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Case ~""Y I/it! I Case ConYnents WI I c..,.. Categorizations W I ,E= llll 

Case Detail 

Account Name 

Contact Email 

Home Pl1one 

Letter Se-nt Date 

Letter Received Date 

Follow Up Date 6/1912017 

Supporting Documents 

CA Muttiple Repairs 

Social Media Involvement 

Martiz Custome< Id 

Case O#nH location Murfreesboro 

Texting Status 

Case Reopen Count 

J Reopen Case 11 Clone Closed Case J 

Description C seeking assistance with gettilg FEB removed from VEH➔ 

Call Script 

Who contacted u.s? Consumer 

I Vehicles Owned 

Vd'liele Purchased 

Pre-Owned Initial Mileage 

Current Mileage 

Incident Codes . IIR REQUIRED 

lncidef'lt Date 

Sent to legal 

Accident 

Asbag 

Fire 

IIR lndic.ator 0 

Vehicle Information 

Dealer Detai l 

IIR Oate 

HR 

Vehicle 

Model Year 

Make 

Model Line 

Model Code 

~ 2017 

NISSAN 

ROGUE 

22617 

ease Servicing Dealer BFI I fY! IF NISSAN 
Case Servicing Dealer Region Nissan Northwest Region 

Bluetooth 

Related Items 

Responsible District 01 

Shared Wrth 

Phone Carrier 

Phone Manufacturer 

Reported From 

Issue Categories 

Approwd Ched< Reques1s $0.00 

https:/ /nissanna.my.salesforce.com/5000G0000 1 CfFhLQA V 

C....Owne< 

Type 

Case Origin 

Executive RefNTal 

Exee>Received-Oa.te 

l arrius Allen 
CA Email Nissan 

Web 

Status Closed 

DatelrmeOpened 6/3/20177:11 PM 

Date/Tome Closed 6/19/2017 12:46 PM 

Multiple Repairs No 

Executive Summary 

Executive Actions To Resolve 

Vehicle Maintained Location 

Previous Repai.r Date 

Previous Repair Location 

Related Vehicle Make Nissan 

XTIME Appointment Numb« 

Rollowf' 

Property Damage 

Injury letter 

Nootber Injured 0 

RHR Started 

RHR C«npleted 

Customer Document Requested 

Date Requested 

Customer Document Received 

Date Received 

Part Numb« 1 

Beyond Basic Warranty Miles 1 

Beyond Basic Warranty Months1 

Beyond PT WalTal'lty Miles1 

Beyond PT Warranty Months 1 

Oat.a Net 

Oatanet Deal« Date 

Dealff Instructions 

Requested Dealer Action 

Bluetooth Ticket Status 

Phone Model 

Phone Operating System 

Goodwill Offered 

VCAH 

0 

0 

Goodwill Processed 0 

Vehicle Service Contract 

VSC Reprint Request Email 
.J 
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Sales & Service Campaign Specific Information 

Hot Alert Date 

LS Response rime 

Vert>atims 

Alert Trigger Verbatim 

Survey Verbatim 

Deale< Action History 

NNA Notes 

Customer Conversation Notes 

DTS Inspection 

Contact Name 

HomePhone -
WOfitPhone 

Mobile Phone 

Email 

Attemate Email 

OTS Inspection Date OTS Inspection Date Confirmed? 

DTS Request Type Notes for OTS (Vehicle Concerns) 

Inspection Time/Notes Appointment Time: 

Notes to Agent 

System Information 

Subject My Nissan Vehicle 

Created By W2c S~e Guesl Use<, 6/3/2017 7:11 PM 

Last Modified By ~ 12/12/2018 10:35 PM 

Case Record Type 

Days Closed 

Action Code 

CA Oosed Case 

1,079 

NT8H 

What action was taken? SH Referred Customer to Dealer/Retailer 

Agent Comments 

Agent Comments Inform C that function cannot be disabled pennanently. 

Agent Next Step 

Case History 

6119/2017 12:46 PM 

6119/201711:SSAM 

6119/201711 :51 AM 

Show more • I Go to list • 

Case Comments 

Pubfic Comment 

Created By: Oarrius Allen (6119/201712:45 PM) 
__.Revised Case Summary •-

I Reopen Case 11 Clone Closed Case J 

Use, 

Darrius Allen 

Managed Services 

Darrius AJien 

C contacted NNA CA regarding VEH FEB not being able to be permanently removed. 

Action 

Web Email 

Root Cause 

Root Cause Code SCIN 

Root Cause Code (2) 

Document ID 

Changed Status from Open to Closed. 

Closed. 

Changed Reopen Date to 6119/2017. 

Changed Status from Closed to Open. 

Changed Status from Open to Closed. 

CRT-OA reviewed with CA TS-JW and was informed that FEB cannot be pennanently removed from VEH but C can tum off fooction ooce inside VEH at startup. 
✓ CRT-OA confirmed same information with DLRSHP. 

CRT-OA reached out to C with ~ te but no re.l)OllSe from C on call att~ts. 
C emailed back to unable to respood email sent to C. 
CRT-DA reached out to C to infoon there is no pennanent disable option at this time. 
CRT-OA informed C that if C is having coocems til to take to DLRSHP for furthe< diagnostics. 
CRT--OA closing case as no further assistance available at this time. 

✓ g~;~~~JJ~~~~f:.,9~01712:43 PM) 

CRT-OA asked for C to verify name. 
CRT--OA asked C if available to discuss ooncem? 

C stated yes. 

CRT-OA advised C, "Call may be recorded for quality and tranng purposes.' 
CRT-OA verified Cs home address, email, and best cootact # 
CRT-OA stated C is seeking update for FEB function on VEH. 

C stated FEB is concern on VEH. 
C stated is fai~y disappointing. 
C stated feels C has function that does not fuly wot1( as designed. 
C asked can part be removed. 
C stated is safety fooctioo of VEH but feels could be safety ooncem. 

CRT-OA empathized for Cs coocems with FEB. 
CRT-OA informed C as case manage, looked into mater for C. 
CRT-OA informed C that unfortunately there is no permanent removal of the function from the VEH. 
CRT-OA stated C purchased -.ersion that does ha11e function on VEH and if C would fike veraion without function to speak with DLRSHP Int. 
CRT-OA stated represents NNA manufacture, and cannot get into sales/contractual matters. 
CRT-OA stated after speaking with DRLSHP VEH performs as designed and VEH was manufactured to design as such and removal of function can only be disabled at start up. 

C stated underatood. 
C stated has another question. 
C asked if thefe will be update for VEH. 
C stated lawsuit could ensue if something happens with that VEH. 

CRT-OA informed C that updates to VEH are possible in the near further as campaigns and recalls on VEHs are for safety and VEH efficient performance. 
CRT-DA stated at this current time there are no campaigns or recalls on Cs VEH and no recorrmended repairs at this time. 
CRT-OA informed C that VEH peffoons as designed for the model C purchased but if C has further concerns to take VEH back to DLRSHP fo, further diagnostics. 

C stated is l.Ulfortunate that function has to operate as such. 
C stated will definttely take VEH in fo, another loolt if needed. 

https:/ /nissanna.my.salesforce.com/5000G0000 1 CfFhLQA V 
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C thanked CRT-DA for further lookilg into matter for C. 

CRT-DA thanked C fo, cootacmg NNA CA. 

Call ended mul\Jaly. 

Create<I By~ Parrill§ Allen (6119/201711 :50 AM) 
""Case Summary.-.-

✓ g~:Act~Yi: ~ ~~~J:. ~= = ~E': .:='Z,,rno:: removed from VEH but C can tum off function once inside VEH at startup. 
CRT-DA confirmed same information with DLRSHP. 
CRT-DA reached oot to C with update but no response from C on call attempts. 
CRT-DA closing case pending C cootact. 

Created By: Oarrius Allen (61191201711 :47 AM) 

✓ ~½ :g~ r.~~~~d c~ ~g; ,. JS 11££ and has final update for Cs case, case #, call back date, and contact 

✓ g,~;~ ~~~ i~~~= :1=:a~:~~!il~1 ~ AM) 
Created By: Oarrius Allen (6116/201711:32 AM) 

✓ g~+ :g~ ~~=~d c~ ~g; it JS ii£d and would i ke to review Cs case with C, case#, call back date, and conta 

✓ g.~e.;'.b~ ~?e':,"~~= ~~~~'!,~~/«med that functio on VHE is not able to be turned off permanently and C would have to switch off setting each time VEH is started. 

Create<I By~ Parrill§ Allen (611412017 7:27 PM) 
✓ CRT-DAplacedOOUXlundcall toC@ . -

CRT-DA left VMX stating CRT-DA is case manage, and wil be reviewing Cs case, case#, call backdate, and contac 

Created By: Oarrius Allen (6114/201712:21 PM) -
CRT-DA placed OOUXlund call to Bellevue Nissan 
CRT-DA asked for SM. 

SA-Adrian greeted CRT-DA. 

CRT-DA stated reason tor call is to verify information relayed to C. 
CRT-DA provided last 6 of VIN. 

SA-Adrian stated worked with C. 
SA-Adrian Stated VEH was randomly braking in middle of the road. 
SA-Adrian DLR test drove VEH and rand calibrations but no findings outside of noonal operations. 
SA-Adrian Stated C was requesmg for system to be deactivated permanently. 
SA-Adrian Stated C does not want to tum off constantly but C wants got. 

CRT-DA stated is not sure C is seeking to have VEH bought back or not. 

✓ SA-Adrian Stated onty other option is to go on main screen and tur setting off but would have to reset 

CRT-DA confirmed C does not want that option. 
CRT-DA stated is seeking an update from internal technician as well before giving C a final answer in case there may be some isolated information out there. 

SA-Adrian Stated C only has ooncems in certain locations. 
SA-Adrian Stated has been getting concerns. 
SA-Adrian Stated may be concern overall in a month. 
SA-Adrian Stated VEH can only be modified. 

CRT-DA confirmed. 
CRT-DA stated is awaiting update from CATS-IW as wel. 

SA-Adrian confilned. 

CRT-DA thanked SA-Adrian for assistance. 

SA-Adrian stated no problem. 

Call ended mul\Jaly. 

Created B---y: o · · Last Modified By: panju• Meo 161141201712:21 PM) 
First Name: 
last Name 
Email Add . 
Twitter Name: -
Street .Address: 
City.Seattle 
State:WA 

~!IL:12.:s 
✓ =!~8

~,::~~levue Nissan 
Dealer State: WA 
Subject: My Nissan Vehicle 

Page 3 of 4 

Corrments: I recently I::udlased a new 2017 Nissan Rogue. The car comes with a forward emergency breaking system, and we've been having problems with it. 3 times in the 2 '#eeks after we purchased the car it 
triggered incooeci!y and forced the car to a halt Once was when exiting a par1<ing garage [it. seemed to sense the ramp in front of us as an obstacle) and twice while driving down a city street that had a metal plate on the 
road due to construction. In the second instance, it actually forced us to a complete stop il the niddle of an intersection! To us, the car is a hazard with this feature turned on and we don't feel safe driving it. 

I'm trying to md a way to permanently disable the FEB. I know how to tum it. off temporarily but it. oomes back on every time the car is restarted which means we're i kely to lorget and could have another issue with the 
fea!IR. I cootacted our Nissan dealer but they did not know how to disable the leature permanently. So I'm cootacting you. Frankly, from our experience this feature isni ready for prime-time and should never have been 
shipped. But at this pant, I just want to be rid of it. -Created By: Brent Espinet (6113120171 :10 PM) 
ECRR-BE received inbound email from C 
ECRR- sent RCAS Escalation emai template 
ECRR-BE exiting case 

✓ Created By· 
First Name: 
Last Name: 
Email Addr 
Twitter Na 
Street .Address: 
City.Seattle 
State:WA 
Zip:-
p~ 
lsNissano.vne 
VIN: jn8at2mv1 
Dealer Name: Bellevue Nissan 
Dealer State: WA 
Subject: My Nissan Vehicle 

I I Last Modified Bv: P•ITilD Alt•D (61141201710:17 AMI 

Connients: I recently l)ll"chased a new 2017 Nissan Rogue. The car comes with a forward emergency breaking system, and we've been having p,olllems with it.. 3 times in the 2 weeks afte< we purchased the car it. 
triggered incooeci!y and forced the car to a halt Once was when exiting a par1<ing garage [it. seemed to sense the ramp in front of us as an obstacle) and twice while driving down a city street that had a metal plate on the 
road due to construction. In the second instance, it actuatly forced us to a comprete stop in the niddle of an intersection! To us, the car is a hazard with this feature turned on and we don't feel safe driving it. 

I'm trying to md a way to permanently disable the FEB. I know how to tum it. off temporarily but it. oomes back on every time the car is restarted which means we're i kely to lorget and could have another issue with the 
feature. I contacted our Nissan dealer but they did not know how to disable the feature pennanentty. So I'm contacting you. Frankly, from our experience this feature isn't ready for prime-time and sholild never have been 
shipped. But at this pant, I just wool to be rid of it.. 

https:/ /nissanna.my.salesforce.com/5000G0000 1 CfFhLQA V 6/2/2020 
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Action C.... Categoriza,tion # Catego<ylleseription Subcatego<y Oesaiption 

Forms 

No records to display 

BRAKES 
FRONT BRAKE 
(DISC/CALIPER/PAD/ROTOR) 

Symptom Description 

POOR OR IMPROPER 
OPERATION 

Page 4 of 4 

Case Categorizations Help 

Maj« Component Code Category Date Symptom Code Category Code Subcategory Code Concern Code 

03 6114/2017 YX AD 121000 OA 

FonnsHelp 

A Back To Top Always show me more records per re-lated list 

Copyright© 2000-2020 saleslorte.com, inc. Al rights reserved. I Privacy Statement I Security Statement I Terms of Use 1508 Compliance 
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Case HislOf( [&l I Case Corrments 1lDJl I Case C:deoorizations fll I ~Jill 

Case Detail 

Account Name 

Contact Email 

Home Pl1one 

Letter Se-nt Date 

Letter Received Date --
Follow Up Date 10/4/2017 

Supporting Documents 

CA Muttiple Repairs 

Social Media Involvement 

Martiz Custome< Id 

Case O#nH location Lorain 

J Reopen Case 11 Clone Closed Case J 

Case 

Ty 

Case Origin 

Executive RefNTal 

Exee>Received-Oa.te 

Phone 

Status Closed 

Datelrme Opened 6/30/2017 7:11 AM 

Date/Tome Closed 10/3/2017 2:52 P M 

Multiple Repairs No 

Executive Summary 

Texting Status Executive Actions To Resolve 

Case Reopen Count 2 

Description BBB Auto Line voluntary repurchase due to 3 visits and S days out of sernce !or FEB engaging with nothing in front of veil 

Call Script 

Who contacted u.s? Consumer 

#Veil-Owned 10 

Vd'liele Purchased New 

Pre-Owned Initial Mileage 

Current Mile- 3,700 

Incident Codes. IIR REQUIRED 

lncidef'lt Date 

Sent to legal 

Accident 

Asbag 

Fire 

IIR lndic.ator 0 

Vehicle Information 

Dealer Detai l 

IIROate 

HR 

Vehicle 

Model Year 

Make 

Model Line 

Model Code 

~ 2017 

NISSAN 

ROGUE 

22617 

ease Servicing Dealer SMITHTOWN NISSAN 
Case Servicing Dealer Region Northeast Region 

Bluetooth 

Related Items 

Responsible District 07 

SharedWrth 

Phone Carrier 

Phone Manufacturer 

Reported From 

Issue Categories 

Approwd Ched< Reques1s $32,606.37 

https:/ /nissanna.my.salesforce.com/ 5000G0000 1 DoCfRQA V 

Vehicle Maintained Location 

Previous Repai.r Date 

Previous Repair Location 

Related Vehicle Make Nissan 

XTIME Appointment Numb« 

Rollowf' 

Property Damage 

Injury letter 

Nootber Injured 0 

RHR Started 8116/2017 

RHR Completed 8/16/2017 

Customer Document Requested 

Date Requested 

Customer Document Received 

Date Received 

Part Numb« 1 

Beyond Basic Warranty Miles 1 

Beyond Basic Warranty Months1 

Beyond PT WalTal'lty Miles1 

Beyond PT Warranty Months 1 

0 

3 

0 

0 

Data Net ✓ 

Oat.anet Deal« Date 7/Sl2017 

Oealff Instructions Customer Contact 

Requested Dealer Action Please review. 

Bluetooth Ticket Status 

Phone Model 

Phone Operating System 

Goodwill Offered 

VCAH 

Goodwill Processed 

Vehicle Service Contract 

VSC Reprint Request Email 

Customize Page I Printable Vrew I Help for this Page 

.J 
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Sales & Service Campaign Specific Information 

Hot Alert Date 

LS Response rime 

Vert>atims 

Alert Trigger Verbatim 

Survey Verbatim 

Deale< Action History 

NNA Notes 

Customer Conversation Notes 

DTS Inspection 

Contact Name 

Home Phone 

Wodc.Phone 

Mobile Phone 

Email 

Attemate Email 

OTS Inspection Date OTS Inspection Date Confirmed? 

DTS Request Type Notes for OTS (Vehicle Concerns) 

Inspection Time/Notes Appointment Time: 

Notes to Agent 

System Information 

Subject 

Created By 

Last Mocfrfied By 

CUSTOMER:- PHONE:- VIN: 
JN8A T2MV4~ 

Eric Fowler 6/30/2017 7:11 AM 

NNAill, 9118/2019 9:21 PM 

Case Record Type CA Oosed Case 

Days Closed 973 

ActionC- NTSF 

What action was taken? SF Voluntary NNA Trade/Repurchase - NNA Inventory - 1 veh 

Agent Comments 

Agent Comments RHR denial. Waiting to get update from DTS.KM. 

Case History 

Dale 

Agent Next Step 

Use< 

I Reopen Case I ! Clone Closed Case! 

10/3/2017 2:52 PM Kalia Johannes Changed Status from Open to C losed. 

Closed. 

9/29/2017 1 :15 PM Kalia Johannes Changed Follow Up Date from 9128/2017 to 10/412017. 

Root Cause 

Root Cause Code 

Root Cause Code (2) 

Document ID 

Page 2 of 10 

SCMV 

Ca-se History Help 

9/25/2017 3:34 PM Kalia Johannes Changed Follow Up Date from 9/15/2017 to 9/28/2017. -

9118/2017 6:57 AM Kalia Johannes Changed SUbject from CUSTOMER■■■■ PHONE:- VIN: JN8AT2MV4~·o CUSTOMER:- PHONE:- VlN: JN8AT2MV4H 

Show more • I~ 

Case Comments 

Pubic C«nmenl 

Created By: Kalia Johannes (1013/2017 2:51 PM) 
ARBS.KJ dosing case. 

Created By: Kalia Johannes (1013/2017 2:51 PM) 
ARBSnotilg: 

• Case Number:­
Mooey FedEx ~nt 

Created By: Kalia Johannes (9/2912017 1:14 PM) 
ARBS.KJ submitted check requests. 

Created By: Kalia Johannes (9/2912017 1 :10 PM) 
ARBS received and attached oonected signed letter 

Created By: Kalia Johannes (9/2912017 12:49 PM) 
ARBS sent corrected letter to C. 

Created By: Kalia Johannes (912912017 12:46 PM) 
ARBS.KJ called C and advised of ARBS em,r with forgetlilg to take the NY state sales tax out 
C understood and asked if it is prorated as c has only paid 6 payments? 

Case Conments Help 

ARBS advised that is not the case as the entire amount is paid for up front when the veh is funded so NNA deducts that from e's refund because c can file with NY to obtain the sales tax back, NY does not require the 
manufacture, to pay that. ARBS advised is sending the corrected lette< now. 
C lllderstood and call ended mutually. 

Created Bv: K•li• !Pb•ooes (9/2912017 12:41 PM) 
ARBS.KJ noting corrected calculations: 

Lease Repurchase 
Down Payment $695.DO 
Additional Payments $2, 154.DO 

Total Amounts Paid $2,849.00 

Less Usage (no usage in NY forveh's t.lldef 12,DDO) $0.00 
NY Sales Tax $1,114.57 

Total Deductions S1,114.57 

Total Refund $1,734.43 
Lease Buyout/Payoff $30,871 .94 

https:/ /nissanna.my.salesforce.com/ 5000G0000 1 DoCfRQA V 6/2/2020 
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Total Rep...-chase $32,606.37 

Created By: Kalia Johannes (9/13/2017 11:37 AM) 
Invoice needed 

I 
Created By: Kalia Johannes (9/13/2017 11:JSAM) 

ARBS notes correction to speling:--

• 

■ 

Created By: Kalia Johannes (9113/201 7 11:34AM) I last Modified By: Kalia Johannes (91131201711 :34AM) 

ARBS-KJ called c j nd spoke with the 7 tionist 
ARBS was advised l uR: r-lJ\.. ror repurchases is-
ARBS was transferred to vmx for Ms.- and 'lffl":"message with purpose lor the call, e's name, direct line 

Created By: Kalia Johannes (9113/2017 11 :27 AM) 
Vehicle oonce~ Braking/Collision Sensor 

Created By: Kalia Johannes (9/13/2017 1 0:47 AM) 
ARBS-KJ sent repurchase offer letter to c and attached to case. 

Created By: Kalia Johannes (9/13/201710:43 AM) 
ARBS notilg corrected calculatioos inciuding updated payoff: 
Lease Repurchase 
Down Payment $695.00 
Additiooal Payments $2,154.00 

Total Amounts Paid $2,849.00 

Less Usage (no usage in NY for veh's ..-- 12,000) $0.00 

Total Deductions $0.00 

Total Refund $2,849.00 
Lease Buyout/Payoff $30,871 .94 

Total Rep...-chase $33,720.94 

Created By= Kali@ Jphgpoe, (9/1312017 10:42 AM) 
ARBS-KJ called NMAC and spoke with Anisha 
ARBS advised is calling to confml if c made e's payment for September, the payment amount and Ille updated payoff amount. 
NMAC-Anisha advised: 
Updated payoff: $30,871.94 Good until 10-9-17 
Most recent payment: 9111117 in Ille amount of $359 
ARBS !hanked Anisha and call ended mutually. 

Created By= Kaua IPb@0OSf (9/131201710:25AM) 
~!;BS sent email to NMAC to oonfirm Septerroer payment received. 

ARBS notilg repurchase calculatioos tamg September payment in to account 

Lease Repurchase 
Down Payment $695.00 
Additiooal Payments $2, 154.00 

Total Amounts Paid $2,849.00 

Less Usage (no usage in NY forveh's ..--12,000) $0.00 

Total Deductions $0.00 

Total Refund $2,849.00 
Lease Buyout/Payofl$31 ,230.94 

Total Rep...-chase $34,079.94 

Created By: Kalia Johannes (9/13/201710:24AM) 
ARBS-KJ Sl)()ke with c and ARBS advised received Ille NMAC info on Monday when ARBS was 000. 
ARBS asked if Ille C made the September payment? 
C advised yes. 
ARBS understood and advised would add that into Ille letter and request Ille updated infoonation from NMAC. 
C understood and thanked ARBS. 

Page 3 of 10 

with request for cal back and an email adci'ess. 

C advised c took the VPP code to the IN retailer and c has a deaf with the INF rtlr soc is just waiting to receive the surrender date. ARBS understood and advised will send the offer letter to c and once c signs and returns 
the letter, ARBS can submrt Ille check request. ARBS advised once the checks are received from acoounting, ARBS w il overnight lhem to Money and transmrt Ille case. ARBS advised Mooey wil oontact c and Ille dlr 
within a week to schedule the surrender. 
C understood and thanked ARBS for Ille explanation. C asked lor email updates along Ille way and ARBS agreed. 
Cati ended mutual y. 

~ nes (9/13/2017 10:12 AM) 

I P~ts received 
6 

.94 good lhru 10/912017 

Payment amount $359.00 
Recent payment received on 8/8/2017 in the amount of $359.00 

Copy of Contract, Payment History and Trtle are attached. The account is SOC eligible. 

Created By: Kalia Johannes (9113/2017 10:01 AM) 
ARBS-KJ received NMAC info, picrures of veh, and registration and attached to case. 

I 
Created By: Kalia Johannes (9112/2017 3:12 PM) 
ARBS notilg VPP was processed. 

I Created By: Leslie Griffin (918/201711 :36AM) 
ORTS-LG rec'd Settlement from BBB on 09/08117, dated same. NNA agrees to repurchase C's 2017 Nissan Rogue ..--111e standards of New York lemon law. 

Created By: Kalia Johannes (918/2017 8 :50 AM) 
ARBS-KJ sent request to NMAC for e's payoff in1o and docs. 

Created By: Kalia Johannes (918/2017 8:46 AM) 
ARBS-KJ made outlxlund call to c °"1111111!!111 and Sl)()ke with C. 
ARBS advised lhat NNA is going to orrer to reiuooase e's veh and provide c with Ille VPP so lhat c may switch to an INF veh. 
C thanked ARBS and advised c knew NNA would oorne through for c but c was worried for a moment c was going to have to go lhrough Ille hearing process. 
ARBS understood. 
ARBS advised will need a picture of e's registration and pictures of the veh one of each side on the outside and one of each raw on the inside. 
C understood and advised C would send the info. 
ARBS asked if Ille veh is financed with NMAC? C advised yes. 

https:/ /nissanna.my.salesforce.com/ 5000G0000 1 DoCfRQA V 6/2/2020 
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ARBS advised can get the rest of the info from NMAC. 
ARBS advised will subrrit the VPP request now. 
C oodefstood and thanked ARBS and NNA. 
Call ended mutuaDy. 

Created By: Kalia Johannes (918/2017 8:34 AM) 
ARBS-KJ received instruction from MGR-BG to repurchase with VPP or replace e's w:h. 

Created By: Kalia Johannes (917/2017 3:19 PM) 
ARBS emailed OTS-KM and advised that c is chedcing c•s calendar and asked for several dates that week as c is amenable to meeting at Smithtown Nissan. 

Created By: Kalia Johannes (917/2017 3:15 PM) 
ARBS-KJ emailed BBS-MU as BBB-MU is attemptilg to schedule a hearing for c the week of 9/18/17-9/22/17. 

Page 4 of 10 

ARBS advised that per review with MGR-BG the hearing needs to be postponed to allow for a DTS inspection of the w:h and that c has agreed to a DTS inspection the week of 9125117 and that c is to get back to ARBS 
after reviewing e's calendar for inspection dates. 

Created By: Kalia Johannes (917/2017 3:12 PM) 

~~~;~vi~"u,=~~~c'! ~ a ca ta,: =with c. 
C advised that would be fine. Casked when? ARBS advised that the DTS has training next week and an engineering event the weett aft..- soc would be looking at the week of 9/25 - 9129. 
C advised C would email ARBS the best dates that weelt for C. 

ARBS und..-stood and thanked c, caD ended mutualy. 

Created Bv: Kalja lohanpq (917/2017 3:08 PM) 
ARBS-KJ Sl)()ke with DTS and DTS advised can meet with c at Smithtown Nissan if ft wil be easier for c. 

Created By: Kalia Johannes (917/2017 3:02 PM) 
ARBS-KJ reviewed with MGR-BG and if c wil allow the final repair attempt and the DTS can not repair the issue of the FEB engaging on the train tracks that NNA win offer to repurchase« replace the veh. 

Created By: Kalia Johannes (917/2017 2:32 PM) 

~~~ =~ =~~~0~C:JJ£Jtt ££ J.!t~~ ~n cdragging on since April now. C advised that this is dangerous. 
ARBS und..-stood and ofl..-ed ..,..,athy. ARBS advised NNA would like the Cll)l)Ortlrlity for a final repair atterrc,t. ARBS advised if the veh can be repaired, NNA can cenany look at cxxrc,ensating c for the experienoe and 
if not ARBS will see what can be done as far as repurchasing or replacing the veh. 
C oodefstood and advised that c would be willing to allow the DTS to ride with c, if c could get some assuranoes, a guarantee that even if the DTS cannot figure ftout, NNA will do something to get c out of this veh. 
ARBS advised will look into this to see what the options are. 
ARBS advised that ARBS will cal C back when ARBS has more information. 
C oodefstood and call ended mutually. 

Created By: Kalia Johannes (917/2017 2:24 PM) 
ARBS received a vmx from C requesting a call back. 

Created By: Kalia Johannes (916/201712:32 PM) 

~~~~: =~~~ = i!IJ ii jJ £!~ ::~=~·.~~~=~s re«wed e's video with the OTS and management and that NNA 'M>Uld like to schedule a DTS to ride with c in the area that the 

C understood, Casked if C can call ARBS back as C is i1 a meeting. 
ARBS agreed. 
ARBS thanked C and caD ended mutualy. 

Created By: Kalia Johannes (9/5/201712:46 PM) 
ARBS sent email to OTS-KM with request to determine if OTS can drive with c over the tracks near e's home that cause the concern to happen. 

Create<I By~ K@ U@ lohDOOSi (9/51201712:43 PM} 
Per Sr. PLN-FD, ARBS to offe< a DTS inspectioo as more information is needed. Sr PL~D advised that the DTS needs to ride with cover the tracks wh..-e the concern can be duplicated. 

Created By~ Kali@ Joh@Ootl (9/1/201712:40 PM} 
ARBS notes Sr. PLN-FD 000 8131 and 911. 

Created Bv: K•li• lohanpq (8/30/2017 4:21 PM) 
ARBS-KJ reviewed case with DTS-KM and DTS advised that the video was geo-stamped and so engineering is doing a saamllle on the 20th to get out there with a Rogue equipped with more diagnostic equipment 
DTS advised no additional infonnation and no reconvnended repairs yet. 
~!;BS und..-stood and call ended mutualy. 

ARBS reviewed with Sr PLN-SG and recoo Ill ,eoded to wait until Sr PLN-FD comes in to discuss fur1h..-. 

~~~~~~vi":~=~~:~~~~! 11£ £[ J!Jl\JT~ sr:;:n~ is looking to get out to iwestigate the area 
ARBS advised is still looking into what can be done for C and will keep C posted as ARSS receives info. 
C thanked ARBS and advised C has not heard back from the BBB yet. 
C advised NNA could buy c out of this lease and c could switch e's wile to a QX60 that doesn1 have these issues. 
ARBS und..-stood and thanked C. 
Call ended mutuaDy. 

Created By~ K@ U@ lohDOOSi (8128120171 :19 PM\ 

~~~~~vi":~~~~!~~! Ii&!! IIR L ==~· 
ARBS advised that ARSS will contact C when ARBS has more informatioo. 
C oodefstood and call ended rrutually. 

Created By~ Kaua IPb@OOSf (8/28120171~10 PM} 
PLN-CA advised to review video with Sr. PLN-FD and DTS-KM. 
ARBS forwarded finks to DTS and Sr. PlN for review. 

Created By: Kalia Johannes (8/28/201712:59 PM) 
ARBS sent link to e's video to PLN-CA for review. 

Created By: Chi Orji (8/2812017 8:02 AM} 
ECRR-00 logging email received in- and exiting case: 

Re: Case-
Good Mo~ tta Just a note to let you know that we experienoed another malfunction of the forward emergency breaking system. This time we captured the malfunction on a video. You can access the video from 
the forwarded email below. I emailed a copy of the video to 112 Nissan (Mr Alvarez and asked him to forward ft to Kevin, Nissan Regional Tech. Since I don, have contact info for yoll" DiS!)Ule Resolution Dept, I am 
unable to seod th..-n a copy. Thanks 

Sent from my Galaxy Tab A 
--Original message--Frc ext.oorn Date: 8123117 6:47 PM (GMT-05:00) To: 
Fwd:-- shared an album wnn you napsJ/photos.app.goo,jiillllilllllllillll on Google t'TIO(OS 
R~~ receiving shares 

Created Bv: Markija Scott 18/24/2017 3:31 PM) 
RCAS-MS received VMX from Custom..- on 08/24/2017 at 12:00pm requesmg contact numbef to ARBS. 

RCAS-MS forwarding VMX to ARSS for further handling. 

Created By: Kalia Johannes (8/23/2017 3:15 PM) 
ARBS sent in completed MRF and attached to case. 

Created By: Kalia Johannes (8/23/2017 3:04 PM) 

Subject Fwd:-- shared an album with you httpsJI ... 

ARBS-KJ made outtxiund call to c on- and Sl)()ke with c. 
ARBS advised that NNA had rev~ oryand that at this time as there has been no duplication of the concern, no repairs made, and no data recorded, NNA is not in the position to offer to replace or 
repurchase the veh. 
C advised that is fine, c will just continue to lollow the process. 
ARBS und..-stood and apologized. C thanked ARBS. 
Call ended mutuaDy. 

Created By: Kalia Johannes (8/23/2017 3:01 PM) 
ARBS reviewed case with PLN-CA and was advised not to off..- anything. 

Created By: Kalia Johannes (8/23/2017 2:58 PM) 
ARBS noting summary: 

State: NY 
Veh acqui'ed: New lease 
In Servioe Date 3/11/2017 

3 v for FEB engaging with noth.-.g in front of veh -
1 @3,425 miles - Found codes 
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1 @3,787 miles - DTS installed data Te<Xl<der 
1 @4,449 miles - Data recorder removed. DTS advised that there was no data captured 

ARBS notilg 5 days out of service. 

Created By: Kalia Johannes (8/2312017 2:47 PM) 
ARBS-KJ notilg the following repair history review: 

~,:;fR' 3,425 Miles, RO:- - Days Down: 2 
1. C/S THE FRONT CRASH WARNING COMES ON AND VEHICLE WILL STOP WHEN THERE IS NO ONE IN FRONT OF THE VEHICLE 
ACTION: 
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1. TECH FOUND FRONT CRASH SENSOR CAMARA HAD BIRD DROPPINGS ON LENS CLEANED OF LENS CODES U10000 C1A1~7. CLEARED CODES AND ROAD TESTED MULTIPLE TIMES OVER TWO 
DAY OKAY AT THIS TIME 

~~:IR,: 3,787 Miles, RO:- - Days Down: 2 

1. C/S FRONT CRASH SENSOR ENGAGES AND VEH COMES TO A STOP WHILE DRIVING WITH NO OBJECTS IN FRONT OF VEH 
ACTION: 
1. DTS INSPECTION - DATA RECORDER INSTALLED 

07128117 @4,449 Miles, RO:- - Days Down: 1 
CONCERN: 
1. C/S THE CAR BRAKES BY ITSELF, KEVIN MASTER TECH PUT IN A DATA CATCHER PLEASE REMOVE AND CHECK 
ACTION: 
1. TECH REMOVED DATA CATCHER FROM VEHICLE, LOCKED UP DATA FOR DTS TO PICK UP 

Created By: Leslie Griffin (8123/2017 7:17 AM) 
ORTS-LG rec'd Add'! Docs from BBB on 08/23117, dated 08/22/17. 

Created By: Leslie Griffin (8/23/2017 7:15 AM) 
ORTS-LG rec'd MRF from BBB on 08/23/17, dated 08122/17. C seeks NNA to terminate the lease, so he can get something else due to numerous coocems. 

I g~e;~~LB~~:i~S:~
0
~1~ ~~1:>112 SALES CORP'<ll■■■I requestilg RO- LVM 

Created By: Kalia Johannes (8/21/201711:01 AM) 
ARBS set task for ORTS to collect missing RO. 

I ;~~~~n::~t-:~~~~ J~;.:,~:e 
1
; ~::, be lllmed off permanently. 

Created By: Kalia Johannes (8/21/201710:58AM) 

=~o":1~ :d:~~ ~ :Via c !unO 
8 
= ~~~ i::: ~~3~s~ as well. ~ C advised that the dlr and NNA is baffled by this problem and c advised that every time it occurs it 

C advised that c and e's wife are long tine NNA e's and that c proposes two solutions: 
1. Permanently rum off the FEB system, c advised e's wile loves the \/ell but is afraid to drive it 

I 2. Repurchase the veh/pay off e's lease and allow c to go get an INF OXSO for e's wife il a new lease. 
ARBS understood and advised NNA would call the dlr to obtain the missing RO. 
ARBS advised will take another look at the service history and determine if there is anything that can be done for c. 
ARBS advised will look ilto if the FEB can be lllmed off permanently or not. 
C agreed and thanked ARBS for the call. 
Call ended murualy. 

Created By~ KaUa JPb@0OSf (81211201710:46 AM) 
ARBS-KJ reviewed case with PL= 
PLN-CA advised as there has been no duplication with the installation of the data recorder and no repairs have been made, PLN wouid not recommend offering anythilg at this time. 

Created By: Kalia Johannes (8/21/201710:40 AM) 
• ARBS-KJ notilg other cases for this veh: 

- -SUrvey cases forveh's FEB, case was closed wifh no action taken. 

Created • · (8/21/201710:36 AM) 
ARBSno 
JN8AT2 
JN1AJOH 
JNKAY 
JNRA 
1N4AA 
JN8AZ 
JNKA 
SN1AT2 
SN1AT2M 
SN1A 

2017 NISSAN ROGUE 
2010 INFINITI EX 
2008 INFINITI M 
2003 INFINITI FX35/FX45 
2011 NISSAN MAXIMA 
2011 NISSAN MURANO 

INFINITI M 
2014 NISSAN ROGUE 
2014 NISSAN ROGUE 

NISSAN ROGUE 

Created By: Kalia Johannes (8/21/201710:36AM) 

~~~~~~~~~ =~ ~~~:se:'se~~ Ji£ JJ£[ J!~:i~~ ~~·reOOfder being ilStalled in the veh. 
ARBS advised wanted to determine if the concern was duplicated? 
DTS advised no, DTS advised the data recorder is no longer installed in the veh and that c did not push the button to capture any data as DTS showed c to do so there is no duplication of the issue and the dlr did not 
make any repairs. 
ARBS understood. 
DTS advised the veh should not be atthedlr and that engineering is doing a scramble to look at a few of these - •s the fntweel< in Septembef. 
ARBS understood and thanked DTS, call ended murually. 

Created By: Kalia Johannes (8/21/201710:33AM) 
ARBS sent IM to Sr. PLN-FD about the case and Sr. PLN advised no additional information from engineering and to find out if the concern was duplicated. 

✓ Created By: Marktta Scott (8/18/20171:12 PM) 
RCAS-MS placed outlxlund call to Customer •II■■■■ on 08/18/2017 at 11 :33am. 

RCAS-MS ADVISED "This call may be recorded for quality and training PllJ)OseS." 

RCAS-MS stated that RCAS-MS has a decision rendered in Custome<'s case and would like to go over that ilformation wifh Customer. 
RCAS-MS stated that following the review and careful consideration, Nissan is not in a posffion to offer a rep11dlase or replacement of the vehicle. 
RCAS-MS stated that Nissan ,.;1 continue to honor the terms and conditions of all applicable warranties. 
RCAS-MS stated that CUstomer will be rece;ving documentation in the mai regarding the decision that has been made in Custome<'s case should Customer see« to dispute the decision. 

CUstomer asked RCAS-MS where that dispute would take place. 

RCAS-MS stated that the dispute goes through BBB Auto Line Dispute Resolution Division. 

Customer asked RCAS-MS for pl,ooe nt.rnber of department. 

RCAS-MS provided. 
RCAS-MS stated that RCAS-MS will also be sending Customer do<>.mentation with the ilformation. 

CUstomer undef'Stood. 
Customer stated that to CUstome(s ooderstanding, CUstome<'s vehicle qualified for the lemon law. 

RCAS-MS stated that RCAS-MS is not versed in lemon law and cannot go into detail the specifics of the rejection. 
RCAS-MS stated that RCAS-MS can say that the review is based on the criterion of CUstome(s state lemon law. 
RCAS-MS recommended that Customer revistt and review Custome(s state lemon law if CUstomer is questioning the specifics of state lemon law. 

Customer understood. 
Customer asked RCAS-MS what happens now. 

RCAS-MS stated that DTS-KM is still waiting 1Mth engileering regarding the coocem that CUstomer is having. 
RCAS-MS stated that when DTS-KM provides RCAS-MS with additional ilformation, RCAS-MS will reach back out to Customer. 

Customer stated that this is a safety ooncem. 

RCAS-MS stated that RCAS-MS ..-lds Custome<'s position, however the concern has not been duplicated by the DLR or the DTS. 
RCAS-MS stated that without a duplication, there is not a repair that can be recommended. 
RCASMS stated that recommending a repair without fuly understanding the root cause of the ooncem will not ~ve the concern that Customer is ha~ng. 
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Customer understood. 
Customer tllanked RCAS-MS. 

RCAS-MS asked Customer if Custome< has any furthe<­

Customer interrupted and stated have a great day. 

Call ended mutualy. 

Created By: Leslie Griffin (8/181201712:26 PM) 
NIS1723268. ORTS-LG rec'd CCF from BBB on 08/18/17, dated same. C seeks NNA to terminate tile lease, so he can get sometlling else due to numerous ooncems. 

Created Bv: Ryan Powell (8/18/2017 11:37 AM) 
SECRR-RP logged email from case ~ 
SECRR-RP exiting case 

Good Morning Marl<ita As we agreed, please bong us up to date on tile status ofour request for Nissan to ear1y terminate our lease on tile 2017Rogue. Thanks~ 

Sent from my Galaxy Tab A 

Created By: Freddie King (8117/2017 8:58 AM} 
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ARBS notes based on a good faith rev;ew, NNA is not il a position to offer a repurchase/replacement of this vehicle, as the vehicle has not been suti;ect to an unreasonable nt.mber of repair attempts for any warrantable 
concerns that would substantialty impair the use, safety, or value of the vehicle. NNA will continue to honor the terms and conditions of all appjicable warranties. 

ARBS recommends RCAS review case with Tl and Region to disruss possjble resolutions based on the specifics of this case. 

Created Bv: frgddj• Kjng (8116/2017 2:07 PM) 
ARBS-FK RHR review 
State:NY 
In service date: 03/11/17 
Mileage: 3,700 
Concern: FEB system is forcing the car to brake on its on 
DTS: Kevin Mackay oo 07/10/17 (Attached a VDR oo tile vehicle for 30 days) 
VSC cases:O 
Warranty cases: O 
Purchased: Leased 

06/28/17 @3,425 miles- 2 days down--
Concern: Front crash warning comes on ~ with nothing in front of vehicle 
Action: cleaned off tile lens and cleared codes (Test drove) 

~~::,;iT~~~ ~:c:;.;:<4111 
Action: Removed data catcher and provided info to tile OTS. 

Created By: Freddie King (8116/2017 2:06 PM) 
ARBS-FK RHR sunvnary 

06/28/17 06/30/ 17 3,425 miles 2 days down 
1. C/S THE FRONT CRASH WARNING COMES ON ANO VEHICLE WILL STOP WHEN THERE IS NO ONE IN FRONT OF THE VEHICLE 

1. TECH FOUND FRONT CRASH SENSOR CAMARA HAO BIRO DROPPINGS ON LENS CLEANED OF LENS CODES U10000 C1A1~7CUST CLEARED CODES ANO RAOOTESTEO MULTIPLE TIMES OVER 
TWO DAY OKAY AT THIS TIME PFP28438-5FA1A .5 

07128/17 07128/17 4,449 miles 1 day down 
1. C/S THE CAR BRAKES BY ITSELF, KEVIN MASTER TECH PUT IN A DATA CATCHER PLEASE REMOVE ANO CHECK 

1. TECH REMOVED DATA CATCHER FROM VEHICLE, LOCKED UP DATA FOR OTS TO PICK UP AND ADVISED CUSTOMER WILL BE CONTACTED WHEN NEXT STEPS ARE PROVIDED BY DTS 

Created By: Nicki Borror (8/16/201712:59 PM) 
ORTS received tile RHR. The RHR was assigned to ARBS Freddie King for review. 

Created Bv: Amanda qark 18/151201712:29 PM} 
ECRR-AC exiting case 

~~~~g~~=1:~~r3 =~ ~~29 PM} with tile lollowing information: 

Hi Mar1<i1a This is to confirm our phone conversation today where;n you indicated tllat tile problem relating to tile forward emergency brealcing system in our 2017 Rogue has not yet been resolved and resolution will take 
more tw'ne. I reiterated the fact that the malfunction in the breaking system is significant and causes the car to be unsafe, and that we think it is reasonable at this point to terminate the existng lease. We discussed the 
prooess for seeking approval from Nissan to terminate the existing lease. You indicated that you would notify the~ issan to start the process. You also indicated that you will continue to be our 
point of contact until we're advised otherwise, but in any event you will contact us again this Friday. Thank you. ____ 

Sent from my Galaxy Tab A 

✓ Created By: Markita Scott (811512017 9:28 AM} 
RCAS-MS placed outlxlund call to Customer a on 08/15/2017 at 9:07am. 

RCAS-MS ADVISED 'This call may be re<Xl<ded for quality and training PllJ)OSes." 
RCAS-MS stated tllat RCAS-MS received Custome(s e-mail from 08/14/2017 but RCAS-MS was out of tile office on 0811412017. 
RCAS-MS asked Customer if Customer received RCAS-MS's VMX from 08/11/2017. 

Customer declined. 

RCAS-MS understood. 
RCAS-MS stated Illa! RCAS-MS is not sure what happened. 
RCAS-MS stated tllat tile update tllat RCAS-MS has from OTS-KM is tllat enginee<ing is looking into tile concern before a recommended repair can be provided. 
RC~S stated that a concern such as this cannot have a repair thrown at it but does require engineering iwolvement in order to bring sound resolution to Customer's ooncem. 

Customer undefstood. 

RCAS-MS stated tllat RCAS-MS knows by tile e-mai tllat Customer wrote in tllat Customer is waning actioo taken if a timely solution cannot be completed. 
RCAS-MS stated tllat at tllis time, no repair can be oompleted until furthe< advised by DTS-KM. 

Customer stated that at this point, Customer is tired of waiting and CustaTle's wife will not even drive the vehicle. 
Customer stated that this is a safety concern and Customer would like this lease ended. 

RCAS-MS expressed understanding. 
RCAS-MS stated tllat from a corporate level, tllere is a process of review tllat can be initiated. 
RCAS-MS informed Customer tllat tile process takes about 10 bus,ness days and is not guaranteed. 
RC~S informed Customer that Nissan reviews CUstomer's repair histocy as it relates to CUstomer's states lemon law to detemlile if NNA is in a position to repurchase or replace the vehicle. 

RCAS-MS asked Customer tile folowing questions: 
Why do you want to return the vehicle to Nissan North America? 
The vehide has ooncems with the forward emergency braking system and the vehicle is not safe to drive. 

Where is the veNde currentty? 
With Customer at Cuslomef's home. 

Where was tile vehicle purchased? 
Nissan 112. 

Was it Pl,l°dlased new or used? 
New. 

Where is the veNde serviced? 
Nissan 112. 

Has the vehicle been taken to multiple Nissan dealers? 
No. 
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Customer asked RCAS-MS if the review is aJ)!l<O',ed, wit Custome< be obligated to get another Nissan vehicle. 

RCAS-MS stated that RCAS-MS cannot speak to what Nissan will offer Customer in the event that the review is approved as RCAS-MS is not in the department that completes the reviews. 
RCAS-MS stated that to RCAS-MS's undefslanding, if approved, a repurchase°' a rei,iacement can be offered but RCAS-MS cannot speak fu1her in regards to that 

Customer understood. 
Customer asked RCAS-MS if a pe(S()O from that department will contact Customer. 

RCAS-MS stated that RCAS-MS will remain Custome(s point of oontact ttvoughout the review process. 
RCAS-MS stated that RCAS-MS will follow up with Cus!Ofner every third business day until a decision is rendered. 

Customer understood. 

RCAS-MS stated that the next foGow up date would be 08/18/2017. 

CUstomer understood. 

RCAS-MS stated that if RCAS-MS gets additional information from DTS-KM sooner, RCAS-MS wil be in touch sooner than 08/18/2017. 

CUstomer understood. 
Customer thanked RCAS-MS. 

Call ended mul\Jaly. 

Created By: Sandra Bidwell (8/15/201 7 8:23 AM) 
ORR-SB VERIFIED Acoount Into including: C's name, home address, phone# & best oontact# 
ORR-SB CHECKED tor previous UNRELATED Case(s) and follld: 5 
ORR-SB CHECKED tor previous RElATED Case(s) and 1ound:- &-~ 
ORR-SB NOTED Coocem is: Case Folow Up 

ORR-SB received inbound call from C 

C stated C is having concerns with brake system 
C provided case# 

I g =~ ~~n= = ~~~~e=0~ !1~~:::= i::~:runctions 
ORR-SB advised C that CRR-SB wit update case 
ORR-SB advised C that RCAS placed outbound call to C Friday and left VMX 
ORR-SB advised C that RCAS wil be w,tacting C today no later than 5 pm C time 

C thanked ORR-SB for information provided 

ORR-SB gave C CRR-SB name Sandra & I~ 

Call ended mul\Jaly 

Created Bv: Markija Scott IR/1512017 7:57 AM) 
✓ RCAS-MS received e-mail from DTS-KM with the 1ollowing: 

-FOi requests additiooal information oo vehicle ooncems and oonditions. 
-Concern is being discussed and another inspection is to be expected soon. 

Created Bv: BY•o Powell (8/14/2017 3:32 PM) 
.. email logged from case #28069022" 
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Good Afternoon Mar1<ita I am assuming that your failure to oootact me me oo Friday, and your failure to respond to my email and phone call today indicate that at this point you do not have a solution to our problem. S.nce 
the dealership has demonstrated over a period of 3 months that they are incapal)ie of remedying the problem, we have been depending on Nissan to remedy the problem. As I noted in my email this morning, we have 
tried to be very reasonable in providing Nissan with the time to diagnose and remedy the problem However, we need to be kepi up to date oo what is being done to rectify the problem If there is no reasonable 
expectation of getting a timely solution to the problem, we will be forced to seek a refund of our oosts and cancelation of oor lease. Please contact me.-

Sent from rrry Galaxy Tab A 

~~~~;.=·2: :~~~~~~~~~, oo 08/11/2017 at 3 :17pm. 

✓ Customer did not answer. 

RCAS-MS left VMX with direct oontact information and follow up date of 08/1512017. 

✓ ~~~~;~:a;~il~ci'i-f~~~~;~~~t 12561)m asking tor update on vehicle w,cems and data reoorder. 

Created By: Markita Scott (8/9/20171:55 PM) 
RCAS-MS ptaced out!Jound call to Custome< a oo 08/09/2017 at 1 :48pm. 

RCAS-MS ADVISED 'This call may be reoorded for quality and training ---
RCAS-MS stated that DTS-KM is working with NNA Engineering to pinl)()Olt the ooncem and provide next steps. 
RCAS-MS stated that RCAS-MS should have additional information no later than 08/11/2017. 

Customer understood. 

✓ RCAS-MS stated that RCAS-MS will follow up with Custome< as soon as RCAS-MS has some updated information. 

CUstomer understood. 
Customer thanked RCAS-MS for catting. 

RCAS-MS asked Cust«ner if Cust«ner has arry other questions at this time. 

Customer declined. 

Call ended mul\Jaly. 

Created By: Markita Scott (8/9/20171:04 PM) 
RCAS-MS placed outbound call to Custome< a oo 08/09/2017 at 1 :02pm. 

✓ Customer asked RCAS-MS to call Custome< bacl< at about 2:30pm EST. 

RCAS-MS understood. 

Cati ended mul\Jal y 

Created By: Markita Scott (8/8/2017 9:26 AM) 
RCAS-MS ptaced out!Jound call to Custome< a oo 08/08/2017 at 9:23am. 

RCAS-MS ADVISED 'This call may be reoorded for quality and training ---
RCAS-MS stated that RCAS-MS has reached out to DTS-KM regarding Custome(s vehicle and RCAS-MS is waitilg to hear bacl< from DTS-KM on next steps. 
RCAS-MS stated that RCAS-MS has gotten Custome(s e-mail and VMX from 08/07/2017. 

✓ Customer thanked RCAS-MS for foGowing up. 

RCAS-MS stated that RCAS-MS will be in w,tact as soon as RCAS-MS knows something fu1her. 

Customer thanked RCAS-MS. 

Cati ended mul\Jaly. 

✓ ~~~~~e~'!!:!:lG1:fT~i:~ ~~~7 at 1 :29pm requesting update on vehicJe. 

✓ Created By: Markita Scott (8/7/201711:55 AM) 
RCAS-MS received VMX from Cust«ner oo 08/07/2017 at 11 :SSam requesting call back regarding case. 
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SRCAS-IW called C a 

SRCAS-IW left vmsg for C to return call including RC~S contact numllet 
data re<Xlfder and follow up is 8-7-17 

hours of operation, and case numller and advised C that NNA CA is waiting on status update of DTS specialist analysis of the 

SRC~ sent direct email to DTS Kevin requestilg status update-waiting on response 

Created By: Markrta Scott (7/31/2017 10:29 AM} 
RC~S placed outllound call to Customer a on 07/31/2017 at 10:23am. 

RC~S ADVISED 'This call may be re<Xlfded for qualrty and training --­
RC~S stated that RCAS-MS received Customefs e-<nail from 07/28/2017. 
RC~S thanked CUstomer for sending an update regarding the data recorde<. 
RC~S stated that RCAS-MS spol<e with DTS-KM and DT=M has arranged to pick the data recorder up from the DLR today. 
RC~S stated that RCAS-MS will follow up with Customer once RC~S has an update regarding the data re<Xlfder results after the recorder is analyzed. 

✓ Customer unde<stood. 

RC~S asked Customer if Customer has arry questions at this time. 

CUstomer declined. 
Customer thanked RCAS-MS for folowing up and folowing through on this. 

RC~S thanked CUstomer. 

Call ended mutualy. 

✓ Created By: Markrta Scott (7/31/2017 7:41 AM} 
RC~S received e-mail from DTS-MG that data recorde< is getting picked up from DLR on 07/31/2017. 

✓ Created By: Markrta Scott (7/27/2017 12:51 PM) 
RC~S received VMX from Customer on 07/27/2017 at 9:09am stating that vehicle is being taken to DLR on 07/28/2017 to get data recorde< removed. 

✓ Created By: Mark~a Scott (7/27/2017 8:46 AM} 
RC~S sent contact attempt e-01ai on 07/27/2017 at 8:46am. 

Created By: Mark~a Scott (7/27/2017 8:45 AM} 
RC~S placed outllound call to Customer a on 07/26/2017 at 8:43am. 

✓ CUstomer did not answer. 

RC~S left VMX with direct contact information and request for cal back. 

RC~S setting folow up date to checi< with DLR on Data Recorde<removal for07/31/2017. 

~~~~;.=k2: ~~~~~ ?,l on 07/26/2017 at 8:55am. 

✓ Customer did not answer. 

RC~S left VMX requesting update if DLR contacted Customer and provided direct contact information. 

✓ Created By: Markrta Scott (7/2612017 8:44 AM} 
RC~S received e-mail from DTS-KM stating that DTS-KM instructed SM at DLR to rema,,e Data Reoorder at this time and make contact with Customer in order to do so. 

✓ 

Created By: Markrta Scott (7/2412017 2:54 PM) 
RC~S placed outllound call to Customer a on 07/24/2017 at 2:48pm. 

RC~S ADVISED 'This call may be reoorded for qualrty and training --­
RC~S asked Customer if Customer received RCAS-MS's VMX from 07/21/2017. 

CUstomer stated that CUstomer did not. 

RC~S stated that CUstomer needs to take vehicle to DLR to have data recorder removed. 

CUstorner stated that CUstomer did that but the DLR indicated that DLR cannot remove witlloot DTS-KM present. 

RC~S understood. 
RC~S stated that RCAS-MS will get with OT~ and ask DT=M when DTS-KM will be at the DLR again. 

Customer understood. 
Customer stated that the vehicle is not safe to drive so the sooner, the better. 

RC~S understood. 

Customer thanked RCAS-MS. 

Call ended mutualy. 

✓ ~~~~~~~•:~;):l,%1\'~~~~:/23,4~) at 833am regarding Custome(s continued concerns. 

~~~~;=k~ ~~~~~~~~ ?ii on 07/21/2017 at 8:27am. 

✓ CUstomer did not answer. 

RC~S left VMX requesting that Customer take data recorde< back to DLR and RC~S will follow up with DT=M regarding ooncems. 

RC~S setting new follow update of 07/24/2017. 

Created By:~ (7/20/201712:55 PM) 

=~...:~:"'ments received from case-- below: 

The Forward Coltision Emergency Breaking System malfunctioned again. This 
time we received a message on the dash (see attached). 
I would like to have someone review the data recorder that Kevin your 
regional tech installed so we can get to the bottom of this problem. This 
time the car came to a very hard stop and a car behind us came dose to 
hitting us. 
Please get back to me asap. 
Thank you ··-ECRR..JW replied to C to advise that C's oomments have been received and RCAS will attempt to oontact C by end of next business day July 21st. 
ECRR..JW noting C's best contact 1111■■1 and exited case. 

Created By: Mark~a Scott (7/20/2017 8:08 AM} 
✓ - (Added after the case is closed.] -

RC~S received VMX from Customer on 07/19/2017 at 2:04pm requesting call back. 

Created By: Markrta Scott (7/11/20171:13 PM) 
RC~S is dosing case as no further assistance can be offered at this time. 

,/' ;;-:f.,i:.~:;;issan regarding concern with Emergency Braking feature in vehicle. 

STATEMENT OF DECISION: 
RC~S advised CUstomer that at this time, DTS-KM has provided a data recorde< in vehicle in an effo<t to get duplication of concern. RCAS-MS advised Customer to oontact RCAS-MS if ooncem happens again. 
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co 07111/2017 at 12:58pm. 

RC~S ADVISED 'Tois call may be re<Xl<ded for quality and trainilg l)llJ)OSeS." 
RC~S stated that RCAS-MS is lollowing up regarding the inspection that was ~ ted on 07/ 10/2017. 

CUstomer understood. 

RCAS-MS confirmed that CUstome(s vehicle is getting a data recorder installed➔ 

CUstomer confirmed. 
Customer stated that CUstomer has concerns. 
Customer stated that CUstorner t.lldef'Stands the need for the data recorder in Ofder to duplicate the concern if it happens again. 
CUstomer stated that it is dangerous, though, if Customer is driving 60 mph and the ooocem happens. 

RC~S expressed underslandilg. 
RC~S stated that in order to recommend a rep..- or find a resolution, the ooocem must be duplicated. 
RC~S stated that RCAS-MS completely understands Custome(s ooocem. 
RCAS-MS stated that RCAS-MS reoon lf1 ~Kls Customer take the vehicte to the area where the concern was duplicated in an effort to get the concern recorded sooner rathef than later. 
RC~S stated that at that point, Customer wil be able to get re<adilg to DTS-KM and Customer will be able to rum the fearure off in the vehicle. 

CUstomer undef'Stood. 
CUstomer stated that CUstomer will do that then. 

RC~S stated that RCAS-MS is going to follow up with CUstomer in a couple of weel<s to see how things are going if RCA>MS hasn1 heard anything from Customer by that time. 

Customer understood. 
Customer thanked RCAS-MS. 

Call ended murualy. 

Created By: Markita Scott (7/11/2017 11:09 AM) 
RC~S received e-mail from DT>KM with the following: 

✓ -Data recordef was placed in vehicle as of 07/10/2017. 
-Data recordef is to stay in vehicle for a period of 30 days. 
-Customer has been given instructions on what to do in the event that concern presents itself. 
-Customer should return data recorder to DLR no later than 08/10/2017. 

✓ Created By: Markita Scott (717/2017 9:42 AM) 
RC~S sent DTS appointment coofirmatioo to SM-Btoo co 07/07/2017 at 9:39am. 

Created By: Markita Scott (717/2017 9:41 AM) 
RC~S placed outlxlund call to Customer a11■■■■ co 07/07/2017 at 9:34am. 

RC~S ADVISED 'Tois call may be re<Xl<ded for quality and trainilg l)llj)OSeS." 

RC~S stated that RCAS-MS has S!)(l«en with DT=M and DTS-KM wil be at DLR to inspect vehicle co 07/10/2017 at 11 :30am. 
RC~S stated that if Customer would i ke to be p,esent during this inspection time, Customer can talk with DTS-KM regardilg vehicle concerns. 

Customer stated that CUstomer would like thal 
Customer asked RCAS-MS for DT>KM's name. 

✓ RC~S p,ovided Kevin MacKay. 

CUstomer thanked RCAS-MS for setting this up. 

RC~S stated that RCAS-MS will be following up with CUstomer after the inspection to ensure that Customer does nol have any additional questions. 

Customer understood. 
Customer thanked RCAS-MS. 

Call ended murualy. 

✓ ~~~~~=:-:::' i:,6/~~~o:.,~T>KM can come to DLR oo 07/10/2017 to inspect vehicle. 

✓ ~~~~:,~;:!;' g{"fK~~~~~~~ vehicle ooocems. 

Created By: Markita Scott (7/512017 1:57 PM) 
RC~S placed outlxlund call to Nissan 112 oo 07/05/2017 at 1 :52!lm and spoke with SA-Chris. 

SA-Chris stated that the camera lens had been cleaned off as there were bird droppings on the lens. 

✓ ~~~~ ::~ ~= ~~~ :.,";,::~ =~17 
RC~S asked SA-Chris who the assisting advisor is. 

SA-Chris stated that SA-Frank is the assistilg advisor. 

RC~S understood. 

✓ Created Bv: Markija Scott 171512017 1:51 PM) 
RC~S VERIFIED C's name, maililg address, e-mail, phone#, vehicle 
RC~S CHECKED for open recalls/carrc,aigns and found: Nooe 
Previous UNRELATED Case(s) Found: Nooe 
Previous RELATED Case(s) Found: Nooe 
RC~S ADVISED 'Tois call may be reoorded for quality and trainilg l)llJ)OSeS." 

RC~S placed outlxlund call to Customer a co 07/05/2017 at 1:38pm. 
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RC~S stated that RCAS-MS is Customer's Regional Consumer Affairs Case Manager and in short, that means that RCAS-MS is Customer's point of contact with Nissan Corporate regarding Customer's coocems or 
questions with vehicle or DLR. 
RC~S p<ovided direct cootact information. 
RC~S confinmed CUstomer's concern. 

CUstomer agreed. 

RC~S asked Customer where the vehicle was taken. 

Customer stated that CUstomer took the vehicle to Nissan 112. 

RC~S asked Customer when the vehicle was taken to the DLR. 

Customer stated that CUstomer took vehicle a couple of weeks ago and the DLR indicated that the sensor was dirty. 
CUstomer stated that the DLR cleaned the sensor off and indicated that the concern wouldn't happen again. 
Customer stated that it did happen again so Customer took the vehicle back to the DLR on 07/03/2017 but the DLR asked Customer to bring the llehicle back oo 07/10/2017. 

RC~S understood. 
RC~S asked Customer how many times the coocem has happened. 

Customer stated that the coocem has happened three times total. 
Customer stated that it happened about a month ago. 
Customer stated that it happened two more times in the last two weeks also. 

RC~S understood. 
RC~S thanked CUstomer for the information. 
RC~S stated that RCAS-MS is going to reach out to area DTS and see if DTS can oorne out and look at the vehicle as wel. 

Customer stated that woutd be great. 

RC~S stated that RCAS-MS will look into this fta1her and wil follow up with Customer oo 07/07/'2017. 
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Customer thanked RCAS-MS. 

Call ended mutualy. 

Created By: Erikka Miotto (7/512017 12:37 PM) 
VSCS-EM recei\led inbound call from C 
CRR-EM VERIFIED ACOOlllt Info induding: C's name, home address, best contad# 
CRR-EM CHECKED for open recalls/campaigns and found: 0 
CRR-EM CHECKED for previous UNRELATED Case(s) and found: 0 
CRR

1
-;M ~HE~~ ~TEJ?

1
~e(s) andfolm~ 

C called in regards to VEH concern with !award coli sioo braking system 

C stated C WOUid be dri'Jing approx SO n1)h and the VEH wil detect an ollject that isnt even there causing the VEH to brake abruptly and this is very unsafe 

C stated C has had VEH to DLR a few times for this and the VEH keeps malfmctioning 

CRR-EM apologized to C for VEH concern and advised RCAS-MS wil be oontacting C by EOB today 

C appreciated assistance 

Call ended mutualy 

best contact 

CreatedBy:~(7/31201710:27AM) 
CRR-MB <OPENED or VERIFIED> Accooot Info including: C's name, home & email address, phone# & best contad# 
CRR-MB VERIFIED VEH Info induding: VIN#, Current Mileage, Warranty & SeMce History 

CRR-MB CHECKED for open recalls/campaigns and found: 0 
CRR-MB CHECKED for previous UNRELATED Case(s) and found: 0 
CRR-MB CHECKED l)(evious RELATED Case(s) and found: 0 

CRR-MB recei\led a call from C concerning forward collision bare system. 

C stated that c spoke with agent before and advised to take the VEH to DLSRHP, and also was informed that Nissan CA is not is a positioo to assist C with this concern. 
C stated that this would be C's 3<d times taking VEH in the DLSRGHP. 
C stated that when C is driving a VEH, it. auton,atically goes to emergency mode. 
C stated that tt is dangerous when C is driving for 70 miles and suddenly it. goes to emergency mode. 
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C stated that C took the VEH in the DSRHP and DLSRHP was lll8b4e to diagnose tt and informed c that there is a ocmrrunication error and informed C that sensor was dity which DLSRHP have cleaned it.. 
I C stated that yesterday C picked up a VEH and today it. did the same thing. 

CRR-Mb asked how long C has been having issue. 

C stated that tt started 4 - ago and C already has been taken the vEH to DLSRHP twice. 
C asked if C can get assistance from Nissan to have the resolve ion this issue. 
C stated that C own 13 Nissan VEH. 

CRR-MB provided C with Case# 
CRR-MB informed C that Case 'lril be transferred to a Regional Consumer Affairs Specialist who will contact the C by close of business day <5 July, 2107> regarding the C concern 

C oodefstood and appreciated the assistance 

Best Contact#· 

Call ended mutually 

Created By:~ (6/3012017 7:21 AM) 
CRR-EF < VERIFIED> Acoount Info including: NAME, ADDRESS, EMAIL, PHONE & BEST CONTACT 
CRR-EF VERIFIED VEH VIN, MODEL, MILEAGE, DLR 
CRR-EF CHECKED for open recalls/carrc,aigns and found: 0 
CRR-EF CHECKED for previous UNRElATED cases and found: 0 
CRR-EF CHECKED previous related cases and found: 0 

CRR-EF received inbound cal from C. 

C stated- - 2017 rogue 
Long isla~eased it. Had two probjems with the fwd colfisioo warning system. 
Tool< to leasing DLR, they say that the sensor gol dirty 
Desaibes concern thus: - 4-Sn\,h, no cars arot.lld, suddenly hard-brakes. This happened again last weekend, did this on a railroad crossing. 
DLR kept car for a shofl period while looking at it.., they said it was dirty, cleaned it. 
C asked to have system disabled or if such a thing is possible. 
VIN: JN8AT2MZ~ 

CRr<fverffied C data 
CRR-EF verified VEH data 
CRR-Ef conSUlled ownefs manual and noted FEB can be lllmed off temporarily but will restart 'Mth engine restart. It can be overridden by holding down acceleration. 
CRR-Ef noted to C that the function, t,e;ng a safety feature, may not have a hard deactivation. 
CRr<F referred C to DLR, as we do not have the necessary technical training to make technical statements. CRr <F did note that ff C does not like what one DLR says they can seek a second opilion. 

C acknowledged and thanked. 

CRR-EF Provided Case - and agent ID 
CRR-EF asked ff any o111n!ffl!IP,ce could be offered at this time. 

C declined 

Call ended mutualy 

Case Categorizations 

Action C.... Categoriza,tion # Catego<ylleseription Subcatego,yOescription Symptom Description 

MULTIPLE REPAIR 
ATTEMPTS 

Case Categorizations Help 

Maj« Component Code Category Date Symptom Code Category Code Subcategory Code Concern Code 

INTERIOR FORWARD EMERGENCY 
ELECTRICAL BRAKING (FEB) 26 7/11/2017 YE AV 320500 OA 

Forms FonnsHelp 

No reoords to display 

A Back To Top Always show me more records per re-lated list 
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• Search ... Search Derek Latta Help & Training All Tabs 

Home Accounts Ideas Dealer Locator Literature Requests Console Cases Home Reports Dashboards Articles Profile Feed Profile OVen,iew Comments Export Warrant) 

- Customize Page I Printable Vrew I Help for this Page 

Show Feed 

Case Detail 

Number of open vehicle campaigns = .l 

Account Name 

Contact Email 

Home Pl1one 

Letter Se-nt Date 

Letter Received Date 

~ -
Follow Up Date 917'2017 

Supporting Documents 

CA Muttiple Repairs 

Social Media Involvement 

Martiz Custome< Id 

Case O#nH location Murfreesboro 

Case ~""Y I/it! I Case ConYnents WI I c..,.. Categorizations W I ,E= W 

J Reopen Case 11 Clone Closed Case J 

Case Owne< ■ Dakota McGregor 

Type 

Case Origin 

Executive Refenal 

Exee>Received-Oa.te 

CA 

Phone 

Status Closed 

Datelrme Opened 8/8/2017 10:22 AM 

Date/Tome Closed 917f2017 9:09 AM 

Multiple Repairs No 

Executive Summary 

Texting Status Executive Actions To Resolve 

Case Reopen Count 0 

Description UR- FEB-EST 

Call Script 

Who contacted u.s? Consumer 

#Vehicles Owned 1 

Vd'liele Purchased New 

Pre-Owned Initial Mileage 

Current Mile- 3,400 

Incident Codes - IIR REQUIRED 

lncidef'lt Date 7/6/2017 

Sent to legal 

Accident ✓ 

Asbag 

Fire 

IIR lndic.ator 

IIROate 

HR -

Vehicle Information 

Vehicle 5N1AT2MV1H• 

Model Year 2017 

Make NISSAN 

Model Line ROGUE 

Model Code 22617 

Dealer Detail 

ease Servicing Dealer SMITHTOWN NISSAN 
Case Servicing Dealer Region Northeast Region 

Bluetooth 

Related Items 

Responsible District 07 

SharedWrth 

Phone Carrier 

Phone Manufacturer 

Reported From 

Issue Categories 

Approwd Ched< Reques1s $0 .00 

https:/ /nissanna.my.salesforce.com/ 5000G0000 1 FcPQ6QAN 

Vehicle Maintained Location SMITHTOWN NISSAN 

Previous Repai.r Date 

Previous Repair Location 

Related Vehicle Make Nissan 

XTIME Appointment Numb« 

Rollowf' 

Property Damage 

Injury letter 

Nootber Injured 0 

RHR Started 

RHR Completed 

Customer Document Requested 

Date Requested 

Customer Document Received 

Date Received 

Part Numb« 1 

Beyond Basic Warranty Miles 1 O 

Beyond Basic Warranty Months1 

Beyond PT WalTal'lty Miles1 0 

Beyond PT Warranty Months 1 2 

Oat.a Net 

Oatanet Deal« Date 

Oealff Instructions Service Oepl Review 

Requested Dealer Action no action needed 

Bluetooth Ticket Status 

Phone Model 

Phone Operating System 

Goodwill Offered 

VCAN 

Goodwill Processed 0 

Vehicle Service Contract 

VSC Reprint Request Email 
.J 
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Sales & Service Campaign Specific Information 

Hot Alert Date 

LS Response rime 

Vert>atims 

Alert Trigger Verbatim 

Survey Verbatim 

Deale< Action History 

NNA Notes 

Customer Conversation Notes 

DTS Inspection 

Contact Name 

Home Phone 

WOfitPhone 

Mobile Phone 

Email 

Attemate Email 

OTS Inspection Date OTS Inspection Date Confirmed? 

DTS Request Type Notes for OTS (Vehicle Concerns) 

Inspection Time/Notes Appointment Time: 

Notes to Agent 

System Information 

Subject CUSTOMER:_QQ PHONE:- VIN: 
SN1AT2MV1~ 

Created By 

Last Mocfrfied By 

Meghann Farraway 8/8/2017 10:22 AM 

NNAill, 12/12/2018 11 :02 PM 

Case Record Type CA Oosed Case 

Days Closed 999 

Action c- NT8G 

What action was taken? 8G Pro\llded Other lnfonnation 

Agent Comments 

Agent comments no duplication from dealer 

Agent Next Step 

I Reopen Case I ! Clone Closed Case! 

Case History 

Dale Use< Action 

Root Cause 

Root Cause Code 

Root Cause Code (2) 

Document ID 

9(7/2017 9:09 AM Dakota McGregor Changed Status from Open to Close<!. 

Closed. 

91612()17 4:26 PM 

9/5/2017 2:00 PM 

9/5/201712:25PM 

Dakota McGregoc;: 

Dakota McGregor 

Dakota McGregor 

Show more • I~ 

Case Comments 

Pubic e«nment 

✓ 

Created By: Dakota McGre99fl9171201710:08AM) 
... [Added after the case is closed.].-
ARBS notes reviewed case with SRPLNR FD 

ARBS notes that due to CRT induding region and DTS and SD in a previous e-mail 

ARBS sent e-mail to region to inform of resolution 

Created By: Dakota McGrew 191712017 9:09 AM) 
CASE CLOSING SUMMARY 

✓ ARBS sent resolution lette< to C via FEDEX 

ARBS notes per Pl review no defect lound 

ARBS dosing case 

Created By: Dakota McGrew 191712017 9:07 AM) 
ARBS sent resclution letter to C via FEDEX 

✓ ARBS notes FEDEX Tracking lab 
ARBS attached letter and label to case 

Created By: ""'°"'...,..,.,., 
ARBS placed outbound to C 
ARBS vefified C had time to s 
ARBS infonned that a thorough review of Cs daim was conduded 

Changed Follow Up Date from 9/11/2017 to 91712017. 

Changed Follow Up Date from 9/812017 to 9/11/2017. 

Changed Follow Up Date from 917/2017 to 9/8/2017. 

ARBS informed that no defect was folm with the veil that wculd have oontributed to the incident 
C states then what caused the incident 
ARBS infonned that is unable to advise what caused the ilcident 
ARBS informed that review was conduded and no defect was lound that would have contributed to the incident 
C understood 
ARBS referred C to insurance 

✓ ARBS infonned that ARBS wculd be sending C a letter in the mail with the resolution 
C states that C would tike the inspectO<'s report 
ARBS infonned that report is proprietary information to Nissan 
C states that ARBS HA infooned C that C coold have a copy 
ARBS apologized for any misocmrronication and infooned that maybe that C and ARBS ~ discussing the resolution lette< 
C understood 
ARBS offered further asssistnace 
Cdeclined 
ARBS thanked C 
C thanked ARBS 
Call ended mutualy 

✓ Created Bv: Dakota McGce99f 19/6/2017 4:25 PM) 
ARBS received e-mail from Pl-WR informing that no defects were found 
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ARBS attached e-mai to case 

Created By: Dakota McGrew (9/612017 3:38 PM) 
ARBS sent e-mai to PL-WR inquiring about decision 

Created By: Dakota McGrei (9/612017 3:33 PM) 

~~~~~~ed~A~~~- i!Jt 
C inquired about decision 
ARBS inlonned Illa! does take 2-4 weetts from inspection date for results 
ARBS inlonned Illa! ARBS does understand Illa! ARBS HA and C discussed tllis 
C understood 
C states that Cs rental from insurance runs out tomorrow 
ARBS inlonned Illa! Nissan does not provide a loaner/rental veil for tllis type of daim 
ARBS informed tllat if at end of process is detenrined tllat Nissan is in a position to ass,st, tllen C could submit rental expense rece;pts for review for reimbursement 
C understood 
ARBS infonned that will let C know once decision is available 
ARBS offered furtller assistance 
C declined 
ARBS provided ARBS direct# 
ARBS tllanked C 
C thanked ARBS 
Call ended mutualy 

Created By: Dakota McGrew (91612017 3:22 PM) 
ARBS received vmx from C requeslilg callback 

Created By: Dakota McGrego.-(9/5/20171:59 PM) 
ARBS reviewed case witl1 PL-WR 
PL informed that has spoken with engineer and is still under review 
PL informed Illa! engineer has reached out to another department to verify some info before coming to a resolution potentially FOi 
PL informed Illa! resolution should be provided by Engineer after receiving info 
ARBS understood 

Created By: Dakota McGregor (9/51201712:24 PM) 
ARBS placed outbound to PL-WR 
ARBS requested review be expedited 
ARBS informed Illa! RCAS has infonned that FOi is interested in inspecting tile veil 
ARBS inquired if PL is aware of tllis 
ARBS infonned Illa! date scheduled is for 09/20,/17 according to RCAS 
PL informed Illa! would check wit11 engineer/FOi and get back in touch with ARBS 

Created By: Dakota MsGce99f(9/5/201712:22 PM) 
ARBS reviewed case wit11 SRPLNR FD 

Created By: Dakota McGregor (9/51201712:18 PM) 
ARBS received e-mail from RCAS-MS infonring Illa! FOi might be interested in inspecting tile veil on 09/20,/17 at 9AM EST 

Created By: Hoity A llen (8131/20171:10 PM) 
ARBS notes case is waiting on resuts 

Created By: Hoity A llen (8125/2017 3:06 PM) 

~~~~ =~~ ~~ JQJ£ f !£ L~: ttiC::.r. the SM advised c carvlOt keep the rental, c wi11 have to pick up e's vehicle and return the rental 
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ARBS advised c tllat it can take 2-4 weetts to get tile results from tile inspection so ft may be best for c to file an in......nce claim and get a rental Illa! way if c does not want to drive e's vehicle, if a defect is found NNA can 
r-.-se c for rental o, out of pocket expenses but we ha11e to get tile results first 
C stated ok 
C stated C would rettrn tile rental 
ARBS thanked c and advised c to have a nice day 

Created By: Holly Allen (8125/2017 2:57 PM) 
ARBS contacted tile Nissan dealer and spoke witl1 SM Andrew 
SM advised that the dealer needs the rental back as the insurance is going to be up as c has had the vehicle 30 days 
SM advised llellide was inspected and d.-has not been able to duplicate anything, c needs topick up e's vellide 

Created By:~ (8125/2017 2:48 PM) 
ARBS received a call from c about the case 
c stated the dealer called c and told c that c will have to return the rental 
c stated the dealer is saying e's vehicle is driveable 
C stated C wanted to see if ARBS can help 
ARBS advised C tllat ARBS would call tile dealer and call C back but cannot gaurantee anything 
c stated ok and tllanked ARBS 
ARBS advised c to have a nice day 

Created By: Hoity Allen (8125/2017 2:08 PM) 
ARBS contacted c back a-■■■I got no answer, left a voicemail with case# and contact info 

Created By: Holly A llen (8125/2017 2:06 PM) 
ARBS received a voicemail from the customer asking for a callback 

Created By: Holly Allen (8124/2017 3:30 PM) 
ARBS received an email from DTS-KM advising tllat tile IIR was uploaded to FTP 
ARBS setting case out 1 O days to allow for PL determination 

Created By: Hoity Allen (8124/20171:49 PM) 

~~~~ =~~ ~~ JJ JJ!!§J JL ~~edca~Y. August 21st and NNA is waiting on the report. once the report is received it is reviewed and can take 2-4 weeks to get the results 
C stated ok 
ARBS advised c tllat ARBS would follow up witll c once tile results were made available 
C stated ok and tllanked ARBS 
ARBS advised c to have a nice day 

Created By: Hoity A llen (8124/20171:41 PM) 
ARBS received a voicemai from the customer asking for an update on the case 

Created By: Hoity Allen (8117/201711:01 AM) 

~~~~=~~~~ Ji!£!!§! z=n~ sC:.s;or ~ay A~ 21st 
C statedok 
ARBS advised C tllat ARBS also let tile d.-know and asked about tile rental 
C stated ok 
ARBS advised c tllat it can take a week or two after tile inspection to get tile results butARBSwil follow upwitll c as soon as tile resuts are available 
C stated ok and tllanked ARBS 
ARBS advised C to have a nice day 

Created By: Hoity A llen (8117/2017 10:54 AM) 
ARBS contacted tile Nissan dealer and left a voicemail for SM Andrew, ARBS advised of dis inspection set for Monday August 21st at 10am and to ha>e a lift available 
ARBS also emailed SM all info and customer's allegation 

Created By: Hoity Allen (8116/2017 4:03 PM) 
ARBS emailed Eng-SC advising of custome(s FEB concern 

