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Case Detail 

Account Name 

Contact Email 

Home Pl1one 

Letter Se-nt Date 

Letter Received Date 

Follow Up Date 12/13/2017 

Supporting Documents 

CA Muttiple Repairs 

Social Media Involvement 

Martiz Custome< Id 

Case O#nH location Hamilton 

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

J Reopen Case 11 Clone Closed Case J 

Case 0wne< ■AnaMaria Rangel 

Type CA 

Case Origin Phone 

Executive RefNTal 

Exee>Received-Oa.te 

Status Closed 

Datelrme Opened 11/20/2017 2:00 PM 

Date/Tome Closed 12/13/2017 2:49 PM 

Multiple Repairs No 

Executive Summary 

Texting Status Executive Actions To Resolve 

Case Reopen Count 5 

Description UR- SENSOR- EST 

Call Script 

Who contacted u.s? Consumer 

I Vehicles Owned 

Vd'liele Purchased 

Pre-Owned Initial Mileage 

Current Mile- 3,000 

Incident Codes. IIR REQUIRED 

lncidef'lt Date 

Sent to legal 

Accident 

Asbag 

Fire 

IIR lndic.ator 

IIROate 

HR -

Vehicle Information 

Vehicle 5N1AT2MV2H• 

Model Year 2017 

Make NISSAN 

Model Line ROGUE 

Model Code 29617 

Dealer Detail 

ease Servicing Dealer BBIQGFWATFB NISSAN 
Case Servicing Dealer Region Northeast Region 

Bluetooth 

Related Items 

Responsible District 04 

SharedWrth 

Phone Carrier 

Phone Manufacturer 

Reported From 

Issue Categories 

Approwd Ched< Reques1s $0.00 

https://nissanna.my.salesforce.com/5000G00001Ko3h5QAB 

Vehicle Maintained Location 

Previous Repai.r Date 

Previous Repair Location 

Related Vehicle Make Nissan 

XTIME Appointment Numb« 

Rollowf' 

Property Damage 

Injury letter 

Nootber Injured 0 

RHR Started 

RHR Completed 

Customer Document Requested 

Date Requested 

Customer Document Received 

Date Received 

Part Numb« 1 

Beyond Basic Warranty Miles 1 0 

Beyond Basic Warranty Months1 0 

Beyond PT WalTal'lty Miles1 0 

Beyond PT Warranty Months 1 O 

Data Net 

Datanet Deal« Date 

Oealff Instructions 

Requested Dealer Action 

Bluetooth Ticket Status 

Phone Model 

Phone Operating System 

Goodwill Offered 

VCAN 

Goodwill Processed 0 

Vehicle Service Contract 

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

Hot Alert Date 

LS Response rime 

Vert>atims 

Alert Trigger Verbatim 

Survey Verbatim 

Deale< Action History 

NNA Notes 

Customer Conversation Notes 

DTS Inspection 

Contact Name 

-WOfitPhone 

Mobile Phone 

Email 

Attemate Email 

OTS Inspection Date OTS Inspection Date Confirmed? 

DTS Request Type Notes for OTS (Vehicle Concerns) 

Inspection Time/Notes Appointment Time: 

Notes to Agent 

System Information 

Subject 

Created By 

Last Mocfrfied By 

CUSTOMER:- -­
VIN: SN1A ~ 

AnaMaria Rangel, 11/20/2017 2:00 PM 

NNAfil. 12/13/2018 9:40 PM 

Case Record Type CA Oosed Case 

Days Closed 902 

Action c- NT8H 

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

Agent Comments 

Agent comments llamar Eric para preguntar ETA / enviar dealef concern 

Case History 

Dale 

12/13/2017 2:49 PM 

Agent Next Step 

Use< 

AnaMaria Rangel 

I Reopen Case I ! Clone Closed Case! 

Acti<>n 

Changed Status from Open to Closed. 

Closed. 

Root Cause 

Root Cause Code 

Root Cause Code (2) 

Document ID 

12/12/2017 4:47 PM 

12/12/2017 4:46 PM 

12/12/2017 4:27 PM 

Nancy Gomez 

Nancy Gomez 

Nancy Gomez 

Changed Follow Up Date from 12/12/2017 to 12/1312017. 

Show more • I~ 

Case Comments 

Public Comment 

Created By: AnaMaria Rangel (12/1312017 2:49 PM) 
"'CASE SUMMARY-

Changed Case OWner from Dakota McGregor to AnaMaria Rangel. 

Changed Reopen Date from 12/6/2017 2:30 PM to 12/12/2017 4:27 PM. 

C contacted Nissan CA requesting assistance with Financial assistance I sensor did not work VBi 00,lision 

tt'STATEMENTOF DECISION-

SOFA 

SPARCAS-AR advised C the Case has been thoroughly reviewed and Nissan is not in the position to offer assistance at this time due to C's vehicle being outside of warranty parameters. 

Cr eated By: AnaMaria Rangel (12/1312017 2:48 PM) 
SPARCAS-AR placed an outbound call advising that call may be recorded fr quality and training purposes 

C agreed 

SPARCAS-AR verified address 

C stated that ARBS was so negative and the explanation was not good and C stated that C can't 
C stated that the DLR inlormed that a DTS will be requested by DLR 
C stated that ARBS ink>flned that the insurance needs to pay for it 
C stated that the insurance has nothing to do with it 
C stated that DLR at the beginning they said the senSO< wil wor1< after 24 hours 
C stated that ARBS was so rude and ARBS did not help C 

SPAR~AR informed that in this case the insurance needs to be contacted as per A.RBS and SM 
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Ca-se History Help 

Case Conments Help 

SPARCAS-AR informed that ij DLR told C that DTS, C can contact DLR and ask for the appointment as SM Suki informed that thisis not a defect problem on the previous telephone cooversation with SPARCAS-AR 

C stated taht C is so upset with SPARCAS-AR response 
C stated that C will contact a lawyer for this case 

SPARCAS-AR agreed 

Call ended mutually 

Created By: Nancy Gomez (12/12/201 7 4:46 PM) 
SPAR~NG received an inbound call from C, Car1os Turcios 
SPARCAS-NG verified C's name. address, phone numbe< and email 

Best number to be contacted 732-5956920 

C sated that the person that cootacted C from ARBS was totally negative and closed for that reason didni want to talk with that person anymore 
C stated that the person didni want to help C and C admitted that was rude to ARBS 
C stated that the DLR inspected the VEH 
C stated that the DLR diagnostized the VEH and for that reason is trying to help C 
C stated that DLR infonned that is expecting a call from NNA in regards C's GW request to repair the VEH 

SPARCAS-NG asked why the case has a UR when also has a GW request 
C stated that the VEH was sold as an intelligent VEH that brakes when the VEH needs 
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C stated that the sensor has a defect and C reported to DLR 
C stated that when was par1<ing at 3 RPM the VEH hit something and the bumper got damaged. 
C stated that due to the coocems with the Sensor SPARCAS-AR opened an IIR 
C stated that due to the VEH didni wor1< proper1y C htt something at C's par1<ing lot. and damaged the blrrc>ef. 

SPARCas-NG asked if C wants the GW 

C stated that SPARCAS-AR advised C talking with the body shop to repair the bumper and the sensor 
C stated the DLR n.- the estimate and would repair the sensor and the body shop would repair the blmbe< 
C stated that the DLR is expectilg an answer from NNA in regards Cs case 
C stated that asked for the IIR agent name and the 10 and this agent didni provide nothing to C 
C stated that was rude to the ARBS person and stated that has to help customers and not going against C 
C stated that C wasted time explaining to the incident specialist 
C requested to keep wor1<ing with SPARCAS-AR in regard's C's concern 
C stated that the DLR engineer will review the VEH and diagnostic the VEH 
C stated that needs a call from SPARCAS-AR 
C stated that the concern is before the incident happened to the VEH due to the sensor 
C stated that the VEH had a light on and for that reasoo is requesting help with the sensor 
C stated that the seller infonned C that the VEH's sensor will reprogrammed 
C stated that the VEH has a manufacture defect 
C stated that is owne, ol 7 Nissan 1/ehicles 
C stated that is paying a lot of money $43.000 and is not fail being paying that for a bad product. 

SPARCAS-NG stated that will notify SPARCAS-AR about C's request 

C thanked 
Call ended mutually 

Created By: Dakota McGregor 112/12/2017 12:48 PM) 
CASE CLOSING SUMMARY 

✓ ARBS dosing case 

ARBS notes C refused assistance 

Created By~ Dakota McGce99C 112112/201711 :0lAM) 
ARBS placed utii zed Spanish Translation to C 
ARBS verified C had time to speak to ARBS 

C states that C htt a small containe< in Cs driveway going 3mph 
C states that damaged the front bumper 
C states that C has had problems with the veh ever since owning the veh 
C states that C befieves the sensor malfunctioned 

C states C has also had automatic braking when going underneath a railroad with a train oo the tracl<s 
C states that did not cause an incident but did mallunction 

C states that C would like assistance with getting bumper repaired by Nissan 
C states C would also i ke to get sensor ched<ed 

ARBS explained FEB System operation to C and explained that the FEB system has i mitations and a small cootainer would not have been picked up by the FEB system 
ARBS explained that this i'lfonnation is provided in the ownefs manual 
C refuted explanation 3 times and kept refuting this information 
ARBS infonned that this is an insurance claim, and informed that can send to SPAR~AC to review for some potential assistance with repair to bumper but is not guaranteed 

ARBS offered inspection to C for automatic braking and inlooned that would Ile a ~ week process 

✓ g :::: ::: ::: =~:: ::d::;:=:':! ~rn::tioo 
ARBS explained that the system is not designed to operate in the way that C has detailed, and explained that Nissan would not be in a position to inspect for this concern 
ARBS refefled C to and infonned that is an insurance claim, but WC would fike reviewed by SPARCAS 
ARBS could send to SPARCAS 
C refuted i'lformatioo and informed that would like both concerns addressed and would like inspector to look at both ooncems 
ARBS infonned that Nissan would not Ile in a position to do this 
ARBS inquired how or w C would like to proceed 
C would not answer ARBS 
ARBS inquired how or tt C would like to proceed 
C would not answer 

ARBS reviewed case with ARBS so 

ARBS infooned C that ij C cannot decide how to proceed that case would Ile dosed 
ARBS infonned that Nissan is happy to assist C, but does need to know which process C would like to do 
C would not answer ARBS, and infonned that ARBS does not know ii malfunctioned o, not 
C became verbally abusive to ARBS in English 
ARBS infooned C to keep the call professional 
C continued to Ile verbally abusive 
ARBS apologized for any misoomrrunication, and inlooned that Nissan would refer C to wor1< with insurance 
ARBS infonned that would Ile discoonecting the call 
ARBS disconnected the call 

Created By: Dakota McGregor 112/12/2017 9:49 AM) 
ARBS placed outbound to DLR 
ARBS spoke to SO Sukhi Singh 

✓ SO informed that C attempted to test the FEB system in Cs driveway 
SO informed that veh was only going 4 o, S mph 
SO informed that is a master technician and regarding the specifics, there are limitations to the system 
SO infooned that C expected the veh to slop and the FEB would not have activated as was not a situation that FEB radar would have sensed and stopped the w,n 

Created By: Dakota McGregor 112/12/2017 9:41 AM) 

✓ ~~~~~~~~~'!.~------·----
Created sy~ AnaMaria Banoel (12111120111:03 PM) 
SPARCAS-AR received a transferred call from SPARCAS-AC 

C stated that C is desperate as C has no response about case 

SPARCAS-AR inlooned that FOM sent a MSG asking to fill an IIR report for case 

C stated that C nees a response as VEH has a defect and DLR did not fix tt 

SPARCAS-AR proceed to do IIR report as FOM advise 

SPARCAS-AR infonned that C wil Ile contacted within 24 hours. 

Created By~ Daniela CillleHanM {12/11/201712:38 PM) 
SPARCAS-AC received inbound call from C. 

C stated C has been trying to oontact a department with no luck. 

SPARCAS-AC asked ii Chad a case. 

C stated yes. 

SPARCAS-AC verified C's name.phone# and address. 
SPARCAS-AC transferred call over to SPARCAS-AR. 

Created By: AnaMaria Rangel (12/812017 3:11 PM) 
SPARCAS-AR summitted To FOM 

Created By: AnaMaria Rangel 112/8/201712:59 PM) 
SPARCAS-AR palced an outbound call to Service Director asking for reoommendation of GW 
Service Director informed that this is manufature defect, this is an isurance claim not a Nissan concern 
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Created By~ AnaMaria Banoel (12/8/2017 12:46 PM) 
SPARCAS-AR placed an outbound cal advisa,g that call may be reCO<ded for quality and training purposes 
SPARCAS-AR verified address 
SPARCAS-AR infonned that SM infonned that the warranty del)aroneot won't pay foc tt at tt was a oolision involved with the issue 
SPARCAS-AR infonned that SM is going to send a lax with the estimate 

C stated that C sent videos and proof of the cofision and it was because of the sensor. 
C stated that the sensor did not - and then C htt the VEH but tt was not too bad 
C stated that C is expecting an answer tomorrow and C is not goilg to pay for the sensor as this is a manu:facbse defect so C is requesting that NNA pay for the repair as it was not C fault 
C stated stated that C will leave VEH at the DLR and not paying rt anymore if NNA does not pay for the repair and hire a lawyer 

SPARCAS-AR infonned that SM will send a fax with the estimate of the repair and when tt is received SPARCAS-AR will send an a GW request to FOM 

C stated that C needs to know if C can keep loaner or not 

SPARCAS-AR infonned that C needs to oontact the DLR for that ooncem 

SPARCAS-AR infonned that C will be contacted 12/11/17foc a follow up 

Call ended mutually 

Created By: AnaMaria Rangel (12/8/201712:15 PM) 
SPARCAS-AR spoke with SM SUki- stated that the VEH had a colisioo when VEH was taken to DLR that is why it is taking too loog 

Created By: Adis Leyva 112/8/201712:00 PM) 
SPASRC= sent Task to Case's manager infonring of C's request. 

Created By: Adis Leyva (12/8/201711 :54 AM) 
SPASRC= received a call from C . 
SPASRCAS-AL was provided with ca.et• 
SPASRCAS--Al. VERIFIED Account Info 11,;1uu11,y . .._,'s name, home & email address, phone# & best contact#. 
SPASRC= NOTED ooncem is: C requested a resolution for C's case. 

SPASRC= asked Chow would C like NNA to assist. 

C stated C has been trying to have this case resolved for a tong time. 
C stated OLRSHP called C to pick VEH up but VEH has not been repaired yet. 
C stated Vice..presjdent of NNA CUstomer Service Dave Maso & Wally emailed C requesting C to reply to thei' emai. 
C stated C just want to put nice things about Nissan knowing that sensor has been replaced, but VEH is still at the OLRSHP. 
C stated C has bought 3 Alfimas, 1 Xtena, 2 Muranos, 1 Pathmder & nt::NI this Rogue. 
C stated NNA has been treating C ve,y wel. 
C stated C is ve,y thankful to NNA but C needs this srtuation figured out. 

SPASRC= apologized foc C's experience. 
SPASRC= asked C 2 mins hold to checked resources. 

C agreed. 

SPASRCAS-AL infonned C based 00 Case's noles, SM - SUki from Bridgewater Nissan contacted ooe NNA's rep. informing of C's request. 
SPASRCAS-AL infonned C NNA's rep. infonned SM that Case's manager is requesting repaif s estimate. 
SPAS RC= added SM FAXED the information over to NNA's rep. 
SPASRC= also added that Case's manager saw the notes & requested N NA"s rep. to lax the information. 
SPASRCA>AL assured C Case's manager is working on the case & is waiting for that infoonation to move forward with this Case. 

C understood. 
C stated what happened to this VEH rt not even noticeable. 
C stated C is just afraid that C will have an incident due to sensor nol being operatilg as designed. 
C stated C is paying for all these sensors & C is expecting them to operate as designed. 
C stated due to sensor not wa1ting, the warning light is not informing that there is an object. 

SPASRC= understood. 

C stated C feels more relieved after speaking to SPASRCAS. 
C stated C is not going to pick VEH up ootil VEH is repaired. 

SPASRC= understood. 

C stated in this case rt is nol OLRSHP's fault. 
C stated this is a manufacture'$ defect 
C stated C reported the incident right away taking the VEH to the DlRSHP. 
C stated C has been dealing wrth this sttuatioo for a month & needs a resolution. 

SPASRCAS -AL offered further assistance. 

C declined. 
C stated C is very glad that CA Nissan has people fike SPASRCAS, Ana Malia & Mario. 

SPASRCAS-AL appreciated C's words. 

C requested Case's manager to contact C. 

SPASRC= stated Csse's managerwil be infonned. 
SPASRC= offered further assistance. 

C delcr.ed. 

SPASRCAS-AL provided C with SPASRCAS's name. 
SPASRCAS-AL branded call. 

Call ended mutually. 

BC# 

Created By: AnaMaria Rangel (12/8/201711:16 AM) 
SPARCAS-AR left a VMX to Casking to call back direct i ne 

Created By: AnaMaria Rangel (12/8/201711:14 AM) I Last Modified By : AnaMaria Rangel (12/8/201711:14 AM) 
SPARCAS-AR sent an email to Keli asking to send the lax if She got rt 

Created By: AnaMaria Rangel (12/8/201711:10 AM) 
SPARCAS-AR placed an outbound cal to ORL and SM advised that he sent the information to: Keli Oooovan 

Created By: Kelli Donovan (12/8/201710:21 AM) 
ROSKO received call from SM-Suki at Bridgewater Nissan. 

SM stated that c is seeking assistance on the forward emergency warning sensor. 
SM stated that c pulled into e's other veh in the driveway and feels NNA should be respoosible as the warning did nol go off. 

✓ RCAS stated that tt looks like by the case notes the other agent was attempting to get the estimate as c has not provided tt as of yet. 

SM stated that SM can lax over the estimate. 

RCAS thanked SM. 
RCAS provided lax numbe<. 
Call ended mutually. 

created av~ AnaMaria Banoel (12n12011 3:34 PM} 
Added comments to the previous notes: 

C stated that C can, drive VEH with the defect 
C stated that C will sue Nissan becasue the VEh has a defect of fabrication and nobody responds to the C 

SPARCAS-AR infonned that C will receive a call tomorrow for fojlow up 
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Call ended mutually 

Created By: AnaMaria Rangel (12ll/2017 3:31 PM} 
SPARCAS-AR placed an outbound cal to C advising that call may be reconled for quality and training 

C stated that SM called yesterday 
C stated that C is going to Sue Nissan if they call C again to pick up the YEH with no repair like 
C stated that SPARCA>AR needs to speak with the president 
C stated that C is so upset and C 
C stated that SPARCA>AR needs to speak with 

SPARCAS-AR 

created av~ AnaMaria Baozl (121112011 3:17 PM) 
SPARCAS-AR Placed an outbound call to SA Eric and he said that SM is off in a meeting and SA will talk to him tomom,w about case 

created av~ AnaMaria Banoel (12n1201110:19 AM} 
SPARCAS-AR OPENED Account Info including: C's name, home & emai address, phone# & best oontacl# 
SPARCAS-AR VERIFIED Yeh Imo including: VIN#, Current Mileage 7,000 
Warranty & Service HistO<Y 

SPARCAS-AR CHECKED for open recalls/campaigns and round: 0 
SPARCAS-AR CHECKED for previous UNRELATED Case(s} and found: 0 
SPARCAS-AR CHECKED previous RELATED Case(s) and found: 0 
SPARCAS-AR NOTED concern is: Front sensor 

C stated that C left VEH on Monday 4th 
C stated that estimate for repair of the damage that was done because ol the sensor 
C stated that DLR called in and the got an estimate but they did not fix the sensor 
C stated that C is very upset and Eric Carrero that the body shop did not provide the estimate fo, the repair. 
C stated that they did not explain anything about the sensor. DLR just informed that pick up the VEH but the sensor is not replaced 
C stated that SM was not nice. 
C stated that C is driving a loaner and C wants his VEH back 
C stated that C re<eived an email from the vice. President of customer service but C does not want to respond as C does not want to provide bad survey as C is very upset 

SPARCAS-AR informed that SPARCA>AR will call DLR to ask about the ETA ofVEH and SPARCA>AR wi1 lollow up with C 12/08/17the latest 
SPARCAS-AR provided id Case# 
SPARCAS-AR offered further assistance C declined 
SPARCAS-AR Informed case# and Id~ 

C understood and "l)!lreciated the assistance 

Best Contact# 

Call ended mutually 

Created By: Brandon Villalobos (12/612017 S:32 PM} 
SPATL-BV changing FUP after case was reopened due to incoming email. 

Created By: AnaMaria Rangel !11/22/2017 2:45 PM} 
SPAR~AR is closing Case as no further assistance can be offered at this time . 

... CASE SUMMARY-
C contacted Nissan CA requesting assistance with GW / accident due to a senS()( thet is not working / exp,ecting diagnosis ad quote of repair 

Created By: AnaMaria Rangel (11/22/2017 2:44 PM} 
SPAR~AR received a cal to direct extension. 

C stated that C sent a video with the information of the accident 

SPARCAS-AR informed that video cani be opened. 
SPARCAS-AR informed that C needs to call back when C has the apointment with DLR 3 

Call endd mutually 

Created By: Jane Wills (11/2212017 2:02 PM) 
ECRR-JW sent email advising that unable to open and view video C sent and requested that C send in another format 
ECRR-JW changed FU date as unsure if RCAS will be able to view the video. 
ECRR-JW exrted case. 

Created By:~ (11/22120171 :57 PM) 
ECRR-JW logging email was received throogh case - that was unable to open. 
Re: Video 
ECRR-JW exiting case. 

created sy~ AnaMaria Banoel (111211201110:45 AM} 
SPAR~AR is closing Case as no further assistance can be offered at this time. 

tt•CASE SUMMARY•" 
C contacted Nissan CA requesting assistance with GW damage bumpe( as front senso, did not wor1<. /eXl)eciing pictures and quote of damage 

Created By~ AnahJaria BaoPCI (111211201110:44 AM} 
SPARCAS-AR OPENED Account Info including: C's name, home & emai address, phone# & best contact# 
SPARCAS-AR VERIFIED Yeh Imo including: VIN#, Current Mileage 
Warranty & Service History 

SPARCAS-AR Received a call to d~ect line 

SPARCAS-AR CHECKED for open recalls/campaigns and round: 0 
SPARCAS-AR CHECKED for previous UNRELATED Case(s} and found: 0 
SPARCAS-AR CHECKED p<evious RELATED Case(s) and found: 0 
SPARCAS-AR NOTED concern is: Front sensor 

C stated that C has an appointment on Friday 
C stated that C the YEH has a defect of fabrication 
C stated that C is so upset for this situation s today rt happened again 
C stated that the bumper is lose and C needs to repair 

Page 5 of 6 

SPARCAS-AR informed that C needs to send an email with pictures and quote about the damage in orde< ti apjlly fo, a GW as C stated that the damage was because the senso, did not wor1< when C was driving 

Call ended mutually 

Created By: Adis Leyva 111/20/2017 2:58 PM) 
SPASRCA>AL is closing Case as no further assistance can be offered at this time . 

... CASE SUMMARY-
C contacted Nissan CA requesting financial assistance to have VEH repaired as a sensor was not operating as designed. 

'"STATEMENT OF DECISION-
SPASRCA>AL advised C to follow Case's manager instructions for ft.rther assistance if possible. 
SPASRCA>Al closing case pending C's oontact. 

Created By: Adis Leyva 111/20/2017 2:57 PM) 
SPASRCA>AL was provided with case# 
SPASRCA>AL VERIFIED Account Info including: C's name, home & email address, phone# & best contact#. 
SPASRCA>AL NOTED coocem is: C requested to speak to Case's manager. 

SPASRCA>AL asked for 2 mins hold to check Case's manager availability. 

C agreed. 

SPASRCA>Al thanked C for holding. 
SPASRCA>Al informed C Case's manager had another Con the line. 
SPASRCA>AL offered furthef assistance. 
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C unde<stood. 
C stated DLR said they are going to cheek the sensor but they have nol confirm if they are going to repir the VEH. 
C stated every morning the sensor is showing on the ilstrumentation panel. 
C stated the sensor is suppose to inform if there is something in front or around the VEH. 
C stated sensor was not operating as designed. 
C stated Chas an appointment '°' this coming Friday 11/24 to cheek sensor. 
C stated case's manage, infooned C to ask DLRSHP '°' a Certified Body Shop & gathef the estimate to have VEH repaired in case DlRSHP does not want to repaired rt. 
C stated case's manage, will be waiting for that information. 
C stated C is going to be provided with a rental. 
C stated this is not a DLRSHPs fault. 
C stated this is a manufacture's defect 

SPASRCAS-AI. understood. 
SPASRCAS-AI. stated ij those were Case's manage< suggestioos, then C must do as requested. 
SPASRCAS-Al infonned C there is no guarantee NNA wil approve the repair but Case's manager wil work on the case for any financial assistance if possible. 

C W--.tood & thanked. 

SPASRCAS -AL offered furthe< assistance. 

C declined. 

SPASRCAS-AI. provided C with name & ID . 

call ended mutually. 

BC# 

Created By: AnaMaria Rangel (11/20/2017 2:17 PM} 
SPARCAS-AR OPENED Account Info including: C's name, home & email address, phone# & best contacltl 
SPARCAS-AR VERIFIED Veh Info including: VIN#, Current Mileage 
Warranty & Service History 

SPARCAS-AR CHECKED fO( open recalls/campaigns and found: 0 
SPARCAS-AR CHECKED fO( previous UNRELATED Case(s} and found: 0 
SPARCAS-AR CHECKED previous RELATED Case(s) and found: 0 
SPARCAS-AR NOTED concern is: Front sensor 

C stated that C hit the front of the car 
C stated that it was because of the sensor 
C stated that the sensor does not wait 
C stated that the DLR is fixing the sensor but they did not not inform ij they will CO\lef the damage 
C stated that Eric service manager informed SM will call C to inform about fixing the damage or not 
C stated that C had 7 VEH Nissan in the past 

SPARCAS-AR informed that C needs to wart till DLR responds ntheywill fix rtornol and nnotC can contact NNA SPARCAS-AR and SPARCAS-ARwil apply for a GW 
SPARCAS-AR provided id Case # 
SPARCAS-AR offered further assistance C declined 
SPARCAS-AR Informed case# and Id Empk>yee 

C unde<Stood and appreciated the assistance 

Best Contact# 

call ended mutually 
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Case Categorizations 

Action ~ ~ # c..tego<y Description Subcategory Oescriplion Symptom Description 

Case Categorizations Help 

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

Forms 

Action Form -,,. Back To Top 

INTERIOR 
ELECTRICAL 

Request Type 

UR 

DISTANCE CONTROL ASSIST POOR OR IMPROPER 
(DCA) OPERATION 

26 

CrNted By 

AnaMaria Rangel, 12/11/2017 12:54 PM 

Always show me more records per related list 

11/20/2017 YX AV 
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Created Date 

12/11/2017 
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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 

AccountN... --
Contact Email -Letter Se-nt Date 

Letter Received Date 

Follow Up Date 1/24/2018 

Supporting Documents 

CA Muttiple Repairs 

Social Media Involvement 

Martiz Custome< Id 

Case O#nH location Murfreesboro 

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

J Reopen Case 11 Clone Closed Case J 

Case Owner ■ Luis Rodriguez 

Type CA 

Case Origin 

Executive Refenal 

Exee>Received-Oa.te 

Phone 

Status Closed 

Datelrme Opened 11/28/2017 12:04 PM 

Date/Tome Closed 2/6/2018 2:54 PM 

Multiple Repairs No 

Executive Summary 

Texting Status Executive Actions To Resolve 

Case Reopen Count 0 

Description ca.sumer Affairs Voluntary Repwchase due to 1 visit (0 repairs) and 69 days oot of se<vice for the FEB malfunction. 

Call Script 

Who contacted u.s? Consumer 

#Vehicles Owned 1 

Vd'liele Purchased New 

Pre-Owned Initial Mileage 

CWTMI Mile- 10,226 

Incident Codes. IIR REQUIRED 

lncidef'lt Date 

Sent to legal 

Accident 

Asbag 

Fire 

IIR lndic.ator 

IIROate 

HR -

Vehicle Information 

Vehicle JN8A T2MV3~r,-

Model Year 2017 

Make NISSAN 

Model Line ROGUE 

Model Code 22617 

Dealer Detai l 

ease Servicing Dealer SMITHTOWN NISSAN 
Case Servicing Dealer Region Northeast Region 

Bluetooth 

Related Items 

Responsible District 07 

SharedWrth 

Phone Carrier 

Phone Manufacturer 

Reported From 

Issue Categories 

ApprowdChed< Reques1s $41,048.76 

https:/ /nissanna.my.salesforce.com/ 5000G0000 1 KppDV QAZ 

Vehicle Maintained Location DLR 

Previous Repai.r Date 

Previous Repair Location 

Related Vehicle Make Nissan 

XTIME Appointment Numb« 

Rollowf' 

Property Damage 

Injury letter 

Nootber Injured 0 

RHR Started 1/24/2018 

RHR Completed 1/24/2018 

Customer Document Requested 

Date Requested 

Customer Document Received 

Date Received 

Part Numb« 1 

Beyond Basic Warranty Miles 1 O 

Beyond Basic Warranty Months1 5 

Beyond PT WalTal'lty Miles1 0 

Beyond PT Warranty Months 1 O 

Data Net 

Datanet Deal« Date 

Oealff Instructions Service Oepl Review 

Requested Dealer Action 

Bluetooth Ticket Status 

Phone Model 

Phone Operating System 

Goodwill Offered 

VCAN 

Goodwill Processed 0 

Vehicle Service Contract 

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

Hot Alert Date 

LS Response rime 

Vert>atims 

Alert Trigger Verbatim 

Survey Verbatim 

Deale< Action History 

NNA Notes 

Customer Conversation Notes 

DTS Inspection 

Contact Name 

Home Phone 

Wodc.Phone 

Mobile Phone 

Email 

Attemate Email 

OTS Inspection Date OTS Inspection Date Confirmed? 

DTS Request Type Notes for OTS (Vehicle Concerns) 

Inspection Time/Notes Appointment Time: 

Notes to Agent 

System Information 

Subject CUSTOME~ PHONE:- VIN: 
JN8AT2MV3~ 

Created By 

Last Mocfrfied By 

Brandi Kina. 11/28/2017 12:04 PM 

NNAill, 11/11/2019 9:02 PM 

Case Record Type CA Oosed Case 

Days Closed 847 

ActionC- NTSE 

What action was taken? SE Legal Department Rep...-chase 

Agent Comments 

Agent Comments Next Steps: Please Coll C and begin IIR for C. 

Case History 

Dale 

2/6/2018 2:54 PM 

Agent Next Step 

Use< 

Luis Rodriguez 

I Reopen Case I ! Clone Closed Case! 

Action 

Changed Status from Open to Closed. 

Closed. 

Changed Description. 

Root Cause 

Root Cause Code 

Root Cause Code (2) 

Document ID 

2/5/2018 9:39 AM 

1124/201811 :49AM 

1124/2018 9:20 AM 

Luis Rodriguez 

Luis Rodriquez 

~ 

Changed Case Owner from Dakota Mc.Gregor to Luis Rodriguez. 

Deleted Pending in ORT Support Status. 

Show more • I~ 

Case Comments 

Pubic C«nmenl 

Created By: Paige Gilliam (31812018 8 :53 AM) 
... (Added after the case is closed.) .-

Page 2 of 7 

SCMV 

Ca-se History Help 

Case Conments Help 

ORTS PW: Ched<(s) from NMAC for Overpayment in the amount of $478.23 sent to LOCKBOX #54457; FED EX TRACKING 
0624800004/20011131. Case doct.mented and copy of check attached to case. 

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

Created By: Luis Roo-iquez (21612018 2:49 PM) 
ARBS contacted the custome< ,J and talked to the customer. ARBS informed the customer the checks and case have been trans/erred to Modey. ARBS stated a Mo'1ey agent wil be contacting the 
customer to schedule the &Ile , u.tlc. 

-

Customer thanked ARBS and the call ended mutually. 

Created Bv: I \isRo<O-ifl'iez (21612018 2:30 PM) 
ARBS notes the MooevJ■ 1 was submitted and transmitted. 

ARBS notes Check No.- payable to the customer and Check No.- payable to NMAC, were sent via FedEx under Tracking No. 

Created By: Luis R0<riguez (215/2018 9 :42 AM) 
ARBS submitted check request payable to the customer in the amount of $7,986.89 

ARBS subrritted check request payable to the lienholder in the amount of $32,571 .26 good thru 01/27/2018 

Created By: Luis R0<riquez (21512018 9 :39 AM) 
IIR-FEB- EST 

Created By: Luis Roo-iquez (2121201812:55 PM) 
ARBS contacted the custome< at 11111111111 and talked to the customer regarding the emai sent to ARBS. 

ARBS explained to the customer that we can either wait for the payment is withdrawn from the customer's account and then ARBS requests an updated payoff and sends an updated repurchase letter or we can continue 
with the process and once the vehicle is surrendered and the aCCOlllt is paid off, ARBS will be getting a notification there was an CNef payment on the custorne(s account and ARBS will be sending the customer a check 
in the amount of the last vehicle payment 

Customer agreed to continue with the lepll"chase prooess and slated the signed agreement wil be sent tonight. 

ARBS al.so asked the customer if the customer wil be purchasing another Nissan vehicle and customer stated she has not made a decision yet 

ARBS offered VPP and customer accepted it 

ARBS slated the VPP Code wil be requested and the reptrchase process will continue once the signed agreement is received. 

Customer thanked ARBS and the call ended mutually. 

Created By: Luis R0<riquez (2121201812:46 PM) 
ARBS received the following email from the customer: 
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Hi Luis, 

I received the loons but I wanted to know n I am responsible for the up coming half of my payment next Friday? I have my payment withdrawn for my checking acoount every two weeks so next Friday February 9th a 
portion of my car payment will be withdrawn from my account . I want to sign the pape, you sent me and seod ~ back to you but If lllis partial payment is withdrawn from my account lllis ched< amount above will not reflect 
this upcoming payment. Please give me a call so I can better explai 

thank you --Created By: Luis R-iguez (1/31/2018 2:32 PM) 
ARBS received the vehicle pictures from SA-Stephanie (attached to case). 

;~~~~,J~~o:::n;1~=1~~ :iMt 
ARBS lllanked SA-Stephanie and Ille call ended mutually. 

Created By: Luis Rodriguez (1/31/2018 2:07 PM) 
ARBS sent the fojlowing email to Ille customer. 

Good day Ms.-
and talked to the SA-Stephanie who stated she forgot to send Ille pictures to ARBS but will be sending those to ARBS today. 

Attached please fr,d the Vehicle Repurchase Agreement lllat needs to be signed. I received confirmation the vehicle payment lllat was withdrawn from your account was processed yesterday by NMAC so the last vehicle 
payment is induded in your refund. 

I You may lax the signed agreement to or email it to me. 

Please let me known you have any questions. 

Regards, 

Luis Rodriguez I All>itratioo Specialist I 

Created Bv: b!i• Bwki9ns:z (1/31/2018 2:04 PM) 
ARBS notes the following repurchase figures: 

(+) Down Payment including 1st payment $2,886.87 
(+) Additional 13 Payments $6,623.36 
(=) Total Amounts Paid $9,510.23 

(-) Sales Tax $1 ,523.34 
(=) Total Deductions $1 ,523.34 

Refund Amount to Customer $7,986.89 

Created By: Luis R-iguez (1/31/2018 2:03 PM) 
Additional nae: 

ARBS also got the lollowing updated payoff from NMAC-PH: 

$32,093.03 good through 02/27/2018 

Created By: Luis R-iguez (1/31/20181 :50 PM) 
ARBS contacted NMAC-Peggy Haider to confirm Ille cusforne(s payment was processed or not. 

NMAC-PG confinmed Ille custome(s payment was received and ~ was processed on 01/30/2018 in Ille amount of $490.61 

ARBS lllanked NMAC-PG and the call ended rrutually. 

Created By: Dakota McGreQOf 11/30/2018 5:02 PM) 
✓ ARBS sent resolution letter to C via FEDEX 

ARBS notes FEDEX Tracking Lab 
ARBS attached letter and label to case 

Created By~ Dakota McGregor (1/25/2018 2:33 PM) 
✓ ARBS notes that ARBS received e-mail from PL-WR advising lllat no defect was found 

ARBS attached e-mail to case 

Created By~ I li ff Bsxtiouez (1/25/201811 :46AMI 
ARBS contacted the Smithtown Nissan dealer, u 1d talked to the SA-Stephanie and infonmed Nissan will be repurchasing Ille custome<'s vehicle. ARBS asked to please send pictures of the vehicle (front, 
back, sides and interior). ARBS also confirmed Jt: ;,lvu~ 11~ been on a rental since November and provided the SA with the bulletin no. WBP 11~04. 

• SA-Stephanie lllanked ARBS for the fojlow up and stated the pi-es will be sent to ARBS today. 

The call ended mutually. 

Created By: Luis R-iguez (1/25/201811 :35 AM) 
ARBS received the following email from the customer: 

Good afternoon Luis , 

It was a pleasure speaking to you yeste<day 

Please see attadled 
Please let me know you have received all the paperwork you need to move torwa<d 

Thank you 

~ 
• - The lease agreement and Ille vehicle registration have been attached to Ille case. 

ARBS replied to the customer willl Ille following emai: 

Good day Ms.-
I have received the documents you sent me and I'm waiting for NMAC to send me Ille payoff in1ormation. As soon as I get that email from NMAC I will put the repurchase agreement offer ready and send • to you to review 
it. I asked NMAC to send me Ille payoff inlormation on Monday to have Friday's vehicle payment reflected. I should send you Ille repurchase agreement on Moday afternoon or Tuesday morning. 

Thank you, 

Luis Rodriguez I All>itratioo Specialist I 

Created By: Luis R-iguez (1/2412018 2:04 PM) 
ARBS sent email to NMAC ,-ting Ille payoff information. 
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ARBS oonfirmed with the custome< Ille llehicle has been at Ille dealership since Novembe< 28th. ARBS apojogized and stated lllat Ille custome(s request for vehicle repurchase has been reviewed and at lllis time Nissan 
is in a position to offer a vehicle repurchase. ARBS explained the process and asked the customer to please provide a copy of the following doa.ments: 

- lease agreement 
- Vehicle registration 

CUstomer stated she will be stopping by the Nissan dealership today because the documents are in the glove box compartment. 

ARBS stated an email will be sent to NMAC requesting Ille payoff information. 

CUstorner stated Ille customer's next llehicle payment will be automaticaly drafted lllis coming Friday (11126/2018). ARBS stated ARBS wil waij until Monday to request the payoff to have Ille Friday payment reflected on 
the payoff/payment history. 

CUstorner agreed. ARBS stated an email will be sent to Ille customer asking for the documents and to please either email them or fax ll1em to ARBS. 

CUstorner appreciated Ille assistance and Ille cal ended mutually. 

Created By~ I sin 895:tia,eez (1/24/201811 :40 AM} 
- ReplacemenVRepwcllase Reason: Consume< Affairs Volunta,y ReplacemenVRepurchase due to 1 visij (0 repairs) and 58 days out of service for Ille FEB malfunction. 

-lemon Law: Yes- NY 

- Usage: No usage since vehicle does not have more than 12,000 miles on the odometer 

Created By~ I Ii§ BrutWuez (1/241201811 :39 AM) 
ARBS notes the following SUmmary of service history: 
State: New YOII< 
ln-se<vice date: 12/19/2016 
Purchased: New_ Lease _X_ Pre-OWned CPO 
Additional CA cases: None 
Tedl Line cases:jiililli■■I crash light stays on and it brakes on its own/ No repairs recoo-mended 
VSC: None 
DTS Inspection: Kevin McKay_ 12/19/2017 _ FEB concern 

Repairs/visits made during Ille first 18,000 miles/ 2 years (from Ille ir>-se<vice date): 

1 visit for the driver's side door is rusting: 
- Parts ordered 

1 viM for kickplates rusting 
- Parts ordefed 

1 viM for Ille FEB concern: 
- Vehicle at deale< / No repairs performed 

Total days down: 58 (as of 01124/2018) 

Created By: Luis R-iguez (1/241201811 :39 AM) 
ARBS notes the following vehicle history repair. 

~c!,~- Mileage 5,054 - R~ - Days down 1 

1.CS driver side doO< still rusted 
Actioo taken 
1.0rdered part 

~~:~-Mileage 10,226 - R~ - Days down 57 (as of 01/24/2018) 

1.CS veh crash warning i ghts stay on and veh brakes on ijs own, 3 times 
2.CS kickplates were ordered in JI.Ile for rustilg issue 
3.LOF 
4.CR tire rotation 
5.Rental 
6.MPI 
7.NY State inspection 
Actions taken 
Vehicle at deale< 

Created By: Luis R-iguez (1/241201811:35AM) 
ARBS contacted Ille Smithtown Nissan deale< a 

ARBS lllanked the SM and the cal ended mutually. 

and talked to Ille SM-Andrew Jones who confirmed the vehicle has been at the dealer since 11127. The RO was opened Ille next day. 

✓ ;~:~~fj!\~t M1WPr ~~~[~~t~~=ng RHR be completed 

- Created By: Nicki Raaor (1/2412018 9:20 AM) 
ORTS attached RHR 

Created By: Nicki Raaor (1/24/2018 7:38 AM} 
ORTS confirmed with SD Andrew Jones lllat C has been in a rental since Ille vehicle was brought in. 

Created By: Nicki Barror (1/24/2018 7:20 AM) 
ORTS attached RO's dlr 2691 

Created By: Nicki Barror (1124/2018 7:01 AM) 
ORTS called dlr 3214 for R O's. Dawn faxing, only has POL 

I ORTS called dlr 2691 for RO's including open. Andy giving to SM /:>ooiew Jones to send. 

ORTS attached POI dlr 3214 

Created By: Dakota McGrew 11/23/2018 3:55 PM) I l ast Modified By: Dakota McGrew (1/23/2018 3:55 PM) 
✓ ARBS reviewed case with SRPLNR FD 

ARBS to submit RHR and have ftrtler reviewed by ARBS agent 

Created By: Dakota McGregor 11123/201810:14 AM) 
ARBS received vmx and inbound from C 
ARBS inquired how ARBS can assist C 
C informed lllat CRR informed C lllat ARBS office was supposed to call Con 01122/18 
C states lllat C has not rereved an update 
ARBS apologized and informed lllis was nol oorrect 

✓ ARBS apologized for Ille misconvnunication and informed lllat ARBS does nol have an update 
C states just to call C when Ille update is available 
ARBS informed lllat going forward ARBS office is the best POC for Ille claim 
ARBS informed lllat CRR will not be in a position to advise on the claim 
C understood 
ARBS offered ftrtler assistance 
C declined 
Call ended mutualy 

CreatedBy:~(1122/2018 10:14AM) 
CRR-KP VERIFIED VEH Info including: VIN# 
CRR-KP VEFIRIED ACCOUNT Information including: Name, Address, Best Cootac~ and Email. 
CRR-KP CHECKED for OPEN Campaign(s) and Found:O 
CRR-KP CHECKED for RELATED Case(s) and Fomd:O 
CRR-KP CHECKED for previous UNRELATED Case(s) and Found:0 

CRR-KP NOTED Coocem is: faulty veh. 

C Stated veh is Mting at Ill dlr for 8 weeks and ijs been 5 weeks somone came to look at veh. 
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C stated C is loyal to Nissan for 16 years and is facing problm with the veh. 
C stated C does not feel safe in th veil. 
C stated ARBS is rude, not helpful ' does not communicate well and is lllprofessional. 

CRR-KP apoligized for the problm C is lacing. 
CRR-KP Advised C tilt the folow up date is on 1/22/2018 and C would receive a call on speafied date. 
CRR-KP send an internal email on behalf of C. 
CRR-KP asked C what is C loo«ing from NNA. 

C wants the decision asap. 
C requested for a supe,visor. 

CRR-KP asked lor any furthe< assistance. 
C appreciated help and dedined. 

CRR-KP Provided C with Case # and agent ID 

Best cootact - @ 

Call ended mutual y. 

✓ Created By: Dakota McGrew 11/22/2018 8 :32 AM} 
ARBS sent e-mail to PL-WR inquiring about resolution 

Created By: Dakota McGregor (1/16/2018 2 :21 PM) 
ARBS placed outbound to 
ARBS verified C had time to speaK to Attt>S 
C requested update in claim 
ARBS infonned that a resolution has not been provided 
C inquired does C need to retain an attorney 
C demanded that ARBS repurchase the veh from C 
ARBS informed that if C is wishing to have a request for repurchase reviewed, ARBS can honor request, but would not include for resolution from inspection as has not been completed 
ARBS did inlorm that a repurchase would not be guaranteed 
ARBS informed that Nissan is still currentty reviewing the claim 
C states that ARSS told C that a resolution would be available to C today 
ARBS informed that ARBS never told C this, ARBS informed that even inlormed C that "is hoping to provide a resolution soon, but cannot provide a guarantee• 
ARBS did inlorm that process is 6-8 weel<s, and ARSS did inform C that there has been a delay 
C inlormed that ARBS did state that could not provide C a guarantee 
C states that C is unhappy with process 
C states that C would i ke to get rid of the veh 

✓ C states C would i ke to speak to someooe else 
ARBS informed that is Cs highest point of cootac~ and is Cs oonect point of contact for the claim 
ARBS assured C that Cs claim was in the oonect department 
C states C still would like to speak to someone else 
ARBS apologized for Cs coocems 
C inquired does C have to retul an attorney 
ARBS informed that if C is choosing to retain an attorney then all CllTent correspondence with Nissan would slop, and Cs claim would go through a different process 
ARBS informed that Nissan would fike the oppommity to wor1< with C 
ARBS inQUired if C WOIJd be retaining an attorney or would C like to continue wor1cing with Nissan 
C kept telfing ARBS that ARBS is inoonect about CS case multiple times and kept asking for a specific date and time a resolution would be available 
ARBS informed that catl has become unproductive, and that ARBS would be happy to ans-any other questions C may have 
C states C would i ke ARBS to just contact C once the resolution is available 
•ARBS infonned that would have on file that C is unhappy with process, unhappy with ARBS and would like repurchase request reviewed upon completion of review 
C oodefstood 
ARBS thanked C for time 
C thanked ARBS 
Call ended mutualy 

✓ ;~:~~!r~~a~ 1r':iG~e=:2!1~~~S PM) 

Created Bv: pakota Mcfic•99f 11/16/201810:36 AM) 
✓ ARBS received e-'1lail from PL-WR informing that review was started on 01108 

ARBS changing lollowup accordingly 

✓ Created By: Dakota McGrew 11/16/2018 9:06 AM} 
ARBS sent e-mail to PL-LO and PL-WR inquiring about a resolution 

Created By: Dakota McGregor (1/10/2018 4:26 PM) 
ARBS placed outbound to C 
ARBS ve<ified Chad time to speaK to A>-tt,S 
ARBS infonned that does have on file that C was requesting an update on Cs claim 
ARBS informed that due to both hofidays, there has been a delay 
ARBS informed that is hoping to provide C with a resolution soon, but cannot provide a guarantee 
C inquired about a timeine 

✓ ARBS infonned that is hoping for a resolution in the near future maybe a week or more 
C understood and agreed 
ARBS offered ft.vther assistance 
C requested ARBS direct numller or way to contact ARBS 
ARBS provided direct number 
ARBS thanked C 
C thanked ARBS 
Call ended mutualy 

created By~ Emmanuel Asman (11101201s 2:52 PM} 
CRR-EA sending ARBS Agent a courtesy email 

Created By: Emmanuel Asman (1/10/2018 2:51 PM} 
CRR-EA OPENED ACOOlll! Info inciuding: c ·s name, home & email address, phone# 
CRR-EA CHECKED lor previous UNRELATED Case(s} and follld: 0 
CRR-EA CHECKED previous RELATED Case(s) and found: 0 

CRR-EA NOTED coocern is: lack of Fcilow Up/Comml.llication 

CRR-EA received inbound calf from C 

C stated C has a case with NNA and would fike to know the decision on c ·s claim or what is going oin 
C stated C is very dispieased with the lack of communication between C and the agent handi ng the case 
C stated C is not even looking for an apology, C just wants to be ink>rmed of what is going on 

CAR-EA acknowledged C's coocem 
CRR-EA apologized to C for Cs experience with NNA 
CRR-EA advised C that since the case is being handled by the highest authority of NNA. CRR-EA would not be able to provide C any information or assistance as case is no longer in...- department 

C understood 

CRR-EA advised C of the next fcilow up date 

C oodefstood and appreciated the assistance 

CRR-EA asked C if there was anything else CRR-EA could assist with. 

Cdeclined. 

Call ended mutualy 

Created By: Dakota McGregor (1/2/2018 8:23 AM} 
✓ ARBS placed outbound to c -

ARBS informed that does ~ inspection date before resolution is available 
ARBS informed that due to holidays may be a small delay 

✓ ;~:~"!~~ :ik~~ ~~/~2~ 8 :19 AM} 
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Created Bv: Samara Adamsop (12/29/201710:16 AM} 
SCRR-BA received inbound call from C who provided Case# 
SCRR-BA authenticated name, address, te, and email 

C states Nissan sent an engineer oot two weeks ago and C is lollowing up with status 
because the VEH is stil at DLRSHP 
C states tile last time C spoke witl1 anyooe was when C was called to make the appointment 
SCRR-BA advised per Case tllat a callback is scheduled for 1/2/18 
C accepted 
C oonfirmed BEST CAUBACK i 

SCRR-BA to emai ARBS, cc TL witll update 

Created By: Dakota McGCCQQf (12/8/2017 8:41 AM) 
ARBS placed outbound to DLR Slritlltown Nissan 
ARBS spoke to Receptionist Kim 

✓ ARBS informed tllat SM wanted ARBS to leave date wit11 SM 
Receptionist i1famed that would handle this and informed is okay 
Receptionist informed tllat would put date for inspection on SM's desk 
ARBS understood 

Created By: Dakota MsGce99f (12/8/2017 8:38 AM} 
ARBS placed outbound to DLR Smitlltown Nissan 

,/_ ~:.~=~ :::=:: d~~ for inspection 
ARBS provided inspection date of 12/19117 at 12 witll DTS 
Receptionist confirmed 

Created By: Dakota McGr-2/8/2017 8:37 AM} 

~~~~~!ti~~~.:~- !St 
✓ ~~~~= ~:=ction is set for 12/19117 at 12 

ARBS tllanked C 
C thanked ARBS 
Call ended mutually 

✓ ;~"i:'~~'~:M'-flR~L':"" 112/6/201712:33 PM) 

Created By: Dakota MGGCC99f(12/61201712:33 PM) 
ARBS placed outbound to DLR Smitlltown Nissan 
ARBS spoke to SM Mike 

✓ ~~~d ~~~!:l~'fsc== ~ ~:;spection of the veh and informed of process and time period for process 

ARBSagreed 
ARBS informed tllat ren-""" would be provided to C for dtntion of review process 
SM understood and agreed 

Created By: Dakota McGrego.- (12/6/201712:17 PM) 

~~~~~!ti~~~.:~=£&£ 
ARBS apologized and informed tllat phone line was down, so the call dropped 

✓ ARBS offered fll1her assistance 
Cdeclined 
ARBS tllanked C 
C thanked ARBS 
Call ended mutually 

Created By: Dakota McGrego< 112/6/201711:49 AM} 

✓ ~~~; ::: :: = :;i.:! outbound toe 
ARBS unable to place any outbound calls to DlR or C cunently 

Created By: Dakota McGre 12/6/201711:48AM} 

ARBS placed outbound to C --
ARBS ve<ified Chad time to ~ iffll!!l 
ARBS ve<ified and completed partial probe 

C states tllat was driving to a parkway 
C states tllat was driving to work 
C states tllat had automatic braking from FEB 
C states that was almost rear ended 
C states that does not have a specific address of where incident happened 
C states tllat stopped at light, and had already gone a little past light then C stated veh started to brake on own 
C states that there was no accident or injlly 
C states tllat heard beeping noise tllat so..-.ded like warning tllat C was going ove< tile lane 
C states that screen was red and the veh automaticalty braked 
C states that did not see screen in time to verify what warning l;ght illuminated 
C states no vehides directly ahead of C 
C states that was a one lane road, so no one was beside C 
C states that one lane road aa-oss way had no one coming from opposite direction either 
C states there was no construction 
C states that there were no ovefhead obstructions including signs overpasses or intersection lights 
C states tllat C had -ady passed intersection when automatic braking occurred 

✓ g ::~ ::: ::; ~=i~ as C pressed on the gas more 

C states tllat just went to W0<1t 
C states tllat was the day before Thanksgiving so DlR was not open 
C states tllat C had an appointment the Monday after 
C states tllat DLR could not duplicate concern 

ARBS advised C tllat NNA would be interested in inspecting tile -
ARBS advised c tllat it can take 3-5 weeks to get an inspector out and anotller 2-4 weeks to get tile resul1s depending on tile inspecto<'s schedule 
ARBS advised c tllat c would have to make tile w,hide available at the Nissan dealer for tile inspection and the inspection would take 4-6 hours then c would take the veh bacl< witl1 c and wait for the results 
C stated ok 
C states C is already in a loanertreotal from DLR 
C inquired about leaving the veh at DLR 
ARBS advised tllat if C can slore veh at DLR on property"' not will be between DLR and C 
C understood 
ARBS advised rental/loaner would be provided during review process only 
C statedok 
ARBS advised C tllat ARBS win request tile inspection and will cal C ooce a date is available 
Cagreed 
ARBS offered fll1her assistance 
C had a question 
ARBS attempted to answer 
ARBS notes tllat call dropped 

Created By: Dakota McGregor (12/6/201711:41 AM} 

✓ ~~EIVEDC~E, U~~~FYPRO,~BE---H•----

1 ~~~~~:r l~~ag:;; Pi,!~~~~~~~!~ ~lncident on the IIR probe the allegation of defect is not dear on what the customer is alleging failed on the veh. Please correct and resubrrit. 

created By~ Samantha rnxon ,1113012011 2:s2 PM) 
C contacted CA with 2017 Rogue FEB ooncem. 

✓ Created By: Kelse Christiansen (11/30/20171:02 PM} 
CRT-KC placed outbound call t 
CRT-KC advised tllat 'this call quality and training purposes .• 
CRT-KC verified information e-mail, maiing address, phone, and besl oontact. 
CRT-KC apologized for C ooncems. 
CRT-KC asked for C to explain concerns 
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C stated the EOB is braking out of known 
C stated cartton Avenue was the most recent The service rode right before the long island express way overpass. And Phirs Rode the other 2 times. 
C stated DLR has been in touch with T echl..e. 
Almost was reended both 
CRT-KC asked IIR questions. 
CRT-KC advised that someone wiD follow up within 3 bus,ness days. by the end of bus,ness day Tuesday. 
C decl..ed ltsther questions. 
Call ended mutualy. 

Created By: Kyra Walton (11/29/2017 2:30 PM) 
RCAS-KW p4aced outbound call to C oo 

✓ RCAS-KWleftVMX forC. 
RCAS-KW provided C with case #, CRT-KC'S phone # , and wor1< hours. 
RCAS-KW set follow up for 11/30/17. 

Created By: Kelsey Christiansen (11/29/2017 11 :OS AM) 
CRT-KC received an e-mail from Se<vice Manager Michael Scanlon. 

✓ SM stated There is no diagnostic on this vehicle as the customer concern has not been duplicated yet 
SM stated that the 2017 Rogues are having issues with FEB braking oo the VEH wllen nol needed. 
SM stated This is currentty under engineering investigation. Please contact the technical department for further details. 

✓ Created By: Kelsey Christiansen (11/29/201710:45AM) 
CRT ~ C sent e-0\ail to Service Manager and Service Director. 

Created By: Brandi King (11/28/201712:08 PM) 
•" CASE SUMMARY'" 
CRR-BZ Is transfening case to RCAS for VEH coocems 

Create<I By~ Brandi Kioo ~11/281201712~ PM} I l ast Modified By: Kel§ey Cbri3liooaeo 111/29/2017 9:10 AM) 
CRR-BZ Verified Account infonnation induding: C's name, home & e-mail address, 
Phone number & best contact number 

CRR-BZ VERIFIED VEH Information including: 
VIN: JN8AT2MV3~ 
Cooent Mileage: 10, ~ 

CRR-BZ CHECKED for open recalls/carrc,aigns and found: None 
CRR-BZ CHECKED for previous UNRElA TED Case(s) and found: Nooe 
CRR-BZ CHECKED previous RELATED case(s) and follld: Nooe 

CRR-BZ received inbound cal from C 
CRR-BZ NOTED ooncem is: VEH concerns 

C Stated the frcnt oolfis,on doesn1 wor1< correctly 
C Stated the VEH just stopped 

✓ ~ : ::::~~~i~~f :~~~i~i~:~!'.,;": ~:atioo 
C Stated DLRSHP cannot duplicate C's concerns 
C Stated C got a loaner VEH and would like to know wllatS C should do with the loaner 

CRR-BZ Enl)athized with C and informed C that CRR-82 wil document all C's concerns 
CRR-BZ Informed C that C should contact DLRSHP about the policy for the loaner 
CRR-BZ Advised C that the case will OCN1 be fo<warded to RCAS for further review. Set Follow-Up date for 11/29/2017 no later than EOB 

C oodefstood. 

CRR-BZ asked C rt there was anything else CRR-BZ could assist with. 

Cdecl..ed. 

CRR-BZ provided C with agent ID 7319045 and case number 

Call ended mutualy 

Page 7 of 7 

Case Categorizations 

Action ~ ~ # Catego,y Description 

NISSAN PROOUCT 
INQUIRIES 

Subcalego<y Description 

ROGUE 

Symptom Description 

CRITICISM 

Case Categorizations Help 

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

Forms 

Action Fonn -A Back To Top 

BRAKES 

Request Type 

IIR 

INTEUJGENT BRAKE 
ASSIST (IBA) 

Created By 

POOR OR IMPROPER 
OPERATION 

OF 

26 

Kelsey Christiansen 11/30/2017 1:o:! PM 

Always show me more records per re-lated list 

11/28/2017 ZH 

11/28/2017 YX 

AZ 

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 

AccountN,me -­
Contact Email 

HomeP11<M1f -
Letter Se-nt Date 

Letter Received Date 

Follow Up Date 2/1512018 

Supporting Documents 

CA Muttiple Repairs 

Social Media Involvement 

Martiz Custome< Id 

Case O#nH location Murfreesboro 

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

J Reopen Case 11 Clone Closed Case J 

C....Owne< Diamond Milan 

Type CA 

Case Origin Phone 

Executive Refenal 

Exee>Received-Oa.te 

Status Closed 

Datelrme Opened 12/4/2017 10:37 AM 

Date/Tome Closed 2/15/2018 11 :05 AM 

Multiple Repairs No 

Executive Summary 

Texting Status Executive Actions To Resolve 

Case Reopen Count 2 

Description IIR- FEB- EST 
ARBS nolilg ARBS is closing case as no ftwttler assistance can be offered at this time. 
ARBS nolilg ARBS has offered a settlement fur the concern. 
ARBS noting DTS and Dlrshp have not been able to duplicate arry coocem o, 1\11 a code after test drives. 
ARBS notilg dlr and DTS have test driven the veh in area that C advises concern occurs. 
ARBS noting C has advised that C wil wa1< with BBB o, attorney to resolve matter. 

Call Script 

Who contacted us? C<>lsumer 

# Vehicles Owned 1 

Vehicle Purchased New 

Pre--Owned Initial Mileage 

Current Mileage 4,664 

Incident Codes - IIR REQUIRED 

Incident Date 

Sent to Legal 

Accident 

Awbag 

Fire 

IIR Indicator 

HR Date 

HR -
Vehicle Information 

Vehicle JN8AT2MV6~•1 

Model Year 2017 

Make NISSAN 

Model Line ROGUE 

-•Code 29617 

Dealer Detail 

Case Senricing DNle< NISSAN OF MANSFIELD 

Case Servicing Dealer Region Midwest Region 

Bluetooth 

Related Items 

Responsible District 15 

SharedWrth 

Phone Carrier 

Phone Manufacturer 

Reported From 

Issue Categories 

Approwd Check Req<,ests $0.00 

https:/ /nissanna.my.salesforce.com/ 5000G0000 1 Kr6gH QAR 

Vehide Maintained Location Nissan of Mansfield 

Previous Repair Date 

Previous Repair Location 

Related Vehide Make Nissan 

XTIME Appointment Number 

Rollover 

Property Damage 

Injury lettH 

Number Injured O 

RHR Started 12/26/2017 

RHR C«npleted 2/2/2018 

Customer Document Requested 

Date Requested 

Customer Document Received 

Date Received 

Part Number 1 

Beyond Basic Warranty Miles 1 0 

Beyond Basic Warranty Months 1 O 

Beyond PT Warranty Miles 1 0 

Beyond PT Warranty Months 1 O 

Data Net 

Oatanet Dealer Date 

Deale< lnstructions Service Dept Review 

Requested Dealer Action Please review. 

Bluetooth Ticket Status 

Phone­

Phone Operating Sys-

Goodwill Offered 

VCAN 
.J 

6/2/2020 
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Goodwill Processed O 

Vehicle Service Contract 

VSC Reprint Request Email 

Contact Naffif --

Sales & Service Campaign Specific Information 

Hot Alert Date 

LS Response Time 

Verbatims 

Alert Trigger Verbatim 

Surwy Verbatim 

Dealer Action Histofy 

NNA Notes 

Customer Conversation Notes 

DTS Inspection 

Home Phone 

W«ttPhone 

Mobile Phone 

Email 

Attemate Email 

OTS Inspection Date DTS Inspection Date Confirmed? 

OTS Request Type Notes foe OTS (Vehicle Concerns) 

Inspection Time/Notes Appointment Time: 

System Information 

Subjec.t 

Created By 

Notes to Agent 

CUSTOMER­
JN8AT2MV6~ 

Anshroop Sidhu, 12/4/2017 10:37 AM 

Last Modified By NNAETL, 12/10/2018 9:45 PM 

Case Reco<d Type CA Oosed Case 

Days Closed 838 

ActionCode NT40 

What action was taken? 40 Customer Refused Assistance 

Agent Comments 

Agent Comments 

Agent Next Step 

VIN: 

I Reopen Case 11 Clone Closed Case J 

Case History 

User 

2/15/2018 11:05 AM Diamood Mi an 

Diamond Milan 

Action 

Changed Status from Open to Cloud. 

Closed. 

Changed Description. 

Root Cause 

Root Cause Code 

Root Cause Code (2) 

Document ID 

2/15/201811:04 AM 

2/14/2018 4:34 PM 

2/12/2018 4:38 PM 

Pia0M20d Miao 
Diamond Milan 

Changed Follow Up Date from 2/14/2018 to 2/1512018. 

Changed Follow Up Date from 2/12/2018 to 2/14/2018. 

Show more • I~ 

Case Comments 

Pubfic Comment 

Created By: Diamond Milan (2/151201811:04 AM} 
IIR-FES. EST 

Created By: Diamond Milan (2/151201811:04 AM} 
ARBS notng ARBS is closing case as no ftrtler assistance can be offered at this time. 
ARBS nooog ARBS has offered a settlement to< the coocem. 
ARBS nooog DTS and Olrshp have not been al)je to dupicate any concern oc rm a oode after test drives. 
ARBS noting dlr and DTS have test driven the veh in area that C advises concern occurs. 
ARBS nooog C has advised that C will woot with BBB oc attorney to resolve matter. 

ARBS noting the fojlowing veh summary: 

In Service date: 8/7/2017 
State: OH 
Retail State: OH 
Days Down: 13 
Last Reported mileage: 4 ,664 

4 service visits for emergency braking activating without warning 
1. Unable to duplicate 
2. Unable to duplicate 
3. Unal)je to duplicate 
4 . Unable to duplicate 

No Open Compaigns 
No warranty cases 
2 Additional CA Cases: 
No Tech Line cases 
No VSC's 
1 DTS lnSl)eclioos completed by Jeff Silverlhom 

Created By: Diamond Milan (2/1512018 11:02 AM} 
ARBS placed a cal to C. 
ARBS advised C that ARBS did reach out to the dlrshp. 
ARBS advised C that ARBS spoke with Jason. 
ARBS advised c that the dlr has been test driving the veh in areas that C has advised concern occurs. 
ARBS advised C the dlr has not been al)je to verify the concern oc run any oodes. 

C asked why ARBS supe<Visoc is not cali ng C back. 
C stated ARBS is not doing ARBS job. 
C stated there is supposed to be a loaner available for C . 
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ARBS advised C a loaner for the diagnosis. 
ARBS advised C the dlr can ort,f provide a longtime loaner tt the coocem was dupjicated. 
ARBS explained to C the coocem was not dupjicated. 
ARBS advised there is no customer facing supervisor. 

C stated NNA is being negligent. 
C stated C sent in a video but tt is not good enoogh for ARBS and the dlr. 
C stated there are complaints with the NHTSA. 
C stated people are fiing oompiaints about conoem. 
C stated there should Ile a recal for the concern. 

ARBS understood. 
ARBS advised C tt the NHTSA find a recall sllould Ile issued, one will Ile issued for VINs that have coocem. 
ARBS advised c that NNA is not il the position to offer a repurchase or replacement 
ARBS advised C that the dlr has looked into the conoem and a DTS has as well. 
ARBS advised c that video shows a light flashing but the speed remained the same. 
ARBS noting the veh does nol show the veh slop!)ing. 
ARBS advised C that ARBS can offer a settlement but ARBS cannot offer a setllement in the amount that C is seeking. 

C stated C will now go through the BBB or an attorney. 
C stated C will just keep taking veh in until a code is frond o, the dlrshp dupjicates the ooncem. 
C stated the conoem happened again last weel<. 
C stated C does nol accept offers from ARBS-OM. 

ARBS understood. 
ARBS advised Cat this time there are no repairs available for the concern. 
ARBS advised C that NNA is looking into a repair to come out in April for the VINs that have the concern onty. 

C !Mlderstood. 
C explained C will go through another route. 
Call ended rnul\Jaly. 

Created By: Diamond Milan (211512018 10:47 AM} 
ARBS noting case has Ileen reviewed by DTS and dlr multiple times. 
ARBS noting HR found no defect with the operation of FEB system. 
ARBS noting dlr tested veil in area of ooncern that C provided. 
ARBS noting that no defect was found and dlr was unabre to duplicate the concern. 
ARBS noting ARBS wil offer $2500 settlement. 
ARBS noting ARBS not in the position to offer a repurchase or replacement. 

Created By: Diamond Milan (2115/201810:41 AM} 
ARBs nooog ARBS placed a cal dlr. 
ARBS spoke with SA.Jason. 
ARBS noting that SA stated Dir has test driven the veh multiple times today. 
SA stated dlr test drove veils in place at the places C is stating and the dlrshp has not Ileen able to duplicate the ooncem. 
SA stated SA and another technician drove the veh. 
SA stated no concern has been found. 
SA stated C sent in a video of the light coming on but the dlrshp does not see whe<e the veh stopped. 
SA stated there are two parts to the FEB concern. 
SA stated that with Cs veil tt appears that the FEB light is coming on and small pressure is being 81)1liied to the brakes, but the veil is nol coming to a oompiete stop. 
ARBS understood. 
ARBS thanked SA tor that information. 
ARBS advised SA that ARBS wiU speak with C about concern. 

Create<I By~ Ke!Usha MGSweeo (2/1512018 9:36 AM) 
ORR-KM VERIFIED Acoount Info induding: C's name, hocne & email address, phone# 
ORR-KM CHECKED for open recals/campaigns and fomd: 
ORR-KM CHECKED fo, previous UNRELATED Case(s) and found: 
ORR-KM CHECKED previous RELATED Case(s) and found: 
CRR-KM NOTED concern is: 

C provided case ~ 
C stated C would like to ~S.DM supervisor 
C stated ARBS.DM not doing her job 

C stated veil was at the dlrshp again 
C stated this was the 5th time in 6 months veh being to the dlrsllp 
C stated C would like to be contacted at the ear1iest convenient time 

C stated C wou1d like Nissan to replace veh 
C stated ARBS-DM told C this was not possible 
C stated C gave ARBS-OM a dollar amount 

I C stated ARBS.DM refused this an,oont 

C stated diamond offered C a rental until the update become available 
C stated Olrshp stated dlrshp have nol heard from the ARBS about the loaner 
C stated dlrshp did not have a loaner availallle 
C stated dlrshp knows nothing about this case and drshp was not aware of the loaner 

ORR-KM informed CC would Ile contacted about this case 

C understood 

ORR-KM offered further assistance 

C declined 

Call ended rnul\Jaly 

I Created By: Diamond Milan (211212018 4:37 PM) 
ARBS placed a cal to C. 

ARBS advised C that ARBS wanted to follow up on the settlement. 

C stated the settlement is a slap in the face. 
C stated Cs father is looking into an attorney for C. 

ARBS advised C that ARBS is not in the position to offer a repurchase or replacement. 

C stated NNA knows there is a concern and refuses to assist. 
C stated UR sent a letter to the d.- and advised the dlr not to do repairs. 

ARBS advised C no repairs are available 
ARBS advised C the dlr has not Ileen able to duplicate Cs concern. 

C stated NNA knows of ooncern. 

ARBS advised C that ARBS can WOO( to get C in a loaner veh. 

C stated C doesn1 want the veil and the $2500 is nol enough. 

ARBS asked C what C is seel<ing. 

C stated C is seeking $7500.00. 

ARBS advised C that ARBS could offer C $2500.00 

C stated that is not enoogh. 
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C stated C is taking the veil back into the dlrshp. 

ARBS advised C that ARBS can reach out to the SM to see tt the veil can be driven in the area that C is stating the concern occur. 

C ooderstood. 
Call ended mutualy. 

Created By: 10390 I abombarbt; (2/8120181 :33 PM) 
CRR.JL VERIFIED Account information including: C's name, home & e-mai address, 
Phone number & best contact number 
CRR.Jl CHECKED for open recalls/campaigns and found: 0 
CRR.JL CHECKED for previous UNRELATED Case(s) and found: 0 
CRR.Jl CHECKED previous RELATED Ca sl!!:!2,found: 1 
CRR.Jl Noted Best Contact Nurri>ef: -
CRR.JL Noted Spoke to: 
CRR.JL NOTED con 

C is calling to speak with ARRBS agent regarding Cs case 

CRR.Jl stated that CRR.Jl wil send a courtesy emai to ARRBS letting them know of Cs call 

C agreed 

Email sent to ARRBS agent 

Created By~ Qiamond Milan ~2n1201s 4:1 8 PM) 
ARBS placed a cal to C about concern. 

ARBS advised C that ARBS did have a chance to review the case. 
ARBS noting ARBS reviewed the videos that were sent by C as well. 
ARBS advised Cat this time, NNA is not in the position to offer a repurchase or re.placement for the veh. 
ARBS advised C that ARBS is in the position to offer a settlement. 
ARBS advised C that ARBS can continue to W0<1< with C and dlr tt the concern does occur again. 

C stated this is a serious safety concern. 
C stated C is sulJ)rised Nissan does not take the concern seriously. 

ARBS apologized for the concern. 
ARBS advised C that NNA can demitely continue to look into the concern and have the dlrshp look at the veil. 
ARBS advised C that NNA can offer Ca cash settlement of $2500.00. 

C asked will that extend Cs lease or eiminate C from being in the class action. 

ARBS advised C that ARBS is not aware of any class actioo. 
ARBS advised C that tt wil not affect the lease. 

C stated C is t,ying to get out of the lease. 
C stated C was told by RCAS that NNA would ooly be abie to reix,-chase or replacement.. 
C stated C is upside down $8,000 in lease. 
C stated the veh has lost value. 

ARBS understood. 
ARBS advised C that ARBS apologizes. 
ARBS advised C that NNA is WOO<ing on a solution. 
ARBS advised C that the sensors are sensitive on the veh. 
ARBS advised C that NNA can offer a setllement/ 

C stated the dlr just showed C how to disable the FEB system. 
C stated tt has not been oo in the -.ell. 

ARBS advised C that tt would have to be disabled each time C gets into the veh. 

C ooderstood. 
C stated C will talk settlement a,,e, with Cs husband and with a family membe< with legal experose. 

ARBS understood. 
ARBS advised C that ARBS would follow up on Monday. 

C ooderstood. 
Call ended mutual y . 

Created By~ Qiamond Milan ~21512018 4:26 PM) 
ARBS placed a cal to C. 

ARBS advised C that ARBS has received Cs case. 
ARBS advised C that ARBS wanted to get information on Cs FEB concern. 
ARBS asked ij the ooncern happens in the same location. 

C stated the veh is not doing tt in the same spot anymore. 
C stated at first tt was at a specific light. 
C stated now it is not an isofated area. 
C stated tt happens all over Cs area of Mansfield. 
C stated now it happens 3 times each wee«. 
C stated C cannot predict when tt will happen. 
C stated tt did not do it when the veh was test driven. 
C stated C U.nks the inspection was a jolte. 
C stated C the OTS drove the veh mayt,e 10 miles when looking into the concern. 
C stated eve,y time it happens, tt was alter a while of driving. 
C stated tt just doesni happen when C first gets to the veil. 
C stated C did send in a video as well. 

ARBS understood. 
ARBS advised C in the video tt appears the light flashed but the veh did not stop. 

C stated in the video shows it does stop. 
C stated the red light does come on and the brakes it. 
C stated the brakes were tit but not as hard and tt did not come to a oornplete stop. 

ARBS understood. 
ARBS advised C that ARBS wil be looking into this information and seeing what NNA would be in the postton to do. 

C ooderstood. 
Call ended mutualy. 

Created By: Diamond Milan (2/51201810:29 AM) 
ARBS noting ARBS-DM is taking over the case for further case handling. 

Created By: Diamond Milan (215/2018 10:28 AM) 
ARBS noting the following veh summary: 

In Service date: 8/7/'2017 
State: OH 
Retail State: OH 
Days Down: 12 
Last Reported mileage: 4,664 

3 service visits for emergency braking activating without warning 
1. Unable to duplicate 
2. Unable to duplicate 
3. Unable to duplicate 
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No Open campaigns 
No warranty cases 
2 Additional CA Cases: 
No Tech Line cases 
No VSC's 
1 DTS lnSl)eCtioos completed by Jeff Silverthorn 

Created By: Diamond Milan (21512018 10:25 AM) 
ARBS nom,g ARBS reviewed video C sent in, that is attached to the email from C, and the vehicle did nol stop when FEB light flashed. ARBS noting Speed remained the same. 

Created By: Diamond Milan (2151201810:10 AM) 
ARBS noting the fojlowing veh histo,y: 

~:::,;@ 3030 miles ... RO Numbe- 1 days down 

1.C/S emergency braking activated on it's own without wamilg or cars in front of the vehicle white driving. 
Action 

Page 5 of 9 

1.Test drove and able to get al safety shield woo<ing. lane departure, active cruise contra and emergency braking all wonoog as designed. Possible something on radar cover caused braking to engage-dear Plexiglas 
oover must be kept clean and debris free at all times. 

~~::,; @3738 miles ... RO Numbe._ 9' days down 

1.DTS opened the RO 
Action 
1.DTS opened the RO 

~~~ @4664 miles ... RO Numbe._ 2 days down 

1.FEB activating on its own 
Action 
1.Road tested, unable to dupicate 

Created By: Keyahanna Alexander (21212018 2:48 PM) 
RCAS-KA pjaced outbound call to C@ (419)-

~~~~~~~~~ality. and.~~!:..--
RCAS advised C that the RHR is slil - review. 
RCAS promised a follow up fo< Wednesday. 

✓ C asked if the pictures and videos senl 

RCAS advised C that pictures and videos are attached to C's case. 

C..-.stood. 

Call ended mul\Jaly. 

I g~;;~:~!:;': ~~r~¾~~
3,!;4~ to ARBS Diamond Mi an foc review. 

