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Connecting... An agent will be with you shortly. 

Caller English 

System [9:33:40 PM]:  

Welcome to chat. 

Becky [9:34:53 PM]:  

Thank you for contacting GMC Customer Assistance. My name is Becky, how can I assist you today,? 
Also, your safety is very important to us at GMC, so please remember to not use any hand held devices 
or try to retrieve any emails we may send you whenever you're driving. 

Becky [9:34:59 PM]:  

*  

 [9:35:48 PM]:  

Good evening. I wanted to touch base with someone at GM in regards to a brake issue I'm having with 
my 2015 Sierra. At low speeds the brake pedal becomes rock hard and extremely difficult to depress to 
get the vehicle to stop. Is there any recall for this issue? 

Becky [9:37:11 PM]:  

Hello  I understand that you would like to know if there are any recalls on your vehicle pertaining 
to the brakes. 

Becky [9:37:19 PM]:  

Please allow me 5-8 minutes to look into this for you. While waiting, can you please provide me with 
your phone number, mailing, and email address for documentation purposes? 

 [9:38:54 PM]:  

,  vin#3GTU2UEC7FG  

Becky [9:41:31 PM]:  

Thank you  for patiently waiting and for providing me with your information. Looking into your 
vehicle, there are no recalls attached to your VIN as recalls are VIN specific. May I ask if you addressed 
your concern with a certified GMC dealership as of yet? 

 [9:42:30 PM]:  

I haven't. It just started tonight and we're 6 hrs from home on vacation.  



 [9:44:44 PM]:  

It looks like GM put out a service bulletin PIT5361. Is my truck under warranty? 

Becky [9:46:32 PM]:  

A technical service bulletin is an aid for the dealership to assist them with addressing a concern on a 
vehicle, however, it does not mean there is any additional coverage offered outside of the factory 
warranty parameters. They are internal documents only between General Motors and the service 
department at our local dealerships. They are not for customers, nor are they in any way recalls, so any 
such work needed if there is a TSB would still be at the responsibility of the customer. Your Sierra must 
be diagnosed by a certified GMC dealership. Upon diagnosis, the dealership will then be able to 
determine what if and what warranty it would fall under. 

Becky [9:47:45 PM]:  

What I am going to do is create a case for you and provide you with the case number. After your Sierra 
has been diagnosed and you need further assistance regarding the brakes you may use that number as 
reference as well., 

Becky [9:47:49 PM]:  

**well. 

Becky [9:48:23 PM]:  

I will also be happy to locate a dealership near you as well. 

 [9:48:38 PM]:  

Ok thank you 

 [9:48:59 PM]:  

 

Becky [9:49:25 PM]:  

Perfect. Your case number is:  

Becky [9:49:51 PM]:  

Please allow me 3-5 minutes to provide you with local dealerships near your vacation area. 

Becky [9:54:31 PM]:  

For clarification, are you stating that you are currently in  

 [9:54:46 PM]:  



Correct 

Becky [9:57:55 PM]:  

 DARLING'S AUTO MALL 16 KINGSLAND CROSSING ELLSWORTH, ME 04605-2570 Phone: (207) 667-2571 
VARNEY BUICK GMC 260 HOGAN RD BANGOR, ME 04401-4206 Phone: (207) 990-1200 PRATT 
CHEVROLET BUICK GMC 143 RIVER ROAD CALAIS, ME 04619-4001 Phone: (207) 454-0600 

Becky [9:58:05 PM]:  

http://www.prattcars.com/Service 

Becky [9:58:14 PM]:  

http://www.varneybpg.com/Service 

Becky [9:58:25 PM]:  

http://www.darlingsbuickgmc.com/Service 

Becky [9:58:45 PM]:  

Thank you  for patiently waiting! Also for clarifying your location as well. 

 [9:59:55 PM]:  

No problem. So if they determine that it is not under warranty what is my next step to try to get it 
covered under warranty? 

Becky [10:01:00 PM]:  

I wouldn't be able to speculate on the next steps as the vehicle needs to be diagnosed. 

Becky [10:01:58 PM]:  

Once a vehicle is diagnosed, it can be explained in detail if and what options are available. 

 [10:03:07 PM]:  

Is there a phone number or department to call if and when they tell me it's not under warranty? 

Becky [10:04:29 PM]:  

Can you please tell me the approximate mileage on your Sierra? 

 [10:04:39 PM]:  

40,000 

Becky [10:06:26 PM]:  



Thank you. The dealership will be in the best position to assist you. Upon having your vehicle diagnosed, 
the dealership can determine if there is a manufactured defect, etc.  

Becky [10:07:28 PM]:  

I do apologize that I cannot confirm or deny that your concern will be covered under warranty. 

 [10:08:59 PM]:  

I have a feeling because I didn't buy they vehicle there they aren't going to bend over backwards for me. 
Is there a number at GM to call and speak to someone about this scenario? 

Becky [10:12:33 PM]:  

I do understand your hesitation regarding your concern. Your Sierra must be diagnosed to further look 
into this. Once you have had the diagnosis and need further assistance, you may contact us either by 
phone (888-462.8782) or chat back in. 

 [10:15:34 PM]:  

It's just upsetting to think that I spent $36,000 on a new truck and in 40,000 miles it can't stop itself. I 
would be perfectly ok if it were a wear and tare item but all signs are pointing to a bad brake booster 

 [10:16:26 PM]:  

Im not.directing this.to you at all...just venting a little. Have a good evening. 

Becky [10:18:10 PM]:  

It's no problem at all, that is why I am here. I do understand your frustration and don't blame you for 
being hesitant. Having your Sierra diagnosed will be the first step into looking into this for you. I'm sorry 
that this occurred while you are on vacation. Is there anything else that I can help you with tonight? 

 [10:18:51 PM]:  

Not at the moment thank you goodnight 

Becky [10:19:15 PM]:  

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

Call Disconnected. 
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Connecting... An agent will be with you shortly. 

Caller English 

System [6:49:37 PM]:  

Welcome to chat. 

Ashley [6:49:46 PM]:  

Thank you for contacting General Motors Customer Assistance, Your safety is very important 
to us, so please remember to not use any hand held device whenever you're driving. My name is Ashley, 
how may I assist you today? 

 [6:50:11 PM]:  

Hi how are you  

Ashley [6:50:36 PM]:  

Hello! I am well, thank you for asking! How may I assist you today? 

