
PE19-010 

 NISSAN 

 6-16-2020 

 ATTACHMENT B 

 REQUEST NUMBER 2 
DOCUMENT 

 CONSUMER COMPLAINTS  
2 OF 2 

PART 2 

1 OF 22 

 



Case: - ~ Salesforce - Unlimited Edition 

• '20 • ~ Search... Search 

INFORMATION REDACTED PURSUANT TOTHE FREEDOM 

OF INFORM ATION ACT (FOIA), 5 U.S.C.552(8)(6) 

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

- Customize Page I Printable Vrew I Help for this Page 

Show Feed 

Case ~ ""Y I/it! I Case ConYnents 1iZ1 I c..,.. Categorizations W I ,E= llll 

Case Detail J Reopen Case 11 Clone Closed Case J 

Account Name C....Owne< B Hanah Vanderlaan 

Contact Email Type CA 

Home Pl1one - Case Origin Phone 

Letter Se-nt Date Executive Refenal 

Letter Received Date Exee>Received-Oa.te 

Follow Up Date 10/24/2018 Status Closed 

Supporting Documents 

CA Muttiple Repairs OatelTme Opened 10/5/2018 9:00 AM 

Social Media Involvement Oate/Tme C1osed 10/23/2018 4:20 PM 

Martiz Custome< Id Multiple Repairs No 

Case O#nH location Murfreesboro Executive Summary 

Texting Status Executive Actions To Resolve 

Case Reopen Count 0 

Description 

Call Script 

Who contacted u.s? Consumer Vehicle Maintained Location 

I Vehicles Owned 2 Previous Repai.r Date 

Vd'liele Purchased New Previous Repair Location 

Pre-Owned Initial Mileage Related Vehicle Make Nissan 

Current Mileage 8,900 XTIME Appointment Numb« 

Incident Codes. IIR REQUIRED 

lncidef'lt Date Rollowf' 

Sent to legal Property Damage 

Accident Injury letter 

Asbag Nootber Injured 0 

Fire 

IIR lndic.ator 0 RHR Started 10/5/2018 

IIROate RHR C«npleted 10/10/2018 

HR Customer Document Requested 

Date Requested 

Customer Document Received 

Date Received 

Vehicle Information 

Vehicle JN8A T2MVS~r,- Part Numb« 1 

Model Year 2017 Beyond Basic Warranty Miles 1 0 

Make NISSAN Beyond Basic Warranty Months1 0 

Model Line ROGUE Beyond PT WalTal'lty Miles1 0 

Model Code 29617 Beyond PT Warranty Months 1 0 

Dealer Detai l 

Case Servicing Dealer SMITHTOWN NISSAN Data Net 

Case Servicing Dealer Region No<theast Region Oatanet Deal« Date 

Responsible District 07 Oealff Instructions 

SharedWrth Requested Dealer Action 

Bluetooth 

Phone Carrier Bluetooth Ticket Status 

Phone Manufacturer Phone Model 

Reported From Phone Operating System 

Issue Categories 

Related Items 

Approwd Ched< Reques1s $0.00 Goodwill Offered 

VCAN 

Goodwill Processed 0 

Vehicle Service Contract 

VSC Reprint Request Email 
.J 
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Case: - ~ Salesforce - Unlimited Edition 

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: 
JN8AT2MVS~ 

~ . 10/5/20189:00AM 

NNAill, 12/8/2018 10:11 PM 

Case Record Type CA Oosed Case 

Days Closed 588 

Action c- NT8H 

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

Agent Comments 

Agent Comments RHR denial 

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 

10/23/2018 4:20 PM 

10/23/20181:20 PM 

10/22/2018 12:34 PM 

10/19/2018 3:54 PM 

Show more • I~ 

Case Comments 

Pubic C«nmenl 

Use< 

Hanah Vander1aan 

Hanah Vander1aan 

Hanah Vander1aan 

Brandon Seay 

Created By: Hanah Vanderlaan (10123/2018 4:20 PM) 
RC~ is closing case as no further assistance can be offered at this time. 

-CASE SUMMARY-
✓ C contacted Nissan CA requeslilg assistance with RHR. 

-STATEMENT OF DECISION"' 

Action 

Changed Status from Open to Closed. 

Closed. 

Changed Follow Up Date from 10/23/2018 to 10/2412018. 

Changed Follow Up Date from 10/22/2018 to 10/23/2018. 

Changed Follow Up Date from 10/21/2018 to 10/2212018. 

RCAS-HV advised C Nissan has created a case to document C's concern, and this case will rem.ail in NNA's system. 
RC~ advised that NNA is not in a position to repurchase or replace VEH. 

Created By: Hanah Vanderlaan (10123/2018 4:19 PM) 
RC~ received inbound call from C and advised call may be recorded for quaity and training. 

SCIN 

RC~ advised that RCAS did look into C's request for repurchase and at this tine NNA is not in the position to assist with replacement or repurchase. 
RC~ advised - . NNA wil continue to hooor the terms and conditioos of all applicable -,anties. 
RC~ advised that will also be receimg a denial lette, via mail. 
RC~ advised that ff C is not satisfied C has the right to the Bette< Business Bureau. 
RC~ advised that a denial lette< will also be sent providing the BBB infoonatioo. 
C oodefstood 

✓ C asked ff there was any way to get out of lease ear1y 
RC~ advised to wor1< with DlR on that as contract is with C and DLR 
C undefstood 
RC~ asl<ed ff C had further questions 
C declined 
RC~ oonfirmed C had direct number 
C stated yes 
RC~ stated that if C has further questions to call RCAS. 
C understood 
Cati ended mutual y. 

✓ Created By: Hanah Vanderlaan (10/2312018 12:37 PM) 
RC~ placed outllound call to C atiiililill and left VMX with case number name fojlow up for 10.24. 

✓ Created By: Hanah Vanderlaan (101221201812:34 PM) 
RC~ placed outllound call to C atl■■■ and left VMX with case number name fojlow up for 10.23. 

Page 2 of 5 

Ca-se History Help 

Case Conments Help 

Created By: Brandon Seay (10/19/2018 3:53 PM) 
✓ RCAS-85 contacted C artiiillillilil left VMX including Case number, name, and RCAS-85 contact of 615.725. 7Sn. RCAS-85 requested that if C calls back and reaches VMX, to please leave best time and nurnbe< to 

reachC. 

✓ Created By: Brandon Seay {10/19/2018 3:51 PM) 
RCAS-85 piaced outbound call to C a,tl■■■ and was advised C was out of the office. 

Created By: Hanah Vanderlaan (10/1912018 7:24 AMI 
✓ RCAS_HV piaoed outbound call to C a 

C stated that C is at wor1< and coold RCAS-HV call back after 4? RCAS_HV agreed 

https://nissanna.my.salesforce.com/5000G0000lcJzoVQAS 6/2/2020 



Case: - ~ Salesforce - Unlimited Edition Page 3 of 5 
✓ created By~ Hanab \lao<krlaao (101181201s 10:20 AM) 

RCAS_HV placed outoound call to C a,ii■■ill and left VMX at WIOO< numller 'MIil name case number direct number and lollow up for 10.19. 

Created By: Hanah Vanderlaan (10/18/201810:18 AM) 
✓ RC~ placed outtxxmd call to C •tlilllllll and left VMX with case number name lollow up for 10.18 

✓ Created By: Hanah Vanderlaan (10/1712018 8:28 AM) 
RC~ placed outllound call to C atl■■■ and- and left VMX with name case numller direct number and lollow up for 10.18 

Created By: Robert Peterson (10116/201811 :00 AM) 
ARBS-RP ootes based on a comprehensive review: NNA is not in a position to repurchase/replace the vehicle at this time, as the vehicle has not been sub;ected to an unreasonable number of repair attempts for any 
warrantable concern. 

NNA will continue to honor the terms and conditions of the New Vehicle Limited Warranty. 

Created Bv: 88befl Pe1•1l180 110116/201811:00 AM) 
ARBS-RP notes: 

Vehicle ir>-sefvice date: 11/24/2017 
... 1. Tme in service: JI$ 0 Years, 10 Months 
.. 2 . Vehicle Acquired: New, NMAC LEASE 
... 3. Applicable State: NY 

2x se<Vice visits for FEB, latest TSB reportedly applied and DTS nor DLR could dupicate a,ry furthef concern. 

Created By: Robert Peterson (10116/201810:57 AM) 
ARBS-RP reviewing case and notes the lollowing service visits: 

~N6~,N~·S24 Miles, RO:- -Days Down: 1 @ DLR- 2691 - SMITHTOWN NISSAN, INC. 

1. Customer reports vehicle stopped on its own 2 different occasions even when no objects were in front of ~ 
ACTION: 
1. Followed bulletin NTB18-041A replaced & calibrated distance sensor. Re!)<Ogrammed ICCA 

10/3118@8,881 Miles, RO:- -Days Down: 11 @ DLR- 2691 - SMITHTOWN NISSAN, INC. 
CONCERN: 
1. C/s that while driving, the forward emergency braking system activated with no other vehicles or obstructions around, please ched< and report. C/s vehicle locked up agail on same road as last time Adams Ave. 
Industrial par1</ Hauppau 
ACTION: 
1. Road tested vehicle and scanned for codes, no codes found, concern not dupticated- F.E.B activation. Road tested vehicle with SM24 and DTS. No further concerns dupicated; customer advised to pick up vehicle, 
customer came in on 10/Sl18, as by the request of NNA that she stay in the rental vehicle, customer is aware rental charges wiD be of $35 per day 

✓ Created By: Hanah Vanderlaan (10/1512018 2:59 PM) 
RC~ placed outllound call to C atl■■■ and left VMX with case number name lollow up for 10.17 

Created By: Hanah Vanderlaan (1011512018 2:46 PM) 
✓ RC~ placed outllound call to Smithtown Nissan and spoke with se<Vice adviser Zach who stated that C picked up VEH and C was at DLR from 10.03 and picked up VEH on 10.13. DTS unable to dupicate concerns. 

DLR oon-c,jeted bul ~en on VEH 

✓ Created By: Hanah Vanderlaan (10/151201810:07 AM) 
RC~ sent email to s~s askilg for open RO 

Created By: Hanah Vanderlaan (10110120181:56 PM) ~=~,.:'~~~ ~~0
Di~ £iJ@ t!il l Ll~~.:'n~~ =~ ::i: ~!i~~~nues to diagnose 

RC~ undersrood 
C -ed about specialist viewing VEH 
RC~ stated that SM-MS test drove VEH with DTS 
C stated SM-Mike Scanlon is stil waiting for DTS to come look at VEH again 

✓ RC~ understood 
C stated that C is just not safe and C has had several rogues and that C wants another one after this lease 
C stated that VEH are perfect for C and that C just does not feel safe 
RC~ understood and stated that RC~V will oontinue to W100< with S~S to diagnose VEH 
RC~ also advised that RCAS-HV is reviewing for repurchase or replacement for C 
C understood 
RC~ gave direct number and lollowupfor 10.15. 
C understood 
Gall ended rnul\Jaly 

Created By: Nicki Barror (10/1012018 11:53 AM) 
ORTS received the RHR. The RHR was assigned to ARBS Rob Peterson for review 

Created By: Regan Herron (101101201811:01 AM) 
RCAS-RH notes RHR and DBS-RO are attached to case for ARBS review. 

RCAS-RH notified RC~V to get open RO 

✓ ~~=~:.:\~~=~.\!=::~~::Id< questions 

Created By: Hanah Vanderlaan (10/912018 8:25 AM) 
RC~ recieved email from S~ike Scanlon who answered: 

What repairs we,e performed? Froot Distance sensor rejlrogramed on 8123/2018 
Are there ClllenUy any OPEN ROs? yes 

✓ Is the vehicle currently at the dealership? Yes 
How many days has the vehicle been kept out of service at your dealef for repairs? 2 Days, customer 
Has the on-site CA Technical Specialist (CATS) been im,aved? ?? 
Has the VEH been test driven with customer and Ted\? Shop Foreman? yES 
Has TECH LINE been iwolved? Yes 
Has a Dealer Technical Specialist (DTS) been inll<llved? Vehicle Road tested by myself along with DTS 

✓ c reated By~ Hanah \laos:ki:rlaao (101812018 2:os PM} 

~g~ ~~F=='.0~,J£ iiid!i Less, -oocem, pllone. 
RC~ CHECKED for open recalls/campaigns and found: 0 
Previous UNRELATED Case(s) Found: 0 
Previous RELATED Case(s) Found: 2 
RC~ ADVISED 'This cal may be recorded for qualfy and training purposes." 

RC~ stated that RC~V is the case manager the case has been escalated too. 
RC~ stated that RC~V will be the poo,t of contact for C. 

C stated that C is paying out of pcd<et 
C says that the VEH is at DLR currently and VEH 
C stated that C is unable to drive VEH w ABS goes off 
C stated that C loves the dealershjp and Nissan 
C stated that W DLR cannot drive VEH then 

Why do you want to return the vehicle to Nissan North America? 
C stated that issue with VEH that DtR has not been able to fix. C stated that C does not 

• Where is the vehicle currently? DLR 
• Are you currentty in a rental vehicle? Yes 
• Where was the vehicle purchased? Smithtown 
• Was the vehicle pwchased new or used? New 
• If used, when was the vehicle purchased? 
• 'Mlere is the vehicle serviced? Yes DLR 
• Has the vehicle been taken to multiple Nissan dealers or lnfiniti retailers? If so, document names of dealerslretailefs. 
Never gone anywhere else 

RC~ advised that the RHR wil take upwards of 10 business day 
C stated that C is not happy about any of this 

6/2/2020 



Case: - ~ Salesforce - Unlimited Edition 
C stated that C's rental from DLR is up tomonow 10.09 and DlR says VEH is ready but C doesn1 want to pici< it up 
RCAS-HV advised that ff C does not want to picl< VEH up VEH C would have to pay oot of pocked for that 
C understood. 
RCAS-HV ga-,e C direct number and asked ff C had further questions 
C declined 
RCAS-HV ga-,e C follow up for 10.11. 
C understood. 
Call ended mutualy. 

Created By: Tabatha Macmullan (10/8/20181:43 PM) 
-CASESUMMARY---
C oontacted NNA CA requestilg update on case 

Created By: Tabatha Macmullan (10/8/20181:42 PM) 
CRR-TM verified C's name, home & e-mail address, concern, phone# 
ORR-TM CHECKED for OPEN recalls/campaigns and found: 0 
PREVIOUS RELATED case(s):O 
PREVIOUS UNRELATED case(s) found: 0 

~~ED CONS,ERN: !!.'°!:!!! date on case 

C:RR-TM received incoming call from C 

C stated calling for update on case 

ORR-TM advised RCAS-HV is waiting on case and there is a follow up for EOB today 10/8/18 g:::~ :;:,,rn:z.:: :;;1:,,ce ,s £ and advised C that an internal message will be sent to RCAS advising of C's attempt to oontact RCAS 

C declined and appreciated the assistance 

CRR-TM provi<!I!<! C with case #name and agent 10# 

~~ .:;:c,:,u:; 
Created By: Hanah Vanderlaan (10/8/2018 9:20 AMI 

✓ RCAS-HV placed outtlound call to Smithtown Nissan at 6313619696 and left number.,.;it, receptionist. 
RCAS-HV sent ernal to s~s. 
Created By: Abdu l Malik (10/51201810:00 AM) 
ORR-AM sent case to RCAS for a reodution 

"CASE SUMMARY" 

C oontacted NNA CA seel<ing an RHR lo be put in a new lease 

Created By~ Abdlll M@Uk 110/512018 9:59 AM} 
CRR-AM VERIFIED/OPENED Acoount Info including: C's name, home & email address, phone# & Best oontacl 
ORR-AM VERIFIED VEH lnlo including: VIN#, Year, Model, CUrrent rrileage, Service histcxy 
ORR-AM CHECKED for Ol)en campaigns and found: NONE 
ORR-AM CHECKED f()( previous UNRELA TEO Case(s) and found: NONE 
ORR-AM CHECKED previous RELATED Case(s) and found:-~ 
ORR-AM NOTED ooncern is: RHR, VEH oomplai>t 

C stated C's VEH is at the DLRstiP no.v for a consistent issue 
C stated the automatic emergency braking system keeps on malfunctioning 
C stated C was called to pici< up the VEH 
C stated the VEH is not fixed 
C stated OLRSHP replaced the fuse, replaced the relay DlRSHP doesn1 know what to do with tt anymore 
C stated C can1 drive the VEH, it's not safe to drive 
C stated OLRSHP said Chas to pici< up the VEH and return the rental 
C stated this can potentially ki l someooe 
C stated C this is an ugly problem where C can ki l someooe °' get hurt 
C stated C is tying to resol-,e this issue before tt gets serious and NNA will be held responsible 
C stated it doesn't make sense how Nissan is wiling to let C drive a defective VEH that could cause injuries and fatalities 
C stated C lo-,es NNA and the VEH 
C stated C dealt with SA-Zach 
C stated C would like to a\/Oid pici<ing up the VEH 
C stated C needs a VEH as a means of transportation 
C stated C has one pa,1(ing spot only at home 
C stated C will have to take the VEH oot from the OLRSHP's lot 
C stated C wants to avoid the risk of driving the VEH 
C stated C would like to prevent the worat to happen and want to do the right thing 

CRR-AM acknowledged C's ooncern 
ORR-AM asked C how C would tike NNA be of any assistance 

C stated C would like NNA to put C in another lease 
C stated C likes the VEH, and NNA but the VEH is dangerous 
C stated C can't believe that Nissan wants C to drive an unsafe VEH 
C stated C had Nissans ever since the very first Rogue 

ORR-AM advised C that RCAS wil review the case and go over ~ with the DLRSHP and provide C with all possible options and alternatives to resolve C's ooncem 
CRR-AM advised C that C's ooncern has been trans/erred to RCAS and RCAS should gel back to C by the end of next business day 10/8/2018 

CRR-AM advised C to get a rental and keep docs of any bills & POPs related to the process for a reimbursement review to retain 
ORR-AM advised C that RCAS wil also look into to finding C a temporary alternative as C can, drive the VEH 

C stated C will manage to see ff C can keep the rental provided by the OLRSHP and pay oot of pocket for~ or through C's insurance Co. 
C stated C will also manage to get the VEH to a friend's driveway 
C stated C sinply doesni want to drive the VEH anymoce and wants to be pul in another lease 
C stated C supports and loves Nissan and would liek to get into another lease with NNA 
C stated C would NNA to do the right thing 
C stated the VEH is seriously not safe to drive 

ORR-AM asked C n there's anything else NISSAN CA can assist with? 

Cdeclined 

ORR-AM provided C with agent 10 # & case # 

Cati ended mutualy 
Best oontact #: 
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Case Categorizations 

Action ~ ~ # Catego,y Oeseription S--ry Oescrip6on Symptom Description 

MULTIPLE REPAIR 
ATTEMPTS 

Case Categorizations Help 

Major Component Code Category Date Symptom Code Category Code Subcategory Code Concern Code 

Forms 

No records to display 

A Back To Top 

ENGINE 
ELECTRICAL 

GEN. ENGINE ELECTRIC 
COMPONENT(SJ 

11 

Atways show me more records per related list 

10/S/2018 YE AF 

Copyright© 2000-2020 salesforce.com, inc. Al rights reserved. I friYaGY Statement 1 5emritv Statement I Jerros or I J&e 1 508 Comotiaore 

- OA 

Forms Help 
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Case: - ~ Salesforce - Unlimited Edition Page 1 of 4 

• '20 • ~ Search... Search Derek Latta Help & Training All Tabs 

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

- Customize Page I Printable Vrew I Help for this Page 

Show Feed 

Case ~""Y I/it! I Case ConYnents W 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 10/23/2018 

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 °"net ■ Russell Lawyer 

Type TS 

Case Origin Data load 

Executive Refenal 

Exee>Received-Oa.te 

Status Closed 

Datelrme Opened 10/5/2018 7 :43 PM 

Date/Tome Closed 10/23/2018 10:50 AM 

Multiple Repairs No 

Executive Summary 

Texting Status Executive Actions To Resolve 

Case Reopen Count 0 

Description Collision Mitigation Brake System 

Call Script 

Who contacted u.s? survey 

I Vehicles Owned 4 
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 JN8AT2MV1J~ 

Model Year 2018 

Make NISSAN 

Model Line ROGUE 

Model Code 22418 

Dealer Detai l 

ease Servicing Dealer Y9SJNGEB NISSAN OF FBFPFBICK 
Case Servicing Dealer Region Nissan Mid Atlantic Region 

Bluetooth 

Related Items 

Responsible District 02 

SharedWrth 

Phone Carrier 

Phone Manufacturer 

Reported From 

Issue Categories 

Approved Chedt Requests $0.00 

Vehicle Maintained Location OAS/NEWPORT NEWS MARINE T 

Previous Repai.r Date 81912018 

Previous Repair Location OAS/NEWPORT NEWS MARINE T 

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 101812018 

Oealff Instructions Service Oepl Review 

Requested Dealer Action Please advise if customer has upcomilg appoinbnent or if~ 
dealership has addressed these ooncems previously. 

Bluetooth Ticket Status 

Phone Mode-I 

Phone Operating Sys1em 

Goodwill Offered 

VCAH 

Goodwill Processed 0 

Vehicle Service Contract 

.J 
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Case: - ~ Salesforce - Unlimited Edition Page 2 of 4 

Sales & Service Campaign Specific Information 

Hot Alert Date 

LS Response rme 

Verbatims 

AJeri Trigger Veri>atim B2540U, Ccilisioo Mitigation Brake System, OF 

VSC Reprint ReqUffl Email 

Contact Name 

HomePhone -

W-Phone -
Mobile Phone 

Email 

Attemate Email 

On two separate occasions, the car automatic emergency braking system engaged while the car was operating at a speed of approximately 40 ~ - There were no other cars in any 
directioo to my vehicle. I stopped the vehicle in the middle of the road and then started again. This is very dangerous and potentialy deadly. I am fearlUI when driving the car, so much so 
that I tum off the braking system eacll time I drive. While this is my third new Nissan vehicle, I will probably not buy a Nissan again in the luttre. I w il be cootacting my Nissan dealer and 
also filing a report with the NHTSA. 

S1440A, Other Interior Cooipartment Squeaks/Rattles - Instrument panel/dashboard, OF 
The parking brake, or the slowdown Collision featise Seems to come on automatically when no cars are in front or back. our car has done it twice. We are takilg it back to the dealer this --Survey Verbatim Improvements to Vehicle 
Nissan should issue a recall lo, the automatic emergency braking system. Numerous complaints have been filed with the NlfTSA regarding this problem. 

E1830D, Unusual Engine Noise - While accelerating, OF 

F11900, Memory Controls/Features - Loses memory settings, OF 

S1350B, Excessive Wind Noise - Around sunroof/convertible top- when closed, OF 
Sunroof lid open causes highway noise. More road noise with lid back, not sunroof as when it's open sure you wm hear road noise. 

S1350D, Excessive Wind Noise - Around sunrooll oonvertible lop - when open/vented, OF 
This is the same question lo, the 4th time! 

S1350F, Excessive Wind Noise - Excessive air vibration noise when side window is open, OF 
Will stop taking this answered the question Sx now<! 

Dealer Action History 

NNANotes 

Customer Conversation Notes 

DTS Inspection 

S1360D, Excessive Road Noise - When windows down, OS 

S1490Z, Front Seat Adjustment • Other/None of the above, OF 

OTS Inspection Date OTS Inspection Date Confirmed? 

OTS Request Type Notes f« OTS (Ve-hide Concerns) 

Inspection Time/Notes Appointment Time: 

System Information 

Subject 

Created By 

Last Modified By 

Case Record Type 

Days Closed 

Action<:ooe 

Notes to Agent 

CUSTOME~ PHONE:- VIN: 
JN8AT2MV1~ 

FFETL 10/S/2018 7:43 PM 

NNAfil. 12/8/2018 10:11 PM 

CA aosed case 

588 

NT48 

What action was taken? 48 Lack of CUstomer Response 

Agent Comments 

Agent Comments 10/23/18 - 3<d follow up call to C to s-appointment at DLR 

Agent Next Ste-p 

Case History 

User 

10/23/2018 10:50 AM Russell Lawyer 

Russell Lawyer 

J Reopen C.ose ! I Clone Closed C..Se J 

Action 

Changed Status from Open to Closed. 

Closed. 

Changed Description. 

Root Cause 

Root Cause Code 

Root Cause Code (2) 

Document ID 

10/23/2018 10:38 AM 

10/22/2018 3 :46 PM 

10/18/2018 8:21 AM 

BJ !MCI! I amrec 
Russell Lawyer 

Changed Follow Up Date from 10/22/2018 to 10123/2018. 

Changed Follow Up Date from 10/18/2018 to 10/22/2018. 

Show more • I~ 

Case Comments 

Pubic Comment 

Created By: Russell Lawyer (10/23/2018 12:16 PM) 
✓ - [Added after the case is closed.] -

SCNR 

TCS-RL received VMX from C and notes that VMX stated Chad taken vehicle to DLR on 10/22/2018, that DLR adjusted sensor, and that no furthe< follow up was needed. 

✓ Created By~ B1rv&H I awvtr (10/23/2018 10:48 AM} 
•n ----CASESUMMARY-----n • 

• Customer Concern: C contacted NNA CA regarding w:hicle concerns with FEB operation . 

Ca-se History Help 

Case C-omnents Help 

• Agent actioos: TCS-RL notes multiple calls to SM-Jason Bamer at YOUNGER NISSAN OF FREDERICK were not returned. TC&Rl. made cootact with C and notes that C stated C will contact DLR directly to schedule 
appointment to, diagnosis. TCS-Rl notes no response from C despite multiple contact att~ts from TCS-RL via tetei,hone and email. 
• Customer purchased vehicle: 
• Current mileage: 5 
• OOW- Basic: O miles / O months, Power Train: O miles / O months 
• VSC: None 
• Last service visit: 8/15/2018 
• Previous owned veh: 3 
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Case: - ~ Salesforce - Unlimited Edition 
• Total cost of repair: NIA 

•--STATEMENT OF DECISION_" ___ _ 

TCS-RL notes no response from C despite rruttipje contact atten-c,ts from TCS-RL via telephone and email. 
TCS-RL is closing the case pending further contact from C. 

Created By~ Blffl:¥111 awvtr (10/231201810:46 AM) 
TCS-RL placed outbound call to YOUNGER NISSAN OF FREDERICK, 301~-0111 , and requested to speak with SM-Jason Bal1lef. 
TCS-RL was infonned by SA-Ca~ that SM-JB is not availabre at this time. 

✓ TCS-RL inquired if C had scheduled appointment at DLR. 

SA-Call advised unsure if C had appointment and transfe,red TCS-RL to SM-JB's VMX. 

TCS-RL left VMX '"' SM with TCS-RL name, contact#, C's name, last 8 digits of VIN, and custome(s coocems. 
TCS-RL requested return call from SM. 

Created By~ B113:¥111 awvtr (10/231201810:38 AM) 
Collision Mitigation Brake System 
Other Interior Compartment Squeaks/Rattles - Instrument paneVdashboard 
Unusual Engine Noise - While accelerating 
Memo<y Controls/Feaues - loses memory settings 
Excess,ve Wind Noise - Around sunroof/convef!ille top - when closed 
Excess,ve Wind Noise - Around sunroof/convef!ille top - when open/Vented 
Excessive Wind Noise - Excessive air vibration noise when side Wndow is open 
Excess,ve Road Noise - When windows down 
Front Seat Adjustment - poor o, improper operation 

Created By: Russell lawyer (10/2312018 10:37 AM) 
TCS-RL placed outbound call to C's Home Phone / WO<k Phooe, 
TCS-RL left VMX with TCS-RL name, contact#, and case#. 

✓ TCS-RL stated on VMX that TCS-RL was calling in regards to C's 2018 Rogue. 
TCS-RL stated on VMX that if C would like assistance scheduling an appointment o, for any other reason then C may contact TCS-RL directly. 
TCS-RL stated on VMX that TCS-RL wil be clooing case today pending furthe< cootact from C. 
TCS-RL requested return cal from C. 

Created By: Russell lawyer (10/2312018 10:35 AM) 

TCS-RL placed outbound call to C's Mobile······ TCS-RL left VMX with TCS-RL name, contact"· ano case #. 
✓ TCS-RL stated on VMX that TCS-RL was calling in regards to C's 2018 Rogue. 

TCS-RL stated on VMX that if C WOOld like assistance scheduling an appointment o, for any other reason then C may contact TCS-RL directly. 
TCS-RL stated on VMX that TCS-RL wil be closing case today pending further contact from C. 
TCS-RL requested return cal from C. 

Created By: Russell lawyer (10/22/2018 3:46 PM) 
TCS-RL placed outbound call to C's Home Phone / WO<k Phoi 

✓ TCS-RL left VMX with TCS-RL name, contact#, and case #. 
TCS-RL stated on VMX that TCS-RL was calling in regards to survey that C had corrc,jeted. 
TCS-RL requested return cal from C. 

Created By: Russell lawyer (10/22/2018 3:44 PM) 
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ig~:~~ ~~~~~~~~':4:i~M I. L1 &L. 
✓ TCS-RL stated on VMX that TCS-RL was calling in regards to C's 2018 Rogue and TCS-RL previous conversation with C regarding scheduling a diagnostic appointment at YOUNGER NISSAN OF FREDERICK. 

TCS-RL stated on VMX that if C WOOld like assistance scheduling an appointment o, for any other reason then C may contact TCS-RL directly. 
TCS-RL requested return cal from C. 

Created By~ Blffl:¥111 awve:r (10/18/2018 8:20 AMi 
TCS-RL placed outbound call to C's Mobile, . 
TCS-RL left VMX with TCS-RL name, contact"· case #. 

✓ TCS-RL stated on VMX that TCS-RL was calling in regards to C's 2018 Rogue and TCS-RL p,e;ious conversation with C regarding scheduling a diagnostic appointment at YOUNGER NISSAN OF FREDERICK. 
TCS-RL stated on VMX that if C WOOld like assistance scheduling an appointment o, for any other reason then C may contact TCS-RL directly. 
TCS-RL stated on VMX that TCS-RL wil be 000 the afternoon ol 10/18118 and all day 10,,19/18 but that TCS-RL will return on 10/22/2018. 
TCS-RL requested return cal from C. 

Created By~ BIffl:¥H I awve:r (10/1812018 8:14 AM) 
TCS-RL placed outbound call to YOUNGER NISSAN OF FREDERICK at (301) 245-7136. 
TCS-RL notes call was translened to SA-Carlton Colum. 

✓ TCS-RL inquired if C has any open 8l)l)Ointments with DLR. 

SA-CC advised the<e are no appointments fo, C, no open RO's fo, C and that there has been no contact from. 
SA-CC placed TCS-Rl on hold and advised upon returning to the call that the SM advised no cootact from C and no knowledge of C. 

Call ends Jrututally. 

✓ ih~~::re'l:~-::r~~~0=8r PM1 
TCS-RL verified C's name, home & email aooress. 
TCS-RL advised C that TCS-RL has received C's survey comments. 
TCS-RL advised C that TCS-RL was caling to offer C the opportunity to discuss C's comments with an agenl 

C stated this is C's 3rd new Nissan in the last 4 years. 
C stated the main concern in the emergency lx'ake light coming on at 40mph. 
C stated that on one occassion it happened on a wet road once and a dry road once. 
C stated that both times the road was a back road. 
C stated C is taking vehicle to DLR next week to halle issue addressed by DLR. 
C stated issue has onty occurred to C's wife and has not occured in the past month. 
C stated issue has never happened to C but that issue has happened to C's wife twice. 

TCS-RL acknowledged wlde<standing. 

C stated survey asks the same question r:Ner and r:Ner again and C does not have time to keep answering same issue over and over again. 
C stated Cs ooty issue is that C's wife is petrified of FEB system. 
C stated DLR may need to rejlfogram sense,. 

TCS-RL acknowledged wlde<standing and apologized fo, C's coocem. 
TCS-RL inquired if C has al)pOintment at DLR at this time. 

C stated C will contact DLR in Fredrick Maryland for appointment 
C stated Cs wife has been online reading about other people experiencing concern. 

TCS-RL inquired if C can duplicate concern. 

C stated not able to duplicate concern. 
C stated one occurence was on open road with nothing around. 
C stated one instance was on a 15 degree grade. 
C stated issue does not occur \Nhen driving over rail road tracks as C saw online. 
C stated C's wile rums off the FEB system while driving. 

TCS-RL advised C that DLR will be best to diagnose concern. 
TCS-RL offered to co,npjete coofefence call to DLR to schedule appointmenl 

C declined. 
C stated that C will contact DLR d~ecily. 

TCS-RL offered to lolow up with C again next weel<. 

C stated that wil be fine. 

TCS-RL offered to folow up with Con 10/18118. 

C agreed to follow up date. 

TCS-RL inquired if any additional assistance can be provided at this time. 
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C declined. 

TCS-RL wished C a good day. 

Call ends mutually. 

✓ ~h~:' ~-~ w:n (:'~i~2:6~~1
contact Con C's cell phone a 

Created By~ B1rv&H I awve:c (10/9/2018 10:59 AM} 
✓ TCS-RL sent survey.nore info needed email to C and requested return contact from C. 

TCS-RL included TC~l name, contact#, and case# in email. 

Created By: Russell Lawyer (1019/2018 10:58 AM) 
TCS-RL pjaced outbound call to C's Home Phone / Won< Pho'1 

✓ TCS-RL left VMX with TCS-RL name, contact#, and case #. 
TCS-RL stated on VMX that TCS-RL was calling in regards to - that C had COIT4)leted. 
TCS-RL requested return cal from C. 

Created By: Russell Lawyer (1019/2018 10:56 AM) 

✓ ig~:~t:~~~~~~~"JIUM&&I. 
TCS-RL stated on VMX that TCS-RL was calling in regards to - that C had ~ed. 
TCS-RL requested return cal from C. 

Created By: Russell Lawyer (10/8/201810:52 AM) 

or at home 

✓ ig~:~t :~~ =i~~~LN=.N~~ ~~~Rn:.°~~S~i!~~~'.•a:?c::=~ ~s::wRh S~ason Barbe<. 

TCS-RL requested return call from SM. 

✓ Created By: Russell Lawyer (10/812018 10:47 AM) 
TCS-RL reviewed vehicle service histo<y and notes no service visits by C to any Nissan DLR. 

Created By: Russell Lawyer (10/81201810:44 AM} 
TCS-RL recewed case for handling as a result of QC survey response received from C. 
TCS-RL notes copied survey notes below: 

Alert Trigger Verbatim 
B2540U, Calisioo Mitigatioo Brake System, OF 

Page 4 of 4 

On two separate occasioos, the car automatic emergency braking system engaged while the car was operating at a speed of awroximately 40 mph. There we<e no other cars in My directioo to my llehicte. I stopped the 
vehicle in the nvddleofthe road and then started again. This is very dangerous and potentially deadly. I am fearful when driving the car, so much so that I ttrn off the braking system each time I drive. While this is my third 
new Nissan vehicle, I wil probabjy not buy a Nissan again in the future. I will be contacting my Nissan dealer and aJso fil ing a report with the NHTSA. 

S144DA, Other Interior C~t Squeaks/Rattles - Instrument panel/dashboard, OF 
The parkilg brake, or the stowdown Collision feature Seems to come on automatically when no cars are in front or back. our car has done it twice. We are takilg it bad( to the dealer this week. 

Survey Verbatim 
lrrc,ro-,,ements to Vehicle 
Nissan should issue a recall for the automatic emergency braking system. Numerous complaints have been filed with the NHTSA regarding this probjem. 

E1830D, Unusual Engine Noise - Wili e accelerating, OF 

✓ F11900, Memory controls/Features - Loses memay settings, OF 

S1350B, Excessive Wind Noise - Around sunroof/convertible top - when closed, OF 
Sunroof lid open causes tvghway noise. More road noise with id back, not sunroof as when ifs open sure you will hear road noise. 

S1350D, Excessive Wind Noise - Around sunroof/convertibje top - when open/vented, OF 
This is the same question for the 4th time! 

S1350F, Excessive Wind Noise - Excessive air vibration noise when side window is open, OF 
Wil stop taking this answe<ed the questioo Sx now!! 

S1360D, Excessive Road Noise - When windows dO'Ml, OS 

S1490Z, Froot Seat Adjustment - Other/None of the above, OF 

TCS-RL checlted lor open/related previous CA cases and follld: None 
TCS-RL clleclted lor closed CA cases and found: Nooe 
TCS-RL clleclted lor open recalls/campaigns and found: None 

Created By: Russell Lawyer (10/812018 10:43 AM) 
Quality COnnection Hot Alert 

Created By: Russell Lawyer (10/812018 10:43 AM} 
Quality connection Hot Alert 

Case Categorizations 

Adion ~ ~ # Catego,y Description SUbca>,gory Oescripticn Symptom Oescription 

POOR DR IMPROPER 
OPERATION 

Case Categorizacons Help 

Maj« Component Code Categofy Date Symptom Code Category Code Sllbcategory Code Concern Code 

Forms 

No records to disP,ay 

A Back To Top 

INTERIOR 
ELECTRICAL 

FORWARD Et.£RGENCY 
BRAKING (FEB) 26 

Always show me more records per related list 

10/23/2018 YX AV 

Copyright@2000-2020sa1es1orce.com, inc. Al rights reservect. J Pdvacv Sffderoent I securitv Statement I Ieons of Use 1 508 Comofiaoce 

- OA 

Forms Help 
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• '20 • ~ Search... Search Derek Latta Help & Training All Tabs 

Home Accounts Ideas Dealer Locator Literature Requests Console Cases Home Reports Dashboards Articles Profile Feed Profile overview 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 10/25/2018 

Supporting Documents 

CA Muttiple Repairs 

Social Media Involvement 

Martiz Custome< Id 

Case O#nH location Murfreesboro 

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

J Reopen Case 11 Clone Closed Case J 

C....Owne< 

Type 

l ussell Lawyer 

TS 

Case Origin Data load 

Executive Refenal 

Exee>Received-Oa.te 

Status Closed 

Datelrme Opened 10/8/2018 7:43 PM 

Customize Page I Printable Vrew I Help for this Page 

Date/Tome Closed 10125/2018 3:35 PM 

Multiple Repairs No 

Executive Summary 

Texting Status Executive Actions To Resolve 

Case Reopen Count 0 

Description Brake Operation - The brakes appty themsetves automaticaly when there is no object in front of me l.lldef normal conditions. 

Ccllisioo Mitigation Brake System- poor or improper operatioo 

Call Script 

Who contacted us? Survey 

I Vehicles Owned 2 

Vehicle Purchased New 

Pre-Owned Initial Mileage 

Current Mile.ge 5 

Incident Codes . IIR REQUIRED 

lncidef'lt Date 

Sent to legal 

Accident 

IIR Indicator 0 

IIROate 

HR 

Vehicle Information 

Vehicle KNMA T2MT 4JI 

Model Year 2018 

Make NISSAN 

Model Line ROGUE 

Model Code 22318 

Dealer Detail 

ease Servicing Dealer STAPH JM NISSAN 
Case Servicing Dealer Region West Region 

Bluetooth 

Related Items 

Responsible District 08 

SharedWrth 

Phone Carrie< 

Phone Manufacturer 

Reported From 

Issue Categories 

Approwd Check Requests $0.00 

Vehicle Ma;nt,;ned Location STADIUM NISSAN 

PreYM>us Repair Date 6117/2018 

Previous Repair Location STADIUM NISSAN 

Related Vehicle Make Nissan 

XTIME Appointment Number 

Rollowf' 

Property Damage 

Injury letter 

....,,be<lnju<ed 0 

RHR Started 

RHR C«npleted 

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 

OataNet ✓ 

Oatanet Deal« Date 10/17/2018 

Dealer Instructions Se<vice Oepl Review 

Requested Dealer Action Please advise if customer has upcoming appointment or if your 
dealefsl>ip has addressed these coocems previously. 

Bluetooth Ticket Status 

Phone Model 

Phone Operating Sys1em 

Goodwill Offered 

VCAN 

Goodwill Processed 0 
.J 
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Sales & Service Campaign Specific Information 

Hot Alert Date 

LS Response rme 

Verbatims 

Alert Trigger Vert>atim B2490Z, Brake Operation - OtllerlNone of the above, DF 

Vehicle Service Contract 

VSC Reprint Request Email 

Contact Name 

HomePhone -

W°"'Phone -
Mobile Phone 

Ema~ 

Alternate Email 

The brakes apply themselves automaticaly when there is no ollject in front of me uncle< normal conditions. 

B2540U, Ccllisic>i Mitigation Brake System, DF 

Page 2 of 5 

The automatic brakilg system thatis supposed to detect objects activates while driving and ~ams on the brakes when there is nothilg in front of me. This is extremely scary and I was 
almost rear ended because of il The first time I didn\ really know what happened but then~ happened again so I know there's a problem with the sensor. I wiR be taking baclt to the 
dealership because this could be life threatening. 

Survey Verbatim 

Deale< Action History 

NNA Notes 

Customer Conversation Notes 

DTS Inspection 

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 
KNMAT2MT~ 
FFETL 10/8/2018 7:43 PM 

NNAill, 12/8/2018 10:14 PM 

Case Record Type CA Oosed Case 

Days Closed 586 

Action Code NT6A 

What action was taken? 6A Vehicle Performs Normally 

Agent Comments 

VIN: 

Agent comments 10/25118 - review with Tl.-PN regarding follow up call to C 

Case History 

Date 

10/25/2018 3:35 PM 

10/25118 - 2nd follow up call to Stadium Nissan ensure that diagnostic was completed 

Agent Next Step 

Use< 

Russell lawyer 

)Reopen Case! ~I~ 

Action 

Changed Status from Open to Closed. 

Closed. 

Root Cause 

Root Cause Code 

Root Cause Code (2) 

Document ID 

10/24/2018 12:29 PM 

10/23/2018 10:19 AM 

10/18/2018 2:18 PM 

Russell lawyer 

Rlln'¥idl I amrec 

Changed Follow Up Date from 10/24/2018 to 10/2512018. 

Changed Follow Up Date from 10/23/2018 to 10/24/2018. 

Changed Follow Up Date from 10/24/2018 to 10/23/2018. 

Show more • I~ 

Case Comments 

Public Comment 

Created By: Russell Lawyer (10/2512018 3:32 PM} 
- -CASE SUMMARY_, ____ _ 

• Customer Concern: C contacted NNA CA regarding vehicle concerns with FEB improper operation. 

SClM 

Ca-se History Help 

Case Cotrwnents Help 

• Agent actioos: TCS-RL made contact with DLR and C. TCS-Rl notes that C stated FEB is biggest concern but that DLR has not looked at concern at this time. TCS-RL notes that DLR was contacted lo sdledule 
appointment for C. TCS-RL notes that DLR offered to sell C a new car. TC&RL made cootact with SM-Bob Murphy and attempted to schedule appointment for C at DLR. TCS-RL notes C stated C had taken vehicle to 
Stadium Nissan for diagnoeis. TCS-RL notes C caled NNA inbound and requested return call from TCS-RL managmenl TCS-RL notes Tl.-PN attempted to contact C and left VMX but there was no return call from C. 
TCS-RL made contact with SM-Melissa at Stadium Nissan and notes DLR was unable to dupjicate concerns. TCS-RL made contact with C and notes that C stated no further assistance needed at this time. 
• Customer purchased vehicle: New 

✓ • Current mileage: 5 miles 
• OOW-Basic: O miles/0 months, Power Train: O miles / 0 months 
• VSC: Nooe 
• last service visit: 6,117/2018 
• Previous owned veil: 1 
• Total cost of repair. NIA 

..___._._._.._ • ._ STATEMENT OF OECISION-•---..._.,.. 
TCS-RL notes C slated no further assistance. 
TCS-RL is closing case as no further assistance can be offered at this time. 

✓ Created By: Russell lawyer (10/2512018 3:21 PM} 

ig~:~~ ~~ ~%t~~ .. r=.:~ call a :as .nd that Tl..PN had left a VMX for Con 10/18/18. 

C stated that is correct 

TCS-RL advised C that TCS-RL had spoken with Stadium Nissan and that Chad picked up vehicle already. 

C stated that is correct 

TCS-RL inquired if any additional assistance can be provided at this time. 

C declined. 

TCS-RL wished C a good day. 
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Cati ends rrotually. 

Created By: Russell Lawyer (10/2512018 3:17 PM) 
TCS-RL placed outbound call to STADIUM NISSAN, 714-633-8430, and requested to speak with SM-Melissa. 
TCS-RL notes call was transferred to SA-Peter Barajas who ad'Jised SM-Melissa is 000 as is SA that is wor1<ing with C. 
TCS-RL inquired if thefe was any info as to why distance sensor was ocdered for veh. 

✓ SA-PB advised RO stated no duplication of C's concerns but that distance seoso, was in tact ordered. 
SA-PB placed TC>Rl on hold. 
SA-PB advised llellicle is not at DLR at this time. 

Call ends mutually. 

Created By~ BI1tKH I awvtr (10/24/2018 10:45 AM} 
TCS-RL placed outbound call to STADIUM NISSAN, 714-633-8430, and requested to speak with SM-Melissa 
TCS-Rl inquired as to status of repair and ij parts were o<dered for C's vehicle. 

S,M,1elissa advised that part is on order for C's vehicle but that S,M,1elissa does not know wily. 

✓ ~~=::: == ~::=:~;:!,,, ~~: = :..-: =:it~~:e':ac:."· 
S,M,1elissa advised will call the SA and inquire ij SA ordered the part for C's vehicle. 
S,M,1elissa advised that SA had to lea"' due to a family emergency. 
S,M,1elissa advised that TCS-RL will be cootacted after SA is contacted. 

Call ends mutually. 

Created By: Russell Lawyer (10/23/201810:18 AM) 
TCS-RL placed outbound call to STADIUM NISSAN, 714-633-8430. 
TCS-RL inquired about status of repair. 

✓ TCS-RL was infonned that there is a distance sensor on order but that the RO says no duplication of FEB ooncern. 
TCS-RL requested to speak with SM-Pete. 
TCS-RL left VMX with TCS-RL name, contact#, C's name, last 8 digits of VIN, and customer's concerns. 
TCS-RL requested return call from SM. 

Created By: Paula Neal (10/18/2018 2:17 PM) 
✓ TL-PN placed outbound call to customer •••••• at best number listed asj■III■ 

n.-PN left a voicernail requestilg a return ca11 mong wm nours of operation being /warn to4wpm CST. 

Created By: Cris Wilmotbrown (10/17/2018 7:52 PM) 
-CASE SUMMARY-

C called into NNA CA about follow up on case 

CRR-CW sending email to RCAS agenrs supervisor 

Created By: Cris Wilmotbrown (10117/2018 7:51 PM) 
CRR-CW VERIFIED Account Info including: C's name, email, home address, phooe# 
ORR-CW VERlflED VEH Info including: VIN# Sefvice, Warranty 
ORR-CW CHECKED for open recalls/canl)3igns and foond: 0 
ORR-CW CHECKED fo, previous UNRELATED Case(s) and found: 0 
ORR-CW CHECKED previous RELATED Case(s) and found: 
CRR-CW NOTED ooncem is: Folow up on case 

g:1~J~r:'!a~ ~ZJJJ! ii 
C called into to CA about a follow up on case-

ORR-CW tool C that ORR-CW would ha"' to put C on a brief hold to read through the case notes 

C staled that would be me 
C reiterated all that was already ootlined in case notes prepared by : TCS-RL 
C stated C is really upset about the level of service Russell 
C stated that RCAS agent has not been doing anything at all and that the DLR that RCAS agent recommend lried to sell C a new VBi 
C wanted to know the name and number of RCAS agent's supervisor so that C cookl make a direct complaint 

ORR-CW advised C that ORR-CW could not provide a number or name 
ORR-CW tool C that all the information given wiU be documented and email sent to RCAS agent's superviso, advising about this phone call 
ORR-CW also advised C that contact will be made with C by the end of day 18th October 2018 

C understood all the information gi= 

CRR-CW asked C ij there was any ass.stance further required 
C stated no and ended call 
Besl# 

ORR-CW was unable provide C with case ntmbef, agent ID and NPS 

Created By: Russell Lawyer (10/17/2018 2:12 PM) 
TCS-RL placed outbound call to NISSAN OF IRVINE, 949-951-7575, and requested to speak with SM-Bob Murphy. 
TCS-RL advised SM-BM of C's ooncems with llehicte and of C re<eiving a call from the DLR about C wanting to purchase a 2018 Altima but not being asked alxlut scheduling appointment 

SM-BM apologized and ad'Jised that new stall at DLR may have mishandled the call. 
SM-BM advised wiU be happy to assist with scheduling appointment for C. 

TCS-RL provided SM-BM C's contact and llellicte info and oompleted oonfereoce call to call to C's Horne Phon 

C staled C has taken vehicle to another DLR, Stadium Nissan. 
C stated C took llellicle 1st thing this mo,ning. 
C staled that computer has been reset incooectly. 

✓ C stated Stadit.m Nissan advised will clear all error codes and reset system and that Stadium Nissan will keep vehicle a few days. 
C stated Stadit.m Nissan advised that vehicle computer may need to be replaced. 

TCS-RL acknowteged ur--.tanding and offered to follow up with C again before COB on 10/24/2018 to allow time for Stadium Nissan to diagnose ooncem. 

C agreed to follow up date. 

TCS-RL inquired ij any additiooal assistance can be provided al this time. 

C declined. 

TCS-RL wished C a good day. 

Call ends mutually. 

Created By: Russell Lawyer (10/17/2018 7:31 AM) 

ig~:~~ ~~ ~:a~~~~s:' j@ JJ !@ fJ ii.in regards to Cs case. 

Page 3 of 5 

✓ TCS-RL notes that VMX stated th!il!t Mr. is conous wily TCS-Rl had time to call C but not Mr.-
TCS-RL notes VMX stated that Mr. cts to be included in all communication going forw~ issue with C's vehicle is a safety issue, that TCS-RL shodd call Mr.- invnediatety, that Mr.- is 
going to report this issue to NHT • is ridiculous that C would have to pay another diagnostic fee and pay for repair as this is a recall issue. 
""'TCS-Rl notes C has made no mention of anyone other than C that is to be corrvnunicated with about the case.--

✓ Created By: Russell Lawyer (10/16/2018 4:39 PM) 

ig~:~~ ~~ ~C~~~ ~~~=!JI£[ §I i!Ji!J and that C was going to be contacted to schedule app(Hntmenl 

C stated DLR called and asked tt C was interested in purcllasing a 2018 Nissan. 
C staled C tad DLR no and call was ended. 

TCS-RL offered to cornpaete conference call to Nissan of Irvine. 

C agreed. 
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TCS-RL completed conference cal and notes no answer at DlR. 

C stated C will contact DlR and schedule appointment. 

TCS-Rl advised C that TCS-RL will follow up with C agail oo 10/17/18. 

C agreed. 

TCS-RL inqui'ed if any additional assistance can be provided at this time. 

C declined. 

TCS-RL wished C a good day. 

Call ends mutually. 

Created By: Russell Lawyer (10/16/2018 4:30 PM} 
TCS-RL placed outbound call to NISSAN OF IRVINE, 949-951-7575. 
TCS-RL notes call was ....- by Tyler in the sef\'ice dept. 

✓ TCS-RL inquired if C has an appoinlment scheduled at DlR. 
TCS-RL was inlonned that C does not ha"" an appo,ntment at DLR but that Tyler can cootact C to schedllle appoinlmenl 

Call ends mutually. 

Created By: Russell Lawyer (10/12/2018 10:23 AM) 
TCS-RL notes inbollld call was recei- from Con this date at 8:56am CDT . 
TCS-RL notes that TCS-RL's computer malfunctioned and case note was sa- and added after computer had been restarted. 
TCS-RL verified C's name, home & email address. 
TCS-RL advised C that TCS-RL has received C's survey coovnents. 
TCS-RL advised C that TCS-RL was caling to offer C the opportunity to discuss C's coovnents with an agent. 

C stated ~icle needs to be fixed or replaced. 
C stated FEB issue happened twice this week. 
C stated FEB is biggest concern. 
C stated C was almost rear ended when FEB activated without warning. 
C stated additiooally that back up camera will freeze or will not won< at al. 

TCS-RL apologized tor concern. 
TCS-RL inquired if C DLR has had the opportunity to inspect vehicle and offer diagnosis. 

C stated C has not taken vehicle to DLR at this time. 
C stated C woo1d like to take vehicle to NISSAN OF IRVINE. 

TCS-RL offered to complete conference call to DLR to schedule diagnosas. 

✓ Cagreed. 

TCS-RL placed outbound call to NISSAN OF IRVINE and notes DlR was not open at time of call. 
TCS-RL left VMX tor SM with TCS-RL name, contact#, C's name, last 8 digits of VIN, and custome(s concerns and requested that DLR contact C to schedule appojntment. 
TCS-RL requested return cal from SM. 
TCS-RL advised C that TCS-RL left VMX tor DLR to contact C and schedule appojntment tor diagnosis. 

C stated C will contact DlR after they open today to schedule appoinlmenl 

TCS-RL offered to contact C later today to ensure that appointment gets scheduled with DLR. 

C stated C would like TCS-RL to follow up with C again on 10/16/18. 

TCS-RL agreed to follow up date . 
TCS-RL inquired if any additional assistance can be provided at this time. 

C declined. 

TCS-RL wished Ca good day. 

Call ends mutually. 

Created By: Russell Lawyer (10/12/2018 7:49 AM} 
✓ TCS-RL received VMX from C stating that vehicle is not WOO<ing and that TCS-RL can cootact C , J 

TCS-RL notes VMX stated if TCS-Rl receives C's VMX that C would like to know what time to rea , , \.,~L wrm a retll'n call. 

Created By: Russell Lawyer (10/11/2018 11:10 AM) 

✓ ig~:~t~~~~~~~~:~. Ji £21 
TCS-RL stated on VMX that TCS-RL was calling in regards to survey that C had completed. 
TCS-Rl requested return cal from C. 

Created By: Blffl:¥111 awve:r (10/11/201811:05 AML 
✓ ig~:~t :~~~~i'.°~~==· £1 .,.,5 I 

TCS-RL stated on VMX that TCS-RL was calling in regards to survey that C had completed. 
TCS-RL requested return cal from C. 

Created By~ B1!3:¥11 I awve:r (10/10/2018 2:56 PM) 
✓ TCS-RL sent survey-more info needed email to C and requested return contact from C. 

TCS-RL included TCS-RL name, contact#, and case# in email. 

Created By: Russell Lawyer (10/10/2018 2:55 PM} 

✓ ig~:~~ ~~~~~~~~~::, .. ! £2 I 
TCS-RL stated on VMX that TCS-RL was calling in regards to survey that C had con,pjeted. 
TCS-RL requested return cal from C. 

Created By: Russell Lawyer (10/10/2018 2:53 PM} 

✓ ig~:~t~~~~~~~==11 £21 
TCS-RL stated on VMX that TCS-RL was calling in regards to survey that C had completed. 
TCS-Rl requested return cal from C. 

Created By: Russell Lawyer (10/9/2018 10:19 AM) 

✓ ig~:~t :~~ ~ T~~r~~~~~c?.1=:8 d igits of VIN, and customefs coocems. 
TCS-RL requested return call from SM. 

Created By: Russell Lawyer (10/9/201810:15 AM) 

✓ ig~:~t ~~1::erST~~ ,:5:~1~~~-
TCS-RL attempted to contact an operator at DLR and notes no answer. 

Created By: Russell Lawyer (10/9/201810:10 AM} 
✓ TCS-RL reviewed CAIIII and notes that case was created for same concern as this case. 

TCS-RL reviewed CA with TL-PN and notes TL-PN advised TCS-Rl to dose c~ 
✓ Created By: Russell Lawyer (10/9/2018 9:57 AM) 

TCS-RL recewed case for handling as a result of QC survey response received from C. 
TCS-RL notes copied survey notes below: 

Alert Trigger Verbatim 
B2490Z, B<ake Operation - Other/Nooe of the above, OF 
The brakes apply themsel""" automatically when there is no object in front of me under normal conditions. 

B2540U, Cojlision Mitigatioo Brake System, OF 

Page 4 of 5 

The automatic braking system thatis supposed to detect objects activates while driving and slams on the brakes when there is nothing in front of me. This is extremely scary and I was almost rear ended because of it. The 
first time I didn1 really know what happened but then ~ happened agail so I know there's a problem with the sensor. I w il be taking back to the dealership because this could be life threatening. 
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ig~:~t =:~ :;=.;~;~~~ ~.;se~---
TCS-RL checked for open recallslcan1)8igns and round: None 

Created By: Russell Lawyer (1019/2018 9:56 AM) 
Quality Connection Hot Alert 

Case Categorizations 

Action ~ ~ # c.rtegcxyOescription SUbcatego<y Description 

Forms 

No records to display 

INTERIOR 
ELECTRICAL 

INTERIOR 
ELECTRICAL 

FORWARD EMERGENCY 
BRAKING (FEB) 

FORWARD EMERGENCY 
BRAKING (FEB) 

syn-., Description 

POOR OR IMPROPER 
OPERATION 

UNABLE 
DIAGNOSE/DUPLICATE 

Page 5 of 5 

Case Categorizations Help 

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

26 

26 

10/25/2018 YX 

10/25/2018 WT 

AV 

AV - OA - OA 

Forms Help 

.,.. Back.To Top /wlays show me more records pe, related lisl 

Copyright© 2000-2020 saleslorce.com, inc. Al rights reserved. I Privacy Statement I Security Statement I Terms of Use 1508 Compliance 
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Show Feed 

Case Detail 

Account Name 

Contact Email 

Home Pl1one -
Letter Se-nt Date 

Letter Received Date 

Follow Up Date 10/16/2018 

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 

C....Owne< 

Type 

l evin Lutz Jr 

CA 

Case Origin Phone 

Executive Refenal 

Exee>Received-Oa.te 

Status Closed 

Datelrme Opened 10/9/2018 9:14 AM 

Date/Tome Closed 10/16/2018 1:38 PM 

Multiple Repairs No 

Executive Summary 

Texting Status Executive Actions To Resolve 

Case Reopen Count 0 

Description C seeking assistance with braking sensor concern or repurchase. 

Call Script 

Who contacted u.s? Consumer 

#Vehicles Owned 2 

Vd'liele Purchased New 

Pre-Owned Initial Mileage 

Current Mile- 16,000 

Incident Codes. IIR REQUIRED 

lncidef'lt Date 

Sent to legal 

Accident 

Asbag 

Fire 

IIR lndic.ator 0 

IIROate 

HR 

Vehicle Information 

Velucle 5N1AT2MV3H• 

Model Year 2017 

Make Nissan 

Model Line Rogue 

Model Code 22617 

Dealer Detail 

ease Servicing Dealer WOOPBl IBY NISSAN 
Case Servicing Dealer Region Northeast Region 

Bluetooth 

Related Items 

Responsible District 0 1 

SharedWrth 

Phone Carrier 

Phone Manufacturer 

Reported From 

Issue Categories 

Approwd Ched< Reques1s $0.00 

Vehicle Maintained Location WOOOBURY NISSAN 

Previous Repai.r Date 7ISl2018 

Previous Repair Location 

Related Vehicle Make Nissan 

XTIME Appointment Numb« 

Rollowf' 

Property Damage 

Injury letter 

Nootber Injured 0 

RHR Started 10/9/2018 

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 4 

Beyond PT WalTal'lty Miles1 0 

Beyond PT Warranty Months 1 O 

Data Net ✓ 

Oatanet Deal« Date 10/10/2018 

Oealff Instructions Service Oepl Review 

Requested Dealer Action Please review for assistance. 

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 



Case: - ~ Salesforce - Unlimited Edition 

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: 
5N1AT2MV3~ 

Created By 

Last Mocfrfied By 

Tyson Ricker 10/9/2018 9:14 AM 

NNAill, 12/8/2018 10:14 PM 

Case Record Type CA Oosed Case 

Days Closed 595 

ActionC- NT1A 

What action was taken? 1A Repaired - Under Warranty 

Agent Comments 

Agent Comments FO<Ward emergency braking sensor 

Agent Next Step 

I Reopen Case I ! Clone Closed Case! 

Case History 

Dale 

10/16/2018 1 :38 PM 

Use, 

Kevin Lutz Jr 

Action 

Clanged Status from Open to Closed. 

Closed. 

Root Cause 

Root Cause Code 

Root Cause Code (2) 

Document ID 

10/10/2018 2:59 PM 

10/10/2018 2:23 PM 

10/10/2018 10:26 AM 

Kevin Lutz Jr 

Kevin Lutz Jr 

Kevin Lutz Jr 

Clanged Follow Up Date from 10/11/2018 to 10/16/201 8. 

Olanged Follow Up Date from 10/10/2018 to 10/11/2018. 

Clanged Data Net from lalse to true. 

Show more • I~ 

Case Comments 

Public Comment 

Created By: Kevin Lutz Jr (10/16/20181:36 PM) 
CRT-Kl is closilg Case as no f\M'ther assistance can be offered at this time. 

-CASE SUMMARY-' 
✓ C cootacted Nissan CA requesting assistanoe with front radar senor assembly. 

C stated would not re-tum loaner VEH unti1 personal VEH was repaired. 
CRT -IQ. received an eta on the part. 
CRT-IQ. called C and found that VEH had been repa~ed and returned to C already. 

SCAV 

CRT -IQ. oontacted DLR and found that another customer had the part ordered and then decided to have the repair done elsewllere leaving the DLR 'Mth the part in stock. 

Created By: Kevin Lutz Jr (10/16/20181:31 PM) 
CRT-IQ. made outllound call to WOODBURY NISSAN. 
CRT-IQ. spoj(e with SA-Joe Taras. 

✓ SA-JT stated that Enterprise Rent....Car ordered the same part for th~ VEHs and decided to have the wor1< done elsewhere. 

SA-JT stated used the part on C's car. 

CRT -IQ. thanked for h._,. 
Cal ended mutually. 

Created By: Kevin Lutz Jr (10/16/2018 1:23 PM) 
CRT -IQ. made outllound call to C oe 
CRT-Kl ADVISEO-rhis cal may t t:I..Uf~ tu1 quality and training purposes: 

CRT-IQ. stated had a tentative eta for the part of 11/2. 
C stated that C already had VEH and DLR stated ii was repaired. 

✓ CRT-IQ. stated that was great. 

CRT-IQ. stated if there were any questioos or concerns moving forward to feel free to reach back out to CRT-KL. 

CRT -IQ. offered additional assistanoe. 
Cdedined. 
Call ended mutually. 

✓ Created By: Kevin Lutz Jr (10/16/20181:13 PM) 
CRT-IQ. received emai from Parts Specialist Jimmy Pugh stating eta on part was arollld 11/2. 

✓ g~~ :;t ~~ t~':f ~~=~~!~:uesting eta on part delivery. 

✓ Created By: Kevin Lutz Jr (10/10/2018 2:57 PM) 
CRT -IQ. received inbollld call from C = 
CRT -IQ. ADVISED "This cal may be re .,,. quality and training purposes.' 

CRT-IQ. stated had 2 options for C. 
CRT-IQ. recognized that C was not interested in first, but CRT-KL stated wooled to make tt known as an option. 

Page 2 of 4 
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Case: - ~ Salesforce - Unlimited Edition 
CRT-IQ offered to direct C to tile section of tile owne(s manual that outlined turning tile FEB feattse off. 

C stated C refused to drille VEH like tllal 

CRT-IQ stated othe< option ff C wanted VEH to stay at DLR until repair was coo-c,reted, was to get a rental and submit receipts for possible reimbursement 
C stated C did was already getting charged for tile loaner and did not want to have to go get a rental. 

Page 3 of 4 

CRT-IQ stated that based on oonversatioo with ASM-PH, C was not being charged for loaner yet and ff C called DlR, DLR may be willing to '""'1< with Coo tile timing of getting tile loaner returned wi1hout charging C. 

C stated wouldnt be able to take loaner back until Friday. 
CRT -IQ encouraged working with tile DLR about returning VEH. 

C stated C would and ff C had any trouble would call back. 
CRT-IQ acknowledged. 

C stated would no longer be buying Nissan VEHs. 
CRT-IQ apologized for tile inoonvenience tile experience had been. 

CRT-IQ offered additional assistance. 
Cdedined. 
Cal ended mutually. 

Created By'. Ktvin I srtz Jr '10/10/2018 2:22 PM) 
✓ CRT-IQ made ouUxlund call to C j 

CRT -IQ left VMX stating CRT-KL n "'"• ''"'"'"' IJ, and C's case #. Requested a call back. 
Set follow up date 10111 . 

Created By: Kevin Lutz Jr (10/10/2018 2:19 PM) 
CRT-IQ made ouUxlund call to DLR and spoke wit11 ASPM'H. 

CRT -IQ asked about telling C tllat fearure was not a necessary safety fearure. 
ASPM'H stated yes. 

CRT-IQ asked about recourse for tile loaner situation. 
✓ ASPM'H stated could start charging for tile loaner, but did not want to as tt would almost definttely result in receiving a bad survey after tile VEH is repaired an returned. 

CRT -IQ asked about eta on part. 
ASPM'H provided ord-- part# 28438-5FA3A. part name: sensor assembly. 
ASPM'H spoke with parts ~nt and stated tllat part would be shipped 1112/18. 

CRT -IQ tllanked for h~. 
Cal ended mutually. 

✓ g~~ ~~=Ji~11'trorn~:!~~1
~~:J',!lcall back. 

✓ g~~ ~~:Jie.'.,Jc"U,'.!:1:~1~! ';!'Jnager.f>ete Henrich requesting call back. 

✓ g~~ !::t~?lo'f~~o~=:~,:> call back. 

Created By: Kevin Lutz Jr (10110120181:35 PM) 
CRT -IQ made ouUxlund call to C j 
CRT-Kl ADVISED ~ is cal may 1c1,,U1ut:1.1 tu1 quality and training purposes.• 

CRT -IQ 1/efffied C's ooncem. 
C stated VEH stopped in tile middle of an intersection with notlling in front of C. 
C stated that DlR told C to b<ing back loaner and fearure would be disabled in VEH until part arrived. 
CRT-IQ stated concern was not a mandatory feature. 

✓ C stated C paid for a YEH with tllat fearure and would not drive tile VEH with out it. 
C stated should C just stop paying for tile VEH. 
C stated would not return loaner until VEH was repaired and did not want to be charged for tile loaner. 

C stated what ff C had been rear ended. 
C stated what ff C was kiled due to tile malfunction of this system. 

CRT-IQ stated would reach back out to tile DLR to get ooncem handled. 
C requested call back today 10,,10. 
Cal ended mutually. 

✓ Created By: Kevin Lutz Jr (10/10120181:15 PM) 
CRT -IQ made ouUxlund call to DLR and left VMX wtth name and number requesting call back. 

Created By: Tyson Ricker (1019/2018 9:24 AM) 
-ease surnma,y-
Custorner lnqui:y: RHR 
Transfermg case to RCAS for review 

Created By: Tyson Ricker (1019/2018 9:24 AM) 
CRR-TR VERIFIED Account Info including: C's name, home address & emai address, phooe# & best cootact# 
CRR-TR VERIFIED VEH Info including: VIN#, Current Mileage (16,000) 
CRR-TR CHECKED for open recaDsl~igns and follld: 0 
CRR-TR CHECKED for previous UNRELATEDCase(s) and found: 0 
CRR-TR CHECKED p,eviousRElATED Case(s) and found: 0 
CRR-TR NOTED ooncem is: RHR 
CRR-TR received inbound call from C 

C stated that C took VEH in to Woodlx.-y Nissan for service oo a braking sensor and is working with SA.Joe 
C stated that tile braking sensor has made tile VEH stop in tile middle of traffic twice 
C stated that C is afraid of C's safety 
C stated that DlR wil not be covering repair and wants DLR's loaner YEH back 
C stated that DlR states tllat tile part can be disabled until tile part comes in roughly a ..-to a mootlls' time 
C stated tllat VEH is unsafe and C has no intentions of returning loaner or paying for loaner until VEH is fixed 

CRR-TR asked how NNA coold assist 

C stated that C would like NNA to pay for a loaner YEH until C gets C's VEH back in worlting coodition 
C stated that ff C is not helped C will be acquiring legal assistance 

CRR-TR asked ff C is stil wil ing to work with NNA in regards to ooncems 

C stated yes, but C stated C has no intentioos of paying for this loaner 

CRR-TR informed C that CRR-TR wil be sending case to RCAS for review and to expect call by EDB 10,,10,,18 
CRR-TR asked ff tl1ere was a best/worst time for RCAS to call 

C stated after 4:30 pm 
C stated best cootact fl is 

CRR-TR stated tllat ff C misses RCAS' call RCAS wi\ leave their name and direct caB back # 
CRR-TR stated tllat RCAS wil be calling on 615-725-1000 or 615-725-7000 phone# 
CRR-TR asked ff C had a cal blocker or similar app 

C stated no 

CRR-TR asked C ff C required further assistance 

Cdedined 

CRR-TR provided C witll Case#:-
CRR-TR provided C with Name mr,!,geffl'1D:­
Cal ended mutually 
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Case Categorizations 

Adion ~ ~ # Catego,y Description Subcatego,y Oescripoon Symptom Description 

Page 4 of 4 

Case Categorizacons Help 

Maj« Component Code Categofy Date Symptom Code Category Code Sllbcategory Code Concern Code 

INTERIOR 
ELECTRICAL 

S ENSOR/SOLENOIDNALVE/SWITCH :;~~ ~ PROPER 11 10/9/2018 YX AV - OA 

Forms Forms Help 

No records to display 

A Back To Top Always show me more records per related list 

Copyright@2000-2020sa1es1orce.com, inc. Al rights reservect. J Pdvacv Sffderoent I securitv Statement I Ieons of Use 1 508 Comofiaoce 
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• '20 • ~ Search... Search Derek Latta Help & Training All Tabs 
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Show Feed 

Case ~""Y I/it! I Case ConYnents 1im I c..,.. Categorizations tzl I ,E= llll 

Case Detail 

Number of open vehicle campaigns = .l 

Account Name 

Contact Email 

Home Pl1one -
Letter Se-nt Date 

Letter Received Date 

Follow Up Date 12/4/2018 

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 

Description C is having concerns w ith FEB and is requestilg a RHR. 

Call Script 

Who contacted u.s? Consumer 

I Vehicles Owned 

Vd'liele Purchased 

Pre-Owned Initial Mileage 

Current Mile- 24,000 

Incident Codes. IIR REQUIRED 

lncidef'lt Date 

Sent to legal 

Accident 

Asbag 

Fire 

IIR lndic.ator 0 

IIROate 

HR 

Vehicle Information 

Vehicle KNMA T2MV4Ji 

Model Year 2018 

Make NISSAN 

Model Line ROGUE 

Model Code 22218 

Dealer Detai l 

ease Servicing Dealer NISSAN OF ATI ANTIC CITY 
Case Servicing Dealer Region Northeast Region 

Bluetooth 

Related Items 

Responsible District 01 

SharedWrth 

Phone Carrier 

Phone Manufacturer 

Reported From 

Issue Categories 

Approwd Ched< Reques1s $0 .00 

C....Owne< 

Type 

I Tranisha Woods-Sweatt 

CA 

Case Origin Phone 

Executive Refenal 

Exee>Received-Oa.te 

Status Closed 

Datelrme Opened 10/11/2018 12:10 P M 

Datetrme Closed 12/4/2018 10:51 AM 

Multiple Repairs No 

Executive Summary 

Executive Actions To Resolve 

Vehicle Maintained Location NISSAN OF A TlANTIC CITY 

Previous Repai.r Date 

Previous Repair Location 

Related Vehicle Make Nissan 

XTIME Appointment Numb« 

Rollowf' 

Property Damage 

Injury letter 

Nootber Injured 0 

RHR Started 10/12/2018 

RHR C«npleted 10/12/2018 

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 O 

Oat.a Net 

Oatanet Deal« Date 

Dealff Instructions Service Oepl Review 

Requested Dealer Action FYI 

Bluetooth Ticket Status 

Phone Model 

Phone Operating System 

Goodwill Offered 

VCAH 

Goodwill Processed 

Vehicle Service Contract 

VSC Reprint Request Email 
.J 
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Case: - ~ Salesforce - Unlimited Edition 
Contact Name 

Sales & Service Campaign Specific Information 

Hot Alert Date Home Phone (267) 688-4599 

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: 

Notes to Agent 

System Information 

Subject CUSTOMER:- PHONE:- VIN: 
KNMAT2MV~ 

~. 10/11/2018 12: 10 PM 

NNAill, 12/19/2018 2:30 AM 

Root Cause 

Created By 

Last Mocfrfied By 

Case Reco<d Type CA Oosed Case 

Days Closed 546 

ActionC- NT9H 

What action was taken? 9H DTS Inspection - Settlement 

Agent Comments 

Agent comments make sure the ECW is processed 

Ag«it Next Step CUstomer 

Root Cause Code 

Root Cause Code (2) 

Document ID 

I Reopen Case I ! Clone Closed Case! 

Case History 

Date 

12/4/2018 10:51 AM 

Use, 

Tranisha Woods-Sweatt 

Action 

Changed Status from Open to Closed. 

Closed. 

SCMV 

scsv 

11/29/2018 3:06 PM 

11/29/2018 2:44 PM 

11/28/2018 2:14 PM 

Tranisha Woods-Sweatt 

Tranisha Woods-Sweatt 

Tranisha Woods-Sweatt 

Changed Fo llow Up Date from 11/2912018 to 12/412018. 

Changed Description. 

Show more • I~ 

Case Comments 

Pubic Comment 

Created By: Tranisha Woods-Sweatt (12/41201 8 10:49 AM) 
RCA> TW is closing Case as no further assistance can be offered at this time. 

-CASE SUMMARY-
C contacted Nissan CA requeslilg assistance with FEB and is requesting a RHR. 

RCAS-TW spoke with the se<Vice Advisor Mike Ventura reqardin C's VEH concerns. 

RCAS-TW submitted the RHR. 

✓ ARBS denied the RHR. 

RCAS-TW infonned C of the denial. 

DTS Nick Flamini loolted at the VEH coocems. 

RCAS-TW offered an ECW. 

C was still unsatisfied. 

-STATEMENT OF DECISION' .. 

Changed Follow Up Date from 11128/2018 to 1112912018. 

RCA> TW advised C Nissan has created a case to document C's concern, and this case will remain in NNA's system. 

✓ Created By: Tranisha Woods-Sweatt 12/412018 10:47 AM) 
RCAS-TW made outlxlund call to C a 
RCAS-TW ADVISED "This call may quality and trailing purposes.• 

RCAS-TW stated RCAS-TW informed C that the ECW has been processed and 2-4 weeks fo<C to get the letter in the mail. 

C stated C asked lo< an extended warranty on the VEH. 

RCAS-TW infonned C thal RCAS-TW is unable to offer C an extended warranty on the VEH. 

RCAS-TW stated RCAS-TW has offered Can ECW. 

C understood. 

C stated C will still file the VEH under a Lemon. 

C stated right now the VEH is fine so C can't say the VEH is not repaired. 

C stated C would like the oi changes that RCAS-TW offered as well. 

RCAS-TW informed C that the ECW wiD w,er any electrical component on the VEH. 

RCAS-TW stated RCAS-TW offered C the prepaid maintenance and C declined the offer so RCAS-TW offered C an ECW. 
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RCAS-lW slated RCAS-lW cannot offer C both incentives. 

C undefSlood. 

RCAS-lW confirmed that C stil has RCAS-TWs numbef and advised C to call if C has any fun.re coocems. 

RCAS-lW asked if C had any questions. 

C declined. 

RCAS-lW thanked the C for the C's time. 

Call ended mul\Jaly. 

Create<I By~ Imofflba \Nood:s·Sweatt (11/2912018 3:13 PM} 
~ oorrection""" 

Created By: Tranisha Woods-Sweatt (11/29/2018 3:11 PM) 
RCAS-lW made outbound call to C al 
RCAS-lW ADVISED "This call may be recoroea ror quaity and trailing purposes.' 

RCAS-lW apologized for the delay. 

RCAS-lW slated RCAS-lW can offer C an ECW for the electrical oomponents in tile VEH. 

RCAS-lW slated tile ECW is good for 7 years from yoor vehicle's in-service date onvhen yoor w,nicie's mileage reaches 100,000; whichever ocours first 

RCAS-lW slated it takes aboot 2 business days for the ECW to process and 2-4 weetts for C to get the letter in tile mail. 

✓ RCAS-lW slated RCAS-lW will lollow up 12/4. 

RCAS-lW advised C to call if Chas anycoocems. 

C reiterated the concerns on the bridges and under pass. 

RCAS-lW understood. 

RCAS-lW advised C to call RCAS-lW. 

RCAS-lW asked if C had any questions. 

C declined. 

RCAS-lW thanked the C for the C's time. 
Call ended mul\Jaly. 

Created Bv: Jranjsha Woods-Sweajr1/29/2018 3:11 PM) 

~g~~ =~~~ :: ~ ~ \J££ 1£ quaity and trailing purposes • 

RCAS-lW apologized for the delay. 

RCAS-lW slated RCAS-lW can offer C an ECW for the electrical oomponents in tile VEH. 

RCAS-lW slated tile ECW is good for 7 years from yoor w,nicle's in-service date oc when yoor velwcle's mileage reaches 100,000; whichever ocours first 

RCAS-lWslated it takes aboot 2 business days for the ECW to process and 2-4 weetts for C to get the letter in the mail. 

RCAS-lW slated RCAS-lW will follow up 12/2. 

✓ RCAS-lW advised C to call if C has any coocems. 

C reiterated the concerns on the bridges and under pass. 

RCAS-lW understood. 

RCAS-lW advised C to call RCAS-lW. 

RCAS-lW asked if C had any questions. 

C declined. 

RCAS-lW thanked the C for the C's time. 
Call ended mul\Jaly. 

Created By: Tranisha Woods-Sweatt (11/29/2018 2:44 PM) 
C is having concerns with ABS and is requesting a RHR 

✓ Created By: Charity Trull (11/29/2018 2:43 PM) 
11.-CT supports offering an ECW. 

Created By: Tranisha Woods-Sweatt (11/29/201811:38 AM) 

RCAS-lW made outbound call to C •J 
RCAS-lW ADVISED "This call may b " ' '"'" ""' "" quaity and trailing purposes.' 

RCAS-lW slated RCAS-lW was calling to see how the appointment with the DTS went. 

C stated the appointment went fine. 

C stated the DTS was nice. 
C stated C and the DTS drove around but did not go around the under passes or bridges. 

C stated the DTS upgraded tile ABS system. 

C stated this the 2nd upgrade and C has the VEH back. 

✓ C reiterated tile dissatisfactions. 

RCAS-lW slated RCAS-lW can offer C a Prepaid Maintenance. 

RCAS-lW asked if C would accept tile offer. 

C declined. 

C stated C wants an extended warranty. 

C stated if NNA is making C keep the VEH then C wants an ECW. 

RCAS-lW understood. 

RCAS-lW asked if C oould be plaoedoo a brief hojd sotllat RCAS-lW can see if that's something RCAS-lW can offer. 

C ended the call. 

Created By: Tranisha Woods-Sweatt (11/28/2018 2:19 PM) 
✓ RCAS-lW left Ca VMX at stating RCAS-TW'sname, contact615-725-7514, business hours, and C's case number. 

RCAS-lW requested a call baok and advised tile follow-Op call would be 11/29. 

✓ Created Bv: Jraomb• Woods-Sweatt 111128/2018 2:06 PM) 
RCAS-lW made outbound call to DLR at Nissan of Allantic City. 
RCAS-lW spoke with tile Service Advisor Matt Ooks. 
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RCAS-lW asked tt the coocems were resolved since the DlR was advised to pe,form a NTB. 

RCAS-lW asked tt the coocems were resolved. 

SA stated yes. 

RCAS-lW thanked SA. 
Call ended mutuaBy. 

Created By: Tranisha Woods-Sweatt (11128/2018 2:02 PM) 
✓ RCAS-lW made outlxlund call to DLR at Nissan of Atlantic City. 

RCAS-lW was placed on hold for a,e, 4 milutes, RCAS-lW disooonected the call. 

Created By: Tranisha Woods-Sweatt 11/26/2018 7:45 AM) 
RCAS-lW made outlxlund call to C a 
RCAS-lW ADVISED "This call may be rec quality and trailing purposes.• 

RCAS-lW stated RCAS-lWwas calling to remind C of the DTS appointment set tor 11/27/18, 9:00am at Nissan of Aflantic City. 

C understood. 

c asked with the DlR work on the vet 
RCAS-lW stated the DlR wil OO<r4)ieted any reconvnended repairs from the DTS. 

C stated last time the DLR kepi C's VEH and C need the d VEH tor WOOL 
C stated C will not leave the VEH if the DLR does not provide a SW. 

RCAS-lW informed C that C W0Ud have to discuss a VEH with the DLR and DTS. 

RCAS-lW stated RCAS-lW does not have a way of providing C a VEH. 

✓ C understood. 
Casked tt RCAS-lW looked into providing C and extended warranty. 

RCAS-lW stated RCAS-lW has that documented and cannot offer anything until the VEH is repaired. 

C stated NNA will not be able to repair the VEH. 

RCAS-lW reiterated that RCAS-lW cannot offer C anything ootil the VEH is repaired. 

RCAS-lW stated RCAS-lW will discuss that with C 11/28 when RCAS-lW checks to see how the DTS appointment went 

C understood. 

RCAS-lW asked ij C had any questions. 

C declined. 

RCAS-lW thanked the C for the C's time. 

Call ended mutuaBy. 

Created By: Tranisha Woods-Sweatt (11/2012018 7:57 AM) 
RCAS-lW called the DTS Nick flamini. 

RCAS-lW informed the DTS that C would not be able to make the appointment tor 11/28. 

✓ DTS stated that is fine. 

DTS coofirmed C's appointment for 11/27 at 9am. 

RCAS-lWthanked DTS. 

Call ended mutuaBy. 

Created By: Tranisha Woods-Sweatt (1112012018 7:52 AM) 
RCAS-lW made outlxlund call to C • ] 
RCA> TW ADVISED "This call may b 1ir:::1,;urut:U ,u quality and training purposes: 

RCAS-lW asked tt C would be able to meet with the DTS 11/28 at 9am. 

C stated C w ill acbJaBy be out of town. 

✓ RCAS-lW understood. 

RCAS-lW stated RCAS-lW will ched< with the DTS and call C back later. 

C understood. 

RCAS-lW thanked the C for the C's time. 

Call ended mutuaBy. 

Created By~ Jmoiflba W99d3·Swcatt (11/20/2018 7:-46 AM) 
✓ RCAS-lW received an email from the DTS Nick flamini stating that the DTS accidentaly - booked the DTS appointment. 

DTS as4<ed for RCAS-lW to as4<ed RCAS-lW to see if C could meet 11/28. 

✓ Created By: Tranisha Woods-Sweatt (10119120181 :50 PM) 
RCAS-lW informed the SM-Bi l Troise of the DTS appointment via emai. 

Created By: Tranisha Woods-Sweatt (10/19120181:49 PM) 
RCAS-lW made outlxlund call to C • ] 
RCAS-lW ADVISED "This call may b " ' '"'" ""'""quality and trailing purposes.• 

RCAS-lW informed C that RCAS-lW has a DTS appointment date set for 11/27118, 9:00am at Nissan of Aflantic City. 

RCAS-lW asked ij that date works for C. 

C stated yes that works. 

RCAS-lW advised C to alow a rrinimum of an holK to test drive and discuss the coocems with the DTS. 

RCAS-lW informed C that the DLR will have a VEH set aside for C if the DTS has to keep the VEH throughout the day. 

✓ C understood. 
C asked RCAS-lW to document that C v,ould tike an extended WOO'anty. 

RCAS-lW advised that RCAS-lW will take that into consideratioo but is unable to offer anything at the moment dtJe because the VEH has to be repaired first. 

C Ulderstood. 

RCAS-lW stated RCAS-lW will follow up 11/26 to remind C of the appointment 

RCAS-lW asked ij C had any questions. 

C declined. 

RCAS-lW thanked the C for the C's time. 
Call ended mutualy. 
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✓ Created Bv: Jranjsha Woods-Swe~ r 0/1712018 4:15 PM) 

~g~~ ~~~~~ : : ~ ~ 4ij£ i£ quafity and traimng purposes • 

RCAS-lW slated C's case has been reviewed. 
RCAS-lW slated NNA is not in a position to offe< a repurchase cc r~acement of this vehicle. 

RCAS-lW slated NNA will cootinue to honoc the terms and conditions of all applicable warranties. 

RCAS-lW slated RCAS-lW has request for the DTS to look at the VEH. 

C stated C knows this files as a le<non law. 

RCAS-lW understood. 
RCAS-lW slated C will get a lette< in the mail with the decision as well as the BBB numbef at the bottom. 

C stated the DLR has not caled C. 

RCAS-lW understood. 
RCAS-lWslated RCAS-lWwill follow up 11l,119 to see ttthe DTS date worlts focC. 

C understood. 

RCAS-lW asked tt C had any questions. 
C declined. 
RCAS-lW thanked the C for the C's time. 
Call ended mutuaBy. 

Created By: Courtney Smith (101171201811:37 AM) 
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ARBS reviewed the repair histocy and 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 attempts for any 
warrantabie ooncems that would substantialy impair this vehicle. NNA will oontinue to honor the tem,s and conditions of all applicable warranties. 

If the C is still experiencing issues with the vehicle braking on its own, ARBS recommends DTS inspection. 

Created By: Courtney Smith (1011712018 11 :36 AM) 
ARBS notes the fotlowilg INITIAL RHR Review & summary: 

~18@19,219 miles ~ -3 days down 

1. C/s car trys to brake on its own 
Action: 
1. Tedl scanned for oodes and found C1A 16-97 - Radar Stain Obstruction Blocked. Tech instaDed new distance Sensoc and Re-calibrated syste<n 

3daysdown 
State: NJ 
In service date: 1/3112018 
Miles: 19,219 

1 visit related to vehide braking on its own 

No Vehide C8mpaigns 
1 Additional Case 

"""'1e Cases 
No Vellide Se<vice Cootracts 
No DTS Se<vices 

Created By: Nick i Barror (10112/2018 12:57 PM) 
ORTS received the RHR. The RHR was assigned to ARBS Courtney Smith for review 

✓ ~~~~~tt!:::,.,w:~~w:: ~~121201812:09 PM) 

Created By: Tranisha Woods-Sweatt (101121201811:33 AM) 
RC~TW received an email from the Service Manager Bill Troise stating: 

How many times has the customer's vehicle been to the dealer/retailer for repairs? 1 RO-

✓ :~~=::= ~~gEo DISTANCE SENSOR 

Is the vehicle currently at the dealefShip? NO 
How many days has the vehicle been kept out of service at yoor dealer for repairs? 4 
Has TECH LINE been involved? NO 
Has a DealerTe<hnical Specialist (DTS) been invotved? NO 

✓ ~~~~~r;:~~~:~~~:s=~:~e RHR infonnation. 

✓ ~ ~~~~-f~ou""i,!t!Jou~n~d!"cal~I ~to"!c!"a~ 
RCAS-lW VERIFIED C's name, h • conce<n, phone. 
RCAS-lW CHECKED for open recalls/campaigns and found: 0 
Previous UNRELATED Case(s) Found: 0 
Previous RELATED Case(s) Found:-
RCAS-lW ADVISED "This call may~ foe quafity and traimng purposes.' 
RCAS-lW slated RCAS-lW understands that C is having conce<ns with the ABS sensoc. 
RCAS-lW asked tt that was correct. 

C stated yes. 
C stated the VEH keeps trying to stop itself. 
C stated the VEH tries to stop going unde< the ove!hang. 
C explained the casino drive way. 
C stated the update was ~ed in august 
C stated the VEH janmed the brakes on while driving. 
C stated C lives by a bridge. 
C stated C went up the VEH going up the hi l and the VEH jammed the brakes. 
C stated NNA has a major prol)jem. 
C stated tt someooe was behind C 
C asked what RCAS-lW will do aboot this. 
RCAS-lW asked C tt C --.t to the DLR. 
C stated yes. 
C reiterated the appointment that C had in August. 
C stated this week the brakes janmed twice at night. 
RCAS-lW asked the if C went to the DLR since the cono..-ns happened this week. 
C stated C tried to make an appointment but the DLR has not called C back. 
C asked tt NNA has resolved the problem, has this been fixed. 
RCAS-lW explained that C would have to take the VEH to the DLR. 
C stated this has happened previously. 
RCAS-lW asked - t is C seel<ing from NNA. 
C stated C would like to be put in a new VEH. 
C reiterated the complaint. 
C asked tt RCAS-lW could fix the VEH. 
RCAS-lW explained that RCAS-lW is not mechanically inclined and the DLR would be in the position to advice of any repairs. 
C stated the DLR can't fix the VEH. 
C stated the DLR had to call CA. 
RCAs-lW asked ij C wanted to be put into a new VEH. 
C stated yes. 
C stated not the same model though. 
RCAS-lW understood. 
RC~ TW empathized with C's. 
RCAS-lW slated RCAS-lW can do a RHR to determine if NNA is in the position to repurchase o, r~ace the VEH. 

RCAS-lW asked: 
Why do you want to return the veh to NNA? C stated because it is a hazard to drive. 
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Where is the veil currently? W\111 C 
Where was the veh purchased? NISSAN OF ATLANTIC CITY 
Was it Pll°dlased new or used? new 
If used, when was the veil l)ll"chase<P 
Where is the veil serviced? Has the veil been taken to multiple Nissan/Infinity dealers? If YES- document names of dealers/retailers. NISSAN OF ATLANTIC CITY 
-----------~ r---------
RCAS-TW stated the review takes an average of 10 business days some times more and sometimes less. 
RCAS-TW stated RCAs-TW wil follow up every three business day to provide an update. 
RCAS- TW advised the C that RCAS-TW will follow up on: 10/17. 
RCAS-TW confirmed that the C has RCAS-TW cootact number. 
RCAS-TW provided the C with RCAS-TW contact numbe< via emai. 
RCAS-TW asked ij C had any questions. 
C declined. 
RCAS-TW thanked the C for the C's time. 
Call ended mutuaDy. 

Created By: Tranisha Woods-Sweatt (10/12/2018 7:53 AM) 
RCAS-TW made outllound call to OLR at NISSAN OF ATLANTIC CITY. 
RCAS-TW spoke with the Service Adviso, Mike Ventura. 
RCAS-TW asked about the VEH coocems. 

✓ SA stated C was at the OlR in August for the distance sensor. 
SA stated the OlR installed the distance sensor and recalil>rated. 
RCAS-TW stated RCAS-TW will ched< with C and let the Service Manage, know tt a RHR is needed. 
RCAS-TW thanked SA. 
Call ended mutuaDy. 

✓ ~~~~~~ m:.i~~~ =:i~rrri2 ~~~~~,~i~g~i-
Created By: lm.blill1 (10/11/201812:13 PM) 
-CASE SUMMARY-
CRR-TM sending case to RCAS for review 
C contacted NNA CA regarding VEH buyback 

Created By:I!!!..!!!!!! (10/11/201812:12 PM) 
CRR-TM VERIFIED Account information including: C's name, home & e-mai address, 
phone number & best contact number 
ORR-TM VERIFIED VEH Information including: VIN ti, CUrrent Mileage 
CRR-TM CHECKED for open recalls/carnp89'S and found: 0 
CRR-TM CHECKED for previous UNRELATED Cose(s) and found: 2 
CRR-TM CHECKED previous RELATED Case(s) and fomd­
CRR-TM NOTEO concern is: VEH buyback 

CRR-TM received inbound call from C 

C slated C has a case 
C slated the VEH keeps trying to stop 
C stated C went to OlR 
C slated everything seemed fine after having VEH repaired 
C stated there are crossovers where C lives 
C stated 2 times in the last 2 days the brakes have gone on when C was driving aaoss the crossover 
C slated this ooce happened while C was mving uphill 
C slated the VEH behind C almost htt C 
C stated C feels this is a safety concern 
C slated C thinks there should be a carrc,aign 

CRR-TM assured C that CRR-TM could assist 

C stated C is an UBER driver and had passengers in the VEH when this happened 
C slated ~ was very scary for the passenge<s 
C stated there has not been anything in the way wheneve< this has concerned 
C slated C was told that tt lhe<e was something that coold be done C would get a call 
C slated C never got a cal 

CRR-TM asked C how C would like NNA CA to assist 

C slated the ideal outcome would be for C to get a new VEH 
C stated C does think this can be fixed 
C slated C likes the Rogue but is concerned the same thing njght happen again 
C stated C drives the VEH a lol 
C slated this is very scary if the !>rakes jam on at high speeds 
C slated this is dangerous 

CRR-TM infonned C that Case will be trans/erred to a Regional Consumer Affairs Specialist who will contact the C by close of business day 10/12/2018 regarding Cs concern 

C understood 

ORR-TM asked C who C spoke to at OLR 

C slated C has spoken to SA Jeff 
C slated C also spoke to another SA but does not remembef the name 
C slated C caDed the OLR today to make another appointment 

CRR-TM asked C ij there was anything else CRR-TM coold assist with. 

C declined. 

CRR-TM provided C with agent 10 and case number 

C understood 

Call ended mutuaDy. 
Best cootact 
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Case Categorizations 

Action Case Categorization # c..tego<y Description Subc.olegory Qesa;pficn Syml)tom Description 

MULTIPLE REPAIR 
ATTEMPTS 

Case Categorizations Help 

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

Forms 

No records to display 

A Back To Top 

INTERIOR FORWARD Er.'ERGENCY 
ELECTRICAL BRAKING (FEB) 

INTERIOR 
ELECTRICAL 

FORWARD Er.'ERGENCY 
BRAKING (FEB) 

POOR OR IMPROPER 
OPERATION 

26 

26 

Nways show me more recoros per related list 

10111/2018 YE AV 

12/4/2018 YX AV 

Copyright© 2000-2020 saleslorce.com, inc. Al rights rese<ved. J Privacy Statement I Security Statement I Terms of Use 1508 Compliance 

- OA - OA 

FomisHelp 
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• '20 • ~ Search... Search Derek Latta Help & Training All Tabs 

Home Accounts Ideas Dealer Locator Literature Requests Console Cases Home Reports Dashboards Articles Profile Feed Profile overview 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 1i!1 I ,E= llll 

Case Detail 

Account Name 

Contact Email 

Home Pl1one -
Letter Se-nt Date 

Leite< ReceMd Date 10/29/2018 

Follow Up Date 1115/2018 

Supporting Documents 

CA Muttiple Repairs 

Social Media Involvement 

Martiz Custome< Id 
Case O#nH location Murfreesboro 

J Reopen Case 11 Clone Closed Case J 

ease 0wne< B courtney Crockett 

Type CA 

Case Origin Phone 

Executive Refenal 

Exee>Received-Oa.te 

Status Closed 

DatelrmeOpened 10/11/20181:11 PM 

Datetrme Closed 11/S/2018 7:45 AM 

Multiple Repairs No 

Executive Summary 

Texting Status Executive Actions To Resolve 

Case Reopen Count 0 

Description CUstomer seeking assistance with FEB ooncems. 

Call Script 

Who contacted u.s? Consumer 

#Vehicles Owned 2 

Vd'liele Purchased New 

Pre-Owned Initial Mileage 

Current Mile- 6,473 

Incident Codes. IIR REQUIRED 

lncidef'lt Date 

Sent to legal 

Accident 

Asbag 

Fire 

IIR lndic.ator 0 

IIROate 

HR 

Vehicle Information 

Vehicle JN8A T2MV8~r,-

Model Year 2017 

Make NISSAN 
Model Line ROGUE 

Model Code 29617 

Dealer Detail 

ease Servicing Dealer NISSAN OF STATEN ISi ANP 
Case Servicing Dealer Region Northeast Region 

Bluetooth 

Related Items 

Responsible District 06 

SharedWrth 

Phone Carrier 

Phone Manufacturer 

Reported From 

Issue Categories 

Approwd Ched< Reques1s $0.00 

Vehicle Maintained Location NISSAN OF ST A TEN ISLANO 

Previous Repai.r Date 1012912018 

Previous Repair Location NISSAN OF ST A TEN ISLAND 

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 16 

Oat.a Net 

Oatanet Deal« Date 

Dealff Instructions Service Oepl Review 

Requested Dealer Action re-ne'W 

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 CUSTOME~ PHONE:- VIN: 
JN8AT2MV8~ 

Olristina Salutari 10/11/20181:11 PM 

NNAill, 12/8/2018 10:06 PM 

Root Cause 

Created By 

Last Mocfrfied By 

Case Record Type CA Oosed Case 

Days Closed 575 

Action c- NT6A 

What action was taken? 6A Vehicle Performs Normally 

Agent Comments 

Agent Comments CLOSE ! 

Agent Next Step 

Root Cause Code 

Root Cause Code (2) 

Document ID 

I Reopen Case I ! Clone Closed Case! 

Case History 

Dale 

11/5/2018 7 :45 AM 

11/5/2018 7:21 AM 

11/2/2018 3 :04 PM 

Show more • I~ 

Case Comments 

Pubic C«nmenl 

Use, 

Courtney Crockett 

Courtney Crockett 

Courtney Crockett 

Created By: Courtney Crockett (11/512018 7:39 AM) 

Action 

Changed Status from Open to Closed. 

Closed. 

Changed Letter Received Date to 10/29/2018. 

Changed Description. 

Changed Follow Up Date from 11/2/2018 to 11/512018. 

EXEC-Courtney Crockett is closing the Case as no further assistance can be offered at this time. 

-CASE SUMMARY-
Customer contacted NNA CA regarding FEB and Bluetooth conoems. 

SCMV 

Customer stated the Bluetooth does not always wa1t and the emergency braking system will shut the YEH off unexpectedly when there is nothing around. 
RC=F submitted DTS request 
DTS-Javier Valdez installed distance sensor and bracket. 
C advised SrRCAS-JW concerns were not resolw,d after repairs made by DTS. 

✓ SrRCAS-JW emailed OTS requesting a second ilspection. 
DTS ilspected VEH again on 11/02/18. 
DTS unable to duplicate any ooncems during seoond DTS appointment 

EXEC-XX reviewed case with OT~avief Valdez. 
DTS stated C's concerns were not duplicated and C's phone is not compatible with the VEH. 

- STATEMENT OF DECISION -
EXEC advised the customer the DTS was ooable to duplicate FEB and Bluetooth concerns. 
EXEC advised C to call if concerns continue. 

✓ ~~~~~~~~~~~11/512018 7:22 AMI 

Created By: Courtney Crockett (11/512018 7:21 AMI 
FEB concern 

✓ Created By: Courtney Crockett (11/2/2018 3:o4 PM) 
EXEC-CC placed outlxlund call to C i 
EXEC stated EXEC is calling from Ni 11 ~c:i;uu~ office and inquired if Chad a moment to speak? 
C stated yes. 
EXEC inquired W C was able to speak with OTS regarding inspection? 
C stated no. 
EXEC stated the DTS was unable to duplicate any of C's concerns. 
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Ca-se History Help 

Case Conments Help 

EXEC stated it is ooted during the previous inspection it was verified that C's phone has not been listed in the Nissan BJuetooth website as oorr_,atible with the current operations system version it is running. 
C interjected and stated that is incorrect. 
C stated the phone is listed. 
EXEC understood and stated EXEC is provided ilspection notes feedback. 
EXEC stated at this time no repairs have been suggested. 
EXEC stated the YEH is ready for pickup. 
C stated the VEH is not ready. 
C stated there were saatcnes on the VEH that the OlR has to fix and C is picking the VEH up later today. 
EXEC understood and inquired WC had any further questions? 
C inquired if case wil be dosed? 
EXEC stated yes as there are no reoommended repairs. 
EXEC stated WC has future conoems C is welcome to cal and ~ is recommended C take the VEH into the DLR. 
C stated C will only deal wil caporate and will not be taking the VEH back to the DlR. 
C stated C wants corporate to come out if concerns happen again. 

■212020 
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EXEC reiterated C is welcome to cal if concerns continue. 
EXEC provided direct contact numbe<. 
Call ended mutualy. 

Created By: Courtney Crockett (10/30/201 8 1:23 PM) 
✓ EXEC-CC emailed SM-Ryan Carreoo (EXEC CC'd OlM-Stephanie Rodriguez and DTS-Javier Valdes) advising DLR of DTS appointment time and date. 

EXEC stated C will nol be present during inspection and C is pocking up a loaner VEH today. 

Created By: Courtney Crockett (10/301201 8 1'°6 PM) 

~~~r:=~~~~=ec~a Mid& ii ~dnJC \llithak>aner tooay. 
EXEC understood and stated EXEC wil conmn DTS appointment. 

✓ C requested DTS speak witll OLM-Stephanie as OLM is ful y aware of C's coocems. 
EXEC stated EXEC wil email SM and OlM regarding appointment. 
EXEC stated EXEC wil follow up wit11 C oo 11/02/18 after appointment. 
C agreed. 
Call ended mutualy. 

Created By: Courtney Crockett (10/301201 8 12:52 PM) 

~~~~t:"~~ ~~cal~~~~£!! l!i££! Jecutive office. 
EXEC asked ij now is a good time to speak witl1 C? 
C stated yes. 

EXEC stated EXEC received VMX fromC advising C is unable to make DTS appointment oo 11/01/18. 
✓ EXEC inquired tt C would be able to drop tile VEH off tile day befo,e? 

C stated no. 
C stated C needs a loaner. 
EXEC slated tt tile DLR does not have a loaner available EXEC will reimburse C. 
C declined and stated C needs a loaner. 
C stated C is going to cal tile DLR and can EXEC back. 
EXEC understood➔ 
Call ended mutualy 

✓ Created By: Courtney Crockett (10/301201 8 12:Jo PM) 
EXEC-CC received VMX from Con Tue 10/30/201812:ll4 PM stating C is unable to make DTS appointment on 11/01118. 

Created By: Courtney Crockett (10/291201 8 3:SS PM) 

✓ ~~~ =!,=~~ ~ t~ jJ ££!£ J, ~ inspection date of 11/01118 at 10:00 AM. 
EXEC requested C cal back to conmn C can make appointment. 
EXEC provided case number, contact n<.mbe<, and follow up date of 10/30. 

Created By: Courtney Croclcett (10/29/2018 3:52 PM} I last Modrfted By: Couctoev CcPGkfiU (10/29/2018 3:52 PM) 

✓ ~~~~:~i;:;'-';!call toCa 

EXEC unable to leave VMX. 