Created By: Keyahanna Alexander (1/30/2018 3:36 PM) 
RCAS-KA pjaced outbound call to C @(419)-

~~~~~~~~~~~~~---
RCAS verified that C cootacted CA because the ooncem is happening again. 

C agreed. 
C stated that C either wants a buyback oc another veh. 
C stated that C took the veh back to the OlR. 
C stated that C us sick of the DLR's crap. 
C stated that the DLR took the veh to< a test drive, and only drove the veh a little ways. 
C stated that the managers of the DLR advised C to oontinue to call CA to get the veh bought back. 
C stated that the ooncem has happened three times this week. 

✓ C stated that C has a 5 year old son. 
C stated that C does nol want someone to rear end C. 
C stated that the veh slams on the breaks. 
C stated that C has videos. 

RCAS apologized tor the concern. 
RCAS advised C to send in the videos. 
RCAS advised C that the process can take up to 10 business days and RAS has already requested the newest RO. 

C ..-.stood. 

RCAS promised a follow up fo< Friday. 

Call ended mul\Jaly. 

Created By: Keyahanna Alexander (1/30/2018 8:53 AM) 
RCAS-KA pjaced an outbound call to Nissan of Mansfield. 

✓ ~:~~ ::: ~=: ~; :::.: :,-.:; : i': ~ i:t~ay evening, and left this mocning. 

SA-Ben agreed to send the RO. 

Call ended mul\Jaly. 

Created By: Courtney GPCdoO (1/29/2018 3:14 PM) 
CRR-CG VERIFIED ACOOllll Info induding: C's name, hocne & email address, phone# & best cootacl# 
CRR-CG CHECKED f()( previous UNRELATED Case(s) and found: 
CRR-CG CHECKED previous RELATED Case(s) and found: 1 =-
CRR-CG received inbound call: O 
CRR-CG Noted ooncern is: O 

C requesting case be re--0pened 
C states hat the VEHs braking system is has autocnatically engaged 2x last week 
C states the VEH was brought back to the OLRSHP 
C states C was advised that there is something seri<>&Ay wrong with the VEH 
C states Cs husband was able to capture the concern on video 
C states the VEH is a safety hazard 

CRR-CG advised C that CRR-CG wil reach out viz Email to advise RCAS that C has called in. 
CRR-CG advised C ooncerns have been doctmented and will be f()(W3rded to RCAS who will fojlow up with C no later than EOB Jan 30th 2018 
CRR-CG offered further assistance 

C declined 

CRR-CG provided C with employee ID & Case # 
Call ended mutualy 

Created By: Lynzi Lee (1/1512018 4:38 PM) 
SRCA.S-lynzi Lee is closing Case as no fooher assistance can be offered at this time. 

- CASE SUMMARY -
✓ C oontaded Nissan requesting RHR due to veh braking on its own. 

RC~ahanna Alexander reviewed Case with ARBS.Srandon Johnson, SM,Jasoo Rupp and OTS,Jeff Silverthorn. 

- STATEMENT OF DECISION -
SRCAS stated without arry further repairs, Nissan cannot review for repurchase. 

✓ Created By:~ (1/1512018 4:34 PM) 
SRC~ynzi Lee placed outbound call to C@ (419)- 1/15118 a t 4:28pm. 
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SRCASU ADVISED "This cal may be mooitored and recaded for quality and training ptMpOSeS." 

- -- -- -f the veh as well as state laws. 
or replace the veh. -
er. -

C -C 1h 

Created By: Keyahanna Alexander (1/12/201811:55 AM) 

✓ RC= placed outbollld call to C · ~ 
RC= provided RCAS-KA's conta 
RC= advised that RCAS wil follow up . 

Created By:~ (1/10/201810:10 AM) 
-CASE SUMMARY-
CRR-AI transferring case to RCAS for RHR request review 

C 
C 
C 
C 
C 
C 

., . 
- 1 :fel~4~■ I 

- If• .... . .: 

-◄- . • -. ·o­d tou"iia:l!"""" 
d : 1 

--

-
ov "' _.;;; ._ I• -C H as @ knows that there is a safety issue with VEH 

C stated Chas lied IRR prio< to lhis and reported VEH issue to the National Highway Traffic Association 
C stated that C is aware that NNA sent document to DLRSI-IP stating that NNA is aware this is a safety issue and cannot be fixed 
C stated that C would like leased VEH reptrchased as C knows there is safety issue with VEH 

C 

C 

C 
Be 

egional Consumer Affairs Specialist who will contact the C by close of business day 1/11/2018 regarding C's concern - -7310097 ADA 

C - -
Created By: Brandon Johnson (12/27/20171:33 PM) 

✓ ARBS closing C's case as NNA found no manufacturer's defects on C's veil. 
ARBS nolilg C's \/ell FEB and braking systems were tested and found to be lu11y functiooal. 
ARBS noting NNA is not in a position to offer a repurchase/replacement of this vehicle. NNA will continue to honor the terms and conditions of all applicable warranties. 

Created Bv: Brandon i9b0390 112/27/20171 :27 PM) 
ARBS placed outbound cal to C-Lauren Hammons @ # (419-
ARBS stated that NNA was allre to review C's case for a ~acernenl 

✓ ARBS stated that at this time NNA is not in a position to offer a repurchase of this vehicle. NNA will continue to honor the tenns and conditions of all applicable warranties. 
ARBS apologized and C understood. 
Cati ended. 

Created By: Trisha Zamarron (12/27/201711 :46 AM) 

Page 6 of9 

ARBS-TZ 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 honoc tile terms and conditions of all applicable 
warranties. 

✓ ;~~~~!~J'.tffe"rrz~:' ~:2~~~~~~ !':1completed 

Created By~ Iri@ha ?amauoo ~121211201111:00 AM) 
ARBS-TZ notes will the current OTS inspection not being completed ARBS-TZ is not able to provide a good faith review of C's concerns until tile current inspectioo is completed. 

ARBS-TZ will request ARBS BJ to resubmrt RHR review once there has been an update oo the current inspection. 

- -
1 - -C 
1 wam.ilg or cars in front of the vehicle while driving. --2. 
A 
1.T e departure, active cn.ise control and emergency braking all wooong as de.,gned. Possible something oo radar w,er caused braking to engage.dear l)lexiglass 
cover must be kept clean and debris free at all times. 
2.Conl)leted 

---
---

✓ ;~~~~vZi'lc,<lsgi,J'tt!~'ri~~,:~~~R attached to case be reviewed. 

Created By: Nicki Barror (12/2612017 8:08 AM) 
ORTS attached RHR 

Created By: Nicki Barror (12/2612017 7:52 AM) 
ORTS confirmed no open RO's. Vehicle is not at tile dealership per Ben. 
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Created By: Nicki Barror (12/2612017 7:22 AM) 
ORTS called dlr 5171 fa, all RO's. Ben faxing . 

./' Created By: Brandon Johnson (12/22/2017 11 :28 AM) 
ARBS subrMled taslts fa, ORTS to gather ROs and cxxnpjete RHR on C's veil. 

Created By: Brandon Johnson (12/22/2017 11 :26 AM) 

:~~~ ~t!= =~ °i!,~ <;:, ~~m~!! # (419-
ARBS stated that NNA found no manufacturer's defeds on C's llffl. 
ARBS stated that C's - FEB and braking systems~ tested and found to be !ully !unctional. 

✓ &~~ ~~ ;Ji!:'~~and~RBS stated for C to take C's veil in to C's local DLR fa, diagnosis WC has the concerns again in the Mure. 

✓ 

ARBS stated that ARBS could have C's case reviewed for a repurchase o, rei,lacement. 
ARBS stated that was a ten day review and was not a guarantee fa, repurchase or replacement. 
C undefstood and C agreed. 
ARBS stated that ARBS would start that process tor C and ARBS would contact C back once ARBS had further in1ormation tor C. 
C understood and call ended. 

Created By: Brandon Johnson (12/22/201711:17 AM) 
ARBS attached PL resolutioo email, Pl resolution letter and Fedex label. 

ARBS sent PL resolutioo letter to C via Fedex. 
Tracking#: 7710-7501-8701 . 

Created Bv: Brandon lgh039n 112/211201711:11 AM) 
ARBS placed outbound cal to C-Lauren Hammons@# (419-

✓ C asked about W C's - qualified for lemon law. 
ARBS stated that was a separate review that would have to be done after NNA's inspection. 
C understood and call ended. 

✓ ;~~~~:~:~ ~nson (12/211201710:46 AM) 

✓ :.~~eg
1
~~ Brandon iAAD12n 112119120119:58 AMI 

Created Bv: Brandon lgh039n 112/1912017 9:57 AMI 
~ ARBS received email from DTs,JS stating that UR was uploaded to the FTP site. 

ARBS setting case for 1/3/2017 to wait for Pl resolution. 

Created By: Brandon Johnson (12/1812017 1 :17 PM) 
ARBS placed outbound cal to C-Lauren Hammons @ # (419- and left vmx. 
ARBS stated that ARBS did not have an update tor C as of ye~ 
ARBS stated that NNA had two to four weeb to review the inspection report after that was received. 
ARBS stated that ARBS would contact C back once ARBS had further in1ormation tor C. 
ARBS provided ARBS contact# and hotrs of operation. 
Vmx ended. 

✓ Created By: Brandon Johnson (12/18120171 :13 PM) 
ARBS received vmx from C requesting an update on C's case. 

Created By: Brandon Johnson (12/1112017 9:20 AM) 
ARBS placed outbound call to DLR-l'IISSAN OF MANSFIELD @ j and spoke with S~ason Rupp. 
ARBS stated that ARBS had an inspection date and time for C's , un ,~ , .,, ,, at 10:00 Nil EST at DLR. 
ARBS stated that was with DTs.JS . 

./' ARBS stated that C would be placed into a loaner veil for the duration of C's veh inspection. 
ARBS stated that DTS may want the FEB turned back on. 
ARBS stated to ARBS knowledge the FEB system should not be turned off. 
SM understood and SM stated that SM would make Can appointment for Friday 12/15/2017. 
ARBS understood and call ended. 

Created By: Brandon Johnson (12/1112017 9:13 AM) 

~~B~:~~~~:' ~~~~e.:'a~:'=1;(419-

./' ~=~=::gt~ =~ ':~~F~ :';e~att;:'g any codes. 
C/s that the DLR would not issue C a rental veh. 
ARBS understood and ARBS stated that ARBS would contact DLR in reference to the rental veil as well. 
C understood and call ended. 

✓ ;~:~~!~~.:l?!x™Wom'1:039n f12/11/2017 9:05 AM) 

✓ :;~~~o~~' Brandon iAAD12n 112/8120119:11 AMI 

✓ ;~~~~~ ':ti 12'l~mm;~::c~~::' oompleted. 

Created By~ Brandon Johmoo ,1218120119:06 AM) 

:~~~ == =~ ~~t~~~~~~da~: ~~~
1~i~2/~o, I; ii moo a =;i~~ ~ tor SM-Jason Rupp . 

./' ARBS stated that was with DTs.JS. 
ARBS stated for DLR to have a ift and extra technician available for the DTS W need be. 
ARBS provided ARBS contact# and hours of operation. 
Vmxended➔ 

Created By~ Rrnns19o lohMO0 '12/812017 9:00 AM) 
ARBS placed outbound cal to C-Lauren Hammons@# (419-
ARBS stated that ARBS had an inspectioo date and time of 1·:~ ID:OO AM EST at DLR-NISSAN OF MANSFIELD. 
ARBS asked ij that date and time would wort fa, C? 
C/s that ~ would and ARBS stated that NNA would be covering a rental llffl for C tor the duratioo of the inspection W C did not want to drive the llffl. 
C undefstood and ARBS stated that ARBS woold make DLR SM o, SD aware of inspection date and time and that C would be issued a rental/loaner veh. 
C undefstood and call ended . 

./' ;~~~~i:itr req"!i':on 112/612017 9:05 AM) 

✓ Created By: Brandon Johnson (12/612017 9:01 AM) 
ARBS placed outbound cal to C-1..alu'en Hammons@# (419-
ARBS stated that ARBS would need 15-30 minutes of C's ~ e probe. 
C agreed and ARBS oompleted probe questioos. 

ARBS asked tor C to e)(l)lain the concern that had occurred in C's veil. 

Cl s that Chad the concern where theveh gave C three audible beeps and then braked itsett once before on Novembe< 11-12, 2017. 
C/s that C took llffl to DLR-l'IISSAN OF MANSFIELD once before on November 15, 2017 and DLR-NISSAN OF MANSFIELD stated that C's veh/senso, was dirty. 

C/s that on 12/312017 Chad the concern happen again with C's husband and child in the veh. 
C/s that C was driving on Part Ave win Mansfield, OH. 
C/s that C was going around 3540 ITC)h. 

C/s that there was nothing in front of C and nothing in the road for C to impact. 
C/s that C heard an audible beep three times and the veh braked on its own. 
C/s that C was taking C's llffl back to DLR-NISSAN OF MANSFIELD le< further diagnos,s on Friday 12/8/2017. 

C/s that C would like to have the vehs braking system repaired o, C's veil to be repurchased due to the braking concern. 

ARBS understood and ARBS apologized fa, C's concerns on C's veh. 
ARBS stated that NNA would like to send an inspecto, to look at C's veh. 
ARBS stated that the NNA UR process was a s,x to eight - long process. 
ARBS stated ~ could be two to four weeks before NNA could get an inspecto, out to ~ at C's llffl. 
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ARBS stated that aft..- inspection was completed NNA had two to four weeks to review the inspection report. 
ARBS stated that C's veil had to be left in its original damaged state ootil inspection was completed. 
ARBS stated that C could still have diagnosis done from DlR-NISSAN OF MANSFIELD on Friday 12/8/2017 but ARBS would not reconvnend C having any repairs done to C's veil. 
ARBS stated that having any repairs done to C's veil could hinder NNA's inspection results. 
C unde<stood and ARBS slated that ARBs woold reach out to NNA's inspector for a date and time for NNA's inspection at DlR-NISSAN OF MANSFIELD. 
ARBS slated that once ARBS had that ARBS woold make C and DLR aware. 
ARBS stated at that time ARBS would also make DLR-NISSAN OF MANSFIELD aware that C would be issued a rental veh for the duration of the inspection process. 
C understood and ARBS slated that ARBs woold contact C back once ARBS had further information for C. 
C understood and call ended. 

✓ Created By: Brandon Johnson (12/612017 8:26 AM) 
------•- •---ARBS RECENEO CASE, UNDER REVIEW, PENDING PROBE VERIFICATION._..__._ ... ._._ _ __ ._.__ 

✓ ~~=~:1~~.:~::-:Z1512017 3:07 PM) 

Created By: Keyahanna Alexander (12/512017 3:07 PM) 
RC= placed outbound call to C@ (419)-
RC= VERIAED c ·s name, home & emall"!lffl!ffl, concern, phone#, VIN#, mileage 
RC= CHECKED for open recalls/C8111)3igns and lo..-.d: 0 
Previous UNRELATED Case(s) Found: 0 
Previous RELATED Case(s) Found: 0 
RC= ADVISED "This call may be recorded for quality and training purposes." 
RC= ADVISED that RCAS-KA would be C best point of contact as RCAS-KA is case manager. ·----- . .......... ..... _......._ ___ _ 
RCAS verified that C contacted NNA seeking assistance with an eme,gency braking system concern. 

C stated that the veil acts up at the same intersection. 
C stated that the concern is not constant. 
C stated that C will be driving, the veh wil beep 3 times, and brake while driving. 
C stated that C took the veil to the DLR, and was told that the veil was dirty. 
C stated that the DLR washed the veh, and sent C away. 
C stated that the veh acted up again on Sonday. 
C stated that C does not get along with the DLR. 
C stated that the DLR is making C sound crar,. 

✓ g ::: ~= f: ~~;;::'.:""the conc..-n happened on Sooday, and C's son was terrified. 

C stated that the veh is a death trap. 

RCAS apologized for the experience with the veh. 
RCAS asked for lurthe< information on the concern. 

C stated that the incident happened at the Park Ave West on Sunday. 
C stated the veh is with C. 
C stated that C's date of birth is 818186. 
C stated that C would lolle to get the veh fixed, rt the concern can be fixed. 
C stated that rt the concern cannot be fixed, C would like to lease another veh. 

RCAS lllderstood and thanked C for the information. 
RCAS advised C that the information provided will be reviewed, and C will be foilowed up with no later than Friday. 
RCAS provided contact information, in case C needs anything befo,e Friday. 

C unde<stood. 
C declined fll"ther assistance. 

Call ended mutualy. 

Created By: Keyahanna Alexander(~ · 

✓ ~g~=~~:~i:t 
RC= advised that RCAS wil follow up n ay. 

I g~'.~ :;.::~:~
0
s;1~:J12141201710:42 AM) 

Created By: Anshroop Sidhu (12/41201710:42 AM) 
CRR-AS <VERIFIED> Account Info including: C's name, home & email address, phone# & best contad# 
CRR-AS VERIFIED VEH Info including: VIN#, Cun-ent Mileage 
CRR-AS CHECKED for open recalls/campaigns and found: 0 
CRR-AS CHECKED for previous UNRELATED Case(s) and lo..-.d: 0 
CRR-AS CHECKED previous RELATED Case(s) and found: 0 
C:RR-AS received an inbound call from C 

C stated C called the DLR and the VEH is going back to the DLR 
C stated ij is the emergency breaking system it's breaking itself 
C stated DLR toid C that th..-e is nottvng wrong with the 
C stated C had the VEH for just 4 months and ij is already going to the DLR for 2 time on Thursday 

CRR-AS asked C what does the VEH actuaDy do before the braking 

C stated the VEH beeps 3 times and the emergency breaks co,ne on 

CRR-AS asked c rt th..-e is any similarity that C md when the VEH have the concern 

C stated yes it happened at the same intersection 

CRR-AS asked C when was the last time C felt the concern 

C stated yesterday 

CRR-AS asked C was it at the same intersection 

Cstatedyes 
C stated DLR toid C that th..-e is nothing wrong with the VEH and tt is just dirty 
C stated the VEH is not dirty and there was no bug that came in or anything 

CRR-AS asked C What would C like NNA to assist C with 

C stated C i NNA cannot fix the ooncem C would like to get out of the lease 

CRR-AS provided easel 
CRR-AS informed C Iha .....,e "'" transferred to a Regional Consumer Affairs Specialist who will contact the C by the end of business day December 5, 2017 regarding to C's concern 

C lllderstood and appreciated the assistance 

Best contact# (419)-

Call ended mutualy 
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Case Categorizations 

Action ea..~# c..tego,y Description Subcatego<y Oesaiption Symptom Description 

POOR OR IMPROPER 
OPERATION 

Case Categorizations Help 

Majo< Component Code Category Date Symptom Code Catego,y Code Subcategory Code Concern Code 

Forms 

Action Form -
BRAKES 

Request Type 

HR 

INTELLIGENT BRAKE ASSIST 
(IBA) 

Created By 

Kevabaona Alexandftc 121S120112~ PM 
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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 3/2/2018 

Supporting Documents 

CA Muttiple Repairs 

Social Media Involvement 

Martiz Custome< Id 

Case O#nH location Murfreesboro 

Case HislOf( [&l I Case Corrments 1lQZl I Case C:deoorizations fa! I ~Jill 

J Reopen Case 11 Clone Closed Case J 

Case Owne< ■ Chase McBryar 

Type CA 

Case Origin Phone 

Executive Refenal ✓ 

Exee>Received-Oa.te 

Status Closed 

Datelrme Opened 12/7/2017 2:45 PM 

Date/Tome Closed 3/1/2018 8:24 AM 

Multiple Repairs No 

Executive Summary ✓ 

Texting Status Executive Actions To Resolve 

Case Reopen Count 0 

Description Consumer Affairs Voluntary Repurchase due to 3 repair visits with 18 days out of service due to audio unit resetting, stallingfno start and FEB concern. 

Call Script 

Who contacted u.s? Consumer 

#Vehicles Owned 1 

Vd'liele Purchased New 

Pre-Owned Initial Mileage 

Current Mile- 6,586 

Incident Codes. IIR REQUIRED 

lncidef'lt Date 

Sent to legal 

Accident 

Asbag 

Fire 

IIR lndic.ator 0 

IIROate 

HR 

Vehicle Information 

Vehicle 5N1AT2MV4H• 

Model Year 2017 

Make NISSAN 

Model Line ROGUE 

Model Code 22617 

Dealer Detail 

ease Servicing Dealer OOFFMAN 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 $31,440.36 

https://nissanna.my.salesforce.com/5000G00001Lt2EdQAJ 

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 12/8/2017 

RHR C«npleted 12/8/2017 

Customer Document Requested 

Date Requested 

Customer Document Received 

Date Received 

Part Numb« 1 

Beyond Basic Warranty Miles 1 O 

Beyond Basic Warranty Months1 0 

Beyond PT WalTal'lty Miles1 0 

Beyond PT Warranty Months 1 O 

Data Net 

Oatanet Deal« Date 

Oealff Instructions Service Oepl Review 

Requested Dealer Action Please review. 

Bluetooth Ticket Status 

Phone Model 

Phone Operating System 

Goodwill Offered 

VCAN 

Goodwill Processed O 

Vehicle Service Contract 

VSC Reprint Request Email 
.J 
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ContactName ---

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:----: VIN: 
SN1AT2MV4~ 

Leah Kinoshi1a-Robicheau, 12/7/2017 2:45 PM 

NNAill, 9118/2019 9:25 PM 

Created By 

Last Mocfrfied By 

Case Reco<d Type CA Oosed Case 

Days Closed 824 

ActionC- NTSF 

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

Agent Comments 

Agent Comments RHR OOlll)ieted. 

Case History 

Date 

311/2018 8:24 AM 

Agent Next Step 

DTS appointment 
C refused to accept the date, and wanted to speak with a supe,viSO<. 

Use< 

O....McSryar 

J Reopen Case I ! Clone Closed Case I 

Action 

Olanged Status from Open to Closed. 

Oosed. 

Root Cause 

Root Cause Code 

Root Cause Code (2) 

Document ID 

2/27/2018 8:45 AM 

2/22/2018 9:24 AM 

2/22/2018 8:38 AM 

O....McSryar 

CM¥ Mcflrvar 

Olanged Follow Up Date from 2/27/2018 to 312/2018. 

Olanged Description. 

Chase McSryar 

Show more • I~ 

Case Comments 

Public Comment 

Created By: Chase McBryar (311/2018 8:21 AM) 
ARBS-CM closing case at this time. 

-CASE SUMMARY-

Olanged Description. 

✓ ARBS-CM notes C contacted NNA requeslilg repurchase/replacement due to audio ooit resetting, stali ng/no start and FEB ooncem. 

'"CASE DECISION-

SCSH 

SCMV 

ARBS-OM notes NNA provided C with a Consumer Affairs Voluntary Repurchase due to 3 repair visits with 18 days out of se<Vice due to audio unij resetting, stalling/no start and FEB ooncem. 
ARBS-OM notes surrender date is sdleduled for 319118. 

✓ ;~"i;'~~!':rr=~~t~
31~,=~ :4k18 

-,- ;~~~~~~~=.:i21~:=~:~t this time. 

Created By: Diamond Milan (2123/20181:56 PMI I Last Modified By: Chase McBryar (2/27/2018 8:44 AM) 
ARBS received check and transferred case to Morley 

,/' ~cJJii!h£, u141743859 
Tracl<ing: 771551460183 

Page 2 of 14 

Ca-se History Help 

Case Cotrwnents Help 

Created By: Chase McBryar (2122/2018 9:24 AM) I last Modified By: Chase McBryar (2127/2018 8:44 AM) 
✓ Consumer Affairs Voluntary Reptrchase due to 1 repair and 18 days out of service for Forward Emergency Braking/vehicle applying brakes with small bump in the road plus 1 repu for racfio resets Mell and 2 repairs for 

stal Vno start 

Created Bv: ChfK M<;Bryar (2122/2018 8:50 AM) 
✓ ARBS-CM submitted check request in the amount of $3,113.07 payable to Ravid M. Cimor. 

ARBS-CM submitted check request in the amount of $28,327.29 payable to Nissan Motor Acceptance C<l<poration. 

,/' Created Bv: ChfK M<;Bryar (2122/2018 8:47 AM) 
ARBS-CM placed outlxlund call to Ravid Mizrahi@­
ARBS-CM stated ARBS received the signed r~t. 
ARBS-CM stated the next step is Morley wil contact C to schedule the veil surrender. 

Cl.llde<stood. 
C asked ARBS tog;.., Morley C's email because C is not available by phone sometimes. 

ARBS-CM understood and stated Morley will ha ... C's email. 

C l.llde<stood. 
C asked when Morley would contact C? 

ARBS-CM stated usualy within a week, so ve,y soon. 

C l.llde<stood. 
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C thanked ARBS for ARBS h._,. 
C stated C wanted to apojogize for losing C's patience from time to time. 
C stated C is not American and C is a guest here and when C was not able to go to C's daughter's coocert because of the veh, C was frustrated. 

ARBS-CM thanked C and apologized to C for the frustrations. 
ARBS-CM advised C to reacll out to ARBS with any ft.wther questions, and Money wculd be contacting ARBS to schedule the surrender. 

Cl.llde<stood. 

Call ended mutualy. 

✓ ;~~~~~ ~~nga;,A~~~ :~:~eps 
Created Bv: Chase M<;Bryar (212212018 8:38 AM) 
Consumer Affairs Volunta,y Rel)<.l"chase due to 1 repair and 18 days out of service for Forward Emergency Braking/vehicle applying brakes with small bump in the road plus 2 visits for stall/no start. 

Created Bv: Chase M<;Bryar (212212018 8:28 AM) 
• C is looking for a retiable vehicle. RHR. 

Created Bv: Chase M<;Bryar (212212018 8:24 AM) 
ARBS-CM notes the lollowing updated summary: 

1 visit for radio resets itself/drops navigation and caDs 
- 1 repair for ac,plied update to system and could not verify concern 

✓ 1 visit for veh applied brakes with smaD bump in road 
-1 repair k>r cleaned sensor 

2 visit foc veh •gets stuck"/dies in flight 
- 1 no dupe 
-1 repair for replaced BCM, coofigured BCM and key 

Created Bv: Chase M<;Bryar (2122/2018 8:22 AM) 
ARBS-CM notes the lollowing updated RHR review: 

~~~@3,332 miles .. . RO- - Days Down S 

1. Customer states that if he is using the telephone while using navigation the radio console will reset itse!f dropping the navigation and the call. Please check and advise. 
2. Customer states safety shield must be manually turned oo every time he starts the vehicle, was woode<ing d an adjustment oould be made to make ij come on automatically. 
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3. Customer states that while leaving a parking Jot a smal bump il the road was coming up and the vehicle applied the brakes when nothing else was around, customer feels as if the vehide detection system is out of 
calibration. 
Action: 
1. Test drove hocne upoo customer's approval to verify customer coocem. Applied update to system and oould not verify customer concern, found no codes stored in navigation assembly. No further service perfocmed. 
2. Tedwcian states this is normal operation. states when button is pressed the safety shield is turned off. No issue found. Rr 
3. Technician found sensoc on gril e of vehicle dirty, this is where the sooar system is located. FOllld codes for commooication issue. Cleaned off sensor and codes are no la_-present. Al ok at this time. 

✓ 11/24/17@S,408miles .. . RO- -DaysDown:8 
Concern: SK maintenance, I ha~ sages and get stuck with the car all the time, this is the second time I have to send it to service due to this. I have photos and videos of the messages. 
Action: Road test ok checked battery connections ok test battery ok, checked fuseable link connections ok, scanned for codes po1D1 stored in ECM for past code, also BCM b2562-00 code and other related low battery 
voltage codes stored in past, road test several times and put 80 miles on car and unable to duplicate concern, did email Nissan and have ticket number. CUstomer did state that he would be Jeaving the car here for at 
least 4 days so we could test drive and try to duplicate concern. 

~~:~ 6,586 miles ... RO- - Days Down S 

1. C/s veh dies in fligh~ dash fl ickers 
2. 
Action: 
1. Worked with district tech and ched< all battery connections, fuseablie link connected and found bad iKey. Check grounds and BCM connections .. repaced BCM and key 

Tolal Days Down: 18 

Created By: Chase McBryar (2122/2018 8:11 AM) 
✓ ARBS-CM notes receiving signed repurchase letter from C. 

ARBS-CM attached to case. 

✓ ;~~~;J,'!':,!:r;,~g!.~~r!:!':: ~) 
Created Bv: Chase M<;Bryar (2121/2018 9:25 AM) 

~~~~ ~i:i~~:,:::vi~= ~U!£11!!£J Ju, NMAC. 
ARBS-CM went over repurchase calculatioos with C. 

C stated the VSC was something C paid moothly for? 

ARBS-CM stated NNA is paying off the loan. 
ARBS-CM stated that VSC is induded in the loan so NNA deducts the cootact due to ij not being a NNA contract. 
ARBS-CM stated C W0Wd need to contact that afle~et VSC company and request a refund through them. 

C l.llde<stood. 

,/' ~~~~ ::~ ~c'!5A~ ~.;. ~=,,':~.Js~ can request Money cootact C to schedule the veh surrender. 

C l.llde<stood. 

ARBS-CM stated ARBS will be 000 oo 2123118. 

C l.llde<stood and stated C will get it back to ARBS today. 
C asked when C would get C's ched<? 

ARBS-CM stated Morley will provide the ched< to C at the surrender. 

C l.llde<stood. 

Call ended mutualy. 

✓ Created By: Chase McBryar (2121/2018 9:06 AM) 
ARBS-CM notes the lollow repurchase calculations: 

Down Payment - $2,560.00 
Additional Payments - $2,696.00 

Tolal Amounts Paid - $5,256.00 

Less Usage-$1 ,748.15 
Less Easycare VSC -$394.78 

Tolal Deductioos - $2,142.93 

Tolal Refund - $3,113.07 
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Lease Boyoot/Payoff - $28,327.29 
Total ReptXchase - $31,440.36 

Created By: Chase McBryar (2121/2018 8:56 AM) 
ARBS-CM noles NMAC-Peggy originaly advised additiooal payment had not posted. 
ARBS-CM noles C emaii ng ARBS stating tile payment posted. 
ARBS-CM noles emaii ng NMAC again asking for updated payoff. 

ARBS-CM notes NMA=eggy advised tile additional payment posted and received tile tollowing updated payoff in1ormation: 

~=~--: -1. Acoooo 
2. Payoff$ . tllru 3116/20/18 (good tl1ru date is tile same) 
3. # of sclleduled payments re<:eilled 9 
4. Scheduled Payment amount 337.00 
5. Most Recent payment re<eilled 2119/2018 fo, $ 337.00 

Payment History is attached. 

✓ ;~e:~~~~'= = fiool ig_21/2018 7:58 AM) 

Created By: Chase McBryar (2120/2018 7:51 AM) 
✓ ARBS-CM received title app from Executi..e Manage,-Mike B. 

ARBS-CM attached to case. 

Created By: Chase McBryar (2119/2018 4:00 PM) 
ARBS-CM placed outlxlund call to Ravid Mizrahi @ 
ARBS-CM stated ARBS received tile pllo4os. 
ARBS-CM stated ARBS believes C made an additiooal payment as tile payoff ARBS has is good tllrough 2116. 
ARBS-CM stated ARBS is waiting oo an updated payoff from NMAC before providing C with a detailed offer letter so ARBS can ensure C gets back tllat paymenl 

C ..-.defstood. 
C asked what amount C is getting back? 

ARBS-CM stated arot.lld $2,400 with tile usage deduction and aftermar1<et VSC. 
ARBS-CM stated tllat wiD go up after ARBS gets tile updated payoff info . 

C understood. 
C asked how tile process WO<ks after C accepls tile detailed offer. 

✓ ARBS-CM stated Mor1ey would oontact C to schedule tile swrender. 
ARBS-CM stated C gets tile check at swrender and NMAC is paid off after tile st.rrender is successful. 

C ..-.defstood. 
C asked if C could dri..e tile veh in tile meantime. 

ARBS-CM stated tile veh is still C's so that is up to tile C. 

C ..-.defstood and thanked ARBS. 

ARBS-CM stated as soon as ARBS gets tile updated payoff, ARBS will email tile detailed offer letter to C. 

C ..-.defstood. 

Call ended mutualy. 

✓ ;~:~~!":,.~%:1~=~5
~~~ payoff info. 

Created By: Chase McBryar (2119/2018 3:42 PM) 
✓ USAGE CALCULATIONS: 

6,586 miles / 120,000 miles• $31 ,85224 = $1,748.15 

Created Bv: CfWH: M<;Bryar (2119/2018 3:39 PM) 
✓ ARBS-CM noles emaii ng Sales Manager-Robert Latooaca requesting title app. 

ARBS-CM cc'ed Executi'le Manager~ike B. and OL~rwin K 

Created By: Chase McBryar (2119/2018 3:27 PM) 
✓ ARBS-CM received photos from C . 

ARBS-CM attached to case. 

Created Bv: Chase M<;Bryar (2116/2018 1:24 PM) 

~~~~ ~i:ic: =hr::i. :::~~:i':'~t. 
C stated C will return hO<ne today and as soon as C lands, C wil take tile pictures and send tl1em to ARBS. 

~ ARBS-CM understood. 
ARBS-CM stated ARBS will wait 00 tile photos. 

C ..-.defstood. 

Call ended mutualy. 

Created Bv: CfWH: M<;Bryar (211312018 12:31 ~ i 
~~~~ ~~= =;:. :V::i1 ~:~£j£!£. j£J~. tile photos~ too dar1< and ARBS will need additiooal photos witl1 brighter lighting. 

C stated C will send additional pl1o4os 00 Friday when C gets hO<ne. 
C stated if the veh is in perfect condition, what is C k>okilg at? 

ARBS-CM stated ARBS will need photos before ARBS drafts any detailed oflera. 

✓ C - and stated C will send tile photos Friday. 

ARBS-CM stated ARBS will folow up witll C on Monday, or ARBS will folow up Friday if tile photos are received Friday. 

C ..-.defstood. 

ARBS-CM wished C a good rest of tile week. 

C thanked ARBS. 

Call ended mutualy. 

Created By: Chase McBryar (211312018 12:24 PM) 
✓ ARBS-CM notes SM.Justin emaii ng ARBS with DTS inspection RO stating: 

The repairs have been completed and the customer is back in their vehicle. See attached repair order 

✓ ;~e:~;J!':'.a't~'M'~~8
s~~) requesting RO from DTS inspection where BCM was replaced. 

✓ ;~e:~~;J,'!";..'t~'c"~~~~~ 1,!':~:'hie photos and documents, however, photos~ dar1< and ARBS asked for additiooal photos witl1 different lighting. 

✓ Created Bv: Chase M<;Bryar (21121201811:24 AM) I Last Modif"ted Bv: Cha3e McBryar (2113/2018 9 :22 AM) 
ARBS-CM noles C emaiting ARBS stating: 

Hi Olase, 
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As the car is now with me, I am attadling the pictures as requested in your letter. 
Please could you confim that you nave received all the required documentation as well as the pictures? 

Thanks, Ravid 

Created By: Chase McBryar (2112/201811:23 AM) 
ARBS-CM notes C emaiting ARBS stating: 

✓ I would like to give you an update. 
As mentioned beaow I went to the dealership today to change the current car to another loaner, and was advised to take my car back. 
I currentty have the car with me, it is locked in the garage and will not move until further advise from you. 

I wanted to keep you posted and waiting for yo..- advice and next steps. 

Created By: Chase McBryar (2112/201811:22 AM) 
ARBS-CM notes C emaiting ARBS stating: 

Hi Olase, 

Thank you once again for your call this week and for initiating the process. 
I was relieved that tt has been finally ooofirmed that the car has a se<ies of issues that prevented me from starting tt on a random basis. I am sorry that the dealerships oou1d not identify the issue earlier. 
Since you mentioned in the cal that there is not applicable fix to the computef and thus I might experience similar situation, I have chosen the repurchase path. 

Following to your below Email, I am attaching the following documents: 
1. Lienholde< Information Release Agreement - filled and signed. 
2. Vehicle's current registration 
3. Copy of the sales (lease) cootract 
4. Payment History as taken from the account today. 

✓ 
Regardi,g photos of the car - The car is with the dealership and I do not have pictures, however I believe that you can contact them and they wil coofrm that the car is in a new oonditioo - internally and externally. Let 
me know rt you still need me to go there and take pictures 0< you can directly speak to Hoffman Nissan in Simsbury. 

Regarding the loaner - following to our call, I contacted the dealership and asked them rt tt would be ok to remain with the loaner. I was sensitive since they gave me a car that they are about to sell (used that someone 
ltMned in). Justim asked me to stop by today and change to a loane< instead of the one I currently have. I will change the cars today and of cotne at any point of time when instructed I will return the loaner. My car is with 
the dealership. 

Kindly let me know ii there is any additional information requ.-ed and I will provide. 

Thank you once again for taking care of my case, I k>ok foiward to your guidance for the next steps. 

Thank you and best regards, 

Ravid 

Created By: Chase McBryar (219/2018 8:02 AM) 
ARBS-CM notes NMAC emaiting ARBS stating: 

~=~· MIZRAHI 1. Acooun 
✓ 2. 30 day . 7 good thru 2/16/20/18 

3. # of scheduled payments received 8 
4. Scheduled Payment amount 337.00 
5. Most Recent payment received 1/17/2018 for$ 337.00 
6. Eligible for SOC? Yes 

Contract and Payment HistO<y are attached. 

Created By: Chase McBryar (218/2018 3:09 PM) 
ARBS-CM notes emaii ng DT!>Ben and SM-Justin stating: 

✓ We are repurchasing or replacing this custocner's llehiae under the lemon law. 

Is it okay for him to stay in the loaner vehide unt:i the process is completed? 

✓ ;~~~·;;;,fe';':,!t~'Nt\1~=~~8
~11 info. 

✓ Created By: Chase McBryar (21812018 3:07 PM) 
ARBS-CM notes emailing intent letter to C. 

Created By: Chase McBryar (21812018 3:02 PM) 

~~~~ ~~:1 =~~::~~~~SM~~ 't !!£!! JJ JJ! riot starting concern. 
ARBS-CM stated regarding the FEB concern and radio rebooting concern, the DTS confirmed the concern is sti11 occurring and there is not a repair for these concerns yet. 
ARBS-CM stated NNA is anticipating repairs to be available soon. 
ARBS-CM stated if C is wiling, C can wait for repairs to be available and then ARBS can provide C with a $3,000 cash settlement to apologize for the inoonvenience. 
ARBS-CM asked rt C was interested in that? 

C asked rt C's veh would slay at the DLR until then? 

ARBS-CM stated tt would be at C's discretion rt C wanted to pick up the veh. 

C asked rt there is a way to ~t rei,lace the veh? 

ARBS-CM asked rt C is not interested in the settlement? 

C stated C could talk about Iha~ but C wants to know tt NNA can replace the veh. 

ARBS-CM stated rt C was not wanting to accept the settlemen~ NNA can offer a repurchase or replacement 

C stated C woo1d appreciate tt very much. 
C stated tt would let C start fresh. 
C stated C has suffered so much with this veh. 

✓ ARBS-CM unde<stood. 
ARBS-CM asked rt C would like a repurchase or replacement? 

C stated C would like to see what the numllers would look like. 

ARBS-CM unde<stood. 
ARBS-CM staetd ARBS will emai an intent letter to C letting C know what docoolents ARBS needs. 

Cundefstood. 
C asked rt C could stay in the loaner veh until this was done? 

ARBS-CM stated the DLR would need to let C know that. 
ARBS-CM stated ARBS will reach out to the DLR to see rt the C can slay in the loane<. 

C unde<Stood. 
C thanked ARBS and stated C doesni know how to thank ARBS for this. 

ARBS-CM stated ARBS understands the conoems and thanked the C. 
ARBS-CM apologized for the experience the C has had. 

C unde<Stood. 

ARBS-CM stated ARBS will reach out to C when ARBS has further inlonnation. 

Cati ended mutual y. 

✓ Created By: Chase McBryar (218/2018 2:47 PM) 
ARBS-CM notes DTS inSl)eCtion results slating: 
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DTS met wi1h cusromer fur several ~silts. customer states tllat since he too« delivery of vehicle he has gotten stuck repeatedly on tile side of tile road and unable to start vehicle.Customer states undesirable FEB 
operation continues to exist. Customer states that NA V system reboots continue after prior repair. CUstomer provided photos and videos showing all concerns continue to occur on vehicle after repan. DTS confirmed 
IKEY issue current . DTS foond faulty iKEY and advised dealer to order new key fobs and reprogram. FEB undesirable operation is under engineering review and no repairs can be perlormed at this time. NA V rebooting 
issue is l.lldef engineering review and software has not been released at this time. DTS reviewed tile video of vehicle not startilg and getting stuck fur several hours on tile side of tile road. Video shows a possible power 
supply problem • CUstomer was very upset because this incident caused him to miss an ifll)()llant event lor his daughter. DTS inspected all power and grounds and altllough tile video confrms tile incident occurred, DTS 
cannot isolate the cause of the ooncem and is stil working with the deaJer to by to isolate the condition. DTS is also working with senior TL staff to try to identify the incident in the video. Customer expressed his lack of 
trust in the vehicle and customer stated he has lost faith in the vehicle to the point that he rents vehicles when he travels because he has gotten stuck multiple times and does not trust the vehide. OTS believes that IKEY 
issue is resolved but the FEB and NA V issues do not have a resolution at this time. The non starting incident in the vehicle is not duplicated as of yet, but OTS is workilg with the dealer to try to isolate ooncem. Possible 
BCM replacement wil be directed by DTS 

✓ :.:~~~~ ~';E~O~H(:~:~<ii4: ~E CXlMMENT AS IT WAS POSTED IN ERROR-

✓ 

Created Bv: Chase M<;Bryar (218/2018 2:44 PM) 
ARBS-CM placed outlxlund call to _,. Nissan @ 
ARBS-CM spoke wi1h SA-Ashley. 
ARBS-CM provided C's name. 

ARBS-CM asked if tile C is in a loaner veh while tile DLR is repairing tile veil? 

SA-Ashley stated the customer is a loaner veh right now as of 216118. 
SA-Ashley stated tile advisor for C is wi1h anotller guest right now. 

ARBS-CM understood. 

Call ended mutualy. 

Created By: Chase McBryar (2ll/2018 9:47 AM) 
ARBS-CM placed outlxlund call to DTS-Ben @ 

DTS-Ben slated DTS knew inmediatety tllat C had a bad i-l<ey for tile •no key" message. 
DTS-Ben slated C has lost confidence in tile veh wi1h tile concerns he has had. 
DTS-Ben slated tile C claims tile concerns happen wi1h both keys randomly. 
DTS-Ben slated tile C claims tile lights coming on but veh not starting concern happens randomly. 
DTS-Ben stated the lights coming on with no start concern is more than a key issue, that is a wiring concern. 
DTS-Ben slated tile radio rebooting concern was not dupicated but that concern is l.lldef review. 
DTS-Ben stated C's FEB ooncem is under review as well. 

ARBS-CM asked if DTS dupicated those concerns? 

DTS-Ben slated no. 
✓ DTS-Ben slated Chas a video wi1h tile FEB warning light on aft..- tile sensor was cleaned. 

DTS-Ben slated tl1ere were code showing tllat tile FEB concern did happen so tllat is true. 

ARBS-CM understood. 

DTS-Ben slated DTS is walting wi1h te<hline and tile DlR and if tile DLR finds a grOIMld wire is loose, DTS will be confident in what is needed but tile veh may also need a SCM. 
DTS-Ben slated even tllough DTS didn't see tile concern wi1h tile lights coming on and not starting, C has a video and tllat could not be made up. 

ARBS-CM understood. 
ARBS-CM stated if C has FEB concern tllat is l.lldef review, NNA may offer repurchase or replacement. 
ARBS-CM stated DTS can write report witll concerns tllat were discussed/address and ARBS will review to see what NNA's offer is fur C. 

DTS-Ben understood. 

Call ended mutualy. 

✓ ;~~~;;!iaseoutezacal~~~~~S:') andlefta VMX. 
ARBS-CM provided case numbef. 
ARBS-CM stated ARBS was contacting DTS to discuss case/inspection. 

Created By: Chase McBryar (2/5120181:23 PM) 
ARBS-CM placed outlxlund call to Ravid Mizrahi @ 
ARBS-CM stated ARSS got C's VMX. 
ARBS-CM stated ARSS just wanted to let C know ARSS just needed to confinn tile inspection. 

C staled yes it is confirmed and C wil be tllere. 
C asked if C needed to bring anything. 

✓ ARBS-CM stated C would just need to bring both keys for tile veh and C can go to tile se<vice del)artment to let them know C is tllere. 

C l.lldefstood. 

ARBS-CM stated ARSS will follow up witll C once ARSS has results from DTS inspection. 

C l.lldefstood. 

Call ended mutualy. 

✓ ;~"i;'~;;,= "1:\:n ~~~: ~'~11':lat tile inspection tomorrow and tllat ARBS could call C back ifanytlling else was needed. 

Created Bv: Chase M<;Bryar (2/5/201811:01 AM) 
ARBS-CM placed outlxlund call to Ravid Mizrahi @■■■■ and left a VMX. 
ARBS-CM provided case provided 

✓ ARBS-CM stated ARBS wanted to provide C wi1h a reminder of tile DTS inspection on 2/6,118 at 10:30 AM at Hoffman Nissan. 
ARBS-CM stated ARSS will folow up witll C once ARSS has results from DTS inspection. 
ARBS-CM provided ARBS number. 
ARBS-CM tllanked C. 

Created By: Chase McBryar (1/30/20181:36 PM) 
✓ ARBS-CM notes emaiting photos of malfunction lights and video to DTS-Ben. 

Created Sy: Chase McBryar (1/30/20181:35 PM) 

~~~~ ~t!t': ==~~~ ~T;!";,. £1 £ J!i 21 £.i when C got back in, tile veh start 
ARBS-CM stated C claimed tile veh never did tllat. 
ARBS-CM stated C was advised by tile tow truck company tllat C could disconnect tile battery for 7 minutes and reconnect it. 

DTS-Ben understood. 

✓ ~~~~ ::~ ~J~~~ri~~~~::!,.,~=k':8,,;. ~.;:.: .. ~~= ie'":.~~==::~woni. 
DTS-Ben understood. 

ARBS-CM stated ARSS got tile video tllat was attached to tile emails in tile case and ARSS will lorward to DTS-Ben. 

DTS-Ben understood. 

Call ended mutualy. 

✓ Created Sy: Chase McBryar (1/30/20181:28 PM) 

~~~~ ~t!t': =:..~: ~vig =-J ££i £!2! Ille veh v.ooldn't start and tl1en started ag,Mn 
ARBS-CM asked if tile veh wouldni start, C got out of tile veh, and when C got back in, ~ would start? 

C stated tllat never happened. 
C staled C att~ed to do tllat. 
C staled C tried to do tllat but ~ wouldn, start 

ARBS-CM asked if tllere are every any otl1er Nissan veil keys inside tile veh? 
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C stated no, this is the only Nissan that C owns. 
C stated C's wife has the spare key to the veil. 
C stated C gets the incorrect key ID message with C's key, but C was able to start the veh last week with C's wife's key. 

C stated C has been traveling with the C's wife's key since it wori<s sometimes. 

ARBS-CM undefStood. 

C stated the tow trud< c:oo-,y told C that C could disconnect the batte,y for 7 minutes and reconnect tt. 

ARBS-CM undefStood. 
ARBS-CM stated ARBS just wanted to get some further info to enstBe the DTS is prepared. 
ARBS-CM asked if C had any other -tions right now? 

estated no. 

ARBS-CM undefStood and thanked C. 

Cati ended mutual y. 

Created By: Chase McBryar (1/30/20181:14 PM) 
ARBS-CM placed outllound call to DTS-Ben @ 

DTS-Ben slated ft sounds like the FEB concern was addressed after the DLR deaned the sensor? 

ARBS-CM stated C claimed C didn1 experience the brakilg concern after the sensor was cleaned. 

DTS-Ben understood. 
DTS-Ben slated the DTS is not sure why the lie!> wculd tum on but not start. 
DTS-Ben stated if the veil doesn't recognize a key at all, ft wil not even tum on. 
DTS-Ben slated if C puts the key right on the button ft will bypass the key problem and should start. 
DTS-Ben slated the C claimed the veh ""'"1dn1 start and when C got bad< in, the veh started. 
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✓ DTS-Ben slated DTS is not sure if the C got out of the lie!> with C's wife still in the veh with a key, maybe that is why the veh is not detecting the right key. 
DTS-Ben asked ARBS to get further infonnation from C regarding that scenario and see what happened. 

ARBS-CM unde,stood. 

DTS-Ben slated C also claims to have videos. 
DTS-Ben asked if ARBS could get the videos. 

ARBS-CM stated ARBS will request the videos be sent 

C oodefstood. 

Cati ended mutualy. 

Created Bv: Chase M<;Bcyar (1/30/2018 12:59 PM) 
✓ ARBS-CM received message from DTS.Ben asking ARBS to forward info to DTS. 

ARBS-CM forwarded info to DTS. 

Created By: Chase McBryar (1/30/201811:08 AM) I Last Modified By: Chase McBryar (1/30/201811 :08 AM) 
✓ ARBS-CM placed outllound call to DTS-Ben @:111••· and left a VMX. 

ARBS-CM stated ARBS wanted to let DTS know 111a1 mere ,s communication from enginee<s reviewing the case. 
ARBS-CM advised DTS that ARBS can provide DTS with info if DTS needs. 

✓ ;~~~~~= =~~:~20~~~~ McDougal. 

✓ ~~~,1~~wiadaba093himana t1/29/2018 3:39 PM) 

✓ 

~;:.'.%~~: C~i~mor~~Mizra~~h'1"i 
Date: 29 January 2018 at 8: 
To: <fred.diaz@nissan-usa.oom>. <jose.munoz@nissmMJsa.com>, <kent.ohara@nissan-OSa.com> 
Subject: HELP NEEDED PLEASE: FW: RAVID CLIMOR-MIZRAHI / 2017 Nissan Rogue/ SN1AT2MV4H<alllll / Ca~ 
Dear Fred, Jose and Keo~ 

My name is Ravid Cimor Mizrahi, and I am a Nissan Customer. 
I am writing to you to let you know that I am going tf¥oogh a nightmare with a new Nissan Rogue that I leased in 2017. 
Since the car was leased, I have constant issues with the car, that reboots itself, does oot start, shows error messages on the screen, applied breaks for me in error once and got me stuck on a highway shoulders for few 
hours at night time and in other places in distance from my home. 
The car vistted different dealerships and they could not identify o, fix the problem that occurs sporadically. The em,r messages as well as my tows are documented and have been provided to Nissan and the dealership in 
order to provide a direction➔ 
At this point, since the car is life risking and not reiiable, I rent cars almost on a weekly basis to drive long distance as part of my work. The car is parked in my garage for more than a month, the last time I drove it I got 
stuck in Stanford CT - 80 Miles away from home at night The current practice for the road service is to discoonect the battery to reset the computer and start the car. This is a brand-OeW Nissan Rogue. 

I am traveling every wee!< for a living. It took us a long time to schedule a tedlllicat specialist to take a look at the car on behalf of Nissan. Upon meeting oonfirmation on Fellruary 5th, I made plans to stay home for the 
week and not travel to be able to take the car to the dealefship. 

I have now received an Email from your representative that the technical specia1ist is having a conflict with the time that has been scheduled with me almost a month ago and confirmed in writng. 

I am desperate at this point The service is below arry reasonable expectation, the car is oot waking and gets stuck often, I am unabre to get a hold of a senior enough representative and thus decided to send you this 
Email and ask for yoor help in getting my issue resolved. 
I could have gone different paths and gave any reasonable opportunfty to Nissan to fix the problem. I am utterly disappoilted with the brand and level of service I am getting and would appreciate you,: help in getting this 
matter resotved ASAP. Please find my case lll.lrliJer and car details in the suti;ect. 

If you prefer to have a cal to discuss, my direct number is 

Thank you and best regards, 

Ravid Climor Mizrahi 

Created By~ ChMt MsRrvar (1/29/20181:29 PM} 
ARBS-CM notes C had emailed ARBS before ARBS spoke with C stating: 

,/' Needless to say that since I travel eve,y weel< I 0.- sure I am home next week especially for you. I also sent you a certified letter to confirm the meeting after our call, which shows that ft has been rece;ved. 

Please advise ASAP on the new time on the same day. 

Created By: Chase McBryar (1/29/20181:26 PM) 
ARBS-CM notes emaii ng Exec TL-Beth Bly stating: 

Thank you for the information. 

✓ I just spoke with the customer. He expressed that his frustrations were due to the DTS inspection having to be moved. The DTS had a hearing come up on the day we had set aside and he needed to move the inspection. 
I definftely understand the custome(s conoerns and apologized for the frustration. 

Please let me know if there is anything I can do to assist you all regarding this case. 

--ARBS-CM cc'ed Sr. Planner~arsha McDougal and Sr. Planner-Stacy Gary.­

Created By: Chase McBryar (1/29/20181:23 PM) 
ARBS-CM notes emaii ng DTS-Ben and SM-Justin stating: 

I spoke with the customer. He wil be able to meet with you on 2/6/18 at 10:30 AM at Hoffman Nissan. I have changed the date of the DTS inspection in Salesf orce. 

✓ Regarding his ct.rrent concerns, the radio/navigation unft reboots ttself randomly. The vehicle will also not start randomly and he has the ~ncorrect key ID" error message. 

The customer was upset that he could not meet on 215118 as he traveis. The customer sent an email to Nissan executives regarding his concerns. 

At this time, we can proceed with the inspection on 2/6/18 at 10:30 AM at Hoffman Nissan. 

https://nissanna.my.salesforce.com/5000G00001Lt2EdQAJ 6/2/2020 



~ Salesforce - Unlimited Edition 

C stated C was frustrated when ARBS let C know lhat lhe OTS couldnt meet 

ARBS-CM stated ARBS understood and lhat NNA received email C sent. 
ARBS-CM apologized lhat lhe OTS is not available to meet with C on 215118. 
ARBS-CM stated ARBS did get a date very dose to 2/5 as C wil be home Iha! wee«. 
ARBS-CM stated lhe OTS is available to meet on 2/6/18. 
ARBS-CM asked if C could meet on lhat date? 

C stated yes. C wil make tt to lhe meemg. 
C stated as of yesterday, lhe veil wouldn't start and lhe vet, an 'incorrect key 10" message. 
C stated C could start tt wilh C's wife's key. 

ARBS-CM understood. 
ARBS-CM stated ARBS would confirm lhe inspection. 
ARBS-CM asked if C is stil having othe< ooncems. 

C stated C still has lhe concern ol lhe radio/navigation system reboolilg itself. 
C stated lhe DLR toid C Iha! concern COIAd not be verified. 

ARBS-CM understood. 
ARBS-CM stated C also complained of lhe llraltes be8lg applied when hitting a small bump in lhe road. 
ARBS-CM asked if C experienced lhat coocem after lhe DLR cleaned lhe senso<'? 

C stated no, C didn't experience that agail. 

ARBS-CM understood. 

C stated C's concern right now is lhe reboolilg and lhe veh not starting. 

ARBS-CM understood. 

C asked if C will need to leave lhe vet, at lhe DLR? 

ARBS-CM stated C will go to lhe service department for lhe inspection and S~ustin is aware of lhe visit. 
ARBS-CM stated C will meet with lhe OTS and lhe DTS can let C know what the step are based on lhe inspection resuns. 

C understood. 
C asked what time the inspection is? 

ARBS-CM stated 2/6/18 at 10:30 AM at Hoffman Nissan. 
ARBS-CM stated ARBS will folow up wilh Con 215118 to provide Ca reminder of the inspection. 

C understood. 

ARBS-CM apologized again fo, lhe frustration. 

Call ended mutualy. 

✓ ;~~~-:J!"Mr®~~:~1:s1
~~1>Tscanmeet on 2/6118. 

Created Bv: CfWH: M<;Bcyar (1/29/20181:03 PM) 
ARBS-CM received forward emai from Exec TL-Beth Bly lhat was sent to Jose Munoz stating: 

Dear Fred, Jose and Ken~ 

My name is Ravid Ci mor Mizrahi, and I am a Nissan Customef. 
I am writing to you to let you know lhat I am going ttvough a nightmare with a new Nissan Rogue lhat I leased in 2017. 
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Since the car was leased, I have constant issues with the car, that reboots itsetf, does not start, shows error messages on the screen, applied breaks k>r me in error once and got me stuck on a highway shoulders for few 
hours at night time and in other places in distance from my home. 
The car visited different dealerships and they could not identify 0< fix lhe problem lhat occurs spo,adically. The enor messages as well as my tows are documented and have been provided to Nissan and lhe dealership in 
order to provide a dection. 
At this poin~ aince lhe car is life risking and not reliable, I rent cars almost on a weetdy baais to drive long distance as part of my won<. The car is parted in my garage for more lhan a month, lhe last time I drove it I got 

✓ stuck in Stanford CT - 80 Miles away from home at night The current practice for lhe road se<vice is to discoonect lhe battery to reset the computer and start lhe car. This is a brand-OeW Nissan Rogue. 

I am traveling every week for a living. It ~ us a loog time to sdledule a tedVlical specialist to take a look at lhe car on behalf of Nissan. Upon meeting oonfirmation on Fellruary 5Ch, I made plans to stay home for lhe 
wee« and not travel to be able to take lhe car to lhe dealership. 

I have now received an Email from yoor representative that the technical specialist is having a oonflict with the time that has been scheduled with me almost a month ago and confirmed in writing. 

I am desperate at this point The service is beiow any reasonable expectation, the car is not waking and gets stuck often, I am 1.llable to get a hold of a senior enough representative and thus decided to send you this 
Email and ask for your h~ in getting my issue resolved. 
I could have gone different paths and gave any reasonable opportunity to Nissan to fix lhe problem. I am utterly disappointed with lhe brand and level of service I am getting and would app<eaate your help in getting lhis 
matte< resolved ASAP. Please find my case number and car details in lhe subject. 

If you prefer to have a cal to discuss, my direct number is 

Created By: Chase McBryar (1/29/2018 8:15 AM) 
ARBS-CM notes emaiting OT~ stating: 

Justin advised that the customer did not come in before the inspection. 

I asked the customer if his concerns were resotved and he stated: 

✓ -Unfortunately, as lhe problem ocoors randO<n and lhe car would start and get stucl< unexpected}' in different locations, lhe Dealer was unable to identify lhe problem despite lhe evidence and pidJJres shown to tt,e;r 
technical support team. I saw no reason to take tt yet again and waste time for nothing. The car already spent about 20 days in garages to try and fix lhe prol)lem but they rellmed it to me and tc,j(j me lhat they do not see 
a problem and that they reset lhe error messages. 

I therefore left lhe car in the garage and watt for February 5th to bring tt to lhe scheduled appointment you set for me, so lhat a technical specialist will see lhe car. I hope that tt will start on lhat day, if not I will tow tt to lhe 
Dealership to make it to lhe appointment.• 

Can you provide a new OTS inspection date and time as you are not able to meet on '215? 

✓ ;~~~-:J!"fM-":!~:~:r:.;i~~~:~,~1% did not viait lhe DLR in Oecembe<lear1y January. 

Created By: Chase McBryar (1/29/2018 8:12 AM) 
ARBS-CM notes emaiting C stamg: 

✓ The d~ tedVlical specialist has advised me that he wil not be able to meet on 2/5/18 due to a conflict in scheduling. 

I will request a new date and time to confvm with you. 

Created By: Chase McBryar (1/29/2018 8:12 AM) 
ARBS-CM notes C emaiting ARBS stating: 

I am well, thank you, and I hope the same is with you. 

✓ Unfo<tunately, as lhe problem occurs random and lhe car would start and get stuck unexpectedly in different locations, the Dealer was unable to identify lhe problem despite lhe evidence and pictt.-es shown to lheir 
technical suppoo team. I saw no reason to take tt yet again and waste time for nothing. The car already spent about 20 days in garages to try and fix lhe problem but they returned it to me and told me that they do not see 
a prol)lem and lhat they reset lhe erro, messages. 

I therefore left lhe car in lhe garage and watt fo, February 5th to bring tt to lhe sclledled appointment you set for me, so lhat a technical specialist will see lhe car. I hope that tt will start on lhat day, if not I will tow tt to lhe 
Dealership to make it to lhe appointment. 

Created Bv: Gbw M<;Bcyar (1/2612018 5:05 PM) 
✓ ARBS-CM spoke with DTS-Ben. 

ARBS-CM notes OTS.Sen advised DTS cannot meet on 2/5 any longer as DTS has anothe< hearing that arose. 
ARBS-CM notes OTS.Sen advised ARBS to ask C if C is stil having any coocerns and if C needs a new date. 
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Created Bv: GblK M<;Bryar (1/26/2018 2:49 PM) 
ARBS-CM notes emailing SM-Justin asking if DLR repaired veh when/if C came in➔ 

Created By: Chase McBryar (1/26/2018 2:48 PM) 
ARBS-CM noles emaiting C stating: 

✓ I hope you are doing well. 

I wanted to touch base with you regarding your case. 

I know you were going to visit the dealer previously. Was the dealer able to repair your vehicle, or are you stil experiencing ooncems? 

✓ ;~~~~=~~ry~:!°~:S
2~~=~ C's veh was repaired before inspection 

Created By: Chase McBryar (1/5/201811:32 AM) 
ARBS-CM notes emaii ng OT~ stating: 

The customer confirmed he wil be present on 2/5118@ 10:30 AM at Hoffman Nissan for the inspection. 

He said he may bmg the vehicle to the dealer before the inspection as the vehicle says the key is not reoognized right now. 

✓ I have changed the inspection date in saleslorce and confrmed the inspection. 

I will follow up after the inspection. 

ARBS-CM fO<Warded email to SM-Justin to make SM aware of OTS inspection. 

Created By: Chase McBryar (1/5/201811:29 AM) 
ARBS-CM placed out!Jound call to Ravid Mizrahi ®■■II■ 
ARBS-CM stated the OTS is no1 available to meet Ifie wee« 01 JanUarY 15th. 
ARBS-CM stated the next available OTS inspection date and time is 2/5118@ 10:30 AM at Hollman Nissan. 

C stated C lef s do tt then. 

ARBS-CM understood. 
ARBS-CM stated ARBS will coofirm the inspection and cootact C the business day before to provide C a reminder of the inspection. 

✓ C understood. 
C stated the veh will nol start right now. 
C -ed if C should tow the veh to the DlR now since the veh woo1 start and doesn1 reoognize the key? 

ARBS-CM stated if Chas concerns before the OTS inspection, C can vi~ the DLR if C needs to, but OTS cannol inspect veh until 2/5118. 

C undefstood. 

ARBS-CM stated ARBS will coofirm the inspection and cootact C the business day before to provide C a reminder of the inspection. 

Call ended mutualy. 

Created Bv: GblK M<;Bryar (115/201811:24 AM) 
ARBS-CM noles OTS-Ben emaiing ARBS stating: 

✓ I am in TN the entire week of the 15th. 
I'm sure we can do the ilspection at Hoffman whenever we settle on a date 
Try for 2/5 

✓ Created By: Chase McBryar (1/3/2018 5:10 PM) 
ARBS-CM noles emaii ng OT~ ~ for inspection date the week of Jan. 15th at Hollman Nissan. 

Created By: Chase McBryar (1/312018 5:09 PM) 

~~~~ ~~==:~v~~ ~:~= ~jJ !J![ jJJlM. 
C stated C will be oot of town. 

ARBS-CM understood. 
ARBS-CM stated C has nol been availal>le to meet the dates NNA has provided so the next date would likely be in February. 

C stated C will be home the entire week of the 15th. 

ARBS-CM stated ARBS will request another date and time that week. 

C -ed how long tt would take. 

ARBS-CM stated usualy aboot an hotr but OTS can let C know at the inspection. 

C stated C would like to try to do this the week of the 15th. 
C stated if that week doesn't work, C would fike to go to plan B which is taking a different path and C wil decide what C need to do at that time. 

ARBS-CM stated C has nol been availal>le to meet the dates NNA has provided. 
✓ ARBS-CM stated NNA is trying to accoovnodate C with the date. 

C stated unless NNA wil compeosate C for lost work and the financial damages, C is not taking offer work. 

ARBS-CM stated NNA does nol oompensate for lost tine. 

C stated then C will not be taking time off. 
C stated and this will be at Hollman Nissan, right? 

ARBS-CM stated this is at Harte Nissan. 

C stated C told the last speciafist that Harte Nissan is unacceptable. 

ARBS-CM understood and stated the OTS is regional over Hollman and Harte Nissan so that will not change the OTS's availability. 

C stated no one told C that unlit now. 

ARBS-CM apologized for the frustrations. 
ARBS-CM stated ARBS will see if the OTS can meet the week of the 15th and contact C back. 

C undefstood. 

Call ended mul\Jaly. 

Created Bv: CIJaK M<;Bcyar (1/3/2018 4:54 PM) 
✓ ARBS-CM noles OTS-Ben emailing ARBS stating: 

Try the 29th at 10:30 AM 

~ ;~~~~~=~;;;;::, ~3120184:52 PM) 

✓ ;~~~.~~~~~= ~312018 4:52 PM) 

✓ Created By: Chase McBryar (1/312018 9:03 AM) 
ARBS-CM noles emaii ng OT~ requesting further OTS availabii ty. 

✓ Created By: Chase McBryar (1/3/2018 9:03 AM) 

~~~~ ~~= =;~ :fi;'.: ~::-,~, it£,£, £1 me OTS can meet one day the week of 1122/18. 
ARBS-CM asked if C could meet one day that week? 

https://nissanna.my.salesforce.com/5000G00001Lt2EdQAJ 
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C stated C will be traw:ling that weelt. 
C stated C will have to call back as C is busy right now and asked for ARBS numbef. 

ARBS-CM provided ARBS number. 

C stated C would call back. 

Call ended mutuaBy. 

Created By: Chase McBryar (1/312018 9:00 AM) 
ARBS-CM notes the lollowing: 

1 visit for radio resets itself/drops navigatioo and caBs 
-1 repair tor 8Pl)lied update to system and could not verify concern 

✓ 
1 visit for veh applied brakes with small bump in road 
-1 repair for cleaned sensor 

1 visit for veh •gets stuck" 
-1 no dupe 

Created By: Chase McBryar (1/312018 8:55 AM) 
ARBS-CM notes the lollowing: 

Open ~ns: none 
Additional cases found: 27158713, 27157475, 27126790 
Tech line case found:-
DTS involved: none 
VSC tound: Basic 6/5000 MY14• 
State: CT 
IJ>.Sefvice Date: 6/17/17 

~~~@3,332 miles ... RO- - Days Down 5 

1. Customer states that if he is using the telephone while using navigation the radio oonsole will reset itseff dropping the navigation and the call. Please check and advise • 
./' 2. Customer states safety shield must be manually turned on every time he starts the vehicle, was woodering ~ an adjustment could be made to make~ come on automatically. 
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3. Customer states that while leaving a parkilg lot a small bump in the road was coming up and the vehide applied the brakes when nothing ~se was around, customer feets as if the vehicle detection system is out of 
calibration. 
Actioo: 
1. Test drove home upon custome(s ac,proval to verify customer coocem. Applied update to system and could not verify customer concern, found no oodes stored in navigation assembly. No further service performed. 
2. Tedwcian states this is normal operation, states when button is pressed the safety shield is turned off. No issue found. Rr 
3. Technician found sensor on grile of vehicle dirty, this is where the sonar system is located. Fomd oodes for cornmtrication issue. Cleaned off sensor and oodes are no looger present Al ok at this time. 

11/24/17@ 5,408 miles ... RO- - Days Down: 8 
Concern: SK maintenance, I have error messages and get stuck with the car all the time, this is the second time I have to send it to service due to this. I have photos and videos of the messages. 
Actioo: Road test ok checked batte,y oonnectioos ok test battery ok, checked fuseable link connections ok, scanned for codes po101 stored in ECM for past code, also BCM b2562-00 code and other related low batte,y 
voltage oodes stored il past, road test several times and put 80 miles on car and unable to duplicate concern, did email Nissan and have ticket number. Customer did state that he would be leaving the car here for at 
least 4 days so we could test drive and try to duplicate ooncem. 

Total Days Down: 13 

Created By: Chase McBryar (1/2/201811:03 AM) 
✓ ARBS-CM notes DTS-Ben emaiing ARBS slating DTS is not available ot meet 1/5/18 or 1/17/18. 

ARBS-CM notes DTS-Ben advised that DTS can meet the weelt of 1/22/18. 

✓ Created By: Chase McBryar (12/29/2017 2:18 PM) 
ARBS-CM notes emaiting OT~ asking if DTS can meet on 1/5/18 or 1/17/18. 

Created By: Chase McBryar (12129/2017 2:18 PM) 

~~~~~i:i:i=::~:~i~=uu 
ARBS-CM stated ARBS is aware the previous agent was sending out DTS? 

C stated yes. 

ARBS-CM understood. 
ARBS-CM stated NNA is going to re-review the repurchase request. 
ARBS-CM stated ARBS would also tike to send out the DTS to determine ff any other repaira are needed. 
ARBS-CM stated NNA can take the DTS inspectioo into acoount tor the repair. 

C undefstood. 

ARBS-CM statedARBS sees C is only available on Jan 5th and Jan 17th? 

✓ C stated yes. 
C stated the biggest problem is that no repan _,, actually done. 
C stated the problem occurs randomy. 
C stated C took pictures and videos of the veil not starting. 
C stated when C went to the DLR with the pictures, the DLR kept the veil for 10 days and told C there was nothing to fix . 

ARBS-CM stated the DTS is in the best position to determine ff a repair is needed. 
ARBS-CM stated ff the DTS does a repair, ARBS will review the l)fevious visits and the DTS's repair. 
ARBS-CM stated the first step is to send out the DTS to see ff a repair is needed. 

C understood. 

ARBS-CM stated ARBS will ask the DTS is the DTS can meet the Stho, 17th and follow up with C next week as the office is closed on 1/1/18. 

C understood. 

Call ended mutualy. 

Created By: Symone Wat son (12/28/201712:28 PM) 
ORTS-SW L VM for service manager seeking assistnace co&ecting a repair order 

Created By: Symone Watson (12/27/2017 3:16 PM) 
Previous case-none 

Open recals\can-c,aign~e 

ORTS in receipt of customer letter received 12.26.2017 via US mail, letter dated 12.20.2017. 

CUstomer states the car oomputer would reboot itself during driving on a random basis, error pops on screen 

Requesting an inmediate response for help 

,/' g~;1~ !'~t ~~;,;:--;:: t::en:~~:::,o~~t:~:;~ld WOl1t best with the C. 

✓ Created By: Danguawn James (12/27/2017 10:0SAM) 
SRCAS slated CRT-OJ can set follow up for Jan. 2, 2018 to allow the DTS to review for a possible date and time to meet with the C . 

.,. Created By: Janisha Wilkerson (12/26/201711:02 AM) 
CRTto contact DTS and ask ff the apt can be changed to Hoffman Nissan on either Jan 5th or Jan 17th due ID C's WOl1t -

CRT is to oontact C in regard to the current request C is requesting for the date and dlr to be changed 
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SRCAS,JW is assisting with sup esc call 

SRCAS,JW called -SRCAS,JW informed C the call may be re<Xl<ded for training and quaity purposes 

C stated C is experiencilg concerns with the veh dying several times 

C stated C wanted to give SRCAS-JW a list of concerns that C has expelienced over time 

C stated that Harte Nissan found a ooncem with the front sensor and a ~er on the prior visit 

C stated all are life threatening concerns 

C stated at one point C had a ti"e sensor concern 

C stated C took pictures of the incident 

C stated roadside assistance referred C to the owne,s manual 

C stated C ended up going to a different dlr at Ille time of Ille next incident 

C stated the veil is not reliable or safe 

C stated the concerns are mancially, errc,hatically, and physically affecting C 

C stated Chas been advised to send NNA a certified letter to NNA in regard to the concern 

C stated C is not being r"l)resented as of yet 

SRCAS-JW empalhized to C 

C stated C has pictures and lhat C sent Ille information to NNA 

C stated C was only advised to send NNA a cef1ified letter to NNA 
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SRC~ informed C that until NNA actualty receives representation on C's behalf, NNA CA 'Wil stil continue to oocwerse with C about the veh concerns and once the representation is received C will be advised to refer 
to attorney at that time 

C stated C wants to go to Hoffman Nissan oo 1-2-17 on a business trip and C will be back in town on Jan 5111 and then C is going back out of town oo 8th. 

C stated lhat the last visit with Hoffman Nissan was Nov 24111 and the dlr had the veil for 10 days 

C stated the dates lhat C is available oo1y are Jan 51h and Jan 17111 due to C's work schedule 

SRCAS-JW informed C lhat the request can be submtted and is not a guarantee however C will be cootacted once the decision has been made 

C thanked SRCAS-JW 

Call ended mutualy 

Created By: Oanquawn James (12/26/2017 9:38 AM) 
CRT-OJ piaced a call tojjiiililiil • 
CRT-OJ stated lhis cal is being recorded for quality and training purposes. 

C stated C sent CRT-DJ a legal letter. 

CRT-OJ stated CRT-DJ never received a letter. 

C stated C is driving a i fe risking veNde and a lemon law claim is getting filed. 
C state C needs to speak with someone in a higher management posffiort 

CRT-OJ asked who did C oontact in regards to filing a lemon law. 

C stated an advisor told Ille C lhis. 

✓ g :':!,,ed~ol==~1:: =~;: ~ ":c,RT-DJ 

CRT-OJ piaced C on a brief hold. 

C stated C has obtained a legal advisor. 

CRT-OJ provided C what Nissan w ants to do in regards to the C case. 
CRT-OJ stated a DTS inspection is scheduled but Ille C has not accepted the date. 

C stated C w ants to speak with a supervisor. 

CRT-OJ stated C will get a cal from a supervisor by the end of business day on 12/27/2017. 

C understood. 

Call ended mutualy. 

Created By: Danquawn James (12/22/2017 9:11 AM) 

CRT-OJ piaced a call to -

✓ C did not answer. 

CRT-OJ left voicemail in regards to C case, case number, and CRT-DJ phone number. 

Call ended. 

Created By~ Paooteawn laOJS\ r1211s120111 :48 PM} 
✓ CRT-OJ received a voicemail frorn Casking for an email that way the C can send picture of what lhevehicle is doing. 

CRT ~J sent an email to the C that way the C can have a way to send in pictures. 

Created By~ Qanqoawn taOJSf 11211812011 3:46 PM} 
✓ •"Notes continued'"" 

CRT-OJ advised the C that CRT-DJ will follow up on Friday 12-22-2017 with further details. 

✓ Created By: Danquawn James (12/18/2017 3:45 PM) 
CRT-OJ recei'Jed a phone call from C . 
CRT-OJ advised lhat lhis cal wil be reoorded for quaity and training purposes. 

C understood. 

C stated lhat at this specific time Ille C is having the vehicle towed to the dealership because the vehicle will not start. 
C stated the vehicle key is inside Ille vehicle but the push button is not recognizing the vehicle . 

C stated lhis is the third time Chas been stuck with the vehicle. 

CRT-OJ apologized and lhat that CRtOIJj understands Ille frustration lhat Ille C is having with the vehicle. 

C stated C w ants to start a lemon process because the C is so frustrated with the brand new vehicle. 

CRT-OJ stated the review process is moving forward and a dealer technical specialist will be sent out to 1ool< at the vehicle. 

C undefstood. 
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CRT-OJ stated that if the C had any further questions or coocems the C can cootact CRT-DJ at the direct line. 

C stated C would like to send pjdlJres and videos to CRT-OJ for proof. 

CRT-OJ tmdel'Stood. 

Call ended mutualy. 

Created By: Danguawn James (12/18/2017 3:28 PM) 
CRT-OJ placed out!)()md call to Customer a-
CRT-OJ advised that this cal wil be re~ining purposes. 

C did not answer. 

✓ CRT-OJ left a \/Oicemai stating that at this time in the review process Nissan is requesting that a dealer technical specialist comes out to inspect the vehicle. 

CRT-OJ stated that CRT-DJ shook! have a date and time by Friday 12-21-2017. CRT-OJ provided direct phone number. 

Call ended. 
estated 

✓ g~;a~ !:1 ~acfu::,~"::S~~=:~:,,~~> 
Created By: Danguawn James (12/18/2017 8 :51 AM) 
CRT-OJ placed a call to Harte Nissan a 

CRT-OJ asked to speak with SA Shane. 

SA was not availabre. 

Service director- Sevestor. 

CRT-OJ asked SD when the last time the vehicle was in at the dealer was. 

✓ SD stated Sept. 21 , 2017 with 3,322 miles. 

CRT-OJ asked SD what the status of the vehicle is. 

SD stated vehicle not at the dealership. 

CRT-OJ stated that a DTS will come look at the vehicle. 

SDwlde<stood. 

Call ended mutualy. 

Created By: Steve Jeffrey !12/18/2017 8:21 AM) 
CRR-SJ VERIFIED Account Info including: C's name, home & emai address, phone# & best oootact# 
CRR-SJ NOTED coocem is: Cal back 

C stated C was supposed to get a cal back but wasn't available 
✓ C stated C wants to speak to RCAS-OJ 

CRR-SJ informed C that RCAS wil be in cootact with C 
CRR-SJ asked if C needed further assistance 

C declined 

Call ended mutualy 

Created By: Lvcia Ristic (12/14/2017 12:49 PM) 
CRR-LR VERIFIED Account informatioo including: C's name, home & e-mail address & best cootact number. 
CRR-LR VERIFIED VEH lnformatioo including: VIN#, Current Mileage 5500 
CRR-LR CHECKED for open recalls/~ns and found: 0 
CRR-LR CHECKED for previous UNRELATED Case(s) and found: 0 
CRR-LR CHECKED previous RELATED COse(s) and follld: 0 
C:RR-LR NOTED ooncem is: status for concern. 
CRR-LR received inbound cal from C. 

✓ C called stated would i ke to know status oo file and provided case#­

CRR-LR verified and advised the<e is a follow up on 12/18/2017. 

C stated has missed call and available today and would like a call today at 4.00 pm. 

CRR-LR told C no guarantee for today but would send an email to advise. 

C satisfied. 

Best cootact # 2019370627. 

Created By: Kelsey Christiansen (12/13/201710:56AM) 
✓ CRT-KC placed outllound call to C 

VXM box has not been set up yet. 

Created By: lacldYD CaP«! (12/11/201710:14 AM) 
ARBS noting veh summary: 4 days down 
1 visit for navi 
1 @ 3,322 miles: updated Navi lllit 
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ARBS notes after careful consideration - At this time, NNA is not in a position to offer a repurchase or replacement of this vehicle, as the vehicle has not been subject to an unreasonable nuni>ef of repair atten-.,ts for any 
warrantable concerns. NNA will contilue to honor the temlS and conditions of all ~ icable warranties. 

ARBS recommends DTS inspectioo of veh 
ARBS requests ~e following DTS inspectioo and requests denial letter be sent once DTS inspectioo has been completed and ARBS reviews inspectioo rei,on 

Created By: Jack lyn Capers (12/111201710:11 AM) 
ARBS noting: 
Vehicle purchased: NMAC Lease 
In Service Date: 6/17/2017 
Open campaigns: none 
Additiooal cases found: 27158713 (needed assistance with TCU connectioo) ~:;;~==d:-
VSC found:■■■■■■■■■■ Basic 6/5000 MY14+ - EXP: 6/17/2018 or 10,016 miles 
State: CT 

Created By: Jacklyn Capers (12/11/201710:07 AM) 
ARBS noting SH: 

09/21/2017 @3,322 miles undetl■■■ -Days down: 4 
Concerns: 
1. C/S that if he is using the telephooe while using navigation the radio coosole wil reset itse~ dropping the navigatioo and the cal . 
2. CIS safety shield must be manualy turned on eve,y time he starts the vehicle, was wondering if an adjustment cook! be made to make tt come oo autornaticaly. 
3. C/S that while leaving a paoong lot a small bun"4) in the road was corning up and the vehicle applied the brakes when nothing else was around, customer feels as if the vehicle detection system is out of calibration. 
Actioos: 
1. Test drove home upon custome<'s approval to verify customer coocern. Applied update to system and could not verify customer coocem, found no codes stored in navigation a_y_ 
2. Tedlnician states this is normal operation, states when button is pressed the safety shield is turned off. 
3. Tedlnician k>und sensor on gril e of vehicle dirty, this is where the sonar system is located. Foood codes tor oorrmunication issue. Cleaned off sensor and codes are no longer present Al ok at this time. 

11124/2017@5,408 miles unde - Days down: 7 
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Concern: Veh no start 
Actioo: No dupjicatioo: NWO Road test ok checked battery connections ok test battery ok, checi<ed fuseable link connections ok, scanned for codes: P0101 stored in ECM for past code 

Created By:~ (12/11/201710:05 AM) 
ECRR-JW received inbomd cal from C. 

C gave case#. 

ECRR-JW verified address, best contact number and email. 

C sent documentation over the weekend as requested. 
C stated that C wants to know if email and attachments have been rerewed and what the next steps are. 

ECRR-JW confirmed that C's email with 10 attachments have been received. 

C asked if this is al of the infoonatioo needed. 

ECRR-JW stated that does not look alter this howeve< there is a FU dale for Dec 13th and if there are other documents that are required the specialist will advise C of that 
ECRR-JW offered furlhe< assistance. 

C thanked ECRR-JW. 
Call ended mutualy. 

Created By~ Nicki Racror (1211112011 s:11 AM} 
- ORTS received the RHR. The RHR was assigned to ARBS Jacklyn capers for review. 

Created By: Danguawn James (121111201711:33AM) 
CRT-OJ VERIAED C's name, maii ng address, e-mail, phone#, vehicle 
CRT-OJ CHECKED for open recals/campaigns and foond: Nooe 
Previous UNRELATED Case(s) Found: Nooe 
Previous RELATED Case(s) Found: Nooe 
CRT-OJ ADVISED "This call may be recorded for quality and training purposes.· 

CRT-OJ placed outbotrxl call to Customer a oo 12/ll8/2017 at 11:00 am. 

Page 13 of 14 

CRT-OJ stated that CRT-DJ is Customer's Regiooal Consumer Affairs Case Manage( and in short, that means that CRT-OJ is Customer's point of contact with Nissan Corporate regarding Custorne(s concerns or 
questions with velwcle or DLR. 

✓ 

CRT-OJ ADVISED "This call may be recorded for quality and training purposes.• 
CRT-OJ asked the C to explain the ooncerns for CRT-DJ to understand better. 

C stated the car got stuck with the vehicle on NJ tum pike. 
The C gave C random error messages. 
C stated C could not start the vehicle oo 12/8/2017. 
C stated C main console is restarting multiple times. 
C stated when the phone is oonnected the console will restart. 
C stated C l ook to the dealership. 
C stated the dealership updated all information and the vehicle is wonoog fine. 
C stated the C has had peace and quiet with the velwcle. 
C stated 2 weeks ago vehide was stuck because the vehicle had a flat tire. 
C stated error message no key in the vehicle, and no key ID incorrect 
C oontacted Nissan and the dealer towed the vehicle. 
C stated the main console would rebool and the C would drive the C all the way home and the error message kept saying no key in the vehicle. 
C stated C doesn't think the vehicle is a reiable vehicle. 
C stated the dealership cannot Md anything wrong with the velwcle. 
C stated the dealership kept the vehicle for 10 days and the deale<ship drove the vehicle for 18 miles and the dealership coold not Md anything wrong. 
C stated Yesterday no key in the vehicle em,, message. 
C stated the vehicle is a lemon, but doesni want to process this RHR. 

CRT-OJ apologized for the concern and asked the C what is the C looking for from NNA 

C stated a reliable vehicle. 
C wants to be loyal C therefore C wants to have a reliable velwcle. 
C stated C wants a different vehicle. C stated C cannot drive the vehicle long distance and the vehicle is not reliable. 

RHR Questions: 

CRT-OJ informed Customer that the process takes about 10 business days and is not guaranteed. 
CRT ~J informed Customer that Nissan reviews Customer's repair history as it relates to Customer's states lemon law to detennine if NNA is in a position to repurchase « replace the vehicle. 
CRT-OJ asked Customer the folowing questions: 

Vt/try do you want to return the vehide to Nissan North America? 
o C stated the vehicle is not reliable. 
Where is the vehicle currently? 
lnC garage. 

'Mlefe was the vehide purchased? 
o Nissan dealership in North Haven (Executive Nissan) 

Was rt purchased new or used? 
o New 

'Mlere is the vehicle serviced? 
o Hoossan Nissan 

Has the vehicle been taken to multiple Nissan dealers? 
oYes, 2. 

CRT-OJ stated the process wil take about 10 business days and ifs not guaranteed that NNA will be available for repurchase or replacement 
C oode<Stood. 
CRT-OJ p,ovided C with direct phone numbe< that way the C can have a point of contact. 

C accepted. 

CRT-OJ apologized for all the concerns the velwcle is giving the C and the C stated C just wants a reliable vehicle for the C to drive with famiy. 
CRT-OJ asked the C if C had 3lrf further questions or concerns. 

C declined. 

Call ended mutualy. 

g,~;~ :~~a:9~a:1H~'!':i:~017 10:59 AM) 
CRT-OJ asked to speak to SA or SM. 

SA-Shane. 

,/' SA stated no problem foond with vehicle. 
SA stated SA did an update on navigation system and the problem is oow fixed➔ 

SA stated the radio and navigation was rebooting, but now the concern is resolved. 

CRT-OJ thanked the SA for clearing up the concern with the VEH and the radio system. 

Call ended mutualy. 

Created By: Leah l(;noshita-Robicheau (121712017 3:03 PM) 
CRR-LK VERIFIED Acoount infoonatioo including: C's name, address, phone#, Best contact, email 
CRR-LK VERIFIED VEH lnlormation induding: VIN #, Mileage, Campaign lnformatioo, Wananty Information 

CRR-LK CHECKED for open recalls/campaigns and foond: 0 
CRR-LK CHECKED for previous UNRELATED case(s) and found: 0 
CRR-LK CHECKED previous RELATED Case(s) and found: 0 
CRR-LK NOTED ooncem is: wanting NNA to buy back VEH 

CRR-LK received inbound call from C 

C stated VEH keeps getting stuck oo the HWY 
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C stated C could not start VEH and that eve,y time C attempts to VEH keeps rebooting 
C stated that most recently C waited 3 hours on New Jersey turnpike lor help 

CRR-LK apologized to C lor the incon-,jence 
CRR-LK asked C "What would you like NNA to do lor you today" 

C stated C feels VEH is not reliable and would like to get a new VEH 
C stated that DLRSHP stated VEH has convnunication problems in oommuter 
C stated that DLRSHP stated they restarted eve,ything but could not reassess the problem 
C stated that C is seekilg buy back from NNA 
C stated that C has video and picture proof that VEH is not wor1<ing 

CRR-LK stated that CRR-U< wil be sending C an email so C can respond with documentation 
CRR-LK sent case to RCAS 

Case Categorizations 

Adion ~ ~ # Catego,y Description s-Description 

INTERIOR FORWARD EMERGENCY 
ELECTRICAL BRAKING (FEB) 

AUDIO/VIDEDINAVI NAVI/GPS SYSTEM 

ENGINE GEN. ENGINE ELECTRIC 
ELECTRICAL CDMPONENT(S) 

Forms 

No records to display 

s- Description 

POOR OR IMPROPER 
OPERATION 

POOR OR IMPROPER 
OPERATION 

HARD START/NO 
ST ART/ST ALL 

Page 14 of 14 

Case Categorizacons Help 

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

26 2f12/2018 YX AV 320500 OA 

11 2f12/2018 YX AA 102500 OA 

11 2f12/2018 ZT AF 134000 OA 

Forms Help 

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

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

-Show Feed 

Case Detail 

Account Name 

Contact Email - -Letter Se-nt Date 

Letter Received Date 

Follow Up Date 1/24/2018 

Supporting Documents 

CA Muttiple Repairs 

Social Media Involvement 

Martiz Custome< Id 

Case O#nH location Murfreesboro 

Texting Status 

Case Reopen Count 0 

Description UR- FEB-EST 

Call Script 

Who contacted u.s? Consumer 

I Vehicles Owned 1 
Vd'liele Purchased New 

Pre-Owned Initial Mileage 

Current Mileage 7,100 

Incident Codes - IIR REQUIRED 

lncidef'lt Date 

Sent to legal 

Accident 

Asbag 

Fire 

IIR lndic.ator 

IIROate 

HR -
Vehicle Information 

Vehicle JN8A T2MVnr,-

Model Year 2017 

Make NISSAN 

Model Line ROGUE 

Model Code 22617 

Dealer 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 

Case ~""Y I/it! I Case ConYnents 11111 I c..,.. Categorizations W I ,E= W 

J Reopen Case 11 Clone Closed Case J 

Case Owne< ■ OeHenry Kidd 

Type CA 

Case Origin Phone 

Executive Refenal 

Exee>Received-Oa.te 

Status Closed 

Datelrme Opened 12/7/2017 3:27 PM 

Customize Page I Printable Vrew I Help for this Page 

Date/Tome Closed 1/24/2018 11 :54 AM 

Multiple Repairs No 

Executive Summary 

Executive Actions To Resolve 

Vehicle Maintained Location 

Previous Repai.r Date 

Previous Repair Location 

Related Vehicle Make Nissan 

XTIME Appointment Numb« 

Rollowf' 

Property Damage 

Injury letter 

Nootber Injured 0 

RHR Started 

RHR C«npleted 

Customer Document Requested 

Date Requested 

Customer Document Received 

Date Received 

Part Numb« 1 

Beyond Basic Warranty Miles 1 0 

Beyond Basic Warranty Months1 2 

Beyond PT WalTal'lty Miles1 0 

Beyond PT Warranty Months 1 O 

Data Net 

Datanet Deal« Date 

Oealff Instructions 

Requested Dealer Action 

Bluetooth Ticket Status 

Phone Model 

Phone Operating System 

Goodwill Offered 

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 

-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:­
JN8AT2MV7~ 

Shayla Pinnock, 12/7/2017 3:27 PM 

NNAill, 12/10/2018 9:59 PM 

Case Record Type CA Oosed Case 

Days Closed 860 

Action c- NT8G 

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

Agent Comments 

Agent Comments 

Agent Next Step 

VIN: Root Cause 

Root Cause Code 

Root Cause Code (2) 

Document ID 

I Reopen Case I ! Clone Closed Case! 

Case History 

Dale 

1/24/2018 11:54 AM 

1/12/2018 7:49 AM 

1/10/2018 5:07 PM 

12/29/2017 8:57 AM 

Show more • I~ 

Case Comments 

Pubic C«nmenl 

DeHenry Kidd 

DeHenry Kidd 

DeHenry Kidd 

DeHenry Kidd 

Created By: OeHenry Kidd (1/24/201811:46 AMI 
•" Closing case Notes--

CUstomer Name: Helene Erenberg 
Phone#: (631)-

Action 

Changed Status from Open to Closed. 

Closed. 

Changed Follow Up Date from 1/15/2018 to 1/241201 8. 

Changed Follow Up Date from 1/10/2018 to 1/15/2018. 

Changed Follow Up Date from 12/29/2017 to 1/10/2018. 

SCIN 

Page 2 of 3 

Ca-se History Help 

Case Conments Help 

Arbs-OK called customer to discuss case and decision, after the inspection there were no problems found wih the vehide. The OTS tested and inspected the FEB operation and the vehicle performed normally without 
incident 

CUstomer was sent a letter in regards to thei" case 

Fedex# 

Arbs is closing case 

Created By: OeHenry Kidd (1/12/2018 7:48 AM) 
Arbs-DK received an emai from DTS stating that the inspection is completed. Ams is n<NI waiting on a decision from PL 

Created By: OeHenry Kidd (1/10/201811:17 AM) 
Arbs has followed up with the DTS to see if the inspection was completed and if ttwas uploaded to the FTP site arbs is waiting on a reply. 

Created By: Service Manager (12/1312017 3:28 PM) 
RC= reached out to Smithtown Nissan. 
RC= spoke to SM-Mike. 

,/' SM slated C came in to the DLR for the Forward Emergency Braking Conoem. 
SM slated DLR does nol have resolution at this tine to fix concern. 

Just to clarify, DLR does not have a resolution because as per NNA, vehicle is operating as designed. No repairs reconvnended or needed. 

I ;~~":s :;,:r:,~~=~~1
~ t~: them know the inspection date is set for 1/3118 at 10am at Smithtown Nissan. 

Created Bv: Qet1epcy Kjdd 112/11/2017 9:43 AMI 
Verified Name Address Phone# VIN Mileage Responsible Deale< 

Checked for open Recals/Campaigns: None 

Arbs called customer (Marl<) to discuss case, Customer stated the few times this has happened customer was coasting to a stop sign and the vehicle stopped 100 to 200 ft before the stop sq,. Customer was able to 
continue on and it was file no more issues that day. 
Customer stated on other days custonier had his foot on the gas and the vehicle braked on it's own, there were time where wtlite liles were running across the road lettng them know the road was about to end and the 
vehicle started braking. 
Customer stated it happened twice when it was rainilg, customer believes there might be a reflection from the road or the sign that is causing the system to activate. CUstomer stated NO warning light popped up on the 
dash or beeps. 

Arbs-DK informed customer that Ams would setup an inspection. Arbs-DK stated once arbs has the date Ams will let the dealer and customer know. 
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Arbs-DK also stated that the process could take up to 6 weeks for eve,ything to be done and process to determine a decision. Albs stated that if customer decide to get alternate transpatation ~ will be at the customer 
expense due to NNA does not offer assistance during the inspection period customer l.lldefStood. 

Created By: Kyra Waltoo (12/812017 2:38 PM) I Last Modified By: Kyra Waltoo (12/812017 2:38 PM) 
RC= placed outbound call to Coo #6315880170. 
RC= VERIAED C's name, home & email address, ooncern, phone 
RC= ADVISED "This call may be recaded for quality and training pt.rpOOeS •• 

RC= VERIAED Account Info including: C's name, home & email address, phone# & best oontact# 
RC= VERIAED VEH Info induding: VIN#, Current Mi eage, Warranty & Service History 
RC= CHECKED for open recalls/campaigns and fomd: 0 

✓ RC= CHECKED for previous UNRELATED Case(s) and found: 0 
RC= CHECKED previous RElATED Case(s) and found: 0 

RC= spoke to C's husband MARK ERENBERG. 
RC= asked C IIR questions. 
RC= informed C that C will receive a call in the next 3 business days to move forward. 

C understood and thanked RCAS.KW for cali ng. 
Call Ended Mutually. 

Created Bv: Kyra Wattop (12/812017 2:21 PM) 
RC= reached out to Sm~town Nissan. 

✓_ RC= spoke to SM-Mike. 

SM stated C came in to the DLR for the Forward Emergency Braking Concern. 
SM stated DLR does nol have resolution at this tine to fix ooncern. 

Created By: Shayla Pinnock (12/712017 3:34 PM) 
-CASE SUMMARY-

I C called in with VEH issues 
C got diagnosis 
CRR-SP sent case to RCAS 

Created By: Shayl a Pinnock (12/712017 3:33 PM) 
CRR-SP VERIFIED Acoount Info induding: C's name, home & emai address, phone# & best contact# 
CRR-SP CHECKED for open recalls/campaigns and found:O 
CRR-SP CHECKED for previous CRR-SP VERIFIED VEH Info induding: VIN#, Current Mi eage, Warranty & Service History 
CRR-SP UNRELATED Case(s) and found:1 
CRR-SP CHECKED previous RELATED Case(s) and found:O 
CRR-SP NOTED concern is: VEH issues 

C states that VEH stops oo its own out of no where 
C went to DLRS and got a diagnosis 
C stated DLRS found nothing oo VEH 
C wants to know Whats wrong with VEH 
C thinks it may be sensor 

CRR-SP sending case to RCAS 
CRR-SP informed C that RCASwil be contacting Cat the end of the next buisness day (12/08/2017) 

C said thank you 
Cati ended mutual y 

BESTCONTAC 
EASTERN TIME 

Case Categorizations 

Adion ~ ~ # c.tego,y Description Subcatego,y Description Symptom Description 

Case Categorizacons Help 

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

Forms 

Action Fonn -A Back To Top 

BRAKES 

Request Type 

IIR 

BRAKE BOOSTER POOR OR IMPROPER OPERATION 03 12/7/2017 YX AD 

Created By 

Kyra Waltoo 12/8/2017 2:36 PM 

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

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

- 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 12/12/2017 

Supporting Documents 

CA Muttiple Repairs 

Social Media Involvement 

Martiz Custome< Id 

Case O#nH location Murfreesboro 

Case Historyf~ I <:aseCorrments.{2l I CaseCaleooriz.ation.121 I !2a:!!!UII 

J Reopen Case 11 Clone Closed Case J 

ea.ea-~ 
Type CA 

Case Origin Phone 

Executive Refenal 

Exee>Received-Oa.te 

Status Closed 

Datelrme Opened 12/8/2017 10:59 AM 

Date/Tome Closed 12/11/2017 3:27 PM 

Multiple Repairs No 

Executive Summary 

Texting Status Executive Actions To Resolve 

Case Reopen Count 0 

Description FEB malfunction light 

Call Script 

Who contacted u.s? Consumer 

#Vehicles Owned 2 

Vd'liele Purchased New 

Pre-Owned Initial Mileage 

Current Mile- 485 

Incident Codes. IIR REQUIRED 

lncidef'lt Date 

Sent to legal 

Accident 

Asbag 

Fire 

IIR lndic.ator 0 

IIROate 

HR 

Vehicle Information 

Vehicle KNMAT2MV2ttl 

Model Year 2017 

Make NISSAN 

Model Line ROGUE 

Model Code 29417 

Dealer Detail 

ease Servicing Dealer KINGS NJSSAN 
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 LtDyeQAF 

Vehicle Maintained Location Kings 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 ✓ 

Oatanet Deal« Date 12/11/2017 

Oealff Instructions Service Oepl Review 

Requested Dealer Action re-ne'W 

Bluetooth Ticket Status 

Phone Model 

Phone Operating System 

Goodwill Offered 

VCAH 

Goodwill Processed 0 

Vehicle Service Contract 

VSC Reprint Request Email 
.J 
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Contact Name -

Sales & Service Campaign Specific Information 

Hot Alert Date 
HomePhone -

LS Response rime 

Vert>atims 

Alert Trigger Verbatim 

Survey Verbatim 

Deale< Action History 

NNA Notes 

Customer Conversation Notes 

DTS Inspection 

WOfitPhone 

Mobile Phone 

Email 

Attemate Email 

OTS Inspection Date OTS Inspection Date Confirmed? 

DTS Request Type Notes for OTS (Vehicle Concerns) 

Inspection Time/Notes Appointment Time: 

System Information 

Subject 

Created By 

Last Mocfrfied By 

Notes to Agent 

CUSTOMER:­
KNMAT2MV~ 
Emmanuel Asman 1218/2017 10:59 /W, 

NNAill, 12/10/2018 10:01 PM 

Case Record Type CA Oosed Case 

Days Closed 904 

Action c- NT8H 

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

Agent Comments 

Agent Comments 

Agent Next Step 

VIN: 

I Reopen Case I ! Clone Closed Case! 

Case History 

Dale 

12/11/2017 3:27 PM 

Use, 

~ 
Ear1 Scales 

Action 

Changed Status from Open to Close<l" 

Close<l. 

Change<l Data Net from false to true. 

Changed Description. 

Root Cause 

Root Cause Code 

Root Cause Code (2) 

Document ID 

12/11/2017 3:26 PM 

12/11/2017 3:26 PM 

12/11/2017 9:36 AM ~ Changed Follow Up Date from 12/11/2017 to 12/12/2017. 

Show more • I~ 

Case Comments 

Public Conment 

✓ 

✓ 

✓ 

✓ 

Create<! By: ~ (12/1112017 3:26 PM) 
RCAS-ES sucessfully data net the case. 

Created By: Earl Scales (12/1112017 3:25 PM) 
• ---aosing Summarytt-·----

RCAS-ES is closilg Case as no further assistance can be offered at this time. 
-- .. . ..... case Su~---• 
C contacted NNA for a FEB malfunction light 
RCAS-ES reviewed the case with IIR-Ficado. 
UR advised that the case is not a FEB case. 
_,...._..._"'._..._ .. __.._,.Statement of Decision--".-.. 
RCAS-ES state<l to contact RCA$ES after the veil has been diagnose<!. 

Created By: ~ (12/1112017 3:25 PM) 
RCAS-ES reviewed the case with IIR-Ficado. 
UR advised that the case is not a FEB case. 

Create<! By: ~ (12/1112017 3:15 PM) 

~g~~~ ~~1~ -~nna.=, ~~1f £1£, £JI!£. concern, phone# 
RCAS-ES CHECKED lor open recalls/campaigns and found: none 
Previous UNRELA TEO Case(s) Found: none 
Previous RELA TEO Case(s) FOl.lld: nooe 
RC AS-ES ADVISED 'This call may be recoole<l for quality and training purposes." 
RCAS-ES informe<l C that RCAS-ES would be C's case specialist and point of contact. 
RCAS-ES provided C with RCAS-ES direct line o 
RCAS-ES w:rified C's concern. 

C stated that the veh has been repaired. 
C state<l that C was told that the DLR was unable to fix the veil ootil next weet<. 
C state<l that C did not provide a loaner veil. 

RCAS-ES state<l that RCAS-ES would file a complaint 
RCAS-ES state<l that RCAS-ES was advise<l that there was a shorlage of veil. 

C stated that the warning message comes on. 
C state<l that C has a warning about FEB malfunction. 
C state<l that C rume<l the veil off and on and the message went away. 

RCAS-ES state<l that if C stil has the concerns to return back to the DLR. 
RCAS-ES state<l that the DLR would need to determine a defect 

C state<l how many times does C need to rerum back to the DLR. 

RCAS-ES state<l that RCAS-ES is not legally - in lemon laws. 
RCAS-ES recommeode<l that C return bad< to the DLR. 

https:/ /nissanna.my.salesforce.com/ 5000G0000 1 LtDyeQAF 
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C stated that C would schedule an ac>l)Ointment 

RCAS-ES stated to contact RCAS-ES aft..- the veil has been diagnosed. 

C understood. 

RCAS-ES asked tt C had any questioos. 

C stated no. 

RCAS-ES wished C a good day. 
Call ended mutually. 

Created By: ~ (12/11/2017 9 :36 AM) 
RCAS-ES contacted Cat (347) 803-03071eft VMX including Case nuni>er, name, and RCAS-ES contact o 

Created By:~ (12/11/2017 9 :04 AM) 
RCAS-ES placed outlxlund call to Kings Nissan. 

SM stated that the veh has been repaired. 
SM stated that C would need to request a rental veh. 
SM stated enterprise was short on rental veil. 

Created By: Emmanuel Asman (12/8/2017 11 :10 AM) 
CRR-EA sending case to RCAS 

Created By: Emmanuel Asman (12/8/201 7 11 :10 AM) 
-CASE SUMMARY--

C called in regarding OtRSHP c:oo-c,4aint 

CRR-EA adVised C that case will be sent to RCAS 

created By: Fmmamcl Asman (12/8/2011 11 :09 AM) 
CRR-EA OPENED Account Info including: C's name, home & emai address, pllooe# & best contact# 
CRR-EA VERIAEO Veil Info including: VIN#, Current Mileage, Warranty & Service HistOf)' 
CRR-EA CHECKED for open recalls/~ns and found: none 
CRR-EA CH EC KEO for previous UNRELA TEO Case(s) and lound: 0 
CRR-EA CHECKED previous RELATED Case(s) and lound: 0 

CRR-EA NOTED conc..-n is: DlRSHP Refusing to Provide Loane< VEH 

CRR-EA re<eNed inbound cal from C 

C stated C is an owner of 2 Nissan VEH's 
C stated C is currently experiencing complicatioos wittl VEH 
C stated one time while driving, VEH stopped and error code concerning brake system pepped up 
C stated C ~ VEH into OtRSHP for repairs 
C stated ifs been 3 days since VEH was in and C is paying for an Uber everyday 
C stated C has asked DlRSHP to provide Loane< and OtRSHP refused 
C stated OtRSHP informed C that C could contact NNA CA, DLR does nol care 

CRR-EA acknowledged C's conc..-n 
CRR-EA apok)gized to C for any inconveniences situation was causing C as well as C's experience at DLRSHP 
CRR-EA created case 
CRR-EA informed C that Case will be transfefred to a Regional Consume< Affairs Specialist who wil contact C by dose of business day 12/11/17 regarding C's concern 

CRR-EA provided C with case ... and Agent 1.0 

C understood and appreciated the assistance 

CRR-EA asked C tt the<e was anything else CRR-EA could assist with. 

Cdedined. 

Call ended mutually 

Best Contact It. (347-
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Case Categorizations 

Action ~ ~ # Catego,y Desc,iption 

NSN DEALER SERVICE 
DEPT. 

Subcatego<y Oesc<iption 

SERVICE PERSONNEL 
(NISSAN) 

Symptom Description 

Case Categorizations Hetp 

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

Forms 

No records to display 

,. Back To Top 

NSN DEALER SERVICE 
DEPT. 

SERVICE PERSONNEL 
(NISSAN) 

RUOE/OISCOURTEOUS QC 

POOR TREATMENT QC 

Atways show me more records per reJated nst 

12/8/2017 

12/8/2017 

WL 

yz 

BF 

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

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

-Show Feed 

Case Detail 

Account Name 

Contact Email -Letter Se-nt Date 

Letter Received Date 

Follow Up Date 1/2612018 

Supporting Documents 

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

J Reopen Case 11 Clone Closed Case J 

C....Owne< 

Type 

Case Origin 

Executive Refenal 

Exee>Received-Oa.te 

~ 
CA 

Phone 

Status Closed 

Customize Page I Printable Vrew I Help for this Page 

CA Muttiple Repairs Datelrme Opened 12/8/2017 11 :05 AM 

Social Media Involvement Date/Tome Closed 1/26/2018 7:02 AM 

Martiz Custome< Id Multiple Repairs No 

Case O#nH location Murfreesboro Executive Summary 

Texting Status Executive Actions To Resolve 

Case Reopen Count 0 

Description CUstomer has forward emergency braking concerns with automatic braking 

Call Script 

Who contacted u.s? Consumer 

#Vehicles Owned 1 

Vd'liele Purchased New 

Pre-Owned Initial Mileage 

Curren!Mil<e- 8,100 

Incident Codes. IIR REQUIRED 

lncidef'lt Date 

Sent to legal 

Accident 

Asbag 

Fire 

IIR lndic.ator 

IIROate 

HR -

Vehicle Information 

Vehicle JN8A T2MV8~r,-

Model Year 2017 

Make NISSAN 

Model Line ROGUE 

Model Code 22617 

Dealer Detai l 

ease Servicing Dealer BARON NISSAN 
Case Servicing Dealer Region Northeast Region 

Bluetooth 

Related Items 

Responsible District 07 

SharedWrth 

Phone Carrier 

Phone Manufacturer 

Reported From 

Issue Categories 

Approwd Ched< Reques1s $0.00 

https:/ /nissanna.my.salesforce.com/ 5000G0000 1 LtE6JQA V 

Vehicle Maintained Location Baron Nissan 

Previous Repai.rOate 1/30/2017 

Previous Repair Location 

Related Vehicle Make Nissan 

XTIME Appointment Numb« 

Rollowf' 

Property Damage 

Injury letter 

Nootber Injured 0 

RHR Started 

RHR C«npleted 

Customer Document Requested 

Date Requested 

Customer Document Received 

Date Received 

Part Numb« 1 

Beyond Basic Warranty Miles 1 O 

Beyond Basic Warranty Months1 

Beyond PT WalTal'lty Miles1 0 

Beyond PT Warranty Months 1 O 

Oat.a Net 

Oatanet Deal« Date 

Oealff Instructions Customer Contact 

Requested Dealer Action Please review. 

Bluetooth Ticket Status 

Phone Model 

Phone Operating System 

Goodwill Offered 

VCAN 

Goodwill Processed 0 

Vehicle Service Contract 

VSC Reprint Request Email 
.J 
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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:­
JN8AT2MV8~ 

CoortneyGordoo, 12/8/201711:0SAM 

NNAill, 12/10/2018 10:04 PM 

Case Record Type CA Oosed Case 

Days Closed 858 

Action c- NT6A 

What action was taken? 6A Vehicle Performs Normally 

Agent Comments 

Agent comments aose case in Tl-GO's name 

Agent Next Step 

VIN: 

I Reopen Case I ! Clone Closed Case! 

Case History 

Dale 

1/26/2018 7 :02 AM 

Use< 

Amanda Yett 

Action 

Changed Status from Open to Close<!. 

Closed. 

Root Cause 

Root Cause Code 

Root Cause Code (2) 

Document ID 

1/26/2018 7:01 AM 

1/25/2018 3:37 PM 

1/25/2018 7:29 AM 

Amanda Yeti 

Amanda Yett 

Janisha Wilkerson 

Changed Case Owner from Amanda Yett to Grady Douglas. 

Changed Follow Up Date from 1/2512018 to 1/26/2018. 

Show more • I~ 

Case Comments 

Pubic C«nmenl 

Created By: Amanda Yett (1/26/2018 6 :59 AM) 

Changed Escalated By ID from DOSOG000009eVm3 to DOSF00000049cGr. 

RCA$-AY is closing Case as no ftlther assistance can be offered at this time. 

-CASE SUMMARY-
C contacted Nissan CA requeslilg assistance with FEB concerns. 
RC~S submitted IIR. 

✓ ~~_t~n ~~::=~ ::~~5,..,--=-· 
RCA!>A Y reviewed case with ARBS-DM, Tl-Grady Douglas and SM-Frank. 
Tl-Grady Douglas advised - will be released back to C and C will be updated ii/when an update is available. 
RCAS-AY advised C that veh is being released to C and C will be notified when/if an update is available. 

•" STATEMENT OF DECISION" • 
RCAS-AY advised C that veh is being released to C and C will be notified when/if an update is available. 

Created By: Amanda Yett (1/26/2018 6 :56 AM) 
RCAS-AY placed outbollld call to DLR. 

✓ RCA!>A Y spoke with SM-Frank. 
RCA!>AY advised SM-Frank tllat C wil be picmg upveh on 1/26. 
SM-Frank advised DLR wil have - cleaned. 

✓ Created By: Amanda Yett (1/25/2018 3 :31 PM) 

~~~~ ~~~~ .,:1~;~: =~ £!J tii!it £poses_. 
RCAS-AY advised tllat RCA!>A Y wil be C's POC. 
RCAS-AY advised has reviewed case with all relevant parties and is up to date on concern. 
RCA!>A Y advised ARBS indicated that C has some questions. 