Created By: Hoity A llen (811612017 3:33 PM) 
ARBS subnvtted DTS request 

Created By: Hoity A llen (811612017 3:29 PM) 
UR-FEB-SEATBELT- EST 

Created By: Hoity Allen (811612017 3:28 PM) 

~~~~ =~~ ~~ JQJ£ Jii J t~~~ca::.ecident it e's vehide and would need about 20-30 minutes of e's time 
C statedok 
ARBS asked questions and carc,reted IIR pr-

e stated e was driving on a main two lane road 
e stated e went to make a tum 
c stated all of a sudden tile vehicle made a beeping sound 

https:/ /nissanna.my.salesforce.com/ 5000G0000 1 FcPQ6QAN 6/2/2020 



~ Salesforce - Unlimited Edition 
c stated the vehicle stopped all of a sudden 
c stated there were not other vehicles around 
c stated c lost contra of car because c was in the middle of the curve when it happened 
c stated c ran off the road and c hit some rocks off the road 
c stated tt knocl<ed off the front license plate, cracked the~ and the windshield 
C stated C tt happened agail two weeks later 
c stated c was driving about SO mph with no vehicles around and the vehicle came to a complete stop 
c stated the kids flew k>rward and c hit e's head on the steering wheel 
C slated C par1<ed the car and calmed the kids down 
C slated tt has happened about 6 times total 

Page 4 of 7 

ARBS advised c that NNA would be interested in inspecting this vehicle, tt can take 2-4 weeks to get an inspector out and another 2-4 weeks to get the resul1s from the inspection, so tt is a 6-a week process 
C stated a< 
ARBS asked ij the dealer had C in a -
c slated yes but has been asking for tt back 
ARBS advised c that ARBS would talk to the dealer for about the loaner but could not guarantee anything 
C stated o« 
ARBS explained about the seatbelt operation advislng the seatllelts would only lock in an emergency braking situation where c had slammed oo the brakes 
C slated o« C thought SO 
ARBS advised c that in this dept, NNA does not offer a loaner, rental, towing etc l.lltil it can be proven there is a defect with the vehide 
C stated o« 
ARBS advised C that ARBS wil request e's vehicle inspection and would let C know when the vehicle wil be looked a~ ARBS should have the date in a day or two 
C stated o« 
ARBS provided C with ARBS contact info and advised C that ARBS would be handling e's case from here on 
C stated o« 
ARBS thanked c for e's time and ad\lised c to have a nice day 

Created By:~ (8116/2017 2:45 PM) 
HR- SEATBELT- EST 

Created By:~ (811612017 2:42 PM) 
✓ ~~!~~~~u~o~ REVIEW, VERIFY~~----·---

✓ 

Created By: Samantha Dixon (811612017 7:16 AM) 
c is haVWlg numerous concerns 

Created By: l@Di3ha WUke:r,on (811512017 4:58 PM) 
SRCAS-IW called OTS Kevin who stated the dlr has not made any repairs for dlr stated to OTS that dlr cannot duplicate a concern 

OTS Kevin stated that that the veh is should be returned back to the customer at this time 

DTS Kevin stated that engineering is aware of the concern and is investigatilg at this time 

OTS Kevin stated that ii dlr cannot duplicate a concern the dlr will not be able to make a repair 

OTS Kevin stated that dlr caled DTS directly to provide informatioo 

SRC~ is assisting sup esc call 

SRCAS-IW called C back at 

SRCAS-IW infonmed C the cal may be re<Xlfded for training and quality purposes 

SRC~ informed C that the dlr want the the loaner vehicle back at this time since it is dlrs property for they have not been able to duplicate a concern 

C stated that there is a concern 

C asked about the damages to the vehicle bumper and w indshield 

SRC~ advised C the d.- will tel C if the concerns are of a warranty concern or if it is not 

C stated there were codes 

SRCAS-IW infonmed C that the dlr stated to N NA CA there we,e no codes 

SRCAS-IW infonmed C that the dlr has advised us that they have not been able to find arry ooncems C is stating and NNA CA reties on the info provided by the dlrs since SRCAS.JW not being mechanically inclined 

SRCAS-IW infonmed C ij ooncems occur after picking up vehicle C is more than welcome to call NNA CA back at that time as well as vislt the ctosesl NNA dlr for a diagnsoCic 

SRCAS-IW refenred C back to dlr and advised C that the SM is Andrew. 

C thanked SRCAS.JW 

Call ended mutualy 

Created By: Janisha Wilkerson (811512017 4:24 PM) 
SRCAS-IW called C a 

SRCAS-JW infonmed C the cal may be re<aded for training and quality purposes 

C stated the dlr woots the rental vehicle back 

C stated C wants the vehicle repaired 

C stated C was going about 50 mph and the vehicle stopped all of sudden that made C veer off slde of road that caused the damages to the crack in the bumper and to the i cense plate being ripped off 

C stated the dlr also wrote the infonnation on the repair order 

SRCAS-IW infonmed C that the dlr wil be contacted and C will be contacted by 8-16-17 

C thanked SRCAS.JW 

Call ended mutualy 

SRCAS-IW sublTitted IIR for review 

✓ Created By: Ifil!!_Smith (811412017 4:18 PM} 

~g~~~ =~ ~,ii t!2 &Im be re<aded for qualtty and training purposes 

RCAS-TS advised C that dealership is not able to dupicate concerns 

RCAS-TS advised C that there was no mention of windshield being cracked or bumper being scratched 

RCAS-TS advised C to take veh back into another dealership 

C stated tt is on the original RO 

C stated that is a complete lie 

C stated that is who wrote the RO up 

RCAS-TS advised C to take veh to another dealership for diagnosis or speak with SM-Andrew regarding concerns 

C stated dealer turned off XM radio 

C wants guarantee that rental will be reimbursed 
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C stated wants to return rental back to dealef and get anottler rental 

RCAS-TS ad\lised C that would have to review for rental reimbursement which is not a guarantee 

C asked to have that in writing 

RCAS-TS slated cant provide that statement in writing 

C stated Janisha was supposed to give C a call back and never did 

C stated wants to speak to Janisha 

RCAS-TS slated wit authorize a cal back 

RCAS-TS slated it wil be within the next business day 

C understood 

Call ended mutuaBy 

Created By: Tyrus Smith (8/1412017 3:41 PM} 
RCAS-TS made outtxiund call to Smthtown Nissan requesting info 

SM-Andrew slated that could nol verify C's concern 

✓ ~=:::::::!~of wildshield being cracked or bumper being sa-atched 
SM-Andrew slated Accident avoidance keeps going offin certain places 
SM-Andrew slated C stiU has rental veh 

RCAS-TS understood and call ended mutJJaBy 

Created By: 7 Smith (8/1112017 4:21 PM} 

~g~~~ =~ ~.JI t!2 &Im be re<aded for quality and training purposes 

RCAS-TS slated stil oollecting informatioo about case 

RCAS-TS slated will foilow up on Monday 8114 

C asked if other ooncems 'Nere addressed 

✓ C stated lost contro4 of the car 

C stated chipped windshield and bumper is scuffed 

RCAS-TS stated when ooUecting more information regarding case 'Mil inquire about those concerns 

C understood 

RCAS-TS slated will foilow up with 8114 

Created By: Tyrus Smith (8/1112017 3 :27 PM} 
RCAS-TS made outtxiund call to Smthtown Nissan requesting info 

ASM-Mike stated that code corning up is not an operation failure code 
✓ ASM-Mike stated nothing is broke, and nothing to fix 

ASM-Mike air bag code is sirrilar where nothing is broke, there is something too heavy in the seat 
ASM-Mike stated C is not reaizing U.s 
ASM-Mike stated rental bil is up to 500 

RCAS-TS understood and call ended mutJJally 

Created By: Janisha Wilkerson 8/10/2017 9:38 AM} 
SRCAS-IW called C a 

C stated the veh was taken to the dlr on July 25,2017 

C stated that the dlr informed C there were codes for the vehicle that the dlr advised C of 

C stated the dlr informed C that the concern is not fixed 

C stated C has been wori<ing with SA Andy, SA Andrew, and SA Mike all in the ...vice department 

✓ C stated that the concern is nol fixed and the dlr disabled the breaking system 

C stated that the dlr informed C that 4 codes came up on the vehicle 

C stated the dlr told C a leaf hit the sensor that caused the ooncern 

C stated C doesni believe that a leaf would cause this type of concern to occur 

SRCAS-IW informed C that the dlrwil be contacted for further details of the concern and Cwil have a foilow up by RCAS-TS byS-11-17 

C thanked SRCAS.JW 

Call ended mutuaBy 

Created Bv: Tyms Smjth (8/91201712:15 PM} 
RCAS-TS made outtxiund call to Smithtown Nissan requesting info 

✓ ASM-Mike stated could provide C with the oode but C will have to return the rental 

RCAS-TS understood and call ended mutually 

✓ Created By: ~ Smith (8191201712:14 PM} 

~g~~~ aa5! a 2J! okllsp 
RCAS-TS notes no related o, unrelated cases 
RCAS-TS notes no open campaigns or recalls 
RCAS-TS adv C that this call may be re<aded for quality and training purposes 
RCAS-TS verified address, emai address, phone .-..nber, make and model veil 

C stated veh 4,500 miles 

C stated had brought veh the automatic 

C stated the car was stO!)l)ing on the highway 

C stated no one was in front of veh 
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C stated that lound a code of some kind 

C stated that there is nothing wrong with the veh 

C sttsaed 

C stated in O<der to get a second opnon, they need what is on the RO 

RCAS-TS apologized for C concern 

RCAS-TS stated the veh is ready 

RCAS-TS stated C needs to return the veh 

C stated dealer could 

C stated only Wa'f ,.;1 pick up veh is C has another car to drive 

C stated tt deale< can right down code so C can take the veh 

C stated not picking up the car 

RCAS-TS stated could possibly review for rental reimbursement but cannot guarantee tt 

RCA> TS stated can cal dealer and advise to give the information so C can take veh to another dealer 

RCAS-TS stated C has to pick up the veh and return the rental 

C stated your not listening 

C stated not returning rental 

C -ed to speak 1Mth supen,isor 

RCAS-TS stated that C is speaking to the right person 

C stated ..,._.d tike to speak 1Mth a supen,is« 

RCAS-TS stated a supervis« will call C back 1Mthin the next business day 

C stated wants the code that the dealer has 

RCAS-TS stated C will receive a supen,isor call back 1Mthin the next business day 

Call ended 

Created Bv: Tyms Smijh (8/912017 11:32 AMI 
RCAS-TS made outlxlund call to Smithtown Nissan requesting info 

ASM-Mike stated that the code thtat popped up was for the rain stain, which is where the veh detected somethilg is on the sensor 

ASM-Mike stated the veh is operating normally 
ASM-Mike stated C still has rental veh 

RCAS-TS understood and call ended mutually 

Created By~ Mesahaoo Eacrawov (8/8/2017 10:28 AM) 
- (CASE SUMMARY]"-

CRR-MF lo<wMling case to RCAS due to assistance request 

Created By: Meghann Farraway (8/8/201710:27 AM) 
CRR-MF received incoming call from C 

C called in regards to YEH concern 
C stated C was called CNer phone who advised that DLR lound code for YEH 
C stated DLR was originally waiting for NNA engineer to find concern and were waiting fo, update 
C stated DLR put on RO that DLR found nothing wrong 1Mth YEH at all 
C stated C wants to take YEH to anothef DLR for second opinion 
C stated C woo1d like straight .,,._ as to what DlR found so C can pass information to second DLR 
C stated C would like assistance from Nissan 
C stated C has to also rettrn rental YEH from 1st DLR 
C stated ii C has to Pa'/ for rental YEH, C would like NNA to Cove< rental YEH as well 

CRR-MF assured C of assistance 
CRR-MF verified account 1Mth e's name, home & e-mai address, best contact 
Previous RELATED case(s) lound: none 
Previous UNRELATED case(s) found: none 
Open Campaigns fOllld: none 

CRR-MF noted concern is: C wants diagnostic and rental assistance 

CRR-MF stated case will be forwarded to a RCAS agent for furthef review 
CRR-MF advised that C would be contacted by eod of next business da'f 

C ...-.els and did not prompt furthef questions. 

CRR-MF offered case:i/r 
CRR-MF offered agent ID 
CRR-MF offered further . 

C declined further assistance. 

CRR-MF and C ended call mutualy. 

makehnodel/year, VIN# ending in 819120, Smithtown Nissan 

Case Categorizations 

Page 6 of 7 

Case Categorizacons Help 

Action Case Categoriz..ltio # Category Description Subcategory Description Symptom Description M.l;or Component Code Category Date Symptom Code Category Code Subcxegory Code Concern Code 

Forms 

Action Fonn -,,.., Back To Top 

ENGINEMECHANICAL ENGINEASSEMBLY HARDSTARTINOSTART/STALL 06 8/8/2017 ZT AG 138000 OA 

Request Type 

IIR 

C,eatedBy 

,lanma MkeGKl:O 8115/2017 4:()4 PM 

Atways show me more records per related list 

Created Da,te 

8115/2017 

FomisHelp 
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• Search ... Search Derek Latta Help & Training All Tabs 

Home Accounts Ideas Dealer Locator Literature Requests Console Cases Home Reports Dashboards Articles Profile Feed Profile OVen,iew Comments Export Warrant) 

- Customize Page I Printable Vrew I Help for this Page 

Show Feed 

Case Detail 

Account Name 

Contact Email 

Home Pl1one 

Letter Se-nt Date 

Letter Received Date 
-

Follow Up Date 1112/2017 

Supporting Documents 

CA Muttiple Repairs 

Social Media Involvement ✓ 

Martiz Custome< Id 

Case O#nH location Murfreesboro 

Case ~""Y I/it! I Case ConYnents ~ I c..,.. Categorizations W I ,E= llll 

J Reopen Case 11 Clone Closed Case J 

Case Owner ■ Luis Rodriguez 

Type CA 

Case Origin 

Executive Refenal 

Exee>Received-Oa.te 

Phone 

Status Closed 

Datelrme Opened 8119/2017 7:28 AM 

Date/Tome Closed 12/13/2017 4:50 PM 

Multiple Repairs No 

Executive Summary 

Texting Status Executive Actions To Resolve 

Case Reopen Count 2 

Description ca.sumer Affairs Volootary Rep...-chase due to 1 repairs and 45 days out of se<Vice for FEB inoperable. 

Call Script 

Who contacted u.s? Consumer 

#Vehicles Owned 1 

Vd'liele Purchased New 

Pre-Owned Initial Mileage 

Current Mile- 45 

Incident Codes. IIR REQUIRED 

lncidef'lt Date 

Sent to legal 

Accident 

Asbag 

Fire 

IIR lndic.ator 0 

IIROate 

HR 

Vehicle Information 

Vehicle 5N1AT2MV1H• 

Model Year 2017 

Make NISSAN 

Model Line ROGUE 

Model Code 22617 

Dealer Detai l 

ease Servicing Dealer BARON NISSAN 
Case Servicing Dealer Region Northeast Region 

Bluetooth 

Related Items 

Responsible District 07 

SharedWrth 

Phone Carrier 

Phone Manufacturer 

Reported From 

Issue Categories 

Approwd Ched< Reques1s $31,530.98 

https:/ /nissanna.my.salesforce.com/5000G0000 1 GHJrWQAX 

Vehicle Maintained Location 

Previous Repai.r Date 

Previous Repair Location 

Related Vehicle Make Nissan 

XTIME Appointment Numb« 

Rollowf' 

Property Damage 

Injury letter 

Nootber Injured 0 

RHR Started 9/25/2017 

RHR Completed 9/25/2017 

Customer Document Requested 

Date Requested 

Customer Document Received 

Date Received 

Part Numb« 1 

Beyond Basic Warranty Miles 1 O 

Beyond Basic Warranty Months1 0 

Beyond PT WalTal'lty Miles1 0 

Beyond PT Warranty Months 1 O 

Data Net 

Datanet Deal« Date 

Oealff Instructions New CUstomer Cootact 

Requested Dealer Action Please review. 

Bluetooth Ticket Status 

Phone Model 

Phone Operating System 

Goodwill Offered 

VCAN 

Goodwill Processed 

Vehicle Service Contract 

VSC Reprint Request Email 
.J 
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Sales & Service Campaign Specific Information 

Hot Alert Date 

LS Response rime 

Vert>atims 

Alert Trigger Verbatim 

Survey Verbatim 

Deale< Action History 

NNA Notes 

Customer Conversation Notes 

DTS Inspection 

Contact Name 

HomePhone -
WO<l<Phone I,,_ 

Mobile Phone 

Email 

Attemate Email 

OTS Inspection Date OTS Inspection Date Confirmed? 

DTS Request Type Notes for OTS (Vehicle Concerns) 

Inspection Time/Notes Appointment Time: 

Notes to Agent 

System Information 

Subject CUSTOMER:- PHONE:- VIN: 
SN1AT2MV1~ 

Matthew Yu 8/19/2017 7:28 AM 

NNAill, 9118/2019 9:22 PM 

Created By 

Last Mocfrfied By 

Case Record Type CA Oosed Case 

Days Closed 902 

ActionC- NTSF 

What action was taken? SF Voluntary NNA Trade/Repurchase - NNA Inventory - 1 veh 

Agent Comments 

Agent Comments #RHR. 

Agent Next Step 

I Reopen Case I ! Clone Closed Case! 

Root Cause 

Root Cause Code 

Root Cause Code (2) 

Document ID 

SCMV 

Page 2 of9 

Case History Ca-se History Help 

Dale Use, 

12/13/2017 4:50 Luis 
PM ~ 

12/4/2017 2:29 PM ~ 

12/1/2017 9:04 PM NNAETl. 

11/28/2017 2:42 W 
PM ~ 

Show more • I ~ 

Changed Status from Open to Closed. 

Closed. 

Changed Subject from CUSTOMER:--PHONE:- VIN: SN1AT2MV1~ to CUSTOMER:--PHONE:- VlN: 
5N1AT2MV1H .... 

Changed Subject from CUSTOMER:--PHONE:- VIN: SN1AT2MV1H<IIIII to CUSTOMER:--PHONE:- VIN: 
5N1AT2MV1H ..... 

Changed Reopen Date from 11/2/2017 9:SSAM to 11/28/2017 2:42 PM. 

Case Comments Case Cooments Help 

Public Conwnent 

I Created By: Re=:: (1214/2017 2:35 PM) 

I 

✓ 

Created By: Luis R- iguez (12/4/2017 2:29 PM) 
ARBS notes no checks were re<ei>Jed on Friday. 

ARBS created new FedEx Ship!)ing Label and attached it to the case. Tracmg No. 

Created By: Kathryn Ludwikowsk i (11/30/2017 5:29 PMI 
SMS-KL documenmg C"s social media activity via Twitt..-. 

C: @NissanUSA Day late dolar short. You already repurchased the vehicle after 2 months in a loaner car. The VPP plan A i was offered was a joke compared to the deal I was able to negotiate on my own➔ BTW-is it 
corporate poicy that your arbitration specialists don't set up their voicemail? 

Created By: Kathryn Ludwikowsk i (11/30/2017 5:12 PMI 
SMS-KL documenmg C"s social media activity via Twitt..-. 

✓ C: @NissanUSA forward emergency braking fail on train tracks #nissanRouge ttemergencyt,raking @Alstate @GEICO @Statefarm #lllsafeatanyspeed 

SMS: Joseph, please DM us with your VlN. ful name on your vehicle's registration & lu:the< details in o<der for us to prcpeny assist you. Alt..-natively, for inmediate assistance, a Speciaist is available at 1-800-
NISSAN-1 , M-F from 7 a.m. to 10 p.m. & Sat from 7 am. to 5 p.m. CT. 

Created By: Luis R-iguez (11/30/201710:45 AM) 
ARBS replied to the customer with the following emai: 

Unfortunately I cannot send rt regular mail but can defi.-.tely change the shipment for Monday, December 4th. 
I have aeated a new FedEx Shipping Label for you, traci<ing no. 
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Thank you, 

Luis Rodriguez I Altlitratioo Specialist I 

Create<I By~ I li ft Boc;tkueez (11/30/201710:45 AM} 
ARBS received the following email from the customer: 

Awesome, thank you. 

Page 3 of 9 

I Is there any chance you can send tt regular mail or send tt out oo Monday? I will not be home to receive it on Saturday. 

Best, 
Joe 

Created By: Luis R-iguez (11/30/201710:44 AM) 
ARBS sent the fojlowing email to the customer. 

Good morning Mr.-

This morning NMAC has oonfinned thefe was an overpayment in the amount of $258.87. I am requesting your check today, tt wil be delivered to me tomorrow aftemooo and will send tt via FedEx for you to receive tt oo 
Saturday. I have created a FedEx shipping label for you already and tracking no.■1111111111 was assigned. 

When I received the check tomorrow afternoon I will let you know. 

Regards, 

Luis Rodriguez I Altlitratioo Specialist I 

Created By: Luis R-iguez (11/30/201710:37 AM) 
ARBS subn-jtted check request payable to the customer in the amount of $258.87 

ARBS notes FedEx Shippo,g Label was created and attached to the case. Tracking No. 

Created By~ I sin Boctiauez (11/301201110:11 AM) 
ARBS received the lollowing email from NMAC: 

Hi Luis: 

• He made a payment on 10/24/2017 lor $258.87. Noothef payment was posted inOdooer. The payment before for the same amooot was 9/25/2017. The Pay Offwasoo 11/10/2017 lor$27556.87. 

Hope that helps, 

Peggy Holdef I Fllfil ment & Correspondence 

Created By: Luis R-iguez (11/28/2017 2:46 PM) 
ARBS sent the following email to NMAC: 

Good day, 

Could you please oonfirm the last payment (amount) the customer sent? CUstomer is claiming he sent an extra payment lor the month of Odooer. 

Thank you, 

Luis Rodriguez I Altlitratioo Specialist I 

Created By: Paige Gilliam (11/28/2017 9:22 AM) 
. ... (Added after the case is closed.]._ 
ORTS PW: Check(s) from NMAC lor Overpayment in the amount of $257.23 sent to LOCKBOX 1111111 FED EX TRACKING 
--Case documented and oopy of check attached to case. 
Created By: Jeremy Angelini (11/2/201710:35 AMI 
CRR~ VERIFIED Acoount Info including: C's name, home & emai address, phone# & best oontact# 

CRR~ received inbollld call from C 

C called in to express frustration with buy back process 
C stated that C every party that Chas OO<MU>icated with so far has been difliCIJlt, resilient, or hard to cootact in some way 
C stated that the initial DLR bied to say the VEH was wming fine 
C stated that RCAS-MS was very curt in RCAS-MS's approach to the buyback request initiation 
C stated that ARBS-LR has been very <iflicult to oontact 
C stated that ARBS-LR does no1 even have a functioning VM setup on ARBS-LR's phooe 
C stated that C never gets an answer over the phone from ARBS-LR, and is left with a complete lack of ability to leave a VMX 

Check will be a-edtted and journalized to NNA's BUYBACK ACCOUNT; 

C stated that this practice for any corporation, especialty one as large as NNA, is very unprofessional and leaves a C feeling very uncomfortable 

I g :;~ ~= g ~j~=~.;;~ :::,:-::, ~: ==:ied 
C stated that C wou1d like to walk away from this thinking that NNA did what tt should have dooe, but so far, C does not feel that way 
C stated that C was offered a VPP and pre-paid maintenance plan VSC 
C stated that C does nol know if this is truly as much as NNA could do for C 
C stated that because of this buyback, C is having to buy a new Nissan VEH and is -nding an extra $4000 
C stated that C cannol understand why an entity as large as NNA cannol offer more than a VPP 
C stated that the DLRSHP C is purchasing the new Nissan VEH from told C that the even the DLR can offer a better deal than a VPP 

C stated that C ultimately wants oontact from NNA-CA, because C believes that after eve,ything C has gooe through lor this process, C deserves at bare minimum, a respoose to C's emails, or the basic ability to leave a 
VMX with C's Arbitration Specialist 

Best Contact# 

Call ended mutualy 

Created By: Luis R-iguez (10/1912017 2:51 PM) 
I ARBS notes the ~ was submitted and transmitted. 

ARBS notes Check No.- payable to the customer and Check No.- payable to NMAC were sent via FedEx under Tract<ing No. 

Created By: Luis R-iguez (10/17/2017 4:26 PM) 
ARBS subn-jtted check request payable to the customer in the amount of $3,715.24 

ARBS subn-jtted check request payable to NMAC in the amount of $27,556.87 good thru 10/27/2017 

Created By: Luis R-iguez (10/17/2017 4:19 PM) 
Vehicle ooncems-Emergency Braking System 

Created By: Luis R-iguez (10117/2017 3:14 PM) 
ARBS contacted the customer at ■■■■I and talked to the customer. ARBS slated ARBS wanted to fojlow up on the repurchase agreement that has nol been received or tt the customer had any questions. 

CUstorner stated customer was trying to tax tt oo Sunday and tt looked like tt went through. ARBS stated no faxes have been received. 

I 
CUstorner stated he wil be taxing the signed agreement shortly. 

ARBS thanked the customer and the call ended mutualy. 

Created By: Luis R-iguez (10/13/2017 2:49 PM) 
ARBS received inboond call from customer wantng ARBS to confirm there are no other incentives that could be offered to the customer. ARBS stated that Nissan will be repurchasilg the customer's vehicle and give him 
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a refund on the payments he has made pjus VPP (Plan A) if the customer decides to purchase anothe.- Nissan -.ellicle. ARBS stated no othe< purchase incentives can be provided at this time. 

Customer understood and stated the signed agreement will be sent shortly. Customer asked to please send an email with some VPP in1ormation since the dealefSlvp is letoog the customer know that the disoooot the 
customer is getting from Costco is better than the VPP P1an A Nissan is offering. 

ARBS advised the customer the dealership will need to run numbers with the VPP Plan A and Costco disoooot and show those numbers to the customer, that way the customer can confvm which discount is more 
convenient k>r the customer. 

Customer unde<Stood and apl)reciated ARBS' assistance. 

The call ended IOO!ually. 

ARBS sent the following email to the customer. 

Good day Mr.-
For customer satisfaction, Nissan North America is extending an offer of a Vehicle Purchase Program (VPP) discount "Plan A• on yoor next purchase of a new Nissan. 

You will receive a separate email with the VPP Code. The authorization code wil start with the letter "D" folowed by 6-7 digits. Please be aware that any rebates apply to the VPP. 

Since Nissan dealerships are independently owned and operated, some Nissan dealers wil have afferent offers when it comes to selling vehides. 

Please let me know if you have any questions. 

Regards, 

Luis Rodriguez 
Arbitration Specialist I 

Created By: LI.is R-iguez (10/13/20171:47 PM) 
ARBS received the following email from the customer. 

So the VPP (Plan A) is the absolute best good will gesture NNA can offer? 

ARBS rei,jied to the customer with the following emai: 

Besides the -.ellicle repurchase l.llder New York Lemon Law, VPP (Plan) would be the ooly assistance that Nissan will be offering at this time, Mr.-

Luis Rodriguez I Arbitration Specialist I 

Created By: LI.is R-iguez (10/13/201712:15 PM) 
ARBS rei,jied to the customer with the following emai: 

Good day Mr.-
I have not mentioned at all that under the New York Lemon Law Nissan is prohibited to provide you with any salestpurdlase incentives. 
The VPP is being offered to you as a goodwill gesture in an effort to retain you as a Nissan customer. 
Purchase ilcentives are set for flissan dealerships. 
Nissan North America and the Nissan dealerships are two independently owned and operated companies, therefore Nissan does not get involved in sales situations. Those are strictly handled between the customers, 
Nissan/lnfiniti dealers and the i enholdefs. 
As mentioned over cu phone oonversation on October 10th, a Nissan dealership will be in the best position to inform you what the discount on a specific modei vehicle is as weil as arry other incentives that apply to the 
vehicle at that time. 

Regards, 

Luis Rodriguez I Arbitration Specialist I 

Created By~ I sin BPS:tiauez (10/13/201712:15 PM) 
ARBS received the following email fromt he customer: 

Hello Luis, 

Thank you for your answers. 

I Are you maintanng that the New York State Lemon Law eXl)reSSly prohibits Nissan from providing me with any incentive beyond the VPP (plan A) separate from the repurchase transaction of my defective 1/ehicle? That 
the VPP (Plan A) is the best offer Nissan is able to make to promote brand loyalty and regain consume< trust? Furthermore, the<e is nobody in all of Nissan North America who is able to provide any additional incentive to 
enable me to lease a comparably equipped, upgrade to the Rogue SL that does not have the defective FEB System? 

I 

• 

Best, 

Created By~ I li3 Bsxtiouez (10/12/2017 2:37 PM) 
ARBS rei,jied to the customer with the following emai: 

Good day Mr.-
Nissan reoommends that you keep makilg your vehicle payments until the repurdlase process is completed. Once the account is closed, Nissan will be notified of any of arry overpayments made in your account and I will 
be issuing a refund tor any payments made afte< the 5eptember payment we have been informed tt was made. 

The refund ched< in the amount of $3, 71524 will be handed to you on the surrender date by the Mo!ley VSPC agent (Mo!ley is the third-party con-,y Nissan uses to surrender vehicles). 

Last time we spoke tt was not clear you wanted to accept the VPP (Plan A). What I can do at this time is to request the VPP Code and you will be receiving an email from a different department with the VPP Plan A code. 

Please let me know if you have any additiooal questions. 

Regards, 

Luis Rodriguez I Arbitration Specialist I 

Created By: Lt.is 895:tiouez (1011212011 2:36 PM) 
ARBS received the following email from the customer: 

A few questions: 

What about any additional payments made between now and the surrende< of the vehicle? 
Will I receive the check irrmediately upon surrender? 
There is no mention of yoor offer to, employee pricing. I would fike that in writing. 

Regards, 
Joseph 

Created Bv: bsi• Bsxki9!1S:Z (10/10/2017 4:28 PM) 
ARBS sent the following email to the customer: 

Good day Mr.-
Attached md the Vehicle Repurchase Agreement that needs to be signed. Please review the document and let me know if you have any questions. If you agree to the refund amount pjease sign the document and send tt 
back to me either by email or fax 
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Regards, 

Luis Rodriguez 
Aroitration Specialist I 

Created By: Luis R-iguez (10/10/2017 4:19 PM) 
ARBS notes the following repurchase amooot figures (LEASE): 

(+) Down Payment including 1st payment $3,197.50 
( +) Additional 2 Payments $517.74 
(=) Total Amounts Paid $3,715.24 

Refund Amooot to Customer $3,715.24 

ARBS notes there is no usage as vehicle has oot exceeded the 12,000 miles. 

Created By: Luis R-iguez (10/10/2017 4:18 PM) 
ARBS notes the customer has been on a rental vehicle since 08/24/2017. 

ARBS also notes the customer decfined the VPP (Plan A). 

Created By: Luis R-iguez (10/10/2017 3:54 PM) 
ARBS sent email to NMAC requesoog the payment history. 

Created By: Luis R-iquez (10/10/2017 3:53 PM) 
ARBS received the lollowing payoff infoonation: 

!R#~-
Customee 
Payoff . thru 1012712017 
Payments rece;ved 3 
Payment amount $258.87 
Recent payment received on 9/25/2017 in the amount of $258.87 

Copy of Contract is attached. The account is SOC eligib4e. 

Thanks, 

Peggy Holder I Fulfil ment & C~ce 

Created By: Luis R-iguez (10/10/2017 3:36 PM) 
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ARBS received inbound call from customer stating customer wou1d like to know what Nissan would offer to retain the customer as Nissan customer. Customer stated customer wants to get another Nissan vehicle and 
rememllers ARBS mentioning VPP (Plan A). Customer slated the customer received a better deal when he purchased his current vehicle and customer would like to know if ARBS could match the discounts the customer 
received when the vehicle was purchased. Customer asked if the incentives can be matched or offer better incentives. 

ARBS stated that besides processing the vehicle repurchase, ARBS can o,-1.y offer VPP (Plan A). ARBS slated ARBS does not know what the discount might be and can only infoon that any otlle< incentives the Nissan 
dealer might have wil also apply. ARBS stated ARBS cannot modify these incentives. 

Customer stated that if ARBS cannot modify these incentives, the customer 1M>Uld like to talk to someooe that can modify them. 

ARBS explained these incentives are already sel for all dealerships and cannot be modified. ARBS apologized there's no one the customer can talk to regarding these incentives. 

Customer understood and stated the customer will have to do whatever he has to do (not sure what the customer meant by this oonvnent). Customer slated he will wait for the repurchase agreement letter to review tt and 
then will contact ARBS back. 

ARBS understood and thanked the customer for the time. 

The call ended irutually. 

Created By: Luis R-iguez (10/6/201712:33 PM) 
ARBS contacted the Baron Nissan dealer at 
vehicle repurchase and ARBS will be prooessmg 11. 

and talked to the SA.Jason and asked to please send a copy of the vehide registration and pictures of the vehicle to ARBS as the customer has opted for the 

ARBS provided SA.Jason with ARBS' email and SA stated the pictures and vehicle registration will be emailed shortly. 

ARBS thanked the SA.Jason and the call ended mutually. 

Create<I By~ I li3 Boc;tkueez (10/6/201712:25 PM) 
ARBS sent email to NMAC requesoog payoff infoonation. 

Created By: Luis R-iquez (10/6/201712:16 PMI 
ARBS notes the customer mentioned to ARBS that before the vehide was dropped off at the Nissan dealer on 08124/2017, the vehicle came to a ful slop at the train tracks and the driver behind her followed his wife for 
over a mile because the other driver thought the customer's wife had sSammed on her brakes. CUstorner stated the customer refuses to drive the vehide again due to a safety ooncem. Customer"s wife is afraid of getting 
rear-ended, get lut and to have her infant child get hurt as well. 

ARBS notes a video sent by the customer has also been attached to the case. 

Create<I By~ I Ii§ Boc;tia,eez (10/6/201711:SSAM) 
ARBS received inbound call from customer returning ARBS' call. ARBS thanked the customer for calling ARBS back and ARBS apologized for the concern the customer is having with the FEB. ARBS slated ARBS has 
reviewed the customer's case and is well aware the vehicle has been down since 08/24/2017 -customer confirmed the information. 

ARBS wanted to discuss with the customer what the customer wou1d Uke Nissan to do for him at this time. ARBS mentioned monetary compensation in the amount of $3,000 but customer decliled it. A.RBS mentioned the 
repurchase and replacement opCioos to the customer but customer slated customer wants to get out of this vehicle (repurchase). 

ARBS requested the following documents from the customer. 

- Lease agreement 
- Vehicle registration 
- Pictures of the vehide 

Customer stated that since the vehicle is at the dealership he doesn\ have access to the documents and the dealership is an hotr and half away to stop by. 

ARBS stated ARBS wil contact the dealership and wil ask for the documents and pictures and ooce ARBS gets all the documents, including the payoff from NMAC, ARBS will send the repurchase agreement to the 
customer. 

Customer thanked ARBS for the assistance and hopes to hear back from ARBS next week. 

ARBS stated that as soon as ARBS gels all the documents, ARBS will contact the customer back to fu:ther discuss the repurchase option and/or the replacement of the vehide. 

Customer expressed he doesnl want another Rogue model vehide and ARBS stated that ARBS will explain the replacement process if the customer decides to go with the lel)4acement option instead. 

Customer stated customer will also discussed these options with his wife as she is the main driver of this Rogue. 

ARBS understood and stated ARBS wil loltow up with the customer next week. 

Customer thanked ARBS and the call ended irutually. 

Created By: Luis R-iguez (10/6/2017 10:29 AM) 
ARBS notes the following vehicle history repaie 
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08/18117 - Mileage 551 - Days down 49 (as of 10/05/2017) 
Concerns 
1. C/s vehicle auto braking system activatnJ on its own, NNA fiekl team to inspect 09/22/2017 
2. C/s radio reboots randomly, check and advise 
Actioos taken 
1. No DTC's found, could not duplicate concern 
2. Check unit with assist, no update available at this time 

ARBS notes the falowr,g Sll1vnary of service histe<y: 

lt>-se<Vice date: 07/31/2017 
Additional CA cases: None 
Tech Line cases: None 
VSC:None 
DTS Inspection: Kevin MacKay _ 09/24/2017 _ Undesired FEB operation (vehide stops over train tracks) 

Repairs/Visits made within the first 18,000 miles / 2 years from the -ce date: 

1 visit for the FEB malfunction (stops oo train trad<s): 
- No OT Cs found/ No duplication 

1 visit for radio reboots randomly: 
- No update available 

Total days down: 44 (as of 10/06/2017) 
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Created Bv: I •i• Bwti9•eez (10/6/201710:28 AM) 
ARBs cootacted the customer at lillll'IJ and left a voice message asking the customer to prease return the call. ARBS informed the customer ARBS wil be in the office unti 2pm CT today (10/06). If customer 
cannot contact ARBS back today, Al"\D~ wi11 contact the customer back on Monday 10/09. 

and talked to the SA.Jason (SM was not in)whocoofinned the vehicle was at the dealership on 08/18/2017 but it was dropped off oo 08/24/2017. 

I SA~ason stated Nissan set up itself~ for a repurchase from the moment they asfced the dealership to keep the vehicle and place the customer on a rental vehicle. SA stated the customer is in a rental and not a loaner. 

ARBS thanked the SA.Jason for the information and the call ended mutually. 

Created Bv: Morkjto Scott 19129/2017 8:11 AM) 
✓ RC~S received VMX from Custome< on 09/28/2017 at 12:30pm asking W CUstome(s llehicle has the premium pad<age or the premium pjatinum package and of the llehicles that have been affected, are the vehicles 

the same type as Cuslomel's. 

Created By: Markita Scott (9/28/201712:13 PM) 
RC~S pjaced OUUXlund call to Custome< at on 09/28/2017 at 12:04pm. 

RC~S ADVISED "This call may be re<ooled for quality and training ptMpOSes." 
RC~S stated that the request is currentty under review. 
RC~S stated that the next follow up wil be 10/03/2017. 

Customer undef'Stood. 
CUstomer stated that the DLR has not reached out regarding the loaner vehicle. 

✓ RC~S stated that the DLR will make contact regarding the loaner vehicle. 

Customer understood. 
Customer stated that CUstomer hopes that something can be resolved soon. 

RC~S understood. 

CUstomer thanked RCAS-MS for keejling RCAS-MS's word and keejling Customer updated. 

Call ended mutualy. 

✓ Created By: Markita Scott (9/28/201711:46 AM) 
RC~S sent lollow up e-roai to SM-Vinny oo 09/28/2017 at 11:45am regarding days down for repair orders specified in the initial e-mai. 

Created By: Nick i Barror (9/2512017 12:13 PM) 
ORTS received the RHR. The RHR was assigned to ARBS Luis Rodnguez for review. 

✓ Created By: Markita Scott (9/251201711:18 AM) 
RC~S sent e-mail to SM-Vinny on 09/25/2017 at 11 :18am oonfirming days down for repair orders: 

Created By: Markita Scott (9/2512017 11:06 AM) 
✓ RC~S pjaced OUUXlund call to Baron Nissan on 09/25/2017 at 11 :04am and spoke with SA.Jason. 

RC~S asked SA-Jason to send over open repair onle< for vehicle. 
RC~S provided direct fax numbef. 

✓ Created By: Markita Scott (9/251201711:01 AM) 
RC~S pjaced OUUXlund call to Customer at ■■■■I on 09/25/2017 at 10:36am. 

RC~S ADVISED 'Tois call may be re<ooled for quality and training ptMpOSes." 
RC~S stated that RCAS-MS has received the report from the inspection that was completed oo 09/22/2017. 
RCSA-MS asked Customer W Customer has any questions regarding the inlormatioo that was relayed by DTS-KM. 

Customer stated that the OT~ was able to duplicate the ooncems on the test vehicle. 
Customer stated that OT~ advised Customer that there is not an immediate resolution for the concern. 

RC~S understood. 
RCAS-MS asked Customer what direction Customer would like to move regarding case at this point 

CUstomer stated that CUstomer is paying for a vehicle that CUstome(s wife only had llehicie for 20 days at this point. 
Customer stated that CUstome(s wife is not oomfortabie driving this vehicle. 

RC~S understood. 
RC~S informed Custome, that the process takes about 10 business days and is not guaranteed. 
RCAS-MS informed Customer that Nissan reviews CUstome(s repair history as it relates to CUstomer's states lemon law to detennine if NNA is in a position to repurchase or replace the vehicle. 

RC~S asked Customer the following questions: 
Why do you want to return the vehicle to Nissan North America? 
The vehide is lllSafe to drive. 

Where is the vehicle currently? 
Baron Nissan. 

Where was the vehicle purchased? 
Baron Nissan. 

Was it purdlased new or used? 
New. 

Where is the vehicle serviced? 
It has never been serviced. 

Has the vehicle been taken to multiple Nissan dealefs? 
No. 

RC~S stated that RCAS-MS will falow up with Customer every third business day until a decision is rendered. 
RC~S stated that RCAS-MS will falow up with Customer again oo 09/28/2017. 
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CUstomer understood. 

RCAS-MS asked Customer if Customer has any questions at tllis time. 

Customer stated tllat CUstomer just hopes tllat the review is completed quickly. 

RCAS-MS expressed understanding. 

Customer asked R~MS if Customer will get to stay il loaner vehide until a decision is rendered. 

RCAS-MS stated tllat at tllis time, tllat decision lies witll tile DLR. 
RCAS-MS stated tllat if tile DLR requires CUstome(s vehide to be picked up, R~S cannot make the DLR provide Customer witl1 a loane< vehide. 

Customer stated wow. 
Customer stated tllat really puts a bad taste in CUstomer's mouth. 

RCAS-MS understood. 
RCAS-MS stated tllat CUstomer can folow up with RCAS-MS should any questions or concerns come up. 

Call ended mutualy. 

Created Bv: Morkijo Scott 19122/2017 8:55 AM} 
RCAS-MS received inbomd cal from DTS-KM on 09/22/2017 at 8:34am. 

✓ DTS-KM slated tllat this case may need to be escalated to ARBS as the Customer has been out of vehicle for 29 days. 
DTS-KM slated tllat DTS-KM is going to oonverae witll Customer and go on test drive today. 
DTS-KM stated that engineering currently investigating situation as concern was ~ icated in scramble inspections. 

~ ~~~:~~:•~~~ =~=::8
= 17 at 813am. 

Created By: Markna Scott (912012017 8:11 AM} 
RCAS-MS received inbomd call from Customer on 09/20/2017 at 7:53am. 

RCAS-MS ADVISED 'Tois call may be reoorded for qualey and training l)lll)OSes." 

Customer stated tllat CUstomer is caling for time of inspectioo to take place tllis weel<. 

RCAS-MS asked Customer if Customer had received RCAS-MS's e-mail regarding Custome(s attorney's letter of representation. 

Customer stated that CUstomer is waiting to have attorney get invcwed. 

✓ RCAS-MS asked Customer if Customer has actively retained an attorney. 

CUstomer stated not at this time. 

RCAS-MS understood. 
RCAS-MS stated tllat the inspection time is 10:0Dam EST on 09/22/2017. 
RCAS-MS stated tllat RCAS-MS will send Customer an e--Ol8il with the specifics of the inspectioo prior to 09/22/2017. 
RCAS-MS stated tllat RCAS-MS will be following up with CUstomer on 09/25/2017 regarding the inspection results. 

Customer understood. 
Customer tllanked RCAS-MS. 

Call ended mutualy. 

✓ Created By: Markna Scott (91191201710:16 AM} 
RCAS-MS received VMX from Customer on 09/19/2017 at 10:ooam asking for the inspectioo date and time for CUstome(s vehicle. 

Created By: Markna Scott (8/2512017 9:58 AM} 
RCAS-MS received incoming call from Customer on 08/25/2017 at 9:33am. 

Customer stated tllat CUstomer had been put in a Jeep Cherokee which was not working as CUstomer is only 5'6" and Custome(s wile is only 5'3". 
Customer stated tllat CUstomer just got to switch out the vehide for a Rogue, though. 

RCAS-MS ADVISED 'Tois call may be re<ooled for qualey and training l)lll)OSes." 
RCAS-MS stated tllat RCAS-MS was lollowing up witll Customer regarding the VMX left. 

Customer stated tllat the paperwori< was just related to tile rental vehicle and Customer did not know tllat but was wanting to make sure of tllat prior to going to the DLR to sign anytlling. 

RCAS-MS understood. 
RCAS-MS stated tllat from this point, the next time tllat Customer will hear from RCAS-MS is going to be the week of the inspection. 
RCAS-MS stated tllat RCAS-MS will also be following up witl1 Customer the day after the inspection to answer any questions or address any coocems tllat Customer may have at tllat time. 

✓ RCAS-MS stated tllat CUstomer knows tllat Customer can also touch base witll R~S if any questions come up in the meantime. 

CUstomer understood. 
Customer tllanked RCAS-MS. 
Customer asked RCAS-MS if the DLR had reached out to RCAS-MS prior to RCAS-MS making cootact with Customer. 

RCAS-MS stated tllat once a CA case is opened, the CA agent wil make oontact witll the DlR. 
RCAS-MS stated tllat contact was made witll DLR on 08/22/2017. 

CUstomer understood. 
Customer tllanked RCAS-MS for eve,ytlling. 

RCAS-MS wished Customer a great weekend. 

Call ended mutualy. 

Created By: Markna Scott (8/2512017 9:30 AM} 
RCAS-MS placed outllound call Customer a on 08/25/2017 at 9:29am. 

✓ CUstomerstated that CUstomerwill can RCAS-MS back in a moment because CUstomer is in a dead zone. 

Call disconnected. 

✓ ~~~:~=t~~~~~~:~ i\';]4/2017 at 4:40pm stated tllat Customer has concerns regarding tile paperwo<1< tllat the DLR is requesting tllat Customer sign regarding the rental vehicle. 

Created By: Mark~a Scott (8/2312017 3:03 PM) 
RCAS-MS placed outoound call to Baron Nissan on 08/23/2017 at 2:57pm and spoke with SA.Jason. 

RCAS-MS provided SA.Jason with information regarding the concerns. 
RCAS-MS stated tllat CUstomer will need a vehicle until tile inspection can be ~ed. 

-.(_ 
SA-Jason stated that SA-Jason will get the Customer into a rental vehicle. 

RCAS-MS tllanked SA.Jason. 

Call ended mutualy. 

✓ ~~~:;mt~ :~~~!tM: on 08/23/2017 at 2:38pm. 

RCAS-MS ADVISED 'Tois call may be reoorded for qualey and training l)lll)OSes." 
RCAS-MS stated tllat RCAS-MS did receive the video that Customer sent and RCAS-MS will get n forwarded to DTS-KM. 
RCAS-MS stated tllat at tllis time, tile inspectioo will take place witll NNA Engineers due to the severity of the concern. 
RCAS-MS stated tllat the inspection wil take place on 0912212017. 
RCAS-MS stated tllat if Customer would ike to take CUstomer's vehide to tile DLR and get into a loane< vehicle until after tile inspection has been completed, Customer does have tllat option. 

Customer undefStood. 
Customer stated tllat CUstomer would like to do tllat. 
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RCA!>MS stated that RCAS-MS will let DLR know. 

Customer understood. 
Customer stated that CUstomer will need to be in a vehicle of comparable size. 

RCA!>MS undefS!ood. 

Customer thanked RCAS-MS for contactilg Customer. 

Call ended mutualy. 

✓ ~~~:~=t~:!'~t~~:~ ~ 17 at 12:32pm asking RCA!>MS to confirm that RCA!>MS received the e-mail that Customer sent RCAS-MS. 

Created Bv: Morkijo Scott 18122/2017 8:5a AM} 
RCA!>MS placed outlxxmd call to Baron Nissan on 08/22/2017 at 8 :53am and spoke with SA,Jason. 

✓ SA.Jason stated that on a specific road by Customefs home, the vehicle emergency brakilg system kicks in . 
SA.Jason stated that the DLR drove the vehicle two different times and could not get the concem to happen. 
SA.Jason stated that the vehicle operatilg properly and is a design trade of the system. 
SA.Jason stated that the vehicle was at the DLR on 08/18/2017. 

Created Bv: Morkijo Scott 18122/2017 8:52 AM} 
RCA!>MS VERIFIED C's name, mailing address, e-,nail, phone#, vehicle 
RCA!>MS CHECKED for open recalls/carrc,aigns and found: Nooe 
Previous UNRELATED Case(s} Found: Nooe 
Previous RELATED Case(s) Found: Nooe 
RCA!>MS ADVISED 'Tois call may be re<X><ded for quality and training purposes." 

RCA!>MS placed outlxlund call to Customer at on 08/22/2017 at 8 :05am. 
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RCAS-MS stated that RCAS-MS is Customefs Regional Consumer Affairs Case Manager and in short, that means that RCAS-MS is Customer's point of contact with Nissan Corporate regarding Customers concerns or 
questions with vehicle o, DLR. 
RCA!>MS provided direct contact information. 
RCA!>MS confirmed CUstome(s concerns. 

CUstomer agreed. 

RCA!>MS asked Customer to clarify what is going on with vehicle. 

Customer stated the first time that the concern happens, the vehicle just beeped and stopped on Customer over so,ne train tracks. 
Customer stated that the second time that the concern happens, the vehicle beeped and slanmed on the brakes for the vehicle while CUstome(s wife was going ove, the same train tracks. 
Customer stated that CUstorner's wife was almost rear ended and the vehicle stopped in the middle of the train tracks. 
Customer stated that CUstomer was told by the DLR that the vehicle is operating normally. 
Customer stated that if this is normal, Nissan is going to have a major issue because this is going to get people killed. 
CUstomer stated that CUstomer's wife is scared to death to drive the vehicle at this point. 
Customer stated that CUstomer is a patient person but CUstomer cannot be patient with this because this involves the safety of Custome(s wife and daughter. 
Customer stated that CUstomer has a video that CUstomer took when Customer drove over the train tracks and the concern happened. 

RCA!>MS expressed understanding. 
RCA!>MS stated that CUstomer can repjy to the e-mail that RCAS-MS sent Customer with the video atlached and RCA!>MS can forward to CUstomer's area OTS. 
RCA!>MS stated that the first step that needs to be taken is for a request for a OTS to co,ne and inspect the vehicle. 
RCA!>MS stated that the OTS is going to be in the best position to determine the next steps with the vehicle. 
RCA!>MS stated that RCAS-MS will fofward the video to OTS and request that an inspection be completed. 

✓ Customer stated that CUstomer will make sure to be availal>le for that inspection. 
Customer stated that CUstomer would like the OTS to drive CNe< the train tracks where the concern is happening. 

RCA!>MS stated that typically, the OTS wil do that and wil have the Customer drive and the OTS will drive the vehicle as well. 

CUstomer undef'Stood. 

RCA!>MS stated that RCAS-MS will have an inspection date and time by 08/23/2017. 

Customer undef'Stood. 
Customer stated that the only day that Customer is not available is 08/28/2017. 

RCA!>MS undefS!ood. 
RCA!>MS stated that RCAS-MS will include that in Customef's case. 

Customer asked R~MS what CUstome(s rights are in the event that OTS comes back with no recommended repairs with an unsafe vehicle. 

RCA!>MS stated that CUstomer has a right to request a rep<rchase/replacement review. 
RC~S stated that this is when a separate department reviews the vehicle concerns under Customer's stated lemon law. 
RCA!>MS stated that ij Customer has questions regarding Customer's state lemon law, Customer will have to do independent research. 

CUstomer understood. 
Customer stated that CUstomer will cross that bridge when Customer gets to it 

RCA!>MS undefS!ood. 

Customer thanked RCAS-MS for cali ng. 

RCA!>MS stated that RCAS-MS will be followwlg up with CUstomer by 08/23/2017. 

Customer thanked RCAS-MS. 

Call ended mutuaBy. 

Created By: Jmmv AooeJioi t812112011 4:53 PM) 
CRR.JA VERIFIED Account Info including: C's name, home & emai address, phone# & best contact# 
CRR.JA NOTED concern is: C WANTED INFORMATION REGARDING STATUS OF CASE 

CRR.JA received inbollld call from C 

C stated that C d id nol receive the callback was meant to get today 
C stated that C is realy hoping to speak with an RCAS 
C stated that C just wants to get this concern resolved 

Best Contact# (516)-

Call ended mutuaBy 

I Created By: Sam Sultana (8121/2017 3:04 PM) 
CRR-SS <OPENED or VERIAEO> ACOOllll Info including: C's name, home & email address, phone# & best contact# 
CRR-SS VERIFIED Veh Info including: VIN#, Cooent Mileage, Warranty & Service Histo,y 
CRR-SS CHECKED for open recalls/campaigns and found: Nooe 
CRR-SS CHECKED for previous UNRELA TEO Case(s} and found: Nooe 
CRR-SS CHECKED previous RELATED Case(s) and found: Nooe 
CRR-SS NOTED concern is: RCAS UPOA TE 

. _____ ._ ___ __ __ 
CRR-SS received inbound call from C 
C provided case number 

C stated C was supposed to hear from rcas agent and stil hasn~ heard anything 
C stated C's wife drives veh and feel super unsafe 
C stated C's wife almost got rear ended 
C stated C is very wonied and wants a call from rcas 

CRR-SS slated RCAS has until 5 pm to contact C 
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C understood and "l)llre<iated the assistance 

CRR-SS provided additiooal assistance 

C declined 

CRR-SS provided case number and agent ID numbef 

Call ended mul\Jaly 

Created Bv: pawapgeeg Sjngh 18/1912017 1 :04 PM} 
ORR-PS received an inbound call from C 
C provided CRR-PS with case number 
CRR-PS verify name,address and phone 
C stated that C has a video tor C's braking system ooncern and want to submit ft 
CRR-PS infoon C thal C's case is already escalate to RCAs and C wl receive a cal back by 8/2112017 by no later then 5l)m 
CRR-PS infoon that RCAS wil give further update oo C's case 
C understood 
Call ended mul\Jaly 

Created By:~ (8/1912017 7:35 AM} 
CRR-MY VERIFIED Account Info including: C's name, home & email address, phone# & best cootacl# 
CRR-MY VERIFIED Veh Imo including: VIN#, Current Mileage, Warranty & SeMce History 
CRR-MY CHECKED for open recals/campaigns and found: 
CRR-MY CHECKED to< previous UNRELATED Case(s) and found: 
CRR-MY CHECKED previous RELATED Case(s) and found: 
CRR-MY NOTED concern is: 

■ C's VEH is a 2017 Rogue with VIN: SN1A T2MV1 H<alll 
C states that the VEH always comes to halt~ by a train stopping due to the autonomous braking system 
C states that C brought the VEH to the Baron Nissan dealership but the SA stated that there is nothing wrong with the VEH 
C is not happy with the SA's diagnosis because dearty there is sornethilg wrong with the autonomous braking system 
C also states that the radio automatically relloots and the SA at the dealership is nol able to figure it out 
C is wondering how to permanently disable the autonomous braking system oo C's Rogue 
C feels that when the autooomous braking system brakes improperly is a safety concern because C's spouse almost got rear ended when going oo a drive 
CRR-MY will escalate case to RCAS and provided C with case# and agent ID# 
Please cal C atlilllilll ext 101 and 

Case Categorizations 

Page 9 of9 

Case Categorizations Help 

Action C.... C.degoriution # C.otego<y Description Subcatego,y Descrip6on Symptom Description Majo< c...- Code Catego,y O.rte Symptom Code c.tego,y Code Subcatego,y Code Concern C-

BRAKES GEN. BRAKE COMPDNENT(S) PREMATURE WEAR/FAILURE 03 111,117/2017 WA AD 121500 OA 

Forms FonnsHetp 

No reoords to display 

A Back To Top Atways show me more records per related list 
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• Search ... Search Derek Latta Help & Training All Tabs 

Home Accounts Ideas Dealer Locator Literature Requests Console Cases Home Reports Dashboards Articles Profile Feed Profile OVen,iew Comments Export Warrant) 

-Show Feed 

Case Detail 

Home Pl1one 

Letter Se-nt Date 

Letter Received Date 
-

Follow Up Date 8/2512017 

Supporting Documents 

CA Muttiple Repairs 

Social Media Involvement 

Martiz Custome< Id 

Case O#nH location Murfreesboro 

Case ~""Y I/it! I Case ConYnents WJ I c..,.. Categorizations W I ,E= llll 

J Reopen Case 11 Clone Closed Case J 

C....Owne< 

Type 

Case Origin 

Executive Refenal 

Exee>Received-Oa.te 

~ 
Phone 

Status Closed 

Datelrme Opened 8/21/2017 8:24 AM 

Date/Tome Closed 8/25/2017 7:41 AM 

Multiple Repairs No 

Executive Summary 

Texting Status Executive Actions To Resolve 

Case Reopen Count 0 

Description C contacted NNA about accident and concern with ASS system. 

Call Script 

Customize Page I Printable Vrew I Help for this Page 

Who contacted u.s? Consumer Vehicle Maintained Location AUTOFAJR NISSAN OF CHELMSFORO 

#Vehicles Owned 1 

Vd'liele Purchased New 

Pre-Owned Initial Mileage 

Current Mile- 4,908 

Incident Codes. IIR REQUIRED 

lncidef'lt Date 

Sent to legal 

Accident 

Asbag 

Fire 

IIR lndic.ator 0 

IIROate 

HR 

Vehicle Information 

Vehicle 5N1AT2MV9H• 

Model Year 2017 

Make NISSAN 

Model Line ROGUE 

Model Code 22617 

Dealer Detail 

ease Servicing Dealer At ITOFAIB NISSAN OF CHA MSFOBQ 
Case Servicing Dealer Region Northeast Region 

Bluetooth 

Related Items 

Responsible District 12 

SharedWrth 

Phone Carrier 

Phone Manufacturer 

Reported From 

Issue Categories 

Approwd Ched< Reques1s $0.00 

https:/ /nissanna.my.salesforce.com/5000G0000 1 GHZF8QAP 

Previous Repai.r Date 

Previous Repair Location 

Related Vehicle Make Nissan 

XTIME Appointment Numb« 

Rollowf' 

Property Damage 

Injury letter 

Nootber Injured 0 

RHR Started 

RHR C«npleted 

Customer Document Requested 

Date Requested 

Customer Document Received 

Date Received 

Part Numb« 1 

Beyond Basic Warranty Miles 1 O 

Beyond Basic Warranty Months1 0 

Beyond PT WalTal'lty Miles1 0 

Beyond PT Warranty Months 1 O 

Data Net ✓ 

Datanet Deal« Date 8121/2017 

Oealff Instructions 

Requested Dealer Action Please review. 

Bluetooth Ticket Status 

Phone Model 

Phone Operating System 

Goodwill Offered 

VCAH 

Goodwill Processed 0 

Vehicle Service Contract 

VSC Reprint Request Email 
.J 
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Sales & Service Campaign Specific Information 

Hot Alert Date 

LS Response rime 

Vert>atims 

Alert Trigger Verbatim 

Survey Verbatim 

Deale< Action History 

NNA Notes 

Customer Conversation Notes 

DTS Inspection 

Contact Name 

Home Phone 

WOfitPhone 

Mobile Phone 

Email 

Attemate Email 

OTS Inspection Date OTS Inspection Date Confirmed? 

DTS Request Type Notes for OTS (Vehicle Concerns) 

Inspection Time/Notes Appointment Time: 

System Information 

Subject 

Created By 

Last Mocfrfied By 

Notes to Agent 

CUSTOMER:­
SN1AT2MV9~ 

Brandi Kina. 8/21/2017 8:24 AM 

NNAill, 12/12/2018 9:37 PM 

Case Record Type CA Oosed Case 

Days Closed 1,012 

Action c- NT1J 

What action was taken? 1J Repaired - Technical Information Provided 

Agent Comments 

Agent Comments Follow up to see if concern has been resolved. 

Agent Next Step 

VIN: 

I Reopen Case I ! Clone Closed Case! 

Case History 

Dale Us..- Action 

8/25/2017 7:41 AM Amanda Yeti Changed Status from Opeoto Closed. 

Closed. 

Root Cause 

Root Cause Code 

Root Cause Code (2) 

Document ID 

SCIN 

8/23/20171:4SPM Amanda Yeti Changed Subject from CUSTOMER:--PHONE: VIN: SN1Al2MV9~ to CUSTOMER:--

8/22/2017 8:05 AM Amanda Yeti Changed Follow Up Date from 8/22/2017 to 8/2512017. 

Page 2 of 3 

Ca-se History Help 

VIN: SN1AT2MV9Hcalllll . 

8/22/2017 8:04 AM Amanda Yeti Changed SUbject from CUSTOMER: VIN: SN1AT2MV9H<alllll to CUSTOMER:--PHONE: VIN: SN1AT2MV9Hcalllll . 

Show more • I~ 

Case Comments 

Pubic e«nment 

Created By: Amanda Yett (812512017 7:40 AM) 
RCA$-AY is closing Case as no ftlther assistance can be offered at this time. 

-CASE SUMMARY-
C contacted Nissan CA requeslilg ass;stance with FEB concern. 
C stated that C wants system turned off as it caused an accident. 

✓ C took veil to DLR. 

✓ 

SM-Austin Rush inspected veil with OTS. 
DTS advised toll pass in C's veh may be interacting with sensor. 
SM-AR removed pass. 

- STATEMENT OF DECISION' .. 
RCA$-AY is closing the case as no further assistance can be offered at this time. 

Created By: Amanda Yeti (8/2512017 7:38 AM) 
RCAS-AY placed - call to C ~ 
RCAS-AY advised cal may be ~nd training purposes. 

RCAS-AY advised that RCAS-A y had spoken with SM-AR who notified RCAS-A y of OTS inspection. 

C stated toll pass may have been interfering with sensor. 
C stated that C was going to bring llffl back to original parking garage to test system. 

RCAS-AY advised if Chas mo,e coocems and feels the system is still not won<ilg properly, C can cal 1~ issan1 . 

C thanked RCAS-AY. 

RCAS-AY!hanked C lor contacting NNA. 
RCAS-A Y asked tt C had further questions or concerns. 

C declined. 

RCAS-A Y advised C to have a good day. 

Call ended mutualy. 

Created Bv: Amanda Yen (812512017 7:35 AM) 
RCAS-A Y re<eived email from SM-AR. 
SM-AR stated that C wants FEB system turned off all the time. 

✓ SM-AR stated that veil was inspected and reviewed with OTS. 

Case Conments Help 

SM-AR advised there was a code for a radar interference and the customer has a ez pass k>r tolls on the top of C's license plate whidl is directly in line of both the camera and senS()( that ilteracts with the system in 
question. 
SM-AR advised SM-AR reviewed with C and removed the pass as per C's request 

✓ Created Bv: Amanda Yen (812412017 3:14 PM) 
RCAS-AY placed outlx>ood call to OLR @ - ­
RCAS-AY left VMX fo, SM-Austin Rush ~ck. 
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✓ Created By: Amanda Yett (8122/2017 9:◄2 AM) 
RC-AV sent emai to SM-AR regarding disabling front emergency braking system. 

Created By: Amanda Yett (8122/2017 9:◄0 AM) 
✓ RC-AV conSUlted witll CA TS-JW who advised video tllat shows how to disable system: 

httpJlwNw.nissanownersilfo.mobi/HomelTopic/2017/Rogue/3593 

Created By: Amanda Yett (8122/2017 8:16 AM) 
RC-AV placed outbo<lld call to DLR. 
RC~ y asked SM-Austin Rush about disabling system. 

RC~Y advised tllat RCAS-AYwil speak 1Mtll CATS-JW. 

Call ended mutualy. 

~~~~~;::.n~~1
:~~~

111V71 
RCAS--AY VERIAED C's name, home c. c::11W:S11 ~uu,ess, concern, and phone. 
RC~ Y ADVISED "This call may be re<O<ded for quality and training ptMJX>SeS." 

RC~ Y CHECKED for open recals/campaigns and fomd: 0 
Previous UNRELATED Case(s) Found: 0 
Previous RELATED Case(s) Found: 0 

RC-AV verffieid C's oocnems. 
C stated tllat C has coocems witll emergency braking system not ABS> 

RC~ y apologized for misunderstandilg. 

C stated tllat 2 veil behild Crear.ended. 
C stated tllat emergency brakilg system false mgge,s at night and il IUl. 

✓ g:::~=:~~~!~ 
RC~ Y apologized for C's coooems. 
RC-AV asked how C would i ke NNA to be ilvolved. 

C stated tllat C wants emergency brakilg system pennanently disabled. 
C stated tllat C has presented request il wnmg to DLR. 
C stated tllat C's veil is at DLR now. 

RC-AV l.lldefstood. 
RC-AV stated tllat RCAS-A Y wil loo« into coocem. 
RC-AV advised Cot case nurooe, and direct line. 
RC-AV advised C that RC-AV will follow up on Friday, 8/25. 

C thanked RC-AV. 

Call ended mutualy. 

Created By: Amanda Yett (8122/2017 7:51 AM) 
✓ RC-AV reviewedwitll SR~ Jones. 

SRCA.S-AJ recommended advi~ veh into DLR 

✓ Created By: Service Manager (8/21/201710:12 AM) 
dealer revised. what would you like us to do? 

Created By: Brandi King (812112017 8:30 AM) 
CRR-BZ VERIFIED VEH Info including: VIN#, Current Mileage 
CRR-BZ CHECKED for open recalls/tanl)8igns 
CRR-BZ CHECKED for previous UNRELATED Case(s) 
CRR-BZ CHECKED previous RELATED Gase(s) 

CRR-BZ Noted Concern is: ABS brake system 

C Ststed ABS brake engaged and caused two VEH's behind C to htt each otller 
C Ststed no lights came on 
C Stated no one was injured just the VE.H's behind C were realty mad 
C Ststed tile par1<ing garage had a little hil and C tllinks tile VEH sensed tt and engaged tile ABS 
C Ststed C doesn't feel sale il tile VEH anymore 
C Ststed C doesn't stated VEH was not operating ifrc)roperty 
C Ststed VEH should have realized there was no need for tile ABS brake to be engaged 

CRR-BZ Apologized and Empatllized witll C and informed C CRR-BZ will document all C's concerns 
CRR-BZ Placed C on a brief hold to consult TL-lH 

Tl-LH informed CRR-BZ this is not an IIR and should go to RCAS 

CRR-BZ Informed C tllat case wil be transferred to a Regional C...Sumer Affairs Specialist who will contact tile C by end of next business day regarding tile C's coocem 

C l.lldefstood and appreciated tile assistance 
CRR-BZ offered furtlle< assistance. 
Cdecliled. 

CRR-BZ provided C witl1 Agent ID- and case number 
CRR-BZand C ended ca11-~ 

Page 3 of 3 

Case Categorizations 

Action ea..~# c..tego,y Description Subcategory Description Symptom Desaiption 

POOR OR IMPROPER 
OPERATION 

Case Categorizations Help 

Majo< Component Code Category Date Symptom Code Cate90')' Code Subcategory Code Concern Code 

BRAKES 

Forms 

No records to display 

,.. Back.To Top 

ANTI-LOCK BRAKE 
SYSTEM 04 

/wlays show me more records pe, related list 

8/21/2017 YX AD 
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• Search ... Search Derek Latta Help & Training All Tabs 

Home Accounts Ideas Dealer Locator Literature Requests Console Cases Home Reports Dashboards Articles Profile Feed Profile OVen,iew Comments Export Warrant) 

- Customize Page I Printable Vrew I Help for this Page 

Show Feed 

Case Detail 

Number of open vehicle campaigns = .l 

Account Name 

Contact Email 

Home Pl1one -Letter Se-nt Date 9/8/2017 

Letter Received Date 

Follow Up Date 12/512017 

Supporting Documents 

CA Muttiple Repairs 

Social Media Involvement 

Martiz Custome< Id 

Case O#nH location Franklin 

Case ~""Y I/it! I Case ConYnents lZ!II I c..,.. Categorizations W I ,E= llll 

J Reopen Case 11 Clone Closed Case J 

Case Owne< ■ Zachary Case 

Type CA 

Case Origin 

Executive Refenal 

Exee>Received-Oa.te 

Phone 

Status Closed 

Datelrme Opened 8/22/2017 12:39 PM 

Date/Tome Closed 12/21/2017 3:58 PM 

Multiple Repairs No 

Executive Summary 

Texting Status Executive Actions To Resolve 

Case Reopen Count 0 

Description ca.sumer Affairs Volootary Rel)lacement due to 2 repairs and 32 days out of service for FO!Watd Emergency Braking error. 

Call Script 

Who contacted u.s? Consumer 

#Vehicles Owned 1 

Vd'liele Purchased New 

Pre-Owned Initial Mileage 

Current Mile- 1,735 

Incident Codes. IIR REQUIRED 

lncidef'lt Date 

Sent to legal 

Accident 

Asbag 

Fire 

IIR lndic.ator 0 

IIROate 

HR 

Vehicle Information 

Vehicle KNMAT2MV8t1i 

Model Year 2017 

Make NISSAN 

Model Line ROGUE 

Model Code 29417 

Dealer Detai l 

ease Servicing Dealer NISSAN 112 SAJ ES OOBP 
Case Servicing Dealer Region Northeast Region 

Bluetooth 

Related Items 

Responsible District 07 

SharedWrth 

Phone Carrier 

Phone Manufacturer 

Reported From 

Issue Categories 

ApprowdChed< Reques1s $31,156.70 

https:/ /nissanna.my.salesforce.com/ 5000G0000 1 GHxsmQAD 

Vehicle Maintained Location 

Previous Repai.r Date 

Previous Repair Location 

Related Vehicle Make Nissan 

XTIME Appointment Numb« 

Rollowf' 

Property Damage 

Injury letter 

Nootber Injured 0 

RHR Started 10/3/2017 

RHR Completed 10/3/2017 

Customer Document Requested 

Date Requested 

Customer Document Received 

Date Received 

Part Numb« 1 

Beyond Basic Warranty Miles 1 O 

Beyond Basic Warranty Months1 0 

Beyond PT WalTal'lty Miles1 0 

Beyond PT Warranty Months 1 O 

Data Net 

Oatanet Deal« Date 

Oealff Instructions New CUstomer Cootact 

Requested Dealer Action Please review. 

Bluetooth Ticket Status 

Phone Model 

Phone Operating System 

Goodwill Offered 

VCAN 

Goodwill Processed 0 

Vehicle Service Contract 

VSC Reprint Request Email 
.J 
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Sales & Service Campaign Specific Information 

Hot Alert Date 

LS Response rime 

Vert>atims 

Alert Trigger Verbatim 

Survey Verbatim 

Deale< Action History 

NNA Notes 

Customer Conversation Notes 

DTS Inspection 

Contact Name 

Home Phone 

WOfitPhone 

Mobile Phone 

Email 

Attemate Email 

OTS Inspection Date OTS Inspection Date Confirmed? 

DTS Request Type Notes for OTS (Vehicle Concerns) 

Inspection Time/Notes Appointment Time: 

System Information 

Subject 

Created By 

Last Mocfrfied By 

Notes to Agent 

CUSTOMER:- PHONE: 
KNMAT2MV~ 

David Bedard, 8/22/2017 12:39 PM 

NNAill, 9118/2019 9:23 PM 

Case Record Type CA Oosed Case 

Days Closed 894 

ActionC- NTSC 

VIN: 

What action was taken? SC Voluntary NNA Trade/Repurchase - NNA Inventory - 2 veils 

Agent Comments 

Case History 

Dale 

Agent Comments 

Agent Next Step 

12/21/2017 3:58 PM 

Use, 

Zachary Case 

I Reopen Case I ! Clone Closed Case! 

Action 

Changed Status from Open to Closed. 

Closed. 

Changed Description. 

Root Cause 

Root Cause Code 

Root Cause Code (2) 

Document ID 

12/6/2017 3:51 PM 

12/1/2017 10:16 AM 

11/9/2017 9:46 AM 

Zachary Case 

Zachary Case 

Zachary Case 

Changed Follow Up Date from 11/16/2017 to 12/512017. 

Changed Follow Up Date from 10/24/2017 to 11/16/2017. 

Show more • I~ 

Case Comments 

Pubic C«nmenl 

■ 

Created By: Zachary Case (12/1512017 7:16AM) 
ARBS zc notes the lollowing - surrender. 

12/21/20171D:OOAM@SMITHTOWN NISSAN, INC. 

Created By: Zachary Case (12/1412017 3:34 PM) 
ARBS awaiting s-surrendef from Mol1ey. 

Created By: Zachary Case (1218/2017 2:34 PM) 
ARBS emailed C Mof1ey case transfer confirmation➔ 

Created By: Zachary Case (1218/2017 2:31 PM) 

I ~ d transferred case to Morley 

Created By: Zachary Case (12/7/20171:49 PM) 
■ ARBS zc notes the following: 

Requested ched< in the amount of $31,156.70 payable to DlR. 

Created By: Zachary Case (12/612017 3:59 PM) 
ARBS zc notes the lollowing: 

ARBS drafted DLR replacement agreemen~ and emailed to SM Eddie. 

(+) New Vehicle 1n.,,,;oe: $27,590.00 
(+) Transportation Fee: $605.00 
(+) Dealer Fee: $329.00 
(+) Sales Tax: $2,460.20 
(+) Tire Disposal Fee: $12.50 
(•) N.Y. State Inspection Fee: $85.00 
( +) Dealer Processing Fee: $75.00 
(=) Total NNA Pays to Oealer: $31,156.70 

Created By: Zachary Case (12/612017 3:51 PM) 
Vehide coocems-Emergeocy Braking System 

Created By: Zachary Case (121612017 3:33 PM) 
ARBS drafted replacement agreement, and emailed to C. 

Created By: Zachary Case (12/612017 3:27 PM) 
ARBS received NMAC SOC documents, and attached to case. 

Created By: Zachary Case (12/51201711:36AM) 
ARBS ZC notes the lollowing: 

Proposed rel)iacement VIN: SN1AT2MV~ . 

https:/ /nissanna.my.salesforce.com/ 5000G0000 1 GHxsmQAD 
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SCIN 

Ca-se History Help 

Case Conments Help 
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Created By: Zachary Case (12/5/201711:32 AM) 
ARBS ZC notes the lollowing: 

ARBS received email from SM Eddie stating C came in and approved replacement vehicle. 

ARBS attached replacement inll<lice and replacement buyers O<der to case. 

ARBS requested NMAC SOC docs. 

Created Bv: Z•Gb•IY Case f11/291201710:05 AMI 
ARBS zc notes the lollowing: 

CalledC@ 

ARBS told C that ARBS rece;ved W0fd from SM Eddie that C was contacted? 

C said yes, last nighl 
I C said that C is going in on Saturday. 

ARBS understood. 
ARBS advised that SM sent ARBS an emai stating that he has already located a proposed replacement 
ARBS told C to let ARBS know once C takes a look if C is ""with that vehicle, and if so ARBS will start the pape,wor1<. 

C agreed, and thanked ARBS. 

Call ended mutualy. 

Created Bv: Z•Gb•IY Case 11112812017 3:02 PM) 
ARBS ZC notes the tollowing: 

Received VMX from SM Eddie: 

ColledSM@ 

ARBS told SM that NNA is working to replace C's 1/ehicle. 
ARBS told SM that ARBS was working with SM Andrew. 
ARBS told SM that ARBS has not received a response and C is ready to get things going. 

SM said he would help . 
SM asked ARBS to emai: edwardodonohue@srrithtownnissan.com 

ARBS agreed and explained process. 

SM underatood and advised he would call 0, emai with any questions or concerns. 

Call ended mutualy. 

Created Bv: Z•GbilY Case '11128/2017 2:28 PM) 
ARBS zc notes the tollowing: 

Called SMllHTOWN NISSAN@-

Left VMX for SM Edward to call ARBS bacl<. 

Created By: Zachary Case (11/2812017 2:24 PM) 
ARBS zc notes the lollowing: 

Received VMX from C requesting cal bad<. 

CalledC@ 

ARBS asked C if C has heard anything? 

C said no, C is starting to get irritated. 
C asked who is supposed to be contacting C? 

I ARBS told C Andrew. 

• 

C understood. 

ARBS told C thatARBSwill cal the DLR now again and see if there is another contact thatARBS can reach out to. 

C agreed. 

ARBS told C that ARBS will cal C back tomooow afternoon and if Chas not received a call ARBS will contact another DLR. 

C agreed. 

Call ended mutualy. 

Created By: Zachary Case (1112212017 7:18 AM) 
ARBS zc notes the lollowing: 

Called SMITHTOWN NISSAN SM Andrew@ 703497-

Left VMX for SM to cal o, email ARBS bad< . 

ARBS emailed SM Andrew: 

Good morning Andrew, 

Any luck in locating a lel)lacement vehicle for Ms. O'Hagan? 

Thank you, 

Created By: Zachary Case (11/1712017 9:52 AM) 
ARBS emailed SM Andrew and asked he call C. 

Created Bv: Z•GbilY Case '1111712017 9:50 AMI 
ARBS zc notes the tollowing: 

Received email from C: 

Page 3 of 9 

Good morning Zach, I have not heard from anyone from the dealership yel I hope to hear from someone soon. This process is taking a while, I know you are doing your best just frustrating. Hopefully 111 have some good 
news next week. Thanks for your help! 

- Tara O'Hagan 

ARBS responded: 

Ms. O'Hagan, 

I apologize! I wil reach out to Andrew again and ask that he reach out to you at his ear1iest convenience. 

Thank you, 

Created By: Zachary Case (1111712017 8:41 AM) 
ARBS ZC notes the lollowing: 

ARBS emailed C: 

Good morning Ms. O'Hagan, 
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Have you received any contact from the sales manager Andrew at Smithtown Nissan? 

He advised me Wednesday he was searching for a replacement vehicle. 

Thank you, 

Created Bv: Zachary c-111/15/2017 9:o4 AM) 
ARBS zc notes the following: 

Called SMITHTOWN NISSAN SM Andrew @ 

ARBS asked ij a replacement vehicle was located? 

SM said that SM was off, and SM would get to WOO( on tt today. 

ARBS agreed and thanked SM. 

Call ended mutualy. 

Created By: Zachary Case (11/912017 9 :45 AM) 
ARBS ZC notes the following: 

CalledC@ 

ARBS asked ij SM Andrew has reached out to C regarding the replacement process? 

Csaidno. 

ARBS understood and advised ARBS would contact SM . 

C thanked ARBS. 

Call ended mutualy. 

ARBS emailed SM Andrew 

Good morning Andrew, 

Any update on locamg a replacement vehicle for this customer? 

Thank you, 

Created By: Zachary Case (11/61201710:22 AM) 
• ARBS received confirmation email from SM-AP. ARBS emailed SM replacement details. 

Created By: Zachary Case (111612017 9 :55 AM) 
SM Andrew Payne. 

Created By: Zachary Case (111612017 9 :55AM) 
ARBS emailed SM Andrew Payment at Smithtown Nissan requesting assistance with vehicie repjacement 

Created By: Zachary Case (111612017 6 :59 AM) 
ARBS zc notes the following: 

Received email from C slamg C would like to use Sirithtown Nissan, and asked ij she will keep her current lease terms. 

ARBS agreed to using Slrithtown, and advised the only thing that will change is a new VIN on the current agreement 

I ;~~~~,!~Ja$tq';;~-~:ci~~~ ::~:e to use for replacement process. 

Created By: Zachary Case (11/31201710:33 AM) 
ARBS retneved origilal invoice, and attached to case. 

I ;;::~~:~~=71ec;:~:.':~!~~ ~~:_. 
Created By: Zachary Case (111112017 2 :18 PM) 
ARBS received registration from C, attached to case. 

Created By: Zachary Case (10/3112017 3 :12 PM) 
ARBS zc notes the following: 

• CalledC@ 

Left VMX for C to call back. 

Created By: Zachary Case (101261201710:03 AM) 
ARBS zc notes the following: 

Below is the payment/payoff information that you requested. 

!~')111111-
Payoff ~'IIIIIIL good thru 111412017 
Payments received 5 
Payment amount $ 309.99 
Recent payment received on 10/5/2017 in the amoont of$ 309.99 

Copy of Contract, Payment History are attached. The account is SOC eligible. 

Thanks, 

ARBS attached email and documents to case. 

I ;~~~~~~a=est~~\!,°.:
0
~~ :!'payoff information from NMAC. 

Created Bv: Zachary C- 110124120171 :35 PM) 
ARBS ZC notes the following: 

ARBS drafted Intent to replace letter, emailed to C, and attached to case. 

ARBS requested payoff from NMAC. 

Created By: Zachary Case (10124/20171:31 PM) 
ARBS ZC notes the following: 

Received VMX from C. 

CalledC@ 

C said that the vehicle is just sitting in the lot. 
C said that the DLR has been terrible. 
C said that C calls up there once a week and no one has arry idea what is going on. 
C said that C is paying for a Rogue but driving an Attima. 
C said that C is going up there today to give the loane< back so C can have what C is paying for. 
C said that C wil just cut off the FEB when C gets in the vehicle. 
C said that this whole process has been a $%A& show and C is sick of it. 

ARBS advised that ijC shuts ttofftodrive c,..;1 need to do ttat each key cycle. 

C said that C is aware. 
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ARBS apologized and asked if DlR advised C lllat llley could wait for a oon_,,i,le Rogue for a loane< for C? 

C said no, C said that Chas a better idea of what is going on with everything than the OLR does. 
C said nothing is passed aloog and the person C spoke to last didni even know C's vehicle was there. 
C said lllat C just wishes NNA would step up and do something. 

ARBS apologized, and informed C lllat ARBS would replace C's vehicle on behalf of NNA. 

C said that is the best news C has heard! 
C thanked ARBS. 

ARBS understood, and apologized for C's inconveniences. 
ARBS asked if C would i ke to conduct Ille process lllrough Smithtown Nissan? 

C agreed. 
Casked what ARBS needs? 

ARBS vemied C's emai. 
ARBS told C lllat ARBS would email C a letter with a request for additional in1ormation. 

C thanked ARBS. 

Call ended mutualy. 

Created By: Zachary Case (10124/201711 :18AM) 
ARBS zc notes the tollowing: 

Received email from ASM Nick: 

Hi Zachary. Ms. O"Hagan contacted us that she woukt like to pick up hervehide until a remedy is available. Thanks. Nick. Nissan 112. 

Created By: Zachary Case (10/181201711:o4AM) 
ARBS ZC notes the tollowing: 

Received VMX from ASM Nick. 

ARBS asked ASM if the rental company had any more vehicles that could be comparabre? 

ASM said that they were able to secure a loaner Altima. 
ASM asked if C had concerns willl Ille loane(? 

ARBS told ASM lllat C mentioned C would fike a con_,,i,le vehicle since C may be with the vehicle for a little while. 

ASM understood. 
ASM told ARBS lllat he would keep an eye out !or a Rogue to come in and when it is available they will ask C to come swap tt out 

ARBS understood and lllanked ASM. 

Call ended mutualy. 

Created Bv: Z•Gb•IY Case 110/1812017 9:45 AMI 
ARBS zc notes the tollowing: 

ARBS called ASM Nick@ 

Left VMX tor ASM to call ARBS back. 

ARBS emailed ASM requesmg a cal at ASM's ear1iest convenience. 

Created By: Zachary Case (10/1812017 9:42 AM) 
ARBS ZC notes the tollowing: 

Received VMX from C. 

Called C@ 

ARBS advised C lllat ARBS received C's VMX and wanted to return C's call. 

C said that C dropped off the vehicle, and has taken a rental. 
C said that C is now in a base line Attima 
C said lllat Ille rental is nol ~ with C's Rogue. 
C said lllat C wanted to speak with ARBS, because C has consulted with Atty and C is well aware the vei.cle meets LL 
C said lllat NNA has taken responsibility by adrritling tt is under review, and placing Cina rental at NNA's expense. 
C said that additionally this is a safety concern, and C has kids. 
C said that C 'M>Uld like ARBS to take a second look at Cs case, as it clearty has been down over 30 days, and this is a safety concern. 

ARBS advised lllat ARBS has been directed lllat NNA is nol in a position to repurchase or replace the vehicle at this time. 
ARBS told C lllat ARBS hands are currently tied. 

C said lllat by the end of it, if tt is ever fixed, and if Chas Ille repurchase/replacement, NNA will end I.II> paying fo, the long term loaner, and C's lease repurchase. 
C said lllat C cannot believe i~ C is not going to be an NNA C anymore. 
C said that this whole experience has left a bad taste with C. 
C said that it is just a leased vehicle. 
C said lllat NNA needs to take responsibility and folow the LL 
C apojogized to ARBS and told ARBS lllat C knows tts nol ARBS fault, but lllis whole expe,ience is frustrating. 
C said that C is a nurse and Cs husband is a cop. 
C said lllat llley are alWays stressed and lllis does nol hetp. 
C asked if there is anything ARBS can do? 

ARBS advised lllat ARBS will continually follow up with C, and ARBS is asking daily !or any update on C's concerns. 
ARBS said untortunatefy at lllis time thefe is no ETA. 

C asked ARBS to speak with anyone ARBS can so lllat C can have a resolution. 
C said that RCA$MS advised C would receive reimbursement for payments while the vehicle was down, but it would be once the vehicle is returned to C. 
C said lllat lllere is no tetting how long lllat wil be, and C doesni want to have to wait another 30 days. 
C said lllat C just cannot see why NNA will not follow Ille LL since C's vehicle already meets. 

ARBS understood, and apologized. 
ARBS told C lllat ARBS would investigate furlller and get back with C by 10/25. 

C agreed, and lllanked ARBS. 

Call ended mutualy. 

ARBS reviewed case wtth Senior Planners; SG, and MM. 
ARBS to contact DLR and see if oon_,,i,le rental/loaner is available. 
ARBS autllorized to repurchase vehicle due to C's specific case circumstances if ARBS cannot get C to settle. 

Created By: Zachary Case (1011712017 7:16 AM) 
ARBS zc notes the tollowing: 

Received confvmation from ASM Nick: 

"Hi Zachary. Tara D'Hagan will be picking up loaner tomorrow. · 

Created Bv: Z•Gb•IY Case 110113/2017 2:14 PM) 
ARBS ZC notes the tollowing: 

Received email from ASM Nick: 
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Hi Zachary. My se<Vice manager wanted me to let you know that we would have to get a loaner vehicle from an outside source. Is Nissan going to pay for the loaner for the customer? 

ARBS responded: 

Nick, 

Please try to keep tt reasonable, we will cove< tt through a warranty account. I will reach out to the warranty manager for specifics and let you know. 

Crud you please advise when Ms. O'Hagan is contacted? 

Thank you, 

Created Bv: 7achaN Case 110113/20171:51 PM) 
ARBS emailed ASM Nick requesting a call. 

Created Bv: 7achaN Case 110113/20171:36 PM) 
ARBS reviewed case wtth ARSSP-SG. 
ARBS was advised no repurchase/replacement. 
ARBS to follow up wtth DLR to provide C loaner/rental. 

Created By: Zachary Case (10113/20171:33 PM) 
ARBS ZC notes the following: 

CalledC@ 

ARBS asked C ii C has heard from the DLR? 

C said no. 

ARBS advised that NNA would ike to place C ina loaner/rental vehicle. 

C said that C just wants to be done wtth this llehicle. 

ARBS advised that at this time NNA is not in a position to repurchase or replace the vehicle. 
ARBS told C that NNA can provide C wtth alternate transportation. 

C asked wily. 

ARBS told C that currently NNA is unaware if this is a product or an environmental ooncem. 
ARBS told C that this is NNA's position at this time. 

C asked what ii C does not accept? 

ARBS told C that ARSS will review, and get back wtth C by next Wed. 
ARBS asked C if in the meanwhi e could ARBS set up wtth C and DLR a loaner/rental? 

C agreed, C said that C is just tired of going back and lath. 

ARBS understood. 
ARBS advised that ARSS woo1d look into providing compensation for the time C has been without the vehicle. 

C thanked ARBS. 

ARBS provided C wtth ARBS number, and advised ARBS would call C back next week. 

Cagreed. 

Call ended mutuaBy. 

Created By: Zachary Case (10113/201712:58 PM) 
ARBS ZC notes the following: 

Recei..ed email from ASM Nick: 

I will follow up wtth the service advisor that I that I had contact the customer and get back to you asa!). 

Created By: Zachary Case (10/13/201710:54AM) 
ARBS ZC notes the following: 

ARBS emailed ASM Nick: 

Good morning Nick, 

Have you been able to reach this customer? 

Thank you, 

Created By: Zachary Case (1011012017 2:36 PM) 
ARBS zc notes the following: 

- CatledC@ 

Left VMX for C to call ARBS back. 

Created By: Zachary Case (10/10120171:16 PM) 
ARBS zc notes the following: 

Recei..ed email from ASM Nick: 

I I will call customer to oome and be given a loaner vehide. 

ARBS responded: 

Thank you Nick, Once you speak wtth the oostorner could you please let me know? 

Thank you again! 

Created By: Zachary Case (1011012017 8:20 AM) 
ARBS zc notes the following: 

Received email from ASM Nick: 

Hi Zachary. We had the DSM come and road test vehide. He did not find anything wrong with vehicle at this time. I was ink>rmed customer picked up their vehicle. 

ARBS responded: 

Nick, 

Page 6 of9 

Engineering is Clllef\Uy investigating the concerns, Nissan would like to place the customef into a loaner or rental vehicle until we are able to detennine fi.l'ther if it is a actual concern or environmental. Please advise if 
you can assisl 

Thank you, 

Created By: Zachary Case (10/1012017 7:42 AMI 
ARBS ZC notes the following: 

Recei..ed email from ASM Nick 1(),/5/17: 

Hi Zachary. I'll ched< on the stal\Js of this vehicle. I'm out tomorrow but will email you Sat..-day. 
Thanks Nick Caiazzo 

ARBS responded: 

https:/ /nissanna.my.salesforce.com/ 5000G0000 1 GHxsmQAD 6/2/2020 



~ Salesforce - Unlimited Edition 
Good morning Nick, 

Any update on this? I need to contact the customer today, but first I need confirmation your dealefShip wil have a loaner or rental available for the customer. 

Thank you, 

Created Bv: Zachary c- 11015/2017 3:49 PM) 
ARBS zc notes the lollowing: 

emailed ASM Nick: 

Nick, 

Cook! you please advise on this \/ellicle? I have been unable to reach anyone by phone at your dealership. 

Is the vehicle currentty there? If not could you have a loaner vehicle made available for the customer upon their return? 

Thank you, 

Created By: Zachary Case (101512017 2:51 PM) 
ARBS ZC notes the lollowing: 

• Called NISSAN 112SALESCORI'@ 

ARBS held fO< 3 min 10 seconds, no ,._er, and call was ended. 

Created By: Zachary Case (10/5120171 :48 PM) 
ARBS zc notes the lollowing: 

Called NISSAN 112 SALES CORI'@ 

ARBS held for 3 min 3 seconds, no answer, and call was ended. 

I ;:'~e:!~~ ~':secase (10141201710:04 AMI 

■ 

Created By: Zachary Case (10/4/201710:00 AMI 
ARBS zc notes the lollowing: 

32 days out of service. 

State: NY 
Mileage: 2,402 
lnservice: 6/5/17 

2 repairs related to FEB stops the vehide inappropriately. 
1. DTS will inspect 2. Under engineering review 

NO ADDITIONAL CASES FOUND 
NO TECH LINE CASE FOUND 
1 DTSFOUND 
NO VSC's FOUND 
NO WARRANTY CASES FOUND 

Created By: Zachary Case (1014/2017 9:55AM) 
ARBS ZC notes the lollowing: 

08/07/17 @2,402 miles ... ■■■■■ days down 
Issue: 
1. C/s the front sensors are saying something is in front of vehicle and appjies the brakes when nothing is there. 
Action: 
1. Njssan is invotved., as perdts-km, custornerwiD pick up vehicle and return on inspection date. 

09/25/17@ 2,402 miles ... 
Issue: 
1. C/s vehicle stops by itself. 
Action: 

1 day down 

1. DTS could not duplicate, under engineering review. 

Created By: Zachary Case (1014/2017 9:52 AMI 
ARBS reviewed case with ARB~. 

ARBS taking over case to offer rental/loaner until repairs are available. 

I ;~~~~~~~~Tc,~~~~~017 2:56 PM) 

• Created By: Nicki Barror (10/3/201711:15 AM} 
ORTS received the RHR. The RHR was assigned to ARBS Zachary Case for review. 

Created Bv: Morkija Scott 110/l/201711:05 AM} 
RC~S placed outbound call to Customer a on 10/03/2017 at 11:02am. 

RC~S ADVISED "This call may be re<ooled for quality and training ptMpOSeS." 
RC~S stated that RCAS-MS woold like to look into case and \/ellicle concerns a little further prior to closing case out. 

✓ RC~S stated that RCAS-MS is go,ng to look into things further and RCAS-MS wil lollow up with CUstomer by 10/06/2017, at the latest. 

Customer undef'Stood. 
CUstomer thanked RCAS-MS. 

Call ended mutualy. 

✓ ~;;e~:~ :::t,~~~ 1::: ::,AM} 

Created By: Markita Scott (1013/2017 9:57 AM} 
✓ RC~S reviewed case with TL-GO and consulted ARBS that reviewed case initially regarding case and vehicle specifics. 

✓ ~~::~~:ar'!!':x.5:::,!:!
11
=:t!'~~JsrRcAS-JW on 10/03/2017 at 9:16arn. 

✓ Created By: Markita Scott (912912017 10:32 AM} 
RC~S oonsulted NMAC on 09/29/2017 at 10:32am for monthly payment inlormation. 

✓ Created By: Markita Scott (912912017 10:31 AM} 
RC~S placed outbound call to Custome< a on 09/29/2017 at 10:08am. 

RC~S ADVISED "This call may be re<Xl<ded for quality and training ptMpOSeS." 
RC~S stated that RCAS-MS is following up with Customer regarding the inspection that was completed on vehicle earlier this week. 
RC~S asked Customer if Customer was able to attend the inspection. 

CUstomer stated that CUstomer was at woot. 

RC~S asked Custome< if Customer has been contacted regarding the inspection. 

Customer confirmed. 
Customer stated that the DLR had Custome< pick vehide up as DTS was not able to duplicate the concern. 

RC~S asked Customer if the concern has happened s,nce Customer picked the vehicle up. 

CUstomer stated that it has not. 

RC~S understood. 
RC~S stated that CUstomer has RCAS-MS's direct phone numller so if the concern does happen again, customer can contact RCAS-MS. 
RC~S stated that NNA's Engineering Dept. is currently investigating the concern. 
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Customer understood. 
Customer asked RCAS-MS about the payment reimbursement that was previously discussed to, the time that the vehide has spent at the DLR. 

RC~S stated that RCAS-MS will reach oot to NMAC and the DLR and get additional information to review for that reimbursement 

Customer thanked RCAS-MS. 

RC~S stated that RCAS-MS will follow up with Customer on 10/02/2017. 

Customer thanked RCAS-MS. 

Call ended mutualy. 

Created Bv: Amanda Yett (9/21/2017 3 :13iM 
RCAS-A Y placed outbound call to C@illllll 
RCAS-AY advised cal may be recadea tor ny and training pwposes. 

RCAS-AY advised caling on behalf of RCAS-MS to remind C of appointment with DTS on 9/25 @ 2 pm. 

C understood. 

RCAS-AY asked C if C had any other questions. 

✓ C asked what would happen if DTS cootd not find a fix for coocem. 

RCAS-AY advised cannot speculate, have to wart on results of inspectioo. 
RCAS-AY advised that RCAS-MS will follow up with C no later than Thursday, 9128. 

C understood. 

RCAS-AY thanked C for C's time. 

C advised RCAS-AY to have a nice day. 

Call ended mutualy. 

Created By: Markrta Scott (9/512017 3:19 PM) 
RC~S placed outllound call to Customer a on 09/05/2017 at 3:09pm. 

RC~S ADVISED "This call may be re<ooled for qualrty and training ptMJX>SeS." 

RC~S stated that RCAS-MS has a decision rendefed in Customer's case and woold like to go CNer that ilfo<mation with Customer. 
RC~S stated that following the review and careful consideration, Nissan is not in a posroon to offer a repurchase of the vehicle. 
RC~S stated that Nissan wil continue to honor the terms and conditions of au applicable warranties. 
RC~S stated that CUstomer will re<:eive documentation il the mail with next steps should CUstomer dispute the decision that has been rendefed in the review. 

Customer understood. 

RC~S stated that the inspection is set to, 09/25/2017 at 2:00pm EST and Customer is welcome to be present 

Customer undefstood . 

.,,. RC~S stated that the next steps regarding Customer's vehide wiD be provided once that inspection has been completed. 

CUstomer understood. 

RC~S stated that RCAS-MS will be following up with CUstomer the day after the inspection to answer any questions that CUstomer may have at that time. 
RC~S asked Customer if Customer has any questions at this time. 

Customer stated that rt is just frustrating paying to, a vehicle that Customer does not have. 

RC~S expressed understanding. 
RC~S stated that a monthly payment reimbursement can be reviewed for once the inspection has been completed. 

Customer stated that sounds good. 
Customer thanked RCAS-MS to, calfing. 

Call ended mutualy. 

Created By: Markrta Scott (8131/2017 2:50 PM) 
RC~S placed outllound call to Customer a 

✓ CUstomer did not answer. 

on 08/31/2017 at 2:47pm. 

RC~S left VMX with update in case, DTS ilspection time, direct contact information, and follow up date of 09/llS/2017. 

Created Bv: l•Gb@IY Case 18129/2017 8:20 AM) 

Page 8 of 9 

ARBS notes based on a good faith review, NNA is not in a position to offer a repurchase or replacement of this vehicle, as the vehicle has not been subject to an ~e number of repair att~ for arry I warrantable ooncems that would substantialy impair this vehicle. NNA will continue to honor the tenns and conditions of all applicable warranties. 

ARBS recommends RCAS work with DLR, TECHLINE, and DTS to resdVe C's coocerns. 

Created By: Zachary Case (8129/2017 8:20 AM) 
ARBS zc notes the following: 

NO WARRANTABLE REPAIRS MADE 

State:NY 
Mileage: unknown 
lnservice: 6/5/17 

NO ADDITIONAL CASES FOUND 
NO TECH LINE CASE FOUND 
NODTS FDUND 
NO VSC's FOUND 
NO WARRANTY CASES FOUND 

Created Bv: Njckj Baqor (812812017 10:29 AM} 
ORTS received the RHR. The RHR was assigned to ARBS Zachary Case for review. 

~;;e~~;.::t2 : ::fo~~~:6 ~I on 08/28/2017 at 10:24am. 

✓ Customer did not answer. 

RC~S left VMX with update in case, direct cootact info<mation, and follow up date of 08/31/2017. 

✓ Created By: Markrta Scott (812312017 2:33 PM) 
RC~S VERIFIED C's name, mailing address, e-mail, phone#, vehicle 
RC~S CHECKED to, open recalls/campaigns and found: None 
Previous UNRELATED Casets} FOllld: None 
Previous RELATED Casets) Found: None 
RC~S ADVISED "This call may be recaded for qualrty and training ptMJX>SeS." 

RC~S placed outllound call Custome< a on 08/23/2017 at 2:18pm. 

RC~S stated that RCAS-MS is Customer's Regional Consumer Affairs Case Manager and in short, that means that RCAS-MS is Customer's poilt of contact with Nissan Corporate regarding Customer's concerns or 
questions with vehicle or DLR. 
RC~S provided direct cootact ilformation. 
RC~S oonfirmed CUstomef's concerns. 

Customer agreed. 
CUstomer stated that CUstomer's vehide went into the OLR in June and CUstomer has not had the vehicle silce. 
Customer stated that the DLR has not been able to fix Customer's vehicle. 
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RC~S expressed understanding. 
RC~S stated that RCAS-MS can provide clarification oo what is goilg oo with the vehicle. 
RC~S stated that at this time, the DLR is waiting for an inspection to be completed by a group of engineers from NNA. 
RC~S stated that without finding the root cause of the concern and this being a safety feature, DlR's do not want to sinw try a repair without knowing definitively that the repair will resol..e the coocern. 

Customer understood. 
CUstomer asked R~MS if Customer can just get into a new vehicle. 

RCAS-MS stated that there is a process where that request can be reviewed but there is not a guarantee. 
RC~S informed Customer that the process takes about 10 business days and is not guaranteed. 
RCAS-MS ink>rmed Customer that Nissan reviews CUstome(s repair history as it relates to CUstomer's states lemon law to detemlile if NNA is in a posffion to repurchase or replace the vehicle. 

✓ 

RC~S asked Customer the following questions: 
Why do you want to return the vehicle to Nissan North America? 
The vehide has a safety ooncem has not been resolved to date. 

Where is the vehicle currentty? 
Nissan 112. 

Where was the vehicle purchased? 
Nissan 112. 

Was it PtKdlased new or used? 
New. 

Where is the vehicle serviced? 
It has not with Customer loog enough for se<Vice. 

Has the vehicle been taken to multiple Nissan dealers? 
No. 

RC~S stated that throughout this process, RCAS-MS ,.;1 follow up with Customer every third business day. 
RC~S stated that RCAS-MS will follow up with Customer again oo 08/28/2017. 

Customer understood. 
Customer thanked RCAS-MS. 

RC~S asked Customer if Customer has any questions. 

Customer declined. 

Call ended mutualy. 

Created By: Markita Scott (812312017 2:13 PM) 
RC~S placed OUUJound call to Nissan 112 oo 08/23/2017 at 2:10pm and spoke with SA-Gabby. 

SA-Gabby stated that the vehicle is at the DLR for eme,gency braking concern. 
SA-Gabby stated that NNA Engineering will be at the DLR to inspect the coocem the weel< of 09/19. 

Created By: Kelli Donovan (8/23/201711 :0SAM) 
RCAS-l<D placed call to Nissan 112 and spoke to SA-Robert. 

RCAS requested that dlr cootacts tech i ne in regards to e's veil. 

✓ SA inquired to what tech line is. 

RCAS explained tt is a contact for dlrs when dlrs are having concerns with getting vehs diagnosed/repaired. 
RCAS stated NNA wil not be able to send out OTS until this has been dooe. 

SA stated SA wil provide this information to SA-Gabby. 
Call ended mutualy. 

Created Bv: payjd Bedard 18/22/2017 12:45 PM) 
I ·- [CASE SUMMARY] --

SCRR-OB sending case to RCAS for furthe< review. 

Created By: David Bedard (8122/2017 12:42 PM) 
SCRR-0B received inbound call from C 
SCRR-0B verified acCOlllt info including C's name, home & e-mail address, best contact phone number, VIN, & preferred dealer. 
Previous UNRELATED case(s) found: 0 
Previous RELATED case(s) found: 0 
Open Campaigns found: 0 
SCRR-DB noting concern is: VEH concerns and assistance 

C stated C just got off the phone with the DLR in regards to the colfision sensor 
C stated C ooly just leased VEH in June and the VEH has been at DLR for just over 2 weeks now 
C stated that the collision sensor went off when there was no other VEHs around and DLR hasn' t been able to figure out why tt went off even though diagnostics are pulling malfunction codes 
C stated that the DLR has had specialists and techs come out and look at VEH but no resolution 
C stated C is asking to just get another VEH as this ooce is only 2 mooths old and C was told by DLR to cal NNA 
C stated C has been working with SA-GABBY and she is the one that told C to call NNA 

SCRR-OB apologized and advised C that this concern will be forwarded to RCAS for review and that C wil be cootacted bad< by end of day 8/23117 

SCRR-OB offered further assistance. 

Cdeclined. 

SCRR-0B provided Name, 10 number, and case II 
SCRR-0B and C ended cal mutually 

Case Categorizations Case Categorizations Help 

Action Case Categoriution # Category Description Subcategory Description Symptom Description Major Component Code Category Dale Symptom Code Category Code Subcategory Code Concern Code 

NISSAN PRODUCT INQUIRIES ROGUE GENERAL INQUIRY OF 8/22/2017 ZR AZ 270500 OF 

Forms FonnsHelp 

No records to display 

A Back To Top Atways show me more records per reJated nst 

Copyright© 2000-2020 salesk>rce.com, inc. Al rights reserved. I Privacv Statement • Secucttv Staferoeot I Terms. of Use 1 508 ComPtiance 
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• Search ... Search Derek Latta Help & Training All Tabs 
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-Show Feed 

Case Detail 

Account Name 

Contact Email 

Home Pl1one 

Letter Se-nt Date 

Letter Received Date 

Follow Up Date 

Supporting Documents 

CA Muttiple Repairs 

Social Media Involvement 

Martiz Custome< Id 

Case O#nH location 

Texting Status 

Case Reopen Count 

Description 

Call Script 

Who contacted u.s? 

I Vehicles Owned 

Vd'liele Purchased 

Pre-Owned Initial Mileage 

Current Mileage 

Incident Codes - IIR REQUIRED 

lncidef'lt Date 

Sent to legal 

Accident 

Asbag 

Fire 

IIR lndic.ator 

IIROate 

-
3/2/2018 

✓ 

Murfreesboro 

6 

UR-FEB-EST 

Consumer 

1 

New 

7,600 

HR -

Vehicle Information 

Vehicle 5N1AT2MV9H• 

Model Year 2017 

Make NISSAN 

Model Line ROGUE 

Model Code 22617 

Dealer Detail 

ease Servicing Dealer NISSAN 112 SAJ ES OOBP 
Case Servicing Dealer Region Northeast Region 

Bluetooth 

Related Items 

Responsible District 07 

SharedWrth 

Phone Carrier 

Phone Manufacturer 

Reported From 

Issue Categories 

Approwd Ched< Reques1s $873.94 

Customize Page I Printable Vrew I Help for this Page 

Case ~""Y I/it! I Case ConYnents lZlll I c..,.. Categorizations tzl I ,E= W 

J Reopen Case 11 Clone Closed Case J 

Case Owner Rick McOure 

Type CA 

Case Origin Phone 

Executive Refenal 

Exee>Received-Oa.te 

Status Closed 

Datelrme Opened 8/22/2017 2:35 PM 

Date/Tome Closed 3/2/2018 2:10 PM 

Multiple Repairs No 

Executive Summary 

Executive Actions To Resolve 

Vehicle Maintained Location Nissan 112 Sales COl'p 

Previous Repai.r Date 

Previous Repair Location 

Related Vehicle Make Nissan 

XTIME Appointment Numb« 

Rollowf' 

Property Damage 

Injury letter 

Nootber Injured 0 

RHR Started 

RHR C«npleted 

Customer Document Requested 

Date Requested 

Customer Document Received 

Date Received 

Part Numb« 1 

Beyond Basic Warranty Miles 1 0 

Beyond Basic Warranty Months1 2 

Beyond PT WalTal'lty Miles1 0 

Beyond PT Warranty Months 1 O 

Data Net ✓ 

Oatanet Deal« Date 10/4/2017 

Oealff Instructions New CUstomer Cootact 

Requested Dealer Action Please review. 

Bluetooth Ticket Status 

Phone Model 

Phone Operating System 

Goodwill Offered 

VCAH 

Goodwill Processed 0 

Vehicle Service Contract 

VSC Reprint Request Email 
.J 
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Sales & Service Campaign Specific Information 

Hot Alert Date 

LS Response rime 

Vert>atims 

Alert Trigger Verbatim 

Survey Verbatim 

Deale< Action History 

NNA Notes 

Customer Conversation Notes 

DTS Inspection 

Contact Name 

Home Phone 

WOfitPhone 

Mobile Phone 

Email 

Attemate Email 

OTS Inspection Date OTS Inspection Date Confirmed? 

DTS Request Type Notes for OTS (Vehicle Concerns) 

Inspection Time/Notes Appointment Time: 

Notes to Agent 

System Information 

Subject CUSTOMER:- PHONE:- VlN: Root Cause 

Created By 

Last Mocfrfied By 

SN1AT2MV9~ 

Alina Kingston 8/22/2017 2:35 PM 

NNAill, 12/12/2018 9:37 PM 

Case Record Type CA Oosed Case 

Root Cause Code 

Root Cause Code (2) 

Document ID 

Days Closed 823 

Action c- NT2A 

What action was taken? 2A Customer Reimbursement - Recall/Campaign 

Agent Comments 

Agent comments 2nd attempt reimburse C 

Agent Next Step 

I Reopen Case I ! Clone Closed Case! 

Case History 

Dale 

3/6/2018 5 :10 PM 

3/2/2018 2:26 PM 

3/2/2018 2:10 PM 

311/2018 1:35 PM 

Show more • I~ 

Case Comments 

Pubic e«nment 

Use< 

Rick McClure 

Amanda Yett 

Amanda Yett 

Amanda Yeti 

Created By: Amanda Yett (3/2/201812:53 PMI 

Action 

Changed case Owner from Grady Douglas to Rick McClure. 

Changed case Owner from Amanda Yett to Grady Douglas. 

Changed Status from Open to Closed. 

Closed. 

Changed Follow Up Date from 311/2018 to 312/2018. 

RCA$-AY is closing Case as no ftlther assistance can be offered at this time. 

-CASE SUMMARY-
C contacted Nissan CA requeslilg assistance with FEB concerns 
RC~S completed IIR. 
DTS inspected veh and tound system to be fuly functional. 

✓ C requested reimbursement to, 2 monthly payments as veil was down at DLR to, 2 months pending lu:1her inspection. 
RCAS-A Y confirmed days down with SM-Mo Khan. 
RCAS-AY reviewed case with TL-Grady Douglas. 
TL-GO approved reimbursement to, 2 monthly payments, in the amount of $873.94. 
RCAS-A Y offered to reimburse C 2 monthly veil payments to promote customer loyalty and satisfaction with Nissan brand. 

- STATEMENT OF DECISION-
RCAS-AY offered to reimburse C 2 monthly veil payments to promote customer loyalty and satisfaction with Nissan brand. 
C accepted offer of assistance and was pleased with decision. 

✓ Created By: Amanda Yett (3/2/201811 :08 AM) 
RCAS-AY sent C open campaign email for 2016-17 - Rogue; Left Hand Engine Mounting Insulator. 

Created By: Amanda Yett (3/2/201811 :07 AM) 
C JUChased veil new 
Cment mileage: 7600 

✓ ~;;:ic: 0/0 P~ train : 0/0 

Total customer pay at retailer. $827. 78 
Last seNice visit 1/8/18 
Previous owns veh: O 

Created Bv: Amapda yett (3/21201811 :04AM) 
THE FOllOWING ARE THE DETAILS OF THE REIMBURSEMENT: 
C IS ELIGlBLE FOR 2 MONTHS VEH PAYMENT REIMBURSEMENT ONLY. 
PAYMENT: $436.97 

✓ TOTAL AMOUNT: $873.94 
Approved by: RQAS.AY 
Mailing Addre 

Medford, NY 11 '"°1111 
USA. 

✓ Created By: Amanda Yett (3/2/201811 :03 AM) 
RCAS-AY placed outbound call to eustome, 

1

j ., 312/18 at 1048AM. 
RCAS--AY ADVISED "This call may be record tut qu.::11ny miu training J)ll'PCISeS." 

RCAS-A Y recapped case. 
RCAS-AY advised case has been further reviewed and NNA would like the chance to make this right 
RCAS-AY advised ,..,._.d tike to reimburse C for 2 monthly payments in the amount of $873.94. 
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C thanked RCAS-AY. 

RCAS-AY asked C to -.erify mailing address. 

: .mmc 
USA. 

RCAS-A Y advised C will re<eive a check within 2-4 weeks. 
RCAS-AY offered further assistance. 

C declined. 

RCAS-A Y thanked C for C's time. 

Call ended mutualy. 

Created By: Amanda Yett (3/1/20181 :34 PM) 

✓ ~g~~ ~~~~aseca= JHJlii!J 
RCAS-A Y requested callback. 

Created By: Amanda Yett (3/1/20181 :33 PM) 

✓ ~g~~ = ~ v:~: ~111 a 1t.. 
✓ Created By: Amanda Yett (3/1/2018 7:00 AM} 

RCAS-AY re<eived email from NMAC advising lllat C's monthly payment is $436.97. 

Created By: Amanda Yett (2/28/201812:50 PM) 
✓ RCAS-A Y notes no POP attached to case. 

RCAS-AY sent emai to NMAC requesting moolllly payment amount 

Created Bv: Amanda Yett (2/28/201812:48 PM) 
✓ RCAS-A Y reviewed case ft.r111er willl TL-Grady Douglas. 

TL-GO advised RCAS-AY to have C send in POP and reimburse C for 2 monthly payments. 

Created By: Amanda Yett (2/27/20181 :14 PM) 

~g~~~e~~~:!-.t~ f JIZ !UJ!Zs. concern. and phone. 
RCAS-AY ADVISED "This call may be re<XXded fa, quality and training purposes." 

RCAS-AY recapped case. 
RCAS-A Y verified C's ooncems--monthly payment reimbursement k>r FEB concerns. 

C stated lllat C was speaking with someone previously. 
C stated lllat RCAS-MS advised lllat RCAS-MS was going to review for reimbursement. 
RCAS-A Y advised did review case for assistance. 
RCAS-AY advised NNA is not - to provide reimbursement for monlllly payment 

✓ C asked why. 

RCAS-A Y advised NNA found veil to be fuly functional. 

C stated lllat C will pwsue this further. 
C stated lllat C spoke to 2 people at DLR who said tllis was a known issue. 

RCAS-AY apologized. 

C declined ft.r111er assistance. 

RCAS-A Y thanked C for C's time. 

Cati ended mutual y. 

Created By: Amanda Yett (2/26/2018 7:23 AM} 

✓ ~g~~~:~~.:=J!h.£1iii!k 
RCAS-AY requested callback. 

Created By: Amanda Yett (2/26/2018 7:22 AM} 

✓ ~g~~=~v:~~s~iii&IJ!. 
✓ ~~~~~.WI'~ ~~~2~~%33AM) 

RCAS-A Y l.llable to leave VMX as maiwox was ruu. 
RCAS-AY sent emai to C requesting best contact number. 

Created By: Amanda Yett (2/22/201812:52 PM) 

✓ ~~:=~c:a:e :~~-Grady Douglas. 

RCAS-AY notes NNA is not in Ille position to provide monthly payment reimbursement 

Created By: Amanda Yett (2/22/201812:48 PM) 
RCAS-A Y piaced outbollld call to DLR. 
RCAS-A Y spoke with SM-Mo Khan. 

✓ S-Khan advised RO was opened and dosed on 1/8 with drivability issue. 
S-Khan advised C's original oon-c,laint was from 7/2017. 
S-K advised was not SM at lllat time and - se<Vice department slaff is new silce lllen. 
S-K advised RO opened on 7f25/17 and RO dosed out on 9119117 and C was provided willl a loane.-vehdtrilg that time. 

Created By: Alex Kang 12/21/2018 2:27 PM) 
- ARBS emailed RCAS-AY and TL-GD regarding 'htiat C is seeking from Nissan. 

Created By: Alex Kang {2/21/2018 2:26 PM) 
ARBS transfermg case to RCAS agent regarding C wou1d fike to be compensated. 

Created By: Alex Kang {2/21/2018 2:23 PM) 
ARBS made outlxlund call to C 

ARBS stated the decision still remains the same as there was nothing wrontJ fOl.Uld on the vehicle. 

C stated C was talking to a woman previously and that woman stated that Nissan would reimburse C for the 2 months that C was not in the vehicle. 

ARBS slated ARBS was reading Ille case notes and see lllat Ille RCAS agent wou1d review on C's behalf. 

I C stated C wou1d like this review to see if Nissan can offer this. 

ARBS stated ARBS wil have to transfer C's case back to Ille RCAS 'Mlo is over this region to oon-c,lete Ille review. 

C stated ok. 

C thanked ARBS. 

ARBS lllanked C for C's time. 

Call ended mutualy. 

Created By: Alex Kang 12/16/2018 3:51 PM) 
I ARBS made outlxlund call to C 

ARBS left VXM requesting call back. 
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✓ Created Bv: I @\GD 8obettJ (211612018 9:47 AM) 

✓ 

SMS-LB documenting Cs social media activity via Facebook Convnenl 

C: Christian Milton why should I have to rum off a learure I paid tor? Why shouldn't ft W0<1<? 

Created By: ~ge Langill (2/1512018 6:06 PM) 
CRR-GL VERIFIED Account information including: C's name, home & e-mail address, phone number 
CRR-GL CHECKED for open recalls/campaigns and tound: 0 
CRR-GL CHECKED for previous UNRELATED Cose(s) and found: 0 
CRR-GL CHECKED previous RELATED Case{s) and found: 0 
CRR-GL NOTED concern is: C caling back allout case 

C stated C does not want to deal with specialist handling Cs case 

CRR-GL placed Con hold 
CRR-GL rerumed to C and asked ff C is slil experiencing concern wi1l1 veh 

C stated yes 

CRR-GL slated CRR-GL can see the specialist already told C what inspection had found 

Cstatedyes 

CRR-GL stated that CRR-GL cannot bring in anotlle< arbftration specialist, but can add documentation 

C stated a dlrshp employee told C that the dlrsllp knows there is no fix for this ooncem and that they are simply shutting the FEB system off to a'°"' addressing the concern until a fix is found 
C stated C was advised by attorney to rerord call 
C asked ff C can speak to a supervisor 

CRR-GL asked ff C has retained attorney 

C asked why C would need to disdose that into 

CRR-GL slated CRR-GL cannot speak to C ff C has retained an attorney and that C will need to send a letter of rei,,esentation 

C stated no, C ooly spoke to attorney 

CRR-GL asked ff C wia allow Nissan oppommfty to wor1< with C towards resolution 

C stated yes 

CRR-GL placed Con hold 
CRR-GL rerumed to C and asked ff C is recording this cal 

C stated no 

CRR-GL informed C that case will be updated and CRR-GL wil emai the specialists handling the case 
CRR-GL asked ff C would i ke ftrtler documentation 

C stated C brought in veh twice last summer and had to get loaner veh both times 
C stated C was under refunded for one of those loaner vehcles, alter Cs veil was held for six weeks 
C stated C believed C was owed $200 for loaner veil refund 

CRR-GL provided agent id 
CRR-GL asked ff CRR-GL can assist ftrtler 

estated no 

Call ended murualy 

Created By~ Kathrvn I ndwikomki (2/15/2018 5:56 PM) 
... [Added after the case is closed.] •-
SMS-KL documenting Cs social media activity via Facebook Convnenl 

C: WARNING: I have a 2017 Rogue .... ft has break assist. ... ft stops on fts own with nothing in frontofyou ... il's happeoedttvee lines .... the people at dealership say it's a known issue but When I brought ft to Nissan 
specialist, claims it's fine. Again wor1<:ers at Nissan know there's an issue, said they've had many Rogues in for same issue (usualty happens at rail road track crossing) but do not have a fix .... when you contact Nissan you 
get the run around ... .l advise to look elsewhere for a new car 

Created By: Kathryn Ludwikowski (2/1512018 2:39 PM) 
.... (Added after the case is closed.] --
SMS-KL documenting Cs social media activity via Facebook Private Message. 

C: Is there any other advice to offer? I don't -,t to work with Brandon again 

✓ SMS: Michael, 

Dur Consumer Affairs department will be able to assist you furthef by caling the previously provided number. 

All the bes~ 
Samantha 

Created By: Kathryn Ludwikowski (2/151201812:11 PM) 
.... (Added after the case is closed.] •-
SMS-KL documenting C's social media activity via Facebook Private Message. 

✓ C: I did reach out to him .. .I can forward emails .... he said nothings wrong and my case was closed 

C: I see on websites people 00(1'lpi!aining about the same thing .... three workers at the dealership said there was an issue .... it's like no one higher up wants to ack.nowtedtJe it. ... and now I paid for a higher model for features 
I can'Vsuggested not to use 

✓ Created By: Carrie Featherstone (2/151201811 :50 AM) 
..,.. (Added after the case is closed.] --
SMS-CF documenting C's Facebool< Private Messages: 

C: My VIN is: SN1AT2MV9H<alllll 

C: 

C: Titled in my name, 

C: I also have statements from Citi>ank showing 2 del)osfts for loaner cars I had to lay oul ... and only one refund 

SMS: Michael, 

Thank you for returning with these details. It has allo.ved us to locate your recent case - with ocx Consumer Affairs department, and we see that you last received communication from your Specialist on Jan. 25. 
We want to encourage you to speak again with him by calfing 1~ 1SSAN-1, Mond~ riday from 7 a.m. to 10 p.m. and Sarurday from 7 a.m. to 5 p.m. CT and referencing your case number. We will make sure 
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that any feedback you wish to have provided is documented in your case. Please don't hesitate to also alert your Nissan dealer to any future concerns. 

We appreciate yoo reaming out to us, 
Audrey 

Created By: Kathryn Ludwikowski (2/15/201811:0SAM) 
.... (Added after the case is closed.] --
SMS-KL documenting C's social media activity via Facebook Private Message. 

Page 5 of 9 

C: Hello, you wanted a private message ... .l've had a temble experience with a dealership (Nissan 112) in Patchogue NY, and I spoke with a Brandon from Incident investigations and got no where ... .l was bounced 
between different departments fO< days ... .l'm just so frustrated. I paid extra fO< additional features and the dealership just tells me rum them off until their is a fix . .. and then the specialist says there's nothing wrong ... and 
when I go to the dealership they say it's a known issue 

✓ C: I laid out 400$ for loaner cars and only gol 200$ back .... .l was without my car 1or almost two months and was told oh well .... awfut customer service 

SMS:Hello-

ln order 1or us to propef1y lool< into this matter, we ask that you reply with the previously requested infO<mation. Alternatively, fO< immediate support, a Specialist is available by calling 1-800-NISSAN-1 , Monday through 
Friday between 7 a.m. and 10 p.m. or on Sarurday from 7 a.m. to 5 p.m. CT. 

Thank you, 
Samantha 

Created By: Carrie Featherstone (2/15/201810:11 AM) 
""' [Added after the case is ck>sed.) .._ 
~S-CF documenting C's Facebook activity: 

✓ C: Nissan 00 NOT BUY. I own one and there is an issue with the Forward Breamg System . .. even an employee told me they know there's an issue but no fix so they dismissed my case and said ~ng was fine. 

SMS: Michael, we enoooo,ge you to send us a Private Message with further details, your VIN, any case numbeB and the name oo the title. In the meantime, we welcome you to connect with a C<lolsumer Affairs Specialist 
by callilg 1-800-NISSAN-1, Monday through Friday from 7 am. to 10 p.m. and Saturday from 7 am. to 5 p.m. CT. Thank you. 

Created Bv: Rrandop Johnson 11125/2018 12:59 PM) 
""'[Added after the case is closed.).._ 

and left vmx. ARBS placed outbound caD to ··"""~ 

✓ :~~~ ::: : ! ~~:~~ ~r:~~e(; detects oo C's veh. 
ARBS stated that the FEB system was tested an inspected and foond to be fully functional. 
ARBS provided ARBS contact# and hotn of operation. 
Vmxended. 

Created By: Brandon Johnson (1125/2018 12:50 PM) 
✓ ... (Added after the case is closed.] •" 

ARBS received vmx from C. 

✓ ;~~~~sii:::= Johnson 1112512018 7:38 AMI 

Created By: Brandon Johnson (1125/2018 7:38 AM) 
ARBS placed outbound cal to ' and left vmx. 

✓ ARBS stated that ARBS had a rc::5Uluuuu tu1 '-- ;:s case. 
ARBS provided ARBS contact# and hotn of operation. 
Vmxended. 

Created Bv: Fthap ApdefllQQ 1112412018 4:17 PM) 
~CASE SUMMARY'-
C contacted Nissan CA requestilg assistance with case update 

CRR-EA advised C the Case has been documented and emailed ARBS 

Set follow up date to 01/25/2018 

Created Bv: flb@P Andeq\on 11/2412018 4:16 PM) 
CRR-EA VERIFIED Account Info including: C's name, home & emai address, phone# & best contact# 
CRR-EA VERIFIED VEH Info including: VIN# 
CRR-EA CHECKED 1or open recalls/campaigns and tound: none 
CRR-EA CHECKED 1or previous UNRELA TEO Case(s) and found:­
CRR-EA CHECKED previous RELATED Case(s) and found: none 
CRR-EA NOTED concern is: case update 
CRR-EA received caD from: Mr. 

C stated C just asked for update on case 
C stated C got a letter in the mail stating the VEH concern oouldni be resolved or duplicated 
C woukl like to know what is going on with case 

CRR-EA understood 
CRR-EA asked C to hold 

I c accepted 

CRR-EA thanked C 
CRR-EA provide C with Agent ID and Case# 
CRR-EA noting C spoke to ARBS and notes stated that if C has concerns to contact ARBS 
CRR-EA told C that tt was left in a voicemail but CRR-EA wil sent email to ARBS 

C understood 

CRR-EA offered further assistance 

C declined 

CRR-EA branded can 

Call ended murualy 

✓ Created By: Brandon Johnson (1/2312018 8:40 AM) 
ARBS closilg C's case as NNA found no manulacllJrer's defects with the FEB system on C's veh. 

Created By: Brandon Johnson (112312018 8:40 AM) 

~~~~ ~~= =~ :,,1~ ,£it&! & [ s case and left vmx. 
ARBS stated that ARBS had sent Ca resolution letter. 

" ARBS stated that ooce C got that letter 1or C to read over that letter. 

✓_ 

ARBS stated fO< C to contact ARBS back if C had any questioos or concerns after reading over that letter. 
ARBS provided ARBS contact# and hotn of operation. 
Vmxended➔ 

Created Bv: Rrandop Johnson 11/2312018 8:37 AM) 
ARBS attached PL resolution email, PL resojufion letter and Fedex label. 

ARBS sent PL resolution letter to C via Fedex. 
Tracking#: 7712-9889-5189. 

✓ Created Bv: Rrandop Johnson 11/15/2018 9:26 AM) 
ARBS received email from DTS-KM stating that the UR had been uploaded to the FTP site 1or review. 
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ARBS setting case for 1/29/2018 to wait for Pl resolution. 

✓ Created By: Brandon Johnson (12/191201711 :30 AM) 
ARBS setting case for 1117/2017 for inspection to be completed. 

,/' Created By: Brandon Johnson (12/191201711:29 AM) 
ARBS emailed DLR-NISSAN 112 SALES CORP S~amed Khan inspection date and time via emai: mkhan@nissan112.com. 

Created By: Brandon Johnson (12/1912017 11:25 AM) 
✓ ARBS placed outbound cal to DLR-NISSAN 112 SALES CORP 

ARBS received SM email of mkhan@nissan112.com from DLR se~ ... y. 
Call ended. 

and ARBS was ooable to reach SM-Mohamed Khan. 

Created By: Brandon Johnson (12/191201710:57 AM) 

✓ ~~~~ := =~ :,,t~;-11111,,®J £!£! 1!21 lo at 1200 PM EST at DLR-NISSAN 112 SALES CORP. 
C undefstood and Cls that the inspection date and time 1M>Uld wor1< for C. 
ARBS understood and ARBS stated that ARBS would make the DLR service department aware. 
C understood and call ended. 

✓ ;~~~~'!W}'f req°!j':\90 f12/1812017 11 :33 AMI I Last Modified By: Bragdon iPDPl90 (12/1812017 11 :33 AM) 

✓ 

Created By:...,""'""-""'!""",!' 

~~~~~i:=~~~~~~ ~~il!JIJZ&Jl~ete~. 
C agreed and ARBS completed probe questions. 

ARBS asked for C to explail the most recent incident with C's veh FEB. 

C/s that C's coum Alissa Ayers was driving (C was in the passenger seat) on Middle Country Road headed -ards Interstate 112. 
C/s that C's coum was going about 20 mph around a bend. 
C/s that the veh broke on its own. 

C/s that the veh was trying to stop because C could hear the brakes grinding. 
C/s the braking concern occurred for around two seconds. 
C/s that after C's cousin was abre to drive the veh home with no problems afterwards. 

C/s that C did not see any lights on the dashboard or hear any audible noses from the veh from the passenger seat where C was. 
C/s that there were vehs ccwning towards C's veh but no one was directly in front or behind C's veh. 

ARBS stated that NNA would like to send an inspector to loo« at C's veh. 
ARBS stated that the NNA IIR process was a six to eight week long process. 
ARBS stated tt could be two to lo..- weeks before NNA coold get an inspector out to look at C's veh. 
ARBS stated that after inspection was completed NNA had two to four weeks to review the inspection report 

C understood and C/s that C would like to lollow NNA's inspection process. 
ARBS stated that ARBS1M>Uld reach out to the inspector for DLR-NISSAN 112 SALES CORP and oontact C backonceARBS had a date and time for C's veh inspection. 
C understood and C inquired about a rental veh. 
ARBS stated that ARBS could get with DLR about that now or after ARBS had a date and time for C. 
C/s that C would wait until ARBS had a date and time. 
ARBS understood and call ended. 

,/' ;~":~~J~!~ :cnson (12/1812017 10:43 AM) 

✓ :.;~~r}!randon Johnson (12/1812017 9:46 AM) 

,/' ;~":~~~~ =t 1m'~~:~~1.::~~:~:!~p wtth C. 

✓ . ,andon Johnson (12/1812017 9:30 AM) 

ARBS-BJ called customer no answer was made ARBS left a message stating name and numbe<for C to call ARBS back vmxended. 

✓ :0:~~~.!?1!~1¾1:~~~~~E, UNDER REVIEW, PENDING PROBE VERIFICATION-"--"-­

Created By~ Samantha Pixon 1121151201110:41 AM) 
Vehide ooncems-Emergency Braking System 

~~~~;.=k2: ~~~~=2 -~I on 12/15/2017 at 8:35am. 

RCAS-MS ADVISED 'Tois call may be recorded for quality and training-·· 
RCAS-MS stated that RCAS-MS did receive CUstome(s e-mail about the Forward Emergency Braking oonoern happening again. 

Customer agreed. 

RCAS-MS asked Custome, to describe exactly what happened when the event occurred. 

Customer stated that the event happened on Thanksgiving night/84ack Friday morning while Customer was out shopping. 
Customer stated that CUstomer was driving down Middle Country Road and once the vehide was getlilg on 112, the vehicle started trying to brake. 
Customer stated that after a couple seconds, everything was fine and Customer was able to get home. 

RCAS-MS understood. 
RCAS-MS asked Customer if the vehicle came to a complete stop or if the vehicle tried to stop. 

Customer stated that the vehicle tried to stop. 

✓ RCAS-MS asked Customer if any lights i luminated or any sounds could be heard. 

Customer stated that no lights came on and Customef doesn't remember if there were any sounds. 

RCAS-MS understood. 
RCAS-MS asked Customer how many times the ooncem has taken place. 

Customer stated that the concern has happened three times toeal. 

RCAS-MS understood. 
RCAS-MS stated that RCAS-MS will get the case routed to the appropriate department at this time. 
RCAS-MS stated that CUstomer will be contacted within the next day or two regarding the case. 
RCAS-MS stated that CUstomer will need to have 20-30 minutes available to speak. 

Customer undef'Stood. 

RCAS-MS asked Customer if Customer has any other questions at this time. 

Customer declined. 
Customer thanked RCAS-MS. 

Call ended mutuaBy. 

Created By: Marktta Scott (12/13/201711:01 AM) 
RCAS-MS placed outlxlund call to Customer a 

✓ Customer did not answer. 

on 12/13/2017 at 10:58am. 

RCAS-MS left VMX with direct oontact information, ,-t for cal back, and follow up date of 12/15/2017. 

✓ ~~~~~=~~k~:w 1t!!~::.o:: ~~~with TL-GD and potentially close for 12/0112017. 
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co 11/22/2017 at 10:42am. 

Customer did not answer. 

RC~S left VMX witl1 update regarding case and direct cootact infoonatioo. 

Created By: Markita Scott (11/16/201711:14 AM) 
✓ RC~S noting that no VMX:s from Customer ha"" been re<eived and no update from Region has been provided. 

RC~S setting case follow up for 11/22/2017. 

✓ ~~~,i~:~~i::~n~1!
20

~
7 
:;:,. ":'."Jates at this time and RCAS-MS is waiting on further direction from Region 

✓ ~~~,i~:~~~~n=
2.,%20

~
7i;;.!.. ":'."Jates at this time and RCAS-MS is waiting on further direction from Region 

✓ ~~~~;J't~~~ ii: Z~':='~:-!'s to provide regarding FEB coocem. 

~~~~;.::t2: : :~~~![~8 :,Ml co 10/18/2017 at 10:05am. 

RC~S ADVISED 'Tois call may be re<aded for quality and training pt.rpOseS." 
RC~S asked Customer ii Customer received RCAS-MS's VMX that RCAS-MS had left co 10,,13/2017. 

CUstomer declined. 

RC~S stated that at this time, RCAS-MS is pending any review for reimbursement ootil an update is provided by NNA. 

Customer understood. 

✓_ RC~S stated that CIJstome(s case will remain Ol)eO and RCAS-MS wil make contact as updates are provided. 
RC~S stated that CUstomer has the option of getting a loaner vehicle ii Customer would like to also. 

CUstomer understood. 
Customer thanked RCAS-MS. 

RC~S asked Customer ii Customer has any questions at this time. 

Customer declined. 
Customer thanked RCAS-MS. 

Cati ended mutual y. 

Created By: Markita Scott (10/1312017 10:48 AM) 
RC~S placed outllound call to Customer a 

✓ Customer did not answer. 

co 10/13/2017 at 10:45am. 

RC~S left VMX providing update in case, direct contact in1ormation and follow up date of no later than 10/18/2017. 

Created By: Markita Scott (10/1312017 10:48 AM) 
✓ RC~S reviewed case witl1 TI.-GO and to date, RCAS-MS to offer loaner vehicle for CUstomer but RC~S not to offer any reimbursement towards monthly payment. 

Created By: Markita Scott (10/11/2017 2:34 PM) 
✓ RC~S discussed case with TI.-GD and RCAS-MS will set folow up date for 10/12/2017 to make cootact with CUstomer. 

Created By: Markita Scott (10/4/2017 12:28 PM) 
RC~S is closing case as no fi.l"ther assistance can be offered at this time. 

-CASE SUMMARY-
✓ Customer contacted Nissan regarding coocern with Forward Emergency Braking activating at random without cause. 

STATEMENT OF DECISION: 
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RC~S advised Customer that at this time, FOi and DTS inspection has been completed and resolution is under investigatioo at this time. Customer has been advised to deactivate feature while driving ootil othe<Wise 
updated. RC~S to review for reimbursement once update provided and POP for monthly amomt received. 

Created By: Markita Scott (10/4/2017 12:24 PM) 
RC~S placed outllound call to Customer •Ii■■■■ co 10/04/2017 at 12:24pm. 

✓ Customer did not answer. 

✓ 

RC~S left VMX witl1 direct cootact infoonatioo. 

Created Bv: Morktt• Scott 110/312017 9:36 AM) 
RC~S placed outllound call to Customer a co 10/03/2017 at 9:23am. 

RC~S ADVISED 'Tois call may be re<Xl<ded for quality and training pt.rpOseS." 
RC~S stated that RCAS-MS wanted to follow up witl1 Customer regarding the inspectioo that was completed last week. 
RC~S asked Customer ii Customer was contacted by DTS.KM. 

Customer confirmed. 
Customer stated that CUstomer was cootacted by DT=M then by an SA from the DLR. 
Customer stated that CUstomer was ad\lised to disable the feature until more iniormation is provided. 

RC~S understood. 
RC~S stated that ~ is recommended that Customer disal)je the feature as the coocem is being investigated fur111er by NNA Engineering. 
RC~S stated that once additiooat in1ormation is provided, Customer wil be provided with that in1ormation. 

CUstomer understood. 

RC~S asked Customer ii Customer has any questions at this time. 

Customer stated that CUstomer would like RCAS.MS to look into providing Customer with ~ for the time that Customer was without Customefs vehicle. 

RC~S understood. 
RC~S asked Customer when CUstomer officially picked vehicle up from the DLR. 

Customer stated that the vehicle was picked up from the OLR as of 09/19/2017. 

RC~S stated that RCAS-MS will get with DLR regarding the date that the repair order had been opened. 
RC~S asked Customer to send RC~S a copy of monthly finance paymenL 

Customer understood. 
Customer thanked RCAS-MS. 

Call ended mutualy. 

~~~~;.=k2~~ :~~~~t~ ~~l co 09/29/2017 at 9 :50am. 

✓ Customer did not answer. 

RC~S left VMX witl1 direct cootact infoonatioo and follow up date of 10/03/2017 

✓ Created By: Markita Scott (9/20/2017 10:23 AM) 
RC~S placed outllound call to Customer •i■■■■ co 09/20/2017 at 10:17am. 

RC~S ADVISED 'Tois call may be recorded for quality and training pt.rpOseS." 
RC~S stated that CUstomer can drop vehicle off in the morning of 09/23/2017 and pick up a loaner vehicle. 
RC~S stated that Customer can speak directly witl1 ASM-l'lick as the DLR is going through a change in SM'S. 

Customer understood. 
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RCAS-MS stated that RCAS-MS will be following up with CUstomer on 09/26/2017 once the report is provided to RCAS-MS. 

Customer asked RCAS-MS if there were more than one llehicle having the concem. 
CUstomer stated that the lady at the DLR was l.ll8ble to find any other vehicles experiencing similar coocems. 

RCAS-MS stated that the vehicles are spread oot at multiple DLR's in the area. 

Customer understood. 

RCAS-MS asked Customer if Customer has arry other questions at this time. 

Customer declined. 

RCAS-MS stated that CUstomer can call RCAS-MS if arry other questions should come up. 

Customer thanked RCAS-MS. 

Call ended mutualy. 

✓ ~~~~~~~•;~/l%'f ~~~7i!,;~~~ at 8 47am asking if Custome< can drOP llehicle off on 09/22/2017 for DTS inspection on 09/25/2017. 

~~~~;=·~ :1~~~~~=?it on 09/19/2017 at 8:38am. 

RCAS-MS ADVISED 'Tois call may be reoorded for quality and training pirposes." 
RCAS-MS stated that RCAS-MS knows that Customer spoke with RCAS-MS's colleague last week regarding Customer's DTS inspection. 
RCAS-MS stated that RCAS-MS also sees where Customer e-01ai ed in on 09/18/2017 regarding the inspection. 

CUstomer confirmed. 
Customer stated that CUstomer will not be al)je to make the inspection on 09/25/2017 bu1 wanted to know if CUstomer can drop the vehicle off at the DLR and get a loaner vehicle . 

.,,. RCAS-MS understood. 
RCAS-MS stated that RCAS-MS will follow up with the DLR and see when Customer can drOP llehicle off and get a loaner vehicle. 
RCAS-MS stated that CUstomer will need to be al)je to be cootacted by phone once the inspection has con duded. 

Customer understood. 

RCAS-MS stated that RCAS-MS will ched< in with the DLR and get back with Customer regarding the loaner vehicle. 

Customer thanked RCAS-MS. 

Call ended mutualy. 

Created By: Janisha Wilkerson (9/1512017 9:38 AM) 
SRCAS-IW called C •I 

SRCAS-IW asked C if C could conflm the DTS apt oo 9-25 at 10 AM at the dlr 

✓ C stated C has to speak to C's boss to see if C can get off wor1< 

C stated C will cal RCAS-MS back with details 

SRCAS-IW is moving case follow up to Wed 9-19-17 to a llow C time to respond back to RCAS-MS 

Created By: Janisha Wil kerson /12/2017 3:59 PM) 
SRCAS-IW called C a 

✓ SRCAS-IW left voicemail message asl<ing C if C can confum the apt that is scheduled fo,9-~17 at 10AM at dlr 

SRCAS-IW left vmsg for C to return cal including RCAS-MS contaci numbet11■■■1 hours of operation, and case number 

✓ Created By: Markrta Scott (9/8/2017 9:11 AM) 
RCAS-MS received VMX from Custome< on 09/07/2017 at 5:20pm requesting a call back regarding Custome(s loaner vehicle . 

Created By: Markrta Scott (8/28/2017 10:45 AM) 
RCAS-MS VERIFIED C's name, mailing address, e-mail, phone#, vehicle 
RCAS-MS CHECKED for open recalls/campaigns and found: None 
Previous UNRElATED Case(s) Found: None 
Previous RELATED Case(s) Found:-
RCAS-MS ADVISED 'Tois call may ~ for quality and training pirposes." 

RCAS-MS placed ootbound call to Custome, •I on 08/28/2017 at 10:35am. 
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RCAS-MS stated that RCAS-MS is Customer's Regional Consumer Affairs Case Manager and in short, that means that RCAS-MS is Customer's point of contaci with Nissan Corporate regarding Customer's concerns or 
questions with llehicle o, DLR. 
RCAS-MS offered direct contaci info,mation. 

Customer stated that CUstomer cannot write that information down at the moment 

RCAS-MS stated that RCAS-MS will send the information via e-mail. 

CUstomer undef'Stood. 

RCAS-MS confirmed CUstomer's concern and request. 

✓ Customeragreed. 

RCAS-MS stated that RCAS-MS can review for reimbursement -ards the payments made while -cie is down at the DLR, however, the inspection must be completed before RCAS-MS can do so. 

Customer undef'Stood. 

RCAS-MS stated that RCAS-MS will continue to follow up with Customer throughout this process as well as the DLR. 

CUstomer understood. 

RCAS-MS asked Customer if Customer has any other questions at this t ime. 

Customer decliled. 

RCAS-MS stated that RCAS-MS will follow up with Customer cioser to the time of inspection. 
RCAS-MS stated that if Customer has any question in the meantime, Customer can contact RCAS-MS directly. 

CUstomer understood. 
Customer thanked RCAS-MS. 

Call ended mutualy. 