 [6:50:52 PM]:  

I would like to file a complaint about my 2016 Yukon please 

Ashley [6:51:18 PM]:  

I am sorry to hear you have a complaint in regard to your Yukon, . May I ask what concern you 
have with the vehicle? 

 [6:52:24 PM]:  

About a 20 days ago my wife was driving the car wasn't my fault Childrens in the back seat the brakes 
didn't work with her so she was going to get an accident then after pushing on the break over four times 

 [6:52:59 PM]:  

Work after four times I meant an appointment at the dealer to fix it it's Lee's and it's under warranty by 
the time I got to my appointment the check service and engine was on 

 [6:53:21 PM]:  

And the remote starter wasn't working the dealer fixed my car in two days I picked it up on the day after 
the engine light was on again  

 [6:53:46 PM]:  



I took it back to the dealer they kept it in the dealership for 12 days trying to find out what's going on 
with it finally after 12 days they said they fixed it  

[6:54:16 PM]:  

I picked her up today and on my way to work with my four children in the back same thing happened to 
me I was going to get in a car accident but thank God I was not speeding 

Ashley [6:54:42 PM]:  

I do apologize for any inconvenience this concern with the vehicle may have caused you and your family, 
 I understand that may have been a very difficult situation. When was the last time your 

vehicle was at your servicing dealership for this concern? 

 [6:54:45 PM]:  

I control the car and I was able to stop it now it's at the dealership I have four children and I have no 
more confident to drive this car so I would like to file a complaint I want to return this car I want to drive 
anymore 

 [6:55:12 PM]:  

So please whatever you need to do I would like to file this complaint and I would like to see if Jenn can 
take this car back and give me another one I love GM cars and this is what I've been driving for over 20 
years  

 [6:55:51 PM]:  

Superior Pontiac Dearborn Michigan 

Ashley [6:55:55 PM]:  

I would like to look into this further. Can you please provide me with your VIN and current mileage on 
the vehicle to do so? 

 [6:56:58 PM]:  

Sure on sec 

 [6:57:51 PM]:  

It has 1100 miles  

 [7:00:15 PM]:  

1GKS2AKC0GR  

Ashley [7:00:35 PM]:  



Thank you very much. Just to clarify, have you been working with Superior Buick GMC located on 
Michigan Ave? 

 [7:01:24 PM]:  

Ya of course 

Ashley [7:01:39 PM]:  

I appreciate you confirming that, . Can you please confirm your phone number, e-mail and 
address for documentation purposes? 

 [7:01:48 PM]:  

They are trying to fix it but I don't trust this car anyone 

 [7:02:21 PM]:  

The two times the car didn't stop I had my four children in the back and the manager of the dealership 
he checked it and he said yes the brakes doesn't work  

 [7:02:47 PM]:  

 

Ashley [7:03:56 PM]:  

We do sincerely appreciate you taking the time and giving us the opportunity to look into this further. 
Was this vehicle purchased under your name? 

[7:04:23 PM]:  

My wife  

Ashley [7:05:22 PM]:  

Perfect, thank you for confirming that. I just want to make sure we have all of the details in regard to 
this. Are you aware of how many times your vehicle has been at Superior Buick GMC for this concern 
total? 

 [7:05:48 PM]:  

Ya so far three times 

 [7:06:01 PM]:  

Same problem  

Ashley [7:06:09 PM]:  



Thank you. Are you still currently located on ? If so, can you please confirm the street 
number? 

 [7:06:56 PM]:  

 

Ashley [7:08:12 PM]:  

Thank you very much, . Based on the information that you have shared with me, I need to 
transfer your case to a Senior Advisor who will continue to work directly with you and your dealership to 
review your vehicle, concerns and requests further. At this time, I cannot guarantee what the outcome 
may be; however, I will forward your case to them and the Advisor and Dealer will review your case and 
vehicle details then contact you within 2 business days to assist you further. 

 [7:09:24 PM]:  

Please mam plz I have four kids I never want to take a chance again with this vehicle in my 20 years 
experience of driving GM cars nothing but perfect 

 [7:09:46 PM]:  

But specifically this one some brand new car specific at this one I'm scared now to drive please let 
someone call me as soon as possible thank you so much for your time and God bless you  

Ashley [7:10:47 PM]:  

Again, we do apologize, as we understand this situation may have been very scary. I can assure you, I 
will get this over to a Senior Advisor who have the resources to look into this further to review the 
available options. Your reference number is . Do you have any additional questions for me 
at this time? 

 [7:11:08 PM]:  

No ma'am thank you  

Ashley [7:11:30 PM]:  

Again, thank you for chatting in with us here and making us aware of this concern. If you have any 
further questions or concerns, please do not hesitate to reach back out to us. We are here to chat 
Monday through Friday 8 a.m. to 11 p.m. and Saturday 9 a.m. to 11 p.m. EST. I hope the rest of your day 
goes well.  

Caller  left the call. 

Call Disconnected. 
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VIN : 

Mileage: 

Phone number:  

Email:  

Address: 

Dealership: 

 

Reason: Customer states they still have not been contacted. This is very unprofessional and the 
customer is not happy. The vehicle is still at the Dealership for the concern. Customer is seeking a call 
back. Customer kept saying how unprofessional it is to not call the customer.  

 

 

Expectation:  Adviser told the customer we will notify the advisor that the customer chatted in and ask 
the advisor to call the customer. 

 

Katherine/SAG/Tier1/CACChat 

Chat Transcript  

 

Connecting... An agent will be with you shortly. 

Caller English 

System [10:05:34 AM]:  

Welcome to chat. 

Katie [10:06:00 AM]:  

Thank you for contacting General Motors Customer Assistance,  Your Safety is very important 
to us at General Motors, so please remember to not use hand held devices whenever you're driving. My 
name is Katie, how may I assist you today? 

 [10:06:43 AM]:  



Good morning Katie how are you  

Katie [10:07:22 AM]:  

Good morning  I am good. Thank you for asking. How are you? 

 [10:07:22 AM]:  

s my reference number 

 [10:07:31 AM]:  

Good thanks 

 [10:08:48 AM]:  

I called last Thursday to make your claim regarding my 2016 Yukon and you guys told me I will get a 
respond in 1 to 2 business days and it's been a week  

Katie [10:09:27 AM]:  

Thank you for the information. How may I assist you with your case? 