C stated tllat ARBS did not have any answe<s for C . 
C stated tllat C knows DTS-KM could not duplicate concern. 
C stated tllat C wants to know what the next step is from here. 

RCAS-AY advised DTS-KM advised there was no defect found. 

C stated tllat ij has happened numerous times. 

C stated tllat ij happened when C's husband and C's mother were in - ­
C stated tllat C has a huge coocern with the veh. 
C asked about software update. 

RCA!>AY advised at tllis time, -wil be released back to C. 
RCAS-AY advised NNA would not release veil if NNA thought C would be in dange<. 

C undefstood. 

RA!>A Y advised RCAS-A Y does not have any information on a time frame for the update as of now. 
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RCAS-AY advised C will be contacted ii/when an update is made available. 

Cllldefstood. 
C asked what C's next step is. 

RCAS-AY advised C should go to DlR and pick up llffl. 

C asked if there was a timeframe. 
C asked if C could go anytime tomorrow. 

RCAS-AY confirmed and advised will make SM aware. 

C llldefstood. 

RCAS-A y advised ii ooncem does reoccur, C should contact DLR and RCAS_AY. 

C llldefstood. 

RCAS-AY advised if Chas anyfurthe<questions or concerns, C can always call RCAS-AY. 
RCAS-A Y provided direct phone lll.lllbe<. 

C thanked RCAS-AY. 

RCAS-A Y offered further assistance. 

C declined. 

RCAS-AY thanked C for C's time. 

Call ended mutualy. 

Created By: Amanda Yett (1/2512018 2:31 PM) 
RCAS-AY placed - call to DLR. 
RCAS-AY spoke with SM-Frank. 

,/' RCAS-AY advised that RCAS-A Y spoke with Tl-GD and C wil need to pick up veh. 

S-rank asked RCAS-AY to relay this info to C. 

RCAS-A Y advised wil call this aftemooo. 

Created Bv: Amapda Vett (1/2512018 2:30 PM) 

,/' ~~~=:~:,w:/~~~~~~ 
Tl-GO a<Msed that if C has furthe< ooncems, C can rettrn to DLR. 

Created By: Amanda Yett (1/2512018 2:09 PM) 
RCAS-AY placed outbollld call to DTS.Kevin Mackay. 
RCAS-AY inqua-ed as to DTS findings. 

✓ DTS-Kevin Mackay advised NNA engineering is working on software update. 
RCAS-AY inquired about time period. 

DTS-KM a<Msed there is no expected timeframe at this a.rrent time. 

Created By: Dakota McGreQOf 11/251201811:19 AM) 
ARBS placed outbound to Baron Nissan 

✓ ;~~;q:!ie ::u=: in claim 
ARBS infonmed SM that ARBS is no longer specialist handling case and provided RCAS.AYs info 
ARBS thanked SM for time 

✓ Created By: Dakota McGreQOf 11/251201810:59 AM) 
ARBS received 2 vmxs from SM Frank inquiring about status of case 

Created By: Janisha Wilkerson (1/25/2018 7:31 AM) 
✓ SRCA>JW is assigning case to the appropriate RCAS who is the case specialist over the dealer on file to Mther proceed to handle the case. 

Created By: Dakota McGrego< 11/2412018 5:09 PM) 
✓ -ARBS notes per SRPLNR FD: ARBS trans/erring case to SRCAS,JW forlt.wther handling~ 

ARBS notes to SRCAS: please contact C to further discuss FEB process 

Created By~ Dakota McGce99f (1/24/2018 5:08 PM) 
IIR-FEB- EST 

Created Bv: pakota McGrew 11,2412018 5:07 PM) 
ARBS received inbound from C 
ARBS infonned that after a thorough review, Nissan found no defects with the veh 
ARBS informed that engineering is WOl1(ilg on a way to improve the FEB system relating to Cs concerns on the veh 
ARBS infonmed that ARBS will send Cs case to an RCAS and to the regional department, and the regional department wil inform C of when the update is avaiable 
C infonmed that DTS had informed C that a software update will most i kely be available in 2-4 weel<s 
C states what if ~e is not available 
C states C has ,rulljple questions regarding case 

✓ ;J~ii=d~~d:~~r=~!o:l::,e~:~~~e~
1;;13~ :t~~questionswith regklnal department 

C llldefstood and agreed 
C requested callback from RCAS 
ARBS informed C wou1d receive a calback no later than close of business tomorrow to further discuss 
ARBS offered lt.wther assistance 
C declined 
ARBS thanked C 
C thanked ARBS 
Call ended mutuaBy 

Created By: Dakota McGrego< 11/24/2018 4:23 PM) 
✓ ARBS reviewed case with SRPLNR FD 

ARBS to send case to SRCAS-JW for further handling 

Created Bv: Qakota M,%£'2312018 3:58 PM) 

✓ ~~~~ ~~~x~t~ i!JJ Ille i1fo regarding Cs case 
ARBS requested callback from C 
ARBS left best contact info 

Created By~ Dakota MGGCC99f (1/2312018 3:57 PM) 
✓ ARBS received e-<nail from PL-WR inforrring that no defect was found 

ARBS attached e-mai to case 

,/' ;~"i;'~%~; :'l;'+'!!'/r~"'[~~~= O:~d:'lo FlP 

Created By: Dakota McGrego< 11/11/201811:22 AM) 
ARBS placed outbound to SM Frank 

✓ SM inqu.-ed about decision 
ARBS inlonmed wil probabiy be aboot 2 weeks or a little more before resolution is available 
SM understood 

✓ ;~°i;'~~!~~.e,•.:r:t~m~'7~1
=~:~l~jk 

✓ Created By: ""'"""...,"""" 
ARBS placed outbound to C 
C confirmed inspection date 1 OAM and pickup of loaner veh at that time 
C understood 
C inquired about campaigns or recalls for e«her rogue on fife 
ARBS inlonmed that is currently showing no campaigns for either rogue on file for C 
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C understood and agreed 
ARBS offered - assistance 
C declined 
Call ended motualy 

✓ Created By: Dakota McGrew {1/8/20181 :42 PM) 
ARBS received vmx from C requestilg callback 

Created By: Dakota McGregor (1/8/201812:00 PM) 
(516)- ARBS placed outlx>llld to C 

✓ ARB~infooning that soonest inspection date is 01/09/18 at 10AM and loaner/rental could be provided at that time 
ARBS infonned that Baron Nissan has been willing to work with C and ARBS even provided short notice 
ARBS infonned that wil require a callback by dose of business today 0< a voicemail received confrming the appointment date and time 
ARBS left best contact info 

Created By: Dakota McGre99f 11/8/201811:SSAM) 
ARBS placed outbound to DLR Baron Nissan 

✓ ;~~;f= ~a~= DLR could provide rental veh would be 01/09/18 at 10AM 
ARBS infonned that inspection date is actually set fO< same time 
SM confrmed inspection 

Created By: Dakota McGrew/1/8/201811:57 AM) 

✓ :~~~ :..~ =a~
0
~~/09/18 would not work and DTS-DM in!O<med that would be fO< 01/22/18 if rescheduled and would be at 10AM 

ARBS understood 

✓ Created By: Dakota McGrew {1/8/2018 8:36 AM) 
ARBS received vmx from C requestilg callback 

Created By: Dakota McGregor (1/5/2018 4:23 PM) 

✓ ~~~~ ~~~x~~, a£ ii!&!i!it=nt 'heather, ARBS has been unable to reschedule appointment yet 
ARBS informed that would provide C an update in several business days 

Created By: Dakota McGrew 11/5/2018 4:21 PM) 
ARBS placed outbound to DLR Baron Nissan 
ARBS spoke to SA in se<Vice department 

✓ SA in!O<med that SM is OOOand will be back in office on 01/08/18 

✓ 

SA in!O<med that SM is who ARBS will need to speak to regarding claim 
ARBS understood 
ARBS thanked SA 

Created By: Dakota McGre99f 11/412018 2:56 PM) 
ARBS notes that reviewed DLR info with RCAS-AY 

ARBS notes pe, RCAS that BARON DLR is not open due to inclement weather 
(lllizzard) 

Created By: Dakota McGrew {1/412018 2:55 PM) 
✓ ARBS notes that placed outbound to DLR Baron Nissan 2X 

ARBS notes that is unable to read\ a representative and goes to general voice mailbox 

✓ Created By: Dakota McGrego< 11/3/2018 4:39 PM) 
ARBS sent Ml18it to DTS-KM inquiring about new inspection date 

Created By: Dakota McGre. /2/2018 5:15 PM) 

:~~~~~~~=~- £&" 
ARBS informed that inspection has to be rescheduled and that DLR was not provided enough time to procure a loaner/rental veil for C 
ARBS infonned that SM did indicate that indement weather is a1so coming for the okl inspection date 
C states that is conect. and 'NOUld be very difficult to manage 

✓ ARBS informed that is worlang on getting Ca new date f0< inspection and with DLR to procure a loaner/rental veil 
Cl.llde<stood 
ARBS infonned that would give C a calback within several business days 
C understood and agreed 
C inquired if C can call ARBS back on 01/05/18 if C does not hear from ARBS 
ARBS states that is fine 
Call ended motualy 

✓ ;~~~~~';'~ ~{~~fr.~0~::W ~kection date fO< c 
Created By: Dakota McGregor (1/2/201810:23 AM) 
ARBS placed outbound to DLR SM Franll!!IJ!!!i.l 
SM informed that cannot provide a loanern'enuu wrm such short notice 

✓ SM advised that inspection be rescheduled 
ARBS informed that would reschedule the appointment, and would update SM once DTS has updated ARBS 
SM agreed 
SM in!O<med then would provide ARBS date SM can have loaner/rental avaiable 

Created By: Dakota McGregor (1/2/201810:21 AM) 

~~~;~~~ og:;:~&lo&,, 
ARBS inquired if C would be attending inspection 
C states would like to but needs a rental/loane< veil 
ARBS infonned that DLR held rental/loane< fo, C fO< several days without C drop!)ing off veh 0( picking up loaner 
C states C got coofused after ARBS left C a vmx 
ARBS infonned that per DLR rentallloane( may not be available with such short notice 

✓ ARBS inquired if C can attend inspection date without a rental/loane, 
C states no 

✓ 

ARBS informed then inspection may have to rescheduled 
C l.llde<stood 
C states that incident has happened 3 more times 
C states while going ~ a sewer line and while going over some white traffic lines 
ARBS infonned would reach back out to C to further discuss later 
C understood 
Call ended motualy 

Created By: Dakota McGrew 11/2/201810:19 AM) 
ARBS notes additional notes from SM Frank: 

SM informed that large amount of indement weather is supposed to arrive on 0< before 01/04/18 
SM informed that with such little notice, SM may not be able to procure a rental/loaner fO< C 

Created By: Dakota McGrew '1/2/2018 9:26 AM) ~~~~=:cur:~= :r,ra~~ l!II. !!£ !JJl ~eked up the k>aner/rental veh 
✓ SM in!O<med that SM reserved the loaner/rental fO< several days 

SM in!O<med that has spoken to C and Cs daughter without resolution 
ARBS thanked SM 

Created By: Dakota McGre99f 11/2/2018 9:18 AM) 
✓ ARBS received vmx from C informing that SM in!O<med C to pick up veh 

C states C is confused 

✓ ;~~~~!~~2tt!•J:fist%;~.:~::i!~2
~tAM) 

ARBS placed outbound to 
ARBS spoke to SM Frank 
SM in!O<med C has not picked up the loaner/ rental veil yet 
SM informed would call the C 
ARBS provid~■■■■ and in1ormed that is daughter who is authorized on account currently 
SM understood 
ARBS thanked SM 
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SM thanked ARBS 
Call ended mutualy 

Created By: Dakota McGre99fl12/18/201711 :14AM) 
✓ ARBS received vmxfrom Con 12/15117 confirming appointment and in1ormedwoold pjci< up rental/loanerveh on 12/18 

Created By: Dakota McGreao< 112/15/2017 9:18 AM) 
ARBS placed outbound to c -~ 1 
ARBS left vmx on second call 

✓ ARBS informed that inspection is scheduled fo,01/04 a 10AM 
ARBS informed that rental wil be ready for Con 12/18/17 
ARBS informed that needs C to confinn pickup of veh and appointment, or ARBS will have to cancel 
ARBS provided best contact info and requested callback 

Created By~ Dakota McGce99f (12115/2017 9:06 AM) 
ARBS placed outbound to DLR SM Frank Rodgers 
ARBS spoj(e to SM 

✓ ARBS informed that inspection is scheduled for 01/04 1111 OAM 
SMconfrmed 
SM informed that rental wil be ready for Con 12/18/17 
ARBS thanked SM 

✓ Created By: Dakota McGrew 112/13/2017 4:02 PM) 
ARBS subrritled DTS request 

Created By: Dakota McGrei (12/13/2017 4:02 PM) 
ARBS placed outbound to C 

✓ ARBS left vmx for C inform11 •~u t1 111:urmtloanef veh would not be available for several busiless days, and ARBS referred C to speak to DLR further in several business days 
ARBS informed that SM ilfonned that would have to procure a rentallk>aner as does not have one currentty 
ARBS informed if C has questions or concerns to let ARBS know 

Created By~ Dakota MGGCC99f (12113/2017 3:57 PM) 
ARBS placed outbound to DLR Baron Nissan 
ARBS spoj(e to SM Frank Rodgers 
ARBS informed that would be sending a DTS out for inspection for Cs FEB concems 

✓ ARBS informed that rentallloanef would be provided for duration of review 
ARBS inquired wllen C cook! pick up rental/ loane< 
SM informed in several business days 
SM requested e-mail from ARBS regarding rental 
ARBS sent SM e-mai with rental instructions attached 

Created Bv: pakota McGreqof112/13/2017 2:59 PM) I Last Modified By: pakota Msficc:99f 112113120112:59 PM) 
✓ ARBS received vmx from Cs mother Rosemarie Chabus 

Customer informed is authorizjng Cs daughter Mary Kate Chablis on the account 

Created By: Dakota McGregor (12/13/2017 2:57 PM) 
ARBS placed outbound to C 
ARBS verified and completea prooe 
ARBS spoj(e to Ms. Chabus 

C states C was not aware that had brake assist on the veh 

Fn t incident 

C states was oo a par1<way 
C states was going 55 mph 
C states that veh will make a grinding nosie i ke trying to stop 
C states that veh will not stop but does act like is trying to stop 

Second incident 

C stales that was going about 30 mph 
C states that veh stopped goilg over the lines in the aosswalk 
C states that does not remember if a veh was in front of C, but does not know that was not near Cs veh 
C states that was going over crosswalk with white striped lines on it at an intersection 

✓ ~ : :~ :::~-:;...~~~:.t~~ ~.:;::;.f',.:-~~ C 
C states that there were no overhead obstructions, no signs, no overpasses, no railroad tracks 
C stales there we<e intersectioo lights oo poles from the street nearby 
C states there was no inclement weather 
C stales that Cs veh automatically braked, and C heard a grinding noise 
C states that veh did not oorne to a complete stop but did slow down 
C states C kept driving the veh and called the DLR to discuss 
C states that cannot provide an exact location of the incident ordy what was provided in probe 
C states no one was injured and there was no property damage 

ARBS offered inspection and process to C 
ARBS explained that is a 6-8 weel< process 

C states that C is not owner of the veh 
ARBS inquired wl1o ARBS is speaking to 
C stales is daughter daughte< of the owner mary kale chal)us 

ARBS informed that would have to have authorization from the owne, for case to proceed 
C !Mlderstood 
ARBS provided contact info 
ARBS thanked C 
C thanked ARBS 
Call ended mutualy 

Created By: Dakota McGrew 112/13/201712:37 PM) 

"""' ARBS REC~~-~ REVIEW, V~FY ,~BE 

created By~ Samantha Ohcon 11211212011 7:09 AM} 
Vehicle conce~ Emergency Braking 

✓ Created Bv: Markija Scott 112/11/2017 4:38 PM) 
RCAS-MS VERIFIED C's name, mailing address, e-,nail, phone#, vehicle 
RCAS-MS CHECKED for open recalls/carrc,aigns and found: Nooe 
Previous UNRELATED Case(s) FO<.lld: Nooe 
Previous RELATED Case(s) Found: Nooe 
RCAS-MS ADVISED 'Tois call may be recorded for quality and training ptMJX>SeS." 

RCAS-MS placed outlxlund call to Custome<'s daughter, Mary Kate Chabus, (herealte, known as CUstomer) a on 12/11/2017 at 4:15pm. 

Page 5 of 6 

RCAS-MS stated that RCAS-MS is Customefs Regional Consumer Affairs Case Manager and in short, that means that RCAS-MS is Customer's point of contact with Nissan Corporate regarding Customers concerns or 
questioos with vehicle or DLR. 
RCAS-MS provided direct contact informatioo. 
RCAS-MS confinned CUstomer's concern. 

Customer agreed. 

RCAS-MS asked Customer to tel RCAS-MS a little bit about the concern that CUstomer has been expe,iencing. 

CUstomer stated that CUstomer wasn't even aware that Customer's vehicle had this feature on it. 
CUstomer stated that CUstomer was driving down the street and the vehicle started making a grinding sound. 
Customer stated that ~ was like the brakes and the gas were being pressed simultaneously. 
CUstomer stated that the vehicle stopped for like 20 seoonds and then the vehicle began to move again. 
Customer stated that the DLR advised Customer to contact NNA rather than b<ing the vehicle to the DLR. 

RCAS-MS understood. 
RCAS-MS thanked CUstomer for the background on the event. 
RCAS-MS asked Customer how many times that this type of ooocern has happened. 
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Customer stated that the concern has happened twice since owning the vehicle. 
Customer stated that CUstomer was going cwe, a a-osswalk when the concern happened. 

RC~S asked Customer if Customer remembers the roads that CUstomer was traveling on. 

Customer stated that the concern happened on Grand Avenue and Demott Avenue. 

RC~S thanked CUstomer for that infonnatioo. 
RC~S stated that the next steps in the case will be Customer's case will be transferred to the appropriate department for furthe< handi ng. 
RC~S stated that CUstomer will be contacted wittvn 1--3 business days and will need to ha-,e 20-30 mnrtes availallle to speak. 

Customer understood. 

RC~S stated that CUstomer can reach out to RCAS-MS if any questioos should come up before CUstomer is contacted. 

CUstomer understood. 
Customer thanked RCAS-MS. 

RC~S asked Customer if Customer has any other questioos at this t ime. 

Customer declined. 

Call ended mul\Jaly. 

Created By: Courtney Gordon (12/812017 11 :14 AM) 
- CASE SUMMARY-
C contacted Nissan CA requeslilg assistance with: 

VEH stopping on its own I OLR advised C contact NNA for software update 

Created By: Courtney Gordon (12/812017 11 : 13 AM) 
CRR-CG VERIFIED Acoount Info including: C's name, home & email address, phone# & best contact# 
CRR-CG VERIFIED VEH ln1o including: VIN#, current Mileage 
CRR-CG CHECKED for open recals/campaigns and found:O 
CRR-CG CHECKED for previous UNRELA TEO Case(s) and found:0 
CRR-CG CHECKED previous RELATED Case(s) and found: 0 

CRR-CG received inbound call: 
CRR-CG Noted concern is: VEH stOl)l)ing on its own 

C states that C was driving Oec 7th when the VEH tried to stop on its own 
C states C went over a white line in the orad and then began to grind as if the VEH was trying to stop 
C states C contacted BARON N ISSAN regarding this and was advised that this is j ust something that happens with these VEHS 
C states C was advised that C should contact NNA rather than bring the VEH in to the DLRSHP 
C states C was advised that NNA wiJI be releasing a software update that would address the concern 

CRR-CG advised C bring the VEH in to the DLRSHP 
CRR-CG offered to transfer C 

Cdeclined 
C states C is dropping cs child off and then will contact the OLRSHP 
C requesting to know if a software update will be released that addresses the concern with the VEH stopping on its own 

CRR-CG advised C will be 1ollowed up with not later than EOB DEC 11th regarding this concern 

Cl.llde<stood 

CRR-CG offered further assistance 

C declined 

CRR-CG provided C with employee 10 & Case # 
Call ended mul\Jaly 
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Case Categorizations 

Action c..s.. Categorization # c..tego<y Description 

NISSAN PRODUCT 
INQUIRIES 

Subcafego<y Description 

ROGUE 

Symptom Description 

GENERAL INQUIRY 

POOR OR IMPROPER 
OPERATION 

Case Categorizations Help 

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

Forms 

Action Form -.... sack To Top 

BRAKES 

Request Type 

UR 

GEN. BRAKE 
COMPONENT(S) 

OF 

03 

CleatedBy 

Marl<ita Scott. 1211112017 4:34 PM 

Always show me more records per related list 

12/8/2017 

1/26/2018 

ZR 

YX 

l>Z 

AO 
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270500 

121500 

Created Date 
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OA 
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- 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 

Account Name 

Contact Email 

Home Pl1one 

Letter Se-nt Date 

Letter Received Date 

Follow Up Date 1/1612018 

Supporting Documents 

CA Muttiple Repairs 

Social Media Involvement 

Martiz Custome< Id 

Case O#nH location Murfreesboro 

J Reopen Case 11 Clone Closed Case J 

Case Owne< la,oo Morrisoo 

Type CA 

Case Origin Phone 

Executive Refenal 

Exee>Received-Oa.te 

Status Closed 

Datelrme Opened 12/14/2017 9:38 AM 

Datetrme Closed 1/15/2018 2:36 PM 

Multiple Repairs No 

Executive Summary 

Texting Status Executive Actions To Resolve 

Case Reopen Count 0 

Description CUstomer requested NNA assist the dealer to prope'1y diagnose the FO<Ward Emergency Braking system. 

Call Script 

Who contacted u.s? Consumer 

#Vehicles Owned 1 

Vd'liele Purchased New 

Pre-Owned Initial Mileage 

Current Mile- 8,309 

Incident Codes. IIR REQUIRED 

lncidef'lt Date 

Sent to legal 

Accident 

Asbag 

Fire 

IIR lndic.ator 0 

IIROate 

HR 

Vehicle Information 

Vehicle JN8A T2MVnr,-

Model Year 2017 

Make NISSAN 

Model Line ROGUE 

Model Code 22617 

Dealer Detail 

ease Servicing Dealer FRED ANDERSON NISSAN OF ASHEYJI I f 
Case Servicing Dealer Region Southeast Region 

Bluetooth 

Related Items 

Responsible District 14 

SharedWrth 

Phone Carrier 

Phone Manufacturer 

Reported From 

Issue Categories 

Approwd Ched< Reques1s $0 .00 

https://nissanna.my.salesforce.com/5000G00001LubtAQAR 

Vehicle Maintained Location FRED ANDERSON NISSAN OF ASHEVILLE 

Previous Repai.r Date 

Previous Repair Location 

Related Vehicle Make Nissan 

XTIME Appointment Numb« 

Rollowf' 

Property Damage 

Injury letter 

Nootber Injured 0 

RHR Started 

RHR Completed 

Customer Document Requested ✓ 

Date Requested 1/15/2018 

Customer Document Received ✓ 

Date Received 1/15/2018 

Part Numb« 1 

Beyond Basic Warranty Miles 1 O 

Beyond Basic Warranty Months1 3 

Beyond PT WalTal'lty Miles1 0 

Beyond PT Warranty Months 1 O 

Data Net 

Datanet Deal« Date 

Oealff Instructions 

Requested Dealer Action Please review 

Bluetooth Ticket Status 

Phone Model 

Phone Operating System 

Goodwill Offered 

VCAN 

Goodwill Processed 0 

Vehicle Service Contract 

VSC Reprint Request Email 
.J 
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Contact Name --

Sales & Service Campaign Specific Information 

Hot Alert Date 

LS Response rime 

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:- PHONE:- VIN: 
JN8AT2MV7~ 

Root Cause 

Created By 

Last Mocfrfied By 

Katharina Bueci<ert, 12/14/2017 9:38 AM 

NNAill, 12/11/2018 11 :10 PM 

Case Record Type CA Oosed Case 

Days Closed 869 

Action c- NT8H 

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

Agent Comments 

Agent Comments Discuss C's DTS appointment 

Agent Next Step 

Root Cause Code 

Root Cause Code (2) 

Document ID 

I Reopen Case I ! Clone Closed Case! 

Case History 

Dale 

1/15/2018 2:36 PM 

1/12/2018 9:34 AM 

1/2/201811:07 AM 

12/22/2017 8 :40 AM 

Show more • I~ 

Case Comments 

Pubic Ccmmenl 

Use< 

Aaron Momson 

Aaron-.;son 

~ 
Aaron-.;son 

Action 

Changed Status from Open to Closed. 

Closed. 

Changed Follow Up Date from 1/12/2018 to 1/1612018. 

Changed Description. 

Changed Follow Up Date from 12/22/2017 to 1/12/2018. 

SCSV 

Created By: Aaron Morrison (1/1512018 2:33 PM) 
•" CASE SUMMARY"" 
C iiiiiii contacted NNA to request assistance getting their lane assist, torward emergency braking, and whinilg noise Chears while on phone fixed. 

Page 2 of 5 

Ca-se History Help 

Case Conments Help 

RCA>AM requested DTS-Gary Torgerson to look at VEH and discovered that NNA is curently investigating the whining noise Chears while oo the phooe as well as C's coocem Chas while cross,ng railroad tracks with 
✓ tt,e;r to<ward emergency brakilg. DTS-GT was not able to duplicate any coocems with C's lane assist. 

RCA>AM advised C to wcrk dosefy with the DlR in efforts to have their lane assist feature conoems duplicated and advised that NNA will contact DlRs when a fix is available tor C's other concerns. 

""STATEMENT OF DECl SION"" 
RC~ closing case as no further assistance is available. 

~ ;~~~~~:;,:;~rrison (1/1512018 2:29 PM) 

Created By: Aaron Morrison (1/1512018 2:28 PM) 
RCA>AM placed outoound call to C@l!!llil!IIJ!!I 
RCA>AM ADVISED 'This call may be re<ooJeo TC>r quality and trainilg PllJ)OseS." 

C stated that DTS explained everythilg to C but C's lane assist is stil not wcrking. 

RCA>AM understood and -ed if the DTS was ar.e to duplicate C's concern with the lane assist? 

C stated that the DTs was able to get tt to to wcrk whi e the DTS drove the VEH. 

C stated that tt didnt wcrk when C was on the way home. 

RCAs,AM understood and apologized and advised that the coocem needs to be duplicated before RCAS-AM would be able to offer further assistance. 

C understood. 

RCA>AM advised that the other coocems C is havilg are curently ...--investigation by NNA and NNA will update the DLRs as sooo as there is a fix . 

C understood. 

RCA>AM advised C to wcrk dosely with the DlRs to have C's lane assist duplicated and then RCA>AM will be able to offer further assistance. 

C understood. 

RCA>AM apologized and asked if C had further questions. 

C declined. 

RCA>AM thanked C tor th..- time. 

Call ended. 
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✓ Created Bv: Aarop M9qill9o (1/12/201:rsi a 

RCAS-AM placed OOUXlund call to C @ (828 
RCAS-AM ADVISED 'Tois call may be , lity and training l)<MpOOeS." 

✓ 

RCAS-AM asked if C can slil make appointment on Monday at 9am. 

C stated that C can make the appointment. 

RCA>AM undefS!ood and advised that RCA>AM will follow up with Con Tuesday next week following C's appointment to discuss furthe< action in tile case, 

C understood. 

RCAS-AM asked if C had ft.r111er questioos. 

C declined. 

RCA>AM thanked C for tllei" time. 

Call ended. 

Created By~ Colteto Patchfitt 1119/2018 7:53 AM} 
CRR-CP received call from C wanting oonfirmation of C appointment 
CRR-CP verified name, address and case# 

C stated that C believed had an appointment today and C has called Aaron and n._. gels a re,ponse 

CRR-CP checked notes and advised C that tile appointment is for next Monday Jan 15, 2018 at 9 am 

C thanked me and stated that C tool< today off but its all good as C didnl feel well today 

call ended mutually 

✓ Created By: Aaron Morrison (1/912018 7:49 AM) 
RCAS-AM received VMX from C requesting a call back. 

Created By: Charity Trull (1/2/201811:07 AM) 
C is requesting assistance getting tllei" FEB wor1<ing properly 

Created By: Aaron Morrison (12/22/2017 8 :38 AM) 
RCA>AM placed OOUXlund call to C@ (828-
RCAS-AM ADVISED 'Tois call may be ~lity and training ---

RCAS-AM advised C of DTS appointment on Monday 1/15/18 at 9:00am 
RCAS-AM advised RCA>AM will call Con 1/12 to confirm C's appointment. 

C stated that C woo1d take off - and that would wor1<. 

✓ RCA>AM undefS!ood and advised that RCA>AM will call Coo 1/12 to confinn C's appointment. 

✓ 

C understood. 

RCAS-AM asked if C had ft.r111er questioos. 

C declined. 

RCAS-AM thanked C for tllei" time. 

Call ended. 

Created By~ Aaron M9uffl99 (12120120113:12 PM 
RCA>AM placed OOUXlund call to C @ (828 
RCAS-AM ADVISED 'Tois call may be lity and training ---

c stated that the FEB light came on, on tllei" way to wor1<. 
RCAS-AM undefS!ood and advised that RCA>AM will make a note of that 

RCA>AM advised that RCA>AM has been in oontact with ASM-Jennifer Kendall and was advised that OTS should get in-. 
RCA>AM it takes aboot 2 days fo, RCAS-AM to be provided an appointment and will cal C Friday with appointment information. 

C understood. 

RCAS-AM asked if C had ft.r111er questioos. 

Cdeclined. 

RCAS-AM thanked C for tllei" time. 

Call ended. 

Created Bv: Aamp M9qi1'9o (12/2012017 2:19 PM} 
RCAS-AM called SM-Jennifer Kendall. 

SM.Jennifer Kendall stated that tile DLR talk to DTS-Gary T orgersoo but is not sure what came from that 

✓ RCAS-AM asked if DTS should inspect VEH. 

S'-WK stated that yes C - come back in and DTS - inspect VEH. 

Call ended. 

Created By: Erikka Miotto (12/20/201712:40 PM) 
VSCS-EM received inbound call from C 
VSCS-EM VERIFIED Acoooot Info including: C's name, ho,ne address, best contact# 
VSCS-EM CHECKED for open recals/campaigns and found: 0 
VSCS-EM CHECKED for previous UNRELATED Case(s) and found: 0 
VSCS-EM CHECKED fo, previous RELA TEO Case(s} and follld: 0 - . __ ...,. ... _.,._.,.,. __ 
C called in regards to case 
C stated RCAS was stq)OSed to call Cat 11am and C is afraid C missed call due to AT&T networl< being in and out today 

VSCS-EM apologized to C for networl< ooncems 
VSCS-EM advised C that RCAS wil contact C today as there is a sh~ follow up today 

C understood and advised C tried to contact RCAS but keeps getting VMX 

VSCS-EM a....-ed C that RCAS wil f/\J and vscs will send email to RCAS to advise C caled 

C appreciated assistance 

Call ended mutualy 

Best oontact # (828-

✓ ~~~~~tf'l'Mt'!..~~1:~~0
~[ ~~ Nissan and left VMX requesting a cal back. 

~::~~~ Akash Patel (12/201201710:24AM) 

Created Bv: Akash P•tel (12/201201710:24AM) 
CRR-AP VERIFIED Account Info including: C's name, home & emai address,& best contact# 
CRR-AP VERIFIED VEH Info including: VIN#, 
CRR-AP CHECKED for open recalls/campaigns and tound: 
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CRR-AP CHECKED for p revious UNRELATED Case(s) and found: 2 
CRR-AP CHECKED previous RELATED Case(s) and found: 0 
CRR-AP informed C that there is an open VEH campaign. 
CRR-AP received a cal from C. 

C stated C case is Ol)ef1 and C received cal but its on VMX. 
C stated C oon, remember the case number. 
C stated C received call while C drive the veh. 
C stated C need to speak with RCAS-AM. 

CRR-AP provide RCAS-AM first name and wa1< phone numbef. 
CRR-AP provide case number.agent name.id. 
CRR-AP aslt any further assistanoe. 

C denied. 
Call ended mutualy. 

✓ Created By: Aaron Morrison (12/2012017 9:41 AM) 
RCAS-AM called S-rank Nicotra and left a VMX requesting a call back. 

✓ Created By: Aaron Morrison (12/2012017 9:38 AM) 
RCAS-AM called ASM.Jennifer Kendal of Fred Anderson Nissan and left VMX requesting a caa baci<. 

Created By: Aaron Morrison (12/1512017 4:25 PM) 
RCAS-AM plaoed outllound call to C@ (828-
RCAS-AM VERIFIED C's name, home & emilll'lllffl!!!!, phone#, YEH modellmodet year 
RCAS-AM CHECKED for open recalls/carrc,aigns and found 
Previous UNRELATED Case(s) Found: 2 
Previous RELATED Case(s) Found: 0 
RCAS-AM ADVISED 'Tois call may be re<ooled for quality and training ptMJX>SeS." 

RCAS-AM provided C with RCAS-AM's contact information 

C stated that......, C first bought YEH, Chad a warning about their braking. 
C stated YEH brakes on its own when going over the train tracks. 
C stated that......., C was at the DLR, the DLR had to order a part for the automatic braking 
C stated that C's YEH lane assist sometimes worts and sometimes doesn't 

✓ C stated that the DLR has had a YEH for a total of 4 weeks and still has not fixed the YEH. 
C stated that C took a tech on test drive and the concern was not duplicated, 
C stated that there has been 2 different radios in YEH. 
C stated that- talking on phone in YEH, the pe,soo C is talking to can hear a wllining noise. 
C state that C automatic start is not acting right and C cannot get in their VEH. 
RCAS-AM understood. 

Page 4 of 5 

RCAS-AM advised C that RCAS-AM has attempted to contact the DLR but could not get in touch with a servioe manager or adviser and advised that RCAS-AM will continue to try and get in touch with the DLR to gather 
information to help move case faward and get C's ooncems taken care of. 
RCAS-AM advised that RCAS-AM will look into additional resources to help C and will follow up with C on Wednesday next weed< aroond 10:00.11 :ooam. 
C understood and thanked RCAS-AM. 
RCAS-AM asked if C had questions. 
Cdeclined. 
RCAS-AM thanked C for theio' time. 
Call ended. 

✓ ~~~~~:f'l'Mt'!n~.,11::.0~ ~~o ~ Nissan, left VMX requesting a cal baci< 

Created By~ Katharina Rs,eske:rt 112/1412017 9:50 AM) 
- - [CASE SUMMARY]"' -

C contacted NNA CA requesting assistanoe with the automatic braking. 
DLRSHP unabre to diagnose. 

Best Contact#: (828)-

Created By: Katharina B1eesktrt (12/1412017 9:48 AM) 
CRR-KB VERIFIED Account information including: C-s name, home & e-mail address, phone numlJer & best contact numlJer 
CRR-KB VERIFIED YEH Information including: VIN #, OUrrent Mileage. 
CRR-KB CHECKED for open recalls/campaigns and found: 0 
CRR-KB CHECKED for previous U NRELATED Case(s) and follld: 1 
CRR-KB CHECKED previous RELATED Case(s) and found: 0 
CRR-KB NOTED conoem is: DLRSHP unable to duplicate. 

CRR-KB received inbound call from C. 

C stated there was a warning for the automatic braking. 
C stated C took YEH to DLRSHP FRED ANDERSON NISSAN OF ASHEVILLE and tt took 3 weeks to fix 
DLRSHP couldn, fix properiy. 
C stated when DLRSHP put new parts in everything went hay wire. 
C stated now the w arning lights doo't come on wllen C goes over the line. 
c stated on the way to work tt does wa1< and then on way home tt ooesni work. 
C stated ifs not reliable sometimes tt wa1<s sometimes tt doesn't 
C stated Chad DLRSHP drive with C and DLRSHP is not able to determine the cause. 
DLRSHP advised C contact NNA CA. 
C stated Chas been working with SA-ANDREA. 

C stated also sometimes - C starts the YEH with automatic starter C was able to get in the car and drive fMay. 
C stated normally C has to restart the YEH when C gets in the YEH after C starts the YEH with automatic starter. 
C stated C had to get a new radio put in and now when C makes outbound calls the other end hears a winding noise. 
C stated this is a new YEH C just wants the YEH to wa1< properly. 

CRR-KB acknowledged C's conoem. 
CRR-KB informed C that the case wil be transferred to a Regional Consumer Affairs Specialist who will contact the C by close o f business day 12/1512017 regarding C's ooncem. 

C llldefstood and thanked ORR-KB. 

CRR-KB aslted C if there w as anything else CRR-KB could assist with. 

C declined. 

CRR-KB provided C with agent ID 7319304 and case numlJer. 

C understood and appreciated the assistance. 

Cati ended mutual y. 
Best Contact#: (828)-

Case Categorizations 

Action ~ ~ # Catego,y Description s..bcatego<y Oesaiption 

AUDIO/VIDEDINAVI MONITOR, AROUND VIEW 

Syn.,tom Oescrip6on 

MULTIPLE REPAIR ATTEMPTS 

POOR DR IMPROPER 
OPERATION 

Case Categorizations Help 

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

13 12/14/2017 YE AA 300500 OA 

STEERING 

Forms 

No records to display 

A Back To Top 

DIRECT ADAPTIVE 
STEERING 

01 

tw,ays show me more records per related list 
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Home Accounts Ideas Dealer Locator Literature Requests Console Cases Home Reports Dashboards Articles Profile Feed Profile OVen,iew Comments Export Warrant) 

-Show Feed 

Case Detail 

Account Name 

Contact Email 

Home Pl1one -Letter Se-nt Date 

Letter Received Date 

Follow Up Date 12/18/2017 
Supporting Documents 

CA Muttiple Repairs 

Social Media Involvement 

Martiz Custome< Id 

Case O#nH location Murfreesboro 

Texting Status 

Case Reopen Count 0 
Description UR-FEB-EST 

Call Script 

Who contacted u.s? Consumer 

I Vehicles Owned 1 
Vd'liele Purchased New 

Pre-Owned Initial Mileage 

Current Mileage 4,100 

Incident Codes - IIR REQUIRED 

lncidef'lt Date 

Sent to legal 

Accident 

Asbag 

Fire 

IIR lndic.ator 

IIROate 

HR -
Vehicle Information 

Vehicle 5N1AT2MV6H• 
Model Year 2017 

Make NISSAN 
Model Line ROGUE 

Model Code 22617 

Dealer Detai l 

ease Servicing Dealer ROCKAWAY NISSAN 
Case Servicing Dealer Region Northeast Region 

Bluetooth 

Related Items 

Responsible District 07 

SharedWrth 

Phone Carrier 

Phone Manufacturer 

Reported From 

Issue Categories 

Approwd Ched< Reques1s $0.00 

Customize Page I Printable Vrew I Help for this Page 

CaseHistoryf~ I <:aseCorrments.W I CaseCaleooriz.ationW I !2a:!!!W 

J Reopen Case 11 Clone Closed Case J 

Case Owne< ■ Dakota McGregor 

Type CA 

Case Origin Phone 

Executive Refenal 

Exee>Received-Oa.te 

Status Closed 

Datelrme Opened 12/14/2017 1:41 PM 

Date/Tome Closed 12/18/2017 9:26 AM 

Multiple Repairs No 

Executive Summary 

Executive Actions To Resolve 

Vehicle Maintained Location 

Previous Repai.r Date 

Previous Repair Location 

Related Vehicle Make Nissan 

XTIME Appointment Numb« 

Rollowf' 

Property Damage 

Injury letter 

Nootber Injured 0 

RHR Started 12/14/2017 

RHR C«npleted 

Customer Document Requested 

Date Requested 

Customer Document Received 

Date Received 

Part Numb« 1 

Beyond Basic Warranty Miles 1 O 

Beyond Basic Warranty Months1 

Beyond PT WalTal'lty Miles1 0 

Beyond PT Warranty Months 1 0 

Data Net 

Datanet Deal« Date 

Oealff Instructions 

Requested Dealer Action 

Bluetooth Ticket Status 

Phone Model 

Phone Operating System 

Goodwill Offered 

VCAH 

Goodwill Processed 0 

Vehicle Service Contract 

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

Hot Alert Date 

LS Response rime 

Vert>atims 

Alert Trigger Verbatim 

Survey Verbatim 

Deale< Action History 

NNA Notes 

Customer Conversation Notes 

DTS Inspection 

Contact Name 

Home Phone 

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:-­
SN1AT2MV6~ 

Denise Rosacker 12/1412017 1:41 PM 

NNAill, 12/10/2018 9:55 PM 

Case Record Type CA Oosed Case 

Days Closed 897 

Action c- NT 4D 

What action was taken? 40 Customer Refused Assistance 

Agent Comments 

Agent Comments # tlR has been completed as ol 12/14117. 

Agent Next Step 

VIN: 

I Reopen Case I ! Clone Closed Case! 

Case History 

Dale Use< 

12/18/2017 9:26 Dakota 
AM ~ 

Action 

Changed Status from Open to Closed. 

Closed. 

Root Cause 

Root Cause Code 

Root Cause Code (2) 

Document ID 

SCIN 

12/18/20179:25 lllll5silil 
AM ~ 

Changed Subject from CUSTOMER:-­
SN1AT2MV6H<IIIII . 

VIN: SN1AT2MV6H<IIIII to CUSTOMER: 

12/15/20178:11 lllll5silil Changed Follow Up Date from 12/20/2017 to 12/18/2017. 
AM McGregor 

12/15/2017 7:28 
AM Samantha Dixon Changed Case Owner from Kyra Walton to Dakota McGregor. 

Show more • I ~ 

Case Comments 

Public Comment 

✓ 

✓ 

✓ 

✓ 

Created By: Dakota McGregor (12/1812017 9:25 AM} 
CASE CLOSING SUMMARY 

ARBS notes C refused assistance 

ARBS notes doeing case pending C callback 

Cr:a tota McGregor (12/1812017 9:25 AM} 
(347) ARBS placed outbound to C 
AR had time to speak to ARBS 

C states C had an appointment to go into the DLR for a d icking no,se potentially related to the steering oolumn 

C states that last week the malfunction i ght came on for the FEB 
C states that C has had 2 prior incidents with FEB 
C thinks that first incident veil was not dirty 
C states that FEB has automatically braked with nothing around 
C states that C went to the DLR. and DLR informed C that the camera was covered in dirt and needed to be washed 
C states that C went to the carwash, and the malfunction ight went ,rway 
C states s;nce deaning the veh, C has had no incidents 

ARBS informed C that FEB does have limitations 
ARBS offered inspection to C and inlonmed of 6-8 week process 
C states that C would tike to wait, and will let ARBS know ~ happens again 
ARBS understood 
ARBS provided C best contact info 
ARBS thanked C 
C thanked ARBS 
Cal ended mutualy 

Created By: Dakota McGregor (12/1512017 2:30 PM) 
(347)- ARBS placed outbound to C 
AR~ requesting callback and 25-30 minutes of Cs time 
ARBS requested detailed vmx of when C coold take a callback during ARBS business hours 
ARBS provided best contact info and case # 

Created By: Dakota McGregor (12/1512017 2:27 PMI ~~~~~~~~~~---------·--
Created By: Samaptha Pil90 112/1512017 7:27 AM) 
C requesting assistance with FEB. 
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Created By: Kvra Walton 11211412011 3:33 P­
RCAS-KW placed ou11xlund call to Con #(347 
RCAS-KW VERIFIED C's name, home & email • concern, phone 
RCAS-KW ADVISED "This cal may be recorded tor quality and training pt.rpOses .• 

RCAS-KW VERIFIED VEH Info including: VIN#, Current Mileage, Warranty & SeMce History 
RCAS-KW CHECKED for open recalls/~ns and found: 0 
RCAS-KW CHECKED for previous UNRELATED Case(s) and found: 0 
RCAS-KW CHECKED previous RELATED case(s) and found: 0 

RCAS-KW advised that RCAS-KW is C's case manager and pant of contact tor C. 
RCAS-KW stated RCAS-KW understands that C is having concerns with Forward Eme<gency System. 

C understood and stated that is correct 

RCAS-KW unde.-stood and apaogized to C. 
RCAS-KW asked C IIR questions. 
RCAS-KW informed C that C would receive contact within the next 3 business days. 

C underslood and thanked RCAS-KW for al the help. 
Cal Ended Mutually. 

Created By: KYOJ Wallon 112/14/2017 3:28 PM) 
RCAS-KW submitted IIR report for furthe< review. 

Created By: Denise Rosacker (12/14/2017 2:02 PM) 
CRR-OR <OPENED or VERIFIED> Acoooot inlormation including: C's name, home & e-mail ad<i'ess, 
phone numbe< & best contact numbef 
CRR-OR VERIFIED VEH Information including: VIN#, C..-rent Mileage, 
CRR-OR CHECKED tor open recalls/campaigns and found: 0 
CRR-OR CHECKED for previous UNRELATED Case(s) and found: 0 
CRR-OR CHECKED previous RELATED Case(s) and found: 0 
CRR-OR NOTED concern is: IBA Concerns - Wants to be put into another 2017 rogue 

CRR-OR received inbound call from C: Neythsyria Pedlar 

C stated C was calling as C's VEH is having IBA concerns 
C stated that the fO<ward b<eaking system just engaged for no reason 
C stated C also heard cicking noises 
C stated C took rt to ORSHP to get rt looked at 
C stated also the malfunction light came on tor the IBA (forward braking system) 
C stated DLRHSP couldn1 duplicate concern 
C is asking to be put into a new 2017 Rogue the same as C's as C doesn't feel safe in this vet 

CRR-OR apologized for this concern and agreed to assist C by putting this ~ in for C 
CRR-OR verified C's info name, address, phone, emai, VIN and mileage 
CRR-OR informed C that a case would be made and forwarded to RCAS for fu'ther review 
CRR-OR informed C that RCAS would contact C by COB Dec. 15, 2017 
CRR-OR also inlonmed C of the EV AP warranty with rts syn"4)1orns including strong gas smell in VEH and the - putting gas in VEH 

C acknowledged and thanked for assistance 

CRR-OR asked C tt there was anything else CRR-DR cook! assist with. 

C declined. 

Best Contact 
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Case Categorizations 

Action ~ ~ # Categcxyllescription S<lbcalegofy Description Symptom Description 

Case Categorizations Help 

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

Forms 

Action Form -,.. Back To Top 

BRAKES 

Request Type 

IIR 

INTELLIGENT BRAKE ASSIST POOR OR IMPROPER 
(IBA) OPERATION 26 

Created By 

~ 12/14/20173:27PM 

Always show me more records per related list 

12/14/2017 YX AD 

Copyright© 2000-2020 saleslorce.corn, inc. Al rights reserved. ) Privacy Statement I Security Statement I Terms of Use I 508 Compliance 
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• Search ... Search Derek Latta Help & Training All Tabs 

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

-Show Feed 

Case Detail 

Account Name 

Contact Email -Letter Se-nt Date 

Letter Received Date 

Follow Up Date 6/20/2018 

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 HislOf( [&l I Case Corrments 1lUll I Case C:deoorizations f2l I ~Jill 

J Reopen Case 11 Clone Closed Case J 

CaseOwne< 

Type 

Case Origin 

Executive Refenal 

Exee>Received-Oa.te 

■ Lawanda Bradley 

CA 

Phone 

Status Closed 

Datelrme Opened 12/14/20171:52 PM 

Date/Tome Closed 6115/2018 9:59 AM 

Multiple Repairs No 

Executive Summary 

Texting Status Executive Actions To Resolve 

Case Reopen Count 2 

Description Coosumer Affairs Voluntary Rej)jacement due to 3 repairs with 57 days down due to 3 !award eme,gency braking system randomly comes oo and brakes by itself (coocem unde< 
engineering re-ne'W) 

Call Script 

Who contacted us? Consumer 

I Vehicles Owned 

Vehicle Purchased 

Pre-Owned Initial Mileage 

Current Mileage 

Incident Codes . IIR REQUIRED 

lncidef'lt Date 

Sent to Legal 

Accident 

Awbag 

F.-e 

IIR Indicator 0 

HR Date 

HR 

Vehicle Information 

Vehicle 

Model Year 

Make 

Model Line 

Model Code 

Dealer Detail 

Case Servicing Dealer 

Case Servicing Dealer Region 

Responsible District 

SharedWrth 

Bluetooth 

Related Items 

Phone Carrier 

Phone Manufacturer 

Reported From 

Issue Categories 

5N1AT2MV4H• 

2017 

NISSAN 

ROGUE 

29617 

YARK NISSAN 

Midwest Regiai 

14 

Approved Check Requests $40,935.93 

Vehide Maintained Location Yark Nissan 

Previous Repair Date 

Previous Repair location 

Related Vehicle Make Nissan 

XTIME Appointment Number 

Rollover 

Property Damage 

Injury Lett« 

NLWnber Injured 0 

RHR Started 1110/2018 

RHR C«npleted 1112/2018 

Customer Document Requested 

Date Requested 

Customer Document Received 

Date Received 

PartNumbH 1 

Beyond Basic Warranty Miles 1 0 

Beyond Bask, Warranty Months 1 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 

Phone Mode-I 

Phone Operating Sys1em 

Goodwill Offered 

VCAN 

✓ 

12/15/2017 

Se<vice Oepl Review 

please review. 

Goodwill Processed 2 

Vehicle Service Contract 

.J 

https://nissanna.my.salesforce.com/5000G00001LuiWGQAZ 6/2/2020 
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VSC Reprint Reque-st Email 

Sales & Service Campaign Specific Information 

Hot Alert Date 

LS Response rme 

Verbatims 

AJeri Trigger Verbatim 

Survey Verbatim 

Dealer Action History 

NNANotes 

Customer Conversation Notes 

DTS Inspection 

Contact Name ■■■■-

--WotkPhone 

Mobile Phone 

Email 

Attemate Email 

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 

Aetion<:ooe 

Notes to Agent 

CUSTOMER:-■-5N1AT2MV4H 

Pamela Smith 12/14120171:52 PM 

NNAETL, 9118/2019 9:24 PM 

CA Oosed Case 

718 

NTSC 

VIN: 

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

Agent Comments 

Case History 

6115/2018 9:59 AM 

Agent Comments 

Agent Next Step 

Us..-

Lawanda Bradley 

I Reopen Case! I Clone Closed <:.ose I 

Action 

Olanged Status from Open to Closed. 

Oosed. 

Root Cause 

Root Cause Code SCMV 

Root Cause Code (2) 

Document ID 

6115/2018 8:55 AM 

6112/2018 4:46 PM 

6/6/2018 10:16 AM 

Lawanda Bradley 

I awanda Bradfey 
Lawanda Bradley 

Olanged Follow Up Date from 6115/2018 to 6120/2018. 

Olanged Follow Up Date from 6112/2018 to 611512018. 

Olanged Follow Up Date from 6/6/2018 to 6112/2018. 

Show more • I~ 

Case Comments 

Pubic Comment 

Created By: Lawanda Bradley {6115/2018 9:58 AM) 
ARBS received notification that the VSC lor Ille replacement veil has been processed 
ARBS closing the case as no further assistance is needed 

Created By: Lawanda Bradley {611512018 8:55 AM) 
ARBS notes surrender date was 611412018 
ARBS subrritled request for VSC lor replacement vehicle 

I ;~~~"!~~~~:~:::~=~ 1g:~~~er date being sdleduled 

Created Bv: I awanda BfadleY 15130/201811:05 AM) 
ARBS sent email to Money-NS stating: 

Good morning, 

The $2,000 check was sent to the rustomer in February as a cash settlement before we offered to repurchase the vehicle. ls there anything else that is needed for this case? 

Thank you, 

Lawanda llradley 

Created By: Lawanda Bradley {5130/201811:02 AM) 
ARBS received email from Mor1ey-NS stating: 

Good Morning Lawanda, 

We are waiting on a $2.000 dleck fOf the customer in this case and I am oot showing that we have received it. 

Can you tell me when we should expect to receive this check please? 

Thank you! 

Nicole Sinn 
Disposition Coordinator 
Mooey VSPC 
2717 Schust Rd 
Saginaw, 48603 

Created By: Lawanda Bradley 15124/2018 8:29 AM) 
ARBS received payoff inlormation from NMAC in email stating: 

Ca-se History Help 

Case c.omnents Help 

No wooies, Lawanda. See Below: (-NOTE- Nole lllat lllis has anytt,ing to do with your request, but just wanted you to know Ille Dealersh;p got the pape,work back and ~ has gone to Ille Trtle Dept to get old litle) 

Peggy Holder 

https://nissanna.my.salesforce.com/5000G00001LuiWGQAZ 6/2/2020 
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Good morning, 

Could yoo please seod me that payoff inlonnatioo for this custome, agail? The onginal email that yoo provided me with the payoff back in January has been achi- and I am lUlable to retrieve tt and Morley needs that 
inlonnation fo, processing. 

Thank you, 

Lawanda Bradley 

Created By: Lawanda Bradley 15116/2018 2:41 PM) 
ARBS notes Morley case# 

~=essfulty created with Mor1ey with case Number as­

ARBS notes Morley FedEx Shipment# 

Created By: Lawanda Bradley 15116/2018 8:20 AM) 
ARBS sent email to C stating: 

Noproblem1 

Because the extended warranty ody stays on the vehicle and is only transferred from customer to customer and not vehicle to vehicle, what I will do is add an extended warranty to yoor replacement vehicle after the you 
take ownership of it. 

Thank you, 

Lawanda Bradley 

Created Bv: I awanda BfAdley 15116/2018 8:18 AM) 
ARBS received email from C stating: 

I Thanks. I co~ted the paperwork that you sent to Andrew, and I have the new vehicle insured now. I wanted to ask you about the Nissan extended warranty, is it transferable into the new one? You mentioned ear1ier 
that you would look i1to this, and am wondering if it is already ilcluded since my account has not manged. 

• 

Thanks for great h~. 
Mohammad Mayyas 

Created By~ I awaoda RaxUsw (511612018 7:53 AM) 
ARBS sent email to C stating: 

Good morning, 

The check for your replacement vehide was approved yesterday and will be ponted and sent to Morley today. From here, your case will be sent to Morley where they will verify all document and then contact you to 
schedule the surrender of your curent vehicle. You win take possession of your replacement vehicle on the same day that you surrender your current vdvde. 

Thank you, 

Lawanda Bradley 

Created By: Lawanda Bradley 15116/2018 7:40 AM) 
ARBS received email from C stating: 

Hi Lawanda, 
When the replacement process is expected to be complete? Could yoo please seod me update. 

Thanks 
Mohammad Mayyas 

Created By~ I awaoda Bra<Jley (5115/201812:31 PM) 
Consumer Affairs Voluntary Replcement due to 3 repairs with 57 days down due to 3 forward emergency braking system randomly comes oo and brakes by itself (coocem unde< engineering review) 

Created Bv: I awanda BfAdleY 151151201812:30 PM) 
Consumer Affairs Volllltary Settlement due to 3 repairs with 57 days down due to 3 lorward emergency braking system randomly comes oo and brakes by itself (coocem unde< engineering review) 

Created Bv: I awanda Bradley 15114/2018 10:46 AM) 
ARBS discussed with TL-CA 
ARBS wil add Extended warranty to replacement vehicle after C has taken possessioo of replacement vehicle for oosto,ner satisfaction 

Created By: Lawanda Bradley 15114/201810:39 AM) 
ARBS received SOC Ooc 

Created By: Lawanda Bradley 15110/2018 4:18 PM) 
ARBS sent email to Sales Rep-AO stating: 

Unfatunately no. I am still waiting oo the SUbstitutioo Documents from NMAC to be able to submit the ched< request for the replacement vehicle. 

Mor1ey, the 3rd party company that we use to faciJitate the surrender will contact Mr. Mayyas to schedule the surrender date of his current vehicle and on that date, he wil take possession of his replacement vehicle. 

Created By: Lawanda Bradley 15110/2018 4:17 PM) 
I ARBS received email from SalesRep-AO stating: 

Does this mean that we are al set and they may take possession of their new Rogue? 

Created By: Lawanda Bradley 15110/2018 4:15 PM) 
ARBS sent email to NMAC stating: 

Good afternoon, 

Could yoo please seod me SOC documents for this oosto,ner? 

Yark Nissan 
5957 W Central Ave 
Toledo, OH 43615 

- Attn: Andrew Dauer ~= ~ndrew.Oau7r1<automofivegroop.net 

CUrrent vehicle: SN1AT2MV4H~ 
Replacement 1/ehide: JN8AT2~ 

Thank you, 

Lawanda Bradley 

Created Bv: I awanda Bradley 15110/2018 4:09 PM) 
ARBS received sales cootract and title 

ARBS sent DlR agreement to Sales R~AO 

Created By: Lawanda Bradley 1519/2018 8:06 AM) 
ARBS sent email lo NMAC-PH statinkg: 

Good morning, 

Wil yoo please provide the bil of sale and the title for this account? 

Thank you, 

Lawanda Bradley 
Arbitration Specialist I 
Custo,ner Quality 

Nissan North America, Inc. 
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Fax--
Created By: Lawanda B<adley 1518/2018 4:26 PM) 
ARBS sent replacement agreement to C in email stating: 

Good afternoon Mr. Mayyas, 

I hope this email finds you wel and I hope you are enjoying your time out of the country! 

I have attached a copy of your Replacement Agreement tor you to sign and rel\Jm all of the pages bad< to me. 

Please feel free to respond to this email if you ha"' any questions. 

Thank you, 

Lawanda Bradley 

Created By~ I awaoda Bra<Jley (51812018 4:19 PM) 
ARBSnotes: 

Nissan agrees to replace your cment vehicle with a new, 2018 Rogue bearing the VIN: JN8AT2MV~. 

New Vehicle MSRP (2018 Rogue): $37,310.00 
Old Vehicle MSRP (2017 Rogue): $36,420.00 
Tolal Upgrade: $890.00 
Tolal Upgrade Fee Wai~: -$890.00 
Usage Fee: $ 0 .00 
(=) Total Customer Payment to Dealer $0.00 

Created By: Lawanda Bradley 1518/2018 2:54 PM) 
I ARBS notes replacement VIN 11: 

JN8AT2MV~ 

Created By: Lawanda B<adley 14/27/2018 11:21 AM) 
ARBS received C's registration and 2 veh photos 

Created By: Lawanda B<adley 14/25/2018 9:26 AM) 
ARBS made outlxlund call to StsRep.AD at 

ARBS inquired if the tow hitch can be transferred from the current veh to the rei,lacement veh 

SlsRep.AD stated SlsRep.AD doesn, see why not 
SlsRep.AD stated there wil possibly be a transfer fee 

ARBS stated oode<standing 

SlsRep.AO stated the DLR had to do a DLR trade 
SlsRep.AD inquired if C should stil stay in the loane< veh 

ARBS infonned StsRep..AD that as long as the loaner is on the open RO, ij should be covered - warranty 

SlsRep.AO stated the replacement veh is scheduled to get to the DLR today 
SlsRep.AD stated SlsRep.AO wil send ARBS the inll<lice and the mock bill of sale today 

ARBS stated thanks 

call ended mutually 

Created By~ I awaoda Bra<Jley (4/23/2018 5:00 PM) 
ARBS received email from StsRep.AD stating: 

Lawanda, 

Thank you. He and I h= discussed and I've found a match for him. I'm going to !award the buyers guide, please note that Mr. Mayyas's previous Rogue was upfitted with a small hitch for his bike carrier and al weather 
Nissan mats. So those will be listed at his request, since those items were apart of his previous purchase. Thank you again and you will receive the buyers guide by Wednesday afternoon➔ 

Respectfuly, 

Andrew Dauer 
Sales Advisor 
Yark Nissan 

Created Bv: i awanda Brad)ey 14/23/2018 4:47 PM) 
ARBS sent email to SlsRep.AD stating: 

Good aftemoon Andrew, 

I hope this email finds you well 

Mr. Mayyas in1onned me that he has found a replacement "'hide. 

Could you please send me the invoice and a mock buyer's order with the cash price listed at invoice? 

Thank you, 

Lawanda llradley 
Artitration Specialist I 
Customer Quality 

Nissan North America, Inc. 
p~ Fax--
Created Bv: i awanda Bfadley 14/23/2018 4:26 PM) 
ARBS received email from C stating: 

Hi Lawanda 

I stopped by the dealership and I found a replacement of the car with a new one with the same trin. I asked the sale representati"' to send you pictJJres of the car and a OOf1'I of the registration. 

Please send me details of replacement deal once you are done gathering information. I wil be out is states from May 1 to 15. Please let me know if there is any papen,or1( need to be done during this coming week. 

Thanks 
Mohammad Mayyas 

Created By: Lawanda B<adley 14/19/2018 4:50 PM) I Last Modified By: Lawanda B<adley (4/19/2018 4:50 PM) 
ARBS sent email to C stating: 

Mr. Mayyas, 

I just spoke with /:w:Jrew Dauer who will be your point of contact selecting a replacement vehicle. He informed me that he will also check with the Service Manager to see if you can stay in the loaner vehicle. 

He will be contacting you after his gathers the information about the loaner vehicle. 

Thank you, 

Lawanda llradley 

Created By: Lawanda Bradley 14/19/2018 4:50 PM) 
ARBS made outlxlund call to 8008489275 (Yark Nissan) 
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ARBS requested to speak with the POC for veh surrenders 
ARBS was assisted by Sales Rep- Andrew Dauer 

Sales Rep- Andrew Dauer stated that C is Sales Rep. Andrew Dauer custome, and Sales Rep. Andrew Dauer will help 

ARBS infonned Sales Rep. Andrew Dauer that C will need a 2018 veh that is the same as e's cu,rent vehicle 
ARBS infonned Sales Rep. Andrew Dauer that C may be able to go to the DLR this weel<end to select a replacement veh 

Sales Rep- Andrew Dauer stated that Sales Rep- Andrew Dauer wil cootact C 

ARBS infonned Sales Rep. Andrew Dauer that C is looking to keep the loaner vehicle throughout this process 
ARBS inquired tt that is possible 

Sales Rep- Andrew Dauer stated that Sales Rep- Andrew Dauer win speak with the SM about 

ARBS p'rovided Sales Rep- Andrew Dauer with ARBS contact in1ormation 

Sales Rep- Andrew Dauer provided ARBS with cootact information 
m yakauto.oom 

ARBS stated thanks 

call ended mutually 

Created Bv: I awanda B(a<Hey 14/19/2018 4:22 PM) 
ARBS made outlxlund call to C a 
C answered 

ARBS infonned C that ARBS called to - C's questions 

ARBS stated what does replacement of vehicle means: is rt simply swapping the vehicle with a comparable model or a new purchase transition?. What the replacement process entails? 

Page 5 of 14 

ARBS stated your mon~ payments wil remain the same as you will have the same loan. With a vehicle rejliacement (formally known as a SUbstitution of Collateral), you will have the same loan, but with the VtN number 
of the new vehide. We will be iteralty replacing your current vehicie k>r a new vehide. 

ARBS stated ~d I be able to keep the rental car for period of time until I have a car? I doni have other mean for transportation. 
ARBS infonned C that the loaner vehicle belongs to the dealership. The dealership would have to allow C to stay in the veh 

ARBS stated ~ Should I complete the required doa.ments below regardless whether I go with repurchase/replacement. If So, there are some infonnation in the, such as: 
a. In the Uenholder lnfonnation Release Agreement, I need help oon-clleting the form, what is the per diem, .. 
ARBS infonned C that since C leased the veh from NMAC, ARBS wil be able to contact NMAC to get payoff ' per diem, and sales cootracl 

ARBS stated Am I getting re;mbursed for all moo~ payments I made so far? SUbtract the $2000 check you sent. Can you show me how would you calculate prior to deciding on the options. 
ARBS explained the repurchase calculation process to C 
ARBS informed C that ARBS will need C's documents to be able to provide calculations 

ARBS stated What about the other expenses I committed to this car such as: car insurance and registrations, installation of hitch and all weather rugs? 
ARBS infonned C that with dealership installed options should be refunded but ARBS will have to verify 

C inquired if C's extended warranty can be transferred 

ARBS stated that believes the extended -,anty is from customer to custome, and not VIN to VIN 

ARBS stated that ARBS wiD have to lolow up with ORTS to verify 

C asked for next steps 
C stated C thinks C wants a rei,lacement veh 

ARBS infonned C that ARBS will reach out to the DLR to find POC to assist C with the veh replacement 
ARBS infonned C of following steps of the process 

C stated understanding and thanks 

ARBS thanked C 

call ended mutually 

Created By: Lawanda Bradley 14/19/2018 4:12 PM) 
ARBS received email from C stating: 

Lawanda, 
Thank you for the update. I left you a voice message. Before I move forward with the one of the options, can you clarify the followings: 
1-what does replacement of vehicle means: is it simply swapping the vehide with a ~ model or a new pixchase transition?. What the replacement process entails? 

2- Would I be able to keep the rental car for period of time until I have a car? I don't have other mean for transportation. 

~ Should I complete the required documents below regardless whether I go with repurchase/replacement If So, there are some information in the, such as: 
a. In the Uenholde< lnfonnation Release Agreement, I need help corrc,lefing the form, what is the per diem, .. 
b. Am I getting reimbursed for all moo!Ny payments I made so far? SUbtract the $2000 check you sent. can you show me how would you calculate prior to deciding on the options. 
c. What about the other expenses I committed to this car sud\ as: car insurance and regisb'ations, installation of hitch and all weather rugs? 

Created By: Jess McDonald (4/18/2018 4:47 PM) 
CRR.JM <VERIFIED> AcCOlUlt Info including: C's name, home & email address, phone# & best contact# 
CRR.JM CHECKED for open recalls/campaigns and found: 0 
CRR.JM CHECKED for previous UNRELA TEO Case(s) and lollld: 1 
CRR.JM CHECKED previous RELATED Case(s) and found: 0 
CRR.JM NOTED coocetn is: folow up 

C stated C wanted to follow up with case 

CRR.JM stated C has a follow up date set for tomorrow 

C stated C has a question about case 
C stated C wants to know what replacement means 

CRR.JM stated apaogies 
CRR.JM stated only RACS agent can assist 

C stated C would rather Phone calls over email 
C stated thanks 
C Oiscoonected 

Created By: Cheryl Shaffer (4/1812018 4:41 PM) 
Name: Mohammad Mayyas 

Phone: 

Email: 

VIN: SN1AT2MV4H<alllll 

Address: 7320 FOX LN Holand OH 43528 

Open Campaigns/Recalls: 

Related Cases: n 

Phone Type: na 

Navigation (Y/NJ: na 
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Reason for call: caling about the consumer affairs case that is open to c case --

How resotved : reviewed case , aeated notes for acoount. c has an open case wtth consumer affairs. transfefed c to that dept. 

vcs open/closed: 0 

DLR [Deale< Code - Salespe,son] 

VCS assisted with .. 

Created By~ I awaoda RaxUsw (4/18/2018 10:54 AM) I Last Modified By: I awanda Rmdfey t4/18/2018 10:54 AM) 
ARBS sent email lo C stating : 

Goodaftemooo, 

I hope this email finds yoo well! 

I was informed that the release of the Technical SeMce Bulletin for the Forward Eme,gency Braking system has been postponed. 

Page 6 of 14 

At this time, we can proceed with the repurchase of the vehicle, the replacement of your vehicle, or you can contilue to wait on the Technical Service Bulletin to be released. I also would like to rerrind you that if you 
W0Wd like lo go with eitl1ef the repurchase 0< the repCacement option, the cash settlement amooot will be deducted from your calculations. 

To proceed with the repurchase 0< replacement option, I w iD need the following inlonnation: 
• Vehicle photos (4 exterior sides and interiO<) 
• Legible COfJY of the current vehicle's registration (the registration that I currently have oo file le< yoo e)(l)ired 03/13/2018) 
• A copy of the iuooase contract 
• Loan Payment history 
• Current payoff including pe, diem . 
• Title Application OR Copy of Title 
• Completed lienholder information request form (attached) 

Thank you, 

Lawanda Bradley 

Created By: Lawanda B<adley 14/10/2018 9:06 AM) 
ARBS sent email lo C stating: 

Good morning, 

I have sent Service Manager Richard Nijakowski an email regarding the release of the TSB for the repair. 

Thank you, 

Lawanda Etradley 

Created By: Lawanda B<adley 14/10/2018 9:05 AM) 
ARBS sent email lo S-chard N j akowski stating: 

Good morning, 

I I hope this email finds yoo well! 

I have been advised that Engineering should be/will be releasing the TSB for the Rogue F.E.B. coocem in 9 days. 

Thank you, 

Lawanda Etradley 

Created By: Lawanda B<adley 14/10/2018 9:03 AM) 
ARBS received email from C stating: 

Thank you Lawanda k>r the follow up. Could you please communicate this with service manager at Njssan Yark in Toledo. 

Created By: Ren~a Shiwshanlcar (4/9/2018 5:05 PM) 
~CASE SUMMARr-

Ca.se update 

CRR-DS sent emai to RCAS 

Created By: Beotta Shinhankar (4/9/2018 5:05 PM} 
CRR-DS VERIFlED Account Info including: C's name, home & email address, phone# & best contact# 
CRR-DS VERIFlED VEH Info induding: VIN#, Current Mi eage, Warranty & SeMce History 
CRR-DS CHECKED for open recalls/campaigns and found: 0 
CRR-DS CHECKED for previous UNRELATED Case(s) and found: 0 
CRR-DS CHECKED previous RElATEO Case(s) and found:-

CRR-DS NOTED concern is: Case update 

C Stated haveni heard anything back regarding case le< 2 months 
C Stated DLRSHP Stated hasn, heard anything eithe< and DLRSHP called Nissan Consume<s Affairs and told VEH cannot be fixed and C should start buyout optioo 

CRR-DS stated that case is being wort<ed on that some processess take longer than others 
CRR-DS Stated there is follow up for the 13th 
CRR-DS Stated email was sent to C stating 
ARBS sent email lo C stating: 
Good morning, 
I hope this email finds yoo well! 
I have received a notification that Engineering is now woc1ang on the Technical Sefvice Bu11etin to release to the dealerships as a directive on the repair. I have been informed that the directive will be released in 10 days 
from today. 
Thank you, 
Lawanda Etradley 

C Stated DLRSHP Stated that C should call back and start buyout 

CRR-DS can onty update case because case in different appartrnent and will send email to rcas 
CRR-DS Stated who called from DlRSHP 

C Stated Russel - Assistance Manager 

CRR-DS asked C for Best Contact#: 8172471205 
CRR-DS provided C with Case - and Agent 10#7319368 

C Stated can CRR-OS resent email 

CRR-DS Stated cannot resent ARBS email that it was sent from pefSOflaf email but CRR-DS can note in case to resent email a 

C understood and ap!)(eciated the assistance 

CRR-DS asked C if C needed help with anything else 

C declined further assistance 
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Cati ended motual y 

Created By: Lawanda Bradley {419/2018 9:52 AM} 
ARBS received vmx from C stating that C was notified by the dealership that the vehicle can not be repaired and C should roo,e forward with a repurchase of the vehicle 

Created By: Lawanda Bradley {419/2018 9:49 AM} 
ARBS sent email to C stating: 

Good morning, 

I hope this email finds yoo wel' 

I have received a notification that Engineering is now 'M>t1cing on the Technical SeNice Bulletin to release to the dealerships as a directive on the repair. I have been informed that the directive will be released in 10 days 
from today. 

Thank you, 

Lawanda Bradley 

Created By: Lawanda Bradley {419/2018 9:12 AM} 
ARBS received email from C stating: 

Hi Lawanda, 
I was k>llowing up with the Nissan Yark about the repairs for my Nissan Rouge. The Service manager indicated that Nissan HQ do not know what to do with the car, and he advised me to initiate the buyout option since 
the car is irreparable - whidl is in contrast to what we discussed un the past Please advise. 

Thanks 
Mohammad 

Created By: Lawanda Bradley {419/2018 8:38 AM} 
ARBS made OUUJoond call to FOM-Nathan Kratsas 
FO~athan Kratsas stated that FOM-Nathan Kratsas has anothe< customer in Columbus that has the same concern 
FO~athan Kratsas inqui'ed what NNA is doing with these customers due to the concern being a safety concern 

ARBS infonned FOM-Nathan Kratsas that NNA is placing said customef's in loanef vehicles until the repair is released 
ARBS infonned FOM-Nathan Kratsas that the repair should be released in about 2 weeks 

FO~athan Kratsas inquired if C should cootact CA or if the DLR should 

ARBS infonned FOM-Nathan Kratsas that the customer should cootact CA 
ARBS infonned FOM-Nathan Kratsas that way the RCAS can manage and facilitate the case with the DLR and ensure that the loanef is on the same repair order as the repair and can be paid through warranty 

FO~athan Kratsas stated thanks 

ARBS thanked FO~athan Kratsas 

call ended mutually 

Created Bv: I awanda Bfadi•Y 1419/2018 8:31 AM} 
ARBS received 2 vmx from FOM- Nathan Kraft requesting a cal bacl< for C's case 

Created By: Lawanda Bradley {4/6/201811:52 AM} 
ARBS changing follow up date pending information on F.E.B. repair 

Created By: Lawanda Bradley {4/2/201811:00 AM} 
ARBS changing follow up date pending information on F.E.B. repair 

Created By: Lawanda Bradley 131231201810:18 AM} 
ARBS changing follow up date pending information on F.E.B. repair 

Created By: Lawanda Bradley {311612018 2:29 PM) 
ARBS changing follow up date pending infonnation on F.E.B. repair 

Created By: Lawanda Bradley {319/20181:17 PM) 
ARBS changing follow up date pending information on F.E.B. repair 

Created By: Lawanda Bradley 1312/2018 9:56 AM} 
ARBS changing follow up date pending information on F.E.B. repair 

Created By: Lawanda Bradley 12/23/20181:33 PM) 
ARBS changing follow up date pending infonnation on F .E.B. repair 

Created By: Lawanda Bradley {2/16/201810:14 AM} 
ARBS changing follow up date pending information on F.E.B. repair 

Created By: Lawanda Bradley {2/512018 2:26 PM) 
ARBS received notification that C's VSC has been processed 

Created By: Paiae Gilliam 121512018 2:16 PM) 
Checl< sent-FedEx tracl<ing number as notated by ORT agenL 

Created Bv: I awanda Bfadlev 12/2/2018 12:35 PM} 
ARBS sent email to C stating: 

Good afternoon, 

I have received both emails with the documents. 

Also, after further re\'iew of your case, Nissan has decided to issue yoo the cash settlement and vehicle service contract(VSC) now instead of after the vehicle has been repaired. I have submitted the check request and 
have subnvtled the request for your VSC. You should receive the check in 3 business days and yoo should receive an email with yoor VSC attached in 3 busiless days. 

Even though you will receive the sememeot offer now instead of when the vehide has been repaired, I wiU cootinue to follow up with yoo and send you any updates related to the repair. 

Thank you 

Lawanda Bradley 

Created By: Lawanda Bradley {2/2/201812:26 PM) 
C is seeking assistance with fo<ward colision light keeps conw,g on & veil brakes by itsett while driving with nothing in front of it 

Created By: Lawanda Bradley {2/2/201812:23 PM) 
ARBS submitted Oleck request 

ARBS notes FedEx label#: 

Thank you for sh;pping with FedEx. 
Your tracking nu 

Created By: Lawanda Bradley (2/2/201811:47 AM} 
ARBS received e's signed agreement and registration 

Created By: Lawanda Bradley {1/31/2018 9:36 AM} 
ARBS sent email to C stating: 

Mr. Mayyas, 

Thank you so much for your reoomrnendations on how to~ the language on the Settlement Agreement. Unfortunately that agreement is the standard legal approved agreement that is sent to every customer who is 
offer a settiement, so no changes will be made. 

Thank you, 

Lawanda Bradley 

Created By: Lawanda Bradley {1/31/2018 9:33 AM} 
ARBS received email from C stating: 
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Good Morning Lawanda, 

Reading through the settlement agreement, tt is qutte general and goes beyond the particular service problem in the car. I would like you to be mo<e specific in tenns: 

A- Point No. 1: " Herby forever discharge Nissan ..... from al manner of action ..... which rdates to a ceftain 2017 Nissan Rouge, VIN .. : This is statement is inclusive to any other issue that may show up in future, and 
make the agreement vu~•. Instead I suggest you to be more specific in the language, and remove Forever. For example, • Herby discharge Nissan ..... from al manner of action ..... which rdates to forward 
eme,gency brake system in 2017 Nissan Rouge, VIN ... • . 
B- Point No. 2 • Mohammad Mayyas & Reminder Sidhu agree to hold the above-released parties enwety harmless from ""Y and all actions, lawsuits, ..... , and demand which may be asserted by any pe,sons(s) claiming 
an interest therein. Instead, I suggest you to be more specific in the language, for example • Mohanvnad Mayyas & Reminder Sidhu agree to hold the above-released parties entirely harmless from any and all actions, 
lawsuits, ..... , and demand that is regarded to forward emergency brake system , which may be asserted by ""Y persons(s) claiming an interest therein". 
C- Poilt No. 3 is obviously denial of NISSAN i abi1ity, and again it is general. It sounds that this agreement is buying our silence forever, even ifwe run into any future accident in NISSAN in future. You can improve the 
language to specifically refer what Nissan is not i able for, and to what condition. Otherwise, language is not acceptable for the kind of settlement we are having. 
D- Point No. 5 • Does nol herby waive any unrelated personal ... .'. I would like to see a language talking to the related issue ii NISSAN fails to fix it. 

Thanks 
Mohammad Mayyas 

Created By: Lawanda B<adley 11/31/2018 7:53 AM) 
ARBS sent settlement agreement to C in ernai stating: 

Good morning Mr. Mayyas, 

I have attached your Settlement Agreement for you and the other registered <:Nmef to sign, have notarized, and return. Please be sure to reltMn both pages of the agreement. 

Please note that ooce the Vehicle Service Contract has been processed, a oopy will be emailed to you. There you see that you will nol have a deductille and you will find the section related to trip interruption. 

If you decide that you want to pursue a repurchase later, Nissan will be in the position to repurchase your vehicle. You will send me documents pertaining to your vehicle's information and I will look at yotr sales contact. 
From your sales contract all tterns paid will be credtted to you and then we will deduct for the payoff and the settlement. Arry money left over wiU be refunded to you. 

Please let me know ii you have ""Y additional questions. 

Thank you, 

Lawanda Etradley 

Created Bv: I awanda Bfasl!ey 11/31/2018 7:31 AM) 
ARBS received email from C stating: 

Hi Lawanda, 
Can you complete the settlement agreement form and e.,nail tt to me. I will sign/notarize tt and send tt back to you. 
To recap, we agree that NISSAN wil apply Gold Prefenred Nissan Security Plus Extended Warranty good for 84 months 0< 100,000 miles whichever one comes first, with no deductible and trip intemipfioo reimbursement. 

I And a cash settlement with amomt of $2,000. 

In additioo, I would like you to coofinn ( 0< ii possillie, indicate in the settlement) that if the car issue do not get fixed, or ii tt reoccur again later after tt get serviced, then we have the right to request NISSAN to repurchase 
the car ( get an our payments back, minus cash settlement) of the car prorated back to the first time reported oo 11/17/2017 at 2,405 miles. 

I am attaching pictures of the registration. 

Thanks 

Created Bv: I awanda Bfad!ev 11/30/2018 1:49 PM) 
ARBS made outlxlund call to Cat 8172471205 
C answe<ed 

ARBS informed C that ARBS received C's email 
ARBS informed C that NNA's position will remain the same regarding the settlement offers 
ARBS informed C that C also has other options 

C asked for the offers again 

ARBS informed C that NNA can rept6chase the veil 0< replace the veh, but the replacement has to be a comparable veil 

C asked ii C can get a different model 

ARBS informed C that C could 
ARBS informed C that the replacement would have to be close to C's MSRP of C's current veh 

Casked ii the settlement can be more 

ARBS informed C that the settlement offer will nol change 

C stated C has a Nissan VSC that C cancelled 
C stated C lost $200 

ARBS explained to C that VSC are prorated 

C stated understanding 
C asked ii C could call ARBS 

ARBS informed C that ARBS phone numller is oo ARBS emai signature 

C stated thanks 

ARBS thanked C 

call ended mutually 

Created By~ I awaoda Bra<Jley {1/29/2018 1:22 PM) 
ARBS received vmx from C requesting a call back to discuss another settlement as C feels that the settlement that was offered is not fair 

Created Bv: I awanda Bfad!ev 11/29/20181:19 PM) 
ARBS received email from C stating: 

Hi Lawanda, 
1- The extended warranty that was canceled is "Gold Prefenred Nissan Security Plus Extended Warranty". Please oontact the dealership to coofinn. The dealership were surprised that the cootract is nol showing in yotr 
system. 
2- The standing offer ( $2,000.00 with a Gold Preferred Nissan Se<Ulity Plus Extended Wananty good for 84 months 0< 100,000 miles whichever one comes first) is not lair. I WOUidn't ask for extended warranty ii the car 
did not have this particular service issue. This warranty is just a guarantee that any manufacturer problem in technology implementation would be covered in fut\Jre. Since Nov. until tt get fix • hypothetically in March), we 
will put about ( $569 x 5 months), which is less than offered $2000 cash. Notice, that when we bought Nissan, there was a lot of expenses we paid and losses, including selling p,e.ious car at cheap price. 

Please send me your mal settlement offer or botherations. I stil think Nissan can do better offer. We need to kno.v no later than tomorrow COB 

Thanks 
Mohammad A Mayyas 

Created Bv: I awanda Bfad!ev 11/29/2018 9:25 AM) 
ARBS sent email to C stating: 

Good morning Mr. Mayyas, 

I received your email last week, but I was waiting on Nissan Motor Acceptance Corp. to send me some additional information regarding your account 

If you choose to take the cash settlement (etther offer with o,without the VSC) you will have to sign a settlement agreemeo~ have tt notarized, and return it back to me. I wil also need a copy of your current registration. 
Once I receive yoor signed notarized agreement and copy of your registration, I will mail a check directly to you withil 3 business days and you are free to use the funds however you would like. For example, you can take 
the money and awty tt to your loan, purchase yotrown Nissan Se<Ulity Plus Extended Wananty ~!you gowtth the $4,500 Ol)tion) you can take a vacation, you can invest the money, etc. If you choose the option with the 
VSC, the VSC can be processed in 2 days and a oopy of your extended warranty will be emailed to you for yotr own personal record and electronically attached to your VIN so that you can use your VSC at any Nissan 
dealership in the country. Bdow are my responses to your request: 

1. Generalty extended warranties are pr~rated. Because it is not a Nissan Contract, there is nothing that I can do. 
2. The value of yoor vehicle is not depreciating il the capacity in which you believe it is. Once you purchase a vehicle, yes it depreciates over time, but in your case no miles are being accumulated and this concern wil 
oot show on a cartax report as it is not considered a major repair. Please know that all infonnation is taken into account with these types of cases. The dealership has been kind to proVKle you with a loaner vehicle so that 
you do have a safe vehicle to drive while Nissan establishes the best COll'Se of action for your vehicle's concern. 
- The first report of your ooncern was 11/17/2017 at 2,405 miles. NMAC has confirmed that yoor monthly payment is $569.66. Which means that your vehicle has had the ooncem for almost 2 ½ months. $4,500 would 
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cove< 7.89 montlls' wooh of vehicle payments, or if your went with the other option ij would cove< 3 ½ montlls' wool1 of vehicle payments, and you would have tile satisfaction of knowing Illa! with tile VSC your vehicle will 
be covered up to 84 months/100,000 miles whichever comes first with no deducti>le and trip interruption reimbursement Please note that Extended Warranty are expensive and are not free lor Nissan. Nissan considers 
all offe<s present to you to be lair. Also, please remember Illa! All offe<s presented to you are \/Oluntary, and you have the option to accept and offe< or decline. 
3. I never stated that the ooncem is a "recalr . While Engineering is testwlg out the repair, Engineering has not established if they will release a directive to the dealerships for the repair, which is called a Tedvlical Service 
Bulletin, or if it wilt be established as a safety recall or a service ca.rrpaign. All of the offers that are presented to you are costty to Nissan, however the settlement offer is the quickest of the options. 
4. Unfatunately, tllis del)artment CBMOI change tile contractual agreement amooot tl1al you paid fO< tile vehicle, but you are more tllan welcome to send your settle<nent funds to Nissan Motor Acceptance cap. 

I hope I have answered all of your questioos, or provided an adequate response. Please feel free to let me know if you have any additiooal questions. 

Thank you 

Lawanda Bradley 

Created Bv: I awanda Bfadley 11/29/2018 8:39 AM) 
ARBS received email from C stating: 

I am resending email below il case you didn't recieve it. 

Created By~ I awaoda Bra<Jley {1/29/2018 8:38 AM) 
ARBS received email from NMAC-PH stating: 

~;~-
2. 30':'~ tllnJ2/26/2018 
3. Per diem 0.00 

■ 4. # of sclleduled payments received 3 
5. Scheduled Payment amount 569.66 
6. Total Principal paid 1,708.98 
7. Total Interest paid 0.00 
8. Late fees paid 0.00 
9. Most Recent payment received 1/22/2018 fO< $ 569.66 
10. Eligible fO< SOC? Yes 

Payment History is attached. 

Created Bv: i awanda Bfi!Uev 11/26/2018 7:40 AM) 
ARBS sent email to NMAC stating: 

Happy Friday!! 

I have a customer tllal I an offering a cash settle<nent to. Can you please see if he financed his vehicle tllrough NMAC and if so, could you please provide me wijh tile following infO<matioo: 

1. Acoounl# 
2. 30 day payoff 
3. Perdiem 
4. # of scheduled payments rece;ved 
5. Scheduled Payment amount 
6. Total Principal paid 
7. Total Interest paid 
8. Late fees paid 
9. Most Recent payment received 
10. Eligible kl< SOC? 

Thank you, 

Lawanda Bradley 

Created By: Lawanda Bradley (1/2612018 7:36 AM) 
ARBS received e<nail from C stating: 

Good Evening, 

We appreciate you working witll us on this. And thank you fO< requesting Nissar>-Yark to give us a long-te<m loaner. We unde<stand tllat you cannot request from deale< to give us a corrc,arable loaner, but we hope you 
can help giving us a little belle< setllement. So our counter is tile falowing: 1- A $4,500.00, immediately deducled from the account balance of our Nissan-finance loan 2- Immediately apply Gold Preferred Nissan Security 
Plus Extended Warranty good for 84 months or 100,000 miles whichever one comes first The reasons v.tiy I am asking to give us a better deal, is because: 
1- We requested the deatership to cancel the extended warranty, effective today, and it has cost us a few hundred bucks of losses. They did not reftm the entire amount 
2- There is uncertainty on when tile car could be fixed (if fixed), and yw, best estimate was end of March. And as I mentioned ear1ier, tile car has been parking in the Nisar>-Yark deale<ship collecting snow. We are still 
making payments on high-end car, while we are loaning an OK car. The value of our car is depreciating and becoming outdated, and I am not sure when it will be ready to drive safe. 
3- As you meal ed below. This is a major safety recall Nationwide, and I am trying my best to wor1< out a quick solution to avoid going tllrough otlle< options which are time consuming, and costly to Nissan. 
4-- We are not asking for cash money, but reduction from the origilal purchase value of the car due to above mentioned reasons. 

This is an awesome and a win-win setttement that I would like you to push making it possi,le. 

Best regards 
Mohammad Mayyas 

Created By~ I awaoda RaxUsw (1/2512018 7:46 AM) 
ARBS sent email to C stating: 

Good morning, 

I hope tllis email finds you wel! 

In regards to yw, requests below, please find my responses: 

1. Extended Warranty Cancelation- In my system I'm not showing that you have an extended warranty, so I will assume that your current extended warranty is a Non-Nissan extended warranty. tf that is the case or not. 
you can cancel tllal warranty tllrough tile deale<ship. Just contact tile dealership and requested an extended warranty cancefatioo foon. The deale<ship will request some additional documentation from you and can 
cancei the contract. 
2. Request lor a Nissan Extended Warranty- If you would tike a Nissan Security Plus Contract, tllat is something tllat I can offe<, however I would have to decrease the cash settle<nent amount to $2,000. Which means 
your settlement offe< wiR be $4,500.00 OR $2,000.00 with a Gold Prefe<red Nissan Security Plus Extended Warranty good lor 84 montlls or 100,000 miles whichever one comes fnt. 
3. Tme Frame of Repair- Unforb..llately, I do not have a time frame for this repair. In our last meeting, our team was advised that Engineering has a repair as of now, but engineering is now in the process of testing out the 
repair. Engineering has provided tile end of March as tile estimated time of arrival lor tile repair to reach dealefSl>ips nationwide. Gene<ally tlle<e is an updated provided to my team every two weel<s. I would be more tllan 
happy to keep you updated on any information tllat I receive. 
4. C~ble Loane<- I received an email from the Service Manager of Yar1< Nissan- Rick Nijakowsl<i stating tllat he agrees to provide you witl1 a long term loaner. Because tile loaner vehicles are property of tile 
dealership and deaJerships are independently owned and operated, Nissan North America can ooty request the dealership to provide a loaner vehicle and Nissan North America is not in a position to determine what is 
comparable in a loaner vehicle to yw, anent vehicle. That is sornetlling tl1al you can speak directly with tile deale<ship about. Please note tllat I have taken into conside<ation tllat you are still payw,g fO< tile vehicle, tllats 
is why you were offered a handsome settlement 

Mr. Mayyas, ff you have any additional questions, I will be more tllan happy to answer tl1em fO< you. 

Thank you so much, 

Lawanda Bradley 

Created By: Lawanda Bradley 11/2512018 7:22 AM) 
ARBS received email from C stating: 

Hello Lawanda, 

Thank you fO< getting back to us with tile options below. 
The tllird option (Settlement) sounds more reasonable. However, I would fike to request tile falowing to be added into the setlle<nent option: 

1- Cancel the additional se<vice package warranty tllal we purchased from Nissan-Yark, and gel complete refund. We feel tllat tllis additional warranty on the car has NOT added any value nor customer protection during 
car-service period, more specificaly, it was surprising that the Nissar~Yartt dealership has almost gave up, and requested me to return loaner car while my car is in the shop, clairilg that it is not their problem. 
2- Request additional free extended manufacturer warranty on car electronics/Bectric /mechanics. This would give us a piece of mind for any ftmse incident, and make us Sll°e that the Nissan technology is a trust worthy 
and not experimental. 
~ Provided us with a time-aine on when the car issue is expected to be fixed, and what options we have if Nissan is unable to fix it within given time-line. 
4-- Provide us with a comparabie loaner car during the period of our car service. This is because we are still paying our monthly finance commitment . and our intention -when we purchased sudl Nissan rouge with all 
option~ "was and is • to enjoy a safe ride. 
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In summary, I wil go with "Settlement option" If you would agree oo adding the three requests allove. Do you still need the information you requested beloW? 

Kindest Regards 

Mohammad Mayyas, 
7320 Fox Ln. 
Hetland, OHIO, 43528 

Created By~ I awaoda Bra<Jley {1/25/2018 7:20 AM) 
ARBS sent email to S-N stating: 

Thank you so much Rici<. It is greatly appreciated. 

Created By: Lawanda Bradley 11/25/2018 7:20 AM) 
ARBS received email from S-stating: 

Yes we can do this 

Created By: Lawanda Bradley 11/24/2018 5:25 PM) 
ARBS sent email to C stating: 

Mr. Mayyas, 

Thank you so much lor speakilg with me today< 

Page 10 of 14 

Nissan carefutty considered your request during a review of all available facts pertaining to your situation. Based on the vehicle repair history, Nissan offers to voluntarily settle, replace, or repcxchase yoor vehicle per your 
state's guidelines. This email goes r:wer the options that you have: Repurchase, Replacement or Settlement In order to coordinate the replacement or repurchase, Nissan needs to know the particular facts pertaining to 
your ownership and intentions regarding the vehicle. Please return the following documents to me at your convenience., as it wil be needed to make a detailed offer: 
• Vehicle photos (4 exterior sides and interio<) 
• Legible COfJY of the vehicle's registration 
• A copy of the iucnase contract 
• l oan Payment history 
• Current payoff including per diem. 
• liUe Application OR Copy of TIiie 
• Completed lienhoider information request lorm (attached) 

Below are your options: 
A. Repwcnase: You will send me the documents and I will look at your sales contact and all ttems paid will be created to you and then we will deductfo<the payoff of the vehicle. Arry money left over will be refunded to 
you. This option is abool a 4 to 6 weel< process and is ~ t oo how long tt takes to receive documents and process pape,wor1<. 

B. Rej)jacement: This optioo is cootingent on your lien holder. I will reach out to them and see if you are eligible lo< a Substitution of Collateral. The vehicle will have all the same options and trim le-,el as your current 
vehicle. Any extra options added and upgrades will be paid for by the customer. This can be done at the time of surrender or with a refinance with your lien holder. The customer will take possession of the new vehicle on 
the day of surrender. On this day you will bong your a.rrent vehicle (tt will be inspected lor damage), you will sign pape,wor1< 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 vehide. (I would not suggest this option for your case). 

C. Setttement You will receive a settlement for $4,500. With this option, you will retain ownership of YQJr vehicle. You wil remain in a long term loaner vehicle until a the repair has been released to our Nissan 
Dealerships and you vehicle has been repaired. Upon the completion of the repair, Nissan will send you a checi< in the amount of $4,500.00 This does not void any warranties or service cootracts. If you have any issues 
in the future you wil be able to go to the dealer to have them addressed. If any Mure issues result in a Repurchase o, Replacemen~ the $4,500.00 will be deducted. If you chose this optioo I will send you a Setllement 
Agreement. II will need to be signed, notarized, and returned bacl< to me. Once I receive tt bad<, you will receive a check by fed ex in about 3 business days. 

Please let me know if you have any questions. I am generally in the office Monday through Friday 7 am -4 pm CST. 
Thank you, 

Lawanda Etradley 

Created By: Lawanda Bradley 11/24/2018 5:12 PM) 
ARBS sent email to SM- ricnard Nijakowski @ mijakowski@yarl<auto.oom stating: 

Goodaftemooo, 

I hope this email finds you wel! 

My name is Lawanda Bradley and I am with Nissan's Aibitratioo Departmenl 

I have received a case lor the customer Mohammad Mayyas, VIN: SNI A T2MV4~ . The custome(s vehicle is having concerns with the F~ Emergency Braking System. Is tt possible that you can keep this 
customer in a long term loaner vehide until the repair for the F.E.B. is refeased by engineering? 0..- department has been advised that the repai" is scheduled to be released at the end of March and once you are able to 
repai" the vehicle, you will be able to add the loaner vehicle to the warranty claim so that you can be paid lor it. Please let me know if you are able to assist 

Thank you so much, 

Lawanda Bradley 

Created By: Lawanda Bradley 11/24/2018 5:04 PM) 
ARBS made outllound call to Cat 8172471205 
C answered 

ARBS apologized to C and thanked C fo, C's patience 
ARBS informed C that ARBS has taken aver C's case 
ARBS infonned C that ARBS has information about C's concern 
ARBS infonned C that C qualifies fo, a reptrcllase, a replacement, o, a settlement 
ARBS infonned C that NNA is aware of Cs coocern and is arrenfly waiting on a repair 
ARBS infooned C that with a repurchase, NNA wil pay off C's Joan, deduct C's usage, and the remaining balance if there is a balance wil be refunded to C 
ARBS infonned C that with the replacement NNA will replace the veh with a comparable veh 
ARBS infonned C that most of the Rogues have the concern so ARBS would not recommend a replacement lor C 
ARBS infonned C that the last offer would be that NNA would offer C a long term loaner veil and C would watt until the repai" is released in late March 
ARBS infonned C that after the veh is repaired, NNA would offer C $4,500.00 as a cash settlement 

C stated C would need to speak with C's wife about the offe, 
C stated C was told by the DLR that C has to return the loaner veh 

ARBS infonned C that ARBS will send email to SM to inquire if C can keep the loaref vehicle 
ARBS infonned C that ARBS will send C an email with the options 

C stated thanks 

ARBS thanked C 

call ended mutually 

Created Bv, I awanda BfadleY 11/24/2018 4:52 PM) 
ARBS received vmx from C requesting a call back 

Created By: Lawanda Bradley 11/24/2018 8:22 AM) 
ARBS made outllound call toe at 8172471205 
No..,._ 
ARBS left vmx with case# and contact # 
ARBS informed C that due to BBB heamg scheduled lor today ARBS will be away from ARBS desk from about 9:30am-12:00pm 

Created By~ Sandra Adiei (1/2312018 2:38 PM) 
CRR-SA Opened/ Verified Account Info including: C's name, home & email address, phone# & best cootact: 
CRR-SA VERIFIED VEH Info including: VIN#, Current Mileage: 2000 
CRR-SA CHECKED lor open recalls/campaigns and tound: 0 
CRR-SA CHECKED lor previous UNRELATED Case(s) and found: 
CRR-SA CHECKED previous RELATED Case(s) and found: 0 
CRR-SA NOTED concern is: OLSP UNABlE TO DIAGNOSE PROBLEM 
CRR-SA received an inbound call from C: Mohammad Mayyas 

C stated C have been calling regarding c-e £ 
C stated each time C call c wil be told an RC agen1 will call back but never received any calls 
C stated now the DLSP is requesting the loaner VEH bacl< and C doesn1 have any other VEH to drive 
C stated C's veh has been with the dealer for r:Nef" three weeks and it is a lemon 
C stated the OLSP tried to fix tt but unable to fix tt 
C stated the OLSP as4< C to call NNA CA because the DlSP is asking C to return the loaner VEH 
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C stated ~ is really frustrating situation to go through 

ORR-SA informed C that an e-mail will be sent to RCAS agent and will be contacted E.O.B 01/24/2018 since the lollow up date is set for tomoocw 

C understood 

ORR-SA ask C tt there is anything else CRR-SA can assist C 

C declined 

CRR-SA provided C with a case and an agent ID# 7319349 
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CRR~ infonned C that C may c:1,;c::avc c1 rvey by e-mail specifically about your interaction with consumer affairs. We would appreciate if you oould complete and return that survey about your experience with me. 
Call ended mutuaDy 

Created By: Akash Patel (1/23/2018 8:39 AM) 
ORR-AP VERIFIED Account Info indudBlg: C's name, home & emai address, phone# & best contact# 
ORR-AP VERIFIED VEH Info includBlg: VIN#, Current Mileage, 
ORR-AP CHECKED for open recalls/campaigns and found: 0 
ORR-AP CHECKED for previous UNRELATED Case(s) and found: NONE 
ORR-AP CHECKED previous RELATED Case(s) and found: 0 
CRR-AP received a caD from C. 

C provided case 
C stated C haven, re . from RCAS and C try to callBlg RCAS-JA. 

ORR-AP advice C wil be receive cal from RCAS by today o, no later then tomooow. 

C stated olL 

ORR-AP ask C Best oontacl 

Best oontact 

CRR-AP ask any further assistance. 

C denied. 
Call ended mutualy. 

Created By: Lawanda Bradley 11/19/2018 6:45 PM) 
ARBSnotes: 
Total Days Down: 57 Days Down as of (1/19/2018) 
~--~~ related to forward emergency braking light keeps coming on and brakes by itseif 

ARBS taking over the case for further assistance 

Created By: Lawanda Bradley 11/19/2018 6:45 PM) 
ARBSnotes: 

11/17/2017@2,405rriles . ... R0- .4 Days Down 
Concern: 
1. Customer States forward Emergency Braking Light RandOfnly COfnes On. Vehicle Has Braked By Hself f,J. Lower Speeds. from An Uneven Road? Check And Advise 
Action: 
1. f orward Braking Cs f,J. Times f orward Emergency Brak"'!l Light COfnes On. Scanned Vehicle And FOllld Code C1a16 Sensor Stain. Inspected front Sensor And f ound A lol Of Bugs And Deb<is On Sensor. Cleaned 
Off Senso, And Test Drove. No Problems Found At This Time. 

11/29/2017@2,657 miles . ... R0- .36DaysDown 
Concern: 
1. Customer States forward Collisial Light Keeps Coming On. Vehicle Braked By ltsett While Driving With Notll"'!l In f ront Of Vehicle. Check And Advise. 
Action: 
1. u.--Engineering Review. No WOfk Done. 