Created By: Courtney Crockett (10/291201 8 3:48 PM) 
EXEC-CC placed outlxlund call to DTS-Javier Valdes at 732-4~. 
EXEC advised DTS case has escalated up to EXEC. 
EXEC stated C advised C is still experiencing concerns when EXEC spoke wit11 C. 
DTS stated DTS has set a date for Thursday. 
DTS stated 99% of C's concerns were not duplicated. 

✓ DTS stated C had a complaiit witl1 C's phone, but tile phone is nol compatible. 
DTS stated C advised C did not like tllat answer. 
EXEC stated EXEC does tllink tt would be beneficial for DTS to inspect VEH once more for customer satislaction. 
DTS agreed. 
EXEC stated EXEC wil keep DTS updated regarding ij C can make appointment. 
EXEC agreed. 
Call ended mutualy. 

✓ ~~~~~~~~':..,~=~O~~~:b., DTS-Javier Valdes requesting a call regarding C's case. 

Created By: Courtney Crockett (10129/201 8 12:30 PM) 
EXEC-CC placed outlxlund call to C "I 
EXEC stated this is Courtney caling frciffi r,1ssan executive office. 
EXEC asked if now is a good time to speak witl1 C? 
C stated yes. 
EXEC coofirmed C spoke witl1 SrRCAS.JW and advised SIRCAS tile VEH is stil having concerns after DTS appointment. 
C stated SrRCAS-JW does nol know what SrRCAS is talking about. 
C stated tile DLR advised C tile VEH is ready to be pocked up. 
EXEC understood and stated tt C is stil having concerns after tile VEH was picl<ed up tile VEH would have to return to tile DLR. 
C stated tile DLR did not address coocems. 
EXEC stated dt.n,g C's visit witl1 tile DTS tile only concern identified was tile FEB. 
EXEC stated the DLR was unable to duplicate the remainder of C's concerns. 
C stated tllat is not what tile DlR told C. 
C stated C was told there are no software updates. 
EXEC stated correct all software is up to date and no repairs are reoo11 111eoded. 

✓ EXEC stated ooless tile DLR is alJle to duplicate C's concerns repairs cannot be recommeoded. 
C stated so NNA is stepping out of tllis and C should cootact tile media. 
EXEC stated that is not what EXEC stated. 
EXEC stated tile DlR has to identify a concern in «der to suggest repairs . 
EXEC stated at this time EXEC is referring C to tile DLR. 
C inquired ij tile rental will be covered? 
EXEC stated rentals are at tile disa-etioo of tile DLR, but CA can review for reimb<nement. 
C stated C was told $250 of tile rental will be covered. 
EXEC stated anything over $250 will ha..e to be reviewed. 
C l.llderstood. 
C stated C will caD tile DLR. 
EXEC inquired tt C would like to watt to see if DTS is able to come back out? 
C stated yes. 
EXEC stated EXEC wil follow up in tile next tllree business days ooce DTS provides a response. 
C agreed. 
EXEC thanked C for time. 

Created By: Courtney Crockett (10/29120181 1:SSAM) I Last Modified By: Courtney Crockett (101291201812:30 PM) 
EXEC-CC placed outlxlund call to C ' . 

✓ EXEC left VMX stated EXEC is cali ng m:,m r,1ssan executive department in regardS to C's request to escalate case. 
EXEC provided case number, contact number, and business hours. 
EXEC advised C to call tt C wished to further discuss case. 

✓ ~~g~~~~':.,c~=~~o:~:,s8:48AM> 

✓ Created By: Janisha Wilkerson (1012712018 9:00 AM) 
SRCAS.JW email DTS Javier Valdez requesting for a new date and time for a second inspection for C as per conversation witl1 DTS oo 10-26-18 

✓ g r: t~~~~h:O.~~~:J~~,g ~~j18~ 

✓ ~~~,e~:;::: ~~:~e <:ei:'~~t for further assistance 

✓ Created By: Janisha Wilkerson (10126/2018 4:30 PM) 
SRC~ received inbound call from C 
C yelled what does SRCAS want to speak aoout 
SRCAS.JW advised tile call is rec«ded for training and qualtty purposes 
C immediately started yelling 
SRC~ empathized in regard to C's frustrations 
C stated tile dlr deemed tile veh as repaired and safe 
C stated C has more problems since repairs has been completed 
C stated C too« tile - out of tile service departmeot 
C stated spoke to tile dlr already and tile dlr wil not look at tile veil over tile weekend 
SRCAS.JW asked ij tile dlr offered a loaner veh to dri..e to allow tile dlr to look at tile - again since repairs 
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C repeated again the veh is not safe 
SRCAS-IW asked what is C requeslilg at this time 
C stated C wants the probiem fixed 
SRCAS-IW explained to C tt is recommended to return back to the service department to allow them to ched< the veil at this time 
C stated ask why for the dlr already deemed the veh as sale to drive 
SRCAS-IW advised SRCAS doesn't have the expertise to repair the veh which is why SRCAS-JW is referring C back to the service department at this time 
C stated again the dlr already said the veh is sale 
SRCAS-IW advised SRCAS cannot force C to return back to the dlr and SRCAS-JW is trying to help as much as SRCAS can 
C stated C doesn1 trust the specialist who inspected the veh 
C stated C is dooe with the whole concern and cooversatioo with SRCAS-JW 
Casked to speak to someone higher than SRCAS-JW 
C yelled C wants to speak to someone else and C does not want to speak to SRCAS-IW 
SRCAS-IW advised SRCAS has been trying to help the best way possibje which is why SRCAS is having another inspectioo requested and is waiting on a new time and date 
C stated C does not care and wants lo speak lo someone today 
SRCAS-IW advised the call will be escalated as requested and C wil be called by Monday 10-29 by SRCAS-JW highest point of contact who is the Executive Department 
C stated SRCAS.JW is useless and will be going lo the news 
C terminated the call 

Created By~ Peztrick Fwtec 110/2612018 4:19 PM) 
RCAS-OF piaced - call to Nissan of Staten Island . 

RCAS-OF spoke with SA-Ahmed Maghoub 

RCAS-OF asked for a update on C's VEH. 

✓ SA-AM slated that C picked up the VEH. 

RCAS-OF informed SA-AM that C is no satisfied with the VEH repairs 

SA-AM slated that C infooned the deale.-ship that SA-AM stated that the dealership offefed to put C back in a loanef VEH and C stated no. and took the VEH home 

RCAS-OF thanked AM for the update. 

Call ended mutualy 

✓ ~~~:re:~3!:,a V:~=o~O~~~~~ ~: back to discuss the case 

Created By: Janisha Wilkerson (10/2612018 4:15 PM) 
SRC~ called OTS Javier Valdez to advise of C stating there are more concerns with the veh at this time 

✓ DTS Javier slated DTS wil oome back to the dlr to inspect the veh again and requested for SRCAS.JW to send an email at this time in order for a new appointment to be scheduled 
DTS Javier stated the onty repairs completed was a radar sensor and all the other concerns were not duplicated upon inspection 
DTS Javier slated to review the inspection infoonatioo attached to the file 
Cati ended mutualy 

Created By: Janisha Wilkerson (10/2612018 4:11 PM) 
SRCAS.JWcalled dlrNISSAN OF STATEN ISi.AND at718-447-3800 
SRCAS.JW spoke to Owner Loyalty Manager Stei,hanie (did not provide last name) 
Owner Loyalty Manage, Stephanie slated C wants SRCAS-JW to furthe< speak with OLM going forward about the case 
Owner loyalty Manage, Stejlllanie slated more features are not working on the veh alter the veh was picked up 
SRCAS-IW asked what did the dlr repair on the veh 
Owner loyalty Manage, stated the dlr installed the distance sensor and bracket 
SRCAS.JW asked what is the veh doing at this tme 
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Owner loyalty Mange< Stei,hanie slated when ruming a fight on the mirror is not coming on when close to another veh when trying to rum and when driving tt the veh gets too close to the blind side does not come on 
✓ anymore to let C know there is a veh close 

SRCAS.JW asked what the part number information is 
OLM Stephanie stated the number 2~A3A 
OLM Stephanie Name of Part Distance Sensor 
Part Name: Bracket 
Part Number 28452~Fl 1A 
Owner loyalty Manage, Stejlllanie slated Parts Manage, Amed Mahgoub provided all the part informatioo 
Owner loyalty Manage, Stei,hanie C does not want the loaner veh due to the dlr not won<ing on the veh CNer the weekend 
SRCAS.JW thanked OLM Stephanie 
Call ended mutualy 

Created By: Janisha Wilkerson (10/2612018 3:45 PM) 

~~~ =~ :e":~?s ~= Cj J£jj£ !!£ qua,rty purposes 
✓ C stated C wants SRCAS to speak with OLM Stei,hanie about the case due to C being mad 

SRCAS.JW empathized to C in regard to C's frustratioos 
SRCAS advised SRCAS-JW will call the dlr directly to speak with OLM Stephanie 
Cati ended mutual y 

Created By: Janisha Wilkerson (10/2512018 5:07 PM) 
SRCAS-IW called C 2 
SRC~ a<Msed S '"'~ 0 1 oemg the supervisor the case was escalated to and is caning from NNA CA 

C is the mother o■-■11 
✓ C stated C's daugmerwH1 oe aune NNA dlr and the NNA will be cali ng SRCAS in the morning 

SRCAS.JW left SRCAS phone numberof 615-725-7547, business hours8-5 EST 
C stated C has the case number 
SRCAS.JW thanked C for the time lo speak 
Cati ended mutual y 

Created By: Dezerick Frazier (10/2512018 4:32 PM) 
RCAS-OF piaced outbo<lld call to Nissan of Staten Island. 

✓ RCAS-OF was not able to get in contact with Service advisor or service manager. 

RCAS-OF was hold on for 5 minutes 

Created By: Jaoi3ha WUktC390 (10/24/2018 5:20 PM) 
Correction: 
SRCAS.JW called C 2 
SRC~ advised S 1,,..~ 01 oemg the supervisor the case was escalated to and is calling from NNA CA 
SRCAS-IW asked tt this was a good tme to speak 
C stated yes 
SRCAS.JW advised the call is recorded for training and qualrty purposes 
SRCAS.JW asked ttCwil still be able to make the appointment at the dlr on 10-25-18 at 10:00AM at Nissan of Staten Island 
C stated yes 
C asked what wil the DTS do at the appointment 
SRCAS.JW advised the DTS specialist will be inspecting C's veh and answering any questions C may have 

✓ C asked hypothetically what will happen ij the DTS specialist does not find a concern 
C stated C has a bad attitude 
SRCAS.JW advised the DTS specialist will advise of arry concerns that is found 
C stated C want to know what machines the DTS appointment will bring 
SRCA>JW ac:Msed does not have any fmher information about the inspection however when C arrives C is more than welcome to speak to the specialist to ask any additional questions C may have 
C stated C will cal the BBB ij C is not happy 
SRCAS.JW asked ij C had any additional questioos 
estated no 
SRCAS .JW advised of SRCAS cali ng C the following day on 10-26-18 one day after the inspection 
C stated no C wants a call the same day of the inspection 
SRCAS.JW advised SRCAS will follow up with C on 10-25-18 as requested by close of business between 8am-SPM EST 
C ended the call 

✓ Created By: Janisha Wilkerson (10/24/2018 5:19 PM) 
SRCAS.JW called C at 

~~~ :!:! £Q@£ of £ng the supervisor the case was escalated to and is calling from NNA CA 
SRCAS.JW asked tt this was a good tme to speak 
C stated yes 
SRCAS.JW advised the call is recorded for training and qualrty purposes 
SRCAS.JW asked ttCwil still be able to make the appointment at the dlr on 10-25-18 at 10:00AM at Nissan of Staten Island 
Cstatedyes 
C asked what wil the DTS do at the appointment 
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SRCAS-JW advised the OTS specialist will be inspecting C's \/ell and answering any questions C may have 
C asked hypothetically what wil hapj)e,> if the OTS specialist does not find a concern 
C stated C has a bad attitude 
SRCAS-JW advised the OTS specialist will advise of any concerns that is found 
C stated C want to know what machines the OTS appointment will bring 
SRC~ advised does not have any further infonnation about the inspection however when C arrives C is more than welcome to speak to the specialist to ask arry additional questions C may have 
C stated C will cal the BBB if C is not happy 
SRCAS-IW asked if C had any additional questioos 
C stated no 
SRCAS .JW advised of SRCAS cali ng C the tollowing day on 10-26-18 one day after the inspection 
C stated no C wants a call the same day of the inspectioo 
SRCAS-IW advised SRCAS will tollow up with C on 10-25-18 as requested by dose of business between 8am-SPM EST 
C ended the call 

✓ Created By: Janisha Wilkerson (10/19/2018 3:42 PM) 
SRCAS-JW approved OTS appointment to reflect on file for 10-25-18 at 10AM at Nissan of Staten Island 

Created By: Janisha Wilkerson (10/19/2018 3:41 PM) 
SRCA>JW received inbound call from C a 

~~j§£ £ii£ J!i call is recorded for training and quality purposes 
SRCAS-IW advised the OTS appointment wil be on 10-25-18-Thursday at 10AM at Nissan of Staten Island 
C asked will the appointment be at the service or at the sales department since there are two different locations 
SRCAS-JW advised at the se,vice department location 
C stated ok 

✓ C asked how long wil the appointment take 
SRCAS-IW advised SRCAS does not know however C is more than welcome to call the dlr the day of the appointment or ask the specialist upon arrival 
C stated ok 
SRCAS-IW advised SRCAS will call C the day before as a reminder on 10-24-18-Wednesday and then the day afler the appointment on 10-26-18 
C stated ok 
SRCAS-IW asked if C had any additional questioos 
C stated no 
SRAS.JW thanked C for the tine to speak and reminded C of the call back on 10-24-18 
Call ended mul\Jaly 

Created By: Janisha Wilkerson (10/19/2018 7:58 AM) 

✓ ~~~ :ece!~~a~~~ ~ ££ 11£ IJ f£~~:"19o:;~~s ~I 
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✓ ~~~:s:r=:•~~og~~/~~~!~!4 :~ard to the dlr not having loaner or rental available at this time il case the dlr ends up keeping Cs veh in regard to the OTS appointment- waiting on response 

~~~~j•1Jj[j; (10/1812018 3:52 PM) 

C is MARTHA ARBU 
SRCAS-IW introduced SRCAS as the supe,visor from NNA CA where the case was escalaled for assistance 
C stated C's daughtetjliiiii is handling the case however is not at home 

✓ SRCAS-JW asked if a message can oe left for C's daughter to return call back to SRCAS-JW to furthe< discuss the case 
C stated yes 
SRCAS-JW left SRCA>JW's first name, contact ~ and case number 
SRCAS-IW advised SRCAS will be in the office for ~er if C does not return call back in time SRCAS will call C again on 10-18-18 
C thanked SRCAS.JW 
Call ended mul\Jaly 

Created By: Oezerick Frazier (10/1812018 3:47 PM) 
RC~F placed outbound call to OTS..Javier Valdes . 

., RC~F informed OTS.JV that C wants a OTS appointment after 12/ 

OTS.JV stated that C is not available after 12. 

OTS.JV stated that OTS.JV will provide a OTS appointment date and tine 

created By: Jaoi:sha wmummn c1011S1201s 3:45 PM) 
Update: 

C is n,ot■■■■; C is daughes 

~~~~~~~= ~ ~i~t~~~ ~~t:i~~esting for a cal back to discuss the case-
✓ gt~ ;~;;ii~~=-::~=1~~~i~~ of other C's concerns 

OLM Stephanie asked if OlM can send informatioo of othef customers ~aints to attach to C's file 
SRCAS-IW advised SRCAS would attach only C's concerns and repair orders however SRCAS would not attach other C's complaints and concerns with tt,e;r vehs to the current C's case 
OLM Stephanie stated OLM l.llde<stands 
OLM Stephanie stated OLM was trying to get C into another veh however the payments were too high 
SRCAS-IW advised that SM Ryan has been contacted by SRCAS and is aware that OTS Javief will be coming to the d~ to inspect the veh on 10-25-18 al 10AM 
OLM Stephanie stated thank you for the assistance 
SRCAS-IW advised C wil be called at this time by SRCAS.JW to further discuss 

Created By: l@Di3ha WUktC390 (10/18/2018 3:02 PM) 
✓ Correction: vehicle mileage is 6,018 NOT 64,018 

C requested to be contacted anytime after 12 noon EST 

Created By: Janisha Wilkerson (10/1812018 2:59 PM) 
SRCAS-IW called dlrNISSAN OF STATEN ISi.ANO at 718-447-3800 Sl)Oke to SM Ryan Carreon in regard to C's veh concerns 
SRCAS-JW asked if the d~ reprogrammed or replaced a part as per the TBS for FEB concerns 
SM Ryan slated there was no informatioo for the year model 2017 veh in regard to FEB concerns 
SM Ryan stated in regard to C's back up concern, the veh does not have the feature for the rear sonar for when C backs up there will be a beep 
SM Ryan slated the veh only has moving object and par1<ing assist on the veh 

✓ ~~~~~~ ..;;:t~d:.e ~=~ software and follld no other concerns to address after installation 
SRCAS-IW asked for the repair orde< informatioo 
SM Ryan slated the repai- orde< number was 64613 
SM Ryan slated the mileage was 64,081 
SM Ryan slated the open date of 10-9-18and RO still open however the C picked up the veh 10-10-18 
SRCAS-JW advised of OTS Javier Valdez coming to the dlr to inspect the veh on 10-25-18 at 10:00 AM and to have the head technician and loaner available if needed 
SM Ryan stated the dlr may not have any rentals available due to all vehs are out with ottler Cs at this time 

Created By: Janisha Wilkerson (10/1812018 2:58 PM) 
SRCAS-IW called OTS Javier Valdez in regard to C's veh concerns 

✓ ~~~ :axr~i=-:: ;,~~ ~O~ =~~~~~concerns 'M1h the audio unit, veh not beeping at times when backing up, and braknJ concerns 

SRCAS-JW asked if C could have an appointment after 12 noon 
OTS Javier slated the latest appointment will be 10AM on 10-25-18 at NISSAN OF ST A TEN ISLAND 

✓ Created By: la0i3ba WilktC390 {10/1812018 2:46 PM) 
Continued: 
SRCAS-IW explained RCAS-OF is wor1<ing on seeing if there cookl be a later appointment time for C and will be following up with C by 10-19-18 on Friday 
C stated C doesni want to speak to RC=F again 
SRCAS-IW asked what is C requesting from NNA at this time 
C stated the dlr advised if C gets into the loaner the dlr cannot guarantee there is a concern 
C stated the dlr advised C wil wil be responSW,e for the charges of the rental until the dlr can confirm there is a concern to address 
C stated RCAS-DF offered Cup to $250.00 for a reimbursement 
SRCAS-IW advised SRCAS.JW t.llde<stands C's frustratioos 
C stated the GPS needs to be updated 
C stated the dlr first told C there was no update for C's radio and then the dlr finally found an update afler C caled NNA CA 
C &ated when C was backing up there was no beeps when C was close to another object such as a pole 
C stated C spoke with OLM Slephanie 
C &ated C spoke to the owner of the dlr named Scott 
C stated C was told there was another NNA dlr on 
C stated C knows the \/ell has a lot of vehs 
C stated C has been experiencing problems since the purchase of the veh 
C &ated the amount of money spent on the veh was extremely high at the time of purchase 
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C stated the dlr gave C free cargo mats 
C stated C should have gotten the mats as on C's wildow sticker 
C stated C should have gone to court and contacted the BBB 
C stated C feels the veh is lllSafe 
SRCAS-JW advised SRCAS would like the oppomr,ity to speak witl1 the dlr at this time to get details of the visit as well as getting C a time and date for Ille inspection 
C stated ok 
C stated C refuses to speak ,.;111 RCAS-OF due to RCAS bes,g disrespectful and rude to C 
C stated ij C has to speak to RCAS-DF C ,.;a call Ille BBB 
SRCAS-JW advised SRCAS ..--stand C choosing to proceed as advised 
SRCAS-JW advised SRCAS-JW can folow up witl1 C after speaking witl1 the d lr for ,rore infoonatioo at this time 

Created By: Janisha Wilkerson (10/1812018 2:44 PM) 
SRCAS-JW called C af 

~£jj ,j!J£j£ !RcAS as Ille Sl4)efVisor from NNA CA where the case was escalated for assistance 
SRCAS-JW asked is this a good time to speak about the case 
C stated yes 
SRCAS-JW advised Ille call is recorded for trailing and quality purposes 
SRCAS-JW confinned C's maiting address, best contact, email address (C stated do not email C and to erase Ille email on file), veh model, and dealer for aocount verification before speaking about Ille case 
SRCAS-JW advised SRCAS unde<Stands C spoke to RCAS-OFof the needed repairs to the veh in regard to C's ooncem of the veh s!op!)ing on its own 
C stated there are about 8 ~aints 
C stated radio concerns with no volume, braking concerns of 21 pages of complai'lts found online about the concern, no voice command on the veh, and no beeps when backing up when close to an object 
C stated the OWner Loyalty Manager at the dlr is building a case witl1 C for C to use to show proof of C's concerns 
C stated C is not the oriy oonsumer witll the same ooncern 

✓ SRCAS-JW advised SRCAS-JW is responsible for re revie1Mng the case to malte sure the case was reviewed propef1y and provided the correct information and address any additional questions C may have 
SRCAS-JW advised SRCAS wanted to have an oppommity to discuss C's veh ooncems 
C stated RCAS-DF did not return voicemails or calls baci< to C 
C stated C is -sed to have RCAS-DF representing NNA 
C stated RCAS-DF was rude to C and does not know how to talk to C's 
C stated C no longer wants to speak to RCAS-OF 
C stated RCAS-DF advised C of covering $250 for Ille rental 
SRC~ explained SM Ryan had the veh road tested and there were no concerns found however at this time a specialist will be coming to the dlr to further inspect the veh who is above the dt level 
C stated the dlr is lying 
C stated the dlr did find concerns 
C stated C has also been wa1<ing witl1 OLM Stephanie 
C stated C knows lllere are beeps on the veh 
C stated C also stated 
SRC~ explained to C SRCAS nor RCAS-Df are mechanicalty indlled to repair or diagnose the veh 

✓ Created By: Janisha Wilkerson (10/18120181:31 PM) 
SRCAS-JW received YOicemai from Con 10-18-18 requesting for a call baci< to discuss the case t 

Created By: Janisha Wilkerson (10/1812018 8:53 AM) 
✓ SRCAS-JW called second number on fi~ ceived YOicemail 

~~~)ei::;:er~":;~;rum call oontact number 615-725-7547, hours of operation, and case number and advised of SRCAS being Ille supervisor calling from NNA CA where C's case was 

Created By: Janisha Wilkerson (10/1812018 8:50 AM) 
✓ SRC~ called C al - received voicemail 

SRCAS-JW left vmsg for<- to rerum call including SRCAS-JW oontact number 615-725-7547, hours of operation, and case numbe< and advised of SRCAS being Ille supervisor calling from NNA CA where C's case was 
escalated for further assistance 

Created By~ Pelt CiGk Frazier 110/18/2018 7:41 AM) 
✓ RCAS-OF emailed DTS- Javier Valdes 

RCAS-OF stated that C wants a OTS appointment after 12 

Created By: Dezerick Frazier (10/17/2018 4:25 PM) 
✓ RCAS-OF emailed Sm-Vinny Siddiolo. 

RCAS-OF stated that C wants a OTS appointment after 12 

✓ Created By: Dezerick Frazier (10/17/2018 4:07 PM) 
RCAS-OF pjaced outbollld call to C a 

RCAS-OF -ed C ff this is a good time to discuss C's VEH. 

C- slated yes. 

RCAS-OF advised C lllat this call may be monttored for trailing and quality l)ll'l)Oses. 

C- slated Illa! C wants to speak to a supervisor. 

RCAS-OF informed C Illa! RCAS-OF is Ille point of contact for C. RCAS-DF is the regional specialist 

RCAS-OF VERIFlED Account Info including: C's name, home & email address, phone# & best contad# 
RCAS-OF VERIFlED Veh Info induding: VIN#, Current Mi eage, Warranty & Service History 
RCAS-OF CHECKED for open recaDs/~gns and fOllld: none 
RCAS-OF CHECKED for previous UNRELATED Case(s) and found: none 
RCAS-OF CHECKED previousRElATEO Case(s) and found: none 
RCAS-OF NOTED concern is: FEB computer concern 

RCAS-OF informed C lllat RCAS-OF is C's case manager and wil be the point of contact for C. 

RCAS-OF provided d~ect number and C's case number. 

C- slated Illa! lllat C has been having FEB concerns. 

C- slated Illa! the VEH stops at random times. 

C- slated Illa! the VEH does not beep when C gets close to the VEH 

C -ed ff lllere a OTS date for C . 

RCAS-OF informed C Illa! RCAS-OF requested lllat a DTS oorne but RCAS-OF does not have a scheduled date and time yet . 

C- slated lllat C was expecting a DTS appointment today. 

C- slated Illa! C wants NNA to cover the cost for a rental VEH. 

RCAS-OF informed C lllat RCAS-OF can reimburse up to $250. RCAS-DF informed C Illa! RCAS-DF ,.;11 have to review. 

C- stated that this is ridiculous. 

C- slated lllat the dealership can duplicate the ooncem. 

C- slated Illa! dealership will charge C $50 a day for a rental VEH. 

C- slated lllat C wants a DTS appointment after 12pm 

RCAS-OF informed C Illa! RCAS-OF will request after 12 but RFAS-DF cannot make any promises. 

C- slated lllat appointment wil be after 12 . 

C- slated Illa! C read online Illa! other customers have had FEB concerns. 

C- slated Illa! C wants to speak to a supervisor. 

RCAS-OF informed C lllat RCAS-OF is Ille point of contact for C. 

6/2/2020 



Case: - ~ Salesforce - Unlimited Edition 
C- stated that C wants to speak to a supervisor. 

RCAS-OF intormed C Illa! a supervisor will call C by EOB oo tomorrow Thursday 1(1,/18/18. 

C- lllreatened to call Ille news, and BBB. 

RCAS-OF asked C if Chad any questions. 

C- stated no. 

RCAS-OF thanked C for alloww,g sometime to discuss lllis case 

RCAS-OF advised C to have a great day. 

Call ended mutualy. 

Created By: Cris Wilmotbrown (10117120181:21 PM) I last Modified By: Dezericl< Frazier (1011712018 3:38 PM) 
-CASE SUMMARY-

✓ C called into NNA CA about lollow up oo case 

CRR-CW sending email to RCAS agent supe,visor 

Created By: Cris Wilmotbrown (10/17120181:18 PM) I last Modified By: Dezericl< Frazier (1011712018 3:37 PM) 
CRR-CW VERIFIED Account Info including: C's name, email, home address, phooe# 
ORR-CW VERIFlED VEH Info including: VIN# Sefvice, Warranty 
ORR-CW CHECKED lo, open recalls/tanl)aigns and foond: 0 
ORR-CW CHECKED lo, previous UNRELATED Case(s) and found: 0 
ORR-CW CHECKED previous RELATED Case(s) and found: 
CRR-CW NOTED concern is: Follow up on case 

gi:1~J~r:'!a":; ~~:::: ii 
C called into to CA about a follow up on case ..... 
C has been wailing lo, a call bacl< from RC~ o,n Friday 12111 
C feels Illa! Ille RCAS agent is not handi ng Illa! case prope,1y 
C wants to have Ille case dealt wi1h a by different agent 
C also stated Illa! DLR is just wailing 00 Ille sale tedl from NNA to OO<ne and look at VEH 

✓ C was offered a rental VEH but C declined and is stil driving Ille defective VEH 
C stated Illa! C is totally frustrated and Illa! NNA should treat Ille custo,ner much better 

ORR-CW apojogized for all Ille inconvenience Illa! C has been experiencing 
CRR-CW told C Illa! all Ille infonnation given wil be documented and case will escalated 
ORR-CW also stated Illa! an email will be sent to Ille RCAS agent's supervisor advising about this phone call 
ORR-CW also advised C Illa! contact will be made by Ille eod of day 18111 October 2018 

C understood all Ille infonnation given 

ORR-CW asked C if ll1ere was any assistance further required 

C stated no 

ORR-CW provided C with case number, agent ID 

~.:iJ:Uii2££y 
Created By: Betty Tilahun (101121201812:46 PM) I Last Modified By: Dezericl< Frazier (1011712018 3:37 PM) 
ORR-BT VERIFIED Account inloonation including: C's name, home & e.fflail address, phone number & best contact number 
ORR-BT VERIFIED VEH lnfonnation including: VIN#, Current Mileage 
CRR-BT CHECKED lo, open recalls/C811l)aigns and found: none 
ORR-BT CHECKED for previous UNRELATED Case(s) and found: none 
CRR-BT CHECKED previous RELATED Case(s) and found: none 
ORR-BT NOTED ooncem is: RCAS contact 

ORR-BT received inbomd cal from C 

C gave ORR-BT case# 
C verified the account 

C stated Illa! C was contacted by RCAS 
C stated Illa! C contacted RCAS but can't get a hold of him 

✓ C stated Illa! Ille VEH is stil at Ille DLRSH and C can, get a loaner VEH 
C stated Illa! C's best time of oontact is after 1pm 

ORR-BT informed C Illa! an internal message will be sent to RCAS and C will be contacted 

C understood and appreciated Ille assistance 

ORR-BT asked C if lllere was anything else CRR-BT could assist will1 

C declined 
C understood 

CRR-BT provided C wi1h agent 1212 £, and case nun.be, 
ORR-BT noting C's best contact 

Call ended mutually 

Created By~ PeltCiGk Frazier 110/12/2018 11:17 AM) 
RCADS.DF placed outlxlund call to C a 

RCAS-OF asked C if this is a good time to discuss C's case. 

C- stated no . 

✓ C asked for RCAS-DF number. 

RCAS-OF advised C that this call may be monitored lo, tranng and quality purposes 
RCAS-OF provided direct number. 
RCAS-OF intormed C Illa! RCAS-OF is requesting Illa! DTS oo,ne loolt at Ille VEH 

RCAS-OF set a folow update for Wednesday 10/17118 

Created By: Dezerick Frazier (10/12/2018 11:11 AM) 
RCAS-OF placed outbollld call to C a 

RCAS-OF left a VMX for C. 

✓ RCAS-OF provided d~ect number and C's case number. 

RCAS-OF intormed C Illa! RCAS-OF is requesting Illa! DTS oo,ne loolt at Ille VEH 

RCAS-OF set a folow up date lo, Wednesday 10117118 

✓ Created By: Dezerick Frazier (10/12/201811:07 AM) I Last Modified By: Dezericl< Frazier (101121201811:08 AM) 
RCAS-OF placed outbollld call to Nissan of Staten Island. 

RCAS-OF spoke wi1h service manager Ryan Carreon. 

RCAS-OF asked for a update on C's VEH. 
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S-C stated that the dealership road tested the YEH. The dealership is road tested VEH and did not see anything regarding a FEB concern 

S-C stated that S-C reoommends a OTS. 

RC~F stated ok 

Call ended mutualy 

Created By~ PeztciGk Emztec 1101121201a 11:04 AM) 
RC~F plaoed outbound call to Nissan of Staten Island. 

RC~F spoke with service manager Ryan Carreon. 

RC~F asked for a update on C's YEH. 

✓ S-C stated that the dealership road tested the YEH. The dealel'Ship is road tested VEH and did not see anything. 

S-C stated that S-C reoommends a OTS. 

Call ended mutualy 
SM-RC 

Created By: Christina Salutari (10111120181:31 PM) I Last Modified By: Dezericl< Frazier (10/121201810:49 AM) 
- CASE SUMMARY •-

✓ g:~c1=:.=i~!':~":~~ 
Best Contact 

Created By~ Chri3lioa Sahttari (10/11/20181 :31 PM) I last Modified By: Ptzedck Frazer (10/12/201810:49 AM) 
CRR-CS VERIAEO Account Info including: C's name, home & email address, phone# & best contacl# 
CRR-CS VERIAEO YEH Info including: VIN#, Current Mi eage 
CRR-CS CHECKED for open recalls/canl)Oigns and fomd: 0 
CRR-CS CHECKED for previous UNRELATED Case(s) and lound: 0 
CRR-CS CHECKED for previous RELATED Case(s) and fOIMld: 0 
CRR-CS NOTED concern is: MULTIPLE VEH CONCERNS - COMPUTER CONCERN 
CRR-CS re<:eWed inbound call from C's daught"'liiiililllilili who will now be referred to as C 

C stated VEH is currently in service 
C stated accading to window sticker and NISSAN OF STA TEN ISLAND, YEH is equipped with backup camera 
C stated ~ is supposed to beep when in proxmty of hitting something 
C stated VEH is having issues which has C believing there is a corrc,uter issue with YEH 
C stated there is a kid< under trunk which sometimes works and sometimes doesn't 
C stated VEH doesnt always beep 'Mlen backing up 
C stated VEH has XM radio which decides to occasionally go oot 
C stated C will play music on phone and tum 'l<llume al the way up and there will be no sound 
C stated Bluetooth doesn't always wO<t< 
C stated C cannot respond to hands free text messages 
C stated there emerging braking system wil shut VEH off unexpectedly when there is nothing around at the time 
C stated VEH has been at service depar1meot for 3 days now 
C stated no one knows what the issue is 
C stated VEH used to have features function correctly and now they arent 
C stated DLR is not mding anything 
C stated C cannot safefy remove shop knowing there is a computer issue in VEH 
C stated C is not putting C's l~e o, mothe(s i fe in dange( 
C stated C believes the GPS needs to be ~ ted and was informed there is nol update 

✓ C stated C will leave VEH at DLRSHP as long as it takes to get to the botto,n of the issues 
C stated C was told there are no rental VEH avaiable due to recall VEHS on etigibility list 
C stated C will go to Enterprise and wil have DLR refllld C 
C stated C wants VEH to wor1< at the capacity the window sticker says VEH shou1d 
C stated C feels like DLR took advantage of C and mother 
C stated C went to BBB and started a case 
C stated C will make ...... VEH is repaired to C's standards 
C stated rt YEH is not repaired to C's standards, C will be taking Nissan to court 

CRR-CS apok>gized for any inoocwenience and thanked C for bringing ooncems to NNA's attention 
CRR-CS asked who C has been wo,king with at OLRSHP 

C stated C spoke with parts manager and se<Vice manager 
C stated SA is Hazet who has been great 
C stated C feels at this time Nissan should be covering rental VEH for C 

CRR-CS stated a Regional Consumer Affairs Specialist will review the case and contact C regarding concern before end of business day 10/1212018 

C understood and accepted 

CRR-CS offe,ed further assistance 

Cdeclined 

CRR-CS provided C with Case - and Agent 10 ~ 
CRR-CS thanked C lor conta~ 

Call ended mutualy. 
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Case Categorizations 

Action ~ ~ # Catego,y 0esc<iption Subcategory Description Symptom Description 

Case Categorizations Hetp 

Major Component Code Category Date Symptom Code Categ«y Code Subcategory Code Concern Code 

Forms 

No records to display 

A Back To Top 

BRAKES 
INTELLIGENT BRAKE ASSIST POOR OR IMPROPER 
(IBA) OPERATION 

AUOIO/VIOEO/NAVI MONITOR, REAR 

AUOIO/VIOEOINAVI Bluetooth 

POOR OR IMPROPER 
OPERATION 

POOR OR IMPROPER 
OPERATION 

26 

13 

QA 

Always show me more records per re-lated list 

10/11/2018 YX AO 

10111/2018 YX AA 

11/5/2018 YX AA 

Copyright© 2000-2020 salesforte.com. inc. Al rights reserved. I PiiYaGY Statement I Semritv Statement ' Ieans of Use 1 508 ComPtiaore 

- OA - OA - OA 

FonnsHelp 

6/2/2020 



Case: - ~ Salesforce - Unlimited Edition Page 1 of 5 

• '20 • ~ Search... Search Derek Latta Help & Training All Tabs 

Home Accounts Ideas Dealer Locator Literature Requests Console Cases Home Reports Dashboards Articles Profile Feed Profile overview 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 11/14/2018 

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 

C....Owne< 

Type 

Case Origin Data l oad 

Executive Refenal 

Exee>Received-Oa.te 

Status Closed 

Datelrme Opened 10/11/2018 7:43 PM 

Datetrme Closed 11/14/2018 9:14 AM 

Multiple Repairs No 

Executive Summary 

Texting Status Executive Actions To Resolve 

Case Reopen Count 0 

Description CUstomer has an FEBIOLR ooncem 

Call Script 

Who contacted u.s? Consumer 

#Vehicles Owned 4 

Vd'liele Purchased New 

Pre-Owned Initial Mileage 

Current Mile- 4,689 

Incident Codes. IIR REQUIRED 

lncidef'lt Date 

Sent to legal 

Accident 

Asbag 

Fire 

IIR lndic.ator 

IIROate 

HR -

Vehicle Information 

Vehicle 5N1AT2MVOJ• 

Model Year 2018 

Make NISSAN 

Model Line ROGUE 

Model Code 22218 

Dealer Detail 

ease Servicing Dealer Sot JTH SOORF 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 SOUTH SHORE NISSAN 

Previous Repai.r Date 11/13/2018 

Previous Repair Location SOUTH SHORE NISSAN 

Related Vehicle Make Nissan 

XTIME Appointment Numb« 

Rollowf' 

Property Damage 

Injury letter 

Nootber Injured 0 

RHR Started 10/23/2018 

RHR C«npleted 10/25/2018 

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 O 

Data Net 

Oatanet Deal« Date 

Oealff Instructions Service Oepl Review 

Requested Dealer Action re-ne'W 

Bluetooth Ticket Status 

Phone Model 

Phone Operating System 

Goodwill Offered 

VCAH 

Goodwill Processed O 

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 B2490Z, Brake Operation - Ottler/None of the above, OF 

Page 2 of 5 
Contact Name 

HomePhone -

WO<l<Phone -
Mobile Phone 

Email 

Attemate Email 

Problem is in the 'Emergency Brake' system. I park in an ..-.ground garage and when I am driving up the inclines, the brakes automatically kick in. This has happened twice. Once, the 
car in front of me almost slammed into my rear. The next time, I jammed my hand into the steering wheel, which hurt for a week. Service told me that this auto brakilg cannot be fixed Cl 
turned oil. I must tum ~ off manually each time I swt the car. UNACCEPTABLE!!! 

Survey Verbatim NPS Reasons 
tt would be 10, but I would advise them to select a model without the DANGEROUS Emergency Braking. 

Dealer Action History 

NNA Notes 

Cust«ner Conversation Notes 

DTS Inspection 

OTS Inspection Date DTS Inspection Date Confirmed? 

DTS Request Type Notes f« OTS (Vehicle Concerns) 

Inspection Time/Notes Appointment Time: 

System lnfonmation 

Subject 

Created By 

last Modified By 

Case Record Type 

Days Closed 

Notes to Agent 

CUSTOME~ PHONE: 
SN1AT2MV~ 

FFETL 10/11/2018 7:43 PM 

NNAill, 12/8/2018 10:07 PM 

CA Oosed Case 

566 

Action Code NT1A 

Wl\at action was taken? 1A Repaired - Under Warranty 

Agent Comments 

Agent Comments FU 11/14, LVM, verify C's concern resolved 

Agent Next Step 

VIN: 

I Reopen Case 11 Clone Closed Case l 

Case History 

IJwr 

11/14/2018 9:14 AM Vance Walden 

Acti<>n 

Changed Status from Open to Close,t 

Closed. 

Root Cause 

Root Cause Code 

Root Cause Code {2) 

Document ID 

11114/2018 9:11 AM 

11/12/2018 3:36 PM 

11/5/2018 3:11 PM 

Vance Walden 

Yanse Walsleo 
Vance Walden 

Changed Case Owner from Vance Walden to Zachary Adams. 

Changed Follow Up Date from 11112/2018 to 1111412018. 

Changed Case OWner from Zachary Adams to Vance Waklen. 

Show more • I ~ 

Case Comments 

Public Conwnent 

Created By: Zachary Adams (1112012018 7:13 AM) 
.... (Added after the case is closed.]._ 

✓ TCS-Zachary Adams notes VMX from C @l■■■I on 11/512018 8:06 AM requesting call back at same number. 

TCS notes TCS-ZA was 000 and no call bad< at this time due to case closure by TCS-VW while 000. 

Created By: Vance Walden (11/14/2018 9:16AM) 
... [Added after the case is closed.) .-

✓ TCS-VW further discuss cloeing code with Tl.-PN 

Tl advised TCS ciose under •1n1ormation• as there is no other applicable closing root cause. 

✓ Created By: Vance Walden (11114/2018 9:11 AMI 
..,......._. • CJJ.SESUMMARv-------• 

• Customer Concern: C contacted NNA CA regarding Vehicle concerns with FEB operation. 
• Agent actions: TCS-ZA reviewed lor IIR and RHR, and coordinated VEH diagnosis. 
• Custome, purchased Vehicle: New 
• Current mileage: 4,689 
• 00W Basic 0 months/0 miles, Powe,-Train 0 mooths/0 miles 
• VSC: None 
• Last service vi~: 11113/2018 
• Previous owned VEH: Nooe 
• Total cost of repair: NIA 

TCS-ZA asked IRR questions and C provided IRR answers. 
ARBS-DM notes to TCS: prease followup with C to verify if C has decided to bring the llffl in lor a diagnosis. 

SCIN 

ARBS-RP notes after careful rev;ew. NNA is not in a position to repurchase/replace the vehicle at this time, as the vehicle has not been subjected to arry repairs within the temtS of the warranty. 
SM.Jimmy Lennon stated that Tech ~ed update, and C left. 
TCS-VW asked ij Chas noticed any improvement in C's VEH OJ)eratioo. 
C stated that C does not know tt there is any improvement, and stated C is going to go out and test to verify the FEB is WI0'1<ing. 
C stated that C will just continue to tum off the FEW "'1lenever C rememlJers. 
C stated that there were VEH at the DLR that had concerns of stopping on rail road tracks due to this ooncem. 
TCS advised the update completed oo C's VEH is related to helping to alleviate C's concern and the railroad coocem as well. 
C stated will just have to wa~ unti C is rear ended or goes through the windshield to sue NIS since NIS will not remove the system or give C another VEH without that feature. 

· ------·------ STATEMENT OF DECISION ____ ,HU ___ _ 

TCS-VW asked tt there was any -er assistance TCS could provide. 
Casked TCS is going to assist C to resowe C's concern. 
TCS advised that the reooo ,rueoded repair has been peffooned to C's VEH at this time. 

Case History Help 

Case Cooments Help 
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Case: - ~ Salesforce - Unlimited Edition Page 3 of 5 
C stated will contact NIS back when C is ready to sue NIS. 
TCS is dosing case as no furthef assistance can be offered at this time. 

Created By: Vance Walden (11114/2018 8:54 AM) 
TCS-VW coo 
TCS advised DLR was able to corrc,rete update to C's VEH. 
TCS asked ff C has noticed any improvement in C's VEH operation. 

C stated that C does not know ff there is any improvement, and stated C is going to go out and test to verify the FEB is working. 
C stated that SM previously advised does not know ff update wil resolve any coocems or not. 
C stated that NIS cleal1y does not care that C coold be involved in an VEH incident. 
C stated that C will just continue to tum off the FEW whenever C remembers. 
C stated the only reason this feature is on C's VEH is due to the idiot drivers that are breaking the law and texling while driving. 

C stated that there were VEH at the DLR that had concerns of stopping on rail road tracks due to this concern. 

✓ 6C;,.f::;ij,: .=: =~~:c ~ ~!,~~~;'st~=.~:,:;,~·~ ':ec:'s a~!~:
1
~noc;"'re:,~ :=ystem or give C another VEH wtthout that feature. 

TCS apologized for the inconvenience and asked if there was any fll"ther assistance TCS could provide. 
C stated wants C's case taken to highest levels to be reviewed. 
TCS advised that TCS is within the executive offices, and advised C's case has been reviewed. 
C asked TCS is going to assist C to resolve C's ooncem. 
TCS advised that the re<Xl0"11eoded repair has been perlo,med to C's VEH at this time. 
C stated so then TCS is not going to assist C. 

C stated will contact NIS back when C is ready to sue NIS. 
TCS acknowledged. 

Call ended mutualy 

Created By: J.Yalden 11/12/2018 3:36 PM) 
TCS-VW cootacted 

✓ TCS left VMX advi ate from SM.Jmny that DLR perlo,med software update to C's VEH. 
TCS advised would like to allow C a few more days to drive C's VEH to verify ff C notices any ifrc)rovernent in C's VEH operafioo. 
TCS advised C to cootact TCS back@6152234668 ff C has any questions. 
TCS advised C that TCS would follow up Wednesday 11/14 to further discuss C's case. 

Created By: Vance Walden (11/1212018 8:58 AM) 
TCS-VW contacted SM.Jmny Lennon@ (516) 799-2800 South Shore Nissan 
TCS asked for update oo C's appointment from Friday 11/9. 

SM stated had to keep a SA and Tech later beyood service hours because C cannot get in to DLR during normal servioe hours. 
SM stated that SA advised Tech could do a reprogram and would have to wait 1 ~20min to reprogram. 
SM stated that C became upset stating that C cannot waij that long and became irate in the waiting area. 

✓ SM stated that C demanded for a loaner VEH, but advised that DLR cannot provide a loaner VEH for a reprogranvning that is only going to take 1~20min. 

✓ 

SM stated that Tech oompleted update, and C left. 
SM stated is frustrated that DLR went alx>ve and beyond for C by staying over to accommodate C, and feels that C is going bash DLR oo the survey. 
TCS apologized for inconvenience, and advised that TCS does appreciate the level of servioe DLR was providing to C. 
TCS advised would further discuss C's ooocems wijh C and move forward with C's case. 
SM acknowledged. 

Call ended mutualy 

Created By: Vance Walden (1115/2018 2:25 PM) 

TCS-VW contacted········· 
TCS advised is follOW1ng up wnn \_; on , ~LA oenalf due to being 000. 
TCS advised after furthe< of C's case, NNA is not currently in a position to offer repurchase/replacement of C's VEH. 
TCS advised does see that C has a diagnosis 8Pl)()Cltment set for Friday 11/9, and asked ff C would slil be able to make the appointment 

C advised yes that C is still going to the 8Pl)()Cltment. 
TCS understood and advised ff there is any repan completed to C's VEH that TCS can review RHR again for C. 
C stated C knows what's going to happen at the diagnosis, and the DLR is just going to tell C the VEH is operating as designed and there is no conoem with C's VEH. 

C stated wants tt noted for the record that C is involved in any kind of YEH incident that NNA is going to pay for the damages. 
C stated that this feature should be optional for C to tum ij oo or off, and has to turn it off every single time C gets in to the VEH. 
C stated ij is so ~s for the people that know how to drive, and is safety feattR for those that doni know how to drive. 
C stated ff NIS will not permanently turn off this feature that C will never purchase another NIS VEH. 

TCS apologized for inconvenience and advised would follow up with C Monday 11/12 after C's 11/9 appointment to furthe< discuss C's case. 
C understood. 

Call ended mutual y 

Created By: Zachary Adams (1112/201812:13 PM} 
✓ TCS-Zachary Adams notes VMX from C ~ 1810:49 AM requesting call back oo C's mobile devioe if TCS can call right back in a couple minutes but going into meetings and otherwise next call 

would need to be late evening today or Mon~. 

✓ Created By: Zachary Adams (1112/2018 9:11 AMI 
TCS-Zachary Adams notes unable to contact C email sent. 

✓ Created By: Zachary Adams (1112/2018 9:11 AMI 
TCS-Zachary Adams placed outllound call to C's - - hereby referred to as C 

Created By: Zachary Adams (1112/2018 7:54 AM) 
✓ TCS-Zachary Adams notes email from Correspondence-Keyahanna Alexander. 

RHR letter sent. 

✓ Created By: Zachary Adams (11111201810:43 AMI 
TCS-Zachary Adams placed outllound call to C's - - hereby referred to as C @ 

✓ ~h~~c~~~ z_::~ !':':~~~~~:~A,:_t to cooespondence. 

Created Bv: Robert Petell'90 11111/201810:30 AM} 

and left VMX with case number, direct line and request k>r call back as RHR decision reached. 

and left VMX with case number, direct line and request for call back as RHR decision reached. 

ARB~RP notes after careful review: NNA is not in a position to repurchase/replace the vehicle at this time, as the vehicle has not been subjected to any repairs within the tenns of the warranty. 

NNA will continue to hooor the terms and conditions of the New Vehicle Limited Warranty. 

Created Bv: Robert Petell'90 11111/201810:30 AM} 
ARBS-RP reviewing case per RHR task, noting no repair orders oo file yet. 

ARBS-RP notes C has e,qxessed dissatisfaction with operation of the FEB system within a certain parking garage which C frequents. 

ARBS-RP notes vel>icle appears to be performing normally ... no evidenoe yet to the contrary. 

ARBS-RP notes Chas a servioe appointment scheduled apparently for 11/08/2018 for DLR to examine the Veil and possibly reprogram the FEB system due to updated software available. 

Created By: Zachary Adams (10/3012018 3:00 PM} 
TCS-Zachary Adams placed outllound call to C'• S!)O'IS hereby referred to as C @ 

✓ TCS coofirmed RHR still under review and that SM.Jimmy Lennon confirmed 11/08/2018 aroood S:»6:00 PM for drop off so that 11/09/2018 for a diagnosis and that 1 day loaner should not be a problem. 

C stated great please follow up next wijh Con 1115. 

Call ended mutualy. 

✓ Created By: Zachary Adams (10/3012018 2:54 PM} 
TCS-Zachary Adams notes VMX from C @111■1111 requesting call back but does not specify number. 

✓ Created By: Zachary Adams (10/3012018 12:59 PM} 
TCS-Zachary Adams notes unable to contact C email sent. 

✓ Created By: Zachary Adams (10/301201812:57 PM} 
TCS-Zachary Adams placed outllound call to C's - - hereby referred to as C @■■■■land left VMX with case number, direct line and request for call back. 
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✓ Created Bv: Z•Gb•IY M•OJII (101291201810:49 AMI 

TCS-Zachary Adams placed ouUxxmd call to C'• spoo,s 

Created By: Nicki Barror (10/2512018 2:37 PM) 

hereby refe«ed to as C 

ORTS received the RHR. The RHR was assigned to ARBS Rob Peterson for review 

✓ Created By: Zachary Adams (10/2512018 2:34 PM) 
TCS-Zachary Adams notes sullmitted RHR for review. 

Created By: Zachary Adams (1012412018 9:31 AMI 
✓ TCS-Zachary Adams notes email from TL-Paula Neal: 

11.-PN notes that COOVlll.Ulication from 11.-ARBS-Chad Alsup advised to proceed with RHR. 

Created By: Zachary A dams (1012412018 8:43 AM) 

and left VMX with case number, direct line and request k>r call back. 

TCS-Zachary Adams placed out!Jound call to South Shore Nissan@(S16} 799-2800 and asked to speak with SM-Jimmy Lennon. 

TCS e)(l)iained C's availability and C's concern of FEB Ol)eration is pa,1(ing garage on ramps. 

✓ SM stated 11/08/2018 around S:~:00 PM for drop off so that 11/09/2018 for a diagnosis. 

SM stated that is Irle and 1 day loaner not a problem. 

Cati ended motual y. 

Created By: Zachary Adams (10/2412018 8:33 AM) 
✓ TCS-Zachary Adams notes email sent to 11.-Paula Neal requesting review of case with ARBS to see W RHR necessary as no RO to review but POI. 

Created By: Zachary A dams (10123/2018 9:43 AM) 
TCS-Zachary Adams placed out!Jound call to C's - - hereby referred to as C @ 
TCS llfflfied C's name; that now was a good time tod~. 
C stated yes. 
TCS notes saw conversation between ARBS-Dakota McGregor and confirmed with C that TCS to wor1< with C from this point forward. 
TCS as«ed w C willing to take VEH to Nissan DLR for official diagnosis of FEB concern? 
C stated yes C is willing. 
C stated is scared of the VEH. 

TCS apologized and empathized with C. 
TCS expjained RHR to C. 
TCS expjained ft.sther that RHR takes 10 business days to review and C would get regular folow up from TCS until decisioo reached. 
TCS expjained that RHR was not a guarantee of repurchase or replacement of C's VEH but a review and was based on the repair history of the VEH. 

C stated yes C wants RHR. 
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TCS asl<ed the following RHR questions and C provided answers: 
✓ Why do you want to return the vehicle to Nissan North America? C feels FEB is dangerous and likely to cause an accident and the more C has researched has discovered C's friends have also had concern with FEB 

stopping over rail road trad<s on Long Island, NY too. 
Where is the vehicle currently? C stated place of business par1<ing garage outlined in IRR. 
Are you correntty in a rental vehicle? No. 
Where was the vehicle purchased? SOUTH SHORE NISSAN. 
Was the vehicle purchased new or used? New. 
If used, when was the vehicle purchased? NIA. 
Where is the vehicle serviced? SOUTH SHORE NISSAN. 
Has the vehicle been taken to multiple Nissan dealers or lnfiniti retailers? H so, do<>.ment names of dealers/retailers. C stated no just SOUTH SHORE NISSAN. 

TCS asl<ed what DLR C would like to go to for official diagnosis and When? 
C stated SOUTH SHORE NISSAN and could drop the VEH off 11/08/2018 around S:~ :00 PM for a 11/09/2018 official diagnosis of FEB concern but must have a loaner. 

TCS stated pleased to call DLR for C and see n loaner could be provided. 
TCS notes review of schedules with C and confinmed next folow up 10/29/2018. 

Call ended motualy. 

Created By: Dakota McGrew 110118/201810:48 AM) 

✓ ~';~~t!'s~~ ;:'., t~ :Ce:-o ~1 Chas decided to bring the veh in for a diagnosis 
If C will proceed with diagnosis, please wor1< with DLR to verify that Cs veh is diagnosed 

Created By: Dakota McGrew 110/18/201810:45 AM) 
IIR-FEB- EST 

✓ Created By: Dakota McGr"99f 110/18/201810:45 AM) 
ARBS received inbound from Cs wife 
ARBS vemied C had time to speak to ARBS 
ARBS verified and completed partial probe 

C states that ooncem with FEB automatically braking with nothing in front of Chas happened 2x 
C states when C comes up the ramp to leave the pa,1(ing lot 
C states that parknJ lot is on an indine 
C states that believes the veh ser,sed the incline and slopped 
C states that the first time a veh was behind C, and this scared C even though other veh did not h~ Cs veh 
C states that second tine C was holding on to the steering wheei 
C states that hand jammed in the steering wheel 
C states C did not seek medical attention or go to the doctor 
C states that someone C works with has same concern in the veh 
C states this is Cs fourth Nissan 
C states that C has been afraid of driving due to Cs FEB concerns 
C states that C has been It.ming off the FEB every time C starts the veh 
C states that called the DLR and spoke to service 
C states that C is seeking to tum the system off permanently 
C states that C spoke to Jimmy a Service Adviser 
C states Jimmy informed that may be able to reprogram the system, but will not be able to tum off the system permanently 

g !::! ~=: ~~~~~~'!,~~~ informed C that reprogram would not assist and would not help C with Cs concerns 

ARBS infonned that Nissan does work with the National Highway Traffic Safety Administration to report any iljuries incurred in a Nissan veh 
ARBS inquired WC would like to fill out a customer incident repat 

C informed that C was not injured this time, and C thinks that Nissan should be focusing on fixing the problem at hand than offering a report about injllies especially before an injury does occur 

ARBS advised that presently there is not an option to permanently tum off the FEB system 
ARBS explained that is unaware why CRR or SA would not advise C to bring the veh in for a diagnosis 
ARBS infonned that Nissan's position on Cs case would be for C to provide the veh at a Nissan authorized DLR for diagnosis 
ARBS explained that notes from CRR/RCAS indicate that CRR/RCAS was orly informing C that is unabie to tum off the FEB system permanently 
ARBS inquired WC is sure that DLR or CRR was not only informing C that is unallle to 11.rn off the FEB system permanently 
C states C is unsure 
C states C does remember DLR did inform C that C could bring the veh in for diag 
C states C wil check with DLR 
ARBS offered to provide C other DLRs in Cs area if C 1M>Uld i ke 
C states no 
C states C likes one of the reps from South Sllore Nissan 
ARBS understood 
ARBS infonned that would i ke to have TCS/RCAS follow up with C n C is planning on having a diagnosis 
C states C really needs a loaner veh 
ARBS refen'ed C to DLR mainly regarding this request, ARBS informed TCS/RCAS may have furthe< info regarding this 
C understood 
C states C has to use veh for Cs job 
C and ARBS agreed on followup from TCSIRCAS with Con 10123 
ARBS offered ft.sther assistance 
C inquired if any Nissan vehicles come with Blind spot warning and not AEB 
ARBS referred C to Sales del)artment and Nissanusa.corn website 
ARBS apologized that is unallle to assist with this request 
C understood and states is fine 
ARBS thanked C for time and for information 
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C thanked ARBS 
Call ended mutual y 

Created By: Dakota McGregor 110/18/2018 9:13 AM} 

✓ fa[ fa!ijjj!l,.:=~81~nd toe 
ARBS requested detailed vmx of when C could take a callback dt.nlg ARBS business hot.l's 
ARBS provided best contact info and case # 

Created Bv: pakota Mcfic•99f 110/18/2018 9:12 AM} 
ARBS RECEIVED CASE, UNDER REVIEW, VERIFY PROBE 

. _____ ._ ___ ____ _ 
Created By: Samantha Dixon (10/17/2018 2:31 PM} 
Quality Connection Hot Alert 

Created By: Zachary Adams (10/17/2018 8:21 AM) 
✓ TCS-Zachary Adams notes VMX from C saying no need for cal back will try to cal TCS tomonow dt.nlg office hours. 

-Tes notes VMX from 10116/2018 3:31 PM prior to TCS outbound cal back to C 10/17/2018 7:56 AM•-

✓ ~~~~c~:~ 7.:J!'!" .!re'!"!~¼~~;: 7:58 AMI 

Created Bv: Z•sb•IY M•OJII (10/17/2018 7:56 AMI 
TCS-Zachary Adams placed out!Jound call to C's spouse- hereby refe«ed to as C @•■-■lland confirmed as best contacl number. 
TCS verified C's name; that oow was a good time to dis~, C's maiting address, C's emai, mJu1c ~ and the year make and modef of VEH. 

TCS stated wanted to take a minute at the beginning of the call to explai1 TCS purpose for contacting C today. 

TCS stated: Calling on behalf of the Nissan and/o, lnfiniti Engineering offices regarding C's recent sl.lVey response of VEH concern and trying to gathe< a little mo,e inlonmation about C's answers. 

C stated ok willing to further discuss with TCS. 

TCS notes year and model of VEH: C stated 2018 Rogue 
TCS VERIFIED VEH Info including: CUrrent Mileage: 3,000 
TCS CHECKED for open recalls/campaigns and found: 0 

✓ TCS asked C to elaborate on C's concern. 
C stated 10-15 MPH is average speed with unexpected FEB occurs. 
C stated hand has been injured due to unexpected FEB in C's WO<k parl<ing garage. 
C wished VEH didn't have FEB. 
TCS Apok)gized and e""l"'thized with C. 
TCS stated If you have a few minutes, I wil need to open a Case and obtain so,ne preliminary information from you. 
C stated yes. 

TCS asked IRR questions and C provided IRR answe .... 

Page 5 of 5 

TCS stated Thank you for the infonnation. A Nissan representative will call you within 3 business days after the representative receives the case. Please allow for a minimum of 30 minutes dlling that call so the 
representative may best understand the whc>'e situation. ls•lilliil■■i the best number to reach you? 

C stated yes. 
Call ended mutualy. 

✓ Created By: Zachary Adams (10/17/2018 7:24 AMI 
TCS-Zachary Adams notes VMX from C@- saying this is also a good number to try for C's wife and TCS can try and call back this number. 

✓ ih~~c~:~ z_:!':,;' :.:.i~::~ t3,;~s ~Ml and left VMX with case number, direct line and request fo, cal back. 

✓ ih~~c~:~ 7.:J:t;;" Ja':.iOJII ~::~ t3:~3 PM} and notes C answered and stated would TCS prease call C's wife Joan Ricci as spouse is primary driver and has most experience with VEH and number 
i 

✓ Created By: Zachary Adams (10/16/2018 3:20 PM} 
TCS-Zachary Adams placed out!Jound call to C @ 

✓ ih~~c~:~ z_:!':,;' :.:.i~~:~ t~~1~MI 

Created By: Zachary Adams (10/15/2018 9:48 AMI 
✓ TCS-Zachary Adams placed out!Jound call to C @ 

TCS notes mo,e info needed-...-vey emai senl 

Created By~ Zachary Adaros (10/1512018 9:45 AM) 
✓ TCS-Zachary Adams notes email from SM-James Lennon: 

Understood, and would be pleased to diagnose VEH for C. 

Created By: Zachary Adams (10/12/201812:34 PM} 

and left VMX with case number, direct tine and request for call back. 

and left VMX with case number, direct tine and request for call back. 

and left VMX with case number, direct fine and request for call back. 

TCS-Zachary Adams notes email to SM-Jimmy Lennon that CC'd TL-Paula Neal: 

✓ ~~:e ca'::~-3ofoo==~C!st~~~ ~:' =:: ~~~;::ra~ ~g=1:a d~":~~~!; ~~~==up the inclines it causes unexpected FEB operation and this has happened 
rrultiple times and C has even injured hand against steering wheel due to sudden stop. 

Please reply back to this email to verify dealer received. 

Created By: Zachary Adams (10/12/201812:30 PM} 
✓ TCS-Zachary Adams placed out!Jound call to Sooth Shore Nissan@ (S16} 799-2800 and asked to speak with SM-Jimmy l ennon but not available so left VMX with C name, case number, TCS name and that email to 

follow and request that SM reply to email. 

✓ Created By: Zachary Adams (10/12/2018 12:25 PM} 
TCS-Zachary Adams notes email from TL-Paula Neal to keep case and WO<k as RCAS never contacted DLR"' advised C to go to DLR. 

✓ Created By: Zachary Adams (10/12/201810:31 AM) 
TCS-Zachary Adams notes email to 11.-Paula Neat to review case as recent CA case closed for related concern on file for VIN. 

✓ Created By: Zachary Adams (10/12/201810:24 AMI 
TCS-Zachary Adams notes unable to datanet as DLR portal not enabred. 

Case Categorizations 

Action C.... Categoriza,tion # 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 FORWARD EMERGENCY 
ELECTRICAL BRAKING (FEB) 26 

Created By Request Type 

HR 7aGb6N Adaroz 10/17/2018 7:48 AM 

/wlays show me more reCO<ds pe, relaled list 

10117/2018 YX AV 

Copyright© 2000-2020 salesforce.com, inc. Al rights reserved. I Privacy Statement I Security Statement I Terms of Use I 508 Compliance 

-
Created Date 

10/17/2018 

OA 
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• '20 • ~ Search... Search Derek Latta Help & Training All Tabs 

Home Accounts Ideas Dealer Locator Literature Requests Console Cases Home Reports Dashboards Articles Profile Feed Profile overview 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 10/26/2018 

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 

C....Owne< 

Type 

Case Origin 

Executive Refenal 

Exee>Received-Oa.te 

• T ondia Joseph 

CA 

Phone 

Status Closed 

Datelrme Opened 10/13/2018 4:27 PM 

Datetrme Closed 10/26/2018 7:37 AM 

Multiple Repairs No 

Executive Summary 

Texting Status Executive Actions To Resolve 

Case Reopen Count 0 

Description C stated wants NNA to replace VEH due to OUtiple repairs. 

Call Script 

Who contacted u.s? Consumer 

#Vehicles Owned 3 

Vd'liele Purchased Pre-Owned 

Pre-Owned Initial Mileage 

Current Mile- 15,000 

Incident Codes. IIR REQUIRED 

lncidef'lt Date 

Sent to legal 

Accident 

Asbag 

Fire 

IIR lndic.ator 0 

IIROate 

HR 

Vehicle Information 

Vehicle JN8A T2MV3J~ 

Model Year 2018 

Make NISSAN 

Model Line ROGUE 

Model Code 22218 

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 

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 10/17/2018 

RHR C«npleted 10/19/2018 

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 O 

Data Net 

Datanet Deal« Date 

Oealff Instructions Service Oepl Review 

Requested Dealer Action Please review case. 

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:- PHONE: 
JN8AT2~ 

~ . 10/13/20184:27 PM 

NNAill, 12/8/2018 10:08 PM 

VIN: 

Created By 

Last Mocfrfied By 

Case Record Type CA Oosed Case 

Days Closed 585 

Action c- NT8H 

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

Agent Comments 

Agent Comments RHR denial 

Case History 

Dale 

10/26/2018 7:37 AM 

Agent Next Step 

Use, 

Hanah Vander1aan 

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 

10/26/2018 7:34 AM 

10/25/2018 8:23 AM 

10/22/2018 5:07 PM 

Hanah Vander1aan 

Hanah Vanderlaan 

~ 

Changed Case Owner from Hanah Vandedaan to T ondia Joseph. 

Changed Follow Up Date from 10/2512018 to 10/2612018. 

Changed Escalated By ID from 

Show more • I~ 

Case Comments 

Pubic e«nment 

Created By: Hanah Vanderlaan (10/2612018 7:36AM) 
RC~ is closing case as no further assistance can be offered at this time. 

-CASE SUMMARY-
✓ C contacted Nissan CA requeslilg assistance with RHR. 

- STATEMENT OF DECISION"' 
RCAS-HV advised C Nissan has created a case to document C's concern, and this case will rem.ail in NNA's system. 
RC~ reviewed to see ij NNA would nol be in a position to rei,<rchase VEH 

Created By: Hanah Vanderlaan (10/2612018 7:33AM) 
RCAS_HV placed outbound call to C alilllilll■IIII and advised call may be recorded tor quality and training 

C stated that C brought VEH to shop and VEH stopped in road 
C stated C doesni want to bong VEH to the shop anymore 
C stated that the problem does nol have 
C stated that C is realy gelling frustrated 

SCMV 

RC~ advised that RCAS did look into C's request tor repurchase and at this tine NNA is not in the position to assist with replacement or repurchase. 
RC~ advised Howeve<, NNA wil continue to honor the terms and conditioos of all applicable warranties. 
RC~ advised that will also be receiving a denial lette< via mail. 

✓ ~~==~ that tt C is not satisfied C has the right to the Bette< Business Bureau. 
RC~ advised that a denial lette< will also be sent providing the BBB infoonafioo. 
RC~ gave C the BBB Auto i ne #: 1=5100 

C stated how is C going to have to drive the VEH ij C feels unsafe 
RC~ stated that if C feels unsafe then C can bong VEH to DLR for repairs 
C stated that C is not going to do that 
C stated that C will call BBB 
RC~ unde<Stood 
RC~ offered further assistance 
C declined 
Call ended mutualy 

Created By: Hanah Vanderlaan (10/25/2018 8:23 AMI 
✓ RC~ placed outtxlund call to C , 

0 and left VMX with name case number 11c::\.l 1K11 11Ut:",1 mid folow up for 10.26. 

Created Bv: Conrtpey SmiUJ (10/25/2018 8:08 AM) 

Page 2 of 4 

Ca-se History Help 

Case Conments Help 

ARBS reviewed the repair history and 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 runber of repair attempts for any 
warrantab'e ooncems that 'WOUid substantialy impair this vehicle. NNA will continue to honor the teml.S and oonditions of all applicable warranties. 

Created By: Courtney Smith (10/25/2018 8:08 AMI 
ARBS notes the following INITIAL RHR Review & summary: 

4/11/2018@9,845miles ~ .1 daydown 
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Issue: 
1. C/s noise from front ohehicle when heat/ac oo 
Action: 
1. Leaves stuck in blower motor. 

~°;'2°18@15,828 miles ~ .1 day down 

1. C/s car braking by itself 
Action: 
1. Found FEB acti-,e. Reprogrammed Laser Distance Sensor and Reprogrammed ICC/ADAS UM. 

2daysdown 
State: NY 
In service date: 12/212017 
Miles: 15,828 

1 visil related to noise in the front of the w:ll when AC is on 
1 repair related to w:ll braking by itself 

No Vehiae campaigns 
No Warranty Cases 
No Additional cases 
No Techline Cases 
No Velliae Ser,ice Contracts 
No DTS Ser,ices 

Created By: Timirra Gaither (10122/2018 4:11 PM) 

g~t~~ ~~s~~:: ~a; & :au: t Lily and training purposes.-

CRT-TG stated at this time CRT is still reviewing infamation. 
✓ C stated C's wife does not feel safe because wife is 6 months pregnant. 

C stated when wife is breaking bely hits wheel. 
CRT-TG stated will document in case. 

CRT-TG stated will follow back up 10125. 

Call ended allrupfly. 

Created By: Nicki Barror (10/22/2018 7:55 AM) 
ORTS received the RHR. The RHR was assigned to ARBS Courtney Smith for review. 

✓ g~-;~ ~~=r~~~ither (1011912018 4:00 PM) 

Created By: Timirra Gaither (1011912018 3:52 PM) 
CRT-TG made outbound callto NISSAN OF WESTBURY @S16-935-1812 
CRT-TG spoke with SA-Sheldon R 

CRT-TG gave last 6 of VEH identification number. 
✓ CRT-TG stated backoo 8/28/2018 was the VEH down at the DLR for 10 days. SA-SR stated yes. 

SA-AR stated VEH was there for inspection. 

CRT-TG thanked for help. 
SA-AR stated no problem. 

Call ended mutualy. 

✓ Created By: Timirra Gaither (10117120181 :14 PM) 
CRT-TG sent proof of ownership email and case number/phone number email. 

Created By: Timirra Gaither (10/171201812:05 PM) 

g~+:+~ ~~F~~~• JiJ £ Jj£ &il. ooncem, phone 
CRT-TG VERIFIED mileage and VEH maintenance location: NISSAN OF WESTBURY/15,000 
CRT-TG CHECKED for open recalls/can-c,aigns and found: None 
Previous UNRELATED Case(s) Fomd: nooe 
Previous RELATED Case(s) Found: none 
CRT-TG ADVISED "This cal may be recorded for quality and training purposes.' 

CRT-TG spoke with C's par1ner. 
C stated par1ner wor1<s till late and can not speak on phone while at woot. 

CRT-TG asked C rt had time to speak about case. 
C stated yes. 

CRT-TG stated is Chaving a ooncemwith VEH having multiple repairs. 
C stated yes. 
C stated is pregnant and VEH is having to many concerns. 

CRT-TG stated sorry that is happening toe. 
CRT-TG stated ...,.t is C seeking from NNA. 
C stated woold i ke replacement for VEH. 
C stated is doing a to much. 

✓ CRT-TG stated understandable. 
CRT-TG stated will review tor possible replacement of VEH. 
CRT-TG stated will take up to 10 days. 
CRT-TG stated will follow up with C every 3 days. 
C stated ok. 
C stated will let partner know. 
CRT-TG stated is C having any concerns 'Mth VEH now. 
C stated no picked back up from DLR. 
CRT-TG stated ii send email with case number and phone number to ORT. 
C stated ok can CRT send to her email. 
CRT-TG stated yes. 

CRT-TG stated hopes C has good rest of day. 
C stated same. 

Cati ended mutual y. 

RHR Questions: 
o Why do you want to return the vehicle to Nissan North America? C stated has had to many repairs and wants a new VEH➔ 

o Where is the vehicle currently? VEH is with C 
o Are you currently in a rental vehicle? NO 
o Where was the vehicle purchased? Westbury Nissan 
o Was the vehicle purchased new or used? Used 
o If used, when was the vehicle purchased? 8128/2018 
0 Where is the vehicle serviced? NISSAN OF WESTBURY 
0 Has the vehiae been taken to multiple Nissan dealers or lnfiniti retailers? If so, document names of dealers/retailers. NISSAN OF WESTBURY/ 

c reated By~ Jimirra Gaitbtr ~10116120181:22 Pit 

✓ g~+:+g r.~r:i VM~~ ~o ~t~~ case !iii! k .iated to CRT-TG, provided contact intormation and CRT-TG office ho<rs 
CRT-TG stated that CRT-TG will contact C again by EOB tomorrow10/17. 

✓ Created By: Timirra Gaither (10116120181:20 PM) 

g~t~~ ~~s~~:: ~a; & :au: t Lily and training purposes.-. 

C stated is at WOf1t to call wife a 
CRT-TG stated ok. 

Page 3 of 4 

6/2/2020 



Case: - ~ Salesforce - Unlimited Edition 

Cati ended motual y. 

Created By: Timirra Gaither (10/1512018 1 :59 PM} 

✓ g~~=~~ re:~ VM~~l ~o ~ ts~ .2 ii!! 21 &Jl,ed to CRT-TG, provided contact information and CRT-TG office hours. 
CRT-TG stated that CRT-TGwill oontactC again by EOB tomorrow10/16. 

Created By: Timirra Gaither (10/15/2018 11:31 AM) 

CRT-TG made outoomd call to c, •••• 
CRT-TG stated cal is being recordell""' 1.Juc1my ~"" training purposes. 
CRT-TG stated rte had time to speak about case. 
estated no. 
C stated was notified someone would call around 5. 

✓ CRT-TG stated CRT is only in till 4:30. 
CRT-TG stated is there a better time to reach C. 
C stated yes at 2. 
CRT-TG stated will cal an:xm 2. 
C stated ok. 

Call ended motualy. 

Created By: Timirra Gaitbtr ~101151201s 11:21 AM) 
CRT-TG made outoomd call to NISSAN OF WESTBURY@516-9~ 1812 . 
CRT-TG spoke with SA-Sheldon R. 

CRT-TG gave last 6 of vehicle identification number. 
CRT-TG stated C would like VEH repurchase or Rel)laced by NNA. 
CRT-TG stated has C Ileen in before for concerns with automatic emergency brake system. 
SA.SR stated yes was in on 10/10/218. 
CRT-TG stated were there any repairs made to the VEH at this time. 

✓ SA-SR stated yes the ICC sensor was reprogrammed for C. 
CRT-TG stated was the VEH down at al during this time. 
SA-SR stated no. 
CRT-TG stated is VEH still at DlR. 
SA-SR stated no. 

CRT-TG stated thanks for the help. 
SM-SR stated no problem. 

Call ended motualy. 

✓ g~e;_i;g ~~ T~~;; ~~~~/~~~~ 1i!'~ ,:\IP with portal. 

Created By:~(10I13/2018 4:53 PM} 
-- [CASE SUMMARY]"' -

CRR~ sending case to RCAS for assistance for Multiple repair AllempCs Automatic brealcing system buyback statements initiated 

Created By:~ (10113/2018 4:51 PM} 
CRR~ < VERIFIED> Acoount intonnation including: C's name, home & e-mail address, 
phone numbe< & best contact numbe< 
CRR- JW VERIFIED VEH Information including: VIN #, CUrrent Mileage, Warranty 
CRR- JW CHECKED for open recalls/campaigns and found: 0 
CRR- JW CHECKED for previous UNRELA TEO case(s) and fomd: 0 
CRR- JW CHECKED previous RELATED Case(s) and found: 0 
CRR- JW NOTED concern is: Multiple repair attempCs buyback statements initiated 
CRR- JW received inbol.lld call from C. 

C stated C has 2018 rogue and was giving problems right away 
C states recalibrated the automatic emergency brake system and they did do this even though C did not want this service performed 
C felt like DLRSHP took advantage of C 
C states DLRSHP stated after recalibrating but then the DLRSHP slated the Automatic emergency brake system has to be changed 
C states VEH shuts off and powers off on train tracks 
C states wants to return the VEH and does nol lose any money or credit NNA needs to repurchase 
C states DLRSHP stated brought this issue up to soon but C disagrees 
C states bied to reach DLRSHP multiple times and they kept avoiding C 
C states sales advisor was rich and finance advisor was Eric and general manager of finance department service advisor spoken to was 
C states tire pressure monitoring system is malfunctioning and givilg wrong readings 
C states during the sale DLRSHP rushed C through the entire process and did not discuss important aspects of the sale such as interest rate 
C states DLRSHP pressured C to sign all the paperwor1< once the insurance was approved 
C states now 14 percent interest rate and C is not mad about the actual rate just that DLRSHP misled C 
C states DLRSHP should have Ileen upfront with this and now VEH is unsafe 
C states feels like pregnant girtfriend is in danger and C's life is in danger 
C states has been to DLRSHP three time already physically but has called about 7 or 8 times 
C states would prefer an Altima as a repu-chase option 
C states gives pem,ission for nsima udo to speak on behalf of account and cases and is also on the insurance 
C states dashboard said warning see owne(s manual malfunction is occurring and Chas to shut off and restart to move and it hurts knees and stomach because gir1friend is pregnant 

CRR~ stated PO needed 
CRR.JW sent email and fax # 
CRR- JW asked C tt there was anything else CRR- JW could assist wrth. 

C declined. 

ORR- JW informed C that Case will be trans/erred to a Regional Consumer Allan Specialist ..ro will oontact the C by close of business day 10/15118 regarding C's ooncem. 

C undefstood. 

CRR- JW provided C with agent l~u-­
CRR- JW noting C's best contact ~ 
Cati ended motual y 

Case Categorizations 

Page 4 of 4 

Case Categorizations Help 

Action C.... Categoriution # c.rtego,y Oescrip6on Subcatego<y Description Symptom Oesmption Maj<>< Component C- c.rtego,y D•"' Symptom C- c.tego,y C- Subcategory C- Concern Code 

BRAKES GEN.BRAKECOMPONENT(S) MULTIPlEREPAIR ATTEMPTS 03 10113/2018 YE AO - OA 

Forms FonnsHetp 

No reoords to display 

A Back To Top Atways show me more records per related list 

Copyright© 2000-2020 sales force.com, inc. Al rights rese<ved. [ Privacy Statement [ Security Statement I Terms of Use I 508 Compliance 
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Case: - ~ Salesforce - Unlimited Edition Page 1 of 6 

• '20 • ~ Search... Search Derek Latta Help & Training All Tabs 

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

- Customize Page I Printable Vrew I Help for this Page 

Show Feed 

Case ~""Y I/it! I Case ConYnents J;UJ I c..,.. Categorizations tzl I ,E= llll 

Case Detail 

Account Name 

Contact Email 

Home Pl1one -
Letter Se-nt Date 

Letter Received Date 

Follow Up Date 10/31/2018 

Supporting Documents 

CA Muttiple Repairs 

Social Media Involvement 

Martiz Custome< Id 

Case O#nH location Murfreesboro 

J Reopen Case 11 Clone Closed Case J 

ease 0wne< !Jcourtney Carte< 

Type CA 

Case Origin Phone 

Executive Refenal 

Exee>Received-Oa.te 

Status Closed 

Datelrme Opened 10/16/2018 7:34 AM 

Datetrme Closed 10/31/2018 2:01 PM 

Multiple Repairs No 

Executive Summary 

Texting Status Executive Actions To Resolve 

Case Reopen Count 0 

Description C contacted NNA for buyback review due to muttiple issues and repairs. 

Call Script 

Who contacted u.s? Consumer 

#Vehicles Owned 1 

Vd'liele Purchased New 

Pre-Owned Initial Mileage 

Current Mile- 4,804 

Incident Codes. IIR REQUIRED 

lncidef'lt Date 

Sent to legal 

Accident 

Asbag 

Fire 

IIR lndic.ator 0 

IIROate 

HR 

Vehicle Information 

Vehicle JN8A T2MV9J~ 

Model Year 2018 

Make NISSAN 

Model Line ROGUE 

Model Code 22418 

Dealer Detai l 

ease Servicing Dealer TIM PAHi E NJSSAN SOC JTHTOWNF 
Case Servicing Dealer Region Mountain Region 

Bluetooth 

Related Items 

Responsible District 02 

SharedWrth 

Phone Carrier 

Phone Manufacturer 

Reported From 

Issue Categories 

Approwd Ched< Reques1s $502. 77 

Vehicle Maintained Location Tim Dahle 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 10/16/2018 

RHR C«npleted 10/22/2018 

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 O 

Data Net ✓ 

Datanet Deal« Date 10/17/2018 

Oealff Instructions Cons Affrs Analyst Review 

Requested Dealer Action Please oontact CRT. 

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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Case: - ~ Salesforce - Unlimited Edition 

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: 
JN8AT2~ 

Alexander Rastelli 10/16/2018 7:34 AM 

NNAill, 12/7/2018 9:49 PM 

Created By 

Last Mocfrfied By 

Case Reco<d Type CA Oosed Case 

Days Closed 580 

Action c- NT2A 

What action was taken? 2A Customer Reimbursement - Recall/Campaign 

Agent Comments 

Agent Comments 10/31 Make 2nd attempt 

Agent Next Step 

Go r:Nef reimbursement details 
Sob and get approval fo, check request 
Templates are already in case. 

I Reopen Case 11 Clone Closed Case! 

Case History 

Use< 

10/31/2018 2:01 PM Cgptney Carter 

Action 

Changed Status from Open to Closed. 

Closed. 

Root Cause 

Root Cause Code 

Root Cause Code (2) 

Document ID 

10/30/2018 11 :26 AM 

10/29/2018 5 :17 PM 

10/26/2018 12:09 PM 

Courtney Cartee 
Tondia Joseph 

Cgg;tney Carter 

Changed Follow Up Date from 10/30/2018 to 10/31/2018. 

Changed Follow Up Date from 10/29/2018 to 10/30/2018. 

Changed Follow Up Date from 10/26/2018 to 10/29/2018. 

Shgw ID9ll' • I~ 

Case Comments 

Pubic Conwnent 

Created By~ Courtney Carter (10/31/20181 :50 PM} 
CRT ~oortney Carter is dosing case as no further assistance could be offered at this time. 

-CASE SUMMARY -
C contacted NNA CA regarding a buyback review for irultiple VEH coocems including flashing alarm lights. 
CRT reached out to C fo< RHR questioos. 
CRT sel RHR task to RCAS Justin Jackson.CRT received info from SM Andy Boards answering RHR questions fo< DLR. 
ARBS Amanda Yett reviewed case, and sent to ARBS Korby Clements. 
ARBS KC denied RHR. 

✓ CRT reviewed wi1h TL Amberly Hayes. 
TI. advised to reimburse 1 mooth payment. 
CRT offered I:> C and C accepted offer. 

✓ 

CRT reached out to NMAC fo< payment info: $S07.77. 
CRT confvmed info with C. 
CRT closed case. 
C was content 

- STATEMENT OF DECISION --
CRT ~oortney Carter offered 1 month payment reirnllursemeot of $507. 77. 
C was content 

Created By: Courtney Carter (10/31/20181 :43 PM) 
CRT ~c placed outbound cal to C @ 

CRT ~C advised "This call may be recorded fo, quality and training purposes.' 

CRT ~C received information back from finance department with POP info. 

g~i~g=~~~::~J.Jfjj 
CRT~C verified maifing■■■■■■■■ South Joidan UT,_ 

CRT~C advised C that check can take 2-4 weeb to arrive in mail. 
CRT ~C instructed C to call back if C does not receive check in the mail by the end of that time frame. 

C understood. 
CRT made sure C had direct number and case n<.rnbe<. 

CRT ~c thanked C fo< time. 

Call ended rnutualy. 

✓ Created By: Courtney Carter (10/30/2018 4:25 PM) 
CRT submitted check request 

SCIN 

SCMV 

Page 2 of 6 

Ca-se History Hetp 

Case Conments Help 
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Case: - ~ Salesforce - Unlimited Edition 
✓ created By~ Comtoex Cartee (10/30/2018 4:22 PM} 

CRT~C placed outbound cal to C @-. 
CRT disconnected call as CRT ~ay. 

Created By: Courtney Carter (10/301201811:23 AM) 
✓ CRT ~c placed outbound caD to (' I 

CRT~C left VMXwith name, numbet', case numoe,and follow update 10/31. 

Created By: Courtney Carter (10/301201811:20 AM) 
-GWTemplate.n.--.. 
Customer purchased vehicle: New 
Cooent Mileage: 4000 
OOW Basic O miles/0 months, Powertrain O mileslO months 
VSC: 0 
Previous owned VEH: 1 
Diagnosis: Muttiple repairs and visits 
Primary Failed Part (and part number): 
Warranty Rates: $ 
Service History/last Service Visit: 10125/18 
DLR participatioo: 0 
Total custome< pay at Deale</Retailer: $0 

✓ Related Repair History: 0 
Locatioo of VEH: Customer 
DLR providing loanef VEH: 0 
How many days down at DLR: various 

Vehide Payment 
Details of the reimbtnement: 
C is eligible for 1 moothofvehide payment(s) ONLY. 
Payment $502.77 
Total Amount $502. 77 

=~~RT Coury Cart~=.~":.~. Tl Amberly Hayes 

✓ g,~e;~e~!;.f:!:pg;~'lflS!':~~~1
~~~ total: $502.n 

Created Bv: Jgndja iPl'W b f1012912018 5:20 PM) 
Sr. Planner T J sent email to NMAC to verify C moothly payment. 

Created By: Courtney Cartee (10/261201812:fJS PM) 
CRT ~ourtney Carter (CC) placed outbound caD to C @ 

CRT ~C ADVISED "This call may be recorded for ~ity and training purposes.' 

Page 3 of 6 

Nissan carefulty considered your request and reviewed all available facts pertaining to your specific situation. As a result of this thorough review, Nissan determined we are not in the position to repurchase your vehicle at 
this time. 

If in warranty: 
If you believe Nissan has not satisfadorily addressed the issue with your vehide, you may request further assistance through Auto Line, a special automotive third party complaint resolutioo program in which Nissan 
participates. The Auto Line program is ~ tly operated by the Council of Better Business Bureaus, Inc. and is available to you at no charge. To request assistance, either can the BBB at 1- 800-955-5100 or write 
to the following address: 
BBB Auto Line Dispute Resolutioo Division 

✓ Council of Better Business Bt...-eaus, Inc. 
3033 Wilson Blvd., SUrte 600 M ington, VA 22201-3843 

CRT slated that CRT is able to offer reimbursement fo, a monthly paymen~ however, for the time that the VEH has been down. 

CRT provided BBB number and address. 
CRT asked ff C was manced through NNA Cl( other lender. 
C confirmed. 
CRT advised that CRT would reach out to Con 10/29 to go over reimbursement details. 
Cl.llde<stood. 

CRT and C thanked each other. 
Call ended mutuaBy. 

Created By: Courtney Carter (1012S12018 5:30 PM) 

✓ g~~~~l~~'!;;,<~.::.anc:':.:': m,o j£ £ Ji 10/26. 

✓ g.~e;~.!;;£s;:;;'w,/;;i~w~~/2d~~~~:. PM) 

Created Bv: Ambgty N•Yl'• (10/25/2018 5:24 PM) 
n.-AH approves 1 months vehicle payment rewnbtnement 

Created By~ Korhl/ Gltm:teotn (10/25/2018 11:00 AM) 
ARBS-KC notes based on a good faith review, NNA is not in a position to offer a repurcnase/replacernent of this vehicie. NNA will continue to honor the terms and conditions of all applicable warranties. 

ARBS-KC reconvnends reimbursement of one moothly payment 

Created By: Korby Clements (10/25/201810:58 AM) 
ARBS-KC notes the following repair summary: 

IJ>.Se<Vice: 7f7/18 
State: UT 
Current Mileage: 4,809 
VSC Found: NIA 
Open Campaigns: NIA 
Warranty Cases FOIMld: NIA 
Additiooal CA Cases Found: N/A 
Tech Line Cases Found: NIA 
DTS ln\/<llved: No 

Total days down: 16 
Days down within 12 mooths from in-service date: 16 

1 visit for tires and steerintJ lodcing up 
- 1 Replaced BCM 

1 visit for rear hatch foot swipe inop 
- 1 replaced loot swipe sensor 

1 visit for brakes locking up then releasilg 
- 1 reprogrammed laser radar cootrol l.llit 

Created Bv: Korby GleroePl• (10/2512018 10:54 AM) 
ARBS-KC piaced outbo<lld call to DLR at (801) 495-3800 spo«e with SA-Steve. 
SA-Steve read RO and stated concern is with veh brakilg on C. 
SA-Steve stated no codes were found but there was a bulletin for the FEB. 
SA-Steve stated DLR reprogramming laser radar cootrol and veh was completed on 10/17/18. 
SA-Steve stated C did not leel safe picking up veh, SA-Steve agreed to let C keep loaner for a day or 2 extra. 
SA-Steve stated C finally picked up veh this moming 10/25/18. 
SA-Steve stated bel.e'Ves that C has buyers remorse about veh. 
ARBS-KC l.llde<stood and thanked SA-Sieve. 
Call ended mutuaBy. 

Created By~ Korhl/ Gleroeotn (10/24/2018 3:03 PM) 
ARBS-KC placed outbo<lld call to DLR at (801) 495-3800 and was advised by Receptionist-Aries that C was notified and will be picking up veh tomooow 10/25/18. 

6/2/2020 



Case: - ~ Salesforce - Unlimited Edition 
ARBS-KC oodefstood but had additiooal questions, Receptionist-Aries sent to VXM for SA-Steve. 
ARBS-KC requested cal back with verification of days down for veh. 

Created By: Korby Clements (10/2312018 4:39 PM) 
ARBS-KC pjaced outbollld call to DLR at (801) 495-3800 and was advised SA-Steve is currently with a customer and unable to -er call. 
ARBS-KC provided name and call back #. 

Created By: Amanda Yett (10/23120181 :55 PM) 
ARBS-AY notes the falowing RHR summary: 

Veh purchased: new 
Open campaigns: none 
Additiooal cases lound:--DPIC;- -DPIC 
Tech line case found:~ 
DTS involved: none 
VSC lound: none 
State: UT 
lr>-SefVice Date: 7f7118 

1 visit and 1 repair for tires lock up/steering wheel locks up/brakes lock up at 35 mph 
- 1st visit: replaced BCM @ 2,206 miles 
-2nd visit reprogram laser/radar control untt@4,809 miles 

1 visit and no repairs for auise control inop 
- 1st visit: no problem lound@4,710 miles 

1 visit and 1 repair for rear hatch foot swipe is inop 
- 1st visit: reprogram lase.-/radar oontrol ooit@ 4,809 miles 

Total Days down: 28 (and counting) 

Created Bv: Amanda Yett (10/23120181:55 PM) 
ARBS-A Y assisting ARBS-KC. 
ARBS-A y notes the falowing: 

=~@ 7 miles ~ .. 6 days down 

1. Con-c,lete PC626 ROGUE OWNERS MANUAL PRO PL T 
1. COOl)leted 

~~~8@2,206 miles ~ ... 8 days down., 

1. Coming off the freeway the tires lock ed up and steering wheel felt like tt was starmg to loci< up also. 
Action: 
1. Repjaced BCM 

~~~:18@4,710 miles ~ .. 6daysdown 

1. Check auise oontrol 
2. Veh rear hatch foot swipe is inop most of the time 
Action: 
1. No problem fotlld. 
2. Repjaced fool swipe senso,. 

111/16/2018 @4,809 miles ~ .. OPEN (8 days and counting) 
Concern: 
1. While driving at 35 lr4)ll, brakes lock up. 
Action: 
1. Rel)(0Qram lase</radar oontrol lrit 

Created By: Nicki Barror (10/2312018 7:26 AM) 
ORTS received the RHR. The RHR was assigned to ARBS Korby Clements for review 

Created By: Courtney Carter (10/22/2018 5:43 PM) 

✓ g~~~~l~~:;,<~~'.anc::a:i .:Car,o fa! £&l 11112s. 

Create<I By: Ju3lio Jackson (1012212018 4:05 PM) 
✓ RCAS-JJ received email from DLR SM stated that RO- Yeh was down for 8 days. 

SM stated tllat for the current concerns SM has no curffllnll!ll!,tes. 

Created By: Courtney Carter (10118/201810:41 AMI 
CRT received email from SM Andy Boards Illa! is very specific RHR answera, so CRT is gor,g to post email. This was an email SM originally sent to RCAS SG. 

1-Been in 5 times for repairs 

Page 4 of 6 

2-07114118 RO - The tire light was on, so we reset lire Pre....-e Sensors. 08/24/18 RO - Customer stated tires locking up coming off freeway and steering wheel feeling like locking up so we installed 
Body Control ~ C1 B03. 09/21118 RO - Custome, had ~aints ofTrun~ by button or with swiping loot, ac/heater blower Ian stopped W01iling, and hard time accelerating. We ordered 
a Rear sensor for Trunk concern but ooold not duplica~concems at that time. 10/10/18 R~ We installed rear Trook sensor. Customef complained about poor fuel mileage and cruise control not working. 

✓ We could not duplicate cruise inop and Fuel mileage was getting normall 26.8 MPG. 111/16/18 R~ car is still here and customer is saying at ~ brakes lock up. We have performed a TSB BuRetin NTB18-
041 to reprogram laser/radar oontrol ooit and test drove with no concern lound of brakes locking up. 
~ Yes the car is here and they are in a loaner 
4-34 days out of service as of today 
5-YesonRO -
~ not tllat I of. 

Thank you- tllis car might have sometlling i ke a ground issue Illa! DTS might need to inspect or customer might be a little paranoid from Body control module repai' for I did talk to them myself at Illa! time. 

Created By: Justin Jacl<son (10/181201810:20 AM) 
✓ RCAS-JJ pjaced email to DLR as4<ing for updates on RO­

RCAS-JJ asl<ed for accounting copies witll limestamps. 

Created By: Courtney Cart« (10/1712018 6:01 PM} 
CRT received inbound call from C. 
CRT ~C ADVISED "This call may be reCO<ded for quality and training purposes.• 
CRT ~c CHECKED for open recalls/campaigns and tound: None 
CRT~C UNRELATEDCase(s) Found: None 
Previous RELATED Case(s) Found: None 

CRT ~c VERIFIED C's name, home & email address. 
CRT ~C asl<ed for current mileage: 4000 
CRT ~C asl<ed for mileage at time of purchase: 
CRT-CC informed C of open recalls/~ns: Yes, there are none. 
CRT ~c verified C's concern. 

C stated Illa! issues started the first day C purchased VEH. 
C stated that issues continue to happen even after the 1st '#eek. 
C stated Illa! C was driving with pet and comr,g to a slop, tile VEH just slammed on brakes and lights started flashing. 
C stopped and tl1en started again. 
C made an 81)p()intment after Illa!, and DLR held for a week. 
C stated Illa! DLR had to O<der a part. 
C has now been traumatized from experience and is afraid that concern will happen again. 
C stated Illa! a few weeks later be the VEH wasni feeling as VEH was driving p,openy. 
C stated Illa! tile out senso, for back door had to be replaced as well. 
C just picked up from DLR fo, tllal 
C stated tt was WOO<ilg greal 
C stated then tt just al of a sudden locked up on C and C was done. 

CRT~C explained tile RHR process, tt may take about 10days, CRT~Cwil follow up with C every 3 days and tt is not guaranteed Illa! NNA will repjace/ repurchase C's VEH, but CRT~C is mo,e tllan happy to start tile 
RHR process for C which wil be a review based on C's state's lemon laws. 

C stated Illa! ij tt is not 

C oodefstood and agreed to start tile RHR process. 
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Case: - ~ Salesforce - Unlimited Edition 
Why do you want to retool tile -.ellide to Nissan Nof1h America? 

o C is traumatized from experience from VE.H. C does not feel safe. 
Where is the vehicle currentty? 

0 With DLRSHP. DlR does want to drive. C stated C does not want to pick up VEH till matter is resolved. 
Where was the vehicle purchased? 

0 Tim Dahle Nissan 
Was the vehicle purchased new°' used? 

o New 
If used, wtien was the vehicle purchased? 
\Nhere is the vehicle serviced? 

0 Tim Dahle Nissan 

Page 5 of 6 

Has the vehide been taken to multiple Nissan dealers or lnfiniti retailers? If so, document names of dealers/retailers? 
o None. 

Is C currently in a loaner vehicle? 
o Yes. 
C stated that C is having a hard time driving loane<. 
C also stated that if VEH is not rep<M<hased, C would go to media. 

CRT advised that CRT would reach back out to C on 10122. 

C -ed if there was anything else C needed to do in the meantime. 
CRT advised to just continue to WOO( with DLR. 

C stated that no one there has contacted C back but mechanic. 
CRT advised that CRT would try to have DLR reach out to C as welL 

C thanked CRT. 

CRT confvmed C had numller. 

C stated that C would not be able to resell or trade VEH if repairs are not made. 
CRT advised that CRT would do everything possil)je to help C. 

CRT and C thanked each otller. 
Call ended mutualy. 

✓ Created By: Courtney Carte< (10/1712018 1:01 PM) 
- CRT-Courtney Carter able to Datanet case._._ 

Created By: Courtney Carte< (10/1712018 12:58 PM) 

✓ g~~~~1~J~:;,<~~.anc:':.:1 .::,c~.J IS£ 22 , u/18. 

Created By~ Courtney Carter (10/1712018 12:54 PM} 
CRT .Courtney Carter placed outbound call to TIM DAHLE NISSAN SOUTHTOWNE@ 801-495-3800. 

✓ CRT asked to speak to SM or SA. 
CRT left VMX for SM to fwd answe<s to RCAS email to CRT's email . 
CRT left callback numller. 

Created By~ Sara Gadom:sld (10/16/2018 3:18 PM) 
✓ RCAS-SG emailed Tun Dahle Nissan Southtowne SM-Andy Borde<s. 

RCAS-SG asked for further details regarding VEH concerns. 
RCAS-SG asked RHR DLR questions. 

Created By~ Alexamkf BattlelJi <10/1612018 7:57 AM} 
- CASE SUMMARY -

C stated C is lUlhappy with VEH and wants VEH bought back 

CRR-AR informed C RCAS will contact them by end of next business day 
CRR-AR escalating Case to RCAS 

Created By~ AleJOwkt Ba3telli <10/1612018 7:57 AM} 
CRR-AR VERIAED Account information including: C's name, home & e-mail address, 
phone numbef & best contact numbef 
CRR-AR VERIAED VEH Information including: VIN#, Current Mieage, Warranty & Se<vice History 
CRR-AR CHECKED for open recalls/campaigns and fomd: 0 
CRR-AR CHECKED for previous UNRELATED Case(s) and found: 0 
CRR-AR CHECKED previous RELATED Case(s) and found: 0 
CRR-AR NOTED concern is: Lemon Law 

CRR-AR re<eived inbound cal from C 

C stated C is 11"'-Y with VEH due to varying problems 
C stated C feels unsafe in VEH 

CRR-AR asked C what tile VEH issues were 

C stated that VEH brakes will freeze up in middle of road 
C stated this has happened 2 times already 
C stated that there have been varyilg other issues such as a-uise control oot working 

CRR-AR -ed C how often C has been to DLRSHP 

C stated at least 3 times for these issues 

CRR-AR -ed C what NNA could do for C 

C stated C would like NNA top buy VEH back 

CRR-AR informed C that RCAS will contact them by end of next business in regards to this issue 

C understood 
C stated that DLRSHP MAINT department has been a great help but is unhappy with tile SLSP 
C stated SLSP did not show C anything about the VEH 
C stated SLSP has called multiple times for a survey to be completed so SLSP can get a bonus 
C stated SLSP name is Tommy 

CRR-AR informed C that this issue will be added to case notes and escalated as wel 
CRR-AR asked C if thefe was anything else CRR-AR coold aS&st with. 

Cdeclined. 

CRR-AR provided C with agent ID and case number 

C understood 

Call ended mutualy. 
Best Conta 

Case Categorizations 

Action ~ ~ # Cat"90'YOescription 

NISSAN PROOUCT 
INQUIRIES 

INSlRUMENTATION 

Forms 

Subc.ltego<y Description Symptom Description 

ROGUE 

WARNING DISPlAY 

GENERAL INQUIRY 

POOR OR IMPROPER 
OPERATION 

Case Categorizations Hetp 

Major Component Code Calegofy Date Symptom Code CateQCM"Y Code Subcategory Code Concern Code 

OF 10/16/2018 ZR l>Z. - OF 

11 10131/2018 YX AT - OA 

FonnsHelp 
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Case: - ~ Salesforce - Unlimited Edition Page 1 of 5 

• '20 • ~ Search... Search Derek Latta Help & Training All Tabs 

Home Accounts Ideas Dealer Locator Literature Requests Console Cases Home Reports Dashboards Articles Profile Feed Profile overview 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 1117/2018 

Supporting Documents 

CA Muttiple Repairs 

Social Media Involvement 

Martiz Custome< Id 

Case O#nH location Murfreesboro 

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

J Reopen Case 11 Clone Closed Case J 

C....Owne< 

Type 
- •chary Adams 
TS 

Case Origin Data load 

Executive Refenal 

Exee>Received-Oa.te 

Status Closed 

Datelrme Opened 10/16/2018 7:43 PM 

Datetrme Closed 1117/2018 11 :05 AM 

Multiple Repairs No 

Executive Summary 

Texting Status Executive Actions To Resolve 

Case Reopen Count 0 

Description Forward Emergency BrakflQ - Poor/improper operation 

Call Script 

Who contacted u.s? Consumer 

#Vehicles Owned 1 

Vd'liele Purchased New 

Pre-Owned Initial Mileage 

Current Mike- 12,155 

Incident Codes . IIR REQUIRED 

lncidef'lt Date 

Sent to legal 

Accident 

Asbag 

Fire 

IIR lndic.ator 0 

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 

Vehicle Maintained Location SMITHTOWN NISSAN 

Previous Repai.r Date 1012612018 

Previous Repair Location SMITHTOWN NISSAN 

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 ✓ 

Oatanet Deal« Date 10/17/2018 

Dealff Instructions Service Oepl Review 

Requested Dealer Action re-ne'W 

Bluetooth Ticket Status 

Phone Model 

Phone Operating System 

Goodwill Offered 

VCAH 

Goodwill Processed O 

Vehicle Service Contract 

VSC Reprint Request Email 
.J 
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Case: - ~ Salesforce - Unlimited Edition 

Sales & Service Campaign Specific Information 

Hot Alert Date 

LS Response rime 

Vert>atims 

Alert Trigger Verbatim B2490Z, Brake Operation - OttlerlNone of the above, OF 

Page 2 of 5 
Contact Name 

HomePhone -

WO<l<Phone -
Mobile Phone 

Email 

Attemate Email 

Vehicle brakes oo railroad tracks and tries to lock onto tllem. A warning message pops up when tt is happening. tt happens no matter the speed. When brought to Nissan, I was told tt was 
probable the folward emergency braking system. Although they know what tt is, tlley are reluctant to fix tile problem or rei,lace the vehicle. The chanoes of me leasing anotller Nissan are 
extremely unlikely. 