Katie [10:10:08 AM]:  

I am sorry to hear it has been a week and you still have not heard from your Senior Advisor. 

 [10:11:08 AM]:  

Nothing at all my car is been at the dealership for three weeks and this is the third time regarding my 
complaint about the brakes in my car I need somebody to call me as soon as possible cause 

 [10:11:21 AM]:  

This is really getting unprofessional 

Katie [10:13:29 AM]:  

Your Senior Advisor`s name is Lindsey. Lindsey`s phone number is 866-790-5600 Extension number is 
5923346. I am sorry to hear your vehicle has been at the Dealership for three weeks and you still have 
not received a call yet from your advisor. I will notify Lindsey that you chatted in and still have not been 
contacted for the concern. 

 [10:14:14 AM]:  

This is not right honestly I've been driving GM cars for 15 years never made a complaint this is the first 
time ever and this is really unprofessional  

 [10:15:16 AM]:  



I am so sorry I don't want to be rude but it's not my job to call Lindsay I believe as a senior advisor she is 
supposed to call me not me calling her  

Katie [10:16:14 AM]:  

I understand your frustration with this concern. I was providing you the senior advisors phone number in 
case you wanted to call her.  

Katie [10:21:51 AM]:  

This chat is automatically disconnected due to no response, for security purposes. 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 time. Thanks for visiting us. 

Call Disconnected. 
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Connecting... An agent will be with you shortly. 

Caller English 

System [5:21:23 PM]:  

Welcome to chat. 

Gabrielle [5:21:42 PM]:  

Thank you for contacting GM Customer Assistance, ! My name is Gabrielle. How may I assist 
you today? 

 [5:22:14 PM]:  

I've been trying to find Lindsay extension number 5923346 

 [5:22:33 PM]:  

I've been waiting for a response to my case since last week 

Gabrielle [5:23:20 PM]:  

I am sorry to hear that you have not been contacted. Can you provide me with your case number? 

 [5:23:24 PM]:  

 is my reference number 

Gabrielle [5:26:18 PM]:  

Thank you for your case number. I see that you were called today actually. Lindsey has another 
scheduled outbound call for you tomorrow. What I can do is send an internal notify to Lindsey so that 
she knows you have chatted in. If she doesn't reach out to you today, she will reach out to you 
tomorrow. 

 [5:27:21 PM]:  

After 3 weeks of my car being in the dealership with a breaks problems and after dropping it of the 
dealership  

 [5:27:34 PM]:  

Three times for the same problem  

 [5:28:43 PM]:  



Today the called me to tell me the car is done. Listen I have four kids and my I was ganna get into an 
accident two times with my kids in the car 

 [5:29:24 PM]:  

What I want you to do plz is hep me out get another car cos me and my wife we don't feel safe driving it 
anymore  

 [5:29:51 PM]:  

Just imagine you're driving and the car won't start and you have a four kids in the back 

Gabrielle [5:30:48 PM]:  

I understand your concern and I do apologize for the concerns you have experienced with your Yukon. 
Our main goal is to get the vehicle repaired. Lindsey is working with the dealership to see what options 
are available for you. Lindsay will reach out to no later than tomorrow with an update. 

Gabrielle [5:30:53 PM]:  

Lindsey* 

 [5:31:58 PM]:  

Did u get my. Messages 

Gabrielle [5:33:06 PM]:  

Yes, I read your messages. I understand your concern and I do apologize for the concerns you have 
experienced with your Yukon. Our main goal is to get the vehicle repaired. Lindsey is working with the 
dealership to see what options are available for you. Lindsay will reach out to no later than tomorrow 
with an update. Lindsey is a senior adviser and is in the best position to assist you. 

 [5:33:43 PM]:  

Ok I will be waiting then thank you 

Gabrielle [5:33:58 PM]:  

You are welcome. Thank you for contacting GM Customer Assistance. I am glad that I could assist you 
today. If you have any further questions or concerns, please do not hesitate to chat back in with us. We 
are here to chat Monday through Friday 8:00 a.m. to 11:00 p.m. and Saturday from 9 a.m. to 11:00 p.m 
Eastern Time. Have a great day! 

Call Disconnected. 
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Connecting... An agent will be with you shortly. 

Caller English 

System [3:34:52 PM]:  

Welcome to chat. 

Alyssa S. [3:34:56 PM]:  

Thank you for contacting GM Customer Assistance. My name is Alyssa. How may I assist you today? Also, 
your safety is very important to us, so please refrain from using any hand held devices while driving. 

 [3:35:30 PM]:  

Hi how are you? 

Alyssa S. [3:35:56 PM]:  

Hello. I am good. How are you and how may I help you? 

 [3:36:31 PM]:  

I have a reference number  

Alyssa S. [3:37:15 PM]:  

Thank you. It will be about 2-4 minutes while I pull up your case. 

 [3:37:43 PM]:  

I need to check on it plz 

Alyssa S. [3:39:47 PM]:  

Thank you for your patience,   

 [3:39:57 PM]:  

Ur welcome  

Alyssa S. [3:40:32 PM]:  

Your Senior Advisor is still currently working on your case for you. What I can do is notify her that you 
chatted in and are looking for an update. She should be reaching out to you within the next 1-2 business 
days. 

 [3:42:07 PM]:  



M my car is still at the dealership and if they call me to go pick it up when it's done I am not going I don't 
feel safe driving to Scott again  

 [3:42:16 PM]:  

This car again 

 [3:42:38 PM]:  

So please I need to know as soon as possible 

 [3:43:28 PM]:  

It's been there for almost two weeks 

Alyssa S. [3:43:30 PM]:  

I sincerely apologize and I do understand. I will let your Senior Advisor know to contact you as soon as 
possible. 

 [3:43:41 PM]:  

Ok thank you 

Alyssa S. [3:44:03 PM]:  

You're welcome.  

 [3:44:22 PM]:  

You have a good day 

Alyssa S. [3:44:35 PM]:  

Thank you. You as well. 

Alyssa S. [3:44:57 PM]:  

Thanks for contacting GM Customer Assistance. If you have additional questions, please feel free to 
contact us again. We are here to chat Monday through Friday from 8:00 a.m. to 11:00 p.m. 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.  