~~~/s:iesrn~~,i!J!tJ £. •• ~~ ~:~fc1e Without Anything In front Of Vehicle. Customer Also Noted Awd And Tes Functions Oo Not 
Action: 
1. u.--Engineering Review. No WOfk Done. 

Created By: Lawanda Bradley 11/19/2018 6:44 PM) 
ARBSnotes: 
In service date: 10/04/2017 
State: Ohio 
Retail Sale 

NO ADDITIONAL CASES FOUND 

~~~~~~;~E FOUND-

NO VSC's FOUND 
NO WARRANTY CASES FOUND 

Created By: Emmanuel Asman (1/19/2018 8:47 AM) 
------CASE SUMMAR'r • 

C called in regarding status of C's RHR 

CRR-EA advised C that there is no made decision at this time and attempted to transfer Cover to RCAS agent for further assistance however, the agent was unavailable 

ORR-EA sending RCAS agent courtesy email 

Created By: f mmamtel Mmao (1/19/2018 8:46 AM} 
ORR-EA OPENED Acoount Info including: C's name, home & email address, phone# 
ORR-EA VERIFIED Veh Info inclUdBlg: 
ORR-EA CHECKED for open recalls/campaigns and found: 
CRR-EA CHECKED for previous UNRELATED Case(s) and foluld­
CRR-EA CHECKED previous RELATED Case(s) and found: 

ORR-EA NOTED concern is: Status of Request 

ORR-EA received inbound call from C 

C stated C is cali ng to tr.d oot the status of C's request 

CRR-EA ackOOMedged C's concern 
ORR-A advised C of set lolow up date and offered to warm transfer C aver to RCAS agent 

C ooderstood and appreciated assistance 

ORR-EA was unable to get a hold of the RCAS agent 
ORR-EA offered to allow C to leave a voicemai for the RCAS agent 

C declined 

ORR-EA asked C if there was anythBlg else CRR-EA could assist with. 

C declined. 

Call ended mutualy 

Created By: Jennifer Anglea (1/17/2018 9:34 AM) 

✓ ~g~ ~~ 7 ..!~8
~~~1:;tact info & C case number. 

RCAS will follow up with Con 01/22/18. 

Created By: Michelle Simpson (1/12/2018 9:15 AM) 
ORTS received the RHR. The RHR was assigned to ARBS Lawanda Bradley for review. 
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✓ Created By: Lynzi Lee (1112/2018 9:12 AM) 

SRC~ynzi Lee submitting RHR for ARBS review 

Created By: Lynzi Lee (1112/2018 9:10 AMI 
SRC~ynzi Lee placed outbound call to Yar1< Nissan@ 
SRCAS spoke with service manager Rick. 
SRCAS provided last 8 of VIN. 

SRCAS stated C has requested RHR. 
SRCAS inquired alJout R~ 

SM stated w:11 was not at the DLR the whole time. 
SM stated there was an open case with tedl line. 

✓ SM stated coocern is under engineering review. 
SM stated no wor1< done. 

SRCAS inquired alJout R~ 

SM stated C picked upw:111111118. 
SM stated SM provided Ca loaner for 3 days. 
SM stated no wor1< done. 

SRCAS thanked SM. 
call ended mutually. 

Created By: Jennder Anglea (1112/2018 8:44 AM) 

1/12/18 al 9:03am. 
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Why do you want to return the veh to NNA ?C does not feel safe driving C veh due to Nissan does not have a fix for C ooilision light keeps ooming on & w:11 braking by itself when there is noting in front of the veh 
Where is the veh currentty? C has the veh 

✓ Where was the veh purchased?Y8f1t Nissan 
Was it purdlased new or used?new 
If used, when was the w:11 purchased? 
Where is the w:11 serviced? yar1< Nissan Has the veh been taken to multiple Nissan/lnfinily dealers? IF YES- doct.ment names of dealers/retailers. 

Created By: Jennder Anglea (11111201810:23 AM) 
RCAS placed an outbollld callto C at 8 1n471205. 
RCAS-JA ADVISED "This call may be recorded for quality and training purposes." 

RCAS advised C What type ol lurthe< assistance is C seeking from Nissan? 
C stated C veh can not be fixed. 
C stated C no longer would like the w:11. 
C stated C does not feel safe driving C veh. 
C sated C just wants another w:11 be the dlr can not fix C . 
C stated C veh is brand new. 

✓ ~g~ =:~tllat RCAS can review for a possible repurchase/ replacement for C veh. 
RCAS advised C that Nissan only reviews C repair histo,y on C veh. 
RCAS advised C that it does take 10 days for N issan for Nissan to review foc repurchase request 
RCAS advised C that RCAS can start the review& follow up with Con 01117118. 

C understood. 
C stated C does not want the Yeh that the dlr can not fix. 
RCAS l.llde<stood. 
RCAS advised C that RCAS will falow up with C on Wednesday. 
C thanked RCAS. 
RCAS thanked C. 
Call ended mutualy. 

Created By: Katrina Nicholson (111012018 4:47 PM) 
CRR-KN is informing RCAS-JA of C contact 

'"CASE SUMMARY'" 
C contacted Nissan CA requesting assistance with VEH being unsafe and C wants NNA to replace VEH 
CRR-KN documenting case as RHR 

Create<I By~ Katrina Nicbobwo ,111012018 4:47 PM} 
CRR-KN VERIAED Account Info including: C's name, hO<ne & email address, phone# & best contact# 
CRR-KN CHECKED lo, open recaDs/~gns and found: 0 
CRR-KN CHECKED for previous UNRELATED Case(s) and found: 0 
CRR-KN CHECKED previous RELATED Case(s) and found: 0 
CRR-KN NOTED concern is: RHR 

CRR-KN received inbound call from C 

C provided case#-
C stated DLR cal~ ck up VEH because DLR is waiting on NNA for solution 

CRR-KN advised RCAS told C that NNA engineering is still loolting into solution and for now C will have to wart and keep in touch with DLR until solution is available 

C stated DLR has been saying that for months 
C stated ifs unsafe, VEH could stop at any time, because rt did, VEH stopped in !riddle of highway 
C stated accident cookl happen at any time 

CRR-KN advised C could look into towing options for towing VEH hO<ne if C doesn1 want to drive 

C stated there should be options 
C stated there should be ~gn 
C stated C wants equivalent VE.H because it's unsafe 

CRR-KN asked how C would i ke Nissan to assist 

C stated ifs been 3 months, there's no solution 
C stated C wants NNA to replace VEH with simiar VEH that actually wocks 

CRR-KN stated that RCAS.JA would call C by COB tomorrow, 1/11118 
CRR-KN stated RCAS.JA would be informed of C cootact 

C understood and 8P!)(eciated assistance 

CRR-KN offered further assistance 

C declined 

CRR-KN provided C AQent !!!1111 
Best Contact#: (817) 
Call ended mutually 

Created By: Jennifer Anglea (111012018 8:39 AM) 
RCAS-JA is closing Case as no further assistance can be offered at this time. 

•" ---CASE SUMMARV---0-
✓ C contacted Nissan CA regarding 

•" STATEMENT OF DECISION" • 
RCAS-JA advised C Nissan has a-eated a case to document C's concern, and this case will remain in NNA's system. 
RCAS-JA reviewed Case with S-ick at Yar1< Nissan. 

✓ Created By: Jennifer Anglea (111012018 8:39 AM) 
RCAS placed an outbound call to C at 81n471205. 
RCAS-JA ADVISED "This call may be recorded foc quality and training purposes." 

RCAS advised C that RCAS spoke with SM-Rick at Y8f1t Nissan that advised that C Yeh is al the dlr now. 
RCAS advised C that the dlr has reached out to tedl support & C forward collision light keeps coming on & veh brakes by rtsett while driving with nothing in front of rt is stiU under engineering review. 
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RCAS advised C that C would have to continue WOf1ang with the dlr llltil a update is available. 

C undefSlood. 
C stated C veh has been at the dlr fO< a week now. 
RCAS advised C that SM advised that there are no further repan to be made at this time. 
RCAS advised C that RCAS will document C case on file with NNA CA. 

C thanked RCAS. 
RCAS thanked C. 
Cati ended mutualy. 

Created By: Jennifer Anglea (1/9/2018 4:45 PM) 

✓ ~g~ ~~ 7 ,_:~8~~~1!;,,ct info & C case number. 
RCAS will follow up with Con 01/10/18. 

Created By: Jennife< Anglea (1/912018 4:45 PM) 
RCAS spoke with SM- Rick at Yar1< Nissan: 

,(_ SM stated that C Yeh is at the dlr now. 
SM stated that the dlr has still being wooong with tedl line & there is not an update on C forward collision light keeps coming on & Yeh brakes by itseij whie driving & nothing in front of the veh. 
SM stated that C there is not a new update for C veh & C ooncems are still under Nissan engineering rev;ew. 

✓ ~~~~~~'.%'£';;'i $Z/!'i:l1.C:.:'.2=: ~II back to review an update on C case. 

✓ ~~~~~M!'~~er atAW:i1:::o~ = ~ng: info if C veh is back at the dlr & if the dlr has further diagnose on C current concerns. 

Created By: Keyahanna Alexander (1/4/2018 4:34 PM) 

~g~ ~~~~c:l~C : !!££ 1£ quaity and training purposes " --·-----·-----H:--•- ... ----·-----
C stated Cspol<ewitthe DLR yeste<day, and C dropped off the veh. 

✓ C stated that C is trying to see if any repairs can be made. 

RCAS advised C that the concern is under review. 
RCAS advised C that RCAS-JA wil follow uP with C no later than Tuesday with an update on the repairs. 

C understood. 

Cati ended mutualy. 
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✓ Created By: Jennifer Anglea (1/412018 3 :34 PM) 
RCAS left SM- Rici< at Yaf1< Nissan a vmx advising SM that Chas reopened C case regarding forward collision light keeps comr,g on & C would have to continue wor1<ing with SM until an update is available. 

Created By: Helen Baglole (1/3/2018 11:04 AM) 
CRR-HB VERflED Account in1ormation including: C's name, home & phone number & best oontact number 
CHECKED fa, open recals/carrc,aigns and found: 0 
CRR-HB CHECKED fa, previous UNRELATED Case(s) and 1ound: 0 g::~: ~~~~~s=~c~~s) and 1ound: 1-

CRR-HB received inbound cal from C 

C stated had previous case id-
CRR-HB asked if CRR-HB could put C on hold to review case 

Csaid ok 

CRR-HB confinmed that C is still having ooncems with oollisioo light stil comr,g on 

Cstatedyes 
C stated that has called RCAS agent keeps getting line is busy 
C stated has also called in to DLR two days ago has no heard back 

CRR-HB stated that CRR-HB wil set uP a falow up call fO< C with RASC agent to call C back by end of business tomorrow 

C agreeded 

CRR-HB offered further assistance 

C declined. 

CRR-HB gave and agent id 

Cati ended mutualy. 

Leaving open fO< RCAS 

Created By: Jennifer Anglea (12/15/201710:39 AM) 
RCAS-JA is closing Case for pending contact from C. 

✓ ~,i~M~,:,:-rdi--.;-
-STATEMENT OF DECISION-
RCAS-JA advised C Nissan has aeated a case to document C's concern, and this case will remain il NNA's system. 
RCAS-JA reviewed Case with S-ick at Yar1< Nissan. 

Created By: •eooi!er Apg!e• (12/15/201710:32 AM) 
RCAS pjaced an outbound call to C at 8 1n471205 
RCAS-JA VERIFIED C's name, home & email address, concern, phone 
RCAS-JA VERIFIED servicing dealer/retailer: Vall< Nissan 
RCAS-JA CHECKED fO< open recals/campaigns and found: none 
Previous UNRELATED Case(s) FOllld: none 
Previous RELATED Case(s) Found:-
RCAS-JA ADVISED "This call may ~ fO< quality and training purposes." 

C stated C is having ooncerns with ""-<I oolision light keeps ooming on . Vehicle braked by itseij while driving with nothing in front of it 
RCAS apologized 1or C ooncems. 

RCAS advised C that the dr stated the dt reached out to tedl support & advised that Nissan is aware of C concerns & at this time Nissan is working on a fix.. 

✓ RCAS advised C what fu:the< assistance is C seeking from Nissan? 

✓ 

C stated C is fixing to go oot of town & not use the Yeh. 
C stated C will be back in Jan . to drive the Yeh. 
C stated when C gets back C will stop by the dlr to see if Nissan has came up with a fix. 
C state if Nissan does not have a fix then C will cal RCAS back to discuss C next steps. 

RCAS undefstood. 
RCAS offered RCAS oontact info. 
C stated C would like an emai with RCAS contact info . 

RCAS advised C that RCAS will email aver C contact info. 

C thanked RCAS. 
RCAS thanked C. 
Call ended mutualy. 
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SM stated C is having concerns with C emergency brake light comr,g oo. 

SM stated that C is having concerns with fo<ward collision light keeps comr,g oo Vehide braked by itself while driving with nothing in front of it. 

RCAS is noting per tech line 

This {INCIDENTI concern is currentty under engineering review. Unk>rtunatefy, because of this review, we do not reconvnend any repairs at this time. 

Created Bv: P@roel• Smjth 112/14/2017 2:06 PM) 
I CASE SUMMARY: C is seeking tedlnology pacl<age repaired or to have the VEH rel)iaced 

CRR-PS escalating case to RCAS 

Created By: Pamela Smith (12114/2017 2:05 PM) 
CRR-PS received cal from C. 
CRR-PS VERIFIED Account INFO including: C's name, home and email address, phone# and best contact # 
CRR-PS VERIFIED VEH INFO including: VIN#, current mileage, warranty & service histo<y 
CRR-PS CHECKED for open recalls/campaigns and tound: 0 
CRR-PS CHECKED for previous UNRELATED case(s) and found: 0 
CRR-PS CHECKED for previous RElA TED case(s) and follld: 0 

CRR-PS NOTED concern is that the tedlnology package on the VEH is not wor1<ing proper1y and the DlRSHP is unable to repair the coocem. 

C stated that soon after the VEH was purchased the torward emergency tedlnology is always turning itsett oo and the VEH would stop whi e driving. 
C stated that Chas brought the VHE to the DLRSHP three times for this concern, the last time being lasdt week. 
C stated that the first DLRSHP visit reset the system, which did not resolve the concern. 
C stated that the DLRSHP is now teling C that the DLRSHP does not have a repair for the coocem and that the DLRSHP is waiting on NNA to contact the DLRSHP with instructions. 
C stated that C was advised to dean the sensors in snow, which C did. 
C stated yeste,day it was snowing and the relay and AWD kept switching whie the VEH was in operation. 
C stated that C does not feel safe driving the VEH. 

CRR-PS apologized and asked C what C would like NNA CA to do to assist C. 

C stated that C would like the coocem repaired permanently and tt the coocem cannot be guaranteed to be resolved, C would i ke the VEH rel)iaced with a similar VEH without these ooncems. 
C stated that C is travelling to Ecuador tomorrow and wil ren.rn 111/2018. 
C stated that RCAS can try cali ng C, however RCAS may not gel through. 
C stated that ij the call cannot complete, C can be contacted by emai. 

CRR-PS provided C with case# and agent ID# 7319198 
CRR-PS informed C that case will be transferred to a regional coosumer affairs specialist who will oontacl C by close of business day 12/1512017 regarding the C ooncem. 
C oode<stood and app,eaated the assistance. 

~~=: ,..m:; 
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Case Categorizations 

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

MULTIPLE REPAIR ATTEMPTS 

POOR OR IMPROPER 
OPERATION 

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 

BRAKES 

GEN. BRAKE COMPONENT 
(S) 

GEN. BRAKE COMPONENT 
(S) 

03 

03 

Atways show me more records per reJated nst 

12/14/2017 

12/15/2017 

YE 

YX 

AD 

AD 
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https://nissanna.my.salesforce.com/5000G00001LuiWGQAZ 

121500 OA 

121500 OA 

FonnsHelp 

6/2/2020 



~ 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) 

- Customize Page I Printable Vrew I Help for this Page 

Show Feed 

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

Case Detail 

Number of open vehicle campaigns = .l 

Account Name 

Contact Email -Letter Se-nt Date 

Letter Received Date 

Follow Up Date 3/2612018 

Supporting Documents 

CA Muttiple Repairs 

Social Media Involvement 

Martiz Custome< Id 

Case O#nH location Franklin 

Texting Status 

Case Reopen Count 

~ 

J Reopen Case 11 Clone Closed Case J 

Description C contacted NNA about llell repurchase/replacement 

Call Script 

Who contacted u.s? Consumer 

#Vehicles Owned 1 

Vd'liele Purchased New 

Pre-Owned Initial Mileage 

Current Mike- 11,000 

Incident Codes . IIR REQUIRED 

Incident Dale 12/1/2017 

Sent to legal 

Accident ✓ 

Asbag 

Fire 

IIR lndic.ator 

IIROate 

HR -

Vehicle Information 

Vehicle 5N1AT2MV1H• 

Model Year 2017 

Make NISSAN 

Model Line ROGUE 

Model Code 22617 

Dealer Detai l 

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

Bluetooth 

Related Items 

Responsible District 07 

SharedWrth 

Phone Carrier 

Phone Manufacturer 

Reported From 

Issue Categories 

Approwd Ched< Reques1s $0.00 

https://nissanna.my.salesforce.com/5000G00001LuzxVQAR 

Rick McOure C....Owne< 

Type 

Case Origin 

Executive Refenal 

Exee>Received-Oa.te 

CA 

Phone 

Status Closed 

Datelrme Opened 12/15/2017 1:26 PM 

Dale/Tome Closed 3/26/2018 1:54 PM 

Multiple Repairs No 

Executive Summary 

Executive Actions To Resolve 

Vehicle Maintained Location NISSAN 112 SALES CORP 

Previous Repai.r Date 112912018 

Previous Repair Location NISSAN 112 SALES CORP 

Related Vehicle Make Nissan 

XTIME Appointment Numb« 

Rollowf' 

Property Damage 

Injury letter 

Nootber Injured 

RHR Started 3/20/2018 

RHR Completed 3/20/2018 

Customer Document Requested 

Date Requested 

Customer Document Received 

Date Received 

Part Numb« 1 

Beyond Basic Warranty Miles 1 O 

Beyond Basic Warranty Months1 

Beyond PT WalTal'lty Miles1 0 

Beyond PT Warranty Months 1 2 

Oat.a Net 

Oatanet Deal« Date 

Dealff Instructions 

Requested Dealer Action please review. 

Bluetooth Ticket Status 

Phone Model 

Phone Operating System 

Goodwill Offered 

VCAH 

Goodwill Processed 0 

Vehicle Service Contract 

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

Hot Alert Date 

LS Response rime 

Vert>atims 

Alert Trigger Verbatim 

Survey Verbatim 

Deale< Action History 

NNA Notes 

Customer Conversation Notes 

DTS Inspection 

Contact Name 

-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;.Q 
SN1AT2MV1 

lain Hadden 12/1512017 1:26 PM 

NNAill, 12/10/2018 9:52 PM 

Case Reco<d Type CA Oosed Case 

Days Closed 799 

Action c- NT 4E 

VIN: 

What action was taken? 4E Customer Demands Impossible to Satisfy 

Agent Comments 

Agent Comments #RHR . RHR DENIAL. FOLLOW UP WITH SM 

Case History 

Dale 

3/26/2018 1:54 PM 

Agent Next Step 

Use< 

Amanda Yett 

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 

3/26/2018 1:53 PM 

3/21/2018 10:55 AM 

3/20/2018 9:02 AM 

Amanda Yett 

Amanda Yett 

~ 

Changed Case Owner from Amanda Yett to Rick McClur e. 

Changed Follow Up Date from 3/22/2018 to 3/2612018. 

Changed ORT Support Status from Pending to ORT Assigned. 

Show more • I~ 

Case Comments 

Pubic e«nment 

Created By: Amanda Yett (3/26/20181 :52 PMI 
RCA$-AY is closing Case as no ftlther assistance can be offered at this time. 

- CASE SUMMARY -
C contacted Nissan CA \/ell concem-,ep<rchase/rei,lacement 
RC~ Y advised C Nissan has created a Case to document C's ooncem and this Case wil remain in NNA's system. 

✓ RCAS-AY reviewed case with SM-Mo Khan. 
ARBS reviewed case. 
RC~ Y advised C that NNA is nol in the position to rep<rchase/re!)iace C's veh at this time. 
C stated that C will pirsue legal action. 

- STATEMENT OF DEClSION -
RCAS-AY advised C that NNA is nol in the position to rep<rchase/re!)iace C's veh at this time. 

Created By: Amanda Yett (3/26/20181 :SO PM) 
RCAS-AY placed outtx>ood call to custome, J on 3/26118 at 1:40 PM. 
RCAS-AY ADVISED "This call may be re<Xlfd ror qua,ny and training purposes." 

RC~Y recapped case. 
RC~ Y advised NNA is not in the position to rept6chaselreplace C's llell. 
RCAS-AY advised that Nissan wil oontnue to honor all applicable terms and warranties. 
RCA>A Y advised C will receive a letter in the mail with this decision. 

C stated that C will get a lemon law attorney . 

./' RCAS-AY advised C would need to send in letter of representation and once that is received, RC~ Y wil no longer be C's point of oontacl 
RC~ Y advised wil sent attorney letter of representation email to C. 

C asked how many days C has for lemon law. 

RC~ Y advised RCAS-AY is not an expert on state lemon laws and would not be able to provide that in1o. 

C undefstood and declined ft.r1her assistance. 

RCAS-AY thanked C 1or C's time. 

Call ended mutualy. 

Created Bv: Amanda Yett (3/26/20181 :37 PMI 
✓ RC~ Y reviewed case with SRCAS.Janisha Wilkerson. 

SRCAS.JW a<Msed as no defects~ lound and RHR has been declined, Cwill need to pick up veil and return loanerveh. 

✓ Created By: Amanda Yett (3/21/2018 2:06 PMI 
RC~ Y received inbound call from SM-Mo Khan. 
S,M,,1K advised ched<ed - and DTS-Kevin MacKay ched<ed veil. 
S,M,,1K advised veil is at DLR. 
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SIM,,1K advised C refuses to pick up llffl. 
RCAS-A Y advised C has been told that NNA did not find any manufacture,'s defects and NNA is reviewing for repurchase. 

Created By: Amanda Yett (3/21/20181 :52 PM) 
RCAS-AY piaced outbollld call to NISSAN 112 on 3/21/18 at 1:48 PM and spokewitll SM-Mo Khan. 
RCAS-AY provided last six of VIN. 

✓ ~~A~~~ :~:~L~at Chas been in a loaner veh since January and DLR has C's veh. 

SIM,,1K advised RO was opened on 1/16. 
RCAS-A Y requested RO. 
SIM,,1K advised wil speak witl1 SA and call RCAS-AY right back. 

Created By: Amanda Yett (3/21/20181 :39 PM) 
✓ RCAS-AY piaced outbollld call to NISSAN 112. 

RCAS-A y left VMX for SM-Mo Khan requesting callback. 

Created By: Amanda Yett (3/21/201810:57 AM) 

✓ ~g~:~ ::~ ~!'i: ~h~~~ ~~~N 112 requesting that SIM,,1K call RCAS-AY as soon as possible. 

RCAS-AY left VMX for SM-Mo Khan requesting callback. 

Created By: Amanda Yett (3/21/201810:54 AM) 
RCAS-AY piaced outbollld callto Customej••••·· on 3/21/2018 at 10:49 AM. 
RCAS-A Y ADVISED "This call may be recooleo ror qua,ny and training ptMpOses." 

RCAS-AY asked C where veh was located. 

C stated tt is located at Nissan 112. 
C stated C originally brought tt in on January 16th. 

RCAS-A Y asked d C is in a loaner veh. 

RCAS-AY asked who C spoke with. 

C stated that C wooted with SM-Mo Khan. 

RCAS-A Y thanked C. 
RCAS-AY advised follow up on 3/26. 

C declined 11.wther assistance. 

Call ended murualy. 

Created By: Anisha Baldon (3121/2018 10: SO AM) 
ARBSnotes: 
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ARBS notes based on the information provided and a good faith review, NNA is not in a position to offer a repurchase/replacement of this vehicle. NNA wil COfltinue to honor the tenns and conditions of al applicable 
warranties. 

ARBS does not have a recommendation at this woe. 
Created By: Anisha Baldon (3121/2018 10:49 AM) 
ARBSnotes: 

In service date: 5131/17 
State:NY 
Retail Sale 
1 open recall: PC601 - Engine Mount Rogue 
2 additional CA case: 
a .• - IIR-no defect lound 
b. - loaner assistance 
N case 
NoVSCs 
DTS: 2 inspections - Kevin MacKay 

~~, 10total 

3 viM veh comes to a compiete stop while driving SO mph 
a. no repair 
b. no repair 
c. no repair 

IIR l)ef1ormed no defect found. 

Created Bv: Amapda yett (3/21/201810:47 AM) 
RCAS-AY piaced outbollld call to RIVERHEAD AUTO MALL on 3/21/18 at 10:36 AM and spoke with SM-Ken Hizz. 
RCAS-AY provided last six of VIN. 

✓ ~~~ ::::: ~,!!";~:' i!~~~e~~;~ in an accident 
SM-KH advised C had veh fixed and ret\Jrned to DLR but never reported tt to SM-KH. 
SM-KH advised C woots for a body shop and had tt fixed. 
SM-KH advised C has not been to DLR since. 

Created By: Amanda Yett (3/21/201810:41 AM) 
RCAS-AY piaced outbollld call to NISSAN 112 on 3/21/18 at 10:36 AM and spokewtth SA-Taylor as SM-Mo Khan was unavailable. 

✓ RCAS-AY provided last name, VIN and phone number to locate veh reoords. 
SA-Taylor advised C's - is not there and there are no open ROs. 
SA-Taylor advised C is not in a loaner veh from DLR etther. 

Created By: Anisha Baldon (3121/2018 10:35 AM) 
ARBSnotes: 

7/25/2017@4,748miles-R~ -2daysdown 
Concern: 
1. D<ling SO mph on route 27 at night brakes came on and came to a dead stop. Also happened on a tum caused C to loose control and drive off the road. Rocks kicked up and chipped the windshield . Has happened 
about 6 times since May 
Action: 
1. Checked - fo,oodes and found past history code C1A1697 for radar stain (means radar saw ttem which could cause tt to activate, but had not Clll'ent codes related to malfunction. Road test- approx. 20 miles in 
atten-c,t to verify. No defect to..-.d 

I 9/26/2017@6,073 miles-R~ -4 days down 
Concern: 
1. Veh comes to a complete stop while driving at SO MPH intermitten~y. Has had previous repairs done at Smtthtown Nissan 
Action: 
1. No problem to..-.d at this time. Tech was unable to duplicate. Road tested over 63 miles, cleared all DTC's no codes returned. 

1/16/2018@14,423miles-R~ -4daysdown 
Concern: 
1. Man coming to check to< auto braking system 
Action: 
1. Nissan came and looked at vehicle CA will oontact 

I 
Created By: Anisha Baldon (3121/201810:33 AM) 
ARBS called Nissan of Smithtown and informed C's veh is not in for se<vice has not been in since July 2017 

Created By: Anisha Baldon (3/21/201810:19 AM) 
I ARBS called N issan 112 to get - repair status. 

Service informed C's veh is not at the deale< tt has not been at the Dir since January. 
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Created By~ Nicki Raaor (3/20/2018 9:01 AM) 
ORTS received the RHR. The RHR was assigned to ARBS Anisha Baldon for review. 

✓ ~~~:~~d;a:.~3/20/2018 8:45AM} 

I ~;e~~":B ~Y~:;""nda Yett (3/20/2018 8:45 AM} 

✓ ~;;"~:~=';,,Vt~:2::!::'J cootact number. 

Created By: Amanda Yett (3/20/2018 8:44 AM} 
RCAS-AY placed outbound call to Custome, j oo 3/20/18 at 8:37 AM. 
RCAS-AY ADVISED "This call may be record 1ut qu1:11ny 1:1lld training~.• 

C stated that C wants NNA to buyback veh. 

RCA>AY advised NNA can review for repurchase/rejljacemeol 
RCA>AY advised process takes 10 business days and RCAS-AYwil loltow up with C every 3 business days. 
RCA>AY advised review is conducted based on repair histcxy and stale lemon laws. 
RCAS-A Y advised tt is not guaranteed. 

Why do yoo want to return the veh to NNA? 
C stated because of safety concern. 
C stated C bought a new veh that would be reliabre. 
C stated that veh puts C's sa1ely at risk. 

Where is the veh currentty? 
At the DLR, C is in a loaner veh 

Where was the veh purchased? 
At Nissan of Smithtown 

✓ Was tt P!Xchased new or used? 

I 

New purchase 

If used, when was the veh purchased? 
None 

Where is the veh serviced? 
Nissan 112 

Has the veh been taken to multipie Nissan/lnfintty deale<S? 
Nissan of Huntington 
Njssan 112 
Riverhead Auto Mal 

RCA>AY thanked C. 
RCA>AY advised lollow up on 3122. 
RCAS-A Y advised wil send case number and contact number to C via email. 

C declined further assistance. 

RCAS-A Y thanked C for C's time. 

Call ended mutualy. 

Created By: Alex Kang 13116/2018 8:15 AM} 
ARBS notating Nissan did not find any manufacturer defects on the llehicle. ARBS sending case to RCAS for RHR review. 

Created By: LoriAnn Lint (3/16/2018 7:45 AM) 
... (Added after the case is closed.] •-
"CASE SUMMARY" 
C has not retained an attorney and is lool<ing for reimbursement 
CRR-LL sent e-mail to ARBS Alex 

Created By: LoriAnn Lint (3/16/2018 7:45 AM) 
... (Added after the case is closed.] •-
ORR-LL VERIAED> Account information including: C's name, home & e-mail address, phone number & best oontacl number 
ORR-LL CHECKED for open recals/carrc,aigns and foond: one 
ORR-LL NOTED concern is: want reirnll<rsement 

CRR-LL reeewed inbound cal from C 
C stated C has not retained an attorney and wants to wor1< with Nissan for a resolution 
C stated is lool<ing for reimbursement 
C stated does not want VEH and wants out of VEH 
C staled does not feet safe in VEH 

ORR-LL acknowledged C 
ORR-LL as per SOP and SC RR-RH did not open case 
CRR-LL sent ARBS Alex an e-mai advising that C has not retained an attorney 
ORR-LL asked C if there was anything else CRR-ll COIAd assist with. 
C declined. 

CRR-LL provided C with agent ID and case ""'"' obeiben __ _ 
C undefstood 

Call ended mutualy. 

Created By: Alex Kang 1311/20181:17 PM) 
Fedex: 

7716-7004-7128 

Created By: Alex Kang 1311/2018 1:14 PM) 
ARBS closing case pending C-s attorney sending in letter of representation to Nissan. 

Created By: Alex Kang 1311/20181:13 PM) 
ARBS reviewed case with TL-Angie McVey. 

n.-AM stated since the customer has retailed an atton,ey, nothing can be done until Nissan receives the letter of representation from the attorney. 
n.-AM stated case can be closed pending letter of representation. 

Created By: Alex Kang {311/20181:06 PM) 

- ARBS made outllound call to'. ... ~•··• ARBS stated the investigation LM:C"11 1..UtllJ.IICled and a decision has been made. 
ARBS stated there were no manufacrure, defects found on the vehicle. 
C staled the vehicle had sat in the DLRSHP for 30 days and this is the lemoo law. 
C stated vehicle was rear ended because it stopped on its own➔ 

C stated Nissan wil hear from C's attorney and Geico's attorney. 

ARBS asked if C has retained an attorney. 

C stated yes. 
ARBS provided address for the letter of representation. 
ARBS stated C's attorney wil have to send in the letter of representation to Nissan. 
ARBS stated ARBS is no longer able to speak to C as C has retained said attorney. 

C staled why did this process lake so long and why was it taken to the artxtration depar1menl 

ARBS slated Chad an alegation with the vehicle and Nissan had inspected the vehicle. 
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ARBS stated ARBS wil start the repurchase or replacement review on C's behan, but since C has retained an attorney ARBS will no longer be able to speak to C as C's attorney will have to W<l<1t with the legal 
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C stated cani C speak to someone who would know about the lemon law. 

ARBS slated No one would be able to speak to C as C's attorney will need to speak oo C's behaW. 

C stated ok 
ARBS thanked C for C's time. 

Call ended mutualy. 

Created By: Alex Kang 12/28/2018 3:07 PM) 
ARBS received email from Wendy Rhinehart statilg: 
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Hi Alex. This matter was reviewed and there were no defects found with the vehicle. OUr recommendation is to deny assistance in this matter. Please send me a copy of your determination letter for my file. 

Please contact me if you have any questions or need additional infonnation. 

Thank you, 
Wendy 

Created Bv: A[Jhdttp Sjpqh (2127/2018 3:03 PM) 
CRR-AS VERIFIED Account Info induding: C's name, home &, emai & phone# & best contact# 
CRR-AS CHECKED for open recalls/campaigns and found:O 
CRR-AS CHECKED for previous UNRELATED Case(s) and follld:O 
CRR-AS CHECKED previous RELATED Case(s) and found:O 

CRR-AS NOTED cooce,n is: case update 

""CRR-AS received a inbound call from C----

C stated C already have case with Nissan 
C stated C's VEH in shop from long 
C stated C is in rental VEH 
C stated C did nol heard anything about C's VEH from ARBS 
C stated another thing is that DLR provided C a basic model rental but c is paying for a Top model 
C stated rental VEH have rolling windows, no heated seats 
C stated rt C's VEH will going to stay in shop for more time C need a another rental that compares C's VEH 

CRR-AS noted the ooncem 
CRR-As apologized for this 
CRR-AS provided follow up date 
CRR-AS slated CRR-AS wil send emai to ARBS about C's cal and request 

C oodefstood 

CRR-AS ask about any further assistance 

C acknowledged and 8Pl)re0ated the assistance 

Besl cootacl# 

CRR-AS provided the case nu-­

c declined the cal 

-Call ended mutualyott-

Created By: Barney Oloo-Aringo (2/2612018 2:53 PM) 
CRR-BOA VERIFIED Account infoonatioo induding: C's name, home & phone number & best cootact number : 
CRR-BOA VERIFIED VEH Information including: VIN# , 
CRR-BOA CHECKED for open recalls/campaigns and found: 0 
CRR-BOA CHECKED for previous UNRElA TED Case(s) and found: 0 
CRR-BOA CHECKED previous RELATED Case(s) and found: 
CRR-BOA NOTED coocem is: 

C contacted NNA for an update oo case 

C:RR-BOA emailed agent on case to give C a calback with an update 

C thanked ORR-BOA 

Call ended mutualy 

Created By: Alex Kang 12/26/2018 10:28 AM) 
ARBS emailed Wendy Rhinehart requesting information rt a decision has been made or not. 

WR emailed back stating: 

Nothing yet. I asked him this morning about this one, waiting on a response. 

Created By:~ (2/19/2018 2:52 PM) 
ARBS emailed Wendy Rhinehart rt PL came to a cooclusion. 

WR emailed back stating: 

Engineer is out of the office until middle of this week. I've asked him several times for an update, and I'll keep you posted on when I hear back.. Thanks foC' your emai. 

;~e:~~~ca\~~~~~82:21 PM) 

ARBS stated ARBS is waiting to hear back from the engineering department regarding C's coocern. 
ARBS stated as of right now, there is no additional information. 

C stated ok. 
C thanked ARBS. 

ARBS thanked C for C's time. 

call ended mutually. 

Created By: Alex Kang 12/15/2018 8:17 AM) 
ARBS made outtlound call to NISSAN 112 SALES CORP. 

ARBS spoke with SA-Moe. 

SA-Moe stated last time tt was in the DlRSHP was January 16111,2018. 
SA-Moe stated nol sure rt tt had any rear end damages or not. 

ARBS thanked SA-Moe. 

Call ended mutualy. 

Created By:~ (2/14/2018 3:58 PM) 
ARBS made outtlound call to NISSAN 11 2 SALES CORP. 

ARBS left message requesting cal back from SM . 

Created By: Alex Kang 12/12/2018 8:15 AM) 
ARBS received email from tarry Okmeff statilg: 
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Alex, 

It looks like Wenay is stil waiting lor Product Safety's review/analysis. She should hear back from them sooo. 

Created By: Alex Kang 1211212018 8:10 AM) 
ARBS emailed Lar,y and Wero'/ regarding if Pl has a resolution. 

Created By: Alex Kang 1216/2018 3:41 PM) 
ARBS received email from Larry Olnrleff stating: 

Alex, 

It looks like Wenay sent this one to Product Safety on 1/29 so tt will still be a week °' so befoce we hear back from them. 

Created By: ~ (21212018 7:33 AM) 
ARBS emailed Lar,y and Weoo'j regarding if Pl has a resolution. 

Created By: Brandon Johnson (1/24/2018 7:27 AMI 
ARBS received email from DTS-KM stating that the HR had been uploaded to the FTP site lor review. 

ARBS setting case for 2/2/2018 to watt lor Pl resolution. 

Created By: Brandon Johnson (1/3/2018 3:29 PM) 
ARBS placed outbound @ # ,IIIIIL 
ARBS stated that ARBS informea u,e, U L I"\ ~M u1c:11t NNA'. wuu,u ue ~ i ,g a rental veh for the duration of the inspection process. 
C IMldefstood and Cls that C would pick up a rental veh when C dropped of C's veh on 1/13/2018. 
ARBS understood and call ended. 

Created By: Brandon Johnson (1/3/2018 3:24 PM) 

~~~~ ~~=='.!."-=:~L~~ ~~~~,~~~tr: jjj!£,ii ti " •=~"!.V:~M-Mollarred Khan. 
ARBS stated ff SM had any questions to cootact ARBS. 
ARBS provided ARBS cootact # and cal ended. 

Created Bv: Brandop Johnson 11/3/2018 3:15 PM) 
ARBS received vmx from C. 
C/s that DLR was ..,..,are that a rental wil be covered during inspection process. 

Created Bv: Brandop Johnson 11/2/2018 3:48 PM) 
ARBS setting case lor 1/29l2018 lor inspection to be oompleted. 

Create<I By~ Brandon Johmoo ,11212018 3:46 PM) 

~~~; ~~:' :~: .:J mat g coufa arop is t orr oo 1/ !£1018 to w,m 1or C's veh to be ilspected 
ARBS stated that SM wanted to make sure that C knew that DLR/SM W0dd not be responS<ble f« any damages that C's veh may incur. 
C understood and call ended. 

Created By: Brandon Johnson (1/2/2018 3:44 PM) 
ARBS placed outbound cal to DLR-NISSAN 112 SALES CORP~ I spoke with SM-Mollarred Khan. 
ARBS stated that ARBS had an inspection date and time lor Con 1/ 10,...,10 at 1u:OOAM EST at DLR. 
SM understood and ARBS stated that C was going to drop off C's veh off on 1/13/2018 to watt lor C's veh to be inspected. 
SM understood and SM stated that C needed to be made aware that SM was not going to be responsible lor any damages on C's veh ff that does occur. 
ARBS understood and ARBS stated that ARBS would make C aware. 
SM understood and ARBS stated lor SM to have an extra technician and a lift available lor DTS ff need be. 
SM understood and cal ended. 

Created By: Brandon Johnson (1/2/2018 3:28 PM) I last Modified By: Brandon Johnson (1/212018 3:35 PM) 

~~~~ := ~~~ r:, ~" ,!iii£!JJ1., .J £@ JI u ,fao 18 at 10:00 AM EST at DLR- NISSAN 112 SALES CORP. 
C understood and Cls that C would drop off C's veh on 1/13/2018 to watt lor C's veh to be ilspected. 
ARBS understood and ARBS stated that the DLR oould charge C st«age fees. 
C IMldefstood and ARBS stated that ARBS WOlAd make DtR aware of inspection date and time. 
C IMldefstood and call ended. 

Created By: Brandon Johnson (12129/2017 8:15 AM) 
ARBS setting case lor 1/3/2018 to watt lor an update on a date and time f« C's veh inspection. 

- Created By: Brandon Johnson (12129/2017 8:14 AM) 
ARBS emailed DTS-KM lor an update on a date and time lor C's veh inspection. 

Created By: Brandon Johnson (12127/201710:37 AM) 
ARBS sublritted DTS request. 

Created By: Brandon Johnson (12127/201710:28 AM) 

~~~~ ~~= =~~~ ,,£ 1££ ii!!i!JL~f JI iii£ Mil&"'. probe. 
C agreed and ARBS oompleted probe questions. 

ARBS asked ff C had a police report filed. 
C/s that C did and ARBS requested C send that to ARBS. 
ARBS provided ARBS fax # lor C to send in the police report. 

ARBS asked lor C to e)(l)lain the incident that occurred in C's veh. 

C/s that C was driving to WOl1t on County Road 25 going east. 
C/s that C was going around 45 mph. 

C/s that the veh came to a stop aB of a sudden. 
_ C/s that C heard no beeps and saw nothing on the dashboard of C's veh. 

C/s that there were no other vehs around C besides the veh behind C. 
C/s that the veh behind C was far enough away that the other veh was not tailgating C. 

C/s that after the veh stopped on tts own the veh behind C rear ended C. 
C/s that C ~ like the veh inspected due to the sudden stepping concern on C's veil. 

C/s that Chad the body damage to the rear of the veh repaired, but not any type of medlanical braking repairs done. 

ARBS understood and ARBS lll)()logized lor C's incident. 
ARBS stated that NNA would like to send an ilspector to look at C's veh. 
ARBS stated that the NNA IIR process was a six to eight week long process. 
ARBS stated K could be two to four weeks belore NNA cookl get an inspector out to look at c·s veh. 
ARBS stated that after inspection was completed NNA had two to four weeks to review the inspection report. 

ARBS statedthatARBSv.ould reach out to NNA inspectorlor an inspection date and time at DtR- NISSAN 112 SALES CORP. 
ARBS stated that once ARBS had further inlormation on a date and time lor C ARBS would oontact C back. 
C understood and call ended. 

Created By: Brandon Johnson (12121/2017 8:05 AM) 
ARBS setting case lor 12127/2017 f()( ARBS to follow up wtth C. 

Created By: Brandon Johnson (12121/2017 8:04 AMI 
ARBS placed outbound cal to C @ # 
ARBS reached vmx stating that vmx was TUi i. 

ARBS was unable to leave vmx from C. 
Vmxended. 

Created By: Brandon Johnson (12120/2017 2:04 PM) 
•CJs to contact C around 9 AM EST.• 

Created By: Brandon Johnson (12120/2017 2:04 PM) 
ARBS received vmx from C. 

Created By: Brandon Johnson (12120/201710:28 AM) 
ARBS setting case lor 12/21/2017 lor ARBS to follow up with C. 

Created By: Brandon Johnson (12120/201710:27 AM) _. 

andleftvmx. 
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ARBS-BJ called customer no answer was made ARBS left a message stating name and numbe< for C to call ARBS back 

Created By: Brandon Johnson (12/2012017 7:39 AM) 
✓ ARBS notilg email from ORT-FD: 

If the r,ew allegation resulted in an accident, please inspect the vehicle. IIR will treat this as a separate incidenl 

✓ Created By: Brandon Johnson (12/1912017 1 :27 PM) 
ARBS emailed ORT-FD alloul previous case and ARBS asl<ed ORT-FD how to proceed with case. 

Created By: Brandon Johnson (12/19/20171 :24 PM) 
✓ ARBS notilg l)(ellious case with same concern #:­

ARBS notilg no defect was found in C's previous~ 

✓ ;~"ii'~~!~~'!::ixdg[Jtromgt•gp 112/19120171:23 PM) 

,/' Created By: Brandon Johnson (12/191201710:28 AM) 
ARBS setting case for 12/20/2017 for ARBS to follow up with C. 

Created By: Brandon Johnson (12/1912017 10:22 AM) 
✓ ARBS placed outbound cal to @ # (917-

C/s that C wou1d have to oontac, ~ ua..,,. u 1s:s ~ftemoon. 
ARBS provided C with ARBS contact#. 
Call ended. 

vmxended. 

✓ s:~~~.!?1!~1¾1:s/2~~~~ A~E, UNDER REVIEW, PENDING PROBE VERIFICATION-"--"--

Created Bv: l•io Ha<J<leo (12/15/20171:38 PM) 

I ~ i~~~~':~;_.,t report 
CRR-IH creating IIR and sending case to appropriate department 

Created By: lain Hadden (12/15/20171:37 PM) 
CRR-1.H <OPENED or VERIFIED> Account Info including: C's name, home address, & best oontact# 
CRR-1.H VERIFIED VEH Info including: VIN#, Current Mileage, Warranty & Service History 
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 RElATEO Case(s) and to..-.d: 0 
~OTED c::incem is: see~o file accident report 

C called in asking to file accident report 
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C stated that 2 weeks ago C was mving to WOf1< when C's "safety shield" feature must have malft.rlctioned and detected object in front of C causing VWEH to suddenly stop and C was consequenUy rear ended 
C woukl like to report this to Nissan so that appropriate action may be taken 

CRR-IH advised C that case will be started to document C's ooncem 
CRR-IH recorded details of incident 
CRR-IH advised C that case will be sent to appropriate department and C will be contacted within 1-2 business days regarding C's concern 

C understood 

CRR-IH asked C ij any furthe< assistance may be p(OVided 
C declined 

~~:,~~~i~~-
Catl ended mutual y 

Case Categorizations 

Action Case Categorization # c..tego<y Oesc:ription s--Oescription Symptom Description 

MULTIPlE REPAIR 
ATTEMPTS 

Case Categorizations Help 

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

Forms 

Action Form -A Back To Top 

INTERIOR FORWARD EMERGENCY 
ELECTRICAL BRAKING (FEB) 26 

C<NledBy Request Type 

IIR ~ 12/15/2017 1:34 PM 
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• Search ... Search Derek Latta Help & Training All Tabs 

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

-Show Feed 

Case Detail 

Account Name --Contact Email 

Home Pl1one -Letter Se-nt Date 

Letter Received Date 

Follow Up Date 1/24/2018 

Supporting Documents 

CA Muttiple Repairs 

Social Media Involvement 

Martiz Custome< Id 

Case O#nH location Murfreesboro 

Texting Status 

Case Reopen Count 0 

Description UR-FEB-EST 

Call Script 

Who contacted u.s? Consumer 

I Vehicles Owned 2 

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 

IIROate 

HR -
Vehicle Information 

Vehicle JN8A T2MV6~r,-

Model Year 2017 

Make NISSAN 

Model Line ROGUE 

Model Code 29617 

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 $0.00 

Customize Page I Printable Vrew I Help for this Page 

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

J Reopen Case 11 Clone Closed Case J 

Case 0wne< ■ Brandoo Johnson 

Type CA 

Case Origin Phone 

Executive Refenal 

Exee>Received-Oa.te 

Status Closed 

Datelrme Opened 12/19/2017 2:31 PM 

Date/Tome Closed 1/24/2018 8:08 AM 

Multiple Repairs No 

Executive Summary 

Executive Actions To Resolve 

Vehicle Maintained Location 

Previous Repai.r Date 

Previous Repair Location 

Related Vehicle Make Nissan 

XTIME Appointment Numb« 

Rollowf' 

Property Damage 

Injury letter 

Nootber Injured 0 

RHR Started 12/19/2017 

RHR C«npleted 12/20/2017 

Customer Document Requested 

Date Requested 

Customer Document Received 

Date Received 

Part Numb« 1 

Beyond Basic Warranty Miles 1 0 

Beyond Basic Warranty Months1 0 

Beyond PT WalTal'lty Miles1 0 

Beyond PT Warranty Months 1 O 

Data Net ✓ 

Datanet Deal« Date 12/19/2017 

Oealff Instructions 

Requested Dealer Action please review. 

Bluetooth Ticket Status 

Phone Model 

Phone Operating System 

Goodwill Offered 

VCAH 

Goodwill Processed 0 

Vehicle Service Contract 

VSC Reprint Request Email 
.J 
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Contact Name --

Sales & Service Campaign Specific Information 

Hot Alert Date 

LS Response rime 
HomePhone -
WOfitPhone 

Mobile Phone 

Email 

Attemate Email 

Vert>atims 

Alert Trigger Verbatim 

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 

Notes to Agent 

CUSTOMER:­
JN8AT2MV6~ 

VIN: Root Cause 

Created By 

Last Mocfrfied By 

Ccileen Patchett. 12/19/2017 2:31 PM 

NNAill, 12/10/2018 9:50 PM 

Case Record Type CA Oosed Case 

Root Cause Code 

Root Cause Code (2) 

Document ID 

Days Closed 860 

Action c- NT48 

What action was taken? 48 Lack of CUstomer Response 

Agent Comments 

Agent Comments #RHR . Denial 

Agent Next Step 

I Reopen Case I ! Clone Closed Case! 

Case History 

Dale 

1/24/2018 8:08 AM 

1/22/2018 8:37 AM 

1119/2018 1:41 PM 

1117/201811:22AM 

Show more • I~ 

Case Comments 

Pubic Comment 

Brandoo Johnson 

Brandoo Johnson 

Brandoo Johnson 

Brandoo Johnson 

Created By: Brandon Johnson (112412018 8:08 AM) 
✓ ARBS closing C's case as C was a no show for inspectioo. 

ARBS notilg C n--cootacted ARBS back to reschedule inspection. 

Created Bv: Brandop Johnson 11122/2018 8:35 AM) 

Action 

Changed Status from Open to Closed. 

Closed. 

Changed Follow Up Date from 1/22/2018 to 1/24/2018. 

Changed Follow Up Date from 1/30/2018 to 1122/2018. 

Changed Follow Up Date from 1118/2018 to 1/30/2018. 

ARBS placed outbound cal to 0-Mama Aminov@# (718)- and left vmx. 
ARBS stated that DTS stated that C was a no show to in~eduled for 1119/2018 at 10:00 AM EST at DLR-LEGEND NISSAN. 

✓ :~~~ :::S:tf.~.'1i~f ~:~:.~~T:=..sie.\~J=8 ~; =~~~~for anothe< inspection date and time. 

ARBS stated W ARBS did not re<;e;ve arry calback from C by Wednesday 1/24/2018 ARBS would be forced to close C's case. 
ARBS provided ARBS contact# and hours of operation. 
Vmxended. 

✓ Created By: Brandon Johnson (1119120181:40 PM) 
ARBS setting case for 1/22/2018 for ARBS to follow up witll C. 

Created By: Brandon Johnson (1119/20181 :40 PM) 
ARBS placed outbound cal to 0-Mama Aminov@# (718)111, and left vmx. 

✓ :~~~ ~==\~T~ :~~~~b:; =:i~~~\O: ~c ~~..:~ ~:~ti:,~E~=nR,j~Ga~~:SSAN 
ARBS provided ARBS contact# and hours of operation. 
Vmxended➔ 

✓ ;~~~":!!~~m::.'l:r1r:'m1n~:/2~: ~=:~show for DTS inspection. 

✓ ;~~~~~ imn: mg~~~~~ f:'i!. completed. 

Created Bv: Brandop Johnson 11/1712018 11 :22 AM) 
✓ ARBS placed outbound cal to 0-Mama Aminov@# (718)-

ARBS stated that ARBS wanted to remind C of C's veh's ~ate and time of 1119/2018 at 1D:00 AM EST at DLR-LEGEND N ISSAN. 
C understood and call ended. 

✓ Created By: Brandon Johnson (11412018 2:57 PM) 
ARBS emailed DLR-LEGEND NISSAN SM-Vincent Gianni inspection date and time via 

Created By: Brandon Johnson (11412018 2:43 PM) 
✓ ARBS placed outbound ca1 to DLR-LEGEND NISSAN @1■■■■ and was unabre to reach SM-Vincent Gianni. 

Call ended. 

Created By: Rraodop Johmoo '11412018 2:38 PM} 
ARBS placed outbound cal to 0-Mama Aminov@# (718)-

✓ ARBS slated that ARBS had an inspection date and time~ at 10:00 f,JI, EST at DLR-LEGEND NISSAN. 
ARBS stated that ARBS could contact Con 1/18/2018 to remind C of inspection date and time. 
C understood and call ended. 

✓ Created Bv: Brandop Johnson 111412018 9:25 AMI 
ARBS emailed OT~ requesting an update on a date and time for C. 

https:/ /nissanna.my.salesforce.com/ 5000G0000 1 L vmtVQAR 
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ARBS setting case for 1/8/2018 to wait for a date and tine for inspection. 

✓ ;~e:~:.,:;i;~ ,:,:on (112/201811 :24 AMI 

Created By: Brandon Johnson (112/201811 :21 AMI 
ARBS placed outbound cal to C-Mama Aminov@# (718)-
ARBS stated that ARBS would need 15-30 minutes of C's ~ plete probe. 
C agreed and ARBS completed probe questions. 

ARBS asked for C to explain the incident that occurred in C's veil. 

C/s that C was drivilg on South Oyster Bay Road in Plainview, NY at about 45 mph. 
C/s that C was just drivilg and C/s that there were no vehs around C. 

C/s that C heard beeps from tile veil and a very loud sound (sound of tile veh gearing down). 
C/s the veil stopped on its own but tile veil did not stop all the way. 

C/s that there was nothing blockilg arry of the sensors on the veh. 
C/s that there were no obstructions in the road at al. 

✓ C/s that C would like to be taken out of the veh due to the FEB/braking ooncerns on tile veil. 

ARBS stated as of 12121/2017 NNA was not a in a position to offer a repurchase or replacement of this vehicle. 
ARBS stated that C could speak with DLR in reference to trade assist if C would like. 

ARBS stated howevef that NNA would i ke to send an inspector to look at C's veil. 
ARBS stated that the NNA IIR process was a six to eight week long process. 
ARBS stated ~ could be two to four weeks before NNA ooud get an inspector out to look at C's - -
ARBS stated that after inspection was completed NNA had two to four weeks to review the inspection report. 
ARBS stated that during NNA IIR inspection process NNA did not CtYolef rental, storage, or towing fees. 
ARBS stated ~ C did incur those fees and NNA found some type of manufacturer's defect on C's veh, NNA could reimburse C for those fees. 
ARBS stated that C's veil had to be left in its original damaged state until inspection was con-c,jeted. 
C/s that C would continue- NNA IIR inspection process. 
ARBS understood and ARBS stated that ARBS would reach out to NNA inspector for the soonest date and time that inspector could look at C's - at DLR-LEGEND NISSAN. 
C l.llde<stood and ARBS slated that as soon as ARBS had further information for C ARBS would oontact C back_ 
C understood and call ended. 

✓ ;~;~~~~!~:Cnson (112/20189:21 AM) 

✓ ;~e:~~~ Bc:."~':' ;=~nt=~~~3u~:i, c. 

✓ 

Created Bv: Brandop i9bD"90 112/28/2017 10:31 AMI 
Marina Aminov 

ARBS-BJ called customer no answer was made ARBS left a message stating name and numbef for C to call ARBS back a 

✓ ;~;~~~~:ra.:;,.don:cnson (12/22/201710:30 AMI 

✓ ;~e:~~~ B:~c: 1=~t~tif~~~~:::-C. 
✓ 

Created By: Brandon Johnson (12/22/201710:08 AM) 
Marina Aminov 

ARBS-BJ called customer no answer was m-ARBS left a message stating name and numbef for C to call ARBS back 

vmxended. 

vmxended. 

✓ ~~~~~,1=~~~~~ ~ E, UNDER REVIEW, PENDING PR06E VERIFICATION-•---------

Created By: Samantha Dixon (12/21/20171:23 PM) 
C oontacted NNA about repwchase. 

created By: Janene Cantrall (1212112011 9:55 AM} 
NNA is not i'l a position to offer a repurchase« replacement of this vehicle. NNA will continue to honor the terms and oonditions of all applicable warranties. 

Ar1>s notes: NO defect was found and veil. was returned to C 

Created By: Janelle Cantrall (12121120119:53 AM} 
Ar1>s Notes: 

Vehicle: 
2017 Nissan Rogue 
VIN~ JN8AT2MV~ 
ISO: 11.14.17 
MSRP $32,895 
Color: Caspian Blue 
Model: 29617 
NMACLEASE 
NO campaigns 
NO prev. Cases 
No Tech line cases 
No warranty Cases 
NO VCS 
NOOTS 

Selfing Dealer: 
KOEPPEL NISSAN 
74-05 - 74-15 NORTI-iERN BL 
JACKSON HEIGHTS, NY 113n 

l...Sitk!IL 
F1 Deale, 

Servicing Dealer: 
Legend Nissan 
268 JERICHO TPKE 
SYOSSET, NY 11791 
P# 5164968181 
Dealer Code: 3670 
F1 Deale< 

SM-Vinny 
SA-Ken 

Created By: Janelle cantrall (12/21/2017 9:52 AM) 
CCaledCAon 12.19.17 
Ar1>s Rec'd RHRon 12.20.17 
Ar1>s Rev'd RHR on 12.21 .17 

12/19117 ~ 12/19/17@ 1,657 mile Days:1 Dealer - Legend Nissan 
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1) Forward collision warning feature stops car wllen no object is near vehicle. Road is clear wllen this happens 11. Displayed codes: c1a16, c1a18- out of calibration. Reset the calibration. Forward colfision warning will 
display if vehicle is covered in snow/ice. No Defect found. 

DAYS: 1 

Created By: Amanda Yett (1212112017 9:33 AM) 
RCAS_AY ans-..ered inbound call from C. 

RCAS-AY VERIAED C's name, home & email address, concern, and phone. 
RCAS-A y ADVISED "This call may be reco<ded fo, quality and training l)llj)OOeS .• 

RCAS-A Y CHECKED for open recalls/campaigns and IOIMld: 0 
Previous UNRElATEO Case(s) Fo..-.d: 0 
Previous RELATED Case(s) Found: 0 

RCAS-AY advised POC. 
RCAS-AY provided case number and direct line. 

C stated that NNA gave C a defective veil. 
C stated that FEB sensor is not operating OO<reClly. 

C stated veil stops il the n>ddle of the road. 

RCAS-AY completed IIR. 
RCAS-AY advised C of RHR process. 

C stated that wil not help C. 
C stated that NNA needs to take the veh back. 

✓ RCAS-AY advised "Thank you for the inlormation. A Nissan/lnmiti representative will cal you within 3 business days alte< the representative receives the case. Please allow for a minimum of 30 minutes during that call so 
the representative may best understand the whole situation. Is■■■■ the best numbe< to reach you?" 

Cconfirmed. 
C asked wllen C wil be contacted. 

RCAS-AY advised 3 business days. 

C asked wllat C was &IP!)OSed to do in the meantime. 
C stated C is not able to get rental from DlR. 

RCAS-A Y apologized. 
RCAS-A Y advised someone will be il contact with C in 3 busiless days. 

Cundefstood. 

RCAS-AY offe<ed further assistance. 

C decliled. 

RCAS-AY thanked C for C's time. 