Survey Verbatim Improvements to Vehicle 
The problem should Ile resolVed or the vehicle shook! be rei,laced. It is extremely unsafe that this occurs ON TOP OF the railroad tracks. I have seen tllat tt '-'8 to tllousands of other 
costumers and little is being done about it This technological feature is not worth a life being losl I do not feel safe driving this vehide and have expressed that Nissan oonsumer affairs as 
well as the dealership several times. 

NPSReasons 
My vehicle stops oo the railroad tracks and tries to lock onto tllem and Nissan is not attempting to fix tile problem. I 'M)Uld not want my friends or family put in tllis unsafe oooditioo. I would 
ad\lise them to get a car that is not known for this. 

Dealer Action Histocy 

NNA Notes 

Customer Conversation Notes 

DTS Inspection 

OTS Inspection Date DTS Inspection Date Confirmed? 

OTS Request Type Notes foe OTS (Vehicle Concerns) 

Inspection Time/Notes Appointment Time: 

Notes to Agent 

System Information 

Subject CUSTOMER:- PHONE:- VIN: 
SN1AT2MV6~ 

Created By mIL, 10/16/2018 7:43 PM 

Last Modified By NNAfil. 12/8/2018 10:19 PM 

Case Reco<d Type CA Oosed Case 

Days Closed 573 

Action Code NT1A 

What action was taken? 1A Repaired - Under Warranty 

Agent Comments 

Agent Comments FU by COB 1117, LVM 

Root Cause 

Root Cause Code 

Root Cause Code (2) 

Document ID 

SCNT 

VEH is repaired with new distance sensor and so far no more ooexpected operation but customer wants 1 more follow up call. 

Just oopy and past closing statement ij VEH stil good: 

..-.-.. --.---CASE SUMMARY-----
• Customer Concern: C contacted NNA CA regarding Vehicle concerns with ooexpected FEB operation over train tracks on River Road that are near C's home address . 
• Agent actions: TCS-Zachary Adams reviewed case with TL-Paula Neal, SM-Mike Scanlon, SA-Kim Roman, PM-Doo Gleason. 
• customer purchased Vehicle: New 
• Current mileage: 12, 155 
• <:XYoN Basic O montlls/0 miles, P~ Train O montlls/0 miles 
• VSC: Nooe 
• Last service visit 10/26/2018 
• Previous owned VEH: Nooe 
• Total cost of repair. NJ~ covered underFW. 
- ----STATEMENT Of DECISION.,._...,.....,.....,...__,.. 
TC~Zachary Adams is closing case as no further assistance can be offered at this time: DLR replaced distance sensor l.Ull:ler NTB18041a and VEH is no longer experiencing unexpected ~~------....... ----

Case History 

Date 

11/7/201811:0SAM 

11/7/201811:00AM 

11/7/2018 11:00 AM 

Agef'lt Next Step 

User 

Vance Walden 

Vance Walden 

Vance Walden 

Show more • I Go to fist • 

Case Comments 

Pubic Conwnent 

I Reopen Case I ! Clone Closed easel 

Action 

Changed Status from Open to Closed. 

Closed. 

Changed case Owner from Vance Walden to Zachary Adams. 

Changed Subject from Qualtty Connection Folow Up to CUSTOMER: 

Changed Description. 

✓ Created By: Vance Walden (11/7/201811:64 AMI 
..,..__..,... _ ____ CASE SUMMARY ........._ ___ "'----

• Customer Conoem: C contacted NNA CA regarding Vehicle ooocems with FEB operatioo. 
• Agent actions: TCS-ZA coordinated with DLR for C to come in for diagnosis. 
• Custome< purchased Vehicle: New 
• Current mileage: 12, 155 
• <:XYoN Basic O months/0 miles, Powe< Train O mooths/0 miles 
• VSC: Nooe 
• Last service visit: 10/28/2018 
• Previous owned VEH: Nooe 
• Total oost of repair: NIA 

PHONE:- VIN: SN1AT2MV6H<alllll 

C stated there are railroad tracks beside C's house that C will no longer drive over as those tracks will typically active tile FEB system unexpectedly. 
C stated every time this occurs a-,er tl1ose railroad tracks VEH will slow. 
C stated there is a warning on the dash that comes on and off quicldy. 

Case History Help 

Case Comments Help 
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Case: - ~ Salesforce - Unlimited Edition 
C stated there is a warning chime/beep sometines. 
TCS also explained C's related hisrory appears to be prio( to release of NTB18041a but would stiU like official diagnosis of C's concern to ensure proper update for C's VEH. 
SM-Mike Scanlon advised C needs distance sensor. 

•----•------STATEMENT OF DECISION._..._._.......__.__. 

TCS-VW asked tt C feels C's concern have been resolve after most repair. 
C stated thal everything seems fine so far. 
TCS is closilg case as no further assistance can be offered at this time. 

Created By: Vance Walden (1117/201811:00 AM) 
Quality Connection Hot Alert 

Created By: Vance Walden (11171201810:57 AM) 

ig~-;;:;:;i:;~a 11£ Zill ii£ t IL & I dk §£ to being ooo this week-
Tcs asked tt C feels C's concern have been resolve after most repair. 

✓ C stated that everything seems fine so far. 
C stated tt anything else happens that C would contact NIS back. 
TCS ad<nowledged and advised C to contact TCS-ZA back tt C experiences any other concerns. 
C understood. 

Call ended mutualy 

Created By: Vance Walden (111512018 3:22 PM) 
TCS-VW oontacted C @ ..... 

✓ TCS left VMX advising l.. mat I l..~ nas taKen over L; s case ror I CS-ZA. 
TCS advised C to oontact TCS back@ 6152234668 to verify C's concern are reso«e after most repair. 
TCS advised C that TCS would follow up by COB Wednesday 1117. 

Created By: Zachary Adams (10129/2018 2:50 PM} 

ig~-=:,ryc~~~ti=:s C:~!~C:\1~ !JEZ ti CL. 
C stated DLR called C and already repaired distance senSO<. 
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✓ C stated has picked VEH up and so far no more ooncerns but would like to maybe drive VEH another week and have one more falow up from TCS to verify this pattern of no more unexpected FEB operation oontinues. 

TCS stated happy to check back in 1 week. 

TCS notes review of schedules with C and confinned next follow up 1115 and per C request would try for a late afternoon call. 

Call ended mutual y. 

✓ ih~~c~:~ 7:;f:,;';;" Ja:1' ~~~:~t~OJ AMI and left VMX with case number, direct fine and request for call back. 

Created Bv: Zachacy Adams (1012912018 7:05 AMI 
✓ TCS-Zachary Adams notes email from P~ Gleason: 

Part has arrived. 

Created By: Zachary Adams (10126/20181:54 PM} 
✓ TCS-Zachary Adams notes email to PM-Don Gleason that CC'd SM-Mike Scanlon and TL-Paula Neal: 

Checking in for update. 

Created By: Zachary Adams (10126/2018 7:23 AM) 
✓ TCS-Zachary Adams notes email from P~ Gleason from Thursday 10/2512018 3:09 PM: 

part should have shipped today for tomorrow defivery. 

Created By: Zachary Adams (1012512018 2:51 PM} 
TCS-Zachary Adams notes inbound call from C @•■■■I 
TCS verified C's name; that ~ was a good time to aescuss (..; s case. 

C stated did make appointment from DLR and that DLR is O<de<ing a sensor for C but part is back O<dered. 

✓ TCS stated would be happy to WOf1c with DLR parts department to help expedite order for C. 

C thanked TCS. 

TCS notes review of schedules with C and confinned next follow up 10/29. 

Call ended mutual y. 

Created Bv: Zachacy Adams (1012512018 2:42 PM} 
TCS-Zachary Adams notes email to PM-Don Gleason that CC'd SM-Mike Scanlon and TL-Paula Neal: 

✓ PM please provide the following inlormatioo for R~ 

-Part number. 
-Nissan O<der number (not DLR reference number): 
-Confirmation order has been expedited to CSC already: 

✓ Created By: Zachary Adams (10/2512018 2:39 PM) 
TCS-Zachary Adams placed outbound call to C @ and left VMX with case number, direct fine and request for call back. 

✓ Created By: Zachary Adams (1012512018 8:59 AM) 
TCS-Zachary Adams notes VMX from C@- requesting call back at same number and between 3:30 PM and 4:30 PM C's time this week-

Created By: Zachary Adams (1012512018 7:11 AM) 
✓ TCS-Zachary Adams notes email from SM-Mike Scanlon that CC'd PM-Don Gleason: 

C has case with NNA and RO number is 500512. 

✓ ih~~c~:~ 2,:!:;' :.:.i~~:~ ;~ ~Ml and left VMX with case number, direct i ne and request for call back. 

✓ 

Created By: Zachary Adams (101241201811:31 AM) 
TCS-Zachary Adams notes email to SM-Mike Scanlon that CC'd TL-Paula Neal: 

SM please fo<ward this email to the acting parts manager for dealer and keep TCS copied please. 

Please provide the following so TCS can help expedtte this part please: 
-Part number. 
-Nissan order lllJIWer (not DLR reference number): 
-Confirmation O<der has been expedited to CSC already: 

Created By: Zachary Adams (101241201811 :27 AM) 
✓ TCS-Zachary Adams notes email from SM-Mike Scanlon: 

C needs distance sensor and Chas been advised but part is on back order. 

Created By~ Zachary Adam (10/2412018 7~25 AM) 
✓ TCS-Zachary Adams notes VMX from C@ requesting call back at same number and this week that will be roughly 3:15 PM C's time. 

TCS notes per previous instruction from C will cal late in evening afte, C off wonc. 
✓ Created By: Zachary Adams (10/23/20181:19 PM) 

TCS-Zachary Adams placed outbound call to Smithtown Nissan@(631) 361-9696 and asked to speak with SM-Mike Scanlon. 

TCS explained C can do a 10/23 evening drop off fo, a 10/24 diagnosis. 

SM oonfrmed yes and loaner should not be a problem. 
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Case: - ~ Salesforce - Unlimited Edition 

TCS also explained C's related hisrory appears to be prio( to release of NTB18041a but would stiU like official diagnosis of C's concern to ensure proper update for C's VEH. 

SM stated understood. 

TCS explained C's report of FEB system activation on railroad tracks near C's address. 

Page 4 of 5 

SM stated would have a Tech drive VEH to railroad tracks to try and verify and familiar with these rail road tracks oo fiver road which is near C's address and SM has duplicated this type of coocern before on those 
railroad tracks near fiver road but happy to do so again. 

Cati ended motual y. 

✓ Created By: Zachary Adams (10/23/20181 :10 PM) 
TCS-Zachary Adams placed outbound call to C and left VMX with case number, direct fine and request for call back. 

Created By: Zachary Adams (10123/2018 7:30 AM) 
✓ TCS-Zachary Adams notes VMX from C @- requesting call back at same numbe<. 

TCS notes per previous instruction from C will cal late in evening after C off wor1<. 

Created By: Zachary Adams (10122/2018 2:09 PM) 
✓ TCS-Zachary Adams placed outbound call to C @!■■■■I and left VMX with case number, direct i ne and request for call back and that TCS had C set up for 10/23 drop off at Smithtown Nissan with a 10124 

diagn0$s date. 

Created By: Zachary Adams (10/2212018 2:07 PM) 
TCS-Zachary Adams placed outbound call to Smithtown Nissan@(631 I 361-9696 and asked to speak with SM-Mike Scanlon but not availabre so spoke with SA-Kim Roman. 

TCS explained C can do a 10/23 evening drop off fo, a 10/24 diagnosis but would need a 1 day loaner. 

✓ SA stated DlR can acconvnodate. 

TCS also explained C's related histo,y appears to be prio( to release of NTB18041a but would stil like official diagnosis of C's concern to ensure proper update fo, C's VEH. 

Call ended motualy. 

Created Bv: Zachary Adams (10/1912018 2:51 PM) 
TCS-Zachary Adams notes email to SM-Mike Scanlon that CC'd TL-Paula Neal: 

✓ CUstocner can do a 10/23 evening drop oil fo, a 10/24 diagnosis but would need a 1 day loaner. Can DLR make this wal<? 

Custocnerhas had multiple CA cases and even a OTS visit on reQO(d for this unexpected FEB operation coocem poor to the release of this NTB18041a. 

Created By: Zachary Adams (10/1912018 2:46 PM) 

i g~-=!,ryc~~= =~=J';! £j££ @j Ca:~~= ~ss~~=~ss and the year make and modef ofVEH. 

TCS stated wanted to take a minute at the beginning of the call to explain TCS purpose for cootacting C today. 

TCS stated: Calling on behalf of the Nissan and/o, lnfiniti Engineering offices regarding C's recent st.rVey response of VEH conoem and trying to gather a little more information about C's answers. 

C stated ok willing to further discuss with TCS. 

TCS notes year and model of VEH: C stated 2017 Rogue 
TCS VERIFIED VEH Info including: CllTent Mileage: 11,000 
TCS CHECKED for open recalls/campaigns and found: 0 

TCS asked C to elaborate on C's conoem. 
✓ C stated there are rai~oad tracks beside C's house that C will no longer drive over as those tracks will typically active the FEB system unexpectedly. 

C stated every lime this occurs over those railroad tracks VEH will slow. 
C stated there is a warning on the dash that =s on and off quickly. 
C stated there is a warning chime/beep sometimes. 
C stated has driven over other rail road tracfts i'l town without this happening. 
C stated took to Nissan DLR 4 times and tad cannot duplicate the coooem and send C away without repair and OTS couldn't even help. 
TCS Apojogized and empathized with C. 

TCS asked name of DLR most oonvenient to C and if and when C willing to go for official diagnosis of concerns. 
C stated Smithtown Nissan. 

TCS offered to help schedule diagnosis and that TCS commonicates with DLR during this process. 
C stated could do a 10/23 evening drop oil for a 10/24 diagnosis but would need a 1 day loaner. 

TCS coofirmed would lollow up 10/22/2018 in evening if possible. 
Cati ended motual y. 

✓ Created By: Zachary Adams (10/1812018 3:27 PM) 
TCS-Zachary Adams placed outbound call to C @ 

✓ Created By: Zachary Adams (10/18/2018 3:26 PM) 
---Ptease disregard the previous case ccwnmenr-

✓ Created By: Zachary Adams (10/18/2018 3:25 PM) 
TCS-Zachary Adams placed outbound call to C @ 

Created By: Zachary Adams (10/1812018 3:24 PM) 
✓ TCS-Zachary Adams placed outbound call to C @ 

TCS notes more info needed-smley emai senl 

Created By: Zachary Adams (10/1812018 9:36 AM) 
✓ TCS-Zachary Adams notes email from S~ichael Scanlon: 

Understood. 

and notes ooabie to leave VMX due to: Continuous ringing. 

and left VMX with case number, direct i ne and request for call back. 

and left VMX with case number, direct i ne and request for call back. 

✓ ih~~c~:~ 7.:J!:!" Ja':.ims ~~~:~ ~2~~=~ Scanlon @51~98-5222 and that email sent, TCS name, case number, and request for call o, ernai back. 

Created Bv: 7achary Adams (10/171201812:28 PM) 
TCS-Zachary Adams notes email to SM-Mike Scanlon that CC'd TL-Paula Neal: 

✓ Ove< the next 2-3 business days TCS wil attempt to reach out to this custocner to refer to dealer for official diagnosis of the following conoems: 
-Under catego,y of brake operation customer advised VEH brakes oo railroad tracks and bies to lock onto them and warning message occurs and C tad FEB system probably. 

Please reply back to this email to verify dealer received. 

Created Bv: 7achary Adams (10/171201811:42 AMI 
TCS-Zachary Adams received case for handling as a result of OCS survey response from C and copied w,vey notes below: 

B2490Z, B<ake Operation - Other/None of the above, OF 
Vehicle brakes on railroad tracks and bies to lock onto them. A warning message pops up when it is happening. It happens no matte< the speed. When brought to Nissan, I was tad it was probable the forward emergency 
braking system. Although they know what tt is, they are reluctant to fix the proolem or replace the vehicle. The chances of me leasing another Nissan are extremely ..-.likely. 
Survey Ve<batim l~ts to Vehicle 
The problem should be resooed or the vehicle should be replaoed. It is extremely unsafe that this occurs ON TOP OF the railroad tracks. I have seen that tt happens to thousands of other costumers and little is being 

✓ done about it. This technological feature is not worth a life being lost. I do not feel sale driving this vehicle and have expressed thal Nissan coosume< affan as well as the deale<sllip several times. 

NPSReasons 
My vehicle stops on the railroad tracks and tries to lock onto them and Nissan is not attempting to fix the problem. I would not want my mends or family put in this unsafe condition. I would acMse them to get a car that is 
not known k>r this. 

TCS checked for open/related previous CA cases and found: None 

ig~ =~ :~re~~~~:...:J !Mk it! 
✓ ih~~c~:~ 7.:J:!" .!r.-:.o:.i\:.:.112018 11 :29 AMI 
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Case: - ~ Salesforce - Unlimited Edition 
Case Categorizations 

Action ~ ~ # Catego,y Description Subca>ego,y Description 

Forms 

No records to display 

INTERIOR 
ELECTRICAL 

FORWARD E'-£RGENCY 
BRAKING (FEB) 

Symptom Description 

POOR OR IMPROPER 
OPERATION 

Page 5 of 5 
Case Categorizacons Help 

Major Component Code Category Date Symptom Code Category Code Subcategory Code Concern Code 

26 1117/2018 YX AV - OA 

Forms Help 

A Back To Top 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 
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Case: - ~ Salesforce - Unlimited Edition Page 1 of 6 

• '20 • ~ Search... Search Derek Latta Help & Training All Tabs 

Home Accounts Ideas Dealer Locator Literature Requests Console Cases Home Reports Dashboards Articles Profile Feed Profile overview 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 

Supporting Documents 

CA Muttiple Repairs 

Social Media Involvement 

Martiz Custome< Id 

Case O#nH location 

Texting Status 

Case Reopen Count 

-
1115/2018 

✓ 

Murfreesboro 

0 

Customize Page I Printable Vrew I Help for this Page 

Case ~""Y I/it! I Case ConYnents 1im I c..,.. Categorizations W I ,E= llll 

J Reopen Case 11 Clone Closed Case J 

C....Owne< • TondiaJo~ 

Type Soci~ SA 

Case Origin Facebool< 

Executive Refenal 

Exee>Received-Oa.te 

Status Closed 

OatelTme Opened 10/18/2018 10:57 AM 

Oate/Tme C1osed 11/S/2018 8:07 AM 

Multiple Repairs No 

Executive Summary 

Executive Actions To Resolve 

Description SMS doning and escalating case as C has retumed with same ooncems. C is looking for assistance with distance sensor malfunction and RHR 

Call Script 

Who contacted u.s? Consumer 

#Vehicles Owned 2 

Vd'liele Purchased New 

Pre-Owned Initial Mileage 

Current Mile- 14,385 

Incident Codes . IIR REQUIRED 

lncidef'lt Date 

Sent to legal 

Accident 

Asbag 

Fire 

IIR lndic.ator 0 

IIROate 

HR 

Vehicle Information 

Vehicle SN1AT2MT4J• 

Model Year 2018 

Make NISSAN 

Model Line ROGUE 

Model Code 22318 

Dealer Detail 

ease Servicing Dealer NISSAN SOI ITH 
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 

Vehicle Maintained Location NISSAN SOUTH 

Previous Repai.r Date 

Previous Repair Location 

Related Vehicle Make Nissan 

XTIME Appointment Numb« 

Rollowf' 

Property Damage 

Injury letter 

Nootber Injured 0 

RHR Started 10/30/2018 

RHR C«npleted 10/30/2018 

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 O 

Oat.a Net ✓ 

Oatanet Deal« Date 10/19/2018 

Oealff Instructions Service Oepl Review 

Requested Dealer Action please review and advise. C has multiple issues with same ooncem. 

Bluetooth Ticket Status 

Phone Model 

Phone Operating System 

Goodwill Offered 

VCAH 

Goodwill Processed O 

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: 5N1AT2MT4J<alllll Root Cause 

Created By ~ . 10/18/2018 10:57 AM Root Cause Code SNOS 

Last Modified By ~ 12/8/2018 10:21 PM 

Case Reco<d Type CA Oosed Case 

Days Closed 575 

Action Code NT 4C 

What action was taken? 4C Unable to Contact Customer 

Agent Comments 

Agent Comments RC= placed outbound call to C ®11!!!111!!11 
~~. ADVISEf ~s call "'!!.be recoroeo 1~!!~ and ~ng ~rposes: 

Root Cause Code (2) 

Document ID 

RCAS-85 stated that a decision has been made in regards to the review fOf a possible repurchase or replacement of C's VEH. 
RCAS-85 advised that NNA has reviewed C's repair history of the VEH in accordance with C's state's laws. 
RC~S stated that at this time NNA is not in the position to repurchase o, replace C's VEH. 
RC= stated that NNA wil cooooue to honor arry and all applicable warranties oo C's VEH. 
RC= stated that a formal letter will be sent to C with this decision with the BBB information. 

Offer ECW to C lor the distance sensor to extend the warranty to 100,000 miles oc 7 years. 

Case History 

Date 

11/5/2018 8:07 AM 

11/5/2018 8:07 AM 

Agent Next Step 

11/2/2018 10:51 AM 

Show more • I~ 

Case Comments 

Pubic Comment 

Use, 

Barbara Strobel 

Barbara Strebel 

Barbara Strobel 

Created By: Barbara Strobel (11/5/2018 8:05AM) 

)Reopen Case! ~I~ 

Action 

Changed case Owner from Social Media CRM Team to T ondia Joseph. 

Changed case Owner from Barbara Strebel to Social Media CRM T earn. 

Changed Status from Open to Closed. 

Closed. 

Changed Follow Up Date from 11/2/2018 to 11/512018. 

RCAS-85 is closing case as no further assistance can be offered at this time. 

-CASE SUMMARY-
C contacted Nissan CA requesmg assistance with distance sensor malfunction and RHR. 
RCAS-85 advised that NNA has aeated case to document C's concern and this case wil remain in NNA's system➔ 

✓ RC= reviewed Case with S-alph Gray who advised that the DLR repaired the VEH. 

C stated that C wants RHR for VEH having seoSOlt malfunction so early in the life of the VEH and C does not trust the repair 
RHR was re'«'Wed by ARB~ Younes Kassefri who advised that NNA is not in a position to offer a replM"Chase of this vehicle. 
RC= placed 3 failed oootact attemp«s to C. 

- STATEMENT OF DECISION'"' 
RC= is closing case pending C oootact. 

✓ Created By: Barbara Strobel (11/512018 8:03 AM) 
RC= placed outbound call to C @■■■i and left a VMX including Case ~ RCAS-BS's name, and cootact of (615) 725-7445. 

✓ i{_~e:~:.".': :~~~O~ = ~iCW-clectrical due to 2 repairs to the Distance Sensor Assembly. 

Created By~ Barbara Stl'9Clcl (11/2/201810:51 AM} 
✓ RC= placed outbound call to C @iliiiilii and left a VMX including Case ~ RCAS-BS's name, and oootact of (615) 725-7445. 

RC= stated RCAS-BS wil follow up W1tr1 <- no tater than 11/5. 

Created By: Younes Kasserni (10/30/201 8 2:50 PM) 
"'ARBS-YK notes: 
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Ca-se History Help 

Case Cotrwnents Help 

Based on a good faith review of all supporting documentation, NNA is not in a position to offer a repurchase/replacement of this vehicle, as the vehicle has not been subject to an unreasonable number of repair attempts 
for any warrantable concerns that would substantially impair the use, safety, or value of the vehicle. NNA wil continue to honor the terms and conditions of al applicable warranties. 

ARBS-YK recommends RCAS to offe< C 2 months VEH payment reimbursement 

Created By~ YOl!DC3 KD33SPi (10/30/2018 2:50 PM} 
"'ARBS-YK notes the lollowing repair SUmmaly: 

l....se.vice Date: 6/9/2018 
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Purchase State: GA 
Selfing Dealer. NISSAN SOUTH - 3991 
Sale type: Retail Sale 
New o, Pre-owned: New 
Daysdown: 8 

Year/Model: 2018 Nissan ROGUE 
VIN: 5N1AT2MT.4J~ 
Last recorded mleage~ 

Open Recal/CM found: Nooe 
Te<h Line case found: Nooe 
Warranty cases follld: None 
Previous Goodwil offered: Nooe 
Related CA cases found:- - ARBS-T2 denied RHR. 
Related DPIC cases fou~ 
vsc found: Nooe 

"DTS Field Inspection: 

DTS Date: 06/21/2018 
DTS Name: Joe Hal 
Request Type: OTS Dealer 

Page 3 of 6 

Discussed d iagnosis with SF. SF confrmed after driving vehicle fo, approximately 20 minutes. The AEB indicato, oo,nes on and vehicle will perform stage 2 brakilg. DTS advised dealer to perform NTB1~ 1 and 
reprogram ADAS and Laser/Radar cootrol ooits. After reprogram, found OTC C1684 stored in ICC/ADAS. Swapped Distance sensor with KGV and resolved coocem. DTS advised dealer to replace the Distance Senso, 
with a new part. 

1 visit to DLR for screen INOP in reverse: Found feature off 

1 visit to DLR for Radio diSl)lay foes biack randomly: No dupe 

2 visits to DLR for YEH brakes at highway speed: 
- 1. Replace Senso, and Cslibrate 
- 2. Appied NTB to perform radar sensor reprogramming 

Created By~ Youns KH33SPi (10/3012018 2:49 PM) 
ARBS-YK placed outbound cal to DLR NISSAN SOUTH at 770-968-1360. 

ARBS-YK spoke with SA-Rob. 

SA-Rob stated that for R.0- DLR O<dered the part and YEH was in for the repairs for one day and ooe day fo, diag. 
SA-Rob stated that Rental showing 2 days for $70 

SA-Rob stated that for R.0- YEH was at DLR for one day and C was provided with a loaner. 
SA-Rob stated that YEH is lffll'fflll'!,,t1y at DLR. 

SA-Rob stated that DLR at first applied the NTB to replace the part and later afte< the NTB was updated and C returned, DLR reprogrammed the Sensor per the new version of NTB. 

ARBS-YK thanked SA for assistance. 

Call ended mutualy. 

Created By= Y21mea Ka;usewi (10/30/2018 2:49 PM} 
"ARBS-YK reviewed the Service Hislo,y and notes the following: 

07/09/2018@2,844 miles - R.0:- - Days down: 4 
C~aint Customer states~ vehicle in reverse screen will show system error check and advise 
Action: Check car r:Ner and found the drivers assist on dash k>r the BSW and other oot b.med on and causilg a warning light to show up on dash system of . . Road test car and everything working correct rt now 

08/11/2018@6,617 miles - R.0:- - Days down: 1 
Corrplaint :C states radio diSl)lay'!ll!l!!"fflack randomly 
Action: No repairs noted 

06/21/2018@11 ,662 miles -R.0 :- -Days down: 2 (FW) 
Con-plaint Customer states after~ hatf hour or so the vehicle wil start malfunctioning all lights will come on the vehide will start braking Action: Replace sensor and calibrate. OK at this time 

11l,118/2018@14,38Smiles - R.0:--Days down: 1 (FW) 
Corrplaint Custorne< states-~s driving vehicle oo the highway (65 mph) the vehicle applied automatic braking when nothing was in front of her 
Action: PerfO<med laser radar system reprogram as per campaign 8327. test drove car and system functioning as designed 

Total days down: 8 

Created By: Younes Kasserni (10/30/2018 2:49 PM) 
"ARBS-YK reviewed RHR, WPIA, DBS and Salesforce and noted R .Os below missing from RHR form: 

R.O■ R .O 
R .O 

✓ ~~==r Strobel (~~:~~:i'~o ~~e case. 

Created By~ Nicki Rauor (10/30/2018 9:23 AM) 
ORTS received the RHR. The RHR was assigned to ARBS Younes Kassemi for review 

Created Bv: Ramara Strobel (10/30/2018 9:01 AM) 
✓ RCAS-85 placed outbo<m call to C @ ••••• and left a VMX including Case ~ RCAS-BS's name, and oontact of (615) 725-7445. 

RCAS-85 stated RCAS~S will follow up WlUI \,,, nu ,ater than 11/2. 

✓ 

RCAS-85 advised RCAS is still reviewing RHR. 

Created Bv: Ramara Strobel (10/30/2018 8:59 AM) 
RCAS-85 sent email to SM-Ralph Gray asl<ing for oor,, of the Open RO. 

RCAS-85 is submittr,g RHR. 

Created By: Barbara Strobel (10130/2018 8:58 AM) 
RCAS-85 received an fax from DLR with ROs 

✓ a attached ROs to case. 

Created By: Barbara Strobel (10/26/2018 2:26 PMI 
RCAS-85 attached OBS ROs and RHR to case. 

✓ RCAS-BS sent email to SM-Ralph Gray asl<ing for ROs with time ~ . 

■~PEN 
✓ Created By: Barbara Strobel (10/25/20181 :37 PMI 

RCAS-85 placed - call to C@ . 

~ ADVISE.° "This call ~~~~~~!!~_e,rposes." 

C stated that C is having the same sensor goilg off. 
C stated that the DLR replaced the sensor and then did not have the issue for a while. 
C stated that the senso, warning came back. 
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C stated that the DLR reset the sensor and C is not having the sensor anymore. 
C stated that C does not trust the repair. 
C stated that the repair WOO<ed for a who4e. 
C stated C thinks that the VEH is a bad apple . 
C stated that this safety feature is not sale. 

RCAS-85 undefstood and offered 01 speak with othe, resources and then continue the RHR. 
C agreed. 
RCAS-85 offe<ed follow up on 10/30. 
C agreed. 
Call ended mutual y. 

Created By: Barbara Strobel (1012412018 3 :43 PM) 
✓ RCAS-85 placed outbollld call to C @ ••••• and left a VMX including Case ~ RCAS-BS's name, and cootact of (615) 725-7445. 

RC~ stated RCAS-8S wil folow up wiu1..., nu ,aterthan 10/25. 

Create<I By: Janelle Cantrall (1012212018 9:51 AM) 
RHR Filter 

ARBS Recommends RHR 

C complas,t: C Clo<>.menting on FACEBOOK" FEB CONCERNS ARE BACK" And "RADIO DISPLAY GOES BLACK RANOOML Y" 
C/S C doesn, believe the coocem has been prope'1y repaired and C doesn, feel sale in llffl. 

STATE-GA 

CURRENT M ILES: NOT NOTED in case, but last RO in SF 6 ,617 ON 8.10.18 

Customer: ... 
Vehicle: 
2018 Rogue 
ISD:6.9.18 
Retail Sate 
VIN~5N1AT2MT~ 

Selfing & Sefvicing Dealer. 
Nissan South 
Code: 3991 
(GA) 
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Prev. cases---6.26.18 - Closed - RHR denied: C Posting on Social Media (FACEBOOK) " in June I bought a brand new orange rogue from nissan south in monow. 3days afte, purchasing the vehicle on my 
way to wa1< ~starting slamming on breaks initiating the safety shield with no vehicles in front or on side me." 

Tedl line Cases - 0 
Warranty Cases - 0 
C""l)8igns - 0 
VSC-0 

DTS JOE HALL inspected vehicle on 6 .21 .18 (Did NOT meet With C)@ NISSAN SOUTH 
RE: Lights come on the dash and vehicle brakes on its own. 
RESULTS: 

DTS advised dealer to pe,form NTB1~ 1 and reprogram ADAS and Lase</Radar oontra units. After reprogram, fOlUld OTC C1 B84 stored in ICC/ADAS. 5wapped Distance sensor with KGV and resaved concern. DTS 
advised dealer to repjace the Distance Sensor with a new part. 

CPIA 
1) 6 .21.18 - 824.18@ 1,662 miles (Afte, Driving for 1/2 hour, the Veh. will Start malftllctioning and all lights wil come on the Veh. I Repl. Distance Sensor Ass'y (RENTAL $70) 

Created By: Mary Elizabeth Evans (10/19/201 8 4:30 PM) 
CRT-ME received inbound call from C at 
CRT-ME VERIAED C's name, home & email address, concern, phone. 
CRT-ME CHECKED for open recalls/campaigns and follld: 0 
Previous UN RELATED Case(s) FOI.Uld: 0 
Previous RELATED Case(s) Found: 0 
CRT-ME ADVISED "This call may be re<aded for quality and lraining pt.rpOOeS." 

C stated C bought veh for ABS feature in Rogue 
C stated C safety iist tOP priority afte, previous accident 
C stated C june 9 purchased veh 

C stated C's coocem first began on 212- 92 miledgevil e . 
C stated C had to restart veh and at time the concern ttidn't occur again 
CRT-ME asked what type of road C was driving - on 
C stated C was on a two lane road, no very windy or hi ly 
C stated C was driving around 30-40 mph when veh began braking 
C stated Crestarted car and didn't oc:c<r agan- happened late< on that afte,noon 
C stated driving car it felt like the car putting brakes on its own 
C stated C's coocem occurred 3-4 times the following day. 

✓ C stated C started putting veh CNe< again and looked at owners manual for reference and did this 3-4 days to address concern property. 
C stated C infonned NNA when C understood this to be manufacturer issue 
C stated Chas been in loaner veh and during this time the repairs and updates to the veh are not makilg C beieve the issue is resolved. 
C stated C doesn, befieve the ooncern has been properly repaired and C doesni feel safe in veh. 
C stated Chas been provided a io-quaity loaner than C's veh and isni happy with having to pay out of pocket to put gas in loane<. 
C stated C doesn, feel heard and that the OLRSHP began to poorty handle the situation when DLRSHP stopped addressing he< concern as main priority. 
C stated C understands Nissan has many customers and that Nissan is trying to put off her concern as nonnal 
C stated C took C's concern to social media to bring awareness to her experience with the l)IXdlase of this veh 

CRT-ME stated CRT-ME understood C was dissatisfied and asked C how C would like Nissan the manufachre< to assist 
C stated C wanted veh repu-chased 
C stated C does not feel safe. 
CRT-ME stated that CRT-ME wil conduct a review for replacement of llffl 
CRT-ME stated this review can take up to 10 business days 
CRT-ME stated CRT-ME would folow up with C every 3 business days to keep C updated on review. 
CRT-ME apojogized for C's bad experience. 
CRT-ME thanked C for making Nissan aware of issue. 
CRT-ME asked if C had any furthef questions . 
C stated no and thanked CRT-ME for empathy and for contacting C regarding C's concern. 
CRT-ME acknowledged and verified follow up date with Con Wed 10/24 . 
Cati ended mutualy. 

Created By: Mary Elizabeth Evans (10119/2018 3:25 PM) 

g~~!:~ ~~~~ C:1::; .;'j£j£ 1£ quality and training pt.rpOOeS.' 
✓ CRT-ME provided case #, C's name, CRT-ME name and direct contact# to office attendant Fariamh. 

CRT-ME advised that CRT-ME is in the office 7:30am -4:30pm CST and requested call back 

✓ Created By: Nicole Wells (10119/2018 9:00 AM) 
SMS- NW documenting C's social media activity via Facebooi< 

Nissan Trucks 

C: I purchased a new, neve,owned 2018 Nissan Rogue in June of this year from Nissan 5outh in Morrow. 3-4 days after I purchased the vehicle the car started slamming on b<eaks and stating rt was a matlunction. The 
was the safety shield initialing a stop without any threats or othe< cars present rt was very dangerous and scary. I brought the car back to Nissan and they oouldn, figure out the issue. They did not want to acknowledge rt 
being a lemon so they kept rt for sever al weeks experimenting and ordering new parts. 3 rentals 3 loane<s, Finally I was told, they hoped that the prol)lem was resolved and that rt should not happen again. I got Nissan 
consumer affairs involved and they told me they had to exhaust al options and prove rt could not be fixed before they could g ive me a replacement vehicle. The GM Chris white assured me if this happened again he 
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would replace my vehicle with no hassle. oo 1().117/2018, tt happened agail while I was driving on ~75 going 65 mph, nodel>ris in the road, no other cars, and tt slams on breaks, they did some type of system recalibration 
and ujlioaded software and told me, tt should fix the problem, there is STILL no recall oo the vehicle and STILL I'm left with hopjng this car doesni malfunction while I'm driving. I've not been treated i ke my life°' 
children's lives matter in this situation and ddnt purchase two vehicles the same day to months later have to go back and forth putting out extra money in gas filling up rentals and refiling my gas alter they text drive my 
car. I've had to leave WOl1t early, go in late. they are lreating this like it's not serious and that the car is just supposed to do that. I've given them several chances to try to right this wrong, they do just enough to where they 
feel satisfied and then I'm just left wtth dealing with the rest I shou1dni have to keep dealing with this. if they would have dooe right to ensure my experience was seamless when I've had to return the car for repairs, I 
wooldni be going to the news, but they doot care about my safety or that they sojd me a lemoo. all they care about is that I bought the car and the rest is my problem other than the checking tt and resetting the oomputer 
because it's under warranty. Other than that, I'm left to fin for myself. Nissan Consumer affairs tome did not handle it right the first time, nowhere we are the second OOle and I'm left to see how they handle it now. rm 
beyond frustrated and this safety issue is a HUGE deal 

SMS: Hi Erin, 
We are currently woo<ing with yoo on our Nissan USA Official Faceboo« page. Please refer to that message for support. 
Regards, 
Michelle 

Created By: Mary Elizabeth Evans (10119/2018 9:00 AM) 
CRT-ME placed outbollld call to DLR at 7709681360 
CRT-ME spoke with SA- Helen Patty 

SA-HP confinned the following infoonation: 

How many times has the customers vehicle been to the dealertretailer for repairs? 'Mlat repairs were perfonned? 

6121/18- 719118: CUSTOMER STATES AFTER DRIVING ABOUT HALF HOUR OR SO THE VEHICLE WILL START MALFUNCTIONING ALL LIGHTS WILL COME ON TiiE VEHICLE WILL START BRAKING// 
REPLACE SENSOR AND CALIBRATE. OK AT THIS TIME 

7/20/18- when veh was put in reverse showed system error. Found driver assist on dash was not buned pon coughilg warning light to show up. 
CUSTOt.'ER STATES WHEN PUTTING VEHICLE IN REVERSE SCREEN WILL SHOW SYSTEM ERROR CHECK AND ADVISE// CHECK CAR OVER AND FOUND THE DRIVERS ASSIST ON DASH FOR THE BSW 

✓ AND OTHER NOT TURNED ON AND CAUSING A WARNING LIGHT TO SHOW UP ON DASH SYSTEM OF ... ROAD TEST CAR AND EVERYTHING WORKING CORRECT RT NOW ... 

✓ 

8111-radio display goes black randomly- nothing noted on to what was perfooned. 
CUST STATES RADIO DISPLAY GOES BLACK RANDOMLY// NUU 

8123/18- replaced sensor and recaibration 
CUSTOt.'ER STATES WHEN SHE WAS DRM NG VEHICLE ON TiiE HIGHWAY (65MPH) THE VEHICLE APPLIED AUTOMATIC BRAKING WHEN NOTHING WAS IN FRONT OF HER. VEHICLE HA// c1a1~7 radar 
stain (cmp/sys por obst or blkd] performed lasenadar system reprogram as per campaign 8327. test drove car and system functioning as designed 

Are there cmenUy any OPEN ROs? no 
Is the vehicle currently at the dealership? No, with Con road. 
How many days has the vehicle been kept out of service at your dealer for repairs? 

SA- Helen Patty is sending CRT-ME the ROs aver 5 days via email on 10/19 
Has TECH LINE been involved? ~ Dispatch found buDetil in relation to C's concern on 8118 

Create<I By~ Nicok: Well3 (10/19/2018 B:59 AM) 
SMS- NW documenting C's social media activity via Faceboo« 

Nissan USA 

C: I am appalled at the lack of wlde<standing of second mile service. I was told that they hope this situation wont happen-in and that the system was reset but they couldni guarantee it. I was told to bring the renlal car 
back on full. It was slighUy under ful took $6 to fill tt up. Yet my car wasni filed back up when they ran the gas test driving it The right thing 1M>Uld have been to put gas back in my car, yet I was told service department 
doesni put gas in vehicles. Nobody thinks around here. If I have a serious situation with my car, tts under warranty, you sojd me a lemon, yoo give me a renlal to drive and know my issue ongoing with this problem why 
should I have to pay $1 for anything. The right thing to do would be to put gas back in my own car. This sttuation has caused me time off work, missed appoi,tments and money. I've gotten three rentals and 3 loaners 
since this situation and each time rve put gas back in them, why shoUldn't gas be put in my car, it's costing me even more money. I didn't buy a brand new car, two at that to have to deal with this. 

C: Attached video 

C: Here is the video of the type of things that happen in the car. This is what I'm trying to keep everyone in the public from knowing becaus it could effect people at Nissan. No recall has been placed on these cars. This 
safety featise is really a death sentence if ifs not cleared up. Slamming on breaks and malfunctioning while df'Mng is not cool. 

SMS:-
We regrl'to learn yo.:,r continued frustration has caused you to rethink our brand➔ Your Consumer Affai'S representative wil be in touch by dose of business today, Oct. 19. We wish to assure you that this team is in the 
best position to assist, and we have docunented yoor feedback within the case. For immediate support, please cal the number provided above. 
Thank you, 
Michelle 

✓ Created By: Barbara Strobel (10/18/2018 2:48 PM) 
RCAS-BS sent emai to SM-Ralph Gray asking for a diagnosis. 

✓ 

Created By: Nicole Wells (10/18/2018 11:54 AM) 
SMS- NW documenting C's social media activity via Faceboo« Private Message 

C: I realty appreciate your responsiveness, this car martunction issue is a huge hazard and can be deadty 

SMS:. 
You are very weioome. We appfeciate yoor patience during this process. If there is anything else we can assist with, please don't hesitate to reach out. 
Wann regards, 
Michelle 

Created Bv: Njcote Wens (10/18/201811:12 AM) 
---SMS-NW ESCALATING CASE TO RCAS --

✓ SMS-NW advising C that ooncems have been documented and case has been created. 
SMS-NW requesting that RCAS contact C no later than COB 10/19/2018. 
SMS-NW providing C wih 800 lll.mber and case number for reference. 

✓ ~ :~ti:~~::l:~~~;I~~ FOR REVIEW --

✓ Created By: Nicole Wells (10/18/201811:10 AM) 
SMS- NW documenting Cs social media activity via Faceboo« Private Message 

C:in June I bought a brand new orange rogue from nissan south in morrow. 3days after purchasing the vehicle on mywayto'NOl"k the vehicle starting slamming on breaks initiating the safety shield with no vehicles in 
front or on side me. The happened while I had no reception and was on a rural hwy. tt continued to happen and I notified Nissan south. I also made a claim with Nissan oorporate. after about 6 weeks of back and forth and 
approximately 5 times in the shop they finaly got the car to stop malfunctioning. I was told by The GM Chris White that if I had this problem again they would replace my car. I'm back ~n today with the same issue. I am 
ready to go viral use any platfonn any influence I can and boycott Nissan if something is not done. call every news station and not stop until this is handled property. this situation is serious and is a HUGE safety issue. 
nobody can seem to gel to the bottom of the problem and I bought TWO vehicles from Nissan in one day. this is horrible treatmen~!! I should not have to stand around and watt and stop my i fe because Nissan cant gel tt 
right. I should be given a toane, car while they figure this out. I've been here an hour and 30 minutes waiting. I've missed several days of wc"1< and several appointments because of dealing with this since JUNE'! I'm tired 
of it. enough is enough!! 

If you have already connected with our Consumer Affairs team and would like for us to document your feedback, please repty with the VIN, ful name registered to your vehicle and arry case numbers provided to you. For 
immediate support, please reach back out to this department at 1-800-NISSAN-1, Monday through Friday from 7 am. to 10 p.m. and Saturday from 7 am. to 5 p.m. CT, as this team is in the best position to further assist. 

Thank you, -C: This is my case numbe-

C: I dont have my vin on hand but when I can get tt I will send tllat also 
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SMS:. 

Page 6 of 6 

Thank you for returning to us with the requested infonnation. We have escalated your concerns to our Consumer Affairs department again. Rest assured, this team is in the best position to work with you toward a 
resolution. our conversation has been documented within the case for review. You wil receive a cal from your representative by no later than close of busiless tomorrow, Oct. 19. Should you wish to speak with sooieone 
sooner, you may call the numbef previousty provided and reference YCUf VIN or new case nu~ for proper assistance. 

Regards, 
Micnelle 

Case Categorizations 

Action ea..~# Catego<y Description 

INTERIOR 
ELECTRICAL 

Forms 

No records to display 

A Back. To Top 

Subc.itegory Description Symptom Oescri.ption 

FRONT OR REAR 
SONAR 

POOR OR IMPROPER 
OPERATION 

Case Categorizations Help 

Major Component Code Category Date Symptom Code Catego,y Code Subcategory Code Concern Code 

28 11/5/2018 YX AV - OA 

FonnsHetp 

/wlays show me more records pe, related lisl 

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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• '20 • ~ Search... Search Derek Latta Help & Training All Tabs 

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

- Customize Page I Printable Vrew I Help for this Page 

Show Feed 

Case ~""Y I/it! I Case ConYnents J;l,ll I c..,.. Categorizations tzl I ,E= llll 

Case Detail 

Account Name 

Contact Email 

Home Pl1one -
Letter Se-nt Date 

Letter Received Date 

Follow Up Date 1112712018 

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 is requesting RHR for collision breakilg concern on VEH. FEB 

Call Script 

Who contacted u.s? Consumer 

I Vehicles Owned 

Vd'liele Purchased 

Pre-Owned Initial Mileage 

Curren!Mil<e- 7,100 

Incident Codes . IIR REQUIRED 

lncidef'lt Date 

Sent to legal 

Accident 

Asbag 

Fire 

IIR lndic.ator 0 

IIROate 

HR 

Vehicle Information 

Vehicle 5N1 ET2MV2J• 

Model Year 2018 

Make NISSAN 

Model Line ROGUE 

Model Code 22618 

Dealer Detail 

ease Servicing Dealer HERB GOBPON NJSSAN 
Case Servicing Dealer Region Nissan Mid Atlantic Region 

Bluetooth 

Related Items 

Responsible District 02 

SharedWrth 

Phone Carrier 

Phone Manufacturer 

Reported From 

Issue Categories 

Approwd Ched< Reques1s $0.00 

ease <>wne< B stacie Griffis 

Type CA 

Case Origin Phone 

Executive Refenal 

Exee>Received-Oa.te 

Status Closed 

Datelrme Opened 10/18/2018 3:21 PM 

Datetrme Closed 11127/2018 12:50 PM 

Multiple Repairs No 

Executive Summary 

Executive Actions To Resolve 

Vehicle Maintained Location HERB GORDON 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 10/22/2018 

RHR C«npleted 10/23/2018 

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 O 

Data Net ✓ 

Oatanet Deal« Date 10/19/2018 

Oealff Instructions Service Oepl Review 

Requested Dealer Action C is requesting RHR for transmission concerns 

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: 
5N1ET2MV2~ 

Created By 

Last Mocfrfied By 

lke<hukwu lsilebo 10/18/2018 3 :21 PM 

NNAill, 12/11/2018 9:29 PM 

Case Record Type CA Oosed Case 

Days Closed 553 

ActionC- NT9H 

What action was taken? 9H DTS Inspection - Settlement 

Agent Comments 

Agent Comments OTS appt 11/26118 

CALL C 11/27 afte<appt 

Agent Next Step Otl1er 

J Reopen Case I ! Clone Closed Case I 
Case History 

Date 

11/27/2018 12:50 PM 

User 

Stacie Griffis 

Action 

Changed Status from Open to Closed. 

Closed. 

Root Cause 

Root Cause Code 

Root Cause Code (2) 

Document ID 

11/23/2018 8 :32 AM 

11/2/2018 1 :48 PM 

10/31/20181:17 PM 

Stacie Griffis 

Stacie Griffia 
Stacie Griffis 

Changed Follow Up Date from 11/23/2018 to 11/27/2018. 

Changed Follow Up Date from 11/2/2018 to 11/23/2018. 

Changed Follow Up Date from 10/31/2018 to 11/212018. 

Show more • I~ 

Case Comments 

Public Comment 

✓ 

Created By: Stacie Griffis (11/27/201812:50 PM} 
RCAS-SG is closing Case as no further assistance can be offered at this time. 

-CASE SUMMARY-
C contacted Nissan CA requesting assistance with torward emergency braking system 
OTS-Ken Hyatt advised that VEH is repaired pe, TSB 

-STATEMENT OF OECl SION'" 
RCAS-SG advised C the Case has thoroughly reviewed and VEH is repaired. 

C was satisfied with this infonnation. 

RCAS-SG reviewed Case with s~ Paolucci and OTS-Ken Hyatt 

Created Bv: 51• Gie Griffis (11/27/2018 12:48 PM} 
RCAS-SG placed outbound cal to Cat-
RCAS-SG advised '111is call may be re<Xl(~ ality and training purposes' 
RCAS-SG advised on OTS infoonation 
C said that C is pici<ing VEH up tonight 

✓ RCAS-SG understood 
RCAS-SG advised that C contact RCAS with any need for assistance in the Mure. 
RCAS-SG thanked C 
C thanked RCAS 

Call ended rnutuaBy. 

Created By: Stacie Griffis (11/23/2018 8:31 AM) 

~g~ =d~ ,:'/~crJ!jJ ,£ JJl.nv and training purposes' 
RCAS-SG reminded C of OTS appt for Monday at DLR 
C agreed to be the<e 
RCAS-SG asked if C has questions or concerns 

✓ ~~ advised that follow up will be 11/27 
RCAS-SG verified that C has contact info 

RCAS-sG thanked C 
C thanked RCAS 

Call ended rnul\JaBy. 

✓ Created By: Stacie Griffis (11/2/20181:48 PM} 
RCAS-SG emailed SM-Bob Paolucci to advise of OTS appointment 

✓ 
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Ca-se History Help 

Case Cotrwnents Help 
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Created By: Stacie Griffi3 (11/2/20181:47 PM} 

~g~ =d~ ,:/~c,:tua IJJUl.,ty and trainilg purposes' 
RCAS-SG advised of OTS appt. 
C said that C can make it to that 
C said that it is getting very dose to C's due date. 
RCAS-SG empathized. 
RCAS-SG advised that OTS is ljghesl trained tedlllical resource to loo« at the VEH and hopefuly will be able to assist. 
c understood 
RCAS-SG advised that RCAS wil call C to remnd of the appt on 11/23118 

RCAS-SG verified that C has contact intormation 

RCAS-SG thanked C 
C thanked RCAS 

Call ended mutualy. 

Created Bv: Stacje Griffis (10/31/2018 : ;1 
RCAS-SG placed outbound cal to C at 
RCAS-SG advised 'ttlis call may be re<XJ< quality and training J)I.IJ)OSeS' 
RCAS-SG apologized for missing C's calls. 
RCAS-SG advised that RCAS did get C's message about dealer being unable to dupjicate. 
C said that the VEH is stil at the OLR and the DlR has been l.llable to find the concern or what to do. 

✓ ~g~ =~~"::i RCAS-SG can reacll out to OTS for an appointment to come look at the VEH. 
C understood 
RCAS-SG advised RCAS wil follow up with C by 11/2/18 
RCAS-SG thanked C 
C thanked RCAS 

Call ended mutual y 

Created Bv: Sjacj• Griffis (10/31/2018 11:58 AM) 
RCAS-SG placed outbound cal to OLR. 
RCAS-SG spoke with SM-Bob Paolucci 

✓ S-P advised that OLR has been unable to dupjicate the concern. 
S-P advised that the OLR has been talking to techline and OTS 

RCAS-SG agreed to request a DTS appt 

Created Bv: Charjty Jn,O (10/311201811:56 AM) 
C is requesting RHR for colision breaking concern on VEH. 

Created Bv: Helen 6"9191• 110/3112018 9:50 AM) 
CRR-HB VERIFlED Account intormation induding: Cs name, home & e-mail address, 
phone number & best contact number 
CRR-HB CHECKED for previous UNRELATED Case(s) and found: 0 
CRR-HB CHECKED previous RELATED Case(s) and found: 0 
CRR-HB NOTED concern is: escalation 

CRR-HB re<eived inbound cal from C 

C stated 1M>Uld i ke to to a supe,visor 
C stated case OU11.bei 
C stated was been tJy ct RCAs and no one has been returning C's calls 
C stated an agent like that should not be responsible for sucll important matten, 

CRR-HB advised can escalate case and will be a 4-8 business hour call back 

C stated is very disappointed that the ooncem is being handled so poorty 
C stated is unable to have family in the VEH as it is unsafe and does not want them to die 
C stated DLR unable to fix the concern with the VEH 
C stated the VEH is a dead piece of junk 
C stated the VEh has been at the DLR for 2 weeks 
C stated this concern is not right and for RCAS oot to retunilg call is even more not right 

CRR-HB advised wil send email to agent supe,visor 
CRR-HB advised cannot guarantee a cal before the next 4-8 business hours 

C understood 

CRR-HB asked C if there was anything else CRR-HB cookl assist with. 

C declined. 

CRR-HB offe<ed case numller and agent id 
Sending case to RCAS 
Best oontac 

Created By: Stacie Griffis (10/29/2018 4:34 PM) 
RCAS-SG is closing Case as no further assistance can be offered at this time. 

•" CASE SUMMARY' " 
C contacted Nissan CA requesting assislanoe with RHR 

✓ - STATEMENT OF DECISION-
RCAS-SG advised C the case has thoroughly reviewed and Nissan is not in the position to offe< repurchase or replacement of the VEH at this time. 

C was not satisfied with this decision. 

RCAS-SG reviewed Case with S~ Paolucci 

Created By~ SfaGiC Griffi3 (10/29/2018 11:39 AMJ 

~g~ =d~ ,:/~Cr:JJJ 1£ Jul11(Y and trainnJ purposes' 
RCAS-SG spoke with C's wife:- ncM1 referred to as C 
RCAS-SG advised that RCAS ~ th SM-Bob Paolucci and the DLR is stil diagnosing the VEH. 
C said that C called in for an RHR 
C said that C does not feel sale in the VEH. 
RCAS-SG advised that NNA is not in a pcsition to offe< a rep<Kcllase or replacement of the VEH at this time. 

✓ ~~ wh~d that the review looks at servioe history and states laws. 
RCAS-SG advised that C wil get a letle< with decision and BBB info. 
C asked what wil happen if DlR repairs VEH and the ooncern happens again. 
RCAS-SG advised that OLR is technically trained and has al of the te<hnical resources to repair the VEH. 
C asked if C will have to get into a wreck for NNA to care. 
RCAS-SG advised that NNA does care and that is why OLR is wor1ting with al technical resot¥ces to repair C's VEH. 
C said that Nissan does not care and C hopes that C or C's child does not get injured. 
C said C is done with this conversation 
C hung up on RCAS-SG 

Created By: Stacie Griffis (10/29/2018 8:55 AM) 
RCAS-SG placed outbound cal to DLR 

✓ RCAS-SG spoke with SM-Bob Paolucci 
S-P advised that the OLR is stil diagnosing. 
S-P advised that OLR is wooong with DT>Ken Hyatt 

Created By: Stacie Griffis (10/26/2018 2:56 PM) 
✓ """2nd attempt""' 

RCAS-SG made outbound cal to C at■■■l■■-
RCAS-SG left VMX stating RCAS-SG name, contact"• ano ,._ s case #. Requested a cal bad<. 

✓ 
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Created Bv: Stade Griffis (10/26/2018 8:15 AM) 
RCAS-SG emailed SM-Bob Paolucci to ask for update on diagnostics. 

Created By: Stacie Griffis (10/2512018 2:40 PM} 

✓ ~~~ ~~::~ ~~!£!J, i£12JIJ, 2J Jj L #. R_..ted a caD bad<. 

Created By: Stacie Griffis (10/251201812:40 PM} 
✓ RCAS-SG received email from SM-Bob Paolucci advising that DlR has not been able to duplicate the coocem. 

S-P advised that the shop foreman is going to oontact tech line. 

✓ Created By: Stacie Griffis (10/2512018 10:45 AM) 
RCAS-SG emailed SM-Bob Paolucci to ask if DTS should get iwolved. 

Created By: Stacie Griffis (10/2512018 10:45 AM} 
✓ RCAS-SG placed - caD to DLR 

RCAS-SG was told that S~ Paolucci is unavailable 

Created By: Lawanda S,adley 110/24/2018 9:50 AM} 
ARBSnotes: 
Total Days Down: 8 Days Down 
2 visi1s with O repairs related to radio sa-een blanks out and resllw1s on its own 
1 visit with 1 repair related to veil stopped accelerating while on ICC ·----ARBS notes based on a good faith rev;ew, NNA is not il a position to offer a repurchase or replacement of this vehide, as the vehide has not been subject to an l.lY'e8SCl08ble number of repair attempts k>r any 
warrantable ooncems that would substantialy impair this vehicle. NNA will oontinue to honor the tem,s and conditions of all applicable warranties. 

Created By: Lawanda B<adley 110/24/2018 9:50 AM} 
ARBSnotes: 
~~8@5,624miles . RD- .. 1 Day Down 

1. CUSTOMER STAlES RADIO SCREEN BLANKS OUT AND RESTARTS ON ITS OWN All THE TIME 
Action: 
1. ISSUE WITH SCREEN FOR RADIO IS A WORK IN PROGRESS. THE VEHICLE COMES EQUIPPED WITH NAVIGATION AND AT THIS TIME THERE ARE NO AVAILABLE SOFlWARE UPDAlES OR lECH 
BULLETINS FOR REFERENCE. ISSUE IS A WORK IN PROGRESS, PLEASE BRING IT BACK ONCE AN UP DAlE OR BULLETIN OF SOME KIND BECOMES AVAILABLE WHICH SHOULD BE SOON. THE 
VEHICLE IS SO NEW THAT THERE IS NOTHING WE HAVE FOR A FIX AS OF YET, WILL BE SURE TO GET THIS RESOLVED BEFOR E WARRANTY 

111/16/2018@7,106 miles ... .R0- ... 7 Days Down 
Concern: 
1. CUSTOMER STAlES STOPPED ACCELERATING WHILE ON ICC DRIVING FOR AN HOUR OR SO BEFORE IT STARTED HAPPENING. THIS INCIDENT OCCURREED TWICE ON THE WAY TO WORK THIS 
MORNIN G. ONCE WHILE REVERSING /BACKING OUT, TRIED TO PUT IN DRIVE AND IT WOULDNT MOVE FORWARD. 
2. CUSTOMER STAlES RADIO SCREEN BLANKS OUT AND RESTARTS ON ITS OWN TRIED use CORD IN LOANER AND IT DID NOT SKIP LIKE IT DOES WITH HER PERSONAL VEHICLE'S RADIO 
Action: 
1. ERROR CODES STORED B1309-11 B1315-13AND C1A1~7RADAR STAU IN. CONFIRMED CUSTOMER CONCERN, BASED ON EVIDENCE BULLETIN NTB16-041a APPLIES. CHECKED PART NUMBER 
PERFORMED LASER/RADAR REPROGRAMMING, CHECKED THE ICC/ADAS PA RT NUMBER. THE NUMBER CHECKS OUT SO WE REPROGRAMMED THE ICC/ ADAS CONTROL UNIT WITH SERVICE 
PROCEDURE 
2. NO SOFTWARE UPDATES FOR 2018 NISSAN ROGUE (HYBRIDS} FROM NISSAN AT THIS TIME. NO CORRECTIONS MADE AT THIS TIME. 

Created By: Lawanda B<adley 110/24/2018 9:50 AM} 
ARBSnotes: 
In service date: 07/16/2018 
State: Maryland 
~~ not i sted 

NO ADDITIONAL CASES FOUND 
NO TECH LINE CASE FOUND 
NODTS FOUND 
NO vsc·s FOUND 
NO WARRANTY CASES FOUND 

Created By: Timirra Gaither (10124/2018 9:23 AM) 
RCAS-TG receilled inbound call from c ·s Wife. 
RCAS-TG ADVISED"This cal maybe recorded tor quality and tranng purposes.' 

C stated has taken VEH bad< to DLR. 
C stated brake concern is still happening. 
C stated just wanted to let RCAS-TG know. 
C stated at this point no longe< feels comfortable in VEH anymore. 

✓ RCAS-TG stated will document new concern and follow up with DLR to see If DLR has been able to diagnose 0< duplicate ooncem that C is having. 
C stated ok. 
RCAS-TG stated someone sllould be lollowing up with C tomorrow as scheduled. 
C stated ok somds good. 

RCAS-TG hopes C has good rest of day. 
C stated thanks. 

Call ended motualy. 

✓ ~~=~e= ;~~=1
:!:::d attached it to this case. 

✓ Created By: Stacie Griffis (10124/2018 8:31 AM) 
RCAS-SG emailed SM-Bob Paolucci to request RO's 

Created By: Stacie Griffis (10/24/2018 8:18 AM} 
✓ RCAS-SG placed - call to DLR 

RCAS-SG notes that no one answered. 

Created By: Nicki Barror (10/24/2018 7:59 AM} 
ORTS received the RHR. The RHR was assigned to ARBS Lawanda Bradley for review 

Created By: Timirra Gaither (10123120181 :47 PM} 
✓ RCAS-TG receilled VMX from C's Wife stating pid<ed VEH up and ooncems are still happening with brakes. 

C stated VEH is bad< at DLR fo, new concerns. 

Created By~ Jimirra Gaitbtr ~1012212018 2:20 PM) 
RHR Questions: 

o Why do you want to return the vehicle to Nissan North America? Chad concern with collision avoidance system while on interstate. 
o Where is the vehicle currently? with C 
o Are you wrrently in a rental vehide? NO 
0 Where was the vehicle purchased? HERB GORDON NISSAN 
o Was the vehicle purchased new or used? New 
o If used, when was the vehicle purchased? 
o Where is the vehicle serviced? HERB GORDON NISSAN 
Has the vehicle been taken to multiple Nissan dealers 0( lnfiniti retailers? H so, do<>.ment names of dealers/retailers. HERB GORDON NISSAN 

Created By: Timirra Gaither (1012212018 2:18 PM} 
C is requesmg RHR for transmission ooncems 

✓ Created By: Timirra Gaither (1012212018 2:11 PM} 

g~~=~~ ~=ED~.:.~ 6. a &il. ooncem, phone. 
CRT-TG VERIFIED mileage and VEH mailtenance location: HERB GORDON NISSAN/ 7. 100 
CRT-TG CHECKED fo, open recalls/campaigns and found: none 
Previous UNRELATED Case(s} FOllld: none 
Previous RELATED Case(s) Found: none 
CRT-TG ADVISED "This caD may be re<Xl<ded for quality and training purposes." 

CRT-TG asked C if had time to speak about case. 
C stated yes. 

CRT-TG stated sees C is having transmission concern. 
C stated not the transmission. 
C stated auto emergency brakilg system. 
C stated concern out on while driving. 
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C stated no one was in front or behind. 
C stated did research about coocem. 
C stated NNA posted a buDetin about tt. 
C stated sornetlling else happened to C. 
C stated was backing out of slot and reverse camera came on but steering was locked. 
C stated VEH kept ..-ng. 
C stated freaked out C. 
C stated is 7 months pregnant and not looger feels sale in VEH. 
CRT-TG stated sorry all these coocems keep happening to C. 
CRT-TG stated ""'81 is C seel<ing from NNA. 
C stated would i ke NNA to rept6chase VEH. 
C stated concern with VEH just has C ooeasy. 
CRT-TG stated understandable. 
CRT-TG stated can review to see ttthat is something NNA would be able to do. 
CRT-TG stated would follow up with C every three days first time being Thursday 25th. 
CRT-TG stated would follow up whether CRT-TG has decision in case or nol 
CRT-TG stated does C need case number and phooe oomber. 
C stated yes. 

CRT-TG stated will start review process. 
CRT-TG stated all informatioo at this time. 
CRT-TG stated again will follow up Thursday 10/25. 

CRT-TG stated hopes Chas good rest of day. 
C stated same. 

Call ended mutuaBy. 

Created By: Timirra Gaither (10119/2018 4:06 PM) 
CRT-TG receiVed email bad< from S~obert Paolucci. 
S-stated C has been in for accel ooocem. 
S-P stated VEH has been to dealer ooe time. 

✓ ~~~=~ g~ ~R~eu:i: ::::,~. 
S-P slated VEH was out of se<Vice 2 Days. 
S-P slated Tech i ne was not involved. 
S-P slated Ota was not in\/Olved. 
CRT-TG sent tollow up email stating tt S~P could fax open RO's. 

Created By: Timirra Gaither (10/19/201810:25 AM) 

✓ g~+:+~ r.~r:i VM~C:~
1 ~ ~!~'!'; °""" i!iJ £, k .iated to CRT-TG, provided contact information and CRT-TG office hours. 

CRT-TG stated that CRT-TGwill contact C again by EOB tomorrow10/22. 

Created By: Timirra Gaither (10/19/201810:2. 
✓ CRT-TG placed outllound call to Customer@2 2255 .. 

CRT-TG left a VMX informing C that C's case has been escalatedtoCRT-TG, provided contact information and CRT-TG office hours. 
CRT-TG stated that CRT-TG will contact C again by EOB tomorrow10/22. 

Created By~ Jimirra Gaitbtr ~101191201810:21 Ai 
✓ CRT-TG placed outllound call to Custorneritiiiiil■ 

CRT-TG left a VMX informing C that C's case nas escalated to CRT-TG, provided contact information and CRT-TG office hours. 
CRT-TG stated that CRT-TG will contact C again by EOB tomorrow10/22. 

✓ g.~e;~ ::~IAWJrgu~t:;:~~~:~~.:~~~. 
Created By: Timirra Gaither (10119/201810:00 AM) 

✓ CRT-TG made outbollld callto HERB GORDON NISSAN@3018908200. 
CRT-TG left VMX with service manage,. 

Created By: lkechukwu lsilebo (10118/2018 3 :26 PM) 
-CASE SUMMARY-
C called seeking assistance with VEH buy back 

CRR-11 documented concern 
CRR-11 transfering case to RCAS for review 

Created By: lkechukwu lsilebo (10118/2018 3 :26 PM) 
CRR-11 VERIFIED Account information including: C's name, home & e-<nail address, Phone number & best cootact number 
CRR-11 VERIFIED VEH in1ormatioo including: VIN#, Cunent Mleage 
CRR-11 CHECKED for open recaBs/carrc,aigns and found: NONE 
CRR-11 CHECKED for previous UNRELATED Case(s) and found: NONE 
CRR-11 CHECKED previous RB..ATEO Case(s) and 1ound: NONE 
CRR-11 received inbound cal from C 
CRR-11 NOTED concern is: VEH buy bad< 

C stated C has a safety concern 
C stated C had a couple concerns in the few months C had VEH 
C does not !eel safe in VEH 
C stated C was driving oo the highway and VEH just stopped accelerating 
C stated same thing hapened 5 minutes later 
C stated C was shaken up and sc,wed 
C stated C d id some research and C saw tt was a known coocem 
C stated C has a 4 year old daughte< and C does not feel comfortable driving VEH 
C stated C does notleel com1ortabre putting children in VEH 
C stated C would like to initiate a buy back 
C stated SA at dealefS!vp is Chase King 

CRR-11 provided C with information 
CRR-11 intormed C about fdlow up call from RCAS 
CRR-11 provided C with case number 
CRR-11 offered further assistance 

Cdeclined. 

-call ended mutually-
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Case Categorizations 

Action C..S.. Categorization# c..tego<y Description S<lbcatego,y Description Symptom Description 

Case Categorizations Help 

Major Component Code Category Date Symptom Code Category ~ Subcategory Code Concern Code 

Forms 

No records to display 

A Back To Top 

BRAKES 

BRAKES 

INTELLIGENT BRAKE ASSIST POOR OR IMPROPER 
(IBA) OPERATION 

26 

INTELLIGENT BRAKE ASSIST 
(IBA) 

MULTIPLEREPAIRATTEMPTS 26 

Nways show me more recoros per related list 

10118/2018 YX 

10/29/2018 YE 

AD 

AD 

Copyright© 2000-2020 salesforce.com, inc. Al rights rese<ved. J Privacy Statement I Security Statement I Terms of Use 1508 Compliance 

- OA - OA 

Forms Help 
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• '20 • ~ Search... Search Derek Latta Help & Training All Tabs 

Home Accounts Ideas Dealer Locator Literature Requests Console Cases Home Reports Dashboards Articles Profile Feed Profile overview 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= llll 

Case Detail J Reopen Case 11 Clone Closed Case J 

Account Name C....Owne< • Cynthia Gomez 

Contact Email Type CA 

Home Pl1one - Case Origin Phone 

Letter Se-nt Date Executive Refenal 

Letter Received Date Exee>Received-Oa.te 

Follow Up Date 1112112018 Status Closed 

Supporting Documents 

CA Muttiple Repairs OatelTme Opened 10/18/2018 3 :24 PM 

Social Media Involvement Oate/Tme C1osed 11/16/2018 5:42 PM 

Martiz Custome< Id Multiple Repairs No 

Case O#nH location Hamilton Executive Summary 

Texting Status Executive Actions To Resolve 

Case Reopen Count 0 

Description 

Call Script 

Who contacted u.s? Consumer Vehicle Maintained Location 

I Vehicles Owned 4 Previous Repai.r Date 

Vd'liele Purchased New Previous Repair Location 

Pre-Owned Initial Mileage Related Vehicle Make Nissan 

Current Mileage 14,000 XTIME Appointment Numb« 

Incident Codes. IIR REQUIRED 

lncidef'lt Date Rollowf' 

Sent to legal Property Damage 

Accident Injury letter 

Asbag Nootber Injured 0 

Fire 

IIR lndic.ator 0 RHR Started 10/18/2018 

IIROate RHR C«npleted 10/22/2018 

HR Customer Document Requested 

Date Requested 

Customer Document Received 

Date Received 

Vehicle Information 

Vehicle SN1AT2MT1J• Part Numb« 1 

Model Year 2018 Beyond Basic Warranty Miles 1 0 

Make NISSAN Beyond Basic Warranty Months1 0 

Model Line ROGUE Beyond PT WalTal'lty Miles1 0 

Model Code 22118 Beyond PT Warranty Months 1 0 

Dealer Detai l 

Case Servicing Dealer NISSAN Of MCKINNEY Oat.a Net 

Case Servicing Dealer Region Central Region Oatanet Deal« Date 

Responsible District 12 Oealff Instructions 

SharedWrth Requested Dealer Action 

Bluetooth 

Phone Carrier Bluetooth Ticket Status 

Phone Manufacturer Phone Model 

Reported From Phone Operating System 

Issue Categories 

Related Items 

Approwd Ched< Reques1s $480.83 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 

Contact Name 

Home Phone 

LS Response rime 
WO<l<Phone -

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: 
SN1AT2MT1 

Root Cause 

Created By 

Last Mocfrfied By 

cynthia Gomez, 10/18/2018 3 :24 PM 

NNAill, 12/8/201811:36 PM 

Case Record Type CA Oosed Case 

Days Closed 564 

ActionC- NT1A 

What action was taken? 1A Repaired - Under Warranty 

Agent Comments 

Agent comments Offer one month reimbursement 
Awaitilg documents from C. 

Agef'lt Next Step 

Root Cause Code 

Root Cause Code (2) 

Document ID 

I Reopen Case 11 Clone Closed easel 
Case History 

11116/2018 5 :42 PM 

11/16/2018 2:11 PM 

11/15/2018 8 :20 AM 

11/14/2018 8 :52 AM 

MPie(mgre . 1~ 

Case Comments 

Pubic Conwnent 

User 

Cvnthja r..oroez 

Qrothja Gomez 
Cynthia Gomez 

Created Bv: CylJlbj• Gomez (11116/2018 5:39 PM) 

Action 

Changed Status from Open to Closed. 

Closed. 

Changed Follow Up Date from 11116/2018 to 1112112018. 

Changed Follow Up Date from 11115/2018 to 11116/2018. 

Changed Follow Up Date from 11/1412018 to 1111512018. 

SPARC.AS- CG is closing Case as no further assistance can be offered at this time. 

--CASE SUMMARY--" 

C contacted NNA CA requestilg assistance with BUYBACK REQUEST 

•" STATEMENT OF DECISION" • 

SPARCAS- CG advised C the Case has been thoroughly reviewed and NNA is not in a positioo to offer a repurchase or rei,iacement of this \/el,icle. 

SCMV 
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Case History Help 

Case Comments Help 

ARBS recommends contacting DTS to get involved with case. ARBS requests update once veil repairs have been ~ed.DTS inspected VEH, unable to <!upjicate but pefformed reixogram to Radar and ADAS 
modules as per NTB18-041. C's VEH wori<ing properly. 
ARBS recommended 1 month VEH payment reilllbtrsemeot. 
SPARCAS CG processed check to C FOR $480.83 

SPARCAS- CG reviewed Case with SPA TL BV 

Created By: Cynthia Gomez (11116/2018 5:34 PM) 
SPARCAS CG receiVed trans/er call from C 
SPARCAS CG informed C check for $480.83 was approved and C should received~ in 2-4 weeks. 
SPARCAS CG reminded C to cootact SPARCAS CG ij C needs fu1her assistance. 

C thanked SPARCAS CG for the reimbursement 

SPARC.AS CG explain it is Nissan that approved the reimbursement due to inconvenience 

Call ended mutualy. 

Created By: Nancy Gomez (11/16/2018 5:30 PM) 
---CASESUMMARV-----" 
C contacted Nissan CA requestilg to talk with SPARCAS-CG. 

SPARCAS-NG Transfeo-ed the cal with SPARCAS-CG. 

Created By: Nancy Gomez (11116/2018 5:30 PM) 
SPARCAS-NG receiVed an inbound from cl■II■■■ 
SPARCAS-NG- verified C's name, home & ema11 aooress, poooe# 
SPARCAS-NG- Checked for open recallsl~ns and found: 0 
SPARCAS-NG- Checked for previous UNRElATED Case(s) and found: 0 
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SPARCAS-NG-Checked previous RElATEO case(s) and found: 0 

C stated that wants to talk with SPARC~G 

SPARCAS-NG offered ft.ffther assistance belore transfening the call 

C denied and thanked 

SPARCAS-NG provided agent name and phone number 
SPARCAS-NG branded the cal 

Call was transfened 

Created By: Cynthia Gomez (11/16/2018 5:05 PM) 
SPARCAS CG placed outlxxmd to C . No answer. 
SPARCAS CG will contact C Monday Nov. 19th 2018 

Created Bv: Rrapdop YilJ• IRbo§ (11/1612018 3:36 PM) 
11.-BV approved check faloww,g ARBS recommendations. 

Created Bv: Cynthia Gomez (11/16/2018 3:26 PM) 
SPARCAS CG submtt check request 

Created By: Cynthia Gomez (11/16/2018 3:18 PM) 
•-Vehicle Payment __ ..._ 

Details of the reimblnement: 
C is eigible !or ONE of vehicle payment(s) ONLY. As per ARBS re<Xl<Mlendation & SPA TL BV Approval 
Payment $ 
Tolal Amount $480.83 
Mailing Address: 

~ 
Created By: Cy nthia Gomez (11/16/2018 2:11 PM) 
SPARCAS CG p laced outlxlund call to C 
SPARCAS CG authenticate C account as: name, best phone # and address 
SPARCAS CG let C know cal is recorded lor QA & training purpcses. 
SPARCAS CG inlormed C that tt has been approved to request one monthly payment reimlxnement lor C's inconvenienoe. 
SPARCAS CG exploit to C that C will need to send to SPARCAS CG documents to prove C's VEH monthly payment in order to SPARCAS CG be able to request reimbursement 
SPARCAS CG advioe to send tt by email 
SPARCAS CG inlormed C that SPARCAS CG wil contact C back no later than Wednesday Novemeber 21st 2018 

C thanked the assistance 
C stated will be sending saeen shots of onlile payrnenVaccount 

Call ended mutualy. 

Created By: Cvnthia Gomez (11/1512018 8:20 AM} 
SPARCAS CG placed outllound call to C. No answer. Left voicemail indicamg SPARCAS CG will atten\?I to reach C again tomorrow. 

Created By: Cy nthia Gomez (11/14/2018 8:52 AM) 
SPARCAS CG placed outlxlund call to C . No answer. Left voicemail indicamg SPARCAS CG will attempt to reach C again tomorrow. 

Created By: Jacklyn Capers (11/12/201810;09 AM) 
ARBS nomg OTS inspection info : 
Con-.,laint Vehicle braking by itself while driving. 
-Cause: Found NTB1=11or unexpected FEB operation. 
-correction: Perlormed reprogram to Radar and ADAS modules as per NTB1= 1. 

Con-plaint Vehicle stalls when puttng into reverse intermittently. 
-Cause: Unable to duplicate customers concern after road test wtth customer. Attempted to start vehicle and apply reverse over 50 times with no duplication. 
-Correction: Inspected ECM, TCM, and connection to igniticn switch. Ne repairs made at this time. 

ARBS recommends one monthly payment reirnblnement for c•s inconvenience 

Created By: Cy nthia Gomez (11/9/2018 3:11 PM) 
SPARCAS CG sent email to ARBS Jacklyn, as per ARBS instruction. 
SPARCAS CG now waiting further instructions about this case 

Created By: Cvnthia Gomez (11/9/20181:56 PM} 
SPARCAS CG placed outllound call to C 
SPARCAS CG authenticate C account as: name, best phone # and address 
SPARCAS CG let C know cal is recorded 1or QA & training purpcses. 
SPARCAS CG asked C how was the OTS appointment 

C stated that C was able to explain everything about Cs VEH to OTS 
C stated that C is stiR waiting lor dealer to call C to pick up VEH 
C stated C is using rental provided by dealer. 

SPARCAS CG informed C that OTS informed that ins1nJction was given to dealer to perform in Cs VEH accorting to C's experience and C's explanations 
SPARCAS CG inlormed C that since conoem was not duplictaed OTS gave instructions to dealer that if C oomes back to dealer !or same concern dealer must lollow up with OTS directly. 

C stated that C does not know why dealer does not believe to C 

SPARCAS CG explained to C that is not about believing C or not but the fact is that techs needs to reproduoe ooncer to be able to proper diagnose 

C states that now makes sence 

SPARCAS CG advioe C to contact dealer and incµre about when C can pick up C's VEH 
SPARCAS CG inlormed C that SPARCAS CG wont contact C anymore but C can keep SPARCAS CG number handy j ust in case C needs further assislanoe 

C agreed and thanked the information. 

Cati ended mutual y. 

Created By: LoriAnn Lint (11/9/20181 :42 PM) 
ttCASE SUMMARY" 
C looking lor a call back 
CRR-LL sent SPARC~G an e-mai 

Created By~ I 9CiAD0 I jgt (11/9/20181:41 PM} 
CRR-LL < VERIFIED> Account inlormation including: C's name, home & e-mai address, phone number & best contact ~ 
CRR-LL CHECKED !or open recals/~gns and found: 0 
CRR-LL CHECKED for previous UNRELA TEO Case(s) and found: 3 
CRR-LL CH ECKED previous RElA TEO Case(s) and found: 0 
CRR-LL NOTED conoem is: status update 

CRR-LL received inbound cal from C. 

C stated C rece;ved a VMX from SPARCAS-CG 
C stated C w as avaiable lor the rest of the day and wowd like to speak with SPARC~G 

CRR-LL advised C that CRR-LL will send an e-fflail to SPARCAS-SG 
CRR-LL sent e-fflail SPARCAS-SG 
CRR-LL asked C if there was anything else CRR-Ll could assist with. 

C declined. 

CRR-LL provided C with agent 10 and case ~ 
NOTE: C was driving so CRR-LL advised C and also"'fflrll'Tc!lr up e-mail with case # and agent 10 # 
CRR-LL noting C's best contact number i 
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Cati ended motual y 

Created By: Cynthia Gomez (11/9/201812:40 PM) 
SPARCAS CG p laced outl>ound call to C. No answer. Left messageaslcing C to cootact SPARCAS CG at 1 800 443 7315 ext 7319279 otherwise SPARCAS CG wil cootact C back again on Monday November 12111 2018. 

Created By: Cy nthia Gomez (11/812018 4:49 PM) 
SPARCAS CG placed outl>ound call to C. No answer. l eft message indicating SPARCAS CG will contact back again tomorrow. 

Created By: Cy nthia Gomez (11/6/201811:15 AM) 
SPARCAS CG placed outllound call to C 
SPARCAS CG authenticate C account as: name, best phone # and address 
SPARCAS CG let C know cal is recorded for QA & training purposes. 
SPARCAS CG reminded about DTS appoitment in NISSAN OF MCKINNEY in NOV 7TH 11AM. 
SPARCAS CG advice DTS name is Tonny Panno. 
SPARCAS CG informed that SPARCAS CG will reach out to C no late< than Friday Nov 9th 2018 
SPARCAS CG asked if C has any question 

C stated that no. 
C stated that C is ready for DTS inspection 
C stated C l ook day off 

Cati ended motual y 

Created By: Cy nthia Gomez (11/5/2018 10:28 AM) 
SPARCAS CG placed a call to C. No answer. Left Y<licemai reminding about DTS appoitment in NISSAN OF MCKINNEY in NOV 7TH 11AM. 
SPARCAS CG informed wil attempt to contact C again tomom:,w. 

Created By~ Cvnthia Gomez (11/512018 7:47 AM} 
SPARCAS CG sent email to DTS Tony, Cc SPA Tl BV to inform SPARCAS CG was nol able to speak with SF Mike nor SM/SD to follow upon DTS instructions. 

Created By~ CvPlbia Gomez (11/5/2018 7:42 AM} 
SPARCAS CG sent email to SM Brian & SD Cfint from NISSAN OF MCKINNEY - 3939 at briancday@icloud.com & cgivens@vtaig .com to inform about DTS appointment for C and requesting Senior Tech to be available 
as wel as rental VEH in case OTS needs them. 

Created By: Cynthia Gomez (11/1/2018 3:13 PM) 
SPARCAS CG placed outl>ound call to C 
SPARCAS CG authenticate C account as: name, best phone# and address 
SPARCAS CG let C know caD is recorded for QA & training purposes. 
SPARCAS CG confirm to C DTS appoitment details NOV 7TH 11AM 

C requested to be remilcled on Monday Nov 5th 

SPARCAS CG agreed 

Call ended motualy. 

Created By~ Cvnthia Gomez (11/1/2018 3:06 PM} 
SPARCAS CG forward original emai to SM Brian & SD Clint asl<ing for assistance. 

Created By~ Cvnthia Gomez (11111201s 2:58 PM) 
SPARCAS CG placed a call to SF Mike and was told SF Mike was not available . 

Created By: Cynthia Gomez (10/31/2018 3:18 PM) 
SPARC AS CG sent email to SF Mike at mschroede<@vtaig.COOl, Cc SM Brian at briancday@idoud.COOl & DTS Tony. to ask about the pending follow up on this case. 

Created Bv: Cynthia Gomez (10/31/2018 2:55 PM) 
SPARCAS CG placed a call to SF Mike from NISSAN OF MCKINNEY. 
SPARCAS CG was lold SF Mike is not available 
SPARCAS CG asked for SF Mike ..-nail address and received: mschroeder@vtaig .com 
SPARCAS CG thanked the ass.stance. 

Call ended motualy. 

Created By: Cynthia Gomez (10/31/2018 9:03 AM) 
SPARCAS CG placed a call to SF Mike from NISSAN OF MCKINNEY. 
SPARCAS CG was lold that SF Mike said will call back SPARCAS CG. 

Created Bv: Cvnthja Gomez (10/29/201811:06 AM) 
SPARCAS CG placed outl>ound call to C 
SPARCAS CG authenticate C account as: name, best phone# and address 
SPARCAS CG let C know caD is recorded for QA & training purposes. 
SPARCAS CG informed C that the appointment with DTS is programmed for November 7th 2018 
SPARCAS CG asked if that day wil be ol< with C 

C started complaining about C's VEH situation 

SPARCAS CG informed C that SPARCAS CG needs to confirm about appointment 

C stated that « is ol< 

SPARCAS CG informed that ft might be the case C wil need to bring VEH to deale< before that time but SPARCAS CG is still confirming with dealer about ft 
SPARC AS CG will anyways contact C no late< than Th November 1st to confirm about DTS appointment time and to inform about bring VEH to deale< 

C asked what for to bring VEH to dealer again 

SPARCAS CG informed that those are l e<ms between DTS and dealer 

C stated C asked because tt is C's VEH but anyways C is disappointed with Nissan already 
C stated that dealer don! do anything 
C stated that C's VEH is waiting for a part 
C stated that anyways C will w ait for SPARCAS CG call. 

SPARCAS CG thanked C 

Cati ended mutuaBy. 

Created Bv: Cvnthja Gomez (10/29/2018 10:52 AM) 
SPARCAS CG placed a call to dealer and spoke to SA Mike. 
SPARCAS CG explain the situation and provided DTS instructions and asked if C should call to make an appoi,tment or should ask for someone directly 

SA Mike stated C should make an appointment 

SPARCAS CG stated SPARCAS CG w ants to make sure DTS instruction is followed and asked if SPARCAS CG should speak to someone else or the cooversation with SA Mike should do 

SA Mike advice to speak to rathe< speak to Shop Foreman 
SA transfer the cal to Shop Foreman 

SPARCAS CG explain! to Shop Foreman Mike the COOllefS8tion SPARCAS CG had with DTS 

SF Mike as«ed SPARCAS CG to lei SF Mike to wart until SF M<e can check about« and SF Mike will cal SPARCAS CG back tomonow. 

SPARCAS CG provided SPARCAS CG phone llOOlbe< and ext 

Call ended mutuaBy. 

Created Bv: Cynthia Gomez (10/26/2018 12:30 PM) 
SPARCAS CG ptaced a calf to dealer, spoke to EJisa in service department. asked to speak to any sef'Vice adViSC)( and was told none of them was available. Asked to speak to senior technician and was told it was not 
available. Asked fOf' SM and was told it was not available. 

Created Bv: Cvnthja Gomez (10/24/2018 6:17 PM) 
SPARCAS CG called DTS Tony Panno. 

DTS Tony stated that by chance DTS was at NISSAN OF MCKINNEY this morning. 
DTS Tony states that DTS w as asked by deale< to checl< on C's VEH 'Mlich DTS did. 
DTS was not able to duplicate C's concern as expaained byt dealer about the VEH concerns while in reverse. 
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DTS states later DTS received the DTS Inspection request from SPARCAS CG. 
DTS states that as per aa the details OTS is now seeing in the case and that dealer did not mention to OTS this morning, and also taking into consideration OTS is goinf on vacations for a week and a half, dealer should 
initiate a Tech case to address tllis concern properly. Also dealer should per1orm NTB - 18-041 as 11181 might fix tile situation. 

SPARCAS CG agreed with OTS to set a OTS appointment and SPARCAS CG will cootact dealer and talk to them about OTS instructions while OTS is away, tllen if the appointment is not needed any more tllen 
SPARCAS CG will cancel il 

Call ended mutualy. 

Created By: Cy nthia Gomez (10/24/2018 3:59 PM) 
SPARCAS CG received email from DTS Antllony asl<ing for a phone cal. 
SPARCAS CG called. No - · left \/OicemaiL 

Created By: Cy nthia Gomez (10/24/2018 11:44 AM) 
SPARCAS CG requested DTS Appointment. 

Created By: Cy nthia Gomez (10/24/201811:39 AM) 
SPARCAS CG placed outlxxmd call to C 
SPARCAS CG authenticate C account as: name, best phone # and address 
SPARCAS CG let C know can is recorded fo, 0A & training purposes. 
SPARCAS CG At this time, NNA is not in a position to offer a repurchase or replacement of this vehicle, as the vehicle has not been suti;ect to an unreasonable number of repair att~ts 
SPARCAS CG iniormed C tllat C wil received a letter witll tile resolution and BBB address and phone number if C wants to follow up with tllis resolution. 
SPARCAS CG iniormed C tllat ARSS along with resolution give SPARCAS CG tile instruction to request OTS to check C's VEH and to inform ARSS once repairs are done. 
SPARCAS CG asked if C will agree witll tllat process 

C stated tllat C w ants to know why NNA denied C's request 

SPARCAS CG iniormed C tllat according to ARBS information, C's 1/ehide has not been sullject to an '""8SOOable number of repair attempts. 

C stated tllat then NNA doot consider 111814 times for tile same concerns is bad 
C stated 11181 C' life is in risk but NNA dont coosider tllat enough 
C asked what tllen is bad enough 
C asked how many times tllen tile YEH needs to fail to be enough 

SPARCAS CG iniormed C tllat SPARCAS CG is unable to provide a parameter as SPARCAS CG does not have tllat info,mation 

C asked who can provide tllat information to C 
C asked if a manager will 

SPARCAS CG iniormed C tllat SPARCAS CG is tile regional specialist therefore tile one on charge of C's case 
SPARCAS CG explm to C 11181 ARBS are not available to tile public. 

C stated tllat C, regn a woman always make sure to dont have a VEH more tl1an 2 years j ust to make sure C does not have to go tllrough any dangerous situation 
C stated tllat witll C's veh now C was at the highway when VEH failed and could have had a big accident, then C and C's daugtller and grandchild had to wait for toww,g service, then take a taxi and been tllrough all 11181 
yet NNA consider 11181 is not enough 
C stated tllat C just want to make sure SPARCAS CG is saying SPARCAS CG is tile fimit ofwhom C can speak about C's case to base on~ make a decision of what acctioos C will take now. 

SPARCAS CG iniormed C tllat il fact SPARCAS CG is the person who will assist C witll tllis case. 
SPARCAS CG asked if C wants SPARCAS CG to request DTS 

C stated tllat yes. 
C stated C wants answers., someone who can tell whafs wrong with C's VEH and fix il 

SPARCAS CG infonned C tllat SPARCAS CG wil request tt and will call C as soon as a tentative date and time is received to check if tllat will WO<k to C. 
SPARCAS CG iniormed 11181 SPARCAS CG will cootact C bacl< no later tl1an Monday October 29th 2018 

C agreed and tllanked the assistance. 

Call ended mutuaBy. 

Created Bv: Cynthia Gomez (10/23/2018 12:54 PM) 
SPARCAS CG placed outbound call to C. No answer. l eft voicemail indicating a resoiution is ready and SPARCAS CG will attempt to cootact C again tomorrow o, C can call back SPARCAS CG at 1 800 443 7315 ext -Created By~ Cvnthia Gomez (10/23/2018 11:24 AM} 
SPARCAS CG requested Denial letter 

Created By: Jacklyn Capeq (10/23/2018 9:23 AM) 
ARBS notes after careful consideration - At this tine, 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 arry 
warrantable concerns. NNA will continue to honor the tenns and oonditioos of all applicable warranties. 

ARBS recommends contactilg DTS to get ilvolved witll case. 
ARBS requests update once veh repairs have been completed 

Created By: Jacl<lyn Capers (10/23/2018 9:23 AM) 
ARBS noting veh summary: 23 days down 
1 v for veh wil not start 
1 v for veh pol s to tile right 
2 v for veh stalls when putting tile veh into reverse 
1 V for door locks do not open 
1 v for AfC blows luke warm at a stop 

Vehide acquired: Retai Sale 
In Service Date: 2/20/2018 

Open ~ns: none 

Additional cases found: 

2: - TS inquiry 
1 :■- C contacted Nissan CA requesting assistance with an reinbursement of car rental 

3: -docsforcase■■■ (emai) 

Tedl line case found: none 

DTS involved: none 
VSC tound: MZNM10892505/PMA10892505 (Basic 6/5000 MY14+) 
State:TX 

Total Approved Olecks: Grand Totals ( 1 reco,d) - $274.29 

Created By: Jacklyn Capers (10/23/2018 9 :17 AM) 
ARBS noting SH: 

03/12/18@ 1,557 miles under RO:- - days down: 3 
Concern: Veil will not start Action: steering lock and igmion 

~!~:@2, 152 miles under RO:- - days down: 9 (per time stamps) 

1. Yeh pulls to tile right 
2. Veh has died 5 times since purdlase. C/S this occurs when putting the veh into reverse 
3. DoO< locks do not open 
Action: 
1. Alignment completed 
2. Performed idle adjustment 
3. Action: New ignition cyfinder has to get taken by dealer tllat changed the ignitioo cylinder to locksmith to make tt WOl1t with original key. 

~!~:1o~ 170 miles under RO:- - days down: 1 

Action: LOF Completed 

07/30,/18@8,662 miles under RO:- - days down: 12 
Concerns: 
1. AfC blows luke warm at a stop 
2. Veh wil stall when put in reverse 
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Actions: 
1. Mode door actuator reset completed 
2. Could not duplicate and no repairs completed 

~'!1.!!r 15,050 !riles under RO:- - days down: OPEN 

1. Veh is braking on its own 
2. Veh dies when put in reverse 
Actions: 
1. SOP pans 
2. Could not duplicate 

ARBS notilg no RO l)lllCh times for RO- per d~ 

Created By: Cynthia Gomez (10/22/2018 2:17 PM) 
SPARCAS CG placed outllound call to C 
SPARCAS CG authenticate C account as: name, best phone # and address 
SPARCAS CG let C know cal is recorded for QA & training purposes. 
SPARCAS CG informed C that RHR has been submitted 
SPARCAS CG informed C next follow up will take place on October 25th 2018 
SPARCAS CG asked if C has any question 

C stated C does not have any questioo. 

Call ended mutualy. 

Created By~ Nicki Rauor (10/22/2018 2:09 PM) 
ORTS received the RHR. The RHR was assigned to ARBS Jacklyn Capers for review 

Created By: Cvnthia Gomez (101221201& 1:so PM) 
SPARCAS CG subm~ RHR 

Created By~ Cvnthia Gomez (10/22/20181:46 PM) 
SPARCAS CG placed outllound call to dealer. Spoke to Sefvice department receptionist who confrmed VEH stil at deale<. R~ sfiD open and that the SA wonoog on VEH not al dealer today. 

Created By~ Cvnthia Gomez (10/22/2018 11:35 AM} 
SPARC.AS CG placed can to dealer. Spoke to Warranty manager Melanie who asked to receive an email with the request. 

SPARCAS CG send email to■■■■■■-· as requested by warranty manager. 
Created By: Cynthia Gomez (10/19/201811:01 AM) 
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SPARCAS CG sent email ro SM Brian from N ISSAN OF MCKINN EY - 3939 to b<iancday@icloud.com cc SO Clint at cgillens@vtaig.ca<n requesting Accounting copies of ROs 529017 & 542816 of this VIN, as well as the 
open RO and confrm if lhe vehicle is still at your dealership 

Created Bv: Cynthia Gomez (10/18/2018 3:47 PM) 
- Case St.lmmary"" 

C contacted Nissan CA allout C ,-led NNA to Replace VEH 

~eated By: Cynthia Gomez (10/18/2018 3:47 PM) 

SPARCAS CG VERIFIED Account Info including: C's name, he<ne & email address, phooe# & best cootad# 
~ARCAS CG VERIFIED VEH Info including: VIN#, Current Mileage, Warranty & Se<Vice Histe<y 

Created By~ Cvnthia Gomez (10/1812018 3:47 PM) 
SPARCAS CG CHECKED for open recalls/~ns and found: 0 
SPARCAS CG CHECKED for previous UNRElA TED Case(s) and found 
SPARCAS CG CHECKED previous RElATED Case(s) and found: 0 
SPARCAS CG informed C there is no open campaign associated to this VIN 
SPARCAS CG NOTED coocern is: Replace VEH 

SPARCAS -CG asked how SPARCAS CG can- assist C 

C stated that C bought C's VEH in March this year 
C stated that in a trip the VEH had to be towed 
C stated that C complained about all those inoonveoiences. 
C stated that one month after that when VEH is placed in reve<se lhe VEH just tum off by itself 
C stated that in July C was told by deale< that Nissan is aware of that situation but ij is wa~ for further inslructioos allout that concern is many Rogue VEH 
C stated that now what happens with VEH is that just suddenly al dashboard lights started and warring somds, went on and VEH started going very slow which C consider is very dangerous. 
C stated that dealer check VEH and a sensor will be replaced 
C stated that concern persist but C still drives VEH 
C stated that A/C does nol wak 
C stated that all this happens in 6 month 
C asked if C can change C's VEH for another VEH 
C stated C does nol want VEH anymore 

SPARCAS - CG informed C that process for investigation can initiate with NNA 
SPARCAS -CG informed C that process can take up to 10 business days 
SPARCAS - CG informed C that all ROs associated to thei- VEH need to be oollected & then lhe case will be sent to ARBS for a further review and determine if NNA is in the position or not to repurchase/replace the VEH 
SPARCAS - CG informed C that in the meantime case is being ilvestigated it is recommended for C to work with servicing DLR to diagnose the VEH and perform any recommended repairs in case NNA is not in the 
position to repurchase/replace the VEH 
SPARCAS - CG informed C that C wil be contacted every 3 business days to notify C lhe status of the case 

C llldefstood and agreed to proceed with the process 

SPACRR- asked C to answer following -tion: 

Why do you want to return the vehicle to Nissan North America? Because C does not feel safe driving the VEH 
Has the concern been resotved? No. 
Where is the vehicle currently? Dealer 
Are you correntty in a rental vehicle? Yes 
Where was lhe vehicle purchased? NISSAN OF MCKINNEY 
Was the vehicle purchased new or used? New 
If used, when was the vehicle purchased? NIA 
Where is the vehicle se<Viced? Has the vehicle been taken to multiple Nissan dealers or lnfiniti retailers? If so, document names of dealers/retailers. N ISSAN OF MCKINNEY 
SPARCAS - CG thanked C for the information 
SPARCAS - CG notified C to expect a cal by EOB October 23'd 2018 

C llldefstood & appreciate assistance 

SPARCAS - CG provided C with case#, name & direct phone # 

BC# 

Case Categorizations 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-

NISSAN PRODUCT INQUIRIES ROGUE GENERAL INQUIRY OF 11/16/2018 ZR AZ - OF 

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) 

Case Customize Page I Printable Vrew I Help for this Page 

33284289 

Show Feed 

Case Historyf~ I <:aseCorrments!Zl I CaseCaleooriz.ationW I !2a:!!!UII 

Case Detail 

Account Name ~ 

Contact Email fiodvelk>@9mil oom 
Home P11one 3479679696 

Letter Se-nt Date 

Letter Received Date 

Follow Up Date 10/19/2018 

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 Owner J_ Oezerick Frazier 

Type CA 

Case Origin Phone 

Executive Refenal 

Exee>Received-Oa.te 

Status Closed 

Datelrme Opened 10/18/2018 6:31 PM 

Date/Tome Closed 10/19/2018 10:25 AM 

Multiple Repairs No 

Executive Summary 

Texting Status Executive Actions To Resolve 

Case Reopen Count 0 

Description FEB concern but C has not had the service bulletin perfonned 

Call Script 

Who contacted u.s? Consumer 

#Vehicles Owned 2 

Vd'liele Purchased New 

Pre-Owned Initial Mileage 

Current Mile- 8,997 

Incident Codes . IIR REQUIRED 

lncidef'lt Date 

Sent to legal 

Accident 

Asbag 

Fire 

IIR lndic.ator 0 

IIROate 

HR 

Vehicle Information 

Velucle 5N1AT2MV2JC714009 

Model Year 2018 

Make NISSAN 

Model Line ROGUE 

Model Code 22218 

Dealer Detai l 

ease Servicing Dealer STAB NISSAN 
Case Servicing Dealer Region Northeast Region 

Bluetooth 

Related Items 

Responsible District 06 

SharedWrth 

Phone Carrier 

Phone Manufacturer 

Reported From 

Issue Categories 

Approwd Ched< Reques1s $0.00 

https:/ /nissanna.my.salesforce.com/ 5000G0000 1 dcL4tQAE 

Vehicle Maintained Location STAR NISSAN 

Previous Repai.r Date 7/30/2018 

Previous Repair Location 

Related Vehicle Make Nissan 

XTIME Appointment Numb« 

Rollowf' 

Property Damage 

Injury letter 

Nootber Injured 0 

RHR Started 10/18/2018 

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 10/19/2018 

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 ~ 

HomePhone (347) 967-9696 

WO<I< Phone 7187671825 

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: CINDY LAU PHONE: 3479679696 VIN: 
5N1A T2MV2JC714009 

Created By 

Last Mocfrfied By 

Case Record Type 

Days Closed 

Sanjana Bajaj. 10/18/2018 6:31 PM 

NNAill, 12/8/2018 10:23 PM 

CA Oosed Case 

592 

Action Code NT8f 

What action was taken? SF Provided Vehicle Information 

Agent Comments 

Case History 

Dale 

Agent Comments 

Agent Next Step 

Us..-

I Reopen Case I ! Clone Closed Case! 

Action 

10/19/2018 10:25 AM Dezericlt Frazier Changed Status from Open to Closed. 

Closed. 

10/19/2018 10:23 AM Dezericlt Frazier Changed Data Net from false to true. 

10/19/2018 10:21 AM Dezericlt Frazier Changed Description. 

Root Cause 

Root Cause Code 

Root Cause Code (2) 

Document ID 

SCIN 

CA33284289 

Ca-se History Help 

10/19/2018 9:59 AM Dezericlt Frazier Changed Subject from CUSTOMER: CINDY LAU PHONE: (347) 967-9696 VIN: 5N1AT2MV2JC714009 to CUSTOMER: CINDY LAU PHONE: 3479679696 VIN: 5N1AT2MV2JC714009. 

Show more • I~ 

Case Comments 

Public Comment 

✓ 
Created By: Dezericl< Frazie< (10/19/201810:23 AMI 
data net sent 

Created By: Dezericl< Frazie< (10/19/2018 10:23 AMI 
RCAS-DF is closing Case as no further assistance can be offered at this time. 

- CASE SUMMARY - • 
✓ C contacted Nissan CA regarding concern but C has not had the savice bul etin pe<formed. 

RCAS-DF reviewed Case with SA-Roonie Morales 

- STATEMENT OF DECISION -
RCRCAS-DF infonned C that the<e is a update tor the FEB concem.RCAS-DF informed C that C needs to go back to the deale<ship and speak with SA-Ronnie Morales 

✓ Created By: Dezericl< Frazie< (10/19/2018 10:20 AMI 
RCAS-DF placed outbound call to Cat 7187671825. 

RCAS-DF asked C ij this is a good time to discuss C's VEH. 

C- stated yes. 

RCAS-DF advised C that this call may be monitored !O< training and quality purposes. 