Created By: Rebecca B lanchard (8/2512017 6:24 PM) 
SCRR-RB < VERIFIED> Account Info including: C's name, home & email address, phone# & best contaci# 
SCRR-RB CHECKED for OPen recals/campaigns and found: 0 
SCRR-RB CHECKED for previous UNRELATED Case(s) and found: 0 
SCRR-RB CHECKED previous RELATED Case(s) and found: 0 

SCRR-RB NOTED concern is: Update on case 

SCRR-RB received inbound call from C 

C stated that C was supposed to rece;ve a follow up on 8123 bu1 neve, did 

SCRR-RB advised C that an RCAS agent attempted to contact C on 8/23 bu1 was unable to leave a VMX 
SCRR-RB advised C that the follow up is for 8/28/2017 
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C understood 

SCRR-RB aslted if there was anything else C needed assistance with today 

C declined 

SCRR-RB provided agent ID 

Call ended mutualy 

BEST CONTACT 

✓ ~~~~;.::,:~~ ~~~~~~ ~ ~ncy braking system and DTS inspection request will be placed so lhat veNcle can be inspected by DTS and FOi. 

~~~~;.=•2: :~~~~~:IPM) on 08/23/2017 at 2:14pm. 

~ Customer did not answer. 

✓ 

RCAS-MS unable to leave VMX as VMX is full. 

RCAS-MS setting follow up date forOS/28/2017 as RCAS-MSwill be 000 on 08/24/2017. 

Created By: Markita Scott (812312017 2:13 PM) 
RCAS-MS placed out!Jound call to Nissan 112 on 08/23/2017 at 2:10pm and spoke with SA-Gabby. 

SA-Gabby stated that Ille vehicle is at Ille DLR for eme,gency braking concern. 
SA-Gabby stated lhat NNA Engineering will be at Ille DLR to inspect Ille coocem lhe weel< of 09/19. 

Created By: Kelli Donovan {8/23/201711:03AM) 
RCAS-Kd placed call to Nissan 112 and spoke to SA-Robert. 

✓ SA stated lhat SA wil have to get with SA-Gabby on these and get back to RCAS. 

RCAS provided RCAS-MS contact. 
RCAS thanked SA. 
Call ended mutualy. 

Created By~ Alina Ki093t00 18/22/2017 2:42 PM} 
CRR-AK VERIFIED Account INFO Including: C's name, home & email address, phone # & best oontact # 
CRR-AK VERIFIED VEH INFO Including: VIN#, current mileage, and warranty & se<Vice history 
CRR-AK CHECKED for open campaigns/recalls & found: 0 
CRR-AK CHECKED for previous UNRELATED Cases & found: 0 
CRR-AK CHECKED for previous RELATED Cases & found: 1 -

CRR-AK NOTED concern is: Goodwil Reimbursement Request 

CRR-AK received inbound call from C. 
C stated VEH has been in DLR for 28 days. 
C stated C wont be getting VEH till September because DTS wil be coming down. 
C stated C has to continue to make payments. 
C stated NMAC adVised C to inquire about ~ for VEH being at DLR for so long. 

CRR-AK advised C lhat CRR-AK will send Case to RCAS & C wil be oontacted by 08/23/17. 
C understood. 

CRR-AK provided C with Case#, first name & agent ID. 

CRR-AK offered fur111er assistance. 
Cdeclined. 

CRR-AK thanked C for caling Nissan Const.mer Affairs. 
Call ended mutualy. 

Best Contact#: ... 
VIN: SN1AT2M 
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Case Categorizations 

Action ea..~# c..tego,y Description 

NISSAN PRODUCT 
INQUIRIES 

Subcategory Description 

ROGUE 

Symptom Description 

GENERAL INQUIRY 

UNABLE 
DIAGNOSE/DUPLICATE 

Case Categorizations Help 

Majo< Component Code Category Date Symptom Code Catego,y Code Subcategory Code Concern Code 

Forms 

Action Fonn -A Sack To Top 

BRAKES 

Request Type 

IIR 

INTEWGENT BRAKE 
ASSIST (IBA) 

Cn,atedBy 

OF 

26 

Mar1tita Soot!. 12/15/2017 8:54 AM 

Nways show me more records per related list 

8/22/2017 

10/4/2017 

ZR 

WT 

/>Z. 

AD 
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328000 

Created Date 
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• Search ... Search Derek Latta Help & Training All Tabs 

Home Accounts Ideas Dealer Locator Literature Requests Console Cases Home Reports Dashboards Articles Profile Feed Profile OVen,iew Comments Export Warrant) 

- Customize Page I Printable Vrew I Help for this Page 

Show Feed 

Case Detail 

Account Name 

Contact Email 

Home Pl1one 

Letter Se-nt Date 

Letter Received Date 
-

Follow Up Date 10/5/2017 

Supporting Documents 

CA Muttiple Repairs 

Social Media Involvement 

Martiz Custome< Id 

Case O#nH location Franklin 

Case ~""Y I/it! I Case ConYnents ~ I c..,.. Categorizations W I ,E= llll 

J Reopen Case 11 Clone Closed Case J 

Case 0wne< ■Fredcf,e King 

Type CA 

Case Origin 

Executive Refenal 

Exee>Received-Oa.te 

Phone 

Status Closed 

Datelrme Opened 9/5/2017 8:33 AM 

Date/Tome Closed 10/26/2017 11 :25 AM 

Multiple Repairs No 

Executive Summary 

Texting Status Executive Actions To Resolve 

Case Reopen Count 0 

Description Consumer Affairs Voluntary replacement for 2 repairs and 7 days down for front end collision system stiR being under engineering review. 

Call Script 

Who contacted u.s? Consumer 

#Vehicles Owned 2 

Vd'liele Purchased New 

Pre-Owned Initial Mileage 

Current Mile- 6,400 

Incident Codes . IIR REQUIRED 

lncidef'lt Date 

Sent to legal 

Accident 

Asbag 

Fire 

IIR lndic.ator 0 

IIROate 

HR 

Vehicle Information 

Vehicle JN8AT2MVUrl 

Model Year 2017 

Make NISSAN 
Model Line ROGUE 

Model Code 22617 

Dealer Detai l 

ease Servicing Dealer GARREN CITY Nl$SAN 
Case Servicing Dealer Region Northeast Region 

Bluetooth 

Related Items 

Responsible District 07 

SharedWrth 

Phone Carrier 

Phone Manufacturer 

Reported From 

Issue Categories 

Approwd Ched< Reques1s $39,802.98 

https://nissanna.my.salesforce.com/5000G00001Fl28FQAR 

Vehicle Maintained Location GARDEN CITY NISSAN 
Previous Repai.r Date 

Previous Repair Location 

Related Vehicle Make Nissan 

XTIME Appointment Numb« 

Rollowf' 

Property Damage 

Injury letter 

Nootber Injured 0 

RHR Started 9/27'2017 

RHR C«npleted 9/28f2017 

Customer Document Requested 

Date Requested 

Customer Document Received 

Date Received 

Part Numb« 1 

Beyond Basic Warranty Miles 1 O 

Beyond Basic Warranty Months1 5 

Beyond PT WalTal'lty Miles1 0 

Beyond PT Warranty Months 1 O 

Data Net 

Oatanet Deal« Date 

Dealff Instructions Customer Contact 

Requested Dealer Action Please review. 

Bluetooth Ticket Status 

Phone Model 

Phone Operating System 

Goodwill Offered 

VCAN 

Goodwill Processed 0 

Vehicle Service Contract 

VSC Reprint Request Email 
.J 
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Sales & Service Campaign Specific Information 

Hot Alert Date 

LS Response rime 

Vert>atims 

Alert Trigger Verbatim 

Survey Verbatim 

Deale< Action History 

NNA Notes 

Customer Conversation Notes 

DTS Inspection 

Contact Name 

Home Phone BEST 

WO<l<Phone I,,_ 
Mobile Phone 

Email 

Attemate Email 

OTS Inspection Date OTS Inspection Date Confirmed? 

DTS Request Type Notes for OTS (Vehicle Concerns) 

Inspection Time/Notes Appointment Time: 

Notes to Agent 

System Information 

Subject 

Created By 

Last Mocfrfied By 

CUSTOMER:- PHONE:- VIN: 
JN8AT2MV1~ 

Lisa Duffney 9/512017 8:33 AM 

NNAill, 9118/2019 9:22 PM 

Case Record Type CA Oosed Case 

Days Closed 950 

ActionC- NTSC 

Whal action was taken? SC Voluntary NNA Trade/Repurchase - NNA Inventory - 2 veils 

Agent Comments 

Agent Comments #RHR. 

Case History 

Dale 

Agent Next Step 

User Ac6on 

I Reopen Case I ! Clone Closed Case! 

10/26/201711:25 AM Freddie King Changed Status from Open to Closed. 

Closed. 

10/13/2017 3:26 PM Freddie King Changed Description. 

Root Cause 

Root Cause Code 

Root Cause Code (2) 

Document ID 

SCMV 
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Ca-se History Help 

10/6/2017 8:48 AM Freddie King Changed Subject from CUSTOMER:--PHONE: VIN: JN8AT2MV1H~ CUSTOMER:--PHONE:- VIN: JN8AT2MV1H 

10/4/2017 9:58 AM Freddie King Changed Subject from CUSTOMER:--PHONE:- VIN: JN8AT2MV1H~ to CUSTOMER:--PHONE: VIN: JN8AT2MV1H 

Show more • I~ 

Case Comments 

Pubic C«nmenl 

I 

Created By: Freddie King (10/26/201711:25AM) 
ARBS closing case lor Moriey surrender is set for 10/26/17 

Created By: Freddie King (10/17/2017 4:16 PMI 
ARBS sullmitted case to Mo<1ey 

ARBS called C and provided C with the next step 

ARBS advised that the case is now with Morley and they will call C to set up the sooender date. 

Cati ended motual y 

Dealer. 25,001 .61 
COj)rull Autofinanoe: 14,801.37 

Created By: Freddie King (10/16/201710:45 AM) 
I ARBS separated docs and attached to the case per Angie M lor approval. 

ARBS attached registration, payment history, account info to the case 

Created By: Freddie King (10/16/201710:43 AM) 
ARBS made cooectioo to the SOC docs that reflected the incorrect VIN. 

I ARBS sent a copy to the C to sign bearing the correct infonnatioo. 

C called and acknowtedged that he has received the email and will fax the sign copy back 

Created Bv: fcedgi• Kjng (10/13/2017 3:56 PM) 
Servioe Manage, 

Jimmy Lennon 

11nvny.lennonbnissanofgardencity.oom 

Created By: Freddie King (10/13/2017 3:26 PM) 
Vehicle ~ncy Braking System 

Created By: Freddie King (10/13/2017 3:21 PMI 
ARBS spoj<e with C and since Capital One does not allow lor SOC 

C will refinance the remaining portion of the payoff 141801.37 and the upgrade charges of 3,000 

Nissan will cover the remaining cost that is due to the dealersllip25,001.61 
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ARBS wil begin the process to subrrit tile check for approval 

Created By: Freddie King (10/12/2017 2:21 PM) 
ARBS attached signed SOC doc and tittle app to tile case 

Created By: Freddie King (10/12/2017 2:21 PM) 
ARBS returned phone call to the C. 

C was asking ff ARBS receilled the fax docs 

ARBS confirmed and advised C that I will be in contact ooce I have processed the info. 

Created By: Freddie King (10/12/201712:57 PM) 
ARBS created SOC documents for the dealership and emailed it over to Sales manager Nicholas. 

ARBS called C to oonfirm that he is ol< witl1 tile rel)iacement vehicle. 

• C oonfirmed tile vehicle 

ARBS advised tllat I will be emaiing to replacement documentation for him to review and Sdgn. 

C agreed and tile call ended mutually 

Created By: Freddie King (10/12/201712:33 PM) 
ARBS noting replacement vehicle and Vin. 

2017 Nissan Maxima 

Vin: 1N4AA6AP1~ 

Created By: Freddie King (10/10/2017 4:02 PM) 
Rel)iacement 
Invoice Price $39,060.00 
Sales Tax $3,407.96 
Inspection Fee $10.00 
Reg Fee $250.00 
Dealers opt fee $75.00 

Total Purchase Price $42,802.96 

Less Upgrade Costs $3,000.00 
Less Payoff Amount$14,801 .37 

Total C Participation $17,801.37 
Less Rebates 
NNA Amount to Dealer $25,001 .61 

Created Bv: frgddj• Kjng (10110/2017 4:01 PM) 
ARBS noting payoff witll Capital One 
141801.37 
Per Diem $0.77 
Pay off Good thru November 8, 2017 
Acoount# 

pay off address 
Capital One Auto Finance -Attention Payoff0 

2525 Coqxxate Place Surte 250 
Monte,ey, CA 91754 

Phone 

Created By: Freddie King (10/10/201712:50 PM) 
ARBS called C to advise tllat I spoke witl1 Nicholas and he will send CNe< tile invoice and buyers oroer to me. 

ARBS provided the updated the C on tile SOC process. 

ARBS asked C where did the incident take place 

C stated tllat rt happened 4 tines and eacn time was on a main road and tile lights are not hanging low, for tlley were just cllanged oot by tile city. 

Created Bv: frgddj• Kjng (10110/201712:31 PM) 
ARBS calling Nicholas from the email asking for me to call. 

I Nicholas advised tllat tile vei.ae is a Maxima that is 42,000 and tl1ey are seli ng tile vehicle 3,000 under oosl 

The Cwil cover3,000 and we will purcllase the carfor36,020. 

Nicholas wil send over the buyers order for and invoice for approval. 

Created By: Freddie King (10/6/2017 2:0S PM) 
ARBS spoke witll C and he does nol want to get bad< in the car now 
ARBS was advised that capital ooe will not do the SOC 
ARBS advised tllat we would have to follow to refinance option ff he still wants to replace tile vehicle 

SM Nicllolas will reacll oot and see who can he get tile best interest rate for tile C from . 

Created Bv: frgdd j• Kjng (1016/201712:24 PM) 
ARBS received a cal from Nicholas and C advising that he just wants to remain witl1 following tile rei,lacement process. 

ARBS advised tllat tile C wil have to call capital one to confirm n a SOC is avail. 

ARBS advised tllat I will need tile buyers ocder for the car for processing the dealership is selling the to us under inll<lice. 

ARBS asked for Nicholas to send a-,e, tile buyers ocder after speaking witl1 capital one 

Created By: Freddie King (10/6/201711:34AM) 
ARBS called Sefvice manage, to advise of tile rental for tile C while the repair is being researclled 

ARBS spoke with SM Jimmy and advised that we are wanting to place the C in a rental for the time that is required k>r the engineers to finalize the research for the repair. 

jimmy .lennon@nissanofgardencity.oom 

Created By: Freddie King (10/6/2017 9:02 AM) 
ARBS called deale<sllip to ask about a soc process fo, tile C. 

ARBS spoke witll Nicllolas CRM for the dealership 

The Customer relation mange, advised tllat his 2016 and 2017 Maxima did the same tiling he just did not think anytf>ng of rt . 

ARBS advised Nicholas that the C may be tllinking about replacing tile vehicle, but he has not made a final decision as of yet. 

ARBS sent invoice and SOC process to Nicholas. 

Nicholas 
Nichofasb@nissanofgardencity.com 
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Created By: JaCQueline Mclaughlin (10/6/2017 8:58 AM) 
DRTS-JM in receipt of custome, ltr via US Elqi<ess Mail- dated 10/3/17 and received 10/5/17 including pictures, i enholdef information release agree,nent, payoff info, Sales Agreemen~ Registration, payment 
histo,y, attached separately. 

Created By: Freddie King (10/6/2017 8:48 AM) 
ARBS called C to advise that while the engineers are working on the repair for the FEB we have the ability to place him in a loaner vehicle and once ~ed we can look at compensation for the inconvenience. 
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C advised that he is taking his wife i'rto the Dr. and wil give me a call once he has left. 

Created By: Freddie King (10/3/201712:32 PM) 
ARBS called C to infoon tllat I have received tile fax docs and have attached to tile case. 

Created By: Freddie King (10/2/2017 4:01 PM) 
ARBS called C to advise of tile case being with me and to advise oftlle optioos tllat are available. 

C stated tllat he woutd fike to replace tile vehicle and go with a Mtnno. 

ARBS advised C that he wiD research the i'lfonnation and follow up once the in1ormation is received. 

ARBS wil send email to tile C advising of tile infoonation needed. 

Created By: Mark~a Scott (10/2/2017 8:37 AM} 
RC~S placed outlxxmd call to Customer a on 10/02/2017 at 8:29am. 

RC~S ADVISED 'Tois call may be re<X><ded for qualey and training purposes." 
RC~S stated tllat CUstome(s case is still unde< review at this time. 
RC~S stated tllat tile next follow up wil be 10/05/2017, unless a decision is rendered sooner. 

CUstomer undef'Stood. 

RC~S asked Customer if Customer has any questions at tllis time. 

Customer declined. 
Customer stated tllat tile concern happened again. 
Customer stated tllat CUstomer was driving down Unioo Turnpike about 10 minutes ago and tile brakes locked. 
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✓ RC~S stated tllat RCAS-MS will add that infoonation to tile case. 

• 

-
• 

RC~S stated tllat tllere is a way to temporarily disable tile feature. 
RC~S stated tllat tile DLR can show Customer how to do tllal 
RC~S stated tllat tile leature will reset once tile vehicle is tu med off and on. 

Customer stated that is just crazy. 
CUstomer stated that CUstomer is parking this vehicle. 
Customer stated tllat one way or 8ll0tller, Customer is getting out of this llehicle. 

RC~S understood. 
RC~S stated tllat RCAS-MS will be following up with CUstomer no later tllan 10/05/2017. 

Customer undef'Stood. 

Call ended mutualy. 

Created Bv: f rgddj• Kjng (10/2/2017 8:35 AM} 
ARBS taking over case 

Created Bv: frgddj• Kjng (9/2812017 3:56 PM) 
ARBS -FK RHR Review 
State: NY 
In Service Date: 12/28/16 
DTS: Car1os Albert 
VSC: No 
Warranty Cases: No 
Carrpaigns: No 
Concern: Emergency braking system 
Days down: 27 days down (Unverified} 
Repairs: 1 repair - 3 repair attemp«s = 4 

03/25/17@4,172 miles - 14 daydown - R~ 
Concern: Front colision prevention activates premarurety" 
Actioo: No Dupl 

04/10/17@4,2 18 miles - 5 days down - R~ 
Concern: Vehicle damage on the right bumper 
Actioo: Right rear side bumper repaired (body shop) 

09/05/17@6,424 miles - 6 days down - R~ 
Concern: lM'jJe driving front end colision prevlffillftctrvates 
Actioo: Tedl removed and replaced ICC sensor and recafibrated systems 

09/26,/17@ 7,009 miles - 1 day down :J.!!!!1!11!!111. 
Concern: While driving front end colision prevenoon activates 
Actioo: No correction made (DTS involved) 

Created By: Freddie King (9/2812017 3:43 PM) 
ARBS called to speak with SA Frank pertaining to tile ticket tllat was open for 14 days. 

ARBs noting tllat SA Frank was off and was allle to speak with tile SM Will who loo«ed at tile RO tor me 

SM Will advised tllat he cannot confrm tile days down and to call back in on tomorrow and speak witll Frank 

Call ended mutualy 

Created By: Freddie Ki ng (9/28/2017 3:20 PM) 
ARBS noting from RCAS review: 

Vehide concern has been inspected by DTS-Car1os Albert and tt is known concem tllat has been detennined to be abnoonal functionalfy and is t,e;ng investigated by engineering at tllis time . 

Created By: Freddie King (9/28/2017 3:16 PM) 
ARBS-FK RHR Summary 

12/29116 12/30/16 14 miles ~ 2 days down 
1. CUSTOMER REQUESTS; ~ ERFORM NEW YORK STATE SAFETY INSPECTION 

1. PERFORMED NEW YORK STATE INSPECTION 

03/25/17 04/07117 4,220 !riles ~ 14 days down 
1. CUSTOMER PRESENTED Nl~ ARDEN CITY COUPON PERFORM LUBE,OIL AND FILTER CHANGE UP TO 5 QUARTS OF CONVENTIONAL OIL(SYNTHETIC OIL ADDITIONAL} CHECK & RESET ALL 
TIRE PRESSURES !!m 
2. C/S WHEN DRIVING THE FRONT COLLISION PREVENTION ACTIVATES ON ITS OWN WHEN NOTHING IS IN FRONT OF VEHICLE 
3. CUSTOMER REQUEST TECHNICIAN INSPECTION 

1. PERFORMED SERVICE INCLUSIVE OF MULTIPOINT INSPECTION 
2. ROAD TESTED 31 MILES WITHOUT DUPLICATION 
3. REVIEWED RESULTS OF TECHNICIAN INSPECTION 

04/10/17 04/14117 4,203 lriles ~ 5 days down 
1. VEHICLE HAS DAMAGE TO Rl~E OF REAR BUMPER 
2. CUSTOMER REQUEST TECHNICIAN INSPECTION 
3. PERFORM BRAKE INSPECTION 

1. RIGliT REAR BUMPER REPAIRED BY KOBI AUTO COUJSION 
2. REVIEWED RESULTS OF TECHNICIAN INSPECTION 
3. COMPLETED BRAKE INSPECTION 

09/05/17 09/11/17 4,203 lriles ~ 7 days down 
1. C/S THAT WHEN DRIVING THEfflmt COLLISION PREVENTION ACTIVATES ON ITS OWN WHEN NOTHING IS IN FRONT OF VEHICLE 
2. CUSTOMER REQUEST TECHNICIAN INSPECTION 

1. TECH REMOVED AND REPLACED ICC SENSOR AND RECALIBRATED SYSTEMS 
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2. REVIEWED RESULTS OF TECHNICIAN INSPECTION 

09/26/17 09/26/17 4 ,200miles ~ 1 days down 
1. C/S THAT WHEN DRJVING TH~ COLLISION PREVENTION ACTIVATES ON ITS OWN WHEN NOTHING IS IN FRONT OF VEHICLE 
2. C/S THAT CRUISE CONTROL DOES NOT REDUCE AS PER FRONT DISTANCE MAINT. 

1. NO CORRECTIONS MADE, VEHICLE DRIVEN BY DTS. 
2. NO CORRECSTION MADE, VEHICLE DRIVEN BY DTS. 

I 
Created By: Nicki Barror (9/2812017 9:03 AM} 
ORTS received the RHR. The RHR was assigned to ARBS Freddie King for review. 

Created By: Mark~a Scott (9/2812017 8:55 AM} 
RC~S received e-mail from SD-Jimmy with Ille folowing: 

✓ ■- 0l)eO 03/25/2017/dosed 04/07/2017 
- 0l)eO 04/10/2017/dosed 04/14/2017 
- 0l)eO 09l05/2017Idosed 09/11/2017 

Created By: Mark~a Scott (912812017 8:30 AM} 
RC~S sent e-mail to SD-Jimmy on 09/28/2017 at 8:29am requestilg days down for repair orders: 

✓ -
Created Bv: Morkijo Scott 19127/2017 3:25 PM 
RC~S placed outllound call to Customer at on 09/27/2017 at 3:00pm. 

RC~S ADVISED 'Tois call may be reoorded for quality and training ptMJ)OSeS." 
RC~S stated Illa! RCAS-MS spoke with DTS.CA regarding Ille inspection Illa! took place 09/26/2017. 
RC~S asked Customer if Custome, has a,ry questions regarding any of Ille information Illa! was provided to Customer. 

CUstomer stated Illa! CUstomer was advised Illa! Customer was not alooe with lllis concern. 
CUstomer stated Illa! CU.tome, does not feet safe in lllis llfflicle. 
Customer stated Illa! CUstomer wants a different vehicle. 
CUstomer stated that CUstomer cannot drive this vehicte with this safety concern➔ 
Customer asked RCA>MS what if Customer gets into an accident or gets killed in this vehicle. 

RC~S expressed understanding. 
RC~S stated that engineering is looking into this situation and RCAS-MS understands that safety is a point of ooncem. 
RC~S stated that if Customer is seeking another vehicle, there is a review that can be completed. 
RC~S informed Customer Illa! Ille process takes about 10 bus,ness days and is not guaranteed. 
RC~S informed Customer that Nissan reviews CUstome(s repair history as it relates to CUstomer's states lemon law to detennine if NNA is in a position to repurchase or replace the vehicle. 

RC~S asked Customer Ille following questions: 
Why do you want to return the vehicle to Nissan North America? 
The veRcle is not safe to drive. 

Where is the vehicle currently? 
✓ At Customer's home. 

Where was Ille vehicle purchased? 
Garden City Nissan. 

Was it pt.l°chased new or used? 
New. 

Where is the vehicle serviced? 
Garden City Nissan. 

Has the vehicle been taken to multiple Nissan dealefs? 
No. 

RC~S stated Illa! RCAS-MS will be Customer's point of contact throughout lllis process and will follow up with Customer every lllird bus,ness day until a decision is rendered. 

Customer understood. 
Customer stated that CUstomer will even lose money if it means that Customer can get into a safe vehicle. 

RC~S stated Illa! everyllling has been notated. 
RC~S stated Illa! RCAS-MS is not Ille one Illa! completes Ille review process. 

CUstomer understood. 
Customer stated Illa! Customer will wait to hear from RCAS-MS. 

Call ended mutualy. 

Created By~ Hariot Pbind33 ~ /27/2017 2:35 PM) 
CRR-HD VERJFIEO Account Info including: C's name, home & email address, phone# & best oontact# 
CRR-HD VERJFIEO Veh Info including: VIN, CUrrent Mileage: 
CRR-HD received inboond call from C 

C stated C received call from RCAS and C got cut off never got a call back 

CRR-HD stated lllat C will be contacted tomorrow 
CRR-HD asked for other ooncems 

C don't have any other concerns 
C acknowiedged and appreciated the information 

-ca1 ended mutually-.. 

✓ ~~~~';';.,:Zt~tr!~~~:,;:~ ~712017 at 9:56am providing secondary phone number of 

~~~~;.=·2~~ :~~~~~~!= ~~: on 09/27/2017 at 9:48am. 

✓ Customer did not answer. 

..(_ 

RC~S left VMX with direct contact information and folow up date of 09/28/2017. 

Created By: Markna Scott (9/27/2017 9:48 AM} 
RC~S placed outllound call to Customer •ti■■■■ on 09127/2017 at 9:47am • 

CUstomer asked RCAS-MS to hold. 
Customer discoonected call. 

Created By: Markna Scott (9/2612017 9:59 AM} 
RC~S received inbo..-.d cal from DTS-CA regarding case. 

✓ DTS-CA stated Illa! DTS-CA cannot recommend a repair at this time. 
DTS-CA stated Illa! Custome, indicates that Customer does not want to be in vehicle any~­
DTS-CA stated that Customer wishes to be in vehide that does oot have same feature. 
DTS-CA stated Illa! ooncem seems to be location speafic to Discrict 7. 

✓ Created By: Markna Scott (9/2212017 3:13 PM) 
RC~S sent DTS reminder e-mail on 09/22/2017 at 3: 13pm. 

✓ Created By: Markna Scott (9/19/2017 10:09 AM} 
RC~S sent confirmation e-mail to SD.Jimmy on 09/19/2017 at 10:09am. 

✓ Created By: Mark~a Scott (9/19/2017 10:08 AM} 
RC~S received VMX from Custome, on 09/18/2017 at 12:13pm stating Illa! the inspection time and date """1<s for Customer. 
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co 09/18/2017 at 11:37am. 

Customer did not answer. 

RC~S left VMX witl1 DTS inspectioo date and time, request for confirmation, and provided direct contact number. 

Created By: Markita Scott (9/812017 1:25 PM) 
RC~S placed outllound call to Custome< a co 09/08/2017 at 1:10pm. 

RC~S ADVISED 'This call may be J"e<Xl<ded for quality and trains,g purposes." 
RC~S stated that RCAS-MS spoke witl1 SD-Jimmy regarding tile repairs co tile -.ehicte. 
RC~S asked Customer if Customer has been contacted by the DLR. 

CUstomer declined. 

RC~S understood. 
RC~S stated that once repairs have been completed, Customer will be respoosible for picking Customer's vehicle up. 

Customer asked RCAS-MS what Nissan is going to do about a customer not feeling safe in -.ehicte. 

RC~S stated that there is a review that can take place if Customer does not feel safe in veNcle. 
✓ RC~S stated that ultimately, RC~S would stiU want the inspection to take place to detennine may be causing tile concern. 

Customer asked RCAS-MS if Customer will get a letter indicating that the -.ehicle is safe and what repairs were completed. 

RC~S stated that the vehicle repair oroe, will show tile repairs completed and will indicate that tile vehicle was test drove and is okay. 

Customer asked RCAS-MS how long tile inspection wil take. 

RC~S stated that the inspectioo typically takes an hour to an hour and a half. 

CUstomer understood. 

RC~S stated that RCAS-MS will contact Customer once an inspection has been set up for Customer. 

CUstomer understood. 

Call ended mutuauy. 

Created Bv: Morktt• Scott 1917/2017 2:05 PM) 
RC~S received e-mail from OTS.CA to call DTS.CA regards,g case. 

✓ RC~S placed outllound call to DTS.CA regarding case. 

DTS-CA slated tllat there is a sa-amble for inspectioo of certain -.ehictes witll similar symptocns. 
DTS-CA slated tllat OTS.CA is not sure tllat repair wil resolve concerns if component already operating correctly. 
DTS-CA slated tllat inspection should be set up for tile weel< following FOi inspectioo if RCAS.MS feels inspection necessary. 

Created By: Markita Scott (917/20171:08 PM) 
✓ RC~S spoke witl1 SD-Jimmy regarding case. 

SD-Jimmy stated that DTs.CA has indicated that tile repair can be completed and then vehicle should be returned to Customer. 
SD-Jimmy stated that DTs.CA is waioog for further instruction from Engineemg regarding tile concern and possible solutions. 

,/' Created By: Markita Scott (917/2017 12:57 PM) 
RC~S sent e-mail to OTS.CA oo 09/07/2017 at 12:57pm regarding vehicle concerns and rerommendation. 

✓ Created By: Markita Scott (917/2017 12:57 PM) 
RC~S sent e-mail to SD-Jimmy co 09/07/2017 at 12:56pm regarding Customer's request and informatioo regarding possible inspectioo. 

Created By: Markita Scott (917/2017 12:56 PM) 
RC~S VERIFIED C's name, mails,g address, e-mail, phone#, vehicle 
RC~S CHECKED for open recalls/campaigns and found: Nooe 
Previous UNRElATEO Case(s) Found: Nooe 
Previous RELATED Case(s) Found:-
RC~S ADVISED 'This call may and trains,g purposes." 

RC~S placed outllound call to Custome, •I co 09/07/2017 at 12:28pm. 

Page 6 of 7 

RC~S stated that RCAS-MS is Custocner's Regional Coosumer Affairs Case Manager and in short, that means tllat RCAS-MS is Custocner's point of contact witl1 Nissan Cocporate regarding Customer's concerns or 
questioos witll vehicle or DLR. 
RC~S apologized for tile delay in RC~S returning CUstome(s call as RCAS-MS was out of tile office on 09/06/2017. 
RC~S stated that the number that Customer has been caDing is RCAS-MS's direct phone number. 

CUstomer understood. 

RC~S confirmed CUstome(s concern. 

Customer agreed. 
Customer stated that this is Custome(s fi'st Nissan and Customer is scared to drive the vehicle. 
CUstomer stated that the vehicle has stopped at random three times on Customer. 

RC~S expressed understands,g. 
RC~S asked Customer if Customer could elaborate co tile events of the vehicle randomly stO!)!ling. 

Customer stated that from March to 09/04/2017, tile concern never happened. 
Customer stated that the first two times that the concern happened, Custome< was driving tile -.ehicte and the vehicle randomly braked in tile middle of tile street. 

✓ Customer stated that the third time, tile vehicle did tt while Custocner's wife was driving. 

RC~S understood. 
RC~S asked Customer if tile braking happens whi e on a regular street. 

CUstomer confirmed. 

RC~S stated that the specific concern has become present with a small percentage of vehicles in the area. 
RC~S stated that at this time, the OLR has moved forward with repairs on the cause for the ooncem as directed by NNA technical resources for OLR's. 

Customer stated that C:ustomer does not want the vehicle back until Customer's vehicle has been inspected by someone from NNA and is oonfirmed that the vehicle is safe to drive. 
Customer stated that CUstomer would also like a letter slating that the vehicle is safe to drive. 

RC~S stated that RCAS-MS can get an inspectioo set up for Customer for tllat confirmation. 
RC~S stated that the confirmation that vehicle is ot.ay to drive would be oo Customer's repair onlef. 

CUstomer asked RCAS-MS if Customer can stay in loaner vehicle ootil tile inspection has been completed. 

RC~S stated that loaner vehicles are at DLR discretion so RC~S would need to consult with SD-Jimmy regards,g that request 

Customer understood. 

RC~S stated that RCAS-MS will get vehicle inspection set up and will speak with SD-Jimmy regarding the request for loaner vehicle. 

CUstomer undef'Stood. 
CUstomer thanked RCAS-MS. 

Call ended mutuauy. 

✓ Created By: Markita Scott (917/2017 12:19 PM) 
RCAs.MS received e-mail from SD-Jimmy stating that Techline had been contacted regarding vehicle and part numbe< 28438-SFA 1A has been ordered to be replaced. 

✓ Created By: Mark~a Scott (917/201711:02 AM} 
RC~S sent e-mail to SD-Jimmy co 09/07/2017 at 11 :01am requesting in1ormation on vehicle. 

✓ 
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Created By:~ (917/2017 7:38 AM) 
SCRR-VL is unable lo emai RCAS-MS because web mail is down at the moment 

Created By: Vivian Luu (917/2017 7:37 AM) 
Best contact numbers: 

SCRR-VL received inbound call from C. 
SCRR-VL provided name and agent I~ 
SCRR-VL VERIFIED Account Info inctu~ name, home & emai address, ooncem, best cootact# 
SCRR-VL VERIFIED VEH Info including: VIN# 
SCRR-VL CHECKED for open recalls/campaigns and tound: NONE 
SCRR-VL CHECKED for previous UNRELATED Case(s) and found: 5 
SCRR-VL CHECKED previous RELATED Case(s) and loond:­
SCRR-VL NOTED Concern is: 

C provided case 
C stated C missed a p "' .,.. y,anerday but when C called back and left VMX, no ooe has contacted C yeL 

✓ SCRR-VL confirmed RCAS-MS oontacted C yesteroay 9/6/2017 regarding C's concern. 
SCRR-VL notified C that RCAS-MS wit contact C by the end of business loday 917/2017 as the lollow ~ date stated. 
SCRR-VL advised Clo waft for RCAS-MSs call. 
SCRR-VL notified C that SCRR-VL wil send email to RCAS-MS and let RCAS-MS know that C call SCRR-VL loday. 

C oodefstood. 
C requested to be contacted by both phone numbers. 

SCRR-VL noted. 
SCRR-VL offered fll:1her assistance. 

C declined. 

SCRR-VL provided C tile case numlJer. 
SCRR-VL and C ended cal rnul\Jaly. 

✓ Created By: Janisha Wilkerson (9/6120171:20 PM) 
SRCAS-IW attached RHR to case, RCAS-MS can submit if tllere are no addftionat repai" orders lo add upon con_..;ng witl1 dlr 

✓ 

I 

Created By: Janisha Wilkerson (9/6/2017 12:56 PM) 
SRCAS-IW called c a111ilililllii1- no voicemai se1 up 

SRCAS-IW called C a 9 (Cell) 

SRCAS-IW left vmsg for Clo return cal including RCAS-MS contact numbet hours of operation, and case number 

SRCAS,JW sent email to SM Jimmy in regard lo informatioo pertaining to reason of why C is r~ng a buyback-Waiting on response 

SRCAS-IW attached repai" orders to case 

Created By: Lisa Duffney (9/512017 8:41 AM) 
•- [CASE SUMMARY] --

ORR-LO sending case lo RCAS forBUY BACK request 

Created Bv: I iH Duffney (9/5/2017 8:40 AM) 
ORR-LO VERIFIED Account Info including: C-s name, home & email address, phone# & best cootact# 
ORR-LO VERIFIED VEH Info including: VIN#, Current Mileage, Warranty & Service Histo<y 
ORR-LO CHECKED for open recalls/campaigns and found: NONE 
ORR-LO CHECKED for previous UNRElATED Case(s) and tound: NONE 
CRR-LD CHECKED previous RELATED Case(s) and follld: NONE 

CRR-LD NOTED coocem is: BUY BACK 

ORR-LO- Greeted C 

C-Advised has 2017 Maxima that has ooilisioo brake concerns 
C-Advised 3 times tllis has happened that C is driving down highway witl1 nothing in front the ooilisioo brakes comes on stooping the VEH 
C-Advised GARDEN CITY N ISSAN told C could not diagnose ooncem 

CRR-LD-Apologized for coocem 
ORR-LO-Asked C what is ft NNA can do for you loday? 

C-Advised VEH is at DLRSHP where it wil remain as C does not feel safe in VEH 
C-Advised wants NNA to buy back VEH 

ORR-LO-Provided O witl1 Agent name, Agent ID - and Case -
ORR-LO-Advised C a case wil be open for C and ~ agent will in~ coocem and contact C EOB Wednesday 09/06/2017 
ORR-LO-Asked tt any otller concern 

C-Advised no 
C oodefstood and appreciated the assistance 
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Case Categorizations 

Action ~ ~ # Catego,y Desc,iption 

INTERIOR 
ELECTRICAL 

Subcategory Description 

FORWARD COLLISION 
WARNING 

Symptom Oescription 

MULTIPLE REPAIR 
ATTEMPTS 

Case Categorizations Hetp 

Major Component Code Category Date Symptom Code Categ«y Code Subcategory Code Concern Code 

26 10/13/2017 YE AV 320000 OA 

Forms Forms Help 

No recordS to display 

A Back To Top Nways show me more records per related list 
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• Search ... Search Derek Latta Help & Training All Tabs 

Home Accounts Ideas Dealer Locator Literature Requests Console Cases Home Reports Dashboards Articles Profile Feed Profile OVen,iew Comments Export Warrant) 

- Customize Page I Printable Vrew I Help for this Page 

Show Feed 

Case Detail 

Account Name 

Contact Email 

Home Pl1one 

Letter Se-nt Date 

Letter Received Date 
-

Follow Up Date 10/4/2017 

Supporting Documents 

CA Muttiple Repairs 

Social Media Involvement 

Martiz Custome< Id 

Case O#nH location Murfreesboro 

Case ~""Y I/it! I Case ConYnents WJ I c..,.. Categorizations W I ,E= llll 

J Reopen Case 11 Clone Closed Case J 

Case Owne< ■ Janelle Cantrall 

Type CA 

Case Origin 

Executive Refenal 

Exee>Received-Oa.te 

Phone 

Status Closed 

Datelrme Opened 9/20/2017 3:35 PM 

Date/Tome Closed 10/16/2017 3:00 PM 

Multiple Repairs No 

Executive Summary 

Texting Status Executive Actions To Resolve 

Case Reopen Count 0 

Description ca.sumer Affairs Voluntary Repwchase due to 1 repair atten-c,t and 33 days down for Veh. stops suddenly on irs own with Concern under Eng. Review. 

Call Script 

Who contacted u.s? Consumer 

#Vehicles Owned 2 

Vd'liele Purchased New 

Pre-Owned Initial Mileage 

Current Mile- 1,210 

Incident Codes . IIR REQUIRED 

lncidef'lt Date 

Sent to legal 

Accident 

Asbag 

Fire 

IIR lndic.ator 0 

IIROate 

HR 

Vehicle Information 

Vehicle JN8AT2MV4f rl 

Model Year 2017 

Make NISSAN 

Model Line ROGUE 

Model Code 22617 

Dealer Detail 

ease Servicing Dealer SMITHTOWN NISSAN 
Case Servicing Dealer Region Northeast Region 

Bluetooth 

Related Items 

Responsible District 07 

SharedWrth 

Phone Carrier 

Phone Manufacturer 

Reported From 

Issue Categories 

Approwd Ched< Reques1s $28,354.50 

https://nissanna.my.salesforce.com/5000G00001HVrSTQA1 

Vehicle Maintained Location SMITHTOWN NISSAN 

Previous Repai.r Date 

Previous Repair Location 

Related Vehicle Make Nissan 

XTIME Appointment Numb« 

Rollowf' 

Property Damage 

Injury letter 

Nootber Injured 0 

RHR Started 9/28/2017 

RHR C«npleted 10/2/2017 

Customer Document Requested 

Date Requested 

Customer Document Received 

Date Received 

Part Numb« 1 

Beyond Basic Warranty Miles 1 O 

Beyond Basic Warranty Months1 

Beyond PT WalTal'lty Miles1 0 

Beyond PT Warranty Months 1 0 

Data Net ✓ 

Oatanet Deal« Date 9121/2017 

Dealff Instructions Service Oepl Review 

Requested Dealer Action no action needed 

Bluetooth Ticket Status 

Phone Model 

Phone Operating System 

Goodwill Offered 

VCAH 

Goodwill Processed 0 

Vehicle Service Contract 

VSC Reprint Request Email 
.J 
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Contact Name 

Sales & Service Campaign Specific Information 

Hot Alert Date 
HomePhone -

LS Response rime WO<l<Phone I,,_ 

Vert>atims 

Alert Trigger Verbatim 

Survey Verbatim 

Deale< Action History 

NNA Notes 

Customer Conversation Notes 

DTS Inspection 

Mobile Phone 

Email 

Attemate Email 

OTS Inspection Date OTS Inspection Date Confirmed? 

DTS Request Type Notes for OTS (Vehicle Concerns) 

Inspection Time/Notes Appointment Time: 

Notes to Agent 

System Information 

Subject CUSTOMER:- PHONE:- VIN: 
JN8AT2MV4~ 

Created By 

Last Mocfrfied By 

Ryan Hertz 9/20/2017 3:35 PM 

NNAill, 9118/2019 9:22 PM 

Case Record Type CA Oosed Case 

Days Closed 960 

Action C- NLSF 

What action was taken? SF Voluntary NNA Trade/Repurchase - NNA Inventory - 1 veh 

Agent Comments 

Agent comments RHR move to exec 

Case History 

Dale 

10/16/2017 3:01 PM 

Agent Next Step 

User 

Janelle Cantrall 

I Reopen Case I ! Clone Closed Case! 

Action 

Changed Status from Open to Closed. 

Closed. 

Changed Description. 

Root Cause 

Root Cause Code 

Root Cause Code (2) 

Document ID 

10/9/201711 :10 AM 

10/3/2017 3:05 PM 

10/2/2017 5:16 PM 

Janelle Cantrall 

Janelle Cantrall 

Waide CUrmlings 

Changed Case Owner from Waide Commings lo J anelle cantrall. 

Changed Follow Up Date from 10/2/2017 to 10/4/2017. 

Show more • I~ 

Case Comments 

Pubic C«nmenl 

Created By: Janelle cantrall (10/1612017 3:00 PMI 
Arbs closing Case 

--SUMMARY-.,.._,._.._ 
STATE-NY 
NOLIEN 
REPURCHASE 

2017 NISSAN ROGUE 

C Called CA on CA 9.20.17 
Arbs Rec'd RHR on 10.2.17 
Arbs Rev'd RHR on 10.3.17 

RE: 1 repai" attempt and 33 days down for Veil. stops suddenly on ifs own with Concern under Eng. Review. 

Created By: Janelle Cantrall (10112120117:08 AM) 
I Surrender Scheduled for 10.17.17@9:30 AM EST 

(Tuesday) 

I ~"'_!.~~P1:~~ntrall (10/11/2017 3:59 PMI 

Created By: Janelle cantrall (10/10/2017 2:28 PMI 
I Check Sent to Maley 

FEDEX~ 

Created By: Janelle Cantrall (10110120116:53 AM} 

SCSV 

Sent e-mail to EM- Greg A.@gregammann@smithtowmissan.com and C daughter Andrea Fina@ hotmail.oom - Providing the Morley Case # and P#. 

• ~ed By: Jaoelle cantrall (10/10/2017 6:50 AM) 

created By: Janene Cantrall (1011012011 6:38 AM} 
Check Request approved. 

Created By: laneHe Cantrall (10/9/201111:19 AM) 
Submitted Checi< r-' for Const.mer Affair., Volla>tary Repurchase due to 1 repair attempt and 33 days down for Veh. stops suddenly on ifs own with Concern under Eng. Review. 

C $28,354.50 
NOLIEN 

NY USAGE: $0 miles under 12,000 
Rebate: $1,250.00 

2017 Nissan Rogue 

https://nissanna.my.salesforce.com/5000G00001HVrSTQA1 
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Dealer. Smithtown Nissan 
535 MIDDtE COUNTRY ROAD 
SAINT JAMES, NY 11780 

~21[£k]il, 
Exec. ~ - - Greg Ammann 

DTS - Kevin M. 

~i'iiiiiiiifll 1333 
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I ;;~~~:_,:;::~:,:,::r: '=C:1711:10 AM) 

• Created By: Janelle Cantrall (10/9/201711:07 AM) 
Rec'd Signed Rep. Agreement 

created By: Janelle Cantrall (10/412017 3:59 PM) 
Sent Rep. Agreement to C: 

October 4 , 2017 

RE: 2017 Nissan Rogue/ JN8AT2MV4Hvallll 

DearMs.-

Thank you for allowing Nissan the Olll)(l<1lJnity to review this matter. Based oo the repair history of your vehicle, Nissan would like to voluntarily repurchase the above referenced vehicle under the terms of the New Yori< 
Lernoo Law. 

Based on the infonnat:ion above and the documents we have received, the refund calculations are as follows: 

(+)Base price: $29,442.00 
( + )Ooc Fee: $75.00 
(+)license & Regislration: $60.00 
(+)Tire Fee: $1250 
(+)Gas: $5.00 
(+) Inspection $10.00 
Total Purchase Price: $29,604.50 
Less Reoote: -$1,250.00 
Refund to Ms.- $28,354.50 

We anticipate coo-clleling the repurchase within 2 to 4 weeks from the time of your acceptance. An agent from Morley VSPC, our third-party vendor, will cootact you to schedule the velvcle surrender. Once the vehicle has 
been successfully surre,--.ct, Morley VSPC wil collect your certified check in the amount of $28,354.50 and pay off the lienholder. 

It is also impooant to nole Morley VSPC wil be instructed by NNA to do the foGowing: 

Ensure the customer signs the necessary paperwcwk to provide a clear certificate of tide to Nissan North America. Signing valid documents is also critical in paying off the account, transfening the customer's name from 
the title and releasing the customer 

Created By: M@ao I IIPP (10/4/2017 3:50 PM} 
ORTS-ML factory invoice already canpreted this morning and attached to case. 
Closr,g task no action required. 

Created By: Janelle Cantrall (10/4/2017 3:32 PM) 
Rec'd Pies, REG, Trtle (CLEAR - No liens) Sales contract, and PICS from C 

Created By: Janelle Cantrall (10/4/2017 12:43 PM) 
Rec'd VXM From C while arbs was oo the phone with anothef C and stated C does not want the Car and does nol feel sale in the car. C stated Arbs can call C Back. 

C Made 2nd Cal from C Whi e ar1>s was stil on cal with another C stating C would like a cal back from albs and wanted to expl. Why C wants a buyback 

Arbs Called C Back @ 
C stated per the advise 01 \.. ooctor \., should not be under any additional stress, and C is scared that the veh. will cont:nue to not work right even after the fix comes out C stated C is so stressed and while C is taking C 
treatments, C does not need the added stress of vehicle problems. 

arbs stated ar1>s understood, and apologized to C for missing C calls . Ar1>s let C know albs was oo the phone with Another C 
C stated that is ok, and C wil be sending ar1>s docs today. 

Created By: Janelle Cantrall (10/4/201112:01 PM) 
Arbs asked by Sr. Mgr. MS to cal C and ask C tt C will delay buyback for Eng. to repair car? 

OUtbound call to C @ 
arts spoke to c and aSKea \.. n l.: would consider holding off on buyback fur Eng. to review concern and come out with Fix? C stated C was tokl there was no fix and not sure if veh. can be fixed. 

ar1>s assured C that Eng. is wooong on fix right now and asked tt C would consider letting NNA keep C in loaner for more time to fix Yeh.? 
C stated that sounds ok, but would i ke to call ar1>s back When C gets home and thinks about ~-

C took down ar1>s p# and let arbs know C wil call ar1>s back today. 

arbs reminded c that ar1>s is 000 Thurs. & Friday. C stated C remembered ar1>s told C. 

C stated C is scared that even after Eng. Does oome oot with A fix, the veh. may still stop on C. 
arbs reassured C that NNA ENG. and Dealer wil Thoroughly test drive C veh. before returning veh. to C 
Cundefstood. 

Arbs Reminded C that Ar1>s wor1<s unti 4PM 
C undefstood and stated C will cal back 

Created By: Janelle Cantrall (10/4/201711:19 AM) 
Rec'd call from Exec. WC and discussed case 
created By: Janene CaotrnH {10/4/2017 9:57 AM) I Last Modified By: Wais:1e CummiM@ c10141201111:1SAM) 
Arbs notes that When arbs spoke to Exec. Mgr. Greg Ammann 

✓ arbs was advised that EM-GA Mothef-N-tawwho is the C and owner of the Rogue has terminal cancer and is very stressed about C exp. with Rogue's FEB. malfunction 

Arbs advised EM-GA that arbs trode<Stands and has already spoken to C about C experience and had offered C the buyback. 

✓ ~~~~~~:J~n~~cea~g~~!1~:';:°~~ 9,;; ~U,~a:::odifie<l By: Waide Cummings (10/412017 11:15 AM) 

✓ ;;-~~~~~~e-~~t~l~~~~!'!9.,,~!!., Last Modifie<l By: Waide Cummings (10/4/201711:15AM) 

✓ g~e_;~~;;t!'J,'!~"JJ: \~~~17 8:14 AM) I Last Modttied By: Wajde c1mmjngs 11014/201111:1SAM) 

✓ created By: Janene Cantrall (10/3/2017 3:34 PM) 1 Last Modified By: Wais1e c,,mminm (10141201111:15 AM} 
loilowed up with C with an E-mail: 

HelloMs.-

Thank you for speaking with me today concerning your Nissan Rogue. Again, please accept Nissan's apologies for your inconveniences. I have fisted the documents I wil need to start the buyback process below. Once I 
receive the documents, I will send you the repurchase agreement to review and sign. Please return aD pages back to me to complete the buyback process. 
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Once signed repurchase agreement is rerei..ed, you wil get a call from our third party vendor, Mooey. AA agent from Morley will call you within a,,_ to schedule the surrender process at Smithtown Nissan. 

1. Sales Contract. 
2. Copy of Clear TIiie. 
3. Vehide registratioo. 
4. Pictures of the interior and exterior of the vehicle. 
5. 
My office hours are Monday-Friday, 7am-4pm est. I will be out of the office this Thursday and Friday. 

Created By: Janelle Cantrall (10/312017 3:28 PM) I Last Modified By: Waide Cummings 110/4/2017 11:15 AM) 
Arbs Advised By DR. ORT MGR - BG to offer Buyback 

Called C @,■l■l■I / spoke to C and apologized to C for C inconveniences. Ar1>s offered repurchase. C thanked albs for calling. 
Arbs went over ouyDOCK process and explained docs arbs needs to start process 
C paid cash for veil. and has Clear TIiie 
Arbs provided C with orbs cootact informatioo and office hours 
Arbs advised C the buyback process can take lll> to 3-4 weeks 
ar1>s advised C that ar1>s is out of office this Thursday and Friday, but will follow up with C on Monday 

✓ Abs asl<ed C for E-mai 

~=:d~ know Zs £j £} l dealer and speak to Son-n-law who is the Exec. mgr of the dealer and advise of the buyback 
C thanked arbs 

CALLED SMITHTOWN NISSAN@ 
arbs spoke to Exec. Mgr. G<eg Amn'iann 
ar1>s Advised that NNA is repurchasing C veh. and Discussed buyback process 
E~ thanked NNA for helping C out. 
E~ stated E~ wile wil be assisting C to send orbs docs 

✓ Created By: Waide Clfflmings 110/312017 3:15 PM) 
EXEC.WC notes receiving email from ASM-Mike Scanlon advising R~ is just for an NYSI on Delivery and the vehicle was down for a total of 15 days on R~ 

✓ Created By: Janelle Cantrall (10/312017 3:03 PM) I Last Modified By: Waide Cummings 110/4/201711:15 AM) 
Arbs Taking r:Nef Case 

Created By: Janelle Cantrall (10/312017 3:02 PM) I Last Modified By: Waide Cummings 110/4/201711:15 AM) 
ArbsNotes: 

STATE-NY 
2017 Nissan Rogue 

Concern: FEB causes veh. to stop suddendly 

1V and per DTS - KM Concern under eng. Review 

Days: 15 but EXEC Team has offered C rental veh. until Concern is resolved.C accepted. C is the Mother of the Exec. Mgr. of Smithtown Nissan and is a Cancerpatienl 

Customer: 

----
✓ 

2017 Nissan Rogue 
VIN~ JN8AT2MV4~ 
ISO: 5.1.2017 
MSRP $35,290 
Color. Magnetic Black 
Model: 22617 
No prev. Cases 
No Tech line cases 

Seli ng Dealer 
Smithtown Nissan 
Retail Sale 
535 MIDDlE COUNTRY ROAD f';1f :;Es

1 
NY 11780 

F1 LIC'i:llt:11 

Dealer Code: 2691 
EM - Greg Ammann 
ASM-Mike 

DTS Kevin McKay inspected Veil. on 10.2.17@ 7:44PM @ Smithtown Nissan 
DTS met with C 
Dealer Request for assistance 

CONCERN: Undesired FEB operatioo over train tracks. •CAUSE: TBD / Under engineering review. 
•FINDINGS: Upon arrival at the dealer for inspectioo of another Custome<'s vehicle oonceming undesired FEB operation, the EM of dealer ap!)<oached DTS for request for help with his mother in law's Rogue experiencing 
t.lldesired FEB operation. 

✓ 

•EM states issue is present on train tracJcs and is full braking oondition. 
•DTS advised that issue is currently l.llder engineering review and no repair is recorrmended at this time. 
•EM became very ...,set and expressed his feelings as such. 
•Explained to EM that the system may be shut off ii desired, however the system must be toggled off each time the vehicle is restarted. 
•ST A rus: EM advised that he beJieves NNA should place his mother in law in a rental unti issue is resolved or repurchase vehicle and that he will contact CA. 

created By: Janene Cantrall (10/3/2017 3:oo PM) 1 Last Modified By: Wais1e c,,mminm (10141201111:15 AM} 
C Coled CA on CA 9.20.17 
Arbs Rec'd RHRon 10.2.17 
Arbs Rev'd RHR on 10.3.17 

:::i=; 1~/17@ 1,210 mile ... days:1s- Dealer: 2691 - SMITHTOWN NISSAN SA- JIM FERN 

1. Vehide stops on ifs own. Happened rrultipje times when coming from edgewood Ave in St. James and making a right onto Jericho Turnpike heading west. Heard chimes for front emergency breaking and vehicle 
stopped with no cars around. / Scanned vehicle for codes, checked for any loose trim or debris hangilg in front of FEB sensors, none found, road tested vehide to duplicate ooncem, unable to duplicate concern, 
consulted with DTS and tech i ne. 

✓ Created By~ Wais;te Ctmminms (10/2/2017 5:16 PM) 

EXEC.WC piaced outbound call to■■■■IJ-■■■ 
EXEC.WC asl<ed ii CUstomer had a moment to SpeOI<. 

Customer stated yes. 

EXEC.WC advised the RHR is arrenUy under review. 

Customer stated okay great 

EXEC.WC stated NNA would fike to offer CUstomer a rental vehicle at this time for the inconvenience. 

CUstomer stated that would be great and would make Customer feel more oomfatalJle. 

EXEC WC stated EXEC-WC is happy to make Customer feel a little more comfortable given the circumstances and Customer's illness. 

Customer thanked EXEC.WC. 
Customer stated CUstomer will contact the DlRSHP for further assistance. 

EXEC.WC stated the DLRSHP is aware of the assistance and wil be able to assist. 
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CUstomer thanked EXEC-WC. 

EXEC-WC thanked Customer for contacmg Nissan. 

Call ended mutualy. 

✓ Created By: Waide Ctmmings 110/2/2017 5:04 PM) 
EXEC-WC sent emai to SO-Don Gleasoo, SM-Andrew Jones, SM-Mike Scanlon, and FOM-VICtor Rosario advising of the rental vehicle that is to be provided to Custome< at NNA's expense. 

✓ Created By: Waide Ctmmings 110/2/2017 4:57 PM) 
EXEC-WC notes the SM and EM were not avaiable as they were out of the office. 

Created By: Waide Ctmmings 110/2/2017 4:50 PM) 
EXEC-WC placed outbound call to CEM-Sam Sapienza. 
EXEC-WC explained CUstome(s FEB coocems and that after review with Executive Management a long term rental vehicle is being extended. 

✓ CEM-Sam stated that is fine and wil take care of the rentaf vehicle. 

EXEC-WC thanked CEM-Sam for assismg. 

Call ended mutualy. 

✓ g~";~~:~:~ ~~~r~/~~~1~= ~~~o:=~h:.~~ 1<;,u~:,:as 110/2/2017 4:37 PM) 

✓ g~6.~~Y;_~a;:a~::S~~~!~~2:
7r:.;~~~ days down be verified for Custome(s ROs. 

Create<I By~ Waid@ C1mmio23 (9/2812017 3:59 PM} 
EXEC-WC placed outbound call to DTS-Kevin MacKay requesting further information on Custome(s coocems. 

DTS-Kevin slated OTS-Kevin has spol<en to CUstome(s soo-in-law regarding the concerns. 
DTS-Kevin slated the FEB coocern is under investigation currently and a re<:oomended repair cannot be provided. 

EXEC-WC stated EXEC-WC is completing an RHR for Customer as well at this time. 

✓ DTS-Kevin stated there is going to have to be fisther discussion on how to handle this cases. 

EXEC-WC requested OTS-Kevin send al necessary infoonation via email. 

DTS-Kevin slated that would not be a (lfOl>lem. 

EXEC-WC thanked OT=evin for assisting. 

Call ended mutualy. 

Created By: Waide Ctmmings 19/28/2017 3:48 PM) 

~~g:~g :: :=ve~~2 ,s @£rs £1 condJ ntMrbef. 

Customer stated that is correct 
Customer stated CUstomer is having ooncems were Customer will be driving and the vehicle wilJ automatically start to break and come to a screecllilg halt. 

Customer stated CUstonier is ill and cannot deal with the stress of the vehicle. 
Customer stated the vehicle came to a complete stop yesterday on its own volition and Customer was nervous Customer was going to be hit. 

EXEC-WC thanked Customer for providing that information. 
EXEC-WC confinmed Customer was sed<ing an RHR? 

Customer stated yes, Customer does not want the vehicle anymore. 

EXEC-WC stated that the RHR process takes,.,,..,., ten business days to carc,rete. 

Page 5 of 7 

EXEC WC stated that RCAS wiU gather all the RO's and that information wil be reviewed in conjunction with Custorne(s state lemon law to determine if NNA is or is not in the position to repurchase or replace Customer's 
vehicle. 

Customer undefstands and appreciates the review. 

✓ EXEC WC will oontinue to assist with rectifying the vehide concerns as the RHR is not guaranteed. 

Customer undefstands. 

EXEC-WC asked SOP 3.19 questions. 

• Why do you want to return the vehicle to Nissan North America? 
Customer states: Ooesni feel safe. 

• Where is the vehicle currently? 
Customer states: With Customer. 

• 'Mlere was the vehide purchased? 
Customer states: Smithtown Nissan. 

• Was it purchased new or used? 
Customer states.: New 

• Where is the vehicle serviced? 
Customer states: Smithtown Nissan. 

EXEC-WC will fojlow up with Customer again no later than EOB 10/2/2017 with any updated information. 

Customer thanked EXEC-WC. 

EXEC-WC thanked Customer for contacting Nissan. 

Call ended mutualy. 

Created By: Tyrus Smith (9128/20171:13 PM) 
RCAS-TS made outoound call to Executive Manager- Craig Fena regarding case 

RCAS-TS advised Craig that the case wil be transferred to the exec team 
RCAS-TS advised Craig that RCAS is unsure of what is going to happen next 
RCAS-TS advised Craig RCAS spol<ewith Diane and was advised of an RHR 

Craig stated he spol<e to the tech and its not reassuring 
Craig stated the tech stated that its been duplicated 

✓ RCAS-TS asked C who was the tech 

Craig stated ~ was DTS Kevin Mckay 
Craig stated that he is selling these veh's and they are having problems 

RCAS-TS slated the case will be trans/erred to the exec team and RCAS is not sure of what is going on 

Craig thanked RCAS for giving a cal back 

Cati ended mutual y 

✓ ~~~~:y: s Sm; ;121/2017 3:09 PM) 

RCA> TS adv C tHttt u,s:s Cc111 may be recorded for quality and trainilg puposes 

RCAS-TS stated did receive the vmx from C 

RCAS-TS confirmed C's coocem hal)()eoed again 
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C stated the veh stopped again when coming back from treatment 

C stated this is very scary 

RCAS-TS advised C RCAS spo«e with Craig Fina 

RCAS-TS advised C Craig infonned C of theveh stOl)l)ing again 

RCAS-TS advised C that RCAS wil be transferring the case to the executive department 

RCAS-TS advised C she wil be receivilg a phooe call tomorrow 

C is requestng a repurchase 

C stated is wreck 

C stated does not want the veh 

C stated cant i ve this way 

C asked when wiU C get a call 

RCAS-TS stated C will receive a call tomorrow 9128 

C understood 

Call ended rnul\Jaly 

Created By: Tyrus Smith (912712017 2:19 PM} 
RCAS-TS notes reeived cal from Exerutive Manage< Craig Fina from Smithtown Nissan 

E,M;f stated that his mother in law is dying of cance, and is deaing with this veil 
E,M;F stated that Nissan needs to do something aboot this situatioo 
E,M;f stated that coocems happened again 
E,M;f stated that something is wrong with this veh 

RCAS-TS stated can submit C for RHR 

RCAS-TS advised that RCAS is not verse in the states lemon law 

RCAS-TS stated wil submtt the repurchase 

E,M;f understood 

RCAS-TS stated wil give E~F a call back 

call ended mutually 

Created By: Tyrus Smith (912512017 3:14 PM} 

~g~~~ :'~~~ £ 2J! okllsp 
RCAS-TS notes no related o, unrelated cases 
RCA> TS notes no open campaigns or recalls 
RCAS-TS adv C that this call may be re<Xl<ded fo, quality and training l)lll)OseS 
RCAS-TS verified address, emai address, phooe .-..nber, make and model veil 

C stated veh has 1,400 

C stated the as driving the brake unit will stops on it own 

C stated that tt is frightening 

C stated the brakes automaticaly stop when getting to closed to another veh 

C stated that this is the 3.-d time this has happened 

C stated dealer could not figure out what is going 

RCAS-TS apologized 

RCAS-TS C will ~ into coocem and follow up with C 

C stated goes to treatment for cancer 

C stated wishes someone will do something about tt 

C stated needs a veh 

RCAS-TS stated wil follow up with C on 9127 

RCAS-TS provided C with direct line 

RCAS-TS stated wil follow up with C on Wednesday 9127 

C understood 

Call ended rnul\Jaly 

✓ Created By:~ Smith (9121120171 :43 PM} 
RCAS-TS called c1 left vmx with case number, direct fine, and follow up 9125 

Created By: Tyrus Smith (9121/2017 1:38 PM} 
RCAS-TS made outlxlund call to Smthtown Nissan requesting info 

ASM-Mike stated that the emergency brake is affecting the Rogues 

✓ :~~~~; ::~ :::t':~:'"~ ~==tis going on 
ASM-Mike stated that the last vistt was 9/20 1,200 miles 
ASM-Mike stated wil send over RO's 

RCAS-TS understood and call ended rnul\Jaly 

✓ Created By: ~(912012017 3:37 PM} I Last Modified By: Wajdo Cummjng• (10/212017 4:37 PM) 
CRR-RH Account Info including: C's name, ho,ne & email address, phone# & best cootact# 
CRR-RH CHECKED for open recalls/campaigns and found: 
CRR-RH CHECKED for p<evious UNRELATED Cose(s} and found: 
CRR-RH CHECKED previous RELA TEO Case(s} and found: 
CRR-RH NOTED concern is: VEH Concern- unable to diagnose 
CRR-Rt-1 received an ilcoming call from C's daughter 

https://nissanna.my.salesforce.com/5000G00001HVrSTQA1 
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C stated brought VEH to DLRSHP to, stalling concerns 
C stated DLRSHP is - to diagnose VEH 
C stated C does nol want C's mottler in this VEH if it cannot be repaired 
C stated DLRSHP had technicians inspect VEH today 
C stated C is looking to, assistance in a plan for this VEH ,-ir 

CRR-RH infooned C that coocems have been docomented and will be forwarded to RCAS who will follow up with C no later than COB 9/21 
CRR-RH provided case# and name and ID 
Call ended mutualy 
CRR-RH noting that OAS stamp is not woo<ing 

Page 7 of 7 

Case Categorizations 

Action C.... Categoriza,tion # Catego<ylleseription Subcatego<y Oesaiption Symptom Description 

Case Categorizations Help 

Maj« Component Code Category Date Symptom Code Category Code Subcategory Code Concern Code 

BRAKES INTELLIGENT BRAKE ASSIST POOR OR IMPROPER 
(IBA) OPERATION 26 10/2/2017 YX J>D 328000 OA 

Forms FonnsHelp 

No reoords to display 

A Sack To Top Always show me more records per re-lated list 

Copyright© 2000-2020 salesforce.corn, inc. Al rights reserved. I Privacy Statement I Security Statement I Terms of Use 1508 Compliance 
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• Search ... Search Derek Latta Help & Training All Tabs 

Home Accounts Ideas Dealer Locator Literature Requests Console Cases Home Reports Dashboards Articles Profile Feed Profile OVen,iew Comments Export Warrant) 

- Customize Page I Printable Vrew I Help for this Page 

Show Feed 

Case Historyf~ I <:aseCorrments!Zl I CaseCaleooriz.ationW I !2a:!!!UII 

Case Detail 

Number of open vehicle campaigns = .l 

Account Name 

Contact Email 

Home Pl1one 

Letter Se-nt Date 

Letter Received Date 
-

Follow Up Date 9/28/2017 

Supporting Documents 

CA Muttiple Repairs 

Social Media Involvement 

Martiz Custome< Id 

Case O#nH location Murfreesboro 

J Reopen Case 11 Clone Closed Case J 

Case 0wne< ■ Markita Scott 

Type CA 

Case Origin 

Executive Refenal 

Exee>Received-Oa.te 

Phone 

Status Closed 

Datelrme Opened 9/22/2017 11 :11 AM 

Date/Tome Closed 9/28/2017 10:27 AM 

Multiple Repairs No 

Executive Summary 

Texting Status Executive Actions To Resolve 

Case Reopen Count 0 

Description Vehicle oonce~orward Emergency Braking concern 

Call Script 

Who contacted u.s? Consumer 

#Vehicles Owned 1 

Vd'liele Purchased New 

Pre-Owned Initial Mileage 

Current Mile- 1,500 

Incident Codes. IIR REQUIRED 

lncidef'lt Date 

Sent to legal 

Accident 

Asbag 

Fire 

IIR lndic.ator 0 

IIROate 

HR 

Vehicle Information 

Vehicle KNMAT2MV1ttl 

Model Year 2017 

Make NISSAN 

Model Line ROGUE 

Model Code 29417 

Dealer Detail 

ease Servicing Dealer ATI AWJC NISSAN SlJPFBSTORF 
Case Servicing Dealer Region Northeast Region 

Bluetooth 

Related Items 

Responsible District 07 

SharedWrth 

Phone Carrier 

Phone Manufacturer 

Reported From 

Issue Categories 

Approwd Ched< Reques1s $0 .00 

https:/ /nissanna.my.salesforce.com/ 5000G0000 1 HWLgFQAX 

Vehicle Maintained Location 

Previous Repai.r Date 

Previous Repair Location 

Related Vehicle Make Nissan 

XTIME Appointment Numb« 

Rollowf' 

Property Damage 

Injury letter 

Nootber Injured 0 

RHR Started 

RHR C«npleted 

Customer Document Requested 

Date Requested 

Customer Document Received 

Date Received 

Part Numb« 1 

Beyond Basic Warranty Miles 1 0 

Beyond Basic Warranty Months1 0 

Beyond PT WalTal'lty Miles1 0 

Beyond PT Warranty Months 1 O 

Data Net ✓ 

Oatanet Deal« Date 9/28/2017 

Oealff Instructions Customer Contact 

Requested Dealer Action Please review. 

Bluetooth Ticket Status 

Phone Model 

Phone Operating System 

Goodwill Offered 

VCAH 

Goodwill Processed 0 

Vehicle Service Contract 

VSC Reprint Request Email 
.J 
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Sales & Service Campaign Specific Information 

Hot Alert Date 

LS Response rime 

Vert>atims 

Alert Trigger Verbatim 

Survey Verbatim 

Deale< Action History 

NNA Notes 

Customer Conversation Notes 

DTS Inspection 

Contact Name 

Home Phone 

WOfitPhone 

Mobile Phone 

Email 

Attemate Email 

OTS Inspection Date OTS Inspection Date Confirmed? 

DTS Request Type Notes for OTS (Vehicle Concerns) 

Inspection Time/Notes Appointment Time: 

Notes to Agent 

System Information 

Subject CUSTOMER:- PHONE:- VIN: 
KNMAT2MV~ 
Alina Kingston 9/22/2017 11:1 1 AM 

NNAill, 12/13/2018 11 :03 PM 

Created By 

Last Mocfrfied By 

Case Record Type CA Oosed Case 

Days Closed 978 

Action c- NT 4C 

What action was taken? 4C Unable to Contact Customer 

Agent Comments 

Agent comments Advise Customer that vehicle must be picked up at this time. 

Case History 

Dale 

9/28/201710:27 AM 

Agent Next Step 

Use, 

Marl<ita Scott 

I Reopen Case I ! Clone Closed Case! 

Action 

Olanged Status from Open to Closed. 

Oosed. 

Olanged Data Net from false to true. 

Root Cause 

Root Cause Code 

Root Cause Code (2) 

Document ID 

9/28/201710:26 AM 

9127/2017 11 :38 AM 

9/25/2017 2:12 PM 

Markita Scott 

Marl<ita Scott 

Marl<ita Scott 

Olanged Follow Up Date from9127/2017to 9/2812017. 

Olanged Follow Up Date from 9/25/2017 to 9/27/2017. 

Show more • I~ 

Case Comments 

Pubic ~ 

Created By: Markita Scott (9/2812017 10:27 AM) 
RC~S is dosing case as no further assistance can be offered at this time. 

✓ 
~CASE SUMMARY.,.. 
Customer contacted Nissan regarding concerns with Faward Emefgeocy Bramg system activating with nothing in front of llellicle. 

STATEMENT OF DECISION: 

SCIN 

RC~S unable to make initial contact with CUstomer following three phone call atten-.,ts. Vehicle concerns are currentty under engineering review. 

✓ 

✓ 

✓ 

✓ 

Created Bv: M•dsit• Scott <912812017 10:25 AM) 
RCAS-MS plaoed outlxlund call to Customer a 

Customer did not answer. 

RCAS-MS left VMX with direct contact in1ormation. 

Cr eated By: Markita Scott (9/27/201711:38 AM) 
RCAS-MS plaoed outlxlund call to Customer a 

Customer did not answer. 

on 09/28/2017 at 10:22am. 

on 09/27/2017 at 11:36am. 

RCAS-MS left VMX with direct contact in1ormation, request for best cootact time, and follow up date of 09/28/2017. 

Created By: Markita Scott (9/27/201711:28 AM) 
RCAS-MS received VMX from Cuslomef on 09/27/2017 at 10:29am requesting call back regarding case. 

Created By: Markita Scott (9/2512017 2:12 PM) 
RCAS-MS plaoed outlxlund call to Custome< a on 09/25/2017 at 2:10pm. 

Customer did not answer. 

RCAS-MS left VMX with direct contact in1ormation and follow up date of 09/27/2017. 

Created By~ Alina Kiowton 191221201111 :19 AM) 
--CASE SUMMARY-

C contacted NOA requesting assistance with VEH Coocems. 

ORR-AK sending case to RCAS for assistance with CVT repair . 

Created By: Alina Kingston (9/22/201711 :19 AMI 
CRR-AK VERIFIED & UPOATED ACOOlllt Info including: C's name, home & email address, phone# & best contact# 
ORR-AK VERIFIED VEH Info including: VIN, Ctrrent Mileage, Warranty & Sefvice History 
CRR-AK CHECKED for open recalls/campaigns & found: 0 
ORR-AK CHECKED for previous UNRELATED Qase(s) & found: 0 
CRR-AK CHECKED for previous RElA TEO Case(s) & found: 0 

ORR-AK NOTED concern is: VEH Concerns 
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CRR-AK received inbound call from C. 
C stated VEH locked on railroad twice. 
C stated VEH has been to DlR at least 4 times. 
C stated DLR is telling C to pick up VEH. 
C stated C doesn1 feel comfortable driving VEH. 
C stated DLR told C to call NCA. 

CRR-AK advised C that CRR-AK wil send case to RCAS &C wil be oontacted on 09/25117. 
C understood & apl)reciated the assistance. 

CRR-AK provided C with Case# & first name. 

CRR-AK offered further assistance. 
C declined. 

CRR-AK thanked C for calling Nissan Consumer Affairs. 
Call ended mutually. 

Best Contact#:­
VIN: KNMA~ 

Case Categorizations 

Action ~ ~ # Catego,y Description s..bcatego,y Description 

Forms 

No records to display 

BRAKES 
INTELLIGENT BRAKE ASSIST 
(IBA) 

Symptom Description 

POOR OR IMPROPER 
OPERATION 
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Case Categorizations Help 

Major Component Code Category Date Symptom Code Category Code Subcategory Code Concern Code 

26 9/28/2017 YX AD 328000 OA 

FonnsHetp 

A Back To Top Atways show me more records per related list 
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• Search ... Search Derek Latta Help & Training All Tabs 

Home Accounts Ideas Dealer Locator Literature Requests Console Cases Home Reports Dashboards Articles Profile Feed Profile OVen,iew Comments Export Warrant) 

-Show Feed 

Case Detail 

Account Name 

Contact Email 

Home Pl1one -Letter Se-nt Date 

Letter Received Date 

Follow Up Date 9/2512017 

Supporting Documents 

CA Muttiple Repairs 

Social Media Involvement 

Martiz Custome< Id 

Case O#nH location Hamilton 

Texting Status 

Case Reopen Count 0 

Description 

Call Script 

Who contacted u.s? Consumer 

I Vehicles Owned 1 
Vd'liele Purchased New 

Pre-Owned Initial Mileage 

Current Mileage 

Incident Codes. IIR REQUIRED 

lncidef'lt Date 

Sent to legal 

Accident 

Asbag 

Fire 

IIR lndic.ator 0 

IIROate 

HR 

Vehicle Information 

Vehicle JN8A T2MT61-N 

Model Year 2017 

Make NISSAN 

Model Line ROGUE 

Model Code 29317 

Dealer Detail 

ease Servicing Dealer D JSTIN NISSAN 
Case Servicing Dealer Region West Region 

Bluetooth 

Related Items 

Responsible District 08 

SharedWrth 

Phone Carrier 

Phone Manufacturer 

Reported From 

Issue Categories 

Approwd Ched< Reques1s $0.00 

Case Historyf~ I <:aseCorrmentsW I CaseCaleooriz.ationW I !2a:!!!UII 

J Reopen Case 11 Clone Closed Case J 

CaseOwne< - ~ 
Type CA 

Case Origin Phone 

Executive Refenal 

Exee>Received-Oa.te 

Status Closed 

Datelrme Opened 9/22/2017 1 :39 PM 

Date/Tome Closed 9/22/20171:48 P M 

Multiple Repairs No 

Executive Summary 

Executive Actions To Resolve 

Vehicle Maintained Location 

Previous Repai.r Date 

Previous Repair Location 

Related Vehicle Make Nissan 

XTIME Appointment Numb« 

Rollowf' 

Property Damage 

Injury letter 

Nootber Injured 0 

RHR Started 

RHR C«npleted 

Customer Document Requested 

Date Requested 

Customer Document Received 

Date Received 

Part Numb« 1 

Beyond Basic Warranty Miles 1 O 

Beyond Basic Warranty Months1 0 

Beyond PT WalTal'lty Miles1 0 

Beyond PT Warranty Months 1 O 

Oat.a Net 

Oatanet Deal« Date 

Oealff Instructions 

Requested Dealer Action 

Bluetooth Ticket Status 

Phone Model 

Phone Operating System 

Goodwill Offered 

VCAH 

Goodwill Processed 0 

Vehicle Service Contract 

VSC Reprint Request Email 

https:/ /nissanna.my.salesforce.com/ 5000G0000 1 HWPPLQA5 
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Contact Name 

Sales & Service Campaign Specific Information 

Hot Alert Date 

LS Response rime 
HomePhone -
WOfitPhone 

Vert>atims 

Alert Trigger Verbatim 

Survey Verbatim 

Deale< Action History 

NNA Notes 

Customer Conversation Notes 

DTS Inspection 

Mobile Phone 

Email 

Attemate Email 

OTS Inspection Date OTS Inspection Date Confirmed? 

DTS Request Type Notes for OTS (Vehicle Concerns) 

Inspection Time/Notes Appointment Time: 

Notes to Agent 

System Information 

Subject CUSTOMER:-PHONE:- VIN: 
JN8AT2MT6~ 

Matthew Yu 9/2212017 1:39 PM 

NNAill, 12/13/2018 11 :OS PM 

Created By 

Last Mocfrfied By 

Case Reco<d Type CA Oosed Case 

Days Closed 984 

Action c- NT8G 

What action was taken? 8G Pro\llded Other lnfonnation 

Agent Comments 

Case History 

Dale 

9/22/2017 1:48 PM 

Agent Comments 

Agent Next Step 

Us..-

~ 

I Reopen Case I ! Clone Closed Case! 

Action 

Changed Status from Open to Closed. 

Closed. 

Root Cause 

Root Cause Code 

Root Cause Code (2) 

Document ID 

9/22/20171:43 PM 

9/22/2017 1 :39 PM 

Changed Case Servicing Dealer to TUSTIN NISSAN. 

Changed Follow Up Date from 9/2212017 to 9/2512017. 

Changed VIN to JN8AT2MT~ . 

Show more • I~ 

Case Comments 

Pubic Comment 

Created By:~ (9/22/20171:47 PM) 
ORR-MY VERIFIED Account Info including: C's name, home & email address, phone# & best contact# 
ORR-MY VERIFIED Veh lnlo including: VIN#, Current Mileage, Warranty & SeMce History 
CRR-MY CHECKED for open recalls/campaigns and fomd: 
CRR-MY CHECKED for previous UNRELA TEO Case(s) and found: 
CRR-MY CHECKED previous RELATED Case(s) and found: 
CRR-MY NOTED concern is 

C has a concern in regards to forward emergency braking on 2017 Rogue VEH with VIN: JN8A T2MT6~ 
When C's front tires hits the train tracks, C's VEH stops right on the train tracks 
C is scared and concerned about this 
C purchased the VEH at Tustin Nissan dealership 
C has not yet called a SA at the dealership in regards to this concern 
CRR-MY provided C with case# at the request of C 
CRR-MY contacted SA Nippsy at the Tustin Nissan dealership and transferred C there for flsther assistance 

SCIN 

SCIN 

Page 2 of2 

Ca-se History Help 

Case Conments Help 

Case Categorizations 

Action Case~# Calego<yllHcription 

Case Categorizations Hetp 

Subcategory Description Symptom Description Major Component Code Categofy Date Symptom, Code Category Code Subeaiegofy Code Concern Code 

NISSAN PRODUCT INQUIRIES ROGUE GENERAL INQUIRY OF 9/22/2017 ZR AZ 270500 OF 

Forms FomisHelp 

No records to display 

A Back To Top Nways show me more recoros per related list 
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• Search ... Search Derek Latta Help & Training All Tabs 

Home Accounts Ideas Dealer Locator Literature Requests Console Cases Home Reports Dashboards Articles Profile Feed Profile OVen,iew Comments Export Warrant) 

-Show Feed 

Case Detail 

Number of open vehicle campaigns = .l 

Account Name 

Contact Email 

Home Pl1one 

Letter Se-nt Date 

Letter Received Date 

Follow Up Date 1/30/2018 

Supporting Documents 

CA Muttiple Repairs 

Social Media Involvement 

Martiz Custome< Id 

Case O#nH location Murfreesboro 

Case ~""Y I/it! I Case ConYnents JUI I c..,.. Categorizations 1i!1 I ,E= llll 

J Reopen Case 11 Clone Closed Case J 

--L Type CA 

Case Origin Phone 

Executive RefNTal 

Exee>Received-Oa.te 

Status Closed 

Datelrme Opened 10/4/2017 3:19 PM 

Date/Tome Closed 2/2/2018 2:35 PM 

Multiple Repairs No 

Executive Summary 

Texting Status Executive Actions To Resolve 

Case Reopen Count 0 

Customize Page I Printable Vrew I Help for this Page 

Description ca.sumer Affairs Volootary Rep...-chase due to 1 repair and 22 days out of service for the FEB malfunction concern (vehicle harsh braking) 

Call Script 

Who contacted u.s? Consumer 

#Vehicles Owned 4 

Vd'liele Purchased New 

Pre-Owned Initial Mileage 

Current Mile- 3,600 

Incident Codes. IIR REQUIRED 

lncidef'lt Date 

Sent to legal 

Accident 

Asbag 

Fire 

IIR lndic.ator 0 

IIROate 

HR 

Vehicle Information 

Vehicle KNMAT2MV2ttl 

Model Year 2017 

Make NISSAN 

Model Line ROGUE 

Model Code 29417 

Dealer Detail 

ease Servicing Dealer I FGFND NISSAN 
Case Servicing Dealer Region Northeast Region 

Bluetooth 

Related Items 

Responsible District 07 

SharedWrth 

Phone Carrier 

Phone Manufacturer 

Reported From 

Issue Categories 

Approwd Ched< Reques1s $33,781.59 

https:/ /nissanna.my.salesforce.com/5000G0000 1 IF JhwQAH 

Vehicle Maintained Location l egend Nissan 

Previous Repai.r Date 

Previous Repair Location 

Related Vehicle Make Nissan 

XTIME Appointment Numb« 

Rollowf' 

Property Damage 

Injury letter 

Nootber Injured 0 

RHR Started 10/5/2017 

RHR Completed 10/6/2017 

Customer Document Requested 

Date Requested 

Customer Document Received 

Date Received 

Part Numb« 1 

Beyond Basic Warranty Miles 1 O 

Beyond Basic Warranty Months1 

Beyond PT WalTal'lty Miles1 0 

Beyond PT Warranty Months 1 0 

Data Net ✓ 

Oatanet Deal« Date 10/10/2017 

Dealff Instructions Customer Contact 

Requested Dealer Action Please review. 

Bluetooth Ticket Status 

Phone Model 

Phone Operating System 

Goodwill Offered 

VCAN 

Goodwill Processed 

Vehicle Service Contract 

VSC Reprint Request Email 
.J 
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Sales & Service Campaign Specific Information 

Hot Alert Date 

LS Response rime 

Vert>atims 

Alert Trigger Verbatim 

Survey Verbatim 

Deale< Action History 

NNA Notes 

Customer Conversation Notes 

DTS Inspection 

Contact Name 

Home Phone 

WOfitPhone 

Mobile Phone 

Email 

Attemate Email 

OTS Inspection Date OTS Inspection Date Confirmed? 

DTS Request Type Notes for OTS (Vehicle Concerns) 

Inspection Time/Notes Appointment Time: 

System Information 

Subject 

Created By 

Last Mocfrfied By 

Notes to Agent 

CUSTOMER:­
KNMAT2MV~ 

Jeremy Angelini, 10,,4/2017 3:19 PM 

NNAill, 9118/2019 9:23 PM 

Case Record Type CA Oosed Case 

Days Closed 851 

ActionC- NTSF 

VIN: 

What action was taken? SF Voluntary NNA Trade/Repurchase - NNA Inventory - 1 veh 

Agent Comments 

Root Cause 

Root Cause Code 

Root Cause Code (2) 

Document ID 

Agent Comments RHR denial. Correspondence pending. Get customer in rental vehide through the dealership. 

Case History 

Dale 

Agent Next Step 

Use< 

I Reopen Case I ! Clone Closed Case! 

2/2/2018 2:35 PM Luis Rodriguez Changed Status from Open to Closed. 

Closed. 

SCMV 

2/1/2018 12:28 PM ~ 
Changed Subject from CUSTOMER: 
KNMAT2MV2H ~ . 

PHONE:-■- VIN: KNMAT2MV2Hialllll to CUSTOMER: 

1131/2018 12:56 
PM 

Luis Rodriguez Changed Subject from CUSTOMER: 
KNMAT2MV2H~ . 

1/30/2018 8:16 AM .!S;!!l;! 
~ 

Shgw ID9ll' • I~ 

Case Comments 

Pubic Conwnent 

Changed case Owner from Olad Alsup to Luis Rodriguez. 

VIN: KNMAT2MV2H~ to CUSTOMER: 

Page 2 of 10 

Ca-se History Help 

VIN: 

PHONE VIN: 

Case Conments Help 

Created Bv: bsi• Bwki9ns:z (2/2/2018 2:28 PM) 
ARBS contacted the custome, at ii■ll■I and infooned tile checks were just received and the case was transferred to Moriey. ARBS stated Moriey will be contacting tile customer to schedule the surrender date. 

Customer tllanked ARBS and tile call ended mutually. 

Created By~ I li3 Boc:kiouez (2/212018 2:18 PM} 
ARBS notes the Moriey cas~ was submtled and transmitted. 

ARBS notes Cheek No. 0141740181 payable to tile customer and Check No. 0 141740188 payable to the lieoholder were sent via FedEx under Tracking No. 

Created By: Luis Roo-iguez (1/31/201812:S9 PM) 
ARBS sullmitted cheek request payable to tile customer in the amount of $13,745.22 

ARBS sullmitted cheek request payable to NMAC in tile amount of $20,036.37 good tllru 02/08/2018 

Created By: Luis Roo-iquez (1/31/201812:47 PM) 
ARBS received the signed agreement from tile custome, and ft was attached to the case. 

Customer understood and appreciated the assistance. 

ARBS also asked the customer permission to cootact NMAC witll tile customer on the phone to have tile customer placed on tile 00 NOT CALL U ST. ARBS stated ARBS att~ed to contact NMAC on tile custome(s 
behalf but was infooned tile customer needed to be on the phone witl1 ARBS. 

Customer agreed to be placed on hold for ARBS to oontacl NMAC. 

ARBS and customer talked to NMAC-Eric and infooned tile customer's vehicle is being repurchased under NY LL guidelines and asked for the customer to be placed on tile 00 NOT CALL UST. 

NMAC-Eric verified some aCOOlllt infonnation witl1 tile customer and was infonned tile customer will be placed on tile 00 NOT CALL U ST . 

The call witl1 NMAC-Eric ended. 

ARBS stated to the customer the revised document has been emailed to the customer and to please send it back at the custonler's ear1iest convenience. 

Customer stated the email was just re<eived and will be sent back to ARBS as soon as possible. 
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The call ended IOOtually. 

Created By: LI.is R-iguez (1/30/20181:41 PM) 
Additional infoonation provided by NMAC-PH oo the custome(s previous vehicle (retai): 

YM: 2014 Rogue/ VIN 5N1AT2MV1~ 

- Account paid off on 07/13/2016 
- Customer sent a payoff in Ille amount of $15,115.74 
- Third party payoff (credtt unioo, o, something i ke lllat) - tt doesni show who paid tt off 
- Customer had 37 payments remaining when NMAC received the payoff 

Created By: LI.is R-iguez (1/30/20181 :22 PM) 
ARBS cootacted NMAC-Peggy Hojder and verified the following intormation: 

Last payment re<elved: 11/07/2017 in the amount of $128.49 

Account is 51 days deinquent ($256.98) 

Account is in colections. 

New payoff amount rece;ved from NMAC-PH is: 

Payoff is $20,036.37 (good t!Yough 02/08/2018) 

ARBS lllanked NMAC-PH and the call ended rnul\Jaly. 

Created By: I li3 Boctkueez (1/30/20181 :20 PM) 
ARBS cootacted NMAC at the 800 _,_- to get an updated payoff infonnation and ARBS was infonned Ille custo,ner needed to be oo phone with ARBS. 

ARBS asked to talk to a Superviso, and ARBS was also infonned lllat in ocder kl< ARBS to talk to a superviso,, ARBS needs to cootact NMAC with the custo,ner oo Ille phooe. 

Created Bv: ! •i• Bwti9nez (1/30/201812:25 PM) 
ARBS received inbound call from Ille G~Adam who stated the customer didni know owe anything on the previous lease (2014 Rogue) - 5N1AT2MV1 ~ . 

Created By: LI.is R-iguez (1/30/201811 :48 AM) 
ARBS notes the dealer provided a screenshot of the ACV Sheet but lllere is no in1ormation on Ille payoff amount oo the vehicle Ille customer traded-in. 

ARBS sent the following email to G~Adam: 

Good day Adam, 

Page 3 of 10 

I On Ille screenshot provided below thefe is no payoff amount. Could you please provide Ille VIN of Ille vehicle Ms .• traded in and also Ille payoff amooot oo ll1at vehicle? 

Regards, 

Luis Rodriguez I Al1Jitration Specialist I 

Created By: Deandra Tavares (1/30/201810:SO AM) 
CRR-DT received inbound call from C and DLRSHP 

C stated C would like to know if ARBS-LR is going to speak to C 
C stated there is no reason ARBSLR should not be responding to C 
C stated ARBS-LS is not calling C back 
C stated everyone is giving C infonnation and 
DLRSHP stated DLRSHP does nol want to have to get anyone else involved 
DLRSHP stated DLRSHP is having to beg C to stay a customer 
C and DLRSHP inquired why lllis is taking so loog 
C stated ARBS-LS is taking too loog 
DLRSHP stated DLRSHP is going to escalate case higher up 

CRR-llt stated CRR-DT ooold ooly e-mail ARBSLR requesting ARBS-LR to cootact C 
CRR-DT asked C if there was anyllling else CRR-DT could assist with. 

Cdeclined. 

Call ended mutualy 

Created By: Kalia Johannes (1/30/2018 8:16 AM) 
ARBS-KJ noting ARBS-KJ is nol Ille owner of the case. ARBS was attempting assisting ARBS-LR willl obtaining documents ooly. ARBS returning case to ARBS-LR as ARBS Tl's do not have c contact. 

Created By: Ameer Hamza (1/29/2018 4:23 PM) 
-ease summary""-
c contacted CRR-AH to inquire aboot rnssed follow ups by ARBS. 
----statement of cteasion•-
CRR-AH e-mailed ARBS's superviso, and escalated Ille case. 

Created By: Ameer Hamza (1/29/2018 4:22 PM) 
CRR-AH <VERIFIED> Account Info including: C's name, home & email address, and Phone# 
CRR-AH VERIAED VEH Info including: VIN#, Current Mi eage, Warranty & Service History 
CRR-AH CHECKED kl< open recals/carrc,aigns and found: Nooe 
CRR-AH CHECKED kl< previous UNRELATED Case(s) and 1ound: None 
CRR-AH CHECKED previous RELATED Case(s) and 1ound: None 
CRR-AH NOTED concern is: Missed follow up ARBS 

C stated C has spoken to so many agents and been waiting for a call back 

CRR-AH apologized for the concerns 
CRR-AH reviewed Ille case 
CRR-AH changed Ille follow up date to 01/30/2018 and infonned CC wil receive a call befo,e the end of business day 

C understood and appreciated 

CRR-AH inquired if C needs arry more assistance from CRR-AH 

C denied 

CRR-AH provided C with Agent ID and """"' 
CRR-AH branded call 

Created By~ Kali@ Joh@Ootl (1/19/2018 11:01 AM) 
ARBS noting no docs received. 
ARBS resent request and CC'd DOM- Ryan Barnard. 

Created By: Kalia Johannes (1/18/2018 11:12 AM) 
ARBS-KJ sent email to G~Adam@ adam@legendnissan.com requesting Ille ACV sheet and providing an example. ARBS explained is assisting willl galllering Ille docs for the case and n ARBS has reached GM in 
error, can GM please point ARBS in Ille right directioo. 

Created By: Kalia Johannes (1/18/2018 11:11 AM) 
ARBS-KJ received an inboood call from Dwayne in finance. 
ARBS advised is assisting with galllering documents kl<the case and that ARBS needs to request a copy of Ille ACV sheet fortheveh lllat shows the cost, holdback, ACV etc.? 
Dwayne advised ARBS would need to contact Ille GM -Adam and provided Ille email received from Gina. 
ARBS understood and lllanked Dwayne. 
Call ended mutualy. 
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~~~~~~ =~d ~ ~o cd~
0
~1JIJJ £( J£ ~ ~~=: ';.i~~~~~ 'c:: ~c:.6°nist ARBS advised is assisting with a document request for a ooileague and needs to speak 1Mth the FM. 

ARBS-KJ agreed and provided direct line. 
ARBS asked ij there is an email address ARBS can send the request to as well? 
Gina provided GM's email address as she did not know the FM's email address: 
adarn@legendnissan.oom 
ARBS thanked Gina and call ended rrutually. 

Created By: Patience Million (1/17/2018 3:17 PM) 
CRR- PM VERIFIED Account information including: C's name, home address and best cootact numbe<. 
CRR- PM VERIFIED VEH Information including: VIN & Mileage 
CRR- PM CHECKED foc open recalls/campaigns and follld: 0 
CRR- PM CHECKED!ocprevious UNRELATED Case(s) and found: 0 
CRR- PM CHECKED previous RELATED Case(s) and found: 0 
CRR- PM NOTED concern is: C inquiring about case status 

CRR- PM received inbound call from C. 

C provided case lllS1 obe. 
C stated not getting responses 
C sated ARBS did not respond to C's email or voicemails 
C stated was advised C that C would get refund 
C would like response about refund 
C stated has documentation that C was to receive refund 
C stated was supposed to receive refund on VEH back in November 2017 

CRR-PM apologized for inconvenience 
CRR-PM advised C that email would be sent to ARBS 
CRR-PM advised C that ARBS will oontact C at ea~iest conllenience 

C stated last 2 agents did same process & nothing came from it 
C stated displeased and contaclilg a lawyer 

ORR-PM apologized for inconvenience 
CRR-PM offered further assistance 
CRR-PM thanked C fo, contacting NNA 

Best oontact It: 5164200460 

C disoonnected Call 

Created By: Luis R-iguez (1/16/2018 9:31 AM) 

I :~-=:~: =~~l~s'::,";dealer a 
and asked for the Finance Manager. ARBS was informed the Finance Mgr was with a customer. ARBS left ARBS' contact information asking to please have 

Created By: Barbara Adamson (1/8/2018 8:45 AM) 
SCRR-BA received inbound call from C who provided name, address, tel and email and VEH ooncem 

C states C was told VEH wil be voluntarily repurchased 
C states C is still getting calls from lease dept that payment is past due and it's affecting C's credit 
C states C is also waiting on a refund 

C states C has left VMX with ARBS and is waiting on a call 
C states C would i ke callback 119 

SCRR-BA provided 10 and Case# 

SCRR-BA emailing ARBS, oc TL-NB 

Created Bv: payjd Bedard 112127/2017 9:30 AM) 
SCRR-DB received inbound call from C 
SCRR-DB VERIFIED account info including C's name, home & e-mail address, best contact phone number, 
SCRR-DB NOTING coocem is: case follow up 

C stated C is k>okilg for folow up and was expecting a call back last week regarding this case 
C stated C still hasn't received the relmd promised and wanted to know what was going on 
C stated C is also ooncemed as VEH has been at DLR since Oct but C is still reng billed foc the lease and this is affecting Cs credit 

SCRR-DB apologized and advised that an email wil be sent to ARBS for C follow up 

SCRR-DB offered further assistance. 

C declined. 

SCRR-DB provided name, 10 number, and case number 
SCRR-DB and C ended call mutually 

Created By: Lvcia Ristic (12/20/2017 8:35 AM) 
CRR-LR VERIFIED Account information including: C's name, home & e.fflail address, phone number & best cootact number. 
CRR-LR VERIFIED VEH Information including: VtN #. 
CRR-LR CHECKED fo, open recalls/can-c,aigns and found: 0 
CRR-LR CHECKED fo, previous UNRELATED Case(s) and found: 0 
CRR-LR CHECKED previous RELATED Oase(s) and follld: 0 
CRR-LR NOTED ooncem is: c callbad< - stated has received a lette< foc refund. 
CRR-LR received inbound cal from C. 

C called stated VEH was surrendered due to Lemon law. 
✓ C stated has returned VEH to DLRSHP in Oct or Nov. 

C called stated has received a letter and was supposed to receive a refund. 
C stated mention ARBS. 

CRR-LR verified and advised would send a message and would receive a call tomorrow by end of day. 
CRR-LR provided C with agent ID / name and case ~ 

C understood. 

Bestoontact#(S16)- home 
Call ended mutually. 

Created By~ I li3 Bmtimeez (12/13/2017 2:34 PM) 

- cellphone. 

ARBS received inbound call from the GM-Adam regarding ARBS request (ACV sheet). 

ARBS slated the MSRP oo U.s vehicle was $29,870 and the Agreed upon value of the w,lwcle was $33,154.87, making a difference of $3,284.87. ARBS stated the ACV Sheet is needed to unde<sland wily the vehicle 
was sold at a higher price. 

GM asked ARBS ij the dealer is allowed to sell the w,lwde at a high..- price and ARBS slated that is oo,recL 

ARBS stated the ACV sheet is needed to also coofirm ij there was no negative equity transferred to the new vehicle. 

GM stated there was no negative equity on this deal. 

ARBS thanked the GM-Adam and the call ended mutually. 

;~:~~;;:J~~l'!;~1J~~31
:a1~ ~ '"KM) ld asked to be transferred to the Accounting Department. ARBS was asked by the rereptionist what ARBS needed and ARBS explained ARBS needs a 

copy of the ACV SheeL ARBS was placed on nooa ano men me receptionist came bad< stating ARBS needs to send the request in writing. ARBS asked the reason why the document cannot be just faxed and explained 
the reason why the vehicle repurchase is being processed (Lemon Law). ARBS was placed on hold and then the receptionist came bad< slating the woman she spo«e to is on the phone and asked foc ARBS' contact 
information. ARBS provided ARBS' direct line. 
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The call ended IOOtually. 

Created By: LI.is R-iguez (12/12/2017 3:53 PM) 
ARBS contacted the Legend Nissan dealer at and asl<ed to be transferred to the Accounting Department. ARBS was informed the Acooooting Oej)ar1meot was already closed (open from 8am-4pm). 

ARBS stated ARBS wil contact the dealer tomorrow and the call ended mutually. 

Created By: LI.is R-iquez (12/6/2017 4:35 PM) 
ARBS contacted the Legend Nissan dealer at 
received. 

and asl<ed for the finance manager. ARBS was asked the reason of the call and ARBS explained the AO/ sheet was requested last wee« and tt has not been 

ARBS was placed on hold and ARBS was asked to contact the next day and asked for the Accounting Department as they are the ones that provide that information. 

ARBS thanked the receptionist and the cal ended mutually. 

Created By~ I 1i 1 BoctWuez (1112&1201111 :58 AM} 
ARBS contacted the Legend Nissan dealer and left a message with the receptionist to please have the Finance Mgr (he was not in the office) send a copy of the AO/ Sheet (Actual cash Value Sheet). ARBS left ARBS' 
fax and direct line numbers. 

Created By: LI.is R-iquez (11/17/2017 2:53 PM) 
ARBS contacted the Legend Nissan dealer and talked to the Finance Manager -Adanl regarding the price difference between the MSRP of $29,870 and the Gross Capitalized Cost of $33,154.87 (difference in Price: 
$3,284.87). 

Finance Mgr-Adam stated this is the price that was negotiated between the customer and the dealership and that the customer was happy with tt. 

ARBS asked ij the customer rolled any negative equity into this deal. ARBS was placed on hold and then Adam came back to the fine stating there is no negative equity. 

ARBS thanked the Fonance Mgr-Adam and the call ended rrutually. 

Created By~ I li 3 Bmtimeez (11/17/20171:20 PM) 
ARBS subnvtted check request payable to the customer in the amount of $14,142.45 

ARBS subnvtted check request payable to NMAC in the amount of $19,913.34 good thru 12/08/2017 

Created By~ I sin Boctiauez (11111120111:11 PM) 
Vehicle concerns-Forward Emergency Braking 

Created Bv: Ly s B9Ski91tel (11/17/20171:05 PM) 
ARBS notes the loilowing vehicle history repair: 

~:~~ - Mileage 12 -R~ - Days down 2 

- C/s brake assist activates when going over railroad tracks and when getting on the pari<way. C/s customer hears beeping then vehicle brakes hard 
Action taken 
- Advised customer that Nissan is aware of the issue, however there is not a recommended repair at this time. 

ARBS notes the loilowing Slunmary of service histo,y: 

I-ce date: 05/30/2017 
Additional CA cases: None 
Tech Line cases: None 
VSC:None 
DTS Inspection: None 

Repairs/Visits made during the first 18,000 miles/ 2 years from the in-service date: 

1 vistt for the FEB malfunction: 
- No repairs reoo,1 ■ 1 ~Kled 

Total days down: 2 

ARBS notes the vehicle has been at the dealership and the customer has been on a rental vehicle since 10/26/2017 (22 days ol 11/17/2017) 

(+) 2 days down under repair ~ 
( +) 22 days down with rental waiting~ 
(=) 24 days down total 

Created By: LI.is R-iquez (11/16/20171:27 PM) 
ARBS sent the loilowing email to SM-Vrv,y: 

Hello Vinny, 

Confirming I got your email. 

I The pictures I need on Ms.- llehicle are of the Iron~ back, both sides and interio<. Also a copy of the llehicle registration. 

When she returns the rental vehicle please submit the claim and once tt suspends I will help getting that approved a-eating a VCAN for you. 

Thank you, 

Luis Rodriguez I Albitration Specialist I 

Created By: LI.is R-iguez (11/16/20171:26 PM) 
ARBS contacted the Legend Nissan dealer at ·····~and talked to the SM-Vinny and informed the customer's vehicle wil be repwchased. ARBS asked the SM to please assist ARBS getting pictt.-es of the 
vehicle (front, back, sides and interior) as well as me copy 01 the vehicle registration Jocated in the customer's glove box compartment. 

I SM stated the pictures wil be sent shortly. SM asked fo, ARBS' email address and SM sent an ernai to ARBS. ARBS confirmed the email was received. 

The call ended. 

Created By: LI.is R-iquez (11/16/20171:15 PM) 
ARBS sent the loilowing email to the customer: 

Good day Ms .• 

Attached find the vehicle Repurchase Agreement Oller Letter for your 2017 Nissan Rogue. Please go over the document and let me know ~ you have any questions. 

You may lax the signed document to 

Thank you, 

Luis Rodriguez 
Ar1litration Specialist I 

Created By~ I Ii i BoctWuez (11/16120171:12 PM) 

or send it via email to luis.rodriguez@nissan-usa.oom 

ARBS notes the loilowing repurchase amount figures (lease): 

(+) Down Payment including 1st payment $13,500.00 
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(+) Additional 5 Payments $642.45 
(=) Total Amounts Paid $14,142.45 

Rettr.d Amount to Customer $14,142.45 

Create<I By~ I li 3 Boc;tkueez (11/16/201712:27 PM) 
ARBS received the following payoff infoonation from NMAC: 

SR# 

Acoooo~ : 
CUstomer: 
Payoff . good thru 12/812017 
Payments rece;ved 6 
Payment amount $128.49 
Recent payment received on 1117/2017 in the amoont of $128.49 

Copy of Contract, Payment History and TIiie are altached. The account is/is not SOC eligible. 

Thanks, 

Peggy Holder I Fulfil ment & C~ce 

ARBS asked clarification on the SOC eigibility and received the following: 

Guess I was in a little bit of a hurry, Yes they are SOC eligjl)je. But, on a lease, tt rrust be the same Make and Model for an SOC. 

Peggy Holder I Fulfil ment & C~ce 
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Created By: Luis R~iguez (11/1512017 7:00 PM) 

:eR:~o:'.!:~or~ ~!t~fs !&. !ii£! ;!:!~a~ u:ro:c::~~=~ repurchase of her 2017 Rogue will be processed under NY LL guidelines. ARBS stated the repurchase agreement wil be 

Customer thanked ARBS for the ass.stance provided. 

The call ended. 

Created By: Luis R~iguez (11/1512017 5:06 PM) 
ARBS reviewed case with ARBS Mgr-BG and provided the following details on the case: 

-CCF 
-2017Rogue 
-leasing 
-On rental vehicle since 10/26/2017 (20 days down as of 11/15/2017) 
- Customer wants another Nissan. Maybe a Murano 
.. NMAC said no to an SOC since this is a lease (it has to be the same model) 
- No repaira have been made 
- No DTS inspection 

Customer agreed to be on a rental vehicle but now wants a repurchase because there's no fix and no ETA on a possible fix. 

Based on the days down, and no ETA on a fix, tt was agreed to offer the vehicle repurchase to the customer (ARBS checked wtth SRPtNR-FD on any updated on a possible fix but there is no update as of today). 

Created By~ Ytronical Wal3:99 (11/1512017 2:03 PM) 
DRTS-VW: received cal from Jennifer-Busiless Ofc, said someone did make an error and typed in Aftima instead of Rogue on the title app lease information, but the other paper'NOl1( is showing a Rogue. She will send it 
and wanted to know ff she could write over tt or not Checked with supvr was tool to advise JenMer to call NMAC to find out what they need to do because they have infoonation on file showing an Altima instead of a 
Rogue (lease agreement). Jennifer said she will fax the paper buyer's order signed by the customer showing a Rogue. Contacting the ARB's to let him know the situation. 

Created By: Veronical Watson (11/1512017 9:47 AM) 
DRTS-VW: called deale<ship, Sl)()kewith Yur1y, said she just picked up the lax, she will pull the folder and call me back today. 

Created By: Kristina Rosas (11/14/201712:58 PM) 
DRTSTL-KR faxed written request (attached) to DLR Legend Nissan, attn Yur1y, requested Signed Buyera Order/Contract. 

Created By: Veronical Watson (11/14/201712:42 PM) I Last Modified By: Veronica! Watson (1 1/14/2017 12:42 PM) 
DRTS-VW: received sales doc from NMAC, found there was a discrepancy with the vehicle we show on fie 2017 Rogue and what they show on the buyefs orde< 2017 Altima, (same oolor and VIN). I checked back with 
NMAC-Peggy. Her response: "Ok this is weird. The Account shows a 2017 Rogue. All the pape,work show an Altima I don' show past SOC on this Acoooot so I'm nol sure what happened. I loo«ed at the wor1<sheet from 
the Dealerahip and tt shows an Altima also. I have no idea???". I then called deale<ship Sl)()kewith Richard in Finance, he said theydonol show this customer with a 2017 Rogue, but a 2015 Rogue purchase in Sept 
2015. I explained the information with NMAC, he said maybe they purchase the vehiele from a <fiflerent dealerahip, explained Legend Nissan is on the lease. He then transferred me to what he called upstairs to a peraon 
name Yur1y (or Yearly), who said she could not give me any information unless we lax the request. Explained I eotAd email the request She said the was not acceptable due to the privacy act Referred to my supvr to 
assist 

I 
Created By: Veronical Watson (11/13/201710:32 AM) 
DRTS-VW: received tasked from ARB to get sales doc, sent email to NMAC to received the sales doc. 

Created By: Luis R~iguez (11/13/201710:27 AM) 
ARBS sent email to NMAC requestilg payoff. 

Create<I By~ I li ft Boc;tkueez (11/13/201710:26 AM} 
ARBS received inbound call from customer stating customer would like to get the vehicle repurchased. CUstomer stated there is still no fix available. Customer stated customer had to return the loaner vehide to the 
dealerahip because of bad tires. 

ARBS apologized and requested a copy of the lease agreement. 

Customer stated the document will be sent. 

The call ended irutually. 

Created By: Luis R~iguez (11/10/2017 3:27 PM) 
ARBS contacted the custome, nd left voice message asking the custome< to please oontact ARBS back. ARBS stated ARBS stil has no update on the repair and ARBS would like to know ff customer 
is OK keeping the rental vehicle prov,oea oy tne Nissan deafer until the fix becomes available. 

Created Bv: payjd Bedard 110/30/2017 4:18 PM) 
SCRR-DB received inbound call from C 
SCRR-DB VERIFIED account info including C's name, home & e-mail address, best contact phone number, 
SCRR-DB NOTING concern is: case follow up 

C stated C was just speaking to someone a short while ago and wanted to know if more infoonation is available 
C stated C is wantilg the direct # for ARBS and ARBS last name for proper oontact 

I SCRR-DB apologized and advised that unless this information has already been provided by ARBS and is specifically noted in the case notes NNA CA is nol able provide this information as stated by SCRR-VL 
SCRR-DB advised that SCRR-VL sent off an email to ARBS for C contact and C should be hearing back soon 

SCRR-DB offered ft.wther assistance. 

C declined. 

SCRR-DB provided name, ID number, and case number 
SCRR-DB and C ended call mutually 

✓ Created By: Vivian Luu (10/30/2017 3:53 PM) 
Best oontact number: 
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SCRR-VL received inbound call from C. 
SCRR-VL provided name and agent ID 7319010. 
SCRR-VL VERIFIED Account Info including: C's name, home & emai address, coocem, best cootact# 
SCRR-VL VERIFIED VEH Info including: VIN# 
SCRR-VL CHECKED for open recalls/campaigns and found: NONE 
SCRR-VL CHECKED for previous UNRELATED Case(s) and found: 5 
SCRR-VL CHECKED previous RELATED Case(s) and lound:­
SCRR-VL NOTED Concern is: VEH concern and the 1oanef ~ 

C stated Chas a ooncem with the VEH which is a 2016 Rogue SV. 
C stated the concern is with the safety shield and the VEH has stopped 3 times on its own. 
C stated the VEH is at the DLR at the moment. 
C stated C was offered a Sentra VEH as a loaner VEH originally. 
C stated C requested a comparable Rogue and the DLR provided C a basic Rogue. 
C stated the loaner VEH also has a concern with tire tread. 
C stated C has been a Nissan customer lor years. 
C stated C is upset that the DLR gave C a loaner VEH which is a very basic model. 
C stated a person name Luis has been oontacting C regarding the concern. 
C trans med the cal to C-s son who will be referred as C. 

SCRR-VL inlonned C that the case is handled by ARB= 
SCRR-VL provided the case nu--

C inquired rt A~ has another phone number because C's mother has been trying to contact AR= at 
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without success. 

SCRR-VL informed C that the is a general phone number and ARBS-LR has a direct phone number but SCRR-VL is not allowed to give out the phone nt.mber because there is no notes stated the phone 
nt.mber was provided. 
SCRR-VL notified C that SCRR-VL wil emai ARBS-LR to let AR= about C-s mothe(s call and concern. 
SCRR-VL inlonned C that ARBS-LR will contact C's mother back. 

C requested to have the phone number provided. 

SCRR-VL informed C that SCRR-VL will include that in the case notes and the emai. 

C inquired ARB~LR's last name. 

SCRR-VL informed C that SCRR-VL is unable to provide the last name because that's Nissan policy. 

C stated C doesn1 care rt that's Nissan poficy 0< not but C needs to have ARBS-LR's last name. 
C stated Nissan ,.;1 lose a customer rt SCRR-VL doesni provide the AR='s last name. 

