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Q:When First Noticed - Within the first week after delivery Q:Size of Problem -
About one-half inch/1 cm or less Q:Taken Vehicle for Repair - No Q:Bothersome
Rating - 5 So bothersome that I might consider a different make/model in the
future Q:Aftermarket Parts Related - No Q:Trouble Location Is Front Door

Checkbox Excessive Brake Pressure Required - Too m
uch effort required/hard

PPH Brakes Don't Have Enough Stopping Power
SMT Chassis
QRD 2A-Brake System

It takes much more pressure than I am used to to slow the vehicle down.

Q:When First Noticed - Within the first week after delivery Q:Distance Driven
When Noticed - 50 Q:How Often Trouble Occurs - Always Q:Passengers or Cargo
When Trouble Occurs - No passengers/No load Q:Taken Vehicle for Repair - No
Q:Bothersome Rating - 3 A moderate frustration Q:Aftermarket Parts Related - No

Checkbox Cell Phone Connection - DTU/understand
PPH Hands-Free Communication DTU
SMT Electrical
QRD 7G-Infotainment

I do not think there are any technical issues with the systems. I purchased the
vehicle out of state in MD and I am from SC. I was not at the dealership long
enough to get sufficient training on how to use the navigation system or the cell
phone Bluetooth system. Technology is not my forte, therefore I really need some
"show me" lessons. Could my local Chevy dealership accommodate me. That
would be wonderful.

Q:When First Noticed - Upon vehicle delivery Q:Bothersome Rating - 4
Q:Aftermarket Parts Related - No

Checkbox Cell Phone Connection - Screen illumination
PPH Infotainment System-Poor Screen Quality
SMT Electrical
QRD 7G-Infotainment

I do not think there are any technical issues with the systems. I purchased the
vehicle out of state in MD and I am from SC. I was not at the dealership long
enough to get sufficient training on how to use the navigation system or the cell
phone Bluetooth system. Technology is not my forte, therefore I really need some
"show me" lessons. Could my local Chevy dealership accommodate me. That
would be wonderful.

Q:When First Noticed - Upon vehicle delivery Q:How Often Trouble Occurs -
Always Q:Taken Vehicle for Repair - No Q:Bothersome Rating - 4 Q:Aftermarket
Parts Related - No

Checkbox Cell Phone Connection - Voice recognition tro
uble

PPH Hands-Free Communication-Doesn't Recogni
ze Command

SMT Electrical
QRD 7G-Infotainment

I do not think there are any technical issues with the systems. I purchased the
vehicle out of state in MD and I am from SC. I was not at the dealership long
enough to get sufficient training on how to use the navigation system or the cell
phone Bluetooth system. Technology is not my forte, therefore I really need some
"show me" lessons. Could my local Chevy dealership accommodate me. That
would be wonderful.

Q:When First Noticed - Upon vehicle delivery Q:How Often Trouble Occurs -
Always Q:Taken Vehicle for Repair - No Q:Bothersome Rating - 4 Q:Aftermarket
Parts Related - No

Checkbox Navigation System - DTU/understand
PPH Navigation System- DTU
SMT Electrical
QRD 7G-Infotainment

I do not think there are any technical issues with the systems. I purchased the
vehicle out of state in MD and I am from SC. I was not at the dealership long
enough to get sufficient training on how to use the navigation system or the cell
phone Bluetooth system. Technology is not my forte, therefore I really need some
"show me" lessons. Could my local Chevy dealership accommodate me. That
would be wonderful.

Q:When First Noticed - Within the first week after delivery Q:Bothersome Rating -
4 Q:Aftermarket Parts Related - No

Checkbox Navigation System - Screen vis bility/illuminat
ion

PPH Infotainment System-Poor Screen Quality
SMT Electrical
QRD 7G-Infotainment

I do not think there are any technical issues with the systems. I purchased the
vehicle out of state in MD and I am from SC. I was not at the dealership long
enough to get sufficient training on how to use the navigation system or the cell
phone Bluetooth system. Technology is not my forte, therefore I really need some
"show me" lessons. Could my local Chevy dealership accommodate me. That
would be wonderful.

Q:When First Noticed - Within the first week after delivery Q:How Often Trouble
Occurs - Always Q:Taken Vehicle for Repair - No Q:Bothersome Rating - 5 So
bothersome that I might consider a different make/model in the future
Q:Aftermarket Parts Related - No
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Checkbox Navigation System - Voice recognition/comm
unication trouble

PPH Hands-Free Communication-Doesn't Recogni
ze Command

SMT Electrical
QRD 7G-Infotainment

I do not think there are any technical issues with the systems. I purchased the
vehicle out of state in MD and I am from SC. I was not at the dealership long
enough to get sufficient training on how to use the navigation system or the cell
phone Bluetooth system. Technology is not my forte, therefore I really need some
"show me" lessons. Could my local Chevy dealership accommodate me. That
would be wonderful.

Q:When First Noticed - Within the first week after delivery Q:How Often Trouble
Occurs - Always Q:Bothersome Rating - 5 So bothersome that I might consider a
different make/model in the future Q:Aftermarket Parts Related - No

Checkbox Navigation System - other
PPH Navigation System-Other/Unspecified
SMT Electrical
QRD 7G-Infotainment

I do not think there are any technical issues with the systems. I purchased the
vehicle out of state in MD and I am from SC. I was not at the dealership long
enough to get sufficient training on how to use the navigation system or the cell
phone Bluetooth system. Technology is not my forte, therefore I really need some
"show me" lessons. Could my local Chevy dealership accommodate me. That
would be wonderful.

Q:When First Noticed - Within the first week after delivery Q:How Often Trouble
Occurs - Always Q:Taken Vehicle for Repair - No Q:Bothersome Rating - 5 So
bothersome that I might consider a different make/model in the future
Q:Aftermarket Parts Related - No

Checkbox Voice Recognition/Communication Trouble
PPH Hands-Free Communication-Doesn't Recogni

ze Command
SMT Electrical
QRD 7G-Infotainment

I do not think there are any technical issues with the systems. I purchased the
vehicle out of state in MD and I am from SC. I was not at the dealership long
enough to get sufficient training on how to use the navigation system or the cell
phone Bluetooth system. Technology is not my forte, therefore I really need some
"show me" lessons. Could my local Chevy dealership accommodate me. That
would be wonderful.

Q:When First Noticed - Within the first week after delivery Q:How Often Trouble
Occurs - Always Q:Taken Vehicle for Repair - No Q:Bothersome Rating - 4
Q:Aftermarket Parts Related - No Q:Noticed Issue Using Cell Phone Q:Noticed
Issue Using Navigation system

Checkbox Wireless Phone Charging - DTU/understand
PPH Wireless Phone Charging DTU/Poor Location
SMT Electrical
QRD 7A-Body Electronics

I do not think there are any technical issues with the systems. I purchased the
vehicle out of state in MD and I am from SC. I was not at the dealership long
enough to get sufficient training on how to use the navigation system or the cell
phone Bluetooth system. Technology is not my forte, therefore I really need some
"show me" lessons. Could my local Chevy dealership accommodate me. That
would be wonderful.

Q:When First Noticed - Within the first week after delivery Q:How Often Trouble
Occurs - Always Q:Taken Vehicle for Repair - No Q:Bothersome Rating - 4
Q:Aftermarket Parts Related - No Q:Phone Charge Rate - Yes Q:Wireless
Charging Q:Charging Indicator Q:Which Wireless Charging Problem? - Difficult to
align Q:Which Wireless Charging Problem? - Difficult to understand

Checkbox Wireless Phone Charging - other
PPH Wireless Phone Charging
SMT Electrical
QRD 7A-Body Electronics

I do not think there are any technical issues with the systems. I purchased the
vehicle out of state in MD and I am from SC. I was not at the dealership long
enough to get sufficient training on how to use the navigation system or the cell
phone Bluetooth system. Technology is not my forte, therefore I really need some
"show me" lessons. Could my local Chevy dealership accommodate me. That
would be wonderful.

Q:When First Noticed - Within the first week after delivery Q:How Often Trouble
Occurs - Always Q:Taken Vehicle for Repair - No Q:Bothersome Rating - 4
Q:Aftermarket Parts Related - No Q:Wireless Charging Icon Stays On - No
Q:Phone Charge Rate - No

Other Verbatims on the Survey

Question: Suggestions to Improve Vehicle Offer out of state purchasers a technology learning period at their local Chevy
dealership so as to be able to use the costly navigation system and the mobile
phone system in their new vehicle. Also perhaps some dealership training on how

Page 3 of 5Respondent Report - CONFIDENTIAL

9/6/2016



to get the Tags and Certificate of Title to the purchaser sooner than 2 months after
the purchase.

Question: Like Most About Vehicle Pretty much everything other than the few issues I have outlined earlier.

Question: Reason for Brand Score It weighs 5600+ pounds so I optioned a 6.3 litre engine but it is still sluggish or
feels underpowered.

Performance Attributes

Attribute 1-10 Rating

Vehicle Overall (TopMind) 7

Vehicle (Overall) 8

Vehicle quality (overall) 8

Level of technology and innovation 8

Value for the money 7

Condition of vehicle upon delivery 8

Overall feeling of safety while driving 8

Overall vis bility for driver 8

Security features 8

Vehicle feels solidly built 9

Overall rating of vehicle driving dynamics 8

Braking responsiveness and effort 6

Handling/stability on curves or winding roads 8

Vehicle ground clearance 8

Maneuverability in traffic and tight spaces 7

Rides smooth 8

Transmission smoothness when shifting 8

Overall sound of the engine 8

Overall power and acceleration 7

Overall rating of audio/entertainment system 7

Front seat roominess 9

Storage spaces for driver and passengers 8

Overall rating of trunk or rear cargo area 8

Rear seat roominess 9

Ease of getting into and out of the vehicle 6

Interior quietness 8

Overall rating of seats 9

Overall rating of heater, ventilation and A/C 8
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Attribute 1-10 Rating

Overall attractiveness of your vehicle interior 9

Quality of interior materials 9

Overall attractiveness of your vehicle exterior 8

Fuel economy 6

Driving range on full tank / full charge 7
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Close Window

Edit Transaction Pre-Repair
Authorization

PRINT-FRIENDLY VERSION

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

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

Pre-Repair Type: Repair Authorization

Pre-Repair
Authorization

Pre-Repair Auth ID: 343104600000
Original Author: Megan Smith

New Author: Megan Smith

*Required Fields
Disclaimer: All amounts are before taxes

BAC*: 113

Service Agent: I. G. BURTON & COMPANY, INC.

Contact Name:

Phone Number:

Fax Number: 888-424-3042

Contact Email
Address:

Job Card*: CTWS154232

Job Card Date:
09/2 /201609/23/2016

Reference
Number:

VIN: Investigate Vehicle History3GCUKREC9FG

Odometer: 30930

Transaction Flag: Customer Enthusiasm - Non Warrantable Repair

Special Coverage

Policy

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

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


No customer complaint-Other issues
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No rows were found.

 
Attachment Id Attachment Name User Name 



Browse... ADD

DELETE

Pre Repair Authorization History:

 

VIN Pre-Repair Authorization ID Create Date

3GCUKREC9FG 343099800000 2016-10-06

3GCUKREC9FG 343104600000 2016-10-06




CANCEL SAVE

© 2004 General Motors. All Rights Reserved.

Page 3 of 3GM Web Center

10/6/2016



PE18-012 

GM  

3-27-2019 

Q3 

 

 





PE18-012 

GM  

3-27-2019 

Q3 

 

 











PE18-012 

GM  

3-27-2019 

Q3 

 

 











PE18-012 

GM  

3-27-2019 

Q3 

 

 



1

Farzana Yeasmin (C)

From: Eli Schrock <eschrock@igburton.com>
Sent: Wednesday, September 14, 2016 4:03 PM
To: Farzana Yeasmin (C)
Subject: [EXTERNAL] RE: [   Seeking RO

The part is here and I planed to have vehicle repair tomorrow

Sent from my Verizon, Samsung Galaxy smartphone

-------- Original message --------
From: "Farzana Yeasmin (C)" <farzana.yeasmin@gm.com>
Date: 9/14/16 3:45 PM (GMT-05:00)
To: Eli Schrock <eschrock@igburton.com>
Subject: [   Seeking RO

Good Afternoon 
Thank you so much for sending me the pictures. Usually the PAC process is investigating a claim prior to the repair, but
since the repair is complete, I’m going to have to see if I can take a different approach to helping the customer.
Can you please send me an RO with repair estimates of repairing the damage (bumper etc), with customer statement of
what happened and tech/dlr statement of what was repaired and why?

Please let me know if you have any questions or concerns by replying to this email or by calling me at 866-446-
6963 ext 5913695.

Sincerely,
Farzana Yeasmin
BRC PAC Specialist
General Motors Product Assistance Claims
Phone: 866-446-6963 x 5913695
Fax: 586-920-0789
Email: Farzana.Yeasmin@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.

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
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and may be unlawful. If you received this message in error, please contact the sender and delete it from your
computer.
This message contains confidential information and is intended only for the individual named. If you are not the
named addressee you should not disseminate, distribute or copy this e-mail. Please notify the sender
immediately by e-mail if you have received this e-mail by mistake and delete this e-mail from your system. E-
mail transmission cannot be guaranteed to be secure or error-free as information could be intercepted,
corrupted, lost, destroyed, arrive late or incomplete, or contain viruses. The sender therefore does not accept
liability for any errors or omissions in the contents of this message, which arise as a result of e-mail
transmission. If verification is required please request a hard-copy version. i.g. Burton & Co., Inc., 793 Bay
Road, Milford DE, 19963 USA,
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Farzana Yeasmin (C)

From: Farzana Yeasmin (C)
Sent: Wednesday, September 14, 2016 4:12 PM
To: 'Eli Schrock'
Subject: RE: [   Seeking RO

I’m glad the repair is not complete. Since the customer has a product allegation, we need an inspection report to
compile the facts surrounding the allegation.  Are you able to assist us in doing a dealership inspection? I can send over
the document of what we need in the inspection.  Please note, If the vehicle gets repaired, we would not be able to
complete our investigation process.

YOU will be compensated appropriately for your assistance with the inspection & diagnosis. All costs should be itemized
at the dealership’s current warranty rates.

Please let me know as soon as possible.

Regards,
Farzana Yeasmin
BRC PAC Specialist
General Motors Product Assistance Claims
Phone: 866-446-6963 x 5913695
Fax: 586-920-0789
Email: Farzana.Yeasmin@GM.com

From: Eli Schrock [mailto:eschrock@igburton.com]
Sent: Wednesday, September 14, 2016 4:03 PM
To: Farzana Yeasmin (C)
Subject: [EXTERNAL] RE: [   Seeking RO

The part is here and I planed to have vehicle repair tomorrow

Sent from my Verizon, Samsung Galaxy smartphone

-------- Original message --------
From: "Farzana Yeasmin (C)" <farzana.yeasmin@gm.com>
Date: 9/14/16 3:45 PM (GMT-05:00)
To: Eli Schrock <eschrock@igburton.com>
Subject: [   Seeking RO

Good Afternoon MR. Schrock
Thank you so much for sending me the pictures. Usually the PAC process is investigating a claim prior to the repair, but
since the repair is complete, I’m going to have to see if I can take a different approach to helping the customer.
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Can you please send me an RO with repair estimates of repairing the damage (bumper etc), with customer statement of
what happened and tech/dlr statement of what was repaired and why?

Please let me know if you have any questions or concerns by replying to this email or by calling me at 866-446-
6963 ext 5913695.

Sincerely,
Farzana Yeasmin
BRC PAC Specialist
General Motors Product Assistance Claims
Phone: 866-446-6963 x 5913695
Fax: 586-920-0789
Email: Farzana.Yeasmin@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.

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.
This message contains confidential information and is intended only for the individual named. If you are not the
named addressee you should not disseminate, distribute or copy this e-mail. Please notify the sender
immediately by e-mail if you have received this e-mail by mistake and delete this e-mail from your system. E-
mail transmission cannot be guaranteed to be secure or error-free as information could be intercepted,
corrupted, lost, destroyed, arrive late or incomplete, or contain viruses. The sender therefore does not accept
liability for any errors or omissions in the contents of this message, which arise as a result of e-mail
transmission. If verification is required please request a hard-copy version. i.g. Burton & Co., Inc., 793 Bay
Road, Milford DE, 19963 USA,
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Farzana Yeasmin (C)

From: Farzana Yeasmin (C)
Sent: Wednesday, September 14, 2016 4:53 PM
To: 'bernadette.jasmine@gm.com'
Subject:  PAC Case Handled within BRC No Action Required

Dear Ms Jasmine,

A product allegation claim has been made in your district. The customer is alleging that his breaks did not operate
causing customer to rear end another vehicle.

3GCUKREC9FG
2015 Chevrolet Silverado
Dealership: BAC 113   I. G. Burton & Company, Inc.; Milford DE
Dealership Contact: Eli Schrock, Service Manager

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

Regards,
Farzana Yeasmin
BRC PAC Specialist
General Motors Product Assistance Claims
Phone: 866-446-6963 x 5913695
Fax: 586-920-0789
Email: Farzana.Yeasmin@GM.com
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Farzana Yeasmin (C)

From: Farzana Yeasmin (C)
Sent: Wednesday, September 14, 2016 4:36 PM
To: 'Eli Schrock'
Subject:   PAC Case Dealer Inspection request.
Attachments: Brake Dealer inspection form.pdf

Dear Mr. Schrock,

 Thank you for agreeing to assist us with a Dealer Inspection/Diagnosis and Repair Estimate for this PAC

(Product Assistance Claim) case. We appreciate your support.

General Motors has been working to improve the customer experience and will work with your dealership to ensure

GM customer loyalty, goodwill, retention and positive Dealer relations. As a result of this customer centric focus PAC

needs your assistance to compile the facts surrounding the allegation and to document the condition of the vehicle by

completing the attached inspection form.  Once this data is obtained, PAC will make the determination if the

customer’s claim will be approved or denied. DO NOT make any repairs to the vehicle until PAC has completed our

review.

IT IS IMPORTANT THAT YOU READ AND UNDERSTAND THE INFORMATION BELOW BEFORE BEGININNG THE

PAC INSPECTION PROCESS.

The information gathered during the investigation is confidential and proprietary to GM. Please DO NOT

provide to the customer. Your support is critical to a fair evaluation of this case and we must have all questions,

diagnosis and requested information answered in full detail.

The PAC advisor will NOT be able to provide authorization for payment until investigation is complete and the case

resolution decided.

 Please contact your PAC advisor to provide direction/assistance with testing/diagnosis. If needed your advisor will

arrange for a GM PAC approved TAC (Technical Assistance Center) consultant to contact you directly.

YOU will be compensated appropriately for your assistance with the inspection & diagnosis. Please Utilize

the same job card/repair order that was created when the customer brought their vehicle in for this

concern.  If one was never created, please create one once the vehicle is at your dealership. All costs should

be itemized at the dealership’s current warranty rates.

Please verify the photos are in focus, bright and clearly show the areas of concern. Verify all requested

information is fully documented then, return the forms and photos via email within 72 business hours. (if not

able:  notify your PAC advisor as soon as possible) Delays receiving the inspection report will impact the

duration of the case, resulting in increased rental car fees and inconvenience to our customer.

*Please provide me with the estimate of the repairs.
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Please call me if you have any questions.

Farzana Yeasmin
BRC PAC Specialist
General Motors Product Assistance Claims
Phone: 866-446-6963 x 5913695
Fax: 586-920-0789
Email: Farzana.Yeasmin@GM.com
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Farzana Yeasmin (C)

From: Farzana Yeasmin (C)
Sent: Wednesday, September 14, 2016 3:45 PM
To: 'Eli Schrock'
Subject: [   Seeking RO

Good Afternoon MR. Schrock
Thank you so much for sending me the pictures. Usually the PAC process is investigating a claim prior to the repair, but
since the repair is complete, I’m going to have to see if I can take a different approach to helping the customer.
Can you please send me an RO with repair estimates of repairing the damage (bumper etc), with customer statement of
what happened and tech/dlr statement of what was repaired and why?

Please let me know if you have any questions or concerns by replying to this email or by calling me at 866-446-
6963 ext 5913695.

Sincerely,
Farzana Yeasmin
BRC PAC Specialist
General Motors Product Assistance Claims
Phone: 866-446-6963 x 5913695
Fax: 586-920-0789
Email: Farzana.Yeasmin@GM.com



PE18-012 

GM  

3-27-2019 

Q3 

 

 



1

Farzana Yeasmin (C)

From: Farzana Yeasmin (C)
Sent: Monday, September 19, 2016 2:23 PM
To: 'Eli Schrock'
Subject: RE: [   PAC Case Dealer Inspection request.

Good Afternoon Mr. Schrock
Thank you so much for the inspection report. Are you able to provide me with a repair estimate (at dealership warranty
rate) for the damages that the customer is claiming occurred due to the incident?

Thank you
Farzana Yeasmin
BRC PAC Specialist
General Motors Product Assistance Claims
Phone: 866-446-6963 x 5913695
Fax: 586-920-0789
Email: Farzana.Yeasmin@GM.com

From: Eli Schrock [mailto:eschrock@igburton.com]
Sent: Monday, September 19, 2016 10:12 AM
To: Farzana Yeasmin (C)
Subject: [EXTERNAL] RE: [   PAC Case Dealer Inspection request.

From: Farzana Yeasmin (C) [mailto:farzana.yeasmin@gm.com]
Sent: Wednesday, September 14, 2016 4:36 PM
To: Eli Schrock <eschrock@igburton.com>
Subject: [   PAC Case Dealer Inspection request.

Dear Mr. Schrock,

 Thank you for agreeing to assist us with a Dealer Inspection/Diagnosis and Repair Estimate for this PAC

(Product Assistance Claim) case. We appreciate your support.

General Motors has been working to improve the customer experience and will work with your dealership to ensure

GM customer loyalty, goodwill, retention and positive Dealer relations. As a result of this customer centric focus PAC

needs your assistance to compile the facts surrounding the allegation and to document the condition of the vehicle by

completing the attached inspection form.  Once this data is obtained, PAC will make the determination if the

customer’s claim will be approved or denied. DO NOT make any repairs to the vehicle until PAC has completed our

review.
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IT IS IMPORTANT THAT YOU READ AND UNDERSTAND THE INFORMATION BELOW BEFORE BEGININNG THE

PAC INSPECTION PROCESS.

The information gathered during the investigation is confidential and proprietary to GM. Please DO NOT

provide to the customer. Your support is critical to a fair evaluation of this case and we must have all questions,

diagnosis and requested information answered in full detail.

The PAC advisor will NOT be able to provide authorization for payment until investigation is
complete and the case resolution decided.

 Please contact your PAC advisor to provide direction/assistance with testing/diagnosis. If needed your advisor will

arrange for a GM PAC approved TAC (Technical Assistance Center) consultant to contact you directly.

YOU will be compensated appropriately for your assistance with the inspection & diagnosis. Please Utilize

the same job card/repair order that was created when the customer brought their vehicle in for this

concern.  If one was never created, please create one once the vehicle is at your dealership. All costs should

be itemized at the dealership’s current warranty rates.

Please verify the photos are in focus, bright and clearly show the areas of concern. Verify all requested

information is fully documented then, return the forms and photos via email within 72 business hours. (if not

able:  notify your PAC advisor as soon as possible) Delays receiving the inspection report will impact the

duration of the case, resulting in increased rental car fees and inconvenience to our customer.

*Please provide me with the estimate of the repairs.

Please call me if you have any questions.

Farzana Yeasmin
BRC PAC Specialist
General Motors Product Assistance Claims
Phone: 866-446-6963 x 5913695
Fax: 586-920-0789
Email: Farzana.Yeasmin@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.

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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This message contains confidential information and is intended only for the individual named. If you are not the
named addressee you should not disseminate, distribute or copy this e-mail. Please notify the sender
immediately by e-mail if you have received this e-mail by mistake and delete this e-mail from your system. E-
mail transmission cannot be guaranteed to be secure or error-free as information could be intercepted,
corrupted, lost, destroyed, arrive late or incomplete, or contain viruses. The sender therefore does not accept
liability for any errors or omissions in the contents of this message, which arise as a result of e-mail
transmission. If verification is required please request a hard-copy version. i.g. Burton & Co., Inc., 793 Bay
Road, Milford DE, 19963 USA,
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Farzana Yeasmin (C)

From: Farzana Yeasmin (C)
Sent: Thursday, October 06, 2016 9:41 AM
To: 'Eli Schrock'
Subject: PAC SR  Inspection Pre-Repair Authorization ID for payment using

labor op 0600016

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

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

0600016 (Inspection Labor Only)

Servicing Dealer BAC: 113647
Dealer Contact: Eli Schrock
Dealer Email: eschrock@igburton.com
Dealer Fax: 888-424-3042
Job Card number: CTWS154232
Job Card Date: 9/23/2016
VIN: 3GCUKREC9FG
Odometer: 30,930
Labor Op: 0600016
Labor Time (hrs) estimate: 1 hour
Dealer's Mechanical warranty rate per hour: $114.18
Total Labor estimate $114.18
Claim total: $114.18

Claim total before tax: $114.18

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

Pre Authorization ID: 343099

Approved/Rejected: Approved
Date Entered: 10/6/2016
Entered By: Megan Smith
PAC CRS: Farzana Yeasmin

Please attach the Pre-Auth ID when submitting the claim.
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Farzana Yeasmin
BRC PAC Specialist
General Motors Product Assistance Claims
Phone: 866-446-6963 x 5913695
Fax: 586-920-0789
Email: Farzana.Yeasmin@GM.com
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Farzana Yeasmin (C)

From: Farzana Yeasmin (C)
Sent: Thursday, October 06, 2016 9:39 AM
To: 'Eli Schrock'
Subject: PAC SR ; Pre-Repair Authorization ID for payment using labor op

0600006

Dear Mr. Schrock,
Please see the pre-authorization number and instructions on how to proceed below for the rental, parts and body shop
payments.

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: 113647
Dealer Contact: Eli Schrock
Dealer Email: eschrock@igburton.com
Dealer Fax: 888-424-3042
Job Card number: CTWS154232
Job Card Date: 9/23/2016
VIN: 3GCUKREC9FG
Odometer: 30,930
Labor Op: 0600006
Labor Time (hrs) estimate: N/A
Dealer's mechanical warranty rate per hour: N/A
Total Labor Estimate: n/a
Parts total: $1100.45
Car Rental/Hire (if applicable): N/A
Sublet (if applicable): 918.00 (Rental and body shop repair)
Claim total: 2018.45

Claim total before tax: $2018.45

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

Pre Authorization ID: 343104

Approved/Rejected: Approved
Date Entered: 10/6/2016
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Entered By:  Megan Smith
PAC CRS: Farzana Yeasmin

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

Farzana Yeasmin
BRC PAC Specialist
General Motors Product Assistance Claims
Phone: 866-446-6963 x 5913695
Fax: 586-920-0789
Email: Farzana.Yeasmin@GM.com
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Farzana Yeasmin (C)

From: Farzana Yeasmin (C)
Sent: Tuesday, September 13, 2016 3:33 PM
To: 'eschrock@igburton.com'
Subject: -  -  Preliminary Photo request

Dear Mr. Schrock,

Thank you for agreeing to gather some preliminary information & required photo images:

Driver (Left) side Exterior (required image)

Passenger (Right) Side Exterior (required image)

Front Exterior (required image)

Rear Exterior (required image)

Image of concern & affected area (required image)

Close-up image of concern (required image)

Vehicle Certification Label with VIN visible (required

image)

Add additional photos as necessary.

This information will assist PAC with determining the most appropriate next steps regarding this customer's allegation.

You will be reimbursed for your  time as appropriate at your dealerships warranty rate.

Customer Name: 

Vehicle YMM: 2015 Chevrolet Silverado

SR Number:

VIN: 3GCUKREC9FG

Allegation: Brake failure caused vehicle to rear end another vehicle, causing damage to the bumper

Please call me if you have any questions.

Farzana Yeasmin
BRC PAC Specialist
General Motors Product Assistance Claims
Phone: 866-446-6963 x 5913695
Fax: 586-920-0789
Email: Farzana.Yeasmin@GM.com
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Farzana Yeasmin (C)

From: Eli Schrock <eschrock@igburton.com>
Sent: Wednesday, September 14, 2016 4:28 PM
To: Farzana Yeasmin (C)
Subject: [EXTERNAL] RE:   Seeking RO

Ok yes we will do the inspection.

From: Farzana Yeasmin (C) [mailto:farzana.yeasmin@gm.com]
Sent: Wednesday, September 14, 2016 4:21 PM
To: Eli Schrock <eschrock@igburton.com>
Subject: RE:   Seeking RO

Based on the pictures, we would like to have a dealership inspection to verify his allegation. I would send you the form
that needs to be completed, your dealership personal/tech would complete it and then we would proceed based on the
report.

Farzana Yeasmin
BRC PAC Specialist
General Motors Product Assistance Claims
Phone: 866-446-6963 x 5913695
Fax: 586-920-0789
Email: Farzana.Yeasmin@GM.com

From: Eli Schrock [mailto:eschrock@igburton.com]
Sent: Wednesday, September 14, 2016 4:19 PM
To: Farzana Yeasmin (C)
Subject: [EXTERNAL] RE:  Seeking RO

Will I do the inspection or will the customer have to stal in the rental till you can get someone here?

And how long will that be.

From: Farzana Yeasmin (C) [mailto:farzana.yeasmin@gm.com]
Sent: Wednesday, September 14, 2016 4:12 PM
To: Eli Schrock <eschrock@igburton.com>
Subject: RE: [   Seeking RO

I’m glad the repair is not complete.. Since the customer has a product allegation, we need an inspection report to
compile the facts surrounding the allegation.  Are you able to assist us in doing a dealership inspection? I can send over
the document of what we need in the inspection.  Please note, If the vehicle gets repaired, we would not be able to
complete our investigation process.
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YOU will be compensated appropriately for your assistance with the inspection & diagnosis. All costs should be itemized
at the dealership’s current warranty rates.

Please let me know as soon as possible.

Regards,
Farzana Yeasmin
BRC PAC Specialist
General Motors Product Assistance Claims
Phone: 866-446-6963 x 5913695
Fax: 586-920-0789
Email: Farzana.Yeasmin@GM.com

From: Eli Schrock [mailto:eschrock@igburton.com]
Sent: Wednesday, September 14, 2016 4:03 PM
To: Farzana Yeasmin (C)
Subject: [EXTERNAL] RE:   Seeking RO

The part is here and I planed to have vehicle repair tomorrow

Sent from my Verizon, Samsung Galaxy smartphone

-------- Original message --------
From: "Farzana Yeasmin (C)" <farzana.yeasmin@gm.com>
Date: 9/14/16 3:45 PM (GMT-05:00)
To: Eli Schrock <eschrock@igburton.com>
Subject:   Seeking RO

Good Afternoon MR. Schrock
Thank you so much for sending me the pictures. Usually the PAC process is investigating a claim prior to the repair, but
since the repair is complete, I’m going to have to see if I can take a different approach to helping the customer.
Can you please send me an RO with repair estimates of repairing the damage (bumper etc), with customer statement of
what happened and tech/dlr statement of what was repaired and why?

Please let me know if you have any questions or concerns by replying to this email or by calling me at 866-446-
6963 ext 5913695.

Sincerely,
Farzana Yeasmin
BRC PAC Specialist
General Motors Product Assistance Claims
Phone: 866-446-6963 x 5913695
Fax: 586-920-0789
Email: Farzana.Yeasmin@GM.com
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Nothing in this message is intended to constitute an electronic signature unless a specific statement to the
contrary is included in this message.

Confidentiality Note: This message is intended only for the person or entity to which it is addressed. It may
contain confidential and/or privileged material. Any review, transmission, dissemination or other use, or taking
of any action in reliance upon this message by persons or entities other than the intended recipient is prohibited
and may be unlawful. If you received this message in error, please contact the sender and delete it from your
computer.
This message contains confidential information and is intended only for the individual named. If you are not the
named addressee you should not disseminate, distribute or copy this e-mail. Please notify the sender
immediately by e-mail if you have received this e-mail by mistake and delete this e-mail from your system. E-
mail transmission cannot be guaranteed to be secure or error-free as information could be intercepted,
corrupted, lost, destroyed, arrive late or incomplete, or contain viruses. The sender therefore does not accept
liability for any errors or omissions in the contents of this message, which arise as a result of e-mail
transmission. If verification is required please request a hard-copy version. i.g. Burton & Co., Inc., 793 Bay
Road, Milford DE, 19963 USA,

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.
This message contains confidential information and is intended only for the individual named. If you are not the
named addressee you should not disseminate, distribute or copy this e-mail. Please notify the sender
immediately by e-mail if you have received this e-mail by mistake and delete this e-mail from your system. E-
mail transmission cannot be guaranteed to be secure or error-free as information could be intercepted,
corrupted, lost, destroyed, arrive late or incomplete, or contain viruses. The sender therefore does not accept
liability for any errors or omissions in the contents of this message, which arise as a result of e-mail
transmission. If verification is required please request a hard-copy version. i.g. Burton & Co., Inc., 793 Bay
Road, Milford DE, 19963 USA,

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.
This message contains confidential information and is intended only for the individual named. If you are not the
named addressee you should not disseminate, distribute or copy this e-mail. Please notify the sender
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immediately by e-mail if you have received this e-mail by mistake and delete this e-mail from your system. E-
mail transmission cannot be guaranteed to be secure or error-free as information could be intercepted,
corrupted, lost, destroyed, arrive late or incomplete, or contain viruses. The sender therefore does not accept
liability for any errors or omissions in the contents of this message, which arise as a result of e-mail
transmission. If verification is required please request a hard-copy version. i.g. Burton & Co., Inc., 793 Bay
Road, Milford DE, 19963 USA,
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To: markt@lovemychevy.com 
Cc: donny@lovemychevy.com  
 
Subject Line: ACTION REQUIRED WITHIN 24 HOURS/ER Case, VIN: 1GNSCCKC3FR  Allen Gwynn Chevrolet, BAC: 114 , 
Customer:  SR# /CAC-VRR 
  
 
Mark & Donny, 
 
The Early Response Team has been in touch with this customer.   has indicated that they have previously contacted 
your dealership for this or another issue. Below are details about the customer and their case. Please contact the customer within 24 
hours of receipt of this message to begin formulating next steps.  
 
VIN: 1GNSCCKC3FR  
Mileage: 9478 
SR Number: CAC-VRR 
Customer Last Name:  
Customer Preferred Contact Method:  
 
Summary of Concern: Previous SR# /CAC-IO6 - MyLink /Nav:: Issue :: Navigation :: Bad Location :: Unresolved-agent 
NZ49JQ documented on 9/10/16,” cust just paid out of pocket $8900 for repairs dealer is stating it would be about $11000 + to 
replace engine//car will roll when veh is off and rolled into a ditch a state trooper witness this happen and ended up detaining cust 
trying to figure out what happened //brakes slipping //cannot push the brake officer even tried //was told by the dealership that the 
veh is a lemon and has been happening to other veh//cust stated that they would like to get out of veh// when they picked up veh 
from dealer ended up turning around and taking it right back so veh is still with dealer” case escalated to ER. (9/10/16-9/13/16) 
 
 
We value your perspective and will be working closely with you to resolve this issue in a thorough and timely manner.  Please 
contact me no later than September 16, 2016 at 9:30 am with the below identified information so we can begin addressing these 
concerns and formulating the necessary steps to resolution. 
 
Status of vehicle 
Repair Orders 
Sales & or lease documents 
Any other pertinent details that are needed 
 
Should you have questions or concerns, I can be reached by calling 866-522-0300, extension 5911565 or reply directly to this email 
with your input, which ensures proper attachment to the customer’s case. The fax number is 866-480-3632. Thank you for your 
assistance and prompt attention in this matter. 
 
  
Sincerely, 
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Connecting.....A live chat agent is now entering the chat. 

Caller English 

System [3:50:00 PM]:  

Welcome to chat. 

Brandon [3:50:12 PM]:  

Thanks for contacting Chevrolet Customer Assistance, my name is Brandon. How can I assist you today 
 

 [3:51:17 PM]:  

Hi, I have a 2015 silverado that i bought used back in November with roughly 31,000 miles on it at the 
time. I just turned 52000 miles on it and the vacuum pump for the brakes went out. Im wondering if 
there is anything that can be done or if there is a deal rep that i can speak with. 

3:51:32 PM]:  

its certified pre owned 

 [3:52:26 PM]:  

i feel like this should not have already happen to me. I am a loyal Chevy buyer and have sent a friend as 
recent as last week to buy a new chevy from them 

Brandon [3:52:46 PM]:  

I apologize that your vacuum pump for your brakes went out. I would be happy to locate a dealership in 
your area! May I have your mailing address? 

Brandon [3:53:34 PM]:  

Thank you for your loyalty!  

3:53:38 PM]:  

no i have the dealership already been there and priced it out. Im just trying to find a deal rep for the 
area that i can speak with 

3:55:13 PM]:  

? 

Brandon [3:55:14 PM]:  



To speak to a dealership rep, you would have to speak the Customer Experience Manager there at the 
dealership.  

 [3:55:37 PM]:  

ok. can i just call and ask for that person? 

Brandon [3:56:34 PM]:  

No you cannot you must speak the Customer Experience Manager. 

 [3:57:17 PM]:  

right.. can i call the dealership to speak to the C.E.M? 

 [3:57:40 PM]:  

or do i need some other phone number? 

Brandon [3:57:45 PM]:  

There is things that can be done that I can assist you with, and yes you can speak to the CEM at the 
dealership. 

Brandon [3:58:18 PM]:  

Are you looking for assistance to cover the repairs for your vehicle? 

 [3:58:27 PM]:  

Yes sir. 

Brandon [3:58:45 PM]:  

How much is the dealership quoting you to repair the vehicle? 

3:59:32 PM]:  

parts are 307.32 and they quoted me $701.74 for parts and install at 2hrs for install. I wish i earned $200 
and hr haha 

Brandon [4:01:23 PM]:  

I apologize for the pricing that was giving to you, and I wish I made the same thing. For me to better 
assist you , can you please provide me your VIN, mileage and name of the dealership that quoted 
you this price? 

 [4:02:43 PM]:  



Serra Chevrolet in Madison,TN. Let me run out to the truck and get that info. 

Brandon [4:03:10 PM]:  

Thank you, and take your time. 

 [4:04:19 PM]:  

Vin: 3GCUKRECXFG  

  [4:04:31 PM]:  

52,776MILES 

 [4:04:48 PM]:  

pardon me for 5 minutes i have to talk to a client 

 [4:05:00 PM]:  

i had the 12000 extended warranty 

 [4:05:06 PM]:  

as a certified preowned 

Brandon [4:06:19 PM]:  

Sure take your time, and thank you for that information. While you assist your client, I will reach out to 
the CEM at the dealership. I would partner up with the CEM to see what assistance we can offer you. 

 [4:11:01 PM]:  

Ok I'm back 

 [4:11:29 PM]:  

ok that sounds good. Any help would be great. $701 is just insanely high and $200/hr for 2 hours of 
labor is robbery 

Brandon [4:12:07 PM]:  

Is the $701.74 is the main price the dealership quoted you? 

 [4:12:38 PM]:  

yes sir 

 [4:15:27 PM]:  



not counting the $75 they charged me for the diagnostics 

 [4:15:46 PM]:  

make that $84 with the tax 

Brandon [4:17:10 PM]:  

So far the CEM is busy at the dealership and I understand you are concerned about paying for the repair. 
However, based on the age or mileage of the vehicle, your warranty has expired for the component in 
question. This is why the dealership may/would charge you for these repairs. What I can do is gather all 
the facts, and review those with the CEM at the dealership. Together we will review the information to 
ensure the resolution is appropriate. Can you provide me your name, phone number and email address?   

Adam W [4:18:16 PM]:  

yeah i under stand I'm out of the warranty but this is not a problem to be having at 50000 miles 

 [4:18:21 PM]:  

 

 [4:18:35 PM]:  

 best contact is email 

 [4:18:44 PM]:  

thank you for your help brandon 

Brandon [4:19:46 PM]:  

As I see in are system your vehicle does have 2 Product Safety Recall (Frontal Airbag and Pretensioner 
Non Deploy & Seatbelt Lap Anchor Tensioner Cable). I would be happy to set up an appointment for you 
at the dealership for these recalls? 

Brandon [4:19:51 PM]:  

. 

Brandon [4:20:07 PM]:  

Would you like for me to set up an appointment for those recalls? 

Brandon [4:20:23 PM]:  

Thank you for that information and you're welcome. 

Brandon [4:21:10 PM]:  



Would you like me to email your case number and my direct contact information to you? 

 [4:21:16 PM]:  

I'm still waiting now since 8/31 for the service adviser to call me. He said he was ordering the parts. 

 [4:21:22 PM]:  

sure email me 

 [4:22:34 PM]:  

i can say i will not be going back to serra Chevrolet to purchase our new suv. terrible service. 

 [4:22:43 PM]:  

thanks for your time and help Brandon. 

Brandon [4:22:44 PM]:  

I have to inform you that your safety is very important to us at GM, so please remember to not use any 
hand held devices whenever you're driving. So there is a delay on the parts since 8/31, I can take a look 
into that as well. 

4:22:58 PM]:  

let me know what you can do. 

:23:09 PM]:  

THanks 

Brandon [4:23:26 PM]:  

You're welcome and I apologize that you have a bad experience there I would love to make it better, 
between you and dealership. 

Brandon [4:23:47 PM]:  

What is the best time to contact you? 

4:24:29 PM]:  

anytime via email.  

Brandon [4:25:13 PM]:  

Yes sir I would contact you anytime via email, how about from the telephone that you have provided? 

 [4:25:37 PM]:  



8-5 is fine CST 

 [4:25:43 PM]:  

Ive got to run. Thanks for your help 

Brandon [4:26:06 PM]:  

Thanks for contacting Chevrolet Customer Assistance. The reference number for the chat today is 
 If you have additional questions, please feel free to contact us again. We are here to chat 

Monday through Friday from 8:00 a.m. to 11:00 p.m. and Saturday from 9:00 a.m. to 11:00 p.m. Eastern 
Standard Time. You may also call in at 1-866-790-3600.  

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. 
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CAC SR Data Share Report - BIP 1.0, 3/30/16 Monday, October 10, 2016

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

Customer Vehicle Status of vehicle/concern

GMC Sierra 1500 2015
3GTU2VEC1FG
Mileage Now: 59600 mi
Warranty Start: 01/09/2015

Key Points

Supporting Factors Limiting Factors

Please consider these additional questions:
 Close to any applicable expiration limit? (wrnty, spl covg, svc contrt)
 Did cust buy an extd svc contract, but it's expired or n/a?
 Is this a loyal service customer? (to involved dealer)
 Are high dollar customer-pay ROs on record for this cust?
 Is this a conquest buyer?

Please consider these additional questions:
Is vehicle way beyond all applicable expiration limits?
Does veh have an active aftermarket Extd Svc Contract?
Did customer buy vehicle outside of warranty?
Does it seem customer doesn't take care of the vehicle?
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

This customer has purchased these GM vehicles: 

Reference
CAC SR#:  
Tier 2 CAC advisor:  Caitlynn Cervantes --> 1-866-790-5700 Ext # 5913472    



PE18-012 

GM  

3-27-2019 

Q3 

 

 





Checkbox Other Interior Storage Compartments - unspe
cified

PPH Other Interior Storage Compartments-Unspec
ified

SMT Interior
QRD 4L-Floor Console

There is a minor scratch that peeled off part of my dash board to the left side of my
GPS/Navigation console. it does look bad because of the quality and texture of the
dash board that was used, it seems l ke it was not sewed properly.

Q:When First Noticed - Within the first week after delivery Q:Bothersome Rating -
5 So bothersome that I might consider a different make/model in the future
Q:Aftermarket Parts Related - No

Other Verbatims on the Survey

Question: Suggestions to Improve Vehicle 1) Add Navigation system to all vehicle that have an MSRP of 35k and up. I
separately had to purchase from OEM Parts a Navigation system which cost me
$1,000 for a $49,000 vehicle. 2) Also poor quality seats, very very poor! especially
the ones in the rear for passengers. 3) Rear tail lights, I don't like them at all! they
look way too simple, I realize my vehicle is an LS model, but jesus! those tail lights
need to be upgraded, something like the escalade tail lights would be BADASS!

Question: Like Most About Vehicle Interior looks amazing! where the touch screen is located by dash board all that is
probably what sold me on the vehicle. I think it's a new redesign interior, not to
sure but I love it! I get good reviews from family & friends.

Question: Reason for Brand Score BAD EXPERIENCE AT SIMPSON CHEVROLET IRVINE. YES, THEY WERE
ABLE TO "FIX" MY ISSUE, , BUT THAT WASN'T AFTER I WENT THROUGH
HELL WITH THEIR SERVICE DEPARTMENT. THIS IS MY SECOND
PURCHASE WITH CHEVROLET WITHIN 3 MONTH PERIOD, PROBABLY MY
LAST TOO. OVERALL, THE CAR IS NICE IT'S UNFORTUNATE THAT THERE IS
POOR CUSTOMER SERVICE WITH DEALERSHIPS AT LEAST WITH SIMPSON
CHEVY.

Performance Attributes

Attribute 1-10 Rating

Vehicle Overall (TopMind) 8

Vehicle (Overall) 9

Vehicle quality (overall) 8

Level of technology and innovation 10

Value for the money 8

Cost of maintenance and repair 8

Condition of vehicle upon delivery 4

Overall feeling of safety while driving 10

Overall vis bility for driver 10

Security features 10

Vehicle feels solidly built 9

Overall rating of vehicle driving dynamics 10

Braking responsiveness and effort 5

Handling/stability on curves or winding roads 10

Vehicle ground clearance 10

Maneuverability in traffic and tight spaces 10

Page 2 of 3Respondent Report - 1040 - CONFIDENTIAL

9/14/2016



Attribute 1-10 Rating

Rides smooth 10

Transmission smoothness when shifting 10

Overall sound of the engine 9

Overall power and acceleration 9

Front seat roominess 10

Storage spaces for driver and passengers 10

Overall rating of trunk or rear cargo area 9

Rear seat roominess 10

Ease of getting into and out of the vehicle 10

Interior quietness 10

Overall rating of seats 3

Overall rating of heater, ventilation and A/C 9

Overall attractiveness of your vehicle interior 10

Quality of interior materials 9

Overall attractiveness of your vehicle exterior 10

Fuel economy 9

Driving range on full tank / full charge 10

Page 3 of 3Respondent Report - 1040 - CONFIDENTIAL

9/14/2016
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Checkbox Excessive Brake Pressure Required - Too m
uch effort required/hard

PPH Brakes Don't Have Enough Stopping Power
SMT Chassis
QRD 2A-Brake System

Q:When First Noticed - Within the first month Q:Distance Driven When Noticed -
12000 Q:How Often Trouble Occurs - Always Q:Passengers or Cargo When
Trouble Occurs - Passengers Q:Taken Vehicle for Repair - No Q:Bothersome
Rating - 3 A moderate frustration Q:Aftermarket Parts Related - No

Checkbox A/T Unusual Trans Noise - While driving
PPH Abnormal Transmission Noises
SMT Propulsion Systems
QRD TP-Transmission Unassigned

Q:When First Noticed - Within the first month Q:Distance Driven When Noticed -
1000 Q:Trouble Occurs At 50-69F/10-21C Q:Trouble Occurs At 70-79F/22-26C
Q:Trouble Occurs At 80-89F/27-31C Q:Trouble Occurs At 90F/32C Or Warmer
Q:How Often Trouble Occurs - Occasionally Q:How Long Running Before Problem
- It occurs all the time/Does not matter Q:Occur When Accel/Decel - When
decelerating Q:Taken Vehicle for Repair - No Q:Type of Roads When Trouble
Occurred - Smooth or Paved Q:Conditions When You Experience Problem -
Driving in City Q:How Loud is the Noise - Medium/I can hear it over the radio
Q:Bothersome Rating - 5 So bothersome that I might consider a different
make/model in the future Q:Aftermarket Parts Related - No Q:This Occurs When
Vehicle Is Stopped Q:Noise Is Heard At 1-20 mph/1-29 kph Q:Noise Is Heard At
21-35 mph/30-49 kph Q:Noise Is Heard At 36-45 mph/50-69 kph Q:Air
Conditioning On - Yes Q:Describe The Noise (Detail) -
Clunk/Knock/Tapping/Ticking

Checkbox A/T Unusual Trans Noise - While starting/acc
el. from a stop

PPH Abnormal Transmission Noises
SMT Propulsion Systems
QRD TP-Transmission Unassigned

Q:When First Noticed - Within the first month Q:Distance Driven When Noticed -
1000 Q:Trouble Occurs At 50-69F/10-21C Q:Trouble Occurs At 70-79F/22-26C
Q:Trouble Occurs At 80-89F/27-31C Q:Trouble Occurs At 90F/32C Or Warmer
Q:How Often Trouble Occurs - Occasionally Q:How Long Running Before Problem
- It occurs all the time/Does not matter Q:Taken Vehicle for Repair - No Q:Type of
Roads When Trouble Occurred - Smooth or Paved Q:How Loud is the Noise -
Medium/I can hear it over the radio Q:Bothersome Rating - 4 Q:Aftermarket Parts
Related - No Q:Noise Is Heard At 1-20 mph/1-29 kph Q:Noise Is Heard At 21-35
mph/30-49 kph Q:Noise Is Heard At 36-45 mph/50-69 kph Q:Air Conditioning On -
Yes Q:Describe The Noise (Detail) - Clunk/Knock/Tapping/Ticking

Checkbox Other Automatic Transmission Troubles
PPH Other Transmission
SMT Propulsion Systems
QRD TN-Transmission Diagnostics

Q:When First Noticed - 1-2 months Q:Distance Driven When Noticed - 1500
Q:Trouble Occurs At 50-69F/10-21C Q:Trouble Occurs At 70-79F/22-26C
Q:Trouble Occurs At 80-89F/27-31C Q:Trouble Occurs At 90F/32C Or Warmer
Q:How Often Trouble Occurs - Always Q:How Long Running Before Problem - It
occurs all the time/Does not matter Q:Occur When Accel/Decel - All the time
Q:Taken Vehicle for Repair - No Q:Conditions When You Experience Problem -
Driving in City Q:Bothersome Rating - 5 So bothersome that I might consider a
different make/model in the future Q:Aftermarket Parts Related - No

Other Verbatims on the Survey

Question: Suggestions to Improve Vehicle Don't sell a new truck with an active recall to replace the transmission.

Performance Attributes

Attribute 1-10 Rating

Vehicle Overall (TopMind) 9

Vehicle (Overall) 8

Vehicle quality (overall) 9

Level of technology and innovation 9

Value for the money 5
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Attribute 1-10 Rating

Cost of maintenance and repair 5

Condition of vehicle upon delivery 9

Overall feeling of safety while driving 8

Overall vis bility for driver 8

Security features 8

Vehicle feels solidly built 8

Overall rating of vehicle driving dynamics 8

Braking responsiveness and effort 5

Handling/stability on curves or winding roads 8

Vehicle ground clearance 8

Maneuverability in traffic and tight spaces 8

Rides smooth 8

Transmission smoothness when shifting 1

Overall sound of the engine 8

Overall power and acceleration 4

Overall rating of audio/entertainment system 9

Front seat roominess 8

Storage spaces for driver and passengers 9

Overall rating of trunk or rear cargo area 9

Rear seat roominess 8

Ease of getting into and out of the vehicle 9

Interior quietness 8

Overall rating of seats 8

Overall rating of heater, ventilation and A/C 8

Overall attractiveness of your vehicle interior 8

Quality of interior materials 8

Overall attractiveness of your vehicle exterior 9

Fuel economy 4

Driving range on full tank / full charge 6
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