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Case Detail

Account Name

Contact Email

Home Phone

Letter Sent Date

Letter Received Date
Follow Up Date
Supporting Documents
CA Multiple Repairs
Social Media Involvement
Martiz Customer Id
Case Owner Location
Texting Status

Case Reopen Count
Description

Call Script

DTS Field Inspections 0]

Reopen Case | Clone Closed Case

3/9/2018

Murfreeshoro

1
C contacted CA because C feels VEH is unsafe.

Incident Codes - IR REQUIRED

Incident Date
Sent to Legal
Accident
Airbag

Fire

IR Indicator
IR Date

IR

Vehicle Information

Vehicle
Model Year
Make
Model Line
Model Code
Dealer Detail
Bluetooth
Related Items

2013
NISSAN
ALTIMA
13013

Sales & Service Campaign Specific Information

Hot Alert Date
LS Response Time

Case Owner

Type

Case Origin
Executive Referral
Exec-Received-Date
Status

Date/Time Opened
Date/Time Closed
Multiple Repairs
Executive Summary

E ive Acti ToR 1

Rollover
Property Damage
Injury Letter

Number Injured

RHR Started
RHR Completed

Date Requested
C D Received

Date Received

Part Number 1

Beyond Basic Warranty Miles1
Beyond Basic Warranty Months1
Beyond PT Warranty Miles1
Beyond PT Warranty Months1

Home Phone
Work Phone
Mobile Phone
Email

Alternate Email

Kelsey
Chriétilsese@hristiansen
CA

Closed

2/22/2018 8:46 AM
3/9/2018 7:51 AM
No

2/2712018
2/2812018

44,000
59
20,000
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Verbatims
Alert Trigger Verbatim
Survey Verbatim
Dealer Action History
NNA Notes

Customer Conversation Notes

DTS Inspection
DTS Inspection Date DTS Inspection Date Confirmed?
DTS Request Type Notes for DTS (Vehicle Concemns)

Inspection Time/Notes  Appointment Time:

Notes to Agent:
System Information
Subject _CUSTOME (ONE: VIN: Root Cause
Created By  Javier Ventura, 2/22/2018 8:46 AM Root Cause Code  SDFA
Last Modified By  NNAETL, 12/10/2018 10:53 PM Root Cause Code (2)
Case Record Type  CA Closed Case Document D CAIEN

Days Closed 921
Action Code  NT8G
What action was taken?  8G Provided Other Information

Agent Comments

Reopen Case | Clone Closed Case

Case Comments New Case Comments He

Public Comment

Created By: Kelsey_Christiansen (3/9/2018 7:51 AM)
RCAS-KC is closing case as no further assistance can be offered at this time.

***CASE SUMMARY***
C contacted Nissan CA regarding reimbursement and repurchase or replacement of VEH.

RCAS-KC reviewed case with Service Manager Bob Cambell.

****STATEMENT OF DECISION****

RCAS-KC ADVISED that C insurance company would need to send in a Subrogation Package to the address RCAS-KC provided in previous conversation with C.

Created By: Kelsey Christiansen (3/9/2018 7:50 AM)
RCAS-KC received inbound call from C on

RCAS-KC ADVISED “This call may be recorded for quality and training purposes.”

RCAS-KC ADVISED that C insurance company would need to send in a Subrogation Package o the
address RCAS-KC provided in previous conversation with C.

v Charlie Hodsdon
Auto Damage Adjuster
GEICO
Phone (207) 307-5143

C declined further questions.

Call ended mutually.

Created By: Kelsey Christiansen (3/9/2018 7:36 AM)
RCAS-KC placed outbound call to C at | N

v RCAS-KC left VXM for C.
RCAS-KC provided C with case #, RCAS-KC’s phone #, and work hours.

RCAS-KC ADVISED C of following up by EOB Monday.

Created By: Maria Hipolito (3/8/2018 10:31 AM)
ECRR-MH logged email under cas- to cas-

ATTN Kelsey

HTML Body Click here to view HTML version

Text Body Kelsey,

Please find attached my Geico estimated for the body damage to my car in the accident that occurred due to "faulty steel”, Per Darling Derive Manager Bob. This damage occurred when the righ
control arm broke in February. This was committed from the repairs by Darling. This also need to be repaired and covered and the liability lies in the hands of Nissan North America or Darlings Ni
in Bangor.

Thank you, | await a swift response.

Sent from my Verizon, Samsung Galaxy smartphone

Original message
From: "Hodsdon, Charles” <CHodsdon@geico.com>
Date: 2/19/18 10:33 AM (GMT-05:00)

To:
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RCAS-KC ADVISED that RCAS-KC is C’s case manager and point of contact for C.
RCAS-KC stated RCAS-KC understands that C is having concerns with:

C was not happy with how C was treated from the in-bound. Agent.

RCAS-KC advised of speaking with the DLRSHP today.

RCAS-KC advised that C repair is being covered by NNA.

C stated C sister paid for it on C sister’s credit card.