SCRR-VL apologized to C and coofirrned once again that SCRR-VL is not allowed to provide the last name. 

C stated Nissan just lost a customer. 
C ended the call. 

Created By: Lt.is R-iguez (10/26/201711 :23 AM) 
ARBS contacted the customer a,11■■■■ and left a voice message requesting a call back to oonfirrn a Rogue rental was provided. ARBS sated ARBS will follow up with the customer next with and provide any 
available updates. 

;~~~~,J~~l'!;~zJ:_2061:eo~~ ~~:17 AM) and talked to the SA-Kent (SM was not in) who confirmed the customer was provided with a rental this mocning (a Rogue). 

ARBS thanked the SA and the all ended mutually. 

Created By: Lt.is R-iguez (10/20/2017 4:44 PM) 
ARBS contacted the customer •I nd asked the customer the SM from Legend Nissan contacted the customer regarding the rental vehicle and customer stated Nancy called the customer but the 
customer is upset the dealer was 9NV'9 me customef a Sentra as a rental. 

Customer stated she did not take the Sentra and has been put on a waiting list. 

ARBS stated the dealer will be contacted on Monday and follow up on the rental. 

Customer thanked the customer and the call ended mutually. 

Created By: Lt.is R-iguez (10/20/2017 4:42 PM) 
ARBS contacted the Legend Nissan dealer a 

Created By: Lt.is R-iguez (10/20/201710:57 AM) 
ARBS sent the f()jlowing email to the SM-Vinny: 

Hello Vinny, 

and was inlormed the service department was ateady closed. 

It was a pleasure to speak with you this momilg. FCll!o'Mng our phone conversation and request to assist Ms .• with a loaner/rental vehicle until Nissan comes out with a course of action to oonect the FEB ooncem 
she's experiencing. We appreciate yoor assistance with this matter. 

He, VIN is KNMA T2MV2H~ . The Consumer Allain, case numbe< documenting eve,ything is- The best number I have for Ms .• is 

Regards, 

Luis Rodriguez 
Aroitration Specialist I 

• SM-Vinny asked ARBS to please send an email to vinnygianni@legendnissan➔com with the request as well as the customer's information to add it to the ticket. 

■ 

ARBS stated the email will be sent shortly and appreciated the assistance that is being provided to the customer. 

The call ended mutually. 

Created By: Lt.is R-iguez (10/20/201710:24 AM) 
ARBS contacted the customer a1ililillllliill and talked to the customer. ARBS asked the customer rt the customer received ARBS' V<lice message from 10/17 and customer stated yes. 

ARBS asked the customer to describe the coocem the customer is having and customer stated the vehicle has stopped, hard braking, on the customer in 3 occasions. CUstomer stated the it has happened once over rail 
road tracks, at the expressway, and also entering her driveway. Customer stated the customer was very afraid on the first two situations because other drivers thought the customer had slammed on her brakes. 

ARBS apologized fa, the situation and stated Nissan is WO<king diligently to fix this ooncem lor the customer. ARBS stated that in the meantime ARBS 1"<>lAd like to place the customer on a loaner/rental vehicle. Once 
there's a fix, Nissan w;H contact the customer to inform and get the vehicle repaired. 

Customer stated if thars what the customer needs to do, she ,.;1 do it. 

ARBS asked the customer what is the closest Nissan dealership lor the customer and customer stated Legend Nissan. 

ARBS slated the Nissan dealer will be contacted and have the SM provide assistance with the rental vehicle. 

Customer thanked ARBS and the call ended mutually. 

Created By: Lt.is R-iguez (10/17/2017 4:38 PM) 
ARBS contacted the customer a,tl■■■■ and left a voice message asking the customer to please return the call to ARBS to discuss the case. 
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Created By: I tif' B2'kWuez (10113120112:55 PM) 
ARBS contacted the customer a1tlll■■■ and the number is disconnected. 

ARBS contacted the customer j nd talked to customer. ARBS introduced himsett and stated the reason of the call (BBB Claim). ARBS asked the customer if this was a good time to speak and customer 
stated that she just woke up trot , mIir=1.nc~:s,~ m,a asked ARBS to please contact the customer back after 5pm (EST). 

✓ 

ARBS stated ARBS wil be already gone for the day at that time and customer asked ARBS to please contact the customer back on Monday. 

ARBS agreed to contact the customer back on Mooday and wished the customer a rapid reet:NefY. 

Customer thanked ARBS and the call ended rrutually. 

Created Bv: I ••Ii• Grjffjn (10/11/2017 3:45 PM) 
NIS1726696. ORTS-LG rec'd CCF from BBB on 1().111/17, dated same. C seelts replacement vehicle due to numerous concerns. 

Created Bv: Markija Scott 110/10/2017 9:44 AM) 
RC~S is dosing case as no ftl'ther assistance can be offered at this time. 

~CASE SUMMARY--
Customer contacted Nissan requesting repurchase/replacement of vehicle due to vehicle having concern with Forward Emergency Braking activating intermittently without cause. 

STATEMENT OF DECISION: 
RC~S set up DTS inspection. OTS confimed that ooncem is under investigation with Engineering. 
RCA$MS required to offer long term rental vehicle unti update is provided. R~S advised Customef that Nissan is not the in position to offer a repurchase/replacement of vehicle at this tw'ne. Customer to contact 
RC~S back regarding rental vehicle offer. 
Closilg case pending CUstomer response. 

Created By: Mark~a Scott (10/10/2017 9:40 AM) 
RC~S placed OUUXlund call to Customer••■■■■ on 10/10/2017 at 9:26am. 
Customer did not answer. 

RC~S placed OUUXlund call to Customer a on 10/10/2017 at 9:28am. 

RC~S ADVISED 'Tois call may be reoorded for quality and training purposes." 
RC~S stated that a decisioo has been r..--ed regarding CUstomefs request for rel)Urcnase/replacement. 
RCAS-MS stated that at this time, Nissan is not in the position to offer a repurchase or replacement of Customer's vehicle. 
RCAS-MS stated that due to the nature of the concern, RCAS-MS 'MXJld like to offer to get CUstomer into a long tenn rental vehicle until an update is provided to resolve the concern. 

Customer stated that CUstomer is not happy. 
Customer stated that this is a dangerous situation. 
Customer asked RCAS-MS why Customer would pay for a lease vehicle only to not be driving it. 
Customer stated that CUstorner does not see why NNA does not give CUstomer a dfferent vehicle. 

✓ ~g~~ ;::O: ~=d~ in the department that makes these decisions. 
RC~S stated that RCAS-MS can provide Customer the phone m.mbe.-that Customer can call should Customer dispute the decision made in the case. 
RC~S stated that the other option avaiable is to get a rental vehicle until an update is provided. 
RC~S stated that NNA is won<ing ditigenfly to get to the bottom of this and get this concern resolved. 

Customer asked for the number where CUstomer can call regarding the decision. 

RC~S provided BBB Auto Line Dispute Resolution Oivisioo phone number. 

Customer thanked RCAS-MS. 
Customer stated that CUstomer is going to cal BBB and will contact RC~S back regarding the rental vehicle. 

RC~S unde<Stood. 

Customer thanked RCAS-MS. 

Call ended mutualy. 

✓ ~~~~~~~"!!::!;/i~'g',.!.=~1~o~;~~i at 924am regarding getting Customer set up in a rental vehicle until an update can be provided. 

Created By: Chase McBryar (10/6/2017 10:50 AM) 
✓ ARBS-CM notes based on a good faith re-;iew, NNA is not in a position to offer a repurchase/replacement of this vehicle. NNA will continue to honor the terms and conditions of all applical)je warranties. 

ARBS-CM recommends RCAS wa1t with DLR/Region/TL to provide C with a loaner vehicle until repair is available. 

✓ Created By: Chase McBryar (10/6/2017 10:49 AM) 
ARBS-CM reviewed case with ORT Manager-Bob Glenn. 

Created By: Chase McBryar (10/6/2017 10:32 AM) 
✓ ARBS-CM notes the following: 

1 visit for FEB false activation ooncem 
-1 advised C that Nissan is currently WOOOng on a fix, advised C to tum system off upon every start 

Created By: Chase McBryar (10/6/2017 10:31 AM) 
ARBS-CM notes the following: 

Open ~ns: none 
Additional cases found: none 
Ted'I line case found: none 
DTS involved: none 
VSC lound: none 
State: NY 

✓ l~oe Date: 5/30/17 

1().11/17@3,592 miles ···- -Cays Down: 2 
Concern: OWne< states: a~st activating when goo,g over railroad tracks, also hawens when getting onto the par1<way. Customer hears beeping then vehide brakes hard. 
Action: Advised customer that Nissan is aware of the issue and is currently working on a fix for this conCefT'I. Also, infonned customer they have to manually Ul'TI off the system upon every start. 

Total Days Down: 2 

I g~e;~e:!c8ii~Z'i: i~wr~,~~1.!:s0: to ARBS Chase McBryar for review. 

✓ Created Bv: Markjta Scott 110/512017 3:26 PM) 
RC~S VERIFIED C's name, mailing address, e-,nail, phone#, vehicle 
RC~S CHECKED for open recalls/campaigns and found: None 
Previous UNRElATEO Case(s) FOllld: None 
Previous RELATED Case(s) Found: Nooe 
RC~S ADVISED 'Tois call may be reoo<ded for quality and training purposes." 

RC~S placed OUUXlund call to Customer a on 10/05/2017 at 3:03pm. 

RC~S stated that RCAS-MS is Custome<'s Regional Consumer Affairs Case Manage, and in short, that means that RCAS-MS is Custome<'s point of contact with Nissan Corporate regarding Customer's concerns or 
questions with vehicle or DLR. 
RC~S provided direct contact information. 
RC~S confirmed CUstomer's concern. 

Customer agreed. 
Customer stated that the vehicle has slOl)l)ed at random three times now. 
Customer stated that there has never been a vehicle in front of Customer's vehicle when the event happens. 
Customer stated that the OLR advised Customer that tt could take weeks or months for an update to be provided. 
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RCAS-MS agreed. 
RCAS-MS stated that RCAS-MS ...-..is Custome<'s concern. 
RCAS-MS stated that NNA Engineering is involved with this concem and is wor1<ing diigent!y to address and resolve the concerns. 
RCAS-MS stated that custome,s are being advised to tum the feature off while driving until I\Mther notice. 
RCAS-MS asked Custome< what assistance CUstomer is seekilg from NNA 

Customer stated nothing. 

RCAS-MS asked Customer what CUstomer is seekilg from NNA to do regarding vehicle. 

Customer asked R~MS if Nissan can provide a loaner vetvde or a new vehicle. 

RCAS-MS stated that RCAS-MS cannot authorize a loaner vehide at this time. 
RCAS-MS stated that a review can be done as far as CUstomer's secood request. 
RCAS-MS informed Custome, that tile process takes about 10 business days and is not guaranteed. 
RCAS-MS informed Customer that Nissan re-news CUstome(s repair history as it relates to CUstomer's states lemon law to detennine if NNA is in a position to repurchase or replace the vehide. 

RCAS-MS asked Customer tile following questions: 
Why do you want to return the vehicle to Nissan North America? 
The vehicie is not safe. 

Where is the vehicle currently? 
Customefs home. 

Where was the vehicle purchased? 
Legend Nissan. 

Was it pesdlased new or used? 
New. 

Where is the vehicle serviced? 
Noserviceyel 

Has the vehicle been taken to multiple Nissan dealers? 
No. 

RCAS-MS stated that RCAS-MS will be Custome(s poc,t of contact ttvooghout this process. 
RCAS-MS stated that RCAS-MS will fo41ow up with Customer no late< than 10/10/201 7. 

Customer understood. 

RCAS-MS asked Custome< if Customer has arry questions. 

Customer declined. 
Customer thanked RCAS-MS. 

Call ended mutualy. 

Created Bv: Markija Scott 110/512017 8:16 AM) 
RCAS-MS received e-mail from SM.Vinny with tile following: 

✓ -Vehicle has tile fo<ward Emergency Braking concern. 
-No repair reooc, ii111e:tKled currentty. 
-FOi has been involved with vehide. 

✓ Created By: Markita Scott (10/512017 7:21 AM) 
RCAS-MS sent e-mail to SM.Vinny on 10/05/2017 at 7:21am asking aboot vehicle coocems and visit to DlR. 

Created By: Jeremy Angelini (10/4/2017 3:28 PM) 
-- [CASE SUMMARY]-•• 

SAFETY SHIELD ACTING IMPROPERLY 

Best Contact# (516)-

CRR~A translening case to RCAS 

Created By: IWtWY Aooelioi t10/412017 3:28 PM) 
CRR~A VERIFIED Acoount Info including: C's name, home & emai address, phone# & best cootact# 
CRR~A VERIFIED VEH Info including: VIN#, CUrrent Mileage, Warranty & Service History 
CRR.JA CHECKED for open recalls/campaigns and found: NONE 
CRR~A CHECKED for previous UNRElATED Case(s) and found: 0 
CRR~A CHECKED previous RELATED Case(s) and found: 0 
CRR~A NOTED concern is: SAFETY SHIELD ACTING IMPROPERL y 

CRR~A received inbollld call from C 

C stated that the safety shield on C's VEH is activating at improper times 
C stated that C's VEH has oompletely stopped while trying to access express way, and a side road, and most recently right in the middle of a railroad crossing, where C was almost htt by the VEH behind C 
C stated that C took tile VEH to tile DLRSHP 
C stated that the DLR re<Xl0"11eoded just ruming off tile safety shield every time C starts the VEH 
C stated that this was not an acceptable answer 

I g ::: ~=: ~~':!'~ ~.,;'~ :t :'., ~:~~ ~~ ;:,:: :~ ~~ :n;u; to prope,ly diagnose and repair 

C stated that C ,_ to drive grandkids around, and C needs a reliable VEH 

CRR.JA informed C that Case will be transferred to a Regional Consumer Affairs Specialist who will contact the C by close of business day October 5, 2017 regarding the C's concern 

CRR~A provided C with Agent ID #7319218 & Case --

C llldefstood and appreciated the assistance 

CRR.JA asked if there was anyttjng else with which CRR~A coold assist C 

Cdeclined 

Best Contact# (516)­

Catl ended mutual y 

Case Categorizations 

Action C....Categoriza,tion# Catego<ylleseription 

BRAKES 

Subcatego<y Description 

INTELLIGENT BRAKE 
ASSIST (IBA ) 

s-Description 

POOR OR IMPROPER 
OPERATION 

Case Categorizations Help 

Maj« Component Code Category Date Symptom Code Category Code Subcategory Code Concern Code 

Forms 

No records to display 

A Back To Top 

BRAKES 
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• Search ... Search Derek Latta Help & Training All Tabs 

Home Accounts Ideas Dealer Locator Literature Requests Console Cases Home Reports Dashboards Articles Profile Feed Profile OVen,iew Comments Export Warrant) 

- Customize Page I Printable Vrew I Help for this Page 

Show Feed 

Case Detail 

Account Name 

Contact Email 

Home Pl1one 

Letter Se-nt Date 

Letter Received Date 

Follow Up Date 11129/2017 

Supporting Documents 

CA Muttiple Repairs 

Social Media Involvement 

Martiz Custome< Id 

Case O#nH location Franklin 

Texting Status 

Case Reopen Count 

Case ~""Y I/it! I Case ConYnents WJ I c..,.. Categorizations W I ,E= llll 

J Reopen Case 11 Clone Closed Case J 

Case 0wne< ■Fredcf,e King 

Type CA 

Case Origin Phone 

Executive Refenal 

Exee>Received-Oa.te 

Status Closed 

Datelrme Opened 10/5/2017 2:06 PM 

Date/Tome Closed 12/18/2017 11 :44 AM 

Multiple Repairs No 

Executive Summary 

Executive Actions To Resolve 

Description ca.sumer affairs voluntary repurchase with 1 visit 66 days down for lorward emergency braking system activalilg abruptly 

Call Script 

Who contacted u.s? Consumer 

#Vehicles Owned 1 

Vd'liele Purchased New 

Pre-Owned Initial Mileage 

Current Mile- 2,429 

Incident Codes. IIR REQUIRED 

lncidef'lt Date 

Sent to legal 

Accident 

Asbag 

Fire 

IIR lndic.ator 0 

IIROate 

HR 

Vehicle Information 

Vehicle 5N1AT2MV2H• 

Model Year 2017 

Make NISSAN 

Model Line ROGUE 

Model Code 22617 

Dealer Detail 

ease Servicing Dealer NISSAN OF Ht INTINGTON 
Case Servicing Dealer Region Northeast Region 

Bluetooth 

Related Items 

Responsible District 07 

SharedWrth 

Phone Carrier 

Phone Manufacturer 

Reported From 

Issue Categories 

ApprowdChed< Reques1s $33,124.07 

https:/ /nissanna.my.salesforce.com/5000G0000 1 IFZmzQAH 

Vehicle Maintained Location NISSAN OF HUNTINGTON 

Previous Repai.r Date 

Previous Repair Location 

Related Vehicle Make Nissan 

XTIME Appointment Numb« 

Rollowf' 

Property Damage 

Injury letter 

Nootber Injured 0 

RHR Started 11/16/2017 

RHR Completed 11/16/2017 

Customer Document Requested 

Date Requested 

Customer Document Received 

Date Received 

Part Numb« 1 

Beyond Basic Warranty Miles 1 O 

Beyond Basic Warranty Months1 0 

Beyond PT WalTal'lty Miles1 0 

Beyond PT Warranty Months 1 O 

Data Net 

Datanet Deal« Date 

Oealff Instructions Service Oepl Review 

Requested Dealer Action no action needed 

Bluetooth Ticket Status 

Phone Model 

Phone Operating System 

Goodwill Offered 

VCAN 

Goodwill Processed 

Vehicle Service Contract 

VSC Reprint Request Email 
.J 
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Contact Name 

Sales & Service Campaign Specific Information 

Hot Alert Date 
HomePhone -

LS Response rime WO<l<Phone I,,_ 

Vert>atims 

Alert Trigger Verbatim 

Survey Verbatim 

Deale< Action History 

NNA Notes 

Customer Conversation Notes 

DTS Inspection 

Mobile Phone 

Email 

Attemate Email 

OTS Inspection Date OTS Inspection Date Confirmed? 

DTS Request Type Notes for OTS (Vehicle Concerns) 

Inspection Time/Notes Appointment Time: 

System Information 

Subject 

Created By 

Last Mocfrfied By 

Notes to Agent 

CUSTOMER:­
SN1AT2MV2~ 

LoriAnn Lin~ 10/S/2017 2:06 PM 

NNAill, 9118/2019 9:23 PM 

Case Record Type CA Oosed Case 

Days Closed 897 

ActionC- NTSF 

VIN: 

What action was taken? SF Voluntary NNA Trade/Repurchase - NNA Inventory - 1 veh 

Agent Comments 

Agent Comments FEB case. #RHR. 

Agent Next Step 

Case History 

Dale 

12/18/201711:44 AM 

User 

Freddie Kina 

I Reopen Case I ! Clone Closed Case! 

Action 

Changed Status from Open to Closed. 

Closed. 

Changed Description. 

Changed Description. 

Root Cause 

Root Cause Code 

Root Cause Code (2) 

Document ID 

12/11/201710:32 AM 

12/11/2017 10:19 AM 

11127/2017 4:05 PM 

Freddie Kina 
Freddie King 

Freddie Kina Changed Follow Up Date from 11127/2017 to 11/29/2017. 

Show more • I~ 

Case Comments 

Pubic e«nment 

Created By: Freddie King (12/18/201711 :43 AM} I Last Modified By: Freddie King !12/18/201711:43 AM) 
ARBS closing the case due to Mooey accepting the case 

Created By: Freddie King (12/18/201711 :42 AM} 
ARBS called the customer to provide details for the VPP 

ARBS asked ij the customer was avaiable to speak 

The customer stated yes 

ARBS provided the details and the process for the VPP 

The customer lllderstood 

The call ended mutually 

Created By: Freddie King (12/1512017 3:42 PM) 
ARBS called the customer to advise that the case has been trans/erred to MOl1ey 

ARBS provided the process and the steps moving lorward 

ARBS asked ij the customer will be going back into a Nissan 

The customer stated that he may be lookr,g into tt 

ARBS advised that ARBS will request a VPP fo, the custo,ner 

The customer understood 

The call ended IOOtually 

Created By: Freddie King (12/1512017 2:23 PM) 
ARBS sublritled the case to Mo<1ey: 

Mo'1ey FedEx Shipme 

Mo<1ey: 275461 

Created By: Freddie King (12/14/201712:22 PM) 
ARBS received the signed agreement from the customer 

ARBS attached to the case 

Created Bv: fce<jdi• Kjng (1211212017 2:06 PMI 
Lease Repurchase updated figtres 

Down Payment $0.01 

https:/ /nissanna.my.salesforce.com/5000G0000 I IFZmzQAH 
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Additiooal Payments $2,069.00 
Total Amounts Paid $2,069.01 

Less Upfront sales tax $1,284.72 
Total Deductions $1,284.72 

Total Refund $784.29 

Created Bv: fcedgi• Kjng (12/11/201710:32 AM) 
Consumer affairs voluntary repurchase with 1 visrt 66 days down foe forward emergency brakilg malfunction 

Created Bv: fcedgi• Kjng (12/11/201710:19 AM) 
customer is having concerns with the veh and dupicated by dealership 

Created Bv: fcedgi• Kjng (12/7/201711:49 AM) 
Hi Freddie: 

Below is the paymenVpayoff information Illa! you requested. 

!R#~· 
Custome . 
Payoff amoun ,s . good lllru 1/5/2018 
Payments re<eived 6 
Payment amount $413.80 
Recent payment received 0012/4/2017 in the amomt of $413.80 

Copy of Cootract, Payment History are attached. The account is/is not SOC etigibte. 

Created By: Freddie King (12/7/201711:43AM) 
ARBS received a phone cal from the custome< 

ARBS asked ij Ille customer has viewed the document lllat was sent over 

The customer stated he has not 

ARBS explained Ille process and Ille figt.1-es 

The customer agreed to pay the difference in the repurchase 

ARBS advised Illa! ARBS will begin to get al of the documents together foe Ille reptrcllase 

The customer llldefstood 

The call ended irutually 

Created By: Freddie King (12/7/201711 :22 AM) 
ARBS called Ille customer to discuss the repurchase agreement 

The customer did not answer 

ARBS left a voicemail 

Created Bv: fcedgi• Kjng (12/7/201711 :20 AM) 
ARBS sent repurchase agreement to Ille customer 

Created Bv: fcedgi• Kjng (12/7/201711:20 AM) 
Lease Repurchase 

Down Payment $0.01 
Additiooal payments $1,241.40 

Total Amounts Paid $1,241.41 

Upfront sales tax $1,284.72 

Total Deductions $1,284.72 

Total Refund -$43.31 

Created Bv: fcedgi• Kjng (12/4/201711:00 AM) 
ARBS received a cal from the customer 

The customer adVised lllat he has sent over the pictures and registration to ARBS 

ARBS understood 

ARBS advised Illa! ARBS will respond once Ille emai has been received 

The customer asked for ARBS to call RON at the dealer if rt does not come thru 

ARBS understood 

The call ended irutually 

Created By: Freddie King (12/4/201710:28AM) 
ARBS received a phone cal from the custome, 

The customer was inquiing about the required infonnation needed for the repurchase 

ARBS advised Ille customer of the information needed 

ARBS asked k>r the lienholder on the account 

The customer adVised NMAC 

ARBS advised Illa! ARBS will request the payoff info from NMAC 

The customer lllderstood 

The call ended rrutually 

Created By: Freddie King (11/30/201710:50 AM) 
ARBS sent intent letter to the customer 

Created By: Freddie King (11/30/201710:49 AM) 
I ARBS noting the customers ernai address: 

Created By: Freddie King (11/29/2017 4:13 PM) 
ARBS called the customer to advise that Nissan is in the positon to offer a repurchase at this time 

ARBS asked ij Ille customer wanted to remain will1 the brand 

The customer stated that he has a company vehide that he is using, and he will just utilize the C:On1»f1Y car 

ARBS understood 

ARBS advised of Ille process and Ille usage calculation 

The customer llldefstood 

https:/ /nissanna.my.salesforce.com/5000G0000 I IFZmzQAH 

Page 3 of 7 

6/2/2020 



~ Salesforce - Unlimited Edition 

The call ended IOOtually 

Created By: Freddie King (1112712017 4:02 PM) 
ARBS calling the customer to infoon that ARBS has taken over the case 

ARBS asked tt the customer was available to speak 

The customer stated yes 

ARBS advised the customer that ARBS is reviewing the case and will follow up with a decision 

The customer llldefstood 

ARBS confirmed that the customer is still in a loaner vehicle 

The customer stated that he is done with the brand, for he has encountered concerns even with the loaner vehicle 

ARBS understood 

ARBS advised that ARBS is reviewing the case 

ARBS wil lollow up with the customer alter the review is finalized 

The customer lllderstood 

The call ended mutually 

Created Bv: f a:<Jdie Kjng (1112112017 5:43 PM) 
ARBS taking over the case 

~~~~;,:t~ ~~~l~![~~IPM) on 11/21/2017 at 12:55pm. 

RCAS-MS ADVISED "This call may be re<aded for quality and training pt.lJ)OseS." 
RCAS-MS stated that the review is still taking place and there has not been a decis,on rendered yet. 

Customer understood. 

✓ RCAS-MS stated that RCAS-MS will be followilg up with CUstomer again on 11/27/2017. 

Customer understood. 

RCAS-MS asked Customer tt Customer has arry questions at this time. 

CUstomer declined. 
Customer thanked RCAS-MS. 

Call ended mutualy. 

Created By: Freddie King (1112012017 9:24 AM) 
ARBS-FK RHR summary 

1 visit for front end coli s,on corning on 
1 open ticket 
4Sdaydown 

Created Bv: fa:<Jdie Kjng (1112012017 9:19 AM) 
ARBS-FK RHR Review 
State: NY 
In Service Date: 06/27117 
DTS:No 
VSC: Sec+Plus Gold Pref 
Te<h Line: No 

• Warranty Cases: No 
Carrc,aigns: No 
Purchased: lease 

10/07117 @2,427 rriles - open ticket-
Concem: Front sensor malfunctioned ana emergency brakes kicked in and the car shut off 

Action: Open licket 

Created By: Nicki Barror (11/16/201712:34 PM) 
ORTS received the RHR. The RHR was assigned to ARBS Luis Rodnguez for review. 

✓ Created By: Markita Scott (11116/201711:07 AM) 
RCAS-MS sent e-mail to SM-Shrenik on 11116/2017 at 11 :06am and provided update regarding Custome(s request and asked SM-Shrenik to send open repair order for RHR review. 

✓ Created By: Markita Scott (11/16/201710:56 AM) 
RCAS-MS placed outllound call to Customer at on 11I16/2017at 10:39am. 

RCAS-MS ADVISED "This call may be recorded for quality and training pt.lJ)OseS." 
RCAS-MS apologized for the delay in RCAS-MS getting back with CUstomer. 
RCAS-MS stated that RCAS-MS has been out of office due to a personal emergency. 

CUstomer understood. 

RCAS-MS stated that RCAS-MS wanted to reach out to Customer and provide an update regarding case. 
RC~S stated that at this time, NNA Engineering is lookilg for a way to repair the software of the vehicle so that the concern ceases to exist 

Customer undefstood. 

RC~S stated that RCAS-MS wanted to make sure that CUstomer was kept in the loop and answer any questions that CUstomer may have regarding case or vehicle. 

CUstomer asked RCAS-MS tt there is a way that Customer can just get a smaller vehicle. 
Customer stated that CUstomer has had to go outside and start vehicle every day when Customer paid for that in Customefs vehicle. 
CUstomer stated that CUstomer is paying for vehicle and a month is a long time. 
Customer stated that CUstomer would be happy to just get a Sentra or something. 

RCAS-MS expressed understanding. 
RCAS-MS stated that there is a review process that can take place for what Customer is requesting. 
RCAS-MS informed Customer that the process takes about 10 business days and is not guaranteed. 
RCAS-MS inkmned Customer that Nissan re'ne'WS CUstome(s repair history as it relates to CUstomer's states lemon law to detemlile if NNA is in a posffion to repurchase or replace the vehicle. 
RCAS-MS stated that RCAS-MS will fo41ow up with Customer every third business day until a decis,on is rendered. 

CUstomer stated that CUstomer undefStands. 

RCAS-MS stated that RCAS-MS will get the review started and wil lollow up with Customer again on 11/21/2017. 

Customer understood. 

RCAS-MS stated that if Custome<'s case is aPl)<OVed and accepled, Customer will have a new point of contact with NNA. 

Customer undefstood. 
CUstomer appreciated RCAS-MS's assistance. 
Customer stated that CUstomer's children are scared to get back i1to the vehicle. 

RCAS-MS expressed understanding. 

Customer wished RCAS-MS and RCAS-MS's family a happy Thank~. 

RCAS-MS thanked CUstomer. 
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Call ended mutualy. 

Why do you want to return the vehicle to Nissan North America? 
Customer has been without vehicle for r:Ner a month➔ 

Where is the vehicle currentty? 
Nissan of Huntington. 

Where was the vehicle purchased? 
Nissan of Huntington. 

Was it J)ISdlased new or used? 
Leased New. 

Where is the ve:Nde serviced? 
Nissan of Huntington. 

Has the vehicle been taken to multiple Nissan dealers? 
No. 

✓ ~~~~;;,=t~ ~ 1b~~=-~~ :ti'cko17 at 12:23pm and 11/14/2017 at 12:05pm requesting cal back regarding case . 

./_ ~~~:is•::~a:.:;g:o~1!'e20
~

7 i~ ~~ates at this time and RCAS-MS is waiting on further direction from Region 

✓ Created By: Janisha Wilkerson (10/27/2017 9:37 AM) 
SRCAS,JW is moving case until RCAS-MS receives further direction from the Region at tllis time 

✓ Created By: Janisha Wilkerson (10/27/2017 9:36 AM) 
SRCAS,JW called dlr spol<e to SM Slvenk woo stated that the C has been in a rental for almost a montl1 now 

✓ 

Created By: Mark~a Scott (10/24/20171:44 PM) 
RCAS-MS placed outlxlund call to Customer a on 10/24/2017 at 1:31pm. 

RCAS-MS ADVISED 'Tois call may be re<Xl<ded for qualey and lrainilg l)llJ)CSeS." 
RCAS-MS stated tllat RCAS-MS did receive CUstomer's VMX from 10/23/2017. 
RC~S stated that as of now, the concern is stil under review at the Engineering level. 
RCAS-MS stated tllat RCAS-MS is waiting for the next steps regardilg Custome(s vehicle. 
RCAS-MS stated tllat CUstomer will be the first to know once RCAS-MS is updated. 

Customer asked RCAS-MS a1lout tile payments for Customer's llellicle. 

RCAS-MS stated tllat ij is recommended tllat Customer continue to make payments on vehicle. 
RCAS-MS stated tllat RCAS-MS cannot suspend CUstomer's payment obligation for tllis concern. 

Customer undef'Stood. 
CUstomer stated tllat CUstomer will just be waiting tllen. 

RCAS-MS tllanked CUstomer for Customer's patience throughout all of tllis. 

Customer stated tllat CUstomer has a phone meemg between Allied Financial and the DLR today, to further disooss tile lease charges situation. 

RCAS-MS stated tllat RCAS-MS hopes tllat tile DLR can resolve CUstomer's concerns. 

Customer agreed. 
CUstorner thanked RCAS-MS for RCAS-MS's cal. 

Call ended mutualy. 

✓ ~~~~;;,=t~°;';';;,0b~~=-~~~~17 at 2:12pm requestilg call back regarding update in case. 

~~~~;mt~::~~~![~•-~: on 10/13/2017 at 4:01pm. 

RCAS-MS ADVISED 'Tois call may be re<Xl<ded for qualey and lrainilg l)llJ)CSeS." 
RCAS-MS apologized for tile delay and stated that RCAS-MS is waiting on response from DT!>l<M regarding vehicle. 
RCAS-MS stated tllat RCAS-MS will be following up witl1 CUstomer eaJ1y next week to provide an update. 
RCAS-MS stated tllat RCAS-MS did speak witll SM-Shrenik as well as GM-Joe regarding Customer's concerns witll loaner vehicle and finance ooncems. 

✓ Customer understood. 
Customer tllanked RCAS-MS. 
CUstomer stated tllat CUstomer hopes tllat aa of tllis can be resolved. 

RCAS-MS agreed. 
RCAS-MS tllanked CUstomer for Customer's time. 

Call ended mutualy. 

✓ ~~~~~~m·:!:/ l~'ll'T~~
31
!~~i~~lnqumg on whethef DT~M wants to inspect vehicle or i f DTS-KM wants DLR to continue to test drive vehide. 

✓ Created By: Mark~a Scott (10/13/2017 4:11 PM) 
RCAS-MS sent e-mail to GM-Joe oo 10,,13/2017 at 4:11pm requesting tllat oontact be made witl1 Custome<. 

✓ Created By: Markija Scott (10/12/2017 4:15 PM) 
RCAS-MS placed outlxlund call to Customer aj■■■■ on 10/12/2017 at 3:03pm. 

Page 5 of 7 

RCAS-MS stated tllat RCAS-MS is Customer's Regional Coosumer Affairs Case Manager and in short, that means tllat RCAS-MS is Customer's point of contact witl1 Nissan Corporate regarding Customer's concerns or 
questions witll llellicle or DLR. 
RCAS-MS oonfirmed CUstomer's concern. 

Customer agreed. 

RCAS-MS confirmed CUstomer havilg RCAS-MS's direct contact information. 

CUstomer indicated that Customer does not have di"ect contact information. 

RCAS-MS provided direct oontact information. 
RCAS-MS stated tllat RCAS-MS is going to get an inspection set up for Custorne(s llellicle with the area DTS. 
RCAS-MS stated tllat RCAS-MS needs to ask some questions for darification. 
RCAS-MS asked Customer how many times the concern has happened. 

Customer stated that the concern has taken place twice. 
Customer stated that it happened once while OOf'Rng upon rairo8d tracks and once in the middle of the road. 

RCAS-MS understood. 
RCAS-MS tllanked CUstomer for tile information. 
RC~S stated that CUston,er will be able to remain in loaner vehicle unti an update is provided regarding vehicle concerns. 

Customer stated tllat CUslomer has one problem witl1 tllal 
Customer stated that CUstome(s loaner vehide smeb like a dog. 
Customer stated tllat CUstomer \llO!Ad like a different loanef llellicle. 

RCAS-MS expressed understanding. 
RCAS-MS stated tllat RCAS-MS \IIOIAd make SM-Shrenid< aware of Customer's ooncem and request. 

Customer asked RCAS-MS what would happen if DTS is not able to duplicate Custome(s ooncems. 

RCAS-MS stated tllat regardless of duplication, CUstomer will be able to be in a loaner vehicle until otherwise notified by RCAS-MS. 

Customer undefstood. 

https:/ /nissanna.my.salesforce.com/5000G0000 I IFZmzQAH 6/2/2020 
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RC~S stated that RCAS-MS will falow up with Customer once an inspection date has been provided. 

Customer thanked RCAS-MS. 
Customer stated that CUstorner has one more concern. 
Customer stated that the DLR was supposed to pay the mileage charges on Custome<'s former lease vehicle. 
Customer stated that the DLR ooly paid for a portion of the charges. 
Customer stated that there is stil a balance of $778.50 that has to be paid. 

RC~S understood. 
RC~S stated that RCAS-MS will fo<ward the concern to the GM of the DLR for furthe< handling. 
RC~S stated that RCAS-MS and NNA does not have a direct hand in the finance or lease process so the concern must be acttessed at the DLR level. 

Customer undef'Stood. 
Customer thanked RCAS-MS for calting. 

Call ended mutualy. 

Created By:~ Smith (1011112017 3:51 PM} 

~g~~~ a.:::: a 2J! o.r,:sp 
RCAS-TS notes no related o, unrelated cases 
RCA> TS notes no open campaigns or recalls 
RCAS-TS adv C that this call may be re<Xl<ded for quality and lrainilg l)lll)OseS 
RCAS-TS verified address, emai address, phone lllMllbe<, make and model veil 

C stated veil has 2,200 miles 

C stated has been driving veh 

C stated the brakes ocme on, the veh stopped, all the lights came on and the veil shut off 

C stated that tt has happened to C twice 

✓ RCAS-TS apologized for e's coocem 

RCAS-TS stated C will receive a call from the prope, case manager tomom,w 

C -ed what to do 

RCAS-TS advised C that C wil receive a phone cal from the proper case manager 

C stated was wa~ on the phone cal today and ,_ has to wait for a phone call until tomonow 

RCAS-TS advised C that RCAS-MS wil give C a call back 

C understood 

Call ended mutualy 

Created By: Tyrus Smith (10/11/2017 3:32 PM} 
RC~ TS received this email from ASM-Shrenik 

Page 6 of 7 

y' Vehicle is still at the dealership. Customer states vehicle braking by itsetf with out having any other vehicle in front We drove 8 miles and coukf not duplicate concern➔ Also no codes st«ed in the system. CUstomer is in 
rental and does not want to pick up his vehicle. As per customer tt happened twice to him. I spoke to DTS and he advised if issue can not be duplicate and no code stored let customer pick up vehicle and let customer 
know this situation is under iwestigation from Nissan. 
Mileage on vehide is 2427. 

✓ Created By: Tyrus Smith (10111/2017 8:02 AM) 
RCAS-TS sent email to ASM-Shrenik requesting info 

Created By: .b.!!(1011012017 3:14 PM} 
CRR-LR VERIFIED Account Info including: C's name, home address, poooe# & best oontacl# 
ORR-LR VERIFIED VEH Info including: VIN# 
CRR-LR CHECKED for open recalls/~ns and found: 0 
CRR-LR CHECKED for previous UNRElA TED Cases and found: 0 
ORR-LR CHECKED previous RELATED cases and foond: 0 

CRR-LR NOTED ooncem is: case update 

C stated C went to DLR for diagnosis 

C stated DLR could not diagnosis VEH with any concerns 

C stated C does not feel safe in VEH and would like NNA to furthe< assist C with concern 

ORR-LR provided case #28538899 

ORR-LR informed C that Case will be transferred to a Regional Consumer Affairs Specialist who will contact the C by close of business day October 11th regarding the C concern 

C understood and appreciated the assistance 

Best Contact#· 

Coll ended mutualy 

Created Bv, I Q[jAnp I iot (101512017 2:13 PM} 
ORR-LL open/Verified account Info including: C's name, home & email address, coocem, phone# & best coota, 
ORR-LL VERIAED VEH Info including: VIN 115N1AT2MV2H~ , current Mileage, 2000, Warranty & sefvice Hmory 
ORR-LL CHECKED for open recals/C8rr4)aigns and foond: ~ 
ORR-LL CHECKED for previous UNRELATED Cases(s} and foond: none 
CRR-LL CHECKED previous RElA TED Case(s} and lound: none 
ORR-LL NOTED concern is: engine shut down 

C advised that in Allgust C was driving and then all the lights on the dashboard came on and then VEH just shut off 
C advised C called the DLRSHP to advise 
C advised that C then was driving the VEH today and the same thing happened again 
C advised C then call the DLRSHP to advised and has an appoinbnent for tomorrow for the VEH to be diagnosed 

CRR-LL p,ovided C with Case --

c understood and appreciated the assistance 

~~e:1:c~JSJ 
Case Categorizations 

Action C.1se Categorization # c..tego<y Description Subcategofy Description Symptom Description 

PREMATURE 
WEAR/FAILURE 

Case Categorizations Help 

Maj« Component Code Category Date Symptom Code Category ~ Subcategory Code Concern Code 

INTERIOR 
ELECTRICAL 

FORWARD EMERGENCY 
BRAKING (FEB) 
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• Search ... Search Derek Latta Help & Training All Tabs 

Home Accounts Ideas Dealer Locator Literature Requests Console Cases Home Reports Dashboards Articles Profile Feed Profile OVen,iew Comments Export Warrant) 

-Show Feed 

Case Detail 

Account Name 

Contact Email 

Home Pl1one 

Letter Se-nt Date 

Letter Received Date 

Follow Up Date 10/13/2017 

Supporting Documents 

Case Historyf~ I <:aseCorrmentsW I CaseCaleooriz.ationW I !2a:!!!UII 

J Reopen Case 11 Clone Closed Case J 

CaseOwne< - ~ 
Type CA 

Case Origin Internal 

Executive Refenal 

Exee>Received-Oa.te 

Status Closed 

Customize Page I Printable Vrew I Help for this Page 

CA Muttiple Repairs Datelrme Opened 10/12/2017 7:21 AM 

Social Media Involvement 

Martiz Custome< Id 

Case O#nH location Franklin 

Texting Status 

Case Reopen Count 

Date/Tome Closed 8/15/2018 7:15 AM 

Multiple Repairs No 

Executive Summary 

Executive Actions To Resolve 

Description BBB Auto Line voluntary repurchase due to 3 visits and 5 days out of sernce !or FEB engaging with nothing in front of veil 

Call Script 

Who contacted u.s? Consumer 

#Veil-Owned 10 

Vd'liele Purchased New 

Pre-Owned Initial Mileage 

Current Mile- 3,700 

Incident Codes. IIR REQUIRED 

lncidef'lt Date 

Sent to legal 

Accident 

Asbag 

Fire 

IIR lndic.ator 0 

IIROate 

HR 

Vehicle Information 

Vehicle JN8AT2MV4frl 

Model Year 2017 

Make NISSAN 

Model Line ROGUE 

Model Code 22617 

Dealer Detail 

ease Servicing Dealer SMITHTOWN NISSAN 
Case Servicing Dealer Region Northeast Region 

Bluetooth 

Related Items 

Responsible District 07 

SharedWrth 

Phone Carrier 

Phone Manufacturer 

Reported From 

Issue Categories 

Approwd Ched< Reques1s $0.00 

https:/ /nissanna.my.salesforce.com/ 5000G0000 1 IH8yNQA T 

Vehicle Maintained Location 

Previous Repai.r Date 

Previous Repair Location 

Related Vehicle Make Nissan 

XTIME Appointment Numb« 

Rollowf' 

Property Damage 

Injury letter 

Nootber Injured 0 

RHR Started 

RHR Completed 

Customer Document Requested 

Date Requested 

Customer Document Received 

Date Received 

Part Numb« 1 

Beyond Basic Warranty Miles 1 O 

Beyond Basic Warranty Months1 3 

Beyond PT WalTal'lty Miles1 0 

Beyond PT Warranty Months 1 O 

Oat.a Net 

Oatanet Deal« Date 

Oealff Instructions Customer Contact 

Requested Dealer Action Please review. 

Bluetooth Ticket Status 

Phone Model 

Phone Operating System 

Goodwill Offered 

VCAN 

Goodwill Processed O 

Vehicle Service Contract 

VSC Reprint Request Email 
.J 

6/2/2020 
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Sales & Service Campaign Specific Information 

Hot Alert Date 

Contact Name 

-LS Response rime WO<l<Phone I,,_ 

Vert>atims 

Alert Trigger Verbatim 

Survey Verbatim 

Deale< Action History 

NNA Notes 

Customer Conversation Notes 

DTS Inspection 

Mobile Phone 

Email 

Attemate Email 

OTS Inspection Date OTS Inspection Date Confirmed? 

DTS Request Type Notes for OTS (Vehicle Concerns) 

Inspection Time/Notes Appointment Time: 

Notes to Agent 

System Information 

Subject 

Created By 

Last Mocfrfied By 

CUSTOMER:-PHONE:- VIN: 
JN8AT2MV4~ 

Leslie Griffin 10/12/2017 7:21 PM 

NNAill, 12/13/2018 9:28 PM 

Case Record Type CA Oosed Case 

Days Closed 657 

ActionC- NTSF 

What action was taken? SF Voluntary NNA Trade/Repurchase - NNA Inventory - 1 veh 

Agent Comments 

Agent Comments RHR denial. Waiting to get update from DTS.KM. 

Agent Next Step 

I Reopen Case I ! Clone Closed Case! 

Case History 

Dale Use< Action 

8115/2018 7:15 AM ~ Changed Status from Open to Closed. 

Closed. 

Root Cause 

Root Cause Code 

Root Cause Code (2) 

Document ID 

SCMV 

Page 2 of2 

Ca-se History Help 

8115/2018 7:15 AM ~ Changed Subject from CUSTOMER:- PHONE:- VIN: JN8AT2MV4H~ to CUSTOMER:- PHONE:- VIN: JN8AT2MV4H"'IIIIII. 

10/12/2017 7:21 AM Leslie Griffin Changed Work Phone to 

Changed Follow Up Date from 10/12/2017 to 10/13/2017. 

Show more • I~ 

Case Comments Case Conments Help 

Pubic C«nmenl 

Created By: Leslie Griffin (10/12/2017 7:22 AM) 
ORTS.LG has assumed case ownership in O<der to dispatch OTS to prepare vehicle for the remar1<eting prooess. Please refer any inquiries regarding the repurchase to the agent who handled the rep..-chase portion of 
the case. 
Repurchase casllll 
ORT Resolution 
Dispatched DT reque processing. Money VSPC case ..... 
The reason fOf repixchase is FEB engaging with nothing in front of__. 

Case Categorizations 

Action Case~# Catego<y Description Subca1ego<y Description 

Forms 

No records to display 

POWERTRAIN GEN. POWERTRAIN 
COMPONENT 

Symptom Description 

POOR OR IMPROPER 
OPERATION 

Case Categorizations Help 

Major Component Code Category Date Symptom Code Catego,y Code Subcategory Code Concern Code 

10 8115/2018 YX BG 227000 OA 

Forms Help 

A 8aok.To Top /wlays show me more recO<ds pe, related lisl 
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• Search ... Search Derek Latta Help & Training All Tabs 

Home Accounts Ideas Dealer Locator Literature Requests Console Cases Home Reports Dashboards Articles Profile Feed Profile OVen,iew Comments Export Warrant) 

- Customize Page I Printable Vrew I Help for this Page 

Show Feed 

Case Detail 

Account Name 

Contact Email 

Home Pl1one 

Letter Se-nt Date 

Letter Received Date 

Follow Up Date 11/312017 

Supporting Documents 

CA Muttiple Repairs 

Social Media Involvement 

Martiz Custome< Id 

Case O#nH location Murfreesboro 

Case ~""Y I/it! I Case ConYnents WI I c..,.. Categorizations W I ,E= llll 

J Reopen Case 11 Clone Closed Case J 

Case Owner ■ Luis Rodriguez 

Type CA 

Case Origin Phone 

Executive Refenal 

Exee>Received-Oa.te 

Status Closed 

Datelrme Opened 10/13/2017 4:01 PM 

Date/Tome Closed 1/4/2018 1:58 PM 

Multiple Repairs No 

Executive Summary 

Texting Status Executive Actions To Resolve 

Case Reopen Count 0 

Description ca.sumer Affairs Volootary Rep...-chase due to 1 repairs and 76 days out of se<Vice for the FEB inoperable 

Call Script 

Who contacted u.s? Dealer 

#Vehicles Owned 1 

Vd'liele Purchased New 

Pre-Owned Initial Mileage 

Current Mile- 7,011 

Incident Codes. IIR REQUIRED 

lncidef'lt Date 

Sent to legal 

Accident 

Asbag 

Fire 

IIR lndic.ator 0 

IIROate 

HR 

Vehicle Information 

Vehicle 5N1AT2MVSH• 

Model Year 2017 

Make NISSAN 

Model Line ROGUE 

Model Code 22617 

Dealer Detai l 

ease Servicing Dealer COl JNTRY q t JR NISSAN 
Case Servicing Dealer Region Northeast Region 

Bluetooth 

Related Items 

Responsible District 14 

SharedWrth 

Phone Carrier 

Phone Manufacturer 

Reported From 

Issue Categories 

Approwd Ched< Reques1s $34,488.30 

https:/ /nissanna.my.salesforce.com/ 5000G0000 1 IHdoyQAD 

Vehicle Maintained Location Country Club Nissan 

Previous Repai.r Date 

Previous Repair Location 

Related Vehicle Make Nissan 

XTIME Appointment Numb« 

Rollowf' 

Property Damage 

Injury letter 

Nootber Injured 0 

RHR Started 10/18/2017 

RHR Completed 10/23/2017 

Customer Document Requested 

Date Requested 

Customer Document Received 

Date Received 

Part Numb« 1 

Beyond Basic Warranty Miles 1 O 

Beyond Basic Warranty Months1 

Beyond PT WalTal'lty Miles1 0 

Beyond PT Warranty Months 1 O 

Oat.a Net 

Oatanet Deal« Date 

Oealff Instructions Customer Contact 

Requested Dealer Action Please review. 

Bluetooth Ticket Status 

Phone Model 

Phone Operating System 

Goodwill Offered 

VCAN 

Goodwill Processed 

Vehicle Service Contract 

VSC Reprint Request Email 
.J 
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Contact Name 

Sales & Service Campaign Specific Information 

Hot Alert Date 
HomePhone -

LS Response rime 

Vert>atims 

Alert Trigger Verbatim 

Survey Verbatim 

Deale< Action History 

NNA Notes 

Customer Conversation Notes 

DTS Inspection 

WOfitPhone 

Mobile Phone 

Email 

Attemate Email 

OTS Inspection Date OTS Inspection Date Confirmed? 

DTS Request Type Notes for OTS (Vehicle Concerns) 

Inspection Time/Notes Appointment Time: 

System Information 

Subject 

Created By 

Last Mocfrfied By 

Notes to Agent 

CUSTOMER:­
SN1AT2MVS~ 

Marltita Scott 10/13/2017 4:01 PM 

NNAill, 9118/2019 9:24 PM 

Case Record Type CA Oosed Case 

Days Closed 880 

ActionC- NTSF 

VIN: 

What action was taken? SF Voluntary NNA Trade/Repurchase - NNA Inventory - 1 veh 

Agent Comments 

Agent Comments FEB concern. RHR denial. Pending update from TI.-GO. 

Case History 

Dale 

114/2018 1:58 PM 

Agent Next Step 

Use< 

Luis Rodriguez 

I Reopen Case I ! Clone Closed Case! 

Action 

Changed Status from Open to Closed. 

Closed. 

Changed Description. 

Root Cause 

Root Cause Code 

Root Cause Code (2) 

Document ID 

1/3/201811:56AM 

11/2/2017 1 :33 PM 

10/31/2017 9:56 AM 

Luis Rodriguez 

Leslie Griffin 

MarltitaScott 

Changed Case Owner from Mar1tita Scott to Luis Rodriguez. 

Changed Follow Up Date from 11/1/2017 to 1113/2017. 

Show more • I~ 

Case Comments 

Pubic e«nment 

Created By: Paige Gilliam (3/2/201812:48 PM) 
I ... [Added after the case is closed.) .-

Check sent-FedEx tracking number as notated by ORT agenl 

Created By~ Pai9S:t Gilliam 131112018 7:53 AM) 
... (Added after the case is closed.] •-

SCMV 

Page 2 of 7 

Ca-se History Help 

Case Conments Help 

ORTS PW: Check(s) from NMAC lor Overpayment in the amount of $349.71 sent to LOCKBOX #54457; FED EX TRACKING 
- Case documented and copy of check attached to case. 

■ Check will be aedtted and journalized to NNA's BUYBACK ACCOUNT; 

Created By: Lt.is Rodriquez (114120181:43 PMI 
ARBS notes the Morley case was sub<ritted and transmitted. 

- ARBS notes Check No.- payable to NMAC and Check No.- payable to the customer, wwre sent via FedEx under Tracking No. 

Created Bv: b!i• Roq;jguez (113/201812:21 PM) 
ARBS notes the followw,g updated repurchase figures (LL - NY - Lease) : 

Down Payment including 1st payment $425.87 
Additional 5 Payments $2,079.35 
Total Amounts Paid $2,505.22 

Sales Tax 1,229.61 
Total Deductions S1,229.61 

Reft.Uld Amount to Customer $1,275.61 

Lease Buyout/Payoff $32,426.32 (Good through 01/3112018) 

ARBS received the following updated payoff from NMAC: 

SR#1~ Atoolll : 
CUstomer 
Payoff amoun ,s . good tllru 1/3112018 

ARBS sublmled check request payable to the customer in the amount of $1,275.61 

ARBS subn-jtted check request payable to NMAC in tile amount of $32,426.32 good tllru 01/3112018 

Created By: Lt.is Rodriguez (113/201811 :56 AM) 
Vehide coocems-Forward Emergency Braking 
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Created By~ I li3 Boc:kiouez (1/31201811 :llAM) 
ARBS received the signed agreement from the customer co 01/02/2018 (attached to case). 

ARBS contacted the customer a 
transferred to Morley VSPC. 

and confirmed the signed agreement was received. AR.BS informed the checks will be requested and will then infocm once the checks are received and the case is 

Customer thanked ARBS for the update and the call ended mutually. 

Created By: Luis R-iguez (12/19/20171 :13 PM) 
ARBS contacted the customer nd talked to--(husband). ARBS stated ARBS has been talking to the customef's wile regarding the vehicle repll"chase but ARBS has not received the signed 
agreement and ARBS wanted to 11.1tuw u u 1e ~;u::nomer has any~ 

Customer stated customer does not Wlde<stand why the full amount of the sales tax is being deducted and not just the sales tax that has been paid oo the vehicle payments that have been made. 

ARBS stated LL law guidelines in the state of NY are being followed and the full sales tax amount is deducted. ARBS understands how tt would make more sense to only deduct the sales tax amount oo the payments the 
customer has 0.- but oofommately the full 811l01Mlt is deducted. ARBS explained to the customer the customer gets this amount back but has to applied to the state of NY to recoup tt. 

Customer sfil does not lllderstand why the full tax amount has to be deducted. The conversation went back and forth for 5 minutes. Customer stated at the end he will be contacting the BBB and will then contact ARBS 
back. 

ARBS understood and thanked the customer for the time. 

The call ended mutually. 

Created By: Luis R-iguez (12/12/2017 3:48 PM) 
ARBS contacted the customer a,tiiilllllll and asked the customer if the customer received the repurchase agreement ARBS sent to the customer last week. 

CUstomer stated the k>rm was received and customer has to go over the document but will do it either today or tomorrow. 

ARBS stated that if the customer has any questions to please cootact ARBS back or send an emai. 

Customer thanked ARBS and the call ended mutually. 

Created By: Luis R-iguez (12/4/201711 :58 AM) I ARBS mailed the rep6dlase agreement document to the customer via FedEx. Tracking No. 

■ 

Created By: Luis R-iguez (12/4/201711 :54 AM) 
ARBS notes the foilowing repurchase amooot figures (lease): 

(+) Down Payment including 1st payment $425.87 
(+) Additional 5 Payments $2,079.35 
(=) Total Amounts Paid $2,505.22 

(-)Sales Tax $1,229.61 

Refood Amount to Customer $1,275.61 

Created By: Leslie Griffin (11/28/201712:29 PM) 
NIS1n8038. ORTS-LG rec'd Settlement from BBB on 11/28/17, dated same. NNA agrees to repurchase C's 2017 Nissan Rogue under the standards of New York Lemon Law. 

Created By: Leslie Griffin (11/28/201712:27 PM) 
NIS1n8038. ORTS-LG rec'd Add'! Docs from BBB oo 11/28/17, dated 11/111,117. 

Created By: Luis R-iguez (11/27/2017 4:30 PM) 
ARBS notes the customer is interested in anothe< Nissan vehicle and the Nissan dealer will try to get the customer into a Murano. ARBS stated the customer will be provided with VPP, Plan A. The request will be 
submitted today and the customer will be getting the VPP code in her email address. ARBS informed the VP-Peter Am18o the VPP code will be provided to the VP onoe it's processed. 

Created By: I lif' Brukiouez (11/27/2017 3:08 PM) 
ARBS contacted DOM-Craig Salera and provided an update co the customer's case. 

Created By: Luis R-iguez (11/27/2017 3:05 PM) 
ARBS contacted the Comtry Club Auto Group VP-Peter Am18o and apologized for not contacting the VP last ..,.k as ARBS was co vacation. ARBS informed the VP that the repurchase process has been explained to 
the customer and ARBS is just waitilg on documents from the customer and NMAC and once those are received, the repurchase letter will be sent to the customer. 

I Mr. Am18o offered to send the documents ARBS needs and ARBS asked for the vehicle pictures (Iron~ back, sides and interior) as wel as a copy of the vehicle registrafioo. Mr. Armao stated the pictures and document 
will be emailed to ARBS. 

ARBS thanked Mr. Am18o and the cal ended mutually. 

Created By: Luis R-iguez (11/27/2017 2:49 PM) 
ARBS contacted the customer •I nd tal<ed to the customer. ARBS asked the customer if the customer received ARBS' -.oicemail from 11/15 and customer stated yes but when customer contacted ARBS 
back that's when ARBS was on vacaoon. Al"\D~ understood and stated Nissan will be repurchasing the customer's vehicle and will be oontacting NMAC and request the payoff infoonation. ARBS also stated the Nissan 
dealer will be contacted to request pictures of the vehicle. ARBS asked the customer if the vehicle registration is in the vehicle and customer stated yes and asked pe,mission for the dealer to send the document to ARBS 
and customer stated yes. 

ARBS stated that ooce the documents and pictures are received, ARBS will send the customer the repurchase agreement document that will have the amount the customer will be refunded. CUstomer understood. 

Customer stated the rental that was provided to the customer needs to be inspected and customer asked for a time rrame to have the repair completed. ARBS stated that after the signed agreement is received from the 
customer, tt could take from 2-3 weeb to complete the process. Customer understood and stated she will be waitiig for the document that needs to be signed. 

The call ended mutually. 

Created By: Luis R-iguez (11/15/2017 7:03 PM) 
ARBS contacted the customer a11iiilllllll and left a voice message requesting a call back regarding the vehicle repurchase request co her 2017 Rogue. 

Created By: Luis R-iguez (11/15/2017 5:06 PM) 
ARBS reviewed case with ARBS Mgr-BG and provided the following details co the case: 

-CCF 
-2017 Rogue 
-Leasing 
-On rental vehicle sinoe 111,119/2017 (27 days down as of 11/15/2017) 
- Custorrer wants another P'lissan. Maybe a Murano 
" NMAC said no to an SOC since this is a lease (tt has to be the same model) 
- No repairs have been 0.-
- OTS inspection states the vehicle was operating as designed (brake light and chime was duplicated but no harsh braking) 

CUstomer agreed to be on a rental vehicle but now wants a repurchase because there's no fix and no ETA on a possible fix. 

Based co the days down, and no ETA on a fix, tt was agreed to offer the vehicle repurchase to the customer (ARBS ched<ed with SRPtNR-FD co any updated oo a possible fix but there is no update as of today). 

Created By~ I sin Boctiauez (11/1512017 3:38 PM) 
ARBS sent payoff request to NMAC. 

ARBS also requested approval for possible soc between Rogue and Murano. 

Created By: Luis R-iguez(11/9/20171 :09 PM) 
ARBS contacted the Country Club Nissan dealer and talked to the SM-StOl)llen who confinmed the vehicle is at the dealership since 111,119 and the customer has been placed co a rental vehicle. 

ARBS thanked the SM for the information and stated ARBS is reviewing the customefs request for vehicle repurchase and oooe thefe's an update the customer will be informed as well as the SM. 

SM thanked ARBS for the folow up and the cal ended mutually. 

https:/ /nissanna.my.salesforce.com/ 5000G0000 1 IHdoyQAD 6/2/2020 



~ Salesforce - Unlimited Edition Page 4 of 7 

Created By: Luis R~iquez (11/9/201712:59 PM) 
ARBS contacted the customer a•illllllll and talked to the customer regarding the vehicle concern and the request that made on the BBB claim. Customer confirmed the coocem with the FEB system and the 
request for vehicle repacemeol 

ARBS asked the custome< for the vehicle location and customer stated the vehicle is at the Country Oub Nissan d- and customer was provided with a rental vehicle. ARBS asked if customer is paying for the rental 
and customer stated no. ARBS aslted the customer if any type of oompensation was offered and customer slated no. 

ARBS stated ARBS can see a reconmendation was made to offer 2 vehide payments to the customer until there's a fix on the FEB concern. ARBS apologized this was not mentioned to the customer. 

CUstomer appreciates the offer but customer states she is paying for a vehicle she is not driving. Customer stated she has anxiety issues just thillcing about the times the brakilg concern occurred while driving the 
Rcque. Customer believes she's not asking k>r something irrational or a freebie. Custornef stated customer 'IVOUld like to replace the Rogue for a M.irano. 

ARBS aslted the customer to please aDow ARBS time to review the custome(s case once again and see what options could be offered at this time. 

Customer appreciated ARBS' follow and the wilingness lo help with this situation. 

ARBS thanked the customer for the time and the cal ended mutualy. 

Created Bv: J ••Ii• Grjffjp (1119/2017 7:01 AM) 
NIS1nS038. ORTS-LG rec'd Add'I Docs from BBB on 11/09/17, dated 11/08/17. 

Created Bv: J ••Jis: Grjffjp (1119/2017 6:59 AM) 
NIS1nS038. ORTS-LG rec'd MRF from BBB on 11/09/17, dated 11/08/17. C seeks NNA to buybad< the vehicle due to numerous concerns. 

Create<I By: Jani:sba WUktC300 (11/8/2017 1:37 PM) 
SRCAS-IW called the owner of the dlr SM Peter Amato due to owner leaving a message for RCAS-MS to cal 

SRCAS-IW infonmed Owner the call may be reoorded for training and quality purposes 

Owner asked if NNA has a fix or resolution 

SRCA>JW ac:Msed owner that at this time the concern is not a shirt term resolution however the engineers are wor1ting on a resolution at this time 

✓ Owner asked if veh wil !al under lemon law after 30 days 

SRCAS-IW infonmed C that SRCA~W -.,,, know the lemon law details for ft is not SRCAS-IW area of expertise 

Owner stated ok and asked for SRCAS-IW cootact number 

SRCAS-IW provid 

Call ended mutualy 

as requested 

Created By: Leslie Griffin (11/2/20171:34 PM) 
NIS172S038. ORTS-LG rec'd CCF from BBB on 11/02/17, dated same. C seeks NNA to buybad< the vehicle due to numerous concerns. 

Created By: Markita Scott (10/31/2017 9:56 AM) 
RCAS-MS placed outlxlund call to Customer a on 10/31/2017 at 9:42am. 

RCAS-MS ADVISED 'Tois ca ll may be reoorded for quality and training ptMJX>SeS." 

RCAS-MS stated that RCAS-MS ...-.els that Customer has add itional questions regarding Custome(s case. 

CUstomer agreed. 
Customer asked RCAS-MS why the buyback request was dectined. 

RCAS-MS stated that the department that completes the reviews review based on the CJitefion set forth in CUstome(s state lemon law. 
RCAS-MS stated that if the vehicle specifics does not fit within that criterion, the request will get dedined. 
RCAS-MS stated that CUstomer does have an aweal that can be filed if Customer disputes the decision that was rendered in the case. 
RCAS-MS asked Customer if Customer received the e-mail sent by srRCAS-IW. 

CUstomer declined. 
Customer asked RCAS-MS lo send the information again. 

✓ RCAS-MS agreed. 
RCAS-MS stated that RCAS-MS has no plans of closing case. 
RCAS-MS stated that RCAS-MS will continue to keep CUstomer ~ed and continue to follow up with DlR regarding vehicle. 

Customer stated that CUstomer has no intention of taking vehicle back. 
Customer asked RCAS-MS if Customer should take insurance off of vehicle. 

RCAS-MS stated that RCAS-MS cannot provide Customer information regarding the vehicle. 
RCAS-MS reoommended that Customer cootact NMAC regarding those questions. 
RCAS-MS stated that RCAS-MS - that Customer file the appeal before moving in any other direction. 

CUstomer understood. 

RCAS-MS provided RCAS-MS's direct contact information. 

CUstomer thanked RCAS-MS. 

Cati ended mutualy. 

Created By: Markita Scott (10/31/2017 9:42 AM) 
RCAS-MS placed outlxlund call to DlR owner-Peter Armeo on 10/31/2017 at 9:39am. 

DLR owner-Peter Armeo slated that Customer has not received a phone call yet 

RCAS-MS stated that RCAS-MS will contact Customer. 

✓ DLR owner-Peter Armeo slated that Customer can be reached on cell phone a 

RCAS-MS confinmed that being the number that RCAS-MS has for CUstomer. 

DLR owner-Peter Armeo thanked RCAS-MS. 

Cati ended mutualy. 

✓ ~~~~~=:!,~1
; / ~:3~~~~er Armeo oo 10/31/2017 at 9:33am requesting call back regarding case. 

Created Bv: Morktt• Scott 110/30/2017 11:08 AM) 
RCAS-MS placed outlxlund call to DlR owner-Peter Armeo on 10/30/2017 at 10:21am. 

RCAS-MS explained that RCAS-MS is point of contact for Custome(s case. 
RCAS-MS apologized for owner not receiving a cal on 10/27/2017. 

Owner-Peter Armeo stated that owner-Peter Armeo left two VMX's on 10/27/2017 and one VMX on 10/30/2017 regarding this case. 
Owner-Peter AmleO stated that no i'lfonnation was provided to Customer and no questions were answered. 
Owner-Peter Armeo stated that whoever CUstomer spoke with on 10/27/2017 really set Customer off. 
Owner-Peter AmleO stated that Nissan realty should be doing something here because Nissan is going to end up losing customers. 

✓ Owner-Peter Armeo stated that owner-Peter Armeo doesni even realy know what is goilg on right now. 

RCAS-MS understood. 
RCAS-MS stated that CUstomer requested a buyback through NNA. 
RCAS-MS stated that contact has been made with Customer throughout the review process. 
RCAS-MS stated that the contact that was made on 10/27/2017 was regarding the buyback denial. 
RCAS-MS stated that RCAS-MS can make contact with the Customer lo answer any other questions that Customer has. 
RCAS-MS stated that RCAS-MS stated that the Customer indicated that Customer was getting an attorney and at that poin~ not much else is lo be said. 
RCAS-MS stated that RCAS-MS understands owner-Peter Armeo's point, however, NNA has processes regarding buybad< reviews and Custome(s case is not alone in the nature of the case. 
RCAS-MS stated that there are other FEB cases and the cases are being handled the same way. 
RCAS-MS provided RCAS-MSs direct contact numlJer to owner-Peter Armeo. 
RCAS-MS stated that RCAS-MS can be cootacted should other questions oome up. 

https:/ /nissanna.my.salesforce.com/ 5000G0000 1 IHdoyQAD 6/2/2020 



~ Salesforce - Unlimited Edition 
Created Bv: Marktt• Scott 110/30/2017 10:21 AM) 
RCAS-MS received VMX forwarded from SM and FO-obbie received in the morning of 10/30/2017 to RC=. 

RCAS-MS placed outllound call to FO-obbie on 10/30/2017 at 10:15am. 

FO~obbie stated that owner has reached out to CA numerous times regarding the case details and get an update regarding case. 
FO-e stated that FOM-Robbie stresses the fact and irrc>o<tance of commonication taking place between CA and DLR. 
FO-obbie stated that cmrte< has caUed 5 times and sent a text 3 times to FO-obbie. 
FO-obbie stated that RCAS-KW indicated that cootact would be made with owner of DLR as of 10/27/2017. 
FO~e stated that to date, no contact has been made with owner. 

RCAS-MS stated that RCAS-KW is not point of cootact tor case. 
RCAS-MS agreed that call back slloo1d have taken place tt owner had tried calfing and apologized that no contact was made with owner of DLR as of yet. 
RCAS-MS stated that RCAS-MS is point of contact for FEB cases. 
RCAS-MS stated that at this time, RCAS-MS wil tollow up with owner and answer any questions that owner may have. 

FO-obbie appre<iated the assistance. 
FO~obbie proVKred owner's name Mr. Peter Armeo and contact number o 

Created By: Janisha Wilkerson (10/27/2017 9:51 AM) 
SRCAS-IW is leaving case open pending further direction from TL-GD 0( Region as advised by TL-GD. 

SRCAS-IW sent letter of denial correspondence and email of attocney representation as requested 

SRCAS-JW is assisting case 

SRCAS4W assisted as sup esc call to ~ iver the decision of RHR rev;ew 

SRCAS-IW called C a 

SRCAS-IW informed C the caU may be reoo,ded for training and quality purposes 

~ SRCAS-IW informed C that SRCAS.JW is nol in the position to buyback the veil after the review was completed 

C stated C will get an Attorney at this time 

C asked foc the decision to be mailed to C and the address for C's Attocney to mail letter of representation 

C stated C's ernai is 

C asked for SRCAS.JW first name and phone numbe< 

SRCAS-IW provided Janisha and 

C thanked SRCAS.JW 

Call ended mutualy 

Created By: Kyra Walton (10/27/2017 8:41 AM) 
RC~ received inbound cal from FO~obbie in concerns to case. 
RCASH<W documentilg conversation with FOM in ooncems to case and then exiting case. 

FO-obbie asked that DLR is contacted aboot C's concern and reach out to the C and DLR more in concerns to case due to C being good friends with General Owner. 
FOM stated that C is very upset and is needing to have contact sooner than later on the status of what is go,ng on with C's VEH. 

✓ RC= understood and apologized to C and advised FOM that RCAS over case is oot of office at this time, but that C will re<eive a call today on case. 

FOM understood and asked for RCAS <Ne< case. 

RC= provided FOM with RCAS-MS and stated that RC= will get with SuperviSO< and make sure C is contacted today. 

FOM understood and thanked RC=. 
Call Ended. 
RC= exiting case. 

Created By~ Anisha Baldon 110/2612017 9:30 AM} 
ARBS summary: 

I ARBS notes based on a good faith review, NNA is not in a position to offer a repurchase/replacement of this vehicle. NNA will continue to honor the terms and oonditions of al applicable warranties. 

ARBS confirmed customer is current:ty in a loaner vehide. ARBS reoorrmends two months payment for the overall inconvenience. 

Created By: Mark~a Scott (10/24/2017 12:22 PM) 
RCAS-MS placed outllound call to Custocner a on 10/24/2017 at 12:19pm. 

RCAS-MS ADVISED 'Tois call may be recocded for quality and training purposes." 
RCAS-MS stated that the repurchase/replacement request is still under review at this time. 
RCAS-MS stated that there has not been a decision rendered. 
RCAS-MS stated that RCAS-MS will be following up with CUstomer again no later than 10127/2017 regarding case. 

✓ CUstomer understood. 

■ 

RCAS-MS asked Custocner n Customer has any other -tions at this t ime. 

CUstomer declined. 
Customer thanked RCAS-MS. 

Call ended mutualy. 

Created By: Anisha Baldon (10/2312017 3:27 PM) 
ARBSnotes: 

In service date: 05/01/17 
State:NY 
NMAClease 
No campaigns 
No wananty cases 
No additional CA case 
1 tech line case: 
a.- - 08/25117while driving al lights come on andveh feels to be braking and then will let go and return to normal. 
N~ 
DTS: Michael Gonill 
Days oow:'":"9 _____ _ 

2 visit while driving brakes apply 
a. nodup 
b. concern under engineering review. 

Created By: Anisha Baldon (10/2312017 3:18 PM) 
ARBSnotes: 

=:,;,@5,0021Tiles-R~ - 4daysdown 

1. While driving all i ghts come on and the veh feels to be braking 
Action: 
1. Could not duplicate concern at this time, follld code for radar stain, cleared code 

~~!:,;@7,011 iriles-R~ - Sdaysdown 

1. While driving, brakes wift apply, system is now tooled off 
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Action: 
1. Nissan DTS road tested 116 miles, dupjicated coocem while traveling -bridge a.rn:ntly-investigation. 

Created By: Anisha Baldon (10/2312017 3:13 PM) 
ARBS notes DTS inspection notes: 

The vehide was .. cted co Country Club Nissan R~ dated 10,,12/17. 
Relate<' TI -
Milage in:7u11 , 

Customer ooncems: 

Customer states that when driving the FEB 'Ml activate (beep 3 times and a warning lamp blinks) and attempt to slow the vehicle down. 
Customer states that occasionally the vehicle will att~ to stop the vehicle, has occurred "maybe 2 times". 
Customer described the ilcident location as the Rt 7 Bridge 0\/ef the Cobleskill Creek il Cobleskill, NY. 
Customer states that she travels across this bridge several times a day. Customer states that the incident occurs usualy once a day, sometimes multiple times, somedays not at all. 
CUstomer states that she geoeraly travels the location between 30-35 mph and has noticed that the incident occurs within this speed range at this location. 
Customer states that the ilcident occurs primarily while driving east across the bridge. 
Customer states that incident has occwred in various other locations without a specific pattern. 
Customer states that ooncem has occurred since shortty after delivery and has not improved or worsened. 

The results of testing and inspection revealed: 

Customer was oontacted by phone at the time of the incident. 
DTS road test the vehide to incident location as described by the customer, awroximately 45 miles from the dealership. 
Upoo driving through the incident location at approximately ~ . I was able to duplicate the FEB warning chime and lamp illumination ooly, no braking. 
Subsequent passes through the ilcident location, awroximately 20, produced the same results 3 more times at 35rrclh. 
At the request of FOi D.W., several more attempts were made at 20mph 'MIil no duplication. 
Also at the request of FOi D.W. several duplication attempts were made with a 2018 Nissan Annada, DTS was unable to dupicate incident in alternate vehicle. 
ICC/ADAS/WORK SUPPORT/ FEB OPERATION MILAGE shows: NO HISTORY. 
CAUSE OF AUTO CANCEL 1: NO RECORD. 
Cfll+ All systems diagnosis revealed: No OTC's present 
No aftennarket modifications or devices present 
No applicab'e bulletins or campaigns. 

Conclusion: 

DTS road test the vehicle 116 miles. OTSwas able to duplicate ooncem of FEB warning chime and lamp illumilation ooly. DTS lll8ble to duplicate ilcident 'MIil brake appiicatioo. 
DTS advised customer that concern is under engineering rev;ew. 

Page 6 of 7 

DTS d~ected customer to Pages s..82 through s..88 of the 2017 Nissan Rogue Owner's Manual outlining FEB system operation, warnings and timi1ations, ilcluding the following exceq,t found co page s..85: "In some road 
o, traffic conditions, the FEB system may unexpectedly apply partial braking. When acceleration is necessary, oontinue to de!)ress the accelerator pedal to override the system". 
DTS advised customer that no repair is reconvnended at this time and that case would be referred to CA 

Create<I By~ Anisha Baldon 11012312011 3:11 PM) 
ARBS called Dir Sl)()ke with SM Steven 

ARBS aslt if C has been placed il a loaner vehicle. 

I ~: ::~ ~e:1at~ ~ ~issan came in to look at C's veh. 

SM stated at Int Dir did not have a Nissan veil to 
SM stated C has expressed i1terest in a Murano, but not another Rogue. 
ARBS thanked SM. 
call ended mutually. 

Created By: Nick i Barror (10/2312017 8:56 AM) 
ORTS received the RHR. The RHR was assigned to ARBS Anisha Baldon for review. 

Created By: Mark~a Scott (10/2312017 8:54 AM) 
RCAS-MS consutted DTS.MG regarding case on 1(),/23/2017. 

✓ DTS-MG stated that coocem was duplicated doong scramble ilspection. 
DTS-MG stated that Customer has indicated that Customer does not want vehicle and 'MIi not take vehicle back. 
DTS-MG stated that FOi advised DTs.MG that ooncem is currently under investigation. 

~;;e~~;.=·2: ~:~~'~!i!:.1 -~I co 10/19/2017 at 8:33am. 

RCAS-MS ADVISED 'Tois call may be re<ooled for quality and training ptMJX>SeS." 

RCAS-MS stated that RCAS-MS wanted to reach out regarding the oonversatioo from 10/18/2017. 

RCAS-MS asked Customer the following questions: 
Why do you want to return the vehicle to Nissan North America? 
The vehide has ooocems 'MIil FEB without anything il froot of vehicle and Customer fears for Customet's safety. 

Where is the vehide currentty? 
At CUstomefs job. 

Where was the vehicle purchased? 
Count,y Club Nissan. 

Was it purdlased new or used? 
New. 

Where is the vehide serviced? 
Count,y Club Nissan. 

✓ ~: the vehicle been taken to multiple Nissan dealefs? 

RCAS-MS stated that RCAS-MS will be following up 'MIil CUstomer every third business day until a decisioo is rendered. 

Customer undef'Stood. 

RCAS-MS asked Custome< if Customer plans to attend inspection taking place today. 

Customer stated that CUstomer can. 

RCAS-MS asked Customer if Customer knows what time the inspection will be taking place. 

Customer stated that CUstomer does not. 

RCAS-MS stated that RCAS-MS will get that informatioo and get back with Customer. 

Customer thanked RCAS-MS. 

RCAS-MS asked Customer if Customer has any other questions right now. 

Customer decliled. 

Cati ended mutual y. 

✓ ~~~~~=t~~0b~~~ ~~:,'Jao11at1147am requesting call back regarding case. 

✓ Created By: Markita Scott (10/18/2017 2:24 PM) 
RCAS-MS VERIFIED C's name, mailing address, e-mail, phone#, vehicle 
RCAS-MS CHECKED for open recalls/campaigns and found: Nooe 
Previous UN RELATED Case(s) FOllld: Nooe 
Previous RELATED Case(s) Found: Nooe 
RCAS-MS ADVISED 'Tois call may be re<ooled for quality and training ptMJX>SeS." 
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RC~S placed ooUxxmd call to Customer a on 10/18/2017 at 10:44am. 

RC~S stated that RCAS-MS is Customer's Regional Consumer Affairs Case Manager and in short, that means that RCAS-MS is Customer's point of oontact with Nissan Corporate regarding Custome(s concerns or 
questions wilh -cle o, DLR. 
RC~S confirmed CUstome(s concerns. 

CUstomer agreed. 

RCAS-MS stated that NNA is current:ty investigating the concerns that are taking place similar to Customer's and with Customer's vehicle. 
RC~S stated lhat RCAS-MS has some questions to ask relevant to the coocems lhat CUstomer has been experiencing. 

Customer stated lhat CUstomer advised the DLR to pick vehicle up. 
Customer stated lhat CUstomer took Ille tags off of vehicle and .-ything. 
Customer stated lhat CUstomer hears that NNA is iwestigation or whatever but Customer has a child. 
Customer stated that it happened again today and Customer is not driving this vehicle. 

RC~S expressed understanding. 

Customer stated that C:ustomer wants a different vehicle. 
Customer stated lhat CUstomer does not know what needs to happen for lhat to happen. 

RC~S stated lhat there is a process lhat can be filed wi1h NNA and R~S can explain lhat process to Customer. 
RCAS-MS stated that there is a review that is C()(l\?leted for the vehicle specifics under the criterion set forth in Customer's state lemon law. 
RC~S stated lhat the process can take up to 10 business days for co,npletion but lhat RCAS-MS will be Customefs poi,t of cootact until a decision is rendered. 

Customer stated lhat CUstomer wants to do lhat 

RC~S stated lhat RCAS-MS will also reach out to the DlR regarding a loaner vehicle to make sure lhat the DLR is able to get Customer into a loaner vehicle. 

Customer stated that the DLR claims that the OLR does not have a loaner vehicle available. 

RC~S understood. 
RC~S stated lhat RCAS-MS can initiate Ille request for CUstomer but RCAS-MS does have to ask Customer a few more questions. 

Customer stated lhat RCAS-MS was just asking questions. 
Customer stated lhat CUstomer doesni have the time right now. 
Customer asked RCAS-MS if Customer can caD RCAS-MS back. 

RC~S confirmed. 
RC~S provided direct cootact information. 

Customer lhanked RCAS-MS. 

Call ended mutualy. 

Created By: Markita Scott (10/16/201712:13 PM) 
RC~S placed outlxlund call to Customer a 

✓ Customer did not answer. 

on 10116/2017 at 12:11pm. 

RC~S left VMX wi1h direct cootact information, reason for cal, and follow up date of 111,118/2017. 

Created Bv: Morkijo Scott 110/16/2017 7:41 AM) 
RC~S received inbomd cal from DTS-MG on 10112/2017 regarding vehicle concerns related to FO<Ward Emergency Braking. 

✓ DTS-MG indicated that concern was duplicated in vehicle upon inspection. 
DTS-MG indicated that the vehicle FEB SOllld is going off while co,ning upon railroad crossings. 
DTS-MG stated that concern was duplicated at railroad crosso,gs. 
DTS-MG stated that Customer indicates concern has also happened on regular roads. 

Case Categorizations 

Action ea..~# Catego<y Description Subcatego<y Description Symptom Description 

Case Categorizations Help 

Major Component Code Category Date Symptom Code Catego,y Code Subcategory Code Concern Code 

BRAKES INTELLIGENT BRAKE ASSIST POOR OR IMPROPER 
(IBA) OPERATION 26 10/16/2017 YX AD 328000 OA 

Forms FonnsHetp 

No reco,ds to display 

,,.. Back. To Top /wlays show me more reCO<ds per related list 
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• Search ... Search Derek Latta Help & Training All Tabs 

Home Accounts Ideas Dealer Locator Literature Requests Console Cases Home Reports Dashboards Articles Profile Feed Profile OVen,iew Comments Export Warrant) 

-Show Feed 

Case Detail 

Number of open vehicle campaigns = .l 

Account Name 

Contact Email -

Home Pl1one 

Letter Se-nt Date 

Letter Received Date 

Follow Up Date 7/312018 

Supporting Documents 

Case HislOf( [&l I Case Corrments W:11 I Case C:deoorizations fll I ~ ill 

J Reopen Case 11 Clone Closed Case J 

Case Owner ■ Raven Giddens 

Type CA 

Case Origin Phone 

Executive Refenal 

Exee>Received-Oa.te 

Status Closed 

Customize Page I Printable Vrew I Help for this Page 

CA Muttiple Repairs Datelrme Opened 10/20/2017 7:23 PM 

Social Media Involvement Date/Tome Closed 7/3/2018 11 :01 AM 

Martiz Custome< Id Multiple Repairs No 

Case O#nH location Murfreesboro Executive Summary 

Texting Status Executive Actions To Resolve 

Case Reopen Count 3 

Description BBB Auto Line Mandatory Repurchase due to two visits and 42 days down for vehicle. 

Call Script 

Who contacted u.s? Consumer Agency/ B.B.B. 

#Vehicles Owned 1 

Vd'liele Purchased New 

Pre-Owned Initial Mileage 

Current Mile- 4,000 

Incident Codes. IIR REQUIRED 

lncidef'lt Date 

Sent to legal 

Accident 

Asbag 

Fire 

IIR lndic.ator 

IIROate 

HR -

Vehicle Information 

Vehicle KNMA T2MT 4Hi 

Model Year 2017 

Make NISSAN 

Model Line ROGUE 

Model Code 29117 

Dealer Detail 

ease Servicing Dealer NISSAN OF DOWNTOWN I A 
Case Servicing Dealer Region West Region 

Bluetooth 

Related Items 

Responsible District 07 

SharedWrth 

Phone Carrier 

Phone Manufacturer 

Reported From 

Issue Categories 

Approwd Ched< Reques1s $34,510.99 

https:/ /nissanna.my.salesforce.com/5000G0000 1 J3csMQAR 

Vehicle Maintained Location 

Previous Repai.r Date 

Previous Repair Location 

Related Vehicle Make Nissan 

XTIME Appointment Numb« 

Rollowf' 

Property Damage 

Injury letter 

Nootber Injured 0 

RHR Started 11/29/2017 

RHR C«npleted 12/1/2017 

Customer Document Requested 

Date Requested 

Customer Document Received 

Date Received 

Part Numb« 1 

Beyond Basic Warranty Miles 1 O 

Beyond Basic Warranty Months1 0 

Beyond PT WalTal'lty Miles1 0 

Beyond PT Warranty Months 1 O 

Oat.a Net 

Oatanet Deal« Date 

Oealff Instructions 

Requested Dealer Action 

Bluetooth Ticket Status 

Phone Model 

Phone Operating System 

Goodwill Offered 

VCAN 

Goodwill Processed 0 

Vehicle Service Contract 

VSC Reprint Request Email 
.J 
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Sales & Service Campaign Specific Information 

Hot Alert Date 

LS Response rime 

Vert>atims 

Alert Trigger Verbatim 

Survey Verbatim 

Deale< Action History 

NNA Notes 

Customer Conversation Notes 

DTS Inspection 

Contact Name 

Home Phone 

WOfitPhone 

Mobile Phone 

Email 

Attemate Email 

OTS Inspection Date OTS Inspection Date Confirmed? 

DTS Request Type Notes for OTS (Vehicle Concerns) 

Inspection Time/Notes Appointment Time: 

System Information 

Subject 

Created By 

Last Mocfrfied By 

Notes to Agent 

CUSTOMER: ~ 
KNMAT2MT4H~ 

J..B, 10/20/2017 7:23 PM 

NNAill, 9118/2019 9:27 PM 

Case Record Type CA Oosed Case 

Days Closed 700 

ActionC- NTSF 

VIN: Root Cause 

Root Cause Code 

Root Cause Code (2) 

Document ID 

What action was taken? SF Voluntary NNA Trade/Repurchase - NNA Inventory - 1 veh 

Agent Comments 

Agent Comments Pending RHR. 

Case History 

Dale 

7/3/201811:01 AM 

6/29/2018 8 :33 AM 

6/27/2018 3 :54 PM 

Agent Next Step 

Show more • I~ 

Case Comments 

Pubic C«nmenl 

Use< 

Raven Giddens 

Raven Giddens 

Raven Giddens 

Created By: Raven Giddens (7/J/201811:00 AM) 
I ARBS-RG notes check in transit to destinatioo 

Closr,gcase 

Created Bv: B•xeo Gjddep• (6129/2018 8:33 AM) 
• .. ARBS-RG submitted check request for overpayment-

Created By: Baveo Giddens (6129/2018 s:21 AM) 
ARBS-RG received an email from NMAC - Peggy Holder. 

I Hi Raven: 

I Reopen Case I ! Clone Closed Case! 

Ac6on 

Changed Status from Open to Closed. 

Closed. 

Changed Follow Up Date from 6/6/2018 to 7/3/2018. 

Changed Reopen Date from 1/30/2018 8:24 AM to 6127/2018 3:54 PM. 

Changed Status from Oosed to Open. 

SOSH 

Last Customer payment was 5128/2018 lor $452.SO. Pay Off was effective 618/2018 lor $$28507.60. looks fike that is NNAs mooey, but you have to decide that 

Payment History is attached. 

I ;~;~:~;.,~~~N~~~~~~~~=1
otthe overpaymenl 

Created By: Paige Gilliam (6127/2018 10:17 AM) 
.... (Added after the case is closed.]._ 
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Ca-se History Help 

Case Conments Help 

ORTS PW: Check(s) from NMAC tor Overpayment in the amount of $452.SOsent to LOCKBOX #54457; FED EX 1RACKIN<1■■■■1 Check will be aedtted and journalized to NNA's BUYBACK ACCOUNT; 
0624000004/20011131. Case docmlented and copy of check attached to case. 

Created By: Brian IODC3 (6121/201811:52 AM) 
tt'lt (Added after the case is closed.] --
ORTS BAJ: Check(s) from NESNA tor Sefvice Agreement Refund in the amount of $203.00 sent to LOCKBOX #54457; FED EX TRACKINGl■■■■I Check will be aedtted and journalized to NNA's BUYBACK 
ACCOUNT; 0624800004/20011131 . Case documented and copy of check attached to case. 

Created By: Baveo Giddens (61512018 3:59 PM} 
ARBS-RG closing the case at this time as no further assistance is required 

■ ttCase SUmrnarytt 
Customer contacted BBB to request a repll"cllase without negative equity being a deduction 

Responses submitted to the Arbitrator who awarded the customer a repurchase without negative equity as a deductioo 

Created By: B@YCO Gjddfm3 (611/2018 7:53 AM) 
Scheduled Surrender Date: 615/18 

Created By: Raven Giddens (5124/2018 2:01 PM) 
Mo'1ey FedEx Tracking 

I 
Created By: Raven Giddens (5124/2018 2:01 PM) 
The case is successfully a-eated witl1 Money witl1 Case Number as: 283057 

Created By: Raven Giddens (5123/201811:01 AM) 
Arbitrator advised not to deduct negative equity 
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Created By~ B@YW Gjs1de93 (5123/2018 7:41 AM) 
Customer offered buyback 
Customer declined offer at this tine 

Created By: Raven Giddens (512312018 7:40 AM) 
ARBS-RG submitted ched< request for BBB Allto I.re Mandatory Rel)Urchase due to two visits and 42 days down for vehicle 

$5,550.99 payable to customer 
$28,507.50 payable to lien holder 
Sales Manager: Francisco Alcantara 
Vehicle: KNMAT2MT4H-
Coor: MAGNETIC BLAc:-r-
ln service date: 7116/2017 

Created By~ Baxsm Giddens (5122/2018 5:06 PM} 
ARBS-RG attached tile signed repurchase doooment 

Created Bv: B•veo Gjddens (512212018 5:06 PM) 
ARBS-RG received an email from Allomey - Joseph A. Kaufman: 

Hi Raven - Please see tile attached. Please coordinate tile surrender tllrough my office. Thank yoo. Joe 

JoSOl)ll A. Kaufman, Esq. 

I Lemon Law Aid, Inc. 
117 E. Colorado Blvd., Surte 600 

-

Pasadena, CA91105 

emoolawaid.com 
e-mail. joe@lemonlawaid.com 

Created Bv: Baveo Gjddens (5121/2018 2:31 PM) 
ARBS-RG sent an email to Allomey - Joseph A. Kaufman: 

Hi Joe, 

I have attadled the repurchase document to be signed 

Please let me know if you have any questioos. 

Thank you, 

Created By: Raven Giddens (5121/2018 2:23 PM) 
"CORRECTION" 

for tile repurchase. The additional payments have been added. 

ARBS-RG notes updated repurchase figures based on tile Albitrator's decision: 
Includes additional payments made 

Down Payment $2,650.49 
Additional Payments $4,072.50 

I Registration Renewal $265.00 

Total Amounts Paid $6,987.99 

Less Usage $937.00 
Less Rebate $500.00 

Total Deductions $1,437.00 

Total Refund $5,550.99 

Created Bv: B•veo Gjddens (5121/2018 2:08 PM) 
ARBS-RG notes updated repurchase figures based on tile Albitrator's decision: 

Down Payment $2,650.49 
Additional Payments $2,715.00 
Registration Renewal $265.00 

Total Amounts Paid $5,630.49 

Less Usage $937.00 
Less Rebate $500.00 

Total Deductions $1,437.00 

Total Refund $4,193.49 

Created By: Raven Giddens (5121/2018 7:23 AM) 

~. ~~~£11 £)£& lo 6/18/18 
3. Per diem O 
4. # of scheduled payments received 9 
5. Scheduled Payment amount $452.50 
6. Total Principal paid $40n.SO 
7. Total Interest paid 0 
8. Late fees paid 0 
9 . Most Recent payment received 4/30,/18, $452.50 
10. Eligible for SOC? YES 

Created By: Raven Giddens (5118/2018 9:37 AM) 
Case pending ooofinnatioo of updated payoff/payments 

Created By: Raven Giddens (5117/2018 3:02 PM) 
ARBS-RG emailed NMAC requesting updated payment and payoff information 

Created By: Raven Giddens (5117/2018 2:50 PM) 
ARBS-RG received an email from BBl>Maury forwarding an email from Allomey Joseph A. Kaufman: 

• Hi Maury: 

Page 3 of 13 

Attached please md tile signed accepw,ce of decision in this matte.-. The customer has made some additional payments since tile materials were originally sulxnitted, so I've attached an updated payment history, pay-Off 
quote, and registration card for Nissan•s benefit Would you please confirm receipt of the signed acceptance of decision? Thank you. Joe 

I ~r~~~:Il. ~~~;f~iffi:C,~
51

~
2
~

7i:, ~Bon 05116/18, dated 05/15/18. C Accepts tile arbitration decision. Dated/signed 05/15118. 

• Created By: Leslie Griffin (5111/201810:03 AM) 
NIS1811513. ORTS-LG rec'd Repurchase Decision from BBB on 05111/18, dated same. 

Created Bv: B•xeo Gjddens (4/23/201811:40 AM) 
ARBS-RG sent an email to Ariana: 

Good morning Ariana. 

Were you able to md the documents? 

Created By: Raven Giddens (4/20/2018 8:07 AM) 
ARBS-RG received an email from Ariana Jimenez: 

HELLO RAVEN I CAN GET THESE DOCS BUT THEY ARE LOCKED AWAY IN STORAGE I WILL TRY TO GET THEM BY TOMORROW 

I Created By: Raven Giddens (4/1812018 3:02 PM) 
ARBS-RG sent an email to BBl>Maury: 
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Hi Maury, 

I called mu~e tines again today with no cal back. I was prowied with an email to reach someone in the:ir business office, but nothing yet 

I know tt may be too late, but if I happen to receive any of the documents I will send them in. 

Thank you, 

Created By~ Raven GjsJdco3 (4/1812018 3:00 PM) 
ARBS-RG sent an email to Ariana: 

Hi Ariana, 

Page 4 of 13 

I have been tryilg to reach you since Monday. We are in the middle of a BBB hearing for a costome< Sandy Plfrman - 2017 Nissan Rogue (VIN: KNMA T2MT 4H~ ). The Afbitrator has requested documents 
regarding Ille 2014 Pathfinder she traded in when purchasing the 2017 Rogue. 

Ar1litrator requested: 
• A copy of the Re-sale contract for the 2014 Pathfinder - 5N1ARMN8E09111 
• Copy of check or wire trans/er to TD Auto Finance LLC to pay off Ille 20fffflifinder 
• Copy of dealer's internal computation sheet for setMg "value• of trade in 2014 Palllfinder 
• Copy of the •debt cancellation agreement" customer purchased on 7/16/17 
• Copy of "used vehicle cancellation agreement" (not purchased) 

Are you able to send any of these documents to me? 

Created By: Raven Giddens (4/1812018 2:53 PM) 
~~~. cal to NISSAN OF DUARTE 

ARBS-RG requested to speak with Arianna Jimenez 
ARBS-RG was info,med Arianna is not aroond at the moment 

ARBS-RG informed that ARBS is tryilg to get information for a BBB claim 

ARBS was pro\lided Ariana@nissanofduarte.com 

Created By: Raven Giddens (4/1812018 1:30 PM) 
~~~. cal to NISSAN OF DUARTE 

I ARBS-RG requested to speak with Arianna Jimenez 
ARBS-RG was informed Arianna is not available at the moment 

■ 

I 

ARBS-RG left contact information for a rett.rned call 

Created By: Raven Giddens (4/181201812:12 PM) 
~f;BS-R~ pla~~ cal to NISSAN OF DUARTE a 

ARBS-RG requested to speak with Arianna Jimenez 

No answer and voicemail is ful 

Created By: Raven Giddens (4/16/2018 2:10 PM) 
ARBS-RG placed outbound cal to NISSAN OF DUARTE a ... _.. . . 
ARBS-RG requested to speak with Arianna Jimenez 
ARBS-RG was infonned Arianna is not available at the moment 

ARBS-RG left contact information for a rett.rned call 

Created By: Raven Giddens (4/1312018 3:41 PM) 
ARBS-RG sent an email to BBB-Maury: 

Hi Maury, 

I have been tryilg to get the information from the dealer and they are now saying the person who can send tt to me will be back on Monday, unfortunately. 

The Re.Sale contract and check/Wire transfer for the 2014 Patil- is only available through the dealer, we do not have access to their system. The Debt Cancellation Agreement and Used VeNcle Contract 
Cancellation would be available from the customer or the dealership (but as I stated I cannot request these documents until Monday). I did attach the Kelly Blue Book value. 

Thank you, 

Created By~ Raven GjsJdco3 (4/1312018 3:40 PM) 
ARBS-RG received an email from BBB-Maury: 

Hey Raven, 

Checking to see if Nissan will be submitting additional documentation. 

Thanks, 

Created By: Raven Giddens (4/1312018 3:13 PM) 
~2ced~• cal to NISSAN OF DUARTE a 

ARBS-RG spoke with the Finance Manager and requested the documents 

FM stated that the person wllo can dig up that information is with Accounting and is not at the dealer today 
FM stated ACOOlllting - Arianna Jimenez wil be bad< at the dealership on Monday at 10:00 AM 
FM stated that FM can wor1< with the used car Manager to pull up the information for ARBS 
FM stated for ARBS to cal bad< on Monday 

ARBS-RG understood 
Call ended mutualy 

Created By: Raven Giddens (4/13120181:10 PM) 
~!!S;R<?: placed~ cal to NISSAN OF DUARTE a 

ARBS-RG spoke with the sales department requesting documents 

ARBS-RG was info,med to speak with Ille Finance Department 
ARBS-RG was inlonned Finance Managers were on cals 

ARBS-RG left costome< and contact information for a returned cal 

Created By: Raven Giddens (4/1312018 10:40 AM) 
ARBS-RG placed outbound cal to NISSAN OF DUARTE a ... _.. . . 
ARBS-RG spoke with sales associate - An<n 
ARBS-RG explained the reason for the cal and needed documents 

SA stated SA ,..,._.d not be alJle to provide the doctments but W0ldd let the General Manager and OWner know of ARBS call (Jacob Little and H~o S.) 

ARBS-RG provided the customer's name and VIN 
ARBS-RG provided ARBS contact information for a returned cal 

ARBS-RG thanked SA 
Call ended mutual y 

Created Bv: B•veo Gjddens (4/12/20181:13 PM) 
ARBS-RG placed outbound cal to NISSAN OF DUARTE a .... ________ __ 
ARBS-RG requested to speak with someone in Finance 
ARBS-RG was inlonned tile only person avaialJle is Flavio who is on the phone 

ARBS-RG was transferred to voicemail 
ARBS-RG left a message requesting a call back regarding the customer 
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Created Bv: B•xeo Gjddep• (4/11/2018 3:52 PM) 
ARBS-RG sent an email to BBB-Maury: 

Hi Maury, 

I will contact the dealer to see if I can get the inlonnatioo. But we do nol have it I wil get baci< with you once I speak with the dealer to let you know what, if anything can be provided. 

Created By: Raven Giddens (4/11/2018 3:52 PM) 
ARBS-RG reviewed case with TL.CA who stated to see if the dealer stil has any of the requested documents 

Created By: Raven Giddens (4/11/2018 3:51 PM) 
ARBS-RG received an email from BBB-Maury: 

Hi Raven, 

Below is the customer's attorney response: 
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Okay. It is Ms.- position that the requested derns can only be produced by Nissan and its authorized dealer. Please let the arbitrator know we would produce those items if they were in our possesslon, custody 
or control, but ~not. 

Please confirm that Nissan will not be provided additional information, so we can advise the arbitrator. 

Thanks, 

Created By~ Baxw Giddens (4/1112018 3:04 PM} 
ARBS-RG sent an email to BBB-Maury: 

Hi Maury, 

I reviewed this with my superviSOf who advised that the customer needs to send in the documents. We do not have all of those documents 

Created By: Raven Giddens (4/11/2018 3:01 PM) 
ARBS-RG received an email from BBB-Maury: 

Good morning Raven, 

Just a reminde< to submit the requested infonnatioo by Friday April 13111. 

Created By: Raven Giddens (4/9/2018 3:33 PM) 
ARBS-RG reviewed with TL.CA who advised customer is to provide additional information 

Created By: JacoueUoe Mel a,12bUo (4/4/201811:12 AM) 
NIS1811513 DRTS-JM rec'd Arbitrator additional Info Request from Customer/Mfr from BBB on 4/4/18, dated same. 

Created Bv: Bayeo Gjddep• (312312018 8:18 AM) 
ARBS-RG received an email from BBB-Maury 

BBB states they are still waiting on the arbitrator's decision 
BBB stated they reached out yesterday and hope to get it soon 

Created By: Raven Giddens (312312018 7:32 AM) 
ARBS-RG sent an email to BBB-Maury requesting an update. 

Created By: Leslie Griffin (3/6/201812:35 PM) 
NIS1811513. ORTS-LG rec'd Notice of Deadline for Submissjons from BBB on 03/06/18, dated same. Deadline: not stated. 

Created Bv: Bayeo Gjddep• (31212018 4:59 PM) 
ARBS-RG received a se<OOd email from BBB-Sam Barnes: 

Update . . 
There will not be a test drive of the vehicle 

Created By: Raven Giddens (31212018 4:59 PM) 
ARBS-RG received an email from BBB-Sam Barnes: 

Good aftemoon we are in the process of scheduling this customer vehicle for inspection. 
The position are in writing, however, you can attend the inspection if you like. 
Are you planning on attending the inspection, if so please give me a date that you are available. 
If not we will schedule with a 10 day notice 

Created By: Megan Lupo (3/2/201810:02 AM) 
NIS1811513. ORTS-ML rec'd Rebuttals from BBB on 03/02/18, dated same. C and MFR sent tt,e;r rebuttals and comments regarding C's claim. 

Created By: Raven Giddens (2127/2018 4:44 PM) 
ARBS-RG received an email from BBB-Maury: 

Hi Raven, 

The attorney did not provide additional documentation, we sent him a copy of Nissan's response. 

Created By: Raven Giddens (2127/20181:50 PM) 
ARBS-RG sent an email to BBB-Maury: 

Hi Maury, 

I received notification that the customer responded to my PIW and I have four days to respond. I do nol see~ in the attachments. Are you able to send d to me? 

Thank you, 

Created By: Leslie Gr iffin (2127/20181 :31 PM) 
NIS1811513. ORTS-LG rec'd C's PIW from BBB on 02/27/18, dated same. BBB advises ARBS has four days to respond. 

Created Bv: B•veo Gjddep• (2127/2018 8:36 AM) 
ARBS-RG attached PIW to case 

ARBS-RG uploaded PIW to BBB webeite 
ARBS-RG emailed BBS.Maury a copy of the PIW 

Created By: Raven Giddens (2126/201811:26 AM) 
ARBS-RG received an email from NMAC stating they do nol have any additional payments 
ARBS-RG using the previous payoff information 

Created By: Raven Giddens (2126/201811:21 AM) 
ARBS-RG wooting on PIW 
ARBS-RG emailed NMAC to confirm if the customer has made any additional payments and to confirm the updated payment history to ensure updated information is reflected. 

Created Bv: i ••ii• Griffin (2121/2018 3:39 PM) 
NIS1811513. ORTS-LG rec'd PIW from BBB, prepared by attorney Lemon Law Aid, Inc. Rec'd on 02/21/18, dated same. C seeks NNA to buyback the vehicle due to unsafe and unprompted braking on freeway. 

Created By: Baveo Giddens (2114/2018 8:40 AM) 
ARBS-RG notes BBS.Moory is 000 ootil 2/20 
ARBS-RG fOlwarded figures to BBS.Ame Petroskey 

Created By: Raven Giddens (2114/2018 8:38 AM) 
ARBS-RG sent an email to BBB-Maury u 
ARBS-RG provided the repurchase document with the updated figures 
ASBS-RG stated the payoff i sled is good unli 311 

ARBS-RG attached repurchase document to the case 

Created By: Baveo Giddens (219/2018 4:20 PM) 
ARBS-RG reviewed numbers with TL.CA who confirmed they are correct. 

Created Bv: Baveo Gjddep• (219/2018 9:47 AM) 
ARBS-RG notes updated repurchase figures: 

Base Price $23,129.03 
Sales Tax $2,188.46 
Vehicle Registration/Transfer O\arge $29.00 
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Security Plus $400.00 
License/Reg/Fees $273.75 
Dealer Doc Fee $80.00 
Interest Paid to Date $0.00 

Total Purchase Price $26,100.24 

Less Usage $937.60 
Less Reootes $500.00 

Loan Payoff" $29,865.00 
Total Deductions $31,302.60 

Refund Amooot -$5,20236 

Create<I By~ Baveo Gjdds;Q3 (2/6/20181:44 PM} 
ARBS-RG notes MRF Response indicated "l'lissan is in the position to offer a repurchase or rejllacement" 

ARBS-RG uploaded MRF response to BBB website 
ARBS-RG emailed response to BBl>Maury u 

~r;t~--By: Qay_en Giddens (21512018 9:26 AM) 

Customer: 
1. Acoooo 
2. 30 day . thru 311/2018 
3. Per diem 0.00 
4. # of scheduled payments received 6 
5. Scheduled Payment amount 45250 
6. Total Principal paid 2,715.00 
7. Total Interest paid 0.00 
8. Late fees paid 0.00 
9. Most Recent payment rereved 1/29/2018 for$ 452.50 
10. Eligible for SOC? Yes 

Payment History, Sales Document and Tolle are attached. 

Created By: Raven Giddens (1/31/201810:15 AM) 
ARBS-RG sent an email requesting payoff infoonation 

•ARBS-RG wants to make sure most recent infonnation is received for repurchase calculations• 

Created By: Raven Giddens (1/31/201810:10 AM) 
""'ARBS-RG notes customer has been offered a repurchase. Customer does oot agree with numbefs due to negative equav-­
(oostomer feds that NNA should re;mllurse for negative equity) 

Attorney contacted the BBB regarding concenn 

Created By: Raven Giddens (1/31/201810:09 AM) 
ARBS-RG notes Ille following RHR: 

2 visi1s for vehicle started to been Ille brake by itself wllen driving 60 to 65 MPH: 
1st visit unable to dupicate 
2nd visit unable to duplicate - OTS inspected vehicle 

State: CA 
• Total days down: 42 days down - no repairs made 

In service: 7/ 16/2017 
Last rei,o<ted mileage: 4,972 
No open campaigns found 
No -.anty cases found 
1 additional CA cases found 
1 tech tine case fOllld 
1 VSC for customer tound 
2 OTS visits found 

Created By: Raven Giddens (1/31/2018 10:05 AM) 
ARBS-RG notes Ille following RHR: 

10/12/2017 @4,972 miles.■■■■ 20 days down 
Concern: 
1-Customer states she was mving around 60 to 65 mph vehicle started to bee? then started to brake by itseij towed in pjease checl< and advise 

I ~~ drove vehicle could not duplicate at lllis time. Nissan worl<ing on a fix . disable fO<ward emergency braking unless customer manually ove, ride system 

11/03/2017 @4,972 miles.■■■■ 22 days down 
Concern: 
1-Customer states she's was driving atOllld 60 to 65mph vehicle started to bee!) then started to brake by itseij towed in. Vehicle still here refe, to RO 
Action: 
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1-Nissan OTC inspected car and test drove and was unable to duplicate customers concern. Nissan incident investigation team found no manufacturer defect at this time and advised to have customer pick up car. 

• 

Created By: Megan Lupo (1/30/2018 10:57 AM) 
ORTS-ML attached updated version of RHR, verified lengthy down time of RO's willl SA-Dennis. 
No current or open RO's at this time. 

Created Bv: i ••lie Griffin (1/3012018 8:25 AM} 
NIS1811513. ORTS-LG rec'd MRF from BBB on 01/30/18, dated same. C seeks NNA to buyback Ille vehicle due to unsafe and unprompted braking on freeway. 

Created By: Jessica Wegrzyn (1/5/201811 :13AM} 
CUstomer would like an RHR re-newed 

Created By: Jessica Wegrzyn (1/5/201811 :12 AM) 
ARBSnotes: 

closing case pending receipt of A TTY letter 

Created By: Jessica Wegrzyn (1/212018 3:07 PM) 
ARBSnotes: 

responded to customer email and advised NNA follows terms from Song Beve<1y Warranty Acl and California lemon law witll calculating repurchase offer 

ARBS advised customer woold need lette, of representation from A TTY and provided mailing address 

Created By: IC3§ica Wt;gqyp (1/212018 3:06 PM) 
ARBSnotes: 

received email from customer in response to NNA offer 

customer feels lllat NNA should reinlburse for negative equity 

customer also advised has contacted an attorney 

customer requesting: 

Therefore, we are submitting for your approval Ille following counter offer. 

1. Payoff vehicle in total . .. ... ... .. .. .. $30,770.00 
2. Return Cash down payment . .... .. $2,650.00 

Created By: Jessica Wegrzyn (12120/2017 4:03 PM) 
ARBSnote: 

pjaced call to customer 

call was connected to customer voicemail 
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ARBS left message caling to lollow up regarding case. ARBS advised wanted to confirm recei-, repurchase calculations and discuss options. ARBS advised will be out of office starting on tomorrow but will be checkilg 
email periodically and provided contact information 

Created By: Jessica Wegrzyn (12/20/2017 3:22 PM) 
ARBSnotes: 

responded and requested k>r customer to confirm received rep,!Sd\ase calculations 

Created By: Je1t1ica Wtgqyp (12120/2017 9:30 AM) 
ARBSnotes: 

received email from customer: 

Hello Jessica just wanted to make ...-e you rere,-, the pictures. 

Sent from my iPhone 

Created By: Jessica We<Jrzyn (12/18/2017 4:51 PM) 
ARBSnote: 

placed call to customer 

call connected to voicemail 

ARBS left message requeslilg cal back to discuss repurchase offer 

Created By: IAA!ica Wegqyp (12/18/2017 4:22 PM) 
ARBSnotes: 

calculated repurchase offer: 

Base Price: $23,129.03 
Sales Tax: $2,188.46 
Lie/Reg/Fees: $273.75 
Dealer Doc Fee: $80.00 
Nissan Service Contract: $400.00 
CVR:$29.00 
TOTAL: $26,100.24 
Less Usage@4,9n miles: ($937.60) 
Less Lien Payoff (good lllrough 1/8/2018) ($30,770.00) 
Less Reoote: ($500.00) 
Total Amount Owed From Customer ($6,107.36) 

Created By: Jessica We<Jrzyn (12/15/2017 3:35 PM) 
ARBSnotes: 

I piaced call to customer 

■ 

• 

call connected straight to ll<licemai 

ARBS left message cal ting to lollow up regarding case. ARBS advised will have repurchase offer no later than end of day Monday 

Created By: l@33ica Wegqyp (12/15/2017 3:33 PM) 
ARBSnotes: 

Usage:CA 
1st report/120,000 X Purchase Price 
4,972/120,000-$22,629.03= $937.60 

Created By: Jessica We<Jrzyn (12/13/201712:S1 PM) 
ARBSnotes: 

received vehide registration and picbJres from customer, attached to case 

Created By: Jessica We<Jrzyn (12/11/201712:54 PM) 
ARBSnotes: 

emailed customer LOI, attached to case 

Created By: Jessica We<Jrzyn (12/11/201712:4S PM) 
ARBSnotes: 

paaced call to custoo a 

call connected 

ARBS advised calling to discuss case if customer has a moment 

customer agreed 

ARBS thanked customer for sending i'I pictures 

ARBS advised did discuss with MGMT regarding concern and was advised fix coming out in January 

ARBS advised due to customer concern, NNA would be in a position to offer to buyback customer vehide. 

