)
Anthony Shimmel, Service Manager

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
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Stephanie Washington (C)

From: Stephanie Washington (C)
Sent: Monday, August 31, 2015 9:46 AM
To: 'Anthony Shimmel'
Subject: RE  Dealer Inspection Template

Wonderful! I will be leaving for vacation on Wednesday and will be returning on 9/9/15. I will process pay for the
inspection and the repair once I return.

Thank you…..

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

From: Anthony Shimmel [mailto:ashimmel@blaisealexander.com]
Sent: Friday, August 28, 2015 5:32 PM
To: Stephanie Washington (C)
Subject: Re:  Dealer Inspection Template

I already talked to the customer after our phone call. Thank you for all your help.

Sent from my iPhone

On Aug 28, 2015, at 5:08 PM, "Stephanie Washington (C)" <stephanie.1.washington@gm.com> wrote:

Anthony,

Go ahead and give the customer a call we will repair the vehicle.

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
<image003.jpg>

From: Anthony Shimmel [mailto:ashimmel@blaisealexander.com]
Sent: Friday, August 28, 2015 2:37 PM
To: Stephanie Washington (C)
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Cc: ashimmel (blaisealexander.com)
Subject:  Dealer Inspection Template

From: Anthony Shimmel [mailto:ashimmel@blaisealexander.com]
Sent: Friday, August 28, 2015 8:32 AM
To: 'stephanie.1.washington@gm.com' <stephanie.1.washington@gm.com>
Subject:  Dealer Inspection Template

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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Stephanie Washington (C)

From: Stephanie Washington (C)
Sent: Tuesday, August 18, 2015 4:44 PM
To: Laura Dembeck
Cc: 'ashimmel@blaisealexander.com'
Subject:

Laura Dembeck,

A product allegation claim has been made in your district. Customer alleges she went out started her car up and
when she put the vehicle in drive the headlights did not come on so she shut her vehicle off and started it again
and still no lights, she had high beams but no low beams so she went to work and on her first brake she called
her husband and told him to go get her some headlights, so her husband told her that it is very unlikely for both
lights to go out and that he would check it out when she gets home. After dinner her son who is a mechanic
opened her hood and opened up her fuse box and you could smell the burn, the module was melted and melted
part of the fuse box, it was the daytime running light module. The prongs stayed in the fuse box, it was all
melted as well.

Customer Last Name: n
2007, Chevrolet, Trailblazer
VIN: 1GNDT13S472
Blaise Alexander Chevrolet Buick Of Philipsburg, Philipsburg, PA (281058)
Anthony Shimmel, Service Manager

This is only a notification. No action is required on your part at this time.

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
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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



































CAC SR Data Share Report  - MCE 2.7, 8/12/15 8/13/15

Customer Vehicle            Status of vehicle/concern

2007 Chevrolet Trailblazer            A GM Dealer has NOT diagnosed current concern

1GNDT13S47223            Repairs have not been scheduled

Call anytime Mileage now:  121000 mi            Vehicle is currently operable & can be driven

Key Points

Limiting Factors
  

  

   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:  Lachele--> (866) 790-5600 , Ext # 5911540

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 Trailblazer, 2007 Equinox

.Cust I can not afford the cost of having the fuel line repaired. I was sitting in the driveway on Monday. I did not have any 

lights.. I had the issue with my head lamp module burnt out. I called the dealer and they said that I would have to pay for the 

diagnosis. I told them I can not afford that. The dealership told me to call you guys and gave me your number. 

Customer seeks fuse box replacement.

CRS Advised Are you having any other vehicle issues?

Customer I need the diag waived. 

CRS Thank you for sharing this information with me.  I am sorry to hear about your vehicle issues. The process to resolution is 

as follows:  The customer experience manager will contact you in 48 hours to touch base with you. If you do not hear from 

                       
Supporting Factors





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 i              
All fire cases with ESISQFYI requires email notification to the TC and TCL regardless if case remains open or close    



Case Summary To: Mickey.sabol@gm.com

Cc: Kimberly.horvath@gm.com

Subject: New - Fire Case SR# 

PASTE TEMPLATE    

                  ironment surrounding the area and a photo of all four sides of vehicle exterior.

customer alleged the vehicle relay fuse box
caught on fire; the vehicle has been repaired ;
customer submitted a photo of the fuse relay and
a receipt requesting reimbursement for review;
advised customer I would submit and follow up;
documents attached to SR



                on as necessary.

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



 E IN EMAIL USING CTRL+V





Fire Case

Smoke Case

Melt Case

New

Reopen

Photos

Update

Inspection received

Question

Closed

Estim
ate is

Yes

No













 



 

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

Caller English 

System [2:36:10 PM]:  

Welcome to chat. 

Akida [2:36:38 PM]:  

Hello C ! Thank you for contacting Buick Customer Assistance, my name is Akida, how may I help 
you today? 

 [2:37:03 PM]:  

Do you have any idea when a recall schedule for the head lights shutting off on the Buick Lacrosse will 
be released? 

Akida [2:38:15 PM]:  

Thank you for taking the time to chat in with us today! I'm sorry, recalls are not on a schedule of any 
kind. Unfortunately, I don't know the parameters of how, if, nor when a recall will be released for a 
particular issue. However, if I may have your VIN, I can check for recalls on your vehicle if you would 
like? 

 [2:40:15 PM]:  

My VIN is 2G4WD582481 . 