Call ended mutualy. 

~~~~;a::1'~~~~~1
~

0;nw1 
✓ RCA$-AY leftVMX with case numberana aarect une. 

RCAS-AY requested callback. 

✓ ~~~~~!i:.nutc!2i:2~~~~~ck before 9:45 AM CT. 

✓ Created By: Amanda Yett (1212112017 9:00 AM) 
RCAS-A Y sent email to C noting unable to contact. 

Created By: Amanda Yett (1212112017 8:58 AM) 

✓ ~g~~~:~~.:~ J!h.Jliii!k 
RCAS-AY requested callback. 

Created By: Amanda Yett (1212112017 8:56 AM) 

✓ ~g~~::~~aseca~@anaa£Hne 
RCAS-AY advised follow up 12122. 

Created By: Leslie Griffin (1212012017 2:59 PM) 
ORTS received the RHR. The RHR was assigned to ARBS Janelle Cantrall fo, review. 

Created Bv: Amanda Yen (121201201710:47 AM) 
RCAS-A y placed outbollld call to DLR. 
RCAS-AY asked to speak to SM-V,nny. 
Receptionist advised SM-Vanny is not in today, SM-Vinny is sick. 

✓ ~g~~=~=:::;,cem 
SA-Ken advised veil was rerenUy at DLR. 
SA-Ken advised codes C1A 16 and C1A 18 were displayed. 
SA-Ken advised recafibrated system. 

Created By: Amanda Yett (12120/2017 9:59 AM) 

✓ ~g~~:~~~.:'~@anh£l.ne 
RCAS-AY requested callback. 

Created By: Amanda Yett (1212012017 9:57 AM) 

✓ ~g~~:~~~aseca~@anaa£Hne 
RCAS-AY requested callback. 

Created Bv: Amanda Yen (1212012017 7:01 AM) 
✓ RCAS-AY reviewed case with TL-Grady Douglas. 

TL-GO advised RCAS-AY to submit IIR. 

Created By: Colleen Patchett (12119/2017 2:52 PM) 
✓ - [CASE SUMMARY] --

CRR-CP sending case to RCAS fo, possible buy back 

✓ Created Bv: Co(lttn Pi1ctJen <1211912017 2:52 PM) 
CRR-CP VERIAED Account inlormation induding: C's name, home & e-<nail address, 
phone numbe< & best contact numbe< 
CRR-CP VERIAED VEH Information induding: VIN # , Current Mi eage 1,500, Warranty & SeMce Histo,y 
CRR-CP CHECKED for open recals/can'C)aigns and found: 0 
CRR-CP CHECKED for previous UNRELATED Case(s) and lound: 0 
CRR-CP CHECKED previous RELATED Case(s) and lound: 0 
CRR-CP NOTED concern is: wants out of lease 
CRR-CP received inbound cal from C. 

C stated the veil is stOl)!ling in the middle of the road 
C stated that has happened at least 20 times silce picking veil up 
C stated that dlrshp told C that tt is known concern 
C stated that it is something with a sensor and the veh thinks that there is something in front of it and stops 
C stated that dlrshp told C that codes C1A 16 and C1A 18 came up with the veil 
C stated that is paying for a fuly loaded veh and would be given a basic loaner wllen one became available 
C stated that wants the veh fixed and not a month from now or wants out of the lease and into another veh that is safe 
C stated that told the salespe,son that leased the veh to C that C doesn~ wool the veil any mo,e 
C stated that it is defective and is not safe and C has 2 small children that are in car seats 
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CRR-CP asked C if there was anything else CRR-CP cookl assist with. 

C declined. 

CRR-CP in1ormed C lllat Case will be transfetred to a Regional Consumer Affairs Specialist who wil cootact Ille C by close of business day Dec 20, 2017 regarding C's concern. 

Cl.llde<stood. 

CRR-CP provided C with agent 10 7319134 and case numbe-
CRR-CP noting C's best cootact number is David's ceI1 at■iiiii or Marina's eel a 

Call ended mutualy 

Case Categorizations 

Page 5 of 5 

Case Categorizations Help 

Action C..S.. Categorization # Catego,y Description Subcatego<y l>Hcription Symptom Description Major C..._...,t Code Catego,y Date Sy-Code ~ Code Subc.otego<y Code Concern Code 

Forms 

Action Form -A Back To Top 

NISSAN PRODUCT INQUIRIES ROGUE CRmCISM QF 12/19/2017 ZH AZ 270500 OF 

Request Type 

IIR 

Cleated By 

Amanda Yett 12/2112017 9:30 AM 

Atways show me more records per reJated nst 

Copyright© 2000-2020 sales1orce.corn, inc. Al rights reserved. I Privacy Statement I Security Statement I Terms of Use 1508 Compliance 

Created Date 

12/2112017 

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 ~ I c..,.. Categorizations W I ,E= W 

Case Detail J Reopen Case 11 Clone Closed Case J 

Account Name 

Contact Email 

Home Pl1one -Letter Se-nt Date 

Letter Received Date 

Follow Up Date 2/1512018 

Supporting Documents 

CA Muttiple Repairs 

Social Media Involvement 

Martiz Custome< Id 

Case O#nH location Murfreesboro 

Texting Status 

Case Reopen Count 0 

Description UR- FEB-EST 

Call Script 

Who contacted u.s? Consumer 

I Vehicles Owned 1 

Vd'liele Purchased New 

Pre-Owned Initial Mileage 

Current Mileage 4,500 

Incident Codes - IIR REQUIRED 

lncidef'lt Date 12/18/2017 

Sent to legal 

Accident 

Asbag 

Fire 

IIR lndic.ator 

IIROate 

HR -
Vehicle Information 

Vehicle JN8A T2MVS~r,-

Model Year 2017 

Make NISSAN 

Model Line ROGUE 

Model Code 29617 

Dealer Detai l 

ease Servicing Dealer PBIORITY NISSAN TYSON'S 
Case Servicing Dealer Region Nissan Mid Atlantic Region 

Bluetooth 

Related Items 

Responsible District 0 1 

SharedWrth 

Phone Carrier 

Phone Manufacturer 

Reported From 

Issue Categories 

Approwd Ched< Reques1s $0 .00 

https://nissanna.my.salesforce.com/5000G00001Lw3haQAB 

Case Owne< ■ OeHenry Kidd 

Type CA 

Case Origin Phone 

Executive Refenal 

Exee>Received-Oa.te 

Status Closed 

Datelrme Opened 12/20/2017 3:08 P M 

Date/Tome Closed 2/14/2018 4:11 P M 

Multiple Repairs No 

Executive Summary 

Executive Actions To Resolve 

Vehicle Maintained Location 

Previous Repai.r Date 

Previous Repair Location 

Related Vehicle Make Nissan 

XTIME Appointment Numb« 

Rollowf' 

Property Damage 

Injury letter 

Nootber Injured 0 

RHR Started 12/20/2017 

RHR C«npleted 

Customer Document Requested 

Date Requested 

Customer Document Received 

Date Received 

Part Numb« 1 

Beyond Basic Warranty Miles 1 0 

Beyond Basic Warranty Months1 0 

Beyond PT WalTal'lty Miles1 0 

Beyond PT Warranty Months 1 O 

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 

VCAH 

Goodwill Processed 0 

Vehicle Service Contract 

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

Hot Alert Date 

LS Response rime 

Vert>atims 

Alert Trigger Verbatim 

Survey Verbatim 

Deale< Action History 

NNA Notes 

Customer Conversation Notes 

DTS Inspection 

Contact Name 

Home Phone 

Wodc.Phone 

Mobile Phone 

Email 

Attemate Email 

OTS Inspection Date OTS Inspection Date Confirmed? 

DTS Request Type Notes for OTS (Vehicle Concerns) 

Inspection Time/Notes Appointment Time: 

Notes to Agent 

System Information 

Subject CUSTOMER:- PHONE:- VIN: 
JN8AT2MV8~ 

Maricris Abesamis 12/20/2017 3:08 PM 

NNAill, 12/10/201810:11 PM 

Root Cause 

Created By 

Last Mocfrfied By 

Case Record Type CA Oosed Case 

Days Closed 839 

Action c- NT8F 

Root Cause Code 

Root Cause Code (2) 

Document ID 

What action was taken? SF Provided Vehicle Information 

Agent Comments 

Agent Comments Do IIR. 

Case History 

Dale 

2/14/2018 4:11 PM 

2/12/201811 :53AM 

2/7/2018 10:19 AM 

1/29/2018 7:28 AM 

Agent Next Step 

Show more • I~ 

Case Comments 

Pubic C«nmenl 

Use, 

OeHenryKidd 

DeHeory Kidd 

DeHeory Kidd 

DeHenry Kidd 

Created By: DeHenry Kidd (2/1412018 4:07 P M} 
•" Closing case Notes--

CUstome~ 
Phone#:-

I Reopen Case I ! Clone Closed Case! 

Action 

Changed Status from Open to Closed. 

Closed. 

Changed Follow Up Date from 2/12/2018 to 2/15/2018. 

Changed Follow Up Date from 2/7/2018 to 2/12/2018. 

Changed Follow Up Date from 2/2/2018 to 217/2018. 

Page 2 of 5 

SCIN 

Ca-se History Help 

Case Conments Help 

Arbs-OK called customer to discuss case, arbs infonned customer after the inspection fOI.Bld no evidence of a product problem, failure, or malfunction that may have caused or contributed to the incident Based on our 
inspection of the vehicle and the available ink>nnation, Nissan North America, Inc. finds no basis on which to offer financial assistance in this matter at this time. 

CUstomer was sent a letter in regards to thei" case 

Fedex# 

Arbs is closing case 

Created By: DeHenry Kidd (2/12/201811:52 AMI 
Arbs reached out to customer to let the customer know the investigation is still under review, arbs stated once a decision is made arbs will contact customer. 

Created By: DeHenry Kidd (1/29/2018 7:27 AMI 
Arbs-l)K received an emai from DTS stating that the inspection is completed. Albs is now waiting on a decision from PL 

Created By: DeHenry Kidd (1/17/201811,49 AMI 
• Arbs has received an emai from DTS stating the inspection has been moved to 1/26 

Created By: _!)eHenry Kidd (1/17/2018 8:57 AMI --Arbs called customer at 8S6am and left a message statilg the DTS inspection has been pushed back due to weather concerns and once arbs receives a ne:w date arbs would contact customer. 

I Created By: DeHenry Kidd (1/17/2018 8:52 AMI 
Arbs received an email from DTS stating to due the weather he would not be able to do the inspection schedule for today. DTS state he will provide a new date today. 

Created By: DeHenry Kidd (1/10/201810:58 AMI 
I Arbs contacted customer to let the customer know the inspection date is still for 1/17 once the inspection is completed the report will be sent in for review and arbs will fojlow up with customer on the results customer 

understood. 

• 

Created By~ Marisrffl Ab@§@Q)b\ (12/28/2017 4:29 PM) 
-CASE SUMMARV--
C contacted Nissan CA requesting assistance with case Follow Up 

C-RR-MA documented C's concern 

Created By: MacieciJ Ahe3:aroi3 (12/28/2017 4:29 PM} 
CRR-MA VERIFIED Acoount Info including: C's name, home & email address, phone# & best contact# 
C-RR-MA CHECKED for previous UNRELATED Case(s) and found:-
CRR-MA CHECKED previous RELATED Case(s) and found: 0 
C-RR-MA NOTED concern is: case Follow Up 
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CRR-MA recei-,ed transl..- from NMAC Specialist-KimlJerley 

C called in regarding Case 
C wants to speak with right dept regarding Case 

ORR-MA reviewed Case and infooned C that Case is being hancled to dept that is way above CRR-MA's dept 

C stated that recei\led call from Specialist and was not helpful 
C stated Specialist was extremely rude 
C stated "'1len spoke with Specialist was told wanted to speak to someone above Specialist and was told there was no ooe else 

CRR-MA infonned C that the Case is in the dept where it should be and that dept will be able to assist with the Case 

C stated Specialist was not helpful and was not given any directives of what needs to be dooe while waiting for the inspection date 
C stated was not wor1<ing with C and Specialist was a rolJol 

CRR-MA informed C can document experience C had with Specialist, but unable to send it to anyone else 
ORR-MA apologized 

C lllde<stood and appreciated the assistance 
Best Contact#: 

Call ended motually 

Created Bv: Pet1ePIY Kjgd 112/28/2017 3:31 PM} 
• Arl>s has cootacted the customer and dealer to let them know the inspection date for this vehicle is for 1117 at 1030am 

Created Bv: Pet1ePIY Kjgd 112/2712017 10:24 AMI 
Arbs has requested OTS inspection on customer vehicle art:,s is waiting on date and time 

Created Bv: Pet1ePIY Kjgd 112/271201 710:22 AM) 
Verified Name Address Phone# VIN Mileage Responsible Deale, 

Checked for open Recalls/Campaigns: Nooe 

• C states that C was driving on Hwy 66 road/HWY travelfing approximately 50-55 mph. 
• In which direction (N, S, E, W?} •Northbound/Southbound/Eastbound/Westbound . . : East 
• How many lanes was the road and il each direction? 4 
• Is the road civided by a concrete barrier, grass median or turning lane: No 
• Which lane wh..-e you traveling in? Right 
• Wh..-e 111..-e any vehicles to your left or right? no 
• How far w..-e yoo from the vehicle in front of you? No 
• Was the road grade level on an incline or decline? Flat 

I 
• Is the road condition newly pa11ed, moderate or poor in condition? Mod..-ate 
• Whe<e you accelerating, coasting, braking°' cruising (maintaining speed)? Cruising 
• Was traffic level moderate, heavy, or light? moderate 
• Just before the incident occurred, was the orientation of the steering wheel and the vehide in a straight line? yes 
• Was the cruise control in use? No 
• Before the incident occurred how long had the vehicle been in operation? 3040mins 
• Weather. Clear 
• Did ooy ailbags deploy: No 
• f'()Ont of impact No Impact 
• Customer stated this is the first time this has happen. 

Albs-DK informed custom..- that Ar1>s would setup an inspection for the FEB. Albs-DK slated onoe albs has the date Albs will let the deal..- and custom..- know. 
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Albs-DK also stated that the process could take up to 6 weel<s for eve,ything to be done and process to determine a decision. Ar1>s stated that if custom..- decide to get alternate transportation tt will be at the customer 
expense due to NNA does not offer assistance during the inspection period customer l.llderstood. 

Created By: Samantha Dixon (12/22/2017 11:51 AM) 
C is upset and inquiring about emergency braking system on veh making the veh stop in the middle of traffic. 

Created By: Brittany Puryear (12/22/201711 :41 AM} 
✓ -Addition to last entry""'-

CRT ~P also provided C with cootact info and case number. 

Created By: Brittany Puryear (12/22/201711:37 AM} 
CRT ~p placed outbo<lld call to C @ 
CRT~P VERIFIED C's name, home & email address, concern, phone# 
CRT ~p CHECKED and ADVISED of open recalls/campaigns and follld:O 

~=:~~~~~~~~-
CRT ~p ADVISED "This call may be recorded for quality and training purposes: 

C asked if C had a lawy..-? 
C stated no. 
C stated that C has one but has not gone that far. 
C stated that - C was caling in C and felt that inbound did not take C se<ious. 
C stated that the veh stopped completely but almost got hit. 
C stated that C IOlleS veh and tts C's secood or third veh. 
C stated that the DLR could not give C a loaner. 

✓ g =~ ~:;v~~ =~~=.,S:.::,,S:,S~~~~=belween inbound and the DI.RSHP. 
C stated that C had to fight to get a loan..- from DLRSHP. 
CRT ~p clarified that C got a loan..- veh? 
C stated yes. 
C elaborated more on frustrations and brought up previous experience with NNA veh and campaign. 
CRT ~P apologized about C's experienoe. 
CRT ~p slated that NNA takes this v..-y seriously and CRT-BP is going to file out an IIR report for C and NNA would investigate. 
CRT ~p asked IIR questions. 
C stated that C has a good driving record. 
C stated that C would like to be taken out of leased veh if the veh cannot be fixed. 
CRT ~p thanked C for feedback and assured C that NNA takes this seriously. 
CRT ~p offered to file a DLR complaint 
CRT ~p slated that C would be followed up with IIR team on Tuesday by EOB day. 
C stated that C just wants to feel safe in veh. 
CRT ~P understood. 
CRT~P thanked C for time. 
Call ended motually. 

Created By: Gab<iela Rosales (12/2112017 4:25 PM} I Last Modified By: Brittany Puryear (12122/2017 11:29 AM} 
✓ ~CASE SUMMARY'~ 

C contacted Nissan CA requesting assistance with call back request CRR-GR emailing CRT- BP for case update. 

✓ created By= Gahfiela Bo:sale3 (12121120114:24 PM} I Last Modified ey~ Rrittaov Purvear (121221201111:28 AM} 
ORR-GR VERIFIED Account information including: C's name, home & e-mail address, phone number & best contact number. 
ORR-GR VERIFIED VEH lnfonretion including: VIN # 
CRR-GR CHECKED fO< open recalls/campaigns and follld: None 
ORR-GR CHECKED for previous UNRELATED Case(s) and found: None 
CRR-GR CHECKED previous RELATED Case(s) and found: none 
ORR-GR NOTED concern is: Call back request 

ORR-GR recei-,ed inbound call from C 

C stated C was infonned that C was going to receive a call 
C stated C was contacted but RCAS called home and not C's cell phone and Casked ody to be contacted on cell phone 
C stated C was looking forward to call and is hoping C can get into cootact today 

CRR-GR apologized to C for the incon_.ence and in1ormed C that a call was made to all 3 contact # 's listed and RC=P was unable to reach C 
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C stated C did nol hear the phooe mg and asked to be transferred to RCAS-BP 

CRR-GR infonned C that CRR-GR can try and transfer C to RCAS-BP as well as email RCAS-BP for C 

C asked to be transferred to RCAS and wants it noled that C's best oontact # is-­

CRR-GR asked C if there was anything else CRR-GR could assist with. 

C declined. 
CRR-GR transferred C to RCAS-BP wa1< #. 
CRR-GR emaii ng RCAS-BP for case update. 

created By~ Rdttanv P11cxear'12121,20114:06 PM) 
✓ CRT-SP placed outbound cal to C @. 

CRT-SP left VXM with case#, contact#, and best hours to reach CRT-SP. 

g~;1~ ~~::ru°?.:~~~~/2017 4:05 PM) 
✓_ I 

CRT-SP left VXM with case, contact numbef, and the best times to reach CRT-SP. 

Created By: Brittany Puryear (12/21/2017 4:04 PM) 
CRT-SP placed outbound cal to C@ 

✓ C's mom picked up and advised that C was nol home. 

CRT-SP ched<ed cell number tor C and was told ij was oorrect. 

Call ended mutualy. 

created By~ Gahfiela Bmtales (12121120113:59 PM) I Last Modified av~ Rrittanv Purveac (121221201111:28 AM} 
✓ '"CASE SUMMARY"" 

C oontacted Nissan CA requestilg assistance with case update and information. CRR-GR emailing RCAS for case update. 

Created By: Gab<iela Rosales (12/21/2017 3:59 PM} I Last Modified By: Brittany Puryear (12/22/2017 11:28 AM} 
CRR-GR VERIFIED Acoomt infonnation including: C's name, home & e-mail address, phone number & best cootact number: 
CRR-GR VERIFIED VEH lntormation inciuding: VIN # 
CRR-GR CHECKED for Ol)en recal s/campaigns and foood: None 
CRR-GR CHECKED f()( previous UNRELATED Case(s) and found: None 
CRR-GR CHECKED previous RELATED Case(s) and found: None 
CRR-GR NOTED ooncern is: case update 

CRR-GR recei..ed inbound call from C 

C stated C needs the case # because C was not provided the case # when C had called yesterday 
✓ C stated C would also like infocmation on case because C was supposed to be contacted and has nol heard from anyone on case 

CRR-GR provided C case# and infonned C that there is a scheduled call back foc today and C should hear from RCAS sometime today but CRR-GR cannot guarantee what time C wil recei11e a call back 

C understood and thanked CRR-GR 

CRR-GR asked C if there was anything else CRR-GR could assist with. 

C declined. 

CRR-GR provided C with name, agent ID 7319301 and case number­

C understood 
Call ended mutualy. 

✓ g.~e;1eg ~=~ irfl.'AJ.:~:~~~~~ specialist ~amantha Dixon who advised that ORT-BP do an UR for C since the veh is stopping in the middle of traffic by itself. 

Created By: Maricris Abesamis (12/20/2017 3:36 PM} I last Modified By: Brittany Puryear (12/22/201711:29 AM} 
•" CASE SUMMARY-

✓ C oontacted Nissan CA requestilg assistance with RHR 

ORR-MA escalated Case as per C's request as C is wanting a cal today 
CRR-MA transferred Case to RCAS who wil cootact the C by dose of business day 12/21/2017 regarding concern 

Created By: Maricris Abesamis (12/20/2017 3:35 PM} I Last Modified By: Brittany Puryear (12/22/2017 11 :29 AM) 
CRR-MA VERIFIED Account Info including: C's name, home & email address, phone# & best contact# 
CRR-MA VERIFIED VEH Into inciuding: VIN# 
CRR-MA CHECKED foc Ol)en recals/campaigns and foood: 0 
CRR-MA CHECKED for previous UNRELATED Case(s) and found: 00556261 
CRR-MA CHECKED l)(evious RELATED Case(s) and found: 0 
CRR-MA NOTED ooncern is: RHR 

C called in stating has a leased VEH that is a lemoo 
C stated life is at nsk when driving \/Bi 
C stated manufacture defect 
C stated \/Bi is slopping on C 
C stated automatic brakes comes on and wil brake in middle of road during traffic 
C is stressed and ilsecure to drivwlg VEH 
Chas gone to DLRSHP and was told will look into tt but was nol providing loane<VEH 
C stated \/Bi would do an invnediate stop for no reason 
C stated DLRSHP is aware of concern 
C stated DLRSHP infocmed C to put off automatic b<akes manually 
C wanted to call NNA beloce taking further actions with lawyer 

CRR-MA asked n attained an attocney 

✓ Cstatedno 

CRR-MA infonned C that Case wil be transferred to a Regional Consumer Affairs Speciaist who will cootact the C by dose of business day 12/21/2017 regarding the C coocem 

C wants someone to speak with now 
C wants Case escalated 

CRR-MA infonned C that dept CRR-MA is sending Case to is above NNA CA 
CRR-MA will escalate Case and cannot guarantee if would get a call before COB today 

C stated that CRR-MA is not helping C and is a robot 

CRR-MA unable to speak during oonversation as C is coostantly speaking atx,,,e CRR-MA while tJying to explain 

C stated will be going to lawyer 

CRR-MA infonned C that is C's right 

C stated will be going to media regarding this 
C ended call prematurely 

Best Contact#: 

Case Categorizations 

Adion ~ ~ # Catego,y Description s..bcatego<y Oesaiption Symptom Description 

Case Categorizacons Help 

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

BRAKES INTELLIGENT BRAKE ASSIST POOR OR IMPROPER 26 12/20/2017 YX AD 328000 OA 
(IBA} OPERATION 
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• Search ... Search Derek Latta Help & Training All Tabs 

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

-Show Feed 

Case Detail 

Account Name 

Contact Email 

Home Pl1one -Letter Se-nt Date 

Letter Received Date 

Follow Up Date 21712018 

Supporting Documents 

CA Muttiple Repairs 

Social Media Involvement 

Martiz Custome< Id 

Case O#nH location Franklin 

Texting Status 

Case Reopen Count 0 

Description 

Call Script 

Who contacted u.s? Consumer 

I Vehicles Owned 2 
Vd'liele Purchased New 

Pre-Owned Initial Mileage 

Current Mileage 8,638 

Incident Codes. IIR REQUIRED 

lncidef'lt Date 

Sent to legal 

Accident 

Asbag 

Fire 

IIR lndic.ator 0 

IIROate 

HR 

Vehicle Information 

Vehicle JN8A T2MT91-N 

Model Year 2017 

Make NISSAN 

Model Line ROGUE 

Model Code 29117 

Dealer Detail 

ease Servicing Dealer NISSAN OF '{ACAVII I F 
Case Servicing Dealer Region West Region 

Bluetooth 

Related Items 

Responsible District 02 

SharedWrth 

Phone Carrier 

Phone Manufacturer 

Reported From 

Issue Categories 

Approwd Ched< Reques1s $0 .00 

Customize Page I Printable Vrew I Help for this Page 

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

J Reopen Case 11 Clone Closed Case J 

ease 0wne< ■Jessica Wegrzyn 

Type CA 

Case Origin Phone 

Executive Refenal 

Exee>Received-Oa.te 

Status Closed 

Datelrme Opened 12/23/2017 2:03 P M 

Date/Tome Closed 2/5/2018 4:48 PM 

Multiple Repairs No 

Executive Summary 

Executive Actions To Resolve 

Vehicle Maintained Location 

Previous Repai.r Date 

Previous Repair Location 

Related Vehicle Make Nissan 

XTIME Appointment Numb« 

Rollowf' 

Property Damage 

Injury letter 

Nootber Injured 0 

RHR Started 12/23/2017 

RHR C«npleted 

Customer Document Requested 

Date Requested 

Customer Document Received 

Date Received 

Part Numb« 1 

Beyond Basic Warranty Miles 1 0 

Beyond Basic Warranty Months1 0 

Beyond PT WalTal'lty Miles1 0 

Beyond PT Warranty Months 1 O 

Oat.a Net 

Oatanet Deal« Date 

Oealff Instructions 

Requested Dealer Action 

Bluetooth Ticket Status 

Phone Model 

Phone Operating System 

Goodwill Offered 

VCAH 

Goodwill Processed 0 

Vehicle Service Contract 

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

Hot Alert Date 

LS Response rime 

Vert>atims 

Alert Trigger Verbatim 

Survey Verbatim 

Deale< Action History 

NNA Notes 

Customer Conversation Notes 

DTS Inspection 

Contact Name 

Home Phone 

WOfitPhone 

Mobile Phone 

Email 

Attemate Email 

OTS Inspection Date OTS Inspection Date Confirmed? 

DTS Request Type Notes for OTS (Vehicle Concerns) 

Inspection Time/Notes Appointment Time: 

System Information 

Subject 

Created By 

Last Mocfrfied By 

Notes to Agent 

CUSTOMER:­
JN8AT2~ 

Hanoi Dhindsa, 12/23/2017 2:03 PM 

NNAill, 12/10/2018 10:08 PM 

Case Record Type CA Oosed Case 

Days Closed 848 

Action c- NT 40 

What action was taken? 40 Customer Refused Assistance 

Agent Comments 

Agent Comments START RHR!!!! 

Agent Next Step 

VIN: Root Cause 

Root Cause Code 

Root Cause Code (2) 

Document ID 

I Reopen Case I ! Clone Closed Case! 

Case History 

Dale 

2/S/2018 4:48 PM 

2/S/2018 4:18 PM 

1/22/2018 2:29 PM 

1110/2018 4:24 PM 

Show more • I~ 

Case Comments 

Pubic e«nment 

Use< 

Jessica Wegrzyn 

Jessica Wegrzyn 

Chad Alsup 

Ambe¢( Hayes 

Created By: Jessica Wegrzyn (215/2018 4:18 PM) 
ARBSnotes: 

emailed OTS- Rick: 

Hi Rick, 

Action 

Olanged Status from Open to Closed. 

aose<1. 

Olanged Follow Up Date from 2/5/2018 to 2/712018. 

Olanged case Owner from Amberly Hayes to Jessica Wegrzyn. 

Olanged Follow Up Date from 1111/2018 to 21512018. 
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SCMV 

Ca-se History Help 

Case Conments Help 

This was previousty Amberty's case. I just reached out to the customer to confirm the date and he advised he did retain an attorney. We haven't received a letter of representation yet. so I'm not too confident the customer 
will be at the inspection. I'm going to be doS8lg the case pending receipt of attorney letter, should I also cancel the inspection or would that be something you would do? 

Thank you, 

Created By: Jessica Wegrzyn (215/2018 4:14 PM) 
ARBSnotes: 

customer retained an attorney 

ARBS doS8lg case pending letter of rei,resentation 

Created By: l@33ica Wegqyp (2/5/2018 4:13 PM) 
ARBSnotes: 

placed call to customer 

I call oonnected 

ARBS advised was cali ng to oonfirm OTS inspection 

custome< advised would have to speak with A TTY, customer stated was advised not to speak with NNA 

ARBS understands and thanked customer for time 

Created Bv: I ••lie Griffin (1/11/201811:15 AM) 
NIS1810140. ORTS-LG rec'd Add'I Docs from BBB 0001111118, dated 0 1/09/18. 

Created By~ I C3Ue Gc@n (11111201a 11:14AM} 
- NIS1810140. ORTS-LG rec'd Case Closed from BBB on 01111118, dated same. This is due to C no longer wools to pursue with there claim with the BBB Auto Lile prog....,,_ 

Created Bv: Amberly Haw (1/1012018 4:25 PMI 
ARBS oonfirmed OTS inspection for 2/7@ 10 AM 
ARBS notes need to know if C wants to oontinue with ilspection after attorney rep letter is received 

I Created By: Amberly Hayes (1/10/2018 4:23 PMI 
ARSB placed outbound cal to C atjflllll 
ARBS states proposed date/time as vveo a,no at 10 AM (Pacific). 

C states will hold that day but C is in the process of retaining an attorney and all other convnunication will be through the attorney 
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ARBS understood and states once a letter of representatioo is received, NNA will reach out to attorney directly 
ARBS asked ij C would stil like to keep the DTS inspection date of 2fl 

C states yes and tt Atty or C changes mild, can cancel inspection 

Call ended mutualy 

Created By: Amberly Hayes (119/2018 4:18 PM) 
■ ARBS received email from OTS stating: 

Wed 2fl/18 at 10 AM (Pacific). 

Created By: Amberly Hayes (119/2018 2:26 PM) I Last Modified By: Amberly Hayes (119/2018 2:26 PM) 
ARBS emailed DTS-RN for a MWF date/time 

Created By: Amberly Hayes (119/2018 2:22 PM) 
ARBS notes dialed incooect number oo previous attempt 

ARSB placed outbound cal to C ~ 
ARBS states proposed DTS in~181Da PST at Nissan of Vacaville 

C asked how loog the inspectioo would take 

ARBS states is oosure but can request a loaner vehicle be available n necessary 

C asked for an ear1ier inspection time since the vehicle is lllSafe to drive 
ARBS states this is the eartiesl inspection date/time 

C asked for a MWF date since C takes 24 care of C's special needs soo 
ARBS states can ask for a new MWF date and get back with C 

Call ended mutual y 

Created By: Amberly Hayes (11912018 2:15 PM) 
ARSB placed outbound ca11 to c atjll!l!iil!li!!I!! 

• ARBS-AB left VMX with case #, direc, COOT8CI Slformation as:,1,1~1• and hours of Ol)e1'8tion 
ARBS states proposed OTS inspection time@216120181Da r-~ , lll 1'11~Iof Vacaville 
ARBS request call bad< for confrmation 

Created By: Amberly Hayes (1/8/2018 4:58 PM) 

~:~ ~t!t:' :.:ie":t!;.tti, fall£! ano offered further ass;stant 

C states has already filed a claim with NNA CA 
ARBS states does see that and when C fies with the BBB Ille case is transferred to ORT 

C asked n ARBS read through the case notes 
ARBS states yes and does see where C is requesting rep<rchase or replacement of the vehicle 

C states does not want a Nissan product 
C states the vehicle is a hazard and cannot be driven 
C states no one knows how to fix the issue 
C states i'I order to operate the vehicie, the system has to be turned off 
C states is asking for a full refund and will settle for nothing less 

ARBS states has reviewed and is not in a position to offer repurchase/replacement of the vehicle 
C asked what ARBS decision was based off of 
ARBS states does review for repurchase/replacement based of state lemon law guide.tines 

C began to read the lemon law to ARBS 
ARBS states is not in a position to discuss the law with C 

I ~~~e~~: :~:;=~ to offer a OTS to review the vehicle tt this is something C would like 

C states that ARBS did not make the decision is only passing on the information 

ARBS states ARBS did make the decision and I.Ulderstand that C does not agree 
ARBS reiterating the OTS offer 

C states that C wants ARBS to know that ARBS made the wrong decisioo 
C states there is a vehicle that cannot be repaired and is a safety hazard 
C states that ARBS made a morally and ethicaly wrong decision 

C states C wants in writing why ARBS is denying C 
ARBS states wil not be providing anything in writing and states this is C's verbal repurchase denial 

C states C wants in writing the DTS process 
ARBS states there is no process to provide in writing 
ARBS states submits for DTS and OTS comes back with a date and time to see n this date/time works for C 
C asked what n the date and time does not work 
ARBS states wil submit for a secondary date/time 

C states no matter what this is inconvenient for C and for C's daughter that drives the vehicle and is 1 hour away 

ARBS states wil contact C with date/time 

Call ended mutualy 

Created Bv, AmbeflY Hayes (1/8/2018 4:34 PM) 
ARBS uploaded MRF response to BBB case- not in a position to offer repurchase/replacement 

Created By: Amberly Hayes (1/8/2018 4:33 PM) 
ARBS reviewed case with TL-CA, not offering repurchase/replacement 

Created By: Amberly Hayes (1/8/2018 4:23 PM) 
ARBSnotes: 

1 visit for vehicle al)l)iied brakes oo free way 
1 nodup 

1 visit for lorward emergency braking not wooong 
1 cleared past oodes, codes did not relllm 

total days down: 6, O repan made 

Created Bv, AmbeflY Hayes (1/8/2018 4:22 PM) 
Open ~ ns: NONE 
Additional cases found: NONE 

6~~~~~~-
vsc found: NONE 
State: CA 
lr,.service Date: 9116/2017 
Purchased: NEW 

ARBS notes the following repair history review: 

~l~:iJRi: 4,379 Miles, RO:- - Days Down: 1 

1. Customer states vehicle applied brakes at about 30mph while driving oo freeway and a warning popped up (see attached pie) 
ACTION: 
1. No repairs to perform at this time 
12119117@8547 Miles,■■■■ -Days Down: 5 
CONCERN: 
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1. C states lllat emergency fo<ward imaging braking system is not wor1<ing properly. 
ACTION: 
1. Found multiple pass codes stored in system. Spoke with techline, checked Ille coofiguration of all control units. Cleared codes, cycle ignition, no codes returned. 

Created By: Leslie Griffin (1/412018 9 :28 AM} 
NIS1810140. ORTS-LG rec'd MRF from BBB on 01/04/18, dated same. C seeks fuU purchase buyback from NNA due to forward emergency braking system malfunction and side radar malfunction. 

Created By: Tiffany Gerweck (12129/2017 3:28 PM} 
RCAS-TG placed OUUXlund call to C el 
RCAS-TG advised this call may be recoroea TO< quafity and training purposes. 
RCAS-TG stated RCASwas caning on behalf of Ille case. 
RCAS-TG stated RCAS wanted to get in touch with C as Ille review is still unde<way. 
RCAS-TG stated RCAS will be in touch with C next wed< within 3 days with anolller update. 
RCAS-TG stated RCAS also received C's email with Ille documentation of Ille conversatioos lllat had been had with C and Ille deale<ship. 
RCAS-TG stated RCAS apologizes for Ille way Ille case has been handled by Ille dealefSl>ip. 
RCAS-TG stated RCAS has not been able to disruss with Miguel or 2-
RCAS-TG stated RCAS will reach out to ll1em for furlller info. 
RCAS-TG as«ed rt C had furlller questions? 

✓ C stated no. 
C stated C is just going to wail 
C stated Ille dealership is going to tell RCAS ll1at it needs more diagnosing to confirm Ille repairs. 

RCAS-TG understood. 
RCAS-TG stated RCASwill follow up with C no laterlllan Thursday Jan4111. 

C stated okay. 

RCAS-TG lllanked C for time. 

Cati ended mutual y. 

✓ ~~~~~~~I :~\i~~=7
_;,~~~~rrent RO's to RCAS. 

Created By: Tiffany Gerweck (12129/2017 3:01 PM} 
RCAS-TG placed OUUXlund call to Oaldand Nissan and spoke with SA-Guy. 
RCAS-TG as4<ed when Ille last time C was in at Ille dealership? 

✓ SA-G stated Oct 26111. 
SA-G stated no repairs were recommended at this time. 

RCAS-TG lllanked SA-G for help. 

Created By: Alece Shumpert (12/26/2017 2:28 PM} 
RCAS-AS placed outbound call to C at 7074498952. 
RCAS-AS advised "This can may be reoorded for quality and training purposes.' 
RCA$-AS verified C's email address, phone number, and mailing address. 
RCAS-AS advised C lllat RCAS-AS is C's case manage,. 

C states C's daughter dri\leS C's llehicle. 
RCAS-AS understood. 

RCAS-AS apologized for C's concerns. 
C states Ille initial concern happened on October 26 on Ille freeway as Ille vehicle came to a ~te slop. 
C states Ille dashboard had a warning light and emergency break has been activated. 
C states the ConOOC"d DLR could not diagnose C's vehicle and was told that Cs license plate frame begin loose caused Cs concern. 

C states C's emergency braking component is further up in C's grilL 
C states C went lllrough Ille entire manual. 
C states Ille Conoord DLR was false. 
C states C's service tech tokf C that C's vehicle is not safe. 
C states C's vehicle is unsafe. 

C states C's vehicle is malfunctionilg but no one can tell C why and how. 
C states C wants C's entire vehicle repurchased for Ille full purchase value and will not aocept anyllling else. 
RCAS-AS understood. 

C has already cootacted lemoo law attorneys. 
RCAS-AS understood. 

RCAS-AS asked Chas C retailed a lawyer? 
C states no. 

RCAS-AS advised C lllat RCAS-AS can sullmit an RHR. 
RCAS-AS advised C lllat an RHR takes up to around 1 O business days. 
RCAS-AS advised C lllat Ille decision is based uPOO C's slate lemoo laws. 
RCAS-AS advised C lllat NNA is going to do everyllling in NNA's efforts to ensure C's vehicle is repaired. 

✓ RCAS-AS advised C lllat an RHR is not a guarantee. 

C states C is not going to accept the vehide in full repair. 

Why do you want to return the vehicle to Nissan North America? C feels as if C's vehide is lllSafe 

Where is Ille vehicle currently? C's possession 

Are you currently in a rental vehicle? No 

Where was Ille vehicle purchased? NISSAN OF VACAVILLE 

Was the vehicle purchased new or used? New 

If used, when was Ille vehicle pwchased? NIA 

Where is Ille vehicle serviced? NISSAN OF VACAVILLE, AUTOCOM NISSAN OF CONCORD 

Has the vehicle been taken to multiple Nissan dealers or lnfirvti retailers? tf so. document names of dealefs/retailers. NIA 

C states C has two more lllings to tell RCAS-AS. 
C states Ille DLR did a fraudulent act as Ille DLR charged C VSC's and gap insurance. 

C states C denied all VSC's. 
C states Ille DLR cancelled C's contract as Ille Sates Manager has been terminated. 
C states Ille DLR needs to do an audtt. 

C states C wil contact Ille start a criminal investigation of Ille DLR. 
RCAS-AS States RCAS-AS's number to C . 

RCAS-AS advises RCAS-AS will be in contact with C by Ille next 3 business days. 
RCAS-AS lllanked C for time and patience. 
RCAS-AS asked C rt C had any further questions. 
Cdeclined. 
Call ended mutualy. 

✓ Created By: Alece Shumpert (12/26/2017 2:00 PM} 
RCAS-AS placed outbound call to AlJTOCOM NISSAN OF CONCORD. 
RCA>AS states C's name. 
RCAS-AS spoke to SA-Adam Vazquez. 

RCAS-AS requests C's R.O's. 
RCAS-AS states RCAS-AS's fax numller. (to SM.Paul Voskes phone number and 11acemai} 

SA-Adam Vazquez states the DLR caooot duplicate Cs concerns at al. 
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SA-Adam Vazquez states without duplication thefe are no recommend repairs. 

RCAS-AS oodefstood. 
Call ended mutuaDy. 

Created By: Harjot Dhindsa (12/2312017 2:08 PM) 
I -CASE SUMMAR~ 

CRR-HD sending case to RCAS !or further re-;iew 

Created By: Harjot Dhindsa (12/2312017 2:08 PM) 
CRR-HD VERIFIED Account infoonation including: C's name, home and email address and best cootact# 
CRR-HD VERIFIED VEH lnfonnation including: VIN #, Cooent Mileage 

CRR-HD CHECKED !or open recalls/campaigns and found: 0 
CRR-HD CHECKED !or p,evious UNRELATED C8se(s) and found: 0 
CRR-HD CHECKED previous RELATED Case(s) and found: 0 

CRR-HD received inbound call from C 

C stated C wants to make a OO<Tl)iaint 
C stated tt is regarding Malfunctioning of new VEH 
C stated C have 8 page document 
C stated C wants to send that to NNA CA 
C stated this issue started on Oct 26th 
C stated VEH was taken to 2 DLRSHPs 
C stated tech ine gave information that they are unable to diagnose the concern 
C stated VEH was taken to Seli ng DLRSHP 
C stated they have cheeked the computer 
C stated DLRSHP received malfunction of codes 
C stated they were ooable to duplicate the coocern 
C stated C had long cooversation with DtRSHP 
C stated DLRSHP will not replace the sensor and oomputer without eo<porate's Permission 
C stated that malfunction happened again 
C stated now C have VEH and C have to put oodes to disable the functions that C paid !or 
C stated VEH is not sale to drive 

CRR-HD stated how C wants Nissan to assist C 

C stated VEH is not safe to drive 
C stated C wants Nissan to give guarantee that tt is sale to drive otherwise buy back the VEH 
C stated DLRSHP and tech fine don't know wllat the concern is 
C stated they don't know how system operates and everyone have different information 
C stated if tedlnicians doni oodefstand lhe infoonation so the VEH should not be on the road 
C stated C will document everything and wil send to NNA CA 

CRR-HD stated ok 
CRR-HD in!Ollned C that Case will be trans/erred to a Regional Consumer Affairs Specialist 
CRR-HD stated C will be contacted tomorrow by close of business day 

CRR-HD asked C ij there was anything else ORR-HD could assist with. 

C declined. 

CRR-HD p<oYided C with name, agent I~ and case number:­

c understood 

Cati ended mutual y. 

BEST CONTACT: 

Case Categorizations 

Action ~ ~ # Catego,y Description s..bcatego<y Oesaiption 

Forms 

No records to display 

BRAKES 
GEN. BRAKE COMPONENT 
(S) 

Symptom Description 

UNABLE 
DIAGNOSEIDUPLICA TE 
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Case Categorizacons Help 

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

03 2/S/2018 WT AO 121500 OA 

Forms Help 

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

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

- Customize Page I Printable Vrew I Help for this Page 

Show Feed 

Case Detail 

Number of open vehicle campaigns = .l 

Account Name 

Contact Email -Letter Se-nt Date 

Letter Received Date 

Follow Up Date 412412018 

Supporting Documents 

CA Muttiple Repairs 

Social Media Involvement 

Martiz Custome< Id 

Case O#nH location Murfreesboro 

Case ~""Y I/it! I Case ConYnents Jl\!11 I c..,.. Categorizations W I ,E= W 

J Reopen Case 11 Clone Closed Case J 

Case Owner ■ Trisha Zamarron 

Type CA 

Case Origin 

Executive Refenal 

Exee>Received-Oa.te 

Phone 

Status Closed 

Datelrme Opened 12/30/2017 9:56 AM 

Date/TmeClosed 5/8/201811 :49 AM 

Multiple Repairs No 

Executive Summary 

Texting Status Executive Actions To Resolve 

Case Reopen Count 2 

Description Consumer Affairs Voll..lltary repurchase due to 2 repairs and 41 days out of service for braking on its own. 

Call Script 

Who contacted u.s? Consumer 

#Vehicles Owned 2 

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 

IIROate 

HR -

Vehicle Information 

Vehicle KNMAT2MV3t1i 

Model Year 2017 

Make NISSAN 

Model Line ROGUE 

Model Code 29417 

Dealer Detai l 

ease Servicing Dealer I FGFND NISSAN 
Case Servicing Dealer Region Northeast Region 

Bluetooth 

Related Items 

Responsible District 07 

SharedWrth 

Phone Carrier 

Phone Manufacturer 

Reported From 

Issue Categories 

Approwd Ched< Reques1s $27,045.84 

https://nissanna.my.salesforce.com/5000G00001NO8oeQAD 

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 2/9/2018 

RHR C«npleted 2/9/2018 

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 

Dat.aNet 

Oatanet Deal« Date 

Oealff Instructions 

Requested Dealer Action please review. 

Bluetooth Ticket Status 

Phone Model 

Phone Operating System 

Goodwill Offered 

VCAH 

Goodwill Processed 0 

Vehicle Service Contract 

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

Hot Alert Date 

LS Response rime 

Vert>atims 

Alert Trigger Verbatim 

Survey Verbatim 

Deale< Action History 

NNA Notes 

Customer Conversation Notes 

DTS Inspection 

Contact Name 

Home Phone 

WOfitPhone 

Mobile Phone 

Email 

Attemate Email 

OTS Inspection Date OTS Inspection Date Confirmed? 

DTS Request Type Notes for OTS (Vehicle Concerns) 

Inspection Time/Notes Appointment Time: 

System Information 

Subject 

Created By 

Last Mocfrfied By 

Notes to Agent 

CUSTOMER:­
KNMAT2MV~ 

Taylor Willod< 12/30/2017 9:56 AM 

NNAill, 9118/2019 9:26 PM 

Case Record Type CA Oosed Case 

Days Closed 756 

Action C- NLSF 

VIN: 

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

Agent Comments 

Case History 

Dale 

5/8/2018 11 :49 
AM 

Agent Comments IIR 

Agent Next Step 

I Reopen Case I ! Clone Closed Case! 

User Action 

Trisha 7amaqpn Changed Status from Open to Closed. 

Closed. 

Root Cause 

Root Cause Code 

Root Cause Code (2) 

Document ID 

SCMV 

517/2018 9:03 PM NNAETL 

~ 517/2018 2:59 PM ~ 

Changed Subject from CUSTOMER: 
KNMA12MV3Hialllll. 

PHONE: --VIN: KNMA12MV3Hialllll to CUSTOMER: 

Changed Reopen Date from 21712018 4:12 PM to 51712018 2:59 PM. 

Changed Subject from CUSTOMER: 
KNMA12MV3Hialllll. 

Show more • I ~ 

Case Comments 

Public Conwnent 

Created By: Brian Jones (7/6/201811:31 AM) 
.... (Added after the case is closed.]._ 
ORTS BAJ: Check(s) from NMAC for Overpayment in Ille amount of $674.80 

VIN: KNMAT2MV3Hialllll to CUSTOMER: 
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Ca-se History Help 

VIN: 

PHONE: --VIN: 

Case Cooments Help 

sent to LOCKBOX #54457; FED EX TRACKING■■■■■ Check will be cred~ed and jOlrnalized to NNA's BUYBACK ACODUNT;--The case has been documented 

created By~ Jri3ha Zamarron ~51812018 9:47 AM) 
ARBS-T2 notes received a message lllal Mor1ey has the C scheduled to surrende< the vehicle. 

Created By~ Jri3ha 7amacroo ~51812018 9:28 AM) 
ARBS-T2 updated Ashley S, Disposition Coonlinator, regarding ARBS call lllat the C is ready to schedule a date and time. 

Created By~ Jri@ha ?amacron ~51812018 9:27 AM) 
ARBS-T2 called C and asked if she was needing some clarification regarding Ille St.1Tendering of Ille old llellicle. 

C stated she has had a lot of family issues going on and could not give a date. 
C stated she is ready OON. 

ARBS-T2 provided her Mor1ey case numller and pit#. 

Created By~ Jri:,ha Zamacroo ~51812018 9:26 AM) 
ARBS-T2 asked Morley for an update. 
Ashley S, Disposition Coordinator, stated the C is not ooderstanding why she has to schedule an appointment. 
ARBS-T2 notes ARBS will give her a call. 

created By~ I eonardo Momero (517/2018 3:oo PM) 
- !CASE SUMMARY] -
C contacted CA with: Seel<ing Status Case --

I Created By~ I eooardo Montero (517/2018 2:59 PM) 
CRR-LM VERIAED Account information including: C's name, home address, phone numller 
CRR-LM VERIAED VEH lnfoonation including: VIN# 
CRR-LM CHECKED for open recals/carrc,aigns and found: None 
CRR-LM CHECKED for previous UNRELATED Case(s) and found: None 
CRR-LM CHECKED for previous RELATED Case(s) and foond: None 
CRR-LM NOTED concern is: 

CRR-LM re<eived inbound call from C 

C stated lllat has a case but did not have INFO handy 

CRR-LM looked up C's case lllrough C's account 
CRR-LM noting lllat C has a case with ARBS-AB 
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C stated that missed a call from ARBS-AB 
C stated that is not feeling well but need a call from ARBS-AB ASAP 

CRR-LM informed C that will send an internal OOl1lll-..ncation to ARBS-AB ASAP to get in oontact with C ASAP 

CRR-LM asked C if there was anything else CRR-lM coold assist with. 

C declined. 

CRR-LM provided C with agent ID 7319360 and case numbe­

C understood 

CRR-LM closing case. 
Call ended mutualy. 

Created By: Anisha Baldon (4/2312018 2:14 PM) 
ARBS-Anisha Baldon assisting ARBS-TZ whi e 000. 

ARBS transfened case to Money. =-Created By: Trisha Zamarron (4/191201810:25 AMI 
ARBS-TZ received a copy of title. 

I ;~~~B~~:i': ~mea;:ni::~~t9:46 AMI 

Created By: Trisha Zamarron (4/1712018 2:14 PM) 
ARBS-TZ called Southshore Nissan and requested to speak to der1<s office. 
ARBS-TZ reached the bil ing office and was told that they woold get the documents emailed. 

Created By: Trisha Zamarron (4/1112018 3:09 PM) 
■ ARBS-TZ was able to talk to the cler1<s office and the cler1< stated she would have to find out how to locate Massapequa's documents, the dealership is no longer open. 

ARBS-TZ provided ARBS contact intormation. 

I ;~~~B!~;,:,thz:;:::~018 3:39 PM) 

Created By: Trisha Zamarron (3128/201811 :49 AM) 
ARBS-TZ summary: 
C had gone to SoothShore Nissan and was told to shut the FEB off (no repair order). 
C called CA 12/30,/17 
HR submitted 112/18 
1 /11 /18 vehicle dropped off for inspection 
1122/18 OTS Kevin McKay ~eted inspection 
2/12/18ARBS received the RHR fo, review; Cwas left in loaner vehicle until 3124/18. 
3rd Nissan 

Created By~ Tri!lha Zamarron ~31281201810:22 AM) 
ARBS-TZ requested the inll<lice, title app from South Shore Nissan. 

created By: Jri:sha Zamarron ~312812018 9:05 AM) 
ARBS-TZ received the signed repurchase agreement. 

created By~ Tri3ha Zamarron ~312112018 3:20 PM} 
ARBS-TZ notes C called to state she is going into the dealer on Saturday and wil get her new vehide. 

ARBS-TZ recommended C wait until the surrendering of the current vetvcie as it remains C llltil the signing of the surrendering documents. 
ARBS-TZ sent an updated offer letter to GM Adam for the C to sign, that needs to be signed to start the repurchase process. 
ARBS-TZ explained the repurchase wil occur with ARBS and the selling of a new vehicle will be with GM Adam. 

C stated she appreciates the explanation and she understands. 
C stated she will go in on Saturday and sign document so that ~ can be sent to ARBS. 

Created By: Trisha Zamarron (3121/201812:02 PM) 
ARBS-TZ sent the repurchase letter with the falowing repurchase calculations: 

Down Payment incl 1st $881.02 
Additiooal Payments 

I 4 x 338.94 $1 ,355.76 

Total Amounts Paid $2,236.78 

Less Sales Tax $1,052.32 
Total Deductions $1,052.32 

Total Refund $1,184.46 

Created By: Trisha Zamarron (31211201811:48 AMI 
ARBS-TZ received the falowing payment information from NMAC: 

Below is the paymenVpayoff information that yoo requested. 

SR#~ A . 
Customer: 
Payoff . thru4/10/2018 
Payments re<eived 5 
Payment amount $338.94 
Recent payment received on 3/12/2018 in the amount of $ 338.94 

Payment History is attached. 

I ;~~~~~~:': =~~~~~,i~~ 
created By~ Tri3ha Zamarron ~312112018 9:56 AM) 
ARBS-TZ received a cal from GM Adam. 

GM Adam spoke to C and she wants out of the vehicle. It was explailed to C that we are getting her out of the vehicle. 
GM Adam stated the C is not going to like the letter. She is expecting aD her money back. It would be best to show all the payments and not show the rebate. C wil put up a fight about the sales tax. 

ARBS-TZ C will need to contact NY state r"l)<esentatives regarding the tax issue. 
ARBS-TZ will get with NMAC regarding Marcil payment 
ARBS-TZ will send an updated lette<. 

created By~ Tri3ha Zamarron ~312112018 9:36 AM) 
ARBS-TZ left a msg with GM Adam M. requesting a cal back. 

I Created By: Tri3ha Zamarron ~312112018 9:15AM) 
ARBS-TZ notes C would ike to know where we are in the process. 
ARBS-TZ notes C wants out of the vehicle, she does not want the death trap. 
ARBS-TZ notes C stated she is getting calls from Christy, sales associate at the dealership. 

ARBS-TZ slated: 
ARBS was trying to set up getting a replacement so C coold have another vehicle. 
ARBS had asked GM Adam M to test the vehicle over the rail road tracks to make sure the concern does not occur. 
The vehicle they <UTently own a ooncem was not found. 

estated: 
A concern was not fol.lld because no one drove over the rail road tracks. 
She drives over the rail road tracks every day. 
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Christy, sales advisor, told he< that she had test driven a vehicle they want to sell he< <Ne< the tracks. 

ARBS-TZ stated: 
ARBS did send a letter via FedEx and sent tt to GM Adam M fo, the C to sign. 
A reiuct>ase letter isoffemg to get the C out of the vehicle. 
Legend Nissan is trying to sell yoo a new llehicie. 

C wanted to know when will she get he< money back. 

Page 4 of 10 

ARBS-TZ explained once ARBS get the signed documen~ the documents wil go to Nissan's third party surrendering corrc,any, Morley, VSPC. Morley will schedule a meeting to sign surrendering documents and at that 
time C will receive her refund. 

Created By: Trisha Zamarron (3/2012018 3:15 PM) 
ARBS-TZ sent the C the repll"chase letter via FedEx, tracking num 

Created By: Trisha Zamarron (3/2012018 2:43 PM) 
ARBS-TZ sent a request to GM Adam to provide ARBS with pictures of the vehicle and to look in vehicle fo, the registration. ARBS will need a copy of registration as wel. 

Created By: Trisha Zamarron (3/2012018 2:2'3 PM) 
ARBS-TZ notes sent the following repurchase calculations to the C: 

Down Payment $3,181.02 
Additional Payments 
3 X 338.94 $1 ,016.82 
Tolal Amounts Paid $4,197.84 

Less Sales Tax $1,052.32 
Less Rebate $2,300.00 
Tolal Deductions $3,352.32 

Tolal Refund $845.52 

Created By: Trisha Zamarron (3/1512018 5:42 PM) 
ARBS-TZ caled GM Adam to go aver the options offered to the C. 
ARBS-TZ stated there was nothing folald defective in the C vehicle; however, the C states they were told this is a known issue. 
ARBS-TZ asked tt anyone at the dealership drove the vehicie over the tracks that the C is referring to. C states they have to drive over the tracks to go anywhe<e. 

Adam stated he does not know and Nissan knows this is an issue. 
Adam stated they need to get this resowed. 

ARBS-TZ stated the offer has been made to get the C out of this vehicle. 
ARB~ TZ concern is putting them in another vehide the issue could happen. 
ARBS-TZ tt does not happen in every vehide. 
ARBS-TZ stated do we know tt ocaMTed in this C vehicle. 

Adam stated; 
He does not know and wants to know what can he do. 

ARBS-TZ stated have the C drive the new vehicle before sel ing tt to them, over the tracks. 
ARBS-TZ is that possible. 
ARB~ TZ this is an ek1er couple and I want to make sure they are in a vehicle that will not cause them the same concern they claim is occurring or they wil have to go through the process. 
ARBS-TZ thanked Adam lo< the talk and requested pictures of the vehicle. 

Adam stated he will get the pictures. 
Adam stated can ARBS share what the rep...-chase numben, wil be. 

ARBS-TZ slated the C win get al the payments they made minus the sale tax 

Created By~ Iri@ha ?amauoo ~31912018 3:27 PM} 
ARBS-TZ called C. 
ARBS-TZ explained to the C tt NNA repwchases the vehide she will get back he< payments, C will have to get the sales tax from the NYDMV. 
ARBS-TZ explained the rejllacement would have to be the same make and model. NNA did not find a ooncem with current vehicie. 

C stated they did not test ff going over the railroad tracks. 
C stated has been in the hospital, she !el and broke her hip. Now her husband is sick and in the hospital. 

I ~ ::: = ~-=~-= ~ =::iiked the vehicle l.lltil this one. 
C stated she can't believe that Nissan expects her to tum the system off and on, she uosses those tracks everyday. 
C stated she wants a new vehic:fe, the current vehide needs to be fixed and she cannot believe Nissan is selling vehicles knowilg it does what it is doing. 

ARBS--TZ stated engileers are gettilg infonnation about the cars from the system as dealerships and consumer affairs inputs the concerns customers are having. ARBS cannot say whether engineers are or are not 
aware, ff there is enough data there will be an update lo< the llfflicles software. 

ARBS-TZ stated NNA is wil ing to take you out of your c...-rent vehicle and replace it, due to the number of days the vehicle has been out of service. 

Created By: Trisha Zamarron (3/912018 3:16 PM) 
ARBS-TZ called SM Vinny G to provide an update. 

ARBS-TZ stated ARBS offered Ca repll"chase, rejllacement o, cash settlement 
ARBS-TZ asked tt SM has spoken to the C. 

SM Vinny stated: 
talked 10 the C once. 
C refuses to take the vehicle because of the concern and having to tum the system off then back on once r:Ner the tracks. 
The vehide has been at the deale<mpsince January 11, 2018. 

ARBS-TZ thanked SM lo< his time. 

Created By~ Tri!lha Zamarron ~319/2018 2~7 PM) 
ARBS-TZ notes called and left a msg with receptionist requesting a call back from finance. 
ARBS-TZ notes: 

■ 542.08=? 
+338.94 first payment 
equals cash down payment 

Created By~ Jri@ha Zamarron ~212612018 6~9 PM) 
ARBS-TZ caled C. ARBS-TZ notes C was getting confused about the offer. 

ARBS-TZ did go aver the 3 options. ARBS-TZ is going to get the repurchase numbers togethe<. 
ARBS-TZ was not able to get C to understand the repurchase or re!)iacement o, a cash settlement. 

C stated she wants all her money back, then she was talking about getting a 2018 with cash. 

ARBS-TZ stated again there are 3 options and C only has one to choose. 

ARBS-TZ notes at the end of the call ARBS explained ARBS will get repurchase refund together. 

Created By: Trisha Zamarron (212012018 11 :52 AM) 
ARBS-TZ received the payment and payoff in1ormation from NMAC: 

SR# 1-17489391406 
ACOOI.Ult#: 
Custo,ne . 
Payoff ;i. -'01::te.HJ thru 311 D12018 
Payments received 4 
Payment amount$ 338.94 
Recent payment received on 2/12/2018 in the amount of $ 338.94 

Copy of Payment Histo,y is attached. 
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ihl Helde< I FlAfil ment & ~ce I Nissan Group of Nortl1 America I Phone: 

Created By: Trisha Zamarron (2/2012018 9:03 AM) 
ARBS-TZ mailed the letter of Intent to C via FedEx with track· 

Created By: Trisha Zamarron (2/2012018 7;09 AM) 
IIR-FEB- EST 

Created By: Trisha Zamarron (2/16/201810:58 AM) 
ARBS-TZ lorgol to note that Katy, in bili ng stated should the documents not arrive ARBS can call Katy back or David, who is in finance. 

Created By: Trisha Zamarron (2/16/2018 10:45 AM) 
ARBS-TZ contacted Katy in biUing and requested the invoice, sales contract and title aw. 

Created By~ Tri3ha Zamacroo ~2/161201810:56 AM) 
ARBS-TZ requested payoff infomlatioo from NMAC. 

Created By: Trisha Zamarron (2/16/201810:45AM) 
ARBS-TZ contacted Katy in biDing and requested the invoice, sales cootract and title app. 

Created By: Trisha Zamarron (2/16/201810:41 AM) 
ARBS-TZ received a cal from C husband. 

~ea !L~be:~s:.:f:~:=~~~~thatlives are in~. 
Instead of offering a temporary fix by stopping and turning off the system it needs to be corrected. 

ARBS-TZ stated: 
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NNA consumer affairs takes C complaints seriousty and doct.ment the ooneetns, the ink>rmation is coded so that it will go to the Engineefs. This is how manufacturers are made aware of concerns, C calls and visiting 
dealerships. 
ARBS assured Mr.- that Nissan hears what his coocem is and tt has been documented. 
Should engineers ~ correction or l.4)dates the Nissan dealership WOUid be aware. 
ARBS asked Mr.- what he would like Nissan to do for him at this time, making any corrections to the vehicle at this time is not an option. There was not a mfg defect Klllld on the vehide. Mr·- he wants his wife to be able to drive a safe vehicle. 

ARBS-TZ stated NNA can put his wife in a repjacement llelliae, or buyback the vehicle, these options can take up to 4 weeks. If yoo want to keep the vehicle and n there happens to be a software update needed and tt 
addresses the experience your wife went through Nissan wiD offer $2800.00 cash settlement and C keep the vehicle. Mr.- would lilce al offers in writing and sent via FedEx, so his wife can make the final decision. 

ARBS vemied C address. 

created By: Jri:sha Zamarron ~211512018 4:43 PM) 
ARBS-TZ placed outlx>lald to: C ··-and left a message to call ARBS. 

created By: Iri:sha Zamarron ~211412018 8,:00 AM) 
ARBS-TZ taking the case over due to the C claims the vehicle stops over railroad tracks. 1 visit O repairs currently 4 days down. 

Created By: Iri:sha Zamarron ~2/1412018 7:59 AM) 
ARBS-TZ reviewed the following repair histo,y: 
Prior to in-service date: 
11l1251172. 15175 1.POI 
11/15117 3 1 5175 1.NY State lnspectioo 

Current owner: 

1/11/18@473 miles 3670-Legend Nissan 
Concerns: 
1.Car st,ps automatically over railroad tracks 
2.MPI 
3.Rental car 
Actions: 
Open 

ARBS-TZ notes the following for review purposes: 

State: NY 
In Service Date 11/12/2017 
NMAClease 

O prevjous CA cases 
OTedlline cases 

OTS Kevin McKay inspection 1122/18 
no VSC 

Created By: Nicki Barror (2/12/2018 11:21 AM} 
ORTS received the RHR. The RHR was assigned to ARBS Trisha Zamarron for review. 

Created By: Dakota McGrego< 12/12/201810:33 AM) 
ARBS sent e-mail to PlNR-CA requesting RHR be reviewed 

Created By: Nicki Barror (2/9/2018 8:11 AM) 
ORTS attached RHR 

Created By: Nicki Raaor (2/8/2018 3:35 PM) 
ORTS attached RO's dlr 5175 

Created By: Nicki Rauor (218/2018 3:29 PM) 
ORTS called dlr 5175 for RO again. Spoke w/ someone in Service, adv Martha is in the middle of trying to send the RO-ORTS requested her to call when she send. 

Created By: Nicki Rauor (2/812018 2:58 PM) 
ORTS called dlr 5175 for RO again. No one picked up in Service. 

Created By: Nicki Rarror (2/8/201812:49 PM) 
ORTS called dlr 5175 for RO again. Um at ext 1505 for Martha 

Created By: Nicki Barror (2/8/2018 9:53 AM} 
ORTS attached open RO dlr 3670 

Created By: Nicki Borror (2/8/2018 9:42 AM} 
ORTS called dlr 3670 for any RO's incl open, Francisco faxing open R0-00 other RO's for this C . 

Created By: Nicki Barror (2/8/2018 9:35 AM) 
ORTS called dlr 5175 for RO's, Martha sending inspectioo but not showing any open RO's. 

Created By: Nicki Barror (2/8/2018 7:17 AM) 
ORTS called dlr 5175 for RO's including open.SA Martha was with a C-left phone nt.mber with Sally for Martha to call once she is free. 

Created By: Dakota McGrew 12/7/2018 4:42 PM) 

~~~~ ~~~~~~::: ~~ i !Qt![' review f(l( repurchase of Cs veh based on Cs lemon law 
ARBS infooned that is a 10 business day review process, and ARBS/ Nissan cannot guarantee will be in a position to repisdlase or replace Cs veh 
ARBS informed that should Nissan be in a pooitioo to asSJst C, that department that reviews these claims further would contact C to further discuss 
C understood and agreed 
C states C wil be speaking to husband about this as is uncertain 
ARBS informed n C changes mind to let ARBS know 
C understood 
ARBS offered l\.rther assistance 
C thanked ARBS 
ARBS thanked C 
Call ended mutual y 

Created By: Dakota McGceqoc (217/2018 4:13 PM) 
ARBS reviewed case with SRPLNR-FO 
SRPLNR-FD in1ormed for ARBS to submtt RHR for review 
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Created By~ Dakota MsGce99f (2/7/2018 4:12 PM) 
""' [Added after the case is closed.] •-
ARBS placed outbound to C 
ARBS spoke to Cs wife 
ARBS ve,ified C had time to speak to ARBS 

C intormed that is who cootacted CA and had requested callback from ARBS 
C states that C is unhappy with resclution and would like more proof 
C repeated Cs experience witl1 the veil 
C states C does not want the veil 
C states that C was dismissed by the DLR when C tried to tr- in the veil 
C states C would ike to complain 
C states is mad that C had to pay car payments for and during this entire process 
C states does not agree with ti.ming the system off 
C states that Cs husband turned in the loaner veh and is picking up veil today 
C states that does not belte'Ye that nothing was found 
C states that does not believe Nissan is toling the truth 
C inquired Vffl'/ letter mentioned insurance 
C states that C does not want the veil 
C states C does not want the -.en 
C states C does not believe the veh is safe 
C states C does not want the veil 

C requested specific info of everything done dtrilg inspection 
ARBS infonned that Nissan conducted a thorough inspection of the -.en, and no defect was found with the veh 
ARBS informed that is unable to provide specifics of inspection 
ARBS informed that this is Nissan•s position at this time 
ARBS inquired ~ C has any other questions or concerns that ARBS can address 
C kept repeating that C does not want the veil 
ARBS informed that this is Nissan•s position on the matter 
C states C is still unhappy 
C mentioned contacting CA 
ARBS informed that is the correct department for Cs daim, and an inspection was the correct department 
ARBS thanked C for Cs tine 
C did not say anything 
Call ended mutuaBy 

Created By~ Dakota MsGce99f (2/7/2018 3:10 PM) 
""' [Added after the case is closed.] •-
ARBS placed outbound to DLR 
ARBS spoke to SM Vrnny 
SM informed that SM befieved that DTS verified concern that C had witll the veil 

✓ :~~~ :~=~ :~t"~~; =~:decision regarding resojution 
ARBS informed that decision was made by specialists 
SM informed that would i ke e-mail from ARBS indicating that no defect was found and that C can pick up the veh 
•ARBS sent e-mail to SM with requested info 
ARBS informed C would need to pick up the veil 
ARBS informed that ARBS would be reaching out to C to inform of this again as Chas contacted NNA again 

Created By~ Dakota McGCCQQf (217/2018 3:07 PM) 
✓ ... [Added after the case is closed.) .-

ARBS received vmx from SM Vinny requesting calback 

Created By: Patience Million (217/20181:30 PM) 
.... (Added after the case is closed.] ._ 
CRR- PM VERIFIED Acoount information including: C's name, home address and best contact nt.mbef. 
CRR- PM VERIFIED VEH Information including: VIN & Mileage 
CRR- PM CHECKED for open recalls/campaigns and follld: 0 
CRR - PM CHECKED for previous UNRELATED Case(s) and found: 0 
CRR- PM CHECKED previous RELATED Case(s) and found: 0 
CRR- PM NOTED concern is: C requesting case conduSK>n reassessment 

CRR- PM received inbound call from C. 

C stated received letter from ARBS Dakota Mcgregor 
C stated UR specialist 
C stated DEC 30, 2017 
C stated CA Franklin TN - heading 
C stated C wouldnt have let it end the way it did 
C stated driving over tracks 
C stated VEH stated VEH stopped 
C stated husband received did same results when driving over train tracks 
C stated husband did it 3 times and all 3 times VEH stopped 
C would like someone to drive VEH to exact place 
C stated DLR wasn, willing to assist DLR relerred C to NNA 
C stated DLR took VEH for 3 weeks 
C stated using loaner VEH & DLR requesting loane< back 
C would like VEH that wor1<s 
C would like all 4-5 VEH options - Nissan Assist & wouldn1 tike to tt.rn VEH option 
C will go to channel 7 about ooncems 
C stated letter advising C to cootact insurance company for further assistance with conoem 
C stated C believes DLR found concern & DLR fixed concern then sent C letter 
C requesting ARBS to oontact C within the hour 

CRR-PM removed email address as per C's request 
CRR-PM advisd C that case with ARBS specialist 
CRR-PM advised C that internal memo would be sent to agent in charge of case 
CRR-PM advised C that ARBS will oontact C at ea~iest convenienoe 
CRR-PM gave C case & agent ID 
CRR-PM offered further assistance 
CRR-PM thanked C for contacting NNA 

C declined 
C appreciated assistance 

Besl oontact It: 5164540804 

Call ended mutuaBy 

Created By: Dakota McGrew 12/6/201810:15 AM) 
CASE CLOSING SUMMARY 

✓ ARBS notes per Pl review, no defects found 

ARBS sent resolution letter to C via FEDEX 

ARBS closing case 

Created By: Dakota McGrew 12/6/201810:14 AM) 
✓ ARBS sent resolution letter to C via FEDEX 

ARBS notes FEDEX Tracking-­
ARBS attached letter and labe~ 

Created By: Dakota McGrew 12/6/201810:13 AM) 

✓ :~~~ ~~~x~~~~ :=k 
ARBS left best contact info 

✓ Created By: Dakota McGregor (2/6/201810:04 AM) 
ARBS placed outbound to C 
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ARBS spoke to Cs husband 
ARBS infonned that after a thorough review, No defect was tound with the llffl 
ARBS infooned that a software update to improve functionaity of the FEB system will be released in the near future and may 0< may not address Cs conoems 
C states so ARBS is saying that C made all of this up 
ARBS infooned that ARBS did not say this 
ARBS informed that Nissan does operate off of result from inspectionfreview 
C understood 
C inquired if C would receive this statement of no defect in writing 
ARBS states yes 
ARBS infonned that would be sending C a letter in the mail, and C should receive in several busiless days 
C understood 
C inquired about loanertrental coverage 
ARBS informed that C woold need to rettrn the rental/loaner veh, and picl< up Os llffl 
C inquired how soon 
ARBS informed as soon as possibre 
C states C can drop off loaner and pick up Cs veh tomorrow 
ARBS informed that would be fine 
ARBS thanked C for time 
C thanked ARBS 
call ended mutually 

Created By: Dakota McGrew 12/6/2018 9:42 AM) 
✓ ARBS reviewed case with SRPLNR-FD 

ARBS to inform C to return rental/loaner 1/ffl and inform C of resokrtion 

Created By: Dakot a McGrew 12/2/2018 4:35 PM) 
✓ ARBS reviewed case with SRPLNR-FD 

ARBS to wait before giving decision as SRPLNR is reviewing case currently 

Created By~ Dakota MGGCC99f (2/2/2018 9:10 AM) I last Modified By'. Oakota McGwor (2/2/2018 9:10 AM} 
✓ ARBS received e-<nail from PL-WR infonring that no defects were found 

✓ 

ARBS attached e-mai to case 

Created By: Dakota McGrew 11/31/201810:00 AM) 
ARBS received e-<nail from SM inquiring how to proceed 

ARBS informed SM that review is not oon-c,leted yet 
ARBS infooned for SM to not do anything until review is completed 

✓ ;~:~~~~ :k8fi~\'ftff:!1
:~: ~~) 

✓ ;~"i;'~~~~ :~s:'~.(;'fu'!f d~=~~'6; =I and picl<ed up a loaner veh 

✓ ;~"i;'~~:~~~ ~Tf!,~~~i::,~o;!!=~ate for 01122/18 at 10 

Created By: Dakot a McGrew 11/10120181 :28 PM) 
'ARBS additional note: 

✓ ARBS confirmed inspection with C fO< 0 1122/18 at 10 AM 
ARBS did inform that wil be 2-4 weeks after inspection date before result is available 
C understood and agreed 

Created By: Dakota McGrewl1/10/20181 :27 PM) 
ARBS received inbound from C 
C inquired about missed call 
ARBS inquired tt Legend Nissan has spo«en to C 
C states no 
ARBS informed that ARBS has been able to reach Legend Nissan, and informed that C can picl< up a loaned rental veh as soon as today 
C states C wiU not be allle to picl< up the veh today 
C states C might be able to picl< up tomooow 
C states C wil call the DLR to further discuss 
ARBS infooned that ARBS spoke to SM Vinny 
C understood 
ARBS offered ftsther assistance 

✓ C insisted to know about other custome(s with same concern and same daim 
ARBS informed that is not able to speak to anyooes case other than Cs case 
ARBS informed that is only able to advise on Cs case 
C states C !eels like Nissan is not addressing the conoem with the FEB wel 
ARBS explained VIN specific and infonned that there are currentty no ~ns or recalls issued for the veh 
C understood 
ARBS infonned that Nissan is happy to inspect Cs veh., but did inform that Nissan has not verified that there is a concern with Cs veh at this point in time 
C understood 
C states that ARBS is telling C to mind Cs own business 
ARBS infooned that is not what ARBS stated 
C thanked ARBS for time 
ARBS thanked C foc time 
Call ended mutualy 

Created By: Dakota McGre 
ARBS placed outbound ot C 

✓ C states is a bad time and k in 5 minutes or longer 
ARBS understood and apologized for inconvenience 
Call ended mutualy 

Created By: Dakot a McGreQOf 11/101201810:57 AM) 
ARBS received inbound from SM V,nny 
ARBS infooned that Nissan wil be providing Ca loanerlrental veh for duration of review for C s concerns with the FEB aut0<natic braking ooncems 

✓ ;~B;,;,=~~d':' is set for 01122/18 at 10 AM 

SM requested e-<nail with Cs info and infO<med that would provide a rental/loaner to C today 
SM infooned that woold call C to discuss drop off/ pickup info 
ARBS verified e-mail : vgianni@legendnissan.oom 

Created By: Dakota McGrew 11/10/201810:54 AM) 
ARBS received inbound from C 
ARBS vefified C had time to speak to ARBS 
C states that is unhappy with Nissan and ARBS 
C states that C has not heard bad< from ARBS 
ARBS apologized and infO<med that Cs DlR had a bizzard and inclement weather 
ARBS infooned that ARBS has been WOl1ting on Cs daim and informed that inspection is set for 01122/18 at 10 AM at Legend Nissan 
ARBS infooned that DLR was closed, so aRBS was unable to verify loaner/rental llffl info 
C states C does not care , C states C has to tive in the blizzard and ARBS doesnt 
ARBS infooned that is out of ARBS and Nissan oontrol 
ARBS informed that has reached out to Legend Nissan and is waiting on a callback 
C inquired about inspection process again 
ARBS explained entire ilspection process again 

✓ C inquired about rental/loaner veh again 
ARBS explained that is wor1<ing with DlR to get C a rental/loanef veh again 
C states that C is still unhappy and claim has been open for over 2 weeks without C having a rental veh yet 
ARBS informed that daim was opened on 12/30/17, and there was a holiday afte, C called in 
C states C understands that but does not care, and C knows claim was opened on 12/24/17 
C later states maybe C got confused 
C states that C wil not argue with ARBS 
C states C is done speaking with ARBS 
C inquired tt ARBS would cal C with update 
ARBS states ARBS will call C with update once ARBS has one 
C states tt C cannot get rental soon, then C would i ke to change venue of inspection 
ARBS understood and infO<med would have on file 
ARBS thanked C 
Call ended mutualy 
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Created By~ Dakota MsGce99f (1/10/2018 8:56 AM} 
ARBS placed outbound to Legend Nissan 
ARBS spoj<e to service receptionist 
Service Receptionist informed that no SA or SM is available 
Receptionist took ARBS phone number and informed that SM would give ARBS a callback 
ARBS thanked receptionist 

✓ Created By: Dakota McGregor '119/201810:49 AM) 
ARBS sent e-mai to SRDTS-GC and DTS-KM requesting inspection date be input into case 

Created By: Dakota McGregor /1/8/201811 :39 AM) 

~ :~~~===~from DTS, as ARBS needs to provide an inspection date to C 
DTS understood and infooned would look at late< today 

✓ ;~"ii'~-=.:ik~~S ~~:siQOf 11/4/2018 3:29 PM) 

Created By~ Dakota MsGceoor {1/-412018 2:50 PM) 
ARBS notes that reviewed DLR info with RCAS-AY 

ARBS notes pe, RCAS the LEGEND DlR is closed due to incle<nent weathe< 
(bizzard} 

Created By: Dakota McGreQ0!/1/41201811 :JoAM) 
✓ ARBS placed outbound to LEGEND NISSAN 2X 

ARBS notes that pe, DLR message DlR is closed 
ARBS not able to reach any r"l)resentative 

Created By~ Dakota MsGceoor {1/41201810:50 AM} 
ARBS notes correction 

✓ ARBS infonned that would reach out to DLR and verify when a loaner/ rental veh could be provided as - 11 as get C an inspection date 
ARBS infonned that would give C a callback in several business days with an update 
C understood and agreed 

Created By: Dakota McGregor 1114/201810:49 AM) 
(516)- ARBS placedoutlx>llldto C 
ARB~ had time to speak to ARBS 
ARBS verified C had time to speak to ARBS 

ARBS spoj<e to Cs husband refe<red to as C 

C states that fi'st incident with FEB automatically brakilg occurred when wife was driving, C was not present 
C states wife indicated that happened ove, rai road tracks 
C states that there was no accident during either incident 
C states that wife l)llJr4)ed gas and the FEB disengaged 

C states C and Cs wife were present for most recent incident 
C states no veNdes ahead of C 
C states that the<e was a veil to Cs left hand side a little behind C 
C states that does not happen at othe< railroad tracks 
C states that Cs wife is 78 years old 

C did not know if anyone was behind C 
C states that goes over railroad tracks all the time 
C states that stops usually in the middle of the tracks 
C states that is a two set of railroad traclts and one set of railroad tracks is elevated 
C states there was no construction 
C states that there were no ovemead obstructions 
C states that mileage is about 380 
C states that C bied hitting the accelerator 
C states that eventually released 
C states that incidents only take about 1 minute 
C states that pumped the gas 
C states that happens almost every time C goes over the tracks going at a certain direction North only 
C states that veh came to a screeching halt 
C states that C thinks smoke comes from underneath the veh sometimes when braking occurs 
C states that there has not been an accident in the veh 

C states that Sl)(l«e to SM 

✓ g :::: ~:: g ~tedbyth~ °:a~~:"C: :::'!:.r:g~ ':~~ ~:vided 
C states that SM ~ C how to disoonnect and connect the system 
C states that C was ve,y unhappy with DLR, and C infooned that would and should not have to discoonect the sysle<n 
C states that was Massapequa Nissan DLR 
C states that DLR refused to provide a card with name oo ft to C 

C states going fo<ward C would lil<e to use anothe< Nissan DLR 
ARBS verified that LEGEND Nissan would be Cs desired DLR for inspection process 
C states yes 

ARBS explained inspection process 
ARBS infonned that would be a ~ - process 
ARBS infonned that a rentallloane< would be provided for duration of review only 
C states that there is indement weather, and C wil not be able to attend an inspection if is too soon 
ARBS unde<stood 
C requested ARBS tell C about othe< claims regarding FEB from other customers 
ARBS informed that is unable to discuss any other daims or customers cases, and ARBS is only abre to discuss Cs case 
C states this oonfirms that there are other cases 
ARBS infonned that the informatioo provided to C does not indicate this, and infooned that ARBS was informing C of Nissan's policy 
C states is ve,y unhappy with this policy 
C states that Nissan only has this pcicy to protect Nissan 
ARBS explained that this is for privacy reasoos 
C states C does not agree with pcicy 
ARBS infonned that would have this on file le< C 
C inquired about other customers cases again 
ARBS infonned that has already answered this question for C 
C inquired if C has to pay for Cs veh 
ARBS infonned that C is financially responsible for the veh, and this is at Cs discretioo 
C states C is unhappy with this as well 
C demanded that Nissan provide C with an SUV rental/loaner 
ARBS infonned that is - DLR and c. and cannot guarantee that DLR will have an SUV available for C 
C understood 
ARBS infonned that would reach out to the DLR 
ARBS offered furthe< assistance 
C declined 
ARBS thanked C 
C thanked ARBS 
Call ended mutualy 

Created By: Dakota McGregor 11/3/2018 4:53 PM) 

✓ ~~~.!.<;!;;~~.!~~~-----
Create<I By~ Samantha mxoo 11121201811:13 AM} 
C contacted NNA about veil concerns. 

✓ ~;;-~:;.t.:11:'nJ.•U (1/2/2018 9:00 AM) 
✓ Created By: Amanda Yett (1/2/2018 8:59 AM) 

RCAS-AY placed outlx>llld call to C@S164540804. 
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RCAS-A Y VERIAED C's name, home & emai address, concern, and phone. 
RCAS-A y ADVISED "This call may be re<Xl.-ded for quality and training ptMJX>SeS." 

RCAS-A Y CHECKED for open recals/campaigns and fomd: 0 
Previous UNRELATED Case(s) Found: 0 
Previous RELATED Case(s) Found: 0 

RCA>AY advised cal ing to gather oome more informatioo aboot C's ooncem. 
RCAS-A Y filled out IIR form. 

C stated that DLR is aware of concern. 
C stated that C is very concerned. 
C stated that C is scared. 
C stated that C's husband could probably speak better on tt 
C stated that ~ is very dangerous. 
C stated that C's husband just got home. 
C asked if RCA>AY can speak with C's husband. 

RCA>AY spoke to C's husband Carmine who will now be referred to as C. 
RCAS-A Y introduced self. 
RCA>AY advised that RCAS-A y is gathering info about incident. 

C stated that veh started beeping as C approached railroad tracks. 
C stated that brake system locked up. 
C stated that 1M>en C was conw,g back heading north, tt did nol occur again. 
C stated that C did a U-tum and heading back south and tt reoCCUITed. 
C stated that C lives 1.5 blocks from railroad track. 
C stated that C brought veil to DLR right away. 
C stated that DLR personnel was arrogant. 
C stated that DLR advised could disooooect FEB. 
C stated that C wants the veh fixed but DLR stated cannot do it. 
C stated that C's wife got sruck on rail road tracks. 
C stated that veh would not go forward. 
C stated that brakes released and C was able to reverse. 
C stated that DLR manage< said DLR was aware of veil concern. 
C stated that DLR should have warned C if DLR was aware. 
C stated that veh does not come to a slow stop but stops dead. 
C stated that C tried it again and had C's daughter video it. 
C stated that DLR is nol able to do anything but disconnect fearure. 
C stated that is one of the reasoos C bought veh. 
C stated that DLR tad C to disconnect the fearure before getting to tracks and then reconnect tt after. 
C stated that ~ is nol oonvenient to do that. 

RCA>AY oodef"Stood and apologized for C and C's wife experiences - veil. 

Page 9 of 10 

RCAS--AY advised "Thank you for the in1ormation. A Nissan/lnmiti representative will call you within 3 business days after the representative receives the case. Please allow for a minimum of 30 minutes di.ling that call so 
the representative may best understand the whole situation. Is- the best number to reach you?" 

C confirmed. 
C stated that tt shoold nol take 3 days to get back to C. 
C stated that C does not want someone to get hurt in the interim. 

RCA>AY oodef"Stood. 

Casked if cal was being re<Xlfded. 

RCAS-AY confirmed. 

C stated C was not told. 

RCAS-A Y advised C's wife was told at beginning of call. 

C sated CRR agent said C could not re<Xl.-d RCA>AY. 

RCA>AY advised company policy dictates that C is unable to re<Xl.-d calls .. 

C stated if oomething happens to C, C wil oome forward. 
C stated NNA is leaving itself open to liability. 
C stated C just wants this known. 

RCA>AY advised case has been documented. 
RCAS-A Y advised someone will folow up with C within 3 business days. 

Call ended mutualy. 

-,- ~~~"!~~:u~:::~=18 7:12 AM) 

• 

• 

• 

Created By: Taylor Willock (12/301201710:26 AM) 
'"CASE SUMMARY'" 
CRR-TW is forwarding the Case to RCAS for flM'ther review as no further assistance can be offered at this time. 
C contacted Nissan CA requesting assistance with DLRSHP UNABLE TO RESOLVE CONCERN WITH FEB 

Create<I By~ Javlor WUlock (12/30/201 7 10:25AM) 
-NOTESCONTINUED-

CRR-TW guided C to page 5-85 in the 2017 Nissan Rogue OWnefs manual for instructions on ruming the FEB system off 
CRR-TW AdVised C that ooce the VEH restarts the FEB system turns back on. 
CRR-TW AdVised C that if C has any othe< questions at all to oontact NNA CA back with C's case numbe< for assistance 
CRR-TW AdVised C that the case will now be fo<warded to RCAS for further review. Set Follow-Up date for no later than EOB 01/02/2018 

C Understood and appreciated assistance. 

CRR-TW Provided C with Case ~ and agent ID 

Best Contact Number: --Call ended mutualy . 

Created By: Taylor Willock (12/3012017 10:24 AMI 
CRR-TW VERIAED VEH Info including: VIN#, Current Mileage, Warranty & Service Histo,y, Address, Best Contact, and Emai. 
CRR-TW CHECKED for OPEN Carnpa9l(s) and Found: NONE 
CRR-TW CHECKED for RELATED Case(s) and Found: NONE 
CRR-TW CHECKED for previous UNRELATED Case(s) and Fomd: NONE 
CRR-TW NOTED Concern is: DLRSHP UNABLE TO RESOLVE CONCERN 

C Stated C's wife recently leased a Nissan Rogue 
C Stated C just came back from the DLRSHP whe<e C purchased the VEH from 
C Stated the DLRSHP just advised C there is nothing the DLRSHP can do 
C Stated the VEH has the a-ash p<eventive featlJre 
C Stated When C a-osses the railroad tracks at night and the VEH stops moving. 
C Stated after 60 seconds the brakes release and C can move again but the VEH was stopping on the railroad tracks. 
C Stated C went to the DLRSHP and the DLRSHP tlJmed off accident preventive feature 
C Stated now C's wife is driving in a VEH that WONT stop if C's wife gets in an accident 
C Stated the DLRSHP advised C that there has been a number of complaints about the activation of the fearure while crossing rail road tracks. 
C Stated C does not want to get kiled as the VEH slops and if someone ij behind C than oomeone will crash into the VEH 
C Stated the DLRSHP advised C nothing can be done and C needs the concern resolved. 
C Stated the DLRSHP cannot do anything to fix the fealta"e as the DLRSHP can only tum the featlJre off 
C Stated the DLRSHP would not give C a loane< VEH as C did nol want to drive the VEH home due to the DLRSHP l)e;ng unable to resolve the ooncem. 

CRR-TW AdVised C that the case wil now be fcxwarded to RCAS for further review. Set Follow-Up date for no later than EOB 0 1/0212018 

C Asked tt there is anyway C can oontact RCAS 
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C Stated C is paying for a VEH that C is lll8ble to drive 
C Stated C's ooncem is C's wife is goilg to get in an accident or get rear ended due to the VEH stopping automaticalty. 
C Stated C is reeo<ding the call 

CRR-lW Advised C that if C is reeo<ding the cal than CRR-lWwill need to eodthe cal. 

C Stated C stopped the recording 
C Stated C needs to speak with RCAS. 
C Asked for CRR-lWs agent ID, Name and C's case numl>er. 