RCAS-DF VERIFIED Account ln1o including: C's name, home & email address, phone# & best cootact# 
RCAS-DF VERIFIED Veh ln1o including: VIN#, CUITent Mileage, Warranty & Service Hislcxy 
RCAS-DF CHECKED 1or open recalls/campai!J>s and 1ound: none 
RCAS-DF CHECKED tor previous UNRELATED Case(s) and foond: none 
RCAS-DF CHECKED previous RELATED Case(s) and found: none 
RCAS-DF NOTED concern is: FEB concern 

RCAS-DF informed C that RCAS-DF is C's case manager and will be the po;nt of contact tor C. 

RCAS-DF provided direct number and C's case numbe<. 

RCAS-DF infooned C that RCAS-DF has been in contact with SA-Ronnie Morales. RCAS-DF informed C that th..-e is a update 1or the FEB concern. 

RCAS-DF informed C that C needs to go aclt to the dealefship and speak with SA-Roonie Morales. 

C- stated olL 

C- stated that when C went to the dealership before, the update was not out yet. 

C asked how long wil ~ take to due to the bulletin. 

RCAS-DF stated hopefully one day. 

https:/ /nissanna.my.salesforce.com/ 5000G0000 1 dcL4tQAE 
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✓ 

✓ 

✓ 

✓ 

C- stated ok. 

RCAS-DF advised C to call RCAS-DF if C has any concerns after getting the update corrc,leted 

RCAS-DF asked C if C had any questions. 

C- stated no. 

RC.AS-OF thanked C fOf altowing sometime to discuss this case 

RCAS-DF advised C to have a great day. 

Call ended mutually. 

Created By: Pezedck frazis: (10/19/201810:09 AM) 
RCAS-DF placed outbound call to Cat 3479679696 

RCAS-DF left a VMX for C. 

RCAS-DF provided direct number and C's case numbef. 

RCAS-DF infooned C to go back to the dealership and ask for SA-Ronnie Morales 

RCAS-DF set a follow update for Wednesday 10/24/18 

Created By: Pezedsk Erazis: (1011s1201s 10:02 AM) 
RCAS-DF placed outbound call to Star Nissan at (718)359-7443. 

RCAS-DF Sl)O«e with SA-Ronnie Morales. 

RCAS-DF asked for a update on C's FEB concern. 

SA-RM stated that Chas not been to the dealership since 7/30,118. 

RCAS-DF asked if SA-RM is awa,e of the FEB bullems. 

SA-RM stated that SA-RM is aware. 

Call ended mutually 

created By: Saoiaoa Raiai (10118/2018 6:48 PM) I Last Modified By: PezeciGk Erazitr (1011s1201s 9:59 AM} 
-CASE SUMMARY'"' 

C called in for the VEH break issue 

CRR-SB transferred case to RCAS at this point 

Created By: Sanjana Bajaj (10/18/2018 6:47 PM) I Last Modified By: Dezerick Frazier (10/19/2018 9:59 AM) 
CRR-SB < VERIFIED> Account information including: C's name, home & ~ address, 
phone number & best contact number 
CRR-SB VERIAED VEH lnfonnation including: VIN # , Current Mi eage 
CRR-SB CHECKED for open recalls/carrc,aigns and follld: 00 
CRR-SB CHECKED for previous UNRElA TED Case(s) and lound: 00 
CRR-SB CHECKED previous RELATED Case(s) and found: 000 
CRR-SB NOTED concern is: VEH issue 

CRR-SB received inbound call from C -

C stated C want to report safety concern on VEH 
C stated C is having issue 
C stated VEH will automatically stop and use break 
C stated C have to aver wlite the accelerator to stop breaking 

CRR-SB asked if C went to DLR 

C stated DLR stated that DLR cannot do anything 
C stated was told about sometlling about to sensor 
C stated there is ger time 
C stated automatically breaking 
C stated C was doing some research 

CRR-SB asked when tt started 
CRR-SB asked is tt there since C bought 

C stated in the beginning of this year 
C stated C there was bulletin issued for the VEH 
C stated there is service bulletin 

CRR-SB asked bulletin numbe( 

C stated C have the bulletin number# PC637 

C stated DLR stated they cannot do anything with the sensor 
C stated C was to accelerate to aver wlite the break 
C stated C received the BuDetin for Service rei,rogram 

CRR-SB asked what C is looking 

C stated want to know if VEH is safe 
C stated C is going to intersection and it wil breaking on me 
C stated tt is safety issue 
C stated C want to see if there fix or exchange the VEH 
C stated tt is safety concern 
C state have young daughter 
C stated C want to get the VEH 
C stated C want to make sure 
C stated C want to prefer to trade in the VEH which is safe 

CRR-SB advised C case will be documented 

Cunderstood 

CRR-SB advised C with the case, agent id #7319154 and Name 
CRR-SB offered further assistance 

Cdeclined 

CALL Ended mutually 

3479679696 -Ms. Lau 

Page 3 of 4 

Case Categorizations 

Adion ~ ~ # Catego,y Description Subcategory Description Symptom Description 

POOR OR IMPROPER 
OPERATION 

Case Categorizacons Help 

Major Component Code Category Date Symptom Code Categ«y Code Subcategory Code Concern Code 

CC-10045652 BRAKES ANTI-LOCK BRAKE 
SYSTEM 04 10/19/2018 YX AD 118500 OA 
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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 11/8/2018 

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 Owne< B Randy Anderson 

Type CA 

Case Origin Phone 

Executive Refenal 

Exee>Received-Oa.te 

Status Closed 

Datelrme Opened 10/19/2018 12:16 PM 

Date/Tome Closed 11/8/2018 9:05 AM 

Multiple Repairs No 

Executive Summary 

Texting Status Executive Actions To Resolve 

Case Reopen Count 0 

Description C is stating C is having concerns with FEB. 

Call Script 

Who contacted u.s? Consumer 

#Vehicles Owned 1 

Vd'liele Purchased New 

Pre-Owned Initial Mileage 

Current Mile- 1,640 

Incident Codes. IIR REQUIRED 

lncidef'lt Date 

Sent to legal 

Accident 

Asbag 

Fire 

IIR lndic.ator 0 

IIROate 

HR 

Vehicle Information 

Vehicle KNMAT2MV1J~ 

Model Year 2018 

Make NISSAN 

Model Line ROGUE 

Model Code 22018 

Dealer Detai l 

ease Servicing Dealer ROCK! AND NISSAN 
Case Servicing Dealer Region Northeast Region 

Bluetooth 

Related Items 

Responsible District 05 

SharedWrth 

Phone Carrier 

Phone Manufacturer 

Reported From 

Issue Categories 

Approwd Ched< Reques1s $0 .00 

Vehicle Maintained Location ROCKLAND 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 10/19/2018 

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 10l22/2018 

Oealff Instructions Service Oepl Review 

Requested Dealer Action FYI 

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 

LS Response rime 

Vert>atims 

Alert Trigger Verbatim 

Survey Verbatim 

Deale< Action History 

NNA Notes 

Customer Conversation Notes 

DTS Inspection 

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 

Notes to Agent 

Subject CUSTOMER: ~ HONE 
KNMAT2MV1-----

N: Root Cause 

-

Created By 

Last Mocfrfied By 

Case Record Type 

Sebastian Otterslein, 10,,19/201812:16 PM 

NNAill, 12/8/2018 10:22 PM 

Root Cau.. Code SOSO 

Root Cause Code (2) 

CA Oosed Case 

Days Closed 572 

Action Code NT8H 

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

Agent Comments 

Agent comments 11f7 C needs to make an appointment. 

Agent Next Step 

I Reopen Case I ! Clone Closed Case! 

Case History 

Dale Ac6on 

OocurnentlD -

11/8/2018 10:57 AM 

11/8/2018 9:05 AM 

Use, 

CharityTrull 

Brandon Seay 

Changed Case Owner from Brandon Seay to Randy Anderson. 

Changed Status from Open to Closed. 

Closed. 

11f7/2018 10:52 AM 

11/5/20181:36PM 

Brandon Seay 

Brandon Seay 

Changed Follow Up Date from 11f712018 to 11/8/2018. 

Changed Follow Up Date from 11/512018 to 11f7/2018. 

Show more • I~ 

Case Comments 

Pubic e«nment 

Created By: Brandon Seay !11/812018 9:04 AM) 
RC~ is closing Case as no ftlther assistance can be offered at this time. 

-CASE SUMMARY-
C contacted Nissan CA requesting assistance with FEB concerns. 

✓ RCAS-85 reviewed case with SM-Frank Nolan and ~. Rela 

C stated C has an appointment oo November, 25th to get part installed. 

•"STATEMENT OF DECISION"• 
RC~ advised C Nissan has aeated a case to document C's concern, and this case wil remain in NNA's system. 

~~=~~@~~
1

~~22
1

1 rn ''' I~ spoke to C's wife 
RCAS-85 stated call may be recorded for quality and training purposes. 
RCAS-85 asked C has C spoke to anyooe at the DLR. 

C stated the DLR finally called C. 
C stated Chas an appointment at the DlR oo 11/25. 

RCAS-BSundefstood. 
RCAS-85 asked C does C have RCAS-BS contact info. 

✓ C stated yes. 

RCAS-85 stated if DlR is not able to address C's concern C can cal RCAS-BS back. 

C understood. 

RCAS-85 asked C does C have any other queslioos for RC~. 

C declined. 

RC~ thanked C for time. 

Call ended mutuaBy. 

✓ ~~=~a':ir:=vc:.~1
1{::=N:!., and no one was available to speak with. 

Created Bv: Rrandgp Seay 111m11111·11 II) RCAS-85 att~ed to contact C "'!::: was advised there is not an extension for C. 
✓ -----~*' t . • ]11111111___ ·-- • .I, . .. 

RCAS-85 is deleting 

isC. 

Page 2 of 4 
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✓ ~~=~::m rr:r '.I lZ'.511 r ~~~)induding Case number, name, and RCA.>BS contact ol 615.725.7143. RCAS-BS requested that n C caDs bad< and reaches VMX, to please lealle best time and 
~ to reach C. 

✓ ~~=~a
1:r~YC:.111t~1

~K~~ ~~ and SM-Frank and SA-Felix was not available to speak with. 

~~~=~3~~1~~2211 rn Si 3M spoke to C's wife 
RCAS-85 stated call may be re<aded for quality and training purposes. 
RCAS-85 asked C has C heard from DLR. 

estated no. 

✓ RCAS-85 stated RCAS-BS would oootact DLR. 

Cunderstood. 

RCAS-85 stated RCAS-BS would follow up with C no later than Wednesday, November 7th. 

Call ended mutualy. 

✓ Created Bv: Brandon $••y 11115120:r :-ZI WU 
RCAS-85 made OUUlound cal to , •I- 1 I 11 ■II ar1 spoke to C's wile 

Created Bv: Brandon Soay <10/31/20181:04 PM} - . 
RC=s5 made OUUX>und caD to Cat and spolte to C's wife_..., is C. 
RCAS-85 stated call may be recaded for quality and training purposes. 
RCAS-85 advised C that the component is at the DLR. 

C understood. 
C asked was the component the same OO<ll)(lllenl. 

RCAS-85 stated yes but his component doesni have a fault. 

✓ C understood. 

RCAS-85 stated RCAS-BS would follow up with C no later than Tuesday, Nov 5th. 
RCAS-85 asked C does C have any other questions for RCAS-BS. 

C declined. 

RCAS-BS thanked C tor time. 

Call ended mutualy. 

Created By: Brandon Seay !10/31/2018 10:47 AM) 
RCAS-85 received inbound cal from SM-Frank Nolan stating 8453586700. 

SM-FN slated DLR is replacing the front radar sensor. 
✓ SM-FN slated this one doesni have a fault. 

RCAS-85 understood. 

Call ended mutualy. 

Created By: Brandon Seay !10/31/2018 10:25 AM) 
RCAS-85 placed OUUlound call to Rockland Nissan and spoke to PM-Guss Rella . 

PM-GR stated the oomponent is at the DLR. 

✓ PM-GR stated the part nt.mbe<is 28438 Sfa31. 

RCAS-85 understood. 

Call ended mutualy. 

Created By: Brandon Seay !10/26/atm:rrt 
RCAS-85 made outbound cal to C at L l spoke to C's wile 
RCAS-85 stated call may be recad qua, an ·ning purposes. 
RCAS-85 stated C's part was shipped out on the 25111. 

C understood. 
C stated is it the same component or a different component. 

RCAS-BS stated RCAS-BS wiU frld out. 
RC=s5 stated RCAS-BS would lolow up with C no later than Wednesday, October 31st. 

✓ RCAS-85 asked C does C have RCAS-BS's contact info. 

C stated yes. 

RCAS-85 asked C does C have any other questions for RCAS-BS. 

C declined. 

RCAS-BS thanked C tor time. 

Call ended mutualy. 

Created By: Br andon Seay {10/26/201810:58 AM) 

isC. 

isC. 

isC. 

RCAS-85 placed outbound call to Rockland Nissan and spoke to Parts Counter Person Bruce Bartlett. 

✓ Parts Count..-P-stated the part is not on back onler. 
Parts Counter P- stated ij shipped on the 25111. 

RCAS-85 asked to be transf..-red to service department and SM was unavailable. 

✓ Created By: Brandon Seay !10/2312018 2:59 PM} 
RCAS-85 made outbound cal to Cat and spolte to C's wife is C. 
RCAS-85 VERIFlED C's name, home & email address, current mileage and phone. 
RCAS-BS VERIFIED servicing dealerhetailer: ROCKLAND NISSAN 
RCAS-85 CHECKED for open recals/carrc,aigns and to..-.d: none 
Previous UNRELATED Case(s) Found: none 
Previous RELATED Case(s) Found: none 
RCAS-85 ADVISED "This call may be recaded for quality and training purposes .• ... _.._._._._....... .. .__ .. _.......,.•• • •----
RCAS-85 stated RCAS-BS was C's RCAS, case manager, and point of oontact. 

C stated C went to Rockland Nissan this morning. 
C stated DLR put the VEH oo the computer. 
C stated eve,yooe was pretending nothing is wrong with VEH. 
C stated C's VEH came up with bulletin. 
C stated DLR stated DLR had to order a rew component. 
C stated C had a few issues twice. 
C stated thankful y C has never had an accident driving. 
C stated C's VEH is very sensiti11e 
C stated C WOUid hear a bee? beel). 
C stated C doesni know n VEH knew n C was not braking in time. 
C stated VEH was warning C by beepo,g and blue light shot across the dashboard. 
C stated 1M>le driving home out of nowhere the VEH started dinging. 
C stated when C looked down C was going 15mph and tt slapped. 
C stated the nearest VEH was more that a half a mile ahead of C. 

RCAS-85 apologized tor the inconvenience C is facing wijh VEH. 
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C stated sensor is on back order and may arrive in a few weeks. 
C asked was DtR just r~acing component or is C getlilg a new part 
C stated DLR cut of the AEB sysem. 
C stated C has the VEH. 
C stated DLR said there is a safety bulletil. 

RCAS-85 stated RCAS-BS would get infoonatioo from TECHs at NIS. 

C understood. 

RCAS-BS provided case and contact nurriler. 
RCAS-85 asked C does C have any other questions for RCAS-85. 

C declined. 

RCAS-85 thanked C for time. 

Call ended mutualy. 

✓ ~~~~~=m ~:~~06~'5]1 Cf) Tl ~ was advised C ooesn·t have an extensk>n. 

Page 4 of 4 

Created Bv: Rrandgp f1711 '19'.33'.Wl~ 2:24 PM} 
✓ RCAS-BS contacted C at1111 lllllll■P•ft VMX including case number, name, and RCAS-BS contact of 615. 725.7143. RCAS-BS requested that if C calls back and reaches VMX, to please leave best time and number to 

reach C. 

Created By: Brandon Seay !10/22/2018 8:26 AM} 
RCAS-BS piaced outbolUld call to Rockland Nissan and spoke to SM-Frank Nolan. 

✓ S-N stated there are no open ROs for C. 

RCAS-85 understood. 

Call ended mutualy. 

Created By: Sebastian Otterstein (10/19/201812:22 PM) 
-CASE SUMMARY-
C contacted Nissan CA requestilg assistance with Forward Emergency Braking Improper Operation 

CRR-5O informed C that Case will be trans/erred to a Regional Consumer Affairs Specialist who will contact the C by close of business day 10/22/2018 regarding Cs concern 

Best Time: up to 10 am and after 1pm Eastern lime 
Best Contact: 

Created By~ St!'ha:&Uao Otteo,teio c1011s1201a 12:22 PM) 
CRR-5O VERIFIED Account Info including: C's name, home & email address, phone# & best contact# 
CRR-5O VERIFIED Yei Info including: VIN#, Qrrent Mileage, Warranty & Service History 
CRR-5O CHECKED for open recalls/carnpaq,s and found: 0 
CRR-5O CHECKED for l)(eviOUS UNRElA TED case(s} and found: 0 
CRR-5O CHECKED previous RELATED Case(s} and to..-.d: 0 
CRR-5O NOTED concern is: Forward Emergency Braking Improper Operatioo 

CRR-5O noting wi1e is phoning in, will be referred to as C 
CRR-5O received inbound call from C 

C stated C is phoning regarding an incident with Cs VEH 1{1,118/2018 

CRR-5O acknowledged C concern 
CRR-5O asl<ed C what happened 

C stated C was driving 40 nl)h on smooth pavement 
C stated the Emergency Braking System engaged 
C stated C was on safety pavement and the VEH did not slop % 100, VEH slowed down to 15 MPH 
C stated a couple times C heard something n.rn on 
C stated there were no VEHs around 
C stated C is seeing a lot of complaints oni ne about 2018 Rogue 

CRR-5O apologized to C for Cs experience 

C stated C tried phoning DLR but DLR was too busy 

CRR-5O asl<ed C how would C like NNA to assist 

C stated there are no carrc,aigns on YEH 
C stated C is realty considered as C brings and picks up grandchildren from school 
C stated C read oni ne C can disengage feature 
C stated C real y hesitated to get into YEH 

CRR-5O asl<ed C what would Cs ideal solution be involving NNA 

C stated to have YEH fixed or get rid of Yei 

CRR-5O informed C that Case will be trans/erred to a Regional Consumer Affairs Specialist who will contact the C by close of business day 10/22/2018 regarding Cs concern 

C understood 

CRR-5O offered further assistance 

C declined 

CRR-5O p(OVided C with case number and agent ID 

Best Contact: 

Call ended mutualy 

Case Categorizations 

Action ~ ~ # c.rtegcxyOescription Subc.i~Oescription Symptom Oescription 

POOR OR IMPROPER 
OPERATION 

Case Categorizations Help 

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

INTERIOR FORWARD EMERGENCY 
ELECTRICAL BRAKING (FEB) 

26 10/19/2018 YX AV 1111 OA 
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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 21712019 

Supporting Documents 

CA Muttiple Repairs 

Social Media Involvement ✓ 

Martiz Custome< Id 

Case O#nH location Murfreesboro 

Case HislOf( [&l I Case Corrments uzm I Case C:deoorizations fll I ~ Jill 

J Reopen Case 11 Clone Closed Case J 

Case 0wne< !!Gloria Holman 

Type CA 

Case Origin Phone 

Executive Refenal 

Exee>Received-Oa.te 

Status Closed 

Datelrme Opened 10/19/2018 2:47 PM 

Date/Tome Closed 2/13/2019 2:59 PM 

Multiple Repairs No 

Executive Summary 

Texting Status Executive Actions To Resolve 

Case Reopen Count 3 

Description ca.sumer Affairs Voluntary Settlement due to 3 repairs and 42 days out of service for warning light on dash will pop up when driving and brakes will be applied 

Call Script 

Who contacted u.s? Consumer 

#Vehicles Owned 1 

Vd'liele Purchased New 

Pre-Owned Initial Mileage 

Current Mile- 4,506 

Incident Codes . IIR REQUIRED 

lncidef'lt Date 

Sent to legal 

Accident 

Asbag 

Fire 

IIR lndic.ator 0 

IIROate 

HR 

Vehicle Information 

Vehicle 5N1AT2MT7J• 

Model Year 2018 

Make NISSAN 

Model Line ROGUE 

Model Code 22518 

Dealer Detail 

ease Servicing Dealer GI J! F COAST NISSAN 
Case Servicing Dealer Region Central Region 

Bluetooth 

Related Items 

Responsible District 07 

SharedWrth 

Phone Carrier 

Phone Manufacturer 

Reported From 

Issue Categories 

Approwd Ched< Reques1s $4,307.00 

Vehicle Maintained Location GULF COAST NISSAN 

Previous Repai.r Date 

Previous Repair Location Request Checks!! 

Related Vehicle Make Nissan 

XTIME Appointment Numb« 

Rollowf' 

Property Damage 

Injury letter 

Nootber Injured 0 

RHR Started 10/23/2018 

RHR Completed 1/2/2019 

Customer Document Requested 

Date Requested 

Customer Document Received 

Date Received 

Part Numb« 1 

Beyond Basic Warranty Miles 1 O 

Beyond Basic Warranty Months1 4 

Beyond PT WalTal'lty Miles1 0 

Beyond PT Warranty Months 1 4 

Data Net ✓ 

Oatanet Deal« Date 10/22/2018 

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 -

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. ONE: VIN: 5N1AT2MT7Jclllllll 

Created By Sanjana Bajaj. 10/19/2018 2:47 PM 

Last Modified By ~ 2/13/20199:06 PM 

Case Record Type 

Days Closed 

Action Code 

CA Oosed Case 

475 

Nl 9D 

What action was taken? 90 Customer Reirnblxsement - Settlement 

Agent Comments 

Agent Comments 12/21 Call C . 
12/19-12/21 Cal DLR and DTS for updates. 

10/23 Begin RHR. Denied. 
ARST DTS appointment was on 11/8 at 1:00PM 

Agent Next Step 

Case History 

u.., 

2/13/2019 2:59 PM 

Kristina Row 

I Reopen Case 11 Clone Closed Case! 

Action 

Changed Status from Open to Closed. 

Closed. 

Changed Description. 

Root Cause 

Root Cause Code SCMV 

Root Cause Code (2) 

Document ID 

2/7/2019 3 :26 PM 

2/6/2019 2:40 PM 

1/16/2019 7 :57 AM 

Kristina Rosas 

KriMnaRow 

Changed Follow Up Date from 1/17/2019 to 2/7/2019. 

Changed Follow Up Date from 1/3/2019 to 1/17/2019. 

Shgw ID9ll' • I~ 

Case Comments 

Pubic Conwnent 

~=•~1:tT!:i•~lg~~1
1i ~:~~ signed for by -

Created By:~ (2/11/2019 2:17 PM) 
Check sent-FedEx tracking number as notated by ORT agent 

Created By: Kristina Rosas (2/7/2019 3:45 PM) 
RC requested check for settlement 

CR0406999- $3,400 customer check payable to Mchaef Quinn Mille< Jr. and Tiffany Diann Miller 

FedExtrackilg 

Created By: Kristina Rosas (2/7/2019 3:26 PM) 
C is looking lo, NNA to buyback VEH. 

Created By: Kristina Rosas (2/6/2019 2:40 PM) 
11. received signed cash Setllemeot Agreement and attached to case. 

Created By: Gloria Holman (1/30/2019 10:08 AM) 
RC GH emailed Customer Release Agreement. 
RC requested Customer, review tile doooment, and tt agreed, have notarized, sign, and send entire document back to RC via fax. 
RC explained upon rece;pt of CUstome(s signed acceptance, tile check wculd be delivered within 7 business days via FedEx, and requires an adult signature for deivery. 

Created Bv: Grog MPd•Y (1/30/2019 9:49 AM) 
Received Cash Setllemeot 
2 owne,s per TX Title App: 

~~~~~~B~i:~~:.:~ SN1AT2MT7 ... 

Created Bv: Gl9rjo Hofman 11/30/2019 8:33 AM) 
RC GH created settlement agreement and sent to Quality for review. 

Created Bv: Gl9rjo Hofman 11/29/2019 3:45 PMI 
RC GH received an email from Customer stating she has decided to go with tile settlement offer. 
RC replied to email acknowledging. 

Created By: Gloria Holman (1/29/2019 3:21 PM) 
RC GH updated replacement figures to reflect prior reimbursement and sent to Quality. 
New f inance 
MSRP of new vehicle: $35,675.00 
MSRP of old velvcle: $34,565.00 
+Usage: $1 ,113.00 
+Upgrade Cost (Waived $1 ,000.00): $110.00 
+Prior Reimbursement $907.00 
+Current Payoff good ttvough 02/08/2019: $43,201 .10 
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Case:- ~ Salesforce - Unlimited Edition 
Total Customer Participation: $45,331.10 
Dealer New Finance 
(+) New Vehicle lnll<lice: $34,450.00 
(+) Registrationlntle/1.icense Fees: $166.50 
(+) Document Fee: $150.00 
(+) Sales Tax: $2,153.12 
(+) Non Tax Fees: $126.44 
(=) Total due Dealer: $37,046.06 
(-) Custome.-responsibilityto Dealer. ($45,331.10) 
(=) Total Dealer Pays to NNA: $8,285.04 

Created By: Greg Morley (112912019 3:16 PM) 
QC-GM requested RC review figures. 

Created Bv: Gk>rja HoJman 11129120191:49 PM) 
RC GH completed replacement figures and sent to Quality fo, review. 
New f inance 
MSRP of new vehicle: $35,675.00 
MSRP of old vehicle: $34,565.00 
+Usage: $1 ,113.00 
+Upgrade Cost (Waived $1 ,000.00) $110.00 
+Current Payoff good through 02/08/2019: $43,201 .10 
Total Customer Participation: $44,424.10 
Dealer New Rnance 
(+) New Vehicle lnll<lice: $34,450.00 
(+) Registrationlrrtle/1.icense Fees: $166.50 
(+) Document Fee: $150.00 
(+) Sales Tax: $2,153.12 
(+) Non Tax Fees: $126.44 
(=) Total due Dealer: $37,046.06 
(-) Customer responsibility to Dealer: ($44,424.10) 
(=) Total Dealer Pays to NNA: $7,378.04 

Created By: Nicki Barror (1129/201911:28 AM) 
ORTS NB attached factory in\Klice 

Created By: Gloria Holman (112912019 10:49 AM) 
RC GH received a \Klicemail from Mar1< Holian, regarding settlement offer. 
RC returned call, 832-496-8386 and infO<med Mar1<, ff Ille Customer chose Ille settlement option, Ille vehicle would not be categorized as a lemon vehicle. 
Mart stated he understood, and will speak with the Customer as this may be their best option due to over $10k in negative equity. 
RC acknowledged, call ended rrutually. 

Created Bv: Gk>rja HoJman 1112912019 8:54 AM) 
RC GH received Mock Bil of Sale from Mar1< Haian, Executive Manager, Gutt Coast Nissan. 
RC requested Replacement Facto,y lnll<lice. 

Created By: Gloria Holman (112812019 3:36 PM) 
RC GH received a \Klicemail from Mar1<, Executive Manager, Gulf Coast Nissan askilg f()( a return call. 
RC called Mar1< Holian, 832-496-8386, regarding replacement vehicle. 
Mar1< stated he found a vehicle closer to Ille MSRP of Ille CUstomer's vehicle and asked what was needed oo his end. 
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RC infonned Mark, a Mock Bill of Sale is needed listing the selling price of the vehicle at bottom line invoice, including all collateral charges associated with the sale of the vehide and omitting any aftermartcet items. 
RC oolaaled email address: mhaian@guttcoastnel. 
RC inlO<med Mark, an emai wil be sent detaililg Ille info,mation discussed needed on Ille document. 
Mar1< lllderstood, and thanked RC, call ended mutually. 
RC sent email requesting Mock Bil of Sale. 

Created Bv: Gk>rja HoJman 11/2512019 3:38 PM) 
RC GH called Customer, and inquired if an Attorney was retained. 
CUstomer stated she has not retained an Attorney as of yet. 
RC requested ff Customer retains an Attorney, Ille case wil be closed, and Ille Customef's Attorney will instruct her further. 
RC inf()(med Customer an emai was sent to Tm Fowler, Sales Manager, Gutt Coast Nissan regarding incorrect Mock Bill of Sale. 
RC stated Ille selling price of Ille vehicle is incorrect, and RC inf()(med Tim tooo,recl Ille figure, and resend Ille document 
RC forwarded Ille email sent to Tm, to Ille Custome,. 
Customer sated she i go to Ille Dealership today , and will have Tm send Ille coo-ected docw,ent by Monday, 01/28/2019. 
RC acknowledged, call ended rrutually. 

Created By~ Bick Rocreccio (1/24/2019 4:16 PM) 
-CASE SUMMARY-
C contacted Nissan CA requestilg assistance willl lollow up on Ille case 

ORR-RB is sending an internal message to RC-GH to lollow up will1 C 

Created By~ Bick Hocceccio (1/24/2019 4:16 PM) 
ORR-RB <VERIFIED> Account Info includilg: C's name, home & emai address, phone# & best oontact# 
ORR-RB CHECKED f()( open recalls/campaigns and found: 0 
CRR-RB CHECKED f()( previous UNRELATED Case(s) and lound: 1 
ORR-RB CHECKED previous RElA TEO Case(s) and found: 0 
CRR-RB NOTED concern is: follow up on Ille case 

C stated Illa! C's VEH has been deemed a lemon and been wor1<ing with 
C stated Illa! when C firat purchased Ille Nissan Rouge Illa! C had purchased 
C stated lllat Ille oredtt was not good back lllen but could get financing 
C stated Illa! now 6 monllls to a year late< Chas to purchase a-new VEH and is having a hard time getting financed 
C stated Illa! Ille dealership will not repair as it is deemed a lemon and Illa! C stated Illa! has left RC GH multiple calls and no one will get back to C 

ORR-RB spoke with CRR-DR and CRR-OR had stated ff C wants to speak to supervisor to escalate Ille call to a supervisor 

C stated Illa! lllis has been goilg oo since October 
C stated lllat C has watted long enough and Illa! C is done with this whae matte, 
C stated who RC-GH's supervisor is 

ORR-RB stated Illa! is not info,mation Illa! CRR-RB can give oot 

C understood 

CRR-RB was inf()(med by Tl -MF Illa! we canna escalate Ille case and Illa! tt is at Ille highest Illa! Ille case is 
ORR-RB stated Illa! CRR-RB can send an internal message to get a call back 

C stated C has a question for CRR-RB 

ORR-RB t.rode.-stood 

C stated Illa! ff C were to go oot and get a lawye, who does C have to Sl)eak will1 

CRR-RB stated ff C has Ille PO Box maii ng address 

C stated "OHH I have Ille address" 

ORR-RB stated to C Illa! is Ille address Illa! C sends Ille letter to 

C understood 

CRR-RB provided case #- long willl name and id 

C understood 

ORR-RB stated to C ij lllere is anylllilg else Illa! C needed further assistance with 

Cdeclined 

Call ended mutuaBy 

Created By: Gloria Holman (1122/2019 8:31 AM) 
RC GH emailed Tim Fowler, Sales Manager, Gui Coast Nissan regarding incorrect Mock Bill of Sale. 
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RC ilformed Tim. the selling price of the vehicie must be listed at bottom line invoice in the amolllt of $43,334.00. 
RC requested Tim resend the document once oonected in order for replacement figures to be formulated for him and the Customer to rev;ew. 

Created By: Michelle Simpson (1118/2019 2:38 PM) 
ORTS-SM obtained/attached the Rqijacement Factay ln\/Oice. 

Created By: Gloria Holman (1/18/20191:59 PM) 
RC GH received Mod< Bill of Sale from T,m Fowle<, Sales Manager, Guff Coast Nissan. 
RC requested Replacement Factory Invoice. 

Created Bv: Gl9rja HoJman 11/18/2019 12:45 PM) II 
RC GH received a \/Oicemail from CU.tamer's husband asking how long wil the replacement option take. 
RC ilfamed Customer, providing the document is c:ooec once received, once replacement figures are oon-c,reted and approved (1-2 business days), the figures wil be emailed to the Customer for review. 
CUstomer was in Dealership with wife, and Lori, Salesperson. 
CUstomer asked why would it take so long. 
RC was placed on speaker phone. 
RC rerterated, after the figures are completed, the document must be approved by 2 other departments. 
Customer (wtte) asked what happens tt the Oealefship decides to sell the vehicle. 
RC stated the Dealer is asked to hold the vehicle for the CUstomer tt they are wil ing to assist 
Lori (Salesperson) stated the vehicle cannot be held until the end of the month. 
RC asked tt the vehicle has been shown to other Customers, and Lori replied yes. 
RC stated tt the Dealer is not wili ng to hold that particular vehicle, to have the Customers select another vehicle the Dealer would hold. 
RC stated there is not a guarantee the buyback wiU be completed by end of the month. 
RC explained, once the document is received, rqijacement figures are completed, and approved by Quality, the Customer still needs to review the figures, agree with the offer, and be approved for refinancing. 
RC further explained, upon receipt of the Customer's signed accepw,ce of the offer, they would be contacted within 10 business days by the 3td party vendor to further assist in the buyback. 
Lori stated she will pray the buyback is completed by the end of month. 
RC acimowledged, call ended mutually. 

Created By: Gloria Holman (1/1812019 12:00 PM) 
RC GH called Lori, Salespersoo, Guff Coast Nissan, ~28-7200 regardilg Mock Bill of Sale foc rqijacement vehicle. 
Lori stated the Customer is in the Dealership, and has sdected a vehicie. 
Lori stated she had to transfer RC to Tm Fowle<, Sales Manager, as he would be the pant of contact moving focward. 
RC acknowledged, and was transferred. 
RC requested a Mock Bill of Sale from Tm for the vehicle the CUstomer selected. 
Tm asked where was the $12k going. 
RC asked for clartfication. 
Tm stated he has a document that states the Customer has a $12k credit. 
RC inquired if lim was revning the CUstome(s repurchase offer. 
Tm stated he was not. 
Tm stated the document came from NNA and has RC's information on the last page. 
RC i'lfonned Tim, that document is in fact the repurchase offer the Customer was presented with. 
RC stated that amount is what the Customer would CYNe with that offer. 
RC explained, the repurchase offer is completety separate from the replacement offer. 
Tm asked would NNA help with financing. 
RC ilfooned Tim, financilg is completed on Customer's beh..t and the Dealership can assist. 
Tm stated what tt TDECU (Customer's Lender) does not want to refinance for the CUstocner. 
RC ilfamed Tim, that may be the case however, the Custocner coold choose any Lender to inquire n she would qualify to be refinanced. 
RC obtailed T,m's emai address: tlowler@guffcoast.net. 
RC ilfamed Tim, RC will send an emai detailing the ilfoonation needed on the document il order to formulate replacement figures for review. 
Tm troderstood, cal ended mutually. 
RC sent an email to Tm requesting a Mock Bil of Sale listing the selling price of the vehide at bottom line invoice, including al collateral dlarges associated with the sale of a vehicle, and omittng any aftermar1cet items. 
RC ilfonned Tim. the vehicle information sent must be the vehicle the CUstomer will replace into. 
RC requested Tim call or emai with any questions, and provided number, and office hours. 

Created Bv: Gl9rja HoJman 11/1712019 4:03 PM) 
RC GH called and emailed Custocner Repurchase l etter. 
RC explained, in choosing the rep<rcnase offer, the CUstomer would owe NNA $12,392.65, and the current loan in the amount of $42,913.26 would be paid in ful . 
Customer stated she understood, and does not have the funds to pay that amount. 
RC acknowledged, and ilfamed Custocner, with the replacement option, the Customer would only be responsible for current loan balance, and usage with a comparable vehicle. 
Customer stated she is tired ol nsnng around. 
RC asked Customer what Dealership would she want to select a rqijacement vehicle, and Customer stated Gtjf Coast Nissan. 
RC ilfamed Custocner, RC will contact Sale personnel regarding a replacement, and will contact the Customer befoce end of business 01118/2019 with an update. 
Customer understood, and thanked RC, call ended mutually. 

Created By: Lakisha Benedict (1116/2019 10:25 AM) 
ARBS-kb reviewed, and approve numbers. 

Created By: Greg Morley (1116/201910:09 AM) 
Customer Repurchase Offer Letter . TX I Retail I New/ l ong Method: 

Base Price: $33,739.00 
Sales Tax: $1,014.94 
Dealer Inventory Tax: $79. 75 
Dealer Doc Fee: $150.00 
Inspection Fee: $7.00 
License & Title: $199.50 
TOTAL: $35,190.19 
Less TX Usage Fee: ($1,236.67) 
Less R-tes: ($2,500.00) 
Less Prior Payment Reimbursement ($907 .00) 
Less Lien Payoff (good through 01123/19~ ($42,913.26) 
TOTAL DEDUCTIONS: ($47,556.93) 
Total Amount DUE FROM Custocner: ($12,366.74) 

WOltsheet notes: 

MSRP: 34,565 / PP: 33,7391 R-te: 2,500 
1st Report: 4,5061 Ful Miles: 5,6791 Miles at purchase: 342 
TX Usage: (14,506 . 342 = 4,164) I120k x !33,739 . 2,500 = 31,2391) + 
(ll5,679 - 4,506 = 1,173] I 120k x 31 ,239) 12) 
1,083.99 + 152.68 = 1,236.67 
Nissan VSC's: None 
Check approvals on VtN: $907 • payment reimbursement 

OC-GM notes - corrected total deduction on rustomer letter. 

Created By: Greg Morley (1116/201910:09 AM) 
Customer Repurchase Offer Letter . TX I Retail I New/ l ong Method: 

Base Price: $33,739.00 
Sales Tax: $1,014.94 
Dealer Inventory Tax: $79. 75 
Dealer Doc Fee: $150.00 
Inspection Fee: $7.00 
License & Title: $199.50 
TOTAL: $35,190.19 
Less TX Usage Fee: ($1,236.67) 
Less R-tes: ($2,500.00) 
Less Gap inSll'ance ($900.00) 
Less Prior Payment Reimbursement ($907.00) 
Less Lien Payoff (good through 01123/19~ ($42,913.26) 
TOTAL DEDUCTIONS: ($47,556.93) 
Total Amount DUE FROM Custocner: ($12,366.74) 

WOltsheet notes: 

MSRP: 34,565 / PP: 33,7391 R-te: 2,500 
1st Report: 4,5061 FuD Miles: 5,6791 Miles at purchase: 342 
TX Usage: (14,506 . 342 = 4,164) I120k x !33,739 . 2,500 = 31,2391) + 
(ll5,679 - 4,506 = 1,173] I 120k x 31 ,239) 12) 
1,083.99 + 152.68 = 1,236.67 
Nissan VSC's: None 
Check approvals on VtN: $907 • payment reimbursement 
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OC-GM notes - corrected total deduction on customer letter. 

Created By: Greg Morley (1/16/201910:04 AM) 
Customer Repurchase Offer Letter - TX / Retail / New / Long Method: 

Base Price: $33,739.00 
Sales Tax: $1,0 14.94 
Dealer Inventory Tax: $79. 75 
Dealer Doc Fee: $150.00 
Inspection Fee: $7.00 
License & Title: $199.50 
TOTAL: $35,190.19 
Less TX Usage Fee: ($1,236.67) 
Less Rebates: ($2,500.00) 
Less Gap insurance ($900.00) 
Less PriO< Payment Reimllursement ($907.00) 
Less Lien Payoff (good through 0 1/23119~ ($42,913.26) 
TOTAL DEDUCTIONS: ($47,556.93) 
Total Amount DUE FROM Customer: ($12,366.74) 

WOll<sheet notes: 

MSRP: 34,565 / PP: 33,739 / Rebate: 2 ,500 
1st Report: 4 ,506 / Fun Miles: 5,679 / Miles at purchase: 342 
TX Usage: (14,506 - 342 = 4,164) / 120k x (33,739 - 2,500 = 31,239]) + 
([5,679 -4,506 = 1,173] / 120k X 31 ,239] / 2) 
1,083.99 + 152.68 = 1,236.67 
Nissan VSC's: None 
Check approvals on VIN: $907 - payment reimllursement 

=M notes - added GAP deductioo and corrected total deduction on customer letter. 

Created By~ Kriatioa Rosas 1111612019 7:56 AM} 
Tl-KR lonnulated and sent the following repurchase figures for quality review: 

Base Price: $33,739.00 
Sales Tax: $1,0 14.94 
Dealer Inventory Tax: $79. 75 
Dealer Doc Fee: $150.00 
Inspection Fee: $7.00 
License & Title: $199.50 
TOTAL $35,190.19 

Less TX Usage Fee: ($1,236.67) 
Less Rebates: ($2,500.00) 
Less PriO< Payment Reimllursement ($907.00) 
Less Lien Payoff (good through 01/23/19t. ($42,913.26) 
TOTAL DEDUCTIONS: ($42,913.26) 

Total Amount DUE FROM Customer: ($12,366.74) 

Wor1<sheet notes: 

MSRP: 34,565 / PP: 33,739 / Rebate: 2,500 
1st Report: 4 ,506 / Fun Miles: 5,679 / Mi es at purchase: 342 
TX Usage: ((4 ,506 - 342 = 4,164] / 120kx (33,739 - 2,500 = 31,239]) + 
([5,679 - 4,506 = 1,173] / 120k X 31 ,239] / 2) 
1,083.99 + 152.68 = 1,236.67 
Njssan VSC's: None 
Check approvals on VIN: $907 - payment reimllursement 

Created By: Gloria Holman (1/1612019 7:34 AM) 
RC GH reoeived cornpjete lluye(s order from Mary van Noon, Gull Coast Nissan, and attached to the case. 
RC replied to email confirming reoeipt. 

Created Bv: Gklfia Ho(man 11/15/2019 3:47 PM) 
RC GH called Customer and requested a complete copy of the buye(s order from the Custome!'s Lender. 
CUstomer stated she will cootact her Lender today and obtain the document. 
RC thanked Customer, call ended mutually. 

Created By: Gloria Holman (1/1512019 3:41 PM) 
RC GH called Goff Coast Nissan, 713-422-6241, and left a voicemail for Mary, Administrative Assistant, requesting a ~te copy of the buyers order. 
RC provided number, and office hours. 

Created By: Gloria Holman (1/14/2019 3:04 PM) 
RC GH called Customer, and in1ormed the finance contract was received from the Dealership, and attached to her case. 
RC infonned Customer, once repurchase figures are completed, and approved, the document will be emailed to her for review. 
Customer thanked RC, and apaogized for the calls. 
CUstomer stated ij is difficult to speak with anyone or the same person at the Deale<ship. 
RC acknowledged, call ended rrutually. 

Created Bv: Gklfia Ho(man 11/14/20191:56 PM) 
RC GH reoeived finance oontract from Gull Coast Nissan.and attached to the case. 

Created By: Gloria Holman (1/14/20191:29 PM) 
RC GH called Goff Coast Nissan, 8888287200, and requested a finance contract from Ezzefl Sam, Finance. 
Ezzefl stated he will lax the docoment to RC. 
RC acknowledged, and provided phone, and lax numbers. 

Created By: Rajiv Maharaj !1/14/2019 10:13 AM) ~- CASE SUMMARV--

C stated C has still not got a caU from RCAS 

CRR-RM updating case notes and sending internal email 

Created By~ B@iiY Maharai (1/14/2019 10:13 AM) 
ORR-RM VERIFIED Account inloonatioo including: C's name, home & e-mail address, phone numbe< 
ORR-RM NOTED ooncem is:Case Folow-0() 

C stated C was advised that RCAS called the Finance Dept and when C cheked wijh Finance Dept, C was told that no ca{I was recieved 
C stated the VEH is not wal<ing and C needs to get to w0l1< 
C stated DLR wil not give C a loner also 
C stated this is going on since Oct and C is losing patience now and getting frustrated 
C stated C has left multiple VXM for RCAS and has not got any callback 

ORR RM apologised and advised C that RCAS left VXM for finance dept for finance contract 

C stated C will go to DLR today and have that sent to NNA CA today 

ORR RM advised C case notes are being updated and emai is being sent 

C statedok 

ORR-RM asked C tt there was anything else ORR-RM could assist wijh_ 

Cdectined. 

ORR-RM provided C with agent ID 

C understood. 

case number-
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Best Contact# 
Call ended mutualy 

Created By: Cris Wilmotbrown (1/11/201910:22 AM) 
•-CASE SUMMARY--• 

C called into NNA CA about follow up oo case 

ORR-CW sending email to RC agent 

Created By~ Cda Wilmothmwo t11111201s 10:22 AM} 
CRR-CW VERIAED Account Info including: C's name, email, home address, phone# 
ORR-CW VERIAED VEH Info including: VIN 
CRR-CW CHECKED for open recalls/campaigns and found: 0 
ORR-CW CHECKED for previous UNRELATED Case(s) and found: 1 

ORR-CW CHECKED preoo111•w2 f"-<•) and found: 0 
ORR-CW received call from:.·••■ II 
C called NNA CA regarding: up 011 case 

C called into NNA CA for a follow up on case-

CRR-CW told C that ORR-CW woold have to put C 011 a brief hold to read through the case notes 

c stated that would be me 
C wanted to know what the status was on the status was on the case 
C also stated that C has not heard from RC agent for more than a week 

ORR-CW assured C that ORR-CW could definttely look into C's ooocem 
ORR-CW advised that the case was stil being WO<lted by the RC agent 
CRR-CW told C that all the informati011 given wil be documented and passed 011 to RC agent and an email sent advising about this phooe cal 

C understood all the information given 

CRR-CW asked C if there was any assistance furthe< required 

C stated no 

ORR-CW provided C with case number, agent ID 

Best# 
Call ended mutuaay 

Created Bv: Gk>ria Hotman 11/1112019 9:57 AM) 
RC GH called Goff Coast Nissan, 8888287200, and left a vacemail fo, Nick, Finance, requesting a copy of the finance cootracl 
RC provided ntM!lbe<, and office hours. 

Created By: Gloria Holman (11912019 4:05 PM) 
RC GH called Goff Coast Nissan, 8888287200, and left a message for finance department, requesting a finance 0011tract. 
RC provided ntMnbe<, and office hours. 

Created By: Gloria Holman (11412019 1:37 PM) 
RC GH received drivef's license of titled owner from Customer and attached to the case. 

Created By: Sandra Adjei (1141201912:08 PM) 
ORR-SA OPENED or VERIFIED Account Info including: C's name, home & email address, phone# & best 0011tact 
CRR-SA VERIFIED VEH Info including: VIN#, Cooent Mileage: 
ORR-SA CHECKED for open recalls/campaigns and found: 0 
ORR-SA CHECKED for previous UNRELATED Case(s) and follld: 0 
ORR-SA CHECKED previous RELATED Case(s) and found: 0 

ORR-SA NOTED coocem is: BUYBACK CONCERN 
ORR-SA received an inbound call from C: Tiffany Mi le< 

C provided VIN#: SN1AT2MT7-~ 
C stated C has been approved -~ uyt,ack program 
C stated C is currentty@the DLRSHP shopping for Vehicles 
C stated c doesn't know what to do 

ORR-SA informed C that the case is above ORR-SA and tt is with the highest authority 
ORR-SA informed C that an email will be send to RC-GH to contact C 

C stated C has RC-GH's number and wil cootact RC-GH 
C understood 

ORR-SA ask C if there is anything else CRR-SA can assist C with? 

C declined 
C appreciated and thanks ORR-SA 

ORR-SA provided C with agent I 
Call ended mutualy 

Created By: Gloria Holman (11412019 10:05 AM) 
RC GH received lluye('s O<der, and remaining payment histo,y from Customer, and attached to the case. 
RC emailed Customer, coofirmolg re<:eipl 

Created By: Gloria Holman (11412019 10:00 AM) 
RC GH received title appication, payoff, and registration from Customer, and attached to the case. 
RC called Customer, and ooofirmed re<:eipt. 
Customer stated she was financed with another lender before TDECU Credit Unioo. 
RC informed Customer, the payment histo,y is needed from that Lender as well as the buyer's O<der. 
Customer stated she will send the remanng documents today. 
RC acknowledged, call ended mutually. 

Created By: Gloria Holman (11412019 9:41 AM) 
RC GH received an email from Customer asking if RC re<:eived the payoff info,matioo from her Lender. 
RC called Customer, and informed no documents have been received from the Customer's lender. 
CUstocner stated she has the documents, and will send to RC today. 
RC acknowledged, call ended mutually. 

Created Bv: Gk>ria Hotman 111412019 8:40 AM) 
RC GH received driver's license, and photos from Customer, and attached to the case. 
RC replied to email confirming receipt and reminded Customer to send remaining documents: 
Copy of Vehicle registration (must be current) 
Buyer's Order from the original pun:hase of the vehicle 
Payment History with breakdown of interest and principle 
Payoff information with per diem and good through date 
Vehicle Title (!root & baclt) o, Title Applicati011 
RC requested Customer call or email with any questions, and provided number, and office hol.n. 

Created Bv: Gk>ria Hotman 11/312019 2:45 PM) 
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RC-GH made initial contact with C. RC explained to C that the concerns with their vehicle have been reviewed and the authorization has been received to offer the customer either a repurchase Of replacement of their 
vehicle based on the state lemon law guidelines or if C instead chooses to keep the vehicle, a settlement of $3400 is being offered. 

RC clarified for the customer that if they chose a replacement vehicle thei- respoosibiltty would start with what they currenfly owe, plus usage/depreciation for miles they put on the vehicle (if applicable under state 
guidei nes), plus any extra op6oos that they do not have on their current vehicle. 
RC stated if the customer chooses a vehicle that is a different model o, mo,e than one model year different than thei- current vehicle they would be charged the MSRP difference. 

RC further clarified that if original vehicle was ptrchased used, the original purchase price is used in the upg,_ comparison, and the difference between that and the new vehicle's MSRP will be the upgrade charge to C. 

RC explained how a repurchase was calculated: down payment, plus payments made, less usage, less negative equity, if any. NNA pays off lien. RC also infonned Customef, in choosnJ the repurchase offer, a VPP 
Code would be provided where another Nissan/Jnmiti vehide can be purchased at an employee discounted rate. 

RC stated that ooce the requested documentation has been received, an offer would be assembled and sen~ and then we would go over the figures to see how C ...,uld like to proceed. 
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RC requested that C provide the current registration and copy of their drive(s i cense, Title if C held, as well as S (4 ext 1 int) photos of vehicle; (and Pa~ff, Payment histcxy + Sales Contract/Bil of Sale if 3ld party). 

Customer stated she will begin sending the requested documents today. 
CUstomer stated she is unS1Se of how she wants to proceed at this time. 
RC acknowlel<dged, and informed Customer once the documents are received, RC will lormualte repurchase figures foe the CUstomer to review. 
RC also stated if the CUstomer is even thinking about a replacement, to go oot and select a possible replacement vehicle ASAP. 
Customer unde<stood, call ended mutually. 

Created By: Michelle Simpson (11312019 11 :44 AMI 
ORTS-SM obtained/attached the Reptrchase Factory Invoice. 

Created By: Gloria Holman (1/312019 11:36 AM) 
RC GH emailed NMAC for payoff information, requested Repurchase Factory Invoice, and emailed CUstomer Lette< of Intent with a descrnion of the options. 

Created By: Lakisha Benedict (1/3/2019 8:08 AM) 
REASON: 3 repairs and 42 days down for WHILE DRIVING A WARNING ON HER DASH WILL POP UP AND BRAKES WILL BE APPLIED,. 

LEMON LAW: 1X 

USAGE: :4,506 miles 
((1st report/120000X purchase price)+{ful~1st/120000' 1/2 purchase price)) 

RETENTION GOODWILL: 
If the customer opts fo(replacement, NNA will waive up to 10%ofthe usage as an incentive to retain the customer. 

May offer VPP ONLY with acceptance of repurchase offe<. 
OPTIONS: If c does nol want repurchase/replacement NNA wiO offer $3,400 as cash settlement in ieu of buyback. 

Created By: Lakisha Benedict (1/312019 8:05 AM) 
ARBS-kb note the folowing RHR summary: 

1v warning on dash 
--replaced lane departure camera realigned 

1v blowing cool or 00kt air 
--removed an replaced compressor to oonect concern 

3v- waming light is coming on 
--00 duplication 
~ced front sonar sensor 
- RECALIBRATE FRONT RADAR SENSOR DUE TO STAIN CODE PER ENGINEER 

ARBS-kb note 42 days down lor warrantable repa.-s. 

Created By: Lakisha Benedict (1/3/2019 8:02 AM) 
ARBS-kb note the folowing rhr review: 
ARBs-kb note the following STATE: 1X 

1(),/8/2016-Mi eage:4,506- R 
1. CUSTOMER STA TES lHAT lWICE WHILE DRIVING A WARNING ON HER DASH WILL POP UP AND BRAKES WILL BE APPLIED, NOTHING WAS IN FRONT OF HER. ONCE WHILE IDLING THE SAME 
MESSAGE POPPED UP AND THE BRAKES WERE APPLIED EVEN THOUGH SHE WASN'T IN MOTION--VERIAED CONCERN FOUND CODE FOR C1B03 FOR ABNORMAL TEMP DETECTED, REMOVED 
AND REPLACED LANE DEPARTURE CAMERA AND REALIGNED TO CORRECT CONCERN. 
2. cust states vehide brakes by i1self ck report---verified concern lound code c1 b03 for aboomlal tel11) detected in lane keeping camera. rernolled and replaced lane keeping camera and recaibrated to correct 
concern. time ran on line a and closed nistakenty to customer pay when shoukf have been warranty. 

1(),119/2016-Mlleage:4,697-R~ Days down-4 
1. CUSTOMER STATES THAT /VC ISN'T BLOWING COOL OR COlO AIR NO MATTER WHAT SHE SETS IT AT - VERIFIED CONCERN FOUND PRESSURES IN COMPRESSOR TOO HIGH CAUSING 
COMPRESSOR TO NOT ENGAGE CORRECTLY. REMOVED AND REPLACED COMPRESSOR TO CORRECT CONCERN. 

11/2/16- Mi eage: 4,911- RO#- Days down-1 
1.CUSTOMER ST A TES lHA T THE SAME RADAR WARNING LIGHT IS COMING ON LIKE THE LAST TIME SHE BROUGHT IT IN, EXCEPT THIS TIME IS HASN'T ST AR TING AUTO BRAKING AND THE LIGHT 
COMES AND GOES. SHE CALLED HER INSURANCE TO LET THEM KNOW OP CODE RF6FAA .4 TEST DROVE VEHICLE AND COULD NOT DUPLICATE CONCERN, CONTACTED TECH HOT LINE ANO WAS 
REFEREED TO TSB 16-041 TO REPROGRAM AOIAOS MODULE. REPROGRAMMED MODULE TO CORRECT CONCERN. 

11/15/2016-Mi eage: 5,174- R~ Days down-1 
1.CUSTO'-'ER STA TES THE PRE COLLISION LIGHT KEEPS COMING ON AND FLASHING--Froot sooar replacement. 

12/1D,l2016-Mi eage:S,67S- R- Days down-19 
1. CUSTO'-'ER STATES THE ISION LIGHT KEEPS COMING ON FLASHING EITHER WHILE SHE'S DRIVING OR WHEN SHE'S PARKED. IT DOES GO AWAY EVENTUALLY BUT IT COMES BACK. 
RECALIBRATE FRONT RADAR SENSOR DUE TO STAIN CODE PER ENGINEER 

Created By: MicheUe $ j0l}§QQ (11212019 2:22 PM) 
ORTS received the RHR. The RHR was assigned to ARBS Lakisha Benedict for review. 

Created By: MakbaUa f ls3e:r 111212019 2:11 PM) 
✓ RC~E received and attached ROs from DLR. 

RCAS completed RHR. 

✓ Created By~ MakhaUa Fiske 111212019 9:45 AM} -
RC~E emailed S-ke Whtte and WA-Terri Hogan requesting ROS and -0 be sent to RCAS as previously discussed with SM. RCAS cc'd RCA$EH, SRCAS-LG and TL-LH. 

Created By: M@kb@Ua Flde:c 112/31/2018 11:25 AM} 
RC~E placed out!Jound call to S~ike Whtte@ ~ 2. -
RC~E asked if SM can send accounting COfY'/ of ROs_,,d 
SM stated SM can send them. 

✓ SM asked what email to send to. 

RCAS provided SM with RC~E's email. 
RCAS thanked SM. 

Call ended mutualy. 

Created By: Janelle cantrall (12/30/2018 6:19 PM) 
Albs Rec'd Additional RHR Filter Request 
ARBS RECOMMENDS ANOTHER RHR 

RHR Was prev. Denied (2X's) 10/26,/18 AND 11/28118 
C Was Reimbursed ONE Vehide PYMT - $907.00" 
C/s C had to return to the Deale< for anolhe< SONAR Repair, and C wants NNA to buyback C Vehicle oe C will contact a Lawyer 
12-26-18-RCAS CONFIRMED with Dir.Chas rett.rned to dlr. foe another repair 

•s~w stated one open RO foe the sonar recalibration. RO -
S-stated VEH was picked up on Wednesday and we ar~ at RO today. 

1v warning on dash 
-placed lane departure camera realigned 
1 v blowing cool or ooid air 
~moved an replaced compressor to oonect concern 
2v-waming light is coming on 
--00 duplication 
--replaced front sonar sensor 
ARBS-kb note 23 days down for warrantable repa.-s. 

CUSTOMER: 
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Case:- ~ Salesforce - Unlimited Edition 

---Vehide: 
2018ROGUE 
VIN~ 5N1AT2MT7~ 
ISO: 617/2018 
No campaigns 
No Tech Line cases 
No VSC 
No Warranty Cases 

DTS - Rafael Manduena INSPECTION oo 11/8118@GULF COAST NISSAN ... DTS MET WITH C 
RE: 1.Co,rplaint Forward Emergency Braking malfooction indicator wil i luminate and drwer has experienced unwanted braking. 
Cause: LASER distance sensor and ADAS control unit progranYning 
Correction: Applied Nissan Tedlnical Bulletin 18-41 to correct possible unwanted FEB Ol)eration 
Status: Complete 

CPIA 
1) 10-8-18 C/s Veh. Brakes by itself / Repl. lane Departta-e Camera@4,506 Miles DAYS: S 
2) 10-19-18 ClsAC is not blowing cool or cold iar I Repl. Compressor Assembly@ 4,697 Mi es DAYS: 4 
3) 11-2-18 C/s Same radarwaming 1911 is corning oo /Reprogram lasartradar@4,911 Miles DAYS: 5 
4) 11-15-18 Cls Pre coli sion 1911 keeps corning oo I Repl. ICC Distance Seosor@S,174 Miles DAYS: 15 

✓ ~;;"~~=dH~=~~~8/:~~!~6antral 

Created By: Emily Hansen (12/28/2018 9:04 ,AM\ 
RCAS-Emily Hansen made outbound cal to C at11 
RC~ VERIFIED C's name, home & email address, concern, phone. 
RC~H VERIFIED se<Vicc,g dealer/retailer. Gutt Coast Nissan 
RC~ CHECKED for open recalls/campaigns and found: none 
Previous UN RELATED Case(s) Found: 0 
Previous RELATED Case(s) Found: 0 
RC~ ADVISED °This cal may be recorded for quality and training purposes.' 
RC~ informed the C that RCAS would be the case manager on the case and - ~ thoroughly into resolving the concern. 

RC~ asked if tt was a good time. 
C confirmed. 
RC~ asked alJout coocem. 
C stated wants NNA to give C new VEH o, lrade in VEH for a new one. 
C stated VEH keeps messing up. 
RC~H asked ifVEH is currently at the DLRSHP. 
C stated no. 
RC~ asked if VEH has been running prope'1y since last repair. 
C stated yes for now. 
C stated just wanted address to NNA. 
RC~ stated would be happy to provide NNA address. C stated already got tt from last agent and does not know why agent escalated to RC~H. 
RC~ asked what C was seeking from NNA. 

✓ ~~ ~= ~,;":':C,":;' ~:~:a:~ replacement review for C. 
RC~ stated this could take up to 10 buSCleSS days to OOIT4)lete. 
C stated okay. 

RC~ asked RHR Customer questions.: 

Why do you want to return the veh to NNA ?: H keeps messing up 
Where is the veh currently?: IMth C. 
Where was the veh purchased? Gutt Coast Nissan 
Was it Pl,l°dlased new or used?: New 
If used, when was the veh purchased? NIA 
Where is the veh serviced? Has the veh been taken to multiple Nissan/Infinity dealers? IF YES- document names of dealers/retailers. ONLY Gutt Coast Nissan 

RC~ thanked C for answering the following questions. 
RC~ stated will keep C updated every 3 business days. 
RC~ asked if C stil has RCAS-EH's direct number. 
C confirmed. 
RC~ set a follow up for 113. 
RC~ asked if C had any questions. 
C stated no and confirmed follow up date. 
RC~ thanked C for time. 

Call ended mutualy. 

Created By: Emily Hansen (12/2812018 8:52 AM) 
RC~ made an outlxlund call to S~ike Whtte at 855-975-3592. 

RC~ gave C's name and asked if VEH has been in recently or if there are any open RO's. 

S~W stated one open RO for the sonar recalibration. RO .... 
s~w stated VEH was picked up oo Wednesday and we .;.~ that RO today. 
RC~H thanked SM-MW. 
RC~ asked DLR RHR questions: 

How many times has the custorne(s vehicle been to the dealertretailer for repairs? : 4 or 5 times 
✓ What repairs were performed?: side radar, />JC CompreSSO(, front radar replacement, reprogram front sonar, recalibration of front sonar 

Are there currenUy any OPEN ROs? : Yes, but closing tt today. 
Is the vehicle currently at the dealership? No 
How many days has the vehicle been kept out of seivice at ywr d.-fo, repairs?: About 10 weeks. 
Has TECH LINE been involved? Yes 
Has a DealerTedlnical Specialist (DTS) been in\/<llved? Yes 

Has the on.site CA Technical Specialist (CATS) been in\/<llved? : No 

RC~H thanked SM-MW. 

Cati ended mutual y. 

Created By: Victoria Gr eene (12/27/2018 3:19 PM) 
•- [CASE SUMMARY]"-

C contacted CRR-VG regarding VEH buyback 

Created By: Victoria Greene (12/2712018 3:19 PM) 
CRR-VG VERIFIED Account information including: C's name, home & e-mai address, 
Phone number & best contact number 
CRR-VG VERIFIED VEH Information including: VIN #, CUrrent Mileage, Warranly & Service Histay 
CRR-VG CHECKED for open recalls/campaigns and lound:0 
CRR-VG CHECKED for p<evious UN RELATED Case(s) and found:1 
CRR-VG CHECKED previous RELATED Case(s) and found: 1 
CRR-VG NOTED concern is: VEH BUYBACK 

CRR-VG received inbound call from C 

C stated C was wanting to send in every doa.ment C has for the VEH to do a buyback 
C stated that C was not eligible till the 29th 
C stated that C had to take in the VEH 2'1 more times during thr process to have repaired 
C stated that C has only had the VEH for 6 months and out of that has oofy had tt a total ol 2 weeks while rest has been in shop 
C stated that C just wants the VEH to be bought back so C can get another VEH o, to be put into another VEH thats not a rouge 
C stated that C wants a COfYY of the entire file oo this case 
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Case- ~ Salesforce - Unlimited Edition 
CRR-VG informed C that CRR-VG will document the coocem and send a email to agent in charge 

C oode<stood 
C stated that C wants the address to send in documents and stated that n nothing gets done on the 29th C will have to get a lawyer 

CRR-VG provieded C with address 
CRR-VG asked C W there was anything else CRR-VG could assist with. 

C declined. 

CRR-VG provided C with agent ID and case nu-­

C undefstood 

Call ended mutualy. 

Created By: Emily Hansen (12/21/2018 2:34 PM) 
RC~ly Hansen is closing Case as no further assistance can be offefed at this time. 

-CASE SUMMARY' " 
C contacted Nissan CA requestilg assistance with a VEH coocem. 
C stated lane departure camera went out while driving. 
C stated brake was slammed on by itself and air conditioner went out on C too. 
C stated at the DLR and cannot fix concern. 
RC~H stated RHR. 

RHRDENIED. 
RC~H sent out DTS. 
DTS repaired VEH by replacing lane departure camera and reprograming VEH. 
VEH is back with C and repaired. 

C went back to OLRSHP with same concern. 
✓ RC~ reached out to OLRSHP and spoke to SM-Mike White. 

S~ike whtte stated is going to go ahead and replace front sooar on VEH. 
RCAS-Eh requested RHR be reran. 
RHRdenied. 
RCAS-Eh in1ormed C that at this time NNA is not in a position to repurchase or replace VEH. 
ARBS suggested one monthly payment reimbursement 
RC~ reviewed with TL-Lesley Howard fo, a 1 monthly payment reimbursement. 
TL-LH approved 1 monthly payment reimbursement 
C called back in with same concern. 
RC-H spoke to S~W who fixed VEH and recalibrated senso, and confirmed VEH for pick up. 

"" STATEMENT OF DECISION" ' 
RC~ stated NNA is not in a position to repurchase or replace VEH. 
RC~ offered a 1 monthly VEH payment reimbursement. 
RC~ coofirmed VEH has been fixed and ready for C to pick up. 

C accepted 1 monthly VEH payment reinlbl.-sement and was satisfied with this information. 

~~=~:~n:~1%2~'~11 CJ' 55! 
RC~ ADVISED 'This cal may be reoo,ded for qualfy and training purposes." 

RC~ asked n tt was a good time. 
C confirmed. 
RC~ informed C that RCAS-spoke to SM at the DLRSHP. 
RC~ informed C that VEH has been repaired and ready'"' pick up. 

✓ ~=Ho:~sed C pick up VEH from DLRSHP. 
C stated what if VEH breaks down again and can~ take VEH to DLRSHP because DLRSHP is closed. 
RC~ advised C take VEH to DLRSHP as soon as DLRSHPs are open again. 
C stated okay and does not know when VEH will be picked up. 
R~ understood and asked n Chad any mo,e questions. 
C stated no. 
RC-H thanked C for time. 

Call ended mutualy. 

Created By~ Emilv H@DMO (12/21/2018 2:26 PM) 
RC~ made an outllound call to S~ike Whtte at 855-975-3592. 

RC~ ga~ C's name and asked for an update. 
✓ s~w stated that VEH is running propef1y and ready to be picked up. 

S~W stated C refused to pick tt up. 
RC~ understood and thanked SM-MW. 

Call ended mutualy. 

Created By: Emily Hansen (12121/2018 2:07 PM) 
✓ RC~ made an outllound call to S~ike Whtte at 855-975-3592. 

RC- left a VMX with direct # and requested a call back. 

Created By: Emily Hansen (12/18/'.>{\11 UP 8¥) 
RC~ made outllound call to C atI11 11 111 ■I 
RC~ ADVISED 'This cal may be reoo,ded for qualfy and training purposes." 

RC~ asked n tt was a good time. 
C confirmed. 
RCAS-Eh in1ormed C that RCAS-spoke to SM at the DLRSHP. 
RC-H informed C that the oode indicating a stain on radar was pulled. 
RC-H in1ormed C that this happens at times to this part. 
RC~ stated that sometimes outside influences can attach to radar and obstruct the radar view. 
RC~ informed C that stain has been d eaned and radar has been recalibrated. 
RC~ informed C that VEH is running propef1y c..-renUy but DLRSHP wants to keep test driving tt to guarantee the concern is taken care of. 
C undefstood. 
C asked how many miles is the DLRSHP going to put on VEH. 
RC~ apologized but is unable to provide that inlocmation. 

✓ RC- H stated this is something C wil need to ask the DLRSHP. 
C stated tt is not fai' that at least 1,000 miles on VEH have been added due to VEH test drives. 
RC~ understood the frustration and apologized. 
RC~ advised that DLRSHP is doing this to make sure VEH concern does not duplicate. 
C stated this time the light is blinking. 
C asked why is tt blinking. 
RC-H advised C that RC-H will ask for mo,e in depth information about blinking concern next time RCAS-EH speaks to DLRSHP. 
C thanked RCAs-EH. 
RC~ asked n C had any mo,e questions. 
C stated not now. 
RC~ set a follow up lo, 12121. 
C confirmed follow up and asked to be called at 2:00 PM. 
RC~ coofirmed will cal at 2:00 PM on 12/21. 
RC~ thanked C for time. 

Call ended mutualy. 

✓ Created By: Emily Hansen (12/18/2018 10:04 AM) 
RC~ made an outllound call to S~ike Whtte at 855-975-3592. 

RC~ ga~ C's name and last 8 of VIN. 
RCAS-Eh asked for an update on diagnosis process. 
S~W stated C1A 16 oode was pulled on VEH. 
S~W stated that is a code fo, a radar stain. 
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Case: ---Salesforce - Unlimited Edition 
SIM.1W stated the code has been cleared and DLRSHP recalibrated everything. 
SIM.1W stated light has not come back 00 yel 
SIM.1W stated VEH is still at DLRSHP and VEH is being test driven periodically to make sure concern does not duplicate. 
SIM.1W stated DTS stated lllat t,as,caly something is just getting on Ille camera and causa,g Ille light to go on. 
SIM.1W stated lllat DTS informed SM-MW lllat this is just Ille way lllese parts are designed. 
RC~H lllanked SM-MW. 

Call ended mutualy. 

Created By: Emily Hansen (12/1812018 9:37 AM} 
RC~ was cc'd and received an email from DTS-Rafael Mariduena reaching oot to SIM.1ike Whtte. 

Email Stated: 

✓ This is the response back from Ille engineer. 
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Typically FEB off light flashing is going to end up being a blocked lane camera. I'm not sure ff ll1ere is frost yet whefe you are a~ but we have seen Illa! cause Ille flashing FEB off light oo our vehicles here. Once Ille frost 
goes away and Ille camera is allle to dislilguish feattxes, Ille light doesn't flash anymore and Ille system Ol)erates noonally. 

With Ille FEB flashing and then resuming normal operation, lllis indicates nonnal operation. Have you been allle to <!upjicate it? Are there any codes stored other ll1an Ille C1A 16 RADAR stain? With Ille custome<'s 
pem"8Sion can you drive tt for an extended period such as home and back? 

Created By~ Emilv H@DMO (12/17/20181:22 PM) 
✓ RC~ made an outllound call to SIM.1ike Whtte at 855-975-3592. 

RC~ left a VMX with RCAS-EH's name, direct#, C's name, Case#, and requested a call back 

Created By: Emily Hansen (12/17/2018 9:1 1 AM} 
✓ RC~ made an outllound call to SIM.1ike Whtte at 855-975-3592. 

RC~ left a VMX with RCAS-EH's name, direct #, C's name, Case # , and requested a call back 

Created By: Emily Hansen (12J1312fl1Q 3"£1 ON) 
RC~ made outllound call to C at I 1111 I ■I 
RC~ ADVISED "This cal may be recorded lor quality and training purposes." 

RC~ asked ff tt was a good time. 
C confirmed. 
RC~ asked about concern. 
C stated VEH is back in for same concern. 
RC~ asked ff VEH was breaking at random. 
C stated no. 
C stated VEH obstruction light is back on. 
RC~ understood and apologized lllat VEH is having concern again. 
C stated this is the 4th time VEH has been in k>r this ooncem. 
RC~ understood and empalllized with C. 
RC~ informed C lllat RCAS-EH reached oot to DTS lllat worked on VEH. 
RC~ informed C lllat DTS and DLR are currently working togethe< to fr>d a re<Xl<1o11e:,lded repu for VEH concern. 
C asked what recommended repair will be and when will tt be found. 
C stated may not have VEH lor Christmas. 
RC~ informed C lllat at lllis time DLR and DTS are still in Ille process of finding a recommended repair. 
RC~ stated will keep C informed lllrough this process. 
RC-H stated when a re<Xl<1o1,e,lded repuis availallle RCAs-EH will let C know. 

✓ C thanked RCAS-EH. 
C stated this process is frustrating➔ 
RC~ understood and empalllized with C. 
C stated is DLR just going to replace front sonar again because Illa! has not been wori<ing. 
RC~ understood and stated does not know what recommended repair is. 
C undefstood and stated not RCAS-EH's fault. 
C stated appreciates all of RC~'• help. 
RC~ stated happy to assist. 
RC~ understood lllat lllis is a frustrating sttuation. 
RC~ informed C lllat RCAS-EH, DLR and DTS wil be wooong hard together to find a recommended repair for VEH. 
C thanked RCAS-EH. 
C asked why RC~ needs to be in process if Technical specialist and DLR are alieady working togethe<. 
RC~H informed C lllat RCAS-EH is Ille mediator. 
RC~ stated if NNA CA is involved, C and DLR has access to too4s that can be used to assist with a reconvnended repair. 
C undefstood and thanked RCAS-EH. 
RC~ stated happy to assist and apologized again for sttuation. 
RC~ asked ff C had any more questions. 
C !hanked RCAS-EH and stated no. 
RC~ set a follow up for 12/18. 
C confirmed follow up date. 
RC~ lllanked C for time. 

Call ended mutualy. 

Created By: Frnilv H@0K:0 (1211312018 8:41 AM} 
RCAS-Eh made an outbound call to DTS-Rafael Mariduena at 6159819875. 

RCAS-EH gave Cs name and case number. 
RC~ informed DTS-RM lllat obstruction light is coming on now. 
DTS-RM stated aware of concern and in talcs with NNA engineers about what next course of action will be. 
DTS-RM stated this is a different concern➔ 
DTS-RM stated firsl concern was lllat VEH IJraked at random and Illa! concern looks to be taken care of still. 

✓ DTS-RM stated C has video of obstruction light coming on but DLR is unable to dupjicate it 
RC~ asked ff this is something DTS-RM may need to oome back oot for. 
DTS-RM stated most likely but not yet 
DTS-RM stated lllat needs a plan of action before an appointment can be set. 
RC~ understood and requested DTS-RM email RCAS-EH will1 updates from the NNA engineer team. 
DTS-RM stated wil send email updates. 
RC~H lllanked DTS-RM for time. 

Call ended mutualy. 

Created By: Emily Hansen (12/12/~18 lJ -22 AMI 
✓ RC~ received a VMX from C 111 II ■■I 

C requested a call back. 

✓ ~~==:o:~1~1=:: 1~~~~AM) 
Created By~ Steve Jeffrey r121121201s 8~58 AM) 
CRR-SJ VERIFIED Account Info including: C's name, home & emai address, phone# & best contact# 
CRR-SJ VERIFIED VEH Info including: VIN#, CUrrent Mileage 
CRR-SJ CHECKED for open recalls/campaigns and found: NONE 
CRR-SJ CHECKED for previous UNRELATED Case(s} and follld: NONE 
CRR-SJ CHECKED previous RELATED Case(s} and found: NONE 
CRR-SJ NOTED concern is: Cal back 

C stated C's VEH was back in Ille shop for Ille same concern 
C stated if it's the same concern & C was ink>rmed it was 30 days before C can submit a claim 
C stated Ille DLR has reached out to the DTS for Ille assistance 
C stated C hasn1 had Ille VEH on lllanksgiving & now Omtmas C won' t have the VEH 
C stated C knows lllat RCAS doesn't want to reopen Ille case 
C stated C wants to get assistance since C wants to know what C can do oow 
C stated the DTS doesn't know how to fix Ille VEH from 'Mllll Ille DLR is informing C 

CRR-SJ informed C lllat RCAS wiD be in contact with C 
CRR-SJ asked ij C needed furlller assistance 

Cdeclined 

CRR-SJ provided C with Case,.. 
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Case:- ~ Salesforce - Unlimited Edition 
CRR-SJ offered Agent ID­

Best Contact#: 

Call ended mul\Jaly 

Create<I By~ fmilv Hawwn (12/312018 4:35 PM) 
RC~ly Hansen is closing Case as no further assistance can be offered at this time. 

- CASE SUMMARY-
C contacted Nissan CA requeslilg assistance with a VEH ooncem. 
C stated lane departure camera went out while driving. 
C stated brake was slammed on by itself and air conditiooer went out on C too. 
C stated at the DLR and cannot fix concern. 
RC~H stated RHR. 

RHRDENIED. 
RC~H sent out DTS. 
DTS repaired VEH by replacing lane departlJre camera and rei,rograming VEH. 
VEH is back with C and repaired. 

✓ C went back to DLRSHP with same concern. 
RC~ reached out to DLRSHP and spoke to SM-Mike Wlvte. 
S~ike whije stated is going to go ahead and replace front sooar on VEH. 
RC= requested RHR be reran. 
RHRdenied. 
RC= in1ormed C that at this time NNA is not in a position to repurchase or replace VEH. 
ARBS suggested one monthly payment reiml>ursemeol 
RC~ reviewed with TL-Lesley Howard for a 1 monthly payment reiml>ursemeol 
TL-LH 8P!)rOVed 1 monthly payment reimbursement 

- STATEMENT OF DECl SION'" 
RC~ stated NNA is not in a position to rel)<rchase or replace VEH. 
RC~ offered a 1 monthly VEH payment reiml>ursemenl 

C accepted 1 monthly VEH payment reimbursement and was satisfied with this intormation. 

Created By: Emily Hansen (12/312018 3:38 PM) 
C purchased \/ell: New 
Current mileage: 4,506 

✓ ~r~ic: 0/0 p~ train: 0/0 

Total customer pay at retailer. $1820.77 
Last seivice visit 11/29/2018 
Previous owns veh: none 

✓ ~~~B:~:'~~,i =~~!'~~:~~
5
t~~HR denial letter within warranty. 

Created By~ fmilv Haoxo (11/29/2018 3:11 PM) 
Details of the reimbursement: 

C is eligible for 1 of vehicle payment ONLY. 

✓ ~=~~7
$~7.00 

Approved by TL-Lesley Howard 
Mailing Address: ....... 11gleton, TX 

RC~H is sublritting check request. 

~~~~~:~:un:~11~~'~11 l'fi Oil 

SA 

RC~ ADVISED 'This cal may be reCO<ded for qualfy and training purposes.' 

RCAs<H asked if it was a good time. 
C oonfirmed. 
RCAS advised that there is a decision regarding C's case. 
RCAS advised that at this time, NNA is not in the position to assist C with a rel)<rchase or replacement of VEH. 
RCAS advised that terms and conditions with all applicable warranties wil still be honored. 
RCAS advised that C will be getting a denial letter in the mail. 
RCAS advised that ij contains intormation for the BBB auto i ne. 
RCAS advised that C will received the letter in the mail in the next 24 weeks. 
RC~H informed C that NNA is wilting to reiml>urse C for 1 monthly VEH payment 
RC~ asked if C agrees to this. 
C asked if tt would effect any future cases. 
RC~ stated no. 

✓ ~~=C:,~ ~tall decisions are case by case. 

RC~ asked if C could coofirm mailing address. 
C confirmed mailing address. 
RC~ thanked C for information. 
RC~ asked what monthly payment is. 
C stated $907.00 
RC~ thanked C. 
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RC~ informed C that check may take 2-3 business days to process, then 24 weeks to reach you by mail. H you have any concerns betore then o, the check does not reach you in 5 weeks, you may cootact me at 
my direct#. 

C thanked RCAS-EH. 
RC~ stated happy to assist. 
RC~ asked if C had any more questions. 
C stated no. 
RC~ thanked C for time. 

Call ended mul\Jaly. 

Created By: Lesley Howard (1 1/2912018 10 :33 AM) 
TL-Lesley Howard approves one month veh payment for customer satisfactioo. 

Created By: Lakisha Benedict (11/2812018 3:47 PM) 
ARBS notes based upon the RHR provided and a good faith review of C's concerns, NNA is not in a position to offer a repurchase of this vehicle. NNA will continue to honor the temlS and conditions of al applicable 
warranties. 

ARBS-kb recommends a VSC & 1 monthly payment 

Created By: Lakisha Benedict (11/2812018 3:46 PM) 
ARBS-kb note the following RHR summary: 

1v warning on dash 
--placed lane departure camera realigned 

1 v blowing cool or ook1 air 
~ moved an replaced compressor to oonect concern 

2v-waming light is coming on 
~ duplication 
--replaced front sonar sensor 
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ARBS--kb note 23 days down for warrantable repairs. 

Created By: Lakisha Benedict (11/28/2018 3:41 PM) 
ARBS-kb note tile folowing rhr review: 
ARBs-kb note tile following STATE: TX 

11J.18/201~ Mi eage:4,506- R 
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1. CUSTOMER STATES lHAT TWICE WHILE DRIVING A WARNING ON HER DASH WILL POP UP AND BRAKES WILL BE APPLIED, NOTHING WAS IN FRONT OF HER. ONCE WHILE IDUNG THE SAME 
MESSAGE POPPED UP AND THE BRAKES WERE APPLIED EVEN THOUGH SHE WASN'T IN MOTION--VERIAED CONCERN FOUND CODE FOR C1B03 FOR ABNORMAL TEMP DETECTED, REMOVED 
AND REPLACED LANE DEPARTURE CAMERA AND REALIGNED TO CORRECT CONCERN. 
2. cust states vehide brakes by i1self ck report---verified concern lound code c1 b03 lor abnoonal tel11) detected in lane keeping camera. removed and replaced lane keeping camera and recalibrated to correct 
concern. time ran on line a and closed mistakenty to customer pay when should have been warranty. 

11J.119/201~ Mlleage:4,697- R,...,... Days down-4 
1. CUSTOMER STATES lHA~ BLOWING COOL OR COlO AIR NO MATTER WHAT SHE SETS IT AT - VERIFIED CONCERN FOUND PRESSURES IN COMPRESSOR TOO HIGH CAUSING 
COMPRESSOR TO NOT ENGAGE CORRECTLY. REMOVED ANO REPLACED COMPRESSOR TO CORRECT CONCERN. 

11/2/1~ Mi eage: 4,91 1- RO#- Days down-1 
1.CUSTOMER ST A TES 1HA T THE SAME RADAR WARNING LIGHT IS COMING ON LIKE THE LAST TIME SHE BROUGHT IT IN, EXCEPT THIS TIME IS HASN'T ST AR TING AUTO BRAKING AND THE LIGHT 
COMES ANO GOES. SHE CALLEO HER INSURANCE TO LET THEM KNOW OP CODE RF6FAA .4 TEST DROVE VEHICLE AND COULD NOT DUPLICATE CONCERN, CONTACTED TECH HOT LINE ANO WAS 
REFEREED TO TSB 1~ 1 TO REPROGRAM AOIAOS MODULE. REPROGRAMMED MODULE TO CORRECT CONCERN. 

11/ 15/201= i eage: 5,174- R~ Days down-1 
1.CUSTOMER STATES THE PRE COLLISION LIGHT KEEPS COMING ON AND FLASHING- - Front sooar rei,acement. 

~~=~~;~r:~~~~2~11 rn rr: 
RC~ ADVISED "This cal may be reeo<ded for quality and training purposes." 

RC~ asl<ed if tt was a good time. 
C confirmed. 
RC~ informed C tllat RCAS-EH spoke to tile OLRSHP and stated VEH was repaired and picked up. 
RC~ asl<ed if C could coofirm this infoonatioo. 
C confirmed VEH is repaired and back with C. 
C stated VEH is rmning wen, but ody drove tt from tile OLRSHP and back. 

✓ RC~ stated happy to hear VEH is back with C. 
RC~ advised C keep an eye on VEH and let DLRSHP know if anytlling starts to act up again. 
C thanked RCAS-EH. 
RCAs-EH informed C tllat right now tllere are no updates. 
RC~ informed C tllat VEH is still unde< repurchase or rei,acement review. 
C undefstood. 
RCAS-Eh set a tollow up lor 12/3. 
C confirmed tollow up date. 
RC~ tllanked C lor time. 

Call ended mutualy. 

Created By: Emily Hansen (11/2812018 3:16 PM) 
RC~ made an outllound call to GULF COAST NISSAN at 855-975-3592 and spoke to SM-Mike White. 

✓ RCAS-EH gave Cs name and asked about repair. 
SM-MW stated VEH is repaired and C picked it up today. 
RC~ tllanked SM-MW for tile inlormatioo. 

Call ended mutualy. 

Created By: Nick i Barror (11/28/201811:14 AM} 
DRTS received tile RHR. The RHR was assigned to ARBS Lakisha Benedict lor review 

Created By: Emily Hansen (11/2312"]§ -

RC~ made outllound call to C • '•• -· ■ RC~ ADVISED "This cal may be re quality and training purposes." 

RC~ asl<ed if tt was a good time. 
C confirmed. 
RC~ asl<ed ifVEH was back with C and repaired. 
C stated no. 
C stated has not heard from tile OLRSHP. 
C stated does not have VEH. 
RC~ understood. 

✓ RC~ stated will check witll tile OLRSHP for a repair update. 
C thanked RCAS-EH. 
RC~ informed C tllat VEH is still being reviewed for repurchase or replacement. 
RC~ asl<ed if Chad any questioos or extra concerns. 
C stated no and tllanked RCAS-EH for tile update. 
RC~ stated happy to assist. 
RC~ set a follow up for 11/28. 
C confirmed tile tollow up date. 
RC~ tllanked C for time. 

Call ended mutualy. 

Created By: Emilv H@OK:O (11/2312018 1:26 PM) 
RC~ made an outllound call to Gun Coast Nissan at 855-975-3592 and spoke to SA.Josh. 

RC~ gave C's name and asked for an update on VEH repair. 
✓ SA.Josh stated RO is closed. 

SA.Josh stated looks tike VEH is repaired and back with C. 
RC~ tllanked SA.Josh. 

Call ended mutualy. 

Created Bv: fro ilY Hapsep 11112012m] if mu 
RC~ made outllound call to C a 
RC~ ADVISED "This cal may be reeo<ded for quality and training purposes." 

RC~ asl<ed if tt was a good time. 
C confirmed. 
RC~ informed C tllat RCAs-Eh is taking a deepe,- look into C's concern. 
RC~ informed C tllat tllis recent time C's VEH has been into tile DLRSHP wil be added to tile previous repurchase or replacement review. 

✓ RC~ informed C tllat tllis may not change tile outcome of VEH's previous review, but~ will be looked into a little more thoroughly. 

C thanked RCAS-EH. 
RCAs-EH stated happy to assist 
RC~ asl<ed if C had any more questions. 
C stated no. 
RC~ set a follow up for 11/23. 
C confirmed tollow up date. 
RC~ tllanked C for time. 

Call ended mutualy. 

✓ ~~~~::~a~~ ~1~!~: ~~~-
✓ Created By: Haley Tate (11/19/20181 :44 PM) 

RCAS-HT pjaced an out!x)md call to tile DLRSHP@ ~2~7200. 
RCAS-HT spoke with SA-Mike. 
SA confirmed that collision warning light is under review. 
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✓ 

RC= asked for accounting copies of RO 
RC= requested the warranty copy of open RO. 
SA requested RCAS email. 
RC= provided email. 
Call ended mul\Jaly. 

Create<I By: Janelle Cantrall (11/19/2018 11:04 AM} 
Albs rec'd e-mail from RCAS - EH askilg about a RE-Slbrittal of the RHR due to Veh. is now down at the Dealer. 

Albs Was not l)(e'o/. Sent FILTER RHR Task but the RHR was denied 
Arbs Recommends a Re-submittal of the RHR due to C Concerns are still ongoing and vehicle is not repaired. 

ARBS Requested RCAS - EH to set Fitter RHR Task for ARBS 

Created Bv: Njc91<: Well• (11/19/201810:40 AM) 
SMS. NW documenoog Cs social media activity via Fa-PM 

C: I have already spoke to them. They won't do anything except give me the BBB nt.mbe<whom I have contacted. My next step is getting a lawyer. I'm done playing games with having a car that I cant even drive. I can't 
even take my car that I'm paying for out of town because it's in the shop. Getting fixed for the same thilg for the millionth time. Thanks for nothilg again Nissan. 

Created Bv: Njc91<: Well• (11/19/201810:36 AM) 
SMS. NW documenoog Cs social media activity via Fa-Private Message 

C: I have alrea~ to a Nissan consumer repu specialist That's where part of my frustration comes il. The name on the vehicle is ~ nd 
SN1AT2MT7J~ 

C: My contact nt.mbe< is 

y prefened dealer is gulf coast Nissan. My WI is 

✓ SMS:Hi -

Thank you for confirming the requested information, as it has alowed for us to locate your open case ~ OIX Consumer Affairs department We see that a follow-up cafl is scheduled by no later than dose of 
business tomorrow, Nov. 20. Rest assured this team is in the best position to assist, and we awreciate your patience dumg this l)(OCOSS. If you would like to speak with someooe prior to yoc.- callbaa<, you may reach by 
calling the number provided in OIX previous message. Be sure to reference your VIN or case number for expedited assistance. Our oonversation has been documented within the case notes for review. 

Sinoerety, 
Michelle 

Created By: Emily Hansen (11/19/2018 10:33 AM) 
✓ RCAS-ei emailed ARBS-Janelle Contrail. 

RCAS-ei asked if there is any way C's VEH can be rereviewed for rep<rchase of '"l)lacemenL 

~ ;;"=Y.;_;~i~~n~1
1i~~~18 ]f'ff AMI 

RCAS-ei ADVISED "This cal may be recorded for quality and training purposes." 

RCAS-ei asked if tt was a good time. 
C oonfirmed. 
RCAS-ei apologized for mismg C's call. 
RCAS-ei asked if Chad any questioos or ooncems. 
C stated yes. 
C stated needs an update from NNA on what NNA is going to do about VEH. 
RCAS-ei asked if DlR has reached oot to C. 
C stated yes. 
RCAS-ei informed C if C was aware of recommended repair. 
C stated yes. 
RCAS-ei asked what C was seeking from NNA CA. 
C stated C wants to know what NNA is going to do regarding VEH being back in the shop. 
C stated C has a lemoo. 
C stated C wants NNA to buy VEH back. 
RCAS-ei apologized that VEH was baa< at DLRSHP. 
RCAS-ei informed C of recommended repair and stated DLR is in the process of repairing VEH. 
C stated C does nol want VEH. 
RCAS-ei informed C that VEH has l)(eviously been denied a repurchase or replacement 

✓ ~~~~~.;a~~!" ~:t~~ RCAS-ei is unable to review for a repurchase or '"l)lacement of VEH. 

RCAS-EH referred C to BBB. 
C stated no. 
C stated wants VEH bought back. 
RCAS-ei informed C that if C is unhappy with repurchase o, replacement review results, C will need to react, oot to the BBB. 

C stated what if VEH breaks on C when semi is behind C and kills famiy. 
C stated this VEH is a lemon. 
RCAS-ei apologized and stated could ooly imagine how C feels. 
RCAS-EH infocmed C that there is a reoon 111 •ended repai" and advised C reach out to the BBB for further assistance. 

C asked for BBB # . 
RCAS-ei gave C BBB#. 
C asked how many re.eoo,oon,.,.,,.,..,,ldedded repairs RCAS-EH has on file. 
RCAS-ei advised C reach out to DLRSHP in regards of that information. 
C stated RCAS-EH does not know. 
RCAS-ei advised C reacll oot to DLRSHP in regards of that information. 
RCAS-ei asked if C had any more questions or coocems. 
C stated no. 
RCAS-ei thanked C for time. 

Call ended mul\Jaly. 

Created By: Nicole Wells (11/19/2018 10:22 AM) 
SMS. NW documenoog Cs social media activity via Fa-

C: It's great how you can sell lemons and just leave me in a car that I can't even drive. Thanks for caring Nissan about mine and my families life's. Thanks for the big screw you and lettng me pay for a car that's in the 
dealership more than me actually having it 

✓ SMS:-
We regret to learn olyoc.- frustration and would i ke to look into this matte, further. When you have a moment, we ask that you reply with yoc.- VIN, lul name registered to the 1/ehicle, preferred Nissan dealer and best 
contact numbe<. For immediate support, you may speak to a Specialist in.,.. Consumer Affairs department by calting 1.$0IWISSAr-l-1, Monday through Friday between 7 a.m. and 10 p.m. or on Saturday from 7 a.m. to 5 
p.m. CT. 
Regards, 
Michelle 

Created By: Emily Hansen {11/19/"flP 39"99 $¥\ 
✓ RCAS-ei receiVed a VMX from c at 111111111 

C requested a call back. 

✓ Created By: Emily Hansen (11/19/2018 10:00 AM) 
RCAS-EH receiVed an email from SM-Mike Whtte staoog: 

Srrw.1W has been in contact with DTS-Rafael Meduina 
SM-MW stated VEH needs a new front radar. 
SM-MW is ordering the part on Mooday. 
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Case: ~ Salesforce - Unlimited Edition 
SM-MW stated C is in a loaner. 
S~W stated C is as good to go a C can be. 

Created By: Emily Hansen (11/1512018 2:51 PM) 
✓ RC~ emaied SM-Mike Whrte asl<ing aboot VEH diagnosis and asking what steps DLRSHP is taking to diagnose VEH. 

Created By: Emily Hansen (11/1512018 9:31 AM} 
... [Added after the case is closed.] •-
RC~ made ouUxlund call to c at.1111,11 
RC~ ADVISED "This cal may be recoroeo ror quality and lraining purposes.' 

RC~ apologized for missng C's previous cal. 
RC~ asl<ed if tt was a good time. 
C confinmed. 
RC~ asl<ed if C had any questions or concerns. 
C stated VEH is back at the DLRSHP for the same concern. 
C stated light came bad< on. 
RC~ asl<ed if an official diagnosis has been done. 
C stated no. 
C stated C just brought tt back in. 

✓ RC~ apologized fo, this concern. 
C stated what is the next step. 
C stated C has been in a rental longer than C has been in current VEH. 
RC~ apologized and informed C that RCAS-EH wil need to check in with the DLRSHP before RCAS-EH can provide a next step. 
RC~ informed C that the DLRSHP wil need to provide diagnosis informatioo first. 
C undefS!ood. 
C thanked RCAS-EH for the help. 
RC~ stated happy to help C. 
RCAS-Eh set a lollow up with C for the next 3 business days. 11/20. 
C confinmed lollow up date. 
RC~ asl<ed if C had any more questions. 
C stated no. 
RC~ thanked C for time. 

Call ended mutualy. 

Created By~ fmilY H@DKD (11/1512018 9:23 AM) 

✓ ;~~~~~~~=·~-

✓ 

c requested a call back. 

Created By: Emily Hansen (11/9/2018 2:09 PM) 
RC~ly Hansen is closing Case as no further assistance can be offered at this time. 

•" CASE SUMMARY' " 
C contacted Nissan CA requesting assistance with a VEH ooncem. 
C stated lane departure camera went out while drMng. 
C stated brake was slammed on by itself and air conditiooer went out on C too. 
C stated at the DLR and cannot fix concern. 
RCAS-EH stated RHR. 

RHRDENIED. 
RCAS-EH sent out DTS. 
DTS repaired VEH by replacing lane deparfure camera and r"l)<OQraming VEH. 
VEH is back with C and repaired. 

'"STATEMENT OF DECISION'" 
RC~ sent out DTS and DTS repaired VEH. VEH is back with C. 

C was satisfied with this informatioo. 

Created By: Emily Hansen (11/9/2018 T11 911) 
RC~ made an ouUxlund call to Cat I 11 1111 
RC~ ADVISED "This cal may be recorded 1or qualtty and training purposes.' 

RCAS-Eh asked how the appointment went 
C stated Specialist was late which was not COOL 
C stated I don, know. 
RCAS-Eh asl<ed if VEH was repaired and returned to C. 
C stated I don\ know. 
C stated C has VEH. 
RC~ asl<ed what specialist talked to C about 

✓ C stated specialist stated VEH needed a reprogram. 
C stated specialist worked on VEH. 
C stated specialist test dro',e VEH. 
C stated specialist stated it was fixed and good to go after test dri~. 
RC~ apologized fo, negative experience. 
RC~ informed C that RCAS-EH is happy to hear VEH is repaired and bad< wtth C. 
RCAS-Eh inlormed C to reach bad< out to RCAS-EH if C has anymore NNA VEH concerns. 

C thanked RCAS-EH. 
RC~ thanked C for time. 

Call ended mutualy. 

Created By: Emily Hansen (1117/201~ -
RC~ made an ouUxlund call to Ca-· 
RC~ ADVISED 'This cal may be re qualtty and training purposes.' 

RC~ asl<ed if tt was a good time. 
C confinmed. 
RC~ wanted to remind C of appointment at the DLRSHP tomorrow (11/8) at 1 :00 PM. 

C thanked RCAS-EH. 

✓ ~=~= t~"!~tions 
C stated DLRSHP tad C that C didn1 ha~ to be there. 
RC~ advised C go to appointment so that C can receive al needed informatioo from the specialist. 

C understood and thanked RCAS-EH. 
RC~ set a follow up with Con 11/9. 
C oonfinmed tollow up date. 
RC~ thanked C for time. 

Call ended mutualy. 

✓ ~~~~~~ =~J1~f:68a~71 :rt 
RC~ ADVISED 'This cal may be recorded lor qualtty and training purposes.' 

RC~ informed C that RCAS-EH re<ei- a VMX and was retooling the caB. 
C stated yes. 
C stated VEH is back at the DLR and asked what RCAS-EH should do aboot it 
C asked if RCAS-EH could~ up the appointment to today instead ol 11/8. 
RCAS-EH informed C that NNA specialists have a very strict schedule. 
R~ apologized for the concern and informed C that the date is set in stone. 
C asked what should C do. 
RC~ informed that C should wait for the appointment on 11/8 at 1 :DO PM. 
RC~ informed C that the speciaist should ha~ a reoonvnended repair for VEH. 
C asked if this will reopen C's case. 
RC~ informed C that the case was ne,er dosed. 
C stated thought C was denied. 
RC~ informed C that the VEH buyback was denied. 
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Case: ~ Salesforce - Unlimited Edition 
RC~ infooned C that the case remains open til the VEH has a reconvnended repair and is fixed and drivable for C. 
C understood. 
RC~ advised C wait ootil 1118 for the specialist to come and look at the VEH. 
C understood. 
RC~ asl<ed if C had any more questions. 
C stated no. 
RC~ thanked C for time. 

Call ended mutuaBy. 

Created By: Emily Hansen (11/612"Jf W3f ON\ 
✓ RC~ received a VMX from C at111111■1 

Requesting a call back. 

✓ Created By: Emily Hansen (11/1/201811:21 AM} 
RC~H sent SM-Mike White an email inlonning SM-MW of the DTS appointment on 1118 at 1 :00 PM. 

✓ Created By: Emily Hansen (10/2612018 4:02 PM) 
RC~ sent RHR within warranty Denial Letter to C. 

~~~B~:;.\'(:=c:~~~ rn rr: 
RC~ ADVISED 'This cal may be reCO<ded for quality and trailing purposes.• 

RC~ asl<ed if this was a good time. 
C confirmed. 
RC~ apologized and informed C that NNA is not in a positioo to offer a repurchase of this vehicle. NNA will continue to honor the terms and conditions of all applicable warranties. 
C asked what happens if VEH breaks down. 

✓ RC~ infooned C that NNA has scheduled an appointment with a VEH specialist to look at VEH at the DLRSHP. 
RC~ infooned C that appointment will be on 11/8 at 1 :00 PM at the DLRSHP. 
C confirmed and asked if it was at GULF COAST NISSAN. 
RC~H confirmed it is at Gutt Coast Nissan. 
RC~ set a follow up date for 11f7 to remind C of BC'l)Ointmenl 
C confirmed follow up. 
RC~ thanked C for time. 

Call ended mutuaBy. 

Created By: Lakisha Benedict (10/2612018 9:13 AM} 
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ARBS notes based upon the RHR provided and a good faith review of C's coocems, NNA is not in a position to offer a repurchase of this vehicle. NNA wil cootinue to honor the terms and conditions of aB applicable 
warranties. 

ARBS recommends agent not close case. ARBS submitting DTS inspection request to assist agent with case. 

Created Bv: i akjsha Bepogjct 110/2612018 9:11 AM} 
ARBS-l<b note the lolowing RHR summary: 

1 v warning on dash 
--replaced lane depams-e camera realigned 

1v blOWWlQ coot or cold air 
--removed an replaced compressor to oonect ooncem 

ARBS-l<b note 9 days down for warrantable repan. 
Created By: Lakisha Benedict (10/2612018 9:01 AM} 
ARBS-l<b note the lolowing rhr review: 
ARBs-kb note the following STATE: TX 

111/8/201S-Mi eage:4,506- R 
1. CUSTOMER STATES THAT lWICE WHILE DRIVING A WARNING ON HER DASH WILL POP UP AND BRAKES WILL BE APPLIED, NOTHING WAS IN FRONT OF HER. ONCE WHILE IDLING THE SAME 
MESSAGE POPPED UP AND THE BRAKES WERE APPLIED EVEN THOUGH SHE WASN'T IN MOTION--VERIAED CONCERN FOUND CODE FOR C1B03 FOR ABNORMAL TEMP DETECTED, REMOVED 
AND REPLACED LANE DEPARTURE CAMERA AND REALIGNED TO CORRECT CONCERN. 
2. cust states vehicle brakes by i1sell ck report---verified concern found code c1 b03 for abnoonal telll) detected in lane keeping camera. removed and replaced lane keeping camera and recaibrated to cooect 
concern. time ran on line a and closed mistakenty to customer pay when should have been warranty. 

111/19/201S-Mlleage:4,697- R ........ Days down-4 
1. CUSTOMER STATES THAT~ BLOWING COOL OR COLO AIR NO MA TIER WHAT SHE SETS IT AT - VERIFIED CONCERN FOUND PRESSURES IN COMPRESSOR TOO HIGH CAUSING 
COMPRESSOR TO NOT ENGAGE CORRECTLY. REMOVED AND REPLACED COMPRESSOR TO CORRECT CONCERN. 

Created By: Nick i Barror (10/2512018 3:11 PM) 
ORTS received the RHR. The RHR was assigned to ARBS lakisha Benedict for review 

✓ Created By: Haley Tate (10/2512018 3:06 PM) 
RC= attached RHR and Service Histo,y. 

✓ ~~~~;:~~ ~~~12~~~ ~~~~M) 

✓ ~~=~ ~:;:!~~~r;,:n:,:::_ ~o~ ~'I) 
RC~ VERIFIED C's name, home & email address, coocem, phooe. 
RC~H VERIFIED servics,g dealer/retailer. Gutt Coast Nissan 
RC~ CHECKED for open recalls/campaigns and found: none 
Previous UNRELATED Case(s) FOllld: 1 
Previous RELATED Case(s) Found: 0 
RC~ ADVISED 'This cal may be reCO<ded for quality and training purposes.• 
RC~ infooned the C that RCAS would be the case manager on the case and would look thoroughly into resaving the concern. 