Call Disconnected. 
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Edgar Zavaleta (C)

From: Edgar Zavaleta (C)
Sent: Thursday, August 17, 2017 6:47 PM
To: 'amarukian@socalpenske.com'
Cc: 'ffujita@socalpenske.com'
Subject: CA CEC, ,  FR
Attachments:

Arman Marukian,

The Customer referenced above has contacted the Customer Engagement Center for assistance indicating that they have
previously contacted your dealership for the vehicle repair/service concern described below and in the attached
summary.  I have informed the Customer that you will contact them in the next 24 hours to help address this concern. I
will continue to monitor the case through its completion and will be available to provide assistance as needed.

Please contact the Customer directly and then notify me within 24 hours regarding your plan for resolution of this
case.  Feel free to respond to this email (Reply with History) or call me directly at <<Advisor’s phone number, ext>>,
whichever works best for you. I will reach back out if I do not hear from you within 24 business hours to confirm that you
have received the information you need and have made contact with the Customer.

Below is the case summary.  Complete details are in the attached data share file:

· Customer Name:   
· Vehicle Information: 2015 Chevrolet Suburban
· VIN: 1GNSCKKC6FR
· Brief Description of Concern: The customer has paid for the booster and master cylinder, in which he paid

around $1,900. Now the dealership is informing him that he needs to replace the front struts and springs which
would cost around $1,800. The customer is looking to be reimbursed or compensated for the repairs he just
previously paid for and for cost assistance on this current issue. What were the vehicle diagnosis for both issues?
Were the issues due to a defect?

· Customer Preferred Contact Method: 

Thank you for your assistance with addressing this Customer’s concern and your help in creating long-term customer
satisfaction and loyalty!

Edgar Zavaleta,
CA Customer Engagement Center
1-866-790-5700, ext. 5915224
FAX: 1-866-266-1794
edgar.1.zavaleta@gm.com
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Edgar Zavaleta (C)

From: Marukian, Arman <amarukian@socalpenske.com>
Sent: Thursday, August 17, 2017 7:23 PM
To: Edgar Zavaleta (C)
Cc: Fujita, Faith
Subject: [EXTERNAL] RE: CA CEC, ,  FR

The vacuum pump was leaking internally , vacuum pump, brake booster and brake master cylinder were replaced
because it had a low speed no brake hold. He also complained about the front shock leaking which he declined the
repair. One has nothing to do with the other so there are no reimbursement. Both issues were diagnosed at the same
time. He had the brake issue repaired and declined the struts.

Arman Marukian
Director of Fixed Operations
Penske Chevrolet of Cerritos
18605 Studebaker Road
Cerritos, CA 90703

P: (562) 263-2230
E: amarukian@socalpenske.com

www.penskechevroletofcerritos.com

From: Edgar Zavaleta (C) [mailto:edgar.1.zavaleta@gm.com]
Sent: Thursday, August 17, 2017 4:47 PM
To: Marukian, Arman
Cc: Fujita, Faith
Subject: CA CEC, , , FR

Arman Marukian,

The Customer referenced above has contacted the Customer Engagement Center for assistance indicating that they have
previously contacted your dealership for the vehicle repair/service concern described below and in the attached
summary.  I have informed the Customer that you will contact them in the next 24 hours to help address this concern. I
will continue to monitor the case through its completion and will be available to provide assistance as needed.

Please contact the Customer directly and then notify me within 24 hours regarding your plan for resolution of this
case.  Feel free to respond to this email (Reply with History) or call me directly at <<Advisor’s phone number, ext>>,
whichever works best for you. I will reach back out if I do not hear from you within 24 business hours to confirm that you
have received the information you need and have made contact with the Customer.

Below is the case summary.  Complete details are in the attached data share file:

· Customer Name:   
· Vehicle Information: 2015 Chevrolet Suburban
· VIN: 1GNSCKKC6FR
· Brief Description of Concern: The customer has paid for the booster and master cylinder, in which he paid

around $1,900. Now the dealership is informing him that he needs to replace the front struts and springs which
would cost around $1,800. The customer is looking to be reimbursed or compensated for the repairs he just
previously paid for and for cost assistance on this current issue. What were the vehicle diagnosis for both issues?
Were the issues due to a defect?



2

· Customer Preferred Contact Method: 

Thank you for your assistance with addressing this Customer’s concern and your help in creating long-term customer
satisfaction and loyalty!

Edgar Zavaleta,
CA Customer Engagement Center
1-866-790-5700, ext. 5915224
FAX: 1-866-266-1794
edgar.1.zavaleta@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.
CONFIDENTIALITY NOTICE: The information contained in this electronic message is confidential and is
intended only for the use of the intended recipient. If you are not the intended recipient of this message, you are
hereby notified that any use, distribution, copying or disclosure of this communication is strictly prohibited. If
you received this in error, please notify us immediately by return e-mail and promptly delete this message and
its attachments from your computer system.
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Edgar Zavaleta (C)

From: Edgar Zavaleta (C)
Sent: Tuesday, August 22, 2017 12:46 PM
To: 'Marukian, Arman'
Subject: RE: CA CEC,  , FR

Hi Arman,

Thank you for this information. IN terms of the shocks and suspension issue that the customer is having now, what is the
total cost of repairs for that issue? Also, is the issue due to a defect or could it have been prevented by the customer?

Thanks,

Edgar Zavaleta,
CA Customer Engagement Center
1-866-790-5700, ext. 5915224
FAX: 1-866-266-1794
edgar.1.zavaleta@gm.com

From: Marukian, Arman [mailto:amarukian@socalpenske.com]
Sent: Thursday, August 17, 2017 7:23 PM
To: Edgar Zavaleta (C)
Cc: Fujita, Faith
Subject: [EXTERNAL] RE: CA CEC, ,  FR

The vacuum pump was leaking internally , vacuum pump, brake booster and brake master cylinder were replaced
because it had a low speed no brake hold. He also complained about the front shock leaking which he declined the
repair. One has nothing to do with the other so there are no reimbursement. Both issues were diagnosed at the same
time. He had the brake issue repaired and declined the struts.

Arman Marukian
Director of Fixed Operations
Penske Chevrolet of Cerritos
18605 Studebaker Road
Cerritos, CA 90703

P: (562) 263-2230
E: amarukian@socalpenske.com

www.penskechevroletofcerritos.com

From: Edgar Zavaleta (C) [mailto:edgar.1.zavaleta@gm.com]
Sent: Thursday, August 17, 2017 4:47 PM
To: Marukian, Arman
Cc: Fujita, Faith
Subject: CA CEC, , , FR
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Arman Marukian,

The Customer referenced above has contacted the Customer Engagement Center for assistance indicating that they have
previously contacted your dealership for the vehicle repair/service concern described below and in the attached
summary.  I have informed the Customer that you will contact them in the next 24 hours to help address this concern. I
will continue to monitor the case through its completion and will be available to provide assistance as needed.