CRR-lW Advised C that it is procedure that the fojlow-up days are one business day. 
CRR-lW Advised C that the case can be forwarded to RCAS with a f-p of 01/02/2018 

C Stated the concern is a grave concern to C 
C Stated the DLRSHP knows of the ooocem and is not telling peopie and that is a grave concern to C 
C Stated C's wife was stuck on the railroad tracks the first time the feature activated on the tracks due to the gates coming down 
C Stated C's wife was able to back up off the tracks and C's concern is ~s 
C Stated C's wife does not want to drives C's VEH 
C Stated C drove C's wife CNer the tracks three times south and the feature activated all three times 
C Stated heating north over the track three times the concern did not activate. 
C Stated the feature activating probably has something to due with the train station but that is a fault in the VEH due to the feature activating 
C Stated Nissan will advise C that the concern is due to the train but C can get in an accident 
C Stated C's ooocem is the DlRSHP knows of the coocem and the Manage< advised C that the DLRSHP heard of the concern happening on the same tracks near C's home. 
C Stated C will be putting Nissan at fault if C's wife gets in an accident. 
C Stated C's wife hit her head on the windshield the first time due to the VEH stopping. 
C Stated C does not even want to go to the DLRSHP as the DlRSHP annoyed C 
C Stated C's wife drives CNer the tracks multiple times a day with children in the VEH 
C Stated the Ira.-. tracks are two blocks from C's home and C's wife crosses the tracks every time C's wife goes out 
C Stated the DLRSHP showed C how to tum the feature off but C hit a button and C does not know if the feature is on or off. 
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Case Categorizations 

Action ~ ~ # Catego,y Description 

INTERIOR 
ELECTRICAL 

Subca>ego,y Description 

FORWARD Et.'ERGENCY 
BRAKING (FEB) 

Symptom Description 

POOR OR IMPROPER 
OPERATION 

Case Categorizations Help 

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

Forms 

Action Form -A Back To Top 

Request Type 

IIR 

26 

Created By 

Amanda Yett, 1/2/2018 8:59 AM 

Atways show me more records per reJated nst 

1/3/2018 YX AV 
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https://nissanna.my.salesforce.com/5000G00001NO8oeQAD 

320500 

Created Date 

1/2/2018 

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) 

-Show Feed 

Case Detail 

AccountN,me -­
Contact Email -Letter Se-nt Date 

Letter Received Date 

Follow Up Date 7/11/2018 

Supporting Documents 

CA Muttiple Repairs 

Case HislOf( [&l I Case Corrments WJl I Case C:deoorizations f2l I ~ ill 

J Reopen Case 11 Clone Closed Case J 

Case Owner ■ Luis Rodriguez 

Type CA 

Case Origin 

Executive Refenal 

Exee>Received-Oa.te 

Phone 

Status Closed 

Datelrme Opened 1/3/2018 8:23 AM 

Customize Page I Printable Vrew I Help for this Page 

Social Media Involvement Date/Tome Closed 7113/2018 10:13 AM 

Martiz Custome< Id Multiple Repairs No 

Case O#nH location Murfreesboro Executive Summary 

Texting Status Executive Actions To Resolve 

Case Reopen Count 4 

Description ca.sumer Affairs Volootary Rep...-chase due to 1 repairs and 119 days out of se<Vice for the FEB malfunction. 

Call Script 

Who contacted u.s? Consumer 

#Vehicles Owned 1 

Vd'liele Purchased New 

Pre-Owned Initial Mileage 

CWTMI Mile- 4,000 

Incident Codes. IIR REQUIRED 

lncidef'lt Date 

Sent to legal 

Accident 

Asbag 

Fire 

IIR lndic.ator 

IIROate 

HR -

Vehicle Information 

Vehicle JN8A T2MVXJ M 

Model Year 2017 

Make NISSAN 

Model Line ROGUE 

Model Code 29617 

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 $33,795.60 

https://nissanna.my.salesforce.com/5000G00001NOpltQAD 

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 4116/2018 

RHR Completed 4116/2018 

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 

Requested Dealer Action 

Bluetooth Ticket Status 

Phone Model 

Phone Operating System 

Goodwill Offered 

VCAN 

Goodwill Processed 0 

Vehicle Service Contract 

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

Hot Alert Date 

LS Response rime 

Vert>atims 

Alert Trigger Verbatim 

Survey Verbatim 

Deale< Action History 

NNA Notes 

Customer Conversation Notes 

DTS Inspection 

Contact Name 

Home Phone 

WOfitPhone 

Mobile Phone 

Email 

Attemate Email 

OTS Inspection Date OTS Inspection Date Confirmed? 

DTS Request Type Notes for OTS (Vehicle Concerns) 

Inspection Time/Notes Appointment Time: 

System Information 

Subject 

Created By 

Last Mocfrfied By 

Notes to Agent 

CUSTOMER:­
JN8AT2MVX~ 

Jane Wills 1/312018 8:23 AM 

NNAill, 9118/2019 9:27 PM 

Case Record Type CA Oosed Case 

Days Closed 690 

ActionC- NTSF 

VIN: 

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

Agent Comments 

Agent Comments # tlR Completed. 

Agent Next Step 

Case History 

Dale Use< 

7/13/2018 10:13 Luis 
AM ~ 

7/10/201811 :32 W 
AM Rodriguez 

I Reopen Case I ! Clone Closed Case! 

Olanged Status from Open to Closed. 

aose<1. 

Olanged Follow Up Date from 7/6/2018 to 7111/2018. 

Root Cause 

Root Cause Code 

Root Cause Code (2) 

Document ID 

SCMV 

7/10/201811:29 W 
AM Rodriguez 

7/9/2018 1 :45 PM Eric Fowler 

Olanged Subject from CUSTOMER: 
JN8AT2MVXHV'III. 

Olanged Subject from CUSTOMER: 
JN8AT2MVXHV'III. 

)- VIN: JN8AT2MVXH"'llll!I to CUSTOMER:-­

VIN: JN8AT2MV~ to CUSTOMER: 

Show more • I ~ 

Case Comments 

Public Conwnent 

I Created By: Paige Gilliam (7/11/2018 3:00 PM) 
Check sent-FedEx tracking number as notated by ORT agent. 

Created By: Luis R-iguez (7/11/2018 9:37 AM) 
ARBS created a new shipping label and attached tt to the case. Tracl<ing number: 

Created By: Luis R-iguez (7/11/2018 9:34 AM) 
ARBS received inbound calf from rostomer asking to please have the check sent to his business address: 

Innovative Power Products 
1170 Linoo4n A~ Untt 8 
Holbrook, NY 11701 

ARBS stated a new shipping label will be printed to have the check deli-;ered to his business. 

CUstomer thanked ARBS and the call ended mutually. 

Created By: Luis R-iguez (7/10/20181 :55 PM) 
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Ca-se History Help 

VIN: 

- VIN: 

Case Cooments Help 

I 
ARBS contacted the customer nd left a voice message letting the customer know a \/Oice message was left this morning in1orming the customer the check was requested today and that the check will 
be detrYered to the customer on I nursoay lUII I .!). ARBS asked the custonler to confirm the address where the check wants to be mailed to (home address on file) . 

Created By~ David AsJslirao·Abiol@ '7/10/20181:52 PM) 
-CASE SUMMARY-
C cali ng for case update 
CRR-AA provided C with necoessary infoonation 

Created By~ Qayid AOSJiran·Abiola (7/10/20181:50 PM) 
CRR-AA Updated Account Info including: C's name, home & email address, phone# & best contact#6319492546 
CRR-AA VERIFIED VEH Info including: VIN#, Cun-en! Mileage 
CRR-AA CHECKED for open recalls/campaigns and found: 0 
CRR-AA CHECKED for previous UNRELATED Case(s) and follld: 0 
CRR-AA CHECKED previous RELATED Case(s) and found: 0 
CRR-AA received inbound call from C 
CRR-AA NOTED concern is: case update 

C stated C is cali ng into CA for case update 
C stated this company is horrible 
C stated why does tt take so long to send oot someones check to C 
C stated tt has been aver 2 weeks 
C stated C would like to know why tt takes so long to even get a follow up 
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C stated C is cali ng into CA for case update 
C stated Nissan bought back C's VEH 
C stated C wou1d like to know what is going on with the balance on C's payment 

CRR-AA advised C that internal email has been sent out 

C stated C was told the same thing yesterday 
C staled C is fed up 
C staled C would like CA to put themselves in C's shoe 

CRR-AA apologized to C 

C disoonnected call 

Created By: Llis R-iguez (7110/201811 :32 AM) 
ARBS notes FedEx Shilll)ing Label was created and attached to the case. Tracking No. 

Created By~ I 11i1 BoctWuez (71101201& 11:31 AM} 
ARBS submitted check request payable to the customer in the amount of $325.46 

Created By:~ (7/9120181 :46 PM) 

I ~s~~ case follow up 
CRR-EF notifying RCAS. 

Created By: ~ (71912018 1 :45 PM) 
CRR-EF < VERIFIED> Account Info including: NAME, ADDRESS, EMAIL. PHONE & BEST CONTACT 
CONCERN: Case Follow up 

CRR-EF received inboond cal from C. 

C stated trying to md out if a check has been sent out. 
c provided case,_ 

~';.~~:~ J £ it£Mi!Jl.i, was told rt was to be ocmng but nothing yeL 

CRR-EF noted that thefe is indicatioo of action but CRR-EF is unable to provide thal information in this sort of case, would notify agent and request C ha-,e a follow up. 

C acknowledged. 

CRR-EF asked if arry other assistance could be offered at this time. 

C declined 

Call ended mutualy 

Created By: Brian Jones (7/6/201810:30 AM) 
ORTS BAJ: Check(sJ from NMAC for overpayment in the amount of $323.89 
sent to LOCKBOX #54457; FED EX TRACKINGiiiiiiiiiiiiii Check will be credrted and journalized to NNA's BUYBACK ACCOUNT;--The case has been documented 
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Created By: Llis R-iguez (7/2/2018 9:23 AM) 
ARBS contacted the customer J nd infooned ARBS received confirmation from NMAC the customer made an additional payment for the month of May. ARBS stated ARBS is waifing for Accounting to I process the overage and clear aCU)I.Jln ,u '"'RBS to request the customer's check. ARBS stated that as soon as ARBS receives the confirmation from accounting, ARBS will be requesting the customer's check.. 

Customer thanked ARBS fo, the follow up and the call ended mutually. 

Created By: Llis R-iguez (7/2/2018 9:13 AM) 
ARBS received the following email from NMAC: 

Hi Luis: 

Yes he did on 5/28/2018 for $325.46. Account was paid off on 615/2018 for $28575.60. 

Peggy Holder I Fulfil ment & eorrespo,-.ce I Nissan Group of NO<th America 

Created By: Amaka Okafor (6129120181 :46 PM) 
----CASE SUMMARY • 

• Customer is seekilg assistance with concerns case folow up 

CRR-AO Sent ARBS email 

Created By: Amaka Okafor (6/29120181 :45 PM) 
CRR-AO VERIFIED Account Info including: C's name, home & email address, phone# & best oontact# 
CRR-AO CHECKED for open recalls/campaigns and found: 0 
CRR-AO CHECKED for l)(evious UNRELATED Cose(s) and found: 0 
CRR-AO CHECKED for previous RELATED Case(s) and found: 0 
CRR-AO NOTED Concern is: case falow up 

CRR-AO received inbound call from C-

c stated case # 
C stated C is getting a little bit more ooncemed 

- C stated C is ~ng to get May payment concern resolved 

CRR-AO apologized 
ORR-AO advised C that case is being reviewed 
CRR-AO advised C that agent handi ng case would be emailed 

C staled emails don1 wa1< and if C is not oontacted back what would C do 

CRR-AO apologized and advised that case would be updated 

C diS<XlMected call 

Created By: Llis R-iguez (6/25/2018 2:10 PM) 
ARBS sent the falowing email to NMAC: 

Good day, 

I Could you please confirm Mr. Ozols sent a vehicle payment fo, the month of May? Please see attachment showing the last payment sent was made on 04/28/2018. 

Regards, 

Luis Rodriguez I Arbitratioo Specialist I 

Created By: Llis BPS:tiauez (6125/2018 2:06 PM} 
:~conu:~fi:=~ ~£[ jJ[ jJ jJ~ t~O.:t~ ~u~~=~:: received the refund on the extra vehicle payment he sent for the month of May. ARBS asked the customer if the customer has 

• 

ARBS stated ARBS wil be sending an email to NMAC requesting confrmatioo an overpayment was made and ARBS will then follow up with the customer. 

Customer thanked ARBS and the call ended rrutually. 

Created By: Daniela Ahtchiev (612012018 4:17 PM) 
~ [Added after the case is closed.] •-
- CASE SUMMARV--
C contacted Nissan CA requesting assistance with ARBS folow up 
CRR-DA sending ARBS a courtesy email 
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Created By~ Pank:la Ahffihiex (6/20/2018 4:16 PM) 
""'[Added after the case is closed.] •-
CRR-DA VERIAED Account Info including: C's name, home address, phone# & best cootacl# 
CRR-DA VERIAED VEH Info induding: VIN#, Current Mi eage 
CRR-DA CHECKED for open recaDs/campaigns and fomd: 0 
CRR-DA CHECKED previous RElA TEO Cases and fomd: 0 
CRR-DA RECEIVED inbound call from: ARVILS 
CRR-DA NOTED concern is: ARBS follow up 

C advised NNA bought C's VEH back at the end of May 
C advised C made an extra payment for Aj)<il 
C advised C is supposed to get a dleck for $243 
C advised C has been trying to get in contact with ARBS 
C advised ARBS -.ni want to talk to C 

CRR-DA apologized 
CRR-DA advised C that CRR-DA will send ARBS a courtesy email 

C advised 2 othe< agents already did that 
C became upset and discoonected the cal 

Besl cootact 6319492546 

Created By: Amaka Okafor (618/201811 :43 AM) 

I ~..'!!!~~~=~~-1 ·", 
Customer is seel<ing assistance with getting call back regarding ched< 

Created Bv: Amaka Okp(Qf 1618/201811:42 AM) 
.... [Added after the case is closed.] ""' 
CRR-AO VERIFIED Account Info including: C's name, home & email address, phone# & best oootacl# 
CRR-AO CHECKED for open recalls/campaigns and found: 0 
CRR-AO CHECKED for previous UNRElA TEO Gase(s) and fomd: 0 
CRR-AO CHECKED for previous RELATED Case(s) and found: 0 
CRR-AO NOTED Concern is: cal back request 

CRR-AO received inbound call from C-

l C stated C spol<e to someone on Tuesday 
C stated C wasn't oootacted back 
C stated case # 

CRR-AO advised C tllat case is witll ARBS 
CRR-AO advised C tllat email would be sent to agent about cal back 

C agreed 
C thanked CRR-AO for information provided 

Call ended mutuaDy 

• Created By: Dashonda Vest (6/6/2018 7:48 AM] 
C Provided Best Contact at (631-

Created Bv: Qashondo )lest (6/6/2018 7:47 AM] 
..,.__.._._._.CASE SUMMAR'f"d---• 

I C contacted Nissan in regards to following up oo how C can received a refund back for C's May VEH payment that had been made 

CRR-DV forwarding case to the ARBS Specialist Luis & a courtesy email oo behalf of C 

Created Bv: pashondo )lest (6/6/2018 7:45 AM] 
CRR-DV VERIAED Account Info including: C's name, home, email & best cootact 
CRR-DV VERIAED VEH Info including: Year, Make & Model 
CRR-DV CHECKED for open recalls/campaigns and fomd: 0 
CRR-DV CHECKED for previous UNRELATED Case(s) and found: 0 
CRR-DV CHECKED previous RElATEO Case(s) and found: 0 
CRR-DV NOTED concern is: Refund of May VEH Payment 

CRR-DV received inbound call from C 

C stated that Chas a 2017 Nissan Rouge- Green 
C stated that C's Nissan VEH had been bought back from Nissan tllrough NMAC 
C stated tllat C had made anotlle< VEH payment towards the VEH at the of May 
C stated that tile buyout was for tile end of April & that Aprif s VEH payment had already been received 
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C stated tllat had spol<en to an NMAC agent aboot receiving the refund of $325.46 for tile May's payment & C says that NAMC told C tllat C would have to speak to NNA CA in regards to receiving tile refund back for 
May's VEH payment 

I 

C stated tllat C is jusl trying to follow up oo how C can receive C's money back for tile May's payment because the VEH had already been bought back prio< to tile May payment 

CRR-DV informed C tllat C's concerns had been documented 
CRR-DV informed C tllat C's case would be forwarded back to tile ARBS Speaalisl tllat had been handling C's case & that C would be contacted before the end of business day tomorrow 06/07/2018 
CRR-DV informed C tllat C's case# would remain the same 
CRR-DV provided C witll Agent ID 
CRR-DV informed C tllat a courtesy email would be forwarded 00 behalf of C 
CRR-DV asked n any otller assistance could be offered 

C stated no & appreciated tile assistance 

Call Ended Mutually 

;~:~~~~ k:~~, \5121120
.!:s

1~~!.i and transmitted. 

ARBS notes Ched< No. 0141574101 payable to SUperior Nissan was sent via FedEx under Tracking No. 

Created By~ I li 3 B2'kiouez (5/17/2018 2:37 PM} 
ARBS Sllbrritted ched< request payable to the customer in the amount of $4,894.54 

ARBS subnitted ched< request payable to the lienholder in tile amount of $28,575.60 good tllru 05/27/2018 

Created By: LI.is R-iguez (5117/2018 2:27 PM) 
IIR-FEB- EST 

Created By~ I li3 Boc:kiouez (5/17/2018 2:16 PM} 
I ARBS received the signed agreement from the customer _ Attached to the case. 

Created By: LI.is R-iguez (5117/20181 :14 PM) 
ARBS notes tile fojlowing updated repurchase figures: 

(+) Down Payment lnduding 1st Paymeot $1,301.31 
(+) Additional 8 Payments $2,603.68 
(+) Trade-In $2,000.00 
(=) Total Amounts Paid $5,904.99 

(· ) Sales Tax $1 ,010.45 
(=) Total Deductions $1 ,010.45 

Reft.Uld Amount to Customer $4,894.54 

Created By~ I li 3 BoctWuez (5/17/20181 :04 PM} 
ARBS received the following payoff infoonatioo from NMAC: 

Hello Luis, 
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~ 
~ .60 good to 5127118 
Last paid - 4128118, $325.46 
9 total payments received 
Histo,y attached 

Anna Fraley I Fulfil ment & Correspondence 

Created By: Luis R-iquez (5116/20181 :41 PM) 
ARBS received inbound call from the customer wanting to gt an update on the revised repurchase agreement. 

ARBS stated ARBS is still waiting tor the updated payoff and payment histo,y. ARBS stated that if ARBS gets tt today, ARBS will be sending the customer the revised document belore COB. 

Customer thanked ARBS and the call ended mutually. 
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Created By: Luis R-iquez (5115120181:25 PM) 
ARBS contacted the customer u nd infooned the customer that a new payoff and payment histo,y has been requested to NMAC and that as soon as the inloonation is received, ARBS will be sending the 

• updated repurchase agreement li:tl wa, 1ct1it:\,l u,e latest vehicle payment the customer made. 

Created By: Luis R-iquez (5115120181 :25 PM) 
ARBS sent email to NMAC requeslilg new payoff and payment history. 

Created By: Kristine Tavares (511512018 9 :31 AM) 
CRR-KT updating case notes 

[CASE SUMMARYJ--=-

f .. 12!ng t~ contact~~-~--- • 

Created By= Kdatioe TaYICAA 15/1512018 9:30 AM} 
CRR-KT VERIFIED Account Info including: C's name, home & email address, phone number & best contact number 
CRR-KT VERIFlED VEH Info including: 
ORR-KT CHECKED for open recallsl~ns and found: 0 
ORR-KT CHECKED for previous UNRELATED Case(s) and found: # 
CRR-KT CHECKED previous RELATED Case(s) and found: # 
ORR-KT NOTED ooncem is: C trying to contact ARBS 

CRR-KT received inbound cal from C 

C stated is hav7 conr getlilg in touch with ARBS 
C stated case# 
C stated C has e-<nai and phoned Luis trying to get in touch 

CRR-KT inlormed C that the follow up date is set for today 
C:RR-KT informed C that an e-mail would be sent 

C -ed what happens if ARBS does not get in touch 

ORR-KT inlormed C that CRR-KT did not know 

C stated C would cal again tomonow 
C ended call 

Best Contact#: (631)-

Created By: Jess McDonald (5111/201811:16 AM) 
CRR.JM <VERIFIED> Acoount Info including: C's name, home & email address, phone# & best contad# 
CRR.JM CHECKED lor open recalls/campaigns and lound: 0 
CRR.JM CHECKED lor previous UNRELATED Case(s) and found: 9 
CRR.JM CHECKED previous RELATED Case(s) and found: 0 
ORR.JM NOTED concern is: 

C stated C is having a problem with ooe of NNA people 
C stated they one to buy back C's llffl 
C stated C wants a repacement 1/ffl but is i,e;ng told no 

CRR.JM slated C left a voicemail 

C stated yes 
C stated C has left voicemails, emails and has called 
C stated C has been in a rental veh since January 
C stated C can1 get another rogue C was told that 
C stated the veh has an emergency brake problem, C was infooned of that 
C stated C wants concerned resolved today 
C stated c wants to know why C cannol get another rogue 
C stated to have to go md another truck now is a waste 

CRR.JM slated can document call and note tt down in case 
ORR.JM slated will send lollow up email to A~ of C's cal today 

Casked why C cannot get another rogue 

C ~-JM stated cannot answer why C cannot have another rogue 

C stated ARB~LR stated C would have same concerns again 
C -ed if there was someone above A~ to speak with 

ORR.JM slated C is speaking with the highest of NNA 

C stated so there is nobody but AR= 

ORR.JM slated yes, A~ is the highest 

C stated great 

CRR.JM aslted rt additional assistance was needed 

C disoonnected 

Created By: Dakota McGrew 15110/2018 4:12 PM) 
... (Added after the case is closed.] •-

./' ~~e'::~~ ~ ~cs=--oon~,:-:~k== ~ would like to further discuss with ARBS LR 

ARBS informed ARBS LR of vmx and sent vmx to ARSS LR via e-mail 

Created By: Luis R-iquez (4/271201810:47 AM) 
ARBS closr,g case. 
Customer has been provided with the repurchase agreement. 
If customer wishes to oonl)lete the vehicle repurchase, the customer has been informed to sign the doa.ment and send it back to ARSS. 

Created By: Luis R-iquez (41271201810:46 AM) 
ARBS contacted the customer alililllllllll and talked to the customer to confirm the repurchase agreement was received. 

Customer got upset because Nissan would not replace the vehicle for another one. 

ARBS explained to the customer that a vehicle replacement is an option that is offered but oofortunatety in the custome(s situation, a replacement vehicle will not be offered in an attempt to prevent the same situation 
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from happening silce Nissan wil have to replace the vehicle for the same modet 

Customer asked to have the vehicle replaced lor another model and ARBS stated lhat option is not available. ARBS explained lhat under LL the vehicle has to be replaced for the same model vehicle. 

CUstomer stated that customer is beflQ inconvenienced and Nissan is not providing any assistance. Customer stated it is not fair the customer has to go after the sales tax that he paid. ARBS stated Nissan is following 
the LL guidelines in the customer's state and Nissan does not reimblne the customer k>r the sales tax and that is the law in the custome(s state. 

Customer still believes Nissan is not helping the customer at all. 

Customer hang up oo ARBS. 

Created By: Luis R-iguez (4125120181 :31 PM) 
ARBS contacted the Smithtown Nissan dealer a 

SM stated Ille pictures and Ille registratioo will be sent today. 

ARBS lhanked the SM and the call ended mutually. 

Created By: Luis R-iguez (4/25120181 :25 PM) 

and talked to the SM-Mike and requested pictures of the vehicle and also a copy of the vehicle registration. 

ARBS received inbound calf from customer stating he did not received the email. 

ARBS stated the email will be resent and asked Ille costomer ff he has time to look at the repurchase agreement today o, ff the customer prefers to contact ARBS baci< and customer stated he is at W0l1< and will look at 
- the document tonight and will contact ARBS baci< tomonow with any questions he might have. 

ARBS understood, lhanked the customer and the call ended mutually. 

Created By: Llis BPS:tiauez (4/25/20181 :19 PM} 
ARBS contacted the customer aliiiiiilllll and left a voice message asking the customer to please reb.lTI the call and confirm the email with the repurdlase agreement was received and and answer arry questions 
the customer might have. 

Created By: Luis R-iguez (412412018 S:06 PM) 
ARBS sent the fojlowing email to Ille customer: 

Good day Mr. Ozols, 

Attached md the Vehicle Repurchase Agreement Offer Letter. Please review Ille document and let me know ff you have any questioos. 

Under New Yor1< Lemon Law, Nissan does nol reimburse you lor Ille Sales Tax paid at the time the vehicle was leased. To recoup Ille sales tax in Ille amount 01$1,010.45 you will need to complete the New Yock - Sales 
o, Use Tax fonn lhat I am also attaching and send tt to the New Yock State Department of Taxation and Finance. 

I will contact you tomorrow morning to further discuss. 

Regards, 

Luis Rodriguez 
Artfflation Specialist I 

Created By: Luis R-iguez (412412018 S:01 PM) 
ARBS notes the fojlowing repurchase figures (lease): 

(•) Down Paymentlncluding 1st Payment $1,301.31 
( +) Additional 7 Payments $2,278.22 
(=) Total Amounts Paid $3,579.53 

(-) Sales Tax $1,010.45 
(=) Total Deductions $1 ,010.45 

Reft.ll<I Amount to Customer $2,569.08 

Created By: Luis R-iguez (4123/2018 4:12 PM) 
ARBS notes the following SUmmary of service histo,y: 

State: New Yock 
11>-SerVice date: 08/29/2017 
Purchased: Retail _ Lease _X_ Pre-Owned CPO 
Additional CA cases: None 
Tedl Line cases: None 
VSC:None 
DTS Inspection: Kevin MacKay _ 01/25/2018 _ IIR inspection 

Repairs/visits made during the first 2 years/ 18,000 miles (from Ille -ce date): 

2 visits lor Ille Ille t,raking system kicking 1Mlile no vehicle is present 
- 1. No duplication 
- 2. No repairs I Vehicle still at dealer 

Days down: 101 (as of 04/23/2018) 

Created By: Luis R-iguez (4123/2018 4:12 PM) 
ARBS notes the following vehicle history repair. 

~'!:;;,. Mileage 4,080 -R~ - Days down 6 

1.CS emergency braking system kicking on while no veh present CS happens usually in am. 1st incident o ST RT 25 Westbound in Coram, 2nd incident ST RT 25 in Calverton. Very cold bolh mom-,gs. 
2.CS heated steering wheel system not heating top of wheel. Checked heating element, no defect found. Heating evenly. C was in rental;,e, SD Andrew. 
3.CS rattle from rear of veh 
Actions taken 
1.Tedl test drove, unable to duplicate.Sensor free of debris. No codes follld. Referred to Nissan OJstomer Care. 
2.No defect lound. 
3.Found rear seat belt danking agains door causing rattle. Moved buckle away from door. Noise coming from rear hatch locking mechanism. Installed new rear hatch, no noise heard. 

~::ic:~- Mileage 4,080 - R~ - Days down 95 (as of 04/23/2018) 

1.CS F.E.B. activating on its own. 
Actioo taken 
1. 

Created By: Luis R-iguez (4119/2018 3:54 PM) 
ARBS sent email to NMAC requesting the payoff infocmation. 

Created By~ I li3 BoctWuez (-4119/2018 3:42 PM} 
ARBS contacted the customer a- and talked to the customer. ARBS apologized for the concern the customer has with the vehicle and that no fix is available to take care of the concern at this time. ARBS 
stated that the customer's ~ev,ewed and Nissan is in a position to offer a vehicle repurchase at this time. 

Customer stated customer loves the vehicle and 'IVOUld love to get another one that doesn't have the brake concern. 

ARBS stated that Nissan typicalty offers a vehicle replacement but in this situation, since there is no fix available, Nissan would not be offering the customer a replacement since Nissan cannot guarantee the customer will 
have the same problem with the vehicle. Customer understood. 

ARBS asked the customer if the customer has a copy of the vehicle registration and customer stated it is in the vehicle. ARBS stated ARBS will contact the dealership and request a copy of the document as well as 
pictures of the vehicle. ARBS also stated NMAC will be contacted to request a the payoff and payment hislo,y. Once lhis inlormation is obtained, ARBS will be sending the customer the agreement lhat needs to be 
signed. 
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Customer thanked ARBS for the lollow up call and the cal ended mutually. 

Created By: Luis R~iguez (4118/2018 4:52 PM) 
ARBS contacted the custome, J nd left a voice message inlonnng ARBS would like to discuss new information regarding the custome<'s case. ARBS apologized for the late phone call. ARBS stated 
ARBS will be contacting the cus 111t:t u.t1.~ 111 uR: morning of 04/19/2018. 

Created By: Dakota McGreior (4118/2018 3:59 PM) 

~~~~ ~~~.~~hiii£!!2JJ! uas been received by other department and is currently under re\/4ew 
ARBS informed that other department did inform that will need time to re\/4ew case 

Created By: Dakota McGrew 14/16/2018 3:22 PM) 
ARBS notes that RHR was assigned to A~ for ft.wther review 

Created By: Dakot a McGrew (4116/2018 2:36 PM) 
ARBS sent RHR to PtNR-CA and PLNR-AM requesting RHR be reviewed 

Created By: Nicki Barror (4/16/20181:20 PM) 
ORTS NB attached RHR 

Created By: Nicki Barror (4/16/2018 12:48 PM) 
ORTS NB attached ROs dlr 2691 

Created By~ Nicki Raaor (4/1612018 12:22 PM) 
ORTS called dlr 2691 back for RO's. SM, Andrew, emailing wh half hour-5 RO's. 

Created By~ Nicki Baune (4/161201810:54 AM) 
ORTS NB called dlr 2691 for RO's again. Mike not in. Other SM not availal)je and no \/Oioemail. Call back later in day. 

Created By~ Nicki Rauor (4/13/2018 2:54 PM) 
ORTS NB called dlr 2691 for RO's. Denise giving to SM Mike to send. 

Created By~ Dakota McGceam (4/1312018 2:29 PM) 
ARBS received inbound from C 
C states that C would i ke ~ te regarding FEB 
ARBS informed that does not have an update at this time regarding update 
C states that C has been a long time without veh 
C states that C is unhappy 
ARBS offered to review for financial assistance and/or to send case k>r review k>r repurchase/replacement 
C states that C has had to wait long enough and would like to have veil repurchased or replaced 
ARBS informed that would see if other department would be in a posmoo to assist 
ARBS informed that does takes 1-2 business days for transfer 
C states C does not want to wait any longer 
ARBS apologized 
ARBS thanked C for worting with ARBS 
C thanked ARBS 
Call ended mutualy 

Created By: Dakot a McGregor (411312018 2:23 PM) 
ARBS placed outbound to C 
ARBS left vmx requesting caaoaCO< 
ARBS left best contact info 

- Created By~ Dakota McGce99f (411312018 2:11 PM) 
ARBS received vmx from C requesting callback 

Created By~ Dakota MsGce99f {4113/2018 2:14 PM) 
ARBS re\/4ewed case with SRPLNF FD 
SRPLNR intormed that FEB release date is oo hold 
SRPLNR informed for A.RBS to offer to rev;ew for additional financial assistance due to inconvenience or to send case to Arbs for review for repurchase 
ARBS to call C to discuss 

Created By~ Dakota MsGceoor (4/9/201812:20 PM) 
ARBS notes that update was sent to SRCAS-CC 

Created By~ Dakota MsGce99f (4/5/2018 8:22 AM} 
ARBS notes SM was inqun,g of RCAS what ~ te in case was 

ARBS notes that ARBS sent return ~ to RCAS with update 

Created By: Dakota McGrew 1412/2018 2:24 PM) 
ARBS received inbound from C 
C states that is inquiring about update on FEB 
ARBS informed that office was dosed oo 03/30 due to holiday 
ARBS informed that last update was provided last Thursday evening was that the release would be about 2 weeks out 
ARBS inquired . C woud like ARBS to check this information lor C 
C states yes 
ARBS informed that other del)artment is handi ng release 
ARBS put C on brief hold 
ARBS reviewed case with SRPLNR FD 
ARBS notes that release is scheduled lor mid april 
ARBS informed C that would be n»april for release 
C understood 
C states that C took Cs othe< Nissan veil, a Mtrano in for sefVice recently 
C states that C noticed that C has a ding oo Cs Orivefs side door for the Rogue that was not on the veil p<eviously 
C states that DLR informed that would take care of for C, but C wanted ARBS to know 
C states that Sl)O«e with SA J im, and SA informed that DLR would repair for C 
ARBS informed that would have 00 file 
C states that the sefVice department is very good, and C does not have any problems with the se<Vice department 
C states that sales department is unprofessional 
C states that sales department informed that had used Cs one to one rewards points 2X, but did not 
C states that sales department also informed C that DLR does not fil tires with nitrogen when the service department did 
C states that C is unhappy with sales department 
ARBS explained that would be between DLR sefVice department and C regarding how the veil was stored 
ARBS informed that would definitely have oo file Cs ooocerns 
ARBS offered ft.wther assistance 
C declined 
ARBS thanked C 
C thanked ARBS 
Call ended mutualy 

C states that 

Created By: Dakota McGrew 13/28/2018 6:35 PM) 
ARBS re\/4ewed case with SRPLNR FD 
SRPLNR intormed that release 1or update is set for 2-3 weeks oot 

Created By: Dakota McGre 
ARBS placed outbound to C 
ARBS ve<ified C had time to O S 
ARBS informed that update is still currently set to be released at the end of March 
ARBS informed that n parts are required that ARBS may have to inquire ft.wther with parts department and may praong repair 

- C understood 
ARBS informed that would keep C posted with any ~ .. ARBS office receives 
C understood and agreed 
C reminded ARBS that veh is at the DLR 
ARBS thanked C 
C thanked ARBS 
Call ended mutualy 

created By~ Dakota McGreoor (3/2312018 3:09 PM) 
ARBS reviewed case with SRPLNR FD 
ARBS notes that update is stil currently set to be released at the end of March 
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Created By~ Dakota MsGce99f (3/16/201812:00 PM) 
ARBS reviewed case wi1l1 SRPLNR FD 
ARBS notes that update is stil currently set to be released at tile end of March 

Created By: Dakot a McGregor (3/7/2018 9:56 AM} 
ARBS placed outbound to C 
C inquired about update in case 
ARBS informed that informatioo was receilled from engineemg that update release has been delayed until tile end of March 
C understood 
ARBS apologized fo, any inconw:nience 

✓ C inquired 1Mlat if alter update C has further ooncerns 
ARBS informed C can notify ARBS office 
C understood 
ARBS offered ft.r111er assistance 
C declined 
ARBS thanked C 
C thanked ARBS 
call ended mutually 

,/_ ;~:~~!r~~a~ tr':iG~e~~O~i,;~ AM} 

Created By: Dakota MsGce99f (l ll/2018 9:42 AM) 
✓ ARBS reviewed case wi1l1 SRPLNR FD 

SRPLNR in1ormed that update will tentatively be available at the end of March now 

✓ ;~:~"!~~ ::=r:,:r !r;'~~~L~~9F~2, 02/27/18 

Created By: Dakota McGrew {2/20/2018 4:39 PM) 
✓ ARBS reviewed case wi1l1 SRPLNR FD 

ARBS to review case wi1l1 SRPLNR weekly until update arrives 

Created By: Cattler ine Myl<e (2/19/2018 9:28 AM} 
CRR-CM < VERIFIED> Aocount Info including: C's name, home & email address & best contact# 
CRR-CM CHECKED for previous UNRELAlEO Case and found-
CRR-CM CHECKED previous RELATED case and found: 0 
CRR-CM NOTED ooncem is: C wants to keep the rental until the update is available 

Received in bond call from C 

C stated that C receilled a letter asking C tt C would like to keep the rental VEH until the update is available 
C stated that C wants to keep tile rental 
C stated that C wanted to know what to do tt after the update tt the ooncem happens again 

CRR-CM advised C that C can take tile VEH to tile DLR 
CRR-CM advised C that C's decision would be documented in the case 
CRR-CM asked C tt there was anything else that CRR-CM can assist wi1l1 

C declined 

CRR-CM provided C wi111 case ... and agent ID 7319224 

C understood and appreciated the assistance 

Best Contact#: (631 )-

Call ended murualy 

Created By: Dakota McGrego< 12/15/2018 8:44 AM} 
ARBS sent resojution letter to C via FEDEX 

✓ ARBS notes FEDEX Tracking Label# 7714 8900 9119 
ARBS attached label and letter to case 

Created By: Dakota McGre 
ARBS placed outbound to 
ARBS verified C had time to s 
ARBS informed that alter a ttlO<ough inspection of the veil, Nissan found no defect wi1l1 the system 
ARBS infonned that ARBS office has spoken to engineering and an update to the FEB system may or may not address Cs concerns is slated for release in the next 2-3 weeks 
ARBS informed that system can be ttrned off n C is ocmforlable wi1l1 this until release of update 
C states that C is not happy that is paying for a veh that C cannot use all of the functions for, and is not happy wi1l1 pefformance of tile veh 
ARBS informed that Nissan can offer to keep C in the renta1/loaner veh until the update if C would prefer 

✓ C states wife is already very unhappy and fright want to take legal action 
C states that Cs wtte stated she may not even want tile veil anymore 
C states C is not sure though 
C states C would i ke to discuss wi1l1 Cs wife then let ARBS know 
ARBS informed that would be sending Ca letter in tile mail for Cs records 
C states that Nissan is only trying to cover Nissan's seH 
C states is unhappy 
C states will speak to wtte 
C tenninated call 

Created By: Dakota McGrego.- (2/15/2018 8:18 AM} 

✓ ~~~:.=kl~:~ ~£1 ££., L 5 rr;nutes 
Call ended mul\Jaly 

Created By: Dakot a McGre or 2/1412018 4:28 PM) 
✓ ARBS placed outbound to C 

ARBS left vmx requesting C om 
ARBS left best contact info and case number 

Created By: Dakota McGrew 12/14/2018 4:26 PM) 
✓ ' Rental at Cs discretioo 

notes correction: transfer 

Created By: Dakota McGrew 12/14/2018 4:18 PM) 
✓ ARBS reviewed case wi1l1 SRPLNR FD 

ARBS notes that CA is to offer rental until update, and ARBS to tranler case to RCAS 

Create<I By~ Dakota MsGceoor (2/13/201811:58 AM} 
✓ ARBS reviewed case wi1l1 SRPLNR-SG 

SRPLNR in1ormed that SRPLNRS/ DRTM are reviewing case and for ARBS to check back in 

Created By: Sandra Adjei (2/13/201811:39 AM} 
CRR-SA received an inbound call from C: ARVILS OZOLS 
CRR-SA VERIFIED C's name, phone#, email address 

C stated C was caling to know the status of C's case 

CRR-SA informed C that the case is wi1l1 the ARBS department and a follow4ip is set for 2/19/2018; so someone will cal C for tile update 

C understood 

CRR-SA ask C tt there is anything else CRR-SA can assist C fo, today 

C statedNO 

Coll ended mul\Jaly 

Created By: Dakot a McGrew 12/1312018 9:52 AM} 
✓ ARBS received e-mail from PL-WR informing that no problems were found with tile veil 

ARBS attached e-mai to case 
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✓ Created By: Dakota McGrew 12/1/2018 8:20 AM) 
ARBS sent e-mail to DT!>l<M inquiring when IIR would be uploaded to FTP 

Created By: Dakota McGrew 11/30/2018 3:34 PM) 
ARBS received inbound from C 
C inlonned that rental veh is going off rental, and DLR is replacing with anothef rentall!oane< veil 
C inlonned that SA Jim made a remark about C potentially having to pay tor a rentaUloaner 
C inquired if C is going to be charged for rental/loan..- veil 
ARBS informed that infamation and authorization was provided to SM Mike at DLR on 01/16/18 
ARBS infonned that C can request to speak to SM ii has any concerns, then ii any further concerns arise, then C can notify ARBS 
ARBS did inform that sometimes the DLR does require a credtt card on file before rental can be obtained which is standard policy 
C understood 
C thanked ARBS 
ARBS thanked C 
Call ended mutualy 

Created By~ Dakota MGGCCQ9f(1/17/20181 :02 PM) 
ARBS placed outbound to C 
ARBS vemied C had time to speak to ARBs 

ARBS informed that got Cs vmx, and C can pick up a rentatnoaner veh at Cs discretion 
C states that C was driving on the road was raining and the warning malfl.llction orange FEB light iRuminated 
C states that C pulled over immediately and restarted veil and light disappeared 

✓ ARBS inquired ii was the obstruction -,iing as C was e)(l)eriencing inclement weathe< 
C states C is sure was matfl.llction 
ARBS understood 
ARBS offered flsthe< assistance 
C declined 
ARBS thanked C 
C thanked ARBS 
Call ended mutualy 

Created By: Dakota McGregor/1/17/201812:58 PM) 
ARBS placed outbound to DLR Smithtown Nissan 

✓ ARBS spoke to SM Mike 
SM informed that woold have rentaUloaner veh ready tor C whenever C needs to p,clt up 
ARBS thanked SM 

- Created By: Dakota McGrew 11/17/201812:57 PM) 
ARBS received vmx from c infooning that C has had more concerns with the veh and would like a rental/loaner veh 

Created By: Dakota McGregor 11/16/2018 4:38 PM) 

~~~~ :~x~t~, it iiiJ !iii @ urop off veil on 01124 

✓ :~~~ :~=~ ::: =~~s:;:~~== :7::=~S:C::e~da~W:!d be me 
ARBS infonned that ii C is needing a loaner/rental veh, c will have to drop the veh off during business hot.rs 
ARBS inlonned rental/loaner would only be provided for duration of review process 
ARBS inlonned C to lel ARBS know ii C has any questions 

Created By: Dakota McGrew 11/16/2018 4:36 PM) 
ARBS placed outbound to DLR Smithtown Nissan 
ARBS spoke to Service Recep Kim who is aware of inspection and inspector 
Service Recep informed that woold be fine for C to drop off the veh on 01/24 
Service Recep informed that DLR has a drop box ii is alter business hot.rs 
ARBS infonned that would let C know that C would have to come during business hours ii needing a loaner/rental 
Service Recep understood 

✓ Created By: Dakota McGrew 11/16/2018 4:33 PM) 
ARBS received vmx from C inquiring ii C can drop off the veil on 01/24 

Created By: Dakota McGrewl1/16/201811:08AM) 
ARBS placed outbound to DLR Smithtown Nissan 
ARBS spoke to SM Mike 
ARBS infonned of inspection on 01/25/18 at 10 AM with DTS 

✓ SM confrmed inspection 
ARBS inlonned that rental/loaner is to be provided to C until Nissan review is completed should C want rental/loaner 
SM understood 
ARBS vemied SM's e-mail address 
ARBS sent e-mai to SM with rental instructions and C info 

✓ Created By: Dakota McGrew 11/16/201810:38 AM) 
ARBS received vmx from C confirming inspection 

Created By: Dakota McGre~ (1/15/2018 3:02 PM) 

ARBS placed outbound to c *• 
✓ ~~~~ :~=d~':~ -=•;.;~~ ~as=~ :'~~';,;'~n~1~ AM at Smithtown 

ARBS left best contact info and requested callback 
ARBS did inform that C can confim via vmx 

✓ ;~~~-=.:ik~,:'S ~~~gor 11/12/2018 4:52 PM) 

✓ Created By: Dakota McGre 
ARBS placed outbound to C 
ARBS verified and complet 
ARBS vemied C had time to speak to ARBS 

C has other concerns not related to UR: 
when baclting the veh up to pa,!<, C states that rear sonar did not activate when a veh was sitting where C was backing up 
C states C did not hit anythilg because C was using Cs mirror 
C states that C called Cs wife using the veh 
C states that afterward none of the audio wou1d work in the veh 
C states that veh was stud( on audio mute 

C states that wile has had concerns with the FEB prior to Cs most recent incident 
C states that C had several vehicles aromd C and veil was being tailgated 
C states that warning flashed up on sa-een and ~owed the veh down 
C states that was a white screen with red letters 

C states that when C was driving the veh recently 
C states that the veil had 3,800 miles 
C staets that the veil started to slow down and brake but did not fully stop when no other vehicles were arotMld C none to the side, behind C or in front of Cs veh 
C states that there was no construction around 
C states that there were no ovemead obstructions like street lights, OVefPSsseS, street signs « poles 
C states that C was on a two way street and was a secondary road 
C states that concern has never occurred on a highway 
C states that there has never been an accident with the veh due to this concern 
C states that there has been no injuries related to incidents 
C states that C panicked and did not do anything when the veh started to slow down ottler than keep Cs foot on the accelerator pedal 
C states that ooncem eventualy dissipated, so C just drove the veil to Cs desired location without pulling over 

C did inlonn that DLR has diagnosed and inspected veh and foood no concerns 
C states that C had been wort<ing with the DLR 

ARBS advised c that NNA would be interested in inspecting the veil 
ARBS advised cthat it can take 2-4 weeks to gel an inspectocout and another 2-4 weeks to get the results depending on the inspecte<'s schedule 
ARBS advised c that c would have to make the vehicle available at the Nissan dealer for the inspection and the inspection would take 4-6 hours 
c stated ok and informed woold i ke inspection at Smithtown Nissan 
ARBS advised C that ARBS wiU request the inspection and will cal C once a date is available 
ARBS did advise that area is having indement weather, so ARBS would provide C with inspection date as soon as office is able to and office open 
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C oode<stood and states tllis is fine 
ARBS offered ft.wther assistance 
C declined 
ARBS tllanked C 
C thanked ARBS 
Call ended mutualy 

Created By: Dakota McGregor (1/12/2018 4:03 PM) ~=~~l==~m id& '•~d< W\ 50-.nutes ✓ ARBS infonned tllat office may be clooing early for inctement weather just in case ARBS is not able lo reach C down tile road 
C oode<stood 
ARBS tllanked C 

Created By: Dakot a McGre or 1/12/2018 2:57 PM) 
ARBS placed outbound to C 
C states is a bad time 

✓ C requested callback at 4 PM CST 
ARBS infonned tllat would try lo reach C tllen 
ARBS apologized fOf inconvenience 
Call ended mutualy 

Created Bv: pakota McGreqo[l1/12/201812:16 PM) 
✓ ARBS RECEIVED CASE, UNDER REVIEW, VERIFY PROBE . - ·- --- ---- •--tt:--------

Created By: Samantha Dixon (1/11/201811:29 AM) 
IIR due to FEB system. 

✓ ~~=Y~~~ !'~~ I ~=8
: ~~ RCAS-KW cootact number. 

Created By: Kyra Walton (1/11/201810:14 AM} 
RCAS-KW placed outbound call to Con# ••••• 
RCAS-KW VERIAED C's name, home & ema11 aooress, concern, phone 
RCAS-KW ADVISED 'This call may be reoorded for quality and training l)llp()OeS .• 

RCAS-KW VERIAED VEH Info inctuding: VIN#, Current Mi eage, Warranty & Service History 
RCAS-KW CHECKED for open recals/carrc,aigns and found: 0 
RCAS-KW CHECKED for previous UNRELATED Case(s) and lound: 0 
RCAS-KW CHECKED previous RBA TEO Case(s) and tound: 0 

RCAS-KW advised tllat RCAS-KW is C's case manager and point of contact for C. 
RCAS-KW stated RCAS-KW understands that C is having concerns with FEB system. 

C stated yes. 
✓ C stated C's wile is saying a warning light came up on the dash. 

C stated when C was driving the light came on which is tile front senso, which is disabled. 
C stated when it got really cold C was l)e;ng taigated and the brakes came on. 
C stated when C drove the VEH tl1ere were no cars around and a warning light came up with a whtte triangle and a red exclamatory marl<. 
C stated C's wife no tonger feels safe driving tile VEH. 

RCAS-KW understood and apologized to C. 
RCAS-KW informed C tllat RCAS-KW will submit IIR for C and C will receive contact witllin the next 3 buslness days. 

C understood and thanked RCAS-KW for all tile assistance. 
C asked for email with case runber and contact number. 

RCAS-KW Wlderstood and informed C that RCAS-KW will send C an email with information. 
Call Ended Mutually. 

Created By: Tyler Robinson (1/10/2018 4:30 PM} 
CRR-DM <OPENED or VERIFIED> Account Info including: C's name, home & emai address, phone# & best oontact# 
CRR-TR CHECKED for open recalls/campaigns and lound: 01 
CRR-TR CHECKED for previous UNRELATED Case(s) and lound:00 
CRR-TR CHECKED previous RELATED Case(s) and found: 01 
CRR-TR NOTED concern is: RCAS F/U 
CCR-TR Received INBOUND PHONECALL 

C stated supposed to have received a phone call 
C stated not sure why tt takes so long 
C advised C of maybe wrong number 

CCR-TR stated there is a wrong number on file 
CCR-TR advised C removed unknown number 
CCR-TR sent email in regards to F/U date 01/11/2018 
CCR-TR advised C tllat RCAS agent wil still be in touch with C tomorrow 

CCR-TR offered any further assistance 

C declined 

CCR-TR tllanked C for caling Nissan 

Call ended mutualy 

Created Bv: B•yeena Kaifr 1119/2018 4:40 PM} 
CRR-RK VERIAED Account Info including: C's name, home, phone# & best oontact# 
CRR-RK VERIAED VEH Info inctuding: VIN#, 
CRR-RK CHECKED for open recals/canl)aigns and fomd: none 
CRR-RK CHECKED for previous UNRELATED Case(s) and tound: none 
CRR-RK STA TEO C concern is: missed fdlow\Jp call 

C stated C was expecting a call and never got tt 

CRR-RK stated RCAS agent called and left a voicemail 

C stated C never recieved it 

CRR-RK verffiied ij C got tile call on 6315630046. 

C stated C want lo get a a call on as tllats the number tllat C gave earlier 

CRR-RK stated wil send an email lo tile RACS agent and tlley most probably woo1d cal back toaady or by end of business day 

C got irate and said C cant wait this long 

CRR-RK stated wil address the concern and C will be contacted 

C asked lo send the email to C for employee id 

CRR-RK oodefstood 

C Ol)l)reciated 

call ended mutually 

Created By: Kyra Walton (119/2018 3:38 PM} 
RCAS-KW placed outbound call to C on #6315630046. 

✓ RCAS-KWleftVMX forC. 
RCAS-KW provided C witll case #, RCAS-KW's phone#, and WOO( hours. 
RCAS-KW will fdlow up on 1/11/18. 

✓ Created By: Kyra Walton (1/912018 3:05 PM) 
RCAS-KW placed outbound call lo Smtthtown Nissan. 
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RCA!>KW discussed details with Service Director Andrew. 

SD stated that the coocem is with the folward eme,gency braking system. 
SD sated that C was ve,y upset and DLR informed C there are no issues with the FEB and system is operating as designed 
SD sent over screen p(Wlt oi of dagnosis of concern. 
SD stated C repons that the concern nappens in the morning between 7 AM - 8:30AM and happened while C was heading westbound in town of Coram. 
SD stated C said the 2nd incident happened aroond 11AM where the VEH just stopped out of nowhere in Calverton and C stated it was very cold each morning. 
SD stated tedlnician road tested VEH and could not duplicate the concern. 
SO stated the sensors were dear of debris and no codes were found. 
SD stated DLR referred C to owners manual for detailed operation of braking system and then referred C to Nissan CA for further assistance. 

Created By: Anshroop Sidhu (1/8/201811 :29 AM) 
CRR-AS sending case to RCAS C want NNA to "!)lace the VEH 

Created By~ Aosbmoo Sidhu 11/8/201811:29 AM} 
CRR-AS <VERIFIED> Account Info including: C's name, home & email address, phone# & best contact# 
CRR-AS VERIFIED VEH Info including: VIN#, Cooent Mileage 
CRR-AS CHECKED for open recalls/campaigns and found: 0 
CRR-AS CHECKED for previous UNRELATED Case(s) and found: 0 
CRR-AS CHECKED previous RELATED Case(s) and found: 0 
C:RR-AS received an inbound call from C 

C stated C have Ca 
C stated problem is vcn nave the ooncem on the smal road not on the l'vghway and DLR was not able to find any concern with the VEH 
C stated C's wile was driving the VEH someone was back tailing the VEH and that could have caused ~ 

CRR-AS asked C what woold C like NNA to assist C with 

C stated C don't feel comfortable driving the VEH 
C stated C wants NNA to replace the VEH 

CRR-AS informed C that Case wil be transferred to a Regional Consumer Affairs Specialist who will contact the C by the end of business day January 9, 2018 regarding to C's ooncem 

C oodefstood and app,edated the assistance 

Best oontact# 6319492546 

Call ended mutualy 

Created By: Jane Wills (1/312018 8:34 AM) 
CRR.JW dosing case afte, documenting the case as VEH is at DLRSHP for diagnosis. 

Created By: Jane Wills (1/3/2018 8:33 AM) 
CRR.JW VERIFIED> Account Info including: C's name, home & email address, phone# & best contact# (631-
CRR.JW VERIFIED Veh Info including: VIN#, CUrrent Mileage, Warranty & Service History 
CRR.JW CHECKED for open recalls/campaigns and found: none 
CRR.JW CHECKED for previous UNRELATED Case(s) and fomd: none 
CRR.JW CHECKED previous RELATED Case(s) and found: none 
CRR.JW NOTED concern is: Vehicle is slowing down while foot not on the brake. 
CRR.JW received inbound call from C. 

C stated C"s wile is realty scared as the VEH is slowing down when foot is not on the brake. 
C stated a ..i.te rectangular screen pops up on the middle of the dash. 
C stated that C's wile is scared to drive the VEH. 
C stated that the VEH is at the DLRSHP for diagnosis. 

CRR.JW advised C that if C needs to contact NCA back afte, diagnosis de!)eoding on the results will provide C with a case #. 

C stated that this should be covered under warranty at only 4000 miles and this is scaring C. 

I CRR.JW stated that does not mean to scare C. 
CRR-JW stated that most customers are cali ng with a request after diagnosis has been given. 
CRR.JW asked how can assist C at this time. 

C stated is just cali ng to tel Nissan what is going on. 
C asked if CRR~ can send the case # via email as C is driving. 

CRR.JW stated will definately send via e,nai and stated a 2nd email could be received with a survey. 

CRR.JW provided C with Case - name and id. 
CRR.JW olle,ed further assistanr.--

C declined. 

Best Contact#: (631)­
Call ended mutualy 
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Case Categorizations 

Action ~ ~ # Cat"90')' Description Subcatego,y Description Symptom Description 

POOR OR IMPROPER 
OPERATION 

Case Categorizations Hetp 

Major Component Code Cafegofy Date Symptom Code CateQCM"Y Code Subcategory Code Concern Code 

Forms 

Action Form -"' Back To Top 

POWERTRAIN 

BRAKES 

Request Type 

HR 

GEN. POWERTRAIN 
COMPONENT 10 

INTELLIGENT BRAKE ASSIST 
(IBA) PREMATURE WEAR/FAILURE 26 

Created By 

~ 1/11/2018 10:08 AM 

/wlays show me more records pe, related list 

1/3/2018 

5/17/2018 

YX 

WA 

BG 

AD 
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227000 

328000 

Created Date 

1/11/2018 

OA 

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 1/512018 

Supporting Documents 

CA Muttiple Repairs 

Social Media Involvement 

Martiz Custome< Id 

Case O#nH location Franklin 

Texting Status 

Case Reopen Count 

Case Historyf~ I <:aseCorrmentsQl I CaseCaleooriz.ationW I !2a:!!!UII 

J Reopen Case 11 Clone Closed Case J 

CaseOwne< - ~ 
Type CA 

Case Origin Internal 

Executive Refenal 

Exee>Received-Oa.te 

Status Closed 

Datelrme Opened 1/4/2018 10:46 A M 

Date/Tome Closed 8/8/2018 7:32 A M 

Multiple Repairs No 

Executive Summary 

Executive Actions To Resolve 

Description ca.sumer affairs voluntary repurchase with 1 visit 66 days down for lorward emergency braking system activalilg abruptly 

Call Script 

Who contacted u.s? Consumer 

#Vehicles Owned 1 

Vd'liele Purchased New 

Pre-Owned Initial Mileage 

Current Mile- 2,429 

Incident Codes . IIR REQUIRED 

lncidef'lt Date 

Sent to legal 

Accident 

Asbag 

Fire 

IIR lndic.ator 0 

IIROate 

HR 

Vehicle Information 

Vehicle 5N1AT2MV2H• 

Model Year 2017 

Make NISSAN 

Model Line ROGUE 

Model Code 22617 

Dealer Detail 

ease Servicing Dealer NISSAN OF Ht INTINGTON 
Case Servicing Dealer Region Northeast Region 

Bluetooth 

Related Items 

Responsible District 07 

SharedWrth 

Phone Carrier 

Phone Manufacturer 

Reported From 

Issue Categories 

Approwd Ched< Reques1s $0 .00 

https://nissanna.my.salesforce.com/5000G00001NPH9NQAX 

Vehicle Maintained Location NISSAN OF HUNTINGTON 

Previous Repai.r Date 

Previous Repair Location 

Related Vehicle Make Nissan 

XTIME Appointment Numb« 

Rollowf' 

Property Damage 

Injury letter 

Nootber Injured 0 

RHR Started 

RHR Completed 

Customer Document Requested 

Date Requested 

Customer Document Received 

Date Received 

Part Numb« 1 

Beyond Basic Warranty Miles 1 O 

Beyond Basic Warranty Months1 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 no action needed 

Bluetooth Ticket Status 

Phone Model 

Phone Operating System 

Goodwill Offered 

VCAN 

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 

HomePhone -
WO<l<Phone I,,_ 

Mobile Phone 

Email 

Attemate Email 

OTS Inspection Date OTS Inspection Date Confirmed? 

DTS Request Type Notes for OTS (Vehicle Concerns) 

Inspection Time/Notes Appointment Time: 

System Information 

Subject 

Created By 

Last Mocfrfied By 

Notes to Agent 

CUSTOMER:­
SN1AT2MV2~ 

Leslie Griffin 1/4/2018 10:46 AM 

NNAill, 12/10/2018 10:15 PM 

Case Record Type CA Oosed Case 

Days Closed 664 

ActionC- NTSF 

VIN: 

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

Agent Comments 

Agent Comments FEB case. #RHR. 

Case History 

Dale 

Agent Next Step 

Use< 

8/8/2018 7:32 AM ~ 

2/28/2018 7:07 Service 
AM ~ 
1/4/2018 10:46 
AM 

Show more • I~ 

Case Comments 

Public Comment 

I Reopen Case I ! Clone Closed Case! 

Action 

Changed Status from Open to Closed. 

Closed. 

Changed Subject from CUSTOMER: 
5N1AT2MV2H<alllll . 

Changed Work Phone to 

Changed Follow Up Date from 1/4/2018 to 1/5/2018. 

Created By: Service Manager (2/28/2018 7:07 AM) 
✓ Hi! 

Vehide has been fe-l)lrchased. Please dose this case. 

Created Bv: I eslie Grjffjn (1/4/201810:48 AM) 

Root Cause 

Root Cause Code 

Root Cause Code (2) 

Document ID 

SCMV 

VIN: SN1AT2MV2H<alllll to CUSTOMER: 

Page 2 of2 

Ca-se History Help 

VIN: 

Case Cotrwnents Help 

ORTS-LG has assumed case ownership in ooler to dispatch DTS to prepare vehicle for the remar1<eting process. Please refer any inquiries regarding the repurchase to the agent who handled the repurchase portion of 
the case. 
Repurchase cas.­
DRT Resolution ~ 114 
Dispatched DTS request for CBB processing. Money VSPC case# 275461 
The reason for repurchase is fo<ward emergency braking system activating abrupffy 

Case Categorizations 

Action Case Calegoriution # c..tego<y Description S<lbcatego,y Description 

Forms 

No records to display 

BRAKES 
GEN. BRAKE COMPONENT 
(S) 

Symptom Description 

POOR OR IMPROPER 
OPERATION 

Case Categorizations Help 

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

03 8/8/2018 YX AD 121500 OA 

FomisHelp 

A Sack To Top tw,ays show me more records per related list 
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• Search ... Search Derek Latta Help & Training All Tabs 

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

-Show Feed 

Case Detail 

Account Name 

Contact Email 

Home Pl1one 

Letter Se-nt Date 

Letter Received Date 
-

Follow Up Date 21712018 

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 WI I c..,.. Categorizations W I ,E= llll 

J Reopen Case 11 Clone Closed Case J 

C....0- ~ 

Type CA 

Case Origin 

Executive Refenal 

Exee>Received-Oa.te 

Phone 

Status Closed 

Datelrme Opened 1/8/2018 1:02 PM 

Date/Tome Closed 2/6/2018 5:10 PM 

Multiple Repairs No 

Executive Summary 

Executive Actions To Resolve 

Customize Page I Printable Vrew I Help for this Page 

Description C was driving the VEH and all of a sudden a big hazard light came on and a beeping SOllld and C's entire VEH locked up 

Call Script 

Who contacted u.s? Consumer 

#Vehicles Owned 1 

Vd'liele Purchased New 

Pre-Owned Initial Mileage 

Current Mile- 17,839 

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 22617 

Dealer Detai l 

ease Servicing Dealer HAWKINSON NISSAN 
Case Servicing Dealer Region Midwest Region 

Bluetooth 

Related Items 

Responsible District 07 

SharedWrth 

Phone Carrier 

Phone Manufacturer 

Reported From 

Issue Categories 

Approved Chedt Requests $0.00 

Vehicle Maintained Location THOMAS NISSAN OF JOLIET 

Previous Repai.r Date 

Previous Repair Location 

Related Vehicle Make Nissan 

XTIME Appointment Numb« 

Rollowf' 

Property Damage 

Injury letter 

Nootber Injured 0 

RHR Started 

RHR Completed 

Customer Document Requested 

Date Requested 

Customer Document Received 

Date Received 

Part Numb« 1 

Beyond Basic Warranty Miles 1 O 

Beyond Basic Warranty Months1 2 

Beyond PT WalTal'lty Miles1 0 

Beyond PT Warranty Months 1 O 

Data Net ✓ 

Datanet Deal« Date 1/16/2018 

Oealff Instructions Service Oepl Review 

Requested Dealer Action C was driving the VEH and all of a sudden a big hazard light came on 
and a beeping sound and C's entire VEH locked up 

Bluetooth Ticket Status 

Phone Model 

Phone Operating Sys1em 

Goodwill Offered 

VCAH 

Goodwill Processed 0 

Vehicle Service Contract 

.J 
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VSC Reprint ReqUffl Email 

Sales & Service Campaign Specific Information 

Hot Alert Date 

LS Response rme 

Verbatims 

AJeri Trigger Verbatim 

Survey Verbatim 

Dealer Action History 

NNANotes 

Customer Conversation Notes 

DTS Inspection 

Contact Name 

Home Phone 

WotkPhone 

Email 

Attemate Email 

OTS Inspection Date OTS Inspection Date Confirmed? 

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

Inspection Time/Notes Appointment Time: 

System Information 

Subject 

Notes to Agent 

CUSTOMER­
JN8AT2MV8~ 

VIN: Root Cause 

-

Crea1ed By Matthew Yu 1/8/2018 1:02 PM Root Cause Code SCSH 

Last Modffied By NNAETL, 12/10/2018 10:52 PM 

Case Record Type 

Days Closed 

AetionCode 

CA Oosed Case 

847 

NT8F 

What action was taken? SF Provided Vehicle Information 

Agent Comments 

Agent Comments Review DTS notes. 

Agent Next Step 

Root Cause Code (2) 

Document ID 

I Reopen Case! I Clone Closed Case I 
Case History 

2/6/2018 5:10 PM 

2/S/2018 11 :26 AM 

2/S/2018 11 :25 AM 

2/S/201811 :10 AM 

Show more • I~ 

Case Comments 

Pubic Comment 

Uwr 

Stephanie Blair 

Created By: Stephanie Blair (21612018 5:10 PM) 
SRCAS-SB is closing Case as no further assistance can be offered at this time. 

- CASE SUMMARY ' " 
C oontacted NNA CA regarding vehile lod<ing up. 

Action 

Changed Status from Open to Closed. 

Closed. 

Changed case owner from Lynzi Lee to Stephanie Blair. 

Changed Follow Up Date from 2/5/2018 to 2/7/2018. 

Changed case owner from Stephanie Blair to Lynzi Lee. 

✓ sRC=B reviewed Case with SA -Steve Lee, DTS. Adam Sacke< • and TL -Lelsey Howard. 

- STATEMENT OF DECl SION -

Ca-se History Help 

Case c.omnents Help 

SRC=B infomled C the DTS -Adam test dro',e the vehicle for 57 !riles and discussed the incident with the C who told me about how wlli e driving on the freeway the vehicle came to a stop in the middle of the lane. 
SRC=B infomled C pe, DTS Due to all of the fact stated alJolle and no duplication, no repairs-. reoommended. 

Created By: Stephanie Blair (21612018 5:09 PM) 

~~~~~~~= :.::~~Si Ji££, toe. 

C stated yes. 

sRC=B ADVISED "This call may be recorded for quality and training purposes .• 
SRC=B infomled the C follow-up regarding the recent DTS inspection of the vehicle. 

C stated okay. 

SRC=B informed C the DTS -Adan test dro',e the vehicle for 57 !riles and discussed the incident with the C who told me about how wllile driving on the freeway the vehicle came to a stop in the middle of the lane. 
✓ SRC=B infomled C pe, DTS Due to all of the fact stated alJolle and no duplication, no repairs were reoommended. 

C stated yea the DTS spoke to C and provided the information. 
C asked how many miles did DTS-Adam drive the veh.? 

SRC=B informed C 57 miles an all information is notated on the C including the photos the C senL 

C stated and stated the OTS was unable to find codes and the previous SM was able to locate store codes and unsure what happen to them. 
C stated okay and will pick .<JP the vehicle on 0207.2018. 

SRC=B informed C ii furthef assistance is snee<ed to cootact SRCAS. 
SRC=B offered additional assistance and C declined. 
sRC=B thanked C for choooing NNA and allowing NNA to assist. 

Call ended mutualy. 

✓ ~~~~~r:s~~:=~,~~:,emailtoC 
✓ 
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Created By: ~ (2/512018 11:22 AM) 
SRC~ynzi Lee placed outbotlld call to C ;!Ill.I■ ~5/18 at 11:17am. 
SRCAS-U. ADVISED "This can may be monitcu iSU U u::m ued for quality and training purposes: 

SRCAS slated SRCAS is supe,v;so, assisting SRCAS-Stepllanie Siu-. 

SRCAS slated OTS appointment is scheduled 216118 at 10am. 

C stated yes. 
C stated the DLR just cootacted C to remnd C of appointment 
C stated C will be there. 
C stated C never recei-,ed an email from SRCAS.SB. 
C stated C has pictures and would fike to send them in . 

SRCAS slated SRCAS will send C email that C can respond to. 

C stated ok. 
C stated C will attach all photos. 
C thanked SRCAS. 

SRCAS slated SRCAS-SB will follow up wi111 C 217118. 

C stated ok. 

SRCAS thanked C for time. 
call ended mutually. 

✓ ~~~J~i:S0Sf /~~c~/~!°~! ~ ~!sieve Lee regarding the Cs oonfirmation of the OTS inspection for 02.05.2018@ 10 am (CST). 

Created By~ StePbooi@ Blair (1/25120181:24 PML 
~~~~~= = :!\~~£j Ji case' and spoke to C. 

C stated yes. 

SRCAS-SB ADVISED "This call may be recorded tor quality and training purposes .• 
SRCAS-SB informed C re<:ei-i a confinmation for the OTS lnsp. for 02.06.2018@ 10am (CST). 

C stated okay and confvmed the date and time. 

✓ SRCAS-SB informed Ca OTS Rennie< was sent and will follow-up 02.05.2018 with a friendly reminder. 

C stated okay. 

SRCAS-SB offered addiditonal assistance. 

C stated no. 

SRCAS-SB thanked for chooisng NNA and allowing NNA to assist. 

Call ended mutualy. 

✓ ~~~J~!i:agff,t'J~~~~s;~eve lee the C's request tcx a OTS appt. 

Created Bv: $l•Pb•oi• Hl•ic (112412018 9:iAMl , 
SRCAS-SB placed outbotlld call to C@ and spoke to Con Behalf of RCA~A. 
SCAS-SB asked is it a good time to discuss case. 

C stated yes. 

SRCAS-SB ADVISED "This call may be recorded tor quality and training purposes." 

C stated has not heard from SRCAS since last week. 
C stated that SRCAS keep C update wittl the information. 
C stated the SM-Steve was working wi111 the OTS and C picked up the vehcile and the fight came back on. 
C stated haven, heard from SM-Steve. 

✓ ~~~~ ==:. ~ =,,~ ~ ~;~,c=:to W0<1< wi1l1 the DLR and the DlR was unable to duplciated the C-s coocems. 
SRCAS-SB informed the C the DLR was working wi1l1 the OTS and Wthere were no coocems to resol-i ..-e to dupficate . 
SRCAS-SB offered to send a OTS to the C. 

C stated okay. 

SRCAS-SB informed the C will follow-up 01.29.2018 with date and time for the OTS. 
SRCAS-SB infonmed C once date is confirmed can send a OTS appt.,via email to C. 

C stated okay. 

SRCAS-SB offered addiitional assistance and C declined. 
SRCAS-SB thanked C for chooisng NNA. 

Call ended mutualy. 

Created By: Stephanie B lair (112412018 9:26 AM) 
✓ .... (Added after the case is closed.] -­

SRCAS-SB received a vmx from C . 

Created By~ Strvif& Manaoec (1/161201811:07 AM) 
✓ -- [Added after the case is closed.] --

this happened previously and was taken to another dealer. 

Created By: Stephanie Blair (1/16/201810:16 AM) 
SRCAS-SB is closing Case as no further assistance can be offered at this time. 

- CASE SUMMARY -
C contacted NNA CA regarding vehile lod<ing up. 

SRCAS-SB reviewed Case wi1l1 SA -Steve lee, OT> Adam Sacker • and TL -l elsey Howard. 

"" STATEMENT OF DECISION -
✓ SRCAS-SB recei-,ed a reS!)()Sne from DY> Adam stating .. 

Stephanie, 

Page 3 of 6 

This vehicle is equipped with FEB (Forward Emergency Braking) from the incident the client is describing this system activated in an attempt to prevent a collision. From the TECH LINE case the incident occurred on i-94 
North between 47th and 35th street I checked google maps and do not see anything obvious that could have caused this. It is possible the vehicle saw anothe< car and was just doing i1s job. On the othe< hand we have 
seen some false activation and that incident is currently under engineering review pending a software update. 

At this point there is nothing that can be done for this vehicle and if the vehicle has gone 18,000 miles without any other concerns wih this system it is unlikely it wil happen again. 

✓ Created By~ StePbaoie Blair (1/161201810:15 AM} 
SRCAS-SB recei-i a reS!)()Sne from DY> Adam stating .. 

Stephanie, 

This vehicle is equipped with FEB (Forward Emergency Braking) from the incident the client is describing this system activated in an attempt to prevent a collision. From the TECH LINE case the incident occurred on i-94 
North between 47th and 35th street I checked google maps and do not see anything obvious that could have caused this. It is possible the vehicle saw another car and was just doing i1s job. On the othe< hand we have 
seen some false activation and that incident is currentty under engineering review pending a software update. 

At this point there is nothing that can be done for this vehicle and if the vehicle has gone 18,000 miles without any other concerns wih this system it is oolikely it will happen again. 
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Created By: Stephanie Blair (1/15/20181:01 PM) 
SRCAS-SB received inbound call from SA-Ste.e stating spoke to the techline regarding the C's ooncens. 

SA stated that Techline advised the SA to reltMTI the llffl. back to the C and unable to verify the concerns and will check with SM speaking to DTS. 

✓ SRCAS-SB stated okay and advised SA will contact SA once inlomation is received from the DTS regarding the concerns and seen a couple from New YoriL 

SA stated okay. 

Cati ended mutual y. 

Created By: Stephanie Blair (1/15/2018 10:50 AM) 
SRCAS-SB received inbound call from DTS-Adam Sacker regarding the vmx that was left previously. 

DTS stated received a call from the DLR regarding a Rogue that's habving a vilxating. concerns. 

✓ SRCAS-SB advised DTS of the concerns per al of a sudden a big hazard light came on and a beepo,g sound and C's entire VEH locked up. 

DTS stated will view if the veh. model has a senSO< that stops the vehicle. 
DTS asked for the vin number. 

SRCAS-SB advised DTS of the email sengt with the C's case number and DTS stated okay and will researcll first and let SRCAS know the next steps. 
SRCAS-SB thaked DTS and cal ended mutualy. 

✓ Created By: Stephanie Blair (1/15/201810:45 AM) 
SRCAS-SB emailed the DTS.Adam S. and TL-Lesley inquimg if the DLR made contact with the DTS and pending a response. 

Created By: Stephanie Blair (1/15/201810:32 AM) 

✓ ~~~~ :~ := :rt~~r:.r=~~~~g °:.:!if:,:. DTS and make sure the DLR made contact for a service date and if not make a DTS Rquest 

SRCAS-SB setlilg a follow-up date 01.16.2018. 

Created By: Stephanie Blair (1/15/2018 10:30 AM) 

~~~~~= =:: \~ ~s, Ji££, and spoke to Con BehaJf of RCAS.JA. 

C stated yes. 

SRCAS-SB ADVISED "This call may be recorded for quality and training purposes." 
SRCAS-SB infonmed the C regarding spoke to SA- Sieve regardign the C's conerns and unable to duplicated and will work with DTS. 

C stated that SA-Ste.e is working with the C regarding the C's ooancerns and told the C the same thing. 
C stated happy that the DTS is being involved. 
C stated just waiting for answers. 

SRCAS-SB advised the C due the DLR - to duplciated the concerns to work with the DLR. 
SRCAS-SB infonmed C if futher assistance is needed to contact SRCAS. 

C stated okay and C stated all are waiting for answers and unsure if the vehicle will stop wort<ing on the highway. 
C stated just waiitng from the information➔ 

SRCAS-SB offered C contact number if futher assistance is needed and offered additional assistance and C declined. 
SRCAS-SB thanked C for choosign NNA and allowing NNA to assist. 

Call ended mutualy. 

Created By: Stephanie Blair (1/1212018 10:49 AM) 
SRCAS-SB received inbound call from SA-Ste.e. 

✓ SA stated unable to duplicated the concerns and spoke too the C earlier and NNA open case with Techline and speaking to DTS regarding the concerns. 

SRCAS-SB stated okay and wil follow-up 01 .15.2018 with C. 

Call ended mutualy. 

Created By: Stephanie Blair (1/12/201810:41 AM) 
✓ SRCAS-SB placed outoound cal to the C@- and received a fast busy signal. 

SRCAS-SB will follow~p 01.15.2018. 

SRCAS-SB placed outoound cal to the C @ and left a vmx. 
Created Bv: 5l• Pb•oie Hl•ic (1/12/201810:zt E 

✓ ~~~~ :=.!;"6'=1ca~ .,:Ck~ reaches VM~~ :.;:r.,~r:S:~~~u~~~=~esting a callback. 
SRCAS-SBwill follow~p01 .15.2018. 
SRCAS-SB advised C case is stiD pending. 

Created By: Stephanie Blair (1/12/201810:38 AM) 

✓ ~~~~ :~~~-::e =~d~S:gn&J 2!J Ji, ' •<8Ct ntlibei 

✓ ~~~J~==~~a~,~~::~;~J.1 take the veh. for a test drive. and to contact the SA prior to calling the C. 
Created By~ Steobaoie Blair (1/10/2018 3:16 PML 
~~~~~~~ = ~ :~ ~s, jJ case' and spoke to Con BehaJf of RCAS.JA. 

C stated yes. 

SRCAS-SB ADVISED "This call may be recorded for quality and training purposes .• 
SRCAS-SB infonmed C pending a diagnsofic from SA-Steve from the DLR. 

C stated okay and spoke to SA-Steve asking about an accident. 
C stated SA-Steve provided C with a brief diagnostic of the vehicle and clear the air codes. 
C stated SA-Steve was busy and have a few questions and to gain the C;s approval to test drive the vehicle. 
C stated informed the SA-Ste.e did not drive the truck . 

./' ~ ::~:" ~~~ f~~appen that night to the C. 

SRCAS-SB apologized to the C regarding the C's concerns. 
SRCAS-SB information the Cleft a vmx three different times and pending an updated. 
SRCAS-SB infonved C will follow-up 01.12.2018 and C agreed. 

C stated okay and checked NNA foc a recal and founded none. 
C stated had many questions but SA-Steve was busy and unable to answer the questions. 

SRCAS-SB infonmed C wlde<stand. 
SRCAS-SB offered additional assistance and C declined. 
SRCAS-SB thanked C for choosing NNA. 

Call ended mutualy. 

Created By: Stephanie Blair (1/10/2018 2:51 PM) 
✓ SRCAS-SB placed outoound cal to HAWKINSON NISSAN@­

SRCAS-SB left a VMX for SA-Steve Thyme regarding diagn~ ct nu11ibe 

Created By~ StePbaoie Blair (1/10/2018 2:02 PM} 
✓ SRCAS-SB placed outoound cal to HAWKINSON NISSAN@ 

SRCAS-SB notes no one answer in the service dept. 

Created By: Stephanie Blair (1/10/2018 12:50 PM) 
✓ SRCAS-SB placed outoound cal to HAWKINSON NISSAN@­

SRCAS-SB left a VMX for SA-Steve Thyme regarding diagn~ ct nunibe 

✓ 
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SA stated was about to call C and asked if the vehicle was in an accident to collect more information. 
SA stated the vehicle has 15 stored codes. 
SA stated the diagnostic is not completed at this time. 

SRCAS-'>B adivsed C wil contact SA-Steve tomorrow fo, additional infoonatioo after the diagnostic is completed SA speaks to the C. 

SA stated okay. 

SRCAS .SB thanked SA and cal ended mutually. 