RC= asked ifthiswasagoodtime. 
C confirmed. 
RC~H asl<ed for C to clarify concern. 
C stated C is tenified to drtve VEH. 
C stated VEH is with C. 
C stated VEH is repaired and was at Gutt Coast Nissan. 
C stated lane departure camera went out while driving. 
C stated brake was slammed on by itsett and air conditioner went out on C too. 
C stated VEH has been repai"ed but is still scared. 
RC~ apologized for coocem. 
C stated C is afraid to drive VEH with children in it. 
C stated C constantly takes long trips and travels with the kids in VEH. 
RCAs-EH apologized for ooncern. 
RCAs-EH suggested a buyback review for c ·s VEH. 
RC~ stated this could take up to aboot 10 business days to oon-c,jete this review. 
RC~ stated ii C agrees to this RCAS can begin the process. 
C agreed . 
RC= as«ed RHR Customer questions to C: 

Why do you want to return the veh to NNA ?: C is scared rt is going to breakdown 
Where is the veil currently?: With C 
Where was the veh purchased?: Gulf Coast Nissan 
Was it pexchased new or used?: New 
If used, when was the veh purchased:? NIA 
Where is the veil serviced? Has the veil been taken to multiple Nissan/tnfllity dealers? IF YES-document names of dealers/retailers. Only Gulf Coast. 

RC~ thanked C for answering the following questions. 
RC~ asl<ed if C had any more questions. 
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C stated no. 
RCAS-Bi gave C direct# and set a follow up for Friday 10/26. 
C confirmed follow up. 
RC= thanked C fo, time. 

Call ended mutualy. 

Created By: Emily Hansen (10/22/?f}Jf ?'Olj 
RCAS-Bi made outoound call to C atl11l1 l1 l1II 

✓ RCAS-Bi left VMX slating RCAS-EH name, Cl # , and C's case #. Requested a cal back. 

RCAS-Bi set a follow up fo, Tuesday 10123. 

✓ ~~=~~~:::r ~==~ (10/22/2018 10:22 AM} 

Created By: Yesenia Batrez (10/20/2018 12:48 PM) 
RCAS-YB re<eived email from SM-Mike White advising of the following. 

✓ C has been to DLR 2 times. 
First repair lane changing camera was replaced for secood repai" A/C carc,<essor was replaced. 
VEH is currenl!y at DLR has been down for 6 days. 
Tedlline and DTS both involved. 

Created By: Yesenia Batrez (10/20/2018 9:24 AM} 
RCS-YB sent email to SM-M. White requesting answers to following questions: 

How many times has the customer's vehicle been to the dealer/retailer for repairs? 

✓ :~"t::= :::"=7 Ros (if so can you attach copy to this email}? 
Is the vehicle currently at the dealership? 
How many days has the vehicle been kept out of service at your deale< for repairs? 
Has TECH LINE been iwolved? 
Has a DealerTe<hnical Specialist (DTS) been involved? 

~~~ .. 1 PF :r:r: p:•,; 110/19/201 8 2:58 PM) 

Created By~ Saniana Raiai (10/1912018 2:58 PM} 
CASE SUMMARY 

C called in for the VEH issue 

C stated VEH is brand new and ... eady been to DLR for the AC & CAMERA 

CRR-SB transferred case to RCAS 

Created By: Sanjana Bajaj 110/19/201 8 2:57 PM} 
CRR-SB < VERIFIED> Ac<Xlll>t information including: C's name, home & e-<nail address, 
phone lllMllbe< & best contact numbef 
CRR-SB VERIFIED VEH Information including: VIN#, Qrrent Mileage, Warranty & Service History 
CRR-SB CHECKED for open recalls/campaigns and found: 0 
CRR-SB CHECKED for previous U NRELATED Case(s) and follld: 0 
CRR-SB CHECKED previous RELATED Case(s) and found: 0 
CRR-SB NOTED concern is: VEH iSSUE -Trade In / Exchange or refund 

CRR~B received inbound call from C 

C stated C want to knew at what point C should tell Nissan VEH is not good 
C stated C was driving VEH the lane departure camera was replaced 

C stated C Want to see what is the time C should tell Nissan 

CRR-SB asked if C paid anything for the repair 

C state don't yet 
C stated C is not feeling safe as VEH is new this happened in part couple weel<s 

CRR-SB asked 'Mla! C want 

C stated C got the VEH so C make long trip 
C stated C cannot drive this sin locally 
C stated C is not sure as the VEH is not 
C stated C want to get tt exchange °' refund 

CRR-SB advised C with the case, agent id#-.,.,,. names 
CRR-SB advised C RCAS agent wil be ~by the next EOB<10/22> 

Call Ended Mutually 

Case Categorizations 

Page 16 of 16 

Case Categorizations Hetp 

Action ~ ~ # Ca"'g«y Description Subcatego,y Description Symptom Description Maj« c..._,.... ~ Cat,go<y Date Symptom~ Ca"'g«y ~ Subcatego<y c- Concern~ 

Safety I Security Active Safety/Security lane Departure Warning (LOW) 27 217/2019 KO CF - OA 

Forms FomisHelp 

No records to display 

A Back To Top tw,ays show me more records per related list 
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Case: ---Salesforce - Unlimited Edition Page 1 of 4 

• 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 tzl I ,E= llll 

Case Detail 

Number of open vehicle campaigns = .l 

Account Name 

Contact Email 

Home Pl1one 

Letter Se-nt Date 

Letter Received Date 

Follow Up Date 11/1/2018 

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 

Description C is seekilg assistance with BO part and RHR due to FEB. 

Call Script 

Who contacted u.s? Consumer 

#Vehicles Owned 1 

Vd'liele Purchased New 

Pre-Owned Initial Mileage 

Current Mile- 1,925 

Incident Codes . IIR REQUIRED 

lncidef'lt Date 

Sent to legal 

Accident 

Asbag 

Fire 

IIR lndic.ator 0 

IIROate 

HR 

Vehicle Information 

Vehicle KNMA T2MT9Ji 

Model Year 2018 

Make NISSAN 

Model Line ROGUE 

Model Code 22318 

Dealer Detail 

ease Servicing Dealer At ITONADON NISSAN KFNPAI I 
Case Servicing Dealer Region Southeast Region 

Bluetooth 

Related Items 

Responsible District 12 

SharedWrth 

Phone Carrier 

Phone Manufacturer 

Reported From 

Issue Categories 

Approwd Ched< Reques1s $0.00 

Case Owner . hir1ey Finchum 

Type CA Email Nissan 

CaseOrigin Web 

Executive Refenal 

Exee>Received-Oa.te 

Status Closed 

Datelrme Opened 10/22/2018 9:57 AM 

Date/Tome Closed 11/1/2018 1:24 PM 

Multiple Repairs No 

Executive Summary 

Executive Actions To Resolve 

Vehicle Maintained Location 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 0 

Data Net ✓ 

Oatanet Deal« Date 10127/2018 

Oealff Instructions Service Oepl Review 

Requested Dealer Action C is seeking assistance with BO part and RHR due to FEB. 

Bluetooth Ticket Status 

Phone Model 

Phone Operating System 

Goodwill Offered 

VCAH 

Goodwill Processed O 

Vehicle Service Contract 

VSC Reprint Request Email 
.J 
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Case: - ~ Salesforce - Unlimited Edition 

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 Vehicle Mailtenance 

Created By 

Last Modified By 

Case Record Type 

Days Closed 

W2c S~e Guesl Use<, 10/22/2018 9:57 AM 

~ 12/8/2018 10:24 PM 

CA Oosed Case 

579 

AetionCode NT4A 

What action was taken? 4A Customer No Longer Owns Vehicle 

Agent Comments 

Agent Comments RHR & back O<der part. 

Agent Next Step 

Web Email 

Root Cause 

Root Cause Code 

Root Cause Code (2) 

Document ID 

I Reopen Case 11 Clone Closed Case J 

Case History 

11/1/2018 1:24 PM 

10/31/2018 1:27 PM 

10/27/2018 9:43 AM 

10/27/2018 9:43 AM 

Show more • I Go to list • 

Case Comments 

Pubfic Comment 

Use< 

Shir1ey Finchum 

Shir1ey Finchum 

Shir1ey Finchum 

Shirley Finchum 

Created By: Shirtey Finchum (11/1/20181 :21 PMI 
RCAS-SF is closing Case as no further assistance can be offered at this time. 

~ CASE SUMMARY~ 

Action 

Changed Status from Open to Closed. 

Closed. 

Changed Follow Up Date from 10/31/2018 to 11/1/2018. 

Changed Data Net from false to true. 

Changed Follow Up Date from 10/23/2018 to 10/31/2018. 

C contacted Nissan CA requeslilg assistance with BO part and RHR due to FEB. 
✓ RCAS-Sf advised C Nissan has created a Case to document C's concern and this Case wil remain in NNA's system. 

RCAS-SF reviewed Case with C and C traded in VEH to, Murano and case 33427416 to, new coocem. 

- STATEMENT OF DECISION -

■ 

RCAS-SF advised C the Case has been thoroughly reviewed and documented and Nissan is not in the pcomon to offer assistance at this time as C traded in VEH. 
RCAS-SF noting C displeased with the outoome. 

✓ ~~~;;;~i~:t'.:~:r~11i~~~m· nr rr: 
RCAS-SF advised that the call is bes,g re<Xlfded for training and qualfy purpcoes. 

RCAS-SF advised that RCAS was getting information from DLR on back O<der part. 
RCAS-SF advised that RCAS sees that C traded in VEH. 
RCAS-SF advised that RCAS has to close current case with Rogue as C does not own VEH anymore and RCAS has to w"'1< in case with new VEH. 

C stated that C lost money on trade in. 
C stated that C was waitilg to, loaner VEH and was waiting to, 12 houra and C thought that maybe Murano didni have same concern. 
C stated that C needed a VEH before the 10 day process and C paid good money to, VEH. 
C stated that C upgraded to Murano. 
C stated that VEH is having like concern with VEH. 
C stated that C is go,ng back to DLR tomorrow to, concern. 

RCAS-SF advised that RCAS will reach out to DLR tomorrow to get information from DLR aboot part 

C stated that C lost money in trading in VEH. 

RCAS-SF advised that any money to, price of VEH and trade in is with DLR. 
RCAS-SF advised that NNA does not get in middle of prices. 

C stated that C is not happy with Nissan. 
C stated that C wants part availab4e when C goes to DLR tomorrow. 
C stated that salesman advised that someone had similar concern at DLR and DLR was able to dlange out part. 

RCAS-SF advised that RCAS will get in touch with DLR but DLR ,rjght have to look at VEH first 

C stated that C has been wor1<ing with GM ~ -

RCAS-SF asked when C was go,ng to go to DLR. 

C stated that C is go,ng to go at 7 am. 
C stated that C wants to make sure that NNA knows that C is nol happy. 

Page 2 of 4 
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Case: ---Salesforce - Unlimited Edition 
RCAS-SF advised lllat RCAS does ..-xi frustration as C traded in VEH and now has the same concern. 
RCAS-SF advised lllat RCAS will folow up willl C around lunch. 

C thanked RCAS-SF. 
RCAS-SF lllanked C for time. 
Call ended mutualy. 

✓ Created By: Shirley Finchum (11/1/201812:57 PM) 
RCAS-SF received VMX from Cat 121200 11/1 requesting call bar.I< 

Created By: Shirley Finchum (10/3".381§ f 3J ?If' 
✓ RCAS-SF made outllound call to Cat 11111 I 11111 

a• ·""'1< before 3pm. 

RCAS-SF left VMX with case number, direct number, follow up on 11/1 and if C calls and leaves VMX to leave best contact time and number to reach C. 

✓ ~~~~a2i2~~b=t~~!:/20181:25 PM) 
RCAS-Sf left VMX with case number, direct number, follow up on 11/1 and if C calls and leaves VMX to leave best contact time and number to reach C. 

Created By~ StUoa MarPCU! (10/30/2018 5:43 PJA-
ECRR SM noting case after C's concern on case ~ Murano where C was verified 
ECRR SM noting advised C was set for FU CB 10/31/2018 
ECRR SM exited case 

created By: Janene CaotrnH (10/30/2018 7:35 AM) 
RHR Filter 

C Complaint FEB coocems / parts BIO/ veh. is at the dealer 

ARBS Does not recommend RHR 
Arbs recommends RCAS to work wi1l1 o.-in expediting part fo, FEB 
CASE file States C was told part will be availal)je in 2 weelts. 
Arbs recommends a SeMce Credit o, EON for C satisfactioo 

STATE-FL 

Vehicie: 2018 ROGUE ___ 

VIN- KNMAT2MT9J~ 
ISO: 7.20.18 
RETAIL 

Selfing Dealer: 
AUTONATION NISSAN KENDALL 
17305 S DIXIE HWY 
PALMETTO BAY, FL 33157 
Dealer Code: 3606 

Prev. Cases - 0 
C8111>8igns - O 
Warranty Cases - 0 
VSC - 0 
DTS-0 
CPIA - 0 

✓ Created By: Shirley Finchum {10/27/201810:05 AM) 
RCAS-SF emailed service manager Brandoo Barrows asking RHR questions and BO part information. 

Created By: Shirley Finchum (10/27/2018 9:51 AM) 
RCAS-SF received inbound call from inbound CRR-Moma Oarl<e. 
RCAS-SF VERIFIED C"s n,..,.. bffir f ey•j' •ggress, con. #, mileage 
RCAS-SF VERIFIED address: I - • •111 IHMiam,, F 
RCAS-SF CHECKED for open recalls/campaigns and found 
Previous UNRELATED Case(s) Found: nooe 
Previous RELATED Case(s) found: nooe 
RCAS-SF ADVISED "This cal may be reOO<ded for quality and training purposes." 

C stated Illa! VEH has 1925 miles. 
C stated lllat VEH failed 4 tesls for radar module colisioo system. 
C stated Illa! VEH did an abrupt stop. 
C stated Illa! part will be in DLR in two weel<s. 
C stated lllat C doesn1 want wife to drive VEH as VEH is oosafe and wil abrupt. 
C stated lllat VEH stops at a lull slop. 
C stated Illa! C doesn1 want to drive VEH hO<ne. 
C stated lllat C doesnl want to risk life. 
C stated lllat C wants to upgr- to Murano. 
C stated Illa! DLR doesnl have courtesy VEH. 

RCAS-SF apologized lllat VEH has slopped abrupfly on C. 
RCAS-SF confirmed that VEH is at Autooation Nissan Kendal . 
RCAS-SF advised lllat RCAS will call DLR about part and try to get part expedtted. 
RCAS-SF advised lllat C did state lllat C doesnl want to drive VEH and wants to have Murano. 
RCAS-SF advised lllat RCAS can review to see if VEH is eligible for repu-chase o, replacement 

✓ C stated Illa! C talked to Aimado and is GM. 

RCAS-SF asked RHR questioos: 
Why do you want to retum the vehicle to Nissan North America? C doesn't want to have rear end collision due to FEB. 
Where is Ille vehicle currently? DLR 
Where was the vehicle purchased? A UT ONA TION NISSAN KENDALL 
Was it pixdlased new or used? New 
If used, when was Ille vehicle purchased? 
Where is the veNde serviced? 
Has Ille vehicle been taken to multiple Nissan d.-S"' lnfmi retailers? If so, doclment names of dealers/retailers? AUTONATION NISSAN KENDALL 

RCAS-SF advised Illa! review can take up to 10 business days and RCAS will follow up every 3 business days. 
RCAS-SF advised lllat next follow up is 10/31. 
RCAS-SF advised lllat RCAS will emai cootact informatioo to C if C needs assistance before follow up. 

C stated Illa! best contact number during day is offioe number 

RCAS-SF confirmed that C's cell. 
RCAS-SF advised Illa! if DLR does not have a loane< lllen C can get rental and RCAS will review for reimbursement. 

C stated Illa! C wants Illa! in writing. 

RCAS-SF advised lllat RCAS can not send in writing but will have tt documented in case. 

C thanked RCAS-SF. 
RCAS-SF lllanked C for time. 
Call ended mutualy. 

Created By-==. Shirle Finchum (10/27/2018 9:43 AM) 
First Name: 
Last Name: 
Email Address 
Twitter Name: -
Street Address: 

Page 3 of 4 
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Case:- ~ Salesforce - Unlimited Edition 
City: Miami 
Stalll.lil,,,.. ~:­Phone ~ 

~.~,~~°;~~u-
Dealer Name: AUTONATION NISSAN KENDALL 
Dealer State: -
Subject: Vehicle Mai>tenance 

Page 4 of 4 

Comments: ON 22 OCT 2018 , THE FORWARD COLLISION AVOIDANCE (FCA) BRAKING SYSTEM INADVERTENTLY ACTIVATED RESULTING THE BRAKES BEING ABRUPTLY APPLIED WHILE DRIVING 
FORWARD ON A NEIGHBORHOOD THOROUGHFARE AT 40 MPH AND NOTHING IN FRONT OF ME.. THE SYSTEM GENERATED A FALSE WARNING . I HAVE DRIVEN 1850 MILES. 

Created By: Monifa Clarl<e (10/27/2018 9:26 AM) 
. ... (Added after the case is closed.] --
Case summary 

C advised CRR-MC of concerns, stated doesnt feed safe, 

CRR-MC transfered to Shney RCAS who further assisted 

Created By: Monifa Clarl<e (10/27/2018 9:23 AM) 
""' [Added after the case is closed.] .._ 
CRR-MC VERIFIED Account Info including: C-s name, home & email address, phone 
CRR-MC VERIFlEO VEH Info including: VIN#, Current Mileage, 
CRR-MC CHECKED for open recalls/C811l)8igns and found: 0 
CRR-MC CHECKED for previous UNRElATED Case(s) and found: 0 
CRR-MC CHECKED previous RElATED Csse(s) and found: 0 
CRR-MC NOTED coocem is: Case update 

C stated that VEH is at the DLRSHIP, parts wool be available until nov 10/2018 
C stated would i ke a Courtesy VEH, the DLRSHIP doesnt have a courtesy VEH 
C stated that doesnt feel sale 
C stated would i ke to drop VEH at OLRSHIP 
C stated that would fike Nissan to take back the car, get the amooot of mooey that C has alreadcy paid for tt back C stated would like the murano without the braking system in the VEH 

C stated that is at AutonatiooN issan of Kendal 
mileage is appro 1925 

C Understood and Accepted 

CRR-MC advised C will be transfering to RCAS for further assistance 

CRR-MC provided C with Employee I 
•cai1 ended mutually" 

Best Contact# 

Created Bv: Amanda qark <10/2212"11 :-11 @I) 
ECRR-AC made outbound call to C at 1111 11 ■II reached VMX 
ECRR-AC left message with agent 10 and case number 
ECRR-AC - C ECRR following up to see tt C had been to DLR to address coocem 
ECRR-AC advised C to contact CA if C had been to DLR 
ECRR-AC advised ECRR will email, provided CA number 

ECRR-AC emailed C requesting confrmatioo of diagnostic 

ECRR-AC closing case 

Created B-==· Guest User (10/22/2018 9:57 AM) 
Forst Name 
Last Name 
Email Address 
Twitter Name: -
Street Address: 
City Miami 
Stat~ ~:­Phone~ 
Is Nissan o.vner: nul'­
VIN: KNMAT2MT9J~ 
Dealer Name: AUTONATION NISSAN KENDALL 
Dealer State: -
Subject: Vehicle Mai>tenance 
Comments: ON 22 OCT 2018 , THE FORWARD COLLISION AVOIDANCE (FCA) BRAKING SYSTEM INADVERTENTLY ACTIVATED RESULTING THE BRAKES BEING ABRUPTLY APPLIED WHILE DRIVING 
FORWARD ON A NEIGHBORHOOD THOROUGHFARE AT 40 MPH AND NOTHING IN FRONT OF ME.. THE SYSTEM GENERATED A FALSE WARNING . I HAVE DRIVEN 1850 MILES. 

Case Categorizations 

Adion ~ ~ # Catego,yllescription 

Forms 

No records to display 

A Sack To Top 

INTERIOR 
ELECTRICAL 

INTERIOR 
ELECTRICAL 

S~Oescription 

FORWARD EMERGENCY 
BRAKING (FEB) 

FORWARD EMERGENCY 
BRAKING (FEB) 

Symptom Oescripoon 

POOR OR IMPROPER 
OPERATION 

PARTS AVAILABILITY 
(BACKORDER) 

Case Categorizacons Help 

Major Component Code Category Date Symptom Code Categ«y Code- Subcategory Code Concern Code 

26 

QA 

10/22/2018 YX 

1111/2018 yp 

AV OA 

AV OA 

Forms Help 

Nways show me more records per related list 
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Case: ---Salesforce - Unlimited Edition Page 1 of 3 

• 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 10/29/2018 

Supporting Documents 

CA Muttiple Repairs 

Social Media Involvement 

Martiz Custome< Id 

Case O#nH location Murfreesboro 

Case ~""Y I/it! I Case ConYnents 11111 I c..,.. Categorizations tzl I ,E= llll 

J Reopen Case 11 Clone Closed Case J 

Case Owner ~ n Ferguson 

Type CA 

Case Origin Phone 

Executive Refenal 

Exee>Received-Oa.te 

Status Closed 

Datelrme Opened 10/23/2018 8:27 PM 

Date/Tome Closed 10/29/2018 1 :24 PM 

Multiple Repairs No 

Executive Summary 

Texting Status Executive Actions To Resolve 

Case Reopen Count 0 

Description FEB concerns with VEH. 

Call Script 

Who contacted u.s? Consumer 

#Vehicles Owned 1 

Vd'liele Purchased New 

Pre-Owned Initial Mileage 

Current Mile- 100 

Incident Codes . IIR REQUIRED 

lncidef'lt Date 

Sent to legal 

Accident 

Asbag 

Fire 

IIR lndic.ator 0 

IIROate 

HR 

Vehicle Information 

Vehicle KNMA T2MT8JP 

Model Year 2018 

Make NISSAN 

Model Line ROGUE 

Model Code 22118 

Dealer Detail 

ease Servicing Dealer Il1OBOt JGHRRF P NISSAN 
Case Servicing Dealer Region Mountain Region 

Bluetooth 

Related Items 

Responsible District 05 

SharedWrth 

Phone Carrier 

Phone Manufacturer 

Reported From 

Issue Categories 

Approwd Ched< Reques1s $0.00 

Vehicle Maintained Location THOROUGHBRED 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 10124/2018 

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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Case: - ~ Salesforce - Unlimited Edition 

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. 

Created By Betty Tilahun 10/23/2018 8:27 PM 

Last Modified By ~ 12/8/2018 10:28 PM 

Case Record Type 

Days Closed 

CA Oosed Case 

582 

Action Code NT1A 

What action was taken? 1A Repaired - Under Warranty 

Agent Comments 

Agent Comments VEH was repaired 

Agent Next Step 

HONE: VIN: KNMAT2MTSJ~ 

I Reopen Case 11 Clone Closed Case J 

Case History 

Use< 

10/29/2018 1:24 PM Kaelynn Ferguson 

Action 

Changed Status from Open to Closed. 

Closed. 

Changed Description. 

Root Cause 

Root Cause Code SCL T 

Root Cause Code (2) 

Document ID 

10/29/2018 1:22 PM 

10/24/2018 6:25 PM 

10/24/2018 6:13 PM 

Kaelynn Ferouson 

0ame<on Kessle< 

0ame<on Kessle< 

Changed Follow Up Date from 10/24/2018 to 1012912018. 

Changed Data Net from false to true. 

Show more • I Go to list • 

Case Comments 

Public Comment 

✓ 

✓ 

✓ 

✓ 

Created By: Kaelynn Ferguson (10/29120181:21 PM) 
RC~ is dosing Case as no further assistance can be offered at this time. 

~CASE SUMMARY~ 
C contacted Nissan CA requesmg assistance with FEB sensor. 
C~F reviewed with SA-Tony Goodman. 

~STATEMENT OF DECISION~ 
C stated that VEH was repaired. 
RCAS advised ij C has ftrtler concerns, to contact RCAS. 
C was satisfied. 

Created By~ KKIYPO Eemmwn (10/29/20181:20 PM} 
RCAS sent contact and case ti- email. 

~~~~oe=5~wc!1j,:g ~1~'JJ@f11 J ']1 DY] 
RC~ ADVISED "This call may be recorded lo< quality and trailing purposes." 

RCAS is calfing to seen VEH was repaired and wooting propet1y at this time. 
C stated that C pic:J<ed up VEH last Thlnday and VEH is ruming great now. 
RCAs stated that was great 
RCAS stated that SA-Tony h_,, heard from C so assumed everything was okay. 
C stated yes. 
RCAS stated if C has further concerns, to contact Tony and RCAS. 
C requested email with case info. 
RCAS stated that RCAS wil do so with RCAS #. 
C thanked RCAS and wished RCAS good day. 
RCAS wished C good day. 

Call ended mutualy. 

Created By: Kaelynn Ferguson (10/291201812:54 PM) 
RC~ received inbound call from SA-Tony Goodman at 5206186500. 
SA stated VEH had concerns with braking on own. 
SA stated crash sensor light was atways oorring ort 
SA stated VEH had bad distance sensor. 
SA stated that SA took sensor off another VEH to put in C's. 
SA stated that C has VEH bac:J< and hasni heard anytt,ing since. 
SA stated SA delivered VEH back to Coo Thursday 10/25/18. 
RCAs stated that sensor was delivered to DLR. 
SA checked. 
SA stated that is carect. 
SA stated that part was just on bad<order with no ET A, so just took sensor off another VEH. 
RCAS thanked SA and will call C lo verify .-ything is wooting propetly. 
RCAS stated that RCAS wil reach out to SA n C needs anything else. 
RCAS thanked SA lo< call. 
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Case: 
✓ 

✓ 

✓ 

✓ 

✓ 

Salesforce - Unlimited Edition 
Created By~ Kaelvoo fCWllfSQQ (10/29/201812:05 PM} 
RCAS reeewed email from NNA PC statilg part was dei-.d co 10126 via FedEx 

Created By: Kaelynn Ferguson (10/29/2018 11 :49 AMI 
RC~F emailed NNA PC fO< ETA 

Created By: Kaelynn Ferguson (10/29/2018 11:47 AMI 
RC~ placed outbound cal to Thoroughbred Nissan. 
RCAS spoke to SA~ames. 
RCAS asked rt VEH was repaired. 
SA~ ames stated C is working with SA-Tony. 
SA stated that VEH repair is still in process and part is SOP. 
RCAS requested part#. 
SA stated 28438-5FA3A 
SA offered to transfer RCAS to SA-Tony VMX. 
RCAS left VMX requesting cal bacK 

Created By~ CaITttron KeHk:r (10/24/2018 6:25 PM) 
RCAS-Cameroo Kessler placed outbould call to C @11 

RCAS-CK ADVISED "This cal may be reOO<ded for quality and training purposes.' 
RCAS-CK CHECKED for open recalls/campaigns and found: None 
Previous UNRELATED Case(s) Found: Nooe 
Previous RELATEDCase(s) Found: Nooe 

RCAS-CK asl<ed for current mileage: 100 
RCAS-CK stated RCAS is calfing co behalf of C's case manage,, RCAS-Kaetynn Ferguson. 
RCAS-CK llfflfied C has a concern where VEH brakes 00 its own. 

C stated there is something wrong with the VEH. 
C stated VEH has been at DtR since Friday. 
C stated there is a problem with a sensor. 
C stated DLR o<dered a part but DLR does not know when part wil come. 

RCAS-CK apologized fO< concern. 
RCAS-CK asl<ed rt DLR advised C is part is co bad< onle<. 

C stated C does nol know. 
C stated DLR advised DLR will take a part from another VEH to repair C's VEH. 
C stated DLR is doilg that tomorrow. 

RCAS-CK understood and asl<ed how C is seeking assistance from NNA 

C stated C just bought VEH so C wants VEH fixed and returned to C. 

RCAS-CK understood and stated RCAS will have RCAS-KF reacll out to C co Monday, 10/29/18 to see rt VEH was repaired. 

C understood. 

Call ended mutualy. 

Created By: Betty Tilahun (10/23/2018 8:40 PM) I Last Modified By: Came<on Kessle< (10/24/2018 6:11 PM) 
--CASE SUMMARY-
CRR-BT forwarding case to RCAS fO< complaint 

Created By: Betty Tilahun (10/23/2018 8:40 PM) I Last Modified By: Came<on Kessle< (10/24/2018 6:11 PM) 
CRR-BT OPENED Account infO<mation including: C's name, home & e-,nail address, phone numbe< & best contact numbe< 
CRR-BT VERIFIED VEH lnfO<mation including: VIN#, Current Mileage 
CRR-BT CHECKED for open recalls/~ns and found: none 
CRR-BT CHECKED fO< previous UNRELATED Case(s) and found: none 
CRR-BT CHECKED previous RELATED Case(s) and found: none 
CRR-BT NOTED concern is: Complaint 

CRR-BT received ~ D from C 
VEH owne<'s husband ~ ed in and is referred to as C 

C stated C ptrcllased a 2018 Rogue on Octooe< 11th from THOROUGHBRED NISSAN 
C stated that the VEH would brake 00 its own 
C stated that C took the VEH back to the DLRSH 
C stated that C was given a loan..-VEH and was infO<med it's the sensor that needs to be repaired 
C stated that the DLRSH stated that it's a oommoo concern 
C sated that C does not want the DLRHS anymore and wants to return it 

✓ CRR-BT created an account for C 
CRR-BT created a case for C 

CRR-BT informed C that the concern has been documented 

C understood and ac,preaated the assistance 

CRR-BT asked C rt there was anything else CRR-BT could assist with 

C declined 

CRR-BT informed C that Case will be transfened to a Regional Consume< Affairs Specialist who will contact the C by close of business day 10/24/2018 regarding C's concern 

C understood 

CRR-BT provided C with agent I z Ly case nun0 
CRR-BT noting C's best contact IS 

Call ended mutualy 

Page 3 of 3 

Case Categorizations 

Adion ~ ~ # Catego,y Description SUbca>,gory Oescripticn Symptom Oescription 

POOR OR IMPROPER 
OPERATION 

Case Categorizacons Help 

Maj« Component Code Categofy Date Symptom Code Category Code Sllbcategory Code Concern Code 

Forms 

No records to display 

A Back To Top 

INTERIOR 
ELECTRICAL 

INTERIOR 
ELECTRICAL 

FORWARD EMERGENCY 
BRAKING (FEB) 

FORWARD EMERGENCY 
BRAKING (FEB) 

PREMATURE 
WEAR/FAILURE 

26 

26 

Nways show me more records per related list 

10/29/2018 YX AV 

10/29/2018 WA AV 
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Case: ---Salesforce - Unlimited Edition Page 1 of 6 

• 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 12/14/2018 

Supporting Documents 

CA Muttiple Repairs 

Social Media Involvement 

Martiz Custome< Id 

Case O#nH location Murfreesboro 

Texting Status 

Case Reopen Count 

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

J Reopen Case 11 Clone Closed Case J 

ease 0wne< !JJessica Wegrzyn 

Type CA 

Case Origin Phone 

Executive Refenal 

Exee>Received-Oa.te 

Status Closed 

Datelrme Opened 10124/2018 12:13 PM 

Date/Tome Closed 12/12/2018 3:19 PM 

Multiple Repairs No 

Executive Summary 

Executive Actions To Resolve 

Description Consumer Affairs Voluntary Repurchase due to 4 visits and 5 days out of service vehicle will brake on its own while driving 

Call Script 

Who contacted u.s? Consumer 

#Vehicles Owned 2 

Vd'liele Purchased New 

Pre-Owned Initial Mileage 

Current Mile- 2,428 

Incident Codes . IIR REQUIRED 

lncidef'lt Date 

Sent to legal 

Accident 

Asbag 

Fire 

IIR lndic.ator 0 

IIROate 

HR 

Vehicle Information 

Vehicle 

Model Year 2018 

Make NISSAN 

Model Line ROGUE 

Model Code 22318 

Dealer Detai l 

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 $33,964.68 

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 10124/2018 

RHR C«npleted 10/31/2018 

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 O 

Data Net 

Oatanet Deal« Date 

Oealff Instructions 

Requested Dealer Action 

Bluetooth Ticket Status 

Phone Model 

Phone Operating System 

Goodwill Offered 

VCAH 

Goodwill Processed 

Vehicle Service Contract 

VSC Reprint Request Email 
.J 
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Case- ~ Salesforce - Unlimited Edition 

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~ ONE: 
KNMAT2MT~ · · 

Created By 

Last Mocfrfied By 

Case Record Type 

Days Closed 

Nancy~ 10/24/201812:13PM 

NNAill, 9118/2019 9:33 PM 

CA Oosed Case 

538 

Action Code NTSF 

IN: 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 RHR under review 

Agent Next Step 

I Reopen Case I ! Clone Closed Case! 

Case History 

Dale 

12/12/2018 3:19 PM 

12/11/2018 9:26 AM 

12/6/2018 2:24 PM 

Show more • I~ 

Case Comments 

Pubic C«nmenl 

Use< 

Jessica Wegrzyn 

Jessica Wegrzyn 

Jessica Wegrzyn 

Created By: German Reano (1/14120191:03 PM) 
... [Added after the case is closed.) .-
SPARCAS-GR sent an courtesy emai to ARBS-J,11 about C's request 

Created By~ f~rman Beafio ~1/14/20191:00 PM) 
... [Added after the case is closed.] •-
SPARCAS-GR received inllound call from C's spou 
SPARCAS-GR VERIFIED C name, home address and phone# (~ r ID). 

Action 

Changed Status from Open to Cl<>U<t. 

Closed. 

Changed Follow Up Date from 12/11/2018 to 12/1412018. 

Changed Description. 

Changed Follow Up Date from 1216/2018 to 12/11/2018. 

Page 2 of 6 

-

SCMV -
Ca-se History Help 

Case Conments Help 

C STATED that C surrendered the VEH toMor1eyooJanuary 7 and C got a check but on FridayC cootacted the bank Citizen and C was inlonned that C still has to pay the amount that is due on January 20 as the bank 
has not received any payment from Nissan. 

SPARCAS-GR infomied C that tt C pays that amount to the bank and then the bank received the pay off of the VEH the bank should reimblne C any overpayment and C indicated that C does not have the money to pay 
lo< two VEHs at the same tme. 
SPARCAS-GR inlomied C that it is tikely that payoff check is in on i1s way as a check it might take aroood 30 days in reaching the payee. 

C REQUESTED to inlonn ARBS allout this issue as C is unallle to speak directly to ARBS due to language banier. 

SPARCAS-GR provided C with agent name and ID. 

Call ended mutualy. 

Created By: Nancy Gomez (1/7/2019 11 :48 AMI 
... [Added after the case is closed.) .-
SPARCAS-NG sent an courtesy emai to ARBS-J,11 about C's request 

Created By: Nancy Gomez (1/7/2019 11:46 AM) 
.... (Added after the case is closed.] .-
SPARCAS-NG received an inllound call from C 
SPARCAS-NG- verified C's name, home & emai address, phone# 

Best number to be cootact 

C stated that was advised going to the Dealer to retllm the 2018 Nissan Rogue 
C stated that C lost the documents that were requested to bring to the DLR 
C asked tt could be possible that ARBS-J,11 send the documents again because C is worried that DLR could ask lo< this 

SPARCAS-NG explained that will send an email to AR~ allout C's request 

C understood and thanked 

Call ended mutualy 

Created By: Jessics Wejllzyn (12/12/2018 3 :19 PMI 
ARBSnotes: 

checl<s received, ARBS closing case 
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Case:--Salesforce - Unlimited Edition 
Created By: l@33ica Wegqyp (12/12/2018 3:19 PM) 
ARBSnotes: 

received check#: 

transnvtted to Morley for ...,.,.._., Money case­

FedEJ<: 

Created By: Jessica Wegrzyn (12/1112018 9:28 AM) 
ARBS subrritted ched< in the amount of $3,622.38 payable to customer 

ARBS subrritted ched< in the amount of $30,342.30 payable to ­

ARBS requested \/PP 

Created By: IAA!ica Wegqyp (12/11/2018 9:18 AM} 
ARBSnotes: 

Repurchase Letter. 

Additional Payments Paid: $5,001.30 
Less~ Accessories: ($995.00) 
Less usage fee at 1,522 miles: ($383.92) 
Refund to Customer. $3,622.38 
Lien Payoff good to (12/13/18): $30,201.36 

~~ flfiS: 211 
$30,342.30 good through 1111118 
Per diem: $4.86 

Usage:CA 
1st report/120,000 X Pt.a-chase Price 
1,5221120,000-$30,270 = $383.92 

mm ra 1= 19 

Created By: Jessica Wegrzyn (12/1112018 9:01 AM) 
ARBSnotes: 

received signed agreement; attached to case 

Created By: le;usica Wegqyp (12/612018 2:24 PM) 
ARBSnotes: 

pjaced call to LL, connected to Agent Sergio - 8973 

call placed to customer at 

call connected to customer wife 

ARBS advised caling to lollow up and confinm repurchase offer re<eived 

customer staled how was~ sent through FedEx 

ARBSagreed 

customer staled has not picked up yet, but will go pick up later today 

ARBS understands and advised would lollow up in a few days then 

customer agreed 

ARBS thanked customer tor time 

call ended mutually 

Created By: Jessica Wegrzyn (12/512018 9:45 AM) 
ARBSnotes: 

confirmed repurchase offer recei-i 12/4/18@9:43a.m. signed for by­
Created By: Jea1ica We9uxo {12/3/201812:17 PM) 
ARBSnotes: 

setting falow up out an extra couple days to allow time tor FEDEX to be received 

Created By: Jessica Wegrzyn (12/3/201812:15 PM) 
ARBSnotes: 

mailed customer repurchase offer via FedEx: 

Created By: Jessica Wegrzyn (12/31201812:12 PM) 
ARBSnotes: 

emailed customer with repurdlase offer, attached to case 

Additional Payments Paid: $5,001.30 
Less~ Accessories: ($995.00) 
Less usage fee at 1,522 miles: ($383.92) 
Refund to Customer. $3,622.38 
Lien Payoff good to (12/13/18): $30,201.36 

Created By: Jessica Wegrzyn (12/3/201812:10 PM) 
ARBSnotes: 

pjaced call to Citizens One Bank 

call connected to Rep, ARBS requested vehicle payoff 

~~mrrrer, 
$30,201.36goodthrough 12/13/18 
Per diem: $4.86 

PH: --Johnston, RJ-
Created By: Jessica Wegrzyn (111301201810:31 AM) 
ARBSnotes: 

Usage:CA 
1st report/120,000 X Pt.a-chase Price 
1,5221120,000-$30,270 = $383.92 

Page 3 of 6 
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Case: - ~ Salesforce - Unlimited Edition 
Created By: J@33ica Wegqyp (11/30/201810:25 AM} 
ARBSnotes: 

recesved sales documents from customer; attached to case 

Created By: Jessica Wejllzyn (11/28/2018 4:48 PM) 
ARBSnotes: 

placed call to LL, connected to Agent Domingo- 9700 

call placed to customer at 

call connected to customer wife, now referred to as customer 

ARBS advised was cali ng to follow up regarding case, still haven, received remaining documents 

customer stated sent them already and should be receiving soon by Thurs. 

ARBS understood and advised customer would follow up once received 

customer agreed 

ARBS thanked customer for time 

call ended mutually 

Created By: ISS3ica Wegqyp (11/19/201811 :57 AM) 
ARBSnotes: 

placed call to LL, connected to Agent - 11797 

call placed to customer at 

call connected to customer wife, now referred to as customer 

ARBS advised was cali ng to follow up with case, ARBS advised rece,ved statement and lien release customer sent 

ARBS advised wanted to foGow up oo add. docs requested 

customer asked if received letter sent Wed. 

ARBS requested if customer sent 2nd lette, 

customer stated no just one 

ARBS advised received, still need sales contract, registration, full payment history from lien holde< and photos (4 exterior & 1 interior) 

custome, asked if could fax 

ARBS advised could fax documents, but photos would either need to be sent via emai or through mail 

customer understood and advised will send 

ARBS advised customer office would be closed Thurs. & Fri. due to hojiday and falow up would be next week 

customer agreed and advised would have documents over by end of next week then 

ARBS agreed and thanked customer for time 

call ended mutually 

Created By: Jessica Wegrzyn (11/16/2018 4:03 PM) 
ARBSnotes: 

recesved lien release and account statement by mail from customer 

ARBS scanned and attached to case 

Created By: IC33ica Wegqyp (11/13/2018 2 :10 PM) 
ARBSnotes: 

placed call to LL, connected to.Agent -Cynthia- 11097 

call placed to customer at 

call connected 

ARBS advised caling to confrm customer received letter of intent 

customer agreed 

ARBS requested if customer had any questions regarding lette< or documents requested ARBS could assist with 

customer stated just want to replace vehide 

ARBS understood and advised in orde< to find out if financial institute has process in place for SOC or replacemen~ ARBS will need requested documents from customer 

customer understood and advised will work on getting those then 

ARBS agreed and advised of follow up Fri. 

customer agreed 

ARBS thanked customer for time 

call ended mutually 

Created By: Je1t1ica Wtgqyp (11111201811 :21 AM) 
ARBSnotes: 

placed call to LL, connected to Agent - Camilla - 11113 

call placed to customer at 

call connected to voicemail box that was not set up 

Created By: Jessica Wegrzyn (11/7/201811:04AM) 
ARBSnotes: 

letter delivered 11/6/18@ 11:258.m. signed for byC. Reyes 

Created By: l@ft§ica Wtgqyp (11/2/201812:09 PM) 
ARBSnotes: 

sent customer letter of intent to reptKdlase, replace or $4k cash setttement via FedEx: 

Created By: IAA!ica Wtgqyp (11/2/201812:04 PM) 
ARBSnotes: 

placed call to LL, connected to Agent - 11854 

call placed to customef at 

call connected 

Page 4 of 6 
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Case:--Salesforce - Unlimited Edition 

ARBS advised customer calling to lolow up regarding case and customer request for vehicle repurchase 

customer agreed 

ARBS advised after review Nissan would be in a position to offer to repurchase or replace the vehicle 

ARBS requested if customer was financed through Nissan °' 3ro party 

customer asked 1Mlat meant by 3ro party 

ARBS asked if customer made payments to Nissan 0< someooe else 

customer stated makes payment to bank 

ARBS advised customer would send letter of intent with list of documents wil need aloog with lien release 

ARBS requested if customer woold prefer email or mail 

customef stated mail 

ARBS coofirmed address 

ARBS advised would send today and customer should receive Monday or Tuesday 

customer agreed 

ARBS thanked customer for time 

call ended mutually 

Created By: Jessica Wegrzyn (11/2/201810:23 AM) 
ARBSnotes: 

NNA offering to buyback vehicle due to 4 visits and 5 days out of se<Vice vehicle wil brake on its own while driving (FEB) 

Mileage: 1,522 

Created By: Jessica Wegrzyn (11/2/2018 10:16 AM) 
ARBSnotes: 

5 days out of service 

- 4 visits, 4 repairs llellicle wil brake on i1s own whi e driving (FEB) 
1st visit: lllable to duplicate@1,522 
2nd visit unable to duplicate @2, 105 
3'd visit unable to get FEB to operate, under investigation by engineering @2, 733 
4th visit replaced distance senSOf and perform laser alignment@6, 129 

ARBSnotes: 

Te<hline: No 

DTS: Tim Zingerman - 5/8/18 
1.Compjaint C stated the brakes applied by themselves with no cars in front. 
• Cause: Unknown 
• Correction: None at this time 
• Status: Complete 

DTS: Tim Zingerman - 8/6/18 
1.Complaint FEB brakes with nothing in front. 
• Cause: Updated laser sensor 
• Correction: Appjied NTB1~ 1a to resolve issue. Replaced front laser sensor/Control Unrt and aimed sensor. 
• Status: Complete 

Previous case: 

-

Ac 8/8/18: DTS inspection provided 
Ac 5/8/18: Buyback request- denied 

Open campaigns: None 

VSC:None 

Vehicles owned: 
2016 Sentra 
2017 Altima 
2018 Rogue- Retail: CA 

Created By: Jessica Wegrzyn (11/1/2018 4:50 PM) 
ARBSnotes: 

3/31/18@1,522 R~ ays down: 1 
Concern: 
1. brakes on its own while driving 
Action: 
1. Recommended se<Vice. Road test llellicle on local and freeway the blinds port walting normal and unable to duplicate the prol>lem at this time. 

4111/18@2, 105 R~ ays down: 2 
Concern: 
1. Vehicle interim will brake by itself without stepping on brake pedal. 
Action: 
1. Perfonned system diagnosis, no DTC's stored, test drove vehicie, unable to duplicate costumer concern 

5/8/18@2, 733 RO#: lllllltays down: 1 
Concern: 
1. car applies brakes on its on 
Action: 

Page 5 of 6 

1. DTS and SA-Jeanette drcwe with customer and were unable to get the feb, to Ol)rale • Either normally or abnoonally. customer states the issuse happened last on laurel canyon blvd(stright part) customer asked to have 
feature turned to defult 'off until more is known. issue is under investigation by engineering . 

8/6/18@6, 129 RO#: lllllltays down: 1 
Concern: 
1. car brakes on its own dts here to check 
Action: 
1. Replace distance sensor and perform laser alignment , test drove vehicle folm okay at this time. 

Created By~ Cvnthia Gomez (10/31/2018 4:29 PM) 
SPARCAS CG sent email to SPARCAS NG about C's call. 

c reated By~ cvothia Gomez (10/31/2018 4:29 PM) 
- Case St.mmary"" 

C contacted Nissan CA about Case follow up 

Created By: Cynthia Gomez (10/31/38181'39 PM\ 
SPARCAS CG received a call from .......... as'"ng to speak to SPARCAS NG 
SPARCAS CG asked for case number and verified name, address and phone numbe, 
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Case:- ~ Salesforce - Unlimited Edition 
C is owner's wife. 

SPARCAS CG informed C SPARCAS NG is in another call now 
SPARCAS CG in1ormed C that SPARCAS NG called Con Oct 30th 2018 but cookl not leave a message as the maibox have not been set up 
SPARC AS CG informed C that SPARCAS CG has been W000l9 in C's CASE and ~ is now waiting for ARBS to provide a resolution. 
SPARCAS CG informed C that SPARCAS NG has prograrrmed to contact C back on Fri November 2nd 2018 

C agreed and thanked the assistance. 

SPARCAS CG provided C with case#, name, agent ID 
SPARCAS CG branded the call 

Call ended mutualy 

Created By: Nancy Gomez (10/31120181 :25 PM} 
SPARCAS-NG received an email from S~ informing: 

Car is NOT in the shop at this time. 

Created By: Nicki Barror (10/31/201810:17 AM} 
ORTS received the RHR. The RHR was assigned to ARBS Jessica Wegrzyn for review 

Created Bv: Nancy Gomez 110/311201810:10 AM) 
SPARCAS-NG submitted the RHR for review 

Created Bv: Nancy Gomez 110/311201810:09 AM) 
SPARCAS-NG made an ou1bound call to DLR and talked with SA-Ace at Service Dept. 
SPARCAS-NG asked ij the VEH is at DLR or has any open R} 

SA-Ace stated that the VIN# doesni have any open RO 
SA-Ace stated that the VEH is not at the OLR 

SPARCAS-NG thanked for the info 

Cati ended mutual y 

Created By: Nancy Gomez (10/30/201810:17 AM) 
SPARCAS-NG made an ou1bound call to DLR and talked with SA-David 
SPARCAS-NG asked ij the VEH is at DLR or has any open RO 
SPARC AS-NG ended the call after been waiting for a long period of time 

Created By~ Nancy GSXQS';l (10/30/20181 · 
SPARCAS-NG made an ou1bound call to C 
SPARCAS-NG couldn\ leave a VMX because C doesni have the mailbox set up 

Created By: Nancy Gomez (10/3012018 9:37 AM) 
SPARCAS-NG sent an email to S~ce asking if the VEH has any open RO ()( the VEH is at DLR with c.c. to FO~evin.fitzsimons@niSS81Hlsa.corn 

Created By: Adis Leyva {10/29/2018 5:10 PM) 
SPASRCAS-AL cnanging folow up for tomorrow 10/30 as Case's manage, is done for the day. 

Created By: Nancy Gomez (1012612018 6:56 PM} 
SPARC AS-NG sent an email to S~ce asking if the VEH has any open RO 0( the VEH is at DLR 

Created By: Nancy Gomez (10124/201812:24 PM} 
SPARCAS-NG received an inbound call from C"s wife, 
SPARCAS-NG- verified C's name, home & ernai address, phone# 
SPARCAS-NG- Checked for open recalls/campaigns and found: 0 
SPARCAS-NG-Checked f()( previous UNRElATED Case(s} and found: 1 
SPARCAS-NG-Checked previous RELATED Case(s) and follld: 1 

Best number of contact 

C stated that is having concerns with the VEH 
C stated that has taken the VEH many times to the DLR and DLR ttmed off the COOl)Uler and tum 00 the C00l)Uler 
C stated that the VEH is braking by itself and now the VEH did that 00 the highway 
C stated that doesni want to return the VEH wants a replacement because the VEH has a manufacture defect 

SPARCAS-NG apologized f« C's experience 
SPARCAS-NG did the fojlowing questions: 

Page 6 of 6 

• Wiry do you want to replace the vehicle to Nissan N«th America? C stated that has a manufacture defect and C is afraid of having an accident. C stated that the VEH brakes by itself suddenly and when the VEH has to 
brake doesni b<eak. 
• Where is the vehicle currently? Home 
• Ne you current:ty in a rental vehide? No, C is using the VEH because is the onty VEH that Chas 
• Where was the vehicle purchased? Nissan of Downtown LA 
• Was the vehicle p..-cllased new or IJSed? New, C stated that bought a VEH with high technology and emergency brakes. 
• 'Mlere is the vehicle serviced? Nissan of Downtown lA 

SPARCAS-NG explained that will w«k on C's case and~ is going to take 10 BO 
SPARCAS-NG informed C that the decision is based oo VEH's number of repairs, days down and State's laws 
SPARCAS-NG offered Ca follow up call in 3 BO 

C understood and thanked 

SPARCAS-NG provided C's case, agent name and ID 
SPARCAS-NG branded the cal 

Call ended mutualy 

Case Categorizations 

Adion ~ ~ # Catego,y Description SUbca>,gory Oescripticn Symptom Oescription 

POOR OR IMPROPER 
OPERATION 

Case Categorizacons Help 

Maj« Component Code Categofy Date Symptom Code Category Code Sllbcategory Code Concern Code 

Forms 

No records to display 

A Back To Top 

BRAKES 

INTERIOR 
ELECTRICAL 

ANTI-LOCK BRAKE SYSTEM 

FORWARD EMERGENCY 
BRAKING (FEB) 

MULTIPLE REPAIR 
ATTEMPTS 

04 

26 

Nways show me more records per related list 

10/26/2018 YX AD 

12/11/2018 YE AV 
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Case: - ~ 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 J;UJ I c..,.. Categorizations W I ,E= llll 

Case Detail J Reopen Case 11 Clone Closed Case J 

Number of open vehicle campaigns = z. 

Account Name 

Contact Email 

Home Pl1one 

Letter Se-nt Date 

Letter Received Date 

Follow Up Date 12/18/2018 

Supporting Documents 

CA Muttiple Repairs 

Social Media Involvement 

Martiz Custome< Id 

Case O#nH location Murfreesboro 

Texting Status 

Case Reopen Count 

Description RHR under review 

Call Script 

Who contacted u.s? Consumer 

#Vehicles Owned 1 

Vd'liele Purchased New 

Pre-Owned Initial Mileage 

Current Mile- 700 

Incident Codes. IIR REQUIRED 

lncidef'lt Date 

Sent to legal 

Accident 

Asbag 

Fire 

IIR lndic.ator 0 

IIROate 

HR 

Vehicle Information 

Vehicle KNMA T2MV2Ji 

Model Year 2018 

Make NISSAN 

Model Line ROGUE 

Model Code 22218 

Dealer Detail 

ease Servicing Dealer RON RO( JCHABO:S NISSAN 
Case Servicing Dealer Region Northeast Region 

Bluetooth 

Related Items 

Responsible District 10 

SharedWrth 

Phone Carrier 

Phone Manufacturer 

Reported From 

Issue Categories 

Approwd Ched< Reques1s $282.88 

Case Owne< B Randy Anderson 

Type CA 

Case Origin Phone 

Executive Refenal 

Exee>Received-Oa.te 

Status Closed 

Datelrme Opened 10124/2018 2:09 PM 

Date/Tome Closed 12/17/2018 3:35 PM 

Multiple Repairs No 

Executive Summary 

Executive Actions To Resolve 

Vehicle Maintained Location RON BOUCHARO'S 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 10/25/2018 

RHR C«npleted 11/8/2018 

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 O 

Data Net ✓ 

Oatanet Deal« Date 1012512018 

Oealff Instructions Parts Dept. Review 

Requested Dealer Action Please review and advise 

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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Case:--Salesforce - Unlimited Edition 

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: ~ HONE: 
KNMAT2MV2~ 

Created By 

Last Mocfrfied By 

lain Hadden 10/24/2018 2:09 PM 

NNAill, 12/31/2018 9:04 PM 

Case Reco<d Type CA Oosed Case 

Days Closed 533 

Action Code NT2B 

What action was taken? 28 Customer Offered Partial Reimbursement 

Agent Comments 

Case History 

Agent Comments C needs to send in PO 
3rd contact attempt 

Agef'lt Next Step CUstomer 

I Reopen Case 11 Clone Closed easel 

Action 

N: Root Cause 

Root Cause Code 

Root Cause Code (2) 

Document ID 

12/27/201811:DSAM 

12/17/2018 3:35 PM 

Use< 

.cbm.Illlll 
Sean Marshall 

Changed case Owner from Sean Marshal to Randy Anderson. 

Changed Status from Open to Closed. 

12/17/201811:37 AM 

12/14/2018 9:12 AM 

MPie(mgre . 1~ 

Case Comments 

Pubic Conwnent 

Sean Marshal 

Sean Mamba!! 

Cr eated Bv: liAAD Marshan 112/17/2018 3:35 PM) 

Closed. 

Changed Follow Up Date from 12/17/2018 to 12/18/2018. 

Changed Follow Up Date from 12/4/2018 to 12/17/2018. 

RCAS-SM is dosing case as no fll"ther assistance can be offered at this time. 

-CASE SUMMARY'-
C contacted Nissan CA requesting assistance with a multipje repair attempts. 

✓ ~g~ ~=~ r'!m~~~~ ~=thly payment 

-STATEMENT OF DECl SION-
RCAS-SM submitted check request for one monthly payment 

C was satisfied with this information 

Created By: Sean Marshall (12/17/2018 3:24 PM) 
--GWTEMPLATE--

C purchased veh: New 
Cooent mileage: 100 
OOW- Basic: O P~ train: D 
VSC: NIA 
T olal custome< pay at retailer: $0 
Last se<Vice visit 11/5/18 
Previous owns veh: D 

Created By: Sean Marshall (12/17/201811:35 AM) 
-•GOODWILL REIMBURSEMENT--
The following are the details of the reimbursement 
C is eligible for# 1 months VEH payment reimbtnement only. 
Monthly Payment $28288 

✓ Tolal Amou · 
Approved by: 

RCAS-SM SUBMITTING CHECK REQUEST 

Created By: Sean Marshall (12/17l20Jf 11·~1AM) 
✓ RCAS-SM made outbound call to C at:•············· 

RCAS-SM left a VMX stating name, case num r, contact info, set follow up, and requested a call back. 

✓ Created Bv: liAAD Marshan 111/26/2018 1:52 PM) 
RCAS-SM is dosing case as no further assistance can be offered at this time. 

-CASE SUMMARY-
C contacted Nissan CA requesting assistance with a rep<M<hase review 

SOFA 

SCRR 

Page 2 of 5 

Case History Help 

Case Comments Help 
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Case:- ~ Salesforce - Unlimited Edition 
C felt unsafe in VEH and wanted it replaced 

•" STATEMENT OF DECISION" • 
RCAS-SM advised C NNA was not in a position to repurchase and offered to reimburse 1 month payment. 

RCAS-SM could not reach C to ask tor PO 

Created By: Sean Marshall (11/26/201810:59 AM) 
RCAS-SM is dosing case as no ftl"ther assistance can be offered at this time . 

... CASE SUMMARY•" 
C contacted Nissan CA requestilg assistance with a multil)le repair attempts. 

✓ RCAS-SM submitted an RHR which was denied. 
RCAS-SM offered C reimbursement of one monthly payment 

... STATEMENT OF DECISION ... 
RCAS-SM was unab4e to cootact C fo, PO. 

C was satisfied with this infoonatioo 

Created By: Sean Marshall (11/2612'\lf 12'§3 ftN) 
✓ RCAS-SM made outbound call to c at11111111■1 

RCAS-SM left a VMX stating name, case number, contact info, set a follow up, and requested a cal bacl<. 

Created Bv: WP Marshan <11/2312"1f 11-rz ?Ml 
✓ RCAS-SM made outbound call to C at 1111 111■1 

RCAS-SM left a VMX stating name, case number, contact info, set a folow up, and requested a call back. 

✓ ~~~~~a=:~,1;~2g'!?ll J'S?\ 
RCAS-SM left a VMX stating name, case number, contact info, set a follow up, and requested a cal back. 

✓ Created By: Sean Marshall (11/15/2018 3:54 PM} 
RCAS-SM received email from NMAC stating C's monthly payment is $282.88 

✓ Created By: Sean Marshall (11/15/2018 3:53 PM) 
RCAS-SM sent email to C requesting documentation 

Created By: Sean Marshall (11/15120-
RCAS-SM made outbound call to C at 
RCAS-SM ADVISED "This call may be re<X>< quality and training purposes." 

RCAS-SM stated that NNA is not in a position to repurchase the VEH at this time. 
C stated ok. 
RCAS-SM offered to cover one lease payment. 
C stated C wou1d aocept. 
C expressed disappoo,tment with the way NNA is not olfemg any carc,ensation for the compromised safety of C and C's fiance. 
C asked how much Nissan makes money off of each VEH. 
RCAS-SM stated that RCAS-SM is WlSUre. 
C asked how much Nissan would lose by C not buying VEHs and reconvneoding other brands to friends. 
C asked how hard it would be for Nissan to offer compensation tor C to save all this potentially lost money. 
C stated that C has hundreds of people a year who ask C tor car buying advice. 

✓ C stated C no longer believes in the Nissan brand. 
C stated that C's mother advised C to go through the normal channels to deal with this situatioo before taking other methods. 
C stated C is now stuck with an oosale VEH which C is lll8ble to trade in without substantial financial loss. 

RCAS-SM stated that NNAs final offer is a one month payment. 
C asked if there was any further C could go with it 
RCAS-SM stated that NNA CA had provided all the infocmation available. 
C lllde<Stood. 
RCAS-SM stated if C wanted to accept NNAs offer of one monthly payment C would need to send in POO. 
C stated ok. 

RCAS-SM asked if C had any further questions or concerns. 
Cdeclined. 
RCAS-SM thanked C for time. 
Call ended rnutuaDy. 

✓ Created By: Sean Marshall (11/1512018 3:08 PM} 
RCAS-SM emailed NMAC requesting the amolllt of C's monthly payment 

✓ Created By: Adrienne Jones (11/1512018 3 :08 PM) 
Tl-AJ reviewed case with RCAS-SM. Tl approves reimbursement for one monthty payment for C's inconvenience with repai's so earty in the life of the vehicle. 

Created By: Robert Peterson (11/14/2018 7:49 AM} 
ARBS-RP notes AR.BS-JC did not recorrmend this RHR. because concern resotved in only one repair attempt. not unreasonable number of business days down. 
ARBS-RP concurs with ARBS.JC. 
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ARBS-RP notes based on a comprehensive review: NNA is not in a position to repurchase/replace the vehicle at this time, as the vehicle has not been subjected to an unreasonable number of repair attempts for any 
warrantable ooncem. 

NNA will continue to honor the terms and conditions of the New Vehicle Limited Warranty. 

Created Bv: BRhefl Petc:a•on '11/14/2018 7 :47 AM} 
ARBS-RP reviewing case and notes the following service visits: 

10/22/2018@681 Miles, RO- Days Down: 13@ DLR- 3268 - RON BOUCHARD'S NISSAN 
CONCERN: 
1. CUSTOMER STATES: WHEN DRM NG AT HIGHWAY SPEEDS THE FORWARD BRAKING SYSTEM WARNING FLASHED AND ALMOST BROUGHT THE VEHICLE TO A STOP. 
ACTION: 
1. REMOVED AND REPLACED FRONT DISTANCE SENSOR AND REPROGRAMMED CONTROL UNITS. 

Created By: Sean Marshall (11/121.2'\3P J"Of fflf) 
RCAS-SM made outbound call to C at 11111 •1 
RCAS-SM ADVISED "This cal may be reoorded tor quality and training purposes." 

RCAS-SM advised that C's case was stil under review for possible repurchase. 
C oonfirmed. 
RCAS-SM stated that C and RCAS-SM can discuss further options once the review process has been completed. 

✓ C lllde<Stood. 
RCAS-SM setalollowupforEOB 11/15. 
C oonfirmed. 

RCAS-SM asked if C had any further questions or concerns. 
C declined. 
RCAS-SM thanked C for time. 
Call ended rnutualy. 

✓ ~~~~s;:~~,;~~~1 11'1171 
RCAS-SM ADVISED "This cal may be reoorded for quality and training purposes.• 

RCAS-SM advised C that NNA was not in a position to review for repurchase. 
C stated that the VEH is repaired. 
C stated that according to C's research there is a sealant around the sensor that is causing the problem and NNA has yet to be resolved. 
C stated that when the VEH was purchased the sealant must have been melted afte< a loog summer of sitting in the lot 
C stated that C is a Nissan e,rc,loyee and filled oot a survey stating that C would reconvneod the VEH to friends and family and C feels like that was a lie. 
C stated that NNA policy is not to reinvent the wheel but to make small improvement. 
C stated C works tor NNA because NNA is so focused on safety. 
C stated C knows that VEHs have problems but C does not feel C's VEH has not been resolved. 
C stated that the employee is the most important part of the oompany. 
C stated that NNA does not care about the safety of C's consume,s. 
C stated that NNA reinb<rsing for one month's payment is a joke. 
C asked what RCAS-SM suggested C should do. 
C stated that this will not end here if NNA does not up NNAs offer. 
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Case:--Salesforce - Unlimited Edition 
RCAS-SM stated that RCAS-SM will review options and contact C . 
RCAS-SM set a follow up to< 11112. 
C confirmed. 
C stated that ff N NA offers to make C a tittle happier C will accept tt and go ""'"Y· 
RCAS-SM confirmed that RCAS-SM would review options. 

RCAS-SM asked ff C had any furthe< questions or concerns. 
C declined. 
RCAS-SM thanked C to< time. 
Call ended mutualy. 

Created By: Nicki Barror (111812018 3:44 PM) 
ORTS received the RHR. The RHR was assigned to ARBS Rob Peterson for review 

Created By~ SAAD MDJJhDII (11/8/2018 3:31 PM) 
RCAS-SM placed outlxlund call to Ron Bouchard's Nissan at 9783451800. 
RCAS-SM asked to speak with S~ichael Metcalf . 

✓ ~==: ~ i:. ~~'s open RO. 

RCAS-SM provided RCAS,JW fax nt.mbe<. 
S~M confirmed. 
Cati ended mutual y. 

Created By: Janelle Cantrall (111812018 3:27 PM) 
RHR Filter 

ARBS Does NOT Recommend an RHR 
Veh. has been repaired and C ooly has ONE VISIT 
Arbs Reoommends C to return to dealer if C has any Future Concerns. 

STATE-MA 

2018ROGUE 
ISO: 10.4.18 
NMACLEASE 

One vistt and one repair to< Dist. Sensor Radar@ 687 Miles 11.5 .18 
Dealer. RON BOUCHARD'S NISSAN (MA) 

NO Prev. Cases 
NO Tech Line Cases 
NO campaigns 
NO Warranty Cases 
NO VSC 
NODTS 

~~~~~a=r~11;~2b~4! rn 71 
RCAS-SM ADVISED "This call may be reoorded to< quality and training purposes." 
RCAS-SM advised C that C's case was still under review for repurchase. 
C understood. 

✓ RCAS-SM set a follow up to< EOB 1117. 
Cconfirmed. 
RCAS-SM asked ff C had any furthe< questions or concerns. 
C declined. 
RCAS-SM thanked C to< time. 
Call ended mutualy. 

Created By: Tranisha Woods-Sweatt (10/3112018 8-:03 AM) 
RC~ TW received an email from the SM stating; 

How many times has the customers vehicle been to the dealer/retailer for repairs? This is the first time 
✓ What repairs were performed? The part just arrived this morning, the fo!ward eme,gency brake sensor will be replaced. 

Are there currenUy any OPEN ROs? Yes, RO,_ 
Is the vellicle currently at the dealership? yes 
How many days has the vehicle been kept out of selVice at your deale< to< repairs? 10 
Has TECH LINE been iwolved? no 
Has a Dealer Tedlnical Specialist (DTS) been invaved? no 

✓ ~~~~~~=-h~~~;~~o;!~P:l and the RHR questions 

Created By: Tranisha Woods-Sweatt (10/3012018 3:11 PM) 
✓ RCAS-TW made outlxlund call to DLR at RON BOUCHARO'S NISSAN. 

RCAS-TW asked to speak with SM-Michael Metcalf. 
RCAS-TW had to leave a VMX. 

Created Bv: SUP M•mb•II 110/30/2"H HJ WU 
RCAS-SM made outbound call to C at 11111 ■II 
RCAS-SM ADVISED "This cal may be reoorded for quality and training purposes .• 
RCAS-SM advised C that C's case was still under review to< possible repurchase. 
C asked how long the process would take. 
RCAS-SM stated that rt can take up to 10 business days. 
C asked ff RCAS-SM had foond out d NNA could cover 6 lease payments until C determined VEH was safe or oosafe. 

✓ RCAS-SM stated that unforttllately that solution was outside of NNA's parameters. 
C ooderstood. 
RCAS-SM set a follow up to< EOB 1112. 
C ooderstood. 
RCAS-SM asked ff C had any furthef questions or concerns. 
C declined. 
RCAS-SM thanked C to< time. 
Call ended mutualy. 

Created By: Tranisha Woods-Sweatt (10/301201810,46 AM) 
RCAS-TW made outlxlund call to DLR at RON BOUCHARD'S NISSAN 

✓ ~~~~ ~:~ ~.s:: =~-:,a;::~~ the SM requesting the open RO. 

RCAS-TW asked the SM the RHR ~s as well. 

✓ ~~~~lif/=r!1.:1:~26'~JUlf 71 
RCAS-SM VERIFIED C's name, home & ernai address, concern, phone. 
RCAS-SM VERIFIED mileage and VEH mai>tenance location: 700 
RCAS-SM CHECKED to< open recalls/campaigns and found: 0 
Previous UN RELATED Case(s) FOllld: 0 
Previous RELATED Case(s) Found: 0 
RCAS-SM ADVISED "This call may be recorded to< quality and training purposes." 
RCAS-SM advised C that RCAS-SM spo«e 
C stated that C doesn1 feet sate in this VEH. 
C stated that C loves Nissan but this incident has shaken C's confidence with the VEH. 
C stated it depends on what C's wife wants before determinilg whether C wants repair Of' repurchase. 
RCAS-SM set follow up to< EOB 10/30. 
C agreed but stated that C would like to still review f()( repurchase. 
C stated C would like to discuss a third opCioo. 
RCAS-SM asked what. 
C stated that C needs time to trust the VEH again. 
C stated C would like to drive the VEH to< 6 months without payment to decide whether VEH is safe or not. 
C stated ff the VEH perfo<med normaly to< 6 months C would pay the rest of the lease payments. 
RCAS-SM stated that C would review and get baci< to C with an answer on 10/30. 
C stated that C appre<iated that 
Why do you want to return the veh to NNA: C no longer feels safe in this VEH and doesn't want C's wife driving it. C slates that the VEH almost cost C's ife. 
Where is the veh currently: at DLRSHP 
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Case:--Salesforce - Unlimited Edition 
Where was the veh purchased: Ron Buchards Nissan 
Was it pixdlased new or used: New 
If used, when was the veh purchased: 
Where is the veh serviced: Ron Buchards Nissan 
Has the veh been taken to multiple Nissan/tnfinity dealers: None 
RCAS-SM asked if C had any furthef questions or concerns. 
C asked if the DLRSHP would put C in loaner. 
RCAS-SM advised that loaners are provided at the DLRs discretion, but normally when a VEH is being repaired under warranty a loanef is provided. 
C understood and thanked RCAS-SM fo, i stening. 
RCAS-SM thanked C for time. 
Call ended motual y. 

Created By: Sean Marshall (10/25/201811:52 AM) 
RCAS-SM plaoed outllound call to Ron Bouchard's Nissan at 9783451800. 
RCAS-SM asked to speak with S~ichael Metcalf. 
RCAS-SM proceeded to fill out backordered parts infonnation. 
Part Name: Front distance sensor 
Part Number: 2~ 
Order Number: -

✓ Dealer Name and Code (whe<e parts were ordered): Ron Bouchard's Nissan 3268 
Region Code: 26 
Location of the vehicle (business name, phone numbef, and contact person): Ron Bouchard's Nissan, 9783451800, Michael Met can 
Can the vehide be driven? If not, why?: inoperable due to sensor failure 
The date the velvcte became inoperallle (if applicable) : 10/22. 
Is the part needed due to a warran~e faiJure: Yes 
RCAS-SM was advised that the part was due to ship today 10/25. 
RCAS-SM thanked SM-MM for time. 
Call ended motualy. 

Created By: lain Hadden (10/24/2018 2:15 PM) 
~•CASE SUMMARY-
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C is seeking assistance with VEH that has defect with colision sensor system; C wants NNA to waive VEH payments ootil VEH is operational 'Mth arrived parts and C also wants NNA to cover cost of non NNA loaner 
VEH as C do- is equipped 'Mth this defective colision detection system 
CUSTOMER: 
Best cootac 
VIN: KNMA T2MV2JP 
mileage- 700 miles 
Ron Bouchard's Nissan 
case pending decision from RCAS 

Created By: lain Hadden (10/24/2018 2:14 PM) 
CRR-1.H <OPENED or VERIFIED> Account Info including: C's name, hO<ne address, & best contact# 
CRR-1.H VERIFIED VEH Info including: VIN#, mileage & warranty 
CRR-1.H CHECKED for open recalls/carrc,aigns and found: 0 
CRR-1.H CHECKED for previous UNRElA TED Case(s) and found: 0 
CRR-1.H CHECKED previous RELATED Case(s) and fomd: 0 
CRR-1.H NOTED coocem is: seeking assistance with VEH that has defect with oolision sensor system; C wants NNA to waive VEH payments until VEH is operational with arrived parts and C also wants NNA to w,er 
cost of non NNA loanef VEH as C doeso1 trust any NNA VEH that is equipped with this defective colfision detection system 

C called in stating that C was driving along highway with no traffic around and C's collision detection system engaged causing C to almost swerve off road as VEH brakes were engaged for no reason 
C took VEH to DLR and they said part that needs to be reptaoed is on national back order and is not currently availal)je 
C finds VEH to be inoredibly unsafe and C left VEH at DLR 
C wants NNA to waive VEH payments until such time as parts rive and VEH is fully operational 
C also wants NNA to cover cost of non NNA loanef VEH as C doesn1 trust any NNA VEH that is equipped with this faulty oolision detection system 
C is seeking assistance 'Mth VEH that has defect with colision sensor system; C wants NNA to waive VEH payments until VEH is operational 'Mth arrived parts and C also wants NNA to cover cost of non NNA loaner 
VEH as C doesn\ trust any NNA VEH that is equipped 'Mth this defective colision detection system 

CRR-IH advised C that case will be sent to RCAS for review 
CRR-IH advised C that RCAS will contact C by end of next business day 
CRR-IH asked C if any furthef assistance may be provided 
C declined 

~~~111?JST 
Call ended motualy 
CRR-IH sending case to RCAS for review 

Case Categorizations Case Categorizacons Help 

Adion ~ ~ # Catego<y Description Subcatego,y Oesaiption Symptom Description Maj<>< c.,.._,.... Code Caiego<y Date Symptom C- Catego,y Code Subcatego,y Code Concern Code 

INSTRUMENTATION WARNINGCHIME/BUZZER MULTIPLEREPAIRATTEMPTS 11 11/26/2018 YE AT - OA 

Forms FomisHelp 

No records to display 

r. BackToTop tw,ays show me more reoords per related list 

Copyright© 2000-2020 salesk>rce.corn, inc. Al rights reserved. I frivacv Statement I seruritv Statement I Iecros of Use 1 508 ComAfiance 
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Case:--Salesforce - Unlimited Edition Page 1 of 6 

• '20 • ~ Search... Search Derek Latta Help & Training All Tabs 

Home Accounts Ideas Dealer Locator Literature Requests Console Cases Home Reports Dashboards Articles Profile Feed Profile overview 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 1115/2018 

Supporting Documents 

CA Muttiple Repairs 

Social Media Involvement 

Martiz Custome< Id 

Case O#nH location Franklin 

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

J Reopen Case 11 Clone Closed Case J 

Case Owner L Sharp 

Type CA 

Case Origin Phone 

Executive Refenal 

Exee>Received-Oa.te 

Status Closed 

Datelrme Opened 10/25/2018 8 :50 AM 

Date/Tome Closed 11/S/2018 10:41 AM 

Multiple Repairs No 

Executive Summary 

Texting Status Executive Actions To Resolve 

Case Reopen Count 0 

Description CUstomer requesting RHR due to braking concerns and radio concerns. 

Call Script 

Who contacted u.s? Consumer 

#Vehicles Owned 2 

Vd'liele Purchased New 

Pre-Owned Initial Mileage 

Current Mile- 4,485 

Incident Codes. IIR REQUIRED 

lncidef'lt Date 

Sent to legal 

Accident 

Asbag 

Fire 

IIR lndic.ator 0 

IIROate 

HR 

Vehicle Information 

Vehicle JN8A T2MV2JW 

Model Year 2018 

Make NISSAN 

Model Line ROGUE 

Model Code 22418 

Dealer Detail 

ease Servicing Dealer ANTWFRPFN NISSAN 
Case Servicing Dealer Region Nissan Mid Atlantic Region 

Bluetooth 

Related Items 

Responsible District 03 

SharedWrth 

Phone Carrier 

Phone Manufacturer 

Reported From 

Issue Categories 

Approwd Ched< Reques1s $0.00 

Vehicle Maintained Location ANTWERPEN 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 10/25/2018 

RHR C«npleted 10/26/2018 

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 O 

Oat.a Net 

Oatanet Deal« Date 

Oealff Instructions Service Oepl Review 

Requested Dealer Action re-ne'W 

Bluetooth Ticket Status 

Phone Model 

Phone Operating System 

Goodwill Offered 

VCAN 

Goodwill Processed 0 

Vehicle Service Contract 

VSC Reprint Request Email 
.J 

6/2/2020 



Case: ---Salesforce - Unlimited Edition 

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- HONE: 
JN8AT2MV2J 

VIN: 

Created By Steve Jeffrey 10/25/2018 8:50 AM 

Last Mocfmed By NNAill, 12/8/2018 10:29 PM 

Case Reco<d Type CA Oosed Case 

Days Closed 575 

Action Code NT1A 

What action was taken? 1A Repaired - Under Warranty 

Agent Comments 

Agent Comments Get update on diagnosis/repair status from DLR 

Agent Next Step 

I Reopen Case I ! Clone Closed Case! 

Case History 

Date User 

11/5/2018 10:41 AM ~ 

10/30/201810:40 &lllil 
AM ~ 

10/30/2018 10:39 &lllil 
AM ~ 

10/26/2018 12:34 ~ 
PM ~ 

Show more • I ~ 

Case Comments 

Public Conwnent 

Action 

Changed Status from Open to Closed .. 

Closed. 

Changed Follow Up Date from 10/30/2018 to 11/512018. 

Changed Su~USTOMER: 
JN8AT2MV2~ 

Changed ORT Support Status from Pending to ORT Assigned. 

Created By: Anna Sham (11/51201810:38 AM) 
RCA$-AS is closing Case as no fi..11her assistance can be offered at this time. 

-CASE SUMMARY-
C contacted Nissan CA requestilg assistance with braking concerns and radio concerns. 

RC= reviewed case with SM-Les Ashblrn. 
SM stated OTS-Ken Hyatt advised DLR of a TSB to resolve llral<ing concerns. 

✓ SM advised DLR perio<med the TSB and the braking ooocems were resolved. 
SM advised C's phone is nol ocmpatible with the VEH's Bluetooth. 

ARBS-Robert Peterson denied the RHR. 
RCAS-AS advised C that NNA not in a position to '"!)lace or repurchase tile VEH. 
C was displeased with the decision and advised C is not driving the VEH. 

•"STATEMENT OF DECISION"• 
RCA$-AS closing case due to RHR was denied and no further repairs are needed at this time. 

✓ Created By: Anna Sham (11/51201-
RCAS-AS made outbound cal to C 
RCAS-AS ADVISED "This call may be ality and training purposes .• 

RCAS-AS inquired if C has picked the VEH up from the DLR yet? 
C stated C picked the VEH up on 11/2. 

RCAS-AS asked how tile VEH is doing. 
C stated C is not driving tile VEH because C does not trust the VEH. 

Root Cause 

Root Cau.. Code SOSH 

Root Cause Code (2) 

Document ID 

N: JN8AT2MV2.w.a,, CUSTOMER--PHONE: 
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Ca-se History Help 

N: 

Case Cooments Help 

RCAS-AS apologized that C does nol trust tile VEH, but RCAS-AS l.llderstands that the DLR made repairs to the brakes per a bulletin and test drove tile VEH to confirm that the ooocem is no lo,_-present. 

C stated C brought tile VEH in several times to, tile braking concerns and the DLR told C that tile VEH was operatilg as designed and that C is crazy. 
co stated the DLR did not say that but they made C feel crazy and stupid. 

C stated suddenly alter C called NNA CA, the DTS came out and follld a fix for tile prol)lem. 
C stated C does not beieve tile VEH was really fixed. 
C stated if there was a fix out there, wily d id tile DLR act tike there was not a fix? 
C stated wily did the DLR have to tell C that C did not know what C was talking aboot? 
C stated if C drives the VEH and tile brakes concern happens again, C is going to get killed. 
C stated C is stuck in C house. 
C stated C does nol have the mooey to buy a new VEH. 

RC= advised RCAS is not sure, but it may be that tile TSB was not released until recently. 
RCAS-AS advised if Chas questions about tile repairs that were done to tile VEH, RCAS-AS can request SM-Les to reach out to C and have a conversation. 
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C stated the DLR barely put any miles oo the VEH like 40 miles 
C stated the DLR is so incompetent. 
RCA>AS apologized that C has had a negative experience 'Mth the DLR. 

RAC>AS advised NNA has reached a decision 00 the RHR. 
RCA>AS advised at this time NNA has reviewed thoroughly and unlortlllately Nissan is not in a position to replaoe or repurchase C vehicle. 

RCA>AS advised wil be sending denial letter which includes BBB auto line phone number. 
RCA>AS advised RCAS also has BBB auto line number if C wants tt now. 

C stated why bother. 
C stated NNA does not care. 

RCA>AS apologized that this is not the decision C was hoping for. 
RCAS--AS advised the decision is not based on caring, it is based on the state i mitations for whether a VEH is eligible k>r replacement or repurchase. 

C told RCAS to stop apologizing. 
C stated RCAS does not care. 
C stated gi11e C the BBB number. 
RCA>AS provided BBB auto line phone~ 1-800-955-5100. 

RC~ asked if there are any other questions RCAS can answer for C in regards to the decision. 
C asked how can C get assurance that the VEH is fixed and is not going to kill C. 
RCA>AS advised the DLR is in the best position to advise C on the WOO( done lo C's VEH, since the DLR was who inspected and wor1<ed on the VEH. 
RCA>AS advised RCAS can request the SM reach oot to C. 
C stated C does not trust the DLR, the DLR are crooks. 

C diS<XlMected call. 

Created Bv: 89beJ1 eetm •90111/512018 7:45 AM) 
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ARBS-RP notes based on a comprehensive review: NNA is not in a position to repurchase/replace the vehicle at this time, as the vehicle has not been subjected to an unreasonable number of repair attempts for any 
warrantable ooncem. 

NNA will continue to hooor the terms and conditions of the New Vehicle Limited Warranty. 

✓ Created By: Anna Sham (11/2/201812:~ 
RCA>AS reoeived copy of most reoent R~ and attached lo case. 

Created By: Robert Peterson (11/1/201811 :29 AM) 
ARBS-RP notes, regarding bluetooth concern: 4 visits, 1 AV unit reprogram, but ooncem appears to be caused by C's incompatible mobile device - not a defect in materials or womnanship of the vehide. 

Regarding Forward Emergency Braking ooncern, ARBS-RP only notes 1 mention of FEB improper operation in the RO's, and appears lo be resolved per application of TSB per DTS's advice. 

ARBS-RP reoommends -if no further WMrantable coocerns can be concerned- release Veh to C and close RO. 

Created Bv: 89beJ1 eetell'90 111/1/201811 :22 AM) 
ARBS-RP reviewing case and notes the falowing servioe vistts: 

9/14118@3,514 Miles, RO:- Days Down: 1 @ DLR- 3807 - ANlWERPEN NISSAN, INC. 
CONCERN: 
1. C/s radio is acting oddly .. Will not tum off. Will tum back on bluetooth not acting properly 
2. LOF 
ACTION: 
1. Upon inspection te<hnician fOllld radio and bluetocth wor1<ing as designed 
2. Corrc,reted "woots speciar maintenanoe as per coupon 

10/2/18@4,027Miles, RO- DaysDown: 1 @DLR-3807-AN1WERPEN NISSAN, INC. 
CONCERN: 
1. C/s radio wiD not tum off at times, menu selection wiD not wed: and now has black screen 
ACTION: 
1. WiD contact will Nissan resollleS problem "Vetlicle did not stay 

10/12/18@4,485 Miles, RO- Days Down: 4@ DLR-3807 -AN1WERPEN NISSAN, INC. 
CONCERN: 
1. C/s radio not """1ting proper 
2. C/s vehicle shaking when accelerating at times after slowing and/or stopping 
ACTION: 
1. Te<hniaan performed script download and software update 
2. Test drove and scanned vehide found no codes stored presently and could not duplicate concern 

10/23118@4,485 Miles, RO- Days Down: 1 @ DLR- 3807 - ANlWERPEN NISSAN, INC. 
CONCERN: 
1. C/s radio still acting up after reprogramming. When happens can't answer incomilg calls, or make any outgoing. When happens, saeen won't respond to ar:ry convnands. Has to pull over cut car off and open door to 
shutdown 
ACTION: 
1. Phone not on compatille i sl 

10/29/18@4,740 Miles, RO- Days Down: 4@DLR-3807 - ANlWERPEN NISSAN, INC. 
CONCERN: 
1. C/s vehicle on a couple of occasions will shake and brake for no reason; read attached descriptions 
2. C/s voice activatioo not wooting and radio screen blanking oot at times 
ACTION: 
1. Reprogram Laser/Radar Contra Unit & reprogram ICC/ADAS Contra Unit 
2. Phone not on compati)le i sl 

Created By: Danielle Bragg (11/1/201810:51 AM) 
QA-DB caDingANlWERPEN NISSAN at 10:40 a.m. est 
QA spoj(e with s=es Ashburn and requested update on veil status. 

SM slated \/eh is at DLR currently. 
SM slated the veil came in 'Mth a complaint of intermittent braking concerns which were resolved 'Mth application of TSB update, per recommendation of DTS-Ken Hyatt. 
SM advised C was pleased, but then complained of radio ooncems. 

✓ ~: = ~=! :;=eco':,,~~:' ~:i= ~~..:'7. ~~~::~~~a:==~~~~::~ :'O:,ndations ._. available and DLR cannot duplicate coocem. 

QA understood and inquired when veh returned this vistt. 
SM advised veil came in 10129 and C was provided a loaner. SM said tech tested veh this morning but concern did not occur so SM does not know next steps. 
QA inquired if C considered releasing veh to C if no duplication occurred and DTS had no reoornmendations. 
SM advised requested C pick up \/eh, but C was adamant that testing continue. 
QA reconvnended SM document these details 00 RO. QA requested copy of RO be faxed to RCAS. 
SM slated wil do so ooce RO is dosed. 
Call was ended mutually. 

✓ ~~~;:;,:~1:.uS~•r :,W'.P'.TW WT "M) 
RCA>AS ADVISED "This call may be reoorded for qualtty and training purposes." 

RCA>AS advised C's RHR is stiR under review. 

RCA>AS inquired about C's visit to the DLR oo 10/29. 
C stated the DLR gave C a loaner VEH. 
C stated the SD called C this morning and told C that the regional specialist will talk to SD and take a look at the VEH. 
C stated SO was made aware of a few TSBs by this person and was looking into it. 
C stated the SD drove the VEH 30 miles yesterday and the VEH did not do the brakes thing. 

RCA>AS asked if tt was s=es who called C. 
C stated yes. 
RCA>AS advised RCAS is glad lo hear the DLR is wor1<ing on resolving the conoems fo, C. 
RCA>AS advised RCAS wil follow up 'Mth the DLR about the VEH. 

RCA>AS advised RCAS wil be 000 on 10131 so RCAS wil falow up in 3 business days. 
RCA>AS advised follow up 11/5. 
C agreed. 
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RCAS-AS made sure C has RCAS-AS number. 
C stated yes. 

Call ended rnul\Jaly. 

Create<I By: Nicki Raaor (10/2612018 12:33 PM) 
ORTS received the RHR. The RHR was assigned to ARBS Rob Peterson for review 

✓ ~;;e~~;.t.:::i::::m <10/26/201811:15 AM) 

Created Bv: App• $ham <10/26/201811:09 AM) 
-PART i---~ 

C stated C is aware of the Maryland Lemon Law 

Why do yoo want to return the veh to NNA? 
C tee,s unsafe in the VEH 
Where is the veh currentty? 
with C 
Where was the veh purchased? 
Antweq,en Nissan 
Was it J)IXdlased new or used? 
New 
If used, when was the Yeh purchased? 
Where is the veh serviced? Has the veh been taken to multiple Nissan/Infinity dealers? IF YES- document names of dealers/retailers. 
Only Antwerpen Nissan 

C stated C had a 2010 Rogue wllich C loved and that is why C bought another Rogue 

RCAS-AS advised wil follow up with C 10/30 

✓ ~~~111::'~ ~ ~~~= RCAS can contact Cat this numbe< at 10/30. 

✓ 

C asked if the DLR will give C a loaner? 
RCAS--AS advised that is DLR disa-etion and re<:o11 •ueoded Cask the DLR. 

RCAS-AS provided contact and case nunilef. 

C stated for the Maryland Lemon Law does C need to send a letter? 
RCAS-AS advised by this conversation, RCAS and C have already begun the process to review C eligibility for replacement or repurchase. 
RCAS-AS advised no need to send a letter. 
C asked if C gives up C rights under the law if C does not send letter. 
RCAS-AS advised RCAS is not versed in C state laws, but RCAS will let C know if RCAS needs a letter from C. 
C stated if C does need to send a letter, wl1ere does C send it? 
RCAS-AS advised RCAS cannot speak fa, the state of Maryland. 
RCAS-AS advised if C wants to send a letter to NNA CA, RCAS can provide address. 
C agreed. 
RCAS-AS provided NNA CA address. 

RCAS-AS thanked C for time. 

Call ended rnul\Jaly. 

Created By: Anna Sham (10/26/2018 11:06 AM) 
~•PART1--
RCAS-AS made cal to C at 
RCAS-AS VERIAED C's name, home & make model ,email, concern, phone. 
RCAS-AS VERIFIED servicing dealerhetailer: ANTWERPEN NISSAN 
RCAS-AS CHECKED for open recalls/carrc,aigns and fo..-.d: 0 
Previous UN RELATED Case(s) FOllld: 0 
Previous RELATED Case(s) Found: 0 
RCAS-AS ADVISED "This call may be recorded for quality and training pt.lJ)()OeS .• 

RCAS-AS advised is case agent and POC who will review case and tell how NNA may assist. 

RCAS-AS advised SM-Les advised RCAS that C phone not COOl)atible with the Bluetooth system. 
RCAS-AS advised SM-Les stated DLR has been W\able to duplicate the concerns with the braking, and therefo,e unable to suggest repairs. 

C stated C knows. 
C stated the racio problem is just an annoyance. 
C stated the braking problem is safety issue 
RC~ inquired about the specifics of the 2 braking concern instances. 
C stated C stated from a stop sign, within 20 feet the VEH ground to a halt and was shaking and making a lood noise 
C stated the other time C was coming off a ramp on a highway going maybe 50 mph and C was hitting brakes to slow down and suddenly the VEH started shaking and malting the loud noise 
C stated the VEH was stopping and C did not know wily 

RCAS-AS apologized for C frightening experiences. 

C stated the DLR does not write the braking coocems on the invoices when C brings the VEH in 
C stated the DLR had the VEH in on 10/23 and C gave the DLR a written summary of the problems but the invcice did not list these concerns 

C stated C is not fighting the radio concerns too much right now 
C stated C is most concerned about the brakes 
C stated C is worried that tt will happen and oomeooe will run into the back of C 

C stated the DLR has run diagnostics and told C that the VEH is waiting perfectly fine 
C stated C is scared that the VEH wil kill C 0( kill someone else 

RCAS stated so sorry C feels that way 
C stated the DLR does not know how to fix the VEH 

RCAS-AS advised RCAS would recommend C return the VEH to the DLR since the DLR will need to duplicate the coocems. 
RCAS-AS asked if Chas left the VEH with the DLR for a few days? 
C stated yes C left the VEH for 3 days and had a loaner VEH 

RCAS-AS advised since Chas said C does not feet safe in the VEH, RCAS would like to offer an RHR. 
C asked how long will tt take. 
RCAS-AS stated that RCAS-AS wil folow up with C every three business days to inform C of process and that the process can take up to ten business days. 
C stated yes do the RHR. 

C stated what is C supposed to do in the mean time? 
RCAS-AS advised RCAS would recommend C taking the VEH back to the DLR 
C stated C guesses C could but C would need a loaner VEH 
C stated C has driven 4400 miles so far 
C stated the concern has happened twice in 3 weeks 
C stated C is not doing anything to make tt happen 

C stated C will take the VEH in 10/29 and the DLR can keep tt ootil NNA wants to pay C for tt. 

✓ Created By: Anna Sham (10/2612018 7:40 AM) 
RCAS-AS made cal to Antwerpen Nissan. 
RCAS-AS spoke to SM-Les Ashburn 

RCAS-AS inquired about C's braking and radio concerns. 

SM stated C has a cell phooe that's not COOl)atible with the Bluetooth system. 
SM stated C stated C has an issue that C states C was not told that C phone not compatibje when C bought the VEH. 

SM stated the braking concerns is that wllen C has taken off at low speeds, feels like the VEH is vibrating 
SM stated C stated this has only happened 2 times 
SM stated SM has driven the VEH 4-5 times and tested the system 
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RCAS-AS asked n SM has driven with C in the VEH? 
SM slated Yes 

SM slated step ooe is to verify the ooncem and DLR has not been able to do this 
SM state the shop foreman has driven the \/EH on numerous occasions, and SM has driven on ni..merous occasions 

SM stated when C came in on 10/23, SM test drove the VEH again and test drove in numerous situations 

SM slated C emailed SM and stated thefe are people onfine that are having similar situations to C's 
SM slated told C that in C's particular case the DLR has been ooal)je to verify the concern and n DLR could then they could suggest repair 

SM slated SM asked C nC could be accidentaly hitting the button fo<hold button (like nyou're on an indine) or electronic emergency brake and C stated no 

SM slated 10112 visit was to reprogram of the navigation system 
SM slated DLR did the update to the VEH to eliminate this as a possibility 

SM slated on 10123 DLR found the phone OOOl)Otibility concern and DLR gave Ca pmt out that slated C's phone was not compatible with the system 

SM slated C asked • C has to get rid of the VEH and SM told C that C - just get rid of C phone 
SM slated C stated C thinks C is efigible lo< the Lemon Law 
SM slated SM told C that SM is not an attorney but SM did tel C that DLR has not been able to pe,form any repairs to the VEH 

How many times has the customers vehicle been to the dealertretailer k>r repairs? 
no repairs, one update to the navigation system and some maintenance 
What repairs_.. performed? 
no repairs 
Are thefe cmenUy any OPEN ROs? 
no 
Is the vehicle currentty at the dealership? 
no 
How many days has the vehicle been kept out of seivice at your d.- lo< repairs? 
0 
Has a Dealer Technical Specialist (DTS) been inll<llved? 
No 
TECH LINE? 
Yes for the radio concerns 

RCA>AS Asked ii the VEH was down 10 days per RO-
SM slated no the VEH was not down, the ticket just stayed open ootil the warranty administrator had time to close ~ 

RCA>AS requested- cOOlllting copy be faxed to RCAS. 
SM slated willl do. 

Created By: James Mcallister (10/25/201 810:00 AM) 
-suMMARY -
c called in to add a new best oontact# since C wil be in the hospital 

CRR.JM added best contact# to cas 

Created By: James Mcallister (101251201 8 9:58 AM) 
CRR.JM VERIFIED Account ln1o ind uding: C's name, home & email address, phone# & best contact# 
CRR.JM NOTED concern is: New best oontact# for RCAS: 

C called in to add a new best oontact# because C will be in the hoo!lital, and not at home. 

CRR.JM documented new best contact# 

C thanked CRR.JM 

CRR.JM asked • there as anything else CRR.JM oould assist -

C declined 

Created By: Steve Jeffrey 110/25/201 8 9'°4AM) 
..... case Summary--
C wants NNA to give a refund for the VEH due to the braking system going off on ~ own 

Created By~ Stew; letlreY (10/2512018 9:01 AM) 
CRR-SJ VERIFIED Account Info including: C's name, home & emai address, phone# & best oontact# 
CRR-SJ VERIFIED VEH ln1o including: VIN#, CUITent Mileage 
CRR-SJ CHECKED for open recalls/campaigns and 1ound: NONE 
CRR-SJ CHECKED for previous UNRELATED Case(s) and lollld: NONE 
CRR-SJ CHECKED previous RELATED Case(s) and found: NONE 
CRR-SJ NOTED concern is: RHR due to braking system 

C stated C has been having a concern - the VEH braking lo< no reason 
C stated the DLR is unable to diagnose the concern 
C stated the VEH wil cause a colision 
C stated the DLR informed C to speak to NNA to get assistance for the concern 
C stated the COflcem is intennittent 
C stated the VEH is also having a radio concern but ~ isni a health & safety ooncem 
C stated C has been bringing the VEH up lo< qurte some time 
C stated the DLR kept the VEH CNe< the weekend & returned the VEH back on the 15th 
C stated the DLR wasn't able to find any ooncem lo< the radio °' braking 
C stated C took the VEH back & did more testing 

CRR-SJ asked C what would C like NNA to do to assist 

C stated C woo1d like NNA to assist with a repurchase of the VEH 
C stated C is scared due to the braking system going off on ~ own while C is driving 

CRR-SJ info<med C that RCAS wiD be in contact - C 
CRR-SJ asked n C needed further assistance 

C declined 

CRR-SJ provided C with ~ 
CRR-SJ offered Agent ID----

Best Contact#: 

Call ended mutualy 
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Case Categorizations 

Adion ~ ~ # Catego,yllescription Symptom Description 

POOR OR IMPROPER 
OPERATION 

Case Categorizacons Help 

Major Component Code Category Date Symptom Code Categ«y Code Subcategory Code Concern Code 

AUDIO/VIDEOINAVI Bluetooth 

AUDIO/VIDEOINAVI NA VI/GPS SYSTEM POOR OR IMPROPER 
OPERATION 

BRAKES 
GEN. BRAKE COMPONENT POOR OR IMPROPER 
(S) OPERATION 

NSN DEALER SERVICE SERVICE PERSONNEL 
DEPT. (NISSAN) CRITICISM 

QA 

11 

03 

QC 

11/5/2018 

11/5/2018 

11/5/2018 

11/5/2018 

YX 

YX 

YX 

ZH 

AA 

AA 

AD 

BF 

OA 

OA 

OA 

oc 
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• '20 • ~ Search... Search Derek Latta Help & Training All Tabs 

Home Accounts Ideas Dealer Locator Literature Requests Console Cases Home Reports Dashboards Articles Profile Feed Profile overview 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 10/30/2018 

Supporting Documents 

CA Muttiple Repairs 

Social Media Involvement 

Martiz Custome< Id 

Case O#nH location Murfreesboro 

Texting Status 

Case Reopen Count 

Description First Name: 
Last Name: 
Email Address 
Twitter Name: -
Street Address: 
City: Los Angeles 
State: CA 
Zip:-
PhoneNumbe 
Is Nissan Owner: null 
VlN: -
Dealer Name: -
Dealer State: -

Customize Page I Printable Vrew I Help for this Page 

Case Historyf~ I <:aseCorrments.{2l I CaseCaleooriz.ationW I !2a:!!!UII 

J Reopen Case 11 Clone Closed Case J 

Case Owner ■i=imeron Kessler 

Type CA Email Nissan 

CaseOrigin Web 

Executive Refenal 

Exee>Received-Oa.te 

Status Closed 

Datelrme Opened 10128/2018 1 :20 AM 

Date/Tome Closed 10/30/2018 3:58 PM 

Multiple Repairs No 

Executive Summary 

Executive Actions To Resolve 

Subject Vehicle Maintenance 
Comments: I got a new 2018 Rogue SL a month ago. I have experienced the activation of automatic eme,gency breaking to< no reason lWICE already. LoCS of drivers of 2018 Rogue 
claims the same issue. Thus, I am assuming Nissan already is aware of the issue. Please advise how you woutd resolve this matfunction. 

Call Script 

Who contacted us? Consumer 

I Vehicles Owned 1 

Vehicle Purchased New 

Pre-Owned Initial Mileage 

Current Mileage 1,200 

Incident Codes - IIR REQUIRED 

Incident Date 

Sent to legal 

Accident 

An>ag 

Fu-e 

IIR Indicator 0 

IIROate 

HR 

Vehicle Information 

Vellfole JN8A T2MT6J', 

Model Year 2018 

Make NISSAN 

Model Line ROGUE 

Model Code 22518 

Dealer Detail 

Case Servicing Dealer CARSON NISSAN 

Case Servicing Dealer Region 

Responsible District 

SharedWrth 

Bluetooth 

Phone Carrier 

Wesl Regioo 

07 

Vehicle Maintained Location C has not had to maintain VEH yet 

Previous Repair Date 

Previous Repair Location 

Related Vehicle Make Nissan 

XTIME Appointment Number 

Rollowr 

Property Damage 

Injury Lett« 

Number Injured 0 

RHR Started 

RHR C«npleted 

Customet' Document Requested 

Date Requested 

Custon-.er Document Received 

Date Received 

PartNumbH1 

Beyond Basic Warranty Miles 1 0 

Beyond Basic Warranty Months1 0 

Beyond PT Warranty Miles 1 0 

Beyond PT Warranty Months1 0 

Data Net 

Datanet Dealer Date 

Dealer Instructions 

Requested Dealer Action 

Bluetooth Ticket Status 

SeMoe Dept. Review 

Please review. 

,J 
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Related Items 

Phone Manufacturer 

Reported From 

Issue Categories 

Approved Check Requests $0.00 

Phone Model 

Phone Operating Sys-

Goodwill Offered 

VCAN 

Goodwill Processed 0 

Vehicle Service Contract 

VSC Reprint Request Email 

ContactName -

Sales & Service Campaign Specific Information 

Hot Alert Date 

LS Response Tme 

Verbatims 

Alert Trigger Verbatim 

Survey Verbatim 

ONlef' Action History 

NNA Notes 

Customer Conversation Notes 

DTS Inspection 

Home Phone 

WOfkPhone 

Mobile Phone 

Email 

Artemate Emai1 

DTS Inspection Date DTS Inspection Date Confirmed? 

OTS Request Type Notes f« DTS (Vehicle Concerns) 

Inspection Time/Notes Appointment Time: 

Notes to Agent 

System Information 

Subject Vehicle Maintenance 

Created By 

Last Modified By 

Case Reco<d Type 

wzc Site Gue& tJw 10/28/2018 1:20 AM 

~ 12/7/2018 9:52 PM 

CA Oosed Case 

Days Closed 581 

Aetion<:ooe NT8F 

Wl\at action was taken? SF Provided Vehicle Information 

Agent Comments 

Agent Comments 

Agent Next Step 

Web Email 

Root Cause 

Root Cause Code 

Root Cause Code (2) 

Document ID 

1 Reopen easel ~ - ""§s.J 

Case History 

D.rte 

10/30/2018 3:58 PM 

10/29/2018 3:15 PM 

10/29/2018 3:04 PM 

SbPW 0KG a•~ 

Case Comments 

Public Conwnent 

Use< 

Came,;gn Kes!ec 

Adam Yan Poob!ria 

Adam Yan Pooblia 

Created By~ Carrcroo Kt33ki£ (10/30/2018 3:57 PM) 

Action 

Changed Status from Open to Closed. 

Oosed. 

Changed Escalated By ID to--
Changed case Owner from Adam Van Panhuis to Cameron Kessler. 

Changed case owner from Amanda Clar1< to Adam Van Panhuis. 

RCAS-Cameron Kessler is closing case as no further assistance can be offered at this time. 

~-CASE SUMMARY--
C contacted NNA CA requestilg assistance with AEB engaging randomly for no reason. 

-

-
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Ca-se History Help 

Case c.omnents Help 

RCAS-CK reviewed case with CATS-Jeff who advised if concern is not due to limitations of the system. such as rain « other similar limitations, then concern is under engineering re-new at this time so there is no current 
✓ fix. 

- STATEMENT OF DECISION-• 
RCAS-CK advised C at this time NNA is wor1<ing on updatilg the front distance sensor. 
RCAS-CK stated assuming that Cs ooncem is related to the concern being looked at. there is no current fix for this concern. 
RCAS-CK once there is an update, DLRs would be notified. 

C understood and accepted information. 