ARBS advised can eilller replace with corrc,arallle vehicle c, rep..-chase 

customer stated that is the best news customer has heard and is so happy for the call 

ARBS stated was t,appy OOdd assist 

customef stated as explained in letter, with arnooot of time took to get customer taken care of, customer feels repurchase would probably be the best option 

ARBS advised customer will need same documentation either Wa'f and advised custonier can obtain most from NMAC, but will need customer to send in vehicle pictures 4 or exterior and 1 interior, vehicle registration 

customer requested ARBS send list of documents needed and wil get them over to ARBS 

ARBS advised customer will send LOI in the next 5-10 minutes 

customer thanked ARBS again 

ARBS lllanked customer 

call ended mutually 

Created By: Jessica We<Jrzyn (12/8/201712:10 PM) 
ARBSnotes: 

received payoff information: 

SR#: 1-16643988828 Custome--1. Acooun 
2. 30 day payo . gooo thru 1/8/2018 
3. Per diem 0.00 
4. # of scheduled payments received 4 
5. Scheduled Payment amount 452.50 
6. Total Principal paid 1,810.00 
7. Total Interest paid 0.00 
8. Late fees paid 0.00 
9. Most Recent payment rere,-, 
10. Eligible for SOC? Yes 
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Payment History, Sales Document and litle Application attached. 

Created By: Jessica Wegrzyn (12/8/201711 :25AM) 
ARBS requested payoff intormation from NMAC 

Created By: Jessica Wegrzyn (12/8/201711 :24AM) 
ARBSnotes: 

received email from customer with pictures; attached to case 

Dear Jessica Wegrzyn, 

It was a pleasure speaking with you today regarding the ongoilg issue with my recently purchased Nissan Rogue. 

Please find attached pies of the current warning light which is constantly on my display s,nce I last picked tt up from the dealer. 
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Your prompt attention to this issue will be greatty appreciated as our frustration with this issue is growing. A.JS you may know, the vehicle was at the dealer k>r approximately 1 month. We got it back not confident that it was 
repaired, but with the new issue mentioned above. We were further infooned upon attempting to take tt back to the deale<, we could not without some type of authorization from you or your depal1meol We find it 
completely unacceptable that we have a new vehicle with issues and we're not able to have them addressed i'I a timely manor. 

Please advise on this issue as soon as possible . ... 
Created By: Jessica Wegrzyn (12/712017 2:42 PM) 
ARBSnotes: 

received incoming cal from custonier 

customef advised was returning ARBS call regarding case 

ARBS thanked customer for retun>ng call 

ARBS advised would be handling case goilg !award and had additional questions regarding concern 

customer stated was on freeway when irvtially experienced concern. customer stated dealer was not able to duplicate concern 

customer stated agreed to do the inspection and again were unable to duplicate the concern 

customer stated went ahead and picked up vehicle thinking hopefully will not experience the concern again 

customer staled now front sensor ale<t is automatically on, when goes through safety at initial startup front end now stays red like something is wrong 

customer stated called back to dealer and the tech advised turned off the safety feature for the !root end 

customer stated didn't think that was an option 

customer stated doesn\ know what to do at this poin~ ii should get a lawyer or wha~ but customer does not feel safe driving vehicle 

ARBS thanked customer for information and apologized for concerns experienced 

I ARBS reviewed vehicle histo,y and would like to send an engineer that is an expert in the concern to inspect customer vehicle 

customer stated doesn\ feel that would change anything, customer stated already agreed to one inspection 

ARBS understands 

customer staled with the light always t,e;ng on now, is less c0011ortable then before 

customer staled took pictures of the vehicle when first dropped off and again wtth the warning light t,e;ng on now 

customer appreciates ARBS trywlg to assist, but doesn't want to waste more time 

ARBS requested ii customer could send in pictures 

customer agreed and advised it would be later this evening when customer gets home from work 

ARBS agreed and confrmed customer email 

ARBS advised would email customer and could just respond with attachment 

customer agreed 

ARBS advised will review pictures once receive and gr,e customer a cal no later then Monday end of day 

customer agreed 

ARBS thanked customer for time 

call ended mutually 

Created By: Jessica Wegrzyn (12/612017 3:21 PM) 
ARBSnotes: 

placed call to customer 

call connected to voicemail 

ARBS left message providing contact infom,atioo requeslilg call back regarding case 

Created By: Jessica Wegrzyn (12/612017 3:14 PM) 
ARBSnotes: 

placed call to SRDTS- KinlO 

call connected to voicemail 

ARBS left message providing contact infomlatioo requeslilg cal back regarding concern with FEB light 

Created By: Jea1ica Wtgqyp {12/5/2017 2:23 PM) 
ARBSnotes: 

taking over case to further assist customer 

Created By: Jessica Wegrzyn (12/5/20171 :42 PM) 
ARBSnotes: 

I reviewed customer letter 

customer is not satisfied with NNA results from DTS inspection and is not comfortable driving vehicle 

customer requested NNA replace the vehicle with iike" vehicle or provide refund of all money including value of trade in vehicle 

Created By: Jessica Wegrzyn (12/412017 9:19 AM) 
ARBSnotes: 

42 days out of service, no repairs made 

- 2 vistts, 0 repairs vehicle started to beep then brake by ttself while driving 60-65 MPH 
1st vistt: Wl8ble to duplicate 
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2nd visit OTS inspec~ unable to duplicate 

ARBSnotes: 

Te<hLine: 
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- customer states she was driving aroood 60 to 65 mph vehicle started to beep then started to brake by itself , towed in: found no die , customer states vehicle starting beej)ing and started to brake 

DTS: Tim Zingerman-11/3117: IIR 
1.C001)1aint FEB IIR 
• Cause: Perfooned IIR 
• Correction: NONE 
• Status: Complete 

DTS: Tim Zingerman-10/16.117 
C0<11>1aint FEB oomes on when no car slOl)l)ed in front freeway 
• Cause: Unde< iiwestigation 
• Correction: None at this time. 
• Status: Pending 

Open campaigns: None 

Previous cases: 

- duplicate case 

VSC: RCCJ11126421 24mo,140k miles Sec+Plus Gad Pref 
Eff: 7116.117 Exp: 7/16.119 PP: $400 

Vehicles owned: 
2017 Rogue- APR: CA 

Created By: l@33ica Wegqyp (12/412017 9:09 AM) 
ARBSnotes: 

Customer: ~ 
Mileage: 4,972 
ISD: 7/16.117 
Purchased: CA 

6~~~~@4,972 Miles,_ - Days Down: 20 

1-Customer states she was driving around 60 to 65 mph vehicle started to beep then started to brake by itsett towed in please check and advise 
ACTION: 
1-Test drove vehide could not duplicate at this time. Nissan 'M)l1(ing on a fix , disable fOfWard emergency braking unless customer manualty r:we< ride system 

~~~~ @4,972 Miles,_ - Days Down: 22 

1- Customer states she's was driving aroood 60 to 65mph vehicle started to beep then started to brake by itsett towed in. Vehicle st/ill here refe< to RO 
ACTION: 
1- Inspection and test drive performed by service ted"I and was unable to duplicate with no OTC codes found. Nissan OTC inspected car and test drove and was unable to duplicate customers concern. Nissan incident 
investigation team found no manufacturer defect at this time and advised to have customer pick up car. Ref R~ car never teft and Nissan DTS inspected 113 RO-

Created By: Jessica Wegrzyn (12/412017 8:58 AM) 
ARBS reviewed RHR, CPIA, SF, and ASIST 

Created By: Nick i Barror (12/4/2017 7:52 AM) 
ORTS received the RHR. The RHR was assigned to ARBS Jessica Wegrzyn for review. 

Created By: Younes Kasse<ni (12/1/2017 5:01 PM) 
.,RCAS-YK notes RHR completed and submitted to ARBS for review. 

Created By: Younes Kasse<ni (12/1/2017 5:00 PM) 
.,RCAS-YK receiVed an Email from S~ce at DLR NISSAN Of DOWNTOWN LA slating that VEH never left DlR for R.O- R.O was closed by accident and reopened 11/03/2017 when DTS came for 
inspection. 

Created By: Younes Kasse<ni (12/1/2017 4:47 PM) 
.. RCAS-YK placed outbound ca1 to c •11111■111■ and left VMX. 

~g~~=~~~~~~.;.;~@':!~~~.;~ctJ I! l£I. 
RCAS-YK stated that RCAS-YK is caling to discuss the case with C. 
RCAS-YK stated that RCAS-YK wil follow up with C no late< than 3 Bus,ness days. 

Created By: Younes Kasse<ni (12/1/2017 4:34 PM) 
"RCAS-YK placed outbound cal to DLR NISSAN Of DOWNTOWN lA a 
RCAS-YK left a VMX for SM-Lance. 

Created By~ YOl!OC3 KD33SPi (12/1120171 :39 PM} 
"RCAS-YK sent an Email to S~ce at DLR NISSAN Of DOWNTOWN L.A regarding case. 

Created By= Y21mea Ka;usewi (12/1120171 :38 PM) 
"RCAS-YK placed outbound cal to DLR NISSAN Of DOWNTOWN lA a 
RCAS-YK was not able to speak with SA. 

Created By: Younes Kasse<ni (11/29/20171 :15 PM) 

.,RCAS-YK placed outbound cal to C •••··· left VMX. 
RCAS-YK included case number, name, and RCAS-YK contact J 
RCAS-YK stated that RCAS-YK wil be @ the office today from " " I • 
RCAS-YKstated that RCAS-YK is caling to discuss the case with C. 
RCAS-YK stated that RCAS-YK wil follow up with C no late< than Friday. 

Created By: Younes Kasse<ni (11/29/20171 :12 PM) 
.. RCAS-YK sent an Email to s~ at DlR NISSAN Of DOWNTOWN LA regarding case. 

• Created By: Younes Kasse<ni (11/29/20171 :08 PM) 
.,RCAS-YK placed outbound cal to DLR NISSAN Of DOWNTOWN lA A I 
RCAS-YK was not able to speak with S~ce was not at DLR and SA-Dei'ios was no< iilile to speak. 

Created By: Younes Kasse<ni (11/29/201711 :17 AM) 
- .,RCAS-YK placed outbound cal to DLR NISSAN Of DOWNTOWN lJ uen 

RCAS--YK was not able to speak with SM-lance was not at DLR and SA- 15 wc1::. 1iut mMe to speak. 

- Created By= Yottotfl Ka;mewi (11/291201711 :06 AM) 
.. Case transferred back to RCAS-YK 11/28/2017 12:22 PM - Follow up set for 11/29/2017 - C is requesting a Repurchase/Replacement of VEH". 

Created Bv: pakota McGreqof111/28/2017 5:10 PM) 
Additional Note to RCAS: at Cs disaetion, please wor1< with C to bring veil back to DLR to set the default safety shield setoogs back to on 

Created Bv: pakoto McGrew 111/28/2017 5:09 PM) 
ARBS reviewed case with SRPLNR FD 
ARBS to let RCAS handle case further. 

RCAS to in1onn C to bmg veh back in to DLR, to have DLR ttrn safety shield default system back to on 

ARBS gave courtesy call to DTS-TZ 
ARBS verified with DTS that DTS did not change settings 
DTS infooned that believes DLR may have done this prior to inspection 

Created By: Dakota McGregof /11/28/2017 5:02 PM) 
ARBS received inbound from C 
C states that C had some DLR concerns 
C states that alte< C rece;ved the veh with the safety shield tehcnologies turned off 
C states that C neve, gave DlR permission to disengage the safety syste<ns 
C states that C is unhappy with this 
ARBS informed that ARBS re<eived Cs letter and has already transferred case to an RCAS for further handi ng 
ARBS informed that ARBS wil review case furthe< and if any furthe< information is needed, ARBS will provide this in1ormation to C's RCAS 
C inquired who RCAS is 
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ARBS infooned that is RCAS-YK 
C requested phone lllll1ber for RCAS-YK 
ARBS provided to C and infooned that does take 1 business day for transfer 
C understood 
ARBS thanked C 
C thanked ARBS 
Call ended mutualy 

✓ ;~~~~!~~.e,•~s:::=r ~~~~:~~5!PM) 

Created Bv: pakota Mcfic•99f 1111281201712:14 PM) 
✓ -ARBS transferring case to RCAS for further handfing­

ARBS notes to RCAS: prease oompjete RHR process 

• Created By: Dakot a McGreQOf 1111281201712:14 PM) 
HR- BRAKE- PST 

✓ ;~~~~!~~.e,•i='! =~=.:!=~~~ 12:13 PM) 

Created Bv: pakota Mcfic•99fl1112012017 2:53 PM) I Last Modified By: pakota M£Gce99f '1112012017 2:53 PM) 
CASE CLOSING SUMMARY 

✓ ARBS notes per PL Review, no defects fotlld with the veh 

ARBS closing case 

Created By: Dakota McGregor/1112012017 2:48 PM) 
✓ ARBS sent resautioo lette< to C via FEDEX 

ARBS notes FEDEX Tracking Label# no-­
ARBS attached letter and label to case 

Created By: Dakota McGregor 11112012017 2:47 PM) 
Additional note: 

✓ SM inquired if SM should ptjl C out of rentaV loane< 
ARBS informed that is DLRs discretion, but that Nissan's position on the veh o.nently is that there are no defects on the veh 
SM underatood 

Created Bv: pakota Mcfic•99f 11112012017 2:46 PM) 
ARBS placed outbound to DLR NISSAN OF DOWNTOWN L.A 
ARBS spoke to SM Lance 
ARBS informed that after a thorough review/ inspection, Nissan found no defects with the veh 
SM requested e-<nail from ARBS with this info 

✓ ARBS sent e-mai to SM infooning "Good Aftemooo: 

Page 10 of 13 

Thank you v..-y much for assisting Nissan with this claim. A thorough inspection of the vehicle relayed in the subject line was cooducied regarding the folward emergency braking system, and no manufacture< defect was 
found." 

SM verified that could receive e-mail from ARBS 
E-<nail verified was lsobczak@dUamoto,s.com 

Created By: Dakota McGrego< (1112012017 2:37 PM) 
ARBS placed outbound to C 
ARBS verified Chad time to speaK tO Artt,:, 
ARBS informed that after a thorough review/ inspection, Nissan found no defects with the veh 
ARBS infooned that ARBS wil be sending C a lette< in the mail for Cs records 

✓ g ::~ g ~:!ers:',!ee, but C understands Nissan's position 
ARBS offered further assistance 
C declined 
ARBS thanked C 
C thanked ARBS 
Call ended mutualy 

Created By: Dakota McGregor/1111712017 4:39 PM) 
✓ ARBS received e-<nail from PL-LO infooning that no defect was found 

ARBS attached e-mail to case 

✓ ;~~~~;j!,\~gJ:.fo": 2;: t~:,:.:.,. 
Created By~ Dakota McGceam(11114120112:41 PM) 
ARBS received inbound from C 
ARBS verified C had time to compjete questions 

C states there w..-e no vehicles ahead of C 
C states that there w..-e vehicles in adjacent lanes behind Cs veil 
C states traffic was not heavy 
C states that there was not any construction going on in the area 

✓ g ::: ~~!~"::;: '::ee:ct~~~tti:~1:~~~~ ~=::.~~tersection lights 

✓ 

C states that was close to wat 2 exits up on freeway 
C states that cootinued to drive the veh to wor1< then veh was brought to Nissan DLR by Nissan rep 

ARBS thanked C for information and infooned would contact C once ARBS office has a resolution 
C IMldefstood 
ARBS thanked C 
C thanked ARBS 
Call ended mutualy 

Created By: Dakota McGregor '11/141201710:59 AM) 
ARBS received e-<nail from PL-LO requesting ARBS ask C some questions 

~~~~ ~~~x~~ ~£££ Li ii!ll..e.1 that has soo-e questions for C 
ARBS left best cootact info 

Created By: Dakot a McGrego< (1116/2017 2:12 PM) 
ARBS placed outbound to C 
ARBS notes that call was invneame,y teiffiinated 

~~~~ ~::.~=:i=:..t: IE Mi l ed"" 11/03117 
ARBS informed that C should have a resolution available in 2-4 weeks regarding case 

✓ C states that is me 
ARBS inquired if C has any questions 
C states no 
ARBS offered fmher assistance 
C declined 
ARBS Thanked C 
C thanked ARBS 
Call ended mutualy 

✓ Created By: Dakota McGregor 11116/2017 7 :44 AM) 
ARBS notes pe,DTS-TZ that inspection has been completed AND IIR has been uploaded to FTP 

Created By: Dakota McGregor/1112120171 :04 PM) 
ARBS placed outbound to DLR Nissan of Downtown LA 

✓ ARBS spoke to Service Rep Lance 
ARBS informed that inspection is scheduled for 11/03117 and 11/16117 
Service Rep confirmed inspection appointment 

✓ Created By: Dakota McGreoor 111121201712:59 PM) 
ARBS placed outbound to c-
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ARBS left vmx infooningthat inspection date is set for 11116/17 a.rrently, but may be inspected sooner 
ARBS infooned if C has questions to let ARBS know 
ARBS left best contact info 

✓ ;~~~~:~::,a==~~~~~~~~~ that inspection date will be 11116/17 but DTS may be able to inspect sooner 

Created By: Dakota McGrego< 1111112017 4:22 PM) 
✓ ARBS sent e-mail to SRPlNR FD, SROT=G and DTS-lZ 

ARBS inquired about inspection date for case 

Created B : Dakota McGreoo.- 10/3012017 6:49 PM) 
A 
A 
A 
C 

dicated and ARBS did ft.rthe_,., and that veh does have FEB -A 

C 
C 
C 

ct an UR inspection on the veh 
the inspection and a coople of weeks for the review - -- -C states that the sensors for the FEB beeped three times and went off when there was no other vehicles in front of C or anything around 

✓ C states that the veh did not stop on this incident 
C states that sensors went off for no reason that C could see 
C . oo1side 

C - in 1-2 bu..J!II. regarding the inspectioo 

call ended mutually 

✓ Created By: Dakota McGrew 11013012017 6:16 PM) 
ARBS subnvtled DTS request 

Created By: Dakota McGrew 11013012017 6:15 PM) 
✓ ARBS notes that ARBS reviewed case with SRPlNR FD 

-
ARBS notes that ARBS to offer C a rentaV loaner during process 

Created By: Dakota McGre 17 6:14 PM) 
ARBS placed outbound to C 

--
ARBS left vmx informing tha have FEB. ARBS apologizes for mis,nformation 

✓ :~~~ :~=~ =,,~ i::"to":~ == ":c':' ~:ctioo of the veh 
ARBS infooned that ARBS would be Cs POC 
ARBS provided direct contact info 
ARBS infooned that ARBS would be following up with C to furthe< discuss case once an inspection date has been garnered 

✓ ;~~~~~~=~~=-!~~~2017 6:12 PM) 

Created By: Dakota McGreQOf/10/3012017 5:05 PM) 
ARBS notes that veh is a 2017.5 and not a 2017 

✓ ARBS notes per Monrooey label that veh does have forward emergency braking 

ARBS taking over the case 

Created By~ Dakota McGce99f (10/27/2017 2:50 PM) 
✓ - ·ARBS transferring case to RCAS for furthe< handfing-

ARBS notes to RCAS: please W0f1< with region and DLR as appropriate to address Cs ooncems 

C 
C 
C 
C 
C 
C 
C 

- -
no wamiJ or indicator lights ~ ed 

indC 

the - -
✓ g : :~ ~!l = :ou1no an~C:;c=,~ ~Iller 

ac .... 
to assist C -re technical options regarding Cs concerns with the Yeh - -for furthe< handfing 

later than close of bus,ness 10/30/17 

Created Bv: pakota Mcfic•99f 11012712017 2:24 PM) 
ARBS reviewed case with ARBS SD 

- -
✓ ARBS notes per HOST that veh is an s Model 

ARBS notes per PIG that veh does not have FEB or IBA 

Created By: Dakota McGrego< 1101271201712:14 PM) 
ARBS received inbound from C 
C states C would i ke to speak to ARBS at 2PM CST 

✓ ARBS understood 
A 
Cthanked 
Call ended - -Cr Last Modified By: Dakota McGregor (10/2712017 9:54 AM) 
AR 

✓ ARBS left vmx reque · ~Ul:11,;f\. c1nu · es of Cs time 

✓ 

ARBS requested detailed vmx of when C could take a callbaclt during ARBS business hours 
ARBS provided best contact info and case # 

https:/ /nissanna.my.salesforce.com/5000G0000 1 J3csMQAR 
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Created Bv: pakota Mcfic• 99f 11012112011 9:52 AM) 
ARBS received vmx from C requesting call>ack in 5 minutes after 8:40AM 

Created By: Dakota McGri (10/27/2017 8:10 AM) 

✓ ~~~~ :~xo;:oo~ ;_. £21 a rniootes of Cs time 
ARBS requested detailed vmx of when C could lake a callback dt.nlg ARBS business hot.l's 
ARBS provided best contact info and case # 

Created Bv: pakota Mcfic• 99fI10/26/2017 4:32 PM) 
✓ ARBS RECEIVED CASE, UNDER REVIEW, VERIFY PROBE . _____ ._ ___ ______ ......,......,....._,.._...,. 

Created By: Samantha Dixon (10/2512017 3:33 PM) 
Spontaneous Braking - Under Engineering review. 

Created By: Younes Kasserni (10/2512017 12:SS PM) 
Brake Concerns - Undef Engineering review 

Created By: Younes Kasserni (10/251201712:52 PM) 
RCAS-YK placed - call to C a 

RCAS-YK VERIAED C's name, home & email address, coocem, phone#, VIN#, rrileage 
RCAS-YK CHECKED for open recalls/campaigns and folnl: None 
Previous UNRElATEO Case(s) Found: Nooe 
Previous RELATED Case(s) Found: 28692534-28627815 

RCAS-YK ADVISED "This call may be recorded for quaity and training purposes." 

Case.......___ 
Best ~ 

RCAS-YK slated that RCAS-YK is the Regional Case Manager and Case has been escalated to RCAS-YK after C has cootacted NNA CA for assistance. 

C slated that C was driving in the Freeway and VEH beeped 3 times like ij there was a VEH in front of C. 
C slated that there was no VEH in front of C at all. 
C slated that VEH bied to stop and C felt VEHs coming behind C. 
C stated that when C noticed other VEHs getting closer, C pushed gas all the way down and VEH jilted twice before accelerating. 
C stated that VEH did not stop. 
C stated that C heard a lood noise and VEH tried to slop but C pushed accelerator. 
C slated that driver behind C follow C. 

RCAS-YK al)Ologized for C's concerns. 

RCAS-YK asked aboot the location of the VEH. 
C slated that VEH is at DLR NISSAN OF DOWNTOWN LA 

RCAS-YK stated that DLR acknowledge the concerns and DLR did reach out to Tech Line and DTS for assistance. 
RCAS-YK stated that DTS is the highest levet ofTechnicians at Nissan. 
RCAS-YK stated that at this time, DLR is not al)je to fix VEH as the concerns are still -engineering review. 
RCAS-YK slated that DLR turned off Brake SWitch to unable Brake Switch from engaging. 
RCAS-YK slated that tt seems that Brake SWitch engage by - and cause VEH to stop. 
RCAS-YK slated that DLR disabled the system and should prevent coocems from happening. 
RCAS-YK slated that NNA is still working oo developing a remedy to address the coocems. 

C stated that C was contacted by DLR and was told that C can oorne pick up VEH. 
C slated that C purchased this VEH for good Gas Mileage and all safety features. 

✓ C stated that that resolution is not satisfying for C. 

RCAS--YK stated that NNA can Otiate an Incident Investigation Review to collect more information and further review the case. 
RCAS-YK slated that RCAS-YK wil need to gather information from C to submit the case for the proper department for review. 
C llldefstood. 

RCAS-YK asked C about the mileage at the time of the incident. 
C stated around 39,000 rriles. 

RCAS-YK asked C about the date and time of the incident. 
C stated Thursday 10/12/2017 between 6:15 and 6:30 in the morning. 

RCAS-YK asked C about the location of the incident 
C slated that C was driving in the 10th Freeway in Los Angeles about a half mile before the fast track ends. 

C stated that C is the owner of the VEH and C was the driver at the time of the Incident 

C slated that DOB is 03/08/1966. 

RCAS-YK asked how would you like NNA to be in'IOlved. 
C slated that C want NNA to baked C up and find out a resolution tor the concerns and have VEH repaired and safe to drive. 

C stated that C's husband was driving VEH couple days before the incident happened and felt that the Sensor were acting up. 
C slated that C was so exctted when C purchased VEH. 
C stated that C is not confident in driving VEH at this time. 

RCAS-YK apologized for C's concerns. 

RCAS-YK slated that RCAS-YK wil forward case to the proper department for further review. 
RCAS-YK slated that C wil be contacted no later than 3 Business days. 
RCAS-YK slated that RCAS-YK wil contact ij any more information is needed 

RCAS-YK asked tt C needs any fu1her assistance. 
C stated No. 

Call ended Mutualy. 
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Created By: Younes Kasserni (10/23/2017 5:46 PM) 
.,- .. RCAS-YK notes that C slated in the letter received today that C received a call from DLR requesting to pick up VEH and C is refusing to operating VEH as concerns has not been fixed and C feels unconformable with 

the safety of the VEH. 

✓ ~~~e:_~~=n1':0&!tKli:1:~~~/2.:~~ ~~ ~)and ORT opened 

~~~e:.~~~p1a~=:r~1~12c~017 5:35 PM) and left 8 VMX 

✓ RCAS-YK induded case number, name, and RCAS-YK contact£ 
RCAS-YK slated that RCAS-YK wil be@the office today from ~., , . 
RCAS-YK slated that RCAS-YK is caling to discuss the case wtth C. 
RCAS-YK slated that RCAS-YK wil follow up wtth C no later than Wednesday. 

✓ Create<I By= Y21tot3 Ka;mewi (10/2312017 1:45 PM} 
"RCAS-YK notes DTS has been involved in the Case. Field report attached to the VIN: 

1.Cornplaint FEB comes oo when no car slopped in front. Freeway 
Cause: Undef investigation 
Cooection; None at this time. 
Status: Pending 

for the same concerns. RCAS-YK dosed Case per SRCAS-OC recommendation and attached lett..- to this case. 
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DTS saw engineering report on this issue. It is under investigation 

Created By: Younes Kassemi (10123/20171 :44 PM) 
.. RCAS-YK notes Ted> Line related case opeoed 10/1612017 #28627815 . 

✓ DTSNotes: 
Cause:~ i westigation 
Correction: None at this time. 
Status: Pending 

created By~ Yoone1 Ka;mewi (10/2312017 1:36 PM) 
RCAS-YK placed outbound call to DLR NISSAN OF DOWNTOWN LA a 

RCAS-YK spoke with SA-Denis. 

SA-Denis stated that R.O is invoiced. 
SA-Denis stated that VEH has been a DLR since. 
SA-Denis stated that SA-Denis called C Satt.l"day 
SA-Denis stated that C <id not pick up VEH yet. 
SA-Denis stated that C driving around 65 mph and VEH stated to beep and brake by itseij_ 

✓ ~ ::,,:: :::: :::: 6~ :0 io.= : duplicate No known coocems. 
SA-Denis stated that it's a knows concerns that does oot have a fix per DTS. 
SA-Denis stated that Ted> called tech fine as wel. 
SA-Denis stated that VEH is sale to drive 
SA-Denis stated that DLR rum off the brake assist for now. 
SA-Denis stated that Brake Switch is engaging by its~. 
SA-Denis stated that Brake Switch is turned on e,ery time at start. 
SA-Denis stated that Brake Switch is now its disable and always off unless it's manually tllled back on. 
SA-Denis stated that C knows al that and SA-Denis went over that with C. 

Cati ended murual y. 

✓ ~~1~t:.':':n~~~s=~~i~1 :22 PM) 

Created By: Ui (1012012017 7:37 PM) 
CRR-LR VERIFIED Account Info including: C's name, home address, phone# & best cootacl# 
CRR-LR VERIFIED VEH Info including: VIN# 
CRR-LR CHECKED for open recalls/can-c,aigns and found: 0 
CRR-LR CHECKED for previous UNRElA TED Cases and found: 0 
CRR-LR CHECKED previous RELA TEO cases and found: 0 

CRR-LR NOTED ooncem is: VEH concern 

C stated C was driving on highway and sensors went off informing C there was something in front of VEH 
C stated VEH jotted to slop and C cootinued to drive 
C stated C took VEH to closest DLR for diagnosis immediately after 
C stated DLR turned off al sensors but could not find source as to why sensors randon"ly went off 
C stated C no longer feels safe in VEH and would like NNA to furthe< instigate coocem 

CRR-LR provided case#-

CRR-LR infomled C that Case will be transferred to a Regional Consumer Affairs Specialist who will contact the C by close of business day October 23ro regarding the C concern 

C understood and appreciated the assistance 

Best Contact#" 

Coll ended murualy 
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Case Categorizations 

Adion ~ ~ # Catego,y Description s..bcatego<y Oesaiption Symptom Description 

POOR OR IMPROPER 
OPERATION 

Case Categorizacons Help 

Maj« Component Code Categofy Date Symptom Code Category Code Sllbcategory Code Concern Code 

Forms 

Action Fonn -A Back To Top 

BRAKES 

-Type 

IIR 

INTELLIGENT BRAKE ASSIST 
(IBA) 

C<Nled By 

26 

Younes Kassemi, 10/25/201712:54 PM 

Always show me more records per re-lated list 

10127/2017 YX AO 
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• Search ... Search Derek Latta Help & Training All Tabs 

Home Accounts Ideas Dealer Locator Literature Requests Console Cases Home Reports Dashboards Articles Profile Feed Profile OVen,iew Comments Export Warrant) 

- Customize Page I Printable Vrew I Help for this Page 

Show Feed 

Case Detail 

Account Name 

Contact Email 

Home Pl1one 

Letter Se-nt Date 

Letter Received Date 
-

Follow Up Date 1/512018 

Supporting Documents 

CA Muttiple Repairs 

Social Media Involvement 

Martiz Custome< Id 

Case O#nH location Lorain 

Texting Status 

Case Reopen Count 

Case ~""Y I/it! I Case ConYnents ~ I c..,.. Categorizations W I ,E= W 

J Reopen Case 11 Clone Closed Case J 

Case Owner ■ Kalia Johannes 

Type CA 

Case Origin 

Executive Refenal 

Exee>Received-Oa.te 

Phone 

Status Closed 

Datelrme Opened 10/23/2017 2:48 PM 

Date/Tome Closed 1/4/2018 2:40 PM 

Multiple Repairs No 

Executive Summary 

Executive Actions To Resolve 

Description Consumer Affairs voluntary repurdlase due to 1 visit and 70 days out of service for Forward Emergency Braking activating on train tracks 

Call Script 

Who contacted u.s? Consumer 

#Vehicles Owned 1 

Vd'liele Purchased New 

Pre-Owned Initial Mileage 

Current Mile- 1,000 

Incident Codes . IIR REQUIRED 

lncidef'lt Date 

Sent to legal 

Accident 

Asbag 

Fire 

IIR lndic.ator 

IIROate 

HR -

Vehicle Information 

Vehicle JN8AT2MV4f rl 

Model Year 2017 

Make NISSAN 

Model Line ROGUE 

Model Code 29617 

Dealer Detai l 

ease Servicing Dealer I FGFND NISSAN 
Case Servicing Dealer Region Northeast Region 

Bluetooth 

Related Items 

Responsible District 07 

SharedWrth 

Phone Carrier 

Phone Manufacturer 

Reported From 

Issue Categories 

ApprowdChed< Reques1s $34,141.41 

https://nissanna.my.salesforce.com/5000G00001J43O8QAJ 

Vehicle Maintained Location legend Nissan 

Previous Repai.r Date 

Previous Repair Location 

Related Vehicle Make Nissan 

XTIME Appointment Numb« 

Rollowf' 

Property Damage 

Injury letter 

Nootber Injured 0 

RHR Started 11/21/2017 

RHR C«npleted 11/22/2017 

Customer Document Requested 

Date Requested 

Customer Document Received 

Date Received 

Part Numb« 1 

Beyond Basic Warranty Miles 1 O 

Beyond Basic Warranty Months1 0 

Beyond PT WalTal'lty Miles1 0 

Beyond PT Warranty Months 1 O 

Oat.a Net 

Oatanet Deal« Date 

Dealff Instructions Customer Contact 

Requested Dealer Action Please review. 

Bluetooth Ticket Status 

Phone Model 

Phone Operating System 

Goodwill Offered 

VCAN 

Goodwill Processed 0 

Vehicle Service Contract 

VSC Reprint Request Email 
.J 
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Sales & Service Campaign Specific Information 

Hot Alert Date 

LS Response rime 

Vert>atims 

Alert Trigger Verbatim 

Survey Verbatim 

Deale< Action History 

NNA Notes 

Customer Conversation Notes 

DTS Inspection 

Contact Name 

Home Phone 

WOfitPhone 

Mobile Phone 

Email 

Attemate Email 

OTS Inspection Date OTS Inspection Date Confirmed? 

DTS Request Type Notes for OTS (Vehicle Concerns) 

Inspection Time/Notes Appointment Time: 

System Information 

Subject 

Created By 

Last Mocfrfied By 

Notes to Agent 

CUSTOMER:­
JN8AT2MV4~ 

Anshroop Sicht, 10/23/2017 2:48 PM 

NNAill, 9118/2019 9:24 PM 

Case Record Type CA Oosed Case 

Days Closed 880 

ActionC- NTSF 

VIN: Root Cause 

Root Cause Code 

Root Cause Code (2) 

Document ID 

What action was taken? SF Voluntary NNA Trade/Repurchase - NNA Inventory - 1 veh 

Agent Comments 

Agent Comments #FEB case. #RHR. #OTS. Confinn OTS inspection time and date. 

Case History 

Dale 

114/2018 2:40 PM 

1/2/2018 4:19 PM 

1/2/2018 3:47 PM 

12/28/2017 4:20 PM 

Agent Next Step 

Show more • I~ 

Use< 

Kalia Johannes 

Kalia Johannes 

Kalia Johannes 

Kalia Johannes 

I Reopen Case I ! Clone Closed Case! 

Action 

Olanged Status from Open to Closed. 

Oosed. 

Olanged Follow Up Date from 1/2/2018 to 11512018. 

Olanged Description. 

Olanged Follow Up Date from 12/28/2017 to 112/2018. 
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SCSV 

Ca-se History Help 

Case Comments Case Conments Help 

Pubic C«nmenl 

Created By: Kalia Johannes (114/2018 2:39 PM) 
ARBS-KJ emailed C and advised that the checks were re<eived. 
ARBS advised checks are reng overnighted to Money and the case transmtted to them as wel. 
ARBS advised c should hear from Morley within a week to sdledule the surrender. 
ARBS closing case. 

Created By~ Kalia IPbDOOSf (1/412018 2:39 PM} 
ARBS-KJ noting Mor1ey case info: 
Vendor Case N~ 
Morley FedEx Shipme~ 

Created By: Kalia Johannes (11212018 4:18 PM) 
ARBS-KJ sent email to c and advised that the check requests and that onoe the checks are received and the case has been transmtted to MMey, ARBS wil update c. 

Created By: Kalia Johannes (11212018 4:17 PM) 
ARBS sullmitted check requests. 

Created By: Kalia Johannes (11212018 3:47 PM) 
• IIR-FEB- EST 

Created By: Kalia Johannes (12/21/2017 2:35 PM) 
ARBS-KJ received signed reptXchase offer and attached to case . 
ARBS advised c of the time i ne due to holiday shut down, ARBS cannol submit check requests llltil 112117. • C understood and call ended mutually. 

Created By: Kalia Johannes (12/2112017 2:33 PM) 

I 
ARBS-KJ Sl)Oke with c < and advised signed offer has not been received. 
C stated- sent it, AR~ aav,seo not received, last ARBS has was outbound email to con Monday. C understood and asked AR.BS to resend the baank one and c would have e's wife resend it. 
ARBS th'!llll!l!l!l'c and cal ended mutualy. 

Created By: Kalia Johannes 12/13/201710:58 AM) 
ARBS-KJ called C on and Sl)Oke with C. 

ARBS advised that A ed info from NMAC and asked w C was going to the dlr to get the POP to show C paid additiooal cash down? 
C advised c is not currently but W c gets tt later can a separate check be issued? ARBS advised that should nol be a problem once the documentation c provides is reviewed and approved. 
C understood. 
ARBS advised would update the offer letter with the new payment and updated payoff. 
C understood and call ended mutually. 

I created By~ Kaua Johanoe:s (121131201110:56 AM) 
Lease Repurchase 
Down Payment $7D9.56 
Additional Payments $1 ,200.00 

https://nissanna.my.salesforce.com/5000G00001J43O8QAJ 6/2/2020 



~ Salesforce - Unlimited Edition 

Total Amounts Paid $1,909.56 

Less Usage (No usage in NY under 12,000) $0.00 

Total Deductions $0.00 

Total Refund $1,909.56 
Lease Boyout/Payofl $32,231.85 

Total Repurchase $34,141.41 

Created Bv: K•li• f9b•oOAA (12/13/201710:32 AM) 
ARBS-KJ called NMAC and Sl)Oke witl1 Amanda in Lease Se<vices. 
ARBS asked tor the most recent payment info and updated payoff. ARBS provided account number. 
Amanda provided: 

~~.J&iili 11,6117 
$400.00paymentmadeon 12/11117 

ARBS thanked Amanda and call ended mutually. 

Created By~ Kali@ Joh@OOSf (12/131201710:16AM) 
ARBS-KJ received an emai from c advising that e's husband is trying to call ARBS and the line is only ringing and requesting a call to Mr. Con 

ARBS-KJ called c on "1d spoj(e with Mr. C. 
C stated that c tried to ca11 me numoe, ARBS called c from and ~ only rings. ARBS understood and advised that number goes to an automated switchboard ARBS believes that only routes outbound calls. 
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ARBS advised ARBSdirect ine is in the emai ARBS sent butthatARBS can provide it over the phone ff c has a pen? C stated c does not have a pen. ARBS advised thatARBS can send another email witl1 the phone#. 
C advised ARBS to hang on. 
C talked witl1 someone in the background then put ARBS on speaker and asked ARBS to provide the number. 

I ARBS provid 
C understood. 
ARBS advised that ff ARBS is on the other line or ,rway from ARBS desk c can also send an email as ARBS may have ARBS laptop. 
C understood and thanked ARBS. 
C stated that c just made a December payment and c wants that included. ARBS advised ARBS can verify that and update the letter. C understood. C stated that c also paid over $800 when c got the veh. ARBS advised 
refers to the amount paid in case in section 4 of the contract. ARBS advised ff c has proof of payment of another amount, ARBS would be happy to review ~-C understood and advised c would go to the dlr and get a copy 
of what C paid. 
ARBS understood. 
Call ended mutually. 

Created By: Kalia Johannes (12/12/2017 2:10 PM) 
ARBS-KJ made outbound call to c onl■■I• and spoj(e witl1 e's husband Anthony crumb. 
ARBS advised has completed the calcuiauons ano ,s putting together the repurchase offer letter for c. 
C undefstood. 
ARBS asked tor preferred emai to send the offer letter to. C provided: 
- hotmail.corn 
~sed would send the offer and ff c has any questions aboot the offer c can feel free to rei,fy to the emai. 
C undefstood and asked what happens after that? 
ARBS advised ff c accepts, c will sign and return the offer letter and ARBS will request the e's reimbursement check and the lien holder payoff check. 
ARBS advised once those are received from accounting within 2-3 business days, the checks are sent overnight to Morley and that is the third parly vendor that schedules the smeoder. 
C undefstood. 
ARBS advised Morley contact's c within a wed< of receiving the case to schedule the surrender. 
C undefstood and advised that the veh is still at the dlr. ARBS understood but advised that c will have to ocmprete pape"""'1< to receive e's check and for NNA to obtain the title. 
C undefstood. 
C asked and what ff c wants to switch models? 
ARBS advised that NNA can offer a VPP plan A so that c can purchase or lease a different model. 
C thanked ARBS and call ended rrutually. 

Created By: Katia Johannes (12/12/2017 2:03 PM) 
ARBS noting repurchase calculations: 

Lease Repurchase 
Down Payment $709.56 
Additiooal Payments $800.00 

Total Amounts Paid $1,509.56 

Less Usage (No usage in NY under 12,000) $0.00 

Total Deductions $0.00 

Total Refund $1,509.56 
Lease Boyout/Payofl $32,631.85 

Total Repurchase $34,141.41 

Created By: Katia Johannes (12/8/2017 7:47 AM) 
ARBS received registration and attached to case. 

Created By: Katia Johannes (12/512017 4:02 PM) 
Below is the paymenVpayoff infonnation that you requested. 

:::.. ... CUstomer 
Payoff amoun ,s . good thru 12/16/2017 
Payments received 3 
Payment amount $ 399.99 
Recent payment received on 11114/2017 in the amomt of $400.00 

Copy of Contract, Payment History and Trtle are attached. The account is/is not SOC eligible. 

Created By: Katia Johannes (12/512017 4:01 PM) 
ARBS received pich.Rs of the veh but no registration. 
ARBS sent email to SM-Vinny requesting the registration as wel. 

Created By~ Kaua loh@Ootl (11/29/2017 3:29 PM} 
ARBS sent email request to dlr for the pictures of veh and registration. 

Created Bv: K•li• f9b•OOAA (1112912017 3:28 PM) 
ARBS-KJ calleddlron 5164968181 and spokewitll Ken in service. 
ARBS requested the pictures of the veh, one of each side on the outside and one of each raw inside as well as a picb.R of the current veh registration be sent to ARSS as c is ilterested in the repurchase of the veh. 
Ken understood and advised ARBS to email the request to vgianni@legendnissan.oorn 
ARBS agreed and all ended rrutually. 

Created By~ Kali@ lohDOOSi (11129/2017 3:17 PM} 
ARBS sent request to NMAC for e's info. 

Created By~ Kaua loh@Ootl (11/29/2017 3:14 PMI 
~~~~~vi'=~=~~,!oc~;J!j a &ll!indW::1:' :~=~~tt;"'Y crumb. 
C undefstood. 
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ARBS advised lllat NNA engineering is working oo the software update that will resojve Ille coocem. ARBS advised lllat Ille repair is conw,g though ARBS does not have an exact ET A available yet 
C understood. ARBS advised if c would be wiling to wait for the repair and stay in Ille loane< w:11 ARBS can look at offering c a cash settlemeol 
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C stated absolutely not. C advised c does nol want lllis veh anymore. C stated in fact c has been a NNA owner for 15 years and that c does nol know that c wants to stay willl Ille C001)0ny anymore. C advised c has 
already coosulted an attorney and c advised c is gor,g through Ille motions as instructed by the attorney. C advised lllat c wants to know what e's options are before retaining the attorney. 
ARBS understood and advised that c has the setttement offer available. 
ARBS advised lllat ARBS can look at rep<M"Chasing or rejliacing the veil. C asked 'Mlat part of what c said ARBS did nol understand? C stated c does nol want another Rogue. 
ARBS understood. 
ARBS advised can look at what a repurchase will look i ke for c, that tt goes by the state guidelines will1 refund for down payment and additiooal payments minus deductions for lllings like usage, negative equ~. etc. 
C asked what happens if c does not like the offer? 
ARBS advised ARBS cannot offer the settlement and the repurchase. 
ARBS advised NNA follows Ille state gtjdelines and if c is not satisfied will1 the outcome, c can take any action c deems necessary. 
C stated fine and asked howloog Ille process takes, a day or two? 
ARBS advised will request Ille informatioo needed on the veil from NMAC and request the pictures of Ille veh and copy of the registration from the dlr as Ille veh is down at Ille dlr. 
ARBS advised will perform the calcolatioos and ,.;1 cootact c back next wee!< will1 any updates. 
C stated fine. ARBS advised beginning to eod the repll"Chase process takes about 4-6 weeks but that holiday shutdown in December may cause additiooal delay. 
C stated that this process is ridiculous. C advised c is not goilg to continue to make payments on the veh➔ ARBS advised that is e's decision but that c can damage e's credit and NNA cannot fix it for c and if the veh is 
repossessed NNA cannot rep<M"Chase tt from c. 
C stated wtly would c continue to make payments oo a veil c does not have? ARBS advised c signed a legal and binding cootract will1 NMAC which is a separate e~ and c promised to pay. ARBS advised NNA ARBS 
cannot state that c does not have to pay. 
C stated fine, but e's attorney said c does not have to pay the payments according to Ille attorney c spoke with. 
ARBS advised c may take whatever OCUlSel c prefers into consideration but again NNA will not be able to assist with the consequences. 
C stated C would speak will1 ARBS next - and ended the call. 

Created By: Kalia Johannes (11/28/201710:56 AM) 
ARBS.KJ taking ownership of case to attempt to settle. 

created By: Kaua Johanoe:s (11128/2011 s:21 AM) 
ARBS.KJ noting summary. 

State: NY 
Veh acquired: New lease 
In Service Date 9.117/2017 

1 v tor FEB activating on train tracks, malfunction tight oomes on -
1 @ 1,484 miles - No repairs made yet, c in a loaner veh 

ARBS notes 35 days out of service will1 open RO. 

Created By: Kalia Johannes (11128/2017 8:26AM) 
ARBS.KJ noting the following repair history review: 

I ~~fRi 1,484 Miles,_ - Days Down: 35• 

1. C/s check braking system, FEB activates when crossing train tracks and ight on coosole oomes on. 
ACTION: 
1. No repairs, veh down, c in a long term loaner 

Created By: Kalia Johannes (11128/2017 8:23 AM) 
ARBS.KJ made outbound call to dlr 01 and spoke with SA-Kennelll, the SA on the RO as Ille SM is nol available. 
SA advised that the veh is down and ttie c 1s in a 1oog tem, loaner but that c has decided c does oot want the veh because there is no ET A on a repair. SA advised that the OTS-KM advised last week that there is stil no 
update from engineering. SA stated that c has been advised that there is no update yet. 
ARBS understood and lllanked SA, cal ended mutualy. 

Created By: Markita Scott (11127/2017 9:09 AM} 
RCAS-MS ptaced outbound call to Customer •i■■■■ on 11127/2017 at 9:05am. 

RCAS-MS ADVISED "This call may be recorded for qualify and training PllJ)OSes." 

RCAS-MS stated lllat RCAS-MS wanted to reach out regarding Ille repurchase request lllat Customer initiated. 
RC~S stated that there has not been a decision rendered in the case at this time. 

Customer understood. 

✓ RCAS-MS stated lllat the next folow up ,.;1 take place 11/30/2017. 

Customer undef'Stood. 

RCAS-MS asked Customer if Customer has any questions at lllis time. 

Customer declined. 
Customer lllanked RCAS-MS. 

Call ended mutual y. 

Created By: Markita Scott (11/22/20171:30 PM) 
RCAS-MS ptaced outbound call to Customer a on 11/22/2017at 1:19pm. 

RCAS-MS ADVISED "This call may be recorded for qualify and training PllJ)OSes." 

RCAS-MS stated lllat RCAS-MS is waiting to hear back from DTS-KM regarding an inspection date and time. 
RCAS-MS stated lllat RCAS-MS should have an update on Ille date and time on 11127/2017. 

Customer undefStood. 
Customer confirmed lllat CUstomer is going to be 1Mlllout vellicle tor anotfle< 3 weeks. 

RCAS-MS stated lllat the repurchase request is a process that takes uP to 10 business days. 
RCAS-MS stated lllat the decision could be rendered in the case as soon as 1112412017 or as late as 12/05/2017. 

CUstomer stated that CUstomer is wondering about the inspection. 
Customer stated lllat tt will take that long for the vehicle to get repaired. 

✓ ~g~~ :::: :: : :~=~= ~ ~g~,t.;,n;:e~.;;::: :,e::°!, report findings to NNA Engineering. 
RCAS-MS stated lllat until an update is provided from that level, a repair cannot be completed on Customer's vehicle. 

Customer stated lllat CUstome(s vehide quatifies for lemon law as of 11/25/2017. 

RCAS-MS stated lllat RCAS-MS is not at liberty to discuss Ille lemon law of customer's state wtth Customer. 
RCAS-MS stated lllat the review is based on Ille state law but RCAS.MS cannot provide Customer with arry insight on whether or nol RCAS-MS believes Ille case ,.;11 qualify. 

Customer undefStood. 
Customer stated lllat CUstomer guesses lllat CUstomer is just waiting. 
Customer confirmed the follow uP date being 11127/2017. 

RCAS-MS confirmed. 

Customer lllanked RCAS-MS. 

Call ended mutualy. 

Created By: Nicki Barror (11/22/201710:32 AM} 
ORTS received the RHR. The RHR was assigned to ARBS Kaia Johannes for review. 

Created By: Mark~a Scott (11122/201710:26 AM} 
RCAS-MS received e-mail from SM-Vr,ny willl Ille folowing: 

✓ -Vehicle has FEB ooncems. 
-Vehicle has been down since 10/25/2017. 
--Customer is currentty in a loaner vehicle. 

✓ Created By: Markita Scott (11/2212017 7:12 AM} 
RCAS-MS sent e-mail to SM-Vinny on 11/22/2017 at 7:11am requesting copy of the open repair order on vehicle and informed SM-Vinny lllat CUstomer has requested a buyback at lllis time. 

✓ Created By: Markita Scott (11/21/2017 9:36 AM} 
RCAS-MS ptaced outbound call to Customer a on 11121/2017 at 9:07am. 
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RC~S ADVISED 'Tois call may be recooled for quality and trainilg l)l8p()SeS." 

RC~S confirmed that CUstomer has not retained an attorney at this time. 

Customer confirmed. 

RC~S stated that RCAS-MS ..-lds that Customer has spoken with ARBS regarding the inspection that should have been set up but CUstomer decfined further assistance at that time. 

Customer stated that ARBS wasn\ trying lo get an inspection set up. 
Customer stated that ARBS was asking Customer a bunch of questions. 
Customer stated that RCAS-MS tad Customer that an inspectioo would be completed a week lollowing the case first opening. 

RC~S expressed understandilg. 
RC~S stated that RCAS-MS did provide Customer that informatioo as that is the typical timeframe that ft takes for an inspection to be set up. 
RC~S stated that RCAS-MS was out of the office for two weeks so RCAS-MS was unable to follow up and provide updated information to Customer. 
RC~S stated that ARBS would have set the inspection up for Customer's \/ellide. 

Customer stated that ARBS wasn\ trying lo do that 
Customer stated that this is all so ridiculous. 
Customer stated that ft has been a mooth and nothing has happened wfth case. 

RC~S apologized for the delay in Customef's case. 
RC~S stated that the next step would be to get the inspectioo set up. 

Customer stated that CUstomer wants CUstomer's mooey back so Customer can get a different vehide. 
Customer stated that CUstomer has been a loog time Nissan Customer and this is how Custorner gets treated. 

RC~S expressed understandilg. 
RC~S informed Customer that the process takes about 10 business days and is not guaranteed. 
RC~S informed Customer that Nissan reviews CUstome(s repair histocy as it relates to CUstomer"s states lemon law to detennile if NNA is in a position to repurchase or replace the vehide. 

RC~S asked Customer the following questions: 
Why do you want to return the vehicle to Nissan North America? 
The vehide is not safe and there is no fix for the concern. 

Where is the vehicle currentty? 
Legend Nissan. 

Where was the vehicle purchased? 
Legend Nissan. 

Was it J)ISdlased new or used? 
Leased New. 

Where is the vehicle serviced? 
Noserviceyel 

Has the vehicle been taken to multiple Nissan dealers? 
No. 

RC~S stated that RCAS-MS will be Customer's poilt of contact throughout the review process and will follow up wfth Customer every third business day until a decision is rendered. 

CUstomer stated that this is going to go into the middle of December now. 

RC~S stated that a decisioo should be rendered by the first full week in December. 

Customer understood. 
Customer stated that C:ustomer guesses that there is nothing that CUstomer can do. 
Customer asked RCAS-MS how the buyback process wOf1ts once the process gets started. 

RC~S stated that RCAS-MS is not in the department that completes the reviews fo, the buybacks. 
RC~S stated that RCAS-MS cannot go into detail exactty what happens once the case is taken over, if the case gets taken over. 

CUstomer understood. 
Customer stated that on top of everything, CUstomer never stated that Customer was getting an attorney. 

RC~S understood. 
RC~S stated that RCAS-MS is not in the position to debate the specifics of the conversation that took place between ARBS and Customer. 
RC~S stated that RCAS-MS's goal is to get the case moving forward for Customer. 

CUstomer understood. 

RC~S stated that RCAS-MS will follow up wfth Custome< with inspection date and time on 11/22/2017. 
RC~S stated that lollowing that date, the next follow up regardilg the repurchase review will be on 11/27/2017. 

Customer undefStood. 
Customer stated that Customer will waft to hear from RCAS-MS. 

Cati ended mutualy. 

Created By: Dakota McGrew 11112112017 8:43 AM) 
✓ ARBS notes that C is seeking RHR, and has refused IIR process 

ARBS transferring case to RCAS lor further handi ng 

Created By: Riley Nabert (1112112017 8:29 AM) 
CRR-RN VERIFIED Account Info includilg: C's name, home & email address, phone# & best oontact# 
CRR-RN CHECKED for open recalls/campaigns and found: 0 
CRR-RN CHECKED for previous UNRElATED Case(s) and foond: 0 
CRR-RN CHECKED previous RELATED Case(s) and fOIMld: 0 
CRR-RN NOTED concern is: CONTACT INQUIRY 
CRR-RN received inbollld call from C 

C stated C was wanting to check in regarding case 

CRR-RN stated C has retained an attorney which CRR-RN could not speak regarding cause due to 

C stated an agent the other day stated the same thing and C does not know where that is coming from 
C stated C to ld ARBS-OM that C would go speak wfth an attorney after the 30 day marl< to see what C rights and options are 
C stated C was told by DLRSHP that NNA would instead purchase back the VEH and give C the mooey to get a new VEH 
C stated C does not know where this is ooming from C has not retained an attorney at this time 

CRR-RN stated CRR-RN would look into to see where this informatioo was provided 

C stated this is all getting ridiculous with NNA as C was promised lo have an inspection done and that has not been done 
C stated C needs this sftuation rectified so C can go purchase a new VEH since C is going out of town for the holiday 
C stated C does not tike the loaner VEH C has now as the VEH does not have navigation and this is not how C should be treated 

CRR-RN asked to place Coo hold to see what could be done 

C agreed 
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CRR-RN spoke to SCRR-OB regarding concern and SCRR-DB stated that all that could be done is C sends in a letter of flOIHel)(esentation and CRR-RN could email ARBS-OM advising of C calling and in being very 
upset 
CRR-RN went back on cal and advised C that all that could be done is document C calling in and emailing ARBS-OM regardilg C contact 
CRR-RN advised C that the C retainilg an attorney was from a oonversatioo oo 11117/2017 wfth ARBS-DM stating C will be retaining an attomey against NNA 

C stated C did not state that and all that C stated was C wculd speak wfth an attorney after 30 day period 
C repeated all information stated prior regarding VEH 
C stated C should not be treated like this as a consumer and C should not be having to put all this effort in since the concern is a known concern to NNA 

CRR-RN apclogized and advised all that could be done is an email to ARB>OM 
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C repeated same ink>rmation as ear1ier 
C -ed for ARBS-DM phone numbe< 

CRR-RN apologized to C bot CRR-RN does not ha11e that phone number 

~~~ ofti~ '!' speak with CRR-RN 

C diS<XlMected call 

Created By: Jeremy Angelini (11/201201 7 2:33 PM) 
CRR.JA VERIFIED Account Info including: C's name, home & emai address, phone# & best cootacl# 

CRR.JA received inbollld call from C 

C stated that C would like an update on the status of C's case 

CRR.JA informed C that C retained an attorney and so NNA-CA can no lei_- wor1< directly with C 

C stated that C never indicated that C had retained an attorney 
C stated that C ooly threatened to hire a lawye," if 30 days passed and C had no resolution 
C stated that C just wants to go the DLR tomorrow and halle the DLR buy back the VEH so C can get a new one 
C stated that C needs CRR.JA's go ahead for this 

CRR.JA informed C that this matter is way out of the scope of this office, and if C is still wilting to wor1< directly with NNA-CA, CRR.JA can get C a call back from the case manager, the ARBS 

C stated that C does not tike that C has to wait, but if that is the only means of further discussing this case, C would be wilting 

CRR.JA informed C that ARBS-OM should contact the C by close of business day November 21, 2017 regarding the C's coocem 

Best Contact 

Call ended murualy 

Created By: Markita Scott (11/20/20171:49 PM) --;= ~:~::/~=!;~CUstomer has retained attorney. 

RCAS-MS noting no furthef oontact with Customer taking place. 

Created By: Markita Scott (11/20/2017 1:48 PM) 
. .. [Added after the case is closed.) •" 
RCAS-MS received VMX from Customer on 11120/2017 at 9:19am and 1 :26pm inquiring of the status of CIJstome(s vehicle. 

Created Bv: Markjta Scott 111/17/201711:50 AM) 
tt'lt (Added after the case is closed.]._ 
RCAS-MS forwarded infonnation to ARBS for furthef case handling should tt be needed. 

Created By: Markita Scott (11/17/201711:49 AM) 
--- .... (Added after the case is closed.] ._ 

RCAS-MS receilled VMX from Customer on 11/17/2017 at 10:29am that Customer wants RCAS-MS to oontact CUstomer back because Customer wants infonnation regarding inspection on vehicle. 

Created By: Dakota McGrew 111/17/201710:40 AM) 
CASE CLOSING SUMMARY 

ARBS notes C refused assistance and is retaining an attorney 

ARBS closing case 

Created By: Dakota McGreQOf 111/17/201710:39 AM) 
- ARBS revi.-d case with SRPLNR FD 

ARBS to take no Mther action on case 

Created By: Dakota McGrego,:(11/17/201710:31 AM) 

~~~~~~~~~,:~= £&" 
ARBS attempted to ~ le probe 
C refused to complete or start probe 

C states that C is unhappy with rental/ loaner veh provided 
C states is unhappy with situation 

_ . g =~:! ::: gsh=~~ beent>e! 9
8
~ ~~~~forNi

0
~n~ ~~ not considering continuing the business relationship 

C states a previous rejlreSentati11e already promised C an inspection 
C states that C has been speakflg to a lemon law attorney and will be retaining the attorney against Nissan 

ARBS provided C the address for Cs attorney to send in a letter of representatioo, and in1ormed that ARBS/RCAS would not be able to ft.wther correspond on Cs case 
ARBS infonned that all correspondence would need to go through Cs attorney 
C understood 
ARBS thanked C for time 
C thanked ARBS 
Call ended mul\Jal y 

Created By: Dakota McGre89fl11/17/201710:06AM) 

ikJ£MJJi7fjjoottx.mtoC 
C informed for back in 10 minutes 
Call ended mul\Jaly 

Created By: Dakota McGrego</11/17/201710:02 AM) 
ARBS REC~~-~ REVIEW, V~FY ,~BE 

Created By~ Samantha Pi¥@ 111116/201111:26 AM} 
Vehicle ooncems-Forward Emergency Braking 

Created Bv: Markjta Scott 111/16/2017 8:51 AM) 
RCAS-MS noting that per previous process, Customer was placed in long term loaner vehicle. 

RCAS-MS noting that UR being sulxritled to have inspection set uP with oversight of appropriate department. 

__ Created By: Janisha Wilkerson (11/10/2017 10:17 AM) 
SRCAS.JW is documenting that there are no furthef updates at this time and RCAS-MS is waiting on furthef direction from Region 

Created By: Janisha Wilkerson (11/312017 8:00 AM) 
SRCAS.JW is noting that no update provided by TL-GD at this time. 

Created By: Markita Scott (10/31/2017 11:47 AM) 
RCAS-MS noting that no update provided by TL-GO at this time. 

RCAS-MS moving folow up date to 11/03/2017 tor Customer contact to be made. 

Created By: Janisha Wilkerson (10/27/201711:16 AM) 
SRCAS.JW is moving case follow up pending ft.wther direction from Regioo at this time 

Created By: Janisha Wilkerson (10/27/201711:15 AM) 
SRCAS.JW called dlr spoke to SA Nancy who slated the C is in a rental as of the 25th and the C's vehicle is there at the dlr at this time 

Created By: Markita Scott (10/24/2017 3:14 PM) 
RCAS-MS placed call back to Customer to provide direct contact information and hours that RCAS-MS is in office. 

Created Bv: Markjta Scott 110/24/2017 3:14 PM) 
RCAS-MS VERIFIED C's name, mailing address, e-,nail, phone#, vehicle 
RCAS-MS CHECKED for open recalls/campaigns and found: None 
Previous UNRELATED Case(s) Fomd: None 
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Previous RELATED Case(s) Found: Nooe 
RCAS-MS ADVISED 'Tois call may be re<aded for quality and !raining pt.rpOOeS." 

RR:CCAAS-M:s:iiis;jp1iiiaacced~oout1Jouut1>:iuiinddecal~liitooCCwust;i;omer'cim;;;.shhwusband;i;and,,AA;;nthonyiiioiiy°<c:rrumburrib,, aati11■■■■ oo 10/24/2017 at 2:531)m. 

RCAS-MS stated that RCAS-MS is Customer's Regional Coosumer Affairs Case Manager and in short, that means that RCAS-MS is Customer's point of contact with Nissan Co,porate regarding Customer's concerns 0< 
questioos with w,iwcle °' DLR. 
RCAS-MS confinmed CUstomer's concern. 

Customer agreed. 

RCAS-MS asked Customer where the vehicle is currently located. 

CUstomer stated that CUstomer is driving the llehicle. 

RCAS-MS asked Custome, how many times the ew,nt has OCQ.ITed 'Mlere the vehicle stopped. 

Customer stated that the FEB has activated S-10 times. 

RCAS-MS asked Customer to describe exactly what happens when the event occurs. 

CUstomer stated that CUstomer's wife drives the vehide but whenevec- the vehicle crosses the train tracks and the vehicle oomes to a stop without the brakes being applied. 
CUstomer stated that in the middle of the oonsole, it reads, 'Warning, Malfunction: 
Customer stated that the DLR indicated that Nissan is aware of the concern and that there is nothing that the OLR can do. 
Customer stated that the DLR tad CUstomer to just ttrn off the feature while driving. 

RCAS-MS unde<stood. 
RCAS-MS stated that RCAS-MS has cootacted SM-Vinny at the DLR and requested that Custome< be able to pick up a loaner vehicle during this time. 
RCAS-MS stated that CUstomer should be able to obtain a loaner vehicle by 10/25/2017. 

CUstomer undef'Stood. 

RCASMS stated that the concern is being addressed at a higher level due to the nature of the concern. 
RCAS-MS stated that RCAS-MS win make cootact with OT=M regarding coocem and see if an inspection can be set up lor vehicle. 

CUstomer understood. 
Customer stated that customer will be out of town from 11/01/2017 through 11/06/2017. 

RCAS-MS ur--.tood. 
RCAS-MS stated that RCAS-MS will follow up with Customer with additional information once RCAS-MS has it 

Customer thanked RCAS-MS. 

Call ended mutualy. 

✓ ~~~:~~a.:'.::'~~::~~~~~~ !~b4/2017 at 2:37pm requesting information oo vehicle. 

✓ ~~~:;~~a;!;!:/~
0
s~=~

1~o=~i at 507pm requesting inlormation on vehicle and inqumg if Customer is in a loaner vehicle. 

Created By: Anshroop Sidhu (10/23/2017 2:53 PM) 
CRR-AS <VERIFIED> Account Info including: C's name, home & email address, phone# & best contact# 
CRR-AS VERIFIED VEH Info including: VIN#, Current Mileage 
CRR-AS CHECKED lor open recalls/campaigns and found: 0 
CRR-AS CHECKED lor previous UNRELA TEO Case(s) and follld: 0 
CRR-AS CHECKED previous RELATED Case(s) and found: 0 
C:RR-AS received an inbound call from C 

C stated drive a,er the train tracks and tile truck aut«naticaly break itself 
C stated C went to the DLR and C was told that NNA is wor1<ing on tt and they don1 have a fix lor tt 
C stated DLR suggested C to tum off the brake when C start the VEH but C want to know fo, how long C have to do tt 
C stated someone almost rear ended C's wife because of that 

CRR-AS asked C what would C like NNA to assist C with 

C stated C would like the problem fixed 

CRR-AS told C that CRR-AS is not sure if there is a fix for ij yet"' no but asked C if C would fike to be contacted by an RACS 

C stated yes 

CRR-AS provided the ca 
CRR-AS inlonmed C that ansferred to a Regional Coosumer Affairs Specialist who will cootact the C by close of business day Octobe< 24, 2017 regarding the C concern 

C l.llde<stood and appreciated the assistance 

Best Contact#: 

Call ended mutualy 

Case Categorizations 

Action ~ ~ # Catego,y Description s..bcatego,y Description Symptom Description 

POOR OR IMPROPER 
OPERATION 

Case Categorizations Help 

Major Component Code Category Date Symptom Code Category Code Subcategory Code Concern Code 

Forms 

Action Form -,. Back To Top 

BRAKES 

Request Type 

IIR 

ANTI-LOCK BRAKE 
SYSTEM 

04 10/23/2017 YX AO 

CreiltedBy 

Mar1<ita Scott. 11/16/2017 8:58 AM 

Atways show me more records per reJated nst 
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-Show Feed 

Case Detail 

Account Name 

Contact Email -Home Pl1one -Letter Se-nt Date 

Letter Received Date 

Follow Up Date 12/1512017 

Supporting Documents 

CA Muttiple Repairs 

Social Media Involvement 

Martiz Custome< Id 

Case O#nH location Murfreesboro 

Texting Status 

Case Reopen Count 0 

Description UR- FEB-EST 

Call Script 

Who contacted u.s? Dealer 

I Vehicles Owned 4 
Vd'liele Purchased New 

Pre-Owned Initial Mileage 

Current Mileage 5,000 

Incident Codes - IIR REQUIRED 

lncidef'lt Date 

Sent to legal 

Accident 

Asbag 

Fire 

IIR lndic.ator 

IIROate 

HR -
Vehicle Information 

Vehicle JN8A T2MV6~r,-

Model Year 2017 

Make NISSAN 

Model Line ROGUE 

Model Code 29417 

Dealer Detail 

ease Servicing Dealer NISSAN 112 SAJ ES OOBP 
Case Servicing Dealer Region Northeast Region 

Bluetooth 

Related Items 

Responsible District 07 

SharedWrth 

Phone Carrier 

Phone Manufacturer 

Reported From 

Issue Categories 

Approwd Ched< Reques1s $0 .00 

Customize Page I Printable Vrew I Help for this Page 

Case ~""Y I/it! I Case ConYnents !ill! I c..,.. Categorizations W I ,E= W 

J Reopen Case 11 Clone Closed Case J 

Case 0wne< ■ Brandoo Johnson 

Type CA 

Case Origin Phone 

Executive Refenal 

Exee>Received-Oa.te 

Status Closed 

Datelrme Opened 10124/2017 1:12 P M 

Date/Tome Closed 12/12/2017 3:32 P M 

Multiple Repairs No 

Executive Summary 

Executive Actions To Resolve 

Vehicle Maintained Location Nissan 112 Sales COl'p 

Previous Repai.r Date 

Previous Repair Location 

Related Vehicle Make Nissan 

XTIME Appointment Numb« 

Rollowf' 

Property Damage 

Injury letter 

Nootber Injured 0 

RHR Started 

RHR C«npleted 

Customer Document Requested 

Date Requested 

Customer Document Received 

Date Received 

Part Numb« 1 

Beyond Basic Warranty Miles 1 O 

Beyond Basic Warranty Months1 0 

Beyond PT WalTal'lty Miles1 0 

Beyond PT Warranty Months 1 O 

Data Net ✓ 

Datanet Deal« Date 11/6/2017 

Oealff Instructions Service Oepl Review 

Requested Dealer Action Please review. 

Bluetooth Ticket Status 

Phone Model 

Phone Operating System 

Goodwill Offered 

VCAH 

Goodwill Processed 0 

Vehicle Service Contract 

VSC Reprint Request Email 
.J 
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Sales & Service Campaign Specific Information 

Hot Alert Date 

LS Response rime 

Vert>atims 

Alert Trigger Verbatim 

Survey Verbatim 

Deale< Action History 

NNA Notes 

Customer Conversation Notes 

DTS Inspection 

Contact Name 

-WOfitPhone 

Mobile Phone 

Email 

Attemate Email 

OTS Inspection Date OTS Inspection Date Confirmed? 

DTS Request Type Notes for OTS (Vehicle Concerns) 

Inspection Time/Notes Appointment Time: 

System Information 

Subject 

Notes to Agent 

CUSTOMER:­
JN8AT2MV6~ 

VIN: Root Cause 

Created By 

Last Mocfrfied By 

Marltita Scott 10/24/20171:12 PM 

NNAill, 12/13/2018 10:34 PM 

Case Record Type CA Oosed Case 

Root Cause Code 

Root Cause Code (2) 

Document ID 

Days Closed 903 

Action c- NT8G 

What action was taken? 8G Pro\llded Other lnfonnation 

Agent Comments 

Agent Comments #FEB . Pending direction from ll.-GO. 

Agent Next Step 

I Reopen Case I ! Clone Closed Case! 

Case History 

Dale Use< 

12/12/2017 3:32 PM Brandon Johnsoo 

12/8/2017 8:48 AM 

11/29/2017 7:36 AM 

11/13/201710:11 AM 

Brandon Johnson 

Brandon Johnsoo 

Brandon Johnson 

Show more • I~ 

Case Comments 

Pu~ic Comment 

✓ 
Created By: B<andon Johnson (1211212017 3:32 PM) 
ARBS closing C's case as NNA found no manufacturer's defects on C's veh. 

Created By: B<andon Johnson (1211212017 3:30 PM) 

✓ 
ARBS placed OUUJound call @ 
ARBS stated that NNA had a resotuuur, u 1 ""'::s ~-
ARBS stated that NNA found no manufacturer's defects on C's veh. 
C understood and caD ended. 

Created By: B<andon Johnson (1211212017 3:22 PM) 

✓_ 
ARBS attached PL resolution email, PL resolution letter and f edex label. 

ARBS sent PL resolution letter to C via f edex. 
Tracking#: 7709-7482-2330. 

Created By: B@odon loboson (12/812017 8:48 AM} 
✓ ARBS emailed PL for an update on PL resolution. 

ARBS setting case for 12/15/2017 to wait for PL resolution. 

Created By: B<andon Johnson (11/29/2017 7:34 AM) 

Action 

Changed Status from Open to Closed. 

Closed. 

Changed f ollow Up Date from 12/8/2017 to 12115/2017. 

Changed follow Up Date from 12/7/2017 to 1218/2017. 

Changed follow Up Date from 11/13/2017 to 12/712017. 

✓ ARBS received emai from DTS-KM slating that the IIR had been uploaded to the FTP site. 

✓ 

✓ 

✓ 

✓ 

✓ 

ARBS setting case for 12/8/2017 to wait for PL resolution. 

Created By: B<andon Johnson (11/13/201710:11 AM) 
ARBS setting case for 12/7/2017fo<inspection to be completed. 

Created By: B<andon Johnson (11113/201710:08 AM) 
ARBS emailed OLR SM-Mohamed Khan via email: 

ARBS stated that NNA had an inspection with the DTS on 11/28/2017 at 10 AM EST. 
ARBS stated for SM to have a lift and a technician available for the 1:>eaow inspection. 

Created By: B<andon Johnson (11113/201710:03 AM) 

=~~i:i': =~~ ~~!~~!~ ::.,;~:,, ~.=~£££1 Ji!J ,nd spoke..;th OLR se<retary. 

Se<retary took down ARSS information and stated that SM-Mohamed Khan would contact ARBS back. 
ARBS understood and call ended. 

Created By: B<andon Johnson (11113/2017 9:56 AM) =~ :ir: :.~~~°.;"~to~, .as: l!£ ii£ ume ""' 12 I !bbJ I; at 10j)() AM EST at DLR-NISSAN 112 SALES CORP. 
C understood and ARBS stated that after inspection was OOlrC)ieted NNA had two to Iola" weeks to review the inspection report. 
C understood and ARBS stated that ARBS would oontact C back when ARBS had furthe< information lo< C. 
Call ended. 

Created By: B<andon Johnson (1111012017 8:19 AM) 
ARBS emailed OTS-KM for an update on the date and tine for C's veh inspection. 

https://nissanna.my.salesforce.com/5000G00001J4JpqQAF 
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✓ 

✓ 

✓ 

✓ 

✓ 

✓ 

✓ 

✓ 

✓ 

✓ 

✓ 

✓ 
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ARBS setting case for 11/13/2017 lor ARBS to wait for a date and time. 

Created By: Brandoo Johnsoo (11/8/2017 9:29 AM) 
ARBS submitted OTS request 

Created By: Brandoo Johnsoo (11/8/2017 9:27 AM) =~:==~ °!u~d·z :a:i12am L~:112 w aa2L-
c agreed and ARBS completed probe questions. 

ARBS asked lor C to explain the concern that occurred on C's veil. 

C/s that C was driving back into the par1oog lot of C's WOO< oo 1 Cannon 1'811< in Melville, NY. 
C/s that C was gor,g around 15 mph. 

C/s that a red collision warning light comes on for couple of seconds. 
C/s that the veh started to brake on its own. 

C/s that the ooncem had happened ooce belore when C first got the veh. 
C/s that C did not impact anything but C telt that the sensors on C's veh were not operating correctly. 

ARBS stated that NNA wculd like to send an inspector to loo« at C's veh. 
ARBS stated that the NNA IIR process was a six to eight week long process. 
ARBS stated rt cookl be two to lour weeks belore NNA oould get an inspector out to loo« at C's veh. 
ARBS stated that after inspection was oon-c,leted NNA had two to fotr weeks to review the inspection report. 
ARBS stated that during NNA IIR inspection process NNA did not cover rental, storage, o, towing fees. 
ARBS stated ij C did incur those fees and NNA follld some type of manufacturer's defect on C's veil, NNA cookl re;mburse C for those fees. 
ARBS stated that no repairs could be done to C veh before inspection was completed. 

C understood and C/s that OLR had C in a loaner veil and C did not want to be charged. 
ARBS stated that was something that C would have to take up with the OLR. 
ARBS stated that NNA had no control over the rental of loanef veils that were owned by DLR. 

C understood and C agreed to inspection. 
ARBS oode<slood and ARBS slated that ARBS wotAd contact the inspector for a date and time of inspection. 
ARBS stated that ARBS would contact C bad< with that information 00 ARBS had that informatioo. 
C understood and cal ended. 

Created By: Brandoo Johnsoo (11/8/2017 8:56 AM) 
ARBS received vmx from C. 

Created By: Brandoo Johnsoo (11/8/2017 8:44 AM) 
ARBS setting case for 11/9/2017 for ARBS to follow up with C. 

- Johnsoo (11/8/2017 8:43 AM) 

ARBS-BJ called custome, no answer was made ARBS left a message slating name and nt.mber lor C to cal ARBS back a 

Created By: Brandoo Johnsoo (11/8/2017 8:41 AM) 

vmxended➔ 

•-- -ARBS RECEJVED CASE, UNDER REVIEW, PENDING PROBE VERIFICATION-----

Created By: Samantha Dixon (11/7/2017 7:24 AM) 
Vehicle concern~orward Emergency Braking/ and Warning light on dash appeared 

C requests vehicle to be repaired 

Created By: Jaoi1tba Wilkemoo ~111612011 4:54 PM) 
SRCAS-JW data net the case 

Created By: Jaoittba Wjfken,oo ~111612011 4:53 PM} 
Vehicle ooncern~orward Emergency Braking 

Created By: Jaoh!ba Willcemoo ~1116/2011 4:52 PM) 
SRCAS-JW will wait 00 further detail from dlr and Region at this time for status update 

PREVIOUS RELATED CASE: 
PREVIOUS UNRELATED CASE: 
CHECKED FOR OPEN RECALLS/CAMPAIGNS/UP GRADES and Found: 
VERIFIED C's name, address, phone number, email 

~~k°'.:i~ ..1£112 L Ji£ u,e call may be recorded 1or training and quality ptrpOSeS 

~~:i--:~~~;;k5ane,&£ 
C slated that C is experiencing the warning light appearing oo the dashboard for the lorward oolfision 
C slated C has had the veh for about 3 months 
C slated that the veh also braked oo rts own 
SRCAS-JW completed the IIR to be submitted 
SRCAS-JW informed C that the dlr will be folowing up with C and n there are any status updates 
SRCAS-JW provided C with SRCAS-JW contact number 
C thanked SRCAS-JW 
Call ended mutually 

Created By: JtCCQW AnaeJioi (11/61201710:53 AM} 
CRR-JA VERIFlED Account Info including: C's name, home & email address, phone# & best contact# 

CRR-JA received inbound cal from C 

g =~ ~=: g ~a~~~!~ f' a callback from RCAS 

CRR-JA informed C that CRR-JA wiD try to get C a cal back no later than tomorrow, November 7, 2017 

C understood and appreciated the assistance 

CRR-JA asked ff there was anything else with which CRR-JA could assist C 

Cdeclined 

Best Contact 

Call ended mutually 

Created By: Jaoh!ba Willcemoo ~11/3/2017 8:43 AM) 
SRCAS-JW sent email to SM Mo and OLM-Raque4 in regard to concern-waiting on response 

created By: J:aoinha Willceusoo ~111312011 8:26 AM) 
SRCAS-JW sent C an email to return call back to RC~S to discuss case 

Created By: Janisha Wilkerson (11/312017 8:24 AM) 
SRCAS-JW called C al number not in service 

SRCAS-JW called 2nd nt.mber on file wrong numl>er for C 

Created By: Markita Scott (10/30/2017 2:26 PM) 
RCAS-MS sent e-mail to OLM-Raquel on 10/30/2017 at 2:26pm requesting best contact numbe< lor CUstomer. 

Created By: Markita Scott (10/30/2017 2:25 PM) 

RCAS-MS placed outbollld call to CUstomer atlll■■■I oo 10/30/2017 at 2:23pm. 

RCAS-MS received message, "The number you dialed is not in service.• 

Created By: Markita Scott (10/25/2017 2:07 PM) 
RCAS-MS sent contact attempt e-mail on 10/25/2017 at 2:07pm. 
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~~~;a•:n~~~i~~~~~i!M) 
Customer did not answer. 

RCAS-MS disconnected call following eight rings. 

Created By: Markita Scott (10/24/20171:13 PM) 

oo 10/25/2017 at 2:05pm. 

RCAS-MS recei-, e-mai from OLM-Raquel indicating lllat CustOOlef has experienced concerns with Forward Emergency Braking system. 

OLM-Raquel provided information that Customer is currentty il a loaner vehide. 

RCAS-MS responded inquiring W vehicle has experienced actual braking or if Ille system sound or warning i ghts are activamg only. 

Page 4 of 4 

Case Categorizations 

Action ~ ~ # Catego,y Description Subca>ego,y Description Symptom Description 

POOR OR IMPROPER 
OPERATION 

Case Categorizations Help 

Major Component Code Category Date Symptom Code Category Code Subcategory Code Concern Code 

Forms 

Action Form -A Back To Top 

INTERIOR 
ELECTRICAL 

Request Type 

IIR 

FORWARD E'-£RGENCY 
BRAKING (FEB) 

CreaedBy 

26 

Janisha Wilkerson, 11/6/2017 4:47 PM 

Atways show me more records per reJated nst 

11/8/2017 YX AV 
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Show Feed 

Case HislOf( [&l I Case Corrments 1lUll I Case C:deoorizations fll I ~ ill 

Case Detail 

Number of open vehicle campaigns = .l 

Account Name 

Contact Email 

Home Pl1one 

Letter Se-nt Date 

Letter Received Date 

Follow Up Date 

Supporting Documents 

CA Muttiple Repairs 

Social Media Involvement 

Martiz Custome< Id 

-
1/10/2018 

2/1612018 

Case O#nH location Lorain 

Texting Status 

Case Reopen Count 

J Reopen Case 11 Clone Closed Case J 

Description CUstomer has an FEB concern on the veh 

Call Script 

Who contacted u.s? Consumer 

#Vehicles Owned 1 

Vd'liele Purchased New 

Pre-Owned Initial Mileage 

Current Mile- 2,500 

Incident Codes. IIR REQUIRED 

lncidef'lt Date 

Sent to legal 

Accident 

Asbag 

Fire 

IIR lndic.ator 

IIROate 

HR -

Vehicle Information 

Vehicle KNMA T2MT3t11 

Model Year 2017 

Make NISSAN 

Model Line ROGUE 

Model Code 29317 

Dealer Detail 

ease Servicing Dealer At ITONADON NISSAN MABIEUA 
Case Servicing Dealer Region Southeast Region 

Bluetooth 

Related Items 

Responsible District 05 

SharedWrth 

Phone Carrier 

Phone Manufacturer 

Reported From 

Issue Categories 

Approwd Ched< Reques1s $0 .00 

https://nissanna.my.salesforce.com/5000G00001J4wrWQAR 

Case Owner ■ Kalia Johannes 

Type CA 

Case Origin 

Executive Refenal 

Exee>Received-Oa.te 

letter/Fax 

Status Closed 

Datelrme Opened 10/26/2017 3:37 PM 

Datetrme Closed 2/21/2018 2:31 PM 

Multiple Repairs No 

Executive Summary 

Executive Actions To Resolve 

Vehicle Maintained Location AutoNation Nissan Marietta 

Previous Repai.r Date 

Previous Repair Location 

Related Vehicle Make Nissan 

XTIME Appointment Numb« 

Rollowf' 

Property Damage 

Injury letter 

Nootber Injured 0 

RHR Started 1/12/2018 

RHR C«npleted 1/15/2018 

Customer Document Requested 

Date Requested 

Customer Document Received 

Date Received 

Part Numb« 1 

Beyond Basic Warranty Miles 1 O 

Beyond Basic Warranty Months1 0 

Beyond PT WalTal'lty Miles1 0 

Beyond PT Warranty Months 1 20 

Dat.aNet 

Oatanet Deal« Date 

Dealff Instructions 

Requested Dealer Action 

Bluetooth Ticket Status 

Phone Model 

Phone Operating System 

Goodwill Offered 

VCAH 

Goodwill Processed 0 

Vehicle Service Contract 

VSC Reprint Request Email 
.J 
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Sales & Service Campaign Specific Information 

Hot Alert Date 

LS Response rime 

Vert>atims 

Alert Trigger Verbatim 

Survey Verbatim 

Deale< Action History 

NNA Notes 

Customer Conversation Notes 

DTS Inspection 

Contact Name 

Home Phone 

Wodc.Phone 

Mobile Phone 

Email 

Attemate Email 

OTS Inspection Date OTS Inspection Date Confirmed? 

DTS Request Type Notes for OTS (Vehicle Concerns) 

Inspection Time/Notes Appointment Time: 

System Information 

Subject 

Created By 

Last Mocfrfied By 

Notes to Agent 

CUSTOMER:­
KNMAT2~ 
Betty Tilahun 10/26/2017 3:37 PM 

NNAill, 12/13/2018 10:05 PM 

Case Record Type CA Oosed Case 

Days Closed 832 

ActionC- NT9H 

What action was taken? 9H DTS Inspection - Settlement 

Agent Comments 

Agent Comments Pending RHR. Cool>lete IIR. Cootact DLR. 

Agent Next Step 

VIN: Root Cause 

Root Cause Code 

Root Cause Code (2) 

Document ID 

I Reopen Case I ! Clone Closed Case! 

Case History 

Dale 

2/21/2018 2:31 PM 

2/14/2018 2:52 PM 

2/9/2018 2:36 PM 

2/7/2018 12:31 PM 

Show more • I~ 

Case Comments 

Pubic e«nment 

User 

Kalia Johannes 

Kalia Johannes 

Kalia Johannes 

Kalia Johannes 

Created By: Kalia Johannes (2/2112018 2:30 PM) 
Notes continued ... 

C stated that is fine c has filed with the state and c will just continue that process. 
ARBS understood and thanked C and cal ended mutualy. 

Acti<>n 

Changed Status from Open to Cl~. 

Closed. 

Changed Follow Up Date from 2/13/2018 to 2116/2018. 

Changed Follow Up Date from 218/2018 to 2113/2018. 

Changed Follow Up Date from 217/2018 to 218/2018. 

Page 2 of 11 

SCBR 

Ca-se History Help 

Case Ccnments Help 

Created By~ Kalia IPbD0OSf (2/21/2018 2:29 Pr:J. . 

~~~~:~vi'="tti=~~~ .JI 2 !fall .:i:neth~ ~ provided there was no abnomlaJ operation-. the paf1<ing garage ody has s·s· clearance and that is what is causing the veil to detect an 
ollject as rt is designed to pid< up objects such as semi-trucks that are 13' tall. 
ARBS advised in the other videos there are veh's approadling c-S veh on the sides or the veh straying over the line and so the system is simply alertilg c to ensue c is aware of the surroundings. 
C stated and what aboot when rt does rt in an open parking lot with nothing around? 
ARBS advised cannot speak to that as c did not provide that video to review. 
C stated c is not happy with these answers and asked if there is someone else c can speak with who can make a decision? 
ARBS advised actually ARBS does make the decision and there have been no warranty repairs to e's veh and the veh is operating as designed so NNA is not in the position to offer to replace or repurchase the veh. 

Created By: Kalia Johannes (211412018 2:52 PM) 

~~~~I~~ ~.!x=~ :~~,:A££ c~~=ched vmx. 
ARBS provided direct Ire■■■■ with request for call bad< at e's eariesl oonvenience. 

Created By: Kalia Johannes (21912018 3:10 PM) 
ARBS-KJ received a call from OTS and DTS advised that the garage was inspected and that e's veil was there. OTS advised that the clearanoe il the garage is 6'5" and the veil is programmed to detect Semi trud<s up to 
13' sort is the design of the parking garage. OTS advised while there may bean update in the future, at this time the veil is operating as intended. ARBS asked about the hearing and DTS advised does not think c has 
had arry repairs, OTS can defend. 
ARBS understood and call ended mutualy. 

Created By: Kalia Johannes (219/2018 2:38 PM) 
ARBS-KJ called DTS and OTS was on the other line. 
DTS advised wit call ARBS bad<, cal ended mutualy. 

;~e:~JB~~:~~~= ~~:1
; a&PM) and reached vmx. ~~~~=~'::" :i:~ a~ ~.:ii~~=-.::!~ zest for the information for the par1<ing deck. 

Created By: Kalia Johannes (216/2018 12:54 PM) 
ARBS-KJ emailed OTS and advised that C does not have the illo yet, that C stated C would call ARBS when C does. 
ARBS expjained NNA is trying to get out there this week to gather data. 

Created By: Kalia Johannes (216/2018 12:53 PM) 
ARBS-KJ made outbound call to c onj■■•• and spoke with c. 
C stated c has not gotten the info for me panong iled< company yet but c will call ARBS when c does. ARBS understood and thanked c and advised that engineering is trying to get out there this week to gather data n 
possjble. 
C llldefstood and call ended mutually. 

https://nissanna.my.salesforce.com/5000G00001J4wrWQAR 6/2/2020 
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created By~ Kalia JPbanOSf (2/512018 2:53 PM} 
ARBS-KJ called DTS.JH and advised that C is not at WOO( today but C wil get the info tomooow and call ARBS. 
DTS understood. 

Created By: Kalia Johannes (2/5/2018 2:50 PM) 
ARBS-KJ made outlxlund call to C on •••• and spoke with C. 
ARBS asked how the DTS and enginee<s can ge< access to the par1<ing garage to gather data from that location? 
C stated that there is a OOOl)8llY that rms the par1<ing deck and c is not at W0f1< today but c will call ARBS with the number tomorrow. 
ARBS understood and thanked c, c asked what about the veil does c just keep driving it? 
ARBS advised yes. C slated C feels like NNA is not doing anything for C. 
ARBS advised that per the IIR there were no issues found with e's veh. 
ARBS advised an engineering sa-amble is just to calect data that may provide more i>foonatioo on e's situation but that at this point ARBS does not have anything furlhe<. 
C tnlefstood and stated C will call ARBS tomorrow with the i>fo. 
ARBS thanked C and cal ended mutualy. 

Created By: Kalia Johannes (2/5/2018 2:46 PM) 

Page 3 of 11 

ARBS-KJ received a call from DTS and DTS advised that access is required to the garage. DTS advised the back entrance only was open and engineering wants to do a scramble and OTS will need the phone number for 
who runs the paoong garage to request access if c does not wish to assist 
ARBS agreed to cal C and call DTS back. 
Call ended mutualy. 

Created By: Kalia Johannes (2/2/2018 3:43 PM) 
ARBS sent email to OTS-JH with the address for the garage and the info C supplied. 

Created By: Kalia Johannes (2/2/2018 3:47 PM) 
ARBS-KJ received inbollld call from c and ARBS advised that ARBS received some questions about e's videos. ARBS asked which par1<ing garage is feat\Jred in e's videos? C slated e's W0f1< garage. ARBS asked ij 
there is any sort of badge or electronic entry devices to the garage? C stated not for the vehs. ARBS asked for the address. C provided 3379 Peachtree Rd. NE 
C stated ij has happened in other garages too. 
C stated C will send the address. 
C stated just 5 minutes ago the veh applied the brakes while c was operating with nothing in front of c. 
C stated this is the 3'd or 4th time this has happened and now c has video. C stated once ij was i> a Kroger par1<ing lot 
C stated C wil upload the video and send the li>k to ARBS when C is able. 
ARBS understood and call ended mutualy. 

Created By: Kalia Johannes (2/112018 3:2S PM) 
- ARBS-KJ sent email to DTS.JH and Sr. PL~O for review of the videos C provided. 

• 

Created By: Kalia Johannes (2/112018 3:2S PM) 
ARBS-KJ replied to c and advised that ARBS is forwarding the videos for review to determine ij anything abnormal can be found. 

Created By: Kalia Johannes (2/1/2018 2:51 PM) 
ARBS-KJ noting li>ks received from c: 

https1/www.dropbox.com/s/un1sxgwv3'6bl<fq/07000018.AVl?dl=O 

https1/www.dropbox.com/s/n4xpc8xm4s3aozc/Brake%20sensor%20at%201m20s.AVl?dl=O 

https1/www.dropbox.com/s/pu4th0Vkwddhew91Brake%20sensor%20at%202Ss.A Vl?dl=0 

https1/www.dropbox.com/slbigwn07Jt5wds~/Brake%20sensor%20at%2050s%20.AVl?dl=O 

Created By: Kalia Johannes (1125/2018 4:28 PM) 
ARBS-KJ received an email from C advising that C cannot send the videos. 
ARBS replied and advised if due to size, c can send a youtube link or dropbox. 

created By: Iaova Ha:&smtesk:r '1/2512018 7:13 AM) 
DRTS-lli. Received another GA MVDN letter Signed by the customer. logged a call to Albs: KJ. 

created By: Jaova Ha;umles1e:r ,112512018 7:13 AM) 
DRTS-lli 

MVON l ette< 

Previous cases found: None 

No recaJls or campaigns. 

DRTS-lli in receipt of customer letter via USPS letter dated 01122/18 rece;ved 01124118 MVDN attached for yoor review. 

Laws cited: Georgia lemon law, O.C.G.A. Section 10-1-784 (bK1). 
Vehide out of service? Unknown; 

Selfing and repairing deale<ship: Autooatioo Nissan Marietta, 925 Cobb Par1<way SE Marietta, GA 30060 

MVON Attached. 

Created Bv: Kalja lohanpq (111912018 4:32 PM) 
ARBS-KJ sent foilow up email to C to detennine tt C had the chance to send in the videos as ARBS has not - them. 

;~~~JB:,;.~:~~~':i :~/~~rt mr id spoke with C. 

ARBS advised received c~ letter and mat ArW:::. was caDing to determine if c would be willilg to send il the videos c referred to to ARBS-OM k>r review? C stated c set up a dash cam and caught the incident 3 times. 
C stated that c received a lette< from NNA stating that NNA wil not do anything for c. 
C stated that e's kids are in the veil and c has to deal with that constant anxiety. 
C stated c has the videos and that proves that there is a veil issue and so NNA has to buy the veh back. 
ARBS advised NNA has not had the opportuney to review the videos and that there is no information without the videos so NNA's position WOOld remain the same. 
C stated fine, c woukS send the videos. ARBS verified e's email address and stated ARBS wou1d send c an email to reply to with the vkteos. 
Cagreed. 
ARBS advised would send the emails to OTS and they would be forwarded to the engineering group for review. 
C tnlefstood and advised NNA has to buy the car back, tt is 7 days after c mailed the lette< and it is still having issues. 
ARBS advised that NNA is not in the position to buy the car back at this time as there have been oo warranty repairs and the UR and e's insurance company determined that there were no manufacturing issues with the 
veh that it operated as it should. ARBS advised ARBS has to determine if the videos constitute new information. 
C discoonected the call. 

Created By~ Iaova Haaeoles1e:r ,1,151201810:-42 AM) 
DRTS-lli. Called AutoNation Nissan Marietta. spoke with Nancy Rosado Phoo~-- Explained to her Nissan needs a COfY'/ of the TIiie Application and B.O.S. Nancy informed me the bottoo section of the 
B.O.S with customef signature is cut off, she does have a signed Retail Sales conffcl'fflmcy will E~I the information to my attn: today. 

Created By: Tanya Hasenleder (1115/2018 9:03 AM) 
DRTS-lli. Completed and Attached RHR to the case. 

:'~~':1~~~:~i~~=~n~J@ 1£ ££$~~~~:'so~= V: al:O~~:-e~~u=~~p~e~~i~~°: r:ti~es!::~21£ JjJ !fa ~a:n::h~~~~~:i~i~~~ 
perform any repairs to the vehicie. The customer didn't feel safe driving the vehide due to the concern, she was in two minor accidents with the vehicle. A DTS came to the dealership and inspected the vehicle. The 
customef is no longer in a rental vehicle. 

Created By~ Iaova Haaeoles1e:r ,1,1512018 8:36 AM) 

~u~~~~~:,~=:~i=~e:.~t=:'1~v; P~~
1~°==·:JJ JjJ£ Jt~==~cle~i~~r:;~~~~'t~'°::r!~~~C:~:~~~ :e ~~~n't feel 

safe driving the vehicle due to the concern, she was in two minor accidents with the vehicle. A DTS came to the dealership and inspected the vehicle. The customef is no longer in a rental vehide. Service didn't use any 
aftennark.et parts on the vehicie, no repairs were made, just the verbage the OS uses on their Repair Orders. 

Created By: Tanya Hasenleder (1115/2018 7:46 AM) 
DRTS-lli. Recived R~ from Regal Nissan, attached pw to the case as Combined RO's. 

Create<I By~ Iaova Haaeoles:k:r ,1,1512018 7:45 AM) 
DRTS-lli. Alter attaching the RO's to the case. Noticed in Sales Force another RO was added. Coiled Regal Nissan phol ,c I 
closed and the customer is no longer i"I a rental vehicle. She Emailed the RO to my Attn: 

spoke with Stephanie Bradley the SVC Advisor. She coofrmcd R~ is 

Created By: Tanya Hasenleder (1112/2018 3:56 PM) 
DRTS-lli Received and attached RO's to the case. 

Created By: Tanya Hasenleder (1112/2018 3:52 PM) 
DRTS-lli. Called Autonatioo Nissan Marietta spoke with laura Soto the cashiC< in SVC. She E-led the RO's while I was on the phone with her. 

Created By: Tanya Hasenleder (1112/20181:22 PM) 

doesni have a line p._ Service started the RO with Line B. 

DRTS-lli. Tyler in SVC E-0\ailed the RO's however, the pw is the Dir internal customer COfY'/ RO's. I spoke with Tamara Brown the SVC Coordinator, she will E-mail the accounting copies of the RO's to my attn: today. 
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Created By~ Jaova Ha;umfes1e:r ,1,1212018 12:22 PM} 
ORTS-TH. Called Autonatioo Nissan Marietta back, Sl)Oke witll Tyle< he faxed tile RO's. I didnt re<eive tile fax. While, I stayed on tile line with him he re-faxed tile pw. I didni receive tile fax. He will E-mail tile RO's to my 
attn: 

Created By: Michelle Simpson (1I12/2018 10:13AM) 
ORTS-SM located and attached Facto<y ln\/Oice to case. 

Created By: Tanya Hasenleder (1112/2018 9:53 AM) 
ORTS-TH. Called Autonation Nissan Marietta Phclle 
(3 Total) 

Created By: Kalia Johannes (111112018 3:05 PM) 

! Spoke with Tyler Cooney tile SVC Advisor, he will fax tile RO's to my attn: today. 

ARBS-KJ reviewed with case with Sr. PLN-FD and was advised to send tile video when c provides tt to Sr. PLN-FD f()( Pl review. 

Created By: Kalia Johannes (1/1112018 2:53 PM) 

I ~~~~,~~ ~:x:r: :~ ~It it£ JJ£ la~~:,:~:=~. 
ARBS requested a call back at e's ear1iest convenience t 

Created By: Kalia Johannes (111112018 1:53 PM) 
ARBS-KJ called DTS.JH to discuss tile case. 
DTS advised that tile veh had minimal damage when presented, DTS would estimate less tllan $1,000. 
DTS stated C's company came out and inspected with DTS, neithe( found anything wrong with tile veh. 
DTS advised dlr did not contact him previously as there was No DUP, no codes have ever been found, no warranty repairs made. OTS stated if c has a video, OTS wil be happy to review it and forward it to engineering to 
detemw,e if tlley want to inspect tile veh. 
DTS advised has availability Wednesday, 1117 and is in Nashville tile lollowing- and tllen has no more availability until tile wee« of February. ARBS-KJ advised would review tile case with Sr. PLN-FD and determine 
tile best oot.ne of action for tile file. 
ARBS tllanked DTS and call ended mutualy. 

Create<I By~ Tanya Ha:&eoles:k:r ,111 112018 8:06 AM) 
ORTS-TH 

MVDN Letter 

Previous cases found: None 

No recaJls or ~gns. 

ORTS-TH in receipt of custome,lettervia USPS letterdatedOt/02/18 received 01/10,,18 MVDN attached focyourreview. 

Laws ctted: Georgia Lemon Law, O.C.GA Section 10-1-784 (a)(2). 
Vehicle out of service? Unknown; Sensor and automatic emergency braking malfunctioo. 
Selfing and repairing dealership: Autonation Nissan Marietta, 925 Collb Partway SE Marietta, GA 30060 
MVDN Attached. 

Created By: Tanya Hasenleder (111112018 7:55 AM) 
ORTS-TH. Received GA MVDN Letter, attached pw to tile case. 

Created By: Dakota McGregor 1113/2018 2:00 PM) 
... (Added after the case is closed.] •-

.,. ARBS NOTES TO CRR: veh has already been inspected, and no defects were found with tile veh- tllis is no longer an UR 

please do not reopen case, please open a new case, and IF applicable send case to an RCAS 

Created By: Dakota McGrew/113/20181 :58 PM) 
""' [Added after the case is closed.] .._ 
ARBS notes that ARBS received inbound from C 
C states tllat C is slil having concerns witl1 FEB 
C states that C put a dashpro cam in the veh and has recorded some concerns 

✓ ;~':'ii~"':tll~~~~ contact CA and can further discuss with CA 
ARBS refe<red C to CA f()( handi ng 
C understood 
ARBS tllanked C 
C tllanked ARBS 
Call ended mutualy 

Created By: Dakota McGrew 112121120171:45 PM) 
CASE CLOSING SUMMARY 

✓ ARBS sent resolution letter to C via FEDEX 

ARBS provided resaution over tetei,hone also 

ARBS ciosr,g case 

Created By~ Dakota MGGCC99f {12/21/20171 :43 PM) 
✓ ARBS sent resaution letter to C via FEDEX 

~~~; :~ED~r=~aoe, a case 

Created By: Dakota McGrew 112121120171:38 PM) 
ARBS received inbound from C 
C states C would i ke a detailed report of everything tllat Nissan does fur tile inspection process 
ARBS informed tllat infocmation is proprietary to Nissan 

✓ g ~~~;!~ ~"!:u1d proceed 
ARBS informed tllat ARBS is only able to speak to Nissan's position and is unable to speak to anything further 
ARBS infonned that ARBS has provided C Nissan's position on the matter 
C states ok 
C terminated call 

Createdi: Dakota McGregor/12121120171 :33 PM) 
,RBS placed outbound to C 

ArtD::) v ea L; had time to speak to ARBS 
ARBS informed tllat after a thorough inspection, Nissan found no defects witl1 tile veil 
C states C wiD not drive the veh 
C states tllat 5 people have witnessed tile concerns 
C states that just because Nissan's systems did not find the concern, does not mean that is not occurring 
ARBS informed tllat Nissan operates off of tile infocmation from tile inspection 

✓ :~~~ ::=d CU:~i ~:'!ou1d not be in a position to assist , and C would need to return tile loaner rental veh 
C understood 
C inquired how C should proceed 
ARBS informed tllis would be Cs disa-etion 
ARBS informed tllat C would receive a resolution letter in 1-2 business days for Cs records 
C understood 
ARBS tllanked C 
C tllanked ARBS 
Call ended mutualy 

Created By: Dakota McGrego</12121120171 :29 PM) 
✓ ARBS received e-,nail from Pl-LO infooning tllat no defects were found witl1 tile veil 

ARBS attached e-mai to case 

Created By: Dakota McGrew 11212012017 2:42 PM) 
✓ ARBS notes that due to network problems retyping note 

ARBS notes that IIR was uploaded to FTP on 12113117 

✓ ;~~~~r~';'~ ~,°~~S:::fn~0
!°e1:1~~

1!~ Ujl4oaded to FTP 

✓ 
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Created Bv: pakota McGroqo[l12/14/20171 :29 PM) 
ARBS placed outbound to C Chelsea 
C states C received a call from State Fann infooning that State Farm did not find anything wrong with the veil 
C states C is not happy with report 
ARBS refen'ed C to W<l<1< with Cs insurance about this 
ARBS explained that ilsurance sent own ilspectOf for inspection, and not a Nissan inspector 
C understood 
C states that insurance also told C that Nissan inspector did not find anything either 
ARBS informed that Nissan has not come to a resolutioo yet 
ARBS informed that case is still under review 
C inquired if C can keep rental/loaner currentty 
ARBS informed that rentall1oanef veil is only provided until review is completed unless ARBS informs C otherwise 
C understood 
C inquired about after review 
ARBS informed that if there is no defect then c would need to return the loane.-lrental veil immediately 
C understood 
ARBS informed if othe<Wise, then ARBS Would notily C 
C understood 
ARBS offered fur1her assistance 
Cdeclined 
ARBS thanked C 
C thanked ARBS 
Call ended mul\Jaly 

✓ Created By: Dakot a McGrew 112/14120171:20 PM) 
ARBS received vmx from C requesmg callback 

Created By: Dakota McGrego</12/8/20171:4-0 PM) 

~~~~= ~ t~k~ ~'~o~n !kl tti!Jiig that C is woricing with Nissan on an ilspection for FEB concerns, and Nissan is providing rental currently 

✓ ~'ifs~\=~:=,~ail sarathya@autonation.com 

GM declined 
ARBS informed that would not be calfing SA back as has provided direct number and left GM information 
GM understood and agreed 

✓ ;~~~";!!~~2n:1t=w;~~81!.1~~~"!'nd one from SA Ashley requesting callback 

Created By~ Dakota MGGCC99f(12/8/201711 :34 AM) 

✓ :~~~ ~~~x~.:it~~~~ 
ARBS inquired if SA needs to speak to ARBS, SA is more than weloorne to reach out to ARBS 

Created By: Dakota McGrew 112/8/201711:28 AM) 
ARBS placed received inbound from C 
C states that DLR is confused about claim and would like ARBS to call DLR back 

;~u~~~~:tc:u~:h~ j J&til 
✓ ARBS offered fur1her assistance 

C declined 
ARBS thanked C 
C thanked ARBS 
Call ended mul\Jal y 

✓ ;~~~e;!!r~!!,a~a J:G;:~~?~f~~ :!:)wil have specialist in attendance for inspection 

Created Bv: pakota Mcfic•99f 111/28/2017 8:49 AM) 
ARBS notes that received vmx from CRT-LG 

ARBS notes that rep from DLR named Sasha is requesting ARBS callback at 

✓ ~~~~ :t:' =x~JJ t!![@ iJ not available and did not allow ARBS to leave a vmx 

ARBS placed outbound to DLR Autonation Nissan Mari­
ARBS spoke to service receptionist 
Service Receptionist indicated that no one works at DLR with that name 
ARBS thanked service receptionist 

created ey~ I axavlera Garren {11121120119:10 AM) 
✓ CRT .t.G received VMX from DLR Auto Nation Nissan Mariette from service advisor Ashley regarding C case. 

CRT .t.G will FWD VMX to ARBS-DM 

✓ Created By: Dakota McGrew 111/17/2017 8:49 AM) I last Modified By: Dakota McGregor (11/17/2017 8:49 AM) 
ARBS notes that reviewed case with ARBS SO while was on phone with insurance rep 

Created By: Dakot a McGreQOf 111/17/2017 8:48 AM) 
ARBS received inbound from Insurance Rep Lorena Korpeta 
ARBS received claim number 11201SH09 
Rep informed that would like to coordinate inspection with Nissan regarding claim 
ARBS inquired if Chas filed a claim with insurance, as Chas mentioned to several agents that Chas not 

✓ ~: = ':t':re is another veh inV<llved in the incident 
ARBS informed that C has filed c claim with Nissan to inspect at this time 
ARBS informed that Nissan would not be coordinating inspection with Rep 
ARBS informed that ARBS can provide location and address, and insurance woo1d need to ~ with C that is okay for insurance to be present 
ARBS provided location of inspection and time 
Rep unde<Stood 

Created By: Dakota McGrew '11/15/201712:16 PM) 
7706746081 ARBS notes placed outboood to DLR 

✓ :~~~ =~ ~=~~:rt.:'i':;83117 at 10AM with DTS 
Service Receptionist oonfirmed appointment 
ARBS thanked receptionist 

Created By: Dakot a McGre or 11/15/201712:05 PM) 
ARBS placed outbound to C 
ARBS informed that inspectioo 1s 13117 at 10 AM atAUTONATION NISSAN MARIETTA 
C understood and agreed 

/ ARBS reminded C that would be 24 weeks from inspection date before resolution would be available 
C understood 
ARBS thanked C 
C thanked ARBS 
call ended mutulaly 

✓ ;~~~-=.•:t@\.'s'::'!t99f 111/141201710:03 AM) 

Created By: Dakot a McGrew 111/141201710:02 AM) 
✓ ARBS additional note: 

ARBS notes that ARBS verified with C that C would like inspection pe,formed at Autonation Nissan Marietta 

✓ Created By: Dakota McGrew/11/14I201710:01 AM) 

UM t2111£ L ~::'~ ~~ 
ARBS inquired if C is wishing to proceed with inspection 
C states yes 
ARBS informed that wil be 24 weeks to get an inspector out, and veil cannot be repaired until then 
Coode<stood 
ARBS informed would be 24 weeks after inspection for results 
C understood 
ARBS offered fur1her assistance 
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C inquired d C still has to make payments 
ARBS infooned is Cs discretion and referred C to NMAC 
ARBS thanked C 
c thanked ARBS 
Call ended mutualy 

Page 6 of 11 

✓ ;~~~~!~~2,·!:' t~~fi~•:r~~:~~~sri<~~ proceed witll an inspection 

✓ 

Created By~ Dakota McGcegor(11114120119:36AM) 
ARBS received inbound from an instnnce agent 
Insurance agent inquired if there was an open investigation or inspection scheduled for the veh 
ARBS put insurance agent on brief hold 
ARBS reviewed case wit11 ARBS-JC and ARBS-50 

ARBS infonned that tllere is not an open investigation or inspection scheduled presently 
Rep states tllat C infooned Rep of this 
Rep asked for history in case 
ARBS infonned that would not be able to provide an infonnation from the case as rep is not the owner of the veh 
ARBS referred in&nnce to speak ftl1her with in&nnce's insured 

Created By: Megan Lupo (11/13/20171:08 PM) 
ORTS-Ml received and attached Title Alli>, from Nancy. 

Created By: Megan Lupo (11/13/201710:31 AM) 
ORTS-ML attached factory invoice to tllis case. 

Left vm for Nancy, Title Cieri<, requesting title app for veh. follow up call to be made soon if no response this morning yet. 

Created By: Janelle Cantrall (11/10/2017 12:06 PM) 
Rec'd call from C 
C stated C is calling arbs back to discuss C incident 
C stated C is not filing with C instnnce for hitting the other car because C just wants C Veh. repurchased. 
Arbs Advised C that NNA is not in the position to repurchase C veh. 
arbs stated C would need to let NNA- IIR team complete inspection of C vehicle since C stated C Wreck was due to Veh. Malfunction. 
C stated C was not driving veh. but Nanny was 
Arbs slated arbs understands that and pe, case comments the person driving the veh. stated Person was stopping and the veh. pushed C veh. into tile othe< veh. albs stated NNA woo1d need to i11Specl C veh. 
C stated C will just call C attorney 
albs advised C that if C retains atty. albs will no longer be able to speak witll C but wil need to speak with C attorney 
C stated C will caD arbs back to advise arbs what C decision is. 

Created By: Janelle Cantrall (11110120119:21 AM} 
Arbs notes: 

1V FEB braking is activated when tllere is Notlling there@ 1,310 miles 9.20.17 /Testdroveveh. for 14 miles. NO dupe. 

1V Veh. towed in Due to C being in an accidenl C/S c was approaching tile turning lane, and braking. C slated tile FEB activated and chit car in front of C 
@2,456 miles 10.24.17 / Per SA-Son 11.10 .17, Veh. is stil attlle dealer. 

2017 Nissan Rogue 

~ ~ :~'fT2MT3H .. 

MSRP $27,980 
Color: Gun Metali c 
Model: 29317 

NO prev. cases 
No Tech line case 
No Can1paigns 
NOVSC 
NOOT S 

Selfing Dealer. 
Autonation N issan Marietta 
925 COBB PARl<mAY SE 
MARIETTA, GA 30060 

:.JMJ l&IJ 
Dealer code: 3213 
Southeast Region 
SA- Richard Phi adelphia 
service advisor Ashley 
SA- Stephanie 

Created By: Janelle cantrall 11/10/2017 9:18 AM) 
Placed outbound cal to C @ 
Arbs advised C tllat arbs has en over case from CA 
Arbs let C know tllat arbs has read case file and caDed dealer 
Arbs asked C since C stated Chas been in a wreck (htt another veh.} and is stating tile cause was because the veh. malft.alctioned, why does C not want to wor1< with the IIR team for inspection? Arbs stated arbs also 
notes C Stated C does not want to file claim witl1 C insurance Co. ? 

C stated C is at wor1< now and wil have to call albs back at lunch. CIS that C just wants to go forward with tile Buyback process. 

albs provided C witll arbs name, and P# 
C/S C will call arbs back when C goes to lunch. 

Created By: Janelle cantrall (11/10/2017 9:13 AM) 
Arbs Taking over Case 

Created By: Janelle cantrall (11/10/2017 9:13 AM) 
Placed outbound Call to Autonation Nissan Marietta @ 
Asked to Speak to SA- Steven 
spoke to SA - S 
asked tt C has picked up veh.? 
SA- S slated tile RO is pre-<nvoiced and SA-Ashley is assisting C but will check to seed C keys are still at tile dealer. 
arbs put on hojd 
SA- s slated VEH is stil at the dealer. 

created By: Janene Cantrall (1111012011 s:so AM} 
C Caled CA on 10.26.17 
Arbs Rec'd RHR on 11.8.17 
Arbs Rev'd RHR on 11.10.17 

09/20/17 - 09/26/17@ 1,310 mile ... days:7 Dealer: 3213 
concern &action: 
1. Miscellaneoos Maintenance ... c/s front emergency braking is activating when there is no one actually there/ Drove vehicle for 14 miles witl1 and without inteligent cruise control. Could not verdy customer concern. no 
OTC's stored in 
System. 
2. Colllesy loaner vehicle / Provided 

~=tA~n@2,456 mile ... 

1. Roadside Assistance Claim Towing. 
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CASE notes: 
SA-Steven stated the VEH was arrenUy at the DlR. 
SA-Steven stated that RO# is-
SA-Steven stated that C broog~ ll OO 10/24/2017. 
SA-Steven stated that YEH has 2,456 miles. 

Create<I By: Laxaviera Garr ) 
CRT-l.G made outbound cal 
CRT-l.G ADVISED "This call quaity and training purposes." 

CRT ~G updated C that case is under review at this time. 
CRT-l.G stated tllat C wil be updated oo tile review within 3 busaness days. 

C undefstood and asked about C car payment is due should C pay the payment 

✓ CRT-l.G advised C to do eve,ything noonal and if reimbursement is being seek tllen tt will be review for passille reimbursement 

Cl.llde<stood. 

CRT-l.G stated to C to have a nice day. 

C thanked CRT-l.G and stated have a nice day as wetl. 

Call ended murualy. 

Created By: Nicki Barror (11/8/2017 3:38 PM) 
ORTS received the RHR. The RHR was assigned to ARBS Janelle Cantrall for review. 

✓ g~;l~ ~:; == ~;:~1::1~ PM) 

Created By: Laxaviera Garrett (11/812017 2:49 PM) 
CRT-l.G placed an outbotlxl cal to DLR AutoNation Nissan Marrietta. 
CRT-l.G spoke with SA-Steven. 

✓ SA-Steven stated the VEH was CUITeflUy at the DlR. 
SA-Steven stated that RO# is-
SA-Steven stated that C broog~ r, on 10/24 /2017 . 
SA-Steven stated that YEH has 2,456 miles. 

Call ended mul\Jaly. 

-,- g:~e;leg ~ 1ini:ra t%W!f~=I~~~~~ and submit RHR for C after TL-GD reviewed the case with ORT and the C has refused IRR process. 

Created By:""'"""...,"""" 
ARBS placed outbound ot C 
ARBS inquired how ARBS c 
C states tllat CRT -l.G informed C tllat fa, the other person that was inll<llved in the accident to pursue Nissan tllat an IIR has to be conducted 
ARBS apologized for misinfonnation and ilfonned that CRT-LG is in regional department and is not versed on insurance mattera 
ARBS informed that insurance has a process for subrogation for this concern 
C states that C feels like this wil affect Cs case 
ARBS informed this is not applicable to CS case or wcrting with Nissan 
C understood 

✓ C states C would I ke ARBS to decide what C snould do 
ARBS informed tllat is unable to advise, but WC chooses to wo,k with ARBS department then ARBS will be happy to help C 
C understood 
C states C would I ke to finish buyback process 
C states C would I ke to continue WO<king with CRT-LG 
ARBS understood 
ARBS offered fur1her assistance 
C declined 
ARBS thanked C 
C thanked ARBS 
Call ended mul\Jaly 

✓ ;~~~~:~::,a= ;:G~e~:;2!1:.:~~ PM) 

Created By: Dakota McGrego< 111/6/2017 3 :26 PM) 
ARBS placed immediate outbotlxl cal to cj!li!JIIIJI 

✓ ARBS left vmx informing that case will be regoona, oepanment unless C notifies ARBS otherwise 
ARBS informed that insurance has a process for subrogation for this concern 
ARBS informed this is not applicable to CS case or wor1ting with Nissan 

Created By: Dakota McGregor (11/6/2017 3 :23 PM) 