C stated C does have receipt saying it was paid.

RCAS-KC advised that NNA can review for reimbursement for the other part.

RCAS-KC notes C feels unsafe in VEH.

RCAS-KC advised of starting the process for a repurchase or replacement for the VEH.

RCAS-KC advised that the decision may take up to 10 business days to be made.

Why do you want to return the vehicle to Nissan North America? C feels was sold an unsafe VEH.
Where is the vehicle currently? DLR

Are you currently in a rental vehicle? Yes (until Monday)

Where was the vehicle purchased? Darlings Nissan

Was the vehicle purchased new or used? Used

If used, when was the vehicle purchased? Nov. 2016

Where is the vehicle serviced? Darlings.

Has the vehicle been taken to multiple Nissan dealers or Infiniti retailers? If so, document names of dealers/retailers. IRF, Next door auto repairs.

RCAS-KC advised of following up by the end of business day Wednesday.
C declined further questions.
Call ended mutually.

Created By: Kelsey Christiansen (2/23/2018 2:48 PM)
RCAS-KC sent document request.

Created By: Bridget Zapadinsky. (2/23/2018 2:34 PM)

CRR-BZ RECIEVED inbound call from C

CRR-BZ VERIFIED C's full name, mailing address, phone number & email

CRR-BZ CHECKED & ADVISED C of open recalls/campaigns: 0

Previous RELATED Case(s) Found: 0

C stated C is trying to get in contact with agent named “Kelsey”

CRR-BZ advised C that Kelsey contacted C today & will be in contact with C on Monday
C inquired if C can speak with CRR’s supervisor now

CRR-BZ advised C that CRR would not be able to put C’s supervisor on as the case is with RCAS
C inquired CRR name

CRR-BZ advised C Bridget -

C stated C would like to express C’s dissatisfaction with NNA CA

CRR-BZ will document dissatisfaction in case for Kelsey to report on Monday

C understood

Call ended mutually.

Created By: Kelsey Christiansen (2/23/2018 1:27 PM)
FOM Steve Hoogendoorn contacted RCAS-KC.

FOM asked if this is something that would be repurchased.

RCAS-KC advised it depends on the laws so RCAS-KC was not sure.

FOM asked If RCAS-KC is going to reimburse.

RCAS-KC advised RCAS-KC still needs to get receipt from C.

RCAS-KC asked FOM If FOM recommended reimbursement.

FOM stated yes FOM said FOM would have goodwill both arms if C had come in for the first one.
Created By: Kelsey Christiansen (2/2 W

RCAS-KC placed outbound call to C at M

RCAS-KC left VXM for C.

RCAS-KC provided C with case #, CRT-KC’s phone #, and work hours.

RCAS-KC ADVISED C of following up by EOB on Monday.
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No records to display
Activity History View All Activity History He
Action Subject Name Task  Due Date Assigned To Last Modified Date/Time
Edit | Del Review Aoproved Check Request [ | v/ 3062018 Kelsey Christiansen 3/6/2018 4:00 PM
Edit | Del Review RHR decision [ ] v 22812018 Kelsey Christiansen 3/6/2018 3:59 PM
edit | Del RHR review NG ] V' 212812018 Brandon Johnson 2/28/2018 3:34 PM
edit | De! RHR assiond G ] v/ 22812018 Kelsey Christiansen 2/28/2018 12:46 PM
Edit | Del RHRIejected ] v 22712018 Kelsey Christiansen 3/6/2018 3:59 PM
Showmore » | Gotolists
Emails Send an Email Emails He
Action Status Subject Email Address Message Date
2 mmmmm :
Reply | To All | Del Read = Kelsey, thank you very much with your help in this unfornate situation. Afta... _ 212512018 5:05 PM
& i i :
Reply | To All| el Sent Soa0is Cose - I 22312018 247 PN
Customer Support Tools Service Credit Customer Support Tools He
No records to display
Forms Forms He
No records to display
Attachments View All Attachments He
Action File Name Size Last Modified Created By
View Geico Estimat 399KB 3/8/2018 10:28 AM Maria Higolito
View Geico Estimate! 15KB 3/8/2018 10:28 AM Maria Higolito
View Geico Estimate 399KB 3/8/2018 10:23 AM Maria Higolito
view RUR NG 61KB 2/28/2018 12:22 PM Kelsey Chrisfiansen
View 69KB 2/28/2018 10:56 AM Kelsey Christiansen
Show more » | Gotolist»
Chat Transcripts
No records to display
Case History Case History He
Date User Action
3/9/2018 7:51 AM Kelsey Christiansen Changed Status from Open to Closed.
Closed.
3/8/2018 10:29 AM Maria Higolito Changed Follow Up Date from 3/8/2018 to 3/9/2018.
3/8/2018 10:29 AM Maria Higolito Changed Reopen Date to 3/8/2018 10:29 AM.

Showmore » | Gotolist»
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No records to display
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Changed Status from Closed to Open.
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