✓ Created By: Cameron Kessler (10/30/2018 3:56 PM• 
RCAS-Cameron Kessler placed outbollld call to C @ 1 
RCAS-CK ADVISED "This cal may be rerorded for quality and training purposes." 
RCAS-CK CHECKED for open recalls/campaigns and found: None 
Previous UN RELATED Case(s) FOllld: None 
Previous RELATED Case(s) Found: Nooe 

~~~~~= ff! 117 n r emajl address. 

RCAS-CK asl<ed for current mileage: 1,200 
RCAS-CK stated RCAS-CK is C's Regional Specialist for this case and will be C's point of contact. 
RCAS-CK verified C is having a concern 'Mth the A.EB system activatilg fe< no reason➔ 

C stated yes. 
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C stated concern has happened twice within the first month of owning the VEH. 
C stated DLR was no help. 
C stated that is why C sent email to NNA CA. 

RCAS-CK apologized lor coocem. 
RCAS-CK asl<ed if both incidents happened in the same spot 

C stated no, C was C was driving about 22 mpll with no VEHs in !root of C oo a straight road. 
C stated tt was not raining. 
C stated C saw online that many other people are having this ooncem. 

RCAS-CK understood. 
RCAS-CK stated at this time NNA is working on updating the !root distance sensor. 
RCAS-CK stated assuming that Cs concern is related to the ooncem being looked at, there is no current fix k>r this concern. 
RCAS-CK once there is an update, DLRs would be notified. 
RCAS-CK stated when C takes VEH to DLR lor maintenance, C can ask DLR if any updates ha.., been released. 

C asked when the update should be released. 

RCAS-CK stated thefe is nol c:urrenUy a timeline. 
RCAS-CK stated it wiD depend on how long tt will take to find a solution that resol.,.,. coocem. 

C oodefstood. 

Call ended mutualy. 

Created By: Cameron Kessler (10/30/2018 3:42 PM) 

Page 3 of 4 

✓ --RCAS-Cameron Kessler reviewed case with CA TS-Jeff who advised if ooncem is not due to limitations of the system, such as rain or other similar limitations, then concern is under engineering review at this time 
so there is no current fix ---

Created By~ Carne:roo KeHleC (10/29/2018 6:17 PM) 
✓ •----RCAS-Cameron Kessler lll8b4e to Datanet ..--. 

•Not able to share with Dealer because Dealer is not enabled in Dealer Portal.· 

Created By: Adam Van Panhuis (10/29/2018 3:15 PM) I Last Modified By: Cameron Kessler (10/29/2018 6:16 PM) 
- [CASE SUMMARY]-

✓ ORR-AV sending case to RCAS for oomplaint against the dealership se<Vice dej)artment. 

Customer called Nissan CA fo, deale< nol helpng with llehicle coocems. 

Created By: Adam Van Panhuis (10/29/2018 3:14 PM) I last Modified By: Cameron Kessler (10/29/2018 6:16 PM) 
CRR-AV <VERIFIED> Account inlormation ind uding: C-s name, home & email address 
phooe numbef & best contact numbe< 
CRR-AV VERIFIED VEH lnlormation including: Current Mileage 
ORR-AV CHECKED 1or previous UNRELATED Case(s) and follld: 0 
ORR-AV CHECKED previous RELATED Case(s) and found: 0 
ORR-AV NOTED concern is: deale< nol helping with llehide concerns 

ORR-AV received inbound call from C 

C stated C was caled & was returning call 

CRR-AV advised C was having coocems with VEH 
ORR-AV inquired if VEH has been to DLR 

C stated C has taken VEH to DLR but they are unwilling to address VEH ooncems 

ORR-AV inquired Who C Sl)()ke to at DLR 

✓ C stated C was speaking with a SA & a SLSP at DLR 
C stated C got no help from thefn 

ORR-AV advised C CRR-AV advised C can issue a DLR complaint due to lack of response from DLR 
ORR-AV advised C can also take VEH to any DLR lor repairs as they own the VEH 

C stated C would like to proceed with DLR complaint 1.-st 

ORR-AV inlormed C that Case wil be transferred to a Regiooal Consumer Affairs Specialist who will oontacl the C by close of business day 10/30/2018 regarding C's concern. 

C oodefstood 

ORR-AV asked C if there was anything else CRR-AV oould assist with. 

Cdeclined. 

ORR-AV provided C with WJI IDlllllllnd case number 
Best Contact#: -

Call ended mutualy. 

Created By: Amanda Clark (10/29/2MR Jl?' @N' I Last Modified By: Cameron Kessler (10/29/2018 6:16 PM) 
ECRR-AC made outbound cal to C at ................ ~ched VMX 
ECRR-AC left message with agent ID ana case numoer 

✓ ~g:::g := g ~c~ ~ ~~~\~ =1!1c had been to DLR 

ECRR-AC provided CA number and advised of previous email C can reply to 

ECRR-AC closing case 

Created Bv: Amanda qark <10/29/2018 8:43 AM) I Last Modified By: G•roewn Keuler 11012912018 6:16 PM) 

✓ ~g:::g :=~~ ~: ~t:is to.,!.";" zone difference 
ECRR-AC notes ECRR wil follow up by phone if C does not answer belore time to call becomes more appropriate 

Created By-==· (10/28/20181:20 AM) I Last Modified By: G•roeroo Keysfer 110/29/2018 6:16 PM) 
First Name: 
Last Name: 
Email Address: 
Twitter Name: -
Street Address: 
City: Los Angeles 

✓ :i.ari.. 
p~ 
Is Nissan o.vner: null 
VIN: -
Oealer Name: -
Dealer State: -
Subject: Vehide Maintenance 
Coonients: I got a new 2018 Rogue SL a month ago. I have experienced the activation of automatic eme,gency breaking lor no reason lWICE already. LOCSof dnvers of 2018 Rogue claims the same issue. Thus, I am 
asst.ming Nissan already is aware of the issue. Please advise how you would resolve this malfunction. 

Case Categorizations 

Action ~ ~ # Catego,y Description Subca>ego,y Oescripticn 

INTERIOR 
ELECTRICAL 

FORWARD EMERGENCY 
BRAKING (FEB) 

Symptom Description 

POOR OR IMPROPER 
OPERATION 

Case Categorizations Help 

Major Component Code Category Date Symptom Code Category Code Subcategory Code Concern Code 

26 10/29/2018 YX AV - OA 
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Case: - ~ 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 ~""YI/it! I Case ConYnents WI I c..,.. Categorizations tzl I ,E= llll 

Case Detail 

Account Name 

Contact Email 

Home Pl1one 

Letter Se-nt Date 

Letter Received Date 

Follow Up Date 11/19/2018 

Supporting Documents 

CA Muttiple Repairs 

Social Media Involvement 

Martiz Custome< Id 

Case O#nH location Murfreesboro 

Texting Status 

Case Reopen Count 

Description Executive Referral 

J Reopen Case 11 Clone Closed Case J 

CUstomer emailed Specialist Senior Communications-Steve Yaeger 
CUstomer requested assistance with Automatic emergency brakilg concerns. 

Call Script 

Who contacted us? Consumer 

#Yeh.ides Owned 1 

Vehicle Purchased New 

Pre-Owned Initial Mileage 

Current Mileage 4,515 

Incident Codes - IIR REQUIRED 

Incident Date 

Sent to Legal 

Accide-nt 

Airt>ag 

Fire 

IIR Indicator 0 

HR Dale 

HR 

Vehicle Information 

Vehicle 

Model Year 2018 

Make NISSAN 

Model Line ROGUE 

ModelCode 22218 

Dealer Detai l 

ease Servicing 0ea1e< I EC'..FND NISSAN 
Case Servicing Dealer Region Northeast Region 

Bluetooth 

Related Items 

Responsible District 07 

SharedWrth 

Phone Carrier 

Phone Manufacture..­

Reported From 

Issue Categories 

ease 0wne< B courtney Crockett 

Type CA 

Case Origin Phone 

Executive Refenal ✓ 

Exee>Received-Oa.te 1012912018 

Status Closed 

Datelrme Opened 10/29/2018 7:55 AM 

Date/Tome Closed 11/19/2018 7:54 AM 

Multiple Repairs No 

Executive Summary 

Executive Actions To Resolve Review: Customer is requestilg assistance with Automatic emergency 
bramg concern. 
Action: Refer customer to deale< for bulletin completion. 
Resolution: Referred rustomer to dealer for buDetin completion and 
offered one day of rental reimbursement if needed. eustomer verified 
vehicle was repaired. 

Vehicle Maintained Location LEGEND NISSAN 

Previous Repair Date 10/9/2018 

Previous Repair Location LEGEND NISSAN 

Related Vehicle Make Nissan 

XTIME Appointment Numbef' 

Rolkwef' 

Property Damage 

Injury letttt 

Numbef" Injured 0 

RHR Started 

RHR C<,mpleted 

Customer Document Requested 

Date Requested 

Customer Document Received 

Date Received 

Part Numbef' 1 

Beyond Basic Warranty Miles 1 0 

Beyond Basic Warranty Month.s1 0 

Beyond PT Wa,ranty Miles 1 0 

Beyond PT Warranty Months 1 O 

OalaNet ✓ 

Oatanet Deale< Date 10/29/2018 

Dealer Instructions Service Oepl Review 

Requested Dealer Action Review 

Bluetooth Ticket Status 

Phone Mode-I 

Phone Operating System 

.J 
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Case: ---Salesforce - Unlimited Edition 
Approved Ched< Requests $0.00 Goodwill Offered 

VCAN 

GoodwiU Processed O 

Vehicle Service Contract 

VSC Reprint Request Email 

Sales & Service Campaign Specific Information 

Hot Alert Date 

LS Response Tme 

Verbatims 

Alert Trigger Verbatim 

Survey Verbatim 

Dealer Action History 

NNA Notes 

Customer ConvffSation Notes 

DTS Inspection 

Contact Name 

Home Phone 

WodtPhone 

Mobile Phone 

Emai 

Attemate Email 

OTS Inspection Date DTS Inspection Date Confirmed? 

DTS Request Type Notes f« OTS (Vehicle Concerns) 

Inspection Time/Notes Appointment Time: 

Notes to Agent 

System Information 

Subject CUSTOMER:- PHONE: VIN: 
KNMAT2MV9J 

Created By 

last Modified By 

Case Reco<d Type 

Courtney Crocltett. 10/29/2018 7:55 AM 

t11:16m, 12/7/2018 9:52 PM 

CA Oosed Case 

Days Closed 561 

Action c- NT1A 

Wl\at action was taken? 1A Repaired - Under Warranty 

Agent Comments 

Agent Comments Executive Referral 
Reimburse for rental 

Agent Next Sttp 

I Reopen Case 11 Clone Closed Case! 

Case History 

Use< Action 

Root Cause 

Root Cause Code 

Root Cause Code {2) 

Document ID 

11/19/2018 7:54 AM Coortney Crockett Changed Status from Open to Closed. 

Closed. 

11116/201811:41 AM 

11114/2018 4:01 PM 

11/9/20181:26 PM 

Show more • I~ 

Case Comments 

Puibiic Comment 

Courtney Crockett 

C91VIDeYCmckfiU 
Coortney Crocltett 

Created By: Courtney Crockett (1111912018 7:53AM) 

Changed Follow Up Date from 11/16/2018 lo 11119/2018. 

Changed Follow Up Date from 11114/2018 to 11/16/2018. 

Changed Follow Up Date from 11112/2018 to 11/14/2018. 

EXEC-Courtney Crockett is closing the Case as no ftl"ther assistance can be offered at this time. 

•" " CASE SUMMARY-
CUstomer contacted NNA CA requestilg assistance with AES coocems as VEH was stopping on the train tracks. 
EXEC referred C to DLR lo have related TSB completed lo< malfunctiooing AES. 
C advised the DLR could not get C in lo< another 2 weelts as the DLR did not have any loaner VEH's available. 

✓ ~~~~ s:::: g~~=~r!re come in arry day to have TSB completed. 
SM stated SM advised C the service takes about 2 hot.n, and C advised C would ratller wait 2 weeks lo< a loaner to IJeoome available. 

EXEC offered reimbursement lo< one day of rental ~ needed so C could have TSB for AEB completed sooner. 

•" STATEMENT OF DECISION '" 
EXEC received VMX from C statilg the DlR repaired the concern. 
C stated C has driven over several train tracks and the \/EH d;d not stop. 
C thanked EXEC lo< assistance. 

Created By: Courtney Crockett (11/1912018 7:17 AM) 
EXEC-CC received VMX from Con Sat 11/17/2018 12:50 PM stating C picked tile VEH up. 

✓ g =~ ~~~edsi::.COc,;,.,cem. 

g:~ ~~~~~'i'~Zi?i Zl1 tr~~ ~~~od:er:=:c ftMther. 
Created Bv: Cgnrtpey Crq<;t,tt (1111219 '! AMI 
EXEC-CC placed outtlound call to C a-·1111■1 ■ 

✓ EXEC left VMX inquimg if C needs fu r ass,s ce with a rental VEH? 
EXEC requested a call back. 
EXEC provided direct contact numbe< , business hours, and lollow up date of 11119. 

✓ ~~~~;.~~=n'fJ.1i~o1
~
1~1ffJf tf PMI 

EXEC stated this is Courtney caling from Nissan Executive office. 
EXEC inquired~ Chad a moment to speak? 
C stated yes. 

-
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Case: ~ Salesforce - Unlimited Edition 
EXEC inquired n Chas had the Cll)ll(ll'lur,ty to take C's VEH in to have repairs cool)leted? 
C stated C is waiting for the DLR to call C back to advise n the DRL will have a loaner available. 
C stated the DLR advised the DLR would call by Thursday. 
EXEC understood and stated EXEC would follow up on Friday. 
EXEC reminded C EXEC can reirnblsse for one day of rental if needed. 
Cunderstood. 
EXEC stated EXEC wil follow up on 11/16 and thanked C for time. 
Call ended mutualy. 

Created By: Courtney Crockett (1119@£1P 11'?3 er\ 
EXEC-CC placed outlxlund call to C at11111111 11 
EXEC-CC stated this is Courtney calling from Nissan Executive office. 
EXEC inquired n C had a moment to speak? 
C stated yes. 

✓ EXEC stated EXEC is returning C's VMX regarding request for a rental. 
EXEC stated n the DLR does not have a loaner available when C takes the VEH in to have the bulletin completed EXEC wil reimburse C for one day of rental. 
EXEC stated C would have to pay for the rental and once receipts are sent to EXEC C will be reimbursed. 
C understood and stated C will cal the DLR. 
EXEC advised C to call once C takes the VEH in so C can be reimbtned. 
Cagreed. 
Call ended mutualy. 

Created By~ Conrtpey C-CPGkett (11/912018 8:11 AM) 

✓ ~~~~ :!:~~~ = ~~~ ~ 11/8/2018 12:41 PM requesting a call back. 
C stated C would like to discuss the next steps in getting a rental so C can take the VEH into the DLR. 

Created By: Courtney Crockett (1 11512018 8:58AM) 
EXEC-Courtney Crockett is closing the Case as no fll'ther assistance can be offered at this time. 

--CASE SUMMARY-• 
Customer contacted NNA CA requesting assistance with Automatic Emergency Braking ooncems. 
Specialist Sena Communications-Steve Yaeger advised there is a TSB software fix for this ooncem and suggested customer be referred to the DLR. 
EXEC-CC referred C to DLR, but C was upset the DLR <id not have an appointment available for another 2 weeks. 

EXEC-CC reviewed case with SM-Vincent Gianni. 
✓ SM-Vincent Gianni stated SM offered C l o come in any dayo, time to inslal the updated FEB sensor and explained~ would only take about two hours. 

SM slated C advised C would rather wait for a loaner and was fine w~ waiting two weeks fo, the loaner. 
EXEC offered reimbursement for one day of rental if C wishes to have the bulletin completed p(i°' to the DLR having a loaner available. 
C advised C's schedule is busy and C is uncertain when C would be able to take the VEH to the DLR. 

- STATEMENT OF DECISION -
EXEC offered reimbursement for one day of rental if needed while bulletin is completed on VEH for AEB ooncems. 
EXEC advised the customer to contact EXEC once the VEH is taken to the DLR if further assistance is needed. 

Created By: Courtney Crockett (11nzr• w DU\ 
EXEC-CC placed outlxlund call to C at 
EXEC stated this is Courtney caling from Nissan Executive office. 
EXEC inquired n Chad a moment to speak? 
C stated yes. 

C stated C has to bring the VEH in to the DLR, but the DLR will not have a loaner available for another 2 weeks. 
✓ C inquired what happens n the bulletin does not address C's concern. 

EXEC stated EXEC can reimburse C for one day of rental while the bulletin is being oompleted on C's VEH. 
EXEC stated n the bulletin does not resolve C's braking ooncems the DLR would have to perform additional diagnosis. 
C understood. 
EXEC inquired when C would be able to take the VEH in. 
C stated C is not sure as next weelt will be a busy weelt. 
C stated C will cal _, C can go in. 
EXEC agreed and wished Ca good weekend. 
Call ended mutuaDy. 

✓ Created By: Courtney Crocket1(1112/20184:38 PM) 
EXEC-CC received VMX from Con Fli 11/2/20184:03 PM requesting a callback a 

✓ ~6~~J~;,0,:~lo;'~~~1
;=~8 

41~:2 ';!"J requesting a call back at 

✓ 

Created By: Courtney Crockett (1112/2018 1:42 PM) 
EXEC-CC sent contact atterrc,t email to C: 

11/2/2018 

Case ~ 

VIN #KNMAT2MV9J~ 

Thank you for taking the time to contact Nissan N()(th America and allowing us the opportunfy to be of assistance. 

Page 3 of 5 

A review of our system shows that the Exerutive Speciaist atterrc,ted to contact you on 10/30/18, 10/31/18, and 11/02/18. Please provide us with yoor best contact number, and a prefened contact time ij desired, so we 
can continue to assist you. 

Case - has been updated to document this request. Please feel free to contact us directly at 615-nS-7665 with any questions o, comments. 

Sincerely, 

Courtney 
Executive Specialist 
Nissan North America, Inc. 

Created By: Courtney Crockett (1112B9l9 ne PM\ 
EXEC-CC placed outlxlund call to C a!■ll 11 • 1■1 

✓ EXEC left VMX slating SM advised C was cootacted regarding C's request for an earlier appointment 
EXEC requested a call back with any ft.wther questions C may have. 
EXEC provided case number and contact llllllbef. 

Created By: Courtney Crocket1 (10l'l@9lAf t £'"' 
EXEC-CC placed outlxlund call to C at11111111• 1 

✓ EXEC left VMX stating SM advised C was oon ct regarding C's request for an eallier appointment 
EXEC requested a call back with any ft.wther questions C may have. 
EXEC provided case number, contact llllllbef, and follow up date 11/2118. 

Created By~ Strvif& Manaoec (10/30/2018 8:36 AM) 
✓ I SPOKE WITH THIS CUSTOMER 10/29 OFFERED THE CUSTOMER TO COME IN ANY DAY OR TIME TO INSTALL THE UPDATED FEB SENSOR AND EXPLAINED IT WOULD ONLY TAKE ABOUT 2HRS 

CUSTOMER SAID THEY WOULD RATHER WAIT FOR A LOANER AND WAS OK WAITING 2 WEEKS FOR THE LOANER I REPLIED IF ANYT111NG CHANGES SHE IS MORE THEN WELCOME TO COME IN 

Created By: Courtney Crocket1 (101'qp£1• •m 9M' 
EXEC-CC placed outlxlund call to C ati■lll 11111 

✓ ~g ~~t~Msta~~~ =~:~=ei ~=~i~~:!~=i date. 
EXEC requested a call back to coofirm n SM cootacted C. 
EXEC provided case number, contact llllllbef, business hours, and follow up date of 10/31. 

✓ 

6/2/2020 



Case:- ~ Salesforce - Unlimited Edition 
created By~ Conrtoex Crodsett (10/2912018 2:41 PM} 
EXEC-CC placed outlxlund call to LEGEND NISSAN and requested to speak 'MIil SM. 
EXEC transfened to SM.V11cent G.anni. 
EXEC advised SMC has a 2018 Rogue with FEB concerns. 
EXEC stated C is upset the DlR cannot get C in for 2 _,, to corrc,jete bulletin. 
SM requested last 6 of C's VIN. 
EXEC provided last 6 of C's VIN. 
SM stated tile repair takes about 2 hours. 
SM stated SM can get C in today o, tomorrow, but C would ha>e to wait while VEH is serviced as tllere would not be a loaner available. 
SM stated SM can contact C. 
EXEC requested SM contact C and tllanked SM. 
Call ended mutualy. 

g~~~;.~~=n'f!if:01
~
0, zfll m PM\ 

EXEC stated this is Courtney caling from Nissan Executive office. 
EXEC asked ij now is a good time to speak witl1 C? 
C stated yes. 

EXEC verified Cs name, address, email, ooncem, phone# 
EXEC requested C provided VI~ VIN provided in email is inco,rect. 
C provided VIN KNMAl2MV9J~ 

EXEC checked for open recalls l~ns and found : n/a 

Previous UNRELATED cases found: n/a 
Previous RELATED cases found: nla 

C inquired if EXEC received C's email regarding brakilg concerns? 
C inquired if this ooncem is specific to C's VEH or does corporate have documentation of other VEHs? 

✓ EXEC stated there are no recalls on tile VEH. 
EXEC stated EXEC is unable to discuss the details of other cases or VEHs. 
EXEC stated EXEC does suggest C go to tile DLR so DLR can inspect VEH. 
EXEC advised C tllere is a TSB tllat pertains to C's coocern. 
C stated C called tile DLR and the DlR cannot get C in for anotller 2 weeks. 
C stated C has to a\/Oid train tracks. 
EXEC understood and suggested C try anotller local DLR to see if tllere is a sooner availability. 
C stated C wants to escalate case. 
EXEC stated EXEC is trying best to ftstller assist C. 
C stated EXEC should ha11e said tllis case is priority and has been escalated. 
C stated EXEC shcli!Ad have said if C cannot get into a service center immediatefy to call EXEC back. 
EXEC stated EXEC can call the DlR, but cannot guarantee an earlier appoiltment will be available. 
EXEC stated CA is unable to change DLR availabii ty or schedule. 
C stated C does not feel EXEC is treating tllis as a priority. 
EXEC apologized C feels tllat way. 
EXEC reiterated EXEC wil oontact DLR to see ij an earlier appointment is availability. 
C agreed. 
Call ended mutualy 

✓ Created By: Courtney Crockett (10/2912018 2:03 PM) I Last Modified By: Courtnev 5\Sftfll 'J9(?912018 2:33 PM) 
EXEC-CC received VMX from Con Mon 10/29/2018 2:00 PM requesting a call back at ■1•11■ 11111 

Created By: Courtney Crockett (10'._1@9lQ l'@ PM\ 
✓ ~~J =!=niu:~~ ~':,~•~~Ji:. ~ siness hours, and follow up date of 10/30118. 

✓ 

EXEC requested a call bad< to furthe< discuss ooncerns. 

Created By: Courtney Crockett (10129120181:37 PM) 
EXEC-CC notating email from C: 

From: 
Sent Mon Oct2918:31:56GMT2018 
To: nissanconsumeraffairs@my4'!issan-usa.com 
Subject: Re: Yotr inquiry to Nissan [ ret:_OODA09j8l._SOOOG1dfAzs:ref ] 

Thank you for your response. 

Vl"'-KNMAT2 MV9J~ 
Mileage : 4515 
Dealer. Legend Nissan 

Page 4 of 5 

The vehicle's autocnatic emergency braking system has caused my car to stop oo train tracl<s . It also stops tile car on tile road ij tt senses metal plates on tile road in !root of me. ( Please see a ftAI description of my issue 
in the first email I sent to you) 

I l.lldefstand from tile deale< tllat a Recall has been issued to correct tllis fault in the satety shield. ls tllis correct? 

Thanks and regards, 

✓ Created By~ Courtney Crock.CU (10/29/2018 8:14 AM) 
EXEC-CC notating email sent to C requesting additional information: 

10/29/2018 

Case,.. 

Thank you for contacting Nissan North America regardilg your concern with yoor automatic emergency braking. We apologize for any inconvenience this situation may have caused you. 

So tllat we may expedite your inqu,y and provide you the best service, please send us tile following additiooal information: 

• The Vehicle Identification NumlJer (VIN) for your vehicle (if not displayed above 
• The current mileage on your vehicle 
• The authorized Nissan Dealer you are woocing witll ~f any) 
• A brief description of your request 

• Your current maiing address 
• Your day and evening phone numbers 

You may send this information to us in writing or you are welcome to call us at 615-~7665. Once we receive the requested information, we will prornptty review your Case for individual handling. 

Cns ,as been a-eated to document this request Please reference this Case number when you write or call. 

We look forward to hearing from you soon. Your satisfaction is important to us! 

Sincerely, 

Nissan 

Courtney 
Exerutive Specialist 
Nissan North America, Inc. 

6/2/2020 



Case: - ~ Salesforce - Unlimited Edition 
Created By: Courtney Crocl<ett (10/2912018 8:00 AM) 

✓ EXEC-CC notating !awarded email from Specialist Senior Communications-Steve Yaeger to TL-Elizabeth Bly stating there is a TSB software fix for this concern. 
Specialist Senior Communications-Steve Yaeger requested CA get C into the DLR. 

Created By: Courtney Crocl<ett (10/2912018 7:57 AM) 
EXEC-CC notating custome, emai: 

From: 
Date: Octoller 28, 2018 at 20:19:25 CDT 
To: steve.yaeger@nissan-usa.com 
Subject: 2018 Nissan Rogue with Automatic emergency bratoog 
DearMr. Yaeger. 

Page 5 of 5 

Two months ago, I leased a 2018 Nissan Rogue and I am extremely pleased with the automobile with the exception of one problem- the AEB has stopped my vehicle on train tracks at least 5 times. It has also stopped the 
vehicle in front of metal or steel plates on the road doong my commute. 

✓ After reading the manual and viewing online demos of the safety feature, I oow tlldefstand that it is intended to sJow down« eventually stop the vehicle to prevent or miniO'VZe rear end collisions with an automobile in 
front of me. However, I need to understand why the car is coming to a complete stop on train tracks. In addition, slowing down the vehicle when approachilg metal plates on the road could cause a rear end collision with 
the car behind me if they happen to be tollowing too closely. These are both very dangerous situations that I am certain were not fully vetted when designing the safety features. 

After the first incident on the train tracks, I telephoned the Legend Nissan Sefvice department, and was told that I should disable the AEB safety device prior to each 111) in the car. 

I decided to write to you today so that we can discuss these issues I am having and determine together if disabling the feature prior to each bip is indeed the onty option I have. 

Thank you very much for your time. I look forward to your response. 

Sinoerety, 

Case Categorizations 

Action Case Categorization # c..tego<y Description S<lbcatego,y Description Symptom Description 

Case Categorizations Help 

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

Forms 

No records to display 
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BRAKES 

INTELLIGENT BRAKE ASSIST POOR OR IMPROPER 
(IBA) OPERATION 

INTELLIGENT BRAKE ASSIST REQUEST FOR RENTAL 
(IBA) ASSISTANCE 

26 

QA 
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Case: ---Salesforce - Unlimited Edition Page 1 of 6 

• 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 W I c..,.. Categorizations tzl I ,E= llll 

Case Detail 

Number of open vehicle campaigns = .l 

Account Name 

Contact Email 

Home Pl1one 

Letter Se-nt Date 

Letter Received Date 

Follow Up Date 1112712018 

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 FEB concerns 

Call Script 

Who contacted u.s? Consumer 

#Vehicles Owned 3 

Vd'liele Purchased New 

Pre-Owned Initial Mileage 

Current Mile- 200 

Incident Codes. IIR REQUIRED 

lncidef'lt Date 

Sent to legal 

Accident 

Asbag 

Fire 

IIR lndic.ator 0 

IIROate 

HR 

Vehicle Information 

Velucle KNMAT2MV7J~ 

Model Year 2018 

Make NISSAN 

Model Line ROGUE 

Model Code 22218 

Dealer Detai l 

Case Servicing Dealer HARTF NISSAN 
Case Servicing Dealer Region Northeast Region 

Bluetooth 

Related Items 

Responsible District 09 

SharedWrth 

Phone Carrier 

Phone Manufacturer 

Reported From 

Issue Categories 

Approwd Ched< Reques1s $75.95 

Case Owne< B Randy Anderson 

Type CA 

Case Origin Phone 

Executive Refenal 

Exee>Received-Oa.te 

Status Closed 

Datelrme Opened 10/29/2018 11 :14 AM 

Date/Tome Closed 11/26/2018 7:53 AM 

Multiple Repairs No 

Executive Summary 

Executive Actions To Resolve 

Vehicle Maintained Location Harte 

Previous Repai.r Date 

Previous Repair Location 

Related Vehicle Make Nissan 

XTIME Appointment Numb« 

Rollowf' 

Property Damage 

Injury letter 

Nootber Injured 0 

RHR Started 11/13/2018 

RHR C«npleted 11/15/2018 

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 O 

Data Net ✓ 

Oatanet Deal« Date 10l30/2018 

Oealff Instructions Service Oepl Review 

Requested Dealer Action Please review and advise. 

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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Case: ---Salesforce - Unlimited Edition 

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:-.HONE: 
KNMAT2MV7~ 

Olris Bielawski 10/29/201811:14AM 

NNAill, 12/10/2018 9:25 PM 

Case Reco<d Type CA Oosed Case 

Days Closed 554 

Action Code NT1A 

What action was taken? 1A Repaired - Under Warranty 

Agent Comments 

Agent Comments ched< sent 

Ag«it Next Step CUstomer 

N: 

I Reopen Case I ! Clone Closed Case! 

Case History 

Date Use< Action 

Root Cause 

Root Cause Code 

Root Cause Code (2) 

Document ID 

11/26/2018 1 :35 PM 

11/26/2018 7:53 AM 

Charity Trull 

Evangeline Higgins 

Changed Case OWner from Evangelile Higgins to Randy Anderson. 

Changed Status from Open to Closed. 

11/23/2018 11 :52 AM 

11/23/201811:51 AM 

Show more • I~ 

Case Comments 

Pubic e«nment 

Dezerick Frazier 

Dezerick Frazier 

Created By: Evangeline Higgins (11/26/2018 7:52 AM} 

Closed. 

Changed Case Owner from Oezerick Frazier to Evangeline Higgins. 

Changed Follow Up Date from 11/2312018 to 11/2712018. 

~~_!_.~.as nofu~~~~~~~tthistime. 

C contacted NNA foc assistance with FEB concerns and wanting the VEH repurchased. 

✓ 
~~ with NNA ~ off:~~~~~ of the $75.95 reimbursement for 7 days loss of use at the DLR. 

RC~ advised C that the check will be processed and take 2-4 weelts to ge1 to C, and for C to call ~ has any further concerns. 

RC~H advised with SRCAS-Lori Wells on this case 

Created By~ Peztriek Frazier 111I2J1201s 11:s1 AM) 
RC=F submitting ched< request 
RCAS-lW verifierl •~Wf T2iflP3 """ress as follows: 
Vemoo Roci<ville, C ' I•■ .... 
USA 

Details of the reimbursement: 
C is eigible for a por1ioo of 1 mooth vehicle payment(s) ONLY. 
Payment: $75.95 
T 0Cal Amount $75.95 

Approved by:SR--­
Mailing Address: 
Vemoo Roci<ville, CT 
USA 
Created By: Dezerick Fr azier (11123/201811:47 AM) 
CUstomer purdlased vehicle new 
Current mileage: 200 
OOW Basic O months/0 miles, Powertrain O months/0 miles 
VSC:no 

✓ ~ ~~J':"i 
1
~~~rlretailer. $87.36 

Previous owned veh: 2016 Altima 
Related Repairs: no 
Primary Failed Part: ICCAS reprogram and repjaced distance senor sensor 
Warranty Rat= Pans: I Laboc: covered undef warranty 
Dealer Participation: reviewed 

✓ Created Bv: J@oillb• Wqod•-Sll'fl'TT (lj-1 ,08 PM) 
RCAS-lW made outlxlund call to C atI111_1_ I 
RCAS-lW ADVISED "This call may be rec quaity and training purposes.• 

RCAS-lW slated RCAS-lW is assisting RC~van. 

Page 2 of 6 
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Case: ---Salesforce - Unlimited Edition 
RCAS-lW stated NNA is in the positioo to reimbt.r'se $75.95 lor 7 days loss of use. 

RCAS-lW stated the check takes 2-3 business days to process and 2-4 weeks lor C to get it in the mail. 

RCAS-lW advised C to call if C does not get the ched< on week 5. 

C undefstood. 

C asked how did RCAS-lW get the $75.95. 

RCAS-lW stated RCAS-lW knows the monthly payment and has calculated the amount accadingly. 

C undefstood. 

RCAS-lW confirmed that C has RCA!KH's number and advised C to cal if C does not get the check. 

C undefstood. 

RCAS-lW asked if C had any questions. 

C declined. 

RCAS-lW thanked the C lor the C's time. 

Call ended mutualy. 

✓ Created By: Evangeline Higgins (11/20/2018 9:23 AM) I last Modified By: Evangeline Higgins (11/20/2018 9:23 AM} 
RCAS-EH reviewed with SRCAS-Lori Wells who approved of compensating C lor loss of use of 7 days at $75.95 

Created By: Evangeline Higgins (1'111311 t'" 
✓ ~g~ :~~=~~ ~u~:, •1•r!■I.Je numbe< 

RCAS-EH stated will follow up on 11/21 . 

Created By: Evangeline Higgins (11/20/2018 9:21 AM} 
RCAS-EH nolilg re<eived the following email: 

Hello Evan, 

✓ The monthly payment amooot is$ 325.48. 

Thank you, 

Carta Day I Credrt Bureau Management I Nissan Group of North America I Phone: +1 214-596-52221 Fax: +1 sn-607-8720 

✓ Created By: Evangeline Higgins (11/19/2018 7:22 AM) 
RCAS-EH sent an email to NMAC requesmg monthly payment amount 

Create<I By: Evangeline Higgins (1" 1Jff321P e-rz AM> 
RCAS-EH placed outtxlund call to C el-~111111111 
RCAS-EH advised "this call is reconled tor quality and training purposes.· 

RCAS-EH asked if C has VEH back. 

C stated yes, picked up on Wednesday evening. 

RCAS-EH asked if everything 

C stated yes. 

RCAS-EH advised that SRCAS did loo« into C's request lor repurchase and at this time NNA is not in the position to assist with replacement or repurchase. 
RCAS-EH advised Howeve<, NNA ,..;1 continue to hono< the terms and conditions of all applicable warranties. 
RCAS-EH advised that will also be receiving a denial lette, via mail. 
(If within warranty} 
RCAS-EH advised that if C is not satisfied C has the right to the Bette< Business Bureau. 
RCAS-EH advised that a denial lette< will also be sent providing the BBB information. 
BBB Auto line #: 1-800-955-5100 

C stated okay. 
C asked if what the concern happens again. 

RCAS-EH advised if happens again C needs to take rt back to the DLR and an RHR can be re-reviewed. 

C stated needs a credrt lor loss of use. 

✓ RCAS-EH asked how many days the C lost use. 

C stated the first time was 1 day, and the second time was 5 days. 

RCA!KH advised is reviewing. 

C stated should be credited lor all of the time the \/EH has been down. 
C stated has been 7 days. 

RCAS-EH advised can review, but caMOt just grant the compensation. 

C stated feels like this is not fair anymore. 
C stated still hasni put son in the \/EH as C ooesni feel 
C stated RCAS-EH sent to wrong people. 

RCAS-EH advised C wanted a credrt up front and RCAS-EH sent TO NMAC regarding that. 

C stated RCAS cani do job right 
C stated RCAS continued to belittle RCAS-EH ability. 

RCAS-EH advised am not going to argue with C . 
RCAS-EH stated will review and go from there. 

C stated okay and asked lor a call back by 11/20. 

RCAS-EH stated will cal once has an update. 
RCAS-EH thanked. 

Gall ended mutualy. 

Created Bv: Zachary c- 111115/2018 2:28 PM} 
ARBS notes based on a good faith review, NNA is not il a position to offer a repurchase or replacement of this vehide. NNA will contilue to honor the tenns and conditions of all applicable warranties. 

ARBS recommends RCAS review the file with RCAS's Tl and CSM to detennne the best course of action lor the file. 

Created By: Zachary Case (11115/2018 2:27 PM} 
ARBS ZC notes the lollowing: 

2 days out of service. 

State: CT 
Mileage: 816 
lnservice: 10/20/18 

1 repair related to ooli sionlblind spot warning light on. 
1. Replaced sensor and ICCAS reprogram 2. CND 

NO ADDITIONAL CASES FOUND 
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Case: 

✓ 

Salesforce - Unlimited Edition 
NO TECH LINE CASE FOUND 
NOOTS FOUNO 
NO VSC's FOUND 
NO WARRANTY CASES FOUND 

Created By: Zachary Case (11/1512018 2:25 PM) 
ARBS zc notes the lollowing: 

10/29/2018@334 miles ... RO ... 2 days down 
Issue: 
1. C/s collision i ght came on and vehicte stopped with no obslruction. Action: 
1. RepCaced distance sensor and perfonned iccas reprogram. 

11110/2018@816 miles ... RO ..... Sdays down 
Issue: 
1. C/s the colision light came on in a par1cing garage, and blind spot warning goes off in the rain. 
Action: 
1. Could not duplicate, advised customer on normal vehicle operation. 

Created By: Nicki Barror (11115/2018 2:13 PM) 
ORTS received the RHR. The RHR was assigned to ARBS Zach Case for review 

Created By: Jrnofflba Wooda-Sweatt (11/1512018 2:09 PM) 
RCAS-TW received a fax with the open RO attached. 

RCAS-TW attached the open RO and submitted the RHR. 

Created By: Tranisha Woods-Sweatt (11115120181:58 PM) 
RCAS-TW called tile DLR at HARTE NISSAN. 
RCAS-TW spoke with tile Service AdviSO< Jamel Greenlee. 

RCAS-TW asked for tile accountilg copy of the most recent RO. 

SA stated the RO is stil open. 

RCAS-TW understood. 
✓ RCAS-TW asked SA to send a copy of the open RO then. 

SA asked for the fax number. 

RCAS-TW provided the fax number. 

SA stated SA wil send tile RO. 

RCAS-TW tllanked SA. 

Call ended mutualy. 

Created By~ Jmofflha W@d3-$we;rtt (11/1512018 11 :30 AM) 
RCAS-TW called tile DLR at HARTE NISSAN. 
RCAS-TW spoke with tile Service AdviSO< Ian Elwell. 

SA stated C is requestilg a RHR. 

RCAS-TW asked for a copy of tile open RO. 

SA stated the RO is closed now. 

✓ SA stated C picked the YEH up. 

RCAS-TW asked for tile accountilg copy since the RO is closed. 

RCAS-TW provided the fax number. 

SA stated SA wift send tile RO. 

RCAS-TW tllanked SA. 
Call ended mutualy. 

Created By: Evangeline Higgins (11/1512018 9:06 AM} 
RCAS-EH noting spoke with GM-Darnen Poiance. 

GM-DP asked what C was seel<ing 

✓ RCAS-EH advised NNA is cooducting an RHR, but nothing of monetary con-c,ensation can be given at tllis time. 

GM-DP oode<Stood and thanked. 

RCAS-EH tllanked. 

Call ended mutualy. 

✓ Created Bv: fyaoqplioe Hjggjns t11/1~1'1)j­
RCAS-EH rece,ved inbound call from C at■I■■- 11 
RCAS-EH advised "tllis call is recorded for qu · ·ng purposes." 

C stated the sensor started beel)ilg and braking on C again. 
C stated happened 3-4 times on one day. 
C stated tllought mayt,e C just didni see anytlling. 
C stated decided to call the DLR. 
C stated feels the YEH is not reiable. 
C stated has had for only a mootll. 
C stated doesni feel comfortable driving son. 

RCAS-EH can conduct and RHR review to see rt NNA is in the position to repurchase or rei,lace tile VEH. 

Why do you want to return tile vehicle to Nissan Nortll America?tlle YEH is not reliable, and.,.,., since tile problem happened the SA advised tile VEH brakes rt tllere is debris. 
Where is the vehicie currentty? Harte 
Are you in a rental? yes 
Where was the vehicle purchased? Harte 
Was it pixdlased new or used? new 
Where is the vehicie serviced? Harte 
Has the vehicle been taken to multiple Nissan dealers? No 
Was a rental or loaner provided during repairs? yes 
Who is the primary driver of the vehicle? Yes 

RCAS-EH advised this review can take an average ol 10 business days to conduct 

RCAS-EH stated will cal C every 3 business days 

Page 4 of 6 

RCAS-EH advised rt NNA is in the position to repll'chase or replace Cs YEH, anothe< department will contact C to discuss the details, in tile event NNA is not in the position to, RCAS wil advise C and verify with tile DLR 
that the VEH is in 'NOl'king order. 

RCAS-EH advised of following up by the end of business day 00/00 with any ltrtler updates. 

C stated DLR gave a Versa and feels should be given an equivalent YEH. 
C stated is frustrated. 
C this is tile second rental from DlR. 

RCAS-EH stated will go ahead and 
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Case:---Salesforce - Unlimited Edition 
C -ed what about tile payment oo tile VEH. 

RC~ advised cannot review for reimbursement 

C stated got VEH 10/20/2018. 
C stated feels is not fair for C to pay for tile VEH when has a lower quality VEH. 
Cre~erated. 

RC~ stated cannot say for C to not pay for C's VEH 

C understood. 

RC~ advised for C to speak with NMAC and provided direct line nwnbe<. 

C stated just doesn1 tllilk should pay for VEH. 
C stated doesn1 feel safe. 

RC~ stated will follow up on 11/16. 

Casked when RCAS-EH can be reached. 

RC~ stated am in tile office from 8-5 Monday through Friday. 
RC~ asl<ed what is a good time. 

C stated cannot have VEH, is not sale. 
C stated son will be 2 in December. 
C reiterated. 
C - if can just talk to tile person tllat decides tile repurchase. 
C stated Uncle co-signed tile VEH and has never had troubles. 
C stated tllis is tile secood VEH, drives a rental every day. 
C stated tile VEH is not safe, and not repairable. 
C asked if C gets in a wreck is NNA responsible. 

RC~H stated tllat is why NNA will conduct a RHR 

C stated the DLR advised is a known concerns. 

RC~ stated will follow up on 11/16 with more information. 

C asked for RCAS-EH to call between 11/12:30 

RC= agreed and thanked. 

C thanked. 

Call ended mutualy. 

Created By: Evangeline Higgins (11/"]@1ff 3'9Q OM) 
RC~ placed OUUJound call to C , 1•111111 

✓ RC~ left VMX with C case number and direct line numbef. 
RC~ stated will follow up on 11/14 

Created By~ f YitDotline Hiooins 11111212018 3:46 PM) 
... [Added after the case is closed.] .-

✓ RC~ placed OUUJound call to C a 
RC~ left VMX w~ C case number and direct line numbef. 
RC~ stated will follow up on 11/13. 

Created By: Evangeline Higgins (11/12/2018 2:30 PM) 
.... [Added after the case is closed.] --
RC~ placed OUUJound call to Harte Nissan at 860-549-2800. 
RC~H spoke with SA-lan Ewell 

SA-IE stated came in on 10/31 with collision warning concerns. 
✓ SA-IE stated DLR verified concerns, replaced distance sensor pe, TSB. 

SA-IE stated tile C came back in oo 11/10 stating tllat a different technician was assigned to it 
SA-IE stated there is a new re-calibration tllat has to be pedormed, and should be done tomooow or Wednesday 

RC~tllanked. 

Call ended mutualy. 

Created By: Evangeline Higgins (11/12/2018 2:29 PM) 
✓ ... (Added after the case is closed.) .-

RC~ noting re<eivedVMX from C on 11/10 at9:19 am and oo 11/12 at 10:13 am requesting a callback stating tile VEH had to be taken back to tile OLR tor FEB concerns again. 

Created By: EYanoeUoe Hiooins 110I31I201a 2:21 PM) 
RC~ is closn.;I the case as no further assistance can be given at this time. -- . ---------
C contacted NNA for assistance - IN WARRAITTY assistance for FEB sensor concerns. 

✓ C was thankful for NNA clarifying warranty information and seeing tile repairs through. 

RC~ advised C to d if had any furthe< coocems. 

RC~ advised- SA.Jamel Greenlee on tllis case . 

✓ Created By: Evangeline Higgins (10/31/2018 2:20 PM) 
RC~ noting sent C "Cootact and Case Information" email. 

✓ Created By: Evangeline Higgins (1<'')J(l 3'1Q §M} 
RC~ placed OUUJound call to C atlll-11 
RC~ verified name, mailing address, emau. 
RC~ checked for open campaigns and tound:O 
RC~ checked for open RELATED cases and found:O 
RC~ checked for open UNRELA TEO cases and follld:O 

RC~ advised "1his call is reconled for quaity and training purposes." 

RC~ introduced self as C-s case manager regarding VEH. 

RC~ asl<ed how long tile coocems have been going on 

C stated started on 10/28. 

RC~ asl<ed what DLR tile C ~ tile VEH to. 

C stated Harte Nissan 

RC~ asl<ed what tile DLR stated. 

C stated DLR did diagnostic check. 
C stated OLR replaced sensor. 

RC~ asl<ed if concern has happened again. 

C stated tile VEH is fine so far. 
C stated hopes e-,e,ything is fixed as is driving C's chl d around. 

RC~ advised if C has any ft.wther concerns to take VEH back to DLR and give RCAS-EH a call. 
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Case: ---Salesforce - Unlimited Edition 
RC~ advised will be sending C an emai witll d~ect line number. 

C stated is wonied about the concern. 
C asked what options are is happens again. 
C stated asked finance manage, what happens tt C doesn't want tile VEH anymore. 
C stated SM advised is a known problem. 
C stated had thoughts about changing to anotller model. 
C stated wants to worry aboot safety first. 
C stated was on tile highway when happened and tl1ere was no one around. 
C stated was told dust can get on sensor. 

RC~ advised can review for repurchase if something else were to happen and the review is based on state lemon laws. 

C stated so does have options rf something is wrong with tile VEH. 

RC~ stated -ely. 

C stated great, tllat is al C wanted to know. 

RC~ undersrood and stated for C to call tt needs anything in tile Mure. 
RC~tllanked. 

Call ended mul\Jaly. 

Created By: Evangeline Higgins (10/'ln(flP J"Of PM) 
✓ RC~ placed outlxlund call to c , 111111 

RC~H noting WAS INFORMED OF WRONG NUMBER. 

✓ ~~~~'c:0:"~;:;,g ~;/00(511111 r> 
RC~ noting unable to leave VMX due to VMX being ful . 

Created By: Evangeline Higgins (10/30/201811:08 AM) 
RC~ placed outlxlund call to Harte Nissan at 860-549-2800. 
RC~ Sl)()ke with SA-Jamel Greenlee 

SA-JG stated VEH was brought in on 10/29. 
SA.JG stated perfooning a TSB on tile distance sense<. 

✓ SA.JG stated Ian is tile adviser, but is off today. 

RC~tllanked. 
Call ended mul\Jaly . 

... RCAS-EH noting OataNet successful"'" 

Created By~ Chri:s Bk:lawaki (10/29/201811:29 AM) 
- [CASE SUMMARY] --

C Concern: Front Radar Senso, Safety 

CRR-CB sending case to RCAS for follow up 

Created By: Chris Bielawski (10/29/201811:28 AM) 
CRR-CB <VERIFIED> Account Info including: Cs name, 
home & email address, phone# & best contact# 
CRR-CB VERIAED Veil Info induding: VIN#, Current Mi eage 
CRR-CB CHECKED for open recalls/campaigns and follld:O 
CRR-CB CHECKED for previous UNRELATED Case(s) and found:0 
CRR-CB CHECKED previous RELATED Case(s) and found:0 
CRR-CB NOTED concern is:Front Radar Sensor 

CRR-CB Called in Front Radar Sensor gojng off randomy 

C stated C was driving yesterday with 2 year old child in VEH 
C stated C VEH just started braking when notlling not in front 
C stated tile indicator light for sensor went off with nothing to obstruct tile view 
C stated C is very concerned for safety of C and C child 
C stated C is at Harte Nissan now getting tt looked at 
C stated C had Altima before and felt safer 
C stated tile SA advised tl1ere are bstill bugs in tile VEH and N issan is wor1<ing on tt 
C stated doesni feel sale in VEH and wants to know what C options are 

CRR-CB informed C tt will be reviewed 
CRR-CB advised C CRR-CB will forward case to an RCAS agent 
CRR-CB Informed C RCAs wil get back to C by EOB day Tuesday 10/30/2018 

C accepted 

CRR-CB provided Case#,ID- Name 
CRR-CB offered Further assistance 

Cdeclined 

Call ended mul\Jally 

Best Contact#:-
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Case Categorizations 

Action ~ ~ # Categcxy Description Subc.o~ Oescripticn Symptom Oescription 

Case Categorizations Help 

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

Forms 

No records to display 

A 8aok.To Top 

INTERIOR MOVING OBJECT DETECTION POOR OR IMPROPER 
ELECTRICAL (MOD) OPERATION 

INTERIOR 
ELECTRICAL 

FORWARD EMERGENCY 
BRAKING (FEB) 

POOR OR IMPROPER 
OPERATION 

28 

26 

/wlays show me more reoords per related list 

10/29/2018 YX AV 

10/31/2018 YX AV 

Copyright© 2000-2020 salesforce.com, inc. Al rights reserved. [ Privacy Statement I Security Statement I Terms of Use 1508 Compliance 

OA 

OA 

Forms Help 
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Case: ---Salesforce - Unlimited Edition Page 1 of 4 

• 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) 

Case -Show Feed 

Case Detail 

Account Name 

Contact Email 

Home Pl1one 

Letter Se-nt Date 

Letter Received Date 

Follow Up Date 1112/2018 

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 WI I c..,.. Categorizations 1i!1 I ,E= llll 

J Reopen Case 11 Clone Closed Case J 

Case Owne< . arshall Thunnan 

Type CA 

Case Origin Phone 

Executive Refenal 

Exee>Received-Oa.te 

Status Closed 

Datelrme Opened 10/30/2018 2:54 PM 

Date/Tome Closed 11/1/2018 4:27 PM 

Multiple Repairs No 

Executive Summary 

Texting Status Executive Actions To Resolve 

Case Reopen Count 0 

Description C seeking repurchase. 

Call Script 

Who contacted u.s? Consumer 

#Vehicles Owned 1 

Vd'liele Purchased New 

Pre-Owned Initial Mileage 

Current Mile- 7,000 

Incident Codes. IIR REQUIRED 

lncidef'lt Date 

Sent to legal 

Accident 

Asbag 

Fire 

IIR lndic.ator 0 

IIROate 

HR 

Vehicle Information 

Vehicle JN1BJ1CP2JW 

Model Year 2018 

Make NISSAN 

Model Line ROGUE SPORT 

Model Code 27518 

Dealer Detail 

ease Servicing Dealer NISSAN OF COSTA MFSA 
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 

Vehicle Maintained Location ORANGE COAST NISSAN 

Previous Repai.r Date 10l22/2018 

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 Service Oepl Review 

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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Case: ..... Salesforce - Unlimited Edition 
Contact Name -

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 

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:~ ONE: 
JN1BJ1CP2~ 

Created By 

Last Mocfrfied By 

Case Record Type 

Days Closed 

Shu Chen 10/30/2018 2:54 PM 

NNAill, 12/7/2018 9:54 PM 

CA Oosed Case 

579 

Action Code NT1A 

What action was taken? 1A Repaired - Under Warranty 

Agent Comments 

Agent Comments No RHR Needed. 

Agent Next Step 

Ensure repair completion with DLR. 
Offer 1 month VEH pay reimbursemenl 
2nd cal to C. 

IN: Root Cause 

Root Cause Code 

Root Cause Code (2) 

Document ID 

I Reopen Case 11 Clone Closed Case ! 

Case History 

1111/2018 4:27 PM 

1111/2018 3:59 PM 

10/31/2018 4:55 PM 

10/31/2018 4:50 PM 

Shgw ID9ll' • I~ 

Case Comments 

Pubic Conwnent 

User 

Maranan Dnronao 

Maraball Dnronao 
DarriusAllen 

Parri,m Al!eo 

created By~ MaasbaU Thurman ~11111201& 4:20 PM) 
RC~ is closing Case as no further assistance can be offered at this time. 

-CASE SUMMARY-
C contacted Nissan CA in regards to sensor concern and RHR. 

ARBS reviewed case. 
NoRHR. 

✓ RC~ spolte with SA-Jamie Maisano. 

SA.JM stated senSO<S were replaced and throttle body was repaired. 
SA~M stated C's main concern was with the appearance of the loanef. 

RC~ informed C, NNA is nol in position to review for repurchase of veh. 

•" -STATEMENT OF DECISION--
RC~ advised C NNA is not in position to review for rei,<rchase. 

Created By: Marshall Thurman (111112018 4:16 PMI 
RC~arshal Thwman (MT) made outtiound call to C at 
RC~T VERIFIED C's name, home & email address, concern, phone. 
RC~ CHECKED for open recals/campaigns and found: 0 
Previous UNRELATED Case(s) Found: 0 
Previous RELATED Case(s) Found: 0 
RC~ ADVISED "This call may be recorded for quaity and training p...-poses.• 

RC~ stated understanding of concern with sensor and request for repurchase. 
RC~ apologized for the inconvenience. 
C Thanked RC~ for apologizing. 
C stated 'hMle situation has been a headache. 
C stated to proceed with reason for cal. 

Action 

Changed Status from Open to Closed. 

Closed. 

Changed Follow Up Date from 111112018 to 111212018. 

Deleted 10/30/2018 in RHR Started. 

Changed Follow Up Date from 10/3112018 to 111112018. 

RC~ stated alter a thorough review, NNA is nol in position to review f0< the repurchase of veil. 

C -ed if RC~ is telting C that NNA did not convnit fraud. 

RC~ stated yes. 

C asked so there is nottlincJ left to discuss. 

RC= stated yes. 

L 
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Ca-se History Hetp 

Case Conments Help 
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Case: ---Salesforce - Unlimited Edition 
C thanked RCAS-MT. 

C disoonnected call. 

Created By: Marshall Thurman (11/1/2018 3:59 PM) 
•-PRIOR TO INBOUND CALL FROM SERVICE MANAGER---

RC~T made outbound call to C at 
RC~ left VMX stating RC~ name, contact#, and C's case#. Requested a call bad<. 

Created By: Andrew Allen (11/1/2018 3:58 PM) 
•" - [CASE SUMMARY]"""" 

CRR-AA is leaving case open lor RCAS falow up. 

Created By: Andrew Allen (11/1/2018 3:58 PM) 
CRR-AA < VERIFIED> AcOOlllt information induding: C's name, home & e-mail address, 
phone numbe< & best contact numbef 
CRR-AA CHECKED lor open recalls/campaigns and found: none 
CRR-AA CHECKED lor previous UNRELATED Case(s) and found: 3 
CRR-AA CHECKED previous RELATED Case(s) and found: none 
CRR-AA NOTED concern is: f<lllow up to case. 

CRR-AA received inbound call from C 

C stated C is caling oonceming a disconnected call. 
C provided case numbef. 

CRR-AA verified Cs acoount and case number 

C stated C was called on 11/1/2018 but accidentally hlllg up oo RC~ 
C stated C would like to know if C can contact RC~ 

CRR-AA informed C that ORR-AA can transfer C to RCAS-MT to speak with agent or leave a voicemail if RCAS-MT is unavailable lor transfer. 
CRR-AA inlonned C that C is stiU scheduled for follow upon 11/1/2018 

C understood. 
C stated C would like the direct line to RCAS-MT 

CRR-AA advised C that CRR-AA cannot provide information but CRR-AA can trans/er C to RC~ 
CRR-AA informed c that CRR-AA wil email RC~T of C's call. 

C understood. 

CRR-AA asked C if there was anyth-,g else CRR-AA could assist with. 

C declined. 

CRR-AA transferred C to RCAs-!!liiii.·cemai. 
CRR-AA provided C with agent ID 
CRR-AA noting C's best contact number is 

Call ended mutualy 

Created By: Marshall Thurman (11/1/2018 3:58 PM) 
RC~ received inbound call from SM. 
RC~ transferred to SA.Jarroe Maisano 

SA.JM slated repair was ~eled. 
SA.JM slated ched< eogine ight was on. 
SA.JM slated sensors were replaced. 
SA.JM slated light came oo for internal faiu-e of throttle body assembly. 

SA.JM slated main complaint was the loaner \/ell not being good looking. 
SA-JM switched out veh once. 
SA.JM slated C came back and did not like the \/ell. 
SA.JM slated could na assist with a new loaner. 
SA.JM slated C was rude. 

RC~ slated C also had a bluelooth ooncern 

SA.JM slated bluetooth was normal. 

RC~ thanked SA.JM. 

Call ended mutualy. 

Created By~ MaobaH Thurman ~111112018 3:34 PM) 
RC~arshal Thurman (MT) made outllound call to C at 
RC~ greeted C. 

✓ C requested calR>ack in 3 minutes. 

RC~agreed. 

Call ended mutualy. 

Created By~ MaobaH Thurman ~11111201812:49 PM) 
RC~ placed outbound can to DLRSHP ORANGE COAST NISSAN@ 7144444220. 
RC~ requested cal bad< from service manage,. 

Created By~ Pao:in3 AUeo ,101311201 1 §"19 ON\ 

Page 3 of 4 

✓ RCAS-OA placed outllound call to C @1 111 1■1 
~ VMX stating cal is to inform RCAS-DA is calhng on behaij of Cs case manager RCAS-Marshall Thurman whom will be reviewing Cs case, case#, call bad< date, best time to contact C, and contact ... 

Created By~ PaITill3 Alter '10/31/2018 5:00 PM) 
✓ RCAS-OA placed outllound call to DLR Orange Coast Nissan@ 714-592'1366. 

RCAS-OA unallle to complete call as RCAS on had for nearty 4 minutes. 

✓ ~~~fi~~.:;~•D~~~~~/2~ 4;; :\ie shared with the Dealer because the Deale< is not Enabled for the Dealer Portal. Please Oatanel the Case.· 

Created By: Amanda Johnson (10/30/2018 4:52 PM) 
In Service Date4/7/2018 
APR sale in CA 
NGP VSC through 4/9/2024 or 100,000 miles 

CPIA: 
ooty entry is prior to llellicle purchase 

DBS: 

10/12/18 - 7 days@ 15,102 miles 
SES ight - repl MAF sensor 
iKey inop - repl defective ikey assy 

8/30,/18- 1 day@12,095 miles 
maintenance 
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2/21/18 - POI 

1 repair foc SES light 
1 repair foc ikey inoperable 

complaints: 
FEB,bluetooth 
veh is at dlr 

C stated DLRSHP convnitted fraud by selfing C faulty VEH 
C stated C has e-mail from DLRSHP stating that C would be getting free service for the rest of C's contract on VEH as proof that DLRSHP has done some wrong doing 
C stated DLRSHP provided C wilh rental VEH but states tt is damaging C's image because Ille car is ugly 
C stated C is a photographer and will publicly hlmi ate Nissan lhrough social media if nolhing is done 

tableau is down; however, open RO could not exceed 30 days due to most recent RO closed on 10/18 

no RHR at lhis time 
ARBS recommends workilg with dlr to ensure veh is repaired 
once veh has been repaired, ARBS wil take r:Nef case and cut check for one month payment reimbursement 
RCAS, p4ease obtain reg and proof of payment if c accepts, then transl..- to ARBS 

Created By: Marshall Thurman (10/30/2018 4:25 PM) 
RC~T unable to DAT ANET. 

This Case can not be shared with the Dealer because the Dealer is not Enabled for the Dealer Portal. Please Datanet the Case. 

Created By:~ (10/30/2018 3:21 PM) 
-- [CASE SUMMARY] " ' -

C Concern: Buy BacAA.ernon Law 

CRR-SC sending case to RCAS for lollow up 

Created By:~ (10/30/2018 3:20 PM) I Last Modified By: parrjus A[[eo ,1013112018 4:48 PM) 
CRR-SC VERIAED Acoount Info including: C's name, hocne & email address, phone# & best oontact# 
CRR-SC VERIAED VEH Info including: VIN#, Current Mi eage 
CRR-SC CHECKED foc open recaDs/~gns and found:O 
CRR-SC CHECKED for previous UNRELATED Case(s) and found:0 
CRR-SC CHECKED previous RElATED Case(s) and lound:0 
CRR-SC NOTED concern is: Buy Back VEH 

C stated C alaml sensors go off every time C drove under a bridge 
C stated VEH would brake 00 it's own 
C stated C was forced to drive slowly ..--bridges wWh VEH to prevent sensocs and braking from happening 
C stated C's VEH is <UTenffy at Orange County Nissan 
C stated C also has problems wWh Bluetooth Connection 
C stated Bluetooth connection would be slow and the audio would not match the video causing audio to be 1-2 seronds behind 
C stated DLRSHP is currenffy trying to repair the VEH 
C stated C has back problems and was intialy interested in buying VEH because of Ille ooor and that tt had heating 
C stated DLRSHP convnitted fraud by selfing C faulty VEH 
C stated C has e-mail from DLRSHP stating that C would be getting free service for the rest of C's contract on VEH as proof that DLRSHP has done some wrong doing 
C stated DLRSHP provided C wilh rental VEH but states tt is damaging C's image because Ille car is ugly 
C stated C is a photographer and will publicly humii ate Nissan lhrough social media if nolhing is done 
C states C is frustrated with Njssan 
C stated C had spoke wWh 3 attocney's about possible outcomes 

✓ CRR-SC asked if Chad retailed an attocney 

C declined 

CRR-SC asked C if C is willing to wock wWh Nissan towards a resolution 

C agreed 
C stated C wants Nissan to buy VEH back, provide IUI refunds or provide C wWh a cocnpletely new Nissan Rogue Sport 2018 

CRR-SC inlorrned C lhat Case will be transf..-red to a Regional Consumer Affairs Specialist who wil contact the C by close of business day 10/31/2018 regarding Ille C conc..-n 

C stated tt resolution is not found C will file a lawsutt against Nissan 

CRR-SC asked if C needed ft.wther assistance 

C declined ft.wther assistance 

CRR-SC provided C wi1h Case I •gent ~ 

C understood and appreciated the assistance 

Cati ended mutual y 

Best cootact 
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Case Categorizations 

Action Case Categorization# c..tego<y Description Subc.rtego<y Oescrip6on Syml)tom Description 

POOR SERVICE 
EXPERIENCE 

Case Categorizations Help 

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

Forms 

No recocds to display 

,.. Back.To Top 

NSN DEALER SERVICE VEHICLE MAli'lTENANCE 
DEPT. (NISSAN) 

BRAKES 

POWERTRAIN 

INTELLIGENT BRAKE 
ASSIST (IBA} 

GEN. POWERTRAJN 
COMPONENT 

POOR OR IMPROPER 
OPERATION 

PREMATURE 
WEAR/FAJLURE 

QC 

26 

10 

/wlays show me moce recocds pe, related list 

10/30/2018 YY 

11/1/2018 

11/1/2018 

YX 

WA 

BF 

AD 

BG 

Copyright© 2000-2020 salesforce.com, inc. Al rights reserved. [ Privacy Statement I Security Statement I Terms of Use 1508 Compliance 

oc 

OA 

OA 

Forms Help 
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Case: - ~ Salesforce - Unlimited Edition Page 1 of 7 

• 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 12128/2018 

Supporting Documents 

CA Muttiple Repairs 

Social Media Involvement 

Martiz Custome< Id 

Case O#nH location Murfreesboro 

Texting Status 

Case Reopen Count 

Customize Page I Printable Vrew I Help for this Page 

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 . aven Giddens 

Type CA 

Case Origin Phone 

Executive Refenal 

Exee>Received-Oa.te 

Status Closed 

Datelrme Opened 10/31/2018 11 :18 AM 

Date/Tome Closed 12/28/2018 8:43 A M 

Multiple Repairs No 

Executive Summary 

Executive Actions To Resolve 

Description ca.sumer Affairs Voluntary Repwchase due to 3 visits and 36 days down for vehicle slowing down on i1s own while driving/Forward Emergency Brake activating intermittently. 

Call Script 

Who contacted u.s? Consumer 

#Vehicles Owned 1 

Vd'liele Purchased New 

Pre-Owned Initial Mileage 

Current Mile- 28,599 

Incident Codes . IIR REQUIRED 

lncidef'lt Date 

Sent to legal 

Accident 

Asbag 

Fire 

IIR lndic.ator 0 

IIROate 

HR 

Vehicle Information 

Vehicle JN8A T2MTSJII 
Model Year 2018 

Make NISSAN 
Model Line ROGUE 

Model Code 22518 

Dealer Detail 

ease Servicing Dealer PBFMIFB NISSAN 
Case Servicing Dealer Region West Region 

Bluetooth 

Related Items 

Responsible District 03 

SharedWrth 

Phone Carrier 

Phone Manufacturer 

Reported From 

Issue Categories 

Approwd Ched< Reques1s $40,057.87 

Vehicle Maintained Location PREMIER 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 11/21/2018 

RHR Completed 11/27/2018 

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 O 

Data Net 

Oatanet Deal« Date 

Oealff Instructions 

Requested Dealer Action 

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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Case: - ~ Salesforce - Unlimited Edition 

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: ~ HONE: 
JN8AT2MT~ 

Created By 

Last Mocfrfied By 

Case Record Type 

Days Closed 

Maria g,npa, 1ll/31/201811:18AM 

NNAill, 9118/2019 9:33 PM 

CA Oosed Case 

522 

Action Code NTSF 

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

Agent Comments 

Agent comments Thursday ched< buyback 
Friday/ Coll C . 

Agef'lt Next Step CUstomer 

Case History 

12/28/2018 8:43 
AM 

12/20/2018 12:15 
PM 

12/19/2018 8:00 
AM 

Use< 

Raven Giddens 

Raven Giddens 

Raven Giddens 

12/18/2018 2:55 MOltey Integration 
PM ~ 

Show more • I~ 

Case Comments 

Puibiic Comment 

I Reopen Case 11 Clone Closed easel 

Action 

Changed Status from Open to Closed. 

Closed. 

Changed Follow Up Date from 12/26/2018 to 12/28/2018. 

Changed Follow Up Date from 12/19/2018 to 12/26/2018. 

Changed Subject ~MER: 
VIN: JN8AT2MT5~ 

created By~ Kevahaooa Aiexaoskr (111112019 10:12 AM) 
.... (Added after the case is closed.] -

/IN: Root Cause 

Root Cau.. Code SOSH 

Root Cause Code (2) 

OocurnentlD -

ONE: VIN: JN8AT2MT5J~ o CUSTOMER: 

Page 2 of 7 

Case History Help 

Case Comnents Help 

ORTS KA: Ched</sl from NESNA foc SeMce Agreement Refund in the amount of $1 ,860.00 sent to LOCKBOX !IIIIIIFED EX TRACKING ck will be credited and journalized to NNA's BUYBACK 
ACCOUNT; I I Case documented and copy of check attached to case. 

Created By: Raven Giddens (12/2812018 8:42 AM) 
ARBS-RG closing the case at this time as no further assistance is required 

.. Case 5unvnary" 
Customer contacted NNA CA to request a repurchase due to FEB activating 

ARBS-RG reviewed and offered cash settlemen~ repurchase,"' replacement 

Customer accepted a repurchase 
cios.,g case 

Created By: Raven Giddens (12120/201812:15 PM} 
Scheduled Surrender.12/27 

Created By: Raven Giddens (12/1312018 3:14 PM} -
The case is successfully created with Money with case Number as 

Mooey FedEx Tracloog 12/13 

Created By: Raven Giddens (12/1312018 8:25 AM) 
ARBS-RG sent an emai to the customer. 

Good morning --

Your case has been approved by the Accountr,g Department and being transferred to the surrender CO<nPMY-

1 want to provide you 1 1 rr Purchase Program (VPP) Discount Code. If you are interested in purchasing a new Nissan, please provide this code to the Sales Department to discuss discount prices and eigible 
vehicles. VPP Claim 

Thank you, 

Created By: Raven Giddens (12/12/2018 9:10 AM} 
ARBS-RG sent an emai to the customer. 

Good morning -
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Your case has been sent to accounting for review, once completed I will be sending the case to a 3rd party vender, Mortey. 
Mor1ey wil also complete a review of the case and once ~ ted they will have an agent contact you to schedule the surrender. 

From this point, it can take up to two weeks for the St1Tender to take place. 

Please let me know if you have any questions. 

Thank you, 

Created By: Raven Giddens (12112/2018 9:03 AM) 
R~G submitted VPP Request 

Created By: Raven Giddens (1211212018 9:01 AM) 

Page 3 of 7 

ARBS-RG submitted check request lor Consume, Affairs Voluntary Repurchase due to 3 visits and 36 days down lor veNcle slowilg down on its own while d~O<Ward E.me,gency Brake activating intermittently. 

$5,596.14 payable to customer 
$34,461.73 payable to lien holde< 

Sales Manager. Wilson -Vehicle: JN8AT2MTSJW 
Color: KAO 
In service date: 4/22/2018 

Created By: Raven Giddens (1211212018 8:42 AM) 
ARBS-RG bumping payoff to 1/1212019 

6.02 X 35 = 210.70 

210.70 + 34,251.03 = 34,461 .73 

Created By: Raven Giddens (12111/20181:47 PM) 
ARBS-RG received and attached Ille signed repurchase agreement 

Created Bv: Baveo Gjddep• (12110/2018 3:04 PM) 
ARBS-RG sent an email to Ille customer. 

I have attached Ille repurchase agreement Illa! needs to be signed and sent back. Please let me know if you have any questions. 

Thank you, 

Created By: Raven Giddens (12110/2018 3:03 PM) 

ARBS-RG contacted CT'- I •1: 1@9S • $ 
OUtbound call to customer at J 1111111 • -------ARBS-RG asked if c is interested in moving forward with the repurdlase or if c has questions about the other two options 

C stated c would like to move forward with the repurchase 

ARBS-RG understood and inlormed c Illa! ARBS will send a repurchase agreement lor c to sign and send back 
ARBS-RG slated once rece;ved ARBS wil move forward with Ille case 

Coodefstood 

ARBS-RG requested c to send Ille document before Thursday belore accounting closes 

C oodefstood 
Call ended mutualy 

Created By: Raven Giddens (1217/2018 3:31 PM) 
ARBS-RG sent an email to Ille customer. 

Hi -

Thank you lor sending Ille requested inlormation. Have you decided if you would like to move lorward with Ille repurchase? Do you have any questions aboot Ille ott...- two offers? 

Thank you, 

Created By: Raven Giddens (1217/2018 3:27 PM) 
ARBS-RG received and attached Ille payoff and payment history • 

Created By~ Raven GjsJdco3 (1217/201811:34 AM} 
ARBS-RG sent an email to Ille customer. 

I wanted to email you Ille figures as well lor you to look over. Please let me know if you have any questions. 

Down Payment $3,000.00 
Additional Payments $4,386.65 

Total Amounts Paid $7,386.65 

Less Usage $1,790.51 

Total Deductions $1,790.51 

Total Refund $5,596.14 

Thank you, 

;~:~~~a~~n~~
1:C~11 UT fYl 

~!!S;R<?: contact~T~guage lilk 

ARBS-RG stated ARBS rece;ved tt,e requested inlormation but appears to be missing Ille payoff and ien holder release agreement 

C stated c does not know how to get Ille payoff 

ARBS-RG slated c will contact Ille lien holder lo request a 30 day payoff willl daily interest charges 

C stated c sent Ille payment history 1Mlich had Ille loan balance 

ARBS-RG slated Ille loan balance expired at lllis time 

C stated c will call and get Ille document 

ARBS-RG lllanked c and asked if c has any questions about Ille offess 

C stated c just wants to know how much c wil get back fur Ille repurchase 

ARBS-RG staled c will get $5,596.14 back 
ARBS-RG slated Illa! out of Ille payments and down payment Ille mileage fee of $1 ,790.51 has been deducted 

C statedok 
C stated c will send Ille document later today by email 

ARBS-RG lllanked c 
Call ended mutualy 

Created By~ Raven GjsJdcD3 (1217/2018 8:44 AM} 
ARBS-RG notes repurchase figures: 

Down Payment $3,000.00 
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Case: ---Salesforce - Unlimited Edition 
Additiooal Payments $4,386.65 

Total Amounts Paid $7,386.65 

Less Usage $1,790.51 

Total Deductions $1,790.51 

Total Refund $5,596.14 

Created By: Raven Giddens (12/7/2018 8:42 AM) 
Mileage Calculation: 

35,000-1 ,750 rebate = 33,250 

6,462 / 120,000 X 33,250 = 1,790.51 

Created By: Raven Giddens (12/7/2018 8:26 AM) 
ARBS-RG received an email from Ille customer with photos, registration, VSC Doc, Payment Hislay and Bill of Sale 

Created By: Raven Giddens (1214/2018 5:01 PM) 
ARBS-RG sent an emai to Ille customer. 

Hi -

Page 4 of 7 

Thank you for speaking willl me today. Please review the attached intent Leite< and provide tile requested infonnatioo for the repurchase or replacement offer. If you would fike to move fO<ward with the settlement I will 
only need a copy of Ille ctrTent vehicle registration. 

Settlement If you decide to keep the vehicle, I can offer a $3,000 cash settlement The settlement will not void any warranties and rt yot..-coocems were to come back in Ille future or rt you late< decided you no longer 
want to wait for a fix. this option will not ex~ t you from a repurchase or replacement tf future concerns result in a repurchase or replacement, the settlement amount will be included in the figures as a deduction➔ It can 
take 2 to 5 days for you to receive the settlement check depending oo how long ~ takes you to have the settlement form signed and notarized. 

Re!)lacement/Refinance: With the replacement you would go to the dealership to pick oot a new Nissan. It will have all the same options and trim level as your current vehicle. Any extra options added will be included in 
the refinance amount We will oorr--,are the MSRP of your current car to the replacement vehicle's MSRP and any upgrade amounts will be in duded in the refinance amount 
You will take possession of Ille new vehicle oo the day of surrender. On this day you will bring your current vehicle (rt will be inspected for damage), you will sign paper,vor1( and you will leave with your new vehicle. 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. P1ease note there is a mileage fee included in the 
replacement figures that will also be added to the refinance amount 
(For lllis option you wil refinance your current payoff amooot, plus upgrade in MSRP and the mileage fee for Ille rei,lace<nent car). 

Repurchase: Once I obtain Ille requested documents, I wil review to see n you are due a refmd and let you know what that refund would be. I will add up all payments you have made so far which include the monthly 
vehicle payments, down paymen~ or trade in. From Illa! amount 111..-e will be deductions which will include the mileage fee and rt you .,..-chased any :l<d party warranties, accessories, GAP or have negative equity. 
Please keep in mind if you are in a cash negative situation you coutd owe Nissan money k>r a repurchase. This option can take up to 4 to 6 weeks and is dependent on how long it takes to receive ctoasnents and process 
papefWOO(. 

If you added any accessones or rt the<e is any damage to Ille vehicle, it will need to be put back to factory speaficatioo before surrendering it for a repurchase or re!)lacement. 

Thank you, 

Created By: Raven Giddens (1214120lQ f'f3 fflf) 
ARBS-RG placed outbound caD to c at 111 II •1 
ARBS-RG contacted CTS language Ulk ... _.. . . 
ARBS-RG informed c Illa! ARBS is cali ng regarding the case and IMlderstands c is requesting a repurchase or replace<nent 

C ccnfirrned 

ARBS-RG informed C Illa! ARBS has lllree offers available 
ARBS-RG stated Ille Int offer is a $3,000 cash settlement 
ARBS-RG stated the cash settlement wil not void any warranties and if concerns oome back in the Mure c will not be exempted from requesting a repurchase or replacement 
ARBS-RG staled rt future coocems resulted in a repurchase or replacement the settlement amount will be deducled from figures 
ARBS-RG stated with this option c wil notarize a settlement agreement and ARBS will prepare to send the check 

C understood 

ARBS-RG informed c Illa! Ille second offer is a replacement 
ARBS-RG asked who the vehicle is financed with 

C stated a 3rd party 

ARBS-RG explained Illa! c will remance the current payoff amount as wel as upgrade in MSRP and the mileage fee 
ARBS-RG explained Ille MSRP fee and mileage fee 

ARBS-RG informed c Illa! Ille last option is a repurchase 
ARBS-RG stated Illa! Nisan wil pay off Ille loan and money back in e's pccl(et wil be determined by what c has put into the loan and there will be deductions 
ARBS-RG explained what is added up and what is deducted 

C asked rt c can speak with e's wife about this 

ARBS-RG agreed and stated wil email this information to c and attach a letter that list what is needed to move forward 

C lllderstood and confirmed the email oo file is oo«ecl 

ARBS-RG thanked C 

Call ended mutuaDy 

Created By~ Macia Cnropa 112131201a 4:29 PM) 
-CASE SUMMARY__._.. 
C stated C wants to speak with case owner. 
SPARCAS-MC sent a Task to Case's Owner informing of C's ca8. 

Created By: Maria Cumpa 11213/2018 4:29 PM) 
SPARCAS-MC VERIAED Accoont Info including: C's name, home & email address, cooce<n, phone. 
SPARCAS-MC CHECKED for open recaDs/campaigns and folnl: 
Previous UNRELATED Case(s) and tou . 
Previous RELATED 
Last and First name: 
Best Contact#: 

SPARCAS-MC received inbound cal from C. 

CONCERNS 

C inquired ~ •sowner. 

C stated case: -

SPARCAS-MC inquired C reason tor the call? 

C stated is returning call. 
C stated missed can. 

SPARCAS-MC provided C ARBS phone number documented oo case. 
SPARCAS-MC advised C will send an emai informing C called. 

C lllderstood and app,edated assistance. 

SPARCAS-MC provided C ID. 
SPARCAS-MC offered further assistance and C declined. 
SPARCAS-MC and C eoded call rrutually. 

Created By: Raven Giddens (12/312AJ3 J"1J ?1) 
~!!S;R<?: placed ~ !8 to c at11111 •• 
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Case:- ~ Salesforce - Unlimited Edition 
~~=-~=~:ma=;. messar slam ARBS is caling regarding the case pertaining to the 2018 Nissan Rogue 

Created By: Raven Giddens (11/29/2018 7:53 A"II,,,,,... 
•- • .,._,.CLONE CASE_...._ .. _......_.__._ 

Created By: Raven Giddens (11/29/2018 7:53 AM) 
ARB~RG notes the following repair history: 

1 visit for vehicle dying whi e driving: 
1st visit unable to duplicate at 3,540 mies 

1 visit for a burnt oil smell: 
1st visit unable to duplicate at 3,540 miles 

2 visits for navigation resets on its own/cuts out 
1st visit unable to duplicate at 3,540 mies 
2nd visit SOP at 30,960 miles 

3 visits for llellide slowing down oo its own whie drivingFEB activates intermttently: 
1st visit no problem fo<lld at 6,462 lriles 
2nd visit concern not verified, peffonned programming of laser radar control unit at 23,957 miles 
3ld visit perfonned radar reprogram,w,g and lane camera alignment at 30,960 miles 

1 visit for thump sound when accelerating: 
1st visit unable to duplicate at 30,960 mies 

2 visits for drive< side seat buckle not releasing property: 
1st visit SOP at 22,549 miles 
2nd visit replaced driver front seat belt buckle at 30,960 m ies 

State: CA 
Total days down: 36-verified with time stamps 
In service: 4/22/2018 
Last reported mieage: 30,960 
No open campaigns foood 
No warranty cases found 
1 additional CA cases found 
1 tech tine case fo<lld 
1 VSC for customer found 
1 DTS found 

Created By: Raven Giddens (11/29/2018 7:52 AM) 
ARBS-RG notes the following RHR: 

05/14118@3,540 miles. RO ~ 8 days down 
Concern: 
1. Customer states that the vehicle died on customer 2 times. Customer was driving 15 n--,h and the car shut down and all lights on dash came on. Happen on. 
2. Customer states that there is a bumt oil ~ I. States transmission smell. States after a 30 mile drive 
3. Customer states when driving the navigation system will reset itself 
Action: 
1. Unable to duplicate customers concern. Upon inspection, found customer operating llellicle with pro-pilot assist enabled causing vehide to slow down with traffic in front automatically. 
2. Unable to duplicate customers concern. Test drove vehicle for more than 30 miles and no oil burnt smel was found. 
3. Unable to duplicate 

06/05/18@6,462 miles. RO #- 7 days down 
Concern: 
1. C states whie driving oo the freeway traveling 50 MPH, the vehicle slowed down by itself an abnormal moaning sound occurred and passenger side seat belt locked. 
Action: 

Page 5 of 7 

1. Turned on all ~pilot assist function and road test vehicle. Confirm pro pifot system is functioning property. The vehicle speed increase and decrease base on distance and all warning chimes are active during lane 
motion and emergency brake warning. Chedced for codes, none stored. Please advise to the customer to get familiar with the pro pilot system before using it 

09/15118@22,549 lriles. R0--2 days down 
Concern: 
1. Customer states the he has a hard time unbuckling 
Action: 
1. Sop in, removed drive< front seat and removed seat belt buclde, fo<lld sop different than part removed from vehicle. Parts incorrect, installed all components back into vehicle and sop re <Xdered. 

09/26,118@23,957 lriles. RO ~ 1 day down 
Concern: 
1. Customer states the front forward braking activates intermittently, customer road test with Keith from Nissan. 
Action: 
1. Customer road tested with DTS, customers ooncem not verified on test drive, OTS advised to check bulletin for part number match, part number for laser radar oontrol unit matches that of bulletin. Performed 
programming of laser radar control unit and test drove vehicle, no abnormalities found during test drive 

11/12/18@30,960miles. R0# - 8days down 
Concern: 
1. Customer states front forward braking activates intennittentty, cJs this has been an ongonJ concern 
2. C/s radio/navi sa-een blacks out while vehicle is in motion 
3. C/s when driving on stop and go traffic cJs he accelerates to increase speed r.Js a realty loud ~ sounds occurs from front of engine bay 
4. C/s drivers side front seat belt buckle will not release 
Action: 
1. Verified customers concern. 'Mlile on the freeway, front colision warning is flashing. No obstacles were in front of vehicle. No OT Cs were follld. Performed radar reprogramming from previous visit. Reoonmend 
perlorming lane camera alignment. Spoke with tedlline and agreed with recommendation. Perfooned lane camera alignment. Process completed. Printout is attached to W<X1< <Xder. Test drove vehicle. And no issues 
were found at the moment 
2. SOP audio un~ 
3. Unable to verify customers concern 
4. Rei,laced drive< front seatbelt buckle 

Created By~ Nicki Raaor (11/2812018 7:15 AM) 
ORTS received the RHR. The RHR was assigned to ARBS raven giddens for review 

Created By~ Macia Comoo 11112112018 5:32 PM) ~~~~~f~~~l:ril!IIJ.:;:=:::g:rposes.• 
SPARCAS-MC authenticate C's account including: C's name, home & emai address, phone#. 

SPARCAS-MC advised C case was escalated to ARBS and any updates will be informed by Nov 30,2018. 

C stated thank you. 

SPARCAS-MC inquired C where is YEH? 

C stated with C. 

SPARCAS-MC offered further assistance and C dedined. 
SPARCAS-MC and C eoded call mutually 

Created By: Maria Cumpa 111/27/2018 5:26 PM) 
SPARCAS-MC subrmted RHR. 

Created By: Maria Cumpa 111/27/2018 5:26 PM) 
ROs dates were verified. 
SPARCAS-MC attached the following Documents to the case: 

1.ROS 
2.DLR_ROs 
3.RHR 

Created By: Macia Cumpa 111n112018 5:14 PM) 
RHR ADDITIONAL INFORMATION: 
How many times has the customers vehicle been to the dealertretailer for repai.rs?4 
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Case:- ~ Salesforce - Unlimited Edition 
•What repan were perfooned? CAR SHUT DOWN AND ALL LIGHTS ON DASH CAME ON, TRANSMISSION SMELL, NAVIGATION SYSTEM WILL 
RESET ITSELF, SEAT BELT BUCKLE FAILED, FRONT FORWARD BRAKING ACTIVATES INTERMITTENTLY, RADIOINAVI SCREEN BLACKS OUT. 
•How many days has the vehicle been kept out of se<Vice at your dealer lor repan? 35 days 
•Has !hero.site CA Technical Specia•w (G3J§) Ir' in~ 
•Has TECH LINE been involved? Yes 1■■1■■■1■■■■11,I, also OPIC: -
•Has a Dealer Technical Specialist (DTS) been im,ooed? Yes DTS on 9/26/2018 

Created By: Oscar Rodriguez (111271201810:41 AMI 
-CASE SUMMARV---
C contacted Nissan CA requesting assistance with: CASE FOllOW UP. 

SPARCAS-OR Started task for case owner. 

Created By: Oscar Rodriguez (111271201810:41 AM) 
SPARCAS-OR VERIFIED Account Info including: C's name, home & emai address, phone# & best contact# 
SPARCAS-OR VERIFIED VEH Info including: Warranty & Service History 
SPARCAS-OR CHECKED lor open recalls/campaigns and found: NONE 
SPARCAS-OR CHECKED lor previous UNRELATED Case(s) and folm: NONE 
SPARCAS-OR CHECKED previous RELATED Case(s) and found: NONE 
SPARCAS-OR NOTED concern is: Speak to case owner I case lollow up 

C Wanted to know status of case. 

SPARCAS-OR lnfooned C that case stil being worked on. 
SPARCAS-OR Provided next follow up 11127. 

C Agreed and understood. 
C stated C sent some photos. 

SPARCAS-OR Didni see any attachements lor photos. 
SPARCAS-OR Advised C to wait for call from case owner. 

C Understood. 

SPARCAS-OR Asked C ~ C had any other questions. 

C stated no. 

SPARCAS-OR Thanked c 1or cali ng 1iit 
SPARCAS-OR verified best cootact # 

Created By~ Macia CIIWPft 111/2312018 9:09 AM} 
SPARCAS-MC received reply from SD Simon Hwang with the following information: 

1. Are there currenfly atf'f OPEN ROs? Yes 

; ~ ::~~tZ::.th~-=~11~ PROVIDED. ~ 
4 . Expected completion date?VEHICLE COMPLETED AND PICKED U P BY CUSTOMER 11.21.18 
5. Is the dient i'I a loaner vehicle? NO 

VEHICLE DOWN 9 DAYS TOTAL 
ROS attached to the email. 

Created By~ Macia C!IOOPft 111/21/2018 4:24 PM) 
SPARCAS-MC sent an e mai to DLRSH SD Simon Hwang inquimg ROs and answering some questions. 

Created By: Maria Cumpa 111/21/201812:50 I' .. 
SPARCAS-MC re<eived ~ RO# 
SPARCAS-MC attached R~ o the case. 

Created By~ Macia Compa I11n1I201a 11:55 AM) 
SPARCAS-MC VERIFlED Account Info including: C's name, home & email address, concern, case's owner. 
SPARCAS-MC CHECKED for open recalls/campaigns and folm: NONE 
Previous UN RELATED Case(s) and lou 
Previous RELATED 
Last and First 
Best Contact# 

SPARCAS-MC received inbound cal from C. 

CONCERNS 

C inquired appeal ARBS decision- VEH is at DLRSHP. 
C stated RHR was denied. 
C stated is not safe with VEH 

SPARCAS-MC asked C what issues C was havr,g with VEH? 

C stated DLRSHP could duplicate C's VEH concerns. 
C stated VEH is at DLRSHP since Nov 12,2018 
C stated DLRSHP SA Jaime Ramirez told C: 
1. Radio wil be rei,lace- part was adered in three weeb. 
2. Seat belt will be replaced. 
3. VEH noises were duplicated by OLRSHP 
4. VEH stops by itsett were duplicated by OLRSHP 

SPARCAS-MC apologized lor the inconvenience. 

C stated DLRSHP toid C can pick VEH 

SPARCAS-MC inquired C How C would like to be assisted by NNA? 

C stated is not safe with VEH 
C stated want to return VEH to NNA. 

SPARCAS-MC explained process and would take 10 business days. 
SPARCAS-MC advised C keep wor1<ing with DLRSHP/ DTS tt is needed on C's VEH repaira in case of Buyback is denied. C agreed. 
SPARCAS-MC advised C cannot promise anything and C understood. 
SPARCAS-MC inquired C some questions: 

Why do you want to return the vehicle to Nissan North America? C STA TEO IS NOT SAFE WITH veh 
Where is the vehicle currenfly? TODAY Nov 21, 2018 WILL PICK VEH FROM OLRSHP 
Are you currently in a rental vehicle? NONE 
Where was the vehicle purchased? PREMIER NISSAN 
Was it pexchased new or used? NEW. 
If used, when was the vehicle purchased? NIA 
Where is the vehicle se<Viced? PREMIER NISSAN 
Has the vehicle been taken to multiple Nissan dealers Of not? NOT ONL y PREMIER NISSAN 

SPARCAS-MC advised C will start investigation and will call C to inquire any additiooal information required and /or inform C case status. 
SPARCAS-MC inquired C ROs from OLRSHP. 

C stated thank you. 

SPARCAS-MC provided C case number and ID and direct phone number. 
SPARCAS-MC offered further assistance and C declined. 
SPARCAS-MC and C ended call mutually 

Created By: Macia Cumpa 110/31/201811:54 AM) 
SPARCAS-MC is closing case pending C cootact. 
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Case:- ~ Salesforce - Unlimited Edition 
Created By: Macia Curopa 1101311201& 11:53 AM} 
--CASE SUMMARY-•• 
C stated has RHR before /OTS inspection. 
C stated last time VEH was at DlRSHP at DTS inspection. 
C stated is not safe with VEH. 

--STATEMENT OF DECISION -
SPARC AS-MC advised C take VEH to DLRSHP for diagnose. 
SPARCAS-MC advised C to speak with SM at DLRSHP in oroe, to duplicate C's VEH concerns to appeal ARBS resolution. 

Created By: Maria Cumpa 110/31/201811:40 AM) 
SPARCAS-MC VERIAED Acoount Info including: C's name, home & email address, concern, phone#, VIN#, mileage. 
SPARCAS-MC CHECKED for open recalls/campaigns and foood: NONE 
Previous UNRElATEOliiiiiilifliase(s) and . 
Previous RELATED · 
Last and First name: 

~ c:~~-- :mr rr ,c 2018 

SPARCAS-MC re<eived inbound cal from C. 

CONCERNS 

C stated has RHR before /OTS inspection. 
C stated is not safe with VEH. 

SPARCAS-MC inquired if C is VEH owner? 

C stated yes. 
C inquired update C's account. 
C provided current VEH miles. 

SPARCAS-MC asked C what issues C was having with VEH? 

C stated had case ~ 
C stated Ricardo told C callback if C's VEH concerns stil on. 
C stated VEH still having problems -slops suddenly. 
C stated VEH is UBER and waits with dients 
C stated is not safe with VEH. 
C stated no activate sensor. 

SPARCAS-MC ar,aogized for the inconvenience. 
SPARCAS-MC inquired C How C would like to be assisted by NNA? 

C stated want replace VEH for another ooe. 

SPARCAS-MC inquired C if VEH was at DLRSHP after NNA provided resolution? 

C stated last time VEH was at DlRSHP was at DTS inspection. 

SPARCAS-MC explained other option that Volunteer surrender would affect credit also with DlRSHP will change price and C understood. 
SPARCAS-MC advised C take VEH to DLRSHP for diagnose for appeal ARBS decisioo. 
SPARCAS-MC advised C to speak with SM at DLRSHP in oroe, to duplicate C's VEH concerns to appeal ARBS resolution. 

C undefstood and appreciated assistance. 

SPARCAS-MC provided C case numbe<, ID, also survey information. 
SPARCAS-MC offered further assistance and C dedined. 
SPARCAS-MC and C ended call mutually. 
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Case Categorizations 

Action c.... Categoriza,tion # Catego<yllescription $~Description Symptom Oesoriptioo 

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 

BRAKES 

INTELLIGENT BRAKE ASSIST UNABLE 
(IBA) DIAGNOSE/DUPLICATE 

GEN. BRAKE COMPONENT(S) ~~~~PROPER 

26 

03 

AUDIO/VIDEOINAVI NAVI VIDEO MONITOR PREMATURE WEAR/FAILURE 11 

PREMATURE WEAR/FAILURE 15 
RESTRAINT 
SYSTEM 

FRONT SEAT BELT 

Nways show me more records per related list 

10/31/2018 WT 

11/27/2018 YX 

11/27/2018 WA 

11/27/2018 WA 

AD 

AD 

AA 

BK 

Copyright© 2000-2020 saleslorce.corn, inc. Al rights reserved. ) Privacy Statement I Security Statement I Tenns of Use 1508 Compliance 

OA 

OA 

OA 

OA 

Forms Help 

6/2/2020 



Case:---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 Detail 

Account Name 

Contact Email 

Home Pl1one 

Letter Se-nt Date 

Letter Received Date 

Follow Up Date 11/14/2018 

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 

C....Owne< 

Type 

Case Origin 

Executive Refenal 

Exee>Received-Oa.te 

• Brandoo Seay 

CA 

Phone 

Status Closed 

Datelrme Opened 10/31/2018 11 :47 AM 

Date/Tome Closed 11/14/2018 8:43 AM 

Multiple Repairs No 

Executive Summary 

Texting Status Executive Actions To Resolve 

Case Reopen Count 0 

Description C is seekilg RHR due to VEH stalling on C. 

Call Script 

Who contacted u.s? Consumer 

#Vehicles Owned 1 

Vd'liele Purchased New 

Pre-Owned Initial Mileage 

Current Mile- 900 

Incident Codes. IIR REQUIRED 

lncidef'lt Date 

Sent to legal 

Accident 

Asbag 

Fire 

IIR lndic.ator 0 

IIROate 

HR 

Vehicle Information 

Vehicle 

Model Year 2018 

Make NISSAN 

Model Line ROGUE 

Model Code 22218 

Dealer Detai l 

ease Servicing Dealer RAMSEY NISSAN 
Case Servicing Dealer Region Northeast Region 

Bluetooth 

Related Items 

Responsible District 05 

SharedWrth 

Phone Carrier 

Phone Manufacturer 

Reported From 

Issue Categories 

Approwd Ched< Reques1s $234.00 

Vehicle Maintained Location RAMSEY 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 10/31/2018 

RHR C«npleted 11/5/2018 

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 O 

Oat.a Net 

Oatanet Deal« Date 

Oealff Instructions Service Oepl Review 

Requested Dealer Action FYI 

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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Case: ---Salesforce - Unlimited Edition Page 2 of 5 
Contact Name -

Sales & Service Campaign Specific Information 

Hot Alert Date 
Home Phone -

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:~ ONE: 
SN1AT2MV3J~ 

Derek Nicholson 10/31/201811:47 AM 

NNAill, 12/7/2018 9:56 PM 

Case Reco<d Type CA Oosed Case 

Days Closed 566 

Action c- NTSA 

What action was taken? 6A Vehicle Performs Normally 

Agent Comments 

Agent comments 11/12 close once check is approved. 

Agent Next Step 

IN: 

I Reopen Case I ! Clone Closed Case! 

Case History 

Dale 

11/14/2018 8:43 AM 

Iker 

Brandon Seay 

Action 

Changed Status from Open to Closed. 

Closed. 

Root Cause 

Root Cause Code 

Root Cause Code (2) 

Document ID 

11/13/2018 10:45 AM 

11/12/2018 10:40 AM 

11/9/2018 10:38 AM 

Brandon Seay 

Brandon Seay 

Brandon Seay 

Changed Follow Up Date from 11/13/2018 to 11/1412018. 

Changed Follow Up Date from 11/12/2018 to 11/13/2018. 

Changed Follow Up Date from 11/9/2018 to 11/12/2018. 

Show more • I~ 

Case Comments 

Pubic Convnent 

Created By: Brandon Seay !11/14/2018 8:42 AM) 
RCAS-BS is closing Case as no ftlther assistance can be offered at this time. 

- CASE SUMMARY-
C contacted Nissan CA seel<ing RHR due to VEH stalling on C. 

✓ RCAS-85 reviewed case with SM-Mike Conveftino and ARBS. 

•"STATEMENT OF DECISION"• 
RCAS-85 advised C Nissan has created a case to document C's concern, and this case wil remain in NNA's system➔ 

RCAS-BS stated NNA is not in the position to repurchase or replace C's VEH. 
RCAS-85 offered C 1 monthly payment reimbursement in the amoont of $234.00. 

Created By: Rrandop Seav (11/1312018 10:43 AM) 
Vehide Payment 
Details of the rewnbtnement: 1 monthly payment reimbursement 
C is eligible for 1 vehide payment ONLY. 

✓ ~=!~~$~34 00 
Approved by: NMAC 

!!!I. 
✓ created By~ Brandon Seav (11/131201810:40 1111 

RCAS-85 made receilled inbound cal from C at I II. 
RCAS-85 stated call may be reoorded for quality an traimng purposes. 
RCAS-85 asked C has C picked up VEH. 

C stated yes. 

RCAS-85 stated RCAS-BS would ike to reimbursement Ca monthly payment in the amount of $234.00. 
RCAS-85 asked C to verify mailing address. 

l!ll;ess: 
RCAS-85 stated great. 
RCAS-85 provided case and contact info. 
RCAS-85 asked C does C have any other questions for RC~. 

C declined. 

RC~ thanked C for time. 

SOSH 

Ca-se History Help 

Case Conments Help 
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Case:---Salesforce - Unlimited Edition 

Cati ended mutualy. 

✓ ~~~~':~ .:c:~ ~~=~~~~AM) 
✓ Created By: Brandon Seay !11/1~ 

RC= attempted to contact Ca~ tile VMX box was Jul. 

✓ Created By: Brandon Seay !11191"')JI 12-Y 8¥) 
RC= attempted to contact Cat ,11 1111111 ut tile VMX box was Jul . 

✓ Created By: Brandon Seay !1119/2018 10:36 AM) 
RC= re<:eived email from NMAC staling C's montllly payment is 234.00 

✓ Created By: Brandon Seay !11/9/2018 9:33 AM) 
RC= emailed NMAC asl<ing for C's montllly payment amomt. 

Created By: Brandon Seay !11/9/2018 9:32 AM) 
RC= piaced - call to DTS-Ben Foss. 

✓ DTS-BF stated DTS-BF made sure tllat VEH was up to date. 
DTS-BF stated VEH is operating as nom,al. 

Call ended mutuaDy. 

Created By: Brandon Seay !11/9/2018 8:54 AM) 
✓ RCAS-85 re<eived email from SM-Mike Conlleflino staling C picked up VEH today. 

SM-MC stated DLR was never able to duplicate C's concern and no repairs were made. Vehicle had the latest software 

Created By: Rrandop Seav (11/612018 2:43 pt.I) 
RC= made received inbound cal from C al,1111,11111 
RC= stated call may be re<Xlfded for quality and traimng purposes. 

C stated VEH has been down two weeks and C wants hatt montllly payment reimbursement. 
C stated DLR test drove C's VEH and C wants to be oorrc,ensated. 

RC= stated RCAS-BS would review for possible compensation. 

C trode<stood. 
C stated C needs denial letter asap. 

✓ 
RC= stated C should receive denial letter within 2-3 business day. 

C trode<stood. 

RC= stated RCAS-BS would folow up witll C no later tllan Friday, November 9111. 

RC= asked C does C have any otller questions for RC~S. 

Cdeclined. 

Cati ended mutuaBy. 

Created By: Brandon Seay {11/6/201u ·; l.'.IIP 

~g~ == :~~::i~ :.=•an! Lning purposes. 
RC= stated NNA regrets tile inoonvenience C has faced with VEH. 
RCAS-BS stated NNA is oot in the position to repurchase or replace C's VEH. 
RC= provided BBB Auto Line number. 

C stated what is NIS reoommeoding. 

RC= stated DLR could not duplicate C's ooncem. 
RC= apologized for tile inoonvenience. 

C stated C is in a deatll trap. 
C stated this is insutting to C. 

✓ RC= apologized. 

C stated C is going to get a lawyer. 

RC= stated RCAS.SS would ernai C where lawyer can send a letter of representation. 

C trode<stood. 

RC= asked C does C have any otller questions. 

C declined. 

RC~S thanked C for time. 

Call ended mutuaBy. 

Created By: Brandon Seay !11/6/2018 2:12 PM) 
RC= piaced outlx>ood call to Ramsey Nissan and spoke to S~ike Coovertino. 

s~c stated c is having a problem witl1 tile FEB performing strangely. 
S~C stated C has the latest software installed in VEH. 

✓ s~c stated s~c wor1<ed witl1 Tech line and DTS-Ben Foss. 
s~c stated DlR cannot duplicate C's ooocem. 

RC= trode<stood. 

Call ended mutuaDy. 

Created By: lacldyp Capeq (11/512018 10:36AM) 
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ARBS notes after careful consideration - At this time, NNA is not il a position to offer a repurchase or replacement of this vehicle, as the vehicle has not been subject to an unreasonable number of repair attempts for arry 
warrantable ooncems. NNA will continue to honor the temlS and conditions of all applicable warranties. 

ARBS recommends RCAS review case witl1 TI. and Region to disruss possible resolutions based on the speafics of tllis case. 