~~~~ :.ce:'.., ~A~ ~Ji Silt 
✓ C states tllat CRT-l.G informed C tllat for the other pe,soo that was inll<llved in the accident to pursue Nissan tllat an IIR has to be conducted 

ARBS apologized for misinfonnation and infonned that CRT-LG is in regional department and is not versed on insurance mattera 
ARBS informed that insurance has a process for subrogation for this concerri 
ARBS informed this is oot applicable to CS case or waiting with Nissan 
ARBS notes that call dropped 

✓ Created By: Dakota McGrew 111/6/2017 3 :17 PM) 
ARBS notes received vmx from C requesting cal back 

Created By: Dakota McGreoo'/11/6/2017 9 :08 AM} 

~~~~ :.ce:'.., ~~ ~~- J2!i!2 l "iIBS 
C states no, C did not 

✓ C states tllat CRT-l.G informed C tllat C had to be transferred bad< 
C states tllat C wil further discuss with ARBS DM later as is witll a patient 
C states will call back around lunch time 
ARBS apologized and thanked C 
Cati ended mul\Jal y 

✓ Created By: Laxaviera Garrett (11/312017 4:16 PM) 

g~~1~ ~~S~~ =~;~,SE 12 quufity and training purposes • 

CRT-l.G spoltewith Casking what can CRT-LG assist the C with? 

C stated tllat C wanted to know what to do regarding tile accident occurred due to the maoofacture defect on tile YEH. 

CRT-l.G confirmed tllat C is stamg that C got into a accident regarding the VEH and due to a manufacl\.nlg defect? 

C stated yes. C stated tllat C is getting too many call from too many people and is confused. 
C stated tllat C doesni want to file claim witll insurance. 

Page 7 of 11 

CRT-l.G explained to tile C tllat CRT-l.G <X>lAd wal< with C and submit an repurchase review for the VEH that will take up to 10 business days but WC wants to move fo,ward with tile Accident review tile C wil have to 
WOO< with ARBS-DM 00 the review that will take up to 6-8 weeks. 

C stated that C wants things to move quick.er and wants to work with someone different. 

CRT-l.G stated tllat C wil have to wa1< with ARBS-DM oo tile review. 
CRT-l.G informed C that RHR wiD be sub<ritted and ARBS-SM wil be informed about moving forward with tile C. 

C stated ok. 

CRT--lG apologized for the misoommunication and infonned C that eve,ything is being done to move case Forward. 

C stated ok C is just frustrated. 

CRT-l.G understood. 
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C ended call mutually. 

Created By: Dakota McGrewl1112/201711:55AM} 
IIR-FEB-EST 

Created By: Dakota McGrew/1112/201711:55 AM} 
✓ ~ARBS transfemng case to RCAS for fur111er handlingm 

ARBS notes to RCAS: please process RHR for C and ff applicable wor1< with C regarding veh concerns 

Created By~ Dakota McGce99f(11/2/201711:53AM) 
ARBS received inbound from C 
ARBS inquired how ARBS could assist C 
C states C is unsure stil if wou1d like to WOO( with ARBS to conduct an inspection of the veh 
C states that incident was very minor 
C states tllat tllere are or'l.y a few scrapes and sa-atches on tile veh, and a tear in the burrCle< 
C states tllat C wants Cs veh bought back, and C wants to insure tllat veh is bought back 
C inquired how C can get this acoomplished 
ARBS infonned that is unable to advise on this at all 
C requested ARBS make decision tor C 
ARBS informed that is unable to make decision for C 
C inquired about RCAS-LG and about different departments 
ARBS informed tllat ff C is seel<ing assistance with damages to tile veil from Nissan, then C will be required to go ttvough inspection process witl1 ARBS 
C states tllat C does not care about the veh or damages to tile veil 
C states C just does not want tile veh anymore 
ARBS infonned tllat offered inspection again to C 
C states tllat C would just prefer to wor1< witl1 RCAS and regional department regarding Cs ooncems 
C inquired ff C changes Cs mind could case be transferred back to ARBS 
ARBS infonned tllat would see if is an option, and ARBS inquired ff C would mind a brief hold 

✓ C stales no C does not mind 

ARBS reviewed case witl1 SRPLNR FD 
SRPLNR intormed that tor tllis case, if C would tike to have inspection later, then would be fine 
ARBS understood 

ARBS apologized tor brief hold to C 
C states is fine 
ARBS infonned tllat ff C changes mind later then case could be trans/erred. 
ARBS did remind C tllat process would stil be a ~ week process from whenever C changes mind and is transferred 
C understood 
ARBS offered flstller assistance 
C inquired about other person invotved in accident 
ARBS referred to inS4.nflce 
C understood 
ARBS informed tllat case wil be transferred and does take one business day tor transfer 
C understood and agreed 
ARBS informed tllat C would receive a lollowup no later than close of business 11/03/17 
C thanked ARBS 
ARBS thanked C 
Call ended mutualy 

Created By: Dakota.McGre.Q2!(1112/201711:04AM} 
"Good Morning Ms. 

I hope you are doing well. 
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✓ ~ : : t,: ~! \:;~'= :;:' :,' ::.=t~:. :;.e~ t~ ~~.:C,~!'~ ~:e c:,ta::'e~ ~::'ue~rtment several times. If you would like your case to be transferred back to the regional department 

Please let our office know how or ff you would fike to proceed by 11/08/17, or your case will be dosed in Nissan's system. 

Thank you; 

Created By: Dakot a McGrell!l[ (1112/201710:45 AM} 

✓ ARBS sent e-mail to C per SRPLNR 

ARBS attached e-mail to case 

Created By: Dakota McGrew 11112/201710:37 AM} 
✓ ARBS reviewed case witl1 SRPLNR FD 

SRPLNR intormed to send e-mail to C inquiring ff would like to proceed with ARBS or witll regional depar1ment and provide a date that C must respond by before case closure 

Created By~ Dakota McGCCQQf (11/2/201710:35 AM) 
ARBS notes that RCAS-LG sent ARBS more vrnx's from C requesting callback 

✓ ARBS notes that ARBS did verify wit11 C on 11/01 tllat C did have ARBS direct llOOlbe< 

ARBS also notes tllat direct llOOlbe< was provided to Con 10/30/17 

Created By: Dakota McGrew 11112/201710:28 AM} 
ARBS notes CORRECTIONS 

✓ ARBS notes that vmx received was fO<Warded from RCAS-LG as C was requesting to speak to RCAS not ARBS 

ARBS notes on call placed on 11/01117 8:30AM to C 

C intormed tllat was wishing to speak to regional department not ARBS, and was still unsure ff wanted to proceed witl1 ARBS or not 

Created By~ Dakota MGGCC99f (11/1/2017 8:32 AM) 
✓ notes coorection: 

C intormed tllat will call ARBS back when C is not with a patient 

Created By: Dakota McGrew 1111112017 8:30 AM} 

t 221 !!ii t .:~i:; :~o:.~~ -
C requested that ARBS speak to C and lathe< about case 

✓ ARBS informed that wil be speaking to owner as ARBS has provided intormation to C, and C is the owner of the veh 
C understood 
C states C wil call C when C is oot with a patient 
ARBS understood and tllanked C 
Call ended mutualy 

✓ Created By: Dakota McGrew 1111112017 8:24 AM} 
ARBS received vmx from C requesting callback 

Created By: Dakot a McGrew 1101311201711:23 AM} 

✓ ikJ£ fail jjj!i • •===st~;clling out to C 
ARBS infonned tllat would be 000 after 1 PM and provided best oontact info 
ARBS inquired i Chas made a decision regarding Cs claim 

Created By: Dakota McGrew 11013012017 6:05 PM) 
IIR-FEB-CST 

Created By: Dakota McGrew 110/3012017 6:05 PM) 
Vehicle oonce~ Emergency Braking concern 

✓ Created By: Dakota McGrew 11013012017 6:05 PM) 

ikJ£ i21!!£ L ~::i ~ ~~ 
ARBS verified and completed probe 
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C states C wil contact Driver 
C contacted Ori-Kristen Carisle 
ARBS took Orille(s statement ARBS referring to Driver as C for statement only 

C states that C had just picked up the \/ell from the owner of the veh 
C states that had gone to pick up dinner at Zaxby's 
C states that had gotten into the turning lane to tum left 
C states that was decelerating with foot on the brake 
C states that was going about 10 mph 
C states that was approaching an intersection light 
C states that C was 1-2 car lengths ,rway from the ott...--, a mazda car sedan CX3, when the vehicle's forward emergency brakes suddenly engaged stopping the - suddenly 
C states that \/ell suddenly slammed on the brakes automatically 
C states that al of the warning lights i luminated from the FEB and did not give a one tone warning beep and only gave ..-al warning beeps 
C did not mention any ifluminated warning indicator lights when ARBS asked C 
C states that brake released suddenly, and C hrt the \/ell in !root of C 
C states that fool was fully on the brake when the veh went forward anyway 
C states that there were no ttems or anything surrounding the veh or area that might have tripped the forward emergency braking 
C states that was sunny, no inclement weather 
C states that sun was still out and not setting 
C states there was no property damage °' q ury 

ARBS notes that ARBS thanked Ori- for taking time to provide Ori-Statement 
ARBS notes that ARBS spoke further with C 

ARBS offered inspection to C and offered rental for duration of inspection 
ARBS advised C that NNA would be interested in inspecting the -
ARBS advised c that it can take 24 weeks to get an inspector out and another 24 weeks to get the results depending on the inspecto(s schedule but may be potentially less 
ARBS advised c that c would have to make the vehicle avaiable at the Nissan dealer for the inspection and the inspection would take 4-6 hours 
c stated ok and that the - is mready at Autonation Nissan Marietta 
c stated that C is cooous about r"1)ll"chase of the veh 
ARBS inquired ~ C would like to have veh inspected 
C states C is unsure if C 'NOUld like to proceed « not and would like to review further with Cs father 
C inquired what options does C have outside of Nissan 
ARBS infonned that is unable to advise on any other processes 
C states C wil review will cs lathe< then call ARBS back tomom,w morning 
ARBS provided ARBS direct info 
ARBS offered futher assistance 
C declined 
ARBS thanked C 
C thanked ARBS 
call ended mutually 

Created By: Dakot a McGreQOf 110/30/2017 5 :47 PM) 
.(_ ARBS reviewed case with SRPLNR FD 

ARBS notes to ARBS to offer C a rental/loaner for duration of review 

Created By: Dakota McGregor '10/30/2017 5:08 PM) 

✓ ~~EIVEDC~E, U~~~FYPRO,~BE---H•----

✓ Created Bv: Morktt• Scott 110/30/2017 3:59 PM) 
RCAS-MS VERIFIED C's name, mailing address, e-mail, phone#, vehicle 
RCAS-MS CHECKED for open recalls/campaigns and found: Nooe 
Previous UNRELATED Case(s) Found: Nooe 
Previous RELATED Case(s) Found: None 
RCAS-MS ADVISED 'Tois call may be recO<ded for qualtty and training ---

RCAS-MS placed outbound call to Customer at on 10/30/2017 at 3:24pm. 

RCAS-MS ADVISED 'Tois call may be recO<ded for qualtty and training --­
RCAS-MS stated that RCAS-MS has taken <Ner Customer's case. 
RCAS-MS asked Customer ff Customer can speak with RCAS-MS lta1her regarding some questions that RCAS-MS has. 

CUstomer agreed➔ 
Customer stated that CUstorner wasn't driving at the time of the incident 
CUstomer called Driver (Kirsten C811isle) of w,hicJe and joined cal. 

Driver of vehicle stated that the vehicle was approaching a light and Driver was slowing down nom,ally. 
Driver stated that all of a sudden the vehicle lights started blaring and the vehicle braked on tts own. 

RCAS-MS asked Driver for first and last name. 

Driver provided Knten Car1isle. 
Driver clarified that CUstomer is nanny of Driver's dliktren. 

RCAS-MS asked Driver how fast Ori-was going when vehicle braked. 
Driver indicates that vehicle was going around 10-15 fl¥)h. 
RCAS-MS asked ff the vehicle braked or ff there was an accident that took place. 

Driver stated that the rear bumper on a vehicle was damaged and !root bumper of CUstomer's vehicle was damaged. 

RCAS-MS asked Driver and Customer ff any pictures were taken. 

Driver stated that no pictures had been taken. 

RCAS-MS asked Driver ff Driver applied the brakes once the lights came on. 

Driver indicated that the brakes were being applied already when the lights came on and everythilg in the vehicle was UYown forward. 

RCAS-MS understood. 
RCAS-MS proceeded to ask IIR Questions. 
RCAS-MS stated that CUstorner and Driver will need to be available 20-30 minutes on the follow up phone call to discuss the situation further. 
RCAS-MS stated that the phone call wil come within the next 1-3 business days. 

CUstomer understood. 
Customer asked RCAS-MS ff this was just about the accident. 

RCAS-MS stated that the case is also regarding CUstome(s buyback request. 

Customer understood. 
Customer stated that this is the third time that the concern has happened. 

RCAS-MS asked Customer where the concern has happened before. 

Customer stated that the concern has taken place in a parking lot. 

RCAS-MS understood. 
RCAS-MS stated that RCAS-MS will document that infoonatioo. 

CUstomer asked ff Customer should go ahead and pay for the damages to the other vehicle. 

RC~S stated that is not reo011 ■11eoded. 
RCAS-MS stated that RCAS-MS reoornmends that Customer wait until CUstorner has received follow up phone call regarding Custome(s case. 

CUstomer understood. 

RCAS-MS provided direct cootact infoonatioo. 
RC~S stated that CUstomer can contact RCAS-MS with any questions or ooncems that may come up. 

Customer thanked RCAS-MS. 

Call ended mutualy. 
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Created By: Laxaviera Garrett (10/30/20171:37 PM) 

g~~1~ ~~,:, ~,.;;: ~.! L ii I 1£.!J for. 

The male who spoke stated that the C is tile male who spoke nanny. 
The male who spoke stated that this is the males contact information. 
The male who spoke stated tllat C wor1<s in a doctors office which is why the C did not an._._ 
The male who spoke stated that the wile drove the VEH tllinking the C was crazy about what the C stated tllat was happening to the VEH. 
The male who spoke stated that wile got into an accident inside the C YEH while Foot was on tile break. 

✓ The man who spoke stated tllat at first the family thought it was the change In the road is the reason for tile car coocems. 
C stated tllat the VEH made noises an tllen proceeded to stop. 

CRT ~G stated "This call may be recorded for quaity and training purposes." 
CRT ~G stated tllat in order lor the process to move fO<Wald that tile C needs to give permission to speak with someone else. 
C:RT--l.G also stated that more information needs to be obtained to move case forward along with more questions. 
CRT ~G stated tllat tile person tllat was the driller of the YEH will need to be available for questions as well. 

The man who spoke understood and stated tllat the message would be relayed. 

CRT ~G tllanked tile C and call ended mutually. 

Created By: Laxaviera Garrett (10/30/20171:17 PM) 
✓ CRT ~G made outbound call to C "'l■■I . 

CRT ~G left VMX stating credentials wnn a,rea cootact numller and case JllMllber requesting call back regarding case and office hours. 
CRT ~G will tollow up next busiless day. 

created By~ 1 axaviern Garren (10130120111:16 PM) 
CRT ~G placed an - call to DLR AutoNation Ni=n Mariette. 
CRT ~G spoke with receptionist in the service department who stated the Service manager will not be back from Calttomia due to a family emergency and mom passing away. 

✓ Receptionist stated that the Service manager rettrn is unknown. 

CRT ~G asked to speak to Service adviso.- Ashley. 

Receptionist stated that SA-Ashley is unavailable. 
Receptionist transferred CRT ~G to another department where no one an-. 

Created By: Laxaviera Garrett (10/27/2017 4:07 PM) 
CRT~G recieved cal fit.I ■ 
CRT~G VERIFIED C's name, nome & email address, concern, phone. 
CRT~G VERIFIED servicing dealer/retailer. AutoNation Nissan of Mariette 
CRT ~G CHECKED for open recalls/campaigns and fomd: 0 
Previous UNRELATED Case(s) Found: 0 
Previous RELATED Case(s) Found: 0 
CRT ~G ADVISED "This call may be recorded for quaity and training purposes." 

CRT ~G sated a-edentials. 
CRT ~G updated the Con the case notes and the case findings. 
CRT~G Stated tllat tile DLR was contacted and tllat tile CRT-LG wanted to make &re DLR was utilizing all of the resources. 

C stated tllat tile C YEH is at the DLR. 
C stated tllat The YEH is ready for pickup and tllat tile C does not feel safe from driving with the kids and notlling has been done. 
C wants to discuss buy back of the VEH . 
.......,.. CRT-LG asked the C RHR customer question.,__. 
• Why do you want to return the vehicle to Nissan North America? New aash system malfunctioning and has caused an incident 
• Where is the vehicle currently? At tile DLR. 

✓ • Are you currently in a rental vehicle? NO. 
• 'Mlere was the vehicle purchased? AutoNation Nisar, of Mariette 
• Was the vehicle purchased new or used? NEW 
• Where is the vehicle serviced? AutoNation Nissan of Mariette 

C stated tllat C does not want VEH because VEH was in an accident due to the VEH malfunction. 

CRT ~G stated tllat more information will be obtained. 
CRT ~G asked if C had time to do an IIR questionnaire. 

C stated tllat C was driving and couldni answer at the time. 
C stated tllat C was not driving at the time of tile incident. 

CRT ~G stated tllat CRT ~G will contact tile C on Monday to finish process and get more i>formation. 

C agreed tllat Monday would WOl1t bette< to ask the questions. 

CRT ~G tllanked C fo, tile time and cootact CRT ~ G if the C needed flrther help. 

C thanked CRT ~G and ended call mutually. 

Created By: Laxaviera Garrett (10/27/2017 3:35 PM) 

✓ CRT~G made outbound call to c 1111■ 
CRT-LG left VMX stating credential~ wiu1 u11c,"" U.lllHact number and case nt.mber requestilg calJ back regarding case and office hours. 
CRT~Gwill tollowup next busilessday. 10/30/2017. 

Created By: Laxaviera Garrett (10/27/2017 3:32 PM) 
CRT ~G placed an - call to the DLR Nissan of Mariette. 

Page 10 of 11 

CRT ~G spoke with Dwners Loyalty Manager who advised tllat SA-Ashley that wor1<ed witll the C is unavailable and off wor1< today. Dwners Loyalty manager stated tllat thee are only two SA's available today and the 
have been slammed. 

✓ CRT ~G spoke with SA- Stephanie on the YEH concerns. 

• 
I 

SA-Stephanie stated that the C has an open RO on tile YEH. 
SA-Stephanie checked to see if tile C YEH was at the DLR and tile YEH is a.rrently at the DLR. 

SA-Stephanie state that technician will be advised to utilize Tech line. 

Created By: Betty Tilahun (10/2612017 3:45 PM) 
"'"CASE SUMMARY-" 
CRR-BT ft.Warding case to RCAS for YEH ooncem witll no resolution 

Created By: Betty Tilahun (10/2612017 3,44 PM) 
CRR-BT verified acoount Info including: C's name, home & email address, concern, phone# & best contact# 
CRR-BT VERIFIED YEH Info including: VIN #ct.rrent Mileage 
CRR-BT CHECKED for open recalls/carrc,aigns and found: none 
CRR-BT CHECKED fo, previous UNRElA TEO Cases(s) and lound:­
CRR-BT CHECKED previous RELATED Case(s) and fomd: none 
CRR-BT NOTED coocem is: YEH concern 

CRR-BT received an inbollld call from C 

C stated tllat C purchased a 2017 Rogue 
C stated tllat the VEH has been having safe1y malfunction on the YEH 
C stated tllat C took tile YEH to auto nation Nissan 
C stated tllat C spol<e with service adviso, Ashley 
C stated tllat the DLRSH was not able to duplicate tile ooncem 
C stated tllat the auto stop was activated 
C stated tllat the VEH just stopped when C was i> the parl<ing lot 
C stated tllat when C came to a red light and started slowing down tile YEH was bee!>ng like tllere was an object in front and jolted the VEH to a stop 
C stated tllat the DLRSH inlormed C tllat tllere is nothing tllat can be done 
C stated that C was informed that this is a r,ew ooncem and there is no data regarding it 
C stated tllat C does not feel safe driving the YEH 
C stated tllat C does nol feel safe witl1 C's kids inside tile YEH 

CRR-BT verified C's concern 

https://nissanna.my.salesforce.com/5000G00001J4wrWQAR 6/2/2020 



~ Salesforce - Unlimited Edition 
CRR-BT created a case for C 

CRR-BT in1ooned C that the c:oocem has been documented 
CRR-BT informed C that the Case with be transferred to a (RCAS) who wil contact C by close of next business day 10/27/2017/ 

C l.llde<stood and appre<iated the assistance 

CRR-BT provided C with case._ and Agent I~ 
CRR-BT offered C more assistance 

Cdeclined 
Best c:oota J 
Call ended .. y 
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Case Categorizations 

Action C..S.. Categorization # c..tego<y Description Subc.olegory llesaipficn Symptom Description 

POOR OR IMPROPER 
OPERATION 

Case Categorizations Help 

Maj« Component Code Category Date Symptom Code Category ~ Subcategory Code Concern Code 

Forms 

Action Fonn -A Back To Top 

INTERIOR FORWARD Er.'ERGENCY 
ELECTRICAL BRAKING (FEB) 26 

CleatedBy Request Type 

IIR M•dsiw Scott 10/30/2017 3:57 PM 

Atways show me more records per related list 

10/30/2017 YX AV 

Copyright© 2000-2020 sales force.com, inc. Al rights rese<Ved. I Privacy Statement I Security Statement I Terms of Use I 508 Compliance 
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• Search ... Search Derek Latta Help & Training All Tabs 

Home Accounts Ideas Dealer Locator Literature Requests Console Cases Home Reports Dashboards Articles Profile Feed Profile OVen,iew Comments Export Warrant) 

-Show Feed 

Case Detail 

Number of open vehicle campaigns = .l 

Account Name 

Contact Email 

Home Pl1one -Letter Se-nt Date 

Letter Received Date 

Follow Up Date 12/1512017 

Supporting Documents 

CA Muttiple Repairs 

Social Media Involvement 

Martiz Custome< Id 

Case O#nH location Murfreesboro 

Texting Status 

Case Reopen Count 1 

Description UR-FEB-EST 

Call Script 

Who contacted u.s? Consumer 

I Vehicles Owned 8 

Vd'liele Purchased New 

Pre-Owned Initial Mileage 

Current Mileage 766 

Incident Codes - IIR REQUIRED 

lncidef'lt Date 10/2712017 

Sent to legal 

Accident 

Asbag 

Fire 

IIR lndic.ator 

IIROate 

HR -
Vehicle Information 

Vehicle KNMAT2MV8t1i 

Model Year 2017 

Make NISSAN 

Model Line ROGUE 

Model Code 29417 

Dealer Detail 

ease Servicing Dealer NISSAN OF WFSTFU JBX 
Case Servicing Dealer Region Northeast Region 

Bluetooth 

Related Items 

Responsible District 07 

SharedWrth 

Phone Carrier 

Phone Manufacturer 

Reported From 

Issue Categories 

Approwd Ched< Reques1s $0.00 

Customize Page I Printable Vrew I Help for this Page 

Case ~""Y I/it! I Case ConYnents J;UJ I c..,.. Categorizations W I ,E= W 

J Reopen Case 11 Clone Closed Case J 

Case Owne< ■ OeHenry Kidd 

Type CA 

Case Origin Phone 

Executive Refenal 

Exee>Received-Oa.te 

Status Closed 

Datelrme Opened 10/30/2017 4:38 PM 

Date/Tome Closed 12/15/2017 11 :16 AM 

Multiple Repairs No 

Executive Summary 

Executive Actions To Resolve 

Vehicle Maintained Location Nissan of Westbury 

Previous Repai.r Date 

Previous Repair Location 

Related Vehicle Make Nissan 

XTIME Appointment Numb« 

Rollowf' 

Property Damage 

Injury letter 

Nootber Injured 0 

RHR Started 12/13/2017 

RHR C«npleted 12/13/2017 

Customer Document Requested 

Date Requested 

Customer Document Received 

Date Received 

Part Numb« 1 

Beyond Basic Warranty Miles 1 O 

Beyond Basic Warranty Months1 0 

Beyond PT WalTal'lty Miles1 0 

Beyond PT Warranty Months 1 O 

Data Net 

Datanet Deal« Date 

Oealff Instructions Customer Contact 

Requested Dealer Action Please review. 

Bluetooth Ticket Status 

Phone Model 

Phone Operating System 

Goodwill Offered 

VCAH 

Goodwill Processed 0 

Vehicle Service Contract 

VSC Reprint Request Email 
.J 
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Sales & Service Campaign Specific Information 

Hot Alert Date 

LS Response rime 

Vert>atims 

Alert Trigger Verbatim 

Survey Verbatim 

Deale< Action History 

NNA Notes 

Customer Conversation Notes 

DTS Inspection 

Contact Name 

Home Phone 

WOfitPhone 

Mobile Phone 

Email 

Attemate Email 

OTS Inspection Date OTS Inspection Date Confirmed? 

DTS Request Type Notes for OTS (Vehicle Concerns) 

Inspection Time/Notes Appointment Time: 

System Information 

Subject 

Created By 

Last Mocfrfied By 

Notes to Agent 

CUSTOMER:­
KNMAT2MV~ 

Hanoi Dhindsa, 10/30/2017 4:38 PM 

NNAill, 12/13/2018 10:08 PM 

Case Record Type CA Oosed Case 

Days Closed 900 

Action c- NT8F 

What action was taken? SF Provided Vehicle Information 

Agent Comments 

Agent Comments FEB case. #OTS inspection. SUbmij for inspection. 

Agent Next Step 

VIN: 

I Reopen Case I ! Clone Closed Case! 

Case History 

Dale 

12/15/201711:16 AM 

12/13/201712:34 PM 

12/13/201712:31 PM 

Show more • I~ 

Case Comments 

Pubic C«nmenl 

Created By: OeHenry Kidd (12/1512017 11:16 AM) 
•"Closing case notes-

Arbs caBed customer to discuss RHR decision: 

Use< 

DeHenryKidd 

Action 

Root Cause 

Root Cause Code 

Root Cause Code (2) 

Document ID 

Changed Status from Open to Closed. 

Closed. 

Deleted Pending in ORT Support Status. 

Changed RHR Started to 12/13/2017. 

Changed RHR Completed to 12/13/2017. 
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SCIN 

Ca-se History Help 

Case Conments Help 

After careful review of tile infoonatioo submitted (IIR report, RHR, ROs, case comments and DTS report), NNA is not in tile posmon to offer a rep<rchase or replacement at this time due tile vehicle not having an 
l.llreasonable number of repair attempts for the same substantial nonconformity or number of days down for warrantable repairs. 

NNA will continue to honor the terms and conditions of all applicable warranties. tf customer is still experiencing any vehicle concem(s), ARBS reconvnends the customer to continue working with the dealership, Tech 
Line and/o, tile Region to get tile vehicle diagnosed/repaired. 

Arbs is closing case no further assistance is needed at this time. 

Created By~ I Ii § BrutWuez (12/14/2017 8:41 AM) 
ARBS notes tile followw,g vehide history repair. 

~c:~- Mileage 1,264 ~ RCJIIII ~ Days down 1 

1.CS car brakes on it's own 
Action taken 
1.Tedl drove twioe after puli ng codes.Reset codes, found nothing wrong. Did hit a button that showed a loot on tile pedal that said ok-reset tllal Drove ok. 

~=~~Mileage 1,826 ~ RCJIIII ~ Days down 1 

1.CS ABS goes off w/o light on dash when passilg sdlools-btw 25-35 ~ ­
Action taken 
1.Road tested4ove past school where C stated incident occuned. No problem of detected. No codes found. 

~~!~ -Mileage 1,919 ~ RCJIIII ~ Days down 1 

1.CS ABS goes off w/o light on dash when passilg sdlools. 
Action taken 
1.SM road tested w/ C driving. Drove past two school zones w/o incident. No problem found, no wor1< done. 

ARBS notes tile lolloww,g 5ummary of service history: 

1.-..servioe date: 07/31/2017 
Additional CA cases: None 
T edl Line cases: None 
VSC:None 
DTS Inspection: Kevin MacKay _ 11/20/2017 _ FEB concern / No problems found _ Requested by UR 

Repairs/visits made during tile first 18,DDO miles/ 2 yeara from tile in-servioe date: 
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1 visi1s for the -,eh;ae braking on its own: 
- No problem found 

2 visist for the ABS goes off but the i ght on dash does not come on: 
- 1. No problem found 
- 2. No problem foond 

Total days down: 3 

Page 3 of 6 

After careful review of the information submitted (IIR report, RHR, ROs, case comments and DTS report), NNA is not in the position to offer a repurchase or replacement at this time due the -,eh;ae not havilg an 
unreasonable number of repair attempts for the same substantial nonconformity or number of days down for warrantable repairs. 

NNA will oontinue to honor the tentlS and conditions of all applicable warranties. tf customer is still experiencing any vehide concem(s), ARBS reconvnends the customer to oontinue working with the dealership, Tech 
Line and/or the Region to get the vehicle diagnosed/repaired. 

Created By~ Nicki Rauor (12113/2017 12:30 PM) 
ORTS attached RHR 

Created By: Nicki Raaor (12/13/2017 11:18 AM} 
• ORTS attached remaining RO's dlr 5639 

Created By: Nicki Raaor (12/13/2017 10:55 AM) 
ORTS called Sheldon again dlr 5639 for missing RCYs. Will walk a,,er,.,., and ask to send. 

I g~;~e:U:~:IC~b ':',U&J~~i~~~l~O~ back for nissing RO's. Sheldon will send, noted open RO-waiting on OTS inspection. Nothilg on open RO to send at this tine. 

Created By: Nick i Barror (12/1312017 8:56 AM} 
ORTS attached RO dlr 5326 

Created By: Nick i Barror (12/1312017 8:22 AM} 
ORTS called dlr 5326 for RO/POI lollowup-Joe faxing by 10:30 
ORTS called dlr 5639 for all RO's folowup. Sheldon having RCYs faxed this morning. 

Created By: Nicki Raaor (1211212011 3:25 PM) 
ORTS called dlr 5326 for RO/POI.Joe faxing by tomorrow morning. 
ORTS called dlr 5639 for all RO's. Sheldon havilg RO's faxed. 

Created By: DeHenry Kidd (12/12/2017 3:21 PM} 
- Arl>s has subnvtted the request for RHR review. 

■ 

Created By: Anshroop Sidhu (12/11/2017 3:27 PM} 
CRR-AS <VERIFIED> Account Info including: C's name, home & email address, phone# & best contad# 
CRR-AS VERIFIED VEH Info including: VIN#, c...,.,,t Mileage 
CRR-AS CHECKED for open recalls/campaigns and found: 0 
CRR-AS CHECKED for previous UNRELATED Gase(s} and found: 0 
CRR-AS CHECKED previous RELATED Case(s) and found: 0 
CRR-AS received an inbound call from C 

C stated C have a case 
C stated C picked up vcn a had the same concern 
C stated this is the 7th time that c is having the same concern 

CRR-AS asked c if the concern happens at the same place or anything similar about it 

C stated tt always happens at the same place near the sclloa 
C stated at the point c either want to break the lease or want NNA to replace the VEH 
C stated C want to talk to oomeone aboot tt 

CRR-AS informed C that case wil be reopened and someone will cootact C by the end of business day December 12, 2017 regarding to C's concern 

C understood and ap!)(eciated the assistance 

Besl oontacl# 5166982160 

Call ended mutualy 

Created Bv: Pet1ePIY Kjgd 112/11/201710:58 AMI 
... (Added after the case is closed.] •-
New Fed 

Created By: DeHenry Kidd (1218/2017 10:42 AM) 
.... Closing case Notes--

Customer Name: SUsan-
Phone#: 

Arbs-OK called customer to discuss case, arbs informed customer after the review there were no defects k>und with the vehicle. The vehicle's braking technology system was tested and inspected and found to be fulty 
ft.alctional. The DTS could not rfl)licate the customer's concern. No DTCs or events were reoorded. 

Customer was not happy with the decision slating that it does not happen all the time. Customer stated that customer was not going to drive the vehicle because customer does not feel safe in the w,hicle and does not 
want to hurt anyone or hurt herself. Customer stated that she see this all over the internet and know this is a problem. CUstomer stated that customer will have to get an attorney involved since Njssan is not willing to help 
customer. 

Customer was sent a letter in regards to their case 

Fedel<# 770942052232 

Arbs is closing case 

Created Bv: Pet1eOIY Kjgd 112/5/2017 9:13 AMI 
Arbs caBed customer at 906am to discuss case, arbs informed customer that the report has been received and once a decision has been made arbs wil contact customer. 

Created Bv: Samara Adamsop (1215/2017 8:02 AM} 
SCRR-BA received inbound call from C who provided Case# 
SCRR-BA authenticated name, address, tel 

C states C has not heard from specialist 
C states there was a message left, C called back, no one has returned C's call 
C states C is becoming frustrated with process, because of lack of communication, while C 
is paying for VEH that is at DLRSHP and cannot be driw,n 

g~ C:;!-~ AJ £jj I ~C::~~s in FL 

C wants VEH back, C is asking for a resolution 
call ended mutually 

Created By~ Daniela Ah!Gbiey (11/27/2017 8:41 AM) 
CRR-DA VERIAED Account Info including: C's name, home address, phone# & best contact# 
CRR-DA VERIAED VEH Info ind uding: VIN#, Current Mi eage 
CRR-DA CHECKED for open recals/C!llll)8igns and found: 0 
CRR-DA CHECKED previous RElA TEO Cases and found: 0 

g::g: ~~~~=~d call from: wife SUsan-

C advised that C has been waiting quite some time to have a decision 
C advised C is frustrated 
C advised C is tired of eve,ything being top secret 

CRR-DA apoiig ized to C and advised C that ARBS will contad C by COB 12/5/17 

C advised C will be out of town 

CRR-DA inquired what the besl# to cootact C wil be 
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Cadvised 

CRR-DA offered further assistance 

C declined 

Call ended mutualy 

Created By: DeHenry Kidd (1112712017 7:38 AM) 

(516)-
• Susan 

■ 

Arbs caBed customer at 738am to discuss case, arbs left a message iniorming customer that the report has been received and once a decision has been made arbs will contact. 

Created By: DeHenry Kidd (11/2712017 7:32 AM) 
Arbs-l)K received an emai from DTS stating tllat tile ilspectioo is completed. Ams is now waiting on a decisioo from PL 

Created By:~ (11/241201710:44 AM) 
SCRR-DB t- <Ne< call from CRR-AO 
SCRR-DB introduced self as supervis«. 
SCRR-DB coofirmed speaking with Miss-
C stated yes. 
C stated C has not had VEH for over a montll now. 
C stated C undefstands tllat case is still open and C wants to know wily C hasn't heard back. 
C stated tech looked at VEH oo Monday and this should not take more tl1an a weett to call us. 
C stated VEH obviously cannot be fixed or rt already would have been 
C stated tech did not tell DlRSHP anything. 
C stated C wants one montl1 paid on lease for C as C hasn\ had VEH in a long time now. 
C stated VEH was -ed to be brand new. 
C stated C needs~ for tllis. 

SCRR-DB explained tllat case is owned by an escalated department 
SCRR-DB explained tllat follow up date cannot be edrted. 
SCRR-DB explained tllat once agent contads C, agent will leave C witll a direct cootact nwnbe<. 
SCRR-DB explained tllat cannot provide tllis numbe< until agent has provided it to C. 

C stated can C have this numlJer? 
C stated what is tile big secret? 
C stated is C cali ng tile CIA? 
C stated C needs phone number and will not take no for an answer. 

SCRR-08 apologized and explained carvx>t provide this number as this is the policy. 
SCRR-DB explained tllat once agent has cootacted C, a direct phone number could be provided at tllat time. 

C stated not acceptable. 
C stated C is going on vacation in 8 days and requires answer now. 
C stated C will not wait 
C stated C is not crazy, SCRR-DB is crazy. 
C stated C needs phone number and will nto believe tllat agent does not have a phone number. 

SCRR-DB explained tllat agent does have phone, but number cannot be provided to C. 
SCRR-DB apologized but explained to C tllat SCRR-OB can send emai and request soone< call back but cannot garuntee. 

C stated ij C does not hear back by tile end ol tile day, C will contact attorney. 
C stated Cs brother is an attorney and this is right up his alley. 
C stated C will go to BBB. 

SCRR-DB explained tllat tllis is C's right as a consumer. 
SCRR-DB explained tllat ij C does end up seeking legal representation, C should submrt lette< ol representation. 

C stated attorney wil know what to do. 
C stated goodbye tllen. 

C disoonnected tile call. 

SCRR-DB was not able to offer case number, agent ID and name. 
SCRR-DB was not able to offer furthe< assistance 
SCRR-DB was not able to brand call. 

Created By: Amaka Okafo, (1 112412017 10:24 AM) 
CRR-AO VERIFIED Account Info including: C's name, home & emai address, phone# & best cootact# (516-
CRR-AO CHECKED for open recalls/campaigns and found: 0 
CRR-AO CHECKED for previous UNRELATED Cose(s) and found: 0 
ORR-AO CHECKED for previous RELATED Case(s) and found: 0 
CRR-AO NOTED Concern is: CASE FOUOW UP 

CRR-AO received inbound call from C 

C stated tech was at DlR on Monday 
C stated C doesn1 know what's going oo 
C stated C is paying for VEH 
C stated C has a lease on VEH 
C stated C has left 3 vmx for cal back 
C stated C hasn1 received any follow up 
C stated DLR where VEH is hasn, told C anything aboot VEH as -
C stated C IS being cootacted and doesn\ know what's going on witll case 

CRR-AO apologized 
CRR-AO advised C tllat case is being handled by a different department 
CRR-AO advised C tllat agent would be contacted 

C stated r-ted cootact numbe< for agent 

ORR-AO advised C that ar--ao is unable t provide C with number 

C stated C needs a supe,visor 

CRR-AO noted 
CRR-AO handed call to SORR-OB 

Created By= Ki09ftley lail@o (11/21/2017 4:03 PM} 
CRR-KI <VERIFIED> Account Info including: C's name, home address 
CRR-KI CHECKED for previous UNRELATED Case(s) and found: 0 
ORR-Kl CHECKED previous RELATED Case(s) and found: 0 
CRR-KI NOTED concern is: case follow-up 
CRR-KI received an inbound call from C 

C called providing case number 
C stated tllat C would like an update on tile case 
C was ink>rmed of case open status and follow-op date 
C called asking NNA to intervene and contact C immediately based on the concern 

ORR-Kl asked C if any more assistance is requi"ed 
CRR-KI informed C tllat case would be documented 

C understood and appreciated tile assistance 
CRR-KI provided name 
Call ended mutualy 

Created By: DeHenry Kidd (11/31201 7 4 :33 PM) 
Arbs has called customer and tile Dealer to lettllem krcwtlle inspection date set for 11/20 at 10am EST 
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Created Bv: Qet1epcy Kjdd '1112/201710:05 AM) 
Arbs has requested OTS inspection on customer vehicle arbs is waiting on date and time 

Created By: DeHenry Kidd (1112/201710:03 AM) 
Verified Name Address Phone# VIN Mileage Responsible Deale< 

Checked for open Recals/Campaigns: Nooe 

• C states that C was driving on Lenox road/HWY travelling approximately 35 rrc,ll. 
• How many lanes was the road and in each direction? 4 
• Is the road dMded by a concrete barrier, grass median« turning lane: yes 
• Which lane where you traveling in? right 
• Whe<e th..-e any vehicles to your left or right? no 
• How tar were you from the vehicle in !root of you? no 

I • Was the road grade level on an incline or decline? flat 
• Is the road conditioo newly paved, moderate or poor in condttion? Newly Paved 
• Did the incident ocox in a oons1ruction zone? No 
• Whe<e you accelerating, coasting, brakr,g 0< cruising (maintaining speed)? Cruising 
• Just before the incident occurred. was the orientation of the steering wheel and the vehide in a straight line? yes 
• Weather: dear 

Customer stated from the times it happen customer notices it in school areas, customer stated that it does not happen al the time, but it does happen. Customer state there used to be red light ticking camera's in that 
area but they banded them. Customer does not know if the cameras still but something is triggering the FEB to engage. Custom..- stated that the vehicle is at the deal..-sllip now. 

A~K in1onned custom..- that Albs would setup an inspection. ~K stated once arbs has the date Albs will let the d.-and customer know. 

Created By: Samantha Dixon (11/1/2017 11:20 AM) 
- Vehicle concerns-Fo,ward Emergency Braking 

Created By: Amanda Yett (11/1/2017 9:18 AM} 

RCAS-AY pjaced outbound call to c ◄ 111111. 
RCAS-AY advised cal may be reoorde!l 1U1 \.fUcllllY c111U training purposes. 
RCAS-AY advised caling on behalf of RCAS-MSwno is out of office. 
RCAS-AY advised need to ask some questions. 

RCAS-A Y filled out UR form. 

C stated incident has occurred 6x. 
C stated C bought veh in August 
C stated veh was sitting for 12 days. 
C stated 1x happened in September. 
C stated during last time, tt occurred by a sdlool/cllurch. 
C stated that there used to be a red light camera th..-e. 
C stated that there is stil an alert system there. 
C stated that it also has happened by another scllooj, not in C's town. 
C stated that it happened 2x last Friday by a school, at 9:30 AM and 2:30 PM 
C stated that school is on South Oyster Bay Road in Hicksville, NY. 

RCA>A Y advised "Thank you for the information. A Nissan/lnmiti representative will call you within 3 buS.ness days after the representative receives the case. Please allow for a minimum of 30 rrinutes dll'ing that call so 
the representative may best understand the whoje sttuation. Is■■■■ the best number to reach you?" 

✓ ~ =ed"'::.rt OTS inspectioo. 

RCAS-AY advised RCAS-MS is lookilg into that but is currently out of the office. 
RCAS-AY advised RCAS-MS will be in contact with C when RC~S returns. 

C stated that OLR wanted C th..-e to road test veh. 
C stated that it does not happen every single time. 
C stated that it would be great if tt happens on road test but C is not expecting much. 
C lllderstood. 
C asked if other people were experiencing this coocem. 

RCAS-A Y advised unable to provide that information. 

C lllderstood. 

RCAS--AY thanked C for C's time and advised a representative wil be in oontact soon. 

C stated C was getting a loan..- veh today. 
C stated that C is all good. 

RCAS-A Y thanked C for C's time. 

Call ended mutualy. 

✓ Created By: Markita Scott (10/31/2017 4:29 PM) 
RC~S sent e-mail to S~Alex on 10/31/2017 at 4:28pm asking if CUstomer can be piaced in a loan..-vehiclewhile DTS inspection gets set up. 

✓ Created By: Marktta Scott (10/31/2017 4:28 PM) 
RC~S VERIFIED C's name, mailing address, e-mail, phone#, vehicle 
RC~S CHECKED for open recalls/campaigns and found: None 
Previous UN RELATED Case(s} Found: None 
Previous RELATED Case(s) Found: Nooe 
RC~S ADVISED 'Tois call may be reoorded for qualtty and training purposes.' 

RC~S pjaced outlxlund call to Custom..-'s wife.-- on 10/31/2017 at 4:04pm. 

RC~S stated that RCAS-MS is Custom..-'s Regional Coosumer Affairs Case Manager and in short, that means that RCAS-MS is Custom..-'s point of contact with Nissan Corporate regarding Customer's concerns°' 
questions with vehicle o, OLR. 
RC~S provided direct cootact informatioo. 
RC~S confirmed CUstome(s concern. 
RC~S asked Customer if the vehicle is coming to a IIAI stop. 

Customer stated that CUstomer is doing about ¼ of a stop. 
Customer stated that the anti-lod< brakes are lacking in whi e Custom..- is driving. 
Customer stated that the vehicle doesn't stop completely but like a cease go. 
Customer stated that CUstorn..-doesni drive taste< than 35 mph. 

RCAS--MS asked Customer if the concern happens every time that the vehicle is driven or intermittently. 

Customer stated that CUstorn..-has had vehicle since the end of July and the concern has happened about six times to◄al. 
CUstomer stated that the concern happens five out of six times near a school. 
Customer stated that the beep wil happen and then the vehicle will slow. 
CUstomer stated that it as if there is something is aroood but there is nothilg around. 

RC~S thanked CUstorn..-for being so specific. 
RC~S asked Custom..- where the vehicle is at currently. 

Customer stated that the vehicle is currently with CUstomer. 
Customer stated that the OLR compjeted a diagnosis and test drove the vehicle but was unable to find anything. 
Customer stated that SM-Alex test drove with the vehicle but the coocem was not dupjicated. 
Customer stated that CUstorner is scared to drive the veNcle at this point. 
Custom..- stated that this is Custom..-'s 4th Rogue and CUstorn..-s are Nissan loyal. 
Customer stated that SM-Alex reoon an ie.lded that Customer contact NNA.. 

RC~S und..-stood. 
RC~S thanked CUstorn..-for the information. 
RC~S is going to fo41ow up with S~Alex and ask that Custom..- be pjace in a loan..-vehicle while R~S gets an inspection set up with the area DTS. 

CUstomer understood. 
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RC~S stated that RCAS-MS will get the inspection set up and will follow up with Customer with a date and time no late, than 11/02/2017. 

Customer understood. 

RC~S asked Customer if Customer has arry questions at this time. 

Customer declined. 
Customer thanked RCAS-MS. 

Call ended mutualy. 

✓ ~~~:~~~a;::/~
0
sttJ1..:x

1
~)~;~~~t a 31am asking fo, infoonatioo regarding vehicle. 

Created By~ Hariot Pbind3a ~10/30/2017 4:56 PM) 
•-CASE SUMMARY-

ORR-HO lranslening case to RCAS 

Created By~ Hariot Pbi003a ~10/30/2017 4:55 PM) 
CRR-HO VERIFIED Account infoonatioo including: C's name, home and email address and best cootact# 
ORR-HO VERIFIED VEH lnfonnation including: VIN #, CUrrent Mileage 

ORR-HO CHECKED tor open recalls/campaigns and found: 
CRR-HO CHECKED tor previous UNRELA TEO Csse(s) and found: 
ORR-HO CHECKED previous RELATED Case(s) and found: 

ORR-HO received inboood call from C Mrs.- called oo behal, ul now known as C 
C sta~ leased 2017 Nissan rogue., august 
C stated between 25 and 35 MPH Brakes never goes to full stop but slows down 
C stated C went to DtRSHP 
C stated OLRSHP tad they fixed rt 
C stated rt happened again afte< several weeks 
C stated OLRSHP diagnosed the VEH rm, 
C stated OLRSHP said they-e unable to find anything 
C stated C had 4 Nissan Rogues 
C stated C's husband had 2 Pathfinde<s and 1 Mtrano 
C stated C's daughte< ha"" 1 Altima 
C stated C was told to call NNA CA and open up a case# 
C stated C wants this YEH to be fixed 

CRR-HO stated case will be lransfe<red to RCAS to< further review 
ORR-HO stated C will be contacted tomorrow before the end of the bus,ness day 
CRR-HO asked C if the<e was anything else ORR-HD could assist with. 

C declined. 

ORR-HO provided C with agent's name and I~ and case number:­

C understood 

Call ended mutualy. 

BEST CONTACT: (516-

Case Categorizations 

Page 6 of 6 

Case Categorizacons Help 

Adion ~ ~ # c..tego,y Description Subcatego,y Description Symptom Description Majo,C-C-~ Dale Sy-C- c.oegory ~ Subcategory C- Concern C-

Forms 

Action Fonn -A Back To Top 

NISSAN PRODUCT INQUIRIES ROGUE GENERAL INQUIRY QF 11/13/2017 ZR AZ 270500 OF 

Request Type 

IIR 

C<Nted By 

Amanda Yett 11/1/2017 9:18 AM 

Atways show me more records per related list 

Copyright© 2000-2020 salesforce.com, inc. Al rights reserved. I friYaGY Statement 1 5emritv Statement I Jerros or I J&e 1 508 Comotiaore 

Created Date 

11/1/2017 

FonnsHelp 
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• Search ... Search Derek Latta Help & Training All Tabs 

Home Accounts Ideas Dealer Locator Literature Requests Console Cases Home Reports Dashboards Articles Profile Feed Profile OVen,iew Comments Export Warrant) 

- Customize Page I Printable Vrew I Help for this Page 

Show Feed 

Case ~""Y I/it! I Case ConYnents ~ I c..,.. Categorizations W I ,E= W 

Case Detail 

Account Name 

Contact Email -Letter Se-nt Date 

Letter Received Date 

Follow Up Date 1/11/2018 

Supporting Documents 

CA Muttiple Repairs 

Social Media Involvement 

Martiz Custome< Id 

Case O#nH location Murfreesboro 

Texting Status 

Case Reopen Count 

J Reopen Case 11 Clone Closed Case J 

Case 0wne< ■ Brandoo Johnson 

Type CA 

Case Origin 

Executive Refenal 

Exee>Received-Oa.te 

Phone 

Status Closed 

Datelrme Opened 10/30/2017 4:40 PM 

Datetrme Closed 1/10/2018 8:58 AM 

Multiple Repairs No 

Executive Summary 

Executive Actions To Resolve 

Description Consumer Affairs Voluntary Settlement due to 2 repair visits with 5 days out of service due to FEB activating incorrectly at certain times 

Call Script 

Who contacted u.s? Consumer 

#Vehicles Owned 1 

Vd'liele Purchased New 

Pre-Owned Initial Mileage 

Current Mile- 11,797 

Incident Codes . IIR REQUIRED 

lncidef'lt Date 

Sent to legal 

Accident 

Asbag 

Fire 

IIR lndic.ator 

IIROate 

HR -

Vehicle Information 

Vehicle JN8AT2MVUrl 

Model Year 2017 

Make NISSAN 

Model Line ROGUE 

Model Code 22617 

Dealer Detai l 

ease Servicing Dealer COMMONWFAJ Il1 NISSAN 
Case Servicing Dealer Region Northeast Region 

Bluetooth 

Related Items 

Responsible District 12 

SharedWrth 

Phone Carrier 

Phone Manufacturer 

Reported From 

Issue Categories 

Approwd Ched< Reques1s $0.00 

https://nissanna.my.salesforce.com/5000G00001J5ikNQAR 

Vehicle Maintained Location Commonwealth Nissan 

Previous Repai.r Date 

Previous Repair Location 

Related Vehicle Make Nissan 

XTIME Appointment Numb« 

Rollowf' 

Property Damage 

Injury letter 

Nootber Injured 0 

RHR Started 12/21/2017 

RHR C«npleted 12/21/2017 

Customer Document Requested 

Date Requested 

Customer Document Received 

Date Received 

Part Numb« 1 

Beyond Basic Warranty Miles 1 O 

Beyond Basic Warranty Months1 

Beyond PT WalTal'lty Miles1 0 

Beyond PT Warranty Months 1 0 

Dat.aNet 

Oatanet Deal« Date 

Dealff Instructions Customer Contact 

Requested Dealer Action Please review. 

Bluetooth Ticket Status 

Phone Model 

Phone Operating System 

Goodwill Offered 

VCAH 

Goodwill Processed 0 

Vehicle Service Contract 

VSC Reprint Request Email 
.J 
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Sales & Service Campaign Specific Information 

Hot Alert Date 

LS Response rime 

Vert>atims 

Alert Trigger Verbatim 

Survey Verbatim 

Deale< Action History 

NNA Notes 

Customer Conversation Notes 

DTS Inspection 

Contact Name 

Home Phone 

Wodc.Phone 

Mobile Phone 

Email 

Attemate Email 

OTS Inspection Date OTS Inspection Date Confirmed? 

DTS Request Type Notes for OTS (Vehicle Concerns) 

Inspection Time/Notes Appointment Time: 

System Information 

Subject 

Created By 

Last Mocfrfied By 

Notes to Agent 

CUSTOMER:­
JN8AT2MV1~ 

Rebecca Blanchard 10/30/2017 4:40 PM 

NNAill, 12/13/2018 9:24 PM 

Case Record Type CA Oosed Case 

Days Closed 874 

Action c- NT 40 

What action was taken? 40 Customer Refused Assistance 

Agent Comments 

Agent Comments FEB case. Submij IIR. E-mail sent to SM at DLR. 

Agent Next Step 

VIN: Root Cause 

Root Cause Code 

Root Cause Code (2) 

Document ID 

I Reopen Case I ! Clone Closed Case! 

Case History 

Dale 

1/10/2018 8 :58 AM 

1/8/2018 3:41 PM 

1/4/2018 8:19 AM 

1/4/2018 8 :14 AM 

Show more • I~ 

Case Comments 

Pubic Comment 

Iker 

Brandoo Johnson 

Brandoo Johnson 

Chad Alsup 

Brandoo Johnson 

✓ Created By: Brandon Johnson (1/10/2018 8:57 AM) 
ARBS closing C's case as C refused further assistance. 

Created By: Brandon Johnson (1/10/2018 8 :56 AMI 
ARBS nomg ARBS email to C : 

Action 

Changed Status from Open to Closed. 

Closed. 

Changed Follow Up Date from 1/9/2018 to 1/11/2018. 

Changed Description. 

Changed Follow Up Date from 1/4/2018 to 1/9/2018. 

-

SCIN 

Understood, then at this time there would be no further assistance I can offer. If you are seeking legal action please have your attorney send in a letter of rejlresentation to: 

✓ Nissan North America Inc. 
Consumer Affairs 
P.O. Box 685001 
Franklin, TN 37068 

Someone from the appropriate team wil get il contact with your attorney once a letter of representation is received. 

Created By: Brandon Johnson (1/10/2018 8:53 AM) 
✓ ARBS nomg C email to ARBS: 

I fully understand that and ij is me. 
Created Bv: Rrandop Johnson 11/10/2018 8:53 AM) 

✓ ARBS nomg ARBS email to C: 

That is your right not to sign but, without that bes,g signed and returned I cannot proceed with the reimbursement process. 

Created Bv: Rrandop Johnson 11/10/2018 8:53 AM) 
✓ ARBS nomg email from C via C's email of kbirchmore@mpiua.com. 

We have ~ the document with an attorney who has advised us to NOT sign this document 

Created By: Brandon Johnson (1/8/2018 3:39 PM} 
ARBS attached the settlement letter to be sent to C. 

✓ ARBS sent settlement letter to C for C and C's husband to sign and notarize the foon. 

ARBS setting case for 1/11/2018 to wait for settlement le tt..- from C. 

Created By: Brandon Johnson (1/8/2018 3:19 PM} 
✓ ARBS reviewed registratioo sent from C with ORT-CA. 

ORT-CA stated that both C's would have to sign settlement foon. 

✓ Created By: Brandon Johnson (1/8/2018 8 :17 AM) 
ARBS emailed C requesting a ful copy of C's veh registration and a copy of the veh title. 

✓ Created By: Brandon Johnson (1/8/2018 8:14 AM) 
ARBS attached veh registration from C. 

✓ Created By: Brandon Johnson (1/4/2018 8 :49 AMI 
ARBS nomg ARBS email to C : 
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Please send me the registration for your 201 7 Rogue in question. 
Once I receive that I will be able to send you that letter to sign and notarize. 

Created By: Brandon Johnsori (11412018 8:46 AMI 
ARBS placed outbound call toll ••••••••••. 
ARBS stated that ARBS ~ a copy 01 l. s ven reg1suauon ana ror 1,,.; to sign. 
ARBS stated that ARBS would also need C to sign and notarize a settlement letter. 
C understood and C/s for ARBS to send that C to via C's email: 
ARBS understood and call ended. 

Created By:~ (1/412018 8:19 AM) 
IIR-FE~ EST 

Created Bv: Hrnodop i9bD"90 111412018 8:13 AMI 
ARBS subrritted check in the amount of $1,645.41 payable to C. 
CST #: CST00144962. 

Created By~ Brandon Johmoo '11412018 7:57 AM) 
ARBS notilg ARBS re;mbursing C fo, three months veh payment. 
(548.47 x 3= 1,645.41) pe,NMAC payment hislo,y. 

Created By: Brandon Johnson (112/201 8 11:53 AMI 
ARBS attached payment histo,y from NMAC. 

__ Created By: Brandon Johnson (121291201 7 8:39 AMI 
ARBS setting case for 114/2018 to watt for further info<mation from C and NMAC. 

Created By: Brandon Johnson (121291201 7 8 :36 AMI 
ARBS notilg ARBS email to NMAC via NMACMOl1eyPayoffRequest@nis~sa.com: 

Could you please provide me with so,ne type of receipt or conformation amount of the last three months payments on the above custome(s lease veh. 

Created By~ Rrapdop Jph03ni 2/29/2017 8:35 Ai 
ARBS placed outbound call to 
ARBS stated that ARBS had a uoon on me repu ase or repiacement review for C. 

Page 3 of 6 

ARBS stated NNA is not in a position to offer a repurchase or replacement of this vehicle, as the vehicle has not been subject to an unreasonable number of repai" attempts for any warrantable concerns that would 
substantially inpair this vehicle. NNA will oonooue to honor the teoms and cooditions of all applicable warranties. 
ARBS apologized and ARBS stated that NNA could keep C in a rental veh until a fix was found for C's veh concern and ARBS oould remburse C for a couple of month's payments. 
C/s that C would have to dleck around to the local OLRs in C's area to see if there was a comparable rental veil. 
ARBS understood and ARBS stated for C to cootact ARBS i C lound that and ARBS could cootact DLR to make DLR aware of sttuation and that the rental veh would be approved until a fix was tound. 
C understood and ARBS asked for receipts for ttvee months veh payment. 
ARBS stated that ARBS could reimburse C for the trouble that Chad wtth C's veil. 
C/s that the veh was a lease through NMAC. 
ARBS stated that ARBS would lry to get that info<mation ttvough NMAC. 
C understood and C/s that C would check for rental vehs at DtR. 
ARBS understood and call ended. 

Created Bv: i awanda H@dley 11212212017 8:00 AM) I Last Modified By: i awanda Hll!diltY 1121221201 7 8 :00 AMI 
ARBSnotes: 
Total Days Down: 5 Days Down 
2 visits with O ~rs related to front emergency brake system oomes on when nothing is in front of the veh 

ARBS notes based on a good faith review, NNA is not in a position to offer a repurchase Of' replacement of this vehide, as the vehide has not been subject to an unreasonable number of repair attefll)ts for any 
warrantable concerns that would substantially impair this vehicle. NNA will oontinue to honor the temis and conditions of all applicable warranties. 

Created By: I awanda BmcUey (12122/2017 7:59 AM} 
ARBSnotes: 
10/30,l17@10,717 miles .. ..• R0-.4 Days Down 
1. CS veh auto brakes for no ~ ching lanes with no blinker, no warning sound. 
1. Road tested and unable to dupicate. Nissan engineer inspected and road tested, appt set up for 11121 to meet with custo,ner. 

~ ~ 1~~=:1~;~2!11 ££a,=. ~ng in front of veil. 
1.DTS inspected veh and road tested wl C to place where incident occurred. Unable to duplicate 

Created By: Lawanda B<adley 112122/2017 7:59 AM) 
ARBSnotes: 
In service date: 04123/2017 
State: Massachusetts 
NMACLease 

1 ADDITIONAI.CASES ~ UN 
1 TECH LINE CASE FOUND 
1 DTS FOUN~ NERDT er e , fnspectiondate 11/21/2017 
NO VSC's FOUND 
NO WARRANTY CASES FOUND 

Created By: Brandon Johnson (1212112017 3 :47 PM) 
ARBS emailed ORT-CA and ORT-AM requesting an ARBS agent review the RHR attached to case. 

Created By: Nicki Barror (1212112017 3:40 PM) 
ORTS attached RHR 

Created By: Nicki Bauor (12121/2017 12:09 PM) 
ORTS attached RO's dlr 5307 

Created By: Nicki Bauor (121211201111:10 AM} 
ORTS called d~ 5307 fo, RO's, David faxing. 

Created By: Brandon lohMOO (12/21/2017 10:41 AM) 
ARBS sublritted tasks for ORTS-NB to gather ROs and create the RHR. 

ARBS setting case to, 12/29/2017 to watt for RHR creation to be corrc,reted. 

Created By: Brandon Johnson (121211201 7 10:37 AMI 

~~~~ ~~= =~ ~-,2i!J JJ £ 2 ii Lill 112£ ! £££, on which route to go with C's ciaim. 
ARBS explained C's options as that NNA could review for a repurchase/replacement on C's veh whidl was a ten day review and not a guarantee for repurchase or replacement 
ARBS stated or C could stay in rental veh until a fix is found and NNA could reimbtne C fOf MO Of' three month's veh payments. 
C/s that C would like to review C's veh fo, a ~acerneot. 
ARBS understood and ARBS stated that ARBS would start that process. 
ARBS stated that ARBS would folow up with C when ARBS had further updates. 
ARBS asked ij C had ARBS direct line. 
C/s that C did and call ended. 

Created By~ BrandM Johmoo ,1212012011 8:56 AM) 
... (Added after the case is closed.] •-
ARBS received vmx from C. 

Created By: Brandon Johnson (1211812017 8 :21 AMI I Last Modified By: Brandon Johnson (12118/2017 8:21 AM) 
ARBS closing C's case pending C contact. 

Created By: Brandon Johnson (12114120171 ,43 PM) -~~~; ~~= ~~:~~to"°' Sara t°'" L °" 2 2 SJ ,le lo con~:~;. ciaim. 
ARBS stated that i ARBS did not hear from C by 12118/2017 ARBSwoold be forced to close C's case. 
ARBS provided ARBS contact# and holn of operation. 
Vmxended. 

Created By: Brandon Johmoo ,1211312011 1:.41 PM} 
ARBS setting case fo, 12/14/2017 to follow up with C to Chow C would like to proceed with C's case. 

Created By: Brandon Johnson (12113/20171 :39 PM) 

~~~~ ~~:' :cu:u~:~~ .J && !JI k!iiit 
ARBS provided ARBS direct i ne and hours of operation. 
Vmxended. 
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Created Bv: Rrandop Johnson 112/1112017 8:27 AM) I Last Modified Bv: Rrandop Johnwo 112/1312017 7:41 AM) 
•1211312011• 

Created By: Brandon Johnson (12/1112017 8:26 AM) 

~~~~ ~~= =~.=:be lii!J iii!ii211J 12 LI M!Jik 
ARBS stated that C's coocem was not something that NNA had a fix for at this time. 
ARBS stated that NNA would like to offer C two options. 
ARBS stated that NNA could review lo, a reptXchase/rei,jacement on C's veil. 
ARBS stated or C could stay in rental veh until a fix is found and NNA could reimbtne C for two or three month's veh payments. 
ARBS asked which C would like to do? 
C/s that C did not know, C/s that C would like to talk that over with C's husband and get back with ARBS. 
ARBS understood and ARBS stated rt ARBS did not hear from C ARBS would contact C back on 12/18/2017. 
C undefstood and call ended. 

Created By: Brandon Johnson (12/M!0171 :51 PM) 
ARBS setting case for 12/11/2017 fo, ARBS to follow up with C. 

Created By: Brandon Johnson (1ml201 7 1:51 PM) 

~~~~ ~~==~~.:a :S ilit!i ii!£1!12£1 £LI l2iii. 
ARBS provided C with ARBS contact# and hours of operation. 
Vmxended➔ 

Created By: Brandon Johnson (12/712017 3:48 PM) 
ARBS reviewed case with ORT-FD. 

DRT-FO slated to determine what the customer was seeking from NNA. 

andleftvmx. 

ORT -FO slated that NNA oou1d review for a repurchase/replacement (send to ORT support for RHR to be completed). 
DRT-FO slated o, C could stay in rental veh until a fix is found and NNA could reimlJurse C tor two or three months veil payments! 

Created By: Brandon Johnson (12/712017 7:54 AM) 
ARBS attached PL resolution letter. 

ARBS sent PL resolution to DRT-FO for further review on how to proceed with case. 

Created Bv: Rrandop Johnson 112/5/2017 8 :17 AM) 
ARBS setting case for 12/11/2017 to wait for Pl resolution. 

Created Bv: Rrondop Johnson 11112712017 7:21 AM) 
ARBS received email from OTS-PM stating that IIR had been uploaded to the Fri' site. 

ARBS setting case for 12/5/2017 to wait for Pl resolution. 

Created By: Brandon Johnson (1112012017 8:44 AM) 
ARBS setting case for 12/1/2017 for inspection to be completed. 

Created By: Brandon Johnson (1112012017 8:42 AM) 

~~~~ ~~=~-=~:..22" u ii : lbil :: 11 a a £L1~t ~~~OMMONWEAL TH NISSAN. 
ARBS stated that DlR SM-ON had been made aware of inspection date and time. 
ARBS stated after inspection was completed NNA had two to four weeks to review the inspection report. 
ARBS provided ARBS contact# and hotrs of operation. 
ARBS stated that ARBS would be 000 on 11123 and 11124 for the Thanksgiving hojiday. 
Vmxended. 

Created Bv: Rrandop Johnson 111121201 7 2:30 PM) 
ARBS setting case for 11/20/2017 fo, ARBS to remind C of inspection appointmeol 

Created Bv: Rrandop Johnson 1111212017 2 :28 PM) 
ARBS placed outbound call to DLR-COMMONWEALTH NISSAN@ - and Sl)()l<e with SM-David Nadeau. 
ARBS had an inspection date and time ol 11121117 at 9:00 AM EST at~ L TH NISSAN. 
ARBS stated that was with 0~. 
SM stated that SM was aware and SM had contacted OTS to confirm. 
ARBS understood and call ended. 

Created By: Brandon Johnson (11121201 7 2:14 PM) 

~~~~ == ~~~ ~~ ~" l!iii£! J£ lJ JliJ ii j jjj jj j, ii •. oo AM EST at DLR- COMMONWEAL TH NISSAN. 
C undefstood and C/s that would wor1< for C. 
ARBS understood and ARBS stated that ARBS would let DLR SM know. 
C undefstood and ARBS asked rt C would fike for ARBS to contact C the date belore the inspection to remind C? 
C agreed and call ended. 

Created By: Brandon Johnson (11121201710:55 AM) 
ARBS submitted OTS request. 

Created By: Brandon Johnson (11121201 710:52 AM) 

~~~~ ~~= ~~~::~ .. £ 1££ liiiiil&ii LI JiJ £ Mli&le probe. 
C agreed and ARBS completed probe questions. 

C/s that C's husband was driving on Water St in HaverviU, MA.. 
C/s that C's husband was go,ng aroond 30 mph. 

C/s that out of nowhere the veil started beeping and the veil then braked oo ~s own. 
C/s that after the veh braked on its own the vehs service screen showed a malfi.llction error on the screen. •photo in email attachments of case.• 
C/s that there were no other vehs in the area or aroood C's husband. 

C/s that the concern had happened to C once before but the veil did not fully brake on C. 

C/s that C would like the veh inspected due to the braking ooncems on C's veh. 

ARBS understood and ARBS apologized for C's veil concerns. 
ARBS stated that NNA would like to send an inspecto, to loo« at C's veh. 
ARBS stated that the NNA IIR process was a six to eight week long process. 
ARBS stated ~ could be two to four weeks betore NNA could get an inspecto, out to look at C's veil. 
ARBS stated that afte< inspection was completed NNA had two to folr weeks to review the inspection report. 
ARBS stated that dumg NNA IIR inspection process NNA did not cover rental, sto,age, ()( towing fees. 
ARBS stated ff C did incur those fees and NNA found some type of manu1acturer's defect on C's veh, NNA could reimburse C for those fees. 

C unde<stood and ARBS slated that ARBS woo1d reach out to the inspecto, tor a date and time tor the inspection at DLR-COMMONWEAL TH NISSAN. 
ARBS slated .. soon .. ARBS had further information for C on the date and time for the inspection ARBS would contact C back. 
C understood and call ended. 

Created By~ Rrandop lohMOO (1112/2017 9:48 AM) 
ARBS received vmx from C. 

_. Created Bv: Rrandop Johnson 111121201 7 9 :06 AM) 
ARBS setting case for 11/3/2017 fo, ARBS to follow up with C. 

Created By: Brandon Johnson (111212017 9 :05 AM) 
Kristine Birchmo,e 

ARBS-BJ called customer no answer was m-ARBS left a message stating name and numb..- for C to call ARBS back 

- Created By~ Rrandop lohMOO (1112/2017 9:05 AM) 

vmxended. 

-- ARBS RECEIVED CASE, UNDER REVIEW, PENDING PROBE VERIFICATION-•---------

Created By~ Samantha Pix@ 1111112011 3:34 PM) 
IIR rejected- OWners contact iniormation is missing from IIR probe. Please oorrect and resubmit 

Created Bv: Amanda Yett (11/1/2017 2:43 PM) 
RCAS-A Y sent email to TL-GD and SRCAS-JW requesting next steps. 

Created By: Amanda Yett (11/112017 2 :40 PM) 
RCAS-AY re<eived inbound call from DTS-PM. 
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DTS-PM advised was at DlR today to look at w:ll. 
DTS-PM advised FEB wOll<ed 3x in 1 drivilg cycle. 
DTS-PM advised C's concerns seem to be with lane departure warning. 
DTS-PM advised no lane del)arrure prevention. 
DTS-PM advised w:n does not have lane departure prevention. 
DTS-PM advised if weaving in and oot of cars at high speeds, tt will beep and apply the brakes. 
DTS-PM advised C may need to tum off system in instrument cluster. 
DTS-PM advised codes that were stored are with radar which has to do with heavy rai1 or a lot of leaves on the road. 
DTS-PM advised there was another code having to do wtth how many times feb triggered. 
DTS-PM advised would like to meet with custome,, walk them through OM and describe system to C. 

RCAS-AY advised wil consult with TL-GD and RCAS-MS for next steps. 

✓ ~~~~~~.•:t1Tff~ 1
~

1
,::~ ~~~~lo and resubmitted. 

Create<I By~ Samantha mxoo 111111201111:11 AM) 
Vehide cooce~ Emergency Braking 

Created Bv: Amanda Yett (11/1/2017 8 :56 AM} 
RCAS-A y received inbound call from C-Kristine Birchmore. 
RCAS-AY advised cal may be re<aded for qualtty and training purposes. 
RCAS-A Y advised caling oo behalf of RCAS-MS, C's case manager. 
RCAS-AY advised RCAS-MS is oot of office. 
RCAS-A Y advised needs to ask C a few questions. 
RCAS-AY completed IIR form. 
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RCA>A Y advised "Thank you for the in1ormation. A Nissan/lnmiti representative will cal you within 3 business days after the representative receives the case. Please allow for a minimum of 30 minutes during that call so 
the representative may best understand the whole situation. ls■■■■I the best nurnller to reach you?" 

.,. C confinmed. 
C stated that C's husband was driving in this particular incident. 
C advised C's husband can be reached at 

RCAS-A Y al)Ologized for C's experience and advised someone will be in touch sho<t!y. 

Cundefstood. 

RCAS-AY thanked C for C's time. 

Call ended mutualy. 

Created By: Amanda Yett (11/1/2017 8 :43 AM} I Last Modified By: Amanda Yett (11/1/2017 8:43 AM) 

✓ ~g~~ :':i~g ~)ld~'sli;:~w:,c:;: ~=referred to as C@ 

RCAS-AY requested calback when C had a few moments to speak. 

✓ Created By: Markrta Scott (11/1/2017 6:59 AM} 
RCAS-MS consulted TL-GO regarding direction for case movement. 

Created By: Markrta Scott (11/1/2017 6:58 AM} 
RCAS-MS VERIFIED C's name, mailing address, e-mail, phooe # , vehicle 
RCAS-MS CHECKED for open recalls/~ns and found: None 
Previous UNRELATED Case(s} Found: None 
Previous RELATED Case(s) Found:-
RCAS-MS ADVISED 'Tois call may~ for qualtty and training pt.rp00es." 

RCAS-MS placed ootbound call to Custome, • 1 on 10/31/2017 at 4:29pm. 

RCAS-MS stated that RCAS-MS is Customer's Regional Coosumer Affairs Case Manager and in short, that means that RCAS-MS is Customer's point of contact with Nissan Corporate regarding Customer's concerns or 
questioos with velwcle or DLR. 
RCAS-MS stated that RCAS-MS has a few questions to ask regl.-ding the concern that Customer has experienced with vehicle. 
RC~S asked Customer how often this concern has taken place. 

CUstomer indicates that it happened once to Qastomer and twice to Customer's wife. 
Customer stated that the lane departure doesn't really wor1<. 
Customer stated that the il umination near the mirrors works intermittenUy. 
CUstomer stated that the FEB concern is the main concern because the concern is a safety concern. 

RC~S confirmed that CUstomer is in a loaner vehicle currently. 

Customer agreed. 

RCAS-MS proceeded to ask IIR questions. 

Customer stated that CUstomer sent a picture to CRR-RB right after the most recent concern taking place. 
CUstomer stated that the C>Nner's Manual is extremety l.llclear on what direction to do~ the concern is taking place. 
Customer stated that all the Owners Manual tetls customers to do is to restart the velwcle. 

RCAS-MS understood. 
✓ RCAS-MS asked Customer when the most recent event took place. 

CUstomer stated that the last time that the ooncem happened was Sunday night aromd 5:30pm EST. 

RCAS-MS asked Customer for Customers wife's name and best contact information should tt be needed. 

Customefs wife provided name of Kristeen Birchmore and contact number o 

RCAS-MS asked Customer exactly what happens when the concern happens. 

Customers wife stated that CUstomer's wife will be driving and the vehicle will begin bee!)ing and then al of a sudden the vehide wil stow down but not completely come to a stop. 

RCAS-MS asked Customer if Customer's experience is sinilar. 

Customer stated that when Customer was driving, the vehicle did almost come to a complete stop. 

RCAS-MS understood. 
RCAS-MS stated that RCAS-MS will get the case moving fOl'WMI. 
RCAS-MS stated that CUstomerwill be contacted back within 1-3 business days tor additiooal questions. 
RCAS-MS stated that CUstomer' wife may also be contacted as Customers wife is the p(imary driver of the vehide. 

Customer understood. 

RCAS-MS provided direct cootact information. 

Customer thanked RCAS-MS. 

RCAS-MS stated that CUstomer can cootact RCAS-MS should any questions or concerns come up prior to contact t,e;ng made wtth Customer. 

Customer thanked RCAS-MS for al of the help. 

Cati ended mutualy. 

Created By: Markrta Scott (10/31/2017 7:56 AM} 
RCAS-MS received e-mail from S~ave with the following: 

✓ -Vehicle is at the DlR currenfly. 
-Customer is in a loaner vehicle. 
-The vehicle has been ~ested several times, however no successful duplication. 

✓ ~~~~~~m·:!:/1:;'llt!.~~~~1
~0~~~~ at 725am requesting that CUstomer be placed in a loaner vehicle and provided information regarding FEB direction currently. 

Created By~ BeWAA Blanchard ,10130120114:45 PM} 
'"CASE SUMMARY"' 
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SCRR-RB sending case to RCAS; DlR corrc,jaint regarding a Service Advisor 

BESTCONTACT#(781-

Created By: Rebecca Blanchard (10/30/2017 4:45 PM) 
SCRR-RB < VERIFIED> Account Info including: C's name, home & email address, phone# & best coolad# 
SCRR-RB VERIFIED YEH Info including: VIN#, Current Mileage 
SCRR-RB CHECKED for open recals/campaigns and found: 0 
SCRR-RB CHECKED for previous UNRELATED Case(s) and found: 0 
SCRR-RB CHECKED previous RELATED Case(s) and found: 0 

SCRR-RB NOTED concern is: DLR complaint 

SCRR-RB receilled inbound call from C 

C slated that C has been having off and on coocerns with the lane departure feature of the YEH 
C state that the FEB 'Mlich stops the YEH automaticaly has also been experiencing concerns 
C stated that rt has stopped the VEH a oouple of time with nothing in front of the YEH 
C stated last night at 5:30PM at 30 mph the YEH slarted beeping and the VEH stopped 
C slated that C desamed these concerns with C's wife 
C slated that today C called the DLR at 9:27 AM and spoke with SA-KRISTIN 
C slated that SA-K was not very frieodly no< did SA-K express concern for C's coocems 
C slated that the last time the VEH was taken to the DLR this concern was brought up but the notes did not speak to tt 
C slated that SA-K spoke to YEH having hiccups like this occasionaly 
C slated that C will take the VEH back when rt is safe to drive 
C stated that C advised SA-K that C would need a lone< YEH 
C stated that C wants this covered under warranty and C has deatt with other DLRs where this is procedure 
C stated that SA-K slated that SA-K was not sure ii a toner would be available 
C stated that C expressed that C would need some sort of accommodation 
C slated that C loves the YEH but just does not feel safe with rt 
C slated that C's wife then went into the DLR to p,ck the YEH up and the SA advised C that the diagnostics might not be covered by the warranty if the YEH had been in a cdlisioo 
C slated that the YEH had not been in an incident 
C slated that the SA advised C that the YEH diagnostics would still be something that might not be covered 
C slated that C believes tt should be covered regardless as the YEH is new and ~ has 10000 miles 
C stated that the SA has only been rude and not understanding 
C slated that C has neve, experienced this before at a DlR 
C stated that SA-K claimed that the YEH would not be at the DLR w,til s as claimed by C 
C stated that this is not true and would like the DlR called pulled 

SCRR-RB apologized for the experience C had with this DLR 
SCRR-RB informed C that Case wil be transferred to a Regional Coosumer Affairs Specialist who will cootact the C by dose of business day 10/31/2017 regarding C's concern 

C oodefstood 

SCRR-RB inquired how C woold i ke NNA to assist with this concern 

C stated that C would like the coocem reported 
C stated that C wants NNA CA to know how the DLR was responsive with a se<ious concern as C expressed not feeing safe with the YEH 

SCRR-RB slated an email requesting POO will be sent to C 
SCRR-RB asked if there was anything else C needed assistance with today 

C declined 

SCRR-RB provided agent ID 

Call ended mutualy 

BEST CONTACT fl (781-
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Case Categorizations 

Action C.... C.degoriution # Catego<y Description Subca>ego,y Oescriplicn Symptom Oescrip6cn 

POOR OR IMPROPER 
OPERATION 

Case Categorizations Help 

Maj« Component Code Category Date Symptom Code Category Code Subcategory Code Concern Code 

Forms 

Action Form -.,.. Back To Top 

INTERIOR 
ELECTRICAL 

RequestType 

IIR 

FORWARD Er.'ERGENCY 
BRAKING (FEB) 

CrNted By 

26 

Amanda Yett 11/1/2017 8:56 AM 

/wlays show me more records pe, related lisl 

11/2/2017 YX AV 
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Case ~""Y I/it! I Case ConYnents £llll I c..,.. Categorizations W I ,E= W 

Case Detail J Reopen Case 11 Clone Closed Case J 

Account Name 

Contact Email - -Letter Se-nt Date 

Letter Received Date 

Follow Up Date 12/612017 

Supporting Documents 

CA Muttiple Repairs 

Social Media Involvement 

Martiz Custome< Id 

Case O#nH location Murfreesboro 

Texting Status 

Case Reopen Count 3 

Description 

Call Script 

Who contacted u.s? Consumer 

I Vehicles Owned 3 
Vd'liele Purchased New 

Pre-Owned Initial Mileage 

Current Mileage 2,001 

Incident Codes. IIR REQUIRED 

lncidef'lt Date 

Sent to legal 

Accident 

Asbag 

Fire 

IIR lndic.ator 

IIROate 

HR -
Vehicle Information 

Vehicle KNMAT2MV0t1I 

Model Year 2017 

Make NISSAN 

Model Line ROGUE 

Model Code 29417 

Dealer Detail 

ease Servicing Dealer EMPIRE I AKFWOOP NISSAN 
Case Servicing Dealer Region Mountain R egion 

Bluetooth 

Related Items 

Responsible District 03 

SharedWrth 

Phone Carrier 

Phone Manufacturer 

Reported From 

Issue Categories 

Approwd Ched< Reques1s $463.64 
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C....Owne< 

Type 

Case Origin 

Executive Refenal 

Exee>Received-Oa.te 

Phone 

Status Closed 

Datelrme Opened 10/31/2017 1:47 P M 

Date/Tome Closed 12/5/2017 4:09 P M 

Multiple Repairs No 

Executive Summary 

Executive Actions To Resolve 

Vehicle Maintained Location EMPIRE LAKEWOOO NISSAN 

Previous Repai.r Date 

Previous Repair Location 

Related Vehicle Make Nissan 

XTIME Appointment Numb« 

Rollowf' 

Property Damage 

Injury letter 

Nootber Injured 0 

RHR Started 11/1/2017 

RHRC«npleted 11/2/2017 

Customer Document Requested 

Date Requested 

Customer Document Received 

Date Received 

Part Numb« 1 

Beyond Basic Warranty Miles 1 0 

Beyond Basic Warranty Months1 0 

Beyond PT WalTal'lty Miles1 0 

Beyond PT Warranty Months 1 O 

Data Net ✓ 

Oatanet Deal« Date 12/Sl2017 

Oealff Instructions Customer Contact 

Requested Dealer Action automatic braking ooncems. 

Bluetooth Ticket Status 

Phone Model 

Phone Operating System 

Goodwill Offered 

VCAH 

Goodwill Processed 0 

Vehicle Service Contract 

VSC Reprint Request Email 
.J 

6/2/2020 
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Sales & Service Campaign Specific Information 

Hot Alert Date 

LS Response rime 

Vert>atims 

Alert Trigger Verbatim 

Survey Verbatim 

Deale< Action History 

NNA Notes 

Customer Conversation Notes 

DTS Inspection 

DTS Inspection Date 12/11/2017 2:00 PM 

Contact Name 

-WOfitPhone 

Mobile Phone 

Email 

Attemate Email 

OTS Inspection Date Confirmed? 

Page 2 of 7 

DTS RequestType CA Inspection Notes for OTS (Vehicle Concerns) Specifics requested in the future 

Inspection Time/Notes Appointment Time: 
12-11 at2pmmdt 

System lnfonmation 

Subject 

Notes to Agent: Vehicle has been previoosly inspected and 
documented by dts please advise if inspection is still needed as 
discussed over the phone 

VIN: Root Cause 

- VIN: KNMAT2MV0H~ 
- Year, Make, and ~ Nissan Rogue 
- CUstomer name: STEVEN LAPOIGHT 
- Dealer name and code Ille llehicle is presently at or was just at 
Et.t>IRE LAKEWOOO NISSAN 
- Who was recently cootacted at dealership, name of person at 
dealefship for details: ASM-Nick Yaw 
- Oxrent exact complaint : CUstomer is advising is having issues with 
automatic braking. 
-AAY details lhat are specific to Ille ~aint in questioo and any 
repair history reoent that peflails to complaint 
C stated that C stated lhat C's wtte said lhat Ille vehicle was braking 
and didn1 stop Ille first time lhis incident occurred. 
C stated that then the second incident that occurred the vehicle did 
come to a complete stop and Cs wife was on an off ramp and guesses 
that the vehicle was sensing and confirmed the issues did happen and 
can, pen point and was given Ille llehicle back with Ille system 
disabled. 

Created By 

CUSTOMER­
KNMAT2MV~ 

Sandra Bidwell 10/31/2017 1:47 PM Root Cause Code SCSV 

Last Modified By NNAETL, 12/13/2018 10:03 PM Root Cause Code (2) SCIR 

Case Record Type CA Oosed Case Document ID 

Days Closed 910 

Action Code NT2A 

What action was taken? 2A Customer Resmbursement - Recall/Campaign 

Agent Comments 

Agent Comments Contact Ille SM-Jared D. and DTS-Thomas T. about C's automatic braking concerns. 

Agef'lt Next Step 

Case History 

Use, 

12/5/2017 4:09 PM Sarah Whiffle 

DeHenry Kidd 

I Reopen Case) I Clone Closed Case J 

Action 

Changed Status from Open to Closed. 

Closed. 

Changed Description. 12/5/2017 3:02 PM 

12/5/2017 3:02 PM Pet:feooc Kidd Changed Escalated By ID from 0050G000008Wm4N to 005f00000020gd7. 

Changed Case Owner from DeHenry Kidd to Sarah Whittle. 

Show more • I~ 

Case Comments 

Pubic Conwnent 

,/' ~;;e~:y~i~ ,:~;tiA~:~
4
~:ttosMATTHIS TIME 

Created By: Sarah Whittle (12/5/2017 4:06 PM) 
RCAS-SW is closing Case as no further assistance can be offered at this time. 

-CASE SUMMARY' " 
C contacted Nissan CA requesting assistance with brake concerns and buy back request 
Goodwil template: 

• Customer purchased vehicle: NEW 
• Current mileage: 2001 
• 00W Basic 0 monlhs/ 0 miles Powe< train 0 months/II miles 
• VSC : M2NC10776591/PMA 10776591 Basic 6/5000 MY14+ 
• Total customer pay at retailer: none 
• Last service visit: 7/24/2017 
• Previous owned -.eh: ttvee 
ViewV■ VRS■ Not Checked 1N6BA1f 49H9E' New Case with Vehicle 
View V VRS Not Checked KNMA T2MV New Case wilh Vehicle 
View V VRS Not Checked 1N6AA0EC2f.._ Case with Vehicle 

-STATEMENT Of DECISION"' 

07/29/2017 7/29fl020 30,015 

Case History Help 

Case Comments Help 

RCAS-SW advised C Ille Case has been lhoroughly reviewed and NNA is not in a position to offer a rep...-chase of lhis vehicle, as Ille vehicle has not been subject to an unreasonable numbe< of repair attempts for any 
warrantable coocems lhat siglvficantly irnpu- Ille operation of Ille vehicle. NNA will continue to hooor Ille terms and conditions of all applicable warranties." NNA is offering two monlhly payments PENDING POP AND PO 
FROMC. 

https://nissanna.my.salesforce.com/5000G00001J5wu9QAB 6/2/2020 
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RCAS-SW -ed case wi1l1 ARSS, DTS-TT, SRCAS-OC, SR Planne( ORT-FD, IIR-DK, and TL-GD. 

Created By: Sarah Whittle (12/5/2017 4:05 PM) 
RCAS-SW stated that this is RCAS-SW wi111 NNA Consumer Affairs and asked ii C had some time to speak? 
C stated that does. 
~ AOVIS~O 'This call ~~~uaity and training purposes." 

RCAS-SW stated Good Afternoon to C. 
RCAS-SW placed outbound call to C at : Mr. answered. 

RCAS-SW stated that NNA seems to have .-ything at this point and on this end from C and C's wife. 
RCAS-SW stated that Ille OTS has anady inspected Ille vehicle. 

✓ RCAS-SW stated Iha! thought there was going to be some further questions asked but seems everything has been addressed at this time, and inquired if C has any OCher questions? 

C stated that seems NNA and NNA DLRSHP have done everything on Ille case, and appreciates Ille help oo both ends with Ille assistance on C's conoems. 
C stated that feels safe and appreciates NNA drection in addressing the concerns. 

RCAS-SW stated that C is welcome. 
RCAS-SW thanked C for time and patience, and ii C has any other questions o, ooncems to let NNA know. 

C agreed. 

Call ended rnotualy. 

Created Bv: Pet1ePIY Kjgd 112/5/2017 3:02 PM) 
IIR-FEB-MST 

Created Bv: Pet1ePIY Kjgd 112/5/2017 3:01 PM) 
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Per request for SP-FD albs-dk was advised to can OTS-Thomas T to inquire about this case. Albs Sl)(l«e with OTS-TT and was informed that No "Scramble• happen oo this vehicle. DTS did go out and test drove Ille 
vehicle il the area customer stated the ilcident happen. DTS stated that he has a "l og in Salesk>rce", DTS stated there was no damage to the vehide and drove the vehicle on roads where customer states it happens al 
DTS stated that Ille roads has dips and hills and can see Why ~ trigger but nothing out of Ille norm or a malfunction. DTS stated that customer has been informed Ille vehicle has been checked out and there is no issues 
with Ille vehicle and Ille customer was ok wittl that. The OTS stated if Ille customer does not wont to use Ille feature then customer would have to cut ~ off When they start Ille vehicle. 

-No IIR Inspection is needed at this time, wiU fo<ward case back to NNA RCAS lo, further handling if needed. 

I g~~~i~a~~~;l!at!;zi=~ ;::,:~ braknJ. 

Created Bv: Sarah WbiUle 112/4120171 :03 PM) 
RCAS-SW stated that this is RCAS-SW with NNA Consumer Affairs and asked if C had some time to speak? 
C stated that does. 
~~.!'!s>.~';~~.!~ recorded.tor quaity and training purposes: 

RCAS-SW stated Good Afternoon to C. 
RCAS-SW placed outbound call to C at : Mr. answered. 

RCAS-SW stated that needs to ask some questions in regards to the incidents that occooed on the vehicle? 

C understood. 
C stated that DLRSHP ~ C feels safe in Ille vehicle now. 
C stated that has Ille vehicle back ,-, and so far so good. 

RCAS-SW Wlde<stood and stated that does need to ask some questions? (Ille 1st IIR Question was asked) 

C stated that has a dash camera in case something like that occurs again. 
C stated that doesni recall the time and incident odometer reading but C's wile does. 

RCAS-SW understood. 

C transle<red cal to C's wife. 
✓ C's wife -Mrs. Lapointe answered. 

RCAS-SW asked C's wile the (UR) Questions. 

C's wife stated Iha! Ille three incidents Iha! happened, C stated that can, recall the date and time, but one happened in the morning. 

C's wife stated Iha! Ille 1st inciden~ C can't recall Where C was at but was in Ille left hand lane and Ille safety notice started beeping at C and nothing was in front of C. 
C's wife stated that 2nd and 3<d incident of Ille conoems, C was getting off Ille highway and going to WO<k and goes over Ille bridge and a,,er Ille highway, and goes to Ille tum off and passed Ille intersection and was 
beeping and brakes were coming on, and nothing was in front of C. 

RCAS-SW inquired how would C like Nissan to involved. 

Cs wife would like NNA to note the incidents have happened and would like Cs included in an investigation about concerns. 

RCAS-SW undefstood and stated that wil be cootacted by anOCher department about concerns tomom,w. 

C's wife understood. 

RCAS-SW inquired if Chas arry OCher questions? 

C's wife dedined. 

Call ended rnotualy. 

Created Bv: Sarah Whjttj• 112/4/201712:44 PM) 
✓ RCAS-SW notes received an email from SR Planner ORT-FD and cc'd. Tl-GO about case and to submit an IIR if Ille customer adamant that Ille vehicle stopped abruptly when it should have not, received emai on Mon 

12/4/2017 at 12:05 PM. 

✓ ~~~:y~~::::~ ~1~0~ :e ~d was going to speak with SR Plamer ORT-FD about case and let RCAS-SW know a decision oo DTS inspection again by 12/04/2017. 

✓ ~~=y~: ~~~ ~2i~~i~~t NNA needs to do at this time, sent email oo Fri 12/1/2017 at 4:47 PM. 

✓ ~~~!rJ~~~:= ~~~~~':7 ti!!: .:::ing back from ORT on case yet or not? sent l'M on 11/30/2017 at 1125 AM. 

✓ ~~~!~r:.\' Gt~~=~~~ ~~~~ wa~ oo response from ORT as to if DTS needs to inspect Ille vehicle yet or not again? sent email on Thu 11/30/2017 at 11 :58 AM. 

✓ ~~~:v,;.,¥:.ra=:/&, '~T~2~~! :)l'M and is checking with ORT about if DTS needs to inspect vehicle again or not? received l'M on 11/29/2017 at 10:25 AM. 

Created Bv: Sarah Whjffi• 111/28/20171:40 PM) 
RCAS-SW placed outbound call to DTS-Thomas T. a 

DTS-Thomas answered. 

DTS-lhomas T. stating that drove the vehicie in the same area C was complailing about and verified no abnormalities and gave oopy of the owners manual page to C and if C f~s the system is not working correctly to 
keep give the gas to the vehicie as stated in the owners manual. 

✓ RCAS-SW understood. 

✓ 

DTS-Thomas stated that ueady inspected the vehicle and can documented ft under Ille VIN of Ille Vehicle. 
DTS-lhomas T. inquired if needs to inspect the vehicle again or what? 

RCAS-SW stated that wil check wi1l1 Management and get back wi1l1 DTS-Thomas T. asap. 

DTS-Thomas T. agreed. 

Call ended rnotualy. 
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Created Bv: $•rah Whjttj• 111/28/201710:45 AM) 
RCAS-SW emailed DTS-Thomas statilg that was asked to re-open case by SRCAS-OC and that vehicle needs to be inspected at this time, sent email on Tue 11/28/2017 at 10:45 AM. 

Created By: Sarah Whittle (11/15/201711 :47 AM) 
. ... (Added after the case is closed.]._ 
RCAS-SW placed outboond call to DTS-Thomas a 

DTS-Thomas stated C's case numller and is going to look at the vehicle. 
✓ DTS-Thomas stated that AS~ick drove the vehicle and never duplicated the coocems. 

DTS-Thomas T. stated that talked to SR DTS- Randy Drier about this case, and DTS-Thomas needs to drive the vehicle, but needs to be able to duplicate coocems, and so far no duplication. 

RCAS-SW stated that understands. 

Call ended mul\Jaly. 

Created Bv: Sarah Whjttj• 111/6/2017 5:02 PM) 
TI-iE FOUOWING ARE THE DETAILS OF THE REIMBURSEMENT: 
C IS ELIGIBLE FOR# 2 MONTHS VEH PAYMENT REIMBURSEMENT ONLY. 

✓ PAYMENT: $231.82 
TOTAL AMOUNT: $463.64 
Approved by: SRCAS-Ouinta Olaney 
Mailing Address verffied:YES 

Created Bv: Sarah WhiWe 11116/2017 3:45 PMJ 

✓ ~~~a;1~f~~ACS, .& jj£l Mb jk 2£12JJ££ 16 L :i;e~~SEND IN TI-iE INFORMATION AND CALLBACK RCAS-SW IF NEEDED. 

✓ ~~~:Y~J~ ~~°'1~~~0~b~~ ~ BUT WAITING ON POP STILL 

Created By: Sarah Whittle (11/3/2017 2:26 PM) 
RCAS-SW is closing Case as no fixt:her assistance can be offered at this time. 

'"CASE SUMMARY"' 
C oontacted Nissan CA requestilg assistance with brake concerns and buy bad< request 
Goodwil template: 

• Customer purchased vehicle: NEW 
• Current mileage: 2001 
• 00W Basic 0 months/ 0 miles Powe< train 0 months/0 miles 
• VSC : MZNC10776591/PMA 10776591 Basic 6/5000 MY14+ 
• Total customer pay at retailer: none 
• Last service visit: 7/24/'2017 
• Previous owned veh: twee 
View V-32896158 VRS-54702269 Not Checked 1N6BA1F~9H New Case with Vehicle 
View V- VRS-54671471 Not Checked KNMAT2 New Cose with Vehicle 
View v~ VRS-48797252 Not Checked 1N6AA0EC2F,,.. Case with Vehicle 

-STATEMENT OF DECISION',. 

07/29/2017 7/29/2020 30,015 
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RCAS-SW advised C the Case has been thoroughly reviewed and NNA is not in a position to offer a repurdlase of this vehicle, as the vehicle has not been sub;ect to an unreasonable number of repair attempts for any 
warrantabie coocems that siglvficantly impai' the operation of the vehicle. NNA will continue to honO< the terms and conditions of all al)plicable warranties." NNA is offering two monthly payments PENDING POP AND PO 
FROMC. 

RCAS-SW reviewed case with ARBS and SRCAS-QC. 

Created By: Sarah Whittle (11/312017 2:21 PM) 
RCAS-SW is closing Case as no further assistance can be offered at this time. 

- CASE SUMMARY-
C oontacted Nissan CA requestilg assistance with brake concerns and buy back request 
Goodwil template: 

• Customer purchased vehicle: NEW 
• Current mileage: 2001 
• 00W Basic 0 months/ 0 miles Powe< train 0 months/0 miles 

✓ • VSC : MZNC10776591/PMA 10776591 Basic 6/5000 MY14+ 
• Total custcwner pay at retailer. none 
• Last service visit: 7/24/'2017 
• Previous owned veh: one 

-STATEMENT OF DECISION"' 

0 7/29/2017 7/29/2020 30,015 

RCAS-SW advised C the Case has been thoroughly reviewed and NNA is not in a position to offer a repll'cllase of this vehicle, as the vehicle has not been subject to an unreasonable nuiroer of repair attempts for any 
warrantable coocems that significantly impai' the operation of the vehicle. NNA will oontiooe to honO< the terms and coocitions of all applicable warranties." NNA is offering two monthly payments PENDING POP AND PO 
FROMC. 

RCAS-SW reviewed case with ARBS and SRCAS-QC. 

Created By: Sarah Whittle (11/3/2017 2:19 PM) 
RCAS-SW stated that this is RCAS-SW with NNA Consumer Affairs and asked ij C had some time to speak? 
C stated that does. 
RCAS-SW ADVISED "This call may be recorded for quality and training purposes." --·-----·-----H:--
RCAS-SW stated Good Afternoon to C. 
RCAS-SW placed outbound call to C at : Mr. answered. 

RCAS-SW stated that NNA did review for a possible buy bad< at this time, • NNA is not in a position to offer a repurchase of this vehicle, as the vehicle has not been subject loan unreasonable numbef of repair attempts 
for any warrantabie coocems that significantly impai' the operation of the vehicle. NNA will continue to honO< the terms and coocitions of all applicable warranties." 

RCAS-SW stated that C wil receive a fom,al denial letter in the mail in regards to concerns, and if need be, can contact the BBB as another option. 

✓ C understood. 

RCAS-SW stated that NNA is in the position to offer 2 monthly payment reimbursements, pending POP and PO from C, and wil send an email via email to C request that in1ormation. 
RCAS-SW stated that after POP and PO arrives, then wil send C a check via mail and will arrive in the mail within the next two to four weeks. 

RCAS-SW inquired if Chas any other questions at this time? 

C understood and thanked RCAS-SW. 

RCAS-SW thanked C for time and patience. 
RCAS-SW stated that ij Chas any other questions or ooncems to let NNA know. 

C agreed. 

Call ended mul\Jaly. 

Created Bv: Sarah WhiUle 111/3/2017 2:11 PM) 
RCAS-SW placed outbound call to DLRSHP at EMPIRE LAKEWOOD NISSAN at Phone 3032328881. 

SA-Mic answered. 

RCAS-SW inquired to speak with AS~id< Yaw about case? 

✓ SA-Mic stated that C is 000 today. 

RCAS-SW ooderstood and inquired what was done to the vehicle the other day with DTS-Thomas T.? 

SA-Mic stated that reset on computer the system and the OLRSHP was instructed to drive the vehicle for wee« and try to duplicate. 

RCAS-SW ooderstood. 

Call ended mul\Jaly. 
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Created Bv: $•@b Whjttj• 111/3/20171:11 PM) 
RCAS-SW notes spoke willl SRCAS-OC can offer 2 moolllly payments. 

Created By: Luis R~iguez (11/3/201712:43 PM) 
ARBS notes the following vehide history repair. 

g~~~-Mileage 2,652 - R~ - Days down 10 (as of 11/03/2017) 
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1. C/s when she is driving the vehicle wi11 brake on it own and jer1c on her as if she was doing repaid panic stops il a row this is interrritanly but does happen often. There is no certain thing you can do to get this to 
happen other than just driving the vehicle advise 
2. Customer states when driving all the doo< willon lllere own lock and unlock and sometimes they will do ij ~ times on one trip and sometimes ij woni happen but it's getting more consistent advise 
Actioos taken 
1. Vehide C\l"renUy at dealer 
2. Vehide cmenUy at dealer 

ARBS notes the following SUmmary of service history: 

In-service date: 07/28/2017 
Additional CA cases: Nooe 
Tedl Line cases: None 6~:1~:==~~~ ~till_ ta i!Ltu~:1~0=0~ at 30,015 rriles 

Repairs/visi1s made during Ille first yea, of ownership/ eaiier of warranty tenn from Ille -ce date: 

1 viM for Ille FEB concern (vehicle braking on its own): 
- No repairs made 

Total days down: 10 business days (asof 11/03/2017) 

ARBS notes based on a good faijh review and the information submtted (RHR, ROs, and case oommeots), NNA is nol in a position to offer a repurchase/replacement ol lllis vehicle, as Ille vehicle has not been subjed to 
an ooreasooable number of repair attempts for any warrantable coocems lllat would substantially impair Ille use, safety, or value of Ille vehicle. 

NNA will continue to honor the terms and conditions of all applicable warranties. 

ARBS notes the customer has been provided with a loaner vehide while coocem is addressed. ARBS recommeods RCAS agent to offer customer two (2) vehicle payments as a goodwill gesture. If custome< does not 
accept the goodwill offer, ARBS reoonvnends RCAS to cirde back willl ARBS to discuss case. 

Created By: Nicki Barror (11/2/201712:43 PM) 
ORTS received Ille RHR. The RHR was assigned to ARBS Luis Rodriguez for review 

Created By: Sarah Whittle (11/1/2017 4:33 PM) 
RCAS-SW placed outbound call to DLRSHP at EMPIRE LAKEWOOD NISSAN at Phone 

ASM-Nid< Yaw answered. 

RCAS-SW inquired about needing the open RO sent a-,er to RCAS-SW? 

DTS-lhomas T. is here inspecting the vehide right now. 
✓ 

ASM-Nid< Yaw stated tt ' rasopeoed oo 10/22/2017, at 2,652 miles. 
ASM-Nick Yaw stated tha Y\-" u,e ~11<:le on Saturday and could not look at the vehicle until Wednesday, October 25th, 2017 and been in the exact same vehicle. 

ASM-Nid< Yaw stated lllat OTS-Thomas wanted to give Ille vehicle back and monitor the concerns but Customer refused and was put into a vehicle by Ille DLRSHPof Ille same make and model as C's. 

RCAS-SW understood and appreciated Ille information from AS~ick and will be in touch. 

Call ended rnotualy. 

Created By: Sarah Whittle (11/1/201712:05 PM) 
✓ RCAS-SW emailed SM-Jared O .• AS~ick Yaw, and SA-Kyle to please send over any RO's for C and any RO's open more then five days, need Ille times stamps as well, and inquired n there are any open RO's? and 

cc'd. DTS-Thornas T. and FOM-Dan K. sent email oo Wed 11/1/2017 at 12:03 PM. 

✓ Created By: Sarah Whittle (11/1/201712:03 PM) 
RCAS-SW notes received an email from OTS-Thornas T. stating The deater<id disable Ille feature and advised customer of so. There is no repair at this time. received email oo Wed 11/1/2017 at 11:45AM. 

Created By: Sarah Whittle (11/1/201711 :58 AM) 
RCAS-SW placed outbound call to DLRSHP at EMPIRE LAKEWOOD NISSAN at Phone 

SA-Corey answered. 

RCAS-SW asked to speak with SM-Jared or ASM-Nick about case? 

✓ SA-Corey stated lllat ASM-Nick is with a customer and to call back in a bit. 

RCAS-SW stated that will do so in 15 minutes. 

SA-Corey agreed. 

Call ended rnotualy. 

'!!I"" Created By: Sarah Whittle (11/1/201711:22 AM) 
--Continuation of Conversation withC...,........,.,......_..._,._.,_. 

C stated lllat C's wife drives the vehide mosUy and drives around willl Ille baby. 
C stated lllat Ille DLRSHP is working with C and providing a loaner vehicle. 

C stated lllat nan accident does occ,r basically has no proof of how this happened. 
C stated lllat n Ille vehide is stopping at a specific area and lllen tt happens again, this is screwed n C gets into an accident and is a scary issue for C and doesn1 want this to happen. 

C stated lllat C's wife stated lllat lllis is happen. 
C stated lllat is a loyal customer to Ille OLRSHP and Nissan. 

RCAS-SW explained RHR process: 
RCAS-SW stated lllat ooesni know -..nat oould be offered unti ij comes back as a yes or no answer. 

RCAS-SW that has to advise lllat lllis point this is a leogethly process which does take about 10 business days to complete at lllis point 

RCAS-SW stated lllat what happens is Ille NNA gathers all the repair orders from the dlrshps in Ille lnetime of Ille vehide and documents them for internal review then NNA would proceed in terms of making a decision 
based oo Ille lemon laws in C's state. 

RCAS-SW advised: 
1. The RCAS (Regional CooSllller Affairs Specialist) must ADVISE the custome< Illa~ in most cases. tt will take up to 10 business days for llleir request to be reviewed. During Ille RHR review process, the RCAS must 
oontinue to W<XI< Ille Case and not allow Ille Case to age pending DR l's decision. The RCAS must ask Ille customer the following questions and DOCUMENT Ille responses in Case Comments: 

•Wtry do you want to return the vehicle to Nissan North America? 
C stated that because C's wife said that this happened more then once and the issues were out of C's wife's control and doesn't want C's wife to be kiled for this concern. 

C stated that is holding all the cards in C's area and the uncertainity is scarey and last thing C wants to do is have C's wife in an accident 

Where is the veNcie currentty? 
C stated lllat Ille vehide is with Empire Lakewood Nissan. 

•'Nhere was the vehicle purchased? 
C stated lllat vehicle was purchased at Empire Lakewood Nissan. 

•Was the vehide purdlased new or used? 
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NEW 

•If used, when was the vehicle J)ll"chased? 

•'Mles"e is the vehicle serviced? 
C stated that the vehicle was at Empire Lakewood Nissan. 

Any Nissan dealef's or lnfiniti retai1ers? 
If so, document names of dealers/retailers? 
NOPE 

RCAS-SW stated that ooesni know what could be offered until ~ oomes bad< as a yes 0< no answer. 
RCAS-SW that has to advise that this poo,t this is a lengthy process whicll does take about 10 business days to complete at this point 
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RCAS-SW stated that what happens is the NNA from the dlrshps in the lifetime of the veh and documents them for internal review then NNA would proceed in temtS of making a decision based on the laws in Cs state. 
RCAS-SW stated that wil send contact infocmatioo via email to C at this time too. 

RCAS-SW inquired if C has arry other concerns at this time? 

C stated that there is very little information from Field Reps, but is happy things are getting done. 
C stated that feels like NNA is oong more then C thought. 

RCAS-SW Wlde<Stood and thanked C tor time and patience. 
RCAS-SW stated that wil follow up with C again on Monday. 

C agreed. 

Cati ended mutualy. 

Created By: Sarah Whittle (11/1/201711:20 AM) 
RCAS-SW VERIAED C's name, home & email address, ooncem, phone#, VIN#, mileage Mobile: 
RCAS-SW CHECKED for open recals/~gns and fomd:O 
Previous UNRELATED Case(s) FOllld:0 
Previous RELATED Case(s) Found: 0 
RCAS-SW stated that this is RCAS-SW with NNA Coosumer Affairs and as«ed rt C had some time to speak? 
C stated that does. 
RCAS-SW ADVISED "This call may be recorded fo, quality and training purposes." .. -- · 
RCAS-SW stated Good Afternoon to C. 
RCAS-SW piaced outoound call to C at . Mr.: answered. 

RCAS-SW stated that did go ahead and start WO<king C's case in due of C's concerns, and does understand that C has had issues with vehicle? 

C stated that is correct. 

RCAS-SW inquired what is going on with C's veh or what is C requestng from NNA at this time? 

C stated that NNA Caporate sent r:Ner a tedl to look at the issue. 
C stated that the camera was causing concerns. 