Created By: Stephanie Stair (119/2018 10:56 AM) 

~~~~~~~ = ~ \~ ~Ss Ji gu; and spoke to Con Behalf of RCAS.JA. 

C stated yes. 

SRCAS-'>B ADVISED "This call may be reco,ded for quality and training purposes .• 
SRCAS-'>B VERIFIED C's name, home & email address, conoern, and phone# 
SRCAS-'>B asked if the numller is the best conlact numbef'? 

Cslated-

SRCAS-'>B CHECKED for open recals/campaigns and found: none 
Previous UNRELATED Case(s) Found: 3 
Previous RELATED Case(s) Found: none 

SRCAS-'>B verified C's concerns regarding the vehicle stoppjng. 
SRCAS-'>B apologized to C regarding C's concerns. 

C stated okay. 

,/' SRCAS-'>B advised C spoke to SM-Rich at THOMAS NISSAN OF JOLIET and no diagnostic was perfooned regarding the C's concerns. 

C stated the diagnostic was at Hawtcinsoo Nissan and unsure why or how that was confused➔ 
C stated purchased the vehicle from THOMAS NISSAN OF JOLIET and do not trust them to bmg the vehicle bad< to the DLR. 
C stated visited DLR on 01 .08.2018 and cmenUy have a loanervehiae. 
C stated the DLR wanted to view the Veh. and at this time no diagnostic and received no cal from DLR. 

SRCAS-'>B adivsed C wil lollow-up 01 .10.2018 and asked C 'Mlat woold C like from NNA? 

C stated would tike to know that the conoerns are and how to fix them. 

SRCAS-'>B stated okay. 
SRCAS-'>B advised C wil lollow-up 01 .10.2018. 

C state okay. 

SRCAS-SB provided C with name and contact number if futher assistance is needed. 
SRCAS-'>B offered additional assistance and C declined. 
SRCAS-'>B thanked C for choosing NNA and allowing NNA to assist. 

Call ended mutualy. 

Created By: StePbaoie Blair (119/2018 10:11 AM) 
SRCAS-'>B placed outbollld cal to THOMAS NISSAN OF JOLIET @ 
SRCAS-'>B spoke to SM-Rich regarding the diagnostic of the vehicle. 

,/' SRCAS-'>B provided C concerns regarding vehicle locking up. 

SM stated the last visit the C had was 0 1/03/2018 for an LOF and tire rotations with no mention of the vehicle locking up. 

SRCAS-'>M thanked SM and call eoded mutually. 

Created By: Jennife< Anglea (1/8/2018 5:54 PM) 
.(_ RCAS sent SM- Rich at Thomas Nissan of Joliet: 

RCAS requested diagnose from the dlr & info if C veh is at the dlr now. 

Created By:~ (1/8/20181:05 PM) 
case summary 
CRR-MY will send case to RCAS fo, review in regards to a deale<ship complaint and multiple concerns on C's VEH 

Created By:~ (1/8/20181 :05 PM) 
CRR-MY VERIFIED Account Info including: C's name, hocne & email address, phone# & best conlacl# 
CRR-MY VERIFIED Veh Imo including: VIN#, Current Mileage, Warranty & Servioe History 
CRR-MY CHECKED fo, open recals/campaigns and found: 
CRR-MY CHECKED for previous UNRELATED Case(s) and found: 
CRR-MY CHECKED previous RELATED Case(s) and found: 
CRR-MY NOTED conoern is: 

C states that Chas had rrultiple concerns with C's 2017 Rogue VEH 

C was driving the VEH and all of a sudden a big hazard light came on and a bee!ling sound and C's entire VEH locked up 

C slates that the<e was nothing in the road that should have made C's VEH lock up 

C slates that C was driving down the sideroad and then C's VEH just came to a complete stop 

C called the dealership to inquire about this and the SA stated that it was probably just something that obstructed C's came<a which caused C's VEH to lock up 

C was provided with a loane< VEH and the only thing that C can be charged for is a diagnostic fee 

C states that C is not buying the SA's story and states that with the VEH locking up C could have caused a bad accident 

C is now calling NNA for further help on C's VEH because the deale<sllip has not been very helpful 

C:RR-MY apologized to C in regards to Cs ooncems 

CRR-MY will send case to RCAS fo, review and provided C with case# and agent 10# 

Page 5 of 6 

Case Categorizations 

Action ~ ~ # Catego,y Description s..bcatego,y Description Symptom Description 

POOR OR IMPROPER 
OPERATION 

Case Categorizations Help 

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

BRAKES 

Forms 

No records to display 

A Back To Top 

ANTI-LOCK BRAKE 
SYSTEM 04 

Atways show me more records per related list 

1/16/2018 YX AD 
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• Search ... Search Derek Latta Help & Training All Tabs 

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

- Customize Page I Printable Vrew I Help for this Page 

Show Feed 

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

Case Detail 

Account Name 

Contact Email 

Home Pl1one 

Letter Se-nt Date 

Letter Received Date 

Follow Up Date 31712018 

Supporting Documents 

CA Muttiple Repairs 

Social Media Involvement 

Martiz Custome< Id 

Case O#nH location Murfreesboro 

Texting Status 

Case Reopen Count 

J Reopen Case 11 Clone Closed Case J 

Description CUstomer has stallint:)' Engine/ Transmission concerns on the veh 

Call Script 

Who contacted u.s? Consumer 

I Vehicles Owned 

Vd'liele Purchased 

Pre-Owned Initial Mileage 

Current Mile- 7,000 

Incident Codes. IIR REQUIRED 

lncidef'lt Date 

Sent to legal 

Accident 

Asbag 

Fire 

IIR lndic.ator 

IIROate 

HR -

Vehicle Information 

Vehicle SN1AT2MTSH• 

Model Year 2017 

Make NISSAN 

Model Line ROGUE 

Model Code 22517 

Dealer Detail 

ease Servicing Dealer CREST NISSAN OF FRISCO 
Case Servicing Dealer Region Central Region 

Bluetooth 

Related Items 

Responsible District 12 

SharedWrth 

Phone Carrier 

Phone Manufacturer 

Reported From 

Issue Categories 

Approwd Ched< Reques1s $0.00 

https://nissanna.my.salesforce.com/5000G00001NQbWMQA1 

C....Owne< ■Haley Tate 

Type CA 

Case Origin Phone 

Executive Refenal 

Exee>Received-Oa.te 

Status Closed 

Datelrme Opened 1/8/2018 2:29 PM 

Date/Tome Closed 317/2018 4:25 PM 

Multiple Repairs No 

Executive Summary 

Executive Actions To Resolve 

Vehicle Maintained Location CREST NISSAN OF FRISCO 

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 317/2018 

Customer Document Received ✓ 

Date Received 317/2018 

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 

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 

DTS Inspection Date 21712018 10:00 AM 

DTS RequestType CA Inspection 

Inspection Time/Notes Appointment Time: 10:00 AM in the consumer's time zone. 

Notes to Agent Please oonfirrn with customer and Dealer. Advise 
Dealer they should make their Master Technician or Shop Foreman 
available for the duration of the inspectionlrepai". P1ease advise 
customer they ,rust meet with the OTS so that they may demonstrate 
their concerns. Please check confimation box when confimed with all 
parties. Thanks 

System Information 

Subject 

Created By 

Last Modified By 

CUSTOMER:­
SN1AT2MTS~ 

Ovistina Salutari 1/812018 2:29 PM 

NNAfil, 12/10/2018 10:46 PM 

Case Record Type CA Oosed Case 

Days Closed 818 

Action Code NT8H 

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

Agent Comments 

Agent Comrnenh 03/07 se<ood attempt. 03/06 email Tony 

Agent Next Step 

VIN: 

I Reopen Case I I Clone Closed easel 
Case History 

Date Use< Action 

317/2018 4:25 PM = Changed S1atus from Open to Closed. 

Closed. 

Contact Name 

-WOfitPhone 

Mobile Phone 

Email 

Attemate Email 

OTS Inspection Date Confirmed? 

Page 2 of 6 

Notes for OTS (Vehicle Concerns) C is seeking solution to ooncems. 

Root Cause 

Root Cause Code 

Root Cause Code (2) 

Document ID 

RCAS has been infonned of concerns not being FEB and that C 
needed to have VEH inspected. 

scsv 

Case 1-fisto<y Help 

317/2018 4:11 PM ~ Changed Case OWner from Lynzi l ee to Haley Tate. 

317/2018 4:10 PM l ynzi lee Changed Subject from CUSTOMER: 
5N1AT2MTSH<alllll . 

PHONE: --VIN: SN1AT2MTSH<alllll to CUSTOMER: VIN: 

3/6/2018 12: 18 
PM 

Lynzi lee Changed Case OWner from Lesley Howard to lynzi lee. 

MPie(mgre . 1~ 

Case Comments 

Pubfic Comment 

Created By:~ (3ll/2018 4:25 PMI 
RC~ is closing Case as no fu'ther assistance can be offered at this time. 

- CASE SUMMARY -
✓ C contacted Nissan CA regarding FEB update. 

RCAS-HT reviewed case with ORT-Tl-Fekado Oelleb, SRCAS-lynzi lee, SO.Oaniel Cocl<. 

•" STATEMENT OF DECISION -
RCAS-HT advised C the Case has been thoroughly reviewed and documented and advised C to continue WOO<ing with the DLRSHP. 

✓ Created By: lynzi lee (31712018 4:11 PM) 
SRC~ynzi Lee transfemng case to RCAS-Haley Tate tor case clost.re. 

Created By: Lynzi lee (31712018 4:10 PM) 

Case Comments Help 

✓ :.coo~~:=:.~~=~ ~ ,IIIIIUl"lll"l!JII• 
317

~: ~ai~~d~~:: .. =. :;_,7::;~-::~:~~a::::n~~ <;~=\~ c!~O:~~~c~eS;f~~ed~~ ;~AS 
direct contact information as 

Created By: Jesselyn.Jade Meadus (3/6/201811 :46 AM) 
'"CASE SUMMARY-
C contacted Nissan CA requestilg assistance with super,isor caa baci< 

Best Contact 

Created By: Haley Tate (316/201811:45 AM) 

RCAS-HT pjaced outbound call to C @·-
✓ RCAS-HT asked to speak with C alxlut . 

C stated that C made it aystal d ear that C wanted to speak with a manager. 
Ceodedcall. 

Created By: Jesselyn.Jade Meadus (3/6/201811:44AM) 
CRR.JM VERIFIED Acoount ln1o including : C's name, home & phone # & best contact# 
CRR.JM VERIFIED VEH ln1o including: VIN#, Current Mileage 
CRR.JM CHECKED tor open recalls/campaigns and found: 0 
CRR.JM CHECKED tor previous U NRELA TEO Case(s) and follld: 0 
CRR.JM CHECKED previous RELATED case(s) and found: 0 
CRR.JM recieved inbound call from C 
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C states C wil no Ice_-deal with RC~T 
C states RCAS-HT doesnt have skil set to deal with C's concern 
C states C requested to deal with RC~T super,isor c, someone else on case but had to wait a business day to have cal rettrned 
C states RCAS-HT ended up cal fing C 
C states RCAS-HT is not to rettrn C's calls 

CRR.JM informed C of 4 up to 8 business hours to, escalatioo 

C states whatever process if reflects on poor service of NNA 

CRR.JM informed C of cal back in up to 8 business hours 

C diS<XlMected call 

✓ ~~=~~ ..,<!~~8
s~h4:st~ Quality-Fekado Oebeb stating that ETA on update fc, FEB software is the end of March. 

✓ ~~=~ ..,<!~~8
o~iT~ stating that no updates are availallle at this time. 

✓ Created By: Haley Tate (3/512018 4:45 PM) 
RC= sent an emai to OTS-Tony requesting to, an update on FEB system. 

Created By: Haley Tate (3/5/2018 4:35 PM) 

✓ ~~~ ==='='~~::.:~ ~;e,u 
RC= apologized tor missed calls. 
RC= stated a follow uP for Wednesday. 

Created By: Haley Tate (3/5/20181:51 PM) 
RC= placed an outbound call to s=aniel@ 
RC= asked tt C had been back to the DlRSH 
SO stated that C renewed the rental agreement 
SO stated that C asked about Ul)date for repair. 

✓ SO stated that OTS-T ony Panno was reached. 

• 

SO stated that OTS advised that update is still nol available. 
SO stated that Engineering is actively woro,g on the update. 
RC= t.lldefstood. 
RC= thanked SO. 
Call ended mutually. 

Created By: Jude Amoah (3/2120181:36 PM) 
CRR.JA VERIFIED Account informatioo including: C's name, home & e-mail address, 
phone ntmber & best contact ntmber 
CRR.JA VERIFIED VEH lnfonnation including: VIN #, Cooent Mileage, Warranty & Service History 
CRR.JA CHECKED tor open recalls/campaigns and found: 
CRR.JA CHECKED tor previous UNRELATED Cose(s) and fOllld: 
CRR.JA CHECKED previous RELATED Case(s) and found: 
CRR.JA NOTED concern is: 

CRR.JA received inbollld call frc,n C 

C states that there are incongruencies between what dlr and NNA-CA are telfing C 

C states C is getting the run-around frc,n NNA 

C states C is done dealing with RCAS named Haley, because C states RCAS-Haley is ignoring 

C and not calfing C back on purpose 

C states C was promised to have a tedncian come look at C's veh on Feb 6 

C states on Feb. 7 RCAS caled and stated that there will be no technician cc,ning as dlr has found the sourcre of the problem on C's veh 

When C called dlr C found out that the technician had already determined that there was no fix avail. to, C's veh 

C states C feels lied to 

C states C has been waiting since Dec. for C's veh ... C states C is shocked that its march now and there is stil no determination 

CRR.JA assured C that CRR.JA wil send out an email for C to ,be contacted ASAP 

CRR.JA asked C tt there was anything else CRR.JA coo1d assist with. 

C declined. 

CRR.JA dosing case. 
Cati ended mutualy. 

Created By:~ (2/221201811:03 AM) 
.... [Added after the case is closed.] --
RC= placed an outbound call to SM-Daniel @ 

✓ RC= asked to speak about C . 
SM slated that C called and about ETA on update. 
SM advised that ETA has not been provided, but is at high priority. 
RC= t.lldefstood. 
Call ended mutualy. 

Created By: Haley Tate (21612018 5:44 PM) 
RCAS-HT is closing Case as no fi..11her assistance can be offered at this time. 

- CASE SUMMARY -
✓ C contacted Nissan CA regarding FEB concerns. 

RC= reviewed Case with OTS-Tony, Tl-Lesley, SM-Daniel 

- STATEMENT OF OEClSION -
RC= advised C the Case has been thoroughly reviewed and documented and C would need to continue woro,g with the DLR until repair is available. 

✓ ~~~~~ ~::XJ!!e (21612018 5:43 PM) 

Created By: Haley Tate (21612018 5:42 PM) 
RC= placed outbound call to C @■i■I■ 
RC= ADVISED "This call may be recoroeo ror quality and training purposes." 
RC= stated that RCAS reviewed with OTS and was advised that no repair is availallle. 
RC= stated that OTS will not be able to recc,nmend a repair, due to concern being uncle< review. 
C stated that NNA needed to get the facts straight 
C stated that C was told C was going to have VEH inspected. 

✓ ~g~ ::ii::oTS advised of concerns and C was put in a rental until ooncems have a repair. 
C stated that the rental was less than C other VEH. 
C stated that C was going to go to a news outlet 
C stated that NNA cannol figt.se out ooncems, so C wil go to OLRSHP tomorrow. 
C stated that this is not the last time RCAS has heard frc,n C . 
RC= t.lldefstood and apologized. 
RC= stated that C would need to oontinue to wor1t with the OLRSHP until the repair is availallle. 
Ceodedcall. 

Created By:~ (21612018 5:16 PM) 
""Noting frc,n 01126-· 

✓ RC= received an email from OTS-Tony. 
DTS stated that if concern can or cannot be duplicated. there is no fix for the concern. 
DTS stated that concern is under review, with hopes of having a repair by the end of February. 
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✓ Created By:~ (1126/2018 3:46 P~ 

~g~ ~~~~ .:1
::; : !!£&£quality and training purposes." 

RC-T stated that appointment with DTS is 02/07118. 
RCAS-HT asked n that wa1<ed for c. 
C confirmed. 
C stated that VEH was at DLR. 
RCAS-HT asked n C was provided VEH. 
C confirmed. 
C asked for ETA on update. 
RCAS-HT stated that RCAS does not have ETA. 
RCAS-HT apologized. 
Call ended mutuaDy. 

Created By: Haley Tate (112512018 9:16 AM) 
✓ ~Prior to ca11-

RCAS-HT re<eived a VMX from C, Wed 1124/2018 9:23 AM, stating Iha! C just got back from vacation. 

✓_ ~~~~~a~~y~ ~~.;'.~~d~:~el and CC'd FOM.Josh advising of internal relliew with TL-Lesley. 

Created By:~ (112412018 4:52 PM) 
RCAS-HT pjaoed outbollld call to C ®lllill!!J!! 
RCAS-HT ADVISED "This call may be recoroeo ro, quality and training purposes." 

RCAS-HT stated that RCAS has put in for DTS to inspect VEH. 
C thanked RCAS-HT • 

.,. RC-T asked aboot stalling. 
C stated lhal VEH would stop and rev up. 
C stated that C would lose p<:Nlef steering and the VEH would shut off. 
C stated that C would have rum VEH back on. 
RCAS-HT understood. 
C stated Iha! DLRSHP told C that the common denominator is electrical railroad track. 
RCAS-HT stated that RCAS wil document Iha! for C. 
Call ended mutualy. 

Created By: Haley Tate (111912018 5:12 PM) 

✓ ~g~ ~~~~ .:1
::; : !!£& 1£ quality and training purposes. 

RCAS-HT advised Iha! RCAS was reviewing for DTS. 
RCAS-HT advised C to cal for any questions or concerns. 

Created By: Haley Tate (111812018 4:00 PM) 

✓ ~g~~:~VM~g~~i:.o !!£11 
RCAS-HT stated that RCAS wanted ask C more questions regarding C's concern. 
RCAS-HT requested a cal back. 

✓ ~~~~~ ~~i~~5; .:Jesting earliest availability and stated C's concerns. 

Created By: Haley Tate (11171201810:18 AM) 
RCAS-HT plaoed an outbound call to SM-Daniel @ 
RCAS stated that C is ve,y unhappy. 
RC~ stated that case was reviewed, and ooncems seem to relate to CVT or engine. 

Sm stated Iha! the DLRSHP ran all OTC test with the VEH and no codes forengineortransmissionwas pulled. 
SM stated that SM initially thought the concems were related to transmissaon or engine. 
SM stated that DTS-Tony Panno was involved. 

✓_ SM stated that DTS advised of coocems actively being reviewed by enginee<ing. 
SM stated that DTS cannot reach DLRSHP for 3 more weeks, due to schedule . 
SM stated that SM can run data, but can only record so much at time. 
SM stated that that n data cannot dupicate, there is no repair. 

RCAS-HT thanked SM for the information. 
RCAS-HT stated that RCAS wil cootact DTS. 

Call ended mutualy. 

✓ ~~~~~:~t~J.1AM) 
Created By:~ (1116/20181 :38 Pi 
RCAS-HT plaoed outbollld call to C @llll!!J!! 
RCAS-HT ADVISED "This call may be recor ro, quality and training purposes." 
RCAS-HT stated that RCAS has been reviewing case. 
RCAS-HT due to the characteristics being related to CVT, RC~T recommended that C take VEH back to the DLRSHP for further diagnosis. 

C stated that C already done lhal 

✓_ g = ~=;'st ':c~ ~ 9::'~=r deparlmen~ eve,ything -
C stated that RCAS does know what RCAS-HT is dor,g. 
RCAS-HT stated that RCAS is not mechanicaly inci ned. 
RCAS-HT stated that RCAS does rely on information from the DLRSHP. 
RC-T stated that technical resources will be involVed with VEH. 
C stated Iha! C has nothing else to say. 
C stated that C will go to the DLRSHP. 
Ceoded call. 

Created By: Haley Tate (1116/2018 9:14 AM) 
✓ RCAS-HT sent an email to SO-David and and SM-Daniel stating that concerns are not FEB. 

RCAS-HT stated that C wil be directed back to the DLRSHP and a tech line case needed to be opened. 

Created By: Dakota MsGce99f (1/15/2018 4:59 PM) 
✓ •--•ARBS notes transferring case to RCAS for further handling'"" 

ARBS notes to RCAS: please work with tedlline and/or DTS to furthe< address Cs concerns 

✓ ;;;:~"!~~ 1~::a,:~c:,,,r,~~~f:~:: ~s::MI 
Created By: Dakota McGregor '111512018 4:55 PM) 
IIR-FEB-CST 

✓ ;~:~~~~~ =~~~512018 4:54 PM) 

✓ Created By: Dakota McGreQOf 1111512018 4:54 PM) 
(860)- ARBS pjaoed outbound to C 
ARB~ had time to speak to ARBS 
ARBS verified and completed partial probe 

C states that when C brought Cs veh in to DLR C brought for a CVT concern 
C states that Cs DLR informed that !root camera informed that sensed a potential frontal coltis,on recently, then DLR focused on FEB 
C states that on Decembe< 20th is when C brought to DLR for some concerns 

C states has had 2 similar incidents, 3 incidents total 
C states that C was driving the veh 
C states that was going no more than 20 mph 
C states that Cs dashboard had some kind of warning light illuminate, C was uncertain 
C states that there was an uneven dip in the road 
C states is travel ing on uneven cobblestone 
C states in a downward slope 
C states that RPMS in the Yeh suddenly went high in the veil, and the veh stalled 
C states that had vibration going through the veil 
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C states Illa! as is crosmg rairoads Ille \/ell would stop C<l«C)letely, engine shutting off, lllen Ille RPMS would rev high 
C states that does not happen every time C drives in the same area 
C states Illa! DLR kepi inspecting tor potential FEB coocems 

C states regarding 3rd incident 
C states that was driving on roads under cons1nJction 
C states Illa! part of Ille road had been dug up 
C states that did not ever get into an accident in any of the incidents 
C states Illa! DLR informed Illa! could not duplicate any concerns fo, Cs veil 
C states Illa! regarding most recent incident Illa! DLR informed Illa! engine overtorqued and caused Ille \/ell to tum off 
C states Illa! DLR gave Cs keys back and told C to contact DLR ii happens again 
C states Illa! Chad reported coocems on 12/20/17 and still has had no resolution 
C states Illa! C was told by DLR Illa! Ille issue is a national issue 'MIil FEB lllal Nissan does not have a fix for 
C states Illa! C will keep trying to escalate Ille ooncem and is oohappy 'MIil info provided by DLR 
C states Illa! C is slil wil ting to WOl1t with Nissan 

ARBS informed that relating to Cs concerns provided to ARBS, Cs concerns seem related to Engine Of transmission 
ARBS asked C has C ever had any coocems will1 FEB 0, Illa! is related to FEB 
C states no and Illa! DLR was always occupied with FEB though and inlormed Illa! front camera may have so,ne concerns also 
C states that C is not technicaly trained 
ARBS understood 
•ARBS reviewed case with ARBS SD 

ARBS informed Illa! for Cs concerns Ille regional department would currently be in Ille best position to assist C 
ARBS informed Illa! RCAS-HT would be wo,i<ing lur1her with C and DLR lo address Cs cocnems 
ARBS infonned that Regional department does have access to tools and resoll"ces to help DLR address a CS concerns 
C understood 
ARBS informed lllat C would receive a calbacl< no later lllan close of business 01/16/18 
C agreed 
ARBS offered fll1her assistance 
Cdeclined 
ARBS lllanked C 
C thanked ARBS 
Call ended mul\Jaly 

Created By: Dakota McGrego< 11/15/2018 3:13 PM) 
✓ ARBS RECEIVED CASE, UNDER REVIEW, VERIFY PROBE ------ .. . 

Created By: Samantha Dixon (1/15/2018 2:25 PM) 
IIR rejected- In Ille Quiel< De5a1>tion o, Summary of Incident on Ille IIR p<-Ille allegation of defect is not clear on what Ille custo,ner is alleging failed on Ille \/ell. Please correct and resubmit. 

Created By: Samantha Dixon (1/10/2018 11:19 AM) 
• C is having concerns with FEB. 

Created By: Haley Tate (1/10/201810:47 AM) 

~g~ e=1~a:, 
1~ ! iiiiiii fad •. phone#, VEH model/model year, mileage 

RC= CHECKED lo, open recal s/carll)8igns and follld: 0 
Previous UNRELATED Case(s) FOllld: 0 
Previous RELATED Case(s) Found: 0 
RC= ADVISED "This call may be recorded for quality and training purposes." 
RC= verified concern. 

C stated Illa! C had 3 incidents. 
C stated that incident happened twice in same area, where there is a dip in the road before the rairoBd tracks. 
C stated Illa! Ille VEH is sensing a w lision with Ille dip and railroad traclts. 

✓ C stated Illa! Ille VEH stalls and will not move. 
RCAuff apologized for concerns. 
RC= stated that NNA engineering is working di igently fo, a resolution. 
RCAuff asked C how C wanted NNA to be in\Kllved. 

C stated Illa! NNA should not be making custome(s decide what lo do. 
C stated Illa! C is concerned tor C's safety. 
C stated lllat C NASA could a man on Ille moon faster in 1960 than NNA can resolve FEB concerns. 
C stated Illa! C wanted VEH to be filed ..--1emon law or a free loaner VEH. 
RC= apologized. 
RC= stated Illa! coocems wil be documented. 
RCAS-HT stated C 'MIi received a call no later than Monday. 
Call ended mul\Jaly. 

✓ ~~~~~~~~~~~~J18 4:27 PM, requesting a call back. 

Created By: ~ (1/9/2018 4:22,:U_ 
✓ ~g~~:~VM~g~~i!.,..... 

RC= requested a call back. 

Created By: Haley Tate (1/9/2018 3:08 PM) 
RC= placed an outbound call to SM-Daniel @ 
RC= asked about C's concerns. 
SM stated lllat DTS is aware of coocem. 

✓ SM stated Illa! coocem happened in specific location. 
SM stated lllat engineering is WOl1ting oo a update. 
SM stated Illa! C is upset Illa! lllere is no ET A. 
RC=undefstood. 
Call ended mul\Jaly. 

Created By: Christina Salutari (11812018 2:36 PM) 
-CASE SUMMARY-
CRR-CS fo,warding case to RCAS tor lur1her review 

Best Contact# (860)-

- Created By: Christina Salutari (11812018 2:36 PM) 
CRR.CS VERIAED Account Into including: C's name, ho,ne & email address, phone# & best contact# 
CRR.CS VERIAED Veil Into including: VIN#, Current Mi eage, Warranty 
CRR.CS CHECKED for open recals/canl)8igns and follld: 0 
CRR-CS CHECKED lo, previous UNRELATED Case(s) and found: 0 
CRR.CS CHECKED for previous RELATED Case(s) and IOllld: 0 
CRR-CS NOTED concern is: FRONT END CAMERA 
CRR.CS received inbound cal from C 

C stated DLR rero,, , , ,..lded C cootacts Nissan CA lo file a fo,mal COITC)laint about VEH 

CRR.CS asked what ooncem C is experiencing with VEH 

C stated C is one of Ille 5 reported person nationwide regarding lllis concern 
C stated the front end camera is sensing a front end collision causing the VEH to stall 
C stated lllis has happened 3 times now 
C stated C has lost confidence driving Ille VEH 
C stated C is almost lool<ing to trade Ille VEH in 

CRR.CS IMlderstood and stated lllis is definttefy a unique concern 

C agreed 
C stated C lolleS Ille VEH but does not have any oonfidence left willl driving Ille VEH 
C stated C expects Ille DLR to provide C a free rental VEH until this situatioo is resolVed 

CRR.CS IMlderstood 
CRR-CS asked which DLRSHP C has been working with 

C stated CREST NISSAN OF FRISCO 
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CRR-CS stated CRR-CS has documented C's concern today 
CRR-CS stated CRR-CS wil forward the case to a Regional Specialist lor further review 

C understood 

CRR-CS stated a Regional Consumer Affairs Speaalisl will review the case and contact C regarding concern before end of business day 1/912018 

C understood and accepted 

CRR-CS asked n there is anything else CRR-CS can assist with today 

C declined and appreciated the assistance 

CRR-CS provided C with Case -
CRR-CS thanked C for cali ng ~wished Ca g-eat day 

Call ended mutualy. 
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Case Categorizations 

Action ~ ~ # Cat"90')'0escription 

INTERIOR 
ELECTRICAL 

Subcalegory llescopticn 

FORWARD E'-£RGENCY 
BRAKING (FEB) 

Symptom Oescrip6on 

POOR OR IMPROPER 
OPERATION 

Case Categorizations Hetp 

Major Component Code Calegofy Date Symptom Code CateQCM"Y Code Subcategory Code Concern Code 

Forms 

Action Form -A Back To Top 

Request Type 

IIR 

26 

CteatedBy 

Haley Tate 1/10/2018 10:39 AM 

Nways show me more recoros per related list 

1/15/2018 YX AV 

Copyright© 2000-2020 saleslorce.com, inc. Al rights reseM!d. J 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) 

-Show Feed 

Case Detail 

Account Name 

Contact Email - -Letter Se-nt Date 

Letter Received Date 

Follow Up Date 311/2018 

Supporting Documents 

CA Muttiple Repairs ✓ 
Social Media Involvement 

Martiz Custome< Id 

Case O#nH location Murfreesboro 

Texting Status 

Case Reopen Count 1 

Description UR- FEB-EST 

Call Script 

Who contacted u.s? Consumer 

I Vehicles Owned 2 
Vd'liele Purchased New 

Pre-Owned Initial Mileage 

Current Mileage 15,000 

Incident Codes - IIR REQUIRED 

lncidef'lt Date 

Sent to legal 

Accident 

Asbag 

Fire 

IIR lndic.ator 0 

IIROate 

HR 

Vehicle Information 

Vehicle SN1AT2MV9H• 

Model Year 2017 

Make NISSAN 

Model Line ROGUE 

Model Code 22617 

Dealer Detai l 

ease Servicing Dealer SMITHTOWN NISSAN 
Case Servicing Dealer Region Northeast Region 

Bluetooth 

Related Items 

Responsible District 07 

SharedWrth 

Phone Carrier 

Phone Manufacturer 

Reported From 

Issue Categories 

Approwd Ched< Reques1s $0 .00 

Customize Page I Printable Vrew I Help for this Page 

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

J Reopen Case 11 Clone Closed Case J 

Case Owne< ■ Lakisha Benedict 

Type CA 

Case Origin Phone 

Executive Refenal 

Exee>Received-Oa.te 

Status Closed 

Datelrme Opened 1/10/2018 12:32 P M 

Date/Tome Closed 311/2018 2:31 P M 

Multiple Repairs No 

Executive Summary 

Executive Actions To Resolve 

Vehicle Maintained Location Srmhtown Nissan 

Previous Repai.r Date 

Previous Repair Location 

Related Vehicle Make Nissan 

XTIME Appointment Numb« 

Rollowf' 

Property Damage 

Injury letter 

Nootber Injured 0 

RHR Started 1/11/2018 

RHR C«npleted 211/2018 

Customer Document Requested 

Date Requested 

Customer Document Received 

Date Received 

Part Numb« 1 

Beyond Basic Warranty Miles 1 O 

Beyond Basic Warranty Months1 

Beyond PT WalTal'lty Miles1 0 

Beyond PT Warranty Months 1 0 

Data Net 

Datanet Deal« Date 

Oealff Instructions Customer Contact 

Requested Dealer Action Please review. 

Bluetooth Ticket Status 

Phone Model 

Phone Operating System 

Goodwill Offered 

VCAH 

Goodwill Processed 0 

Vehicle Service Contract 

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

Hot Alert Date 

LS Response rime 

Vert>atims 

Alert Trigger Verbatim 

Survey Verbatim 

Deale< Action History 

NNA Notes 

Customer Conversation Notes 

DTS Inspection 

Contact Name 

Home Phone 

WOfitPhone 

Mobile Phone 

Email 

Attemate Email 

OTS Inspection Date OTS Inspection Date Confirmed? 

DTS Request Type Notes for OTS (Vehicle Concerns) 

Inspection Time/Notes Appointment Time: 

System Information 

Subject 

Created By 

Last Mocfrfied By 

Notes to Agent 

CUSTOMER:­
SN1AT2MV9~ 

Brenda Crown 1/10/201812:32 PM 

NNAill, 12/10/2018 10:45 PM 

Case Record Type CA Oosed Case 

Days Closed 824 

Action c- NT8G 

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

Agent Comments 

Agent Comments IIR. 
#RHR 

Agef'lt Next Step 

VIN: Root Cause 

Root Cause Code 

Root Cause Code (2) 

Document ID 

I Reopen Case 11 Clone Closed easel 
Case History 

311/2018 2:31 PM 

2/26/2018 4:48 PM 

2/15/201811:33AM 

2/12/2018 2:42 PM 

MPie(mgre . 1~ 

Case Comments 

Pubic Conwnent 

Use< 

I akiaha 6en@dict 

Mwttta Soott 
Lakisha Benedict 

I akiaha 6eoes1ict 

Created By~ I aki3ba Rsmedict (311/2018 2:31 PM) 
ARBS-kb conlacted the customer. 

Action 

Changed S1atus from Open to Closed. 

Closed. 

Changed Follow Up Date from 2/20/2018 to 31112018. 

Changed Follow Up Date from 2/15/2018 to 212012018. 

Changed Follow Up Date from 219/2018 to 211512018. 

SCIN 

ARBS-bk advised the c that Njssan North America reviewed the cs case & Nissan North America is not in the position to repurchase the customers vehicle at this time. 
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Case History Help 

Case Comments Help 

ARB5-kb advised the c that the c is more than welcome to stay in the loaner vehicfe until an update is available; however the dealefship & OTS was unable to verify that there is a concern with the vehicle. 

I C/s that the c will pick the cs vehicle, and & return the loaner vehicle. 

• 

ARBS-kb asked the customer if the customer had any othe< questions. 

Cls that the c does not have any other questions at this time. 

ARBS-kb thanked the C & the call ended. 

Created By: Lakisha Benedict (311/20181:42 PMI 
ARBS-kb conlacted the dealership. 
ARBS-kb Sl)(l«e with the SeMce Director Andrew. 
ARBS-kb advised that ARBS wanted to follow up with the dealership to make sure the<e is no updated infamation befo,e ARBS reached out to the customer. 
ARBS-kb was advised that there is no new information at this time. 
ARBS-kb was advised that from the SeMce Oireciors understanding Nissan was buying the vehicle back . 

ARBS-kb advised that ARBS did nol advise the customer that Nissan was buying the vehicle back 
ARBS-kb advised that the customer was advised that Nissan was not buying the vehicle back; however ,t the customer is concerned that Nissan will allow the customer to stay in the loaner vehicle until there is a bulletin 
put in place. 

ARBS-kb advised that ARBS will reach out to the customer and reijerate the denial. 

ARBS-kb was thanked by the c & the cal ended. 

Created By: Lakisha Benedict (311/20181:18 PMI 
ARBS-kb reviewed case with Se,jor Planner-SG & SeoiO< Planner-FD. 
ARBS-kb verified that currently there is no updated infamation regarding the concern that the customer has at this time. 

ARB$-.kb will continue with Nissan North America is not in the position to offer repurchase of the customers vehicle at this time. 

;~~~~;a·:r~ ~~~t=~~, on 02/26/2018 at 4:12pm. 

ARBS-MS stated that A~ has been out of the office. 
ARBS-MS stated that once ARBS-LB rettrns to the office, contact will be made with Customer to discuss case furthe< in detail. 

Customer stated that this has been going on lor"""' a month. 
Customer stated that CUstomer does nol want this Rogue. 
Customer stated that CUstomer W<l<lts lor Nissan. 
Customer stated that CUstomer knows this is an issue. 
Customer stated that CUstomer will go to an attorney and will go to the news. 

https://nissanna.my.salesforce.com/5000G00001NRK.jzQAH 6/2/2020 



I 

~ Salesforce - Unlimited Edition 

ARBS-MS stated that what Customer chooses to do is completely up to CUstomer. 
ARBS-MS stated that as of 02/15/2018, the repurchase was denied. 
ARBS-MS stated that ARBS-lB will be able to ~ at case again upon retool to the office. 

Customer asked ARBS-MS when that will be. 

ARBS-MS stated that ARBS-MS is hoping tfvs week. 

Customer stated that ij Nissan doesn't want to buy this vehicle back, Customer will go to an attorney. 

ARBS-MS stated that ARBS-MS will not be changing ARBS-lB initial decision to deny repurchase. 
ARBS-MS stated that Customer can speak with ARBS-LB ooce ARBS-lB returns to the office. 
ARBS-MS stated that Customer wil remain in the loaner vehicle until otherwise indicated by ARBS-LB. 

CUstomer thanked ARBS-MS. 

Call ended mutuaBy. 

Created By: Mark~a Scott (212612018 4:11 PM) 
ARBS-MS placed outbound cal to Smithtown Nissan on 02/26/2018 at 4:00pm and spoke with ~ im. 

ARBS-MS aslted SA.Jim for an update on vehicle. 

SA-Jim stated that vehicle has not been touched because Dealership was wait.lg on direction from NNA. 
SA.Jim stated that CUstomer has been in a loaner vehicle for 32 days. 

ARBS-MS stated that the direction was for the Dealership to test drive the vehide in an attempt to duplicate the concern➔ 
ARBS-MS stated that the recommendation would be to drive the vehicle around the areas that Customer has expressed the concern happening in. 
ARBS-MS aslted SA.Jim when the last recorded test drive was. 

~ im stated that SA.Jim does not know that information. 
~ im stated that SM-Mike will be back on 03l05/2018. 

ARBS-MS understood. 

Call ended mutuaBy. 

Created By: Jagpreet Singh (2/26/201810:06 AM} 
CRR.JS VERIFIED C's, name, address, phone, e-mail 
CRR.JS VERIFIED VEH Info including: VIN#, CUrrent Mileage, Warranty & Service History 
CRR.JS CHECKED tor open recalls/campaigns and foond:0 
CRR.JS CHECKED for previous UNRElATEO Case(s} and follld:O 
CRR.JS CHECKED previous RELATED Case(s} and found:-

CRR.JS NOTED concern is: Case Update 

CRR.JS received inbollld call from C 

C Stated is calting to get the case update 
CRR.JS Advised will send internal email to contact ex ASAP 
C agreeded 

CRR.JS provided C with agent ID and case number 
CRR.JS noting C oontact no :5165780841 

Call ended mutualy 

Created By: Lakisha Benedict (2/15/201811:33 AM} 
ARBS-kb contacted the dealership. 
ARBS-kb spo«e with the Service Manager-Mike. 
ARBS-kb advised that ARBS wanted to let the Service Manager know that ARBS is reviewing the customers case, and is in the process of trying to verify the next steps with the customers vehicle. 

Page 3 of 7 

ARBS-kb knows that the OTS & the Oealefship was unable to verify the ooncems with the customers vehicle; however ARBS would like for the dealership to keep the customer in the vehicle until furthef notice from 
ARBS. 

ARBS-kb advised that once ARBS has new information regarding the case ARBS will follow up with the Service Manager. 

ARBs-kb was advised to reach the SErvice Manager via emai or phone as the assistant service manager is not invotved in theses sort of cases. 

ARBS-kb was advised that the will allow ARBS to follow up with the case. 

ARBS-kb thanked the Service Manage( for the service Managers time & the call ended. 

Created By: Lakisha Benedict (2/12/2018 2:41 PM) 
ARBS-kb contacted the customer. 
ARBS-kb advised the c that ARBS was reaching out the c regarding the cs case. 
ARBS-kb advised that ARBS wanted to advise the c of Nissan's pceition regarding the request for repurchase. 
ARBS-kb advised that Nissan North America is not in the position to offer repurchase of the customers vehicle at this time. 
ARBS-bk advised that ARBS is wH ng to alk>w the c to stay in the rental vehicle to allow the dealership to continue test driving the vehicle to determine if there is any ooncems. 

C/s that the c is in a rental & that the c is wiNing to alow Nissan to continue to look at the cs vehicle. 

ARBS-kb thanked the C & the call ended. 

Created By: Lakisha Benedict (2/12/2018 2:30 PM} 
ARBS-kb contacted the dealership. 
ARBS-kb spo«e with the Service Recepoc.-.st-lGm. ARBS-l<b was advised that all Service Advisors is with a customer. 
ARBS-kb was advised that the Service Manager was not available as well. 
ARBS-kb thanked the rep & the call ended. 

Created By: Tyson Ricker (2/12/201812:44 PM) 
CRR-TR VERIFIED Account Into including: C's name, home & email address, phone# & best contact# 
CRR-TR CHECKED for previous UNRELATED Case(s} and found: 2 
CRR-TR CHECKED previous RELATED Case(s) and found: 0 
CRR-TR NOTED concern is: CASE UPDATE 
CRR-TR received inbound call from C 

C stated C lool<ing tor update oo Case as C has yet to hear back from RCAS fur some time 

CRR-TR offered to send case owner an emai to give Can update 

Cagreed 

CRR-TR aslted CW C required ft.rther assistance 
C declined 
CRR-TR provided C with Case#:­
Call ended mutuaBy 

Created By: Lakisha Benedict (2/7/201811:15 AM} 
ARBS-kb reviewed the case with Senior Planner-SG. 

Created By: Lakisha Benedict (2/6/2018 3:11 PM) 
ARBS-kb reviewed case with Senior Planner ~IR-FO. 
ARBS-kb was advised by Senio< Planner-FD to review case with Senior Pt--SG. 

Created By~ I aki3ha Rsmedict (2/6/2018 3:06 PM) 
ARBS-kb note the following RHR review 

:~~~~:::::=~~=~HR--
~~~()~~~~~~ £j£j £A I EM GETS NO RECEPTIO~ Technician drove vehicle with stereo on both AM and FM frequencies. No defects lound al this time. 

https://nissanna.my.salesforce.com/5000G00001NRK.jzQAH 6/2/2020 



~ Salesforce - Unlimited Edition Page 4 of 7 
12/02/17-Mi eage:12,563--
1.CUSTOMER REPORTS~ OR ABS EVEN WHEN ABS NOT ACTIVE--Nothing found at this time. 

~~~::NI~~~~~;~~~ I£§ &Mk L ~STEM, AND CHECKED FOR COOES.--NO DEFECTS FOUNT. RADAR FREE OF DEBRIS AND NOT DAMAGED CUSTOMER NO DEFECT FOUND AT THIS TIME 

~~t!~~~ ~Jl!J J!£JJ,cy braking oonc~nable to ~ icate 

Created By: Lakisha Benedict (2/612018 3:04 PM) 
ARBS-kb contacted the dealership. 
ARBS-kb spoj(e with the Service Writer- Jim 
ARBS-kb requested infamation regarding the case. 
ARBS-kb advised that ARBS would like to 1/efjfy why the vehicle is currently at the deale<ship. 
ARBS-kb was advised that the customer is refusing the pick up the vehicle. 
ARBS-kb was advised that the dealership has had the customer in a vehicle since 1-10-18. 
ARBS-kb was advised that the DTS was unable to verify a concerri. 
ARBS-kb was advised that the dealership found no codes, an was l.ll8ble to 1/efjfy with several test drives. 
ARBS-kb notes there is no techline case created. 

ARBS-kb requested the dosed RO. 
ARBS-kb thanked the SW~im, and the call ended. 

Created By~ I aki3ha Rsmedict (2/6/2018 2:31 PM) 
ARBS-kb note the infamation 00 the RHR is not COITect. 

• ARBS-kb note the vehicle only currently has 15,000 mies. 
ARBS-kb sent task to agent advising that the RHR is not 001Tect for this case. 
ARBS-kb note pending agent correcting RHR for review. 

Created By~ I aki3ha Rsmedict (2/612018 2:21 PM) 
ARBS-kb note that the RHR is incOITect: 

ARBS-kb note last entry@2:17 pm. is inC01TecL 

Created By: Lakisha Benedict (2/612018 2:17 PM) 
ARBS-kb note the following RHR review: 
ARBS-kb note the following STATE: NY 

ARBS-kb note previous HR 

511/201~ Mi eage:22,727- R~ Days down-5 
1. CUSTOMER STATES PAS~ REAR TIRE LOSING AIR CHECK AND ADVISE---lNSPECTED AND FOUND TIRE TO HAVE DAMAGE TO SIDEWALL NEC•ESSARY TO REPLACE TO RESOLVE 999XX­
TIRES REMOVED AND REPLACED PASSENGER REAR TIRE AS PER GOODWILL REPAIR ACTION . TREAD DEPTH 8/32NDS DOT NU MBER PS62 34C 2913 
2. CUSTOMER STATES NOTICED CLUNK OVER BUMPS CHECK AND ADVISE--VERIFIED CONCERN FOUND NOISE TO BE COMING FROM FRONT STRUT AREA 54010-lSHOA AS PER NTB1~ B , 
INSTALLED STRUT BEARING SPCAERS TO CORRECT 

6/2/201~ Mi eage:23,201- R~ 
1. CUSTOMER STATES lUR~ S & PARKING LIGHTS INOP TEST DROVE VEHICLE MULTIPLE TIMES ON NORMAL STOP AND GO TRAFFIC,UNABLE TO DUPLICATE CONCERN,CHECKED FOR 
CODES,NONE FOUND,INSPECTED IPDM CONNECTIONS OK NO CORRECTIONS AT THIS TIME DUE TO===== UNABLE TO DUPLICATE CONCERN 

12/12/201~ Mieage;38,029- R~ 
1.CLIENT STATES CLUNKING ~EN GOING OVER BUMPS. 
2.CLIENT STATES STEERING WHEEL IS NOISY WHEN TURNING. 
3.CLIENT STATES BLU ETOOTH WILL RANDOMLY PULL UP CUSTOMERS PHONE INFORMATION THEN SCREEN GETS STUCK AND WILL NOT RESET UNTIL CAR IS RESET. 
4. CLIENT STATES CENTER CONSOLE IS VERY SQUEAKY. 
5. CVT REPROGRAM NTB1f>069 F PERFORMED RECALL NTB1f>069 REPROGRAM TCM SHOWN IN BULLETIN AND NOW EVERYTHING WORKS AS DESIGNED 
6. SENTRA OCS NTB16-0~PERFORMED RECALL NTB16-053 AND INSTALLED BRACKET AND REPROGRAM ACU AND OCS AS SHOWN ON BULLETIN AND NOW EVERYTHING WORKS AS 
DESIGNED 

4128/2017-Mi eage:44,729- R~ 
1. C .S THE MIDDLE CONSOLE~NG FOUND EYE GLASSES RATTLING, REMOVED GLASSES AND RETEST OK AT THIS TIME 
2. C.S THE BLUETOOTH IS NOT CONNECTING USED PERSONAL PHONE AND CONNECTED WITH BLUETOOTH OPERATION OK 
3. C.S THE STEERING WHEEL IS NOISY WHEN TURNING ON INSPECTION VERIFIED CUSTOMER COMPLAINT, WHEN lURNING STEERING WHEEL COULD HEAR RUBBING NOISE IN SHOP BAY FOUND 
RUBBING NOISE COMING FROM BOTTOM OF STEERING COLUMN DUST BOOT LUBE BOOT AND RETEST OK AT THIS TIME 
C.S THE CAR IS MAKING CLUNKING NOISES WHEN GOING OVER BUMPS ON TEST DRIVE WHEN TURNING WHEEL AND GOING OVER BUMPS COULD HEAR CLUNKING NOISE COMING FROM STRUT 
MOUNT AND STRUTS, REPLACED FRONT STRUTS AND MOUNT, PERFORMED ALIGNMENT AND RETEST OK AT THIS TIME 

5113/2017- Mi eage:45,130- R~ Days down-12 
1. C.S THE CAR IS LACKING ~EN TRYING TO Accetera~N INSPECTION VERIFIED CUSTOMER COMPLAINT, ON TEST DRIVE COULD FEEL TRANSMISSION JUDDER ON ACCELERATION 
AT 20-30mph, IN SHOP BAY FOUND NO CODES, CHECK CVT A AND B AT 0, CHECK MISFIRE COUNT AT 0, CHECK FLUID LEVEL OK, FLUID DISCOLORED AND HAS SLIGHT BUNT SMELL, CHECK 
CONNECTORS AND HARNESS OK, CALLED TECH SU PORT AUTHN0518173467047 REPLACED CVT ASSY, AND RETEST OK AT THIS TIME 

11/18/2017-Mieage:54,320- R~ Daysdown-11 
1. C.S THE CAR IS LACKING ~--WAS ADVISED BY PCC TP PERFORM NTB17-041. REPLACED PCV FOR UPDATED PART. PERFORMED ENGINE REPROGRAM. TEST DROVE VEHICLE TO 
VERIFY PROPER OPERATION. 
2. C.S THE CAR JUDDERS UPON ACCELERATION . REPLACED PCV AND REPROGRAMMED ECM PER NTB16-086. AFTER APPROVAL= ====== REPLACED CVT ASSY. CLEANED AND INSPECTED OIL 
COOLER, FILLED AND CALIBRATED TCM. TEST DROVE VEHICLE TO VERIFY PROPER OPERATION. 

12/8117 Mleage: 55,07--R~ 
1. Customer states vehicle has lll!llffl power which seems to get better when turning off the lights or the radio 

Created By:~ (2/612018 7:54 AMI 
RC= pjaced outbollld call to C .,1 
RC= ADVISED "This call may be recor TO< quality and training purposes." 
RC= informed C that the case is still -review. 
RC= stated that RCAS-KW wil be in contact with C to provide an update. 
RC= stated that RCAS-KW would follow up with C no later than Friday 02/16118. 

✓ C lllderstood. 

RC= asked tt C had any questions. 

C stated no. 

RC= wished Ca good day. 
Call ended mutuaBy. 

Created Bv, Kyra WaHop (2/112018 9:48 AM) 
RCAS-KW pjaced outllollld call to Smithtown Nissan. 

✓ RCAS-KWspoke toSD-Andrew. 

SD stated that VEH is still there and RO is stil open. 
SD stated that C wa1ts at the DLR in the Show Room and is refusing to drive VEH. 

Created By: Kyra Walton (2/112018 9:46 AM) 
✓ RCAS-KW pjaced - call to C ........ . 

RCAS-KW left VMX for C in regards to case ana reaerating NNA is stil reviewing RHR. 
RCAS-KW setting follow up for 2/6118. 

Created By: Kyra Walton (2/112018 9:45 AM) 
RCAS-KW pjaced - call to C 0, 

RCASH<W advised this cal is being monnorea ror quamy and training purposes. 

~ ~g= =j :"J :~: ~!,y currently being reviewed and there is no current update oo the RHR. 

Call became fuzzy and RCAS-KW was unallle to ..--stand C. 
RCAS-KW stated "Hel o" multiple times and did not receive a response. 
RCAS-KW terminated the cal. 
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Created By~ Nicki Raaor (2/1/2018 9:07 AM) 
ORTS received the RHR. The RHR was assigned to ARBS Lakisha Benedict for review. 

Created By: Kyra Walton (21112018 8:51 AM) 
✓ RC= previously submitted RHR oo 1122118. 

RC= resullmitted RHR oo 211118. 

Created By: Bridget Zapadinsky 11/3112018 12:13 PM) 
CRR-BZ RECIEVED inbound call from C 
CRR-BZ VERIFIED C's full name, maiing adcttess, phone number & email 
CRR-BZ CHECKED & ADVISED C of open recalls/campaigns: 0 
Previous RELATED Case(s) Found: 0 

C stated C was looking for update oo case as C has neve, been oontacted before 

CRR-BZ advised C that RCAS contacted C 25t11 & 29t11 regarding case 
CRR-BZ advised C that case is still being investigated 

C inquired tt C can speak with RCAS now 

CRR-BZ trans/erred C to RCAS line 

Call ended motualy 

Created By: Kyra Walton (112912018 8:00 AM) 

✓ RC= placed outbound call to C 001••··· RC= left VMX for C advisilg C lllat NNA IS SOIi reviewing RHR. 
RC= setting follow up for 211118. 

Created By: Kyra Walton (1125120181 :24 PM) 
✓ RC= placed outbound call to Coo ••••• 

RC= left VMX for C statilg RHR is su, currenuy oeing reviewed. 
RC= setting follow up for 1129118. 

Created Bv: Kyra Wattop (11231201810:18 AM) 
✓ RC= received fax from Slrillltown Nissan willl Open RO. 

RC= attached Open RO to case for furthe< review. 

Created By: Kyra Walton (1123/201810:07 AM) 
RC= placed outbound call to Smithtown Nissan. 

✓ RACS-KW spoke to SA~im Illa! is cmentty working oo case. 

~::~:~Sikd 
I g~e;~~!r~:iftet~~'!l:0&~~~~ t:~kas Lakisha Benedict t« review. 

Created By: Kyra Walton (11221201812:08 PM) 

✓ ~g= ~:~a~~~ :.!t Uk! Hi! U .. ,Uy revie'mg Ille case. 
RC= setting follow up for 1125118. 

✓ Created By: Kyra Walton (11221201812:06 PM) 
RC= sent emai to SM-Mike and SD-Andrew requesting Open RO to attach to case. 

Created By: Kyra Walton (11221201812:06 PM) 
✓ RC= placed outbound call to Smithtown Nissan. 

✓ 

■ 

✓ 

RC= left VMX for SM-Mike requesting Open RO to furtller review case. 

Created Bv: Kyra WaHop (111812018 3:51 PMI ~g= ~~ed ~ ;~!/~gen:,.!££ di£ and training purposes. 
RC= informed C lllat C's RHR is currentty beilg processed at this time and RCAS-KW is giving C update cal. 

RC= informed C lllat C's next update will oorne oo 1122118. 

C understood and lllanked RCAS-KW for all Ille assistance. 
Call Ended Mutually. 

Created By: Morgan Robi nson (111712018 10:48 AM) 
RCAS-MR notes RCAS-KW spoke with C on 01115118 and advised C of follow-Op every 3 business days 
RCAS-MR changing follow-up to 01118/18 ~~=v~:= !CJ1~~t~o68,;:30; 1 
RC= VERIAED C's name, home & em,u, a<Jaress, concern, phone 
RC= ADVISED 'This call may be reoorded for quality and training purposes." 
RC= VERIAED VEH Info including: VIN#, Current Mi eage, Warranty & Service History 
RC= CHECKED for open recals/cairc,aigns and found: 0 
RC= CHECKED for previous UNRELATED Case(s) and found: 0 
RC= CHECKED previous RBA TED Case(s) and found: 0 

RC= advised lllat RCAS-KW is C's case manager and point of oontact for C. 
RC= stated RCAS-KW understands that C is having coocems with FEB in VEH. 

C understood and stated yes. 
C stated C does no! feet sate in Ille VEH. 

RC= unde<stood and apologized to C. 
RC= informed C lllat Ille HR decis,on does stiD stand and lllat NNA would not be in position to rel)Urchase based off of HR review. 
RC= undefstands lllat C has stated C feels unsafe in VEH and due to this RCAS-KW can review for RHR. 
RC= informed C lllere is no guarantee that NNA will repurchase Ille VEH and that review takes 10 business days. 
RCAS-KW informed C lllat RC= would follow up with C in every 3 business days with an update. 

C understood and lllanked RCAS-KW for all Ille assistance. 

RC= unde<stood and lllanked C. 
RC= asked C RHR questiorlS: 

• Why do you want to return the vehicle to Nissan North America? 
C stated Chas been having issues with FEB system for a long time and does not feel safe driving Ille VEH. 
• 'Mlere is the vehicle currently? 
Smithtown Nissan 
• Are you currentty in a rental vehicle? 
Yes 
• 'Mlere was the vehicle purchased? 
Nissan of Huntington 
• Was the vetvcle purdlased new or used? 
Leased New 
• Where is the vehicle serviced? 
Smithtown Nissan 
• Has the vehicle been taken to multiple Nissan dealers or fnfiniti retailers? 
Just Nissan of Huntington and Smithtown Nissan 

RC= understood and reiterated RHR review takes 10 business days. 
RC= asked C did C have any further questioos. 

C declined. 
Call Ended Mutually. 

Created By:~ (11151201811:38 AM) 
✓ CRR-VL emailed RC= aboot C's cal and C's request for today call back. 

https://nissanna.my.salesforce.com/5000G00001NRKjzQAH 
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✓ ~i;:i,:~~Xu:Luu(1/15/201811:36AM) 

CRR-VL received inbound call from C. 
ORR-VL VERIFIED ACOOlllt Info induding: C's name, home & email address, concern, best contact# 
ORR-VL VERIFIED YEH Imo induding: VIN# 
ORR-VL CHECKED fo, open recalls/campaigns and fOllld: 0 
ORR-VL CHECKEDtoq,revious UNRELATED Case(s) and found: 1 

g::~t ~~~~~=~~ ~~;;~Case(s) and found--

C stated C has a case with NNA. 
C stated C missed a cal from a representative on Friday and now C called NNA back. 

CRR-VL confrmed RCAS-KW called Con 1/12/2018 and left VMX. 
ORR-VL notified C that RCAS-KW set the lollow up date for 1/16/2018 so C will rece,ve a call back by the end of business day 1/16/2018. 

C inquired if C can speak to R~KW now as C is afraid that C wil miss the phone call again. 

ORR-VL noticed RCAS-KW left RCAS-KW's phone number in the VMX. 

Page 6 of 7 

ORR-VL informed C that ORR-VL wil try to transfer C to RCAS-KW but C may reach voice mail because RCAS-KW may be on the phone with other custome,s. CRR-VL advised C to leave a VMX d lllat happens. 

Cunderstood. 
C inquired RCAS-KW's phone number. 

ORR-VL provided RCAS-KWs phone numbe<. 
ORR-VL infoomed C that ORR-VL wil email RCAS-KW to let RCAS-KW know about C's call. 
ORR-VL notified C that CRR-VL will try to request RCAS-KW to cal C ASM' but it's not a guarantee. CRR-VL informed C lllat C wil be contacted by Ille end of business day 1/16/2018 for sure. 

C llldefstood. 

ORR-VL transferred Ille call to RCAS-KWs phone number. 

Created By: Kyra Walton (1/12/20181 :51 PM) 
RCAS-KW placed outllound call to Con #5165780841. 

✓ RCAS-KW left VMX for C. 

✓ 

RCAS-KW provided C willl case #, RCAS-KW's phone#, and WOO( hours. 
RCAS-KW will follow up on 1/16/18. 

Created By: Kyra Walton (1/12/20181 :38 PM) 
RC~ reviewed case with ARBS in reference to previous case ~ 

ARBS informed RCAS-KW lllat decision by NNA does stil stand where NNA is not in position to rep..-chase/replace YEH as lllere were no manufacture defects to be lound. 
ARBS informed RCAS-KW lllat RCAS-KW can submn fo, RHR review d Casks for RHR. 

Created By: Kyra Walton (1/11/2018 3 :52 PM) 
RCAS-KW placed outboond call to C 00#5165780841. 

✓ RCAS-KWleftVMXforC. 
RCAS-KW provided C willl case #, RCAS-KW's phone#, and WOO( hours. 
RCAS-KW will fojlow up on 1/12/18. 

Created Bv: Kyra WaHop (1/11/2018 3 :17 PM) 
RCAS-KW placed outboond call to Smithtown Nissan. 

✓ RCAS-KW spoke to S~ike. 

SM stated C is having issues with the Forward Emergency Braking System. 
SM stated C is afraid to drive Ille YEH. 
SM stated C is currently in a rental and that SM wil test drive YEH later tonight fo, furthef review. 

Created By~ COU1X:P Patcbeft 11/11/2018 9:29 AM} 
✓ - [CASE SUMMARY] -

CRR-CP sending case to RCAS for possible buy back as C stated that doesn\ feel safe in Ille veh because n just stops on its own and C has a yomg child. 

Created By: Colleen Patchett (1/11/2018 9:28 AM) 
CRR-CP VERIAED Account information induding: Cs name, home & e-mail address, 
phone number & best contact number 
ORR-CP VERIAED YEH Information induding: VIN#, Current Mi eage 15,000, Warranty & Sefvice Histo,y 
ORR-CP CHECKED for open recalls/canl)8igns and fomd: 0 
ORR-CP CHECKED fo, previous UNRELATED Case(s) and lound: 0 
ORR-CP CHECKED previous RElA TED Case(s) and lound:-
ORR-CP NOTED concern is: veh stopping 
CRR-CP rece,ved inbound cal from C. 

C stated C that the veh is in Ille dlrshp again 
C stated Illa! they never got a chance to look at veil yesterday 
C stated lllat there is something willl Ille features lllat detect veh ahead 

✓ C stated that the veh isn\ safe expecially when C has child willl C and doesni want the veh any longer 

ORR-CP asked C n thefe was anyllling else CRR-CP coold assist with. 

Cdeclined. 

CRR-CP informed C lllat Case will be transferred to a Regional Consumer Affairs Specialist who wil contact the C by close of business day Jan 12, 2018 regarding C's concern. 

C llldefstood. 

ORR-CP provided C with agent ID 7319134 and case numbe­
ORR-CP noting C's best contact number i 

Call ended mutuaBy 

Crea ted Bv: HceosH Crowp 11/10/2018 12:38 PM) 
CRR-BC VERIAED Account Info including: C's name, home & email address, phone# & best oontad# 
ORR-BCVERIAED Veil Info induding: VIN#, Current Mi eage, Warranty & Sefvice Histo,y 
CRR-BC CHECKED for open recalls/canl)8igns and found:O 
ORR-BC CHECKED for previous UNRELATED Case(s) and lound:O 
ORR-BC CHECKED previous RElATED Case(s) and lound: 0 

C states Nissan sent an inspector to check her Nissan Rogue 2017 
C states was advised nothing wroog with it 
C states took YEH back in one more time to Smithtown Nissan approximately 2 weel<s ago in Dec 2017 
C states lllat Dealership says nollling wrong willl YEH 
C states diagnostics was done 
C states YEH stiD slows down on ns own shutters and shakes 
C states went over train tracks this morning and car stopped 
C states does not feel safe aiving 
C states drove YEH back to Smthtown Nissan 
C states she W<l<1<s at the Nissan Dealership where her YEH is 

ORR-BC ask for VIN 

C states does not have VIN with her 

ORR-BC asked for C name 

ORR-BC found C vin 

SN1AT2MV9H<alllll 

C is upset and crying 

CRR-BC advised C to cal back if C doesni get a satisfactory result tooay in regards to diagnosis 
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Cagreed 

CRR-BC provided case --- and emp # 516842 
CRR-BC asked if anytll~ 

C declined 

Call ended mutuaBy 

Case Categorizations 

Page 7 of 7 

Case Categorizations Help 

Action ~ ~ # c..tego,y Description Subcatego<y Description Symptom Oescnption Major Component Code c..tego,y Date Sympt,,m Code Category Code Subcatego<y Code Concern Code 

NISSAN PRODUCT INQUIRIES ROGUE GENERAL INQUIRY OF 1/10/2018 ZR AZ 270500 OF 

Forms Forms Help 

No records to display 

A 8aok.To Top Nways show me more recoros per related list 

Copyright© 2000-2020 salesiorce.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 ~""Y I/it! I Case ConYnents Im I c..,.. Categorizations W I ,E= llll 

Case Detail J Reopen Case 11 Clone Closed Case J 

Account Name 

Contact Email 

C....0- ~ -Letter Se-nt Date 

Letter Received Date 

Follow Up Date 2/1612018 

Supporting Documents 

CA Muttiple Repairs 

Social Media Involvement 

Martiz Custome< Id 

Case O#nH location Murfreesboro 

Type CA 

Case Origin 

Executive Refenal 

Phone 

✓ 

Exee>Received-Oa.te 2/2/2018 

Status Closed 

Datelrme Opened 1/16/2018 7:05 AM 

Date/Tome Closed 2/16/2018 8:40 AM 

Multiple Repairs No 

Executive Summary 

Texting Status Executive Actions To Resolve 

Case Reopen Count 0 

Description Consumer Affairs Voluntary Repurchase due to 3 visits and 15 days down for Forward Emergency Braking feature inoperable 

Call Script 

Who contacted u.s? Consumer 

#Vehicles Owned 1 

Vd'liele Purchased New 

Pre-Owned Initial Mileage 

Current Mile- 6,375 

Incident Codes . IIR REQUIRED 

lncidef'lt Date 

Sent to legal 

Accident 

Asbag 

Fire 

IIR lndic.ator 0 

IIROate 

HR 

Vehicle Information 

Vehicle JN8A T2MV3~r,-

Model Year 2017 

Make NISSAN 

Model Line ROGUE 

Model Code 22617 

Dealer Detai l 

ease Servicing Dealer 9! IIBK NISSAN 
Case Servicing Dealer Region Northeast Region 

Bluetooth 

Related Items 

Responsible District 12 

SharedWrth 

Phone Carrier 

Phone Manufacturer 

Reported From 

Issue Categories 

ApprowdChed< Reques1s $35,421.85 

https://nissanna.my.salesforce.com/5000G00001OXsNAQA1 

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 1/17/2018 

RHR C«npleted 1118/2018 

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 

Requested Dealer Action 

Bluetooth Ticket Status 

Phone Model 

Phone Operating System 

Goodwill Offered 

VCAN 

Goodwill Processed 0 

Vehicle Service Contract 

VSC Reprint Request Email 
.J 
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Contact Name --

Sales & Service Campaign Specific Information 

Hot Alert Date 

LS Response rime 

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 

Subject 

Created By 

Last Mocfrfied By 

Notes to Agent 

CUSTOMER:­
JN8AT2MV3~ 

Mubah Butt 1/16/2018 7:05 AM 

NNAill, 9118/2019 9:25 PM 

Case Record Type CA Oosed Case 

Days Closed 837 

ActionC- NTSF 

VIN: 

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

Agent Comments 

Agent Comments no calls now due to attorney, but send correspondence request about rhr denial. 

Case History 

Dale 

2/16/2018 8:40 AM 

Agent Next Step 

Use< 

Raven Giddens 

I Reopen Case I ! Clone Closed Case! 

Action 

O\anged Status from Open to Closed. 

Oosed. 

Root Cause 

Root Cause Code 

Root Cause Code (2) 

Document ID 

2/9/2018 10:42 AM 

2/8/2018 3:17 PM 

2/7/2018 9:16 AM 

Raven Giddens 

Raven Giddens 

Raven Giddens 

Olanged Follow Up Date from 2/9/2018 to 211612018. 

Olanged Follow Up Date from 2/8/2018 to 2/912018. 

O\anged Description. 

Show more • I~ 

Case Comments 

Pubic Ccmmenl 

Created By: Paige Gilliam (311/2018 8:27 AM) 
... (Added after the case is closed.) .-
ORTS PW: Check(s) from Customer/Dealer tor Funds due at repurchase in the amount of $583.30 sent to LOCKBOX #54457; FED EX TRACKING 
BUYBACK ACCOUNT;■■■■- Case doctmented and copy of check attached to case. 
Created By: Raven Giddens (2128/201811:12 AM) 
.... (Added after the case is closed.]._ 
ARBS-RG received an email from NMAC-AMa Fraley 

• NMAC stated the dealer sent a GAP refmd cancellatioo check and asked ij tt should be sent to NNA or tile customer 

ARBS-RG responded to NMAC-AMa Fraley and stated tt should be sent to the customer 

Created By: Raven Giddens (2122/2018 2:00 PM) 

I ;~~ ::!: =~:~~nt ot$583.30 
ARBS-RG handed check to Paige W. 

Created By: Raven Giddens (2116/2018 8:39 AM) 
-case 5ummarY"" 

CUstomer contacted NNA CA to request a repll"chase due to coocems witll tile FEB 

ARBS-RG reviewed and found tile FEB system would apply tile brakes 'Mlile driving with no one/nothing in front of the vehicle 
DTS inspected and performed ICC sensor alignment and ICC system action test, also pe,form lane camera aiming procedure 

ARBS-RG notes the ooncem is currentty under engineering review 

ARBS-RG offered a repurchase 

Created Bv: B•xeo Gjddep• (2116/2018 8:35 AM) 
ARBS-RG notes SllTender scheduled for today, 2/16118 

ARBS-RG closing the case at this time as no furthef assistance is required 

Created By: Raven Giddens (2112/2018 4:43 PM) 
ARBS-RG sent an emai to tile customer 
ARBS-RG slated Mot1ey will contact C to schedute tile - date 
ARBS-RG slated C will take tile vehicle to the dealer on that day and sign paperwoo< 
ARBS-RG stated ARBS is not involved with tile surrender, and would not know the exact pape"""'1< 

Created By~ B@YW Gjs1sk93 (2/12/2018 4:41 PM) 
ARBS-RG received a voice message from the customer 
C asked what the process is next 
C asked how they get the car 
C asked what other pape,w0f1< needs to be done 

• 
https://nissanna.my.salesforce.com/5000G00001OXsNAQA1 
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Created Bv: B•xeo Gjddep• (2/12/201811:11 AM) 
ARBS-RG sent an email to Ille customer confirming Ille check was sent to Morley last week. 

Created By: Raven Giddens (2/12/201811:09 AM) 
ARBS-RG received an email from the customer 
C stated c wanted to confirm ARBS received Ille ched< and contacted Mor1ey 

Created By: Raven Giddens (2/9/201811:39 AM) 
Morley FedEx Shipme 

Created By~ Raven GjdcJco3 (2/9/2018 11:39 AM} 
The case is successfulty created with Mor1ey with case Number as:-

Created Bv: B•xeo Gjddep• (2/8/2018 3:17 PM} 
ARBS-RG sent an email to Ille customer 
ARBS-RG stated Ille case has been approved by accounting 
ARBS-RG stated ARBS should get Ille payoff check tomorrow to seod to Ille 3<d party strrender company 
ARBS-RG stated once ll1ey receive Ille check, llley will review Ille case and contact c to sdledule the sooender 

I ;~;~:~~v~i;::'~=:.~;~ ~ inator - Paige Waltlington advising no checks today 

• 

Created By: Raven Giddens (217/2018 9:16 AM) 
C wants RHR lor multiple repair attempts on lorward emergency braking system. 

Created Bv: B•xeo Gjddep• (217/2018 9:14 AM} 
ARBS-RG submitted ched< request lor ConSllllef Affairs Voluntary Repurchase due to 3 visits and 15 days down lor Forward Emergency Braking feature inoperable 

$35,421.85 payable to lien holde< 
Sales Manage<: Jeny Dao 
Vehide: JN8A T2MV3Hvtlllll 
Cok>r. BRILLIANT SllV~ 
In service date: 8/29/2017 

Created By: Raven Giddens (217/2018 9:04 AM} 
ARBS-RG emailed Sales Manager - Jerry Dao at jdao@quir1<cars.com 
ARBS-RG sent an FYI regarding Ille volootary repurchase and surrender 

Created Bv: B•veo Gjddep• (217/2018 9:03 AM) 
ARBS-RG received and attached Ille signed repwchase figures. 

Created By: Raven Giddens (217/2018 8:28 AM) 
ARBS-RG sent an email to Ille customer 
ARBS-RG attached Ille repurchase document with the updated figures 
ARBS-RG staled at lllis time, Ille repurchase offer is voluntary 
ARBS-RG staled tt can take up to 2 to 4 weeks to carc,rete the ....,._ and lllere is no way to expedtte Ille process 
ARBS-RG staled once C sends Ille lorm back signed ARBS will send the case to aCOOlllting lor review 

Created By: Raven Giddens (217/2018 8:10 AM) 
ARBS-RG notes updated figures with Ille excise tax: 

Base Price $37,489.84 
Gov. License aoo/or Registration Fees $65.00 
Gov. Certificate of lille Fees $75.00 
Dealer Doc Fee $299.00 
Finance Charges $0.00 
Excise Tax $235.94 

Total Purchase Price $38,164.78 

Less Usage $2,326.23 
Less Rebates $1,000.00 

Loan Payoff' $35,421.85 
Total Deductions $38,748.08 

Refund Amount -$583.30 

Created By: Raven Giddens (217/2018 8:07 AM} 
ARBS-RG received and attached the excise tax to the case 

Created By: Raven Giddens (217/2018 8:00 AM) 
ARBS-RG received a third email from Ille customer 
C stated Mass Lemon Law allows seven days to rectify lllis situation 
C stated the issue has been going on since September 
C staled lllis claim was officialy opened on January 15111 
C stated Ille official last date of service was January 17111 
C stated Ille date of lllis letter was January 22nd 
C stated Nissan is past Ille seven days that is allowed by Ille law 
C stated lllis needs to be resolved no later lllan February 9111 or c will take othe< actions allowed by law 
C stated attached is the copy of the invoice for the excise tax so ARBS has no excuses to require additional info 
C stated ARBS will have Ille inV<lice and cancelled check 

Created By~ Baveo Gi<IOCo:s (2ll/2018 7:50 AM) 
ARBS-RG received a seoond email from Ille custome< 
C stated Nissan is the one that sold a fautty car 
C stated Nissan cannot fix tt 
C staled c is fllanced lllrough Nissan 
C stated Nissan is the one c is makilg the deal with 
C stated there is no reason it should take 2 to 4 weeks to get it resolved 
C stated c has already been waiting monllls 

I C stated Nissan should be making this easy on c 
C stated c is not driving the vehicle (which OTS said is unsafe to drive} 
C stated lllis needs to be resolved immediately 
C stated Nissan needs to stop dragging their feet 
C stated this has been going on since September and c has been more than patient 
C stated the only way c is agreeing to the ridiculous numbers is if it is done this week 
C stated olherwise c will tum tt over to Attorney Lefebvre and Ille NTSB, BBB, and AG 
C stated c is on Ille verge of taking Ille plates and in......nce off this vehide and dropjling tt off at Ille dealership 
C stated c appreciates a response tomorrow 

Created By: Raven Giddens (217/2018 7:45 AM} 
ARBS-RG received an email from Ille customer 
C stated c is not waiting 2 to 4 weeks 
C stated this is unacceptable 
C stated the mass lemon law is seven days 
C stated this has been going on since September 
C stated ij ARBS cannot straighten this out lllis week c is not agreeing to tt and wil get an attorney 
C stated c has spoken willl lhe attorney and is waiting to see how this week goes 

Created By: Raven Giddens (2/6/2018 6:10 PM} 
ARBS-RG sent an email to Ille customer 
ARBS-RG stated Ille usage amount went down, not up 
ARBS-RG stated once c agrees to Ille numbers tt can take 2 to 4 weeks !or Ille surrender to take place 

I Created By: Raven Giddens (2/612018 6:07 PM} 
ARBS-RG received an email from Ille customer 
C asked why Ille usage changed 
C stated tt is not e's fault lllat Nissan is dragging llleir feet and malting c drive Ille vehicle 
C stated C wanted to take tt off Ille road but Nissan will not let C 
C stated Ille mileage is supposed to stop from Ille date that Nissan cannot repair tt 
C stated c is not paying above lllat 
C stated c will seod Ille excise sho<tly 

2nd email from the customer: 
C stated once the excise tax is taken off and c agrees to the numbers, what is the process and how long will it take 
C staled c would like to get this resolved invnediately so c can get Ille new vehicle and put all Ille stress and anxiety behind c 

https://nissanna.my.salesforce.com/5000G00001OXsNAQA1 
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Created By: Raven Giddens (21612018 3:01 PM) 
ARBS-RG sent an emai to tile customer 
ARBS-RG stated c mentioned tllat c was going to seod tile recejpt or confinnatioo for tile excise tax to be added to tile figures 
ARBS-RG stated rt will be added once C sends rt aver 

ARBS-RG stated tllat ARBS also spoke with Jerry at tile dealer aboot tile GAP cancellation 
ARBS-RG stated Je,ry explar.ed tllat tile refund takes 4 to 6 weeks to be processed 
ARBS-RG stated Je,ry stated ii tile loan account id still open by tile time tile refund goes tllrough rt will go to tile bank, tl1ey will seod rt to us and we will seod tile check to c 
ARBS-RG stated ii tile loan account is closed by tile time tile refood goes tllrough rt will go straight to c 

ARBS-RG provided tile repurchase figures and stated rt includes tile updated payoff but not tile excise tax 

Created By~ Baxw Giddens (2/612018 2:55 PM) 
ARBS-RG received an email from tile customer requesting tile updated figures. 

Created By~ Baveo GjdcJsm3 (216/2018 2:47 PM} 
Updated Repurchase Figures: 

Base Price $37,489.84 
Gov. License and/o, Registration Fees $65.00 
Gov. Certificate of litle Fees $75.00 
Dealer Doc Fee $299.00 
Finance Charges $0.00 

Total Purchase Price $37,928.84 

Less Usage $2,326.23 
Less Reootes $1,000.00 

Loan Payoff" $35,421.85 
Total Deductions $38,748.08 

Refood Amooot -$819.24 

Created By: Raven Giddens (21612018 2:33 PM) 
ARBS-RG placed outbound call to tile dealer to speak with tile Sales Manager - Je,ry (customer cc'd in emails) 

ARBS-RG was transferred to SM-Jeny 
ARBS-RG asked about tile GAP refund and how tile cancellation wor1<s 

SM stated ii tile loan account is still open, tile refund wil go to tile bank 

ARBS-RG stated tllat tile customer's vehicle is being repurchased, so tile loan wil be closed 
ARBS-RG asked what happens ii tile loan closes 

SM stated ii tile loan closes it wil be sent to tile customer 

ARBS-RG asked how to confinn how long tile refood takes 

SM stated usually 4 to 6 weel<s 

ARBS-RG underatood 
Call ended mutually 

Created By: Raven Giddens (21612018 2:24 PM) 
ARBS-RG placed outbound call to tile dealer and requested to speak with someone in sales 
ARBS-RG spoke with a representative and asked ii ARBS can obtain confirmation lo, tile GAP cancellation 

Sales Rep asked when rt was cancelled 

ARBS-RG stated in tile last few days 

I Sales Rep stated tllat GAP is not done through Nissan 
Sales Rep stated tllat rt will take 4 to 6 weeks for tile refood to go through 

ARBS-RG stated tllat ARBS is repurchasing tile vehicle 

Sales Rep stated the customer will get a dleck in the mail 

ARBS-RG understood 
Call ended mutually 

Created By~ Baxsm GjdcJcna (2/612018 2:21 PM) 

I :~~t~g ::.~~ ~ !t, 6:,e .:::: speak with Se<Vice Manager - Je,ry 

I 

ARBS-RG left contact infoonation for a returned call 

Created By: Raven Giddens (21612018 2:20 PM) 
ARBS-RG pla~ cal to David Gomes a 

ARBS-RG informed C tllat ARBS is cali ng back regarding tile customer 
ARBS-RG stated tllat ARBS has been in contact with C since yesterday 
ARBS-RG asked aboot tile GAP cancelation 

David stated David would not have any idea 
David stated that David handles work for the Executive Manager and is in the mail office 
David said that the Service Manager - Jerry had reached out to David regarding the customer and may be in a better position to assist 

ARBS-RG tllanked David 
Call ended mutually 

E --.:y: Raven Giddens (216/20188:29 AM) 

1. Accoun 
2. 30 day payo : . gooo ttw 3/5/2018 
3. Per diem: 0.00 
4. # of sclleduled payments rece;ved 3 
5. Scheduled Payment amount 521.22 
6. Total Principal paid: 1,563.66 
7. Total Interest paid 0.00 
8. Late fees paid 0.00 
9. Most Recent payment rece;ved: 1/29/2018 for $521 .22 
10. Eligible for SOC? Yes 

Created By: Raven Giddens (21512018 3:10 PM) 

A~B>R~ placed~ cal to,■■■■■I to speak with LeAnn 

ARBS-RG stated tllat ARBS sent an emai to c providing tile sales contract to show tile rebate 

C stated c u-eady has tile contract 

ARBS-RG stated witl1 tile r-te added, rt will be included in tile figures 
ARBS-RG stated ARBS is not sure how long it takes tile GAP refund to go through, but rt is possible tllat rt will be included in tile payoff as a payment 
ARBS-RG stated ii is not, ARBS should be al)je to get cancellation confirmation from tile dealer 

estated ok 

ARB>RG asked about the excise tax as it is not included on the sales contract 

C states it is paid once a year 

ARB>RG asked if c has a receipt for the amount that is paid 
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Cstatedyes 

ARBS-RG stated C can send it over 
ARBS-RG asked what other questions C has al this time 

C asked how long this process can take 

ARBS-RG stated once c agrees to the repurchase figures it can take two to four weeks tor the surrender to take place 

C stated this has been goilg on since September 
C stated c put a down payment on another 1/ehide but has to wait until this process is completed to get the car 
C asked if c can cancel the insurance on the car 

ARBS-RG stated the 1/ehide belongs to C, so it is up to C 

C stated as long as there is a loan on the vehicle it has to have instnnce 
C stated ARBS is nol helping much 
C stated c will get an attorney at this point 
C stated ij c gets in an accident the<e will be a huge problem 

ARBS-RG asked ii c wants ARBS to send updated figures or ij c is goilg to move forward with wor1<ing with the attorney 

C stated ARBS can send the updated information 
C terminated the call 

Created By: Raven Giddens (2/512018 3:06 PM) 
ARBS-RG received an email asking about the excise tax 

Created By: Raven Giddens (2/5/2018 3:01 PM) 
ARBS-RG sent an email to the customer providing a copy of the sales contract to show the rebate 

Created By: Raven Giddens (2/512018 2:48 PM) 
ARBS-RG notes a voice message from the custome< 
C stated c is nol paying a dime for repurchase 
C stated the rebate needs to be taken off and ARBS needs to fix the payoff amooot to reflect the recent payment 
C stated the mileage calculation is not correct and should be 1 O cents a mile 
C stated the payments should be reflected in the figures as well 
C requested a call back 

Created By: Raven Giddens (2/5/2018 8:31 AM) 
ARBS-RG sent an email to NMAC requesting updated payoff information for the custome,. 

Created By: Raven Giddens (2/512018 8:28 AM) 
ARBS-RG sent an email to the customer 
ARBS-RG apologized and stated ARBS was out of the office, unexpectedly last week 
ARBS-RG stated ARBS will get the updated payoff information to calculate in the figures 
ARBS-RG stated as far as the rebate, there is a $1,000 rebate added to the sales contract 
ARBS-RG stated the GAP is not induded in the repurchase figures as it is to be cancelled with the dealership, but it appears c has dooe that already 
ARBS-RG stated the mieage fee is calculated with the IUI mileage for the vehide 
ARBS-RG stated ARBS will send the updated figures afte< receiving the information from finance 

Created By: Raven Giddens (2/512018 8:18 AM) 
ARBS-RG notes multiple emails received by the customer. 

"Raven 
What about my expenses fore~ my car payments, excise tax and insurance, etc.· 

"Raven 
I have attached a copy of the legislation fo, the mass lemon law. 
If you see 11.11.11 highlighted you are to in dude my fees. 
I have accessed the following expenses while driving the vehicle: 
Monthly payments 
3@$521.22 = 1563.66 
Auto inSf.Allce 
6 payments@ S107 = $645 
Gap insurance: $599 
Excise tax: $235.94 

Total expenses: $3043.60 

Please let me know the process from here." 

•Also what is the rebate? We didn't take any rebates we took the zero percent financing. 

Please respond ASAP as I want this resolved immediatety. I do not want to have to retain my lawyer and go to court over this." 

•Hi Raven 
I haven't received a response from the emails I sent you yesterday, just wanted to be sure you got them. 
This has been dragged out way too long and want it resolved immediately so I would appreciate a reoponse. 

Thank you!· 

•Hi Raven 
I have also been advised that the ma.age is the mileage to the FIRST attempt to fix it not the mileage currentty on the vehide. 
I would appreciate a response to all my questions, seem as though Nissan is avoiding us at this point" 

--rhe payoff amount is incorrect as welt as we just made a payment of $521 .22 on 1'29. 
Online on NMAC oor payoff amount yeste<day was $35,413.75. 
Looks like your payoff amount doesn't reflect the payment made this week. 

Please send co,rected figures immediately. 
I don't appreciate that my emails and phone calls are being igno,ed. 
Regards 
Lee Ann " 

--rhe payoff am0l.llt is incorrect as well as we just made a payment of $521 .22 on 1'29. 
Online on NMAC oor payoff amount yeste<day was $35,413.75. 
Looks like your payoff amount doesn't reflect the payment made this week. 

Please send co,rected figures immediately. 
I <loot appreciate that my emails and phone calls are being igno,ed. 
Regards 
Lee Ann" 

•ptease see email below from Quirk Nissan➔ 
The GAP insurance was cancelled and Nissan Filance wil be receiving a refund for the $599 so that should be deducted from the numbers as wel." 

Created By: Raven Giddens (2/512018 8:13 AM) 
--ARB&RG notes that ARBS has been out of the office, unexpectedly, since Thursday"• 

✓ ~~~~~:
4
M
1
a;~~• Nclabarushimana (2/212018 4:28 PM) 

✓ Created Bv: Mariana Nclabarushimana 2/212018 4:27 PM) 

~m: May. tza,y Ji%,~~ 
To: Tavi, Andrew <Andrew.Tavi@NissarMJsa.com>; Thacker, Brad <brad.thacker@nissan-usa.com>; meissa.ortiz@nissan-usaoom; Naraeva, Anna <Anna.Naraeva@infiniti.com> 
Subject:- repurchase ca, 
l~gh 

Good day 
I am forwarding this email in regards extreme dissatisfaction with my Nissan Repurchase that is in process. 
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I have been dealing with Raven Giddens who sent me this repurchase info on Wednesday. 
Since Wednesday my husband and I made several atterrJ)ts to contact hef. leaving her voice mails and sending emails, al of whidl have gone ignored. 
I am sure all the info is in the system but just for a brief explanation of the situation ... 
I have been having an issue with my brand new2017 Nissan Rogue since September. 
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The FEB is malfunctioning and going off witl1out warning. This has happened on lour occasions. It has been to the deale<ship on 3 occasions (even looked at by OET and Nissan Enginee<s none of which have a fix). 
Nissan is now in the process of a repurchase because of the Mass lemon law. 
This process has been goilg on for several weeks and neither the dealership or Nissan have been helpful in assisting us. 
This repe..-chase price that Raven set is inoo«ect. 
Raven has the incorrect payoff, there should be no $1000 rebate as we were never given any rebates (we opted for the 0% financing), she also did not account for the $599 GAP insurance or my excise tax of $235.94. 
I have sent her the info and asked for a new breakdown but have not received it. 
I have been in tooch with a lemoo law attorney and I know what my rights are and what I am entiUed to. 
I have chosen not to retain and attorney as to by to resolve tt between us but tt seems as though that is not going to happen. 
I want this resolved IMMEDIATEL y .. my car is unsafe to drive. 
If I do not hear anything by close of business today I will be retaining the attorney and you can deal with tom. If this happens Nissan will be paying alot mo,e than just the repurchase of the vetocle. You wil be paying 
attorney's fees, court fees, lost wages, etc. 
I have tried to be patient and be as reasonable as possible. I just want to this car repurchased asap as I do not feei safe driving it and need a safe vehide. I do not think this is too much to ask. 
Regards, 
Lee Ann Zapp; 

Created By: Katrina Nicholson (2/2/2018 3:10 PM) 
SCRR-KN is intorming ARBS of C oontact 

~CASE SUMMARY~ 
C contacted Nissan CA requesting assistance with ARBS call>ack 

Created By: Katrina Nicholson (2/2/2018 3:10 PM) 
SCRR-KN VERIFIED Acoooot Info including: C's name, home & email acttess, phone# & best contact# 
SCRR-KN CHECKED for Ol)ef1 recals/campaigns and found: 0 
SCRR-KN CHECKED for previous UNRELA TEO Case(s) and foond: 0 
SCRR-KN CHECKED previous RELATED Case(s) and found: 0 
SCRR-KN NOTED concern is: ARBS call>ack 

SCRR-KN received inbound call from C 

C provided case#-
C stated C has ~ in touch with ARBS 
C stated NNA sent C buyback slip but didn't account for certain things, that C was going to owe C things 
C stated C wants to talk to someone now who knows alx>ut tt 

SCRR-KN stated that ARBS would cal C at ea~iest convenience 
SCRR-KN stated ARBS would be informed of C contact 
SCRR-KN stated that ARBS is a higher department and no one in this office can assist C 

C asked ARBS doesni have decency to call a C back 
C stated C wants calback today, if that doesni happen C will tore a lawyer 
C stated C cani keep waiting 

SCRR-KN advised if C h~es an attorney, C's lawyer will have to submit letter of representation 

C understood 

C disoonnected 

SCRR-KN provided C wtth Agent ... 
BestContact#:--

Created By: Geo<ge Langill (212/2018 3:04 PM) 
CRR-GL VERIFIED Account information including: C's name, home & e-mail address, phone number 
CRR-GL NOTED concern is: C checking on case 

C stated checking on case 

CRR-GL asked if C received communication from specialist 

C stated yes, specialist not responding to C 

CRR-GL asked if C would i ke flsther documentation 

C stated C is on verge of getting a lawyer 
C stated C has sent email and made phonecalls, C feels no one is responding 
C stated without response from Raven C is getting attorney 

CRR-GL provided agent id to C 
CRR-GL asked if CRR-GL can assist flsther 

C stated no 
C stated C has safety concem with veh 
C stated C bel.eYes Nissan is sweeping this concern under rug 
C stated C would like to speak to a sueprvisor or someone e:Cse to resolve C's concern 

CRR-GL asked C to hoid 

C agreed 

C AR-GL rettrned to C and e~ained case cannot be escalated furthef 

C stated C will get lawyer if C is not satisfied by response from specialist handling C's case 

Call ended mutualy 

I ;~~~:~t;:,~r~::'~1t~~!~~~ 
Created By: Raven Giddens (1/31/2018 2:43 PM) 
ARBS.RG notes repurchase figures: 

Base Price $37,489.84 
License and/or Registration Fees $65.00 
Certificate of Title Fees $75.00 
Dealer Ooc Fee $299.00 
F,nance Charges $0.00 

Total Purchase Price $37,928.84 

Less Usage $2,389.98 
Less Rebates $1,000.00 

Loan Payoff' $35,943.07 
Total Deductions $39,333.05 

Amoont owed from customer-$1 ,404.21 

Created By: Raven Giddens (1/31/2018 2:34 PM) 
Usage Calrulation: 6,3751100,000 x 37,489.84 = 2,389.98 

Created By: Raven Giddens (1/31/2018 2:31 PM) 

~~~ cal to David Gomes a 

ARBS.RG stated ARBS is cali ng regarding the email 

David stated that David will call ARBS back in 10 minutes 
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ARBS-RG provided oontact infoonatioo 
Call ended mutual y 

Created By: Lawanda B<adley 11/31/201810:18 AM) 
ARBS sent email to David Gomes stating: 

Good morning David, 

■ I hope this email finds yoo wel! 

Raven Giddens is acb.Jaly the point of contact for this case and she will be able to provide you with an update. I have added her to this email thread. 

Thank you, 

Lawanda Bradley 

Created Bv: I awanda BfadleY 11/31/201810:16 AM) 
ARBS received email from David Gomes at aun: Nissan stating: 

Hi Lawanda, 
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I'm following up on this arbitration case for our Executive Manager to find out where we stand. Can you please~ me a call to discuss this at your ear1iest oonvenience? You can readl me on my eel phone at any time. 
Mynumberi 

David Gomes 
Quirl< Auto Dealers 

Created By: Raven Giddens (1/30/2018 4:47 PM) 
ARB~RG received an email from the customer 

C stated c got the payoff from Nissan this morning: $35,413.75. 

Crea-.;:ed B : Rayen Giddens (1/30/20184:47 PM) 
SR#: 1 
Cust . 
1. Acoooo 
2. 30 day . 311/2018 
3. Per diem 0.00 
4. # of scheduled payments received 2 
5. Scheduled Payment amount 521.22 
6. Total Principal paid 1,042.44 
7. Total Interest paid 0.00 
8. Late fees paid 0.00 
9. Most Recent payment re<ewed 12/27/2018 to, $ 521 .22 
10. Eligible to, SOC? No. Account is 2 days Delinquent. 

Can I also get Payment HistO<Y, Sales Oocumeot and TIiie Application if a,ppjicable please. 

Created By: Symone Wat son (1/30/2018 3:03 PM) 
Previous cases found:-

Open recalls/can-c,aigns: None 

ORTS-SW in receipt of attorney letter received 1.29.2018 via US mail_ dated 1.22.2018 sent via Lee Ann Zap;. Attached to, your review. 

Law cited: Massachusetts Lemon Law 

Noncon1onrities include: Emergency Braking system lautty 

Requesting: 

Requesting written response wjtfjn _ days. 

Created By: Raven Giddens (1/30/2018 9:34 AM) 
ARBS-RG received an email from the customer asking ARBS to oonfirm re<eipt of the pictures 

ARBS-RG sent an emai to the customer stating ARBS has the pictures and registration 
ARBS-RG slated ARBS is waiting to oonfirm the payoff and ,.;1 send the repurchase figures 

Created By~ Raven GjsJdcD3 (1/30/2018 9:32 AM} 
ARBS-RG notes no payoff amount is listed oo the account in1ormation provided by NMAC-Peggy Holder 

ARBS-RG sent an emai to NMAC aslting if there is a 30 day payoff 

Created By: Raven Giddens (1/30/2018 9:24 AM) 
ARBS-RG received and attached registration and pidlJres. 

~ ~ s(1/29/20183:39 PM) 

2. 30':'~ 18 
3. Per diem 0.00 
4 . # of scheduled payments recewed 2 
5. Scheduled Payment amount 521 .22 
6. Total Principal paid 1,042.44 
7. Total Interest paid 0.00 
8. Late fees paid 0.00 
9. Most Recent payment received 12/27/2018 to,$ 521 .22 
10. Eligible to, SOC? No. Account is 2 days Delinquent. 

Can I also get Payment 1-iStO<Y, Sales Document and Tdle Application if applicable please. 

Created Bv: B"Yeo Gjddep• (1/2612018 4:24 PM) 
ARBS-RG sent an emai to NMAC requesting payoff infoonatioo. 

Created By~ Baxw Gjddf;p3 (1/2612018 4:23 PM} 
ARBS-RG sent an emai to the customer providing the letter of intent 
ARBS-RG requested registration and pictures 

• ;~~~:~~f=aG~=(~26/~~12 PM) 

ARBS-RG informed c that ARBS is cali ng regarding the case and ..-.de<stands that c has ooncetns with the 1orward emergency braking system in the vehicle 

C stated yes 

ARBS-RG slated that ARBS sees that a Tedlnical Specialist inspected the vehicle and made repairs, but has in1ormed c in the meantime to cut the feature off ootil the pem,anent fix is available 

C states yes 

ARBS-RG asked if C has been cutting it off and if C is ok keeping it off to, now 

C stated absolutely not 
C stated c is not oomfo<table driving this vehicle 
C stated the OTS did not make any repairs because there are no repairs to make 
C stated Nissan needs to repurchase the vehide based on 3 repair attempts and nothing has been fixed 

ARBS-RG slated that if c decided to keep the vehicle, ARBS can offer a cash settlement. ..... . 