ARBS requests update ff any repairs are completed on veh 

Created By: lacldyn Capeq (11/5/201810:36AM) 
ARBS noting veh summary: 3 days down for recall campaign 

Undupiicated complaints: 
2 v for veh is getting poor gas mileage 
2 v for veh lacks power - it feels as ff tt is holding back 
1 v for gas pedal started shaking at 10 MPH and sounded fike a marble rolling in tile dash board 
1 v for veh suffered a loss of etecbical powe, whi e puli ng into a pa,1dng lot 

ARBS noting DTS-Ben Foss and T echtine involved - no dupiication of any ooncems 

Vehide acquired: NMAC Lease 
In Service Date: 917/2018 

Open ~ns: none 
Additional cases faun .. 
Tech line case found: 

DTS involved: Ben Foss 
vsc found: Nooe 
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State: NJ 

Total Approved Checks: Grand Totals (0 records) 

Created By: Jaci<lyn capers (11/512018 10:31 AM) 
ARBS noting SH: 

1 0/6/2018@ 538 miles under RO- days down: 3 
Concerns: 
1. C/S the veil is getting poor gas mileage 
2. C/S the veil lacks p<:Nle< - it feels as ii it is holding back 
3. Recall PC651 - Rear brake hose bracket 
Actions: 
1. E tech drove veh and ooted veh is wor1cing as intended 
2. CND 
3. Performed recal PC651 

10/23/2018 @913 miles under RO:- days down: open (NO PROBlEMS FOUND) 
Concerns: 
1. C/S wllile driving in a parl<ing lol at about 10 mph gas pedal started sl\aking, sounded like a marole rafing in tile dash board 
2. C/S when accelerating RPMs vary and veh does not seem to move according to how high tile RPMs go 
3. C/S veh has 900+ mL and she has had to filled tile tank 8 o, 9 times since she got ~ 
4. C/S veh suffered a loss of electrical power wllile puli ng into a parl<ing lot 
Actions: 
I . Open 
2. Open 
3. Open 
4. 0pen 

Created By: Nick i Barror (11/5/2018 7:42 AM) 
ORTS received tile RHR. The RHR was assigned to ARBS Jacklyn Capers for review 

✓ ~~~~~tt!:;::':.,w=itt~~: ~~512018 7:06 AM) 

Created By: Amaka Okafo, (1112/2018 3:49 PM) 
..-.--"'--CASE SUMMARv----•-
CUstomer is seeking assistance with concerns on case folow up 

Created By: Amaka Okafo, (1112/201 8 3 :49 PM) 
SCRR-AO VERIFIED Account Info including: C's name, home & email address, phone# & best contact# 
SCRR-AO VERIFIED VEH info in cluding: VIN#, Current Mileage 
SCRR-AO CHECKED for open recalls/tarr4)8igns and found: 0 
SCRR-AO CHECKED for previous UNRELATED Case(s) and found: 0 
SCRR-AO CHECKED for previous RELATED Case(s) and found: 0 
SCRR-AO NOTED Concern is: case follow up 

SCRR-AO received inbomd cal from C-

C stated case was sent to RCAS 
C stated CC has tried reaching agent 
C stated C was supposed to receive email from RCAS to be able to reach RCAS directly 
C stated C has question and didn't receive any email 
C stated C got bil and C doesni have car 
C stated C wants to know ii to pay bil as pay is due on 7111 

SCRR-AO noted 
SCRR-AO advised C tllat case would be ~ ted and email sent to case agent 

Cagreed 
C denied further assistance 
C thanked CRR-AO for information provided 

SCRR-AO gave C CRR-AO first name & I 

Call ended mutualy 

✓ ~~~~~-~~1~~~1• rr nu 

well as case# 

RCAS-BS VERIAED C's name, home & email address, current mileage and phone. 
RCAS-BS VERIFIED servicing dealefhetailef: RAMSEY NISSAN 
RCAS-BS CHECKED for open recals/campaigns and fomd: nooe 
Previous UNRELATED Case(s) F~ 
Previous RELATED Case(s) Found:- ECH LINE 

~~~"1;'~t:er~edforqu~lity8!1~~~;• 

RCAS-BS stated RCAS-8S was C's RCAS, case manager, and point of contact. 

C stated C pulled into a par1<ing garage. 
C stated tile whole VEH stalled and made a huge noise. 
C stated tile VEH did not move and VEH went dead. 
C stated C dropped tile YEH off a week ago yesterday. 
C stated C is kind of at a standstill. 
C stated tllis could happen at arry point and time. 
C stated tllis has happened to otller people . 
C stated NNA needs to issue out a recal. 

RCAS-BS apologized for tile inconvenience C is facing w~ YEH. 
RCAS-BS asked C was Con a hil in tile par1<ing garage when VEH stopped on C. 

C stated C was going straight through and made a tlMTI in tile garage and VEH stopped on C. 
C stated C is afraid n is more tllat one tiling wrong - tile YEH. 
C stated someone got rear ended in the same situation C saw online. 
C stated C wants out of C's VEH. 

Why do you want to refum the veil to NNA? 
C stated C needs a VEH. 
C stated C could of died ii YEH shutdown on C like this on the highway. 
Where is tile veil currently? f,J DLR 
Where was tile veil purchased? Ramsey 
Was it pexchased new or used? New 
Where is the veh serviced? Ramsey 

C stated C is driving a loanef YEH. 
C stated C is paying for tilings tllat C doesn\ have. 
C stated C would like to be OO<r4)enS8ted for C's lost. 
C stated C's XM radio free trail was a major saling poinl 
C stated ii NNA rejllaces VEH would C get XM radio. 

RCAS-BS stated RCAS-8S would review C's case to see ii NNA would offer any GW. 

Cl.llde<stood. 

RCAS-BS stated RCAS-8S would email case and contact number to C. 
RCAS-BS asked C does C have any otller questions for RCAS-8S. 

Cdeclined. 
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Case:---Salesforce - Unlimited Edition 
RCAS-85 thanked C for time. 

Call ended mutualy. 

✓ ~~=~~~~~%=~~=open RO. 

✓ 

Created By: Br andon Seay (11/1/20181:43 PM) 
RCAS-85 placed outlx>ood call to Ramsey Nissan and spoke to SM-Mike Coovertino. 

SM-MC stated C claims that VEH suddenly stopped and staled. 
SM-MC stated DlR has no duplication of C's complaint. 
SM-MC stated SM-MC has been informally1"00ting with DTS-Ben Foss. 
SM-MC stated there is a Tech lre case open. 
SM-MC has not been able to duplicate C's concerns. 
SM-MC stated C doesn\ feel safe driving this VEH. 

How many times has the customers vehicle been to the dealertretailer for repairs? 
2 
What repairs were per1ormed? 
none 
Are there cmenUy a,ry OPEN ROs? Yes 

Is the vehicle currentty at the dealership? 

How many days has the vehicle been kept out of service at yoor deale< for repairs? 
VEH has been at DLR silce October 23.-d 

Has lECH LINE been involved? Yes 

Has a OealerTe<hnical Specialist (DTS) been involved?Yes 

SM-MC stated there is a buletin out about unwanted braking to FEB. 
SM-MC stated DlR performed bulletin. 

RCAS-85 undefstood. 

Call ended mutualy. 

Created By: Derek Nicholson (10/311201811:54 AM) 
"CASE SUMMARY•• 
ORR-ON sending case to RCAS for ftl1her assistance. 

C stated C wants NNA to replace C's VEH. 

Created By: Derek Nicholson (10/31/201811 :54AM) 
ORR-ON VERIFIED Account infoonation including: C's name, home & e-mail address, 
phone numbe< & best contact numbe< 
ORR-ON VERIFIED VEH Information including: VIN ti, CUrrent Mileage 
ORR-ON CHECKED for open recalls/campaigns and found: 0 
ORR-ON CHECKED for previous UNRELATED Case(s) and found: 0 
ORR-ON CHECKED previous RELAlED Case(s) and foood: 0 
CRR-ON NOlED concern is: VEH buyback request. 

CRR-ON received inbollld call from C 

C stated C was advised that the VEH's concerns cannot be duplicated. 
C stated C doesn1 feel safe in C's VEH. 
C stated C was having concerns with the eme,gency braking. 
C stated C feels the VEH is a death trap. 
C stated C wants something for C's trouble. 
C stated C was speaking to the service manager Michael and tedlnician Eddie. 
C stated C wants to have the VEH replaced. 

ORR-ON advised C that the case would be sent to RCAS and would follow 14> with C by the end of the business day 11/01/18 regarding C's concern. 
ORR-ON asked C if there was anything else CRR-DN could assist with. 

C declined. 

ORR-ON provided C with agent 1Dllllllll,oo case nu-­

C undefstood 

Page 5 of 5 

Case Categorizations 

Adion ~ ~ # Catego,y Description Subcategory Description Symptom Description 

UNABLE 
DIAGNOSE/OUPLICA lE 

Case Categorizacons Help 

Major Component Code Category Date Symptom Code Categ«y Code Subcategory Code Concern Code 

BRAKES 

Forms 

No records to display 

A Back To Top 

GEN. BRAKE COMPONENT 
(S) 

03 

Nways show me more records per related list 

10/31/2018 WT 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 

Account Name 

Contact Email 

Home Pl1one 

Letter Se-nt Date 

Letter Received Date 

Follow Up Date 121312018 

Supporting Documents 

CA Muttiple Repairs 

Social Media Involvement 

Martiz Custome< Id 

Case O#nH location Murfreesboro 

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

J Reopen Case 11 Clone Closed Case J 

C....Owne< . harityTrull 

Type CA 

Case Origin Phone 

Executive Refenal 

Exee>Received-Oa.te 

Status Closed 

Datelrme Opened 10/31/2018 2:10 PM 

Date/Tome Closed 12/3/2018 11 :16 AM 

Multiple Repairs No 

Executive Summary 

Texting Status Executive Actions To Resolve 

Case Reopen Count 0 

Description C is having concerns with C's NAV Unit 

Call Script 

Who contacted u.s? Consumer 

#Vehicles Owned 1 

Vd'liele Purchased New 

Pre-Owned Initial Mileage 

Current Mile- 5,500 

Incident Codes. IIR REQUIRED 

lncidef'lt Date 

Sent to legal 

Accident 

Asbag 

Fire 

IIR lndic.ator 0 

IIROate 

HR 

Vehicle Information 

Vehicle 

Model Year 2018 

Make NISSAN 

Model Line ROGUE 

Model Code 22018 

Dealer Detai l 

ease Servicing Dealer GBFGOBIS MIBS 
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 GREGORIS MTRS 

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 Service Oepl Review 

Requested Dealer Action FYI 

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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Case:--Salesforce - Unlimited Edition Page 2 of 4 
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:~ONE: 
SN1AT2MV4J~ 

Eric Fowler 10/31/2018 2:10 PM 

NNAill, 12/17/2018 9:07 PM 

Case Reco<d Type CA Oosed Case 

Days Closed 547 

Action Code NT8H 

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

Agent Comments 

Agent Comments 12/3 Get OTS in\lOlved. ask about iphone rembursement 

Agent Next Step Dealer 

IN: 

I Reopen Case I ! Clone Closed Case! 

Case History 

Use< Action 

Root Cause 

Root Cause Code 

Root Cause Code (2) 

Document ID 

Dale 

12/3/201811:16AM 

12/3/201811:16 AM 

Brandon Seay 

Brandoo Seay 

Olanged Case Owner from Brandoo Seay to Charity Trull. 

Olanged Status from Open to Closed. 

11/28/2018 10:19 AM 

11/26/2018 3:32 PM 

Show more • I~ 

Case Comments 

Public Comment 

Brandon Seay 

Brandon Seay 

Created By: Brandon Seay (12/3/201811 :15 AM) 

✓ 

RCAS-BS is closing Case as no further assistance can be offered at this time. 

"'CASE SUMMARY-
C contacted Nissan CA having conoerns with C's NA V Unit 

RCAS-BS reviewed case wi1h SM-Bob Dolen and DTS-Kevin Mackay. 

DLR is not able to duplicate C's concern. 

-STATEMENT OF DECISION-

Oooed. 

Olanged Follow Up Date from 11/28/2018 to 1213/2018. 

Olanged Follow Up Date from 11/26/2018 to 11/28/2018. 

RCAS-8S advised C Nissan has created a case to document C's concern, and this case will remain in NNA's system. 

created By: Brandon $••v 1121311••• WP 0111 
RCAS-BS placed outbound call to c at111111111 nd spoke to C's pa,tr,e, 
RCAS-BS stated call may be recorded tor quatity and trailing purposes. 
RCAS-BS stated RCAS-BS spoke to SM-Bob Dolen. 
RCAS-BS stated unfortunately NNA could not duplicate C's concern. 

C stated Ctold DlR that DLR would not be able to replicate C's conoern. 
C stated what happened with C's phone. 
C stated the VEH shorted Cs phone out 

RCAS-BS apologized for the incooveoieoce. 
RCAS-BS stated NNA did not get diagnosis info statr,g that VEH shorted out C's phone. 

C stated Verizon told C that 
✓ C stated this is a known concern. 

C stated C would i ke tt to be documented in the account. 
C stated 75% of the time the conoern doesni happen. 

RCAS-BS recommended C to get a secood opinion. 

C understood. 

RCAS-BS asked C does C have any other questions. 

Cdeclined. 

RCAS-BS thanked C for time. 

Call eoded mutually. 

✓ Created By: Brandpn Se•v (1213/201811 :0JAMJ 
RCAS-BS placed outbound call to G<egoris Nissan and spoke to 5-Dolen. 

SCSV 

Ca-se History Help 

Case Conments Help 
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Case: - ~ Salesforce - Unlimited Edition 
SM-BO stated C complained about Aj)pje carplay not worl<ing. 
SM-BO stated C said the whole display went blank but the unit was fine. 
SM-BO stated DLR compared to other phones. 
SM-BO stated DLR updated AEB. 
SM-BO stated C corrc,lained about sittiig in pa...._- seat and not hearing bluetooth as well as C could in the driver seat. 
SM-BO stated eve<ything is performing noonaly. 

RCAS-BS understood. 

Call ended mutually. 

Created By: Brandon Seay (11/28/2M9 J9'Jf ON) 
RCAS-BS placed outbound call to C atll 11111■1 nd spoke to C's partner 

C stated DLR is not able to rei,licate C's concern. 
C stated the brakes randomly stop. 
C stated DLR is trying to rei,licate the brakes concerns as well. 
C stated the situation happens on different phones. 
C stated C ooesni know what is going to happen. 

✓ RCAS-BS apologized. 
RCAS-BS stated RCAS-BS would continue won<ing with DLR. 
RCAS-BS stated RCAS-BS would follow up with C no later than Monday, December 3.-d. 
RCAS-BS asked C does C ha,re any other questions. 

Cdeclined. 

RCAS-BS thanked C for time. 

Call ended rrutually. 

Created By: Brandon Seay (11/28/201810:12 AM) 
RCAS-BS placed outbound call to Gregoris Nissan and spoke to SA-Peter Beyer. 

SA-PB stated DLR is still diagnosing the VEH. 
✓ SA-PB stated could be a phone issue or the cords. 

✓ 

✓ 

RCAS-BS understood. 
RCAS-BS advised DLR to start TECH LINE case if need be. 

Call ended mutually. 

Created By: Brandon Seay (11126/2018 3:30 PM) 
RCAS-BS emailed DT=evin Mackay asking to call DLR about C's concern. 

Created By: Brandon Seay (111261'"1§ J J[ SIil 
RCAS-BS placed outbound call to C at 111 111111 
RCAS-BS stated call may be recorded for quality and trailing purposes. 

C stated C has an appoinbnent at the DLR tomooow. 
C stated C had to pay to get a new phone. 
C stated C gave receipts to get a new a phone. 

RCAS-BS understood. 
RCAS-BS stated RCAS-BS would follow up with C no later than Wednesday, Ncwembe< 28th. 
RCAS-BS provided contact info. 
RCAS-BS asked C does C ha,re any other questions for RCAS-BS. 

Cdeclined. 

RCAS-BS thanked C foc time. 

Call ended mutually. 

Created By: Hanah YaosJecJaao (11P't(Wlff 3"t9 EM} 
RCAS-HV placed outbound call to C atl11l■l1l1·••■•fCAS-HV advised the call may be recocded for quality and training 

C asked RCAS-HV to not call ■■■■l,s that is C daughter 
C stated that C is faith 
RCAS-HV understood and apologized 
RCAS-Hv asked rt C has been to a DLR 
C stated not yet 
RCAS-HV lllderstood 
C stated that C would call DlR today 
RCAS-Hv understood and stated that RCAS-HV wil call C on 11126 
RCAS-HV offered further assistance 
Cdeclined 
Call ended mutually 

✓ ~~~~~~~11,~ g~;rr:: rn r) 

✓ 

✓ 

✓ 

✓ 

✓ 

RCAS-HV left VMX stating RCAS-HV name, contact#, and C's case#. Requested a call back. and follow up for 11119 

Created By: Hanah Vanderlaan (1111 ) 
RCAS-HV placed outbound call to C at advised the cal may be reoocded foc quality and training 

RCAS-HV advised that RCAS-HV has never received any emails from C 
C stated that C sent it yesterday but C will send recipes again 
RCAS-HV stated that RCAS-HV spoke with DLR and that C needs to bring VHE to DLR to have DRL look at radio 
C understood and stated that RCAS-HV to cal Con 11115 
RCAS-HV lllderstood 
RCAS-HV offered further assistance 
C declined 
Call ended mutually 

Created By: N•a•b Y•Qded••o 11 "11'.WJ • 3·1 ou, 
RCAS-HV made outbound call to c •1111■111 
RCAS-HV left VMX stating RCAS-HV name, con ct#, and C's case#. Requested a call back. and folow up for 11115 

Created By: Hanah Vanderlaan (11/13/20181:22 PM) 
RCAS-HV placed outbound call to DLR and spoke with service adviser Maria 

RCAS_HV asked SA-Maria rt Chad brought in the VEH foc the radio concerns 
SA-M stated no 

Created By: Hanah Vanderlaan (11113/2018 11:01 AM) 
RCAS-HV placed outbound call to DLR and was to4d that the SM is not available 

~~~~~n;::~,~~ g11'.flt ntr 
RCAS-HV left VMX stating RCAS-HV name, con #, and C's case#. Requested a call back. and follow up for 11113 

Created By: KebKx Cbri3lianaen (11/6120184']! T\ 
RCAS-KC placed outbound call to C on ~ 

RCAS-KC ADVISED "This call may be reoocded for quality and training purpooes. • 

RCAS-KC advised the case is being reviewed further. 

C stated C is getting the receipts today. 

RCAS-KC lllderstood and wootd let RCAS-HV know. 

C understood. 
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✓ 

C declined furthe< questions. 

Call ended mutually. 

Created By: Hanah Vanderlaan (11/1/2018 3:19 PM} 
RCAS_HV sent email to C to request dOCOOlellls 

Created By: Hanah Vanderlaan (11/1/2018 3:18 PM} 
RCAS-HV made outbound call to C at 
RCAS-HV VERIFIED C's name, home & email address, concern, phone. 
RCAS-HV CHECKED for open recalls/can-c,aigns and fomd: 0 
Previous UNRELATED Case(s) Found: 0 
Previous RELATED Cose(s} Found: 0 
RCAS-HV ADVISED "This call may be reoorded for quality and training purpooes. • 

RCAS-HV stated that RCAS-HV is the case manager the case has been escalated too. 
RCAS-HV stated that RCAS-HV will be the point of oontact for C. 

RCAS-HV asked C to tel a little bit aboot what happens to radio 

✓ C slated that screen goes completely blad< until radio completely shut off 
C's phone was connected to the VEH and the radio shutting off shor1ed out the phone that C had connected 
C stated that C main concerns is that the VEH get repaired 
C slated that C only had VEH for 5 months 
C slated that C that C is upset about the phone too 
RCAS-HV undefstood and apologized 
C asked ii there was any sort of way C can be compensated for the phone 
RCAS-HV stated that RCAS-HV can review with some internal specialists and that RCAS-HV can review to reimburse for the phone 
C understood 
RCAS-HV advised that RCAS-HV will be sending C an emai that C can bounce back the receipts to RCAS-HV 
C understood 
RCAS-HV gave direct numbef and follow up for 11/06 
RCAS-HV asked ii C had further questions 
C declined 
Call ended mutually 

✓ ~~~~~~~~I~~ g~rn;; rrr z; 
RCAS-HV left VMX stating RCAS-HV name, contact#, and C's case#. Requested a call bacl<. and follow up for 11/05 

Created By:~ (10/31/2018 2:23 PM} 
' SUMMARY' 
C called to request assistance w/ unable to diagnose concern and incidental matters. 
CRR-EF forwarding to RCAS. 

Created By:~ (10/31/2018 2:23 PM} 
CRR-EF < VERIFIED> Account Info including: NAME, ADDRESS, EMAIL, PHONE & BEST CONT ACT 
CRR-EF VERIFIED VEH VIN, MODEL, MILEAGE, DLR 
CRR-EF CHECKED for open recalls/campaigns and lomd: 0 
CRR-EF CHECKED for previous UNRELATED cases and fomd: 0 
CRR-EF CHECKED previous related cases and found: 0 
CONCERN: Unable to diagnose/VEH Concern 

CRR-EF received inbound call from C's mother, henceforth referred to as C 

C stated Leased a rogue at end of may 2018 
C states, Since leased VEH, has had ooncems with central monitor/audio system 
C states, Monitor blacks out at random and comes back at an unspecified time. 
C states, has been trying to get the VEH diagnosed, and Dt.r has nol been able to find ooncern as ooncem is intermittent. 
C states, C is ooncerned as at one point tt blacked while C was using the carpjay feature and said incident caused the phone itsett to sho<t out. requiring a replacement of the phone. 
C states, C would like assistance in getting this repaired, and iwestigation into cause of short.out with posstility of reimbursement if possible. 

CRR-EF advised C, case would be forwarded to RCAS for review and C should receive a follow up before the end of the next business day. 

C acknowledged. 
BEST CONTACT: 

ORR-EF Provided Case ••• l,nd agent 10 
CRR-EF asked ii any other assistance could be offered at this time. 

Cdeclined 

Call ended mutually 

Case Categorizations 

Page 4 of 4 

Case Categorizations Help 

Action c..se # Catego,y Description S<lbcatego,y Description Symptom Oesc,ipfion 

AUOIOM DEO/NAVI NAVI VIDEO MONITOR UNABLE DIAGNOSE/DUPLICATE 

Maj<><~ Code Ca11tgory Date Symptom C- Category C-~ C- Concern Code 

11 10/31/2018 WT AA OA 

AUOIOM DEO/NAVI NAVIVIDEOMONITOR POOROR IMPROPEROPERATION 11 10/31/2018 YX AA OA 

Forms FonnsHelp 

No records to display 

A Sack 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) 
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Show Feed 

Case HislOf( [&l I Case Corrments 11221 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 12121/2018 

Suppo,t;ng Documents ✓ 

CA Muttiple Repairs 

Social Media Involvement 

Martiz Custome< Id 

Case O#nH location Murfreesboro 

Texting Status 

Case Reopen Count 

Description Executive Referral, 

J Reopen Case 11 Clone Closed Case J 

Voicemail to Vice President Dave Mazur, 
CUstomer called to express dissatisfaction with vehicle purchase. 

Call Script 

Who contacted us? Consumer 

I Vehicles Owned 1 

Vehicle Purchased New 

Pre-Owned Initial Mileage 

Current Mileage 300 

Incident Codes - UR REQUIRED 

Incident Date 

Sent to legal 

Accident 

Aobag 

Fu-e 

IIR Indicator 0 

IIROate 

HR 

Vehicle Information 

Vehicle JN1B.11CBnoo 
Model Year 2018 

Make NISSAN 

Model Line ROGUE SPORT 

ModelCooe 28418 

Dealer Detai l 

Case Senricing Deale< RAMSEY NISSAN 

Case Servicing Dealer Region Northeast Region 

Bluetooth 

Related Items 

Responsible District 05 

SharedWrth 

Phone Carrier 

Phone Manufacture< 

Reported From 

Issue Categories 

App,-owd Check Requests $0.00 

CaseOwne< !JFredcfoe!S!!l9 
Type CA 

Case Origin Phone 

Executive Refenal ✓ 

Exee>Received-Oa.te 10/31/2018 

Status Closed 

Datelrme Opened 11/1/2018 9:15 AM 

Datetrme Closed 4/9/2019 10:50 AM 

Multiple Repairs No 

Executive Summary 

Executive Actions To Resolve REVIEW: CUstomer ca Bed to express dissatisfaction with vehicle 
purchase. 

Vehicle Maintained Location 

Previous Repair Date 

Previous Repair Location 

ACTION: case documented with concerns and awaiting CUstomer to 
provide VIN. 
RESOLUTlON: Closing case pending Customer contact. 

Related Vehicle Make Nissan 

XTIME Appointment Number 

Rollowr 

Property Damage 

Injury Letter 

Nlfflberlnjured O 

RHR Started 12/18/2018 

RHR C«npleted 12/18/2018 

Customet' Document Requested 

Date Requested 

Customer Document Received 

Date Received 

Part Number 1 

Beyond Basic Warranty Miles 1 0 

Beyond Basic Warranty Months1 0 

Beyond PT Warranty Miles 1 0 

Beyond PT Warranty Months1 O 

Data Net 

Datanet Dealer Date 

Dealer Instructions Sales Oepl Review 

Requested Dealer Action FYI 

Bluetooth Ticket Status 

Phone Model 

Phone Operating Sys-tern 

Goodwill Offered 

.J 
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Case: ~ Salesforce - Unlimited Edition 
VCAN 

Goodwill Processed 0 

Vehicle Service Contract 

Sales & Service Campaign Specific Information 

Hot Alert Date 

LS Response Tinle 

Vert>atims 
AJect Trigger Verbatim 

Survey Verbatim 

Dealer Action Histocy 

NNA Notes 

Customer ConversatKm Notes 

DTS Inspection 

VSC Reprint Request Email 

Contact Name -

Home Phone 

WotkPhone 

Mobile Phone 

Emai 

Alternate Email 

-
OTS Inspection Date DTS Inspection Date Confirmed? 

OTS Request Type Notes for OTS (Vehicle Concerns) 

Inspection Time/Notes Appointment Time: 

Notes to Agent 

System Information 

Subject CUSTOME- : PHONE: 
JN1BJ1CR 

Crea1ed By LaShondra Mason 11/1/2018 9:15 AM 

Last Modified By NNAfil, 4/9/2019 9:05 PM 

Case Record Type CA Oosed Case 

Days Closed 420 

Action Code 48 

What action was taken? 48 Customer Not Responding 

Agent Comments 

Case History 

Date 

Agent Comments 

Agef'lt Next Step 

User 

I Reopen Case 11 Clone Closed Case I 

4/9/2019 10:50 AM Freddie King Changed Status from Open to Closed. 

Root Cause 

Root Cause Code LCIN 

Root Cause Code (2) 

Document ID 

4/2/2019 3:49 PM f reddje Kjng Changed SUbject from CUSTOMER· PHONE:i.llllllilN: JN1BJ1CRO~ to CUSTOMER: 

12/20/2018 11 :11 AM Amanda Olarte Changed supporting Documents from false to true. 

12/20/201811:10 AM Amanda ct•lls Changed SUpporting Documents from true to false. 

12/19/2018 11 :22 AM Freddie King Changed Case Servicing Dealer from ROCKLAND NISSAN to RAMSEY NISSAN. 

Show more • I~ 

Case Comments 

Pubic Conwnent 

Created By: Freddie King (4/9/201910:47 AM) 
ARBS mailing out non contact letter to the customer 

FedEx 

Creat i-'i':""""""f"""' (4/2/2019 3:49 PM) 
ARBS email to the customer: 

Good day Mr .• 

This is Freddie with Nissan. Just checking in with you regarding the case. 

Thanks, 

Created By: Freddie King (2/26/201911 :0SAM} 
ARBS email to the customer. 

GooddayMr-

Wil you be waiting unti the end of tax season to cootinue moving torward, rt so you can just follow up with me at lllat time. 

Thanks, 

Created Bv: frgdd j• Kjng (2/20/2019 2:16 PM) 
Email from the customer: 

Created By: Freddie King (2/14/201910:47 AM) 
ARBS email to the customer: 

GooddayMr-

This is Freddie with Nissan. Just checking in with you regarding the case. 

Thanks, 

Created Bv: frgdd j• Kjng (2/6/2019 3:08 PM) 
ARBS calling the custome< regarding the case 
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Case History Help 

HONE: N: JN1BJ1CROJ~ 

Case Comments Help 
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Case:- ~ Salesforce - Unlimited Edition Page 3 of 15 
The customer did not answer 

ARBS wil follow up 

Created By: Freddie King (1/31/2019 9:23 AM) 
ARBS email to the customer: 

Good day Mr __ 

Just checking in with you regarding the case? No rush at all, fo, I just try to touch bases periodically. 

Thanks, 

Created By: Freddie King (1/24/201912:02 PM) 
Email from the oustomer: 

i:rtEIIJ 
Created Bv: fced<ji• Kjng (1/241201912:02 PM) 
ARBS email to the customer: 

GooddayMr-

The letter that you have is the intent letter, and the second sheet is the lien holde< release agreement If you sign that loon and return it, then I can request the informatioo from NMAC. AD that I need is a copy of the 
registration, 6 pllotos (driver, passenger, Iron~ rear, interior), and the second page singed lo, me to request the payoff. 

Thanks, 

Created By: Freddie King (1/24/201912:02 PM) 
Email from the customer: 

A legible copy of the vehicle's current registration -OK HAVE THAT 
• A copy of the TIiie or TIiie applicatioo - DO NOT HA VE THAT IT IS LEASED NMAC 
• A legible copy of the sales contract -GET FROM OEALER? 
• Completed Lienholder Information Release Agreement (enclosed)-01O NOT GET IT WHAT IS THIS? 
• Payment history-YOU HAVE IT THROUGH NMAC 
• Photos - front, rear, driver side, passenger side, interio, 

Created By: Freddie King (1/16/2019 8:36 AM) 
ARBS email to the customer: 

Good day Mr. -

That is no problem. Just let me know. 

Thanks, 

Created Bv: fced<ji• Kjng (1/16/2019 8:36 AM) 
Email from the customer: 

Sony to, the delay I have to figla-e out what to do to get another vehicle gve me a day o, two please Freddie. 

Thanks. 
Gary 

Created Bv: fced<ji• Kjng (1/10/2019 3:05 PM) 
ARBS email to the customer: 

Good day Mr .• 

Attached is the intent letter that outlines the process and the information needed. H you could just sing the se<ood page and return tt, so that I can request the payoff information from NMAC. 

Thanks, 

Created By: Freddie King (1/10/2019 2:51 PM) 
ARBS called the oosto,ner to provide Nissan's position 

ARBS advised that due to the current condition of the vehicle, and the fact that the concern would still be l)(esent 

ARBS advised that Nissan is il the positon to offer a rep11dlase at this time 
ARBS provided the details lo, the l)(Ocess 

The customer asked why he could not just get another vehicle 

ARBS advised that there is a chance that the customer would be sub;ect to the same concern, and with a lease it has to be the same vehicle 

The customer asked to think allout tt 

ARBS understood 

The call ended mutually 

Created By: Freddie King (1/91201912:17 PM) 
ARBS received a cal from DTS Ben Foss 

DTS Ben advised that he did duplicate the alignment ooncem, but he feels that tt is a normal characteristic to, the model due the design 

DTS Ben advised that the Radar sensor will possibly need to be adjusted as well 

ARBS understood 

ARBS asked ij tt is okay to put place the customer in another Rogue 

DTS Ben advised that it would be best to repurchase the vehicle due to the characteristic being in the design 

ARBS understood 

The call ended mutually 

Created By: Freddie King (1/8/2019 8:41 AM) 
ARBS email to the service manager t.tchaet 

Good day Michel, 

My name is Freddie with Nissan, and I spoke with you on yesterday regarding the DTS inspection for know that you advised me that you do not have any loane<s available lo, tomorrow, but I wooled to see ij 
you had access to set up a rental if needed? Due to the customer having access to executive contacts we just want to assure that all ends are covered if possible. Ben will approve the cost for the loaner. 

Thanks, 

Created By: Freddie King (1/8/2019 8:37 AM) 
Email from the DTS: 

yes. we can authorize a rental vehicle. the SM should know thaL. but yes, call Mike the SM and expjain the high visibiltty of the inspection and let him know we need to l)(Ovide a rental and I wil approve il 

Created Bv: fced<ji• Kjng (1/8/2019 8:36 AM) 
Email from the customer: 

Yes can get loaner car? 

Created Bv: fced<ji• Kjng (1/8/2019 8:28 AM) 
ARBS email to the DTS: 

Hey Ben, 
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Case: Salesforce - Unlimited Edition Page 4 of 15 
Due to the dealership not having any loaner vehicles available, is there a way to authorize a rental if needed? Onty reason I am asking that, is mainJy due to the customer having email access to executives. tf there is 
anything that I can do on my end to set it up before the inspectioo. Let me know. 

Thanks, 

Created By: Freddie King (1/8/2019 8 :22 AM) 
ARBS discussed tile - option with SP Marsha 

SP Marsha advised to oomrronicate that with the DTS to approve a loaner i needed 

ARBS understood 

Created By: Freddie King (117/201911 :37 AM) 
ARBS email to the customer: 

Good day Mr. -

I did receive your email, and I understand that you are haVWlg the concerns. The inspector is aware of the afignment concerns, and he will check into that as well. Just making sure that we are stil al set for the inspection 
oo 01/09/19@ 9am. 

Thanks, 

Created Bv: freddj• Kjng (1l7/201911 :3SAM) 
Email from the customer: 

Every 2 weeks car out alignment again same thing ...... .lights on car drives like crap really had enough. 

Created Bv: freddj• Kjng (117/201911 :33 AM) 
ARBS email to the DTS: 

Hey Benjamin, 

Just wanted to give you a heoos up for the inspectioo. Mike the se<Vice manager slated tllat he may not have any loaners avaiable the day cl tile inspection. 

Thanks, 

Created By: Freddie King (117/201911 :31 AM) 
ARBS called tile deale<ship to provide the inspection date and time 

ARBS spoke witll tile SM Mike 

SM Mike accepted the information, but advised ARBS that he may not have any loaners available for that day 

ARBS understood 

ARBS wil provide that in!o to the DTS 

SM Mike trode<Stood 

The call ended mutually 

Created By: Freddie King (12/21/201810:42 AM) 
ARBS email to the DTS: 

Hey Ben, 

Sony about that, but he has decided to take tile 01/09/19@9am. 

Thanks 

Created By: Freddie King (12/21/201810:41 AM) 
Email from the customer: 

f,ne thanks. 

Created By: Freddie King (12/2012018 3:09 PM) 
ARBS email to the customer: 

Good day Mr . • 

The inspectoc's next availability for an earlier inspectioo time is 0 1/09/19@ 9am. 

Thanks, 

Created By: Freddie King (12/2012018 3:06 PM) 
Email from tile OTS: 

Freddie, 

This dealer is 4 hours from my house. I caMOtgettllere at 9 AM ooless I am going tobe in the area tile night bebre. The original date I gave you is the 1st date back from tile holiday shutdown. The next avai able date 
that I would be in tile area the night before would be 119 at 9 am. 

Created By: Freddie King (12/20/201811 :51 AM) 
ARBS email to tile OTS: 

Hey Ben, 

The customer is askilg for an ear1ier time on the day of inspection, or a different date with a 9 am inspection or eartier. 

Thanks, 

Created By: Freddie King (12/20/201811 :46AM) 
Email from the customer: 

Another day please. 

Created By: Amanda Clark (1- 1:10 AM) 
ECRR-AC received email case 
ECRR-AC attached doctments case 

•1 have no problem with having Nissan looking at the car but I want you to 
l.lldefS'tand what I have gone through with this vehicle.• 

•Moon roof won, close day one beiore drove car off the lot• 
'Wheel so out of alignment that took tt to Rockland Nissan a few days later 
and tl1ey did a wheel alignment.• 
•Still not driving straight took ij back to tllem to check tt out again.• 
'Then the FEB system failed car stopped by itself very dangerous.• 
'Then the EGR problem/ched< engine light oo.• 
•Sfill out of ai gnment back in to Ramsey Nissan twice for that issue.• 

•LaShoodra promised me tile $ 499 check last week.• 

--rhis car is a lem.>n I need to have it replaced.• 

ECRR-AC toggled SUpporting Documents to advise cl new information 
ECRR-AC exiting case 
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Case:--Salesforce - Unlimited Edition 
Created Bv: fcedgi• Kjng (12120/201810:55 AM) 
ARBS email response: 

That is more than likely the time available for that day. I can request a later date if needed 

Created By: Jme.lltiU1 (12120/201810:55 • ,n 
ECRR-JW logged email received through case I o. review and exited case: 
Thank you for the email I was promised reimbursement olmy 1st month's 
payment and I would expect that Nissan would honor that request and mail me 

ffl?tJt[ 
Created By: Freddie King (12120/201810:55 AM) 
Email from the oustomer: 

Ear1y morning best 9 am. 

Thanks. 

Created By: Freddie King (12120/201810:43 AM) 
ARBs emai to tile customer. 

Good day Mr. -
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I unde<stand your concern. That is why we are sending a Nissan inspector to inspect the vehicle. The ilspector has provided 01/02119 @ 11:30 am at the Ramsey Nissan in the se<Vice department, and the inspectors 
name is Benjamil Foss. Let me know if that date and time wil wor1( in order for the inspector to arrange his calendar for that day. 

Thanks, 

Created By: Freddie King (12120/201810:43 AM) 
Email from the customer: 

For 20 minutes this mom-,g again the emergency brakilg light was flashing and flashing and flash-,g then ft does tum off. 

Something stil has to be wrong wfth the system. 

Thanks. 

Created By: Freddie King (12119/2018 3:19 PM) 
ARBS provided case detais to Mike Sn'ith in regards to the customer email-,g the Execs 

Created By: Freddie King (12119/2018 3:05 PM) 
ARBS called the customer to discuss the email due the customef tagging exec in the email 

ARBS advised the customer that there is no need to link individuals to the email, fof the deciSK>n will come from ARBS 

ARBS advised tile decision for the repurchase will come from ARBS, and as ARBS advised that the settlement wil be processed once tile inspection is completed 

The customer asked Wthere was anyone else that could authorize tile replacement 

ARBS advised that tile decision wil come from ARBS 

ARBS stated that there is no need to tag anyone in the email 

ARBS wil make tile proper decision regarding the case 

The customer l.llderstood 

The call eoded mutually 

Created By: Freddie King (12119/2018 3:00 PM) 
Email from the customer: 

Freddie: 

I have no problem with having Nissan looking at the car but I want you to llll:lerstand what I have gone through with this vehicle. 

'--1 roof woni dose day one before drove car off the lol 
Wheel so out cl alignment that took tt to Roddand Nissan a few days late, and they did a wheel alignment 
Stil not driving straight took it bacl< to them to check tt out again. 
Then tile FEB system failed car stopped by ftsett very dangerous. 
Then tile EGR problem/check engine i ght on. 
Still out of alignment back in to Ramsey Nissan twice for that issue. 

L.aShondra promised me the $ 499 check last week. 

This car is a lemon I need to have it replaced. 

Thanks . 

• Created Bv: fcedgi• Kjng (12119/201811:39 AM) 
ARBS email to the customer: 

Good day Mr.-
This is Freddie with Nissan, and I wanted to provide me email contact for future correspondence. 

Thanks, 

Created By: Freddie King (12119/201811 :35AM) 
ARBS subrritled the DTS request 

Created By: Freddie King (121191201811 :32 AM) 
ARBS call-,g the customer to discuss tile case 

ARBS asked ij tile customer was avaiable to speak 

The customer stated yes 

ARBS advised that ARBS has taken over the case regarding the vehicle concern 

ARBS asked ij tile customer could confirm that the vehicle was picked up last nigh~ and tile periormance after the repair 

The customer confimed that the vehicle was picked up and the vehicie is performing fine, but with all of the trouble he has encountered with the vehicle he would like another one 

ARBS understood 

ARBS advised that Nissan would first like to schedule for a Nissan inspector to come out and inspect the vehide 

The customer agreed 

ARBS advised that ARBS would send a request and have a date and time within 48 hours, so ARBS will follow up on Friday 

The customer lllderstood 

The customer asked W Lashondra wrud be wor1<ing on tile case anymore 
ARBS advised that she would not, and ARBS will be tile point of contact moving forward 

The customer asked about the payment reimbursement 

ARBS advised that ARBS would process the payment afte, the inspection is ocmplete 
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Case:- ~ Salesforce - Unlimited Edition 

The customer was not happy with the answer 

ARBS understood 

ARBS advised that ARBS will be oot of the office 12/24118 - 12/25118, and any further details after Friday will discussed upon ARBS return 

The customer llldefslood 

ARBS advised that ARBS will send an email tor Mt.-e cooespondence 

The customer agreed 

The call ended irutually 

Created Bv: frgdd j• Kjng (12/191201811 :11 AM) 
ARBS taking over the case 

Created Bv: frgdd j• Kjng (12/191201811 :11 AM) 
ARBS discussed the case with TL Chad 

TL Chad advised to have the DTS inspect the vehicle 

Created By: Freddie King (12/191201811 :06 AM) 
ARBS-FK RHR Summary 

5 visits for the alignment concern 
5 repairs (Full alignment, 3 wheel aligMlent) 
17daysdown 

1 visit for the ched< engine light 
1 repair (reprogranvned the ECM) 
2daysdown 

1 visit for the sunroof not dceing 
1 repair ( realigned sunroof glass) 
4daysdown 

Total: 6 repa.-s 17 days down 

Created By: Freddie King (12/19/201810:59 AM) 
ARBS called Ramsey Nissan to gather into on the repair 

ARBS spoke with Alen in service 

SA Alen advised that the customer picked up the vehicle last r,ght, and the only thing that was done was an alignment 

ARBS understood 

ARBS asked ij the RO could be sent over to ARBS 

SA ADen asked if ARBS could send an email request 

ARBSagreed 

The call ended irutually 

~~~:!g~~~:sr:~n,rn 1w11 ;;; 
ECRR-AC attached emails to case 

L.aShondra feel better ... 

Hot tea honey and sippe,y elm won< great~ 

L.aShondra hope feeling better. 

If Nissan buys back my car do I have to get the same model? 

Mine is 2018.5: are none at any local dealers just 2019 SL models. 

After all I have gone through think should repjace with a 2019 model ( ft 
has Android Car lololol) 

By way did the ched< go oot to me fo, the 1st months payment reimbursement? 

Thank you again. 

They oould not duplicate the flashing emergency braking light but as I 
mentioned another wheel alignment that is the 4th one already. No reason 
unless a defect in the vehicle that a car needs a~ alignment every 
othefweek. 

I am looking torward to repjacing this vehicle ASAP just been 6 weeks of 
hell and I am tired of this. 

Much appreciated. 

ECRR-AC toggled SUppooilg Documents to advise ol new infoonation 
ECRR-AC exiting case 

Created Bv: frgdd j• Kjng (12/191201810:43 AM) 
ARBS called the Rockland Nissan to check on the repair 

ARBS spoke with Tim in service 

SA Tim advised that the customer has nol been back into the dealer since 11119/18 for the alignment concern, and the shop torernan rode with the cuslO<ner confrming the no,mal operation 

ARBS understood 

ARBS confirmed that the custocner does nol have an open RO a.rrentty 

ARBS understood 

The call ended mutually 

Created Bv: frgddj• Kjng (12/1912018 9:15AM) 
ARBS-FK RHR Review 
State: NY 
In Service Date: 10/26/18 
DTS: No 
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Case: - ~ Salesforce - Unlimited Edition 

VSC:No -Tedlline: 
Related cases: 16 related Cases 
Warranty Cases: No carrc,a;gns 
Carrc,aigns: No 
Purchased: NMAC lease 10/26/18 

10/26/18@ 14 miles- ~ 4 days down 
Concern: 
1. SUNROOF DOESNT CLOSE RIGHT 
Actioo: 
1. REALIGNED SUNROOF GLASS AND REPROGRAMED MOTOR 

10/31/18@818 miles-~ 7 days down 
Concern: 
1. Vehide pulling 
Actioo: 
1. Perfonned al 1Mleel aignment 

11/12/18@1,856 miles-R0#- 1daydown 
Concern: 
1. STEERING WHEEL NOT STRAIGHT VEHICLE PULLING 
2. FRONT COLLISION SENSOR GOES OFF ON ITS OWN 

Actioo: 
1. Nodupj 
2. Rel)(Ogrammed ICC/ADAS 

11/19118@2,294 miles-~ 1 day down 
Concern: 
1. The w,hicle is l)llfing 

Actioo: 
1. Nonna! Ol)efatioo 

11/28118@ 2,722 miles- ~ 2 days down 
Concern: 
1. There is a 101 of play when the steering wheel is centered 
2. Check engine light is on 

Actioo: 
1. Nodupl 
2. Rel)(09rammed ECM 

Created By: lmmv Aooe'ioi ,1211~3 PM) 
ECRR-JA received email from case -
ECRR-JA logged email to case for further review 
ECRR-JA exiting case 

I just found out from Ramsay Nissan that they're keeping the car overnight 
to do some more testing on the emergency braking system but the car was out 
of alignment again they did anothef wheel alignment there is something 
wrong with this -,ehicle ii you have to align it 4 Imes in the 1st 6 wee«s 
that I have had the car. 

✓ ~~6-~:~J.%~~o'M,:W..\:n21
~~:~~n~

2i;=1
with Custome, to trade vehicle o, oomnmcate with Custome, regarding concerns. 

Created By: I @Shons:kia MMM (1 
EXEC-LM pjaoed outbound call to C 
EXEC-LM stated wanted to info,m C of repurchase request being submitted alter appointment on Monday as previously disoossed. 
CUstomer thanked EXEC-LM for UPdate. 
Customer asked how long does the review normally take. 
EXEC-LM stated up to 10 days. 
EXEC-LM stated wil follow up with C again on Fri 12/21/2018 

Created By: Nicki Raaor (12/1812018 11:55 AM} 
ORTS received the RHR. The RHR was assigned to ARBS Freddie King for review 

✓ ~~~g=~fflH';;:"=18/201811:13AM) 

✓ ~~~g~~=7; ~~':: ~~8/201811 :11 AM) 

Created By: Courtney Crockett (12/18/2018 10:SJAM) 
EXEC-CC placed ~OCKI.AND NISSAN and spoke SA-Sam. 

✓ EXEC requested R~ faxed and provided fax number. 
SA agreed. 
Call ended mutualy. 

Created By: Conrtpey Crnckett (12/181201810:25AM) 
EXEC-CC placed outllound ROCKI.AND NISSAN and spoke SA-Sam. 

✓ EXEC inquired WC came into the DtR yesterday? 
SA stated the VEH was picked up on the 5th, and there are no open RO's. 
EXEC thanked SA. 
Call ended mutualy . 

Created By: Courtney Crockett (12/18/201810:23 AM) 

✓ ~~~..i;::t~ ~~d ,::i:;~~i::i :~SSAN and requested to speak with the SM. 

EXEC ended call. 

~::.'.ed By: LaShonm-a Mason (12/14/2018 9:05 AM) 

Sent Wed Dec 12 14:02:04 GMT 2018 
To: nissanoonsumeraffairs@my~issan-usa.com 
Subject: Re: Your inquiry to Nissan ( ref:_OODA09j8l._SOOOG1dgByq:rel ] 

Received, thank you. 
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✓ Lied hrough tt,e;r teeth the check was nol dated unti December 6th this dealership should have their franchise pulled they are unethical vie and basicaly violating every customer service rule in the State of New Yoo in 
my opinion. 

I left you an voicemail stil too many flashilg lights in the morning on the car it's ~ back to service next Monday momilg this cannot contilue I'm done with this vehicle please do anything you possi)Cy can to get 
Nissan to buy this car back and use tt as anything except a drivable vehide lol. 

Thank you agm for al your help oonsideratioo. 

Created By: Selina Margetts (12/1312™f) 
ECRR SM received statement oo case­
ECRR SM attached to case for review 
ECRR SM extted case 

✓ ~~6-~:~a~=..i ~nwrn m 71 
C stated spoke to Ms. Mackey at NMAC and believes that another month payment was due 
C stated NMAC is investigating the payments to see ii anymore is needed to be refunded. 
C stated the payment was due Dec. 1 sL 
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Case: - ~ Salesforce - Unlimited Edition 
C stated will make Ille payment this weekend. 
EXEC-LM stated because of Ille inoonvenieoce. 
EXEC-LM will reimburse C lor Ille payment. 
C tll-ed EXEC-LM tor help and advised EXEC-lM has been wonderful. 
EXEC-LM stated wil follow up will1 Coo Tues 12/18 afte<appointment. 
Call ended mutualy. 

Created By: LaShomh Mason (12/13/2018 2:29 PM) 
✓ EXEC-LM asked NMAC al>out new lease on veil and when payments slart. 

NMAC advised the new lease was on hold until the old retail acCOlllt was paid off. C payments are due on the 1st of the month. 

Created By: LaShomh Mason (12/13/2018 2:28 PM) 
✓ EXEC-LM rere,ved email from NMAC ColW1ney Bradley 

The payoff was recei..ed and applied to his account yesterday. We also subnvtted a cred~ reporting adjustment to remove Ille 1x30 due to Ille delayed payoff from Ille dealefSl>ip. 

Created By: LaShonm-a Mason (12/12/20181:22 PM) 
✓ EXEC-LM moving follow up to 12/13. Awaiting payment date from NMAC. 

✓ 

Created By:~ (12/12/2018 8:54 AM) 
ECRR-JW logging emai received lllrough case l 
Please check NMAC cooect credit rm fil; :zrra. 
Created By: LaShonm-a Mason (12/12/2018 7:32 AM) 
12/12/2018 

Case ­

VIN#JN1BJ1CR~ 

De 

ie&ow for review and exited case: 

As requested, here is a copy of Ille checlt sent from Rockland Nissan to Nissan Motor Acoeptance C<lrporation. 

Case ~ has been updated to document lllis request. Please feet free to cootact me directly at 61 ~725-7532 willl any questions or comments. 

Since,ety, 

Nissan 

LaShondra 
Exerutive Specialist 
Nissan North America, Inc. 

Created By: Jeremy Angelini (12/11120™ ) 
ECRR-JA received documents from case­
ECRR-JA attached documents to case for review 

ECRR-JA exiting case 

✓ Created By: LaShonm-a Mason (12/10/20181:04 PM) 
EXEC-LM received email from Celeste Stevensoo-FAC requesting update on ooncem. 

✓ 

Created By: LaShonm-a Mason (12/10/2018 12:53 PM) 
EXEC-LM pjaced outbound call to C. 
EXEC-LM stated received emails from tile weekend. 
EXEC-LM stated al Ille EXE Cs are aware of tile situation. 
EXEC-LM stated spoke to NMAC and tile check was sent from Ille OLRSHP on 12/612018. 
EXEC-LM stated wil stay in oontact wi111 process from othe< departments. C stated cannot deal wi111 tile DLR and EXEC-lM doesn1 know what Ille C is going lllrough. 
C stated this DLR is scum. 
C stated lllis is tile worst OlR C has ever been to. 
C stated Ille DLR must be paying people off to write good reviews. 
C asked about Ille trade payoff. 
EXEC-LM stated recently recei..ed tile ched< tor tile payoff and wil send to C. 
C asked when Ille new veil will be registered. 
C stated has an appointment on Mon 12/17 

C asked if tlle<e is any assistance to be had in getting rid of tile veh. 
EXEC-LM stated wil submit a RHR to ARBS but no guarantee assistance will be provided. 
EXEC-LM stated wil galller all Ille ROs from tile OLRSHP. 
C stated EXEC-LM has been great in dealing willl Ille matter. 
Casked if tile veh is bought baclt would C get into a 2019. 
EXEC-LM stated if tile veh is repurchased ARBS wil discuss al Ille details. 
C -ed EXEC-LM tor helping. 
C stated does not know what else to do. 
EXEC-LM reo011•1te:1KledforC not to send any more emails about case to executives. 
EXEC-LM stated al are aware of Ille situation and Ille emais are lorwarded bacl< to EXEC-LM. 
C oode<Stood. 
C stated will lollow up wi111 C oo Wed 12/12. 
Call ended mutualy. 

Created By~ wnceoza.Bisoou (121:;5;; rs P"') 
ECRR-VR logging email from Case 
ECRR-VR exiting case 

From: Forwarded = -­

Date: Sat, Dec 8, 2018, 11:06 AM 
Subject: Re: What I do now??????? 
To: <dfiiehling@rocklandnissan➔oom> 
Cc: Nicole OUM <ndunn@rocktandnissan.com> 

This has been a fiasco from day ooe I am still dealing will1 NMAC who still 
does not show lllat my loan has been paid off I have received nollling oo my 
new lease. The car is a total abso1ute piece of garbage crap it is a 
disgusting vulgar driving machine. 

The emergency braking system failed Ille EGR system needed to be repjaced 
tile car still pul ls now I have Ille blinking lights 
oo tile dashboard again lor Ille emergency braking system even lllough I 
thought it was repaired. 

I am dealing directly with Nissan in Tennessee I am going to get 
satisfaction through lllern or olller legal options. 

I have been treated like a total piece of s .. t from basically everyone in 
your dealership except lor Jennife, in OMV. 
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Case: Salesforce - Unlimited Edition 
I am tired of excuses being ignored and everything else 00 Ille planet 
Dealing with your dealership has stressed me out beyond belief raised my 
blood presstKe sl<y high. Enough, totally enough and I'm done. 

What has gone on in the past 5 weeks is totally inexcusable and again to 
use my favorite 'Ml<ds gross disguslilg vulgar and honific. 

On Sat Dec 8, 2018, 10:41 AM David Friehling <dlriehling@rccklandnissan.com 
wrote: >-> 
> Great to hear Illa!. MAZEL TOV! 
> 
> David 
> 

: ~nal Messaae---

> Sent 12/8/201810:17 am 
> To: dfiieNing@roddandnissan.com 
> Sub;ect: Re: What I do now??????? 
> 
> I spoke with Jennifer who is absolutely wonderful she sent me the 
> registration by fedex I will have ~ today. 
> 
> 
> 
> On Sat, Dec 8, 2018, 10:14 AM David Friehting < 
> dlriehling@rocklandnissan.com wrote: 
> =• » I gave the P8l)e<W0f1< you faxed Ille other day to the OMV cier1< here. The 
>> OMV people are not here today so I will check on yotX registration when the 
>> yoome in on Monday. 
» 
>> David 

::;;;1rr:u: r:z 
» Sent: 12/7/201810:57 am 
>> To: NissanConsumerAffairs@my--nissan-osa.oom ( 
>> nissanconsumeraffairs@my~issan-osa.com],Nicole Dunn ( 
>> ndunn@roddandnissan.oom],dfriehling@rocklandnissan.oom, 
>> anthonynissan9S@gmail.com 
» SUl)ject What I do now??????? 
» 
» 

Created By: Vincenza Rispoli {12/8/20~ 
ECRR-VR logging C's email from Case#­
ECRR-VR exiting case 

Lights l)jinking 
Tried to send you a video of Ille emergency braking light l)jinking 00 and 
off but the video exceeds the capacity of the email this is never ever 
going to end. 

I sent you an email ear1ie< Illa! I got from Nissan Illa! they're still 
showing a past due balance I have received nothing about the new lease this 
realy hasto be resolved you are amazing but this doesn\ end. 

Created By: Jw;;mv AooeJioi ,12n1201~ 
ECRR-JA received doa.ments from case -
ECRR-JA attached documents to case for review 
ECRR-JA ex~ case 

Created By~ klina Mac9CU3 (1~ 9 AM) 
ECRR SM attached PO from case -
ECRR SM noting no name or address or on PO 
ECRR SM did not update O'MlefSllip for this reason 
ECRR SM emed case 

~~~~~
0:!?ic::J;•~'1i51i n, ;;p 

I?FFlr--"- -
<https:1/Www.fedex.oom/apps/ledextrackf?tracknu 
<https1/Www.fedex.oom/apps/fedextrackl?tracknu 
<https11Www.fedex.oomlapps/ledextrackf'tracknu 
Delivered 
Friday 11/30/2018 at 4:39 am 
DELIVEREOSigned for by: 
GET STATUS UPDATES 
<https1/Www.fedex.oom/apps/ledextrackl?tracknu 
PROOF OF DELIVERY 
<https1/Www.fedex.oom/apps/ledextrackf'tracknu 
FROM 

BLAUVELT, NY US 

TO 

MEMPHIS, TN US 

ECRR SM exrted case 

Created By: Maria Hipolrt-(1 • PM) 
ECRR-MH re<eived email cas coovert to PDF due to lenglll 
ECRR-MH attached file to review 
ECRR-MH toggled suppating x 
ECRR-MH exrted case 

OBTAIN 
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Case: Salesforce - Unlimited Edition 

✓ ~6.~:~1c!ll~:r '.lft'.flf ff ~ceiving an emai. 
C stated is going to sue the DlR for 45 milion. 
C stated is done with the car, the DLR and everything oo the planet 
C stated found out again today there is late payments and the loan still isn1 paid. 
C stated has a new loan with no information, no registration. 
C stated life is beng ruined about everyone except EXEC-lM. 
C stated the veil is goilg back in and all the lights are stiR flashing oo dash. 
C stated the FEB lights is on non slop. 
C stated between the 91 R •pg r,; S:i"fity .. C stated is done. 
C stated the trackilg 111 ■ 1111 ■ IIIIDLR provided was suppose to have arrived to NMAC on Dec.4 
C stated will be the 7th trip to get the veil in to the DLRSHP. 
C stated this is w,acceptallle. 
C doesn1 know what to do. 
C stated was told that more docs were needed because Chas NJ license. 
C stated is a lack of consideration. 
C stated needs to get this taken care. 
C stated has had 6 issues with the car and 28 issues with the DLR. 
C stated is dione with Nissan for the rest of C i fe because of the DLR. 
C stated is infuriated. 
C stated doesn1 know which d~ection to go anymore. 

EXEC-LM apologized for the inooolleflience. 
EXEC-LM stated wil loo« into the matter. 

C stated will be taking the veh back to Ramsey Nissan for service. 
C stated none of this should be happening. 
C stated EXEC-LM should be receiving a letter 
C asked fo, EXEC-LM to call C by first name. 
C asked for EXEC-LM to oootact C whenever can. 

EXEC-LM stated wil continue to make contact with the GM to address concern. 
EXEC-LM stated wil get more informatioo oo new veil registratioo and payment schedule. 
EXEC-LM apologized for the situatioo. 
C stated EXEC-LM is the best part of ttvs concern. 

Call ended mutualy. 

Created By: LaShon~a Mason (12/6/20181:51 PM) 
✓ EXEC-LM placed outbollld call from GM-Tim Okeefe afler receMng a vmx oo Wed from GM. 

EXEC-LM left vmx with oootact 

Created By: Chi Orji 112/6/201810:58 AM) -
SECRR-CO logging emai received from C in 

Stil do nol have the registration for the car nor the lease payments info 
for the new vehicle. 

✓ ~6.~:~r=:i~:'f~~~:1
~:!\.-tance for DLR response to resolve C's ooocem. 

✓ ~~6.~:;;,~r=:~=~¾:~~; ~~m call. 

~;:,~ed Bv: LaShon~a Mason !12/4/2018 4:14 PM) 

Sent Tue Dec 04 16:23:33 GMT 2018 
To: nissanconsumeraffairs@my--nissan-usa.com 
Subject: Fwd: Your inqu~ to Nissan ( ret_OOOA09j8L._SOO0G1dgByq:ref ) 

•LaShondra good morning:• 

✓ 'The car stiU does not drive straight I doo1 care what anyooe says.• 

•1 am still not sure if the loan was paid off or not• 

•1 need to get rid of the car it is a lemon honific and I do not want to spend the next few years driving it.• 

• y: LaShon~a Mason (12/4/2018 2:33 PM) 
✓ ' " DISREGARD-' 

EXEC-LM notating previous email to Created By: LaShondra Mason 12/312018 5:48 PM) was documented oo the incorrect case. 

Created Bv, I •$b9o<ki! Muon (12/312018 5:48 PM) 
12/3/2018 

Case 

Dear 
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Thank you for taking the time to contact Njssan Nath America's Convnunicatioos Director, Brian Brockman and allowing us the opporhnty to be of assistance with researching your inquiy of the usage of your email 
ad<i'ess. 

We apologize for the inconvenience of sendilg the survey to you instead of the rho O'MlS a Nissan vehicle. I cannot explain exactty how Fuccillo Nissan of Orange Part received your email address, 
✓ however we believe this was an accidental error that was onty documented in the dealership's service department records. The dealerships uses an abbreviation of dlr when writing dealer which could have been entered 

as your emai address by mistake. We have removed your email from the co,porate mailing list and ask for you to please allow up to 30 days fo, all corTeSl)()Odence to cease. 

as been a-eated to document this request. If you have any further questions o, convnents, please feet free to contact me at 615-725-7532. 

Nissan 

LaShondra 
Exeootive Specialist 
Nissan North America, Inc. 

✓ ~;:,~ed Bv: LaShon~a Mason (12/312018 4:03 PM) 

Sent Fn Nov 3016:30:00GMT2018 
To: nissanconsumeraffairs@my~issan-usa.com 
Subject: Re: Your inquiry to Nissan [ ref:_OODA09j8L._SOOOG1dgByq:ref J 

On Mon, Nov 12, 2018 at 2:35 PM 

> •la.Shondra:• 
> 
> •issue 1-picked car up and moon-roof would not close" •Issue 2-car 
> out of alignment over 1 degree • •Issue ~fixed aligrvnent again 
> pulling opposite way did another aignmenr *Issue 4-car needed a 
> complete replacement of front radar unit' 
> 
> •That is quite enough for first 2 weeks this is a lemon I want dealer 
> to swap out this car k>r another one ASAP.• 
> 
> •Thank you.• 

e: 
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Case: Salesforce - Unlimited Edition 

Created By: Vincenza Rispoli (12/1/rn.a,fMI 
ECRR-VR logging email from Case·­
ECRR-VR exiting case 

Please send me proof of that invnediately and also send proof ol tt to 
Nissan in Tennessee. 

I still need the registratioo for the vehicle and I also still need 
in1ormation on my new lease payment I have received neither of these items. 

Thank you. 

On Sa~ Dec 1, 2018, 1 :36 PM Nicole Dunn <mywor1missan@gmail.com wrote: 

> No. E-;erytlling was sent to the bank Friday night 

> 
> On Sat, Dec 1, 2018, 1:26 PM rote: 
> 
» Anthony told me all the paperwoo</check has already been sent to NMAC. 
>> lie? 
» 
» 
» 
>> On Sat. Dec 1, 2018, 1:06 PM Nicole Dunn <myW0f1alissan@gmail.com wrote: 
» 
>>>-
>>>~ ing this on Monday. 
»> I have been calling you for 3 days. P1ease stop sending requests to bmw 
>>> they are onty coming to me. Jonathan is aware of you situation and we are 
>>> working on it. 

Created By: Taylor Willock (12/1/20181:55 PM) -
ECRR-TW logging email response recieved from C on case 
ECRR-TW exiting case 

Can you say total fiasco there is no other way to desaibe this at this 
point and I am at my total wits end with this entire freaking transaction 
so Monday 111 get some legal advice. --On Sa~ Dec 1, 2018, 10:54 AM David Friehling <dfriehling@rocklandnissan.com 
wrote: .. 
> 
> Fowarded to Nicole to let her know this. 
> 
> Office and OMV in dealership are not in today, Saturday. 
> 
> Will check Monday. 
> 
> David 
> 
> Rockland Nissan 
> 
> 84s..=6700 
> 
> ext. 7034 
> 
> 

~~rn:rsrrz 
> Sent 12/1/2018 9:20 am 
> To: Nicole Dunn [ndunn@rocklandnissan.com],Lany Friedman ( 
> lfriedman@rocklandnissan.com],dfriehling@roddandnissan.com, 
> loug@rocklandnissan.com 
> Subject Open 
> 
> Payoff loan? 
> 
> Registration? 
> 
> 

Created By: LaShonm-a Mason (11/30/201811:24 AM) 
EXEC-LM sent email to GM- Tim O'kefee 

C took the veil to another DLRSHP and was told there was nothing wrong wtth the front end. 
C stated the check engine light caused ETR replacement. 

C stated has sent email to the president of the company. 
C stated this is inexcusable and ooacceptable. 

✓ C stated there is a i mtt of what EXEC-tM can do. 

EXEC-LM stated has been in contact with GM, Sis Mgr and acoounting. 
C stated the GM is aloof. 
C stated n this is not resolved by Mon or Tues, C will file a corrc,4aint with the state. 
C stated will sue n cannot get this resolved. 
EXEC-LM stated wil keep working with the DLR and NMAC to attempt to resooe. 
C thanked EXEC-LM. 
Call ended mutualy. 

✓ g~6-~:~;~:!':.Tio
1~~!:~. 1~~1~J~~:.:~= B~ltg~::•l.=~;~=

2~~1~~; ::/e - not being paid off. 

✓ Created By: LaShonm-a Mason (11/30/2018 10:14 AM) 
EXEC-LM placed outbol.lld call to FIOallce- Lou Guerra left vmx requesting a call back to discuss C's concerns. 

~~l'llll!llilf'.W84

:

02 

PM) 

To: nissanconsumeraffairs@my--nissan-usa.com 
✓ Subject: Re: Your inquiry to Nissan [ ref:_OODA09j8l._5000G1dgByq:ref J 

•Rockland Nissan never paid off my car loan help.• 

•Gary 

Created By: LaShonm-a Mason (11/29/2018 3:01 PM) 
✓ EXEC-LM placed outbound call to Fonance, left vmx for Lou Guen-a requesting a return call to discuss C's concerns and possjble assistance with trade and payoff of previous Rogue. 

EXEC-LM provided contact 

✓ Created Bv: I ashon,h Mn9o (11/29/2018 2:51 PM) 
Email received oo 11/21/201WMAC-Kay Wolfe stated the OLRSHP was provided a pay off quote on 11/19/2018 and has not received payoff from DlR. 
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Case: - ~ Salesforce - Unlimited Edition 

EXEC-LM emailed NMAC to inquire if the payoff was received. 

Created By: Selina Margetts (11'™:32 PM) 

;J~~~~~~..!!!!!!!! ..... _ 
Nissan says LOAN IS STILL NOT PAID 
Qff llllll llll l l l l llll llll llll llll llll llll llll llll llll llll llll l 

WHAT ABOUT THE NEW LOAN??????????? 

ECRR SM exiting case 

~;:,~ed Bv: LaShon~a Mason 111/29/2018 8:14 AM) 

Sent Fri Nov 2316:56:14 GMT 2018 
To: nissanconsumeraffairs@my4'!issan-usa.com 

✓ Subject: Re: Yotr inquiry to Nissan [ rel:_OODA09j8l._5000G1dgByq:ref J 

The car is 3 weeks old the check engine light is co now. 

~~~:1g~~=:;:r~u,nn m tr: 
ECRR-AC attached email to case 

The check engine light is on ~ !!!!!!!!!!!! 
I want 1his car bought back and replaced with another one this is a piece 
of garbage it is junk it is horrible and this is pure stupidity that I have 
to spend my 1st month with a new car living at a Nissan dealer I'm done 
with all this Nicole. 

~ would not close day one. 

FO<Ward emergency braking system defecti>e had to be replaced. 

Vehiae tola8y out of aignment still out of alignment. 

Check engine light is co. 

Oh yeah it's a brand new car ifs pe,fect there is notlling wrong with tt 
lololol. 

Give me a break lefs get back to reality here. 

ECRR-AC toggled SUppating Docoolents to advise of new information 
ECRR-AC exiting case 

Created By: Vincenza Rispoli (11/2412™1 
ECRR-VR logging C's email from Case·-

I have only just begun to prove that this car is a total piece of galbage 
and I want tt replaced by the dealership immediately I am in touch with 
Nissan in Tennessee who at least has consideration to rehln my emails and 
appears to want you help me which no one ever does at Rockland Nissan which 
does not surprise me realy ........ Nicole no one seems to give a dam on any 
level huh. 

Created By: Vincenza Rispoli (11/2412Jlff ??3 AMI 
ECRR-VR logging C's email from Case "11111111 

This car is going give me a stroke. 

Check engine light 00 I want this 1/ehicle replaced ASAP. 

--FO<Warded message --
From: NissanConnect Services < 
custornercare@OOflfirmation.nissanc«VleCtsef'\lices.com> 
Date: Fri, Nov 23, 2018, 8:03 PM 
Subject: NissanCoonect Services Maintenance Alert Notification 
To: <gmacpanj@gmaiLoom> 

A Maintenance Alert was received from your ROGUE SPORT. Your vehicle's 
service engine soon Malfunction Indicator light (Mil ) is oo. 

This may indicate a potential emission control malfunction. The matfunction 
indicator light may also come on steady if the fuel-filler cap is loose or 
missing, or if the vehicle runs out of fuel. Check to make sure the 
fuel-filler cap is installed and dosed tightly, and that the llehicle has 
at least 3 US gallons (11.4 i ters) of fuel in the fuel tank. 

After a few driving bips, the malfunction indicator light should tum off 
if no other potential emi~on control system malfunction exists. 

If this indicat« i ght remains on for a sho<1 time and then flashes 
briefly when the engile is not running, it indicates that the vehicle is 
not ready fo, an emission cootrol system inspection/mailtenance test. (See 
•Readiness for Inspection/Maintenance (1/M) test" in your vehicle's owner's 
manual) 

Operation: 
The malfl.llction indicator light wil come oo in one of two ways: 

• Malfunction indicator light on steady - An emission cootrol system 
malfunction has been detected. Check the fu~ller cap tt the LOOSE FUEL 
CAP warning appears in the dol matrix liquid crystal dis!)lay. If the 
fuel.filler cap is loose or missilg, tighten or instatl the cap and 
continue to drive the llehicle. The malfwlctioo indicate< light should tum 
off after a few driving trips. If the matftllction indicator light does not 
tum off alter a few driving trips, have the vehiae inspected by an Nissan 
retailer. You do not need to have your vehicle towed to the retailer. 

To easily sdledule a service appointment with an Nissan retailer, click on 
the links in the bottom of this email. 

• Malfunction indicator light blinking - An engile misfre has been 
detected which may damage the emission control system. 
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Case:- ~ Salesforce - Unlimited Edition 

✓ 

To reduce or avoid emission control system damage: 

1) Oo not drive at speeds atxwe 45 MPH (72 km/h). 

2) Avoid hard acceleration 0< deceleration. 

3) Avoid steep uphil grades. 

4) If possible, reduce the amount of cargo being hauled or towed. 

The malfunction indicate< fight may stop blinking and remain on. 

Have the vehicle inspected by an Nissan retailer. You do not need to have 
your vehicle towed to the retailer. 

CAUTION: 

Continued vehicle operation without having the emission control system 
checked and repaired as necessary could lead to poor driveability, reduced 
fuel economy, and possible damage to the emission control system. 

See the infonnatioo below to schedule an appointment with an Nissan 
Retailer. 

Search for an Nissan Retailer 
Dealer locator link 
<https1twww.nissanusaoom/nissandealers/locatelindex?tool=header.st.locator.i nk&zipCode=10901> 

• Nissan Connect services are dependent upon the terelllatics device beilg in 
operative oondition, cellular connection availabii ty, navigation map data 
and GPS sateli te signal reception, which can lmt the ability to reach 
either Nissan Connect CUstorner Care or receive support. Tem-.s and 
conditions of Nissan Connect Agreement apply. Please do not reply to this 
e-mai1 as we are not able to respond to messages sent to this address. 

Created By: Vincenza Rispoli (11/2''7l1 p; •u.d 
ECRR-VR attached picture from Case# noting C stated Still On 

Created By: LaShomh Mason (11/21/2018 10:26 AM) 
EXEC-LM - vmx from C asking if C should take the - in to another DLR due to C still reels the veh isn, driving ce<rectty. 

EXEC-LM piaced outlx>lm call to C left vmx stating if C feels the steering is still incorrect to take the -,eh to another DLRSHP to have inspected. 
EXEC-LM stated if another DLR is stating the -,eh is operating as designed then there is nothing further that can be done. 

EXEC-LM re<:eWed incoming cal from C apologizing from missing EXEC-lM call. 
EXEC-LM provided infonnation from vmx. 
EXEC-LM stated once the veh is inspected by another DLR and if C is charged diagnostic tee, EXEC-LM will reimburse. 
EXEC-LM stated if determined the veh is operating as designed there is nothing further that can be done. 
C understood, thanked EXEC-LM. 
Call ended mutualy. 

✓ ~~~~:;1c::1~:1n2r::n:: if 1Yi left vmx stating the DLR has paid off the veh and there was a delay in processing due to the holidays. 
EXEC-LM stated wil follow up with Coo Tues 11/27/2018. 

Created Bv: I aShgn<k@ Mn9o (11/21/2018 8:39 AM) 
✓ EXEC-LM piaced - call to Finance. 

The - has been paid off and should be get to the NMAC by Fri CJ< Mon due to the holidays. 

✓ Created By: LaShonm-a Mason (11/20/201811:17 AM) 
EXEC-LM sent email to NMAC inquiring if the previous trade was paid off by DLR 

✓ ~t~:~a~=..i ~o<µ_:.'!
1!~ :1...ied a return call to discuss C concern with payoff on trade. 

-1 : I I I I -. I I .. I ... Creat 811:09 AM) 
From. 
Sent Tue Nov 2013:52:15 GMT 2018 
To: nissanconsumeraffairs@my-nissan-usa.com 
Subject: Re: YOll" inquiry to Nissan [ ret:_OODA09j8l._SOOOG1dgByq:ref J 
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I took the car back in again for the steering issue and I was told it is normal and it is all due to be electronic steering but this is not normal. 
✓ I am driving this around all day it is NOT the way a new car should drive this is the worst vehicle I have ever owned in my entire life and I'm tired of bringing it back and they can't fix it they tell me it's fine it is definitely not. 

And again they have not paid off my old loan yet with Nissan finance which is a very very big problem and~ needs to be resolved. 

Thank you. 

Created By: LaShonm-a Mason (11/1612018 2:10 PM} 

✓ ~~~:-=~';'! ~~orm and C was not able to make the appointment today. 
New drop off was scheduled le< Mon. 11/19/2018 

Created By: LaShonm-a Mason f'l'J3/38JD JrJ5 AM) 
EXEC-LM piaced outlx>lm call to• 111■■1111 11 
EXEC-LM stated received C's emails and asked if C spoke to the Sales Mgr about trading veh. 
C stated is taking the veh back to service on Fri 11/16 le< the afignment and wil oootacted EXEC-LM if there is still an issue. 

✓ ~ ::~ :~ ':sd~~~~~:"~~ c!::;e;.~:- is not driving correctly. 

EXEC-LM stated is all ~ t 00 the lemon law for C's state. 
C stated will let EXEC-LM know what happens after the appointment. 
EXEC-LM agreed. 
Call ended mutualy. 

~l'lltJlMI■ 'OOllff
1811

'

01 

AM) 

To: nissanoonsumeraffairs@my-nissan-usa.com 
✓ Subject: Re: YOll" inquiry to Nissan [ ret:_OODA09j8l._SOOOG1dgByq:ref J 

Nissan service documents attached➔ 

The car is still not driving straight just tired of this nonsense. 

Created By: LaShonm-a Mason (11/14/2018 8:41 AM) 
✓ EXEC-LM placed outlx>lm call to Ramsey Nissan to inquire if C purchased veh from DLR. 

Receptionist stated there were no new purchased from C . 

✓ ~~~~:;;,~t"!::'lWk"?'reci~~~~~~8
.;,,~ ~~of purchase. 

✓ Created Bv: I aShgnm MM90 (11/14/2018 8:28 AM) 
11/14/2018 
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Case:- ~ Salesforce - Unlimited Edition 

✓ 

Case­
VIN# 

Dear 

Thank you for contacting Nissan North America regarding your concern with your Rogue. We apologize for any inconvenience this situation may have caused you. 

Per our previous conversation, have you spoken to the Sales Department to inquire if the dealership is willing to assist with trading you out of your current vehicle? 

Also please send us the folowing additional information to update your acoount 

• The Vehicle Identification Numller (VIN) !or your vehicle (ij nol displayed above 

•Nissan Dealership where vehicle was serviced. 

You may send this information to us in writing or you are welcome to call me at 615-725-7532. Once we receive the requested information, we will promptly review your case for individual handling. 

Case s been updated to document this request Please reference this Case number when you write or call. 

We~ forward to healing from you soon. Your satisfaction is important to us! 

Sincerely, 

Nissan 

L.aShondra 
Exeootive Specialist 
Nissan North America, Inc. 

Creat:lliiill1M■■lllllll18 8:14 AM) From: 
Sent Wed Nov 14 01 :49:36 GMT 2018 
To: nissanconsumeraffairs@my-nissan-usa.oom 
Subject: Re: Your inquiry to Nissan [ ref:_OODA09j8l._SOOOG1dgByq:re1 J 

Also OEM Bridgestone tires are rated dangerous in the snow/ice on many websires. 

How deiver such a horrific cat???????? 

-1 : I I I I I I .ol Creat 18 2:29 PM} 
From 
Sent Mon Nov 12 19:35:57 GMT 2018 
To: nissanconsumeraffairs@my-nissan-usa.oom 
Subject: Re: Your inquiry to Nissan [ ref:_OODA09j8l._SOOOG1dgByq:re1 J 

✓ •LaShondra:• 
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•issue 1-picked car up and moorwoof would not ctose• •issue 2--car out of alignment over 1 degree• •issue ~ed alignment again pu0ing opposite way did another alignmenr •issue +-car needed a complete 
replacement of !root radar unit' 

✓ 

-That is quite enough ror fi'st 2 weeks this is a lemon I want dealer to swap out this car for another one /J,SAP.• 

'Thank you.• 

Created Bv: I aShonck@ MH90 (11/1212018 9:56 AM} 
... (Added after the case is closed.]._ 
11/12/2018 

Thank you for contacting Nissan Noc1h America regarding your concern with your Rogue. We apologize for any inconvenienoe tis situation may have caused you. 

So that we may expedite your inquoy and provide you the best se<Vice, please send us the lollowing additional information: 

• The Vehicle Identification Number (VIN) for your vehicle (ij nol displayed above 

You may send this information to us in writing or you are welcome to call me at 615-725-7532. Once we receive the requested information, we will promptly review your case for individual handling. 

Case s been created to document this request Please reference this Case number when you write or call. 

We~ forward to healing from you soon. Your satisfaction is important to us! 

Sincerely, 

Nissan 

L.aShondra 
Exeootive Specialist 
Nissan North America, Inc. 

Created Bv: I aShonck@ Mn9o (11/12/2018 9:56 AM} 
... (Added after the case is closed.] ... 
EXEC-LM received vmx from C. 

EXEC-LM placed - call to 
EXEC-LM asked n C received email for VIN. 
C stated will need to ched<. 
EXEC-LM stated wil send anothe< email. 
EXEC-LM oonfirmed email. 
C stated had to take the veil in to the DLR because of the FEB warning and radar system. 

✓ C stated has to replace the radar. 
C stated there is something inherently wrong with the veh. 
C stated the car jams on breaks and comes to a complete stop. 
C stated the DLR put in a module. 
C stated wanted out of the veh and the DLR advised C to contact NNA. 

EXEC-LM apologized tor the concern. 
EXEC-LM stated C veh would have to meet the requirements tor state lemon law. 
EXEC-LM stated C would need to speak to the sales department Sis Mgr or GM to seen the DLR is wilting to assist with a trade. 
C stated will contact CSM- Nicole and COf1Y EXEC-lM 
Cthanked EXEC-LM. 
Call ended mutuaDy. 
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Case: - ~ Salesforce - Unlimited Edition 
✓ Created Bv: I aShgnstJ! Muon (1117/2018 2:42 PM} 

This Case can not be shared with the Dealer because the Dealer is not Enabled for the Dealer Patal. Please Datanet Ille Case. 

Created By: LaShon<h Mason (11/7/201811:55 AM} 
•" CASE SUMMARY'" 
Exerutive Referral, 
Voicemail to Vice President Dave Mazur, 
CUstomer called to express dissatisfaction with vehicle purchase. 
Customer wanted the case documented with C concerns and wanted to advise how mudl C appreciated the DLR service. 

✓ EXEC-LM sent email requesting VIN. 

✓ 

EXEC-LM provided cootact. 
EXEC-LM closing case pending C cootacl 

'"STATEMENT OF DECISION"• 
Veh repaired. 
EXEC-LM closing case pending C cootact. 

Created By: LaShonm-a Mason (11/2/201811:55 AM) 
11/2/2018 

Case ~ 
VIN # 

Dear-
Thank you for contacting Nissan North America regarding your ooncem with yoor Rogue. We apologize for any inconvenience this situation may have caused you. 

So lllat we may expedite your inquiry and provide you the best setVice, please send us Ille tollowing additional informatioo: 

• The Vehicle ldentificatioo Number (VIN) for your vehicle (ij not displayed above 

Page 15 of 15 

You may send this information to us in writing or you are welcome to call me at 615-725-7532. Once we receive Ille requested informatioo, we will promptly review your case for individual handling. 

Case s been created to document this request Please reference this Case number when you write or call. 

We lool< forward to hearing from you sooo. Your satisfaction is important to us! 

Sinoerety, 

Nissan 

LaShondra 
Exerutive Specialist 
Nissan North America, Inc. 

Created By: LaShonm-a Mason (11/2/201811:50 AM} 
EXEC-LM piaced outbollld call to C. 
EXEC-LM verified name, address, phone, email. 
EXEC-LM stated received vmx and wanted to know how EXEC-LM oould assist 

C stated doesni want lllis to negatively impact the DlR 
C stated the DLR fixed Ille repair. 
C stated this is a Nissan issue and never had any problems with this before. 
C stated the car seemed manufactl.Rd by someone was drinking. 
C stated had to take in for service and had the veh reprogrammed. 

✓ C stated had to hold Ille veil side ways for the entire trip. 
DLR had to realign Ille wheel. 
C is concerned to see if anything else is going to go wrong. 
C stated the quality wasni lllere. 

EXEC-LM apclogized for the incoovenience of having I:> take the veh in after purchase. 
C had a great sense of humor. 
C repeated Ille DLRSHP has been great, but Ille quality was not checked when Ille veh was manufactured. 
EXEC-LM asked for C VIN. 
C stated ij EXEC-lM sends C an email, C wil provide the information. 
EXEC-LM thanked C. 
Call ended mutualy. 

✓ Created By: LaShonm-a Mason (11/2/201811:39 AM} 
EXEC-LM piaced outbollld call to C 11/1, left vmx- case#, cootact. 

Created By: LaShonm-a Mason (11/1/2018 9:17 AM} 
✓ C left vmx stating C wanted to express utter disgust and dissatisfaction with purchase. 

✓ Created By: LaShonm-a Mason (11/1/2018 9:17 AM) 
EXEC-LM notating case assigned oo 10/31/2018 at 1:37 pm. 

Case Categorizations 

Forms 

No records to display 

Category Description 

Mechanical 

Subcalego,y Description 

Engine Electric 

Symptom Description 

Ched< Engine Light 

Majo< Component Code 

06 

Catego,yo.te 

4/9/2019 

"- Back To Top Nways show me more recoros per related list 

Symptom Code 

7F 

Catego,y Code 

CA 

Copyright© 2000-2020 salesforce.com. inc. Al rights reserved. I Privacv S!frteroeo1 • Sea1ritv Statement I Toon& of I J&e 1 508 QgmAfiaoce 

Case Categorizations Hetp 

Subcategory Code - Concern~ 

OA 

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 liZI I c..,.. Categorizations W I ,E= llll 

Case Detail 

Number of open vehicle campaigns = .l 

Account Name 

Contact Email 

Home Pl1one 

Letter Se-nt Date 

Letter Received Date 

Follow Up Date 12/13/2018 

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 

Description C seeking RHR for multiple concerns with VEH and muffiple repair attempts. 

Call Script 

Who contacted u.s? Consumer 

#Vehicles Owned 1 

Vd'liele Purchased New 

Pre-Owned Initial Mileage 

Current Mile- 14,886 

Incident Codes. IIR REQUIRED 

lncidef'lt Date 

Sent to legal 

Accident 

Asbag 

Fire 

IIR lndic.ator 0 

IIROate 

HR 

Vehicle Information 

Vehicle 

Model Year 2018 

Make NISSAN 
Model Line ROGUE 

Model Code 22218 

Dealer Detai l 

ease Servicing Dealer ZJMRBICK NISSAN 
Case Servicing Dealer Region Midwest Region 

Bluetooth 

Related Items 

Responsible District 03 

SharedWrth 

Phone Carrier 

Phone Manufacturer 

Reported From 

Issue Categories 

Approwd Ched< Reques1s $952.46 

Case Owner - akhaila Elder 

Type CA 

Case Origin Phone 

Executive Refenal 

Exee>Received-Oa.te 

Status Closed 

Datelrme Opened 11/1/2018 4:16 PM 

DatetrmeClosed 12/13/2018 11:01 AM 

Multiple Repairs No 

Executive Summary 

Executive Actions To Resolve 

Vehicle Maintained Location ZIMBRICK 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 11/2/2018 

RHR C«npleted 11/13/2018 

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 O 

Data Net ✓ 

Oatanet Deal« Date 11/27/2018 

Dealff 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 

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: - HONE 
KNMAT2MV1J 

Created By 

Last Mocfrfied By 

caa Stlaurent. 111112018 4:16 PM 

NNAill, 12/13/2018 11 :46 PM 

Case Reco<d Type CA Oosed Case 

Days Closed 537 

Action Code NT8H 

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

Agent Comments 

Agent Comments close in Mal<k name-
caJI C baclt aboot VMX left for RCAS-ME 

Agef'lt Next Step 

N: Root Cause 

Root Cause Code 

Root Cause Code (2) 

Document ID 

I Reopen Case 11 Clone Closed easel 
Case History 

12/13/201811:01 AM 

12/13/2018 11:01 AM 

12/13/2018 10:46 AM 

12/13/2018 10:45 AM 

MPie(mgre . 1~ 

Case Comments 

Pubic Conwnent 

Use< 

,Jaa:,ea Gavia 

laa:,es Gavin 
Makhaila Bder 

Makbaila Elder 

Created By: J@roe3 Gayip (1211312018 11:00 AM} 
RCA$- ME is dosing case as no fisther assistance can be offered at this time. 

- CASE SUMMARY -

Action 

Changed Status from Open to Closed. 

Closed. 

Changed Case OWner from James Gavin to Makhaila Elder. 

Changed Follow Up Date from 11/28/2018 to 12/13/2018. 

Changed Case Owner from Makhaila Bder to James Gavin. 

Page 2 of 8 

SCMV 

Case History Help 

Case Comments Help 

C contacted NNA CA seeking RHR due nutiple concerns with radio rebooting and noise underneath VEH. RC~E reviewed with ARBS-Brandon John"'"1 and SA-Max Annen and S~aryl Enzinger. 
C called back in for the concern happening again. 

✓ C wants another review for a buyback. 
RCAS stated RCAS can do that but needs the \/EH taken back to the DlR. 
C stated C would do that and gi11e RCAS a cal. 

- STATEMENT OF DECISION -
RC~E advised NNA cannot r"l)ll"cllase or replace the \/EH at this time but confirmed repairs were ~ed and reboot of radio is noonal operatioo for VEH software. RCAS reimbursed 2 VEH payments. C was 
pleased. RCAS is dosing the case pending C take the VEH back to the DlR. 

Created By: James Gavin (12/13/201810:58 1H) 
RCAS-James Gavin made outbound call to C atllll 
RCAS-JG ADVISED "This call may be reconled fo, quaity and training purposes.• 

RCAS stated RCAS would be the new case manager for the case. 
RCAS stated RCAS did C where C has a concern with the radio doi,g the same thing. 
C stated its doing sanething different now 
C stated rt stops now. 
C stated C wants a buyback. 
C stated C wants this escalated. 

RCAS stated C is in the right place and RCAS can review again for a buyback. 
RCAS asked had C taken the VEH baclt in. 
C stated 1MlY would C do thal 

✓ C stated the DLR is incompetent 

✓ 

RCAS stated RCAS understood how this could be frustrating. 
RCAS stated in order to review again for a buybaclt there has to be a new RO on the VEH. 
RCAS stated the review is based on the RO and state lemon laws. 
C stated C would call RCAS once C took it in. 
RCAS gave the C RCAS direct number. 
RCAS asked when coold C take rt in. 
C stated C didn, no with the holidays and things. 
RCAS understood. 
RCAS stated for C to give RCAS a call when C does take rt in. 

C thanked RCAS. 
RCAS thanked C. 

Call ended mutualy. 
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Case: ---Salesforce - Unlimited Edition 
Created Bv: Makh•iJ• f idec 112/13/201810:41 AM) 
""'[Added after the case is closed.] •-
RC~E received VMX 3x from c requesting call back aboot radio concern reoccurring. 

Created By: Makhaila Elder (11/27/2018 3:54 PM) 
RCAS-- ME is dosing case as no further assistance can be offered at this time. 

- CASE SUMMARY -
✓ C contacted NNA CA seel<ing RHR due nutipie concerns with radio rebooting and noise underneath VEH. RC~E reviewed with ARBS-Brandon Jolmsoo and SA-Max Annen and SM-Daryl Enzinger. 

- STATEMENT OF DECISION -

Page 3 of 8 

RC~E advised NNA cannot repurchase or replace the VEH at this time but confirmed repairs were 00<11)ieted and reboot of radio is noonal operation lor VEH software. RCAS reimbursed 2 VEH payments. C was 
pleased. 

✓ ~~~~~~=lll':P~~ir;.:;~~/2018 8:40 AM) 

Create<I By~ M@kbaUa f ls:kr 111/27/2018 8:38 AM} 
-GOODWILL REIMBURSEMENT-
THE FOlLOWING ARE THE DETAILS OF THE REIMBURSEMENT: 
C is eigillle for 2 montNy VEH payment 
Payment $476.23 

✓ Tocal Amount $952.46 
RC~E rev,-a-rewed with: Johnsoo (RHR denial recommendation) 
Mailing Address . . 
Monisonville, 
USA 
RC~E SUbmtting Ched< Request ~~~~~==:~.~21,,w rn erJ 
RC~E advised C that call may be reconled lor quaity and training purposes. 
RC~E asked if C had picked up VEH. 

C stated C actualy went to DLR yesterday. 
C stated C ended up asking the DLR to do an oil change so C is getting VEH today. 

RCAS stated okay. 
RCAS stated thats fine. 
RCAS stated RCAS wanted to get reimbursement processed and asked C to confirm mai~ng address. Cstated-­
Monisonvi~ 

✓ RCAS thanked C for in1o. 

RCAS stated if C has any ooncems after today then C can call RCAS back. 

C stated C thinks everything should be good. 

RCAS stated okay and advised C that if C doesnt see check in mail after 4 weeks to call RCAS back as well. 

C stated okay and asked where check is mailed from. 

RCAS stated RCAS isnt sure of exact address but check are mailed from TN where Nissan HO is. 
C stated okay. 
C thanked RCAS. 

RCAS thanked C for time. 

Call ended mutualy. 

Created By: Makhaila Elder (11/27/2018 8:30 AM) 
Short Goodwil template 
C purchased VEH: new 

✓ ~;'~:T,,:.= months Power train: D miles D months 
VSC: none 
last service visit:11/15/2018 
Previous owned veh: 1 

Created By: Makhaila Elder (11P<\/~1ff J'M CM} 
RC~E placed outlxlund call to C 1!!111 I • •1 
RCAS advised cal wil be reconled lor quaity and training purposes. 
RCAS advised C that RCAS spoke with SM and SM advised C that VEH front end suspension components were lubricated and RCAS was told C was picking up VEH today. 

C stated C was told the same and C is getting VEH at 4:30pm. 

RCAS stated okay. 

✓ ~g~ =~ ~~~ :: ::W ~ ~~ ~e~;;:~~ ;:""~=I ~~'c.W::,=-:'.i,..rs were completed and concerns were resolved. 

C stated okay. 

RCAS thanked C for time. 
C thanked RCAS. 

Call ended mutualy. 

Created By: Makhaila Elder (11/26/201811:13 AM) 
RC~E placed outlxlund call to DlR. 
RC~E spoke to receptionist. 

✓ RC~E asked to speak with SA o, SM. 

Receptionist stated both were unavailable. 

RCAS asked to have SM call RCAS back o, email RCAS aboot C's VEH status. 

✓ Created By: Makhaila Elder (11/2612018 8:04 AM) 
RC~E received email from NMAC confirming monthly VEH payment of 47623. 

✓ Created By: Makhaila Elder (11/23/2018 3:52 PM) 
RC~E received email from SM-Daryl E~ stating that VEH is in and DlR lulJricated front suspension but SM will update RCAS mo,e on Monday when Coomes to get VEH. 

Created By: Makhaila Elder (11/23120Jf,IAI\ 
RC~E placed outlxlund call to <' • I 

✓ RC~E left VMX including name, case K l'SME contact of 61~72~7537. 
RC~E stated on VMX that RCAS-ME wil cootinue to lollow up with C no later than end of business day 11/26/2018. 
RC~E requested that if C cals back and reaches VMX, to please reference case # provided. 
RC~E thanked C. 

✓ ~;;-~:~:~~: =::~~~~~tewith C's VEH. 

✓ Created Bv: Makh•iJ• f idec 111/23/2018 9:21 AM) 
RC~E placed outlxlund call to DlR. 
RC~E spoke to receptionist. 
RCAS asked lor SM. 
SM was not available. 
RCAS askedlorSA. 

Receptionist stated that SA's were off and only express service was avaiable. 
Receptionist stated can leave message lor SM to call RCAS back. 
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Case:--Salesforce - Unlimited Edition 
RCAS stated okay and stated Illa! RCAS will emai SM as well. 

RCAS thanked receptionist. 

Coll ended. 

✓ ~~~~~:t'A£b*Mo~~2:':cii8R~~.\,,..ed box requesting monlllly VEH payment amount 

✓ ~~~~~=·:sr.:.:.1d~;:~ i~ :>requesting ca1 back. 

~~~~~==:~1~~~'711 Clt 71 
RCAS advised caD wil be reconled for quality and training purposes. 
RC~E advised C ll1at RCAS did review for compensation due to inoonvenience Chas had with VEH. 
RCAS stated NNA is w ilting to offer 2 monthly VEH payments be reirroblr.led to C once VEH is repaired and returned to C. 
RC~E advised C that RCAS knows Chas appt today and RCAs shookl lollow up with C by Friday with an update. 

C thanked RCAS !or looking into cxxrc,ensation for C. 
C asked about reimbursement process. 

RCAS stated once VEH is repaired and returned to C then RCAs can confvm VEH payment amount with NMAC and process reimbursement 
RCAS stated tt will oome in form of a ched<. 

✓ RCAS stated tt takes about 2-4 weeks to arrive to C in Ille mail. 

C stated okay. 
C asked if C keeps having concerns M\31 is the next steps. 

RCAS stated if C keeps having concerns and repairs then RCAS can have case re~eviewed for repurchase or replacement 

C stated okay. 
C thanked RCAS. 

RCAS thanked C. 

Call ended mutualy. 

Created By: Makhaila Elder (11/20/2018 2:24 PM) 
RC~E placed outbound call to DlR. 
RC~E spoke to SA-Max. 
RCAS asked aboot C's appt today. 

SA stated SA has C doen for appt at 4:30pm. 
✓ SA stated SA hasnt seen VEH back yet. 

SA stated SA probably wont have an update ootil after holidays Friday. 

RCAS stated RCAS wil follow up by lllen. 
RCAS thanked SA. 

Call ended mutualy. 

Created Bv: M•kb•iJ• f J<kc 1111191~ ,r U-fi1 ?Ml 
RC~E placed outbound call to C ,..1111 11 1■1 
RCAS advised caD wil be reconled for quality and training purposes. 
RCAS stated Illa! NNA wil not be in position to repurchase or replace VEH at lllis time. 
RCAS stated OLR advised radio rebooting once or twice a month sis normal operation !or software in VEH. 
RCAS stated due to Ille inoonvenience NNA CA would also like to reimburse 1 monlllly VEH payment for C. 

C stated C has to to take VEH back to DlR. 

RCAS stated okay and asked for what 

C stated Illa! VEH is going back in tomom,w. 
C stated lllat VEH is having issues with joints in Ille !root 
C stated that concerns are underneath the VEH. 
C stated Illa! OLR knows about lllis so RCAS needs to keep case open and tollow up with C. 

RCAS stated RCAS did not know C was having ooncems. 
RCAS stated Illa! RCAS was made aware of info from OLR last week and was unable to get a hold of C when calling to update with information. 
RCAS stated RCAS had no way of knowing C was slil having concerns a,,., Ille weekend. 
RCAS apologized. 
RCAS stated RCAS can follow up with C tomOfTow after ft.wther diagnosis. 

C stated i.eil RCAS needs to lollow up with C and leave case open. 

RCAS stated RCAS never said case was closed and RCAS stated again Illa! RCAS just told C Illa! RCAS would follow up tomorrow regarding getting concerns resolved. 

✓ C stated C isnt paying lllis monllls payment 

RCAS stated lllat is between C and finance company but RCAS can follow up about concerns tomorrow. 

C asked about reimbursement 

RCAS stated RCAS was offering 1 monlllly payment to C for inconvenience but RCAS can process reimbursement until concerns are resolved. 
RCAS asked WC was financed through N MAC. 

C stated yes. 

RCAS stated okay. 

C stated C doesnt accept RHR denial and C wants more money lllan 1 monlllly re;mbursement 

RCAS stated RCAS wil send Ca denial lette< with BBB info and C can complaint about decision with BB if C feels review was done propeny. 
RCAS stated RCAS can - for more possible reimblnement for C and le t C know tomorrow as well. 

RCAS asked WC has any questions. 

C stated no. 
C stated C just wants case to stay open and wants more money. 

RCAS stated RCAS has already advised C lllat RCAS wil continue to lollow up with C like RCAS has been doing with the case as normal regarding ooncems getting resolved. 
RCAS stated RCAS just stated RCAS will review for corrc,ensation. 
RCSA thanked C !or time. 
Cati ended. 

Created By: Makhaila E lder (11/.,,21)1§ 1§ 5S W) 
RC~E placed outbound callto C @1111 II 1111 

✓ ~g~~ ~'i:1:'~ ~:~~~~~ !=~~~~i: ~t~;[.~U:., end of business day 11/19/2018. 
RC~E requested ll1at WC cals back and reaches VMX, to please reference case # provided. 
RC~E lllanked C. 

✓ ~~~~~='•';tj:,&l:;~=~::1':~k from RCAS. 

~~~~~==:~I~~~~;; iTlf ,,, 
✓ RC~E left VMX including name, case# and RC~E contact of 615-725-7537. 

RC~E stated on VMX lllat RCAS-ME wil continue to lollow up with C no later than end of business day 11/16/2018. 
RC~E requested ll1at W C cals back and reaches VMX, to please reference case # provided. 
RC~E lllanked C. 

✓ 
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~~~~~==:~l~~f'?li ,,.,, 15) 
RC~E left VMX including name, case # and RC~E contact of 615-725-7537. 
RC~E stated on VMX lhat RCAS-ME wil cootinue to follow up wilh C no later than end of business day 11/16/2018. 
RC~E requested that n C calls back and reaches VMX, to please reference case # provided. 
RC~E lhanked C. 

Created By: Brandon Johnson (11/1412018 8:53 AMI 

Page 5 of 8 

ARBS notes based on a good faith rev;ew, NNA is not in a position to offer a repurchase or replacement of this vehicle, as the vehicle has not been subject to an 1.lll'easonable number of repair att~s for any 
warrantable concerns that would substantialy impair this vehicle. NNA will continue to honor the temlS and conditions of all applicable warranties. 

ARBS recommends RCAS review Ille file wilh RCAS's Tl and CSM to detenrine Ille best course of action for Ille file. 

ARBS recommends RCAS reimburse C two moolhs veh payments for C's veh concerns. 

Created By: Brandon Johnson (1111412018 8:52 AMI 
ARBS notes Ille following summary of service history: 

In-service date: 2/20/2018 

~:,~~"lilo/7 
Description: 

• Tech email report: 
• Technician Findings 
• HAVE NOT BEEN ABLE TO DUPLICATE CONCERN IN MY POSESSION 
• BUT CUSTOMER SAYS RADIO TURNS OFF 
• AND BACK ON BY ITSELF. 
• CONFIMRED PIN FIT AT HEAD UNIT IS OK 
• AND IS WORKING PROPERLY AT THIS TIME. 

• Repairs Made 
• REPLACE AN UNIT, MADE SURE LATEST SOFTWARE VERSION IS UPDATE 

• Question for TECH LINE 
• What is the most likely cause for this incident? 

Recommendation; 

• Thank you for Ille information,_ 
• I was ooable to find arry trending issues related to your concern. 
• We have linked similar symptoms to devices paired lhrough Bluetoolh or connected to Ille vehicle via 12v outlets/ usb ports. 
• Let's make sure the issue will duplicate without any aftermarket equipment connected to the vehicle. 
• Wtth lhis type of te<hnok>gy, we expect Ille system to perform a reboot or a scltware corrective action a few times per moolh, just tike a personal computer or smart phone. 
• If the issue frequency falls i'lto this description, this would be characteristic. 
• Let us know if you have any other questions and have a great day. 

VSC: None 
DTS Inspection: Nooe 

Repairs/visits summary: 

1 visit for CIS THEY WOULD LIKE US TO CUT AND PROGRAM A NEW KEY AND REMOTE FOB. 
- 1. CUT AND PROGRAMMED 2 KEYS AND 2 REMOTE FOBS. 

3 visits for C/S THE SCREEN FOR THE AUDIO AND PHONE IS SWITCHING TO DIFFERENT SCREENS BY ITSELF. THE HEAD UNIT WILL REBOOT ITSELF. 
- 1. AV UNIT ON ORDER. 
- 2. REPLACED AV UNIT. CONFIGURED UNIT. ALL OK NOW. 
- 3. DLR working wilh Techline regarding concern as DLR has not been able to duplicate concern wilh VEH while in DLR possession at lhis time.Tl stated that radio system reboot was normal operation. 

1 visit for CIS THAT WHEN PLAYING MUSIC THROUGH THE USB CORO THE MUSIC WILL CRACKLE AND SKIP. ALSO WHEN YOU TURN THE VOLUME All THE WAY DOWN A MESSAGE. 
- 1. Performed software update lhat was just released by Nissan, rechecked all functions of the radio all ok at lhis time. 

1 visit for CIS THERE IS A CLUNKING NOISE IN THE REAR OF THE VEHICLE. 
- 1. DLR adjusted loose striker l.lldef veh. 

22 total days down as of 11/14/2018. 

Created By: Brandon Johnson (1111412018 8,49 AMI 
ARBS notes Ille following: 

5/29/2018@5,506 miles .. ~ 7 days down. 

Concern 
1. C/S THEY WOULD LIKE US TO CUT ANO PROGRAM A NEW KEY AND REMOTE FOB. 
Action 
1. CUT AND PROGRAw.1ED 2 KEYS AND 2 REMOTE FOBS 

8127/2018@10,925miles .. ~ 1 day down. 

Concern 
1. C/S THE SCREEN FOR THE AUDIO AND PHONE IS SWITCHING TO DIFFERENT SCREENS BY ITSELF. THE HEAD UNIT WILL REBOOT ITSELF. 
Action 
1. AV UNIT ON ORDER 

8/29/2018@ 10,992 miles .. ~-1 day down. 

Concern 
1. C/S THE SCREEN FOR THE AUDIO AND PHONE IS SWITCHING TO DIFFERENT SCREENS BY ITSELF. THE HEAD UNIT WILL REBOOT ITSELF. 
Action 
1. REPLACED AV UNIT. CONFIGURED UNIT. All OK NOW. 

9/6/2018@ 12,408miles .• ~-6 days down. 

Concern 
1. C/S THAT WHEN PLAYING MUSIC THROUGH THE USB CORD THE MUSIC Will CRACKLE AND SKIP. ALSO WHEN YOU TURN THE VOLUME All THE WAY DOWN A MESSAGE. 
Action 
1. Performed software update lhat was just released by Nissan, rechecked all functions of Ille radio al ok at lhis time. 

1118/2018@ 15,14Smiles .. ~ - 7daysdown. 

Concern 
1. C/S THAT THE RADIO SHUTS OFF ON HER AND TURNS BACK ON. RADIO IS ALSO SKIPPING. 
Action 
1. DLR wor1<ing wilh Tedlline regarding concern as DLR has not been able to <!upjicate concern wilh VEH wlli e in DLR possession at lhis time.Tl stated lhat radio system rebool was normal operation. 

Concern 
2. C/S THERE IS A CLUNKING NOISE IN THE REAR OF THE VEHICLE. 
Action 
2. DLR adjusted loose strike< under veh. 

22 total days down as of 11114/2018. 

✓ Created By: Makhaila Elder (11114/2018 8:43 AM) 
RC~E placed outbound call to ZlMBRICK NISSAN. 
RC~E spoke to SA-Max Annon. 
RCAs asked for status of YEH and wllat DLR is doing. 

SA stated C stated radio is shutting off and skip!)jng. 
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Case: Salesforce - Unlimited Edition 
SA stated techline case started. 
SA stated that techline is stating that radio should reboot once or twice a month according to software that C has. 
SA stated thefe was a dunking noise from rear hatch and DLR adjusting the striker lllat was loose. 
SA stated SA told C and C seemed pretty happy with lllat answer and is coming to get VEH today or tomorrow. 

RCAS stated okay. 
RCAS thanked SA. 

Call ended mutuaBy. 

Created By: Brandon Johnson (11/1412018 8:42 AM) 
ARBS requested infoonation on what repairs are being oornpleted for open RO and ETA for repan w able from RCAS-ME. 

Created By: Brandon Johnson (11114:iQiO Q'J? 0141 
ARBS noting in1ormation from TL case "11111111 

Description: 

• Tech email report: 
• TeCMician Findings 
• HAVE NOT BEEN ABLE TO DUPLICATE CONCERN IN MY POSESSION 
• BUT CUSTOMER SAYS RADIO TURNS OFF 
• AND BACK ON BY ITSELF. 
• CONFIMRED PIN FIT AT HEAD UNIT IS OK 
•AND IS WORKING PROPERLY AT THIS TIME. 

•RepanMade 
• REPLACE l>N UNIT, MADE SURE LA TEST SOFTWARE VERSION IS UPDATE 

• Question for TECH LINE 
• What is the most likely cause for this incident? 

Recommendation: 

• Thank you for Ille inlormation,_ 
• I was ooable to find any trending issues related to your concern. 
• We have linked similar symptoms to devices pa.-ed lllrough Bluelooth or coonected to Ille llellide via 12v outlelsl usb ports. 
• Let's make sure the issue will duplicate without any aftermarket equipment connected to the vehicle. 
• With lllis type ol technology, we expect Ille system to penorm a relJool or a software corrective action a few times per monlll, just tike a personal compute< or smart phone. 
• If Ille issue frequency falls into this description, lllis would be characteristic. 
• Let us know if you have any other questions and have a great day. 

Created By: Brandon Johnson (1111412018 8:38 AM) 

~~~~ ~ce:'e., O::':,~~~~~ifl!:~,~ ~;'g~~t~4~~i7 Ff 11 vmx for SM-Daryl Enzinger. 
ARBS provided ARBS contact#, email and hc..-s of operation for SM contact bad<. 
Vmxended. 