C stated that was afraid rt C took the vehicle bad< with the braking system disabled, then what would C do? 
C stated that is spending money on a vehicle, and was inquiring what NNA oou1d do at first to oompensate C for this issue? 

C stated that believes the sensor are tied into the automatic brakilg system. 

RCAS-SW oode<stood C's concerns and apologized that C is having to go through this. 

✓ C stated that was provided a loaner vehicle by the DlRSHP though. 
C stated that braking system is braking autocnatically without having anything in front of C's wife. 

C stated that C stated that C's wrte said that the vehicle was braking and didni stop the first time this incident occurred. 
C stated that then the second incident that occurred the vehicle did come to a complete stop and Cs wife was on an off ramp and guesses that the vehide was sensing and confirmed the issues did happen and can, pen 
point and was given the -cle bad< with the system disabled. 

C stated that then was given another vehide unti the concerns were satisfied, by the DLRSHP. 
C stated that at first was going to be out of a vehicle foc so,ne time C thought 

C stated that can, drive the vehicle with system disabled. 
C stated that bought a vehicle with that had this feature in due of C's wife wanted to be safe driving. 

C stated that rt nothing gets fixed on the vehicle and is driving the -cte again and accidents does occur then what happens? 
C stated that as C's wife drives the vehicle with C's son to daycare and back every day. 

C stated that does C need to talk to attorney with NNA or what? 
C stated that is concerned about C's safety and is unsure of what can be done to fix the vehicle? 

RCAS-SW stated that does want to let C know a couple of things in regards to C's concerns. 
RCA>SW stated that spoke with OTS about Cs concerns that was working with the DLRSHP by phone about concerns, and seems this issue is under engineering review at this time for this concern of operation 
abnoonality. 

C understood and stated that so there is no time frame k>r a repair on the vehicle then doesn't want the vehicle? 

RCAS-SW stated that tt is under engineering review from what the DTS intormed RCAS-SW. 

C stated that then would tike other options as to what to do with the -cte? 

Created By: Sarah Whittle (11/1/201711 :15AM) 
✓ RCAS-SW received an email from DTS-ThO<nas T. stating I did not physically inspect this vehicle but did discuss with the shop foreman by phone and as he slated he was lll8l)je to duplicate the ooncem and the 

customer slated the concern would happen randomly and advised there are no repairs and engineemg is under review fur this concern of operational abnoonality. received email on Tue 10/31/2017 at 3:20 PM. 

Created By: Sarah Whittle (10/31/2017 2:09 PM) 
✓ RCAS-SW emailed DTS-THomas to gather more infonnation on the OTS inspection that occurred and cc'd. SA-Kyle, SM-Jared and AS~ick Yaw to get more information on C's concerns sent email on Tue 10/31/2017 

at 2:09PM. 

Created Bv: San¢• Bjdweli (10/31/201 7 1:53 PM) I Last Modified Bv: Sarah WIJillk: 110/31/2017 1:57 PM) 
""""-CASE SUMMARY._._" 

✓ Customer Concern: C oontacted NNA CA requesting assistance with: autocnatic braking system failure-tech confirmed braking system will have to be disabled rather than repaired which will also affect back up camera 
and C is not satisfied with that answer as C would i ke this repaired 
Agent actions: CRR-SB documented C's concern and sent case to RCAS for further review 

✓ Created Bv: San¢• Bjdweli (10/31/201 71:53 PM) I Last Modified Bv, Sarah Wbillk: 110/31/20171:57 PM) 
CRR..SB VERIFIED Account Into including: C's name, home & email address, phone# & best contact# 
CRR..SB VERIFIED YEH info including: VIN# & Current Mi eage 
CRR..SB CHECKED tor open recalls/campaigns and found: 0 
CRR..SB CHECKED tor previous UNRELATED Case(s) and fomd: 0 
CRR..SB CHECKED tor previous RElA TED Case(s) and found: 0 
CRR..SB NOTED Concern is: autocnatic braking system failure - tech confrmed this wil have to be disabled rather than repaired and C is not satisfied with that answer and needs this repaired 

C:RR-SB received inbound call from C, 

C stated C took YEH to DLRSHP due to tedl concern with autocnatic brake system 
C stated Nissan sent out tech from NNA CA to look at YEH 
C stated DLR has been worl<ing well but C just wants to advise NNA CA what is going 00 
C stated C was given a loaner YEH 
C stated autocnatic braking system may have to be disabled 
C stated tech said that this system connects with camera 
C stated C can pick up YEH now but they will have to disable this system 
C stated SA is SA-Kyle but C is ooaware of tech name 
C stated C would like this system to wor1< and WOUid fike NNA CA to assist 
C stated this system was one of the main reasons why C purchased YEH 
C stated C would like to oonfirm that YEH will be fully repaired and operated oorrectly as C feels as tt this is a safety ooncem 

CRR..SB apologized 
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CRR-5B advised C that CRR-SB can create a case for C 
CRR-5B advised C that CRR-SB will send case to a RCAS 
CRR-5B advised C that the RCAS wil cootact C within the next business day before end of day 

C thanked CRR-SB for information provided 

CRR-5B gave C CRR-SB n,me Sandra & ID 7319178 as well as case# 

Call ended mutuaBy 

Case Categorizations 

Page 7 of 7 

Case Categorizations Help 

Action ~ ~ # c..tego,y Description Subcatego<y Description Symptom Oescnption Major Component Code c..tego,y Date Sympt,,m Code Category Code Subcatego<y Code Concern Code 

Forms 

Action Form -A Back To Top 

NISSAN PRODUCT INQUIRIES ROGUE GENERAL INQUIRY OF 1().131/2017 ZR AZ 270500 OF 

Request Type 

IIR 

Created By 

Sarah Whjttte 12/4/201712:58 PM 

Nways show me more records per related list 

Copyright© 2000-2020 saleslorce.com, inc. Al rights reserved. ) Privacy Slatement I Security Statement I Tenns of Use I 508 Compliance 

Created Date 

12/4/2017 

Forms Help 
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• Search ... Search Derek Latta Help & Training All Tabs 

Home Accounts Ideas Dealer Locator Literature Requests Console Cases Home Reports Dashboards Articles Profile Feed Profile OVen,iew Comments Export Warrant) 

- Customize Page I Printable Vrew I Help for this Page 

Show Feed 

Case ~""Y I/it! I Case ConYnents lZJI I c..,.. Categorizations W I ,E= W 

Case Detail 

Account Name 

Contact Email -Letter Se-nt Date 

Letter Received Date 

-
Follow Up Date 41512018 

Supporting Documents 

CA Muttiple Repairs 

Social Media Involvement 

Martiz Custome< Id 

Case O#nH location Murfreesboro 

J Reopen Case 11 Clone Closed Case J 

C....Owne< 

Type 

Case Origin 

Executive Refenal 

Exee>Received-Oa.te 

I ,nda Bradley 

Phone 

Status Closed 

Datelrme Opened 11/1/2017 12:10 PM 

Datetrme Closed 4/4/2018 2:28 PM 

Multiple Repairs No 

Executive Summary 

Texting Status Executive Actions To Resolve 

Case Reopen Count 0 

Description ca.sumer Affairs Voluntary Rej)jacement due to 0 repairs with 143 days down due to Forward Emergency braking system stO!)!ling by ttsetf 

Call Script 

Who contacted u.s? Consumer 

#Vehicles Owned 2 

Vd'liele Purchased New 

Pre-Owned Initial Mileage 

Current Mile- 4,500 

Incident Codes . IIR REQUIRED 

lncidef'lt Date 

Sent to legal 

Accident 

Asbag 

Fire 

IIR lndic.ator 

IIROate 

HR -

Vehicle Information 

Vehicle JN8AT2MV4frl 

Model Year 2017 

Make NISSAN 

Model Line ROGUE 

Model Code 22617 

Dealer Detai l 

ease Servicing Dealer P!NF Bfl I NISSAN OF KFYPORT 
Case Servicing Dealer Region Northeast Region 

Bluetooth 

Related Items 

Responsible District 03 

SharedWrth 

Phone Carrier 

Phone Manufacturer 

Reported From 

Issue Categories 

Approwd Ched< Reques1s $33,303.00 

https:/ /nissanna.my.salesforce.com/ 5000G0000 1 J 6DttQAF 

Vehicle Maintained Location PINE BELT NISSAN OF KEYPORT 

Previous Repai.r Date 

Previous Repair Location 

Related Vehicle Make Nissan 

XTIME Appointment Numb« 

Rollowf' 

Property Damage 

Injury letter 

Nootber Injured 0 

RHR Started 11/3/2017 

RHRCompleted 11/3/2017 

Customer Document Requested 

Date Requested 

Customer Document Received 

Date Received 

Part Numb« 1 

Beyond Basic Warranty Miles 1 O 

Beyond Basic Warranty Months1 2 

Beyond PT WalTal'lty Miles1 0 

Beyond PT Warranty Months 1 O 

Data Net ✓ 

Oatanet Deal« Date 11/3/2017 

Oealff Instructions Service Oepl Review 

Requested Dealer Action Forward Braking Concern 

Bluetooth Ticket Status 

Phone Model 

Phone Operating System 

Goodwill Offered 

VCAH 

Goodwill Processed 0 

Vehicle Service Contract 

VSC Reprint Request Email 
.J 

6/2/2020 
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Sales & Service Campaign Specific Information 

Hot Alert Date 

LS Response rime 

Vert>atims 

Alert Trigger Verbatim 

Survey Verbatim 

Deale< Action History 

NNA Notes 

Customer Conversation Notes 

DTS Inspection 

Contact Name 

Home Phone 

Wodc.Phone 

Mobile Phone 

Email 

Attemate Email 

OTS Inspection Date OTS Inspection Date Confirmed? 

DTS Request Type Notes for OTS (Vehicle Concerns) 

Inspection Time/Notes Appointment Time: 

System Information 

Subject 

Created By 

Last Mocfrfied By 

Notes to Agent 

CUSTOMER:­
JN8A T2MV4A'1911111 

Jeremy Angelini, 11/1/201712:10 PM 

NNAill, 9118/2019 9:26 PM 

Case Record Type CA Oosed Case 

Days Closed 790 

ActionC- NTSC 

VIN: Root Cause 

Root Cause Code 

Root Cause Code (2) 

Document ID 

What action was taken? SC Voluntary NNA Trade/Repurchase - NNA Inventory - 2 veils 

Agent Comments 

Agent Comments #RHR request 

Agent Next Step 

I Reopen Case I ! Clone Closed Case! 

Case History 

Dale 

4/4/2018 2:28 PM 

4/3/2018 10:02 AM 

4/3/2018 8:33 AM 

Show more • I~ 

Case Comments 

Pubic C«nmenl 

Use, 

Lawanda Bradley 

Lawanda Bradley 

Lawanda Bradley 

Created By: Paige Gilliam (S/10/201811:45 AM) 
... (Added after the case is closed.) .-

Action 

Olanged Status from Open to Closed. 

aosed. 
Olanged Follow Up Date from 4/4/2018 to 4/512018. 

Olanged Description. 

Olanged Follow Up Date from 4/3/2018 to 4/4/2018. 

ORTS PW: Ched<(s) from NESNA for Service Agreement Refllld in the amount of $6.99 sent to LOCKBOX #54457; FED EX TRACKING 
ACCOUNT;--Case documented and copy of check attached to case. 

■ 
Created By: Lawanda B<adley 14/4/2018 2:28 PMI 
ARBS closo,g the case as no further assistance is needed 

Created By: Lawanda B<adley (4/4/2018 2:27 PMI 
ARBS notes Mol1ey case# 
~~ successfulty aeated with Mor1ey with case Number as:280459 

ARBS notes Mol1ey Fedex trackr,g 

Created By: Lawanda B<adley 14/3/2018 12:07 PM) 
ARBS received inbound call from C 
C requested an Uf)date on the process 
C stated the veil has been sitting at the DLR for a week 

ARBS informed C that ARBS received soc docs from NMAC this morning 

I :~~~ ~=~<; !'R~~f~ ':.,U: ~~~::~W::~~thi~ r:::.i andCO:~c ~~~!':u:"r:.~ the latest Wednesday 

C stated understanding and thanks 

ARBS thanked C 

call ended mutually 

Created By: Lawanda B<adley 14/312018 10:02 AM) 
IIR-FEB-EST 

Created By: Lawanda B<adley 14/312018 10:00 AM) 
ARBS notes that Chas been in a loanef s,noe 11/29/2017 
ARBS notes C has been out of the vehicle 142 days 

Created By: Lawanda B<adley 14/312018 9:59 AM) 
ARBS received SOC docs 

• Created By: Lawanda Bradley 14/2/2018 10:43 AM) 
ARBS sent email to NMAC stating: 

Good morning, 

Cookl you please send me the SOC docs for the cu--

Dealership- Pine Belt Alltomotive 

VIN: JN8AT2MV4~ ? 

https:/ /nissanna.my.salesforce.com/ 5000G0000 1 J 6DttQAF 
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Attn: Sales Manager Richard Henmckson 
Email address: rhendrickson@pinebeltauto.com 
Mailing Addre , Keyport, NJ-

Phone:■■-
Old VIN: JN8AT2MV4H,..... 
New VIN: JN8AT2MV2~ 

Thank you, 

Lawanda Bradley 

Created Bv: I awanda Bfadley 14/2/2018 10:32 AM) 
ARBS notes DtR agreement figures: 

(+) New Vehicle ln\Kl<ce: $35,183.00 
( +) Doc Fee: $395.00 
(-) R-te: $2,275.00 
(=) Total due to Dealer $33,303.00 
(-) Custome< portion to Dealer. $0.00 
(=) Total NNA Pays to Dealer: $33,303.00 

Created Bv: I awanda Bfadley 13128/2018 5:27 PM) 
ARBS sent email to GSM-RH stating: 

Goodaftemooo, 

Page 3 of 10 

I'm putting together your dealership agreement On the mock buyer's order that you sent, there is not a price listed for the total balance for the vehicle. Could you please resend a mock buyer's order with the amount 
owed, so I wil know how much to subfrit the check request for. 

Thank you, 

Lawanda Bradley 

Created By: Lawanda Bradley 13/28/2018 9:21 AM) 
ARBS sent email to GSM-RH stating: 

Good aftemooo, 

I'm putting together your dealership agreement On the mock buyer's order that you sent, there is not a price listed for the total balance for the vehicle. Could you please resend a mock buyer's order with the amount 
owed, so I wil know how much to submit the check request for. 

Thank you, 

Lawanda Bradley 

Created By: Lawanda Bradley 13/27/2018 12:32 PM) 
ARBS sent replacement agreement to C in email stating: 

Good afternoon Mr. 

I hope this email finds you well! 

I have received the documents for your replacement vehicle and was able to create ~ Replacement Agreement. The agreement is attached to this email. 

Please take the time to review the agreement as it has information regarding the process of swapp,ng the llellicles through the 3rd party company that we use called Maley. 

If you agree with this offer, please sign the agreement and return all of the pages back to me. 

Thank you, 

Lawanda Bradley 

Created Bv: i awanda Bfadley 13127/201812:32 PM) 
ARBS notes replacement agreement figures: 

Nissan agrees to replace your current vehicle with a new, 2018 Rogue bearing the VIN: JN8A T2MV2~. 

New Vehicle MSRP (2018 Rogue): $36,955.00 
Old Vehicle MSRP (2017 Rogue): $35,580.00 
Total Upgrade: $1 ,375.00 
Total Upgrade Fee Waived: -$1 ,375.00 
Usage Fee: $ 0.00 
(=) Total Customer Payment to Dealer $0.00 

Created By: Lawanda Bradley 13/27/2018 12:21 PM) 
ARBS notes replacement VIN ti: 

JN8AT2MV2~ 

Created By: Lawanda Bradley 13/27/2018 12:21 PM) 
ARBS received new vehicle ilvoice and mock buye(s order 

Created By: Lawanda Bradley 13/21/2018 9:27 AM) 
ARBS sent SlsM-RH an email stating: 

• Along with the invoice, I wil need a mock buyers order. On the mock buye(s order, the cash price of the vehide wil need to be listed at invoice price and aJI ooflateral charges induSNe of any applicable rebates should 
also be induded. 

From there I will create and send him a replacement agreement to sign and return back to me and I will also send you a dealership agreement showing the calculations of the payment k>r the replacement vehicle. 

Created By: Lawanda Bradley 13/21/2018 9:24 AM) 
ARBS received an email from SlsM-RH stating: 

Good moming Lawanda, we have located a replacement vehicie and are in the process of swapping in the vehicle this week. What do you need me to send to you other than the invoice? 

Created By: Lawanda Bradley 13/21/2018 8:09 AM) 
ARBS sent email to SlsM-RH stating: 

Good morning Mr. Hendrickson, 

Happy Hump Day! 

I just want to touch base with you to see if you have been able to locate a replacement vehicle for Mr. 

Thank you, 

Lawanda Bradley 

Created By: Lawanda Bradley 13/16/201811:21 AM) 
ARBS sent email to C stating: 

Good morning Mr. 

I hope this email finds you well! 

I just want to provide you with an update on your case. 

I have received your interior photo and your registration, so thank you for that 

I just spoke with the Sales Manager Richard, he is currenUy looking for your replacement vehicle from another dealership. Once he locates the vehicle, he will have it transported to the dealership and will send me the 
documents needed to create your replacement agreement 

Onoe he send me the documents, I will send you a Replacement Agreement for you to s,gn and rettrn al of the pages back to me. 
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I will continue to keep you updated and provide next steps of this process. 

Thank you, 

Lawanda Bradley 

Created By: Lawanda Bradley 13/16/201811:16 AM) 
ARBS made outlxlund call to SJsM-RH 
Sis- inquired about what is needed 
Sis-stated SJsM-RH will have to get a veil from another dealership 

ARBS e,qijained the process to SlsM-RH 
ARBS informed SlsM-RH that ARBS will need a copy of the invoice and a mode buyer's order with the case prices of the veh listed at nvoice 
ARBS infonned SlsM-RH that once Sis-sends ARBS those docs, ARBS can send C the replacement agreement and SlsM-RH the DLR agreement 
ARBS infonned SlsM-RH that the process does not happen over night 

Sis-stated understanding and thanks 

call ended mutually 

Created Bv: I awanda Bradley 13116/201811:08 AM) 
• ARBS received vmx from SlsM-RH requesting a cal back 

Created Bv: I awanda Bradley 13116/201810:57 AM) 
ARBS received email from N MAC stating: 

SR#:~ 
Cust . 
1. Acooun 

I 2. 30day payoff $ 28148.14 good thru 3131t2018 
3. # of scheduled payments rece,,ed 12 
4. Scheduled Payment amount 329.27 
5. Most Recent payment recewed 311/2018 for$ 329.27 
6. Eligible for SOC? YES 

Contract and Payment HistO<Y are attached. 

Created By: Lawanda Bradley 13/14/2018 4:10 PM) 
ARBS sent email to S-chard Hendrickson stating: 

Good afternoon Mr. Hendrickson, 

I hope this email finds you well! 

Mr. has infonned me that you wiR be his point of oontacl in asslsting to locate a comparable repacement vehide. The repacement vellide can be a 2018. 

Page 4 of 10 

At this point have you been able to locate a vehicle? tf so, oould you please send me the invoice of the replaoement vehicle and a mock buyer's order with the cash price of the vehicle listed at invoice price and all 
oolJateral chargers included. 

I do want to let you know that this process does take weeks, but I am looking to have him in his replacement vehicfe by the end of the month. 

Please feel free to let me know if you have any questions. I will be sending you emails with updates and keeping you posted on the progress of the case. 

Thank you so much for assisting, 

Lawanda Bradley 
Arbitration Specialist I 
Customer Quality 

Nissan North America, Inc. 
p~ 
Fax--

Created Bv: I awanda Bradley 13114/2018 4 :03 PM) 
ARBS sent email to NMAC stating: 

Goodaftemooo, 

Wil you please provide me with the sales oontract, the payment history, and the following information on this account 

1. Acoounl# 
2. 30 day payoff 
3. Per diem 
4. # of scheduled payments received 
5. Scheduled Payment amount 
6. Total Principal paid 
7. Total lnte<est paid 
8. Late fees paid 
9. Most Recent payment received 
10. Eligible for SOC? 

Thank you 

Lawanda Etradley 
Arbitration Specialist I 
Customer Quality 

~== North America; Inc. 

1 ;.~e:~: :.: :re,1r ~3114/2018 4:00 PM) 

C answe<ed 
(ARBS notes C is yeRing) 
C stated C wants a rejllacement veh 
C stated C has been in a loaner lo< 5 months 
C stated C has been trading loaners 
C stated C is paying for a veil that C isnt driving 
C stated C went to the DLR and was told that there isnl a repair and there won1 be a repair anytime soon 
C stated C has been wori<ing with the dealership for the deale< to put C into a new veh 
C stated C spoke with a Nissan rep 
C stated the rep told C to contact CA 
C stated C wants a rei,lacement veh 

ARBS infonned C that ARBS sees that C received the email that ARBS sent 

C cut ARBS off an stated that C got the email 

ARBS inlonned C that if C is waiting with the DLR to put C into a new veh, then that is nol the same as what ARBS is offering as a repacement 
ARBS inlonned C that ARBS has already offe< C a repacement 
ARBS infonned C that the offer was in the email that ARBS sent 

C stated C wants to go with that oplion 
C stated photos were sent to ARBS this morning 

ARBS infonned C thatARBS will need a photo of the inside of theveh and not j ust the exterior 

C stated C is not sending anything in to ARBS as C was told by the DLR that ARBS -ady has the information 

ARBS infonned C that ARBS can request some of the docs from NMAC 
ARBS inlonned C that C will have to send C's registration 

https:/ /nissanna.my.salesforce.com/ 5000G0000 1 J 6DttQAF 6/2/2020 
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C stated C will send Ille registratioo and Ille interior photo 
C stated Ille DLR is looking for a ...,_-able veh for C 
C stated C wants to go to a 2018 

ARBS infonned C lllatARBS can get C into a 2018 

ARBS inquired who is assisting C in Ille sales department 

C stated C is being assisted by Rich Hendrix 

ARBS inlooned C Illa! ARBS will also send an email to Rich Hendrix wi111 lt.rther information 
ARBS informed C Illa! Ille process does take about 4-6 weeks 

C stated underatanding and lllanks 

ARBS lllanked C 

call ended mutually 

Created By: Tabatha Macmullan (3/13/201812:19 PM) 
CRR-TM VERIFIED account info: C's name, home & email address phone#, concern 
CRR-TM CHECKED for open recalls/campaigns and found: 0 
CRR-TM CHECKED for previous UNRELATED case(s) and found:0 
CRR-TM CHECKED previous RELATED case(s) and found: 0 
DOCUl>JENTED CONCERN: REQUEST TO SPEAK WITH ARBS FOR UPDATE 

CRR-TM received incoming can from C 

C stated C was advised Illa! C wil be rembursed for every payment pe, monlll lllat C does nol have VEH 
C stated has been in a loaner VEH for 5 monllls 
C stated DLR is unable to repai" VEH and is requesting trade in 
C stated unable to get a hold of ARBS to discuss case 

CRR-TM empalllized wi111 C and asked tt Chad received email from ARBS 319/18 

C confirmed he received Ille email 

CRR-TM went over Ille doclments requested by Nissan in «der to oo«dinate Ille repurchase 

C stated C is not taking pictures 
C stated C does not have Ille information requested and should not be Ille one Illa! has to provide ii 
C stated Nissan should already have Ille documents that ARBS requested 

CRR-TM asked tt C would like CRR-TM to send an internal message to ARBS to see tt availal)je 

C stated ARBS never available 

CRR-TM coofirmed best cootact # (732-
CRR-TM advised message sent to ARB~ ed rt C would mind being placed on hold in order to attempt to cootact ARBS by phone 

C agreed to hold 

CRR-TM attempted to cootact ARBS J and received vmx 
CRR-TM advised C Illa! ARBS curren """"" '"""' llnd advised of follow update EOB day 3/14/18 
CRR-TM suggested C attempt to collect the documents requested in order to move case forward 

C stated will take VEH to DLR and have DLR take Ille photos 
C stated registration and Ille other documents should be ll1ere as well and C wil ask DLR to send because C does not feel ii is C's responsilility 

CRR-TM advised case notes have been updated and provided C with case# to include on documents 
CRR-TM asked tt further assislance needed 

C declined and appreciated Ille assistance 

CRR-TM provided C will1 case# agent name and ID# 
Best cootact# (732-
Call ended mutual~ 

Created By: Lawanda Bradley {3/9/20181:16 PM) 
ARBS sent email to C stating: 

Pk. 

I hope lllis email finds you wel! 

I have received a notification that you are requesting Nissan to l"ePlldlase your vehicle. 
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Nissan carefully considered your clients request during a review of all available facts pertaining to yoor situation. Based on the vehicle repair history, Nissan offers to voiuntarily settlement, replacement. or repurchase of 
the vehicle. 

In order to coordinate the repurchase, Nissan needs to know the particu1ar facts pertaining to your ownership and intentions regarding the vehicle. Please return the following documents to me at your convenience, as it 
will be needed to make a detailed offer: 
• Vehicle photos (4 exterior sides and interio<) 
• Legible OOf'f of Ille vehicle's registration 
• A copy of Ille purchase contract 
• Loan Payment history 
• Current payoff including per diem . 
• litle Applicatioo OR Copy of Trtle 
• Completed lienflojder information request form (attached) 

Below are your options: 
A. Rep<rchase: You will send me Ille documents and I will look at your sales contact and all ilems paid will be crediled to you and lllen we will deduct for Ille payoff, and Ille usage (USAGE EOUA TIONS FOR NEW 
JERSEY USAGE: 1st repair attempt/100,000 x Purchase Price of Ille vehicle) of Ille vehicle. Any money left over will be refunded to you. This option is about a 4 to 6 week process and is dependent on how long ii takes 
to receive documents and process paperwork. 
B. 
B. Replacement: This option is contingent on your lien holder. I will reach out to them and see if you are eligible for a Substitution of Colateral. The vehicle will have all the same options and trim level as your current 
vehicle. Any extra options added and upgrades will be paid for by the customer. There is not a usage fee for a replacement per your state guidelines. This can be done at the time of surrender or with a refinance with your 
lien ho-. The customer will take possession of Ille new vehicle on Ille day of surrende<. On this day you will bring yo<.- a.rrent vehicle (ii will be inspected for damage), you will sign paperwa1t and you wil leave will1 
your new vehide. This option can take 4 to 6 weeks depending on how long it takes to receive documents, get information from the lien holder and for the customer to locate a new vehicle. 

C. Setttement: Once the repair has been released and your vehicle is repaired, Nissan will send you a dleck in the amount of $3,000.00. Wrt:h this option, you wiJI retain ownership of your vehicle. This does not void any 
warranties or service contracts that you may have. If you have any issues in the Mure you will be able to go to the dealer to have them addressed. If any Mure issues resut in a Repurchase « Replacement. the 
$3,000.00 will be deducted. If you chose lllis option I will send you a Settlement Agreement It wil need to be signed, notarized, and returned back to me. Once I receive ii back, you will receive a check by FedEx in about 
3 business days. 

Please return the requested information to us via fax 
accept an offer. 

If you have any questions, please contact me at 

Best regards, 

Lawanda Bradley 
Arbitration Specialist I 
Customer Quality 

Nissan~ North America Inc. 
Phone: 
Fax 

Created By: John Rogue (3/912018 9:37 AM) 

« email at Lawanda.Bradley@nissan-usaoorn. We anticipate ~ng the replacement or repurchase within 2 to 4 weeks from the time you 

I am generally in Ille office 7a.m. - 4p.m. CST Monday-Friday. 

CRR.JR VERIFIED Account information including: C's name, home & e-mail address, 
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phone llllllber & best contact llllllber 
CRR.JR VERIFIED VEH Information induding: VIN#, Current Mileage, Warranty & Sefvice History 
CRR.JR CHECKED fO< open recalls/campaigns and foood: 0 
CRR.JR CHECKED fO< previous UNRELATED Case(s) and found: 0 
CRR.JR CHECKED previous RELATED Case(s) and found: 0 
CRR.JR NOTED concern is: CASE follow up 

CRR.JR receilled inbound call from C. 

C stated C has a case and provided case number C stated C is Jooking to hear from the ARBS currently wcw1cing on C's case 
C stated the DLRSHP advised C that C's VEH cannot be repaired and C woold like NNA to buy back the VEH stating enough is enough C is paying fo, a VEH C cannot use 

CRR~R understood and empathized with C's concerns and advised C of the follow up date set 
CRR.JR stated that C's concerns will be documented and sent to the regional speciafist fO< furthe< review 
CRR.JR asked C if there was anything else CRR.JR could assist with. 

C declined. 

CRR.JR infO<med C that Case wil be notified to the Specialist who will contact the C by close of business day 319/18 regarding C's concern. 

C oodefstood. 

CRR.JR provided C with agent ID 7319311 
CRR.JR noting C's best contact number is 

Call ended mutualy 

Created By~ I awaoda RaxUsw (312/2018 9:56 AM) 
ARBS changing follow up date pending infonnation on F.E.B. repair 

Created Bv: I awanda Bradley 1:1123/20181:32 PM) 
ARBS changing follow up date pending inlonnation on F.E.B. repair 

Created By: Lawanda B<adley 1:1/1612018 10:14 AM} 
ARBS changing follow up date pending infonnation on F.E.B. repair 

Created By: Lawanda B<adley 1:VS/20181:08 PM) 
Good afternoon, I have been advised that a repair for the FEB is scheduled fO< late March o, early April 

✓ I've been told that the repu wiD be a part and a rejl<Ogram. 
Nissan is waiting for parts to be produced before sending out a repair directive. 
I truly apologize fO< the delay and thank you so much fO< your patience • 

.,. ~:,~~~~rg~ l!itYa':~~!~n~ ::tal vehicle. Please update the progress on this. 

Created By~ I awaoda RmcHey (21212018 10:41 AM) 
ARBS notes no new infonnation regarding the FEB concern 
ARBS is changing C's follow up 

Created Bv: I awanda B(a<Hey 11/19/201810:09 AM} 
ARBS made outlxlund call to C at 
C answered 

C inquired about the status of the repair 
C stated C is now in C's 3rd rental 

ARBS infO<med C that the latest update that ARBS has is that the repair is schedtAed to be released at the end of February or the beginning of March 
ARBS inquired ~ that WO<.dd be okay for C 

C stated that is ol<ay 
C stated C just wanted to know 

ARBS infO<med C that NNA has a repair, but the repu is cun-enUy being tested befO<e the repair can be released 

C stated underatanding and thanks 

call ended mutually 

I ;~:~e;!~;;'~=dair:~ley 11/19/2018 10:00 AM} 

Created By: Lawanda B<adley 11/512018 7:18 AM} 
I ARBS notes no new information regarding the FEB concern 

ARBS is changing C's follow up 

Created Bv: I awanda BfAdleY 11:1129/201711:53 AM} 
ARBS sent email to SM-JK staling: 

Good morning, 

For vehicles with the F.E.B. concern, I have been infonned that enginee<ing has repair, but is cu,rentty testing the repair and the repair should be released sometime in the beginning of February. 

Page 6 of 10 

If you are wanting to be paid for the time that the customer has already been in the vehicle, you would have to discuss that with your FOM. The direction that we have received in our office is that the customer stays in the 
long term loaner until the vehid e has been repa~ed. From there the dealership will submit the claim to warranty and include the rental on the RO for warranty to pay. 

Please feel free to let me know if you have any furthe< questions. 

Thank you so much, 

Created By: Lawanda B<adley 112/29/201711:44 AM} 
ARBS received email from SM-JK staling: 

■ M, 
ThanKyou , 

has been in a rental fO< 41 days, I woold like to swmit a claim to get this portion of the rental paid for. Has there been any update on the repair for him at this point? 

John Kravchak 

✓ Created By: Inactive User (12/2612017 9:00 AM) 
Has there been arry updates with this C? He is sti11 in a rental vehicle? 

Created By: Lawanda B<adley 11:1/21/2017 4:44 PM) 
ARBS notes no new information regarding the FEB concern 
ARBS is changing C's follow up 

Created By~ I awaoda Bra<Jley (1211sno1111:42 AM} I ARBS notes no new information regarding the FEB concern 
ARBS is changing C's follow up 

Created By: Lawanda B<adley 11:VB/2017 10:24 AM} 
ARBS notes no new information regarding the FEB coocem 
ARBS is changing C's follow up 

Created By: Lawanda B<adley 111/29/20171:43 PM) 
ARBS made outlxlund call to C a 
Canswered 

ARBS informed C that ARBS received C's vmx regarding the loaner having the same concern 
ARBS infO<med C that ARBS has emailed the SM and requested C to be placed in the new loaner 

C stated C was able to go to the DLR today 
C stated the SM was not available 
C stated the cashier was able to place C in a different loaner 
C stated C is in a 2017 Allima SR 
C stated this veh does not have that feature 

ARBS stated gladness 
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C inquired about compensation 

ARBS informed C that engineering is currenfly wom,g on repair 
ARBS informed C that once the veh has been repaired ARBS will rereview C's case and wil offer C a compensation 

C stated understanding 
C stated C's monthly payment is almost due and C doesni want this to effect C's credit 
C stated C will go ahead and make the payment 

ARBS slated undefstanding 

call ended mutually 

Created By: Lawanda Bradley 111/29/20171:35 PM) 
ARBS sent email to SM-JK stating: 

Good afternoon John, 

I hope this email finds yoo wel! 

Page 7 of 10 

I received a voicemail from our custome, Mr. 
<ifferent type of vehicle that doesn1 have tha, ,earure , 

He informed me that the loaner that he is in has the same concern regarding the Forward Emergency Brakilg system. tt is possible to be able to get him into a 

Thank you, 

Lawanda Bradley 

Created Bv: I awanda BfadleY 111/29/20171:29 PM) 
ARBS received 5 vmx from Coo 11/29/2017 
C states the loaner vehicle is havnQ the same concern as C's veh at the same intersection 

Created By: Lawanda Bradley 111/17/2017 3:15 PM) 
ARBS made outlxlund call to C 
C answered 

ARBS informed C that SM has confirmed that DLR will piaoe C in a loaner vehicle 
ARBS informed C that C can go to the DLR and request to speak with SM-JK 

C stated C will go tomooow 
C stated thanks 

ARBS thanked C 

call ended mutually 

Created Bv: I awanda B(ad)ey 111/15/2017 10:24 AM} 
ARBS sent email to SM-John with FO~eith Hannis CC'ed slating, 

Thank you for getting bad< with me so quickly. I have attached the FOM to the email thread just to keep hin informed. 

The Albitration Department has been directed by the former Direct0< Nat Mason to piaoe customer's with the Forward Eme<gency Brake System ooocem in loaners until the repair has been released by engineering. At 
this time, engineering is still running test to release a formal repair. Unforttllately, I don\ know how long tt will take for engineer to release the repair. As far as the payment, yoo soould be able to add the loaner to a rep,w 
Ofder and then submit the repai" order to warranty once the vehicle has been repaired. 

Please let me know if you have any additional questions. 

Thank you again, 

Lawanda llradley 

Created By: Lawanda Bradley 111/15/201710:23 AM} 
ARBS received email from SM-John Kravchak stating: 

Good morning, 

Based oo His current sttuatioo with his new Rogue, we wil be able to provide alternate transportation. How long wil he need a vehicle? Has this been cleared with the FOM? 

John Kravchak 

Created By: Lawanda Bradley 111/15/2017 9:57 AM} 
ARBS made outlxlund call to C at 
Canswered 

ARBS informed C that ARBS has reoeived C's vmxs slating that C would like to be plaoed in a loan vehicle 
ARBS informed C that ARBS has sent the request to the SMs at the DLR and ARBS is waiting 00 further information 
ARBS informed C that as soon as ARBS hears for SM, ARBS will contact C 

C stated thanks 

ARBS thanked C 

call ended mutually 

Created Bv: I awanda Brad)ey 111/15/2017 9:49 AM} 
ARBS sent email to SM-Thomas Linkin and SM-John Kravchak 

Good morning, 

I hope this email finds yoo wel! 

My name is Lawanda Bradley and I am with Nissan's Artxtratioo Department. 

I have received a case for the cus~I VIN: JNBA T2MV4H~. The customer's vehicle is having concerns with the Forward Emergency Braking System. We are needing to get this customer 
into a loaner vehicle. Is there arry way tti,rm.;' Of you can assist me with gettilllJ the~ in a long tenn k>aner vehicle until a repair has be released from engineering? 

Thank you, 

Created By: Lawanda Bradley 111/9/201710:56 AM} 
ARBS made outlxlund call to SM-John Kravchak 
No.,,._ 
ARBS left vmx inquiring if SM can place C in a long term loaner 
ARBS requested a call bad< 
ARBS provided ARBS name and contact# 

Created Bv: I awanda Bfadl!'Y 111/9/201710:55 AM} 
ARBS received 3 vmx from C requesting a long tenn loaner 

I Created By~ I awaoda RriKUev (11/812017 4:46 PM) 

~~~~ ~~~~~t~~a:1££ OM ti Case 
ARBS inquired if C has the veh 

C stated the veh is at C's home 

ARBS inquired how often the ooooem happens 

C stated every time C goes through a certain intersection 

ARBS informed C that NNA can place C into a loaner veh 

C stated C just wants the veh fixed 
C stated C has been told that NNA is wor1<ing 00 a fix 
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ARBS infooned C that is cooect 
ARBS infooned C that NNA is currently wooting oo a repair but as of now a repair has not been release 
ARBS infooned C that NNA can offer C moo!Ny velvcle payment once a repair has been released 

C stated C is paying $330.00 a mootll 
C stated as long as Nissan is wooting oo tt that C feels tike that is okay 
C stated C just doesn\ want to be forgotten aboot 

ARBS infooned C that ARBS will be providing C with vehicle updates 

C stated the DLR is great 
C stated C lolleS the veil 
C stated C feels oomtortable drivilg tile veh but is just concerned that tile person behm C will not be paying attention 
C stated C WOUid like to keep driving tile veh 

ARBS stated oodefstanding 
ARBS infooned C that ARBS will folow up with C 

C stated thanks 

ARBS thanked C 

call ended mutually 

Created By: Janisha Wilkerson (11/812017 2:43 PM) 
SRCAS-IW received inbound call from C 

✓ SRCAS-IW informed C the call may be re<aded for training and quality purposes 

■ 

SRCAS-IW informed C that the case is no longer in SRCAS.JW possession and referred C to cootact the rejlresentative who has called C and left a message for C previously 

Cati ended mutual y 

Created By~ I @WftOda 6@dltY (11ll/2017 5:16 PM) 
ARBS made outtxxmd call to C at 
Noanswe, 
ARBS left vmx with case# and ARBS contact# 

Created By: Lawanda Bradley 111/7/2017 8:24 AM) 
ARBSnotes: 
Total Days Down: 16 Days Down 
1 vistt with O repan related to power steering warning/ steering wheel hard 
3 vistts with O repairs related to frontal brake light on 
1 vistt with O repan related to />JC oontroi panel not i luminated 
1 vistt with O repan related to radio loosing memory 
1 vistt with 1 repair related to windshield wiper 
1 vistt with O repair related to daytime navigation screen dim 
2 vistts with 1 repair related to front braking oomes oo by itself -----ARBS taking over the case for further assistance 

Created Bv: I awanda BfadleY 111/7/2017 8:24 AM) 
ARBSnotes: 

06/10/17 @ 1,402 mies ....... RO 5 Days Down 
Concern: 
1. CUST STATES POWER STEERING WARNING, STEERING WHEEL HARD 
2. OUST STATES FRONTAL BRAKE WARNING LIGHT. 
3. CUST STATES ENTIRE A/C CONTROL PANEL NOT ILLUMINATED AND NOTHING WORJ<ED, NO BLOWERS, NO A/.C 
Actioo: 
1. ROADTESTED VEHICLE, SCANNED VEHICLE FOR DTC CODES, CLEARED ALL CODES NONE RETURNED, CHK ALL FUSES 
2. FOUND OTC COOES (SEE SHEET ATTACHED) , CALLED TECHLINE , THEY INFORMED TO CLEAR AND RE-ROAD TEST EXTE 
3. SEE LINE A AND B 

06/29/17@ 1,941 mies ....... RO 1 Day Down 
Concern: 
1. CUSTOMER STATES WARNING LIGHT 0~ AUTOMATIC BRAKE LIGHT 
2. CUSTOMER STATES RADIO IS LOOSING ITS MEMORY 
Actioo: 
1. TECH SCANNED AND FOUND MULTIPLE PAST COOES ON VEHICLE. TECH SUBMITTED INFORMATION INTO NISSAN WAmNG 
2. SEE LINE ABOVE 

08/03/17@ 2,674 m ies ....... RO- 1 Day Down 

Concern: 
1. C S FRONT WIPERS ARE STREAKING CHA TIERING. TECH FOUND TORN WIPERS. TECH REPLACED FRONT WIPER BLADES REPI.ACE FRONT WIPER 
Actioo: 
1. REPLACED FRONT WIPERS DUE TO STREAKING AND CHATTERING. 

09/09/17@3,451 mies ....... RO 1 DayDown 
Concern: 
1. CUSTOMER STATES IN DAYTIME NAVIGATION SCREEN IS DIM (DAY NIGHT BUTTON MUST BE HIT TO CHANGE IT) ANDAT NIGHT SCREEN IS REALLY BRIGHT 
Actioo: 
1. TECH INSPECTED AND FOUND NAVIGATION SETTING IS IN NIGHT MODE. TECH RESET INTO AUTO MOOE NO FURTHER I 

09/19117 @3,661 mies ......• RO 3 Days Down 
Concern: 
1. CUSTOMER ST A TES FRONT BRAKING COMES ON BY ITSELF 
Actioo: 
1. AS PER TSM ISSUE IS UNDER INVESTIGATION 

10113/17@4,153mles ....... Ro■■■■l 4 Days Down 
Concern: 
1. CUSTOMER STATES CAR IS BRAKING ON ITS OWN 
Actioo: 
1. TECH REPORTS ICC SENSOR IS OUT OF ADJUSTMENT-READJUSTED CUSTOMER STATES CAR IS BRAKING ON ITS OWN 

10/27/17@4,203miles ....... RO 
Concern: 
1. CUSTOMER STATES AFTER REMOTE STARTING CAR AND PUSHING START BUTTON-THE FORWARD BRAKING LIGHT 
STARTED FLASHING 
Actioo: 
1. TECH COULD NOT VERIFY CONCERN AT THIS TIME 

Created Bv: I awanda BfadleY 111/7/2017 8:23 AM) 
ARBSnotes 
In service date: 03/30/2017 
State: New Jersey 
NMACLease 

NO ADDITIONAL CASES FOUND 
NO TECH LINE CASE FOUND 
NODTS FOUND 
1 VSC's FOUND-MZNA10794686/PMA10794686 
NO WARRANTY CASES FOUND 

Created By: Dakota McGreqo</11/6/2017 9:11 AM) 
(732)- ARBS placed outbound to C 

✓ ARB~ requesling callback and 25-30 minutes of Cs time 

✓ 

ARBS requested detailed vmx of when C could take a callback during ARBS bus,ness hours 
ARBS provided best cootact info and case # 
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Created By: Samantha Dixon (11/312017 2:58 PM} 
C stated C wants NNA to fix the veh or just replace the vehicle since NNA does not have a fix at this time 

Created By: Nick i Barror (11/3/20171:41 PM) 
ORTS received the RHR. The RHR was assigned to ARBS Lawanda Bradley fo, review 

✓ ~~~:~§et, '11~'!:&i~1=:~~ rr:)open repair orders at this time), and submitted RHR for review 

Created By: Jaoi:sba WUISt[300 (11/3/201712:27 PM) 
SRCAS-IW called d~ spoke to SM John who stated: 

• How many times has the customer's vehicle been in for repaS'S? 
SM John refer to repair orders file of which aD is accurate with infonnation 
SRCAS-IW documenting 8 repair ocders on file 

,/' • 'Mlat repairs were perfooned? 
SM John refer to repair ocders file of which al is accurate witl1 information 
• How many days has the vehicle been kept out of service at your dealer for repM'S? SM John refer to repair ordefs file of which all is accurate with information 
If the Service Manage( is unsure, tile RCAS needs to collect tile hard copies of the repair ocders that contain tile tectlllician time starrc,s. 
• Has TECH LINE been involved? 
SM John stated yes 
• Has the Dealer Technical Specialist (OTS} been in\Kllved? 
SM John stated TSM and engineera from Japan 

Created By: Jani:sba WUktC390 (11/312017 12:17 PM) 
IMPORTANT: Call both number to get in touch with C, try cell nt.mbef and hocne until C is reached and leave messages if needed 

SRCAS-IW data net tile case 

PREVIOUS RELATED CASE: 
PREVIOUS UNRELATED CASE: 
CHECKED FOR OPEN RECALLS/CAMPAIGNS/UP GRADES and Found: 
VERIFIED C's name address, phone lll.lllbe<, emai 

~~~.,!!£]@till uie cal may be reoon1ed for training and quaity pcrposes 

~~~~~,J it JI@• ifa .. ,ce in C's driveway 
C stated that tile last time C vistted the dlr aboot a week ago and C spoke SA Eric 
C stated when C goes through an interaectioos of Stone Road and Florence Ave in Hazlet in NJ and State Hwy 35 at Laurel Ave in Homedale, NJ 
C stated at State Hwy 35 at laurel Ave in Homedale, NJ the veh stopped abrupffy and C was driving at least SO nl)ll 
C stated that tile veh starts to beep and a light comes on in tile dash 
C stated that the veh will stop on its own and there is nothing in front of the vehicle. C stated that NNA engineers came to inspect the vehicle and the veh did the same as well 

✓ g : :~ ~=: ~~=~ ~ :e~2
~~n:C~hinw:"v: ,:n:,::~:;ineers 

SRCAS-IW completed tile IIR to be submitted 
C stated that C wants NNA to either fix the veh c,r replace tile veNcle 
C stated C just wants another vehicle silce the engineers cannot fix the concern 
SRC~ informed C that an internal rev;ew can be con,pleted not a guarantee and can take an estimate of 10 business days to complete and asked C: 

• 1/1/try do you want to return the vehicle to Nissan North America? 
• C stated Nissan doesn't have a fix for the Forward Braking concern whid'l is stil present in C's veh 
• Where is tile vehicle currently? 
• C stated in C's residence in C's driveway 
• Ne you currently in a rental vehicle? 
• C has C's own veh in C's possession 
• 'Mlere was the vehicle purchased? 
• C stated at Pine Belt Nissan of Keyport as Lease 
• Was the vehicle purchased new or used? 
• C stated Leased new in 2017 
• If used, when was tile vehicle Pll"chased? 
• 'Mlere is the vehicle serviced? 
• C stated ooty Pine Belt Nissan of Keyport 
• Has the vehicle been taken to multipre Nissan dealers or lnfiniti retailers? If so, doament names of dealers/retailers. 
SRCAS-IW informed C that C will be contacted as follow uP no later than 11-3-2017 
SRCAS-IW infonmed C that RCAS-MS is the point of contact and direct folow up is 11-3-2017 
SRCAS-IW provided C with SRCAS-IW contact number as well in case C cannot reach RCAS-MS 
C thanked SRCAS.JW 
Call ended mutualy 

Created By:~(11/2/2017 10:26 AM) 
CRR-MB <OPENED or VERIFIED> Account Info including: C's name, hocne & phone# 
CRR-MB VERIFIED VEH Info including: VIN#, Current Mileage, Warranty 
CRR-MB CHECKED for open recals/campaigns and foond: 0 
CRR-MB CHECKED fo, previous UNRELATED Case(s) and tound: 0 
CRR-MB CHECKED l)(evious RELATED Case(s) and tound: 0 

CRR-MB received a cal from C concerning speaking with RCAS. 

C stated that c called yesterday and was adVised that C would be receiving a call today. 
C stated that c received a call today but was not hocne. 

I C stated that c is returning a cal. 

CRR-MB checked notes and adVised C that CRR-MB can send an internal message to inform RCAS that C called today and wanted to speak with RACS. 
CRR-Mb adVised C that C would not know the schedule time for RACS - RACS would call back today otherwise C will be fojlowed up witl1 RACS tomorrow. 

C oodefstood. 

CRR-Mb asked best contact#. 

C provided contact# 

Call ended mutual y. 

Created By: Janisha Wilkerson (11/2/2017 9:48 AM} 
SRCA>JW called Cal (best contact number for Antonio who is the C- mail boxful/could not leave a msg 

✓ SRCAS.JW sent C an emai to return call back to RCAS-MS 

Next Step 
RC~S will converse with C and sulxrit IIR tor furtller review 

Created By: Janisha Wilkerson (11/2/2017 9:46 AM} 
SRCAS-IW called C at 

✓ SRCAS-IW infonmed C that tile cal may be recocded fo, training and quality pt.rp0ses 

Cs wife stated to call Cs husband a 

Created By: Jeremv AMeUoi (111112011 12:11 PM) 
- [CASE SUMMARY] -

FRONT BRAKES CONCERN, MULTIPLE REPAIR ATTEMPTS 
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Best Contact# (732)­

CRR.JA lranslening case to RCAS 

Created By: Jeremy Angelini (11/112017 12:17 PM) 
CRR.JA VERIFIED Account Info including: C's name, home & emai address, phone# & best contact# 
CRR.JA VERIFIED VEH Info including: VIN#, CUITent Mileage, Warranty & Service Histcxy 
CRR.JA CHECKED lor open recalls/campaigns and found: NONE 
CRR.JA CHECKED 1or previous UNRELATED Cose(s) and follld: 0 
CRR.JA CHECKED previous RELATED Case(s) and found: 0 
CRR.JA NOTED concern is: FRONT BRAKES CONCERN, MULTIPLE REPAIR ATTEMPTS 

CRR.JA received ilbound call from C 

C stated that C has been to DLRSHP several time to resolve this concern 
C stated that the !root brakes wil activate without C us,ng the brake pedal 
C stated that C has been in the Jriddle of an intersection and had the VEH brake on its own 
C stated that the DLR has attempted to repair this 
C stated that a fiekl engineer has attempted to repair this 
C stated that no one has repaired this 
C stated that C even had a black box and dash cam installed in VEH to determine the source of this concern 
C stated that none of this has resolved the concern, and C was advised to call NNA-CA for interventioo from NNA 

CRR.JA infooned C that Case will be transferred to a Regional Consumer Affairs Specialist who will contact the C by close of bus,ness day November 2, 2017 regarding the C's coocem 

CRR.JA provided C with Agent ID #7319218 & Cose# 28761387 

C understood and appreciated the ass,stance 

CRR.JA asl<ed ij there was anything else with which CRR.JA could ass,st C 

Cdeclined 

Call ended mutualy 
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Case Categorizations 

Action ~ ~ # Cat"90')'0escription 

INTERIOR 
ELECTRICAL 

Subcalegory llescopticn 

FORWARD E'-'ERGENCY 
BRAKING (FEB) 

SymptomOesc,;pt;on 

POOR OR IMPROPER 
OPERATION 

Case Categorizations Hetp 

Major Component Code Cafegofy Date Symptom Code CateQCM"Y Code Subcategory Code Concern Code 

Forms 

Action Fonn -A Back To Top 

Request Type 

HR 

26 

CfeatedBy 

,loo§baWjlkect90 11/3t201712:00PM 

Always show me more records per related list 

11/6/2017 YX AV 
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• Search ... Search Derek Latta Help & Training All Tabs 

Home Accounts Ideas Dealer Locator Literature Requests Console Cases Home Reports Dashboards Articles Profile Feed Profile OVen,iew Comments Export Warrant) 

-Show Feed 

Case Detail 

Account Name 

Contact Email 

Home Pl1one -Letter Se-nt Date 

Letter Received Date 

Follow Up Date 12/14/2017 

Supporting Documents 

CA Muttiple Repairs 

Social Media Involvement 

Martiz Custome< Id 

Case O#nH location Murfreesboro 

Texting Status 

Case Reopen Count 0 

Description UR-FEB-EST 

Call Script 

Who contacted u.s? Consumer 

I Vehicles Owned 1 
Vd'liele Purchased New 

Pre-Owned Initial Mileage 

Current Mileage 865 

Incident Codes - IIR REQUIRED 

lncidef'lt Date 10/31/2017 

Sent to legal 

Accident 

Asbag 

Fire 

IIR lndic.ator 

IIROate 

HR -
Vehicle Information 

Vehicle SN1AT2MV6H• 

Model Year 2017 

Make NISSAN 

Model Line ROGUE 

Model Code 29417 

Dealer Detail 

ease Servicing Dealer SMITHTOWN NISSAN 
Case Servicing Dealer Region Northeast Region 

Bluetooth 

Related Items 

Responsible District 07 

SharedWrth 

Phone Carrier 

Phone Manufacturer 

Reported From 

Issue Categories 

Approwd Ched< Reques1s $0.00 

Customize Page I Printable Vrew I Help for this Page 

Case ~""Y I/it! I Case ConYnents WI I c..,.. Categorizations W I ,E= W 

J Reopen Case 11 Clone Closed Case J 

Case Owne< ■ OeHenry Kidd 

Type CA 

Case Origin Phone 

Executive Refenal 

Exee>Received-Oa.te 

Status Closed 

Datelrme Opened 11/2/2017 5:27 PM 

Date/Tome Closed 12/14/2017 3:02 PM 

Multiple Repairs No 

Executive Summary 

Executive Actions To Resolve 

Vehicle Maintained Location SMITHTOWN NISSAN 

Previous Repai.r Date 

Previous Repair Location 

Related Vehicle Make Nissan 

XTIME Appointment Numb« 

Rollowf' 

Property Damage 

Injury letter 

Nootber Injured 0 

RHR Started 

RHR C«npleted 

Customer Document Requested 

Date Requested 

Customer Document Received 

Date Received 

Part Numb« 1 

Beyond Basic Warranty Miles 1 0 

Beyond Basic Warranty Months1 0 

Beyond PT WalTal'lty Miles1 0 

Beyond PT Warranty Months 1 O 

Data Net 

Datanet Deal« Date 

Oealff Instructions 

Requested Dealer Action 

Bluetooth Ticket Status 

Phone Model 

Phone Operating System 

Goodwill Offered 

VCAN 

Goodwill Processed 0 

Vehicle Service Contract 

VSC Reprint Request Email 
.J 
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Contact Name 

Sales & Service Campaign Specific Information 

Hot Alert Date 

LS Response rime 
HomePhone -
WO<l<Phone I,,_ 

Vert>atims 

Alert Trigger Verbatim 

Survey Verbatim 

Deale< Action History 

NNA Notes 

Customer Conversation Notes 

DTS Inspection 

Mobile Phone 

Email 

Attemate Email 

OTS Inspection Date OTS Inspection Date Confirmed? 

DTS Request Type Notes for OTS (Vehicle Concerns) 

Inspection Time/Notes Appointment Time: 

System Information 

Subject 

Created By 

Last Mocfrfied By 

Notes to Agent 

CUSTOMER:­
SN1AT2MV6~ 

EM (Chase\Comell, 11/2/2017 5:27 PM 

NNAill, 12/13/2018 10:13 PM 

Case Record Type CA Oosed Case 

Days Closed 901 

Action c- NT8F 

What action was taken? SF Provided Vehicle Information 

Agent Comments 

VIN: Root Cause 

Root Cause Code 

Root Cause Code (2) 

Document ID 

Agent Comments IIR has been submitted for C with FEB system. 

Case History 

Dale 

12/14/2017 3:02 PM 

12/14/2017 2:59 PM 

12/8/2017 7:53 AM 

11/30/2017 4:12 PM 

Agent Next Step 

Show more • I~ 

Case Comments 

Pubic e«nment 

Use, 

Delje,Jry Kidd 

DeHenry Kidd 

DeHenly Kidd 

DeHenry Kidd 

Created By: DeHenry Kidd (12/14/2017 2:58 PM) 
•" Closing case Notes--

CUstome~ 
Phone#:----

I Reopen Case I ! Clone Closed Case! 

Action 

Changed Status from Open to Closed. 

Closed. 

Changed Follow Up Date from 12/19/2017 to 12/14/2017. 

Changed Follow Up Date from 12/11/2017 to 12/19/2017. 

Changed Follow Up Date from 12/1/2017to 12/11/2017. 

SCIN 

Arbs-OK called customer at 256pm no answer was made Albs left c a message stating name and number for c to call Arbs back at call ended. 

Decision: This matter was rewewed and thefe Vt1ere no defects found with the vehicle. No EOR event was recorded and no other relevant OTCs are noted. There is no evidence of a defect. 

CUstomer was sent a letter in regards to thei" case 

Fedel<# 

Arbs is closing case 

Created Bv: PeNePIY Kjgd 112/8/2017 7:53 AMI 
ArbMlK received an emai from DTS stating that the inspection is completed. AIils is now waiting on a decisioo from PL 

I .. Henry Kidd (11/30/2017 4:10 PM) 

Arbs called oostomer at 41Dpm to remind customer that the DTS inspection is set fO< 12/4 at 10am EST 

Created By: DeHenry Kidd (11/1512017 3:12 PM) 
Arbs caBed customer and call the dealer to let them know the DTS inspection date is set for 12/4 at 1Dam art>s <fid call the deale< to let them know custome< can be placed in a loaner vehicle . 

.. Henry Kidd (11/1512017 10:54 AMI 

Arbs-DKcalled customer at 1053am no answer was made. Albs left a message stating name and numbe<for c to call AIils back a call ended 

I ;~~",! ~:.:!inli\~~~~~
312o?,1~u=~icle art>s is waiting on date and time 

Created By: DeHenry Kidd (11/1312017 3:24 PM) 
Verified Name Address Phone# VIN Mileage Responsible Dealer 

Checked fO< open Recalls/Campaigns: Nooe 

Page 2 of 4 

Ca-se History Help 

Case Conments Help 

CUstomer stated there were three incidents the first two times the car made a noise as the customer was driving over railroad tracks. The Third time the custonier stated that the brake system engaged on its own as the 
custome< car was sitting oo top of the railroad tracks and the custaner was unable to move the vehicle fO< about 5 minutes. Custaner stated that when ~ goes over a railroad ~ start beeping and this happen two days ag. 
Customer stated this experience tenified them and they are afraid this will happen again. 

Created By: DeHenry Kidd (11/1312017 2:47 PM) 
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Arbs-l)Kcalled customer at 247pm no answer was made. Albs left a message stating name and numbeftor c to call Albs back a 

Created By: DeHenry Kidd (11113/2017 2:45 PM} 
Arbs received a voicemail from customer, arbs will back out to customer. 

Created By: DeHenry Kidd (11/912017 10:27 AM) .-. 
Arbs-DKcalled customer at 1027am no answer was made. Albs left a message stating name and n<mbe<tor c to call Albs back a 

Created By: DeHenry Kidd (111712017 9:13 AM) -. 
Arbs-DKcalled customer at 913am no answer was made. Albs left a message stating name and numbeftor c to call Albs back a 

call ended 

call ended 

call ended. 

I Created By: Samantha Dixon (1116/2017 11:10 AM) 
HR rejected- In the Quick Oesaiption or Summary of Incident on the IIR prot,e tile alegafion of defect is not clear on what tile customer is aleging faied on tile veil. Please correct and resubrril 

Created By: Samantha Dixon (111612017 7:15 AM) 
C requesting assistance with forward emergency braking system. 

✓ ~~=Y~~~ .:~=1~31:~~ ~~ct inlonnation. 

✓ 

Created By: Kyra Walton (1113/2017 3:47 PM) 
RC=t<W placed outbound call to C on.1■•1■ 
RC=t<W VERIFlED C's name, home & ema11 aaoress, concern, phone 
RC=t<W ADVISED 'This call may be reoorded for quality and training purposes.• 

RC=t<W CHECKED for open recals/campaigns and found: 0 
RC=t<W CHECKED for previous UNRELATEDCase(s) and found: 0 
RC=t<W CHECKED previous RElA TED Case(s} and found: 0 

RC=t<W advised that RCAS-KW is C's case manager and point of oontact tor C. 
RC=t<W asked was C have concerns with brakes locking up. 

C understood. 
C stated that happened 3 times. 
C stated tile 3rd time rt stopped and tile first time ft just made a noise. 
C stated C is driving right now. 

RC=t<W apaogized to C. 
RC=t<W asked C IIR questions on incident. 
RC=t<W intormed C that IIR does take J t,us;ness days for someone to be in oontact with C. 

C understood. 
C stated C just wants to be safe. 

RC=t<W understood and apologized to C. 
RC=t<W asked C is C requesting a buyback of VEH. 

C understood. 
C stated C just wants VEH fixed and to be safe to drive. 
C stated can C request a time frame to be called. 
C stated C would be avaiable to call after 3:30 Eastern time. 
C stated ij ft happens agm what does C do again. 

RC=t<W understood and explained that RCAS-KW wil send C an emai wfth RCAS-KW number in tile meantime for C to call. 
RC=t<W intormed C that d this happens agaa, C can take VEH back to DLR tor further ass,stance. 

C understood. 
C thanked RCAS-KW tor cali ng. 

RC=t<W Wlderstood and thanked C. 
Call Ended Mutually. 

Created By: Kyra Walton (11131201711 :41 AM} 
RC=t<W spoke to S~ike at Smithtown Nissan. 

S~ike stated that C's concern is with tile Forward Emergency Braking System. 
SM-Mike stated that SM has been in contact with DTS on this one and these issues are happening with many new Nissan Rogues. 
S~ike stated that SM has driven another VEH with this concern and it just stopped on the railroad tracks while SM was in VEH with tile DTS. 
SM stated SM has driven C's VEH and rt did not stop on tile railroad track that C stated when SM <lrove it, but that is not to say this is not happening. 
SM stated SM has seen VEHs repwchased tor this and does not blame C tor wanting a repwchase tor this. 

RC=t<W understood and asked SM RHR questions: 
• How many times has the customer's vehicle been to the dealer/retailer for repairs? 

✓ ~~~=:n~? 
None were perfonned as the DLR could not duplicate the ooncem. 
• t>,e there currently any OPEN ROs? 
Just warranty, but no open ROs by tile DLR. 
• Is the vehicle currently at the dealership? 
C already picked up VEH. 
• How many days has the vehicle been kept out of service at your dealer tor repairs? 
Just a day • 
• Has TECH LINE been involved? 
Yes 
• Has a Dealer Technical Specialist (DTS} been invooed? 
Yes. 

Created By: Eart IChasel Cornell (111212017 5:34 PM) 
•-[CASE SUMMARY] -

C Concern: Buy Back/lemon l aw 

ORR-EC sending case to RCAS for follow uP 

Created By: Eart IChasel Cornell (111212017 5:33 PM) 
ORR-EC <VERIFIED> Account Info including: C's name, home & email address, phone# 
ORR-EC VERIFlED VEH Info induding: VIN#, Current Mi eage 
CRR-EC checked tor related cases: 0 
ORR-EC checked tor ..-.related cases: 0 
CRR-EC checked tor Open Compaigns: 0 

C stated 3 Weeks old new Nissan Rogue brakes are locking up after C goes over railroad tracks. 
C stated DLR is not able to duplicate 
C stated Railroad on River Rd is what is causing 
C stated It makes a noise and C got stuck on tile tracks for a few seoonds 

CRR-EC asked C what C would fike to request from Nissan 

C stated C does not feel safe 

ORR-EC advised C of RCAS follow up timeframe 
ORR-EC Asked C if there is anything else I can assist with or document 

C Stated No 

CRR-EC Provided C with 
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g~~,uj@ £ti i!iiii and Agent ID 7319150 
Call Ended Mutually 

Case Categorizations 

Page 4 of 4 

Case Categorizations Help 

Action ~ ~ # c..tego,y Description Subcatego,y Description Symptom Description Majo,C-C-~ Dale Sy-C- c.oegory ~ Subcategory C- Concern C-

Forms 

Action Form -"" Back. To Top 

NISSAN PRODUCT INQUIRIES ROGUE GENERAL INQUIRY OF 12/14/2017 ZR AZ 270500 OF 

Request Type 

HR 

CreotedBy 

Kyra Walton 11/312017 3:42 PM 

/wlays show me more records pe, related lisl 

Copyright© 2000-2020 salesk>roe.com. ilc. Al rights reserved. I ertvacy S!fderoept I Ses,rjty St@temm1 1 Jenps of Use 1 508 Compfiaoce 

Created Date 

11/3/2017 

FonnsHelp 
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• Search ... Search Derek Latta Help & Training All Tabs 

Home Accounts Ideas Dealer Locator Literature Requests Console Cases Home Reports Dashboards Articles Profile Feed Profile OVen,iew Comments Export Warrant) 

-Show Feed 

Case Detail 

Account Name 

Contact Email -Letter Se-nt Date 

Letter Received Date 

Follow Up Date 11120/2017 

Supporting Documents 

CA Muttiple Repairs 

Social Media Involvement 

Martiz Custome< Id 

Case O#nH location Murfreesboro 

Customize Page I Printable Vrew I Help for this Page 

Case ~""Y I/it! I Case ConYnents 1U1 I c..,.. Categorizations W I ,E= W 

J Reopen Case 11 Clone Closed Case J 

Case Owne< ■ Dakota McGregor 

Type CA 

Case Origin 

Executive Refenal 

Exee>Received-Oa.te 

Phone 

Status Closed 

Datelrme Opened 11/9/2017 9:38 AM 

Date/Tome Closed 11/20/2017 11 :14 AM 

Multiple Repairs No 

Executive Summary 

Texting Status Executive Actions To Resolve 

Case Reopen Count 0 

Description IIR- FEB & Brake-EST 

Call Script 

Who contacted u.s? Consumer 

#Vehicles Owned 2 

Vd'liele Purchased 

Pre-Owned Initial Mileage 

Current Mile- 12,500 

Incident Codes - IIR REQUIRED 

lncidef'lt Date 

Sent to legal 

Accident 

Asbag 

Fire 

IIR lndic.ator 

IIROate 

HR -

Vehicle Information 

Vehicle JN8AT2MVUrl 

Model Year 2017 

Make NISSAN 

Model Line ROGUE 

Model Code 22617 

Dealer Detai l 

ease Servicing Dealer SMITHTOWN NISSAN 
Case Servicing Dealer Region Northeast Region 

Bluetooth 

Related Items 

Responsible District 07 

SharedWrth 

Phone Carrier 

Phone Manufacturer 

Reported From 

Issue Categories 

Approwd Ched< Reques1s $0.00 

Vehicle Maintained Location SMITHTOWN NISSAN 

Previous Repai.r Date 

Previous Repair Location 

Related Vehicle Make Nissan 

XTIME Appointment Numb« 

Rollowf' 

Property Damage 

Injury letter 

Nootber Injured 0 

RHR Started 11/9/2017 

RHR Completed 

Customer Document Requested 

Date Requested 

Customer Document Received 

Date Received 

Part Numb« 1 

Beyond Basic Warranty Miles 1 O 

Beyond Basic Warranty Months1 6 

Beyond PT WalTal'lty Miles1 0 

Beyond PT Warranty Months 1 O 

Data Net ✓ 

Datanet Deal« Date 11/10/2017 

Oealff Instructions Service Oepl Review 

Requested Dealer Action Please Review and add Notes about updates with concern 

Bluetooth Ticket Status 

Phone Model 

Phone Operating System 

Goodwill Offered 

VCAH 

Goodwill Processed 0 

Vehicle Service Contract 

VSC Reprint Request Email 
.J 
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Sales & Service Campaign Specific Information 

Hot Alert Date 

LS Response rime 

Vert>atims 

Alert Trigger Verbatim 

Survey Verbatim 

Deale< Action History 

NNA Notes 

Customer Conversation Notes 

DTS Inspection 

Contact Name 

Home Phone 

Wodc.Phone 

Mobile Phone 

Email 

Attemate Email 

OTS Inspection Date OTS Inspection Date Confirmed? 

DTS Request Type Notes for OTS (Vehicle Concerns) 

Inspection Time/Notes Appointment Time: 

System Information 

Subject 

Created By 

Last Mocfrfied By 

Notes to Agent 

CUSTOMER:- PHONE: 
JN8AT2MV1~ 

Riley Nabert, 11/9/2017 9:38 AM 

NNAill, 12/12/2018 11 :08 PM 

Case Record Type CA Oosed Case 

Days Closed 925 

Action C- NP8G 

What action was taken? 8G Pro\llded Other lnfonnation 

Agent Comments 

Agent Comments Next Steps: call C and start IIR and RHR if needed. 

Agent Next Step 

VIN: 

I Reopen Case I ! Clone Closed Case! 

Case History 

Dale Use< 

11/20/201711:14 Q!!!2!! 
AM ~ 

11/20/201711:12 illllsSllil 
AM ~ 

Changed Status Iran Open to Close<!. 

Closed. 

Root Cause 

Root Cause Code 

Root Cause Code (2) 

Document ID 

SCIN 

11/20/201710:18 
AM 

ShivcW Mishra 

Changed Follow Up Date Iran 12/6/2017 to 1112012017. 

Changed Subje<,! Iran C USTOMER: 
J N8AT2MV1H ....... 

VIN: JN8AT2MV1H ...... to CUSTOMER: 

11/15/201711:50 illllsSllil 
AM ~ 

Show more • I ~ 

Case Comments 

Public eon...ent 

Changed Follow Up Date Iran 11115/2017 to 12/612017. 

Created By: Dakota McGr egor !111201201711:12 AM) 
ARBS notes that reviewed case with ORR and ARBS DH 

✓ ARBS notes that case is a duplicate case o­
ARBS sent e-mail to DTS-KM informing that'll"lrtffllftte 

ARBS CLOSING CASE 

Created By: SbiYAoi Mh,hm (11/20/201710:18 AM} 
ORR-SM VERIFIED Account Into including: C's name, home & email address, phone# & besl cootact# 
ORR-SM VERIFIED Veh Info including: VIN#, Current Mileage, Warranty & Service Histay 
CRR-SM CHECKED for open recalls/caJ1l)Oigns and found: n/a 
ORR-SM CHECKED fo, l)(eviOUS UNRELATED Case(s) and found: n/a 
CRR-SMCHECKEDpreviousRELATED Cose(s) and fomd:2--
CRR-SM NOTED ooncem is: Case follow up 

ORR-SM received inbound call Iran C 

C slated C received 2 calls for 2 separate inspection dates for same concern 
C stated C would like to know wtvch is more accurate 

ORR-SM stated CRR wil e-mail both ARBS agents requesting clarification and follow up for C 

C stated C wil also like to know if Lease payments for these months C is unable to drive VEH will be waived as this concern is not C's fault but Nissan's 

ORR-SM stated CRR wil note coocem and transfer C to NMAC for inquiry 

ORR-SM provided C with Case # & agent ID 

C understood and appreciated the assistance 
Best Cootact #: 

ORR-SM inquired if C needed additional assistanoe 

Cdeclined 
Call ended mutually 

✓ Created By: Dakota M<;Gq;oor <1111512017 11:54 AM) 
ARBS placed outbollld to lllR SMITHTOWN NISSAN 
ARBS spoke to Service Re<eptionist Coll1ney as SM is not available 
ARBS inquired if can provide ilspection date and info to receptionist 
Recepliooist states yes 
ARBS provided C info 

https:/ /nissanna.my.salesforce.com/ 5000G0000 1 K 17XcQAJ 
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ARBS inlormed that inspection is scheduled for 11/29/17 at 10 AM and Shop Foreman would need to be present and available 
Recepliooist confinned 
ARBS thanked Receptionist 

Created By: Dakota McGregor (11/1512017 11:49 AM) ARBS placed outbollldtoC __ _ 

✓ ARBS left vmx for C informing""ffla'Tl!'i~ is scheduled for 11/29/17 at 10AM 
ARBS inlormed for C to notify ARBS if anything changes and - is not aviailable 

✓ ~~~~~~kmas:c 111/14/201711:48 AM} 

Created By: Qako!a McGa:gor 111/14/201711:48 AM) 
ARBS placed - to SMITHTOWN NISSAN 
ARBS spoke to SM Mike 
ARBS inlormed for SM To open RO stating FEB Concern and rental/loaner veil will be provided for review ooy 

✓ ARBS inlormed that DTS would be sent out to conduct an inspection 
ARBS informed would take time to conduct inspection and re-view 
ARBS inquired if SM has questions 
SM states no 
ARBS thanked SM 

Created By: Dakota McGr-r (11/14/201711:34 AM) 
ARBS placed outbollldto C -
ARBS verified and complet 
ARBS verified C had time to speak to ARBs 

C states that was going eastbound 
C states that veh il front of c. a Nissan Juke, was slowing to a stop 
C states that C was going 30 mph 
C states that other veh was about 3 car lengths 9:<Vay from C 
C states that C applied brakes but veil would not brake 
C states C put both feet oo the brake pedal 
C states that brakes did not work 
C states that C thinks that brakes are defective also 
C states that FEB did beep several times and would not stop beej)ing 
C states that C Iv! the other veh, theJuke 
C states C is not ilvotving insurance curently 
C states there was no injt.ry or property damage 

C states that believes may be related to FEB but is oocertain 

C states C has had multiple incidents with FEB automatically braking 
C states that C most recent incident was after accident 
C states C was going 45 mph on a coontry road 
C states that veil automatically braked 
C states that was about S AM 

✓ g ::: : : ;::=~~~~~ Collltry Road, close to a Shell Gas Station could not provide exact k>c:atioo or further detail 
C states that there were no vehicles ahead of C or beside C 
C states there was no construction in the area 
C states that veh has been driven some since 
C states veil was driven by tedl from DLR back to DLR 
C states there was no accident on this incident 

C did mention that C works for Smithtown Nissan 

ARBS advised c that NNA would be interested in inspecting the veil 
ARBS advised c that tt can take 2-4 weeks to get an inspector out and another 2-4 weeks to get the results depending on the inspeclot's schedule 
ARBS ink>rmed that veh would have to remain in an unrepaired state unti1 inspection occurred 
C statesok 
ARBS advised c that c would have to make the vehicle available at the Nissan dealer for the inspection and the inspection would take 4-6 hours then c would take the veh back with c and wait for the results 
C stated ok 
C states would Uke ilspection at Smithtown Nissan 
ARBS advised c that ARBS will request the inspection and will call c once a date is available 
Cagreed 
C inqui"ed if rental/loaner would be provided 
ARBS inlormed that rental/loaner would be provided through DLR ONLY for dlntion of review ONLY 
C understood and agreed 
ARBS offered further assistance 
Cdeclined 
ARBS thanked C 
C thanked ARBS 
call ended mutually 

Created By: Dakota McGre<Jor (11/14/2017 11:22 AM) 
IIR-F-EST 

Created By: Dakota McGregor (11/14/201710:24 AM) 
✓ ~1!5 RECEIVE?~~ UNDER REVI~ . VERIFY_!."R_o_BE __ _ 

Created By: Samantha Qixon 111113/2017 3:48 PM) 
UR rejected- The drivers information is missing and must me oompfeted. Please oon-ect and resubmit. 

Created By: Samantha Qixon 111113/2017 3 :13 PM) 
C has ooncems with FEB 

Created By: Rodrick Pewitt (11/1312017 2:56 PM) 
Outbound cali"toc.llilil-- 11/13/2017 2:41 PM 
RCAS-RP VERiFiEffl'l!!IIIP,'lfflm & email address, ooncem, phone#, VIN#, mileage 
RCAS-RP CHECKED for open recalls/campaigns and found: no 
Previous UNRELATED Case(s) Found: no 
Previous RELATED Case(s) Found: no 
RCAS-RP ADVISED "This call may be recorded for quality and training purposes .• 
RCAS..-p stated the notes from the inbound calL 
C stated that the information is correct. 
RCAS..-p asked how loog the concern has been going oo. 
C stated that the concern has been happening nonstop last week. 

✓ g ::~ ~=:::~~=,-=-~an accident 
C stated that was not damage dooe to the other drivefs - · 
C stated that the c is aware of ooncems with the FEB. 
RCAS..-p apologized. 
RCAS..-p filed out the IIR report. 
C stated that the c w"'1ts for Smithtown Nissan as a title cler1<. 
RCAS..-p stated that the information has been submitted to IIR depart 
C stated that the dlrshp mentioned that the specialist would be out in 4-6 weeks. 

~~t=~ ~~~A°:,~~ ~I=~ £ti JJ £l001er in 3 busaless days. 
RCAs-rp asked the c for anymore concerns. C declined. 
RCAS..-p thanked the C. 

Created By: Katrina Njehofson (11/10/201711 :54 AM) I Last Modified By: Bodrick pe,,jtt (11/1312017 2:40 PM) 
CRR-l<N is informing RCAS-KW of C oontact 

✓ -CASE SUMMARV-
C contacted Nissan CA requesting assistance with RCAS callback 
C stated C was in vehicle incident regarding brakes 

✓ Created By: Katrina Nicholson (11/10/201711:54 AM) I Last Modified By: Rodrick Pewitt (11/13/2017 2:40 PM) 
CRR-l<N VERJFIED Account Info including: C's name, home & email address, phone# & best contact# 
CRR-l<N VERJFIED Veil Info including: VIN#, CUrrent Mileage 
CRR-l<N CHECKED for open recalls/campaigns and found: 0 
CRR-l<N CHECKED for previous UNRELATED Qase(s) and found: 0 
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CRR-l<N received inbound call from C 

C provided case# 
C slated C received callback and only reached VMX 
C stated C got into accident because brakes didn\ v«rt 

CRR-l<N a-eated new case tor IIR, re~ 

C slated C wil not drive VEH until this concern is addressed 

CRR-l<N stated that RC~woold cal C byC06 Monday, 11/13117 
CRR-l<N stated RC~ would be informed of C contact and informed of C's VEH incident 

C stated if no one cans C today, C will get lawyer involved 

CRR-l<N stated RC~ may cal C by COB today, but for sure by COB on Monday 

C understood 

CRR-l<N offered ft.w111e< assistance 

C declined 

CRR-l<N provided C ~ t # 7319282 

Best Contact#: ---Call ended mutu'IIIIV" 

Created By: Kyra Watton (11/10/2017 8:32 AM) 
✓ ~~~ :':tx °'!°ind call to Srrithtown Nissan (C's place of v«rt) 

RCAS-KW setting follow up for 11/13117. 

~~~~Y.;i!= .=::.,.11~1~~1~ 8:28 AM) 

✓ RCAS-KW left VMX tor C. 
RCAS-KW provided C with case#, RCAS-KWs phone # , and wor1< hours. 
RCAS-KW wil foDow upon 11/13117. 

✓ ~~~~Y.;i!= rx,y;i.,.11~1~~~ 8:26 AM) 

RCAS-KW unable to leave VMX. 

Created By: Kyra Walton (11/10/2017 8:10 AM) 
RCAS-KW placed outbound call to SMllHTOWN NISSAN. 
RCAS-KW spoke to SM-Mike. 

✓ SM-Mike stated tllat tile Forward Emergency B<al<ing Syste<n is activating on its own. 
SM-Mike stated tllat a lot of VEHs are having this issues. 
SM-Mike stated there have been issues where it does not just happen with customers driving over train tracks, but the brakes wil activate on thei" own without warning. 
SM-Mike stated when SM-Mike speaks to C, SM will try to get more inlormation on how and "'1lere tt happened. 

✓ ~~~~:.:r~"?t~61
~~~~~~)for FEB case for C. 

Created By: Riley Nabert (1119/2017 9:46 AM) I last Modif'led By: Rodrick Pewitt (11/13/2017 2:43 PM) 
- CASE SUMMARY-• 

✓ C caled in due to VEH randomy braking while C is driving and C no longer feels sate at tllis point driving tile VEH 

CRR-RN transfemng case to RCAS for RHR 

Created By: Riley Nabert (1119/2017 9:45 AM) I last Modified By: Rodrick Pewitt (11/13/2017 2:43 PM) 
CRR-RN VERIFIED Account Info including: C's name, home & email address, phone# & best contad# 
CRR-RN VERIFIED VEH Info including: VIN#, Current '-'ileage, 
CRR-RN CHECKED for open recals/campaigns and follld: 0 
CRR-RN CHECKED for previous UNRELATED Case(s) and found: 0 
CRR-RN CHECKED l)(eviouS RElATED Case(s) and found: 0 
CRR-RN NOTED concern is: RHR/ BRAKE 
CRR-RN re<eived inbound call from C 

C stated C was calfing in due to C experiencing concern and C waits tor DlRSHP 
C slated C has VEH currently at Smithtown Nissan 
C slated C VEH will randomly just brake to a complete stop 
C slated C has experienced this l)(eviously and tllought notlling about tt 
C stated when C was driving yesterday tile VEH braked 3 times and C almost got in accidents due to tt 

✓ g ::~ g ::i~~t: = ~cthi~EH to DLRSHP to have VEH looked at 
C slated VEH does not feel as if anything else is wrong 
C stated C was advised by DLRSHP to cal into NNA CA regarding concern as C does not feel sate to drive VEH at tllis point 

CRR-RN l)(Ovided C witll Case # & Agent ID 
CRR-RN informed C that Case will be transferred to a Regional Consumer Affairs Speciafist who wiU oontact tile C by dose of business day Friday, November 10tll, 2017regarding tile C concern 

C understood and appreciated the assistance 

CRR-RN asked C if there is anything else ORR-RN could do to assist C 

C declined 

Call ended mutually 
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Request Type 

IIR 

BRAKE PEDAL 
(PEDAULINKAGE/SPRING) 

Created By 

03 

Rodrick Pewitt, 11/13/20172:SOPM 
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Home Accounts Ideas Dealer Locator Literature Requests Console Cases Home Reports Dashboards Articles Profile Feed Profile OVen,iew Comments Export Warrant) 

-Show Feed 

Case Detail 

Account Name 

Contact Email - -Letter Se-nt Date 

Letter Received Date 

Follow Up Date 12/18/2017 

Supporting Documents 

CA Muttiple Repairs 

Social Media Involvement 

Martiz Custome< Id 

Case O#nH location Murfreesboro 

Texting Status 

Case Reopen Count 0 

Description UR-FEB-EST 

Call Script 

Who contacted u.s? Consumer 

I Vehicles Owned 2 
Vd'liele Purchased New 

Pre-Owned Initial Mileage 

Current Mileage 12,000 

Incident Codes - IIR REQUIRED 

lncidef'lt Date 

Sent to legal 

Accident 

Asbag 

Fire 

IIR lndic.ator 

IIROate 

HR -
Vehicle Information 

Vehicle 5N1AT2MV9H• 

Model Year 2017 

Make NISSAN 

Model Line ROGUE 

Model Code 22617 

Dealer Detai l 

ease Servicing Dealer SMITHTOWN NISSAN 
Case Servicing Dealer Region Northeast Region 

Bluetooth 

Related Items 

Responsible District 07 

SharedWrth 

Phone Carrier 

Phone Manufacturer 

Reported From 

Issue Categories 

Approwd Ched< Reques1s $0.00 

Customize Page I Printable Vrew I Help for this Page 

Case ~""Y I/it! I Case ConYnents W I c..,.. Categorizations W I ,E= W 

J Reopen Case 11 Clone Closed Case J 

Case 0wne< ■ Brandoo Johnson 

Type CA 

Case Origin Phone 

Executive Refenal 

Exee>Received-Oa.te 

Status Closed 

Datelrme Opened 11/13/2017 9:59 AM 

Datetrme Closed 12/8/2017 11:34 AM 

Multiple Repairs No 

Executive Summary 

Executive Actions To Resolve 

Vehicle Maintained Location Srmhtown Nissan 

Previous Repai.r Date 

Previous Repair Location 

Related Vehicle Make Nissan 

XTIME Appointment Numb« 

Rollowf' 

Property Damage 

Injury letter 

Nootber Injured 0 

RHR Started 

RHR C«npleted 

Customer Document Requested 

Date Requested 

Customer Document Received 

Date Received 

Part Numb« 1 

Beyond Basic Warranty Miles 1 O 

Beyond Basic Warranty Months1 

Beyond PT WalTal'lty Miles1 0 

Beyond PT Warranty Months 1 0 

Data Net 

Datanet Deal« Date 

Oealff Instructions Customer Contact 

Requested Dealer Action Please review. 

Bluetooth Ticket Status 

Phone Model 

Phone Operating System 

Goodwill Offered 

VCAH 

Goodwill Processed 0 

Vehicle Service Contract 

VSC Reprint Request Email 
.J 
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Sales & Service Campaign Specific Information 

Hot Alert Date 

LS Response rime 

Vert>atims 

Alert Trigger Verbatim 

Survey Verbatim 

Deale< Action History 

NNA Notes 

Customer Conversation Notes 

DTS Inspection 

Contact Name 

Home Phone 

Wodc.Phone 

Mobile Phone 

Email 

Attemate Email 

OTS Inspection Date OTS Inspection Date Confirmed? 

DTS Request Type Notes for OTS (Vehicle Concerns) 

Inspection Time/Notes Appointment Time: 

System Information 

Subject 

Created By 

Last Mocfrfied By 

Notes to Agent 

CUSTOMER:­
SN1AT2MV9~ 

Taylor Willod< 11/13/2017 9:59 AM 

NNAill, 12/13/2018 9:50 PM 

Case Record Type CA Oosed Case 

Days Closed 907 

Action c- NT8G 

What action was taken? 8G Pro\llded Other lnfonnation 

Agent Comments 

Agent Comments IIR. 

Agent Next Step 

VIN: Root Cause 

Root Cause Code 

Root Cause Code (2) 

Document ID 

I Reopen Case I ! Clone Closed Case! 

Case History 

Dale 

12/8/201711:35AM 

Use< 

Brandon Johnsoo 

12/4/2017 7:56 AM 

11/17/2017 2:20 PM 

11/17/201710:14 AM 

Brandon Johnson 

Brandoo Johnsoo 

Brandoo Johnsoo 

Show more • I~ 

Case Comments 

Pul,l;c Comment 

✓ 

✓ 

✓ 

✓ 

✓ 

✓ 

Created By: Brandon Johnson (12/S/2017 11:34 AM) 
ARBS dosing C"s case as NNA found no manulacture(s defects on C's veil. 

Created By: Brandon Johnson (12/S/201711:33 AM) 

~~~~ =: ;..~~:~.£JS! ii t I i!S 
ARBS stated that NNA found no defects with C's veil. 
Casked if C could have that in writing. 
ARBS stated that ARBS sent C a letter stating that 
C oodefstood and call ended. 

Created By: Brandon Johnson (12/S/2017 11:28 AM) 
ARBS attached PL resolutioo email, Pl resaution letter and Fedex label. 

ARBS sent PL resolutioo letter to C via Fedex. 
Tracl<ing #: 7709-43094555. 

Created By: Brandon Johnson (12/4/2017 7:56 AM) 
"12/18/2017" 

Created By: Brandon Johnson (12/4/2017 7:55 AM) 
ARBS setting case for 11/18/2017 to wait for Pl resolution. 

Created By: Brandon Johnson (12/4/2017 7:54 AM) 
ARBS placed outbound call to C 
ARBS asked how ARBS could a::.::w~l •1.Du1it:1 f 

C asked for an update on C's case as C's veh was still having the concerns. 
ARBS stated that NNA was still reviewing the inspection report. 

Action 

Changed S18tus from Open to Closed. 

Closed. 

Changed Follow Up Date from 12/8/2017 to 12/18/2017. 

Changed Follow Up Date from 11/20/2017 to 12/S/2017. 

Changed Follow Up Date from 11/17/2017 to 11/20/2017. 

SCIN 

ARBS stated that tt was e)(l)lained to C in the beginning that NNA had two to four weeks to review the inspection report from C's veh and make a determination. 
C trode<stood and call ended. 

✓ 
Created By: Brandon Johnson (12/4/2017 7:35 AM) 
ARBS received email from DTS-KM stating that the IIR had been upjoaded to the FTP site for review. 

Created By: Mubah Butt (11/30/2017 9:17 AM) 
C provided best conat,1I 

Created By:~ (11/30/2017 9:10 AM) 
CRR-MB <OPENED or VERIFIED> AcOOlllt Info including: C's name, home & phone# 
CRR-MB VERIFIED VEH Info including: VIN#, Current Mileage, 
CRR-MB CHECKED for open recalls/campaigns and found: 0 
CRR-MB CHECKED for previous UNRELATED Case(s) and found: 0 
CRR-MB CHECKED previous RELATED Case(s) and found: 0 

CRR-MB received a cal from C conoerning speaking with ARBS-BJ. 

C stated that c have a case#. 
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✓ 

✓ 

✓ 

✓ 

✓ 
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CRR-Mb reviewed case and advised that Case is under ARBS specialist. 
CRR-Mb provided folow update. 

C stated that c cannot wait until 12/08/2017. 
C stated that NNA came and inspected VEH yesterday. 
C stated that same thing happened again today. 
C stated that C want ARB~ to contact C today. 
C asked to transfer C's call to ARBS.BJ. 

CRR-Mb apologized to C lor VEH issue and advised that CRR-MB can send internal message on C's behatt. 

C stated that C want to speak today. 

CRR-Mb advised C that CRR-MB can send that request through internal message. 

C t.rode<Stood. 

Call ended mutually. 

Created By: Brandon Johnson (11/1712017 2:21 PM} 
ARBS setting case lor 12/8l2017 for inspection to be completed. 

Created By: Brandon Johnson (11/1712017 2:19 PM} 
ARBS placed outbound call to DLR-SMITHTOWN NISSAN @ and spoke with S~Andrew Jones. 
ARBS stated that ARBS had an inspection date and time for Cd, , uc,,ai , , c1t 10:21 AM EST at DLR. 
ARBS stated that was with DTIH<M. 
ARBS stated for DLR to haire a lift and an extra technician available for the DTS tt need be. 
SM understood and SM stated that SM WOlAd notate thal 
ARBS understood and call ended. 

Created By: Brandon Johnson (11/1712017 2:15 PM} 

~~~~ == =~ 'i:d~;,jli££1 &£ 21 liiJ 1£ @ £ I '129/2017 at 1021 AM EST at DLR-SMITHTOWN NISSAN. 
C/s that would work lor C and ARBS slated that ARBS would make DLR SM aware. 
C trode<Stood and ARBS stated ARBS had informed DLR that C was going to get the loaner veh .. well. 
C trode<Stood and call ended. 

Created By: Brandon Johnson 1111111201110:13 AM) 
ARBS placed outbound call to DLR-SMITHTOWN NISSAN @ J and spoke with S~Andrew Jones. 
ARBS stated that NNA was in the process of sending DTS-KM to 100« at c; s veh lor C's veils FEB concern. 
ARBS stated that NNA would be cove<ing a loaner veh lor C for the duration of the veh inspection. 
SM understood and ARBS stated that C should be dropping the veh by tomorrow 11/18/2017. 
SM understood and ARBS stated that ARBS would be back in contact with SM when ARBS had a date and time for the inspection. 
SM understood and call ended. 

Created By: Brandon lghp%9Q '11/1712017 10:13 AM} 
ARBS submitted DTS request. 

;~"i;'~~~!'±':~~~~!t-1 
ARBS stated 
C agreed and ARBS completed probe questions. 

ARBS asked C what occoo-ed with C's veh FEB system. 

C/s that C had an FEB concern with the veh twice before. 

C/s that the most recent time the concern happened C was traveing on South Oyster Bay Rd in Hicksville, NY. 
C/s that C was going around 40 mph. 

C/s that C heard some audible beeps and C/s veh came to a corrc,rete stop in the middle of the road. 
✓ ARBS asked if there were any vehs in front of C? 

✓ 

C/s that there were but C/s that C was not dose enough to those other vehs for C's veh to come to a OCln\?lete stop in the middle of the road. 

ARBS understood and ARBS stated that NNA WOlAd like to get and inspector out to look at C's veh. 
ARBS stated that the NNA IIR process was a six to eight week long process. 
ARBS stated tt could be two to foor weeks before NNA cook! get an inspector out to look at C's veil. 
ARBS stated that after inspection was completed NNA had two to foor weeks to review the inspection report. 
ARBS stated that C's veil had to be left in its onginal damaged state until inspection was corrc,leted. 
ARBS stated that ARBS would get in contact with DLR for DLR to place C in a loaner veh lor the <It.ration of the inspection. 

C trode<Stood and C/s that C would probal)ly drop C's veh off tomorrow and get the loaner veh. 
ARBS understood and ARBS stated that ARBS would get in contact with the inspector lor the soonest date and time the inspector could look at C's veh. 
ARBS stated that once ARBS had further inlormation lor C ARBS would contact C back. 
C trode<Stood and call ended. 

Created By: Brandon Johnson (11/1712017 9:47 AM} 
ARBS received vmx from C. 

Created By: Brandon Johnson (1111712017 9:34 AM) 

✓ --
✓ 

ARBS-BJ called customer no answer was made ARBS left a message stating name and number for C to call ARBS back 

Created By: Brandon Johnson (11/16/201712:57 PM} 
ARBS setting case lor 11117/2017for ARBS to foilowup with C. 

Created By: Brandon Johnson (11/16/201712:56 PM} 

✓ --

✓ 

ARBS-BJ called customer no answer was made ARBS left a message stating name and number for C to call ARBS back a 

Created By: Brandon Johnson (11/1612017 8:16 AM} 

~~~~ ==.::~ toofcJ J iiJ £ $if iii IJ!2£1£ £l • FEB concerns. 
C/s that C could not speak right now. 
ARBS asked when woold be a good time to contact C back. 
C requested a callback at 2 pm EST. 
ARBS understood and call ended. 

Created By: Brandon Johnson (11116/2017 8:11 AM} 

vmx ended. 

vmx ended. 

✓ --- ' "ARBS RECEIVED CASE, UNDER REVIEW, PENDING PROBE VERIFICATION _ , ___ , __ _ 

✓ 

✓ 

Created By: Samantha Dixoo (11/15/2017 12:22 PM} 
Vehicle conce~O!Watd Emergency Braking 

Created By: Markita Scott (111151201710:48 AM} 
RC~S sent e-mail to S~ike on 1111512017 at 10:47am and requested that Customer be placed in a loanerveNde until further notice. 

Created By: Markita Scott (111151201710:43 AM} 
RC~S VERIFIED C's name, mailing address, e-mail, phone#, vehicle 
RC~S CHECKED for open recalls/campaigns and found: None 
Previous UNRELATED Case(s} Found: None 
Previous RELATED Case(s} Found: None 
RC~S ADVISED 'Tois call may be recorded for qualtty and training pt.rpOSes." 

RCA.S-MS placed outbound call to Customer ,.., on 11115/2017 at 10:25am. 

RC~S stated that RCAS.MS is Custome(s Regional Coosumer Affairs Case Manager with Nissan North America. 
RC~S stated that the number that RC~S provided on CUstomefs VMX on 1111412017 is RC~s•s direct phone oomber. 

Customer confirmed having RC~S's phone number. 

RC~S confirmed Custome<'s concern. 
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✓ 

✓ 

✓ 
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Customer agreed. 

RCASMS asked Customer if Customer is CUTently in a loaner vehicle. 

Customer declined. 
Customer stated that Customer waits !or the DlR. 

RC~S undefstood. 
RC~S stated that RCAS.MS has a few questions regarding the concern that Custome< is having with vehicle. 
RC~S asked Customer how many times the coocem has happened. 

Customer stated that the events only happeoed twice. 

RC~S unde<stood. 
RC~S asked Customer fo, an estimate of the vehicle mileage. 

Customer stated that the mileage is 12,000. 

RC~S asked Custome, when the concern happened last. 

Customer stated that the concern last happened on 11/13/2017. 

RC~S asked Customer to describe where the ooncem has happened and what exactly happens. 

Customer stated that the first time it happened in a sclloa zone. 
Customer stated that the vehicle will make the beeping sound and shudder normally. 
Customer stated that only once, the vehicle came to a ccxrcirete stop after the beeping occurred. 
Customer stated that the seoond time that the eo.ent happeoed, Customer was near the Bethpage Train Station. 
Customer stated that the vehicle was traveling about 40 MPH and thert came to a ccxr,prete stop. 

RC~S unde<stood. 
RC~S stated that RCAS.MS can understand this being a point of concern for CUstomer. 
RC~S stated that RCAS.MS is going to reach out to SM-Mike at the DLR regarding the vehicle. 
RC~S stated that CustO<ner will be contacted by another agent from NNA within 1-3 business days. 
RC~S advised CUstomer that the next call that Customer receives may take up to 30 rnnrtes. 

Customer undefstood. 

RC~S asked Customer if Customer has any other questions that CustO<ner has at this time. 

Customer declined. 
Customer thanked RCAS.MS lor catting. 

Call ended mutually. 

Created By: Markita Scott (11/15/2017 7:57 AM} 
RC~S received VMX from Customer on 11/14/2017 at 2:01pm requesting call back regarding case. 

Created By: Markita Scott (11/14120171 :44 PM) 
RC~S sent contact attempt e-mail to Customer on 11/1412017 at 1:44pm. 

Created By: Markita Scott (11/14/20171 :44 PM) 

RC~S placed outlxlund call to Customer aj■■■■ on 11/14/2017 at 1:42pm. 

Customer did not answer. 

RC~S left VMX with direct contact information and follow up date of 11/1512017. 

Created By: Markita Scott (11/1412017 8:32 AM} 
RC~S sent e-<nail to SM-Mike on 11/1412017 at 8:31am requesmg in1ormation on vehicle ooncems. 

Created By: Taylor Willock (11/13/201710:06 AM) 
-CASE SUMMARY-
CRR-TW is forwardilg the Case to RCAS for futher review as no fll'ther assistance can be offered at this time. 
C contacted Nissan CA requesting assistance with DLRSHP UNABLE TO RESOLVE FRONT BRAKING CONCERN 

Created By: I•YIRC WjHpck 111/13/201710:05 AM) 
CRR-lW VERIFIED VEH Info including: VIN#, Current Mileage, Warranty & Service Histo,y, Address, Best Contac~ and Emai. 
CRR-lW CHECKED for OPEN Campaign(s} and Found: NONE 
CRR-lW CHECKED for RELATED Case(s} and Found: NONE 
CRR-lW CHECKED for previous UNRELATED Case(s) and Found: NONE 
CRR-lW NOTED Concern is: DLRSHP UNABLE TO RESOLVE FRONT BRAKING CONCERN 
C Stated C would like to know if NNA is having concerns with the ROGUE 
C Stated C was driving C's VEH and the VEH stopped functioning 
C Stated C took the VEH in for an oil change as C's tire pressure light came on. 
C Stated the DLRSHP gave C back C's keys and advised C there is nothing the OLRSHP can do to resolve C's concerns 
C Stated the OLRSHP advised C there's a concern with the front braking system in the ROGUE and NNA is aware but NNA does not know how to resolve the coocem 
C Stated all C knows is C's VEH stopped during driving. 
C Stated C's concern was documented at the DlRSHP but the OLRSHP advised C to contact NNA CA .. weR. 

CRR-lW Advised C that C's case has been documented and C's case will be fo<warded to RCAS for furthef review. Set Folow-Up date for 11/1412017 no tater than EOB 

C Asked tt C's VEH is sale to drive 
C Stated the OLRSHP advised C that C is allle to drive the VEH 
C Stated C is concerned the issue wil happen again with the VEH. 

CRR-lW Advised Cthat CRR-lWwoold be unable to advise C if the VEH is sale to driveornol 
CRR-lW Advised C that CRR-lW is nol a certified tedlnician so C would need to go with the advice from the OLRSHP in regards to driving C's VEH 

CRR-lW Asst.red C that C's case and ooncems will be loo«ed into by a RCAS with NNA and C will rereve follow-OP tomorrow no later than EOB 11/ 14/2017 

C Understood and appreciated assistance 

CRR-lW Provided C with Case •!!!!!!Ill and agent ID 
Best Contact Number: 
Call ended mutually. 
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Created By Request Type 

IIR M811<ita Sc!l!!, 11/15/2017 10:47 AM 

Always show me more records per related list 

11/16/2017 YX AV 

Copyright@2000-2020sa1es1orce.com, inc. Al rights reservect. J Pdvacv Sffderoent I securitv Statement I Ieons of Use 1 508 Comofiaoce 

https:/ /nissanna.my.salesforce.com/ 5000G0000 1 K20fWQAR 

320500 

Created Date 

11/ 15/2017 

OA 

FomisHelp 

6/2/2020 



~ Salesforce - Unlimited Edition Page 1 of 5 

• Search ... Search Derek Latta Help & Training All Tabs 

Home Accounts Ideas Dealer Locator Literature Requests Console Cases Home Reports Dashboards Articles Profile Feed Profile OVen,iew Comments Export Warrant) 

- Customize Page I Printable Vrew I Help for this Page 

Show Feed 

Case ~""Y I/it! I Case ConYnents WI I c..,.. Categorizations W I ,E= W 

Case Detail 

AccountN,me -­
Contact Email 

Home Pl1one 

Letter Se-nt Date 

Letter Received Date 
-

Follow Up Date 21712018 

Supporting Documents 

CA Muttiple Repairs 

Social Media Involvement 

Martiz Custome< Id 

Case O#nH location Murfreesboro 

Texting Status 

Case Reopen Count 

J Reopen Case 11 Clone Closed Case J 

Description CUstomer is having concerns with automatic braking with the FEB System 

Call Script 

Who contacted u.s? Consumer 

#Vehicles Owned 2 

Vd'liele Purchased New 

Pre-Owned Initial Mileage 

CWTMI Mile- 2,900 

Incident Codes. IIR REQUIRED 

lncidef'lt Date 

Sent to legal 

Accident 

Asbag 

Fire 

IIR lndic.ator 

IIROate 

HR -

Vehicle Information 

Vehicle JN8A T2MVnr,-

Model Year 2017 

Make NISSAN 

Model Line ROGUE 

Model Code 22617 

Dealer Detai l 

ease Servicing Dealer SMITHTOWN NISSAN 
Case Servicing Dealer Region Northeast Region 

Bluetooth 

Related Items 

Responsible District 07 

SharedWrth 

Phone Carrier 

Phone Manufacturer 

Reported From 

Issue Categories 

Approwd Ched< Reques1s $0 .00 
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ease 0wne< ■ Grady Douglas 

Type CA 

Case Origin 

Executive Refenal 

Exee>Received-Oa.te 

Phone 

Status Closed 

Datelrme Opened 11/13/2017 1:16 PM 

Datetrme Closed 217/2018 7:55 AM 

Multiple Repairs No 

Executive Summary 

Executive Actions To Resolve 

Vehicle Maintained Location Srmhtown Nissan 

Previous Repai.r Date 

Previous Repair Location 

Related Vehicle Make Nissan 

XTIME Appointment Numb« 

Rollowf' 

Property Damage 

Injury letter 

Nootber Injured 0 

RHR Started 

RHR C«npleted 

Customer Document Requested 

Date Requested 

Customer Document Received 

Date Received 

Part Numb« 1 

Beyond Basic Warranty Miles 1 0 

Beyond Basic Warranty Months1 

Beyond PT WalTal'lty Miles1 0 

Beyond PT Warranty Months 1 O 

Oat.a Net 

Oatanet Deal« Date 

Oealff Instructions Customer Contact 

Requested Dealer Action Please review. 

Bluetooth Ticket Status 

Phone Model 

Phone Operating System 

Goodwill Offered 

VCAN 

Goodwill Processed 0 

Vehicle Service Contract 

VSC Reprint Request Email 
.J 
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Contact Name --· 

Sales & Service Campaign Specific Information 

Hot Alert Date 

LS Response rime 
HomePhone -
WOfitPhone 

Vert>atims 

Alert Trigger Verbatim 

Survey Verbatim 

Deale< Action History 

NNA Notes 

Customer Conversation Notes 

DTS Inspection 

Mobile Phone 

Email 

Attemate Email 

OTS Inspection Date OTS Inspection Date Confirmed? 

DTS Request Type Notes for OTS (Vehicle Concerns) 

Inspection Time/Notes Appointment Time: 

System Information 

Subject 

Created By 

Last Mocfrfied By 

Notes to Agent 

CUSTOMER:--PHONE 
JN8A T2MV7A'1911111 

Alina Kingston 11/13/20171:16 PM 

NNAill, 12/13/2018 9:57 PM 

Case Record Type CA Oosed Case 

Days Closed 846 

Action c- NT 4C 

What action was taken? 4C Unable to Contact Customer 

Agent Comments 

Agent Comments FEB case. IIR. 

Agent Next Step 

VIN: Root Cause 

Root Cause Code 

Root Cause Code (2) 

Document ID 

I Reopen Case I ! Clone Closed Case! 

Case History 

Dale 

2/7/2018 7:55 AM 

2/7/2018 7:55 AM 

2/6/2018 4:45PM 

2/5/2018 10:23 AM 

Show more • I~ 

Case Comments 

Public Comment 

User 

~ 
Janisha Wilkerson 

Kyra Waltoo 

Created By:~ (2/7/2018 7:31 AM) 

Action 

Changed Status from Open to Close<!. 

Closed. 

Changed Case OWner from Eart Scales to Grady Douglas. 

Changed Case OWner from Kyra Walton to Earl Scales. 

Changed Follow Up Date from 215/2018 to 2/7/2018. 

RC~ is dosing Case as no fi..11:her assistance can be offered at this time. 

✓ 

✓ 

✓ 

✓ 

✓ 

✓ 

✓ 

✓ 

-CASE SUMMARY"' 
C cootacted NNA regarding a FEB concern. 
RCA>MS oonducted a IIR tor the concern. 
DTS-Kevin Makay detennined the veh to be operating as design. 

" ' STATEMENT OF OECISIO-

RCAS-KW plaoed multiple outbound calls to C. 
RC= is dosing the case pending call back from C. 

~~=~a~~~~~~~7~~8AM) 
RC= left Ca VMX. 

Created By: Kyra Walton (2/5/201810:23 AM} 
RCAS-KW plaoed outlxlund call to C on 
RCAS-KW left VMX for C in regards to case. 
RCAS-KW setting follow up tor 2/7/18. 

~~=Y~!c'!l' =~~~!i~t~1~~:39AM) 
RCAS-KW left VMX for C in regards to cil!!I!. 
RCAS-KW setting follow up tor 2/5118. 

Created By: Kyra Walton (211/2018 9:38 AM} 
RCAS-KW plaoed outllomd call to Smithtown Nissan. 
RCAS-KW spoke to 5 1).Andrew. 

SD-Andrew stated that C is no longer in loaner. 
51).Andrew stated tllat RO is aMTently closed. 
51).Andrew stated tllat C was last seen on 1/16118. 

Created By: Dakota McGreoor (1/31/2018 5:33 PMI 
ARBS notes to omt note from 5:33PM 

Created By: Dakota McGreoor (1/31/2018 5:33 PMI 
IIR- FEB-EST 

Created By: Dakota McGreoor (1/31/2018 5:32 PM) 
-ARBS transferring case to RCAS for further handling ..... 

Created By: Dakota McGreoor (1/31/2018 5:32 PMI 
ARBS sent resolution letter to C via FEDEX 

:: ~eJ,~~~r:~~~WJ! ££ 
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ARBS informed that after a thorough review, no defect was found. 
ARBS informed that engineering is rurentty working on a way to~ the FEB system regarding Cs concerns 
ARBS informed thatARBS would like to send Cs case toan RCAS to have RCAS keep an eyeootforand inform C of when an update to the system is available 
ARBS inquired W this would be okay with C 
C states C would i ke to speak to RCAS 
ARBS informed that does take 1 business day for transfe< 
ARBS informed that RCAS would be giving Ca callback no later than dose of business 02/01118 
ARBS offered ft.wther assistance 
C dedined 
ARBS thanked C 
c Thanked ARBS 
Call ended mutually 

Created By: Dakota McGregor (113112018 3:55 PM) 
ARBS notes receiVed e-mail from Pl-WR informing that no defects were fOl.Uld with the veh 

ARBS attached e-mail to case 

Created By: Dakota MGGreoor (11221201& a:1 2 AM) 
ARBS notes per OT= that IIR was uploaded to FTP 

Created By: Dakota MGGceasu (1/15/2018 2:37 PM) 
ARBS sent e-mail to DTS-KM informing that inspection has been confirmed and informed that C has pictures/ a potential video that C might share with DTS 

Created By: Dakota MGGceoor (1/15/2018 2:36 PM) 
ARBS notes ad<fitional notes: 
ARBS notes C mentiooed that has some pictures and potential video of Cs coocems 
C infooned that might provide to inspedor 
ARBS informed that would let inspector know 

Created By: Dakota McGr 
ARBS placed outbound to C 
ARBS spoke to C 
ARBS informed that spoke to SA Andy and that DLR does have a rental/loaner veh 
C oonfinned appointment 
ARBS offered further assistance 
C requested ARBS explain inspedion process again 
ARBS explained inspection process 
24 weeks after inspection date bek>re resolution 
C understood 
ARBS thanked C 
C thanked ARBS 
call ended mutually 

Created By: Dakota McGregor (111512018 2:14 PM) 
ARBS placed outbound to DLR Snvthtown Nissan Service Del)ar1ment 
ARBS notes that SM is not available and ASM is 000 
ARBS spoke with SA Amy 
ARBS informed that OT= will be conducting inspection fo, 01116/18 tomorrow for FEB concerns 
ARBS informed for DTS to open RO stating FEB concerns, and Nissan wil be covering the rental 
ARBS offered to send rental claim ilstructions 
SA decined rental daim instructions 
ARBS inquired tt DLR knew how to subm~ a rental only daim 
SA states yes and has done so fo, Versas 
SA infocmed that wil have the loaner/rental veh ready for C 
SA confrmed appointment 

Created By: Dakota McGrei r (111512018 2:11 PM) I Last Modified By: Dakota McGregor {111512018 2:11 PM) 

::~~~~~t~ .. ,a,3 
ARBS informed that inspedo, does have an inspection date of 01/16/2018 at 10AM 
ARBS inquired tt C would be able to oonfirm inspection 
C states as Jong as a loaner/rental is provided 
ARBS informed that wil check with DLR then let C know 
C understood 
C requested to stay in rental ootil review is completed 
ARBS informed that would be file and is Cs discretion 
C inquired about Cs rights as a consume, 
ARBS infonned is unable to advise on this 
ARBS informed that Nissan's position is that Nissan would like to continue wa1cing with C to review Cs concerns with FEB further 
C understood 
ARBS offered further assistance 
C dedined 
ARBS thanked C 
C thanked ARBS 
Call ended mutually 

Created By: Dakota McGregor (1/15/20181 :38 PM) 
ARBS Received e-<nail from D~ inlooning ARBS to Sldxm new request first 

Created By: Dakota McGregor (111512018 8:56 AM) 
ARBS sent e-mail to DTS-KM requesting new inspection date for C 

Created By: Dakota McGregor (111212018 2:21 PM) 
ARBS received vmx from C requesting to reschedule Cs missed appointment 

ARBS sent e-mail to DTS-KM requesting new inspection date for C 

Created By: Dakota McGregor (111212018 2:18 PM) 
ARBS notes that note from 01/02118 is not applicable to case please omit 

IIR has not been uploaded to FTP 

Created By: Dakota McGregor (11212018 8:25 AM) 
ARBS notes that IIR was upioaded to FTP 

Created By: Dakota MGGreasu (12/27/2017 8:54 AM} 
ARBS sent e-mail to DTS-KM inquiring about when the IIR will be 14)ioaded to FTP 

Created By, pakqta McGregor 1121111201111 :03 AM) 
ARBS placed outbound to DLR Smithtown Nissan 
ARBS spoke to SA Kim 
SA confrmed the inspection date of 12/19/17 at 10AM 
ARBS requested SA open RO with FEB concerns 
ARBS informed that if C would like rental/loaner assistance 
Rental/loaner assistance will be provided unti review is completed 
SA inquired about 30 day limit 
ARBS infonned is unaware about limit, but might not run over 30 days and C seemed interested in onty one day of rental during call 
SA understood 
ARBS informed that if SA has concerns to let ARBS know 
SA agreed 

✓ Created By: Dakota McGregor (121111201710:45 AM) 
ARBS placed outbound to C 
ARBS verified C had time to speak to Ali.~ 
ARBS informed that inspedion date is set for 12/19117 at 10AM 
C oonfinned inspection 
ARBS inquired about rental/loaner assistance 
C states would just fike for the inspedion day 
ARBS understood 
ARBS informed that would let DLR know 
ARBS offered further assistance to C 
C dedined 
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ARBS thanked C 
C Thanked ARBS 
Cal ended mutualy 

Created By: Dakota McGregor (1113012017 4:15 PM) 
ARBS did review case with SRPLNR FD and inspection will be only for FEB 

Created By: Dakota McGregor (1113012017 4:09 PM) 
ARBS submitted DTS request 

Created By: Dakota McGre r 1113012017 4:09 PM) 
ARBS placed outbound to C at 2PM CST 
ARBS verified and complet pr 
ARBS verified C had time to speak to ARBS 

Regarding most recent incident 

C states that incident has happened about 11 different times 
C states that light came oo 
C states that there were no vehicles directly ahead of or be,,;(!e the veil 
C states that there was no construction goilg on 
C states that was near a library 
C states that has happened twice at this location 
C states that there are no overhead obstructions including - no metal or regular signs, overpasses, intersection i ghts or traffic lights 
C states that was before or after 2.718 miles on the veh when most recent ilcident occurred 
C states that looked in Cs rearview mirror 
C states that C noticed that a veil was very tar behind C 
C states that C heard a series of beeping 
C states that a warning light with 2 circles with a fire il uminated, the brake warning i ght i luminated 
C states that veh went into neutral 
C states that C does keep hand on the transmission shifter but did not change shifter 
C states that veil came to an abrupt stop 
C states that C put the veh into drive and continued with no problems 
C states that veh seemed ~uggish after this incident 
C states that C does not have the specific street address but provided as much info as could 
•ARBS updated the p,obe apprqxiately 

C states there was no accident, property damage or injury 
ARBS advised c that NNA would be interested in inspecting the veil 
ARBS advised c that ft can take 3-5 weeks to get an inspector out and another 2-4 weeks to get the results depending on the inspector's schedule 
ARBS advised c that c would have to make the vehicle avai able at the N issan dealer for the inspection and the inspection would take ~ hours 
C slated ok 
ARBS advised c that ARBS wil request the inspection and will cal c once a date is available 
"C states C will be on a Cruise until 12/10117" 
C states that C wil not need a rental/ loane, veh until then 
ARBS informed that C will need to notify ARBS with at least 1 business day of when C would like a rental veil 
C understood 
ARBS verified that case servicing DLR is where C would like inspection performed at 
ARBS verified C had ARBS direct contact info 
ARBS offered further assistance 
C declined 
ARBS thanked C 
C thanked ARBS 
call ended mutually 

;~~~:~ D=:i~~r (111291201712:50 PM) 

ARBS spoke to C 
C informed that is a bad time and that has a meeting 
C states that C would fike a callback at 1 :30 CST 
ARBS understood 
C requested to be called at "" 
ARBS understood 
Cal ended mutualy 

._ k>r this call 

Created By: Dakota McGreoor (11128/2017 5:37 PM) 
ARBS received vmx from C requesting callback specifically from 11-1PM EST on 11129117 

Created By: Dakota McGreoor (11128/2017 5:35 PM) 
ARBS received vmx from C after business hours on 11127117 requesting calback 

Created By: Dakota McGregor (1112212017 9:22 AM) 
CASE CLOSING SUMMARY 

ARBS sent lack of C response letter to C via FEDEX 

ARBS closing case pending C callback 

Created By: Dakota MGGreoor (1112212011 9:22 AM} 
ARBS sent lack of C response letter to C via FEDEX 
ARBS notes FEDEX Trackin ____ _ 

ARBS attached letter and la~ 

Created By: Dakota McGref(1112212017 9:16 AM) 

:~ :~o~u~~•,1n£il ,!iii 
ARBS requested 25-30 minutes of Cs time should C call back 

Created By: Dakota McGregor (1112112017 7:58 AM) 

:~ :~ ~~ .,.,JMIJJl!iiii 
Created By: Dakota McGreoor (1112012017 4:53 PM) 

✓ ARBS
0
RE~ EIVED CASE, U~D';R R~EW, VERl

0
FY PROBE 

✓ 

✓ 

✓ 

✓ 

✓ 

✓ 

Created By: Samantha Dixon (11/201201710:32 AM) 
Velliae Coo~ng concern 

Created By: Madsita Soott (11/20/2017 8:28 AM} 
RC~S reviewed case with TL-GO and RCAS-MS to submit IIR without initial Customer contact at this time. 

~~=~~~'~9:~{!~'~!ic!:~) on 11117/2017 at 8:39am. 

Customer did not answer. 

RC~S left VMX with update in the case and direct contact information. 

Created By: Markita Scott (11/161201710:32 AM) 
RCAS-MS placed outlxlund call to Customer 
Customer answered but oou1d not hear RC~~. 

RCAS-MS placed outlxlund call to Customer 
Customer answered but COl.fd not hear RCASlb. 

Created By: Markita Scott (11/15120171:21 PM} 
RCAS-MS placed outlxlund call to Customer a 

Customef did not answer. 

on 11/16/2017 at 10:29am. 

on 11116/2017 at 10:31am. 

on 11115/2017 at 1:10pm. 

RC~S left VMX with direct contact information and follow up date of 11116/2017. 

Created By: Madsita $cptt (11/1512017 1:18 PM} 
RC~S received VMX from Customer on 1111512017 at 12:24pm requesting call back regarding case and slated that Customer is available before 3:00pm EST. 
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Created By: Madsita Scott (11/1512017 8:05 AM} 
RCA>MS received e-mail from SM-Mike that CUstomer is not currently in a loaner vehicle. 

Created By: Mar1<ita Scott (11/14/2017 2:20 PM} 
RCA>MS placed outlxlund call to Customer •II■■■■ on 11/14/2017 at 2:17pm. 

Customer did not answer. 

RCA>MS left VMX wi1l1 direct contact inlormation, request tor best contact time, and follow up date of 11/15/2017. 

Created By: Mar1<ita Scott (11/14/2017 2:16 PM} 
✓ RCA>MS received e-mail from SM-Mike that the concern is Faward Emergency Braking. 

✓ 

RC~S responded and inquired if Customer is currentty in a loaner vehicle. 

Created By: Mar1<ita Scott (11/14/2017 8:46 AM} 
RCA>MS sent e-mail to SM-Mike on 11/14/2017 at 8:46am requesting infonnation regarding Customef's concern with -,ehicie. 

Created By: A!jpa Kjn911tpn 111/13/20171:20 PM) 
- CASE SUMMARY - " 

C contacted NNA for assistance with a VEH concern. 

CRR-AK sending case to RCAS for ft.wther review. 

Created By: Alina Kingston (11/13/20171:20 PM} 
CRR-AK VERIFIED ACOOlllt Info induding: C's name, home & email address, phone# & best oontact# 
CRR-AK VERIFIED VEH Info including: VIN, Current Mileage 
CRR-AK CHECKED for open recalls/campaigns & found: 0 
CRR-AK CHECKED for previous UNRELATED Case(s} & foond: 0 
CRR-AK CHECKED for previous RELATED Case(s} & found: 0 

ORR-AK NOTED ooncem is: Unable to duplicate concern 

CRR-AK received inbound call from C. 

C stated C took VEH to DLR on Nov. 9th, 2017. 
C stated this ooncern has re-occurred ~10 times. 
C stated ABS oomes on intermittently. 
C stated VEH stops when ABS is activated. 
C stated DLR oouldn1 duplicate concern. 
C stated DLR told C to call NNA. 
C stated it is scary when this occurs. 

CRR-AK advised C that CRR-AK will send case to RCAS & Cwil be contacted on 11/14/17. 

C understood & appreciated the assistance. 

CRR-AK provided C wi1l1 Case#, first name & agent ID. 

CRR-AK offered fll'ther assistance. 

C dedined. 

CRR-AK thanked C for calling Nissan Consumer Allairs. 

cal ended mutualy. 

Best Contact#: (631)­
VIN: JN8A T2MV7H"'IIIIII'"" 
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Case Categorizations 

Action ea..~# c..tego<y Description 

INTERIOR 
ELECTRICAL 

SUbcalegory lle5cripticn 

FORWARD EMERGENCY 
BRAKING (FEB} 

Symptom Oesaiption 

POOR OR IMPROPER 
OPERATION 

Case Categorizations Help 

Majo< Component Code Category Date Symptom Code Cate90')' Code Subcategory Code Concern Code 

Forms 

Action Fonn -A Back To Top 

Request Type 

IIR 

26 

Cn,atedBy 

Mmtiw Scott 11/20/2017 8:31 AM 

Nways show me more records per related list 

11/21/2017 YX AV 
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• Search ... Search Derek Latta Help & Training All Tabs 

Home Accounts Ideas Dealer Locator Literature Requests Console Cases Home Reports Dashboards Articles Profile Feed Profile OVen,iew Comments Export Warrant) 

- Customize Page I Printable Vrew I Help for this Page 

Show Feed 

Case Detail 

Account Name 

Contact Email -

HomePhone -
Letter Se-nt Date 

Letter Received Date 

Follow Up Date 1/24/2018 

Supporting Documents 

CA Muttiple Repairs 

Social Media Involvement 

Martiz Custome< Id 

Case O#nH location Murfreesboro 

Case ~""Y I/it! I Case ConYnents liZI I c..,.. Categorizations W I ,E= W 

J Reopen Case 11 Clone Closed Case J 

Case Owne< ■ OeHenry Kidd 

Type CA 

Case Origin Phone 

Executive RefNTal 

Exee>Received-Oa.te 

Status Closed 

Datelrme Opened 11/14/2017 10:25 AM 

Datetrme Closed 1/23/2018 11 :06 AM 

Multiple Repairs No 

Executive Summary 

Texting Status Executive Actions To Resolve 

Case Reopen Count 3 

Description UR- FEB- EST 

Call Script 

Who contacted u.s? Consumer 

#Vehicles Owned 1 

Vd'liele Purchased New 

Pre-Owned Initial Mileage 

Curren!Mil<e- 4,136 

Incident Codes - IIR REQUIRED 

lncidef'lt Date 

Sent to legal 

Accident 

Asbag 

Fire 

IIR lndic.ator 

IIROate 

HR -

Vehicle Information 

Vehicle JN8AT2MV4frl 

Model Year 2017 

Make NISSAN 

Model Line ROGUE 

Model Code 22617 

Dealer Detai l 

ease Servicing Dealer SMITHTOWN NISSAN 
Case Servicing Dealer Region Northeast Region 

Bluetooth 

Related Items 

Responsible District 07 

SharedWrth 

Phone Carrier 

Phone Manufacturer 

Reported From 

Issue Categories 

Approwd Ched< Reques1s $0 .00 

https:/ /nissanna.my.salesforce.com/ 5000G0000 1 K2LkzQAF 

Vehicle Maintained Location DLR 

Previous Repai.r Date 

Previous Repair Location 

Related Vehicle Make Nissan 

XTIME Appointment Numb« 

Rollowf' 

Property Damage 

Injury letter 

Nootber Injured 0 

RHR Started 12/4/2017 

RHR C«npleted 12/5/2017 

Customer Document Requested 

Date Requested 

Customer Document Received 

Date Received 

Part Numb« 1 

Beyond Basic Warranty Miles 1 O 

Beyond Basic Warranty Months1 

Beyond PT WalTal'lty Miles1 0 

Beyond PT Warranty Months 1 0 

Data Net 

Datanet Deal« Date 

Oealff Instructions Service Oepl Review 

Requested Dealer Action 

Bluetooth Ticket Status 

Phone Model 

Phone Operating System 

Goodwill Offered 

VCAN 

Goodwill Processed 0 

Vehicle Service Contract 

VSC Reprint Request Email 
.J 
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Sales & Service Campaign Specific Information 

Hot Alert Date 

LS Response rime 

Vert>atims 

Alert Trigger Verbatim 

Survey Verbatim 

Deale< Action History 

NNA Notes 

Customer Conversation Notes 

DTS Inspection 

Contact Name 

Home Phone 

Wodc.Phone 

Mobile Phone 

Email 

Attemate Email 

OTS Inspection Date OTS Inspection Date Confirmed? 

DTS Request Type Notes for OTS (Vehicle Concerns) 

Inspection Time/Notes Appointment Time: 

System Information 

Subject 

Notes to Agent 

CUSTOMER:­
JN8AT2MV4~ 

VIN: 

Created By 

Last Mocfrfied By 

Deena Shrestha 11/1412017 10:25 AM 

NNAill, 12/13/2018 9:53 PM 

Case Record Type CA Oosed Case 

Days Closed 861 

Action c- NT8F 

What action was taken? SF Provided Vehicle Information 

Agent Comments 

Agent Comments Follow up with C fill out IIR. 

Case History 

Dale 

1/23/201811:06AM 

Agent Next Step 

Use< 

DeHenry Kidd 

I Reopen Case I ! Clone Closed Case! 

Action 

Changed Status from Open to Close<!. 

Closed. 

Change<! Follow Up Date from 1/ 19/2018 to 1/24/2018. 

Root Cause 

Root Cause Code 

Root Cause Code (2) 

Document ID 

1/23/2018 10:55 AM 

1/23/2018 10:41 AM 

DeHeory Kidd 

DeHeory Kidd Changed Reopen Date from 12/4/2017 10:07 AM to 1/23/201810:41 AM. 

Changed Status from Closed to Open. 

Show more • I~ 

Case Comments 

Pubic C«nmenl 

Create<! By: DeHenry Kidd (1/23/201811:06 AMI 
Arbs is closing case 

NNA CA RCAS will continue to - this inc~ and delillef RHR decision. 

Create<! By: Kalia Johannes (1/23/2018 10:53 AMI 

Page 2 of 5 

SCIN 

Ca-se History Help 

Case Conments Help 

ARBS notes after careful consideration - At this time, NNA is not in a position to offer a repurchase or replacement of this vehicle, as the vehicle has not been subject to an unreasonable number of repair att~ for any 
warrantable ooncems. NNA will contn.Je to honor the temlS and oonditions of all applicable warranties. 

Create<! By: Kalia Johannes (1/23/201810:53AM) 
ARBS-KJ notilg summary: 

State: NY 
I Yeh acquire<!: New lease 

In Service Date 5/16/2017 

ARBS nom,g no warranty repairs made, concerns not duplicate<!. 

Create<! By: Kalia Johannes (1/23/201810:52 AM) 
ARBS-KJ notilg the following RHR: 

~1~:IR'!: 4,062 Miles, RO:- - Days Oown: 7 

1. Radio only plays 2 stations 
2. Lood rumble and car stopped-no obstructions, or train tracb happened 2 times. 
ACTION: 
1. Road teste<l; all am and FM stations coming in. Operating as nonnal. 
2. Concern not duplicate<! 

Create<! Bv: Qet1epcy Kjdd 11/19/201 8 4:47 PM) 
""Closing Case Notes_. 

- Case Decision: there were no defects found with the vehicle. The vehicle's FEB braking system was tested and inspected, and there is no indication of a manufacturing or product defect. 
Albs inquired about the Eml< codes that were pulle<l from customer vehicle, albs was infomt those enor codes were for the Side Radar 5eno< (Blind Spot warning) not the FEB. 

Arbs is closing case 

Create<! By: DeHenry Kidd (1/19/2018 4:23 PM) 
CUstomer Name: 
p-
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Arbs-OK called customer no answer was made Albs left c a message stating name and number for c to call Arbs back at call ended. 

Case Decision: there were no defects found with the vehicle. The vehicle's FEB braking system was tested and inspected, and there is no indication of a manufacturing or product defect. 
Arbs inquired about Ille Error codes lhat were pulled from customer vehicle, arbs was inform those enor codes were to< Ille Side Radar 5eno< (Blind Spot warning) not Ille FEB. 

Customer will be sent a letter in regards to their case after arbs discuss case with them 

Created By: DeHenry Kidd (1/18/2018 3:47 PM) 

Page 3 of 5 

Arbs has reached out to the customer to let the customer know that the case is stil under review and at this time a decision has not been made, Arbs apologize to the customer for the delay but arbs has reached out to Pl 
team requesting a decision due to it has exceeded the time frame. Once a decision is made arts would contact customer. - Henry Kidd 11/18/20181:50 PM) 

Arbs caled rustomer at 149pm to let customer know the case is still under review and a decision has not been made yet. Albs will follow up with customer once arbs received the decision. 

Created Bv: QeHenry Kidd 11/18/201810:15 AM) 
• Arbs has been ilformed the case is stil l.llder review and a decision has not been made 

Created Bv: QeHenry Kidd 11/18/2018 8 :19 AM) 
Arbs has sent a fonow up email to Pl to see if a decision has been made on customer case arbs is waiting on a reply. 

I ;~~e:s ~°t,t;zJ.t! ~~1~~~ ~,:~and a decision has not been~ 

Created By: DeHenry Kidd (1/1112018 7:48 AM) 
Arbs has sent a follow up email to Pl to see if a decision has been made on customer case arbs is waiting on a reply. 

Created By: Dakota McGrew 11/2/2018 8:24 AM) 
✓ ARBS notes assisting ARBS DK 

ARBS notes lhat IIR was upjoaded to FTP 

Created Bv: QeHenry Kidd f12129/201710:21 AM) 
Arbs received a cal from customer, arbs has infonned customer the case is still under review and a decision has not been made. Arbs stated once the decision has been made arbs wil contact customer. 

Created Bv: QeHenry Kidd 112/2712017 7:56 AM) 
Arbs has reached out to Ille DTS to see if Ille report has Ileen up loaded to Ille FTP site arbs is waitilg oo a reply. 

Created Bv: QeHenry Kidd 112/1112017 8:56 AM) 
Arbs received a cal from customer stating lhat Ille date to< 12119 is olt with customer. 

Arbs has called Ille dealer to setup an inspectioo and provided Ille DTS name. 

Created By: DeHenry Kidd (12/812017 9:55 AM) ·--Arbo called customer at 954am and left a message stating lhat inspection date is set to< 12/19 at 2pm. Albs would need to< customer to confirm Ille inspection to proceed further wilh Ille case. Arbo is waiting oo a reply 

• 

Created Bv: QeHenry Kidd 112/712017 2:27 PM) 
Verified Name Address Phone# VIN Mileage Responsible Dealer 

Checked to< open Recals/Campaigns: Nooe 

Customer stated when she is drivilg the vehicle it f~s like it is going to stall, Customer stated that vehicle would slow down and the engine would rev up. CUstomer stated that she was not around anything nor any train 
tracks . 
Fm incident - sport button came on 
Second incident - No sport button came oo 
Third ilcident - In the parkilg kJt - Thefe was a Matfl.llction on the screen and stated to see ownefs manual. 

Arbs-OK informed customer lhat Arbo would setup an inspection. Albs-OK stated ooce arbs has Ille date Arbo will let Ille deale< and customer know. 
Arbs-OK also stated lhat Ille process could take up to 6 weeb to< eve,ything to be done and process to determine a decision. Arbo stated lhat NNA would provide alternate transpatatioo doing Ille duration of Ille 
investigation. Customer undefstood. 

I ;~~~~JB~~:!; 11W'c!:e'T~~~l2~Af: RHR to be completed. 

• 

Created By: DeHenry Kidd (12/61201711 :16 AM) --Arbs-OKcalled customer at 1116am no answer was made. Atbsleft a message stating name and nurnbe<lor c to call Arbo back a 

Create<I By: Nicki Raaor (121512017 3:33 PM) 
ORTS received Ille RHR. The RHR was assigned to ARBS Kalia Johannes tor review. 

Created By~ Samantha Dixon 11215/2017 7:26 AM} 
C contacted CA with Rogue coocem YEH stOl)l)ing in Ille middle of Ille road. 

created By: Jaoi:sha wmummn (1214/2017 4:49 PM) 
IMPORTANT: 
C requests to only be called after 3PM EST ~ri due to C being a teache< and cannot aMWer Ille phone before lhen 

~~~ :i: J Mil ti a My re()()(ded for training and quaity pwposes 
C stated lhat C has not received calls back from Kelsey when C asked to be called back after 3 pm EST since C is a teacher 
C stated Ille vehicle has concerns and lhat NNA doesn't have a fix 
C stated lhat v.taen C is driving Ille veh, Ille veh feels as if tt is going to stall out but doesn\ 
C stated the veh slows down and engine revs up on its own 

C stated Ille sport light came on Ille dash and lhen returned back to normal 
SRCAS-IW asked C oflhe IIR questions 
C stated cunrently Ille sport fight did not come on lhis current time 
C stated the concern has occt.l'Ted 2 times witNn a 3 month period 
C stated C heard a beeping noise and lhen oo Ille dashboard there was a notification for Ille collision symbol 
C stated lhat C was not aware of Ille Eme,gency Braking System 
C stated lhat Ille C was told by Ille inspector who came to inSl)ect Ille veil at Ille dlr to ask for Ille lemon law or a long tern, rental 

./' C stated C wants a new vehicle 
C stated C doesn1 want Ille loaner vehicle even if offered 
SRCAS-IW informed C of Ille RHR questions and advised not a guarantee and can take an estimate of 10 business days to complete 
• V-ltry do you want to return the vehicle to Nissan North America? 
• C stated this is a safety concern 
• Whe<e is Ille vehicle currently? 
• C stated at C's residence 
• Ne you currentty in a rental vehicle? 
•Chas veh in C's possession and doesn't want the loaner even if offered 
• Where was the vehicle purchased? 
• C stated leased at Srmhtown Nissan 
• Was the vehicle pcxchased new or used? 
• C stated r,ew May 2017 
• If used, when was Ille vehicle purchased? 
• Where is the vehicle serviced? 
C stated only Smilhtown Nissan 
• Has the vehicle been taken to multiple Nissan dealers or fnfiniti retailers? If so, document names of dealers/retailers. 

SRCAS-IW info<med C next follow up is every 3 business days 
C !hanked SRCA~W 
Call ended mutualy 

✓ ~~~:J:rmrJr:=~~~~=:: IIR at this time 

Created By~ Cbci3 Bktlamki (12/4/201710:27 AM) 
CRR-CB VERIAED Account Info including: C's name, home & email address, phone# & best contad# 
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CRR-CB CHECKED for previous UNRELATED Case(s) and lound:0 
CRR-CB CHECKEDpreviousRElATED Case(s) and lound:1-
CRR-CB NOTED concern is:Case-

C stated C is getting frustrated that C is unable to reach CRT-KC 
C stated C told specificaly that C wor1<s in a school 
C stated they are unable to use cellphones until school is ~ at 3PM EST 
C stated that CRT-KC calls before that and when C calls tt goes to VMX 
C stated is getting nervous as there is a forecast of snow Friday 
C stated the situation with VEH tt could be dangerous the - the VEH wor1<s now 

CRR-CB advised C I will document the case 
CRR-CB C wants a cal back by EOB today or tomorrow ahter 3PM EST 
CRR-CB also advised I will fo<ward an email to CRT-KC 

Cap<reciated 

CRR-CB offe,ed further assistance 

Cati ended mutual y 

Created By: Barbara Strobel (12/4/2017 9:39 AM) 
CRT-BS is closing case as no fixther assistance can be offered at this time. 

~CASE SUMMARY~ 
C contacted Nissan CA requesting assistance with VEH stopping in the middle of the road. 

✓ CRT-KC called C and spoke with C about ooncem. 
CRT-KC reached out tot he DlR for more information. 
CRT-KC placed 3 oontact attempts. 

•" STATEMENT OF DECISION"• 
CRT ~S is closing case for CRT-KC after placing 3 oontact attempts. 

✓ g~;~ ~ti~:'\!~=~<~~:7c~~~~> 
Created By: Kelsey ChchHi8D3CP (12/1/2017 7:49 AM) 

✓ g~+~~r:o~:w:1 ~t~.~~LQ J JJ!J ,. and work hours. 

Created By: Kelsey Christiansen (11/30/201711:36AM) 
✓ CRT-KC placed outlxlund call to C" •I 

CRT- KC provided C with case#, CR I -M, s pnone • • and work hours. 
CRT-KC will follow up on Friday. 

Created By: Kelse Christiansen 11/291201712:28 PM) 
✓ CRT-KC placed outlxlund call t 

CRT-KC provided C with case ' e ' and work hours. 
CRT- KC will follow up on Thursday. 

✓ g,~;1~ ~=tx~h;::ag:i~~1~~:: t!!~. AM) 
✓ ;~~~~:~~,g~r_;,,;t;:~~7n (11~7120171:0S PM) 

Created By: Kelsey Christiansen (11127120171:0S PM) 
•" CLOSING CASE--
CRT- KC is dosing case as no fl.M1her assistance can be offered at this time. 

✓ ;;'~~~~=';;; requesting assistance with VEH stopping in the middle of the road. 

-STATEMENT OF DECISION"• 
CRT- KC was IMlable to oontact C. 
closing pending C response back. 

Created By: Kelse Christiansen 11/27120171:04 PM) 
✓ CRT-KC placed outlxlund call t 

CRT-KCprovidedCwithcase ' e , andworkhours. 

✓ g~;~ ~:~ ~:,y ~h=nsen (11122120177:56 AM) 

Created By: Kelsey Christiansen (11121/2017 3:16 PM) 
✓ CRT-KC placed outlxlund call # 

CRT- KC provided C with case ' ICt< •-",.; s pnone • • and work hours. 
CRT- KC will follow up on Wednesday. 

Created By: Kelse Christiansen 11/20/2017 2:47 PM) 
✓ CRT-KC placed outlxlund call t 

CRT-KC provided C with case ' e ' and work hours. 
CRT- KC will follow up on 

Created By: Kelsey Christiansen (1112012017 2:17 PM) 
CRT-KC placed outlxlund call to Smithtown Nissan a 
CRT-KC spoke with Se<vice Manage< Andrew 

✓ SM- found one from the 4th. 
SM- stated Ro was closed 11/15, did not duplicate it, road testing. 
CRT-KC understood. 
Call ended mutualy . 

.,. gr=~ ~~!'=nr~Cl1QA~:~~~ ~::=> dept 

Created By: Janisha Wilkerson (11/17/2017 11:57 AM) 
SRCAS,JW is assisting with call due to CRT-KC's phone system sllutting down in error 
SRCAS,JW called C J . 
SRCAS,JW informed mat me COIi may be reoorded for training and quatity purposes 
C stated that the veil feels as W rt will shut down on tts own 
C stated that the engines starts to reve 

✓ g ::: r::~\d~ ~S0:~7:'~ what numbers it runs up 

C stated there is a sluggish feeling 
C stated that the conce<ned occurred about 2 times but intermittent 
C stated that C's sport light came on the dash board 
C stated there was no train tracks or anything around C 
C stated the coocems occu- at any given time even after the veh warms up for a Jong period of time 
SRCAS,JW informed C that C will be contacted by Monday 11/20/17 to allow CRT-KC to cal dlr to get more details. 

✓ Created By: Kelse Christiansen (11/171201711:45AM) 
CRT-KC placed outlxlund call t 
CRT-KC advised that "'this call qualtty and training PllJ)OSeS." 
CRT-KC verified information e-mail, mai ing address, phone, and best oontact. 
CRT-KC advised that CRT is C Consumer Affairs Representative and pant of contact. 
CRT-KC advised that before CRT-KC can move forward with investigating C case. CRT-KC wanted to hear more of what happens with C VEH. 
CRT-KC asked things fike when does the VEH usualy stop. Has it been driven for a whi e? Is there a certain road tt stops on? Is there a certain time of day this happened? 

Page 4 of 5 

C stated happened twice, the first time tt had been driving for a while, tt had been driven at least 2 hours, no obstruction, no button was pushed, no warning sound happened, the sport button had turned on by tts self, tt 
felt like something was holding the truck back from moving, it stopped and then started again, no train tracks or anything i ke that. 
C stated 3 or 4 months later tt happened again in a C001)1etely different area and had orty been driven for about 10 minutes before it, again nothing in the road, C made a tum and started going straight again. C did not 
recall n the sport button was on anymore. 
C stated the problem is that it is something that the DLRSHP could have VEH for months before tt could actualy happen. 
C stated that the VEH makes a sound tike you are going ove, n.mble strips. 
DLR stated that an error came up when was there. 
C stated C had no idea that there was anti-colision in the VEH. 
C stated that VEH does not come to a complete stop tt just slows down a good 20 mph and then starts back up again. 
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C stated factory rep came and told C to contact CA. 
C asked what C does in the meantime. 
C is paying a lease. 
C stated that the Factory Representative stated that C needed to contact CA foc a ioa-VEH. 
CRT-KC phooegotdisoonnected. 

✓ g~;~~fuli:'~:;~:r
0
ag~eo (11/1612017 11 :31 AM) 

Created By~ Kelsey ChciJ!iaD3CO (11/1 61201 7 11::26AM) 
✓ CRT-KC placed outtxxmd call to C •I 

CRT- KC provided C with case#, CR I -M, s pnone • • and work hours. 
CRT-KC will follow up on Friday. 

Created By: 

✓ g~~~~':,~:~:!t~.c , and work hours. 
CRT- KC will follow up on Thursday. 

Created By: Kelsey Christiansen (11/1512017 8:23 AMI 
CRT-KC placed outtxxmd call to Smthtown Nissan a 
CRT-KC spoke with SeMce Manage< Andrew 
SM-A stated that C came il for a radio ooncem and a loud rumble and VEH stops. 

✓ SM-A contacted DTS, cleared codes, opened Techi ne case. 
SM-A stated that the collision warning is having an issue so the car stops in the middle of the road because it thinks that something is in the way. 
SM-A states that if a loaner needs to be provided the DLR does have some available and can arrange for that 
CRT-KC understood 
Call ended mutualy. 

Created By: Deena Shrestha (111141201710:36 AM) 
CRR-DS is forwarding case to RCAS foc further assistance 
C .is ~ ing f~erm 1oaner,_VE~H ___ _ 

---= Mileage: 4,136 
Dealer. SMITHTOWN NISSAN 

Created By: Deena Shrestha (11/141201710:34 AM) I Last Modnted By: Kelsey Christiansen (11/1512017 8:10 AM) 
CRR-DS VERIAED Account information including: C's name, home & e-<nail address, 
phone numbe< & best contact numbe< 
CRR-DS VERIAED VEH lnfoonation including: VIN#, Current Mi eage, Warranty & Service History 
CRR-DS CHECKED f()( open recalls/campaigns and fol.lld: 
CRR-DS CHECKED f()( previous UNRELATED Case(s) and found: 
CRR-DS CHECKED previous RELATED Case(s) and found: 
~R!:.~~~~ is: DLRSHP complain 

CRR-DS received inbound call from C 

C stated C's VEH is at DLRSHP 
C stated SM from DLR are not able to find issue with VEH 
C stated VEH engine just rave and tt shut down 
C stated factory Rep came to look after VEH but not able to diagnosls 
C stated DLR fold C VEH need to be at DLR f()( at least 4 months 
C stated C is seeking for ~erm loaner VEH 

✓ CRR-DS advised did C talked with DLR f()( loaner VEH? 

C stated C was provided with low range VEH than C's leased VEH 
C stated C pay $369 per mooth foc $30,000 
C stated C was provided with VEH amoooted $1500 

CRR-DS advised how would C like to ass.st? 
C stated C was told to call NNA foe long term loaner 

CRR-DS informed C that Case will be transferred to a Regional Consumer Affairs Specialist who wil contact the C by close of business day 11/15/2017 regarding C's concern. 

C undefstood. 

CRR-DS asked C if thefe was anything else CRR-OS could ass.st with. 
C declined. 

CRR-DS provided C with agent ID and case llllllbef 
CRR-DS noting C's best cootact number is 6319791203 
Call ended mutualy 

Case Categorizations 

Page 5 of 5 

Case Categorizacons Help 

Adion ~ ~ # c..tego,y Description Subcatego,y Description Symptom Description Majo,C-C-~ Dale Sy-C- c.oegory ~ Subcate90')' C- Concern C-

Forms 

Action Fonn -A Back To Top 

NISSAN PRODUCTINQUIRIES ROGUE GENERAL INQUIRY OF 11/14/2017 ZR AZ 270500 OF 

Request Type 

IIR 

C<eatedBy 

lanwm WilkCCi90 121412011 4:48 PM 

Atways show me more records per related list 

Copyright© 2000-2020 sales force.com, inc. Al rights reserved. I Privacy Statement I Security Statement I Terms of Use I 508 Compliance 

Created Date 

12/4/2017 

FonnsHelp 
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• Search ... Search Derek Latta Help & Training All Tabs 

Home Accounts Ideas Dealer Locator Literature Requests Console Cases Home Reports Dashboards Articles Profile Feed Profile OVen,iew Comments Export Warrant) 

- Customize Page I Printable Vrew I Help for this Page 

Show Feed 

Case ~""Y I/it! I Case ConYnents Jl\!11 I c..,.. Categorizations W I ,E= W 

Case Detail 

Account Name 

Contact Email 

Home Pl1one 

Letter Se-nt Date 

Letter Received Date 

Follow Up Date 1/18/2018 

Supporting Documents 

CA Muttiple Repairs 

Social Media Involvement 

Martiz Custome< Id 

Case O#nH location Murfreesboro 

J Reopen Case 11 Clone Closed Case J 

Case Owne< Diamond Milan 

Type CA 

Case Origin Phone 

Executive Refenal 

Exee>Received-Oa.te 

Status Closed 

Datelrme Opened 11/15/2017 9:09 AM 

Datetrme Closed 1/18/2018 10:26 AM 

Multiple Repairs No 

Executive Summary 

Texting Status Executive Actions To Resolve 

Case Reopen Count 0 

Description CUstomer has forward emergency braking concerns. 
ARBS notng concern under investigation. 
ARBS noting ARBS offered repurchase to, the coocen but ARBS was not able to get a response from C to resolve coroem. 

Call Script 

Who contacted us? Consumer 
IVell;desOwned 1 

Vehicle Purchased New 

Pre-Owned Initial Mileage 

Current Mile.ge 16,000 

Incident Codes . IIR REQUIRED 

lncidef'lt Date 

Sent to legal 

Accident 

Aobag 

Fu. 

IIR Indicator 

IIROate 

HR -
Vehicle Information 

Vehicle SN1AT2MT31-'• 

Model Year 2017 

Make NISSAN 

Model Line ROGUE 

Model Code 29117 

Dealer Detail 

ease Servicing Dealer TROPHY NISSAN 
Case Servicing Dealer Region Central Region 

Bluetooth 

Related Items 

Responsible District 12 

SharedWrth 

Phone Carrie< 

Phone Manufacturer 

Reported From 

Issue Categories 

Approwd Ched< Reques1s $0.00 

https://nissanna.my.salesforce.com/5000G00001K2dlnQAB 

Vehicle Maintained Location TROPHY NISSAN 

PreYM>us Repair Date 

Previous Repair Location 

Related Vehicle Make Nissan 

XTIME Appointment Number 

Rollowf' 

Property Damage 

Injury letter 

....,,be<lnjured 0 

RHRStarted 11/15/2017 

RHR C«npleted 11/20/2017 

Customer Document Requested 

Date Requested 

Customer Document Received 

Date Received 

PartNumber1 

Beyond Basic Warranty Miles 1 0 

Beyond Basic Warranty Months 1 O 

Beyond PT Warranty Miles 1 0 

Beyond PT Warranty Months 1 O 

Data Net 

Oatanet Deal« Date 

Dealer Instructions Se<vice Oepl Review 

Requested Dealer Action P l ease Review 

Bluetooth Ticket Status 

Phone Model 

Phone Operating System 

Goodwill Offered 

VCAH 

Goodwill Processed 

Vehicle Service Contract .J 

6/2/2020 
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VSC Reprint Request Email 

Sales & Service Campaign Specific Information 

Hot Alert Date 

LS Response rme 

Verbatims 

Alert Trigger Verbatim 

Survey Verbatim 

ONlef' Action History 

NNA Notes 

Customer Conversation Notes 

DTS Inspection 

Contact Name 

Home Phone 

WorttPhone 

Mobile Phone 

Email 

Artemate Emai1 

DTS Inspection Date DTS Inspection Date Confirmed? 

OTS Request Type Notes few DTS (Vehicle Concerns) 

Inspection Time/Notes Appointment Time: 

System Information 

Subject 

Created By 

Last Modified By 

Case Recoc'd Type 

Days Closed 

Acti<mCode 

Notes to Agent 

CUSTOMER:-
5N1Al2MT3~ 

Sandra Bidwell 11/15/2017 9:09 AM 

liW.m, 12/13/20189:S3PM 

CA Oosed Case 

866 

NT4B 

What action was taken? 48 Lack of C:ustomer Response 

Agent Comments 

Agent Comments 11/22 review case with TL 

Agent Next Sttp 

VIN: 

I Reopen Case 11 Clone Closed Case ! 

Case History 

User 

1/18/2018 10:26 AM Dj@Q)QQd MHan 

Piamond Miao 

Action 

Changed Status from Open to Closed. 

Closed. 

Changed Description. 

Root Cause 

Root Cause Code 

Root Cause Code (2) 

Document ID 

1/18/2018 10:23 AM 

1/18/2018 9:28 AM 

1/11/201811:26 AM 

Diamond Milan 

Qiamgnd Miao 

Changed Follow Up Date from 1/16/2018 to 1/18/2018. 

Changed Follow Up Date from 1/11/2018 to 1/16/2018. 

snaw CP9t'.e a•~ 

Case Comments 

Puibiic Comment 

1 g=~~r:g:::we=~~~~;:.~i 
Created Bv: p;amgng Mil•o ~1/18/201810:22 AM) 
ARBS noting ARBS is closing case as no ftl"ther assistance can be provided at this time. 
ARBS notilg ARBS has offered to r"l)ll'chase Cs veil due to FEB concerns being under investigatioo. 
ARBS noting ARBS has provided numbers to C for the repurchase. 
ARBS notilg ARBS and dlr have nol been able to contact C to resave the concern. 

Created By: Diamond Milan (1/1812018 10:19 AM) 

I ~~:.:,~; :'..:C0,;:con£3 inLtion and case number 

Created By: Diamond Milan (1/18/2018 9:28 AM) 
I ARBS Noting ARBS has moved fojlow up to 1/18. 

ARBS notilg ARBS has been out of the office due to inclement. 

Created By: Diamond Milan (1/11/201811:25 AM) 

~~:.:,~; :!: ;.,,J£!2il ii!£!i.,tion and case nurooer. 

Created By: Diamond Milan (119/2018 1 :35 PM) 

■ ~~:.:,~; :'..:C0
,;:con£3 inLtion and case number 

Created By: Diamond Milan (1/312018 4:10 PM) 
ARBS emailed C updated repurchase letter. 

I Created By: Diamond Milan (1/3/2018 4 :07 PM) 
ARBS notilg repurchase numbefS: 

Base Price $21,975.81 
Sales Tax $1,216.63 
Dealer Inventory Tax $45.45 
Other Taxes $22.00 
Government Fee $101.50 
TIiie Fee $33.00 
Inspection Fee $23.75 
DOC Fee $150.00 
T o1al Purchase Price $23,568.14 

Less Usage (NNA Waived partial) $1 ,929.48 
Less Rebates $2,500.00 
Loan Payoff' $20,638.66 
Tolal Deductions $25,068.14 

https://nissanna.my.salesforce.com/5000G00001K2dlnQAB 
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Refund Amooot -$1 ,500.00 
Lien Payoff 20,638.66 
Total Repurchase $19,138.66 

Created By: Diamond Milan (1/312018 4:01 PM) 
ARBS placed a cal to C 

ARBS explained to C that NNA cannot show C the sllo<t method because Cs state does not give bad< interest. 
ARBS advised C that ARBS wil worl< on a new reptrchase lette< for C with the new pay off. 

C unde<Stood. 
C thanked ARBS. 
Call ended mutualy. 

Created By: QiaDM29d Milan ~1/312018 3:34 PM) 
ARBS reviewed case with TL.CA. 
TL exl)lained that ARBS cannot show short method due to the state not giving interest bad<. 
ARBS was advised to give C a call to exl)lain numbers again. 

Created By: Dian:-~:l~~~::2018 3:30 PM) 

~:.m~~ 
1. 30~ thnJ2/2/2018 
2. Per diem 7.34 
3. # of sclleduled payments re<:eived 1 
4. Scheduled Payment amount 684.80 
5. Total Principal paid 275.66 
6. Total lnte<est paid 409.14 
7. Late fees paid 0.00 
8. Most Recent payment received 10/20/2017for$684.80 

The payment histay is attached. 

The customer is 54 days deinquenl Her delinquent payments Total $1369.60. late fees: 68.40. Total due to be current is $2122.88 (this indudes late fees). 

Created By: Qiamond Milan ~12/29/201711:59 AM) 
ARBS received a cal from dlr. 
ARBS spoke with GSM.JC. 
ARBS advised to GSM that ARBS has explained evecything and ARBS is getting a new pay off again for C. 
GSM advised that GSM has tried to explain everything to C but she is not undefstanding eve,ything. 
GSM advised C at this point, WC does not return paperworl< or make a payment the veh will be repossessed in Jan. 
ARBS understood. 
ARBS advised that ARBS will keep GSM uPdated. 
Call ended mutualy. 

Created By: Qiamond Milan ~12/29/201711:53 AM) 
ARBS nom,g the following email to C: 

Ms. Robinson, 

I have reached out to NMAC to get the most updated numbers for the rel)<.l'chase letteragain. 
As soon as they send me the new numbers, I will send you a price break down showing down payment. 

Thank you, 

Created By: Diamond Milan (12/29/201711:SO AM) 
ARBS noting the following email to NMAC: 

Hello NMAC, 
WiR you please provide the following information on this acoount 

1. 30 day payoff 
2. Per diem 
3. # of scheduled payments rece;ved 
4. Scheduled Payment amount 
5. Total Principal paid 
6. Total lnte<est paid 
7. Late fees paid 
8. Most Recent payment rece;ved 
10. Please indude payment histay 

Acoooot Number 00102455606060001 

Page 3 of 10 

I know you have sent tt in the past, howeve<, I need to get another update of evecything because the customer still has not signed paper WOO<. I am needing to see all late fees as well to add to the numbers. 

Thank you, 

I ;~~~~: ::!!x":1A'J~~g_2129/201711:50 AM} 
Created By: QiaDM20d Milan ~12/29/2017 11:48 AM) 
ARBS placed a cal to C. 

ARBS advised C that ARBS wanted to folow up on reptrchase numbers. 

C stated C does not understand the reptrchase numbers. 
C stated the down payment does not show. 

ARBS advised C that is refleded in Cs payoff. 
ARBS advised C that Cs pay off is ody around $20,000 and Cs purchase price was around $23,000.00. 
ARBS advised C that pay off is lower because C made one payment and because of the down payment. 

C stated C doesn1 understand thal 
C stated C needs to see it. 

ARBS advised C that ARBS wil get numbers togethe< to show a <fifferent method. 
ARBS advised C that ARBS wil get a new pay off for the veh. 

C stated C is not signing any paperwoo< until numbers are shown. 

ARBS advised Cat this point, if C continues to hold out process and not make payments, then there is a chance the veh wil be repossessed. 

C stated C should not be punished for this. 
C stated C wants money bad<. 

ARBS unde<stood. 
ARBS advised C that ARBS wil worl< on numbers. 

C unde<Stood. 
Call ended mutualy. 

Created By: Diamond Milan (12127/2017 3:44 PM) 
ARBS noting ARBS received an email from SM asking for reptrchase lette<. 
ARBS noting ARBS emailed SM r"l)ll'chase letter. 
SM advised SM is working to resotve the ooncem with C. 

Created By: Diamond Milan (12/27/201711:18 AM) 

~::~~ ::!S cooJ J inJ rmation and case rurber. 
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created By~ rnamond Milan ~1212112011 5:29 PM) 
ARBS placed a cal to C. 

ARBS advised C lllat ARBS wanted to folow up on case. 
ARBS asked ij C has received Ille repurchase letter. 

C stated C has not. 

ARBS ve<ified email again. 
ARBS advised C lllat ARBS wil email C Ille letter to Ille cooect address. 
ARBS lllanked C for time. 
Call ended mutualy. 

Created By~ QiaDM29d Milan ~12/19/2017 2:01 PM) 
ARBS noting Ille fojlowWlg email to GSM: 

Jennifer, 

Page 4 of 10 

I have attached Ille letter I sent to Ille customer. Once she signs and returns Ille letter, we will be allle to move fO<Ward. I did look into Ille cheek as wel. The amount owed does have to be paid in ceflilied funds when 
Mo'1ey completes surrender at Ille dealer. The balance is payallle to Nissan North America. If you have any olller questions please let me know. 

Thank you, 

Created By: Diamond Milan (12/19/2017 1:58 PM) 
ARBS noting ARBS emailed C and GSM Ille repurchase letter. 

Created By: Diamond Milan (12/19/201711:58 AM) 
ARBS noting correction. 
ARBS noting ARBS waived Ille usage fee by $1 ,93821. 
ARBS noting amount owed at lllis time for surrender will be $1500.00. 

ARBS noting repurchase numbers: 

Base Price $21,975.81 
Sales Tax $1,2 16.63 
Dealer Inventory Tax $45.45 
Other Taxes $22.00 
Government Fee $101.50 

• TIiie Fee $33.00 
Inspection Fee $23.75 
DOC Fee $150.00 
Tolal Purchase Price $23,568.14 

Less Usage (NNA Waived $1,938.21) $2,095.79 
Less Rebates $2,500.00 
Loan Payoff' $20,4n.35 
Tolal Deductions $25,068.14 

Refund Amount -$1 ,500.00 
Lien Payoff 20,472.35 
Tolal ReptXchase $18,972.35 

Created Bv: pjamond Mj)an (12119/201711:46 AM) 
ARBS placed a cal to Jenmer at Trophy Nissan. 
ARBS advised Jenniferlllat ARBS got Ille numbers down to $1,500 in usage. 
ARBS advised GSM lllat GSM would provide Ille payment to Mooey at Ille time of Ille surrender in certified funds. 
GSM asked since Ille d- is paying for Ille usage, is ok for tt to be a deale< check. 
ARBS advised GSM lllat ARBS will check 00W and see. 
ARBS advised GSM lllat ARBS will send Ille numbefs to C through email. 
GSM understood. 
Cati ended mutual y. 

Created By: Diamond Milan (12/19/201711:41 AM) 
ARBS reviewed case wi111 Sr. Planner-MM. 
ARBS noting ARBS asked to waive part of usage since dlr is paying tt for C. 
ARBS asked to waive usage down to $1,500. 
Sr. Planner-MM agreed to waive usage. 
ARBS noting ARBS is waiving $1,667.64 in usage. 

Created By: Diamond Milan (12/19/201711:38 AM) 
■ ARBS checked system and verified lllat Chas been placed in a 2018 Rogue, VIN 5N1AT2MTXJ~ . 

In service date is 12/8117. 

Created By: Diamond Milan (12/19/201711:36 AM) 
ARBS placed a cal to Jenmer Carroll. 
GSM stated lllat C has been placed in a new veh will1 a new ban. 
GSM stated lllat C has a 2018 Rogue. 
ARBS explained to GSM lllat C doesni want Ille replacement option and C wanted a repurchase. 
GSM stated lllat C wants to go ahead willl Ille rej)ll"chase. 
GSM stated C pt.l"chased a new veh separately and not lllrough Ille SOC deal. 
GSM stated C has signed papers and Ille loan and everything is approved. 
ARBS advised GSM lllat ARBS wanted to verily again lllat C is not doing an SOC, C is doing a rep<rchase and C already has a new veh from dlr. 
GSM oonfirmed lllat was correct. 
GSM stated dlr wanted to pay usage. 
ARBS advised GSM lllat ARBS will get usage calculated now and will call GSM back. 
GSM understood. 
Call ended mutualy. 

Created By: Diamond Milan (12/19/201711:32 AM) 
HetloNMAC 

Eie-.1: T2MT3~ 

1. Acooun 
2. 30 day payo . thru 1/15/2018 
3. Per diem 7.34 
4. # of sclleduled payments received 1 
5. Scheduled Payment amount 684.80 
6. Tolal Principal paid 275.66 
7. Tolal Interest paid 409.14 
8. Late fees paid 0 .00 
9. Most Recent payment received on 10/20/2017 for $684.80 

Acoount is 36 days Delinquent 

Created By: Diamond Milan (12/19/201711:21 AM) 
ARBS received vmax from dlr. 

Created By~ Oiamond Milan ~1211sno114:00 PM) 
ARBS noting repurchase numbefs will1 pay off unti 12/31: 

Base Price $21,975.81 
Sales Tax $1,216.63 
Dealer Inventory Tax $45.45 
Other Taxes $22.00 
Government Fee $101.50 
TIiie Fees $33.00 
Inspection Fee $23.75 
DOC Fee $150.00 
Tolal Purchase Price $23,568.14 
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Less Usage $4,034.89 
Less Rebates $2,500.00 
Loan Payoff" $20,200.89 
Tolal Deductions $26,735.78 

Refund Amount -$3, 167.64 
Lien Payoff 20200.89 
Tolal Repurchase $17,033.25 

Created By: Diamond Milan (12/1512017 3:54 PM) 
ARBS emailed NMAC requesting another payoff. 

Created By: Diamond Milan (12/1512017 3:45 PM) 
ARBS placed a call to C. 

ARBS advised C that ARBS wanted to folow up on case. 
ARBS advised C that the dlr did falow up and from ARBS-OM ..-.cling the dlr is recommending a repurchase. 

C stated C was presented with some nun--. fO< the refinance and C was very upset. 
C stated C will not come out good in a refilance. 
C stated the dlr made C very upset and C cootd not beieve the numbe<S. 

• ARBS advised C if C does not want that option, the only other options are a repurchase or a settlemenl 

C stated C c1oesn, want a setllernenl 
C stated there is a not a repair avaiable at this time. 

ARBS understood. 
ARBS advised C that ARBS wil wor1< on numller and wil get those to C by next week. 

C understood. 
Call ended mutualy. 

Created By: Diamond Milan (12/1312017 6:00 PM) 

I ~~~~~ :!: ;.,J£!2il ii!£!i.,tion and case nurooer. 

I ;~~~%Z ~W&fr'!J?!!:A' ~~~= ~:.57 PM) 

Created By: Diamond Milan 12/12/201710:56 AM) 
ARBS placed a call to C at 
No answer, left vmax 'Mth con in rmation and case number. 

Created By: Diamond Milan (12/12/2017 10:54 AM) 
ARBS notilg the falowwlg email from GSM-Jemiler Carroll: 

AH-
I called and left message for Raven again today. I will be out of town til Friday and I want to make sure we get this deal all figured out. 
Mrs. Robinson does not want to do a SOC. She does not have the money to get currenl 
Therefore we need to wat< on just doing a buybacl</repurchase 
I did get her approved fO< a separate auto loan 

• Please advise what we need to do to move forward 
Thank you 
Jennifer Carrol 

Jennifer Carroll, General Sales Manager 
Trophy Nissan 

1Ei&t.g oorn 

Created By: Raven Giddens {12/812017 10:43 AM) 
ARBS-RG received a cal from GSM.Jennifer Carroll 

GSM stated the customer is at the dealer now and is askilg about the refinance 

ARBS-RG spoke with the customer Cheryl 

ARBS-RG slated that c does not have to refinance the vehicle due to c being financed with NMAC 
ARBS-RG slated that NNA can offer SOC but c wil need to make the account current 
ARBS-RG explained the SOC and that the payments and loan would remain the same c woold get swapped out of the VIN 

"GSM-Jefvwfer started to explain to the customer that if e's acOOll'lt is deinquent c 'MIi not be able to get financed again 

C toid GSM that C knows C can get refinanced through another coo-,y 

GSM.Jennifer expjar.ed to c that if c can get refinanced e's interest rate and payments may be higher 

C stated c does not have the money to pay the payments right now 

GSM stated GSM will have c fill out a credtt application and keep ARBS updated 

ARBS-RG understood 
Call ended mutualy 

Created By: Raven Giddens (12/812017 10:39 AM) 
ARBS-RG placed outbound cal to GSM-Jemiler Carroll 
GSM stated the customer is at the dealer and they have no information 
GSM stated that GSM handles these transactions and will be the point of oootact 

ARBS-RG explained that the customer is to pick out a r,e:w vehicle 
ARBS-RG slated the customer will not take ownership of the vehide today 
ARBS-RG slated once the vehicle is selected GSM wiD send a copy of the invoice and mock buyers orde< 
ARBS-RG slated Nissan will purchase the vehicle at iwoice price 
ARBS-RG slated on the buyers order the vehicle wil be listed at invoice and GSM can add collaterals 

GSM asked if there are any fees the customer has to pay 

ARBS-RG slated the customer will have to pay the <iflerence between MSRP 

GSM stated it wil be about $100 

ARBS-RG understood 
ARBS-RG stated ARBS will send infonnation in an email 

GSM understood 
Call ended mutualy 

Created By: Raven Giddens (12/812017 10:29 AM) 
ARBS-RG placed outbound can to Pansy Freeman who advised is a sales associate at the dealer 

I SA-Pansy stated SA has stepped out but the customer is supposed to be at the dealer soon and may be there already 
SA-Pansy stated they do not have any infO<mation on this 
SA-Pansy asked if ARBS can contact General Sales Manager Jennifer Canon - a 

Created Bv: B•veo Gjddens (121812017 10:19 AMI 
ARBS-RG received an email from JenMer Carroll 
Jennifer stated the customer is at the dealer and needs some direction 

Created Bv: B•veo Gjddens (12/81201710:18 AM) 
ARBS-RG received an email from Pansy Freeman 

I Pansy stated!!liiiii back) 
Please cal Pansy a 
Pansy stated this place today on this costomef and they have no infomlation on it 
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Created By~ Qiamond Milan ~12fl/2017 3:45 PM) 
ARBS placed a cal to C. 

ARBS advised C lllat ARBS spoke with dlr. 
ARBS advised Noweda at Trophy Nissan will be assistilg C with finding a 2017 or 2018 model Rogue. 

C stated dlr is on the other ine. 
C thanked ARBS. 

ARBS advised will be out of office until Tuesday. 

Coodefstood. 
Call ended mutualy. 

Created By: Diamond Milan (12/7/2017 3:40 PM) 
ARBS placed a cal to dlr. 
ARBS asked to speak with rel) that assist with SOCs. 
ARBS spoke willl lM-Noweda loud. 

I ARBS advised IM lllat ARBS is wooong with C and C is seeking a replacement veil lor an SOC. 
ARBS advised IM lllat ARBS will need a mock buyers order and an invoice in order to move torward. 
ARBS advised provided IM ARBS emai address. 
IM advised dlr wiD reach out to customer and see what veh C is seeking. 
Call ended mutualy. 

Created By: Diamond Milan (121612017 4:51 PM) 
ARBS notilg ARBS placed a call to sales department. 
ARBS notilg ARBS was placed on hold fo, 6 minutes. 
ARBS ended call. 

Created By~ Qiamond Milan ~1216/2017 4:44 PM) 
ARBS placed a cal to C. 

ARBS advised C lllat ARBS has all documents from Cat lllis time. 
ARBS asked C which option C is seeking. 
ARBS advised C Ille options are again a rep...-chase, rejliacement o, settlement. 

C stated C is seekilg to get into a new Nissan. 

ARBS advised C lllat Cs account is not eligible for an SOC. 
ARBS advised C lllat Ille only Wa'f to get C into a new veil is to do a refinance. 
ARBS advised C that C wil have to secure financing for the new veh. 
ARBS advised C Ille new financing would have to be $20,200.89, since lllat is amount of Cs current payoff. 

I ARBS advised C lllat NNA would send a check to Ille dealer lor Ille difference. 

■ 

ARBS explained lllat NNA wil pay off current loan in Ille amount of $20,200.89 willl NNA. 
ARBS advised C lllat ARBS cannot guarantee that C will get to finance willl NMAC again o, who C will finance with. 
ARBS advised C lllat ARBS cannot guarantee lllat C will get Ille same payment o, interest rate. 

C oodefstood. 
C stated C will work with dealer. 

ARBS advised C lllat ARBS will reach out to Ille dealer and have dlr reach out to C to pici< out a newveh. 
ARBS advised the replacement veh wil have to be equal in value or higher than current veh. 
ARBS advised C if Ille veh is higher, C is responsible lor upgrade charges. 

C oodefstood. 
Call ended mutualy. 

Created By: Diamond Milan (121612017 4:35 PM) I Last Modified By: Diamond Milan (121612017 4:35 PM) 
ARBS notilg ARBS received a vmax from C. 

Created By: Diamond Milan (121612017 4:17 PM) 
ARBS received an email from SM with registration and photos. 
ARBS attached to Ille case. 

Created By: Ashley McDougall (1216/2017 2:14 PM) 
CRR-AM recieved contact from C, and ll1ey were wondering when someone will be in touch will1 C? 
CRR-AM slated Illa! Ille follow up dale is today, and lllat llley will be in oontact with C today. 

C appreciated lllis. 

Call ended mutualy 

Created By: Diamond Milan (1214/2017 3:09 PM) 
ARBS emailed SM-Randy at Ille dealer. 

GoodEllening, 
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I just wanted to follow upwilll you on Ms. Robinson case. We have offered her a buybaci< fo, llle vehicle. She let me knowlllat youwil be sending Ille photos and Ille registration rece;pt for Ille vehicle. I advised herlllat 
we needed 4 photos of Ille exterior (each side) and 1 photo of Ille interior. Thank you for your help! 

Diamond, 

Created Bv: pjamond Mjl•D ~1214/2017 3:00 PM) 
ARBS placed a call to C. 

ARBS advised C lllat NMAC sent Ille payment histo,y, E-title, and purchase agreement. 
ARBS advised C lllat ARBS will just need Ille registration and Ille photos from C. 

C stated Ille dlr should have lllose. 

ARBS advised C lllat ARBS will reach out to Ille dlr to get that inlormation. 

C oodefstood. 
Call ended mutual y, 

Created By: Diamond Milan (1214/2017 2:46 PM) 
ARBS attaching documents from NMAC to Ille case. 

Created By~ Qiamond Milan ~1214/2017 2:43 PM) 
ARBS notilg Ille following inlormation from NMAC. 

Hi Diamond: 

Below is Ille paymenVpayoff inlomlation lllat you requested. 

E!Jllllll--
1 ~'E~ 12/31/2017 

Payments rereved 1 
Payment amount$ 684.80 
Principal Paid S 275.66 
Interest paid$ 409.14 
Late fee paid $0.00 
Recent payment received on 10/20/2017 in Ille amount of $ 684.80 

Copy of Contract, Payment Histo,y and Title are attached. The account is not SOC eligible. This Account is 21 days Delinquent 

Thanks, 

Created Bv: Ryan Powell (1211/2017 10:07 AM) 
SECRR-RP received inbound call from C 
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SECRR-RP VERIFIED Account Into including: C's name, home address, 
concern, phone# & best contact# 

SECRR-RP CHECKED tor open recalls/campaigns and tound: 0 
SECRR-RP CHECKED for previous UNRELATED C3se(s) and follld: 0 
~p CHEC.KED previous~~~~!._ 

SECRR-RP NOTED Concern is: NMAC wont provide intormation 

C stated C spol<e with ARBS-DM 
C stated ARBS-DM provided C a list of i>lormation C needs lor ARSS-DM 
C stated C contact NMAC 
C stated NMAC wont provide the inlormation 
C stated NMAC stated ARBS-DM woold need to request tt 
C stated C is ~ng to speed up with process 
C stated the case has been open going oo 1 month and wants to complete this 
C stated C has left ARBS-DM a few VMX 

SECRR-RP apologized lor C's coocem 
SECRR-RP inlormed C SECRR-RP will document concern and request ARBS-DM contact C today if possi)je 
SECRR-RP inlormed C tt ARBS-DM cannot oontact C today thefe is a tollow up set for mooday 

C oodefstood 

SECRR-RP offered additiooal assistance 

C declined 

SECRR-RP thanked C fo, caling Nissan Consume< Affairs 
Call ended mutualy 

Created By: Diamond Milan (11/29/2017 5:10 PM) 
ARBS emailed NMAC about tile case. 

Created By: Diamond Milan (11/29/2017 5:09 PM) 
ARBS notilg ARBS emailed C tile intent letter. 
ARBS attached letter to tile case. 

Created By: Diamond Milan (11/29/2017 5:00 PM) 
ARBS placed a cal to C. 

ARBS advised C that ARBS did have a chance to review tile case. 
ARBS advised C that ARBS follld that tile dlrshp did not do repairs and tile concern is just undef iwesligation. 
ARBS advised C at this poin~ ARBS would like to offer C a repurchase, replacement, or settlement. 
ARBS advised C that ARBS will send C an intent letter with that information. 

C asked will this be under tile lemon law. 

ARBS advised C that NNA wil be offering C a lemon law buybacl<. 

C oodefstood . 
C thanked ARBS lor the assistance. 
C stated C was told that NNA would take care of C. 

ARBS verified email. 
ARBS asked C who C is financed through. 

C stated NMAC. 

ARBS advised C that ARBS will reach out to NMAC and get purchase agreement and pay off. 
ARBS advised C that tile intent letter wil describe what C would need to provide. 

C oodefstood. 
Call ended mutualy. 

Create<I By: Qiamond Milan ~11/29/2017 3:00 PM) 
ARBS notilg ARBS reviewed case with ORT Planner. 
ARBS notilg ARBS wil offer a repurchase, replaceme~ or settlement lor the veh as the concern is under investigation. 

Created By: Diamond Milan (11/29/2017 9:59 AM) 
ARBS reviewed case with S... ORT Planner-FD. 

Created By: Diamond Milan ~11/29/2017 9:56 AM) 
ARBS placed a call to TSM-Albert Birchel. 
ARBS advised TSM that ARBS wanted to speak with TCM about veh and get more inlormation. 
ARBS asked tt any repairs had been completed oo tile veh. 
ARBS advised that ARBS placed a call to tile dlr and the SM provided some inlormation that ARBS wanted to verify. 

TSM advised that TSM inslaled test software on the llffl, no repairs made. 
TSM tested the veh at the location C stated the concern occurred. 
TSM stated tried to duplicate the coocem and tt took 30 tries to duplicate the coocem. 

- TSM stated at the track there was a large piece of metal, man hClre et:Nef, and TSM believes the metal reflected off sensors to cause the ooncem to occur. 
TSM stated ~ng to ooilect data to see n thefe is anything that needs to be completed. 
TSM stated data wil be sent to Farmington Hil s. 
TSM stated technicaly the veh is operatilg as designed. 
TSM stated the system has a fail safe and tile conce,n can be overridden by hitting the acceleration pedal. 
TSM stated that TSM briefed shop foreman at tile dlrshp alxlut coocem. 
ARBS thanked TSM 1or that inlormation. 
ARBS advised that ARBS will WO<k to settle coocern. 
Call ended mutualy. 

Created By: Diamond Milan (11/28/2017 6:30 PM) 
ARBS placed a cal to C 

ARBS advised C that ARBS received the case. 
ARBS advised C that ARBS is WO<ki,g now with tile engineering department. 
ARBS advised C that ARBS will be reaching out to the engineers tomooow to get all the i,fo,mation about tile case. 
ARBS advised C that ARBS wants to make sure A.RBS has the correct information before vehicle is released back to C or before a decision is made. 

C oodefstood. 
I C stated C is going to hold tight. 

C stated C is in a loaner. 
C thanked ARBS lor the tollow up. 
C stated NMAC has account on hold so C ooesn, have to make payments at this time. 

ARBS understood. 
ARBS advised C that ARBS will set another follow up lor tomooow. 

C oodefstood. 
Call ended mutualy. 

Created By: Diamond Milan (11/28/2017 6:22 PM) 
ARBS emailed TCM the folowing emai: 

GoodElleOing, 
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Thank you lor giving me a cal bad<. I know you are probably out of office now, but I can follow up with you again tomorrow. Please let me know the best time to reach you on 11/29 and I will call you at that time. 

Thank you, 

Created By: Diamond Milan (11/28/2017 3:22 PM) 
I ARBS notilg ARBS placed a cal to TCM Albert Birchel. 

No answer, left vmax. 
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Created By~ Qiamond Milan ~11/28/2017 3:21 PM) 
ARBS noting ARBS received a vmax from TCM. 

Created By: Diamond Milan (11/28/2017 3:19 PM) 
ARBS received the lollowing email from TOM: 

Good Morning, 
I sorry for the delay in getting back to you. I was out al last week.. Please give me a call at your ear1iest continence so we can discuss. 

Thanks, 

Created By~ Qiamond Milan ~11/28/2017 3:19 PM) 
ARBS noting ARBS received a vmax from C. 

Created Bv: pjamgng Mj)an (11/28/2017 1:19 PM) 
ARBS emailed ORTS S,. Planner- FD: 

Fekado, 
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Here is the case I was speaking to you about earier. I have attached the email I sent to Albert requesting infamatioo about inspection. The ooncem is with the FEB light and Ille dealership befieves the TOM did repa.-s on 
the vehicle. The dealership could not provide all the names of the TCMs that were there but they advised Albert was with them. The dealership was advised to release the vehicle back to the customer because the vehicle 
is acting as designed. Please advise on how to handle the case. 

Thank you, 

Created By: Diamond Milan (11/22/2017 8:49 AM) 

~~:~~~SJ! JJ!2JI ii!£!).,tion and case rurber. 
ARBS advised C that ARBS will be out of the office for Ille thanksgiving holiday. 
ARBS advised C that ARBS will return to office on 11/28. 

Created By: Diamond Milan (11/22/2017 8:44 AM) 
ARBS noting the lollowing email to TOM-Albert Birchel: 

Good Morning, 

- I wanted to speak with you about a case with a mutual customer,1■11■■1 I am currenlly reviewilg he< case in the arbitratioo del)artmeol I spoke with Ille se<vice director, Randy, at Trophy Nissan and he 
advised me that you and another TCM came out to inspect this vemc,e 1as.: week. 1 was advised that an inspection took place and possibly a repair to the control module. I did want to verify that in1ormation and see if there 
is other infamation that would be ~pful to the case and the review. Also, the dealership stated they were advised to rdease the vehicle bad< to the customer, as the concefTI is a normal characteristic of the vehicle. I 
need to verily lllat in1ormation as wel. 

Thank you, 

Created By~ QiaDM20d Milan ~11122120118:43 AM} 
ARBS reviewed case wi111 ARBS Supervisor-BG. 
ARBS was advised to email, TOM-Albert Birchell about the case. 

Created By~ Qiamond Milan ~1112212011 8:33 AM) 
ARBS placed a cal to Dir and spoke with SD-Randy. 
ARBS advised SD that ARBS wanted to lollow up on case for custome,. 
SD stated that dlr has been advised to give veh back to the customer. 
SD stated that dlr does not agree and neilher does FOM. 
SD stated Ille ooncem was dt.lplicated by both Ille dlr and the engineer. 
SO stated the veh stops at rail road tracks and wont accelerate. 
SO stated that SO wants to keep the customer in a loaner due to legal concerns that can come upon the dlr. 

ARBS asked SO how long Ille veil has been down. 

SD stated Ille veil has been down since 11/1/17 
SD stated Ille veil was in before lllat 

ARBS asked SD ff Ille dlr and TOM verified the concern every time the veh was driven over rail rc..d tracks. 

SO stated the concern cannot be duplicated each time. 
SD stated that Ille dlr noticed the ooncem was dupjicated right before and after a train passed through. 
SD stated alter the train goes through, the veh will stop on the railrc..d tracks. 

ARBS advised SD that ARBS was advised that NNA is to place the customers in loaner vehs. 
ARBS advised SD ff the veh has to be released back to the customer, there is a way that the FEB can be lllmed off. 

SD stated that so c1oesn, want to be held liable for lllat. 
SD stated tt is a selfing point ol Ille veil and rt is a safety rtem. 
SD stated that SO doesni want to rum off a safety feature. 
SD stated engineer advised its a normal cnaracteristic of the veh 

ARBS understood. 
ARBS advised that ARBS will review the case and keep SD updated. 
ARBS asked if C had any more informatioo oo the engineer. 

SO stated that the SO doesn't have a name of the engineer that wor1ced on the case. 
SD stated Ille shop foreman advised SD that Ille engineer replaced the Control module at anolller location on the veh. 
SD stated Ille engineef did not do any repairs at Ille dlr. 
SD stated Ille engineefS advised the dlrshp last week to release the veh back to C last Friday and the concern was a normal characteristic. 

ARBS asked ff SD had a name. 

SD stated that SO was out last Friday. 
SD stated SO knows for stre that Albert Birchell was wor1<ing will1 the engineers, however. 

ARBS thanked SD for that infamatioo. 
Call ended mutual y 

Created By~ Qiamond Milan ~1112212011 8:03 AM) 
ARBS noting veh history: 

g~~~@ 16,574 miles .•. RD Numbe .... 2 days down 

I 1. REAR SEAT BB. T ON DRIVERS I DE STUCK UNDER SEAT 
2. DRIVING ACROSS RAllROAD TRACK VEHIClE AUTOMA TICAll Y STOPPED ON HIS OWN AND SHE WANTS TO BRAKES CHECKED 
Action 
1. TECH ADJUSTED LR SEATBELT 
2. TEST DROVE VEHICLE 34 MILES, CROSSING SEVERAL RAILROAD CROSSINGS, WITHOUT ANY VERIFICATION OF CUSTOMERS COMPlAINT. SCANNED FOR ANY POSSIBLE OTCs, THERE WERE 
NONE. DTS TONY PANNO WENT WITH TECH DURING TEST DRIVE. 

Created By: Diamond Milan (11/22/2017 7:58 AM) 
ARBS noting ARBS taking aver case due to FEB concern and veh being down for 2 weeks. 
ARBS wil work with dlrshp to collect RO. 

~;;e~~a~1~~/t~O~~ WPM) 
✓ ~g~ ~!:'~a~~~~~~= 

RCAS advised that a lollow up would oca. Friday. 
RCAS advised C to cal for any questions or concerns. 

Created By: Nicki Barror (11/21/2017 8:17 AM) 
ORTS received the RHR. The RHR was assigned to ARBS Diamond Mi an for review. 

Created By: Dakota McGregor '11/20/201711:22 AM) 
"""" -ARBS transfening case to RCAS forftrther handling-

ARBS notes to RCAS: prease oompjete RHR process and ff applicable wor1< with regionffi. to address Cs concerns 
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Created By: Dakota McGrepof/111201201711 :17 AM) 
ARBS reviewed case wi1l1 SRPLNR FD 

✓ SRPLNR informed that due to TCS invoh,ement this would not be an IIR 
SRPLNR informed for ARBS to transfer case to RCAS-HT for furtller handling 
ARBS understood 

Created Bv: pakota McGrego(l111201201111 :16AM) 
✓ ARBS notes that reviewed case wi1l1 RCAS-HT 

RCAS-HT informing that TCS-OW has inspected the veh already 

Created By: Haley Tate (11120/201710:45 AM) 
•"Noting from 10:09 AM-

RCAS placed an outbound call to S~andy@ 
SD asked to speak aboot C. 
SD stated that Engineemg has been involved. 
RCAS advised that C was wanting rei,lacement VEH. 
DLR QUESTIONS 

✓ • How many times has the customer's vehicle been to the dealer/retailer for repairs? 2 
• What repairs were performed? VEH was test drove by Engineer David Wu. 
• t>,e there currently any OPEN ROs? Yes 
• Is the vehicle currently at the dealership? Yes 
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• How many days has the vehicle been kept out of service at your dealer for repairs? If the Service Manager is unsure, the RCAS needs to oollect the hard copies of the repair orders for the vehicle that oontain the 
technician time stamps (i.e. the date and time the technician has "logged" time worked on the veNcle until the vehicle is repaired. Also referred to as accounting copies) 
• Has the oo-site CA Technical Specialist (CATS) been involved? 
• Has TECH LINE been involved? No 
• Has a Dealer Technical Specialist (DTS) been in\Klived? No 
• Is C ina loaner? Yes. 

Created By~ Samantha Pi¥@ 1111201201110:21 AM} 
C is seeking replacement VEH. 

Created By:~ (111201201710:09 AM) 
~~~!° email from Sf-'MI with ru-rent rrileage, locate and date of wtien VEH stopped at rail road tracks. 

✓ ~'!ck asking if tt happened in Dallas, TX. 

SF replied back to RCAS staoog the concern does nol happen every time, but has been duplicated once by SF, and ooce by engineer David Wu at same Rail Road crossing on University Blvd. going west toward Central 
Expwy. 

Created By:~ (11120/201710:0SAM) 
✓ RCAS sent an emai to Shop Faernan-Will asking where and when the VEH stopped at railroad. 

RCAS asked for mileage on VEH. 

Created By: Haley Tate (11/201201710:04 AM) 
RCAS placed an - call to S~andy@ 
SD stated that so would i ke to speak about C. 
RCAS advised that RCAS needed to speak with SF, as well. RCAS advised that RCAS tried Friday. 
SD stated that the service department was busy and was unable to reply back to the email. 

✓ ~g~=:~ineering has been in too ch with so, but so is still keeping VEH for lurthe< diagnosis. 
RCAS IMlderstood and asked n Shop Foreman-Will is available. 
SD confirmed. 
RCAS advised that an email with questions about C's VEH will be sent to Sf. 
SD thanked RCAS., 
Call ended mutualy. 

✓ ~~~~r~~~~~t~~~:.:~~d1~~~~~ing for best time to speak. 

✓ ~~~e:~~~:~~:C,(~;!O~~t~6 AM) 

✓ Created By: Haley Tate (11116/2017 2:11 PM) 
RCAS-HT placed outbollld call to C@(214)-
RCAS-HT VERIAED C's name, home & ema~. pllone#, VEH model/model year, mileage 
RCAS-HT CHECKED for open recals/campaigns and fo..-.d: 0 
Previous UNRELATED Case(s) Fo..-.d: 0 
Previous RELATED Case(s) Found: 0 
RCAS-HT ADVISED "This call may be recorded for qualtty and training purposes.• 

RCAS apologized for rrissing C's cals. 
RCAS reiterated concerns. 

C confirmed. 
c stated that c awroached the tracks. 
C stated that the VEH just stopped. 
C stated that C freaked out. 
C stated that C finaly storrc,ed the gas pedal and was able to accelerate. 
C stated thal was the first incident. 
C stated that during the second time, which was a week late,, C got out and took photos. 
C stated thal C took the VEH back to Trophy Nissan. 
C stated thal C has ...,r1(ed with Shop Foremar>-Will Ables. 
C stated that SF advised C to leave the VEH. 
C stated that SF does nol want C drivilg the VEH. 

RCAs apologized for the concerns. 
RCAS asked C if C minds answering some questions regarding the incidents. 
C allowed RCAS to proceed. 

RCAS asked about C's most recent incident. 
C stated that SF has al the specifics. 
C stated that C cannot give accurate details, at this time. 
RCAS unde<stood. 
RCAS stated that RCAS wil contact SF. 

RCAS-HT explained RHR process .. 

C confirmed C was seeking RHR. 

CUSTOMER QUESTIONS 
• 'Wtry do you want to return the vehicle to Nissan North America? 
Customer states: C states C has been stuck on rail road tracks twice and was unable to move. C states that C does not feel safe in that vet 
• Where is the vehicle currently? 
Customer states: Troi,hy Nissan 
• 'Mlere was the vehicle purchased? 
Customer states: Troi,hy Nissan 
• Was it purchased new« used? 
Customer states: New 
• If used,_, was the vehicle purchased? 
CUstomer states: 
• 'Mlere is the vehicle serviced? 
CUstomer states: 
• Has the vehicle been taken to multiple Nissan dealers or lnfiniti retailefs? If so, document names of dealers/retailers? 
CUstomer states: Only Troi,hy Nissan. 

RCAS-HT advised C RHR process can take up to 10 business days to complete. 
RCAS-HT stated there is no guarantee. 
RCAS-HT re<:011 ■ 1 .etKled C continue to WOO( with for any necessary rep.an as repcxdlase/replacement is not guaranteed. 
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RCAS-HT stated RCAS-HT would follow up with C every 3 days until RHR is compjeted. 
RCAS-HT set follow uP for Tuesday. 

✓ ~~~":!:~~~~/~~2~~~2!!~~ 47 AM. 

Created By:~ (11/16/201712:27 PM) 
Besl cootact numlJer. (214)-

SCRR-VL received inbound call from C. 
SCRR-VL VERIFIED Account Info induding: C's name, home & email address, coocem, best cootact# 
SCRR-VL VERIFIED VEH Info including: VIN# 
SCRR-VL CHECKED for open recalls/campaigns and found: NONE 
SCRR-VL CHECKED for previous UNRELATED Case(s) and IOllld: 2 

~g::~ ~g~~~~=~ ~~sia~ Case(s) and found -

C stated C has a case with NNA. 

SCRR-VL informed C that RCAS-HT caled C today 11/16/2017 at8:46AM. 

C stated C was on another call so C couldn, pick up the phone. 
C stated C called RCAS-HT back and was able to leave 1 VMX. 
C stated after that the phone jusl rang every time C tried to call RCAS-HT. 
C stated C even tried to call the main phone numbeiiiiiiiiii but no ooe picked up the phone. 

✓ SCRR-VL apologized for the experience. 
SCRR-VL informed C that RCAS-HT may be on the phone when C's called. 
SCRR-VL notified C that the follow up date is 11/17/2017 so RCAS-HTwill call C back by the end of buso,essday 11/1712017. 

C wants to be contacted today. 
C stated tomorrow someone is supposed to be out to the DLR from somew1lere and C needs to be at the DLR. 
C is afraid that C wiU be busy at the DLR so C wants to be contacted today. 

SCRR-VL informed C that SCRR-VL will email RCAS-HT to let RCAS-HT know about C's call and request. 
SCRR-VL notified C that ifs uP to RCAS-HT's schedule whether ex not RCAS-HT can cal C back today. 

C undefstood. 

SCRR-VL provided C the case number and name. 
SCRR-VL offered lt.wther assistance. 

C declined. 

SCRR-VL thanked C for caling Nissan. 
Call ended mutualy. 

Created By: Haley Tate (11/1612017 8:46 AM) 

✓ ~g~ ~= ~.::~~Jill. 

• 

RCAS requested a cal back. 

Created By: Sandra Bidwell (11/1512017 9:15 AM) 
•-CASESUMMARY-
Customer Concern: C oontacted NNA CA requesting assistance with: VEH buy back request as VEH stops randomly on rail road tracks and SA does not know why - RHR started 
Agent actions: CRR-SB documented C's concern and sent case to RCAS lex further review 

Created Bv: San¢• Hi<lwell (1 1/1512017 9:15 AM) 
ORR-SB VERIFIED Account Info induding: C's name, home & emai address, phone# & best contacl#(214)­
CRR-SB VERIFIED VEH info including: VIN# & Current Mi eage 
ORR-SB CHECKED for open recalls/campaigns and found: 0 
ORR-SB CHECKED for previous UNRELATED Case(s) and IOllld: 2 
CRR-SB CHECKED for previous RELATED Case(s) and found: 0 
ORR-SB NOTED Concern is: VEH buy back request 

CRR~B received inbound call from C, 

C stated C has a 2017 Nissan Rogue that C has coocems with 
C stated VEH has been at DLRSHP for 2 weeks now 
C stated VEH stops on railroad tracks and has happened twice now 
C stated DLR does not know why and says the VEH may be sensing something 
C stated SA is trying to figure out what exactly is wrong with VEH and cannot 
C stated C has Rogue rental VEH cmenUy that DLR provided as SA says SA does not feel C is safe in VEH 
C stated C does not feel safe in VEH either and does not want VEH back ij this cannot be fixed 
C stated C WOUid feel a lot safer in another VEH 

ORR-SB apologized 
ORR-SB advised C that CRR-SB can create a case for C 
ORR-SB advised C that CRR-SB will send case to a RCAS 
ORR-SB advised C that the RCAS wil cootact C within the next business day before end of day 

C thanked ORR-SB for information provided 

ORR-SB gave C CRR-SB name Sandra & ID 7319178 as well as case# 

Call ended mutualy 

Case Categorizations 

Page 10 of 10 

Case Categorizacons Help 

Adion ~ ~ # Catego<y DHcription Subcategoq, Description Symptom Description Major Component C- Catego<y Dale Symplom C- c.tegoq, Code Subcalego<y C- Concern C-

Forms 

Action Fonn -A Back To Top 

NISSAN PRODUCT INQUIRIES ROGUE GENERAL INQUIRY QF 11/15/2017 ZR AZ 270500 OF 

Request Type 

IIR 

Created By 

Haley Tate 11/20/2017 10:00 AM 

Atways show me more records per related list 
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Created Date 

11/20/2017 

FomisHelp 
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• Search ... Search Derek Latta Help & Training All Tabs 

Home Accounts Ideas Dealer Locator Literature Requests Console Cases Home Reports Dashboards Articles Profile Feed Profile OVen,iew Comments Export Warrant) 

- Customize Page I Printable Vrew I Help for this Page 

Show Feed 

Case ~""Y I/it! I Case ConYnents WI I c..,.. Categorizations W I ,E= W 

Case Detail J Reopen Case 11 Clone Closed Case J 

Account Name 

Contact Email 

Home Pl1one -Letter Se-nt Date 

Letter Received Date 

Follow Up Date 1/8/2018 
Supporting Documents 

CA Muttiple Repairs 

Social Media Involvement 

Martiz Custome< Id 

Case O#nH location Murfreesboro 

Texting Status 

Case Reopen Count 0 
Description UR- FEB- CST 

Call Script 

Who contacted u.s? Consumer 

I Vehicles Owned 4 

Vd'liele Purchased New 

Pre-Owned Initial Mileage 

Current Mileage 2,600 

Incident Codes - IIR REQUIRED 

lncidef'lt Date 

Sent to legal 

Accident 

Asbag 

Fire 

IIR lndic.ator 

IIROate 

HR -
Vehicle Information 

Vehicle JN1BJ1CP8H'I 
Model Year 2017 

Make NISSAN 
Model Line ROGUE SPORT 

Model Code 27517 

Dealer Detail 

ease Servicing Dealer OOWNTOWN NASHVH I E NJSSAN 
Case Servicing Dealer Region Southeast Region 

Bluetooth 

Related Items 

Responsible District 02 

SharedWrth 

Phone Carrier 

Phone Manufacturer 

Reported From 

Issue Categories 

Approwd Ched< Reques1s $0 .00 

https:/ /nissanna.my.salesforce.com/ 5000G0000 1 K2lfWQAR 

Case Owne< ■ OeHenry Kidd 

Type CA 

Case Origin Phone 

Executive Refenal 

Exee>Received-Oa.te 

Status Closed 

Datelrme Opened 11/15/2017 2:16 PM 

Datetrme Closed 1/8/2018 3:35 PM 

Multiple Repairs No 

Executive Summary 

Executive Actions To Resolve 

Vehicle Maintained Location DOWNTOWN NASHVILLE NISSAN 

Previous Repai.r Date 

Previous Repair Location 

Related Vehicle Make Nissan 

XTIME Appointment Numb« 

Rollowf' 

Property Damage 

Injury letter 

Nootber Injured 0 

RHR Started 11/15/2017 

RHR C«npleted 

Customer Document Requested 

Date Requested 

Customer Document Received 

Date Received 

Part Numb« 1 

Beyond Basic Warranty Miles 1 0 

Beyond Basic Warranty Months1 0 

Beyond PT WalTal'lty Miles1 0 

Beyond PT Warranty Months 1 O 

Data Net 

Datanet Deal« Date 

Oealff Instructions Service Oepl Review 

Requested Dealer Action UR- review 

Bluetooth Ticket Status 

Phone Model 

Phone Operating System 

Goodwill Offered 

VCAN 

Goodwill Processed 0 

Vehicle Service Contract 

VSC Reprint Request Email 
.J 
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Sales & Service Campaign Specific Information 

Hot Alert Date 

LS Response rime 

Vert>atims 

Alert Trigger Verbatim 

Survey Verbatim 

Deale< Action History 

NNA Notes 

Customer Conversation Notes 

DTS Inspection 

Contact Name 

Home Phone 

Wodc.Phone 

Mobile Phone 

Email 

Attemate Email 

OTS Inspection Date OTS Inspection Date Confirmed? 

DTS Request Type Notes for OTS (Vehicle Concerns) 

Inspection Time/Notes Appointment Time: 

System Information 

Subject 

Created By 

Last Mocfrfied By 

Notes to Agent 

CUSTOMER:­
JN1BJ1CP8~ 

Lisa Duffney 11/15/2017 2:16 PM 

NNAill, 12/13/2018 9:54 PM 

Case Record Type CA Oosed Case 

Days Closed 876 

Action c- NT8F 

What action was taken? SF Provided Vehicle Information 

Agent Comments 

Agent Comments 

Agent Next Step 

VIN: Root Cause 

Root Cause Code 

Root Cause Code (2) 

Document ID 

I Reopen Case I ! Clone Closed Case! 

Case History 

Dale 

1/8/2018 3:35 PM 

12/29/20171:14 PM 

12/21/2017 9:46 AM 

12/14/201712:27 PM 

Show more • I~ 

Case Comments 

Pubic C«nmenl 

Use, 

DeHenry Kidd 

DeHenry Kidd 

OeHenry Kidd 

DeHenry Kidd 

Created By: DeHenry Kidd (11812018 3:33 PM) 
•"Closing case Notes--

CUstome~ 
Phone#:---

Action 

Changed Status from Open to Closed. 

Closed. 

Changed Follow Up Date from 12/29/2017 to 1/812018. 

Changed Follow Up Date from 12/27/2017 to 12/29/2017. 

Changed Follow Up Date from 12/15/2017 to 12/27/2017. 

Page 2 of 4 

LOIN 

Ca-se History Help 

Case Conments Help 

Arbs-OK called customer to discuss case, Albs infonned customer after the inspection it showed no defects with the FEB. Arbs informed customer a full investigation and test drive was performed and no issues were 
found. 

■ 

• 

Arbs informed customef no repairs would be made at this time and no offer of repurchase or replacement on the vehicle. 

customer was sent a letter in regards to thei" case 

Arbs is closing case 

Created Bv: PeNePIY Kjgd 11/812018 9:35 AMI 
Arbs has sent a fonow up email to Pl to see if a decision has been made on customer case arbs is waiting on a reply. 

Created Bv: QeNepcy Kjgd 112/21/2017 9:42 AM) 
Arbs-DK received an email from DTS stating that tile inspection is completed. Albs is now waiting on a decision from PL 

Created Bv: QeNepcy Kjgd 112/1412017 12:28 PM) 
Arl>s called customer to let the customer know the inspection is stil set lor 12/20 

Created Bv: QeNepcy Kjgd 112/13/2017 8:12 AMI 
DTS inspection is still set fo< 12/20 

Created Bv: QeNepcy Kjgd 112/6/2017 9:26 AMI 
DTS inspection is still set for 12/20 

Created By: DeHenry Kidd (11/21/2017 2:28 PM) 
Arl>s has cootacted customer and the dealer to let them know tile DTS inspection date is set fo< 12/20. 

I Arl>s has infonned customer and the dealer that NNA Pl is covering the rental fo< the duration of the investigation. 

Arl>s stated arbs will send and email to warranty admin about NNA Pl covering tile rental. 

I Created By: DeHenry Kidd (11/20/2017 4:11 PM) 
Verified Name Address Phone# vtN Mileage Responsible Dealer 

Checked fo< open Recalls/Campaigns: None 

Arl>s called customer to discuss case, customer stated she was drimg on 1-40 traveling arotnl SoO miles per hour, when the vehicle started to slow down. Customer stated at that time tt slowed down to 20mph, 
customer took her foot off the gas and when she pressed on it started back accelerating. Customer stated that there was no vehicle around customer for the vehide to brake. Customer stated that customer is afraid that 
this will happen again an customer would be hit. customer stated that this has happen in t'Nice in a parking garage, t'Nice on Bell road and once on 140. CUstomer stated the dealer has pf aced the customer in a loaner 
vehicle. 
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Albs-DK intooned customer that Albs would setup an inspection. ~ K stated ooce albs has the date Albs will let the deale< and customer know. 
Albs-DK also stated that the process could take up to 6 weel<s for eve,ything to be done and process to detemw,e a decision. Albs stated that if customer decide to get alternate transpooation tt will be at the customer 
expense due to NNA does not offer assistance during the inspection period customer l.llderstood. 

Created By: DeHenry Kidd (1112012017 11:21 AM) _. 
Arbs-DKcalled customer at 1121am no answer was made. Albs left a message stating name and number for c to call Ams back a 

Created By: Samantha Dixon (11/1612017 3:49 PM) 
IIR- spontaneous braking 

✓ ;~~~"t~l!~:~~=~:~1~:SIJ.0171:56 PM) 

Created By: Shirley Finchum (11/16/20171:53 PM) 

CRT-SF receiVed inbound call 1ron1■■••·. 
CRT-SF VERIFIED C's name, home o. emau aaaress, concern, phone#, mileage 
CRT-SF CHECKED lor open recalls/campaigns and found: none 
Previous UNRELATED Case(s) FOllld: none 
Previous RELATED Case(s) Found: none 
CRT-SF ADVISED "This cal may be re<Xl<ded for qualey and training purposes." 

CRT-SF ooofirmed that C has concern with emergency braking while on the interstate. 

C stated that C purchased VEH in the end of August. 
C stated that concern has happened 5 times. 
C stated 2 times in a garage, one on the interstate and once while on a road near C's house. 
C stated that no VEH's are in front of VEH. 
C stated last time was on 140 going 55-60 mph and brake assist went on and VEH slowed down to around 20mph. 
C stated at that time C pressed on gas. 

CRT-SF apologized for ooocem. 
CRT-SF ooofirmed that VEH is at DLRSHP. 
CRT-SF advised that NNA will be doing an IIR. 
CRT-SF asked questions to fill out IIR. 
CRT-SF advised if C still wanted NNA to review for RHR. 

C stated what does that inlllY' 

✓ CRT-SF advised that NNA will review history records. 

C stated that VEH has only been to OLRSHP once. 
C stated that C wants VEH fixed. 
C stated that C does not feel comlortabre in VEH. 

CRT-SF advised that IIR can be completed and then if VEH is not repaired than RHR can be reviewed for C. 

C stated what does C do know? 
C stated that VEH is at DLRSHP. 
C stated does C need to go get VEH. 

CRT-SF advised that IIR will go todiffe<ent department and wil be reached out by that department. 
CRT-SF advised that if C wanted to get VEH then C can. 
CRT-SF advised that will call DRlSHP to let DLR know what process that NNA is taking. 
CRT-SF advised that tt is C disa-etion to get VEH. 

C stated that C did not want to pid< up VEH. 
C stated that C will like to keep loane<. 

CRT-SF advised that will let DLR know the process that NNA is laking. 
CRT-SF provided direct number and case n<.rnbe<. 
CRT-SF asked if any other questions. 
C stated no. 
CRT-SF thanked C. 
C thanked CRT-SF. 
Call ended mutualy. 

Created By: Shirley Finchum (11/16/201711:26AM) 
CRT-SF made outlxlund call to DRLSHP. 
CRT-SF spoke to Se<vice Manage<-Rich. 

SM-Rich advised that VEH is at ORLSHP. 
SM-Rich stated that Steve Wells does know about ooocem. 
SM-Rich advised that C stated concern never happens on cn.ise, no lights appear. 

✓ ~~:: ::: : : ~~ =~~~.:!:,h:= :::.9g::' a":.cid c:-~nd::ca"feg!.ra::n. 
SM-Rich stated that everything works on VEH. 
SM-Rich stated that front gril emblem had paint coming off on side and is bad<orde<ed but was advised that this would not affect ooocem. 

CRT-SF advised will see what NNA can do lorC. 
CRT-SF thanked C. 
C thanked CRT-SF. 
Call ended mutualy. 

Created By~ I hw Qnffnev {11/1512017 2:28 PM) 
- [CASE SUMMARY] --

call ended. 

CRR-LD sending case to RCAS buy back request for front colfision braking system for stooping VEH 5 times while on HWY. DOWNTOWN NASHVILLE NISSAN cannot resolve concern. 

Created By: Lisa Duffney (11/1512017 2:27 PM) 
CRR-LD VERIFIEOAccount information inciuding: C's name, home & e-mail address, 
phone number & best contact number 
CRR-LD VERIFIED VEH Information including: VIN#, Current Mieage 
CRR-LD CHECKED for open recalls/can-c,aigns and found: Nooe 
CRR-LD CHECKED for previous UNRELATED Case(s) and lound: Nooe 
CRR-LD CHECKED previous RELA TEO C&e(s) and follld: Nooe 
CRR-LD NOTED ooocem is: Buy bad< 

CRR-LD received inbound call from C 

C-Advised has 2017 rogue that was purchased thru DOWNTOWN NASHVILLE NISSAN 2.5 months ago 
C-Advised since purchase VEH's w lisioo brake has stopped VEH 5 times without any warning while driving on highway 
C-Advised SA-Rick advised C cannot fix concern and OLRSHP is requesting rental VEH back 

CRR-LD-Apologized for ooocem 
CRR-L[).Asked C what is tt NNA can do for you today? 

C-Advised has purchased many Nissan VEH and does nol feet sale in VEH any looge< 
C-Advised if Nissan cannot fix ooocem C wants VEH purchased bad< 
C-Advised if C drives VEH and this concern happens again causing an accident with VEH C will be suing NNA 

CRR-LD asked C I the<e was anything else ORR-LO could assist with. 

Cdeclined 

CRR-LD inlormed C that Case will be transfened to a Regional Consumer Affairs Specialist who .,.;11 contact the C by close of business day 11/16/2017 regarding C's concern. 

CRR-LD provided C with agent ID 7319015 and case numbe. 
CRR-LD noting C's best contact number is 
Call ended mutual y 
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Case Categorizations 

Adion ~ ~ # Catego,y Description s..bcatego<y Oesaiption Symptom Description 

Forms 

Action Fonn -
BRAKES 

Request Type 

UR 

INTELLIGENT BRAKE ASSIST POOR OR IMPROPER 
(IBA) OPERATION 

CttafedBy 

Shir1ey Finchum 11116/2017 1:43 PM 

Page 4 of 4 

Case Categorizacons Help 

Maj« Component Code Categofy Date Symptom Code Category Code Sllbcategory Code Concern Code 

26 11115/2017 YX AD 328000 

Created Date 

11/16/2017 

OA 

Forms Help 

A Back To Top Always show me more records per re-lated list 
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• Search ... Search Derek Latta Help & Training All Tabs 

Home Accounts Ideas Dealer Locator Literature Requests Console Cases Home Reports Dashboards Articles Profile Feed Profile OVen,iew Comments Export Warrant) 

-Show Feed 

Case Detail 

Number of open vehicle campaigns = .l 

Account Name 

Contact Email - -Letter Se-nt Date 

Letter Received Date 

Follow Up Date 1/8/2018 

Supporting Documents 

CA Muttiple Repairs 

Social Media Involvement 

Martiz Custome< Id 

Case O#nH location Murfreesboro 

Texting Status 

Case Reopen Count 0 

Description UR-FEB- CST 

Call Script 

Who contacted u.s? Consumer 

I Vehicles Owned 1 
Vd'liele Purchased New 

Pre-Owned Initial Mileage 

Current Mileage 22,000 

Incident Codes - IIR REQUIRED 

lncidef'lt Date 

Sent to legal 

Accident 

Asbag 

Fire 

IIR lndic.ator 

IIROate 

HR -
Vehicle Information 

Vehicle 5N1AT2MVXl-'4 

Model Year 2017 

Make NISSAN 

Model Line ROGUE 

Model Code 22617 

Dealer Detai l 

ease Servicing Dealer ACTION NISSAN 
Case Servicing Dealer Region Southeast Region 

Bluetooth 

Related Items 

Responsible District 02 

SharedWrth 

Phone Carrier 

Phone Manufacturer 

Reported From 

Issue Categories 

Approwd Ched< Reques1s $0.00 

Customize Page I Printable Vrew I Help for this Page 

Case ~""Y I/it! I Case ConYnents 1i21 I c..,.. Categorizations W I ,E= W 

J Reopen Case 11 Clone Closed Case J 

Case 0wne< ■ Brandoo Johnson 

Type CA 

Case Origin Phone 

Executive Refenal 

Exee>Received-Oa.te 

Status Closed 

Datelrme Opened 11/20/2017 1:27 PM 

Date/Tome Closed 1/3/2018 10:47 AM 

Multiple Repairs No 

Executive Summary 

Executive Actions To Resolve 

Vehicle Maintained Location Action Nissan 

Previous Repai.r Date 

Previous Repair Location 

Related Vehicle Make Nissan 

XTIME Appointment Numb« 

Rollowf' 

Property Damage 

Injury letter 

Nootber Injured 0 

RHR Started 

RHR C«npleted 

Customer Document Requested 

Date Requested 

Customer Document Received 

Date Received 

Part Numb« 1 

Beyond Basic Warranty Miles 1 0 

Beyond Basic Warranty Months1 6 

Beyond PT WalTal'lty Miles1 0 

Beyond PT Warranty Months 1 O 

Data Net ✓ 

Oatanet Deal« Date 11/21/2017 

Oealff Instructions Service Oepl Review 

Requested Dealer Action re-ne'W 

Bluetooth Ticket Status 

Phone Model 

Phone Operating System 

Goodwill Offered 

VCAH 

Goodwill Processed 0 

Vehicle Service Contract 

VSC Reprint Request Email 
.J 
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Sales & Service Campaign Specific Information 

Hot Alert Date 

LS Response rime 

Vert>atims 

Alert Trigger Verbatim 

Survey Verbatim 

Deale< Action History 

NNA Notes 

Customer Conversation Notes 

DTS Inspection 

Contact Name 

-WOfitPhone 

Mobile Phone 

Email 

Attemate Email 

OTS Inspection Date OTS Inspection Date Confirmed? 

DTS Request Type Notes for OTS (Vehicle Concerns) 

Inspection Time/Notes Appointment Time: 

System Information 

Subject 

Created By 

Last Mocfrfied By 

Notes to Agent 

CUSTOMER:­
SN1AT2MVX~ 

Ccileen Patchett. 11/20/20171:27 PM 

NNAill, 12/13/2018 9:37 PM 

Case Record Type CA Oosed Case 

Days Closed 881 

Action c- NT 40 

What action was taken? 40 Customer Refused Assistance 

Agent Comments 

Agent Comments IIR submitted 

Agent Next Step 

VIN: 

I Reopen Case I ! Clone Closed Case! 

Case History 

Dale Use< Action 

Root Cause 

Root Cause Code 

Root Cause Code (2) 

Document ID 

1/3/2018 10:47 AM Brandon Johnsoo Changed Slatus from Open to Closed. 

Closed. 

11/29/2017 2:30 PM 

11/29/2017 9:23 AM 

11/27/201711:10 AM 

Show more • I~ 

Case Comments 

Public Conwne-nt 

Brandon Johnson 

Brandoo Johnsoo 

Brandoo Johnsoo 

✓ Created By: B<andon Johnson (1/312018 10:47 AM) 
ARBS dOSiing Cs case as C traded in the veh in question. 

v· Created By: B<andon Johnson (1/3/201810:47 AM) 
ARBS dosing Cs case as C trading in the veh in question. 

Created By: B<andon Johnson (1/3/201810:46 AM) 
ARBS placed outtx>und call to 

✓ =~ =~rn:t~ai 1:u~~~ :~;;~ c.; :;'inspection➔ 
C l.llderstood and C thanked ARBS. 
ARBS thanked C and call ended. 

✓ ~;;~~t~~HJ:~~{~~1:~:~.:J C's veil inspection 

Created Bv: B(andon !9bDll90 (1/3/201810:43 AM) 

✓ ~;a~;;.:C, vi;;,"~~. 
Cls that C wanted to caned C's veil inspection. 

✓ ~;~~~ ':t' 1:t.iornm~=~~/i~=. date and time. 

Changed Follow Up Date from 12/1/2017 to 1/8/2018. 

Changed Follow Up Date from 11/29/2017 to 12/112017. 

Changed Follow Up Date from 11/27/2017 to 11/2912017. 

Created Bv: Bragdon !9bDll90 (11129/2017 2:28 PM) =~ :~: =~~ :dt~ ~~~~~~~! .£ [ I liii ii .~d;: ~DO ~~~~~ert 
✓ ARBS slated that was with OT!H!H. 

ARBS slated for DLR to have a fift and a tedlnician available lor the OTS ff need be. 
Vmxended. 

Created By: Brandon Johnson (11129/2017 2:22 PM) 

✓ :B!a~=-"!c.,~.::,; or ,)J],J fa£ iJ@, £ §[h_Qj,ON NISSAN -,ld""'1< for c. 
ARBS understood and ARBS stated that ARBS would oontact C back on 1/8/2017 to remind C of inspection date and time. 
C l.llderstood and call ended. 

Created By: B<andon Johnson (11129/2017 2:19 PM) 

✓ =~ :~:=~~ C:~t~, .£JS, Ji2 ii£ JiiJ 1£@ J lii! oo~=:a":O:oo AM CST at DLR-ACTION NISSAN. 
ARBS slated that the January inspection date was due to the inspectors being off for two weeks during Olristmas time. 
ARBS requested C oonlact ARBS back to let ARBS know ff inspection date and time would wor1t for C . 
Vmxended. 

✓ ~;~=~~ ~~:on (11129/2017 9:23 AM) 

✓ ~;;~~'!?£:!::M~SY~99 (11129120119:18AM) 
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ARBS stated that ARBS would need 15-30 milllfles of C's time to complete probe. 
C agreed and ARSS completed probe questions. 

ARBS asked for C to explain the incident that was occurring in C's veh. 

C/s that Chad a concern with C's veh shutting off oo its own and the stopping on its own twice. 
C/s that the concern has happened four times since May 2017. 
C/s that C had two times where the veh shut off completely when C was driving. 
C/s that two ofher times the veh went from 30 mph lo zero in the lriddle of the road. 
C/s that C was getting an FEB malfunction light oo C's veh. 

C/s that the most recent time the concern with C's veh occurred it was in late August of 2017. 
C/s that C went over steel plate in Nolensville, TN. 
C/s that C went over the plate at two to five mph. 
C/s that when C went over the steel plate in the road the veh shut off oompletely. 
C/s that C was able to restart the veh and it operated fine after it shutting down. 

C/s that C wanted to know 1Mlat the concern on C's veh was and C wanted the concern repaired. 

ARBS understood and ARSS stated that NNA would fike lo send an inspector to look at C's veh. 
ARBS stated that the NNA IIR process was a six to eight week long process. 
ARBS stated it could be two to four weeks before NNA oould get an inspector out to lcx)j( at C's veh. 
ARBS stated that after inspection was <Xl<r4)1eted NNA had two to four weeks to review the inspection report. 
ARBS stated that during NNA IIR inspection process NNA did not cover storage or towing fees. 
ARBS stated if C did incur those fees and NNA found some type of manufacturer's defect on C's veh, NNA could reimburse C for those fees. 

ARBS stated that ARBS would reach out to the NNA inspector lor the soonest date and time to inspect C's veh at DLR-ACTION NISSAN. 
C understood and ARBS stated that d C needed a rental during the duration of C's veh inspection to let ARBS know. 
C W--.tood and ARBS stated that ARBS would contact C back with further information in a couple of days. 
C understood and cal ended. 

✓ ;;:~e:!~!:.don~~~on (11/27/2017 1:15 PM) 

✓ Created By: B<andon Johnson (11/27/201711:10 AM) 
ARBS setting case lor 11/29/2017for ARSS to fa lowup with C. 

Created By: B<andon Johnson (11/27/201711:08 AM) 

✓-ARBS.BJ called customer no answer was made ARSS left a message stating name and number for C to cal ARBS back a vmxended. 

✓ Created By: B<andon Johnson (11/27/2017 11:05 AM) 
--•---ARBS RECEIVED CASE, UNDER REVIEW, PENDING PROBE VERIFICATION--•-----

✓ 

Created By: B<andon Johnson (11/22/2017 7:49 AM) 
IIR-FEO-CST 

Created By: Samantha Dixon (11/22/2017 7:36AM) 
IIR rejected- Question ti 3 on 1Mlat c is seeking from NNA is biank and must be oompleted. Please correct and resubmit 

Created By: Samantha Dixon (11/21/2017 2:48 PM) 
C is having concerns with VEH stopping and shutting off. C is also have electrical concerns. 

Created By: Shirley Finchum (11/21/20171 :51 PM) 
CRT-SF made - call to 
CRT-SF VERIFIED C's name, tiome d ema11 aooress, concern, phone#, mileage 
CRT-SF CHECKED for open recalls/can-c,aigns and follld: none 
Previous UNRELATED Case(s) Found: none 
Previous RELATED Case(s) Found: none 
CRT-SF ADVISED 'Tois call may be reoorded for quality and training PllJ)OSes." 

C stated that C picked up VEH last night and is driving VEH currently. 
C stated that C has had ilcidents happen 4 times. 
C stated that one was at a car wash, one train overpass, going down a road and going over steel i;i,ates on road. 
C stated that coocem happened around May 1st 
C states that called Action Nissan and was told to come in when it happened again. 
C stated a month late< coocem happened again. 
C stated that "warning malfunction' fight was on VEH on the way to DLRSHP. 
C stated that DLR test drove for 2 hours and coukllli <!up4icate concern. 
C stated that C took picrures of dashboard. 
C stated that se<Vice advisor said maybe sensor and will cal C. 
C never received call. 
C stated that a few weeks ago C started having electronically ooncems. 

CRT-SF apologized for al of ooncems C is having. 
CRT-SF asked d whae VEH stops or shuts off. 

C stated that whole car would stop in some incidents. 
C stated that C was going 3040 mph and VEH would oome to a complete stop. 
C stated that C is surprised that airbags did not deploy. 
C stated that two times VEH has ~etely shut down and customer was able to start VEH after shut down. 

CRT-SF advised that CRT is going lo fill out IIR for C. 
CRT-SF asked IIR questions to C. 

C thanked CRT-SF because everyone was saying that nothing is wrong with VEH. 
C advised that did na want lo be going 70 mph and VEH stop and cause an accident 
C stated that C has grandchi dren and does na want grandchildren to ride in VEH unti fixed. 
C stated that C didni know if VEH was lemon. 
C stated that one year mark wil be Oec 1 sl 

CRT-SF understood. 
CRT-SF advised that will do IIR for C and C will need to take VEH to DLRSHP for diagnosis for electrical concerns. 

C stated that Chas video of concern of elecbical ooncem. 
C stated that used steering wheel lo send message and then radio stopped WOl1ting and Bluetooth stopped working as well. 
C stated that only way lo fix it is to rum off VEH, open and close door and then start VEH. 
C stated this has happened 4 times already. 

CRT-SF apologized for ooncern. 
CRT-SF advised that C needs to get concern diagnosis. 

C stated that also having Calison i ght on dashboald come on. 
C stated that fight comes oo but when pa,lling car and rum off, collision light does na oome back on. 

CRT-SF apaogized for ooncern. 
CRT-SF advised that CRT is docng IIR and different department will oontact within 3 business days. 
CRT-SF advised that C needs to get diagnosis from DLRSHP about electrical ooncern. 

C understood and advised wil go to DLRSHP. 
C stated that C would fike lo go to different DLRSHP but lried lo call Downtown Nissan but no one ever calls back so C will take to Action Nissan again. 

CRT-SF provided case .,.,_ and direct number to C. 
CRT-SF thanked C. 
C thanked CRT-SF. 
Call ended mutually. 

✓ Created By: Shirley Eioshum ~11/21/201712:38 PM} 
CRT-SF made outbolm call to DLRSHP. 
CRT-SF spoke with Service Manager-Kenny. 

SM-Kenny advised that VEH is at DLRSHP since 11/14. 
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SM-Kenny advised that DlR has contacted TechLine. 
SM-Kenny stated that C's concern is with fOlward emergency braking. 

CRT-SF thanked SM-Kenny. 
SM-Kenny thanked CRT-SF. 
Call ended mutually. 

Created By: Colleen Patchett (11/20/2017 2:17 PM) 
✓ - [CASE SUMMARY] -

CRR-CP sending case to RCAS fo, possible buy bad< as dlrshp can, frod out what is going on with veil 

Created By: Colleen Patchett (11/20/2017 2:15 PM) 
CRR-CP <OPENED or VERIFIED> AcCOllll in1ormation including: C's name, home & e-,nail address, 
phone number & best contact number 
CRR-CP VERIFIED VEH ln1ormation including: VIN#, Current Mileage 22,000, Warranty & Sefvice History 
CRR-CP CHEC KED kl< open recal s/campaigns and tound: 0 
CRR-CP CHEC KED kl< previous UNRELATED Case(s) and found: 0 
CRR-CP CHECKED previous RELATED Case(s) and found: 0 
CRR-CP NOTED concern is: veil just shuts down 
CRR-CP receilled inbound call from C. 

C stated C that C bought this veh last Dec 
C stated the concern started about May/June 

Page 4 of 4 

C stated that Cwoutd be driving the veh and the veh just shuts down, mainly in small spaces, ( 3 out of the 4 times) the other time was when C ~ veh through car w ash and was leaving the lot and~ didni 
C stated that the SM-Ashley stated that she thilks that tt is a sense, and it the veil thinks and C is too close to the veil ahead but wanted to check with another tech and ~ happened about tt about the begin of Aug, 
C stated that Ashley was going to get bad< to C, but no response 
C stated the veil just shuts off while driving 
C stated that many doing about 25-30 mph 
C stated that is scared to drive the veh especially ff C has the grandchildren with C 
C stated that dlrshp told C to bmg in when the veil is doing tt 

✓ g ::: ~=: ~~~ ::S.:i ":rr:~ ti!,~:=,1
:'~ ~~!:~:nd the veil and the veh beeped at C 

C stated that the Forward Emergency Braking systemwaming light came on while C was on way to dnllp and stayed on until got to the dtrshp. Shut veil off and then then tlJmed bad< on and was off 
C stated that started veil back up and the light was off but C stated that has a video of tt happening 
C stated that the dlrshp gave C a Rogue but C doesni like it 
C is asking if C bought a lemon 
C loves C Rogue, needs the veh to be fixed and ff they can, fix tt then replace tt with another Rogue with everything the same 
C stated that paid cash and has a lot of extras 

CRR-CP asked C ff there was anything else CRR.CP oould assist with. 

Cdeci ned. 

CRR-CP infocmed C that Case wil be transferred to a Regional C<>lsumer Affairs Speciaist Who will contact Ille C by dose of business day Nov 21, 2017 regarding C's concern. 

C undefstood. 

CRR-CP provided C with agent ID 7319134 and case number­
CRR-CP noting C's best oontact number i 

Call ended mutually 
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