Please contact the Customer directly and then notify me within 24 hours regarding your plan for resolution of this
case.  Feel free to respond to this email (Reply with History) or call me directly at <<Advisor’s phone number, ext>>,
whichever works best for you. I will reach back out if I do not hear from you within 24 business hours to confirm that you
have received the information you need and have made contact with the Customer.

Below is the case summary.  Complete details are in the attached data share file:

· Customer Name:   
· Vehicle Information: 2015 Chevrolet Suburban
· VIN: 1GNSCKKC6FR
· Brief Description of Concern: The customer has paid for the booster and master cylinder, in which he paid

around $1,900. Now the dealership is informing him that he needs to replace the front struts and springs which
would cost around $1,800. The customer is looking to be reimbursed or compensated for the repairs he just
previously paid for and for cost assistance on this current issue. What were the vehicle diagnosis for both issues?
Were the issues due to a defect?

· Customer Preferred Contact Method: 

Thank you for your assistance with addressing this Customer’s concern and your help in creating long-term customer
satisfaction and loyalty!

Edgar Zavaleta,
CA Customer Engagement Center
1-866-790-5700, ext. 5915224
FAX: 1-866-266-1794
edgar.1.zavaleta@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.
CONFIDENTIALITY NOTICE: The information contained in this electronic message is confidential and is
intended only for the use of the intended recipient. If you are not the intended recipient of this message, you are
hereby notified that any use, distribution, copying or disclosure of this communication is strictly prohibited. If
you received this in error, please notify us immediately by return e-mail and promptly delete this message and
its attachments from your computer system.
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Edgar Zavaleta (C)

From: Edgar Zavaleta (C)
Sent: Monday, August 28, 2017 11:13 AM
To: 'Marukian, Arman'
Cc: 'ffujita@socalpenske.com'
Subject: RE: CA CEC, , , FR

Hi Arman,

In regards to the customer’s issue with the suspension and struts, what is the total cost of repairs for this issue?

Thanks,

Edgar Zavaleta,
CA Customer Engagement Center
1-866-790-5700, ext. 5915224
FAX: 1-866-266-1794
edgar.1.zavaleta@gm.com

From: Marukian, Arman [mailto:amarukian@socalpenske.com]
Sent: Thursday, August 17, 2017 7:23 PM
To: Edgar Zavaleta (C)
Cc: Fujita, Faith
Subject: [EXTERNAL] RE: CA CEC, , , FR

The vacuum pump was leaking internally , vacuum pump, brake booster and brake master cylinder were replaced
because it had a low speed no brake hold. He also complained about the front shock leaking which he declined the
repair. One has nothing to do with the other so there are no reimbursement. Both issues were diagnosed at the same
time. He had the brake issue repaired and declined the struts.

Arman Marukian
Director of Fixed Operations
Penske Chevrolet of Cerritos
18605 Studebaker Road
Cerritos, CA 90703

P: (562) 263-2230
E: amarukian@socalpenske.com

www.penskechevroletofcerritos.com

From: Edgar Zavaleta (C) [mailto:edgar.1.zavaleta@gm.com]
Sent: Thursday, August 17, 2017 4:47 PM
To: Marukian, Arman
Cc: Fujita, Faith
Subject: CA CEC, , , FR



2

Arman Marukian,

The Customer referenced above has contacted the Customer Engagement Center for assistance indicating that they have
previously contacted your dealership for the vehicle repair/service concern described below and in the attached
summary.  I have informed the Customer that you will contact them in the next 24 hours to help address this concern. I
will continue to monitor the case through its completion and will be available to provide assistance as needed.

Please contact the Customer directly and then notify me within 24 hours regarding your plan for resolution of this
case.  Feel free to respond to this email (Reply with History) or call me directly at <<Advisor’s phone number, ext>>,
whichever works best for you. I will reach back out if I do not hear from you within 24 business hours to confirm that you
have received the information you need and have made contact with the Customer.

Below is the case summary.  Complete details are in the attached data share file:

· Customer Name:   
· Vehicle Information: 2015 Chevrolet Suburban
· VIN: 1GNSCKKC6FR
· Brief Description of Concern: The customer has paid for the booster and master cylinder, in which he paid

around $1,900. Now the dealership is informing him that he needs to replace the front struts and springs which
would cost around $1,800. The customer is looking to be reimbursed or compensated for the repairs he just
previously paid for and for cost assistance on this current issue. What were the vehicle diagnosis for both issues?
Were the issues due to a defect?

· Customer Preferred Contact Method: 

Thank you for your assistance with addressing this Customer’s concern and your help in creating long-term customer
satisfaction and loyalty!

Edgar Zavaleta,
CA Customer Engagement Center
1-866-790-5700, ext. 5915224
FAX: 1-866-266-1794
edgar.1.zavaleta@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.
CONFIDENTIALITY NOTICE: The information contained in this electronic message is confidential and is
intended only for the use of the intended recipient. If you are not the intended recipient of this message, you are
hereby notified that any use, distribution, copying or disclosure of this communication is strictly prohibited. If
you received this in error, please notify us immediately by return e-mail and promptly delete this message and
its attachments from your computer system.
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Edgar Zavaleta (C)

From: Edgar Zavaleta (C)
Sent: Wednesday, August 30, 2017 3:28 PM
To: 'ffujita@socalpenske.com'
Cc: 'amarukian@socalpenske.com'
Subject: FW: CA CEC, ,  FR

Hi Faith,

In regards to the  issue with the suspension and struts, what is the total cost of repairs for this issue?

Thanks,

Edgar Zavaleta,
CA Customer Engagement Center
1-866-790-5700, ext. 5915224
FAX: 1-866-266-1794
edgar.1.zavaleta@gm.com

From: Marukian, Arman [mailto:amarukian@socalpenske.com]
Sent: Thursday, August 17, 2017 7:23 PM
To: Edgar Zavaleta (C)
Cc: Fujita, Faith
Subject: [EXTERNAL] RE: CA CEC, , , FR

The vacuum pump was leaking internally , vacuum pump, brake booster and brake master cylinder were replaced
because it had a low speed no brake hold. He also complained about the front shock leaking which he declined the
repair. One has nothing to do with the other so there are no reimbursement. Both issues were diagnosed at the same
time. He had the brake issue repaired and declined the struts.