Created By: Nicki Barror (11114/2018 7:49 AM) 
ORTS received the RHR. The RHR was assigned to ARBS Brandon Johnson for review 

✓ ~~~~~~i::;:~~:r (11113/2018 4:15 PM) 

Created By: Makhaila Elder (11/1312018 3:58 PM) 
RCAS re<eived email from SM with ROs and SM advised RCAS Illa! 1-ine is saying concerns may be normal. 

✓ 

✓ 

RCAS emailed SM asking about C's coocems with chrome bar noise l.lldemealll VEH. 

Created By: Makhaila Elder (11112/2018 4:34 PM) 
RC~E received email from SM-Daryl E~ stating tech is working on submitting case to techline and lllat DLR told C 11181 C's VEH wouldn1 be started on until today. 

RCAS stated okay. 
RCAS stated RCAS wil follow up with SM tomom,w or Wednesday regarding techline updates. 

✓ ~~~~~~~~: ~~::=~to about re<enl visit and copy ol open RO. 

✓ 

Create<I By: Makhaila Elder (11/1.?.1~3P J"JJ W) 
RC~E placed outllound call to c 11!111111 •1 
RC~E advised C that call will be re<Xl<ded for quality and training purposes. 
RCAS stated RHR is stiD under review. 
RCAS confirmed C wen to DLR last Friday for diagnosis. 
RCAS stated RCAS is wailing oo in1o from Ille DlR regarding 11181 visit as well. 

C stated DLR stiU has VEH since last Thursday. 
C stated lllat undemealll Ille VEH ll1ere is a chrome bar lllat is lop sided. 
C stated Illa! C showed rt to SA-Max at DLR. 
C stated C was told that bar is connected to exhaust. 
C stated lllat radio is still a problem. 
C stated DLR told C that tech was not in until today. 
C stated C hasnl heard anything from Ille DLR. 
C stated lllatis unacceptable. 

RCAS unde<stood and slated RCAS is hoping to hear from DLR by EOB today or tomorrow so RCAS can have updated info sent over for RHR. 
RCAS stated RCAS will follow up no later than 11/1Swith update of RHR and update regarding visit. 

C stated okay. 
C stated Nissan wil take lllis VEH back whelller rt means c has to seek legal action. 
C stated this is lemon law. 

RCAS stated okay and staled RCAS doesnt know W VEH can be repurchased or replaced or not. 
RCAS stated review is actually based on repair history as rt relates to C's state lemon laws. 
RCAS stated Illa! once a decision is made RCAS wil let C know. 

C stated okay. 
C stated RCAS can document lllat tt NNA offers "l)lacement lllen C doesn't want ii. 

RCAS stated repurchase or replacement is what C can discuss tt VEH is eligillle for repurchase or replacement. 

C stated okay. 

RCAS asked tt C has any questions or coocerns at lllis time. 

C stated no. 
C stated C just wants this over with because its getting ridiculous. 

RCAS stated RCAS wil follow up no later than Thursday and ea~ier tt RCAS knows anyllling before. 

C stated okay and thanked RCAS. 

RCAS thanked C for time. 
Call ended mutualy. 

Created By: Makhaila Elder (11/12/2018 3:07 PM) 
✓ RC~E placed outllound call to DlR. 

RC~E reached SPMlaryt Enzr,ge,'s VMX. 
RCAS left name and number and asked for call bad< about C's case and recent visit. 

✓ ~~~~;==:~1~~~:l:n m z: 
RC~E left VMX including name, case# and RC~E contact ol 615-725-7537. 
RC~E stated on VMX Illa! RCAS-ME wil cootinue to follow up with C no later than end of business day 11115/2018. 
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Case: 

✓ 

~ Salesforce - Unlimited Edition 
RC~E requested that d C calls back and reaches VMX, to please reference case # provided. 
RC~E tllanked C. 

Created By: Stephen Sibbitt (111712018 9:28 A 
RCAS-Slephen Sibllitt placed outlxlund call to C 
RCAS-SS ADVISED "This call may be recorded U O ining purposes." 

RCAS advised tllat RCAS was assisting RCAS-Makhai a Eide<. 
RCAS stated tllat decision for repurchase is still l.llde< review. 
RCAS advised of follow up oo 11/12. 

C asked d VEH was repurchased for how iruch? 

RCAS advised at that point another team 'WOUid take the case over and go over decision with C. 

C asked d C should take tile "pile of junk" in for appointment of 11/8. 

RCAS encouraged C take VEH into DlR d a,ry additionally problems have been diagnosed. 

C understood. 
C stated NNA needs to hurry. 

RCAS stated understanding of situation and would be notified when decision has been,__ 
RCAS-SS asked C d tl1ere were My OCher question C had. 

Cdeclined. 

RCAS-SS wished C to have a good day. 

Call ended mutuaBy. 

Created By: Makhaila Elder (11/512018 2:19 PM) 
RC~E received info below from St.Mlaryl Enzinger: 
• How many times has the customer's vehicle been in for repairs? 3 times 
• What repairs were perfonned? Software update, replaced AN oo~. 
• How many days has tile vehicle been kept out of se<Vice at your dealer for repan? 7 days 
• If tile Se<vice Manager is unsure, the RCAS needs to collect tile hard copies of tile repair o<ders tllat cootain the technician time starrc,s. 
• Has Tech line been invotved? no 

✓ • Has tile Dealer Technical Specialist (DTS) been im,olved? no 
• Is the veh currently down? : no 
• Is the customer in a loaner veh: no 
• Is tllere an open RO:no 

CUstomer did threaten to start vehide on fire in parting lot. 

Created By: Makhaila Elder (11/2/2018 3:19 PM) 
RC~E sent SM-Daryl Enzinger email requesmg dealer RHR questions: 
• How many times has the customer's vehicle been in for repai's? 
• What repairs were perfonned? 
• How many days has the vehicle been kept out of service at your dealer for repan? 

✓ • If tile Se<vice Manager is unsure, the RCAS needs to collect the hard copies of the repair o<ders tllat cootain the technician time stamps. 
• Has Tech line been invotved? 
• Has tile Dealer Technical Specialist (DTS) been in\/Olved? 
• Is the veil currenfly down? : 
• Is the customer in a loaner veh: 
• Is there an open RO: 

✓ ~~~:;.==:~1~~r· mm 
RC~E ADVISED 'This call may be re<Xl<ded for quality and training PllJ)OSeS •. 
RC~E VERIFIED C's name, mailing address, e-mail. 
RC~E CHECKED for open recalls/campaigns and found: NIA 
Previous RELATED Case(s) Found:0 
Previous UNRElATED Case(s) Fomd: 0 
RC~E advised C that RC~E role to C is the case manager meaning RCAS is to act as tile point of cootact oo behalf of NNA corporate regarding C's concerns witl1 VEH or DLR. 
RCAS confirmed C was seeking to voice displeasure witl1 VEH. 

C stated yes. 

RCAS asked C to voice displeasure witl1 product. 
RCAS stated RCAS does not see any specific coocerns witll VEH listed from call yesterday and is wondering what tilings C is displeased wrth. 

C stated service, quality, and one thilg after another. 
C stated C was on phone wrth CRR-Cora Stlaurent yesterday for a long time and rt is not documented 
C stated C is frustrated tllat c has to repeat sett. 

RCAs understood and apologized. 
RCAS stated tllat RCAS wil be sure to document thoroughly what C's coocerns witll VEH are. 

C stated C took VEh in a couple mooths ago because radio would juts shut off oompletely and restart a few time. 
C stated C took rt to ZJMBRICK NISSAN. 
C stated DLR replaced radio. 
C stated C got VEH back and C had to take VEH back for update. 
C stated last wed< radio shut off on C again. 
C stated tllat C has anOCher clooking noise and tllere is a chrome bar tllat is IOl)e sided and hanging down. 
C stated C thinks tllats what tt is but c is taking VEH in next wed< and shouldni be happening. 
C stated VEH is uncornfortable and cheaply ,__ 
C stated C has coocem witl1 AEB system and VEH brakes by - · 
C stated tllat c did research and C is having all these problems. 
C stated tllat NNA needs to take tt back. 
C stated C does not want to be impacted financially either. 
C stated C never had problems tike tllis. 

RCAS apologized for ooncerns so early in ownership of VEH. 
RCAS advised C that RCAS can certainty have case reviewed for repurchase or replacement. 
RCAS stated that it is a repair history review as it relates to state laws to determine if the VEH is etigible or not for repurchase or replacement but it is not guaranteed. 
RCAS explained entire RHR process. 

C stated okay. 
C stated C got in witl1 wrong company. 
C stated C seen online that NNA is having al kinds of concerns with same thing C is ha\/Wlg problem with. 
C stated C just got witl1 wrong """-'Y· 
C stated if NNA has CA then tt must be a lot of complaints and c can hear chatter in background when speaking witl1 CRR. 

RCAs understood and asked ij C would tike RCAS to start RHR. 

C stated what are OCher options. 
RCAS stated OCher options can be discussed witll DLR regarding getting out of VEH but tllis is ooly review tllat NNA has. 

C stated go head. 
C asked what d VEH isot eligible. 

RCAS stated tllat C and RCs and DLR will have to wor1t to diagnose and resave concerns. 

C stated DLR as done all DLR can and is waiting on Nissan to tel DLR what to do. 
C stated RCAS can do what RCAS needs to do. 
Why do you want to rebJm the vehicle to Nissan North America? Radio concerns that aren't fixed, emergency braking ooncems with VE.H stopping randomly, DLR not knowing how to fix VEH. 
Where is tile vehicle currently? Wrth C. 
Where was the vehicle purchased? Zimbrick Nissan. 
Was it purdlased new or used? new 
If used, when was tile \/ellicle pwchased? Nia. 

Page 7 of 8 

6/2/2020 



Case: Salesforce - Unlimited Edition 
Where is the vehicle serviced? ZIMBRICK NISSAN. 
Has the vehicle been taken to multiple Nissan dealers or lnfiniti retailers? tf so, document names of dealera/retailers? no 

RCAS stated RCAS wil follow up with C next Wednesday and seod email with contact info as well. 
C stated C would like thal 

RCAS asked WC had any questions or concerns. 

C stated no 

RCAS thanked C for time. 
C thanked RCAS. 
Call ended. 

Created By: Makhaila Elder (11/212f'§ J fJ o/1) 
RC~E placed outlxlund call to"@ " I II ■II 

✓ ~g~~ :i:4~ ~:~~~~~ !:'!,~~~~c;:18; ::t~;;.~~ end of business day 11/5/2018. 
RC~E requested that W C calls back and reaches VMX, to please reference case # provided. 
RC~E thanked C. 

Created Bv: Cora $'I anceot (11/1/2018 4:32 PM) I Last Modified By: $l•Pbeo Sjbbjtt '11/7/2018 8:53 AM) 
CASE SUMMARY 

✓ C Contacted NNA Concerning possible RHR/Dissatisfied with purchase 

ORR-CS escalating case to RCAS 

Created By: Cora Stl aurent (11/1/2018 4:31 PM) I Last Modified By: Stephen Sibbitt (11/7/2018 8:53 AM) 

✓ #Note 

C stated that Chad a clunking noise under the drive<'sside, and that the OLRSPH is looking at ~on Noveiroer8 2018 

Created By: Cora Stlaurent (11/1/2018 4:30 PM) I Last Modified By: Stephen Sibbitt (11/7/2018 8:53 AM) 
CRR-CS VERIAEO Account/ information including: C's name, home & e-mail address, 

phone numbef & best contact -CRR-CS VERIAEO VEH Information including KNMAT2MV1J 
ORR-CS CHECKED for open recals/canl)8igns and fomd: 0 
ORR-CS CHECKED for previous UNRELATED Case(s) and found: 0 
ORR-CS CHECKED previous RELATED Case(s) 0 
MAIN REASON FOR CONT ACT To voice displeasure with product/ possible RHR 

C stated that Nissan is no good 
C stated that C is calfing to voice displeasure 
C stated that C is wondering what Nissan can do because C doesnt want this lease, believes that Nissan produces cheap products 
C stated that toyota is better, and C doesnt want this vEH 
C Stated that C wants out of the lease 
C stated that C has put up with enough with a brand new VEH 

✓ C stated that C can hear people at the call center and how many people work at the call center 

ORR-CS advised C that ORR-CS is not authorized to devooge that information 

C stated C hears alol of people and that is alot of complaints 
C stated how many con-cliaints does CRR-CS get in a day 

ORR-CS stated that Nissan gets all sorts of cals/sorne for bluetooth and other things/le<hnical support g:~ =~:'~~~,,:,';: SJ i7 f that the RCAS wil be in contact with C at the end of the following business day. 

C:RR--CS inquired if fiKther assistance was needed 

C stated that C did not need further assistance 

Branded call 
Call ended mutualy 

Case Categorizations 
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Case Categorizations Help 

Action C..S.. Categorization# Catego,y Description S<lbcatego,y Description Symptom Oesc,ipfion Maj<><~ Code Ca11tgory Date Symptom C- Calegory C- SUbcategory C- Concern Code 

1111111111111 AUDIOMDEO/NAVI SATElUTERADIO POOROR IMPROPEROPERATION 11 11/1/2018 YX AA - OA 

Forms Forms Help 

No records to display 

A Back To Top 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 
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Case: ---Salesforce - Unlimited Edition Page 1 of 4 

• 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= llll 

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 1112712018 

Supporting Documents 

CA Muttiple Repairs 

Social Media Involvement 

Martiz Custome< Id 

Case O#nH location Murfreesboro 

Case Owner ■ Russell Lawyer 

Type TS 

Case Origin Data load 

Executive Refenal 

Exee>Received-Oa.te 

Status Closed 

Datelrme Opened 11/1/2018 7:43 PM 

Datetrme Closed 11127/2018 2:18 PM 

Multiple Repairs No 

Executive Summary 

Texting Status Executive Actions To Resolve 

Case Reopen Count 0 

Description Collision Mitigation Brake System 

Call Script 

Who contacted u.s? SUrvey 

#Vehicles Owned 1 

Vd'liele Purchased New 

Pre-Owned Initial Mileage 

Current Mile- 839 

Incident Codes. IIR REQUIRED 

lncidef'lt Date 

Sent to legal 

Accident 

Asbag 

Fire 

IIR lndic.ator 0 

IIROate 

HR 

Vehicle Information 

Vehicle SN1AT2MTSJC 

Model Year 2018 

Make NISSAN 

Model Line ROGUE 

Model Code 22318 

Dealer Detai l 

ease Servicing Dealer A JTl JRF NISSAN OF FOi S9M 
Case Servicing Dealer Region West Region 

Bluetooth 

Related Items 

Responsible District 01 

SharedWrth 

Phone Carrier 

Phone Manufacturer 

Reported From 

Issue Categories 

Approwd Ched< Reques1s $0.00 

Vehicle Maintained Location FUTURE NISSAN OF FOLSOM 

Previous Repai.r Date 9112/2018 

Previous Repair Location FUTIJRE NISSAN OF FOLSOM 

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 ✓ 

Oatanet Deal« Date 11/2/2018 

Dealff Instructions Service Oepl Review 

Requested Dealer Action Please review 

Bluetooth Ticket Status 

Phone Model 

Phone Operating System 

Goodwill Offered 

VCAH 

Goodwill Processed O 

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 

Sun,ey Veri>atim B2540U, Ccilisioo Mitigation Brake System, OF 

Contact Name 

Home Phone 

WOfitPhone 

Mobile Phone 

Email 

Attemate Email 

Page 2 of 4 

tt happened on this last weel<end. I was drivilg home from the stoce at night so ij was dark, there was no one around me, thank goodness and the emergency collision system M the 
breaks which sounded like it was grinding a little but it just lasted a few seconds and then it went off. I pulled over k>r a minute and it hasn't done it since. 

F121DB, P~/Charging Port - Not enough ports, OS 
We had drwen a few 1/ehicles and even though I got the same car (rogue) ij was a different style so we didn\ look to see rt there -e USB ports in the back seat like the other version. It 
wasn\ until I had my sons in the back seat that we reaized the only ports are in the front 

Dealer Action History 

NNANotes 

Cust«ner Conversation Notes 

DTS Inspection 

OTS Inspection Date OTS Inspection Date Confirmed? 

OTS Request Type Notes f« OTS (Vehicle Concerns) 

Inspection Time/Notes Appointment Time: 

Notes to Agent 

System Information 

Subject CUSTOMER- HONE 
5N1AT2MTSJ~ 

Crea1ed By FFETL 11/1/2018 7:43 PM 

Last Modffied By lil::le.m, 12/8/2018 10:31 PM 

Case Record Type 

Days Closed 

CA Oosed Case 

553 

Action Code NT1A 

What action was taken? 1A Repaired - Under Warranty 

Agent Comments 

IN: 

Agent comments 11/27/18 - 3rd loltow up can to C regarding diagnosis by DtR to see rt completed 

Agent Next Step 

Case History 

11/27/2018 2:18 PM 

unable to oontact email sent to Con 11/26/2018 at 2:15pm 

Use< 

Bll1¥1SI I amrer 

B!F¥1SI I a'tYVef 

! Reopen ease I ! Clone Closed easel 

Action 

Changed Status from Open to Closed. 

Closed. 

Changed Description. 

Root Cause 

Root Cause Code SCSH 

Root Cause Code (2) 

Document ID 

11/27/2018 2:12 PM 

11/26/2018 2:15 PM 

11/21/2018 12:55 PM 

Russell lawyer 

Rn:¥idl I amrec 

Changed Follow Up Date from 11/26/2018 to 11/27/2018. 

Changed Follow Up Date from 11/21/2018 to 11/26/2018. 

sgmgre . 1 ~ 

Case Comments ,_1 
Public Comment 

Created By~ B1ffl:¥H I awve:r (11/27/2018 2:17 PM) 
-..---- ·-------cJJ.SESUMMARv- •~----

• Custocner Concern: C contacted NNA CA regarding 1/ehicle concerns with collision mitigation brake system poo< o, improper operation. 

Case Histo,y Help 

Case Conments Help 

• Agent actions: TCS-RL made contact with SM-Nick Tate at FUTURE NISSAN OF FOlSOM and notes S~ advised no open RO's or appointments for C but that DtR wil be happy to diagnose 1/ehicle concerns. TCS­
RL made contact with C and notes that C stated Chas not taken vehicle to DLR for diagnosis. TCS-RL ~ed conference call with C and OlR and notes that appointment was scheduled for DLR to diagnose vehicle. 
TCS-RL contacted S~T alte< llehicle repair and obtained copy of RO. TCS-RL made oontact with C and notes C stated vehicle is operating conrectly and that no further assistance is needed at this time. 
• Customer purchased vehicle: New 

✓ • Current mileage: 2,764 miles 
• OOW- Basic: O miles / O months, Power Train: O miles / O months 
• VSC: Standard 6/5000 MY14• 
• Last service viM: 11/26/2018 
• Previous owned veh: N/A 
• Total cosl of repair. NIA 

-----STATEMENT OF DECISION----
TCS-RL notes C slated 1/ehicle was repaired by DLR and no further assistance is needed at this time. 
TCS-RL is closing case as no further assistance can be offered at this time. 

Created By: Russell lawyer (11/27/2018 2:12 PM} 
Coilision Mitigation Brake System 
P~/Charging Port - Not enough ports 

Created By~ B11tKH I awvtr (11/27/2018 2:1 1 PM} 
TCS-RL plaoed outllollld call to C's Home Phone / Wock Phone, 
TCS-RL advised C that TCS-RL has been in contact with OlR and that TCS-RI. understands that DLR reprogrammed front collision warning system. 
TCS-RL inquired rt Chas had an oppo<llJnity to drive the vehicle at this time. 

C stated vehicle is operating oorrectty at this time. 

✓ TCS-RL advised C that TCS-RL was glad to hear that 
TCS-RL inquired rt arry additional assistance can be provided at this time. 

C declined and thanked TCS-Rl for assistance. 

TCS-RL wished Ca good day. 

Call ends Jrutually. 
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✓ Created Bv: Brn•wll I •wvec (11/2612018 2:48 PM) ..- . 

TCS-RL - email from SM-Nick Tate at FUTURE NISSAN OF FOLSOM and notes RO ._,,as attached to email. 
TCS-RL attached RO to case. 
TCS-RL notes that RO m ealed that DlR repogrammed Laser / Radar Control Unit and that DlR corrpleted software update lor audio un~ intennittent!y ruming on when vehicle swted. 

Created By: Russell Lawyer (11/2612018 2:14 PM) 
✓ TCS-RL sent unable to contact email to C and requested rettrn contact from C o, best contact # and best contact time tor C. 

Created By: Russell Lawyer (11/2612018 2:12 PM) 
TCS-RL plaoed - call to C's Home Phone / WOO<""°" 
TCS-RL left VMX with TCS-RL name, contact#, and case#. 

✓ TCS-RL stated on VMX that TCS-RL was caBing to find out if C has been able to drive -.elvcle since DLR completed repair. 
TCS-RL stated on VMX that TCS-RL would like to know if further assistance could be p,ovided to C. 
TCS-RL stated on VMX that TCS-RL wit make one more attempt to contact Con 11/27/18. 
TCS-RL requested return cal from C . 

Created By: Russell Lawyer (11/2612018 2:08 PM) 
TCS-RL plaoed outbolrld call to FUTURE NISSAN OF FOLSOM, 916-608-5300, and requested to speak with SM- Nick. 
TCS-RL inquired if Chad been to DLR for diagnosis. 

SM Nick advised that Chad been to DLR on 11/21/18, that DlR reprogrammed front collision warning system, that RO# aas created and closed out, and that Chas vehicle at this time. 

TCS-RL reviewed vehicle service history in Sf and ootes unable to see RO ~ 
✓ TCS-RL requested SM-Nick send copy of RO via fax o, email. 

SM-Nick advised RO can be sent via email. 

TCS-RL p,ovided SM-Nick with TC>Rl email address. 

SM-Nick advised will send RO via email. 

Cati ends rrotually. 

Created By: Russell Lawyer (11/211201812:55 PM) 
TCS-RL plaoed - call to C's Home Phone / WOO< Phone, 

✓ ig~:~t :::1~ ~J~~~~•=~:i:g :i V: :~I C had appointment at DlR this morning at 9am. 
TCS-RL stated on VMX thatTCS-RL wit be 00000 11/22/18 and 11/23/18 rettrning 11/26118. 
TCS-RL requested return cal from C. 

Created Bv: 7achacy Adams (11120/201 8 3 :46 PM) 
TCS-Zachary Adams plaoed outlxxmd call to Ful\Jre Nissan o f Folso,n@8TT-635-4447 and asked to speak with SM-Nick Tate. 

✓ TCS asl<ed if C had made an appointment with DLR lor diagnosis at this time. 

SM slated yes lor 11/21 at 9:00 AM. 

Call ended murualy. 

Created By: Russell Lawyer (11/14/2018 3:07 PM) ~ 
TCS-RL plaoed outbound call to C's Home Phone / WOO< Phone, 
TCS-RL inquired if C was - to take vehicle to DLR ford" • 

C stated C will take vehicle to DLR for diagnosis. 
C stated C was supposed to take -.elvcle to DLR last weekend but had to take a loved ooe to the hospital. 

TCS-RL offered to con-cliete conference call to DLR to schedule appointment. 

C declined and stated C wil contact DLR directly. 

✓ TCS-RL offe<ed to follow up with C after C has taken vehicle to DLR. 

C stated C wou1d like follow up cal on 11/21/2018. 

TCS-RL agreed. 

TCS-RL inquired if any additional assistance can be p,ovided at this time. 

Cdeclined. 

TCS-RL wished Ca good day. 

Cati ends rrotually. 

✓ Created By: Russell Lawyer (11/13/2018 2:21 PM) 
TCS-RL sent unable to contact email to C and requested rettrn oontact from C o, best contact # and best contact time tor C. 

Created By: Russell Lawyer (11113/2018 2:19 PM) 
TCS-RL plaoed - call to C's Home Phone / WOO< Phone, 

✓ TCS-RL left VMX with TCS-RL name, contact#, and case #. 
TCS-RL stated on VMX that TC>RL was caling in regards to survey that C had ~ed. 
TCS-RL requested return cal from C . 

Created By: Russell Lawyer (11/12/2018 3:39 PM) 
TCS-RL plaoed outbound call to C's Home Phone / WOO< Phone, 

✓ TCS-RL left VMX with TCS-RL name, contact#, and case#. 

✓ 

TCS-RL stated on VMX that TCS-RL was caling in regards to survey that C had ~ed. 
TCS-RL requested return cal from C. 

Create<I By~ Blffl:¥111 awvtr (11/12/2018 3:37 PM} 
TCS-RL plaoed outbolrld call to FUTURE NISSAN O F FOLSOM, 916-608-5300 and spoke with SA-Chris. 
TCS-RL inquired if DlR was able to duplicate concerns lor C's appointment on 11110/18. 

SA-Chris advised there is no RO for C in syst..-n. 

Call ends mutually. 

Created By:fl1111Uica1 (11/9/2018 9:17 AM) 

✓ ~:~ ::i :""ma'i~ .:::i~~ri~~ ~ ~~~~:J1:~~~ a"::!=::,~ ~~;.,,.,.to, possible duplication of concern and realize that Sanxday's are short staffed. 
SA-Chris advised understand and understood that customer could ody oome in on Saturday's and wilJ wak with customer and is aware. 

✓ Created By: Russell Lawyer (11/5120184:17 PM) -
TCS-RL plaoed outbound call to C's Home Phone / WOO< Phone, 
TCS-RL verified C's name, home & email address. 
TCS-RL advised C that TCS-RL has received C's survey comments. 
TCS-RL advised C that TCS-RL was caling to offer C the opportl.llity to discuss C's oomments with an agent 

C stated the lorward emergency braking rando,nly went off one day while C was driving home from the store at night time. 
C stated that there was no ooe behind C and the vehicle just stopped - · 
C stated that was the only time that issue occurred. 

TCS-RL apologized for C's concern with the vehicle and inquired n C would like to take vehicle to DLR tor diagnosis. 

C stated C would like to go to FUTURE NISSAN OF FOLSOM 

TCS-RL plaoed outbound call to FUTURE NISSAN OF FOLSOM, 916-608-5300 and notes call was ..-eel by SA-Chris who advised there is no diagnostic fee lor C to have vehicle looked at. 
TCS-RL notes appointment was scheduled tor 11110/2018 at 10am. 
TCS-RL advised C that TCS-RL will follow up with Con 11112/18 alter DLR has had an opporttllity to diagnose vehicle . 

C agreed. 

TCS-RL inqui'ed if any additional assistance can be provided at this time. 

C declined. 
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TCS-RL wished C a good day. 

Call ends mutually. 

Created By: Russell Lawyer (11/2/201810:06 AM) 
TCS-RL placed outbound call to FUTURE NISSAN OF FOLSOM, 916-608-5300, and requested to speak with SM-Nick Tate. 
TCS-RL advised SM of C's survey coocems and asked ij C's vehide is currently in DLR or ij C has appointment sdleduled soon to have C's llellide reviewed. 

✓ S~T advised no open RO and no appointment for C. 
S~T advised DLR had a 2017 Rogue re<ently with similar concern and DLR replaced lllrot!le body. 
S~T advised DLR will be happy to diagnose C's llellide. 

Call ends mutually. 

Created By: Russell Lawyer (11/2/2018 9:56 AM) 
TCS-RL received case for handlilg as a resutt of QC survey response received from C. 
TCS-RL notes OO!)ied survey notes below: 

Survey Veroatim 
B2540U, Collision Mitigatioo Brake System, OF 

Page 4 of 4 

It happened on this last weekend. I was driving home from Ille store at night so it was dar1<, there was no one around me, lllank goodness and Ille emergency colision system hit the breaks which SOlllded like tt was 
✓ grinding a little but tt just lasted a few seconds and ll1en tt went off. I pulled over for a minute and tt hasn, done tt since. 

F1210B, Powe<-/Charging Port-Nol enough ports, OS 
We had driven a fewvehides and e,en though I got Ille same car(rogue) tt was a different stytesowe didn1 look to see ijtherewere USB ports in Ille back seat like Ille other version. lt wasn1 until I had my sons in Ille 
back seat Illa! we realized Ille only ports are in Ille front 

TCS-RL checked for open/related orevious CA cases and found: None 
TCS-RL checked for closed CA cases and lound: None 
TCS-RL checked for open recalls/campaigns and lound: None 

Created By: Russell Lawyer (11/2/2018 9:51 AM) 
Oualtty Connection Hot A lert 

Case Categorizations 

Action c..se Categorization # c..tego<y Description -Forms 

No records to display 

A Back To Top 

INTERIOR 
ELECTRICAL 

Subc.olegory ~ 

FORWARD EMERGENCY 
BRAKING (FEB) 

Syml)tom Description 

POOR OR IMPROPER 
OPERATION 

Case Categorizations Help 

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

26 11/27/2018 YX AV - OA 

FonnsHelp 

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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Case:- ~ Salesforce - Unlimited Edition Page 1 of 9 

• 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= llll 

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 1/412019 

Supporting Documents 

CA Muttiple Repairs 

Social Media Involvement 

Martiz Custome< Id 

Case O#nH location Murfreesboro 

Case Owner aero ~ I 

Type CA 

Case Origin Phone 

Executive Refenal 

Exee>Received-Oa.te 

Status Closed 

DatelrmeOpened 11/2/2018 11:SSAM 

Datetrme Closed 1/4/2019 10:22 AM 

Multiple Repairs No 

Executive Summary 

Texting Status Executive Actions To Resolve 

Case Reopen Count 0 

Description Replxdlase review in progress 

Call Script 

Who contacted u.s? Consumer 

#Vehicles Owned 1 

Vd'liele Purchased New 

Pre-Owned Initial Mileage 

Current Mile- 1,120 

Incident Codes . IIR REQUIRED 

lncidef'lt Date 

Sent to legal 

Accident 

Asbag 

Fire 

IIR lndic.ator 0 

IIROate 

HR 

Vehicle Information 

Vehicle 

Model Year 2018 

Make NISSAN 

Model Line ROGUE 

Model Code 22218 

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 $548.08 

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 11/5/2018 

RHR C«npleted 11/23/2018 

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 O 

Data Net ✓ 

Datanet Deal« Date 11/21/2018 

Oealff Instructions Service Oepl Review 

Requested Dealer Action Repurchase review in progress 

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 

Vert>atims 

Alert Trigger Verbatim 

Survey Verbatim 

Deale< Action History 

NNA Notes 

Customer Conversation Notes 

DTS Inspection 

DTS Inspection Date 12/18/2018 10:00 AM 

WOfitPhone 

Mobile Phone 

Email 

Attemate Email 

OTS Inspection Date Confirmed? 

DTS Request Type Notes for OTS (Vehicle Concerns) 

Inspection Time/Notes Appointment Time: 

Notes to Agent 

System Information 

Subject CUSTOMER:-HONE: 
JN8AT2MV1J 

Created By 

Last Mocfrfied By 

Case Record Type 

Days Closed 

Sherika Brown 11/2/201811:58 AM 

NNAill, 1/18/2019 9:05 PM 

CA Oosed Case 

515 

Action Code NT9H 

What action was taken? 9H DTS Inspection - Settlement 

Agent Comments 

Agent Comments Review for 2 monthly rembursement 

Ag«it Next Step CUstomer 

IN: Root Cause 

Root Cause Code 

Root Cause Code (2) 

Document ID 

I Reopen Case I ! Clone Closed Case! 

Case History 

Date 

1/4/2019 10:23 AM 

1/2/2019 3:31 PM 

1/2/2019 3:21 PM 

1/2/201911:JSAM 

Show more • I~ 

Case Comments 

Pubic C«nment 

Us..-

Sean Marshall 

Sean Marshall 

Sean Marshan 

Sean Marshal 

Created By: Sean Marshall (1/4/2019 10:22 AM) 
RCAS-SM is dosing case as no further assistance can be offered at this time. 

-CASE SUMMARY-
C contacted Nissan CA requesting assistance with a DLR complaint. 

✓ C requested that NNA repurchase VEH due to ongoing ABS concerns. 

-STATEMENT OF DECISION',. 

Action 

Changed Status from Open to Closed. 

Closed. 

Changed Follow Up Date from 1/3/2019 to 1/4/2019. 

Changed Follow Up Date from 1/4/2019 to 1/3/2019. 

Changed Follow Up Date from 1/2/2019 to 1/4/2019. 

RCAS-SM advised C NNA was not in the position to repurchase the VEH and offered 2 monthly payment reimbursemenl 

C was satisfied with this infonnation 

Created By: Sean Marshall (1/3/2019 10:57 AM) 
-GW TEMPLATE-
C p..-chased veh: New 
CUrrent mileage: 1, 120 

✓ OOW- Basic: 0 Power train: 0 
VSC: N/A 
Total customer pay at retailer. $2084.00 
Last service visit 10/21 /18 
Previous owns veh: 0 

Created By: Sean Marshall (1/3/2019 10:55 AM) 
•-GOODWILL REIMBURSEMENT-• 
The foGowing are the details of the reimbursement 
C is eigible lor # 2 months \lei payment reimbursement orly. 

✓ Monthly Payment $274.04 

TotalAmou~ 

Approved~ -Mailing Address verified: anningdale, NY, 

RCAS-SM SUBMITTING CHECK REQUEST. 

✓ Created By: Sean Marshall (1/3/2019 39'f? $¥) 
RCAS-SM placed OUUJound callto C at11111■1 
RCAS-SM ADVISED "This call may be reoorded for quality and training purposes." 

~ 's checks would be sent oot immediately and oonfirmed mailing address as: 

C verified. 
RCAS-SM advised that checks take an average of 2 - 4 business weetts to arrive. 
C oodefstood. 

RCAS-SM asked if C had arry furthe< questions or concerns. 
C declined. 

✓ 

SCSV -
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RCAS-SM thanked C for time. 
Call ended mutual y. 

Created By: Sean Marshall (1/312019 19?0 ON) 
✓ RCAS-SM placed outllound call to C at 11111■1 

RCAS-SM left a VMX stating name, case number, contact info, and requested a cal back. 

✓ ~~~~= ~a=i~=t ::c~ email. 

Created By~ SAAD M@C!batl (1/2/2019111' 
RCAS-SM placed outllound call to Cat····· 
RCAS-SM ADVISED "This cal may be for quality and training purposes." 

C stated when C goes online to make a payment tt shows a screen with C's monthly payments. 
C stated ij doesn't include the VIN. 
C stated that C also has an excel spreadsheet that logs the payments but tt doesn't have a VIN. 

✓ ~= =~~ ~~ ~erU:~~0::.,e:O=~~tion 
C stated C will send that in. 
RCAS-SM confirmed. 

RCAS-SM advised C that case was stil under review for 00W FA. 
C confirmed. 
RCAS-SM set follow up for EOB 1/04. 
C confirmed. 

✓ ~~~~=~•sJ;i:~~~ ~J.11 back. 

Created By: Sean Marshall (1/2/201° f Pf I ' 
✓ RCAS-SM made outbound call to C at 1 II II 

RCAS-SM left a VMX stating name, case num , contact info, set folow up for 1/04, and requested a call back. 

✓ ~~=~:~ ~~~~1810:56AM) 

~~=~a~zr~v.~11~~~w nr tr! 
RC= stated call may be recaded for quality and training pt.rpOseS. 
RC~ stated RCAS-BS was filing in for RCAS-SM. 
RCAS-BS stated tt looks l ike NNA W0Ud like to re;mburse C 2 monthly payments. 
RC= asked C to send in POP. 

C understood. 
C stated C is not financed through NMAC. 
C stated DTS did not fix anything. 

RC= apclogized for the inconvenience C is lacing with VEH. 
RC= stated C's VEH is operating normally. 
RC= stated certain environmental factors can cause the FEB to activate . 
RC= stated OTS explained this to C. 

C stated this is a defect. 
C stated C can't beieve NNA is okay with this. 
Casked coold NNA re-review to repurchase VEH. 

RC= stated no repairs were made to C s VEH. 
✓ RC= stated C's VEH is operating normally. 

C understood. 
C stated C can't believe C bought a lemon. 

RC= apclogized for the inconvenience C is lacing. 
RC= stated C's VEH is operating normal. 
RC~ stated those railroad tracks C went over were unusual. 

C understood. 

RC= stated RCAS-BS would email C requesting POP. 

C understood. 

RC= asked C does C have any other questions for RC~. 

C declined. 

RC~ thanked C for time. 

Call ended mutualy. 

✓ ~~~~:a.:.i ~a=~i
1
::: a~11 back and stating that C had received informatioo stating that the VEH had not been repaired by the DLRSHP. 

Created Bv: fu:ao N•mb•IJ 11212112· 3 3 53 • ti 
✓ RCAS-SM placed outllound call to Ca 11 II I II 

RCAS-SM left a VMX stating name, case number, contact info, set folow up 12126, and requested a cal back. 

✓ Created By: Sean Marshall (12/20/2018 3:16 PM) 
RCAS-SM sent email to NMAC requesting the monthly payment amount for C's VEH. 

✓ ii'.~.:.\~~d~::,~~~:'~1
=!.~~t for 2 monthly payments due to C's vehicle t,e;ng down for 57 days while waijing oo DTS to try and duplicate concerns. 

~~~~=:~1~~2g':n rn z; 
RCAS-SM ADVISED "This cal may be recaded for quality and training purposes.• 

RCAS-SM advised the VEH is fine. 
Casked if the DLR was just going to give the VEH back to NNA. 
RCAS-SM advised that DLR deared the error codes and can't dupicate the concerns. 
C stated that all the DLRSHP did was dear the codes which doesn't count as a repair. 
RCAS-SM advised that the error codes were gone and the VEH was no longer having the concern. 
RCAS-SM apologized if C is unsatisfied with repair options but stated that VEH was repaired. 

✓ ~~wi;,~~= !,,~ V~~=':.e~:'=: :=or to a different OLRSHP for a secood Ol)Onion 
C stated that this was the stupidest answer C had ever heard. 
C stated C will never buy another Nissan again. 

C asked what form of compensation C woold be receiving. 
RCAS-SM stated that RCAS-SM would review and set falow up for EOB 12/21. 

RCAS-SM asked if C had any furthe< questions or concerns. 
C declined. 
RCAS-SM thanked C for time. 
Call ended mutualy. 

✓ Created By: Sean Marshall (12/19/-­
RCAS-SM made outbound call to C at 
RCAS-SM ADVISED "This cal may be , or quality and training purposes.• 

RCAS-SM asked how the OTS appointment went 
C stated the DTS advised that RCAS would be following up with C with the details. 
RCAS-SM stated that DTS had not falowed up with RCAS as of yet and apologized for the inconvenience. 
C understood. 
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RCAS-SM set follow up for EOB 12120. 
Cconfirmed. 

RCAS-SM asked if C had any furthef questions or concerns. 
C declined. 
RCAS-SM thanked C for time. 
Call ended mutualy. 

Created Bv: Sean Moph•JJ <12119/201810:28 AM) 

✓ ~g~ ~~:i =~~;:._~15.::1'68181. 

RCAS-SM was told SM-VG was unavailable. 

Created By: Sean Marshall (12/19/2018 10:25 AM) 
✓ RCAS-SM placed outllound call to DTS-Kevin Mackay at 6156480817. 

RCAS-SM left a VMX requestilg a cal back 

✓ ~~~8;;' 1':i1sl :::~1
::

1
:..:

1
~ ~cl..s-Sean Marshall for further case handling. 

Created By:~(12/18/2018 8:18 • •I) 
SRC~ori Wetls placed outbound cal to C at I1 
SRCAS stated this is Lori with NNA CA. 
SRCAS asked if now is a good time to speak with C per C's request for a sup. call back? 
C stated yes. 

SRCAS-LW thanked C for C's time. 
SRC~W adVised C, "This call may be re<Xl<ded for quality and training purposes." 
SRC~W undefstood Illa! C has been wooong with RCAS- Sean. 
C agreed. 

SRC~W asked wllat further questions C has? 

C stated that C's VEH is still at the DLR after one month and a half. 
C stated that C received an letter Illa! NNA is nol goilg to repai". 
C stated that acairding to Sean ~ was not exceeded amo...-.ts to repair the VEH. 
C stated that the VEH has not been repaired and advised Illa! the VEH cannot be bought back. 
C stated that C is having to take off to speak with DTS. 

SRC~W apologized for the concerns and experience. 
SRC~W adVised that SRCAS did look into C's request for reptXchase and at this time NNA is not in the posmoo to assist with replacement or repurchase. 
SRC~W adVised However, NNA will continue to hooor the terms and conditions of all applicable warranties. 
SRCAS-l.W advised that wiD also be receiving a denial letter via mail. 

SRC~W adVised that if C is not satisfied Chas the right to the Better Business Bureau. 
SRC~W adVised that a denial letter will also be sent providing the BBB information. 

SRC~W adVised that SRCAS-L w is not versed in state lemon law. 

SRC~W adVised that Chas DTS appointment was scheduled for 12/8 at 10:00am EST at Legend Nissan. 
C confirmed. 
SRC~W adVised that if DTS recommends or makes any repairs, NNA CA can review at Illa! time. 

C stated that this is the most ridioo1ous process. 
C stated that C is going to attorney general. 
C stated that C went to DLR and the VEH was ~ on the street. 

✓ C stated that C WOUid like C's VEH off of the street. 
C stated that NNA has had the VEH for over one month. 
C stated that the VEH should be determined as a lemon. 

C stated that C WOUid like to speak with someooe who is able to give answera. 
SRC~W adVised that C is more than weloome to speak ftrtler with BBB. 

C stated that C would speak with attorney general. 
C stated that C thinks this should be a recall. 
C stated that this is putting C's ife at risk. 

SRC~W adVised that SRCAS would ike DTS to oome oot and look at the VEH and go from there. 
SRC~W adVised that DTS would be able to inspect the VEH and answer any questions that C has regarding VEH. 

C stated that C would like a call back from SRCAS supervisor. 
SRC~W adVised that SRCAS is the supervisor aver the entire Northeast Region. 
SRCA.S-l.W advised that there is no further ink>nnation to provide at this time. 

C stated that C has nol had the VEH for one month and half. 
C stated that C would like to know if NNA can reimburse for features Illa! C has on VEH that C is not able to use oo loaner. 
C stated that C has remote start and other features that do not won< on the loaner. 

SRC~W adVised that once DTS oomes oot and adVises, RCAS would be able to review for any type of compensation. 

SRC~W asked if Chad any furthef questions? 
C stated that SRCAS has gave no answers and done nothing for C. 
C stated that C is not satisfied with this call. 
C stated that C would like the feature removed from the VEH. 
C stated that C wants another VEH or feature disabled. 

SRC~W adVised that C's dissatisfaction woo1d be documented. 
SRC~W thanked C for time. 
SRC~W adVised that RCAS-Sean would follow up by COB tomorrow to go aver DTS inspectioo. 

C stated okay. 
SRC~W thanked C. 
Call ended mutualy. 

✓ Created By: Sean Marshall (12/17/20181:41 PM) 
RCAS-SM sent C an attorney letter of representation 

✓ ~~~~:=:~1:!1~'!'.ll!J ]l 
RCAS-SM ADVISED "This cal may be ' ed or quality and training purposes.' 

RCAS-SM advised C that a DTS appointment was s-for tomooow 12/8 at 10:oDam EST at Legend Nissan. 
C confirmed. 
C stated C received denial letter in the mail. 
C stated that C finds tt outlandish that NNA is acknowledging that the VEH has not repaired but is nol buying the VEH bad<. 
C asked why tt was denied. 
RCAS-SM advised Illa! the VEH had not been subjected to enough warrantal>le reps.-. at this point. 
C wants to re-review for repurchase. 
RCAS-SM stated that RCAS-SM would not be able to re-<eView as no changes have been made. 
RCAS-SM stated that after the DTS inspection NNA may be able to take another look but RCAS-SM couldn't guarantee that the case would qualify for review. 
C demanded Illa! RCAS-SM re-<eview now. 

RCAS-SM stated that RCAS-SM would ask internally if C's case could be re-<eviewed but could not guarantee Illa! C's case would quaify. 
C stated that this is 1.llacceptable and Nissan will be hearing from C's attorney. 
RCAS-SM offered to send an attorney letter of representation. 
C confirmed and stated that C would escalate all the way to the top of Nissan if necessary. 
RCAS-SM advised Illa! a supervisor wil reach oot by EOB 12/18. 
C stated C wanted to speak with someone now. 

Page 4 of9 

RCAS-SM apologized for the hassle that C has been through and assured C that RCAS-SM was not trying to give C a hard time, but there is no guarantee that a supervisor will be in cootact today and tt could be as late 
as EOB 12/18. 
C stated fine. 

RCAS-SM asked if C had any furthef questions or concerns. 
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C declined and stated RCAS-SM couldn't help with anything. 
RCAS-SM thanked C for time. 
Call ended mutualy. 

-•ERROR PLEASE DISREGARD PREVIOUS-• 

Created By: Sean Marshall (12/17/2'\Jll'ilN} 
RCAS-SM made outbound call to C at)11lllll■l1 
RCAS-SM ADVISED "This cal may be ' or quality and training purposes.' 

RCAS-SM advised C that a DTS appoi,trnent was s-for tomooow 12/8 at 10:oDam EST at Legend Nissan. 
C confirmed. 
C stated C re<:eived denial letter in the mail. 
C stated that C finds tt outlandish that NNA is acknowledging that the VEH has not repaired but is not buying the VEH back. 
C asked why tt was denied. 
RCAS-SM advised that the VEH had not been subjected to enough warrantal>le repa.-s at this poinl. 
C wants to re-review for repurchase. 
RCAS-SM stated that RCAS-SM would not be able to re-<eView as no changes have been made. 
RCAS-SM stated that after the DTS inspection NNA may be able to take another look but RCAS-SM couldn't guarantee that the case would qualify for review. 

✓ C demanded that RCAS-SM re-<eview now. 

RCAS-SM stated that RCAS-SM would ask internally tt C's case could be re-reviewed but could not guarantee that C's case would quaif)t. 
C stated that this is t>lacceptable and stated that C would escalate all the way to the top of Nissan n necessary. 
RCAS-SM advised that a supervisor will reach out by EOB 12/18. 
C stated C wanted to speak with someone now. 
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RCAS-SM apologized for the hassle that Chas been through and assured C that RCAS-SM was not trying to give C a hard time, but there is no guarantee that a supervisor will be in cootact today and tt could be as late 
as EOB 12/18. 
C stated fine. 

RCAS-SM asked n C had any further questions or concerns. 
C declined and stated RCAS-SM couldn't help with anything. 
RCAS-SM thanked C for time. 
Call ended mutualy. 

Created Bv: Sean N•mb•U 112/17/2018 10:56 AM) 
RCAS-SM placed outbound call to DTS-Kevin Mackay. 

✓ ~~~ c!"fik= =~.!. DTS-KM had appoi,trnent at Legend Nissan with Cat 10:ooam EST. 

RCAS-SM thanked DTS-KM for time. 
Call ended mutualy. 

Created By: Sean Marshall (12/5/20181:33 PM) 
RCAS-SM placed outbound call to DLR at 5164968181 . 

✓ ~g~ ~= =;:af~~~ ~~n~pection confirmed for 12/18 at 10:00am EST. 
SM-VG confirmed. 
Call ended mutualy 

~~=~:=0~~~,~~~~~, rn 7) 
RCAS-SM ADVISED "This call may be reoorded for quality and training purposes." 

RCAS-SM stated that the DTS was unallle to reschedule. 
C stated C WOOldWOO< with the original offe< and confirmed DTS appointment for 12/18 at 10:0Dam EST at Legend Nissan. 

✓ RCAS-SMsetlollow up fo,EOB 12/17. 
C confirmed. 

RCAS-SM asked n C had any further questions or concerns. 
Cdeclined. 
RCAS-SM thanked C for time. 
Call ended mutualy. 

Created By: Sean Marshall (12/512018 12:37 PM) 
✓ RCAS-SM placed outbound call to DTS-Kevin Mackay. 

RCAS-SM left a VMX requesting information regarding C's requesl 

~~~~s:=:~1:!~~11 rr r: 
RCAS-SM ADVISED "This call may be re<Xl<ded for quality and training purposes.• 

RCAS-SM advised that the DTS would like to inspect the VEH at 10:00am EST on 12/18. 
C stated that the 17th would be better. 

✓ ~~=:,, w:.~~u: !:J~!~: ~ !;':'f!t!t~n:::n~ up for EOB 12/5. 
C confirmed. 

RCAS-SM asked n C had any further questions or concerns. 
C declined. 
RCAS-SM thanked C for time. 
Call ended mutualy. 

Created Bv: SUP MophpH 111/29/20181:04 PM) 
RCAS-SM placed outbound call to DTS-Kevin Mackay at 6156480817. 

✓ RCAS-SM advised DTS-KM that C wiB be unable to make C's appoi,trnent and would like to reschedule. 
DTS-KM requested RCAS-SM send ernai with the same info and OTS-KM wit provide a new date. 
RCAS-SM confirmed. 
Call ended mutualy. 

~~~~:.:n~~~'~1:~~20w rm 11 
RCAS-SM advised 'This cal may be recorded for quality and training purposes.' 

RCAS-SM advised C that DTS would i ke to inspect at 10:0Dam EST on 12/13. 
C stated C will be out of town for 10th to the 15th. 
RCAS-SM stated that RCAS-SM will cal and try to reschedule. 
C confirmed. 

✓ ~~;~=t~bean~~:,..:~si:,eectio":-'s 

Clllde<stood. 
C stated that C will not pursuing legal options and hopes Nissan will do the right thing. 
RCAS-SM empathized and setfoilowupfor EOB 12/4. 
C confirmed. 

RCAS-SM asked n C had any additiooal questions or concerns. 
Cdeclined. 
RCAS-SM thanked C for time. 
Call ended mutualy. 

✓ ~~=~~~no..~::r~~::«~~1.!ta~ 
✓ Created By~ SAAD Maobatl (11/26120"§ 17·55 ON) 

RCAS-SM placed outbound call to C • 111 111■1 
RCAS-SM advised 'This cal may be recorded for quality and training purposes.• 

RCAS-SM advised that NNA was not in the position to repurchase VEH. 
RCAS-SM advised that NNA would like to send a OTS to look at C's VEH. 
C stated that the OTS will have to come on a Saturday to inspect the VEH as C will not be inconveniencing C's schedule for Nissan. 
C stated C would also like a written notice stating that NNA is acl<nowledging there is a defect and is choosing not to repurchase VEH. 
RCAS-SM stated that C will be re<:eiving a denial letter in the mai but cannot guarantee that it will express those words precisely. 
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C stated C has cootacted a lawyer and would like a letter to verify that NNA is not rep...-chasing this YEH despite tile defect. 
C stated tllat C is ,_ ve,y annoyed with Nissan. 
RCAS-SM advised that RCAS-SM would send C an attorney letter of rqxesentation. 
RCAS-SM set follow up for EOB 11/29. 
C confirmed. 

RCAS-SM asked if C had any additiooal questions or coocems. 
C declined. 
RCAS-SM thanked C for time. 
Cati ended mutual y. 

Created By: Sean Marshall (11/26/201811:25 AM) 
RCAS-SM placed outllound call to DTS-Kevin Mackay. 
RCAS-SM provided case information and asked if OTS-KM would be interested in comilg oot to look at C's VEH. 

✓ DTS-KM stated tllat DTS-KM v,oold be wil ing to inspect YEH. 

RCAS-SM thanked DTS-l<M for time. 
Cati ended mutualy. 

Created By: Sean Marshall (11/26/201811:20 AM) 
RCAS-SM placed outllound call to DlRSHP at 5164968181. 
RCAS-SM asked to speak with SM-V,nny Gianni. 

✓ SM-VG stated DTS advised if DLR can duplicate coocem DLR should cootact DTS. 
SM-VG stated DlRSHP stil has been unable to duplicate. 

RCAS-SM thanked SM-VG for time. 
Cati ended mutualy. 

Created By: Brandon Johnson (11/2612018 9 :45 AM) 

Page 6 of9 

ARBS notes based on a good faith rev;ew, NNA is not il a position to offer a repurchase or replacement of this vehide, as the vehide has not been subject to an l.lY'e8SCl08ble number of repair att~ k>r any 
warrantabie ooncems that would substantialy impair this vehicle. NNA will oontinue to honor the tem,s and conditions of all applicable warranties. 

ARBS recommends RCAS follow up with OTS in reference to Cs veh inspection. 

Created By: Brandon Johnson (11/2612018 9:42 AM) 
"ARBS reviewed case with ORT-CA . 
.. ORT-CA stated to send case back to RCAS and if C had ftwtller coocems to send DTS. 

"ARBS submitting CA DTS inspection for RCAS. 

Created By: Brandon Johnson (11/2612018 9 :41 AM) 
ARBS notes tile lollowing summary of service history: 

IJ>.service date: 9/6/2018 
Additiooal CA "Tl NOOS 
T edl Line cases:■I ■■I 

RECOMMENDATION: 
• Thank you for tile time on tile phone today. 
• As discussed, please have the Service Manger contact Nissan Consumer Affairs. 

VSC:None 
DTS Inspection: None 

Repairs/visi1s summary: 

2 visi1s for C/S - stoppo,g itself. 
- 1. TECH COULD NOT DUPLICATE CUSTOMERS CONCERN, TECH SCANNED FOR CODES AND FOUND ODDES FOR RADAR STAIN, TECH REPROGRAMMED IOC/ADASAND LASER RADAR UNIT, SET ALL 
TO SPECS. EVERYTHING WORKING AS DESIGNED. 
-2. DLR unable to diagnose/duplicate as of 11/21/2018. 

33 total days down as of 11/26/2018. 

Created By: Brandon Johnson (11/2612018 9:39 AM) 
ARBS notes tile lollowing: 

10/02/2018 @480 miles ... ~ -9 days down. 

Concern 
1. C/S CAR IS STOPP1NG ITSELF. 
Action 
1. TECH COULD NOT DUPLICATE CUSTOMERS CONCERN, TECH SCANNED FOR ODOES AND FOUND CODES FOR RADAR STAIN, TECH REPROGRAMMED ICC/ADAS AND LASER RADAR UNIT, SET ALL 
TO SPECS. EVERYTHING WORKING AS DESIGNED. 

11/3/2018@ 1,148 miles .. ~ 24 days down. 

Concern 
1. C/S 2nd time tllat - came to complete stop alter crossing same railroad crossilg. Farmingdale where Central meets ~tead turnpike. 
Action 
1. DLR unallletodiagnooe/dupjicate as of 11/21/2018. 

33 total days down as of 11/26/2018. 

Created By~ Nicki Rauor (11/23/2018 3:17 PM) 
ORTS received tile RHR. The RHR was assigned to ARBS Brandon Johnson for review 

✓ Created By: Sean Marshall (11/23/2018 2:48 PM} 
RCAS-SM received an attached a copy of C's open RO 

✓ ~~=~~::t :::e~:~r;~2~:18 10:37 AM) 

Created By: Sean Marshall (11/21/2"1f W-Jf •x: 
RCAS-SM placed outllound call to Cat1111111■1 
RCAS-SM advised °This cal may be recorded lor "'31ity and tranng purposes." 

RCAS-SM advised that DLR was not going to rack up a large quantity of miles. 
C stated good. 
RCAS-SM advised that C's case was stil under review for possible rep<Kchase. 

✓ C confirmed. 
RCAS-SM set a follow up for EOB 11/26. 
C confirmed. 

RCAS-SM asked if C had any additiooal questions or coocems. 
Cdeclined. 
RCAS-SM thanked C for time. 
Cati ended mutualy. 

✓ Created Bv: %•0 N•mb•II <11/21/201810:30 AM) 
RCAS-SM placed outllound call to DlRSHP at 5164968181. 
RCAS-SM asked to speak with SM-Vr,ny Gianni. 

SM-VG stated that on 10/2 DlR updated SEB which d id not fix tile issue. 
DTS reconvnended DLR drive test tile VEH to duplicate. 
SM-VG stated that DlR has been unable to diagnose. 
RCAS-SM asked if SM-VG could email RCAS-SM a copy ol C's RO. 
SM-VG coofirmed. 

6/2/2020 



Case:- ~ Salesforce - Unlimited Edition 
RCAS-SM thanked SM-VG for time. 
Call ended mutual y. 

Created By: Sean Marshall (11/21/2018 10:22 AM) 
✓ RCAS-SM sent another email to SM-Anthony Hernandez requesting a COfJY of C's open RO 

✓ Created By: Sean Marshall (11/1612018 3:24 PM) 
RCAS-SM sent email to SM-Anthony Hernandez requesting open RO fo, C 

Created By: Sean Marshall (11/1612'\lff ]'15 811) 
RCAS-SM placed out!Jound call to C a 111 11 •1 
RCAS-SM advised °This cal may be recoroed for quality and training purposes." 

RCAS-SM provided direct i ne for C's reference. 
RCAS-SM advised that C's case was stil under review for possible rei,trcnase. 
C undefstood. 

RCAS-SM asked if C had any furthef questions or concerns. 
C stated that OLRSHP has been driving the VEH to duplicate the concerns. 

✓ C stated that DLRSHP does not have an ET A. 
C is concerned that DLRSHP is goilg to rack up too many miles and expi"e the warranty. 
C asked what to do in that situation. 

RCAS-SM stated that RCAS-SM would gather that information and follow up with C. 
RCAS-SM set a follow up for EOB 11/21. 

RCAS-SM asked if C had any additiooal questions or concerns. 
C declined. 
RCAS-SM thanked C for time. 
Call ended mutualy. 

Created By: Hanah Vanderlaan (11/1)@910 J?'M PM) 
RCAS-HV placed out!Jound call to C "1••11111 l "d advised the call may be recorded for quality and training 

C stated that DLR stil has VEH 
C stated that DLR is trying to reaeate what happened 
C stated that C is showing the 

C stated that the DLR tc,j(j C that the DLR pulled codes the first day 
C stated that C is just curious and confused about that 

✓ C stated that no one from the DLR has contacted C about changing out the 

C stated that SA has told C that DLR is trying to 

C stated that C spoke with SM 1MlO stated that SM did not know why anyooe talked to C about switching the loaner 
RCAS-HV understood and stated that at CA RC~V doesn't have any loanera but C would have to speak with the DLR aboot that 
RCAS-HV stated that RC~V can reach out to DLR on C behalf for the rental 
C appreciated assistance 
RCAS-HV stated that RC~V will oontinue review and that RCAS-HV wil contact Con Friday 11/ 16 
RCAS-HV offered furthef assistance 
C declined 
Call ended mutualy 

Created By: Dezerick Frazier (11/13/2018 9:45 AM) 
RC=F placed outbollld call to Legend Nissan. 

RC=F spoke with SA- Ken Lorthioir 

RC=F asked what repair is being done to the VEH. 

SA-KL stated that the dealership cannot pull any codes regarding the FEB ooncem, so the dealership is just road testing the VEH. 

✓ RC=F asked how long has the VEH been at the dealership . 

SA-KL stated that the VEH has been at the deale<sllip since 11/3118. 

RC=F asked for the open RO. 

RC=F provided lax llllllber. 

Call ended mutual y 

Created By: Brandon Johnson (11/12/2018 8 :11 AM) 
11/12/2018 @ 805 am CST 

ARBS noting RHR rejected. 

Open RO and open RO information on what is being done needed in order to complete review. Physical days down at dealer needed for open RO as well. 

Please provide and re-submit 

Created Bv: Rrandgp Johnson '11/12/2018 8:11 AM) 
11/12/2018@801 am CST 

ARBS placed outbound cal to DLR-lEGEND NISSAN@# 516496-8181 and attempted to speak with SA-Anthony Hernandez. 
ARBS reached message from DLR stating that DLR was closed. 
Call ended. 

Created By: Brandon Johnson (11/12/2018 8 :10 AM) 
11/12/2018@ 748 AM CST 

ARBS placed outbound call to DT=M. 
ARBS inquired aboot C's veh concern and the DLR. 
DTS stated that DLR was fully wware of the ABS countermeasure. 
ARBS and DTS loolted at ROs and DLR had performed FEB countermeasure. 
ARBS understood and DTS stated that DTS could go look at the veh. 
ARBS understood and ARBS stated that ARBS just wanted to check. 
DTS understood and call ended. 

Created By: Nicki Borror (1119/2018 3:49 PM) 
ORTS received the RHR. The RHR was assigned to ARBS Brandon Johnson for review 

Created By: Dezerick Frazier (1119/2018 3:38 PM) 
RC=F placed outbollld call to Legend Nissan. 

RC=F spoke with SA-Anthony Hernandez. 

RC=F asked for time stamped ~ d the open RO. 

SA-AH stated that SA-AH bied multiple limes but tt says recipient busy 

✓ RC=F asked ij SA-AH can email RCAS-DF the RO's. 

SA-AH stated that the file is too big 

SA-AH tried to fax RCAS-DF again wlli e RCAS-DF is on the phone. the Fax did not go through 

RC=F confirmed fax ,,..,_. 

Call ended mutualy 
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✓ Created By~ PeltCiGk Frazier 111/9/2018 10:41 AM) 

RCAS-OF emailed service manager Vinny Gianni. 

RC~F asked for time stamped ~ and tile open RO 

Created By: Dezerick Frazier (1119/2018 10:34 AM) 
✓ RC~F placed outbollld call to Legend Nissan. 

RCAS-OF was not able to get in contact with service manager Of service advisor 

Created By: Hanah Vanderlaan (11181,2£121f9 §Nl 
RCAS_HV placed outbollld call to c 1111 ■I II Id advised tile call may be recaded for quality and training 

RC~ advised that RC~ is stil reviewing for repurchase or replacement of VEH and doesni have an answe< yet 
✓ RC~ advised that RC~ wil review and will cootact Con 11/13 

C understood 
RC~ offered further assistance 
Cdeclined 
Call ended mutualy 

Created By: Dezerick Frazier (1117/2018 8:41 AM) 
RC~F placed outbollld call to Legend Nissan. 

RC~F spoke with SA-Antllony Hernandez. 

✓ RC~F asked for time stamped ~ d tile open RO. 

RC~F asked for SA-AH to llerify tile days down for R~ 

SA-AH stated tllat tile VEH was down for 9 days. 

Cati ended mutual y 

Created By: Hanah Vanderlaan (11/J0191PIAM) 
RC~ made outlxlund call to C at■11111•• 
RC~ VERIFIED C's name, home ema,1 ess, coocem, phone. 
RC~ CHECKED for open recalls/campaigns and found: 0 
Previous UN RELATED Case(s) FOllld: 0 
Previous RELATED Case(s) Found: 0 
RC~ ADVISED 'This cal may be recorded for quality and tranng purposes.' 

RC~ stated that RC~V is tile case manager tile case has been escalated too. 
RC~ stated that RC~V will be tile point of contact for C. 

C stated tllat Abs is malfooctioning 
C stated that this is second tine 
C piclted up VEH in September 
C stated tllat in Octoller C had to take VEH to DLR because VEH slopped on railroad traclts 
C stated that luckiy no one was around C and no one hit C 
C stated tllat C was concerns and C called DLR next day and tile DLR slated tllat ABS malfunctioned and DLR fixed VEH 
C stated tllat last week tile VEH and tile VEH stopped on tile railaroad tracks again 
C stated tllat C does not know what is happening all of tile sudden 
C stated tllat tile DLR 
C stated tllat tile Owners Manuel said tllat tile DLR 

C stated tllat C doesni want tile problem fixed, c-,ts system replaced 
C stated tllat C is annoyed tllat VEH has been in tile sllop twice in two montlls 

✓ g = ~= ~ fstu~ "=8c ~:;~EH falls under lemon law 

C stated tllat C doesni know if happens with 

C stated tllat C doesni want tile VEH and is not safe 
RC~ stated that RC~V can do an internal review to see if Nissan can do a review for possil)je rej)ll"cllase or replacement 
RC~ advised that RC~ review will take at least 10 business days and tllat RCAS-HV will follow up e,,e,y three 
C understood 
RC~ askedC: 

Why do you want to return the vehicle to Nissan North America? VEh is unsafe and has defective ABS 
• Where is tile vehicle currently? DLR 
• Are you currently in a rental vehicle? Yes 
• Where was tile vehicle purchased? Legend 
• Was the vehicle purdlased new or used? New 
• If used, when was the vehicle Pl,l"Chased? 
• 'Mlere is the vehicle serviced? No 
• Has the vehicle been taken to multiple Nissan dealers or fnfiniti retailers? If so, document names of dealers/retailers. 

Legend 

C stated tllat C likes tile VEH and C was paying a loan on a VEH C isn1 even in 
C stated tllat DLR could have at least give C a con_..t,le VEH 
RC~ understood and apologized 
RC~ set follow up for 11/08 

Created By~ Hanab \faosle:rlaao (11/512018 8i19 AM) 
RC~ placed outlxlund call to l egend Nissan 5164968181 and spoke witll service manager Vinny Gianni 

✓ RC~ asked what is going on with VEH 
SM-VG slated that VEH came into DLR and tile C dropped VEH ofloverweel<end 
VEH is stopping at a particular railroad track 
SM-VG slated that SM-VG is going to open a te<hline case on VEH 

Created Bv: Sberika Brown 111/2/201812:11 PM) I l ast Modified By: Qezqjck Frazii;r (1117/2018 8:44 AM) 
-case SUmmary " -

✓ C called in with an ABS issue 

CRIR-SB is sending case to RCAS for further review 

✓ Created By: Sherika Brown (11/2/2018 12:10 PM) I l ast Modified By: Dezerick Frazier (11/7/2018 8:44 AM) 
CRR~B <VERIFIED > Account information indudilg: C's name, home & e-mail address, phone number & best contact number 
CRIR-SB VERIFIED VEH Information including: VIN #, Ct.wren! Mileage, Warranty & Service History 
CRIR-SB CHECKED for open recalls/campaigns and found: 0 
CRIR-SB CHECKED for previous U NRELATED Case(s) and found: 0 
CRIR-SB CHECKED previous RELATED Case(s) and found: 0 
CRIR-SB NOTED concern is: ABS Issue 
CRIR-SB received inbound call from C 

C stated ABS failed on the railroad tracks twice within two months 
C stated took to tile DLRSHP and once and now it's happening again 
C stated C deactivated tile ABS but is stil worried tllat tile VEH could cause an accident 
C stated tllat tllis is a safety issue and would tile system to be replaced 
C stated tllat C contact DLRSHP and tlley toid C tllat tl1ey were going to look into getting C a loaner VEH 
C stated rt tt happens again C want NNA to replace tile VEH 

CRIR-SB apologized for C concerns 
CRIR-SB informed C tllat Case wil be transferred to a Regional Consumer Affairs Specialist woo will contact tile C by close of busiless day 11/05/2018 regarding C's concern. 
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C understood. 

CRR.SB asked C if there was anyth-,g else CRR.SB could assist with. 

C declined. 

CRR.SB provided C with agent ID_,,,d case number­

c understood 

Call ended mutualy. 

Case Categorizations 
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Case Categorizations Help 

Action Case Categorization # Category Description Subcategory Description Symptom Description Major Component Code- Category Date Symptom Code Category Code Subcategory Code Concern Code 

- BRAKES ANTI-LOCKBRAKESYSTEM MULTIPlEREPAIRATTEMPTS 04 11/212018 YE AD - OA 

Forms FonnsHelp 

No records to display 

A Sack 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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• 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 11/1512018 

Supporting Documents 

CA Muttiple Repairs 

Social Media Involvement 

Martiz Custome< Id 

Case O#nH location Murfreesboro 

Case ~""Y I/it! I Case ConYnents 1iZ1 I c..,.. Categorizations tzl I ,E= llll 

J Reopen Case 11 Clone Closed Case J 

Case Owner ■vangeline Higgins 

Type CA 

Case Origin Phone 

Executive Refenal 

Exee>Received-Oa.te 

Status Closed 

Datelrme Opened 11/2/2018 2:33 PM 

Date/Tome Closed 11/15/2018 7:36 AM 

Multiple Repairs No 

Executive Summary 

Texting Status Executive Actions To Resolve 

Case Reopen Count 0 

Description C filing complaint on VEH For FEB sensor needing to be replaced on second VEH. 

Call Script 

Who contacted u.s? Consumer 

#Vehicles Owned 4 

Vd'liele Purchased New 

Pre-Owned Initial Mileage 

Current Mile- 14,000 

Incident Codes . IIR REQUIRED 

lncidef'lt Date 

Sent to legal 

Accident 

Asbag 

Fire 

IIR lndic.ator 0 

IIROate 

HR 

Vehicle Information 

Vehicle JN8A T2MV4HY 

Model Year 2017 

Make NISSAN 

Model Line ROGUE 

Model Code 29617 

Dealer Detail 

ease Servicing Dealer I 91 JGHFAP NISSAN 
Case Servicing Dealer Region Northeast Region 

Bluetooth 

Related Items 

Responsible District 02 

SharedWrth 

Phone Carrier 

Phone Manufacturer 

Reported From 

Issue Categories 

Approwd Ched< Reques1s $0.00 

Vehicle Maintained Location l oughead. 

Previous Repai.r Date 

Previous Repair Location 

Related Vehicle Make Nissan 

XTIME Appointment Numb« 

Rollowf' 

Property Damage 

Injury letter 

Nootber Injured 0 

RHR Started 11/5/2018 

RHR C«npleted 11/9/2018 

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 O 

Data Net 

Datanet Deal« Date 

Oealff Instructions Service Oepl Review 

Requested Dealer Action Please review and advise. 

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 

ContactName -

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: _,HONE: 
JN8AT2MV4~ 

IN: 

Created By Olristina Salutari 11/2/2018 2:33 PM 

Last Mocfmed By NNAill, 12/8/2018 10:32 PM 

Case Reco<d Type CA Oosed Case 

Days Closed 565 

Action Code NT1A 

What action was taken? 1A Repaired - Under Warranty 

Agent Comments 

Agent Comments CLOSE ONCE LETTER SENT 

Agent Next Step 

I Reopen Case I ! Clone Closed Case! 

Case History 

Date 

11/15/2018 7 :36 AM 

Use, 

Evanoefine Higgins 

Action 

Changed Status from Open to Closed. 

Closed. 

Root Cause 

Root Cau.. Code SCIN 

Root Cause Code (2) 

Document ID 

11114/2018 3 :49 PM 

11/9/2018 10:38 AM 

11/9/2018 8:11 AM 

Evangeline Higgins 

Evangeline Higgins 

~ 

Changed Follow Up Date from 11114/2018 to 11115/201 8. 

Changed Follow Up Date from 11/9/2018 to 11/141201 8. 

Changed ORT Support Status from Pending to ORT Assigne<I. 

Show more • I~ 

Case Comments 

Pubic C«nment 

Created By: Evangeline Higgins (11/1412018 3:49 PM) 

~~_!_.~.as nofu~~~~~~~tthistime. 

✓ C contacted NNA foc assistance with repurchase due to seoond FEB SOOS()( being replaced. 

C was upset with NNA's decision to deny assistance at this time. 

RC=H advised with S~ulius Walter on this case 

Created By: fvao2tUoe Hiooio3 11111412018 3:47 PM) 
RC=H nolilg sent C "Repurchase Denial Within Wty' letter. 

~~=~?e~0="~j:n~~;7u5;; TU r> 
RC~ advised '1his call is reconled foc quaity and training purposes.· 

RC~ advised that SRCAS did look into C's request lor repurchase and at this time NNA is not in the position to assist with replacement oc repurchase. 
RC~ advised However, NNA wil contilue to honoc the terms and conditioos of all applicable -.anties. 
RC~ advised that wit also be receiving a denial letter via mail. 
(If within warranty) 

✓ RC~ advised that tt C is not satisfied C has the right to the Bette< Business Bureau. 
RC~ advised that a denial letter will also be sent providing the BBB inlonnatioo. 

C stated will let the BBB know and let all Nissan owners know. 
C stated will not be leasing another YEH through Nissan. 
C stated thanks lor cali ng. 

RC~ apologized foc ... 

C disconnected the call. 

✓ ~~~~~:w:::w~~~!:=n~=:~t aroooot. 
Created By: fYAD2tline Hiooio3 111/13/20181:33 PM) 
RC~ placed outtxxmd call to Loughead Nissan at 610-328-1500. 
RC=H Sl)(l«e with SM-Julius Walters 

✓ SM.JIN stated the C picked the YEH up today. 

RC~ thanked. 
Call ended mutualy. 
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Created Bv: Z•Gb•IY Case 11119120181:23 PM) 
ARBS notes based on a good faith re'«'W, NNA is not il a position to offer a repurchase or replacement of this vehide. NNA will continue to honor the terms and conditions of all applicable warranties. 

ARBS suppo<ts GW reimbursement in the amount of 1 moothly - ide payment. 

Created By: Zachary Case (11/9/20181:22 PM) 
ARBS zc notes the lollowing: 

29 days out of service. 

State:PA 
Mileage: 14,729 
lnservice: 8/28/17 

1 repair related to FEB engages. 

1 repair related to gas cap failed emissions. 

NO ADDITIONAL CASES FOUND 
NO TECH LINE CASE FOUND 
NODTS FOUND 
NO VSC's FOUND 
NO WARRANTY CASES FOUND 

No repairs made within earlie< ol 1 year/12,000 mi es. 

Created Bv: Z•Gb@IY Case 111/9120181:21 PM) 
ARBS ZC notes the lollowing: 

10/8/2018@14,729 miles ... RO ... 29 d•ys down 
Issue: 
1. C/s FEB engages 00 its own. 
2. Cls gas cap failed emissions. 
Action: 
1. Replace laser control unit and reprogram iccladas unit 
2. Rel)l•ced gas cap. 

✓ ~;;e~~~~n=n~i::~~ g:1wr IW r> 
RCAS-EH noting unable to leave VMX is nol set up 

Created By: Evangeline Higgins (11,l@lff W-¾ AM) 
RCAS-EH placed outlxlund c•H to C .......... . 

✓ RCAS-EH left VMX with C case number and direct line numbef. 
RC~H advised RHR stil undef review. 
RCAS-EH stated will falowup 00 11/14. 

~~=~?e~0=n~j:n~~:,rn 1171 ''\ 
✓ RCAS-EH left VMX with C case number and direct line numbef. 

RC~H advised RHR stil unde( review. 
RCAS-EH stated will follow up 00 9114. 

✓ ~~=~=~ttw~1£3:~:;;! =}bade 

✓ ~~~~~~cei:t :tn~~~=5~t:! fax and attached it to the case. 
Created By: Nicki Rauor (11/9/2018 s:10 AM) 
ORTS received the RHR. The RHR was assigned to ARBS Zach C•se for review 

✓ ~~~~~tfu~:~~itt~Te~~/20188:0SAM) 

Created By: Jrnofflba Wooda-Sweatt (11/9/2018 8:05 AM) 
RCAS-TW made outbound call to DLR at LOUGHEAD NISSAN. 
RCAS-TW spoke with the Service Man•ger Jufius Walter. 

RCAS-TWaskedforRO-
RCAS-TW asked ij the RO is stil open. 

✓ SM stated the VEH is repaired C has no1 picked tt up yet. 

RCAS-TW asked for the SM to send the accounting 009Y. 

SM asked for RCAS-TWs fax numbe<. 

RCAS-TW provided. 

RCAS-TW th•nked SM. 
Call ended mutualy. 

✓ ~;;e=~~=n~i::~~ ~:-,:r;; m Z" 
RCAS-EH noting unable to leave VMX is not set up 

~~=~~~n=n~i::~ g:'1'.f]f rn r> 
✓ RCAS-EH left VMX with C case number and direct line numbe<. 

RCAS-EH stated will follow up 00 1119. 

~~~~~~n=n~i::~~g~
8ffll Clt T) 

✓ RCAS-EH left VMX with C case number and direct line numbef. 
RCAS-EH stated will follow up 00 1119. 

✓ ~~=~z::d~::r~1b~lll JU Tl 
RCAS-EH verified name, maiing address, and email. 

~~~=:~:=~~.=.~i~nd -
RCAS-EH checked for open UNRELATED cases and follld:O 

RCAS-EH advised "this call is reconled for quality and training purposes.· 

RCAS-EH introduced sett as C's case manager regarding VEH. 

C stated happened one time and turned in to the shop the next d•y. 
C stated the beeping soond was h•ppening for no reason. 
C stated this incident h•ppened on a 4 lane road going about 35-40 MPH when tt occurred. 
C stated the beeps started and something went red and the VEH stopped and C he•rd brakes or ge•rs grinding. 
C stated should not have happened. 
C stated is a very careful driver. 
C stated the fact th•t this happened for no reason and the part is still being sad and put in VEHS. 

RCAS-EH understood and apologized for frightening concerns. 

C stated is very scary and started researching it and follld countless reports of this concerns. 

RCAS-EH stated - and asl<ed rt h•ve spoken with the DLR today. 

C stated spoke with the owne< of the con-,y 00 Friday. 
C stated told owner the same thing C told RC=H. 
C stated the SM told C that had ordered the part and that NNA has a verified fixed. 
C stated the part had to be replaced. 
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C stated didni hear anything after that. 
C stated heard from salesperson and was told the VEH was hooked up to machines. 
C stated has never had a sib.Jation like this. 
C stated has never had to wait this loog. 
C stated the reason this is taking so long is because so many are going bad. 

RC~ understood. 
RC~ stated spoke with S~ulius Walter this morning who slated VEH would be repaired this afternoon, and slated S-will be caDing C today. 

C stated SM.JW did can. 
C stated is not pid<ing up the VEH. 
C stated does not feel safe in VEH. 

RC~ understood nad stated at this time NNA does nol ha11e any purchase incentives for to get in to anothef VEH, but RCAS-EH can complete a RHR for C. 

C asked for a walk t!Yough of that process. 

RC~ another department reviews, and would deem whether VEH needed to be repurchased by NNA for concerns. 

C stated this is the 4th Nissan. 
C stated has never had concems. 

RC~ can conduct and RHR review to see if NNA is in the position to repurchase or replace the VEH. 

Why do yoo want to return the vehicle to Nissan North America? feels unsafe driving VEH that stops when is not supposed to stop. C is also not convinced that the rep,w 
Where is the vehicle currently? Laughead Nissan 
Are you in a rental? Yes 
Where was the vehicle purchased? Loughead 
Was it pesdlased new or used? new 
Where is the vehicle serviced? Loughead 
Has the vehicle been taken to multipie Nissan dealers? no 
Was a rental or loaner provided during repairs? yes 
Who is the primary driver of the vehicle? Sen 

RC~ advised this review can take an a11erage ol 10 business days to conduct 

RC~ stated will can c every 3 business days 

Page 4 of 5 

RC~ advised ff NNA is in the position to repll"chase or replace Cs VEH, another department will contact C to discuss the details, in the event NNA is nol in the position to, RCAS wil advise C and vertty with the DLR 
that the VEH is in working order. 

RC~ advised of following up by the end of business day 11/8 with any MIiler updates. 

C stated the VEH is a lease and asked ff that changed anything. 

RC= advised does not 
RC~ advised for C to cal ff has any questions. 

Cthanked. 

RC~ thanked. 

Call ended mutuany. 

C advised is on the phone and will need to call RCAS-EH back. 

✓ RC~ provided numbe<. 

C thanked. 

RC~ thanked. 

Call ended mutuany. 

Created By: Evangeline Higgins (11/512018 9:50 AM} 
RC~ received inbound call from Laughead Nissan at 610-328-1500. 
RCAS-EH spoke with SM-Julius Walter 

SM.JW slated VEH is in process on being repaired and will be ready today. 
SM.JW slated had to replace emergency cootrol sensor. 
SM.JW slated Chad one other VEH with same issue and repair and hasn't been bad< since. 
SM.JW slated C has talked to the owner of the DLR as well. 

✓ SM.JW slated C has been in a loaner for almost a month as the part was on bad<order. 

RC~ asked when the VEH was brought in. 

SM.JW slated the original RO date is 10/08/2018. 

RC~ thanked. 

Call ended mutuany. 

✓ Created By: Evangeline Higgins (11/512018 8:17 AM) 
--•R~EH noting this case caMOt be shared with the DLR because DLR is not enabled for DataNet. ._. 

Created By: Evangeline Higgins (11/512018 8:16 AM} 
✓ RC~ placed outlxlund call to Laughead Nissan at 610-328-1500. 

RC~ was advised to speak with S~ulius Walters aboot this C and was told SM.JW will call RCAS back. 

✓ ~~=~tg&'S~~e! 1£ZJ:~1==~~R information➔ 
Created By: Christina Salutari (1112/2018 2:48 PM) 
~ CASE SUMMARY~ 
C contacted NNA seeking replacement YEH due to front oollision warning senSOf ooncem 
CRR-CS forwarding case to RCAS for MIiler review 

Best Contact# 

Created By: Christina Salutari (1112/2018 2:48 PM) 
C-RR-CS VERIAED Account Info including: C's name, home & email address, phooe# & best contact# 
CRR-CS VERIAED VEH Info induding: VIN#, Current Mi eage 
CRR-CS CHECKED for open recans/campaigns and fomd: 0 
CRR-CS CHECKED for previous UNRELATED Case(s) and found:­
CRR-CS CHECKED for previous RELATED Case(s) and foood: 0 
CRR-CS NOTED ooncern is: FORWARD COLLISION WARNING 
C-RR-CS received inbound cal from C 

C stated C is cali ng to file complaint that needs some action 
C stated VEH has been in shop for a month 
C stated VEH Sl)OOtaneously stopped in rriddle of road while driving 35-40 miles/hour 
C stated there are no other VEHS or objects around C 
C stated C is extremely coocerned and doesni fed comfortable or safe getting bad< into VEH 

CRR-CS apok>gized for concern 
C-RR-CS asked which DLRSHP VEH is currently at 

C stated LOUGHEAD NISSAN 

CRR-CS asked who C spoke with at DLRSHP 
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C stated sales person Ilene Grogin and C spoke with O'Mlef of OLRSHP Mr. Loughead 

CRR-CS asked n DLR knows cause for concern or how to fix VEH 

C stated there are countless complaints about this issue online 
C stated C is shocked that Nissan isn, doing a recall on this 
C stated the verified Njssan fix is to reprogram sensor or replace it 
C stated in C's VEH's case, it needed to be rel)laced 
C stated C was told part was on backorder because there have been so many of these cases 
C stated it might now be Nissan, it might be the manufacturer of part but this is a serious issue 

CRR-CS asked how NNA can assist with resolving concern 

C stated C feels unsafe ever getting back into VEH 
C stated C would like some type of credij toward getting into anothe< VEH that does not have a history of this happening 
C stated C doesn, want to have to pay a whole lot to get out of VEH due to a defect created by manufacturer 
C stated C was given a loner VEH and C is noticilg a similar issue 
C stated a light will flash stating the sensor is obstructed 

CRR-CS apologized again for concern and thanked C for bringing concem to NNA's attention 
CRR-CS stated a Regional Consumer Affairs Specialist will review the case and contact C regarding concem before end of business day 11/512018 

C undefstood and accepted 

CRR-CS offe<ed further assistance 

C declined 

CRR-CS provided C with Case .... land Agent ID,.. 
CRR-CS thanked C for contacting Nissan and wished C a great day 

Call ended rnotualy. 
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Case Categorizations 

Action c..se Categorization # c..tego<y Description Subcategory Description Symptom Description 

POOR OR IMPROPER 
OPERATION 

Case Categorizations Help 

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

Forms 

No records to display 

A Back To Top 

INTERIOR 
ELECTRICAL 

INTERIOR 
ELECTRICAL 

FORWARD COUJSION 
WARNING 

FORWARD COUJSION 
WARNING GENERAL INQUIRY 

26 

QA 

Nways show me more recoros per related list 

11/2/2018 YX AV 

11/15/2018 ZR AV 

Copyright© 2000-2020 saleslorce.com, inc. Al rights rese<ved. J Privacy Statement I Security Statement I Terms of Use 1508 Compliance 

OA 

OA 

FomisHelp 
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Case:- ~ Salesforce - Unlimited Edition Page 1 of 3 

• 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 

CaseHistoryf~ I <:aseCorrments.W I CaseCaleooriz.ationW I !2a:!!!UII 

Case Detail J Reopen Case 11 Clone Closed Case J 

Account Name CaseOwne< . araMills 

Contact Email Type CA 

Home Pl1one Case Origin Phone 

Letter Se-nt Date Executive Refenal 

Letter Received Date Exee>Received-Oa.te 

Follow Up Date 1115/2018 Status Closed 

Supporting Documents 

CA Muttiple Repairs OatelTme Opened 11/3/2018 4:48 PM 

Social Media Involvement Oate/Tme C1osed 11/6/2018 9:56 AM 

Martiz Custome< Id Multiple Repairs No 

Case O#nH location Hamilton Executive Summary 

Texting Status Executive Actions To Resolve 

Case Reopen Count 

Description 

Call Script 

Who contacted u.s? Consumer Vehicle Maintained Location 

I Vehicles Owned 2 Previous Repai.r Date 

Vd'liele Purchased New Previous Repair Location 

Pre-Owned Initial Mileage Related Vehicle Make Nissan 

Current Mileage 4,400 XTIME Appointment Numb« 

Incident Codes. IIR REQUIRED 

lncidef'lt Date Rollowf' 

Sent to legal Property Damage 

Accident Injury letter 

Asbag Nootber Injured 0 

Fire 

IIR lndic.ator 0 RHR Started 

IIROate RHR C«npleted 

HR Customer Document Requested 

Date Requested 

Customer Document Received 

Date Received 

Vehicle Information 

Vehicle 5N1AT2MV6.•• Part Numb« 1 

Model Year 2018 Beyond Basic Warranty Miles 1 0 

Make NISSAN Beyond Basic Warranty Months1 0 

Model Line ROGUE Beyond PT WalTal'lty Miles1 0 

Model Code 22218 Beyond PT Warranty Months 1 0 

Dealer Detai l 

Case Servicing Dealer Data Net 

Case Servicing Dealer Region Oatanet Deal« Date 

Responsible District 00 Oealff Instructions 

SharedWrth Requested Dealer Action 

Bluetooth 

Phone Carrier Bluetooth Ticket Status 

Phone Manufacturer Phone Model 

Reported From Phone Operating System 

Issue Categories 

Related Items 

Approwd Ched< Reques1s $0.00 Goodwill Offered 

VCAN 

Goodwill Processed 0 

Vehicle Service Contract 

VSC Reprint Request Email 
.J 
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Case:--Salesforce - Unlimited Edition 
Contact Name -

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 

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 

CUSTOMER:-HONE: 
SN1AT2MV6J 

Subject 

Created By Kristine Tavares 11/312018 4:48 PM 

Last Mocfmed By NNAill, 12/8/2018 10:33 PM 

Case Reco<d Type CA Oosed Case 

Days Closed 574 

Action Code NT8G 

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

Agent Comments 

Case History 

Agent Comments 

Agent Next Step 

Date Use< Action 

I Reopen Case I ! Clone Closed Case! 

11/6/2018 9:56 AM ~ Changed SUbject from CUSTOMER:-.HONE: 

Changed Status from Open to Closed. 

Closed. 

11/6/2018 9:55 AM Tara M'l s Changed Case Owner from Kristine Tavares to Tara Mills. 

11/6/2018 9:55AM ~ Changed Reopen Date to 1116/2018 9:55 AM. 

Show more • I~ 

Case Comments 

Pubic e«nment 

Created By:I!!!..!!!!!! (11/612018 9:56 AM) 
•" CASE SUMMARY"" 
CRR-TM closing case as no furthef assistanoe can be provided 
C contacted NNA CA regarding case falow up 

Created By: I!!!.!!!!!! (1116/2018 9:55 AM) 
CRR-TM VERIFIED Account ilfoonation including: C's name, home & e-01ai address, 
phone number & best contact number 
CRR-TM CHECKED lor previous UNRELATED Case(s) andlallllli.ll... 
CRR-TM CHECKED previous RELATED Case(s) and foood­
CRR-TM NOTED concern is: case folow up 

CRR-TM received inbollld call from C 

C stated C spoke to NNA CA tile other day 
C stated C was told tllat C would get a call back yesterday 11/5/2018 
C stated C has na heard anytlling yet 

CRR-TM assured C tllat CRR-TM could assist 

C stated C spent a lot of time on had 
C stated tile call dropped and C was not called back 
C stated C is having a lot of concerns with C's VEH 
C stated C wants to know why C was na called back 

CRR-TM asked C how C would like NNA CA to assist 

C stated C needs to ha>e C's VEH loo«ed at 

C stated C needs a -
C stated C does na want to sit at tile DLR al day 

CRR-TM ilfonned C tllat NNA CA does na provide loanerVEH's 
CRR-TM ilformed C tllat loaners are provided at tile disa-etion of tile DLR 

C stated C will contact tile DlR 
C stated C is wasting C's time 
C stated tile VEH has been nothing but a headache 
C stated dealing with Nissan has been nothing but a headache 

CRR-TM apologized to< C's experience 
CRR-TM asked C ij there was anything else ORR-TM could assist with. 

C decliled. 
C discoonected tile call before CRR-TM could provide case nt.rnber and agent 10 

Root Cause 

Root Cau.. Code SCIN 

Root Cause Code (2) 

Document ID 

/IN: SN1AT2MV6JC- o CUSTOMER: HONE: 
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Ca-se History Help 

N: SN1AT2MV6J~ 

Case Conments Help 
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~~;::,,rp 
Created By: Kristine Tavares (11/3/2018 4:48 PM) 
CRR-KT closing case pending customer call baclt. 
•--• [CASE SUMMARY) 
AEB rnalfmctioo ----------· 
Created By~ Kd3tioe Tovar@ 11113/201& 4:48 PM) 
CRR-KT VERIFIED Account Info including: C's name, home & email address, phone nt.mbef & best contact number 
CRR-KT VERIFIED VEH Info including: VIN#, Current Mileage 
CRR-KT CHECKED for open recalls/C8Jll)8igns and found: 0 
CRR-KTCHECKED for previous UNRELATED Case(s) and found: 0 
CRR-KT CHECKED previous RElA TEO C-ase(s) and follld: 0 
CRR-KT NOTED concern is: AEB rnalfmctioo 

CRR-KT received inbomd call from C 

C stated that C has a 2018 Rogue 
C stated that the VEH warning light malfunction 
C stated that the VEH is braking co its own 
C stated C is nowllere near a VEH and the VEH just StOl)S 
C stated that C does nol feel sate drivilg in the VEH 
C stated that C does not have automatic bramg 
C stated C called the OLRSHP LEGEND Nissan to asl< for a loner VEH 
C stated that the VEH says Warning 1 of 1 malfunction is the warning 
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CRR-KT informed C The AEB system will functioo when your vehicie is driven at speeds above apl)(Oximately 3 n'4)ll (5 km/11). If a risk of a forward calisioo is detected, the AEB •~em will firstly provide the warning to 
the driver by flashing the warning (yellow) in the vehicle information diSl)lay and providing an audible alert. 

CRR-KT noting that the call dropped 

CRR-KT noting that pig was referred to for more information 

Best Contact#: no alternate# 

Case Categorizations 

Action ~ C.itegorizatioo # c.rtegcxy Description S<lbcalegofy Description 

Forms 

No records to display 

A Back To Top 

BRAKES 
ANTI-LOCK BRAKE 
SYSTEM 

Symptom Desaiption 

POOR OR IMPROPER 
OPERATION 

Case Categorizations Help 

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

04 11/3/2018 YX AO - OA 

FomisHelp 

Nways show me more recoros per related list 

Copyright© 2000-2020 salesforce.com, inc. Al rights reserved. ( Privacy Statement I Security Statement I Terms of Use 1508 Compliance 

6/2/2020 



Case:--Salesforce - Unlimited Edition Page 1 of 11 

• 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 = z. 

Account Name 

Contact Email 

Home Pl1one 

Letter Se-nt Date 

Letter Received Date 

Follow Up Date 11128/2018 

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 

C....Owne< !JFredcfoe!S!!l9 
Type CA 

Case Origin Phone 

Executive Refenal 

Exee>Received-Oa.te 

Status Closed 

OatelTme Opened 11/5/2018 9:39 AM 

Oate/Tme C1osed 2/5/2019 9:28 AM 

Multiple Repairs Yes 

Executive Summary 

Texting Status Executive Actions To Resolve 

Case Reopen Count 0 

Description Consumer affairs repurdlase with 4 repairs 28 days down for the crash sensor light coming on 

Call Script 

Who contacted u.s? Consumer 

#Vehicles Owned 1 

Vd'liele Purchased New 

Pre-Owned Initial Mileage 

Current Mile- 400 

Incident Codes. IIR REQUIRED 

lncidef'lt Date 

Sent to legal 

Accident 

Asbag 

Fire 

IIR lndic.ator 

IIROate 

HR 1111 

Vehicle Information 

Vehicle KNMAT2MV4JI 

Model Year 2018 

Make NISSAN 

Model Line ROGUE 

Model Code 22218 

Dealer Detai l 

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 

Approwd Ched< Reques1s $24,090.39 

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 11/5/2018 

RHR C«npleted 11/12/2018 

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 O 

Oat.a Net 

Oatanet Deal« Date 

Dealff Instructions 

Requested Dealer Action 

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 

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:~ ONE: 
KNMAT2MV4J~ 

Created By Amaka Odeyerni, 11/5/2018 9:39 AM 

Last Mocfmed By NNAill, 9118/2019 9:34 PM 

Case Reco<d Type CA Oosed Case 

Days Closed 483 

Action Code NTSF 

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

Agent Comments 

Agent Comments #RHR under review 

Agent Next Step 

Case History 

Date Iker 

2/5/2019 9:28 AM Freddie 
!Sm 

1/31/201911:22 ~ 
AM !9!lSI 
1/24/2019 4:26 ~ 
PM !9!lSI 

I Reopen Case I ! Clone Closed Case! 

Action 

Changed Status from Open to Closed. 

Closed. 

Changed Subject ~MER: 
VIN: KNMAT2MV4J~ 

Changed Description. 

IN: 

12/3/2018 2:45 ~ 
PM !9!lSI 

Changed Subject from CUSTOME~ ONE: ( 
6317419044 VIN: KNMAT2MV4JP-----

Show more • I ~ 

Case Comments 

Public Conwnent 

Created By: Freddie King (4/1512019 3:39 PMI 
.... (Added after the case is closed.]._ 
ARBS called tile customer to provide tile info from tile check coming to ARBS 

ARBS provided the details from tile check 

The customer l.llderstood 

ARBS advised tllat ARBS will aver night tile check via Fed Ex 

The customer oodefstood 

ARBS provided the Fed Ex tracking info 

FedEx 

The customer lllderstood 

The call ended mutually 

Created By: Freddie King (4/1512019 3:37 PM) 
... (Added after the case is closed.] •-
ARBS received the customer State Sales Tax refund 

Created By: Freddie King (2/512019 9:27 AM} 
ARBS closilg the case due to no fu'ther assistance is needed at this time 

Created By: Freddie King (11311201911:29 AM} 
ARBS email to the customer: 

Good day Mr.-

Root Cause 

Root Cau.. Code SCMV 

Root Cause Code (2) 

Document ID 

IN: KNMAT2MV4JP- o CUSTOMER 

N: KNMAT2MV4J~ o CUSTOMER: 

Page 2 of 11 

Ca-se History Help 

HONE: 

Case Cooments Help 

Here is tile cootact numbe< for you to reach out to Money, in oroer to speak witll them about setting up your surrender date. Generally tl1ey will give you a call, but you can reach out to them W you would like. Regarding 
the payment if the surrender is not complete within the time frame of y<»r grace period I can recall the dlecks from Mcxley to make the adjustments, or you can continue as is, and once the overpayment is confirmed from 
NMAC I will submij for a reimbursement for the overpayment =-Thanks, 

Created By: Freddie King (11311201911:22 AM} 
Email from the customer: 
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Good morning Freddie, 

Just want to double cheek that I'm nol malting rrrt next car payment that do feb 2nd, 

Also just want to let you know that I didnt get a date yet to surrender rrrt car, 

Best 

Created By: Freddie King (1128/2019 2:46 PM) 
ARBS called the customer to provide the next step tor the case 

ARBS provided the details 

The customer l.llderstood 

The call eoded mutually 

Created Bv: fcedgi• Kjng (112812019 2:40 PM) 
Email from the customer: 

Hey Freddie, 

Just wanted to double cheek that I have the green light to go ahead and start a new lease. 

Also just to - cheek that my next step is to wart til I get a date to return the car back and steps to follow 

Best 

Created Bv: fcedgi• Kjng (1128/2019 2:37 PM) 
ARBS sublmting the case to Morley 

Motley FedEx. 
Motley Case# 

or 1128 

Created By~ Freddie King (1/2412019 4:46 PM) 
Lease Repurchase 
Down Payment $552. 75 
Additional Payments $828.00 
Total Amounts Paid $1,380.75 

Less Sales Tax $857.23 
Total Deductions $857 23 

Total Refund $523.52 
Lease Buyout/Payoff $23,566.87 

Total ReptKchase $24,090.39 

Created By: Freddie King (112412019 4:26 PM) 
IIR rejected- This is not an IIR- there is no mention of an adual accident, property damage o, ir4uries. 

Created By: Freddie King (112412019 3:43 PM) 
ARBS email to the customer: 

Good day Mr.-
Attached is the repurchase agreement for Nissan to dose oot the lease, and the tax torm to request the reimbursement for the Sales Tax from the State. Let me know if you have any questions. 

Thanks 

Created Bv: fcedgi• Kjng (112412019 3:41 PM) 
ARBS called the customer to provide the info oo the repurchase process 

ARBS advised that the customer will have to request re;mbursement from the State tor the Sales tax 

The customer agreed 

The customer stated that he is currentty i'I a loaner vehicle while the dealership wor1ts on the car 

ARBS understood 

ARBS asked if the next payment is coming up 

The customer stated that it is due on Feb 6 

ARBS understood 

The call eoded mutually 

Created By: Freddie King (112412019 3:01 PM) 
Hetlo Freddie, 

Below is the payment/payoff information that you requested. 

SR# ~ Account#. 
Customer 
Payoff amount is$ 23566.87 good thru 21112019 
Payments rece;ved 3 
Payment amount $ 276.00 
Recent payment received on 12/31/2018 in the amount of $ 276.00 
SOC Efigible: Yes 

Copy of Cootract, Tdle and Payment History are attached. 

Thanks, 

Created By: Freddie King (112212019 3:28 PM) 
ARBS sent payoff request to NMAC 

Created By: Freddie King (112212019 3:28 PM) 
ARBS email to the customer: 

Unfortunatety I am not a technician. The dealefship wil need to reach out to the tech line for the steps needed to correct the concern. 

Thanks, 

Created By: Freddie King (112212019 3:27 PM) 
ARBS email from the custon,er. 

Hey Freddie, 

I'm here at Nissan and they said they have no idea what you want them todo neither does Kevin, 

Please follow up with me 

Created By: Freddie King (11221201910:47 AM) 
ARBS called the customer regarding the email 

ARBS provided the details lo< the three options 
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