Akida [2:41:34 PM]:  

Thank you. I do see a recall for your LaCrosse. It's for: UNINTENDED IGNITION KEY ROTATION. Here's a 
link with more information for you:  

Akida [2:41:37 PM]:  

https://recalls.gm.com/#/?vin=2G4WD5824811  

Akida [2:41:54 PM]:  

I don't see a recall having to do with your headlights however. 

 [2:43:30 PM]:  

I know about that one. This is the recall I am talking about 
http://www.usatoday.com/story/money/cars/2014/12/01/gm-headlights-recall/19748153/ 



   

               

  

                       

                    

   

                  

                

        

  

   

   

            

  

 

   

              

       

  

            

   

                  

                

        

  

                         

 

   



Unfortunately, as your LaCrosse doesn't have a recall attached to it regarding this issue as recalls are VIN 
specific, so it is already not included in that particular recall. With that being the case, you will be 
responsible for any cost associated with repairing this issue. 

 [2:55:55 PM]:  

Then what is the point of filing a complaint if GM is going to do anything? 

Akida [2:56:16 PM]:  

However, if you pay for this issue, and your LaCrosse is later added to the recall list, you will have the 
option to be reimbursed for the repairs. 

 [2:56:30 PM]:  

Thank you Akida. 

 [2:56:42 PM]:  

Have a great day! 

Akida [2:56:54 PM]:  

You're welcome! If you have any other questions, 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 12:00 p.m. to 9:00 p.m. Eastern time. 
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Solution
GM Aftersales

FPR No: 0812/2003/US
Type GMNA Truck

Status: Country/Region: Champion: PRTS No.:
Closed (in time) US/GMNA Donald B Sherman
TrailBlazer - BCM Software - Interior - DRL disable after BCM
replacement*
Affected Carlines:

Solution Status
Release Status of Solution: released not released refused

General Answer/Comment

Short Description

VSSMBB - 3/13/2003
  TAC PI - 3/13/2003
  DLRVME 3/13/2003

Field Remedy

Production Remedy

VIN-Breakpoints: Breakpoint Date:
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Communication
GM Aftersales

FPR No: 0812/2003/US
Type GMNA Truck

Status: Country/Region: Champion: PRTS No.:
Closed (in time) US/GMNA Donald B Sherman
TrailBlazer - BCM Software - Interior - DRL disable after BCM
replacement*

Messages

01. Bulletin request
02. Daytime Running Lamp Feature Cannot Be Disable

Susan M. Anderson
03-08-42-010 - (09/1

Frank J. Flees
Donald B Sherman

05/30/2003

Document Information
Last Modified by: Melissa Clifford/C/US/GM/GMC 10/29/2007 12:49:14 PM
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FPIM
GM Aftersales

FPR No: 0812/2003/US
Type GMNA Truck

Status: Country/Region: Champion: PRTS No.:
Closed (in time) US/GMNA Donald B Sherman

TrailBlazer - BCM Software - Interior - DRL disable after BCM
replacement*

Symptoms: After replacing the BCM (using the
VCI #) in an 02 Trailblazer, the
ability to disable DRL & auto
headlamps is lost.  See TAC case
#6274902

Cases: 1 Mileage: (km)

Tasks

24 h Field Containment / Diagnostic Advice:

Not sent yet!

Document Information
Last Modified by: 10/29/2007 12:49:14 PM





The DRL system will function as designed for the 2003 model year after a BCM replacement.
The headlight switch on 2003 model year vehicles has four positions with a DRL disable
position. Due to wiring harness changes between 2002 and 2003 vehicles, the four position
switch will not correct the DRL disable feature on 2002 vehicles. Do not replace the headlamp
switch to correct this concern.

Correction

Reprogram the BCM with updated calibrations to restore the DRL disable feature. The new
calibrations will be available in TIS Version 9.5, scheduled for release on September 7, 2003.
The calibrations are electronic calibrations and are NOT available from GMSPO.

Warranty Information

For vehicles repaired under warranty, use:

Labor Operation Description Labor Time
N4808 Body Control Module-Reprogram 0.4 hr

GM bulletins are intended for use by professional technicians, NOT a "do-it-yourselfer".  They are written to
inform these technicians of conditions that may occur on some vehicles, or to provide information that could
assist in the proper service of a vehicle.  Properly trained technicians have the equipment, tools, safety
instructions, and know-how to do a job properly and safely.  If a condition is described, DO NOT assume that
the bulletin applies to your vehicle, or that your vehicle will have that condition.  See your GM dealer for
information on whether your vehicle may benefit from the information.

WE SUPPORT
VOLUNTARY
TECHNICIAN

CERTIFICATION

© Copyright General Motors Corporation.  All Rights Reserved.

<- Back Forward -> Document ID# 1380970 Print
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Are VIN Breakpoints Involved: Yes No
If yes, supply VIN breakpoints (for all plants)
If VIN breakpoints are unknown, supply contact;   Name: Phone:
Are parts required? Yes No
Old P/N (If applicable): New P/N:
Parts supplier/contact: Phone:





   

  

               
                

      

             
            

             

                 
               

          

              
        

         

 

  
   

 



   

 

             
                

  

                
                 

      

                
                

               
            

               
               

   

              
         

 

  
   

 



   

  

 

 

               
                

      

             
            

             

                 
               

          

              
        

         

 

  
   

   