Arman Marukian
Director of Fixed Operations
Penske Chevrolet of Cerritos
18605 Studebaker Road
Cerritos, CA 90703

P: (562) 263-2230
E: amarukian@socalpenske.com

www.penskechevroletofcerritos.com

From: Edgar Zavaleta (C) [mailto:edgar.1.zavaleta@gm.com]
Sent: Thursday, August 17, 2017 4:47 PM
To: Marukian, Arman
Cc: Fujita, Faith
Subject: CA CEC, , , FR



2

Arman Marukian,

The Customer referenced above has contacted the Customer Engagement Center for assistance indicating that they have
previously contacted your dealership for the vehicle repair/service concern described below and in the attached
summary.  I have informed the Customer that you will contact them in the next 24 hours to help address this concern. I
will continue to monitor the case through its completion and will be available to provide assistance as needed.

Please contact the Customer directly and then notify me within 24 hours regarding your plan for resolution of this
case.  Feel free to respond to this email (Reply with History) or call me directly at <<Advisor’s phone number, ext>>,
whichever works best for you. I will reach back out if I do not hear from you within 24 business hours to confirm that you
have received the information you need and have made contact with the Customer.

Below is the case summary.  Complete details are in the attached data share file:

· Customer Name:   
· Vehicle Information: 2015 Chevrolet Suburban
· VIN: 1GNSCKKC6FR
· Brief Description of Concern: The customer has paid for the booster and master cylinder, in which he paid

around $1,900. Now the dealership is informing him that he needs to replace the front struts and springs which
would cost around $1,800. The customer is looking to be reimbursed or compensated for the repairs he just
previously paid for and for cost assistance on this current issue. What were the vehicle diagnosis for both issues?
Were the issues due to a defect?

· Customer Preferred Contact Method: 

Thank you for your assistance with addressing this Customer’s concern and your help in creating long-term customer
satisfaction and loyalty!

Edgar Zavaleta,
CA Customer Engagement Center
1-866-790-5700, ext. 5915224
FAX: 1-866-266-1794
edgar.1.zavaleta@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.
CONFIDENTIALITY NOTICE: The information contained in this electronic message is confidential and is
intended only for the use of the intended recipient. If you are not the intended recipient of this message, you are
hereby notified that any use, distribution, copying or disclosure of this communication is strictly prohibited. If
you received this in error, please notify us immediately by return e-mail and promptly delete this message and
its attachments from your computer system.
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DEFINITIONS
The following definitions apply to words frequently used in this Pre-Paid Vehicle Maintenance Agreement and appear in Bold Faced Type:
Agreement – Means this Pre-Paid Vehicle Maintenance Agreement which You have purchased from Us. 
You, Your – Means the customer identified on the Registration Page.
We, Us, Our – Means the party obligated to fulfill the services of this Agreement, as shown on the Registration Page. 
Administrator – Means AMT Warranty Corp., P.O. Box 927, Bedford, TX 76095, (877) 265-1072, unless otherwise stated on the Registration Page. 
Registration Page – Means Page 1 of this Agreement that identified information about You, the Selling Chevrolet, Buick, GMC, Cadillac Dealer, the Agreement Term 
and the covered Vehicle.
Selling Chevrolet, Buick, GMC, Cadillac Dealer – Means the authorized dealer from whom You purchased the Vehicle described on the Registration Page and who 
sold You this Agreement.
Maintenance Package – Means the list of services purchased by You for Your Vehicle as stated in this Agreement and as shown on the Registration Page.
Vehicle – Means the Vehicle described on the Registration Page.

COVERAGE TERMS
THIS PRE-PAID VEHICLE MAINTENANCE AGREEMENT IS BETWEEN YOU AND US. ALL AGREEMENT SERVICES WILL BE PERFORMED BY AND PAID FOR BY 
THE SELLING OR ANY CHEVROLET, BUICK, GMC, CADILLAC DEALER. THIS AGREEMENT IS NOT AN INSURANCE POLICY, NOR SHOULD ANYTHING WITHIN 
THIS AGREEMENT BE CONSTRUED AS AN AGREEMENT TO PROVIDE INSURANCE. 
Your Vehicle may require additional services that are not provided under this Agreement. Please refer to Your Vehicle’s owner’s manual for recommended 
services and intervals.
1. 	 This Agreement is valid only for the Vehicle identified on the Registration Page.
2. 	 The services provided in the Maintenance Package under this Agreement are available only at the Selling Chevrolet, Buick, GMC, Cadillac Dealer or any  

authorized Chevrolet, Buick, GMC, Cadillac dealer.
3. 	 Parts, oil, fluids and lubricants used shall not deviate from quality types or quantities used by the manufacturer when the Vehicle was delivered new.
4.	 Genuine AC Delco / GM parts will be used where applicable unless otherwise authorized by You. 
5.	 Shop and environmental fees are included.

WHAT IS COVERED
MAINTENANCE PACKAGES

PREPAID MAINTENANCE PREPAID MAINTENANCE PLUS

Engine Oil & Filter Change
*Tire Rotation

Engine Oil & Filter Change
*Tire Rotation

See Vehicle Maintenance Services Checklist 
herein for additional items included in your 
purchase.
The Vehicle Maintenance Services Checklist 
contains each of the maintenance services 
included in your package. You are entitled only 
to those maintenance services based on the 
number of times they are listed.

*Some vehicles are equipped with unidirectional tires that cannot be rotated. These vehicles will not be charged for Tire 
Rotation maintenance services.

SERVICES SCHEDULES
Engine Oil, Filter Change and Tire Rotation services listed in the Maintenance Package selected are recommended based on the Schedule shown on the Registration 
Page as follows:

SCHEDULE 1: 	 2 services for every 18 months or 15,000 miles.

SCHEDULE 2: 	 3 services for every 18 months or 15,000 miles.

SCHEDULE 3: 	 5 services for every 18 months or 15,000 miles.

NOTE: Many Vehicles are equipped with an engine oil life system that calculates engine oil life based on vehicle and, on most Vehicles, display a message when it is 
necessary to change the engine oil and filter.