C interrupted and stated that c is not accepting anything but a buy back 

ARBS-RG slated there is also an option 1or replacement 
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C stated that c no longe< wants to do business with Nissan 
C stated c has had the W<l<S! experience with CA and the dealership 
C stated no one ever calls c back 
C stated C can get a lawyer rt C needs to 

ARBS-RG stated Iha! ARBS is not denying a repurchase and will make the offer 
ARBS-RG stated ARBS will need to collect documents to look into the calculatioos 
ARBS-RG stated there wil be a mileage fee per state guidelines 

C stated so C will get charged for mileage 

ARBS-RG stated yes, per e's state NNA charges mileage 

C understood 

ARBS-RG asked who the vehide is financed with 

C stated Nissan 

ARBS-RG stated ARBS will send c an email to advise of what is needed to move fO<Ward 
ARBS-RG stated in the meantime ARBS will collect informatioo needed for Ille calculations 

C oodefstood 
Call ended motualy 

Created By~ Baveo Gidden& (1/2612018 4:03 ~ 
~~~red~ cal to-1111 to speak with LeAnn 

No - . ARBS-RG left a voice message stating ARBS is caling regarding Ille case with Ille CA Department 
ARBS-RG requested a cal back a 

Created By: Raven Giddens (1/26/2018 3:56 PM) 
ARBS-RG received a voice message from Ille customer (leAnn) requesting a call back. 

Created By: Raven Giddens (1/2512018 4:11 PM) 
~placed~ cal to--to speak with LeAnn 

No ,.,._, ARBS-RG left a voice message stating ARBS is caling regarding Ille case with Ille CA Department 
ARBS-RG requested a cal back a 

Created By: Raven Giddens (1/25/2018 4:05 PM) 
ARBS-RG attached latest RO to Ille case. 

Created By: Raven Giddens (1/25/2018 3:53 PM) 
ARBS-RG spol<e with Sr. Planner - Fekado Debeb and advised of the conversation with the SM 

Sr. Planner stated if the customer is not comfortable driving with the FEB feature on, to offer settlement, repurchase, replacement 
Sr. Planner stated to see how the conversation goes with the customer 

Created By: Raven Giddens (1/2512018 3:47 PM) 
I ARBS-RG pl•~.to DTS. Peter Mer1<el a 

No ,.,,._, ARBS-RG left a voice message explaining Ille reason for Ille call 
ARBS-RG requested a cal back at 

Created By: Raven Giddens (1/2512018 3:43 PM) 
ARBS-RG placed outbollld cal to the dealer and spol<e with Service Manager - Je,ry regarding the customer 

SM stated the customer picked up the vehicle on January 22nd 

ARBS-RG asked if the customer has called back in since pick up 

SM stated the repairs were made out of concern 
SM stated they were not able to duplicate concerns 
SM stated Ille customer was advised to pick up Ille vehicle 
SM stated OTS informed the customer to tum off the function while driving 
SM stated there is no fix 
SM stated OTS tried a few repairs 
SM stated OTS knows there is no fix 
SM stated Ille customer has valid points tike "what rt I forget to tum it off' 
SM stated Ille customer does not feel sate and SM does not blame C 
SM stated tt will be wise for Nissan to rep1rcnase the vehicle 

ARBS-RG understood and requested SM to confirm days down on R~ due to dates overlapping- SM stated 1 day 

SM stated initially they were lll8ble to duplicate concerns and there were no oodes 
SM stated this last vistt codes were in the system 
SM stated lhat SM speaks with the wife, leAnn as well as Ille husband 

ARBS-RG understood and thanked SM for Ille informatioo 
Call ended mutualy 

I 
Created By: Raven Giddens (1/25/2018 3:22 PM) 
ARBS-RG reviewed case wilh Sr. Planne< - Fekado Debeb who stated to review the DTS vistt as a repair (like a regular RHR) 

Created By: Raven Giddens (1/23/2018 3:49 PM) 
ARBS-RG reviewed case wilh Sr. Planne< . Fekado Debel> 
ARBS-RG explained FEB concerns and advised OTS made repairs 

Sr. Planner stated an IIR does not need to be completed due to OTS repairs 
Sr. Planner stated for ARBS to take over case at this time 

Created By: Raven Giddens (1/2312018 3:47 PM) 
ARBS-RG notes Ille folowing repair history: 

3 visits for FEB system applying brakes while driving with no one/nothing in front of Ille vehicle 
1st vistt more time needed for diagnosis 
2nd visit unable to duplicate concern 
3rd visit perform ICC sensor alignment. ICC system action test. and lane camera aiming procedure 

1 vistt fo, "no key 10• warning staying on all of Ille time 
1st vistt replaced battery 

State: MA 
Total days down: 15 
In service: 8/29/2017 
Last reported mileage: 2,346 
No open campaigns found 
1 warranty cases found 
No additional CA cases lound 
1 tech i ne case fomd 
No VSC for customer foond 
1 DTS visits found 

Created Bv: B•xeo Gjddep• (1/23/2018 3:38 PM) 
ARBS-RG notes Ille following RHR: 

10/07/18@1,822miles. 4daysdown 
Concern: 
1. C/S MALFUNCTION FOR F.E.B. SYSTEM CAME ON, SYSTEM APPPLIED BRAKES WHILE DRIVING Wmi NO ONE/NOTHING IN FRONT OF HER. CHECK ANO ADVISE 
Action: 
1. MORE TIME NEEDED FOR FURTHER DIAGNOSTIC, FOUND CODE C1B50 

10/09/17@1,985 miles. 
Concern: 

3days down 
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1. C STATES MALFUNCTION FOR F.E.B. SYSTEM CAME ON, SYSTEM APPPUED BRAKES WHEN NOTHING NO ONE WAS IN FRONT OF THE VEHICLE. 
Actioo: 
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1. UNABLE TO DUPLICATE CUSTOMER CONCERN. CONSULTED SERVICE MANUAL AND PERFORMED FORWARD EMERGENCY BRAKING ACTION TEST PER SERVICE MANUAL. SYSTEM OPERATING 
PROPERLY. CLEANED FORWARD RADAR SENSOR AND CAMERA AREA TEST DROVE AGAIN. OPERATING AS DESIGNED. 

10/19117 @2,346 miles. 1 day down 
Concern: 
1. C/S NO IKEY ID WARNING STAYING ON All THE TIME. VEHICLE STARTS AND UNLOCKS BUT LIGHT REMAINED WHILE DRIVING 
Actioo: 
1. REPLACE BATTERY 

1/17118 OPEN . OPEN 
Concern: 
1. While driving about 30 MPH the vehide stopped, no foot on brake, malfunction light fO< FEB came on, no beej)ing, no ABS engagement, happened going down a 2 lane road. Has happened 4 times so far since new, 
most recently on 1/13/18. 
Actioo: 
1. Perform ICC senSO< aignment and ICC system actioo test, and also perfoon lane camera aiming procedure 

Created By: Baveo Giddens (1/231201812:36 PM) 
DTS lnspectioo Results: 

Vehide Findings 
1.C~aint While driving about 30 MPH the llehide stopped, no foot on brake, malfunction light fO< FEB came on, no beeping, no ABS engagement, happened going down a 2 lane road. Has happened 4 times so far 
since new, most recentty on 1/13/18. 
Cause: 
DTS Inspected -,enide and conmned past codes stored: 
ICC/ADAS C1B82, DIST SEN OFF-CENTER PAST 
LASER/RADAR C1A12-78, RASER BEAM OFFCNTR [ALGNMNT OR ADJUSTMNT INCRRCl] PAST 
LASER/RADAR C1A16-97, RADAR STAIN [CMP/SYS OPR OBST OR BLKD] PAST 
Inspection of !root bumper revealed evidence to support possible repairs to front bumper and stored past OTC indicates possible misalignment of Radar Distance Sensor. 

Correctioo: Advised technician to perform ICC sensor alignment and ICC system actioo test, and also perform lane camera aiming procedure. 
Status: lnspectioo and adjustments perfonmed on Quir1< Nissan repai dated 1/17118. Scheduled to be completed on 1/22/18. 

Created By: George Langill (1/2212018 3:05 PM} 
CRR-GL VERIFIED Account information including: C's name, home & e-mai address, phone number 
CRR-GL NOTED conoem is: C cheeking on case 

C stated C had previous case 
C stated call was discoonected 
C provided case # 

CRR-GL reviewed case notes, asked if C has retained attorney 

C stated no, C stated C had only told previous agent that C was going to speak to attorney soon 

CRR-GL asked if C is wil ing to alow NNA CA to WOO( with C towards resolution 

C stated yes as long as C does not feel C's time is being wasted 

CRR-GL requested C briefly hold 

C agreed 

CRR-GL retooled to C and infO<med C that RCAS wil be in touch with C by dose of business hours on January 24th 
CRR-GL informed C that CRR-GL will send email to RCAS letting them know C was trying to get in touch 

C stated C needs this resolved as soon as possible 
C stated C should have been called immediately after disoonnection of earlier phone call 
C stated if C gets in an accident there will be a big problem and C wil contact a lawyer 
C stated that C wants veh repurchased 

CRR-GL asked if C would I ke anything further documented 

C disoonnected the call 

Created By: Janisha Wilkerson (1/22/20181:20 PM) 
Next Steps: 

RCAS-EC to send the infO<mation of the decision of the RHR review to C by mail correspondence before closing case, no need for RCAS to return call back to C fO< C. Leeann Zappi stated directly to C that C has 
retained an attorney before C teminated the call with SRCAS-IW 

~~~:i~:..mm a 
SRCAS-IW infonmed C the call may be reoorded for training and quality purposes 
SRCAS-IW asked C if C had the time to oonverse with C in regard to what all is occuning while C is driving 
SRCAS-IW proceeded to ask Cthequestions pertaining to the IIRand only got to ask C the first question as of the date and time of the incident 
C stated that NNA is wasting C's time 
C stated C has retained an attorney 
SRCAS-IW asked C if SRCAS-JW can provide C the address to provide C's attorney 
C immediatety- terminated the call 

Created By: lani:shaWilke:r:son (1/22/20181:17 PM) 
SRCAS-JW is assisting sup esc call 

SRCAS-IW called -SRCAS-IW infonmed C the call may be reoorded fO< training and quality purposes 

C stated that C's wife is the person who opened the case with NNA for the RHR review 

✓ C stated that the veh stops with no one in front of C 

C asked if there is a decision on the RHR 

C stated the dlr told C to oorne pick the veh up 

SRCAS-IW infO<med C that the RHR can take an estimate of 10 business days to complete of which just started on 1-13-18 
SRC~ informed that C would receive a cal every 3 business days until the decision is made 

C stated to cal C's wife 

Call ended mutualy 

Created By~ I i:sa Qnffnev (1/22/201812:53 PM) 
- [CASE SUMMARY] --

CRR-LD sending case to RCAS supe,viser as C is not happy with service received by RCAS working on ooncem 

Created By: Lisa Duffney (1/22/2018 12:51 PM) 
CRR-LD VERIFIED Account infO<matioo induding: C's name, home & e-mail address, 
phone nt.mber & best contact numbe< 
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CRR-LD NOTED coocem is: Warranty coverage 
CRR-LD received inbo..-.d caa from C 

C stated C has Case ,_ and is not happy with the-, this coocem is being resooed 
C-stated VEH is a Lemffl"l'll!"l longer wants VEH and has already stated this to NNA 

CRR-LD-Apologized for coocem 
CRR-LD- Advised C is scheduled for a lollow up before 01125118 

C-Advised not good enough this coocem needs to be resolved today and wants a supervisor to oontacl C back today 
C--Advised C does not have another VEH and is being very inconvenienced 

CRR-LD-advised C case has been escalated and WC does not get a call back today then tomorrow 0 1123/17 at the ve,y latest 

C-Understands 

CRR-LD asked C i thefe was anything else CRR-LD could assist with. 

C-Oeclined 

CRR-LD provided C with agent ID 7319015 and case lllSlobe. 
Besl call back 

Call ended mutualy. 

Created By: Evan@ Clioe ~11221201 8111 :04. M Rc=c made outlxlund call t,_ 
Rc=c advised this call is re~ training purposes. 
Rc=c advised RHR is still ongor,g. 
Rc=c asked about VEH repairs. 

✓ C stated DTS had looked at VEH aver the weekend and that VEH was supposed to be repaired by the end of the day. 

• 

Rc=c thanked C for C's patience during the review. 
Rc=c advised a callback by 1125 at the latest. 
C undefS!ood. 
Rc=c thanked c for speaking. 
Call ended mutualy. 

Created By: Michelle Simpson (111812018 4:30 PM) 
ORTS received the RHR. The RHR was assigned to ARBS Raven Giddens for review. 

Created By: Evans Cline (111812018 2:25 PM) 
S~hris Winters sent the fo41ow RHR responses: 

• How many times has the customer's vehicle been to the dealer/retailer for repairs? 3 total repai" orders induding the one that is open. 
• 'Mlat repairs were performed? See attached invoices 
• Are there currently any OPEN ROs? Yes 

Page 10 of 11 

✓ • Is the vehicle currently at the dealership? Yes 
• How many days has the vehicle been kept out of service at your dealer for repairs? For any ROs where the vehicle was down 7 • days, please supply technician time stamps or hard OO!)ies of the RO.- - 1 
day,- - 1 d!!! l!illll ipened yesterday- vehicle is still here. 
• H~teclncm ::sµe1,;n111:st \CATS) been involved? No 
• Has TECH LINE been involved? Yes 
• Has a Dealer Technical Specialist (DTS) been invaved? Peter Merkel is aware of it 

Rc=c attaching DLR inll<lices to case. 

,/' Created By: Evans Cline (111712018 3:26 PM) 
Rc=c sent email to S~hris Winters asking RHR questions and asking for DTS inspection results. 

Created By: Evans Cline (1/1712018 3:25 PM) 
Rc=c made outoound call to ca•·-
Rc=c VERIFIED C's name, ooni.m fflbs, coocem, phone. 
Rc=c VERIFIED servicing dealedretailer. Ourt Nissan 
Rc=c CHECKED fur open recalls/campaigns and found: 0 
Previous UNRElATED Case(s) Found:O 
Previous RELATED Case(s) Found:O 
Rc=c ADVISED "This caa may be reoorded for quality and training purposes." 
Rc=c reviewed C's coocern. 
C stated that the forward emergency brakilg system would activate randomly, causing the vehicle to stop •~-
C stated tt occurs at speeds usualy between 30-40 mph and that the VEH will display a "malfunction" message on the dashboard screen. 
C stated that DLR could not identify the ooncem but that DTS was meeting at DLR today to inspect the VEH. 
C stated did not feel safe in the VEH and wanted NNA to replace tt with a different Rogue. 

✓ Rc=c reviewed RHR Questions with C: 
Why do you want to return the vehicle to Nissan North America? C does not ~ safe in VEH 
Where is the vei.cte currently? At DLR 
Are you currently in a rental vehicle? yes 
Where was the vehicle purchased? Ourt 
Was the vehicie purchased new or used? new 
Where is the vehide serviced? Quirk 
Has the vehicle been taken to multiple Nissan dealers or lnfiniti retailers? no 
Rc=c explained that Rc=c would get information from DTS vistt and would sullmit RHR for C. 
RC=c explained RHR timeframe and process. 
C oodefstood. 
Rc=c stated would 1o11ow up by 1122. 
C thanked RCAS-EC. 
Call ended mutualy. 

Created By:~ (111612018 7:12 AM) 
I - [CASE SUMMARY] --

CRR-MB sending case to RCAS for buyback due to multiple repair for front emergency brakes. 

Created By: ~(111612018 7:11 AM) 
CRR-MB <OPENED°' VERIFIED> Account lnlo including: C's name, home & phone# 
CRR-MB VERIFIED VEH lnlo induding: VIN#, Current Mileage, 
CRR-MB CHECKED for open recals/campaigns and follld: 0 
CRR-MB CHECKED for previous UNRELATED Case(s) and found: 0 
CRR-MB CHECKED previous RELATED Case(s) and found: 0 

ORR-Mb received a call from C concerning emergency brakes concern➔ 

C stated that C is cali ng to open updaim due to emergency brakes going off when C drive VEH. 
C stated that C has taken VEH to NNA DLR twice. 

CRR-Mb asked what DLR diagnoses. 

C stated that 1sl time DLR cleaned sensor and 2nd times DLR reset the whole thing. 

CRR-Mb asked how loog C has been having cone. 

C stated since C purchased a VEH. 
C stated that C is taking bad< tomorrow to DLR. 
C stated that C want NNA To buyback VEH. 

CRR-MB provided C with Case# 
CRR-MB informed C that Case wil be transferred to a Regional Consumer Affairs Specialist who will cootact the C by dose of business day <01-17-2018> regarding the C coocem 

C oodefstood. 

Besl Contact#: 

Cati ended mutual y. 
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Case Categorizations 

Action ~ ~ # Catego,y Description s..bcatego,y Description 

Forms 

No records to display 

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

Syqrtorn Description 

MULTIPLE REPAIR 
ATTEMPTS 

Page 11 of 11 
Case Categorizacons Help 

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

03 1116/2018 YE AD 121000 OA 

Forms Help 

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

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

- Customize Page I Printable Vrew I Help for this Page 

Show Feed 

Case Detail 

Account N,me -­
Contact Email 

Home Pl1one 

Letter Se-nt Date 

Letter Received Date 

Follow Up Date 1/18/2018 

Supporting Documents 

CA Muttiple Repairs 

Social Media Involvement 

Martiz Custome< Id 

Case O#nH location Murfreesboro 

Texting Status 

Case Reopen Count 

Case Historyf~ I <:aseCorrments.W I CaseCaleooriz.ationW I !2a:!!!UII 

J Reopen Case 11 Clone Closed Case J 

CaseOwne< 

Type 

Case Origin Phone 

Executive Refenal 

Exee>Received-Oa.te 

Status Closed 

Murray 

Datelrme Opened 1/17/2018 10:06 AM 

Date/Tome Closed 1/18/2018 6:41 PM 

Multiple Repairs No 

Executive Summary 

Executive Actions To Resolve 

Description C is seekilg assistance with making NNA aware of VEH sudden!y stopping at cattteguard. 

Call Script 

Who contacted u.s? Consumer 

#Vehicles Owned 1 

Vd'liele Purchased New 

Pre-Owned Initial Mileage 

CWTMI Mile- 5,000 

Incident Codes. IIR REQUIRED 

lncidef'lt Date 

Sent to legal 

Accident 

Asbag 

Fire 

IIR lndic.ator 0 

IIROate 

HR 

Vehicle Information 

Vehicle SN1AT2MT6H• 

Model Year 2017 

Make NISSAN 

Model Line ROGUE 

Model Code 29317 

Dealer Detai l 

ease Servicing Dealer P!NNAQI F NISSAN 
Case Servicing Dealer Region Mountain Region 

Bluetooth 

Related Items 

Responsible District 04 

SharedWrth 

Phone Carrier 

Phone Manufacturer 

Reported From 

Issue Categories 

Approwd Ched< Reques1s $0 .00 

https:/ /nissanna.my.salesforce.com/5000G0000 1 OYIFKQA5 

Vehicle Maintained Location PINNACLE 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 

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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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 

Subject 

Created By 

Last Mocfrfied By 

Notes to Agent 

CUSTOMER:­
SN1AT2MT6~ 

Lydia Ristic 1/1712018 10:06 AM 

NNAill, 12/10/2018 10:46 PM 

Case Record Type CA Oosed Case 

Days Closed 866 

Action c- NT8G 

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

Agent Comments 

Agent Comments 

Agent Next Step 

VIN: Root Cause 

Root Cause Code 

Root Cause Code (2) 

Document ID 

I Reopen Case I ! Clone Closed Case! 

Case History 

Dale 

1/18/2018 6:41 PM 

1/18/2018 6:40 PM 

1/18/2018 5:58 PM 

Show more • I~ 

Case Comments 

Comment 

Use< 

Shanese Murray 

Shanese Mt.mry 

Shanese Murray 

Created By: Amberly Hayes (1/1812018 6:12 PM) 
-- {Added after the case is closed.] ._ 

Action 

Changed Status from Open to Closed. 

Closed. 

Changed Reopen Date to 1/1812018 6:40 PM. 

Changed Status from Closed to Open. 

Changed Status from Open to Closed. 

I 
TL-AH sent email to ORT ..Stacy Gary and ORT-Marsha McDoogal for review of FEB concern 

created By: Shaoe:te Murmv (1/18/2018 5:57 PM) 
RCAS-SM is closing Case as no further assistance can be offered at this time. 

--CASE SUMMARY-
✓ C contacted Nissan CA requesting assistance wi1h making NNA .-e of VEH suddenly stoppilg at cattleguard. 

STATEMENT OF DECISION: 

SCIN 

RCAS..SM advised C the case has been thoroughly documented making NNA .-e of C's experience, and allowing the case to be reviewed internally. 
RCAS..SM reviewed the case wi1h TL-AH. 

✓ 

✓ 

RCAS..SM noting C aocepted assistance and was pleased wi1h the outoome. 

Created By: Shanese Murray (1/1812018 5:55 PM) 
" RCAS-SM notes alte< reviewing with TL-AH, RCAS-SM is documenting the case pe, C's request, and closing the case. 

Created By: Shanese Murray (1/1812018 5:54 PMI 
RCAS-SM VERIFIED C's name, home & email address, mileage, ooncem. 
RCAS..SM CHECKED lo, open recalls/campaigns and follld: 0 
Previous UNRELATEDCase(s) Found: 0 
Previous RELATED C8se(s) Found: 0 
RCAS..SM ADVISED "This call may be recorded for quatity and training purposes." 

RCAS..SM conmned C wanted to make NNA aware of C's experience with VEH stopping at a cattle guard, causing everything to go flying in the VEH. 

C stated yes. 

RCAS..SM apologized to C for Cs VEH experience. 
RCAS..SM asked~ rt was an unexpected stop? 

C stated yes. 
C stated the VEH was not a stop sign. 

C stated C went over the cattle guard the next day and rt did the same thing. 
C stated C has gone aver othe< cattle guards, and the VEH did not stop. 

C stated C thinks rt may just be that one particular cattle guard. 
C stated rt may be something around rt causing C's VEH to stop suddenly. 

RCAS..SM understood. 
RCAS..SM stated RCAS-SM wil certainly make sure the case is documented, making NNA aware of the experience, and allowing the case to be reviewed internally. 
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C stated okay. 

RCAS-SM aslted if C is seeking anything else from NNA at this time? 

C stated no. 
C thanked RCAS-SM. 

RCAS-SM thanked C. 

Call ended IOO!ually. 

Created By: Shanese Murray (1/18/2018 5:50 PM) 
"R~SM is unable to datanet Service Manager does not have an active email address to send to. 

Created By: Lydia Ristic (1/17/201810:18 AM) 
More info: 

CRR-LR was advised for POO and email sent to C. 

Created By: Lydia Ristic (1/17/201810:17 AM) 
-case summary •--

C cootacted Nissan CA reporting a coocem with catlle guard-( OCNi crossing ). 
VEH came to a complete stop.- Sent case to RCAS. 

Created By: Lydia Ristic (1/17/201810:16 AM) 
CRR-LR VERIFIED Aocount information including: C's name, home & e-mail address & best contact numbe<. 
CRR-LR VERIFIED VEH Information induding: VIN#, Current Mileage 5000 
CRR-LR CHECKED for open recaUs/campaigns and found:0 
CRR-LR CHECKED for previous UNRELATED Case(s) and found: 0 
CRR-LR CHECKED previous RElATED Case(s) and found: 0 
CRR-LR NOTED conoem is: catlle guard- cow crossing 
CRR-LR receil1ed inbound call from C. 

C caUed stated has to report a coocem to Nissan that C's has experience. 
C stated ive in the country and there's cattle guard. 
C stated VEH came to a complete dead stop at cattle guard and everything went flying in VEH. 
C stated wasn't aware about concern. 
C stated has called DLRSHP and reported to DLR and was tad nev..- heard conc..-n and should call Nissan 
C stated have to use road sometime. 
C stated would like Nissan to be aware. 

CRR-LR aslted C if there was anything else CRR-LR could assist with. 

Cdeclined. 

CRR-LR provided C with agent ID/ name and case numbe 
CRR-LR informed C that Case will be transferred to a Reg•,111--1,,,,.,, Affairs Speaafist who wil cootact the C by dose of business day regarding the C coocem. 

C understood and appreciated the assistance. 

Best Contact fl: --
Call ended IOO!ually 

Page 3 of 3 

Case Categorizations 

Action C..S.. Categorization # C.rtego<y Description S<lbcatego,y Description Symptom Description 

POOR OR IMPROPER 
OPERATION 

Case Categorizations Help 

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

BRAKES 

Forms 

No records to display 

A Sack To Top 

GEN. BRAKE COMPONENT 
(S) 03 

tw,ays show me more records p..- related list 

1/18/2018 YX AD 
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• Search ... Search Derek Latta Help & Training All Tabs 

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

-Show Feed 

Case Detail 

Account Name 

Contact Email -Letter Se-nt Date 

Letter Received Date 

Follow Up Date 5/17/2018 

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 HislOf( [&l I Case Corrments LlWl I Case C:deoorizations fll I ~ ill 

J Reopen Case 11 Clone Closed Case J 

Case Owne< ■ Chase McBryar 

Type CA 

Case Origin 

Executive Refenal 

Exee>Received-Oa.te 

Phooe 

Status Closed 

Datelrme Opened 1/18/2018 1:47 PM 

Date/Tome Closed 5/17/2018 2:51 PM 

Multiple Repairs No 

Executive Summary 

Executive Actions To Resolve 

Description Consumer Affairs Vok.11tary Repurchase due to 3 repairs and 10 days out of savice for vehicle appied collision avoidance braking with no obstruction in front of vehicle/vehicle goes into 
lffll) mode with lack of acceleration. 

Call Script 

Who contacted us? Consumer 

IVell;clesOwned 4 

Vehicle Purchased New 

Pre-Owned Initial Mileage 

eun.nt Mile- 5,483 

Incident Codes . IIR REQUIRED 

lncidef'lt Date 1/1712018 

Sent to Legal 

Accident 

Awbag 

F.-e 

IIR Indicator 

HR Date 

HR -

Vehicle Information 

Vehicle 

Model Year 

Make 

Model Line 

Model Code 

Dealer Detail 

Case Servicing Dealer 

Case Servicing Dealer Region 

Responsible District 

SharedWrth 

Bluetooth 

Related Items 

Phone Carrier 

Phone Manufacturer 

Reported From 

Issue Categories 

JN8A T2MV3H\' 

2017 

NISSAN 

ROGUE 

29617 

GREAT NECK NISSAN 

Nor111east Region 

07 

ApprovedChedt Requests $32,041.18 

Vehide Maintained location 

Previous Repair Date 

Previous Repair location 

Related Vehicle Make Nissan 

XTIME Appointment Number 

Rollover 

Property Damage 

Injury Lett« 

NLWnber Injured 0 

RHR Started 2/16/2018 

RHR C«npleted 2/16/2018 

Customer Document Requested 

Date Requested 

Customer Document Received 

Date Received 

PartNumbH 1 

Beyond Basic Warranty Miles 1 0 

Beyond Bask, Warranty Months 1 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 

Phone Mode-I 

Phone Operating Sys1em 

Goodwill Offered 

VCAN 

✓ 

1/18/2018 

please review. 

Goodwill Processed 0 

Vehicle Service Contract 

.J 
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Sales & Service Campaign Specific Information 

Hot Alert Date 

LS Response rme 

Verbatims 

AJeri Trigger Verbatim 

Survey Verbatim 

Dealer Action History 

NNANotes 

Customer Conversation Notes 

DTS Inspection 

VSC Reprint Reque-st 

Contact Name 

-WotkPhone 

Mobile Phone 

Email 

AHemate Email 

OTS Inspection Date OTS Inspection Date Confirmed? 

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

Inspection Time/Notes Appointment Time: 

System Information 

Subject 

Notes to Agent 

CUSTOMER­
JN8AT2MV3~ 

VIN: Root Cause 

--

Created By Helen Baglole 1/18/2018 1:47 PM Root Cause Code SCSH 

Last Modffied By NNAETL, 9118/2019 9:26 PM 

Case Rec«d Type CA Oosed Case 

747 

NTSF 

Days Closed 

AetionCode 

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

Agent Comments 

Agent Comments #RHR case under review. 

Agent Next Step 

Case History 

Use< 

5/17/2018 2:51 PM Chase McSryar 

I Reopen Case! I Clone Closed <:.ose I 

Action 

Changed Status from Open to Closed. 

Closed. 

Root Cause Code (21 SCMV 

Document ID 

5/14/2018 10:17 AM 

5/8/2018 2:16 PM 

5/7/2018 3:58 PM 

Chase McSryar 

Cha,,eMGflrvar 
Chase McSryar 

Changed Follow Up Date from 5/14/2018 to 5/17/2018. 

Changed Follow Up Date from 5/8/2018 to 5/14/2018. 

Changed Follow Up Date from 4/11/2018 to 5/8/2018. 

Show more • I~ 

Case Comments 

Pubic Comment 

Created By: Chase McBryar (6/12/2018 1:39 PM) I last Modified By: Chase McBQ'.ar (6/12/20181:39 PM) 
✓ - [Added afte< the case is closed.] -

ARBS-CM leaving case closed at this time. 

Created By: Chase McBryar (6/12/20181:39 PM) 
... [Added after the case is closed.] .-
ARBS-CM placed out!Jound call to Karen Beneventano @ ~ 
ARBS-CM stated ARBS just emailed the sales cootract to ,cn speanes how much the sales tax was. 

C stated perfect. 
✓ C stated C will !award that. 

ARBS-CM stated C can call ARBS back ~ C needs anything else. 

C oodefstood. 

Call ended murualy. 

Created By: Chase McBryar (6112/2018 1:37 PM) 
./_ ~ [Added after the case is closed.] •-

ARBS-CM noles ..-naii ng sales cootract to C. 

Created By: Chase McBryar (6/12/20181:35 PM) 
✓ ... (Added after the case is closed.] •" 

ARBS-CM received VMX from C asking ARBS to send C something showing how much C paid for sales tax. 

✓ ;~"i:'~~~!ili."1'.fg ~e°a':'~~~~18 2:40 PM) 

./' ;~"i:'~';.J.';";.:0!.,'fJ.\;~~
8
c

2
;

7 
:,,'J18@ 9:18 AM and signed for by: K. Beneventano. 

Created By: Chase McBryar (5/14/2018 3:52 PM) 
✓ ARBS-CM noles ORTS requesmg ~ l ed FedEx Label. 

UDPA TED FedEx Tracking: 

✓ ;~"ii'~~~~~~~ ~":1!~1:eti~ 
Created Bv: Ch- M<;Bryar (5/812018 2:14 PM) 

~ ARBS-CM submitted overage check request in the amount of $3S0.51 payable to 
FedEx Tracki 

✓ Created By: Chase McBryar (5/812018 2:07 PM) 
ARBS-CM noles NMAC-Peggy emaii ng ARBS stating: 

Hi Chase: 
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The last customer payment was on 4/6/2018 for$350.31. Pay Off was 4120/2018 lor $29,076.72 . 

.. ARBS-CM attached updated payment history to case.-

Created By: Chase McBryar (517/2018 4:08 PM) 

~~~~ ~~= =~~.:.: ,&11££1 !i£1! 1!2tt allllhas aver been paid 
✓ ARBS-CM stated once NMAC - the amount paid, NNA wil send C a check and C will receive tt before the end of the - -

c understood. 

Call ended mutualy. 

✓ ;~~~-:J!':.::.~w,.u~:=:~~7
d:lamount of last payment made and updated payment history. 

Created Bv: CfWH: M<;Bryar (517/2018 3:54 PM) 
✓ ARBS-CM received -yment email stating: 

$348.581// 271273 /// Mc&yar 

Created By: Paige Gilliam (517/2018 3:30 PM) 

I ~R~=:~~e!(s=
5N~l ~~t in the amount of $348.58 sent to LOCKBOX #54457; FED EX TRACKING 

--Case doct.mented and copy of check attached to case. 
Created By: Chase McBryar (51312018 5:01 PM) 

✓ ..... (Added after the case is closed.] •-
ARBS-CM leaving case closed at U.s time. 

Created Bv: GbilK M<;Bryar (51312018 5:01 PM) 
.... (Added after the case is closed.] ._ 

ARBS-CM placed out!Jound call t'.il■■■■■■1■-
ARBS-CM stated with the way the -ymenlS are proces!l~d,"l~m''::\11 notify ARBS and ARBS has to watt on that notification. 
ARBS-CM stated ABRS has not received anything yet. 

✓ C understood and asked ARBS to let C know as soon as ARBS hears. 
C stated C will caD next..-for an update. 

ARBS-CM unde.-stood. 

Call ended mutualy. 

Created Bv: CfWH: M<;Bryar (51312018 4:51 PM) 
✓ ... (Added after the case is closed.] •­

ARBS-CM received VMX from C. 

Created By: Chase McBryar (4/2312018 4:59 PM) 
✓ tt'lt (Added after the case is closed.] ._ 

ARBS-CM leaving case closed at U.s time. 

Created By: Chase McBryar (4/2312018 4:59 PM) 
.... (Added after the case is closed.] ._ 

ARBS-CM placed out!Jound call t'.il■■l■■■lllll-
ARBS-CM stated with the way the -ymenlS are processeo, N MAIC will notify ARBS and ARBS has to watt on that notification. 

C stated C is stil waiting oo the check from the state of NY. 

ARBS-CM stated that is per the state guideines. 

C stated yes, but C also paid that amooot to NNA so ARBS has to be more I.Uldefstanding. 

ARBS-CM stated ARBS defilvtely understands the lruslration, howeve<, ARBS does have to watt on the notification from NMAC. 

C asked if ARBS had a guess for how long it would take? 

✓ ARBS-CM stated possibly 2 weeks, but there is an estimate and there is not a definite time. 

C asked who notifies ARBS? 

ARBS-CM stated NMAC notified ARBS department. 

C asked what ARBS department is? 

ARBS-CM stated ORT. 

C stated C will caD back in a week if C doesn't hear anything. 

ARBS-CM unde.-stood. 

Page 3 of 10 

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

ARBS-CM stated if there is no new information, ARBS will provide the O with the same info as today, but as soon as ARBS has new information, ARBS will let C know. 

C understood. 

Cati ended mutual y. 

Created By: Chase McBryar (4/23/2018 4:52 PM) 
. ... (Added after the case is closed.] --
ARBS-CM received VMX from C stating the aCOOlllt was paid off and C was told to caD ARBS for the refund. 

Created Bv: CfWH: M<;Bryar (4/1812018 2:08 PM) 
""' [Added after the case is closed.] •-

ARBS-CM placed out!Jound call t'.1![!1••····· -ARBS-CM stated to get the last payment, NMA\.. wn1 nomy Al"\d~ account is overpaid and NNA will send C another chec.k. 
ARBS-CM stated Morley sends the payoff to NMAC so C can tollow up with the Morley rep if C has further questioos. 

✓ C understood. 

ARBS-CM advised C to contact ARBS back if C doesni see the account paid off soon. 

0 understood. 

Call ended mutualy. 

Created By: Chase McBryar (4/18/20181:59 PM) 
✓ ""' [Added after the case is closed.] .._ 

ARBS-CM received VMX from C asking when C would get the C's last payment refunded and also when the account would be paid off. 

Created Bv: GbilK M<;Bryar (4/10/2018 8:08 AM) 
ARBS-CM closing case at this time. 

- CASE SUMMARY-
✓ C contacted NNA regarding FEB concern. 

- CASE DECISION-
ARBS-CM notes Pl detennned there were no faults with the veil. 
ARBS-CM notes NNA provided C with Consumer Affairs Voluntary Repurchase due to 3 repairs and 10 days out of service for llehicle applied collision avoidance braking with no obsuuctioo in froot of vehicle/Vehicle goes 
into limp mode with lack of acceleration. 
ARBS-CM notes surrender is sdleduled for 4/13118. 

✓ ;~e:~"r:.;:.":rr':!.:: =~~!~,~~ 
✓ Created By: Chase McBryar (4/612018 4:01 PM) 

ARBS-CM placed out!Jound call t 
ARBS-CM stated ARBS has requ 
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C understood. 
C stated C will cal ARBS next Wednesday if C doesn1 hear from them. 

ARBS-CM unde<stood. 

Call ended mutualy. 

✓ ;~:~;J,'!':,!:'[;,~'ret~~~~: =~ process be expedited. 

~ ;~e:~~=~g;:;, ~=~ ~:~ ,:'fuwywitll tile tine frame and C would fike Money's phone numller. 

Created By~ Cha¥ MsRrvar (4/612018 3:11 PM) 

✓ ~~~~ ~i:ic: =~~2'!.JI 12 a:; &£!£Ji L. - and left a VMX. 
ARBS-CM stated the case status right now is tllat tt has been accepted and C will be oontacted as quickly as possible. 

Created By: Chase McBryar (4/612018 3:08 PM) 
ARBS-CM notes C emaiting ARBS stating: 

Chase, 
I left you a voicemail. I have not heard from yoorvendor, Moriey, to surrender the 2017 Rogue. It is cruciaf that I be contacted for a amender date for next week as I am refinancing and I cannot have 2 vehicles on my 

✓ credtt repon as pe, my Lender. 

Please respond ASAP. 

Thank you. -✓ ;~:~~;!= =;;'C:, ~=~~~~, contacted C to schedule tile surrender and tt is urgent because C cannot refinance C's home showing 2 1/fflS. 

✓ 

Created By: Chase McBryar (4/4/2018 2:06 PM) 
•" ARBSCM sending case to Morley-

(customer) 
(ienholder) 

Created By: Chase McBryar (4/312018 8:09 AM) 
./' ARBS-CM received 2 VMX from C before C emailed ARBS. 

ARBS-CM notes ARBS spoke with C via email after VMX was left. 

Created By: Chase McBryar (4/212018 2:56 PM) 
✓ ARBS-CM notes C emaii ng ARBS asking ARBS to eXPedtte tile Morley process. 

ARBS-CM emailed C stating Mor1ey will cootact C as quickly as possible. 

Created Bv: CfWH: M<;Bryar (4/212018 2:54 PM) I Last Modified By: ~se Mci ar14/2/2018 2:54 PM) 
✓ ARBS-CM submitted check request in tile amount of $2,614.15 payabl<j 

ARBS-CM submitted check request in the amount of $29,076.72 payable t '""'""' , """"'""'ce C<l<poration good until 512/18. 

✓ ;~:~~;:= .:i:~~~: ~~PM) 

✓ ;~e:~~=.:.~'u~!:1::!~e'!~er and state of NY sales tax fonns to C. 

Created By~ Cbw MsBwr (4/2/2018 2:26 PM+ 

:~~~~~=:~~emnini lcu!Jn. -
ARBS-CM stated C has to get tile sales tax back from tile state. 
ARBS-CM stated ARBS can send tile C tile forms C will need to do tllat 

C stated this is ridiculous. 
C stated C would like tllis eXPedtted. 
C stated C is to tile pojnt where C just wants to leave tile veh at tile DLR until NNA tells C to go sign tile papers. 

ARBS-CM stated tllat won't happen until NNA receives tile new signed agreement. 

C stated C ooderstands tllal 
C stated ARBS needs to send tt right now and C wil sign tt and send tt back. 
C stated C is so angry with the mix up and ARBS shou1d have known. 

✓ ARBS-CM apologized and stated ARBS has documented C's concerns. 

C stated C still has to get anothef veil too. 

ARBS-CM stated ARBS can offer a VPP ij C would i ke anothef NNA veh. 

C stated no. 

ARBS-CM unde<stood. 
ARBS-CM stated ARBS would send the corrected agreement. 

C understood. 

ARBS-CM apologized for tile incon-,;.,nce. 

Call ended mutualy. 

Created By: Chase McBryar (4/212018 2:10 PM) 
ARBS-CM notes the following corrected repurchase calculations: 

Down Payment . $1,600.00 
Additional Payments - $2,101.86 

Total Amounts Paid - $3,701.86 

✓ Less Usage - SO.DO 
Less Sales Tax-$1 ,087.71 

Total Deductions-$1,087.71 

Total Refund - $2,614.15 
Lease Buyout/Payoff - $29,076.72 
Total Repurchase . $31,690.87 

Created Bv: Gbw M<;Bryar (4/2120181:44 PM) 
,/' ARBS-CM submitted check request in tile amount of $3,768.11 payable to■■l■■I■■ 

ARBS subrritted check request in tile amount of $29,076.72 payable to Nissan MOtO< ACcepu,nce Co,poration good until 512/18. 

I ~~~i~Bl~hase McBryar (4/2120181:40 PM) 

Created By: Chase McBryar (4/2120181:35 PM) 
I ARBS-CM notes $0.00 per diem. 

ARBS-CM notes $29,076.72 payoff is good tllroogh 512/18. 

✓ 
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Created By: Chase McBryar (4/2/20181:08 PM} 
✓ ARBS-CM noles receiving signed agreement from C and attached to case. 

ARBS-CM noles emaii ng NMAC asking if NMAC had copy of title. 

Created By: Chase McBryar (4/212018 9:59 AM} 
ARBS-CM placed OUUXlund call t 

C stated C will be accepting the offer. 
C -ed if NNA could oome pick up the veil at C's house. -
ARBS-CM stated Mor1ey will c:ootacl C to sdledule the - and the surrender has to be al the DLR. 

C oodefstood. 

ARBS-CM staled ARBS also wanted to let C know that NNA is expecting a repair to be available the 2nd week of April for the FEB c:oocem. 
ARBS-CM staled if C wanted to keep the veil, ARBS can provide C with a $3,500 after the rep,w is oompleted pending a signed release. 

C oodefstood. 
C stated C is stil just so nervous. 
C stated NNA can say ~ is fixed but someone can still lose faith. 

✓ ARBS-CM unde<stood. 

C -ed when the ...-render would be. 

ARBS-CM stated Morley will schedule the surrender with the C and ii takes 1-2 weeks fo, Morley to c:ootact C after NNA received the accepted offer. 

C oodefstood. 
C stated C is aboot to make another payment 
C -ed if C would get that back? 

ARBS-CM stated once the account is overpaid , NMAC wil notify NNA and NNA will confinn the amount of the last payment made by C. 
ARBS-CM staled then NNA will send C another check but that can take around 6 weeks. 

C oodefstood. 
C stated C will make a decision by tonight and let ARBS know. 

ARBS-CM unde<stood. 

Call ended mutualy. 

✓ ;~°i;'~~~ 
2
~~~4/~2018 9:46 AM} 

Created By: Chase McBryar (312812018 2:38 PM} 

ARBS-CM placed OUUXlund call '111!!!11■11•···- and left a VMX. 
ARBS-CM stated ARB~CM was ca11ng in regaras to l. s case a~ ed the case#. 

✓ ARBS-CM advised ARBS-CM would cal C again to discuss the case furthef and ARBS is O(Y,N on Friday. 
ARBS-CM stated if C make an additional paymen~ C ,.;1 be refunded for that as C's account w ould be overpaid. 
ARBS-CM stated if C feels there is some sort of excessive wear and tear, C can send photos of that to ARBS fo( ARBS to review. 
ARBS-CM provided ARBS.CM's contact info. 
ARBS-CM thanked the C. 

Created By: Chase McBryar (312812018 2:15 PM} 

✓ ~~~~ ~= = =n~ the payment 
C stated C is concerned about what is considered dings or dents/damages. 

Created By: Chase McBryar (3127/2018 3:48 PM} 

ARBS-CM placed OUUXlund call t<i■■■■••··- and left a VMX. ✓ ARBS-CM provided case number. 
ARBS-CM stated ARBS emailed the detailed offer letter aver to C. 
ARBS-CM provided ARBS number and advised C to contact ARBS if C has any questions. 

Created By: Chase McBryar (31231201811:18 AM} 

ARBS-CM placed OUUXlund call t<i■■■■■■■■- and left a VMX. 
✓ ARBS-CM provided case ntmbef. 

ARBS-CM stated ARBS emailed the detailed offer letter aver to C. 
ARBS-CM provided ARBS number and advised C to contact ARBS if C has any questions. 

;~"i:~;f!i-~ Z"ca\~21
/20

18 9
'
36 

AM) - and left a VMX. 
✓ ARBS-CM provided case number. 

ARBS-CM stated ARBS just emailed the detailed offer letter over to C. 
ARBS-CM provided ARBS number and advised C to contact ARBS if C has any questions. 

✓ ;~~~';',;,fe';':,,:t~g!.~'!°:::~~j C. 

Created Bv: Ch- M<;Bryar (3121/2018 9:20 AM} 

✓ :~~~:~~~~~~=~wnr:::~i=i~-;;:~~ARBS needed. 

ARBS-CM attached to case. 

Created By: Chase McBryar (3120/2018 3:46 PM} 
ARBS-CM placed OUUXlund call t,__ and left a VMX. 

✓ ARBS-CM stated since C does ~ to send ARBS the ti1le app. 
ARBS-CM staled these things would delay the process down the road so ARBS wants to ensure ARBS has what is required before providing C with the detailed offer. 
ARBS-CM staled ARBS will cootinue to update C. 

Created Bv: Ch- M<;Bryar (3120/2018 3:43 PM} 
✓ ARBS-CM noles emaii ng Finan~g requesoog title app. 

ARBS-CM cc'ed General Manager-Sal and General Sales Manager.Jo<dan. 

Created By: Chase McBryar (3120/2018 3:41 PM} 
ARBS-CM placed OUUXlund call to Great Neck Nissan @ 
ARBS-CM spoke with Finance-Gregg. 
ARBS-CM requested title application be sent to ARBS. 

✓ Finance-Gregg asked ARBS to email the request to greggr@titanrnoto<group.com. 

ARBS-CM unde<stood. 

Cati ended mutual y. 

✓ Created By: Chase McBryar (3120/2018 3:25 PM} 
ARBS-CM noles C emaii ng ARBS stating since veil is leased, C does not have title. 

Created By: Chase McBryar (311612018 4:53 PM} 
✓ ARBS-CM noting ARBS needs title for state of NY. 

ARBS-CM noles emaii ng C requesting title before providing offer. 

✓ Created By: Chase McBryar (311612018 4:52 PM} 
ARBS-CM notes the following lease repurchase calculations: 

Down Payment - $1,600.00 
Additional Payments - $2, 101 .86 
Regisaation Renewal - $66.25 

Total Amounts Paid - $3,768.11 
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Less Usage-$0.00 

Total Deductions-$0.00 

Total Refund - $3,768.11 
Lease Boyoot/Payoff - $29,076.72 

Total ReptKchase-$32,844.83 

✓ ;~~~~~ ~~nrt;.A~~31;:i:g 2~s,:> ~)still in a snow sloon and C will send photos once w eather is clear. 

Created Bv: Chase M<;Bryar (3112/2018 4:37 PM) 
ARBS-CM notes emaii ng C slating: 

Hi Ms. Beneventano, 

I hope you are doing well! 

✓ I wanted to reach oot to you regarding your case. 

I have not received the photos yet I knoN you were in a snowstorm so that may be why. 

At your ear1iest convenience, please advise when you may be able to send the photos. 

Thank you, 

Created Bv: Chase M<;Bryar (3112/20184:33 PM) 
CORRECTION to previous oomment: 

~:~. 1. Acoooo 
✓ 2. 30 day . 2 good thru 4/4/2018 

4. # of scheduled payments re<:eWed 7 
5. Scheduled Payment amount 350.31 
9 . Most Recent payment re<:eWed 317/2018 for $350.31 
10. Eligible for SOC? YES 

Contract and Payment History are attached. 

Created By: Chase McBryar (3112/2018 4:31 PM) 
ARBS-CM notes NMAC emaii ng ARBS stating: ~=-✓ 2. 30day ;JJl!IIIIIIIIII 
4. # of scheduled payments recewed 7 
5. Scheduled Payment amount 
9 . Most Recent payment received 
10. Eligible for SOC? YES 

Contract and Payment History are attached. 

✓ Created By: Chase McBryar (317/2018 5:03 PM) 
ARBS-CM notes emaii ng NMAC requesting payoff info. 

Created By: Chase McBryar (317/2018 5:01 PM) 
ARBS-CM placed outllound call t -C stated tt C went wilh a replacement, would C start over wilh a new loan or keep what Chas? 

ARBS-CM stated NMAC would do a SOC and C would be responsible for upgrade and usage fees. 

C stated C shouldni have to pay anything as this is not C's fault. 

ARBS-CM stated in order to dratt a detailed letter, NNA will need lhe requested documents from C. 

C asked tt ARBS cani get it? 

✓ ARBS-CM stated ARBS can get the documents from NMAC, but not the photos. 

C stated C will end up owing either way wilh a repurchase or repCacemer,t. 

ARBS-CM explained that NNA doesn't know what C wil owe/be refunded l.lltil the detailed offer letter is drafted. 
ARBS-CM stated ARBS lhinks a good step would be sending C a detailed repurchase letter to let C look at the nun--. and then let C decide how C would like to proceed. 

C understood. 
C stated ~ is snowing so C cani take pictures yet. 

ARBS-CM understood. 
ARBS-CM stated ARBS will folow up next week. 

Call ended motualy. 

✓ ;~~~~~=
2
iosllxrya~20184:43 PM) 

;~:~;;!iaseout.'!Z'ca131W1 nw1 ,1.,; and left a VMX. 
ARBS-CM stated ARB~CM was dlll111y 111 ,~u~ lu ,./s;:111U µ1uv1ued the case#. 

✓ ARBS-CM stated ARBS was following up to see how C wanted to proceed. 
ARBS-CM advised ARBS-CM would cal C again to discuss lhe case further. 
ARBS-CM provided ARBS.CM's contact info. 
ARBS-CM !hanked the C. 

Created Bv: Chase M<;Bryar (312/2018 3:02 PM} 

~~~~ ~~= =~~';! ... £Ht m :au a 2: Ln mu~~~::x 
✓ ARBS-CM stated ARBS was following up to see how C wanted to proceed. 

ARBS-CM advised ARBS-CM would cal C again to discuss lhe case further. 
ARBS-CM provided ARBS.CM's contact info. 
ARBS-CM !hanked the C. 

✓ ;~~~~';'.J!':.a't~ ':';';~f~~~8C8:32 AM) 

✓ ;~~~;;!iaseout.'!zaca\~27'718:27 AM) @--
ARBS-CM stated ARBS was aware...,: naa some concerns ~ se? 

C stated yes. 
C stated ARBS said tt didn't have any effect on C's right but C thinks tt sounds like C is releasing eve,ything. 

ARBS-CM stated the release C would sign states that C would wor1< wilh NNA regarding any future concerns but C is not waiving any breach of warranty or personal injlsy claims 

C stated C doesni feel any amount will do. 
C stated C real y wants another car. 
C stated C will have lhe release read by C's attorney and see what C wants to do, but C really wants anolher car. 

ARBS-CM stated NNA is workilg on a repair for this concern and NNA is expecting it to come out soort 
ARBS-CM stated ARBS can send C an intent letter letting C know lhat NNA can offer a repurchase/re!)lacement of the veh tt C ooesni want the cash settlement. 
ARBS-CM stated wilh a repurchase, C would get bad< down payments pius additional payments less aflermar1<ets and usage. 
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ARBS-CM stated with a lel)facement, C will be responsible for a upgrade lee. 

C stated C woot pay anything to switch. 
C stated C will review this with an attorney and maybe C can review a different cash offer NNA can give. 

ARBS-CM stated ARBS will send the intent letter to C and follow up later to see how C W0Uld like to proceed. 
ARBS-CM asked if C is beo,g represented by an attorney? 

C stated no, C is just reviewing 'With an attorney that is a famity friend. 
C understood. 
C stated C will review with them to make sure C will stil have rights to the veh. 

ARBS-CM stated ARBS will email the intent letter to C and folow up later to see how C would fike to proceed. 

C understood. 

Call ended mutualy. 

✓ ;~:~~!':ce'ti~gryx~2/;:C
1
~: ~.).. not happy with release as tt was not what C and ARBS had discussed with C releasing NNA. 

✓ ;~°i;'~~= ::i~~=:~t to C. 

Created Bv: Chase M<;Bryar (2/2612018 1:49 PM} 
✓ ARBS-CM received registration from C. 

ARBS-CM attached to case. 

Created By: Chase McBryar (2/21/201812:30 PM} I Last Modified By: Chase McB!)lar (2/21/201812:30 PM) 

ARBS-CM placed outlxlund ca a ! --
ARBS-CM stated ARBS is aware t l. wamea ro 01nK a~~ted to do. 
ARBS-CM stated ARBS just needs to registration to draft the release. 

C understood. 
✓ C stated C would send that now. 

ARBS-CM stated ARBS would draft the release once ARBS has tt. 
ARBS-CM stated ARBS will follow up next - -

c understood. 

Call ended mutualy. 

✓ ;~"i;'~~!":ce~~ry:.'.,~
21:C1!!~ :J ARBS needs the registration now. 

✓ ;~"i;'~~~!":a~~'ca=~1!:i!.~ 

Created Bv: Chase M<;Bryar (2/20/2018 4:29 PM} 

ARBS-CM placed outlxlund call t'.'.91.1Jjl!!1.!!1!!11!111 @ --
ARBS-CM stated ARBS will be assosong I., go,ng rooward. 
ARBS-CM stated ARBS is aware that IIR dispatched a DTS and the ooncem was not able to be dupicated. 

C stated yes. 

ARBS-CM understood. 
ARBS-CM stated ARBS reviewed the case and stated to apologize for the inconvenience, ARBS would like to provide C with a cash settlement in the amount of $3,500. 
ARBS-CM stated if C is not interested in that, ARBS can disooss other options with C. 
ARBS-CM asked if C was interested? 

C stated C would think aboot it. 
C stated does that mean if C gets in an accident, C cannot file a claim? 
C stated C had 3 frightening experiences. 
C stated C appreciates the offe, but C doesnt know just in case something happens. 

,7 ARBS-CM understood. 
ARBS-CM stated the release C would sign states that C would wor1< with NNA regarding any future concerns but C is not waiving any breach of warranty or pe,sooal injlsy claims. 

C understood. 
C stated this was just so frightening. 

ARBS-CM apologized. 
ARBS-CM stated ARBS would email the C requesting the registration so ARBS can draft the release for C to review. 
ARBS-CM stated if C decides at any point C doesnt want to accept the settlemen~ ARBS can discuss other options with C. 

C understood. 

ARBS-CM stated ARBS would be 000 oo 2/23/18 so ARBS will follow up next -­

c understood. 
C thanked ARBS. 

Call ended mutualy. 

Created Bv: Chase M<;Bryar (2/20/2018 10:18 AM} 
✓ ARBS-CM reviewed case with ARBS-Pl -CA. 

ARBS-CM taking case r:Ner case k>r flXlher case handling. 

Created By: Chase McBryar (2/20/2018 10:15 AM) 
ARBS-CM notes the following: 

1 visit for 1 key inop 
- 1 repair for replaced key and programmed key 

✓ 1 visit for veh kick motion left gate inop 
- 1 no dupe 

3 visits for veh applied coli sion avoidance braking with no obstruction in !root of veh/Vell goes into limp mode with lack of acceleration 
- 1 cleaned road salt off ICC sensor and per1ormed caibratioo, deaned DTC's 
- 1 no dupe 
- 1 OTS inspection, NNA fOI.Bld no evidence of product problem, faiture, or malfunction that may have caused or contributed to the incident 

Created By: Chase McBryar (2/20/201810:14 AM} 
ARBS-CM placed outlxlund call to Great Neck Nissan 
ARBS-CM spoke with SA.Jeff. 
ARBS-CM provided C's name and last 6 of the VIN. 

~ ARBS-CM verified the following informatioo: 

RO- - no concerns were duplicated and no repairs were completed 

ARBS-CM understood. 

Call ended mutual y. 

✓ Created Bv: Ch- M<;Bryar (2120/2018 10:07 AM} 
ARBS-CM notes the following: 

Open campaigns: none 
Additional cases found: none 
T edl line case found: none 
DTS involved:­
VSC tound: ,.­
State: NY 
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IJ>-SefVice Date: 914/17 

~~c:,:@ 3,765 miles ... RO- - Days Down 1 

1. Customer states that 1 vehicie i key does not operate any vehicle functions. Please check and advise. 
2. Customer states that vehicle kick motion lift gate feature does not always operate. P1ease check and advise 
3. As per customer alex in sales aware of scratches on vehicie sunroof. Please detaiVaddress 
Action: 
1. Check vehicle with coosult found key malfunction key unable to be programmed perfooned rei,jacement of key and program 
2. Kick motion liftgate operates as designed with key within range. CUstomer is advised to use soccer kick motion at center of rear bumper cr:NeK lift gate operates as designed 
3. Roof detailed roof detailed 

Page 8 of 10 

12/12/17 @3,954 miles .... RO- - Days Down: 3 
Coocem: Custome< states w:hi~oed coli sion avoidance brakilg when there was no obstruction in front of or beside vehicle, happened at about 20 to 30 mph and vehicle would only slowly lurch lorward with 
accelerator pedal pushed all the way down to the floor 
Action: Road test vehicle-no incident occurred. Check dtc's c1a16-97 & cia18-54 stored. Cleaned road salt oil ice sensor & performed calibration pe, esm ccs - -Completed caliliratioo, cleaned dtc's. Road test good 
system operates as designed. No dtc's stored no warning lights displayed. 

1/16.118@4,988 miles ... RO--Days Down: 4 
Concern: Customer states th collision avoidance system is engaging by itself causilg vehicle to go into limp mode with a lack of acceleration please check and advise. 
Action: System detects using sensor behind bumper & if either component (sensor or~) has debris the system can malfunction causing customer concern. No curent codes related to customer ooncem, radar stain 
code occurred 900 mites ago. Customer is advised that if orange collision avoidance icon displays this signifies that system has automaticalty disabled itself due to radio/laser 11terference 

2/1/18@5,483 miles ... RO- - Days Down: 2 
Concern: 
1. DTS inspection of veil 
2. C states that veh collision avoidance •~em is operating by - with no objects around veil causing veil to slow - down and go into i mp mode, please check and advise 
Action: 
1. Reviewed and informed customer she wil be updated by ConSllllef Affairs 
2. DTS review 

Total Days Down: 10 

Created Bv: Amanda YeU (2/19/2018 9:22 AM} 

RC~Y placed outbound call to C @■••·· RCAS-AY ADVISED "This call may be reooraea ror quality and training pulJ)OseS .• 

RCAS-AY recapped case. 
RC~ Y advised case is under review for a repurcllase/replacement . 

.(_ RCAS-AY advised follow up oo 2/22. 

C declined ft.ther assistance. 

RC~ Y thanked C for C's time. 

Cati ended mutual y. 

Created By: OeHenry Kidd (2/161201810:09 AM) 
Arbs is forwarding case to NNA RCAS for further handling. RHR has been submitted. 

Created By: Nicki Barror (2/16.1201810:02 AM} 
ORTS received the RHR. The RHR was assigned to ARBS Chase McBryar for review. 

Created By: OeHenry Kidd (2/1612018 9:58 AM) 
--Closing case Notes._ 

Customer Name: Karen Beneventano 
P-. (516-

Arbs contact customer to discuss case and decision, this matter was reviewed and there were no defects found with the vehicle. There is no FEB mileage indicator confirming a futl FEB application ever occurred. No 
EDR. Based on our inspection of the vehicle and the available information, Nissan North America, Inc. finds no basis on which to offer financial assistance in this matter at this time. 

CUstomer was sent a letter in regards to thei° case 

Fedex# 771500317617 

Arbs is closing case 

Created By: OeHenry Kidd (2/6120181 :26 PM} 
Arbs-DK received an email from DTS stating that the inspection is completed. Albs is now waiting on a decisioo from PL 

Created By: OeHenry Kidd (1/29/2018 3:55 PM} 
Arbs has contacted customer and dealer to let them know the inspection date is set k>r 2/1 at 1 Oam EST 

Created By: OeHenry Kidd (1/2612018 9:53 AM) 
Verified Name Address Phone# VIN Mileage Responsible Dealer 

Checked for open Recals/Campaigns: Nooe 

Customer stated she was driving on Jericho TIMTlpike, NY going~- Customer stated she felt a pulling and FEB alanm went off. eustorner stated there was no one near customer. Customer slated the vehicle was 
stopping and grinding, FEB indicators were bee!)ing, the vehicle did not come to a complete stop but enough to scare customer. 

Customer stated the few time tt has happen was on Woodbury Road and the Jericho T001pike. Two of the incidents happen in the morning and ooe in the afternoon. Weather conditions was after it had snow and the road 
was wet and the other two times the roads were dry. Customer stated she has not experience any other issues with the vehicle. 

Arbs-DK intormed customer that Albs would setup an inspection. ~K stated ooce arbs has the date Ams will let the dealer and customer know. 
Arbs-DK also slated that the process could take up to 6 weeks for eve,ything to be dooe and process to determine a decision. Albs stated that if customer decide to get alternate transp0<1atioo tt will be at the customer 
expense due to NNA does not offer assistance during the inspection period customer undef'Stood. 

Created By: OeHenry Kidd (1/24/2018 9:01 AM) 

•
(516)-
Karen entano 

Arbs-OKcalled customef at 901am no answer was made. Arbs left a message stating name and rn.mberk>r c to call A.tbs back a 

Created By: Chase McBryar (1/2312018 9:38 AM} 
✓ ARBS-CM notes UR will need to be processed before RHR review is necessary. 

ARBS-CM closing tasl< and agent may resubmit if necessary. 

I 
Created By: Samantha Dixon (1/2312018 7:13 AM} 
C contacted NNA about veh repurchase or rei,jacement. 

Created By: Amanda Yett (1/22/2018 3:25 PM) 

call ended. 

IIR rejected- In the Quick Oesooption or Summary of Incident oo the IIR probe the aflegatioo of defect is not clear on what the customer is alleging failed on the veil. Please correct and resulxril 

I 
Created By: Samantha Dixon (1/22/2018 3:04 PM} 
C coolacted NNA about FEB coocem and repurchase/replacement of veil. 

I Created By: Michelle Simpson (1/22/2018 2:01 PM) 
ORTS received the RHR. The RHR was assigned to ARBS Chase McBryar for review. 

Created By: Amanda Yett (1/22/20181 :51 PM) 
RC~ Y placed outbound call to DLR. 

✓ RCAS-AY spoke with SM-Frank Oiagostino. 
S-D advised ga..e C l)<int ou1s regarding how FEB wori<s and advised C that veh is operating as designed. 
S-D advised SA dropped off veil to C on Friday. 

Created By: Amanda Yett (1/22/201812:40 PM) 
C coolacted NNA about veil coocem. 

✓ Created By: Amanda Yett (1/22/201812:33 PM) 
RC~ y placed outbound call to C @ 
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RCAS-A Y VERIAED C's name, home & emai address, concern, and phone. 
RCAS-A y ADVISED "This call may be re<Xl.-ded for quality and training ptMJX>SeS." 

RCAS-A Y CHECKED for open recals/campaigns and fomd:O 
Previous UNRELATED Case(s) Found: 0 
Previous RELATED Case(s) Found: 0 

RCA>AY advised POC. 
RCAS-A y advised of case number and di"ect line. 
RCA>AY verified C's coocems-l'EB system deploys without cause. 
RCAS-A y advised would i ke to get some more i>formation. 

C stated that C does not trust veh. 
C stated that ft has happened 3x but ooty come uP with ooe code. 
C stated that there does not seem to be anything i, front of veh. 
C stated that C has opened other Nissans i> the past 

RCAS-AY completed IIR. 

C was unable to produce exact odometer reading at time of incident 
C stated that C would like NNA to replace the veh. 
C stated that C went to DlR but DLR said they could not help C. 

RCAS-AY advised of RHRprocess. 
RCA>AY advised RHR is cooducted based oo state lemon laws and repair history. 
RCA>AY advised process takes 10 business days and someooe will follow up with C every 3 business days. 

Why do you want to rel\Jm the veh to NNA? 
C stated because of lost trust 

Where is the veh currentty? 
w~c 

Where was the veh purchased? 
Great Neck Nissan-lease 

Was it purchased new or used? 
new lease 

If used, when was the veh purchased? 
NA 

Where is the veh serviced? 
Great Neck Nissan 

Has the veh been taken to mu~ Nissan/Infinity dealel"S? 
No 

RCAS-A Y thanked C for the information. 
RCAS-A Y advised all of this has been documented and will fo,ward ft to the proper department for review. 

Page 9 of 10 

RCAS-A Y advised "Thank you for the information. A Nissanllnmiti representative will cal you within 3 business days after the representative recewes the case. Please allow for a minimum of 30 minutes dumg that call so 
the representative may best understand the whoje sm,atioo. Is this number the best number to reach you?' 

C confirmed. 

RCAS-A Y offered further assistance. 

C declined. 

RCAS-A Y thanked C for C's time. 

Call ended mutualy. 

Created Bv: Amapd• Yen (1/22/201812:18 PM) 

✓ ~g~~ ~:':~ ... ca~@.;~:3~~ 
RCA>AY requested callback. 

✓ Created By: Amanda Yett (1/1912018 8:36 AM) 
RCA>AY reviewed case with TL-Grady Douglas who advised RCAS-AY to proceed with IIR. 

Created By: Amanda Yett (1/19/2018 8:35 AM) 

✓ ~g~~~:c:~.:= J!h.£1iii!i 
RCA>AY requested callback. 

Created By: Amanda Yett (1/19/2018 8:33 AM) 

✓ ~g~:~~:':~ ... ca~@.;~~~ 
RCAS-A Y requested callback. 

Created By: Amanda Yett (1/19/2018 8:14 AM) 
RCAS-A y received email from SM-FD advisi>g DLR could not verify concern. 

✓ ~~g == g =~:n~:~~:~t~ r~~c:-'"'~~n:, not verify any malfunction. 
SM-FD advised discussed with DTS and wil supply NNA documentation oo functionality of technology. 
SM-FD advised prepamg to deliver veh today to C. 

✓ ~~~~~~ti='l,,Yg~~~~~2
g~no~i,g for darfficatioo oo C's concern. 

I Created By: Helen Baglole (1/18/20181:57 PM) 
C-RR-HB VERIAED Account information indudi,g: C's name, home & e-mail address, 
phone nt.mber & best contact number 
C-RR-HB VERIAED VEH Information induding: VIN #, Current Mi eage, 
CRR-HB CHECKED for open recals/can-c,aigns and found: 0 
C-RR-HB CHECKED for previous UNRELATED Case(s) and lound: 0 
C-RR-HB CHECKED previous RELATED Case(s) and lound: 0 
C-RR-HB NOTED concern is: RHR 

CRR-HB received inbound cal from C 

C stated is calling to ~ai> aboot C's VEH 
C stated VEH has been using the forward bip system alarm 
C stated has happened 3 times with nothi,g in front or around C 
C stated the first time C took VEH to DLR stated there was a bip code 
C stated DLR stated there was a stai> oo the camera 
C stated the second time C did not bong VEH in to DLR 
C stated third time happened yesterday 
C stated DLR stated did not see any bip code wllen did diagnoses 

CRR-HB asked how C would tike Nissan Consumer Affairs to assist with this concern 

C stated would fike another VEH 
C stated does not trust VEH 
C stated C is going to ge1 into an accident due to this 

C-RR-HB in1ormed C that Case will be transferred to a Regional Consumer Affairs Specialist who wil contact the C by close of business day 1/19/2018 regarding C's concern. 

C-RR-HB asked C if there was anything else CRR-HB could assist with. 

C declined. 
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CRR-HB gave case number and agent id 
Sending to RCAS 
Best oontact 5169373566 

Case Categorizations 

Action ~ ~ # Catego,y Description 

INTERIOR 
ELECTRICAL 

Forms 

Action Form - Request Type 

IIR 

SUbca>,gory Oescripticn 

FORWARD E'-£RGENCY 
BRAKING (FEB) 

Cte-By 

Symptom Oescription 

POOR OR IMPROPER 
OPERATION 

Amanda Yen 112212018 12:29 PM 

Page 10 of 10 

Case Categorizations Help 

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

26 4/2/2018 YX AV 320500 

Creilted Date 

1/2212018 

OA 

Forms Help 

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

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

https://nissanna.my.salesforce.com/5000G00001OYiMYQAl 6/2/2020 



~ Salesforce - Unlimited Edition Page 1 of 2 

• 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 1/23/2018 

Supporting Documents 

CA Muttiple Repairs 

Social Media Involvement 

Martiz Custome< Id 

Case O#nH location Franklin 

Texting Status 

Case Reopen Count 

Case Historyf~ I <:aseCorrmentsW I CaseCaleooriz.ationW I !2a:!!!UII 

J Reopen Case 11 Clone Closed Case J 

CaseOwne< - ~ 
Type CA 

Case Origin 

Executive Refenal 

Exee>Received-Oa.te 

Internal 

Status Closed 

Datelrme Opened 1/22/2018 7:47 AM 

Date/Tome Closed 8/8/2018 7:32 AM 

Multiple Repairs No 

Executive Summary 

Executive Actions To Resolve 

Customize Page I Printable Vrew I Help for this Page 

Description ca.sumer Affairs \/Oluntary rep...-chase due to 1 visit and 70 days oot of service tor Forward Emergency Braking activating on train tracks 

Call Script 

Who contacted u.s? Consumer 

#Vehicles Owned 1 

Vd'liele Purchased New 

Pre-Owned Initial Mileage 

Current Mile- 1,000 

Incident Codes. IIR REQUIRED 

lncidef'lt Date 

Sent to legal 

Accident 

Asbag 

Fire 

IIR lndic.ator 0 

IIROate 

HR 

Vehicle Information 

Vehicle JN8AT2MV4frl 

Model Year 2017 

Make NISSAN 

Model Line ROGUE 

Model Code 29617 

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 $0.00 

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

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 

RHR Completed 

Customer Document Requested 

Date Requested 

Customer Document Received 

Date Received 

Part Numb« 1 

Beyond Basic Warranty Miles 1 O 

Beyond Basic Warranty Months1 0 

Beyond PT WalTal'lty Miles1 0 

Beyond PT Warranty Months 1 O 

Data Net 

Datanet Deal« Date 

Oealff Instructions Customer Contact 

Requested Dealer Action Please review. 

Bluetooth Ticket Status 

Phone Model 

Phone Operating System 

Goodwill Offered 

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 

HomePhone -
WOfitPhone 

Mobile Phone 

Email 

Attemate Email 

OTS Inspection Date OTS Inspection Date Confirmed? 

DTS Request Type Notes for OTS (Vehicle Concerns) 

Inspection Time/Notes Appointment Time: 

System Information 

Subject 

Created By 

Last Mocfrfied By 

Notes to Agent 

CUSTOMER:­
JN8AT2MV4~ 

Leslie Griffin 1/22/2018 7:47 AM 

NNAill, 12/10/2018 9:50 PM 

Case Record Type CA Oosed Case 

Days Closed 664 

ActionC- NTSF 

VIN: 

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

Agent Comments 

Agent Comments #FEB case. #RHR. #OTS. Confinn OTS inspection time and date. 

Agent Next Step 

Case History 

Dale Use< 

8/8/2018 7:32 AM = 
8/8/2018 7:32 AM = 
1/22/2018 7:47 ~ 
AM .ll!i!!!!l 

Shgwmge . 1 ~ 

Case Comments 

Pubic Conwnent 

I Reopen Case I ! Clone Closed Case! 

Changed Status from Open to Closed. 

Closed. 

Changed Subject from CUSTOMER: 
JN8AT2MV4H'11111. 

Changed Follow Up Date from 1/22/2018 to 1/23/2018. 

Changed VlN to JN8A T2MV4H'11111. 

Created Bv: I ••lie Griffin (1/22/2018 7:48 AM) 

Root Cause 

Root Cause Code 

Root Cause Code (2) 

Document ID 

SCSV 

VlN: JN8AT2MV~ to CUSTOMER: 

Page 2 of2 

Ca-se History Help 

VIN: 

Case Conments Help 

ORTS-LG has assumed case ownership in order to dispatch OTS to prepare vehicle for the remar1<eting prooess. Please reler any inquiries regarding the repurchase to the agent who handled the repurchase portion of 
the case. 
Repurchase cas.­
DRT Resolution~ 
Dispatched DTS request for CBB processing. Money VSPC case# 276133 
The reason for repurchase is FO<Ward Emergency Braking activating on lrain lracks 

Case Categorizations 

Action Case Categoriution # Catego<y Description Subca1ego<y Description 

Forms 

No records to display 

BRAKES 
GEN. BRAKE COMPONENT 
(S) 

Symptom Description 

POOR OR IMPROPER 
OPERATION 

Case Categorizations Help 

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

03 8/8/2018 YX AD 121500 OA 

FonnsHelp 

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

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

-Show Feed 

Case Detail 

Account Name 

Contact Email = - -Letter Se-nt Date 

Letter Received Date 

Follow Up Date 2/1/2018 

Supporting Documents 

CA Muttiple Repairs 

Social Media Involvement 

Martiz Custome< Id 

Case O#nH location Murfreesboro 

Texting Status 

Case Reopen Count 0 

Description IIR/RHR DENIED. 

Call Script 

Who contacted u.s? Consumer 

I Vehicles Owned 1 
Vd'liele Purchased New 

Pre-Owned Initial Mileage 

Current Mileage 4,062 

Incident Codes. IIR REQUIRED 

lncidef'lt Date 

Sent to legal 

Accident 

Asbag 

Fire 

IIR lndic.ator 0 

IIROate 

HR 

Vehicle Information 

Vehicle JN8AT2MV4f rl 

Model Year 2017 

Make NISSAN 

Model Line ROGUE 

Model Code 22617 

Dealer Detai l 

ease Servicing Dealer SMITHTOWN NISSAN 
Case Servicing Dealer Region Northeast Region 

Bluetooth 

Related Items 

Responsible District 07 

SharedWrth 

Phone Carrier 

Phone Manufacturer 

Reported From 

Issue Categories 

Approwd Ched< Reques1s $0 .00 

Customize Page I Printable Vrew I Help for this Page 

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

J Reopen Case 11 Clone Closed Case J 

ease Owne< ■ Kyra Waltoo 

Type CA 

Case Origin Phone 

Executive Refenal 

Exee>Received-Oa.te 

Status Closed 

Datelrme Opened 1/22/2018 10:07 AM 

Date/Tome Closed 2/1/2018 8:19 AM 

Multiple Repairs No 

Executive Summary 

Executive Actions To Resolve 

Vehicle Maintained Location Srmhtown Nissan 

Previous Repai.r Date 

Previous Repair Location 

Related Vehicle Make Nissan 

XTIME Appointment Numb« 

Rollowf' 

Property Damage 

Injury letter 

Nootber Injured 0 

RHR Started 

RHR C«npleted 

Customer Document Requested 

Date Requested 

Customer Document Received 

Date Received 

Part Numb« 1 

Beyond Basic Warranty Miles 1 O 

Beyond Basic Warranty Months1 

Beyond PT WalTal'lty Miles1 0 

Beyond PT Warranty Months 1 0 

Data Net ✓ 

Datanet Deal« Date 2/1/2018 

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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Sales & Service Campaign Specific Information 

Hot Alert Date 

LS Response rime 

Vert>atims 

Alert Trigger Verbatim 

Survey Verbatim 

Deale< Action History 

NNA Notes 

Customer Conversation Notes 

DTS Inspection 

Contact Name 

-WOfitPhone 

Mobile Phone 

Email 

Attemate Email 

OTS Inspection Date OTS Inspection Date Confirmed? 

DTS Request Type Notes for OTS (Vehicle Concerns) 

Inspection Time/Notes Appointment Time: 

System Information 

Subject 

Created By 

Last Mocfrfied By 

Notes to Agent 

CUSTOMER:­
JN8AT2MV4~ 

Matthew Yu 112212018 10:07 AM 

NNAill, 12/10/2018 10:40 PM 

Case Record Type CA Oosed Case 

Days Closed 852 

Action c- NT 4E 

What action was taken? 4E Customer Demands Impossible to Satisfy 

Agent Comments 

Agent comments aose case on 2/1/18. 

Agent Next Step 

VIN: Root Cause 

Root Cause Code 

Root Cause Code (2) 

Document ID 

I Reopen Case I ! Clone Closed Case! 

Case History 

Dale 

2/1/2018 8:19 AM 

2/1/2018 8:09 AM 

1/30/2018 8 :45 AM 

1/30/2018 8:33 AM 

Show more • I~ 

Case Comments 

Pubic C«nmenl 

Kyra Walton 

Kyra Walton 

Kyra Walton 

Created By: Janisha Wilkerson (215/20181:23 PM) 
... (Added after the case is closed.] .-

✓ 
SRCAS-IW is assisting cal due to RCAS-KW not available to cal C 

SRCAS-IW called 

SRCAS-IW left vmsg lo, C to return caD including RCAS-KW contact nun ,be, 

Created By: Janisha Wilkerson (215/20181:19 PMI 
... [Added after the case is closed.] ... 
Cooection: 

Action 

Changed Status from Open to Closed. 

Closed. 

Changed Data Net from false to true. 

Changed Follow Up Date from 1/30/2018 to 211/2018. 

Deleted 1/22/2018 in RHR Started. 

hours of operation, and case number 

Page 2 of 4 

SCMV 

Ca-se History Help 

Case Conments Help 

✓ SRCAS-IW called dlr spoj(e to SM Andrew Jones who stated that the dlr is requesting fo, the C return the rental vehicle back to the dlr at this time due to afte< inspection the FEB system was found to be operating as 
designed 

SM Andrew Jones stated that ij is recommended for C to pick up C's vehicle at the dlr 

Created By: Janisha Wilkerson (215/2018 1:18 PMI 
.... (Added after the case is closed.]._ 

✓ ~~ called dlr spoj(e to SM Andrew Jones who stated that the dlr is requesting for the C return the rental vehicle back to the dlr at this time due to afte< inspection the FEB system was found to be operating as 

SM Andrew Jones stated that rt is recommended for C to pick up C's vehicle at the di 

Created By: Kyra Walton (211/2018 8 :17 AM) 
RCASH<W is closing Case as no further assistance can be offered at this time. 

-CASE SUMMARY' " 
C contacted Nissan CA requesting assistance with FEB concerns. 
RC~ reviewed previous case--
ARBS noted in previous case that N~ vered denial decision of IIR and NNA found no manufacture o, product defect was follld and e,ror codes puRed were for the sade radar sensor not the FEB. 
ARBS also reviewed for RHR and came to decision "NNA is not in a position to offer a re.pixd\ase or replacement of this vehicle, as the vehicle has not been suti;ect to an unreasonable number of repair attempts for any 
warrantable ooncems. NNA will continue to honor the temlS and conditions of all applicable warranties." 
RCAS-KW advised C that NNA will not be in position to rei,<rchase YEH and that VEH is operating as designed. 
-STATEMENT OF DECISION-
RCAS-KW advised C that NNA will not be in position to rei,<rchase YEH and that VEH is operating as designed. 

✓ ~e:i._~z~wg?8°o~~~~!!!'~L 
✓ Created By: Kyra Walton (1/25/2018 3 :59 PMI 

~g= ~c:, ~ i~!~gcrecJ& 12 Jl&k...., -.ng purposes. 

RCAS-KW informed C that RCAS-KW spoke to 51>.Andy and received inlonnatioo in regards to the code pulled back in November. 
RACS-KW informed C that SA-Andy stated that the code pulled was for a radar stain which SA stated is nonnal. 
RCAS-KW advised C that SA-AndY stated code puled shows that radar was picking up something but SA-Andy stated this is no,mal. 
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C stated 1MlY is ij that SA-Andy Lisky stated that C could have hit something and this caused C to have this issue with the code being puOed. 
C stated that tt that was a nonnal feature then SA would not have asked C those questions. 

RC=t<W unde.-stood and apaogized to C. 
RC=t<W informed C that RC=t<W <id discuss the details of this with DT=evin Mackay and that DTS is looking into this further. 
RC=t<W advised C that RC=t<W is not mechanically indined and that SA would be alJle to further assist C with explanatioo. 

C stated so this is all new information that OTS was not made aware of. 
C stated RCAS-KW is contradicting self because RCA£H<W is saying this is a regular feature. 
C stated that is not correct. 
C stated C is reoording this oonversation to review with C's attorney now because this is ridiculous. 

RAC!>KW informed C that tt C continues to record RC=t<W that RC=t<W will have to end the call. 

C stated 1MlY cani C not record, RCAS-KW reoords C. 

RC=t<W informed C that RC=t<W oft-/ records for qualfy and training purposes. 

C stated that is not -..!lat RC=t<W said the other day. 
C stated C re<aded cooversatioo the other day. 

RC=t<W informed C that tt C continues to record that RC=t<W will have to end the call. 

C became irate and tried to argue with RC=t<W. 
C stated C will not stop reconling. 

RC=t<W thanked C for C-s time and terminated the call. 

✓ Created By: Kyra Walton (1/2412018 4:11 PM) 
RC=t<W sent DTS an email in regards to case. 

Created By: Kyra Walton (1/2412018 4:10 PM) 
RC=t<W placed outbound call to DTS-Kevin Mackay. 

✓ DTS stated if oodes were pul ed back in Na,,emt,er they would have been attached to an RO. 
DTS stating there is supposed to be a reprogram ooming out soon and that DTS does not know when. 
DTS asked for RCASKW to send C an email with case nixnbef and OTS wil send an email to T echfine in regards to codes. 

Created By: Kyra Walton (1/24/2018 4:08 PM) 
RC=t<W placed outbound call to Smijhtown Nissan. 

✓ RC=t<W spoke to SA-Andy lisky. 
SA Andy stated that should be referred to Tedl Kevin Mackay and there was a radar stain and told her that was nonnal and means the radar picked something up. 
SA stated that tt codes were actually pulled they would have been attached to an RO. 

Created By: Kyra Walton (1/2412018 4:06 PM) 
--CXJNTINUATION OF CONVERSATION--• 
RC=t<W ooderstood and apojogized to C. 
RC=t<W informed C that there was a decision in regardS to C-s repurchase request that was decided on 1/23118 and NNA will not be in position to rept.l"chase C-s VEH. 

C stated ij is NNA's responsibilfy to fix this. 
C stated all of those original codes were cleared. 
C stated C needs to take this informatioo and RC=t<W needs to get the oodes that were pulled back in November. 
C stated this is a whole separate new issue because the original codes need to be investigated. 
C stated C is finding that the people C is speaking to is being more professional. 
C stated not some oily oode that is being pulled now and C stil wil have this car for another two years. 
C stated RCAS-KW needs to get the original oodes from November that were tound and that is basically what ij says on the receipt. 
C stated those oodes need to be investigated. 
C stated the DLR just told C that the car was reading oot there were errors in the FEB system. 
C stated the codes shown up like C got into an accident. 
C stated DLR is saying the codes were coming up like the codes were tor FEB. 

✓ C stated ij took NNA to oome up with these oodes in 19 days and that was too long. 

RC=t<W unde.-stood and apaogized to C. 
RC=t<W informed C that RC=t<W will call the DLR to discuss the details of the codes C is saying were there in November. 
RAC!>KW informed C that RC=t<W reviewed C's Service Histay and ij shows no defect was found and no oodes were shown. 

C stated that is loony that does not match C-s receipts. 
C stated tt RCAS-KW speaks to DlR and tels C there is no oodes then C is going to sue DLR and sue CA. 
C stated the DLR wil have that info and ff they do not that is hiding evidence. 

RC=t<W unde.-stood and apaogized to C. 
RC=t<W informed C that RC=t<W will discuss the details further with DLR, but RC=t<W cannot guarantee anything. 

C stated C will be waiting fo, information and asked for RC=t<W name and number. 

RC=t<W provided informatioo. 
Call Ended Mutually. 

✓ Created By: Kyra Walton (1/24/2018 4:05 PM) 
RC=t<W placed outbound call to C on.1■il■ 
RC=t<W VERIFlED C's name, home & ema11 aooress, concern, phone 
RC=t<W ADVISED 'This call may be re<Xl<ded fo, qualfy and training purposes." 
RC=t<W VERIFlED YEH Info including: VIN#, Current Mieage, Warranty & Service History 
RC=t<W CHECKED fo, open recals/can-c,aigns and found: 0 
RC=t<W CHECKED fo, previous UNRELATED Case(s) and found: 0 
RC=t<W CHECKED previous RElATEO Case(s) and tound: 1 -

RC=t<W advised that RCAS-KW is C's case manager and point of cootact for C. 
RC=t<W stated RCA!>KW understands that C is having concerns with FEB system. 

C stated Cs son is refusing to get in the car. 
C stated that is because the initial visit, NNA Corp. came and looked at the car and was told to release the car back to C. 
C stated C has a receipt saying that those initial codes were cleared oot of the system. 
C stated the codes had been cleared out and there was something else that actually happened. 
C stated that is a W'hole separate issue now that needs to be looked into. 

RC=t<W unde.-stood and apaogized to C. 
RC=t<W informed C that NNA ARBS team came to decision that NNA would not be in position to repurchase the VEH. 
RCAS-KW informed C that NNA did find that codes pulled were not in reference to FEB but were in referenoe to the side radar sensor. 
RC=t<W informed C that tt C is stil having issues with the YEH that RCAS-KW has to refer C back to the DLR for assistance. 

C stated that is not ij_ 
C stated C went up the DlR on Saturday. 
C stated C received an email and that there is noting to fix on the car and that the issue is that the car is stopping on its own. 
C stated the concern is the original problem. 
C stated where are those fresh oodes that came up? 
C stated Cs sport button came on and that controls engine and transmission. 
C stated the CVT feels i ke ij is dropping and everyone seems to forget that is ooming on. 
C stated those original oodes came on. 
C stated the DLR does not want to take responsibilfy and C stated who's responsibii ty is tt then? 
C stated C receive an email from ARBs saying C should contact C's insurance oorr--,any. 
C stated 1MlY would C do that for a manufacture defecl 
C stated C feels like NNA is playing games with C. 
C stated C has a new case and the decision sllould change. 
C stated the safety issue needs to be reviewed. 
C stated C is mainly concerned allout the FEB system. 
C stated there is a few different prol)lerns with this VEH and C said why is ij the base model C was provided as a loaner feels like ij has more pick up than C's YEH that is fully loaded. 
C stated there is something wroog with the car. 
C stated C thinks there is something faulty with the CVT as well. 

RC=t<W unde.-stood and apaogized to C. 
RC=t<W informed C that RC=t<W has to refer C back to DLR as NNA would not be in to repurchase o, replace C's VEH. 
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RC= inlormed C tllat codes puBed were not in reference to tile FEB and NNA has coomned tllat. 
RC= apaogized to C again for tile frustratioo. 

C stated tile Attorney General has been contacted. 
C stated tile car has been 30 days out of commission. 
C stated tile OMV and Attorney General office 1old C there is something wrong witll tile car. 
C stated codes came up that everyone was so baffled about and C said you cannot make a decision on a new case based off of an old case. 
C stated Chas been wit11 Nissan since 2016 and NNA needs to get C out of lease. 
c stated ttc hits a patch of ice, c is done. 
C stated tile DLR is teling C tllere is engine issues and CVT issues witll tllese new Rogues and tllat there is a possibility that tile car can stop on tile middle of tile road. 
C stated tt C cars drops down to 60 tllat tllere wil be a safety issue. 
C stated NNA is putting everyone in jeopardy. 

✓ ~~=v~:= .=:.\1~:1t~0~8;,2:23 PMI 
RC= left VMX lor C in regards to case. 
RC= setting follow up for 1/25118. 

~;;"=v~:= .=:.\1~~t~0~8~.W AMI 
./_ RC= left VMX for C in regards to JI!. 

RC= setting follow up for 1/24118. 

Created By: Kyra Waltoo (11231201811 :09 AM) 
RC= reviewed previous case ... 

✓ ARBS noted in previous case tllat NNA has delivered denial decision of IIR and NNA found no manufacture or product defect was found and enor codes pul ed were lortlle side radar sensor not tile FEB. 
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ARBS also reviewed for RHR and came to decision "NNA is not in a position to offer a rep!.l"Chase or replacement of this vehicle, as the vehicle has not been subject to an unreasonable number of repair attempts for any 
warrantable concerns. NNA 'MIi continue to honor the tem-.s and conditions of all applicable warranties." 

Created By: Kyra Waltoo (1123/201810:38 AM) I Last ModiTled By: Kyra Walton (1123/2018 10:38 AM) 
RC= pjaced otJtbollld call to Smitlltown Nissan. 
RC= spoke to SA-Ar,Jy. 

✓ SA-Andy stated C is ooncemed witl1 tile Forward Emergency Braking System. 
SA-Andy stated field tech Kevin Mcltay came out and looked at VEH and pulled some codes. 
SA-Andy stated C is going off oo tile deep end about it. 
SA-Andy stated SA-Andy told C ft is up to Nissan to fix problem. 
SA-Andy stated C was at tile showroom causing a scene. 

Created By:~ (11221201810:10 AM) 
case summary 
CRR-MY will send case to RCAS for review in regards to a dealership complaint and ongoing unreSOO'ed ooncems for C's VEH 

Created By:~ (11221201810:10 AM) 
CRR-MY VERIFIED ACOO<Mlt Info including: C's name, home & email address, phooe# & best contact# 
CRR-MY VERIFIED Veh ln1o including: VIN#, Current Mileage, Warranty & SeMce History 
CRR-MY CHECKED for open recalls/campaigns and found: 
CRR-MY CHECKED for previous UNRELATED Case(s) and 1ound: 
CRR-MY CHECKED previous RELATED Case(s) and 1ound: 
CRR-MY NOTED concern is: 

C states tllat C does not feel safe in tile VEH because C's 2017 Rogue VEH wit11 VIN: JN8