TERM OF PROGRAM
For Vehicles with manufacturer prepaid maintenance, Agreement expiration is measured in time from the Vehicle’s in-service date and expiration mileage is reached when 
the Vehicle’s odometer reaches the term miles shown on the Registration Page. Maintenance services provided by the manufacturer will not be reimbursed under the 
terms of this Agreement. The term of this Agreement runs concurrent with and may extend beyond the manufacturer prepaid maintenance based on the term selected.

For Vehicles that have not and/or do not have manufacturer prepaid maintenance, this Agreement begins on the Agreement Purchase Date and Odometer Mileage at 
Agreement Purchase Date. Expiration is measured in time from the Agreement Purchase Date and expiration mileage is derived by adding term miles as shown on the 
Registration Page to the Odometer Mileage at Agreement Purchase Date. 

DEALER STATUS
In the event that the Selling Chevrolet, Buick, GMC, Cadillac Dealer goes out of business or is unable to perform the services purchased, You may go to an 
alternate Chevrolet, Buick, GMC, Cadillac dealer. You may contact the Administrator for assistance in locating an alternate Chevrolet, Buick, GMC, Cadillac dealer 
to perform Your services. If the Administrator is unable to locate such a facility then We will reimburse You, the customer, reasonable and customary charges for 
services once proof of service has been received. Proof of service must be in the form of a receipt from a licensed service facility. 

PRE-PAID VEHICLE MAINTENANCE AGREEMENT
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TRANSFER OF YOUR AGREEMENT
a.	 Your Agreement is transferable to the person You sell or otherwise transfer Your Vehicle to while this Agreement is still in force. This Agreement cannot 

be transferred if the title transfer of Your Vehicle passes through an entity other than the subsequent buyer, or Your Vehicle is sold or traded to a dealership, 
leasing agency or entity/individual in the business of selling vehicles. This Agreement can only be transferred once and the transfer must be made by the 
original Agreement Holder.

b.	 To transfer, the following must be submitted to the Administrator within 30 days of the change of ownership to a subsequent individual purchaser:
-		 A copy of Your Registration Page;
-		 A completed transfer form; with
-		 Name and Address of new owner, date of sale to new owner, current mileage; and
-		 $50.00 Transfer Fee ($40.00 Florida Only) made payable to the Administrator.

c.	 Any remaining manufacturer’s warranty must also be transferred at the same time as Vehicle ownership transfer, if applicable.

CANCELLATION OF YOUR AGREEMENT
a.	 You may cancel this Agreement at any time, including when a loss of the Vehicle occurs or when You sell Your Vehicle without transfer of this Agreement. 

To cancel, You must submit a written request to the selling dealer or the Administrator. If You cancel this Agreement, it will not be reinstated. An odometer 
or notarized statement indicating the odometer reading on the date of the request will be required. This Agreement can only be cancelled by the original 
Agreement Holder.

b.	 We may cancel this Agreement for non-payment of the Agreement cost, or for misrepresentation in the submission of a maintenance service redemption. 
We may cancel this Agreement if Your Vehicle is found to be modified in a manner not recommended by the manufacturer.

c.	 If Your Vehicle and this Agreement have been financed, the lienholder shown on the Registration Page may cancel this Agreement for non-payment 
(except in the states of Utah, Washington and Wyoming), or if Your Vehicle is declared a total loss or is repossessed.

d.	 If this Agreement is cancelled within the first sixty (60) days and no maintenance services have been redeemed, We will refund the entire Agreement 
cost paid. If this Agreement is cancelled after the first sixty (60) days or any maintenance services have been redeemed, We will refund an amount of the 
Agreement cost 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 coverage begins, less a fifty dollar ($50.00) administrative fee and less any maintenance services redeemed. In the event of cancellation, the lienholder 
(if any) will be named on a cancellation refund check as their interest may appear.

EXCLUSIONS
This Agreement will only cover those services listed under the Maintenance Package section based on the level selected that is indicated on the Registration 
Page of this Agreement.  This Agreement does not cover any other maintenance items or services, nor will this Agreement pay for:
1.	 Maintenance services performed by anyone other that the Selling or any Chevrolet, Buick, GMC, Cadillac dealer.
2.	 Any item not specifically listed on this Agreement for the Maintenance Package purchased as identified on the Registration Page and as detailed on 

the Vehicle Maintenance Services Checklist.
3.	 Any mechanical breakdowns, repairs, adjustments, alignments, improvements or upgrades of any kind.
4.	 Any costs You may incur for consequential or secondary damages; personal expenses; any parts, items, labor or fluids not listed.
5.	 Liability for damage to property or injury to, or death of any person arising out of the operation, maintenance, shipment, storage or use of the Vehicle 

whether or not related to the maintenance services or coverages.
6.	 Any maintenance services in excess of those provided by this Vehicle Maintenance Agreement.

LIMITS OF LIABILITY
The limit of Our liabilities is the services to which You would be entitled as listed herein and is the only remedy available to You not to exceed the term months/
miles shown on the Registration Page as described in the Term of Program section of this Agreement. Services and related parts must be provided in accordance 
with the original manufacturer specifications.

ARBITRATION PROVISIONS
READ THE FOLLOWING ARBITRATION PROVISION (“PROVISION”) CAREFULLY. IT LIMITS CERTAIN OF YOUR RIGHTS, INCLUDING YOUR RIGHT TO OBTAIN 
RELIEF OR DAMAGES THROUGH COURT ACTION.
As used in this provision, “You” and “Your” means the person or persons named in this Agreement, and all of his/her heirs, survivors, assigns and representatives. And, 
“We” and “Us” shall mean the Obligor identified on the Registration Page and shall be deemed to include all of its agents, affiliates, predecessors in interest, successors 
and assigns, and any retailer or distributor of its products, and all of the dealers, licensees and employees of any of the foregoing entities.
Please read this arbitration provision (“provision”) carefully. It affects Your rights.
Most customer concerns can be quickly and satisfactorily resolved by calling AMT Warranty Corp. at (877) 265-1072. In the unlikely event that Your matter is not 
resolved or if We have been unable to resolve a dispute We have with You after attempting to do so informally, You and We each agree to resolve those 
disputes through binding arbitration or small claims court instead of in courts of general jurisdiction. Arbitration is more informal than a lawsuit in court, it uses 
a neutral arbitrator instead of a judge or jury, it allows for more limited discovery than in court, and is subject to very limited review by courts. Arbitrators can award the 
same damages and relief as a court. Any arbitration under this Agreement will take place on an individual basis; class arbitrations and class actions are not 
permitted. For any non-frivolous claim that does not exceed $75,000, We will pay all costs of arbitration. Moreover, in arbitration You are entitled to recover 
attorneys’ fees to at least the same extent as You would in court. In addition, under certain circumstances (explained below), We will pay You more than the amount of 
the arbitrator’s award and will pay Your attorney (if any) twice his/her reasonable attorneys’ fees if the arbitrator awards You an amount that is greater than what We have 
offered You to settle the dispute.
(1)	 We and You agree to arbitrate all disputes and claims that arise with respect to the other. This agreement to arbitrate is intended to be broadly interpreted.  

It includes, but is not limited to:
	 • 	 claims arising out of or relating to any aspect of the relationship, whether based in contract, tort, statute, fraud, misrepresentation or any other legal theory;
	 • 	 claims that arose before this or any prior contract (including, but not limited to, claims relating to marketing);
	 • 	 claims that are currently the subject of purported class action litigation in which You are not a member of a certified class; and
	 • 	 claims that may arise after the termination of this Agreement.
	 Notwithstanding the foregoing, either party may bring an individual action in small claims court. This arbitration agreement does not preclude You from 

bringing issues to the attention of federal, state, or local agencies. Such agencies can, if the law allows, seek relief against Us on Your behalf. You agree 
that, by entering into this Agreement, You and We are each waiving the right to a trial by jury or to participate in a class action. This Agreement 
evidences a transaction in interstate commerce, and thus the Federal Arbitration Act governs the interpretation and enforcement of this provision. This provision 
shall survive termination of the Agreement.

(2)	 A party who intends to seek arbitration must first send to the other, by certified mail, a written notice of dispute (“Notice”). The Notice to Us should be  
addressed to: Legal Depart., AMT Warranty Corp., P.O. Box 927, Bedford, TX 76095 (“Notice Address”). The Notice must (a) describe the nature and basis of 
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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.
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Connecting... An agent will be with you shortly. 

Caller English 

System [11:48:24 AM]:  

Welcome to chat. 

Marcelo [11:49:04 AM]:  

Thank you for chatting Chevrolet Customer Assistance, my name is Marcelo, how may I assist you today? 
Also, your safety is very important to us at General Motors, so please remember to not use any hand 
held device whenever you're driving. 

 [11:50:39 AM]:  

I had a question, comment and concern. First concern. My brakes are barely working and chevy 
dealerships in and around Austin are saying they can't get me in to have it checked out until they have a 
loaner back in 1.5 to 2 weeks. I've owned 3 brands and this is by far the worst service I've ever heard of 

 [11:51:09 AM]:  

How can they expect me to drive around my kids in a car for that long with barely any brakes?  

Marcelo [11:52:54 AM]:  

I’m so sorry to learn that you’re having an issue on the brakes and the dealership cannot have the 
vehicle check. 

 [11:53:31 AM]:  

The vehicle is a 2015 Tahoe LT. It said service Brake assist as I hit the brakes and with no other warning I 
could barely stop.. that is not ok if there is an issue there should be a warning light not after the fact.  

Marcelo [11:54:23 AM]:  

I understand that your main concern here is your and your kid’s safety. 

 [11:54:33 AM]:  

What is the recommendation ? 

Marcelo [11:55:37 AM]:  

When did you take the vehicle to the dealership? 

 [11:56:35 AM]:  

I called them today and they said I could get in in a week and a half to 2 weeks  



 [11:57:47 AM]:  

That would be okay if it were standard service but no brakes is a serious service issue that should take 
priority over standard service.  

Marcelo [11:58:24 AM]:  

In order for me to assist you further, I’ll need the last eight of the VIN and the mileage of the vehicle.  

 [11:59:35 AM]:  

FR  

Marcelo [11:59:48 AM]:  

Can I have the name of the dealership that you called today? 

 [12:00:46 PM]:  

52331 mileage. Called every one from Austin to San Marcos. And Georgetown (Georgetown had the 
appointment available for next Wednesday) 

 [12:01:38 PM]:  

San Marcos doesn't offer a loaner, and is pretty far away. My zip code is  

Marcelo [12:05:20 PM]:  

Have you contacted Don Hewlett Chevrolet? They are located in Georgetown TX 78626. 

 [12:06:13 PM]:  

I believe they said I could get an appointment next Wednesday. That's 9 days of driving with barely any 
brakes.  

Marcelo [12:08:55 PM]:  

Where they able to provide you any information, why it will take that long, before they can check your 
vehicle? 

 [12:12:02 PM]:  

He said that he didn't have any available appointments to get me in a loaner until then. I can't be 
without a vehicle for that long and can't be in a vehicle that is not safe either.  

Marcelo [12:14:05 PM]:  

Did they provide you any information on how long it will take them to repair the vehicle? 



 [12:14:58 PM]:  

No 

Marcelo [12:19:00 PM]:  

Dealership need to have the vehicle diagnose first, for them to check the problem on the vehicle, from 
there, they will be able to provide us what will be the repair there are going to do with the vehicle and 
how long it will take them to repair the vehicle. 

 [12:21:24 PM]:  

I'm still calling more places this is absolutely ridiculous though. I've never had issues like this with any 
other company. I'm getting a whole bunch of we are full and can't even look at it for a day or two.  

 [12:22:01 PM]:  

This is so unacceptable! 

Marcelo [12:28:22 PM]:  

We do ask for an apology if the dealership cannot accommodate your vehicle right away. We have to 
understand, Danielle, that the dealership cannot just accept vehicle if they are lot of vehicle being 
repaired in their dealership. 

Marcelo [12:29:23 PM]:  

I would suggest that we schedule your vehicle today, so it will be next in line at the dealership. 

Marcelo [12:32:24 PM]:  

Thank you for chatting. I am still here to assist you. I can give you two more minutes and then I'll have to 
disconnect the chat. 

Marcelo [12:35:03 PM]:  

Thank you for chatting. I am still here to assist you. I can give you two more minutes and then I'll have to 
disconnect the chat. 

Marcelo [12:35:14 PM]:  

 I am ending this chat session due to no response. Thank you for contacting <Brand> Customer 
Assistance. If you have additional questions, please feel free to contact us again. We are here to chat 
Monday through Friday from 8 am to 11 pm and Saturday from 9 am to 11 pm.  

Call Disconnected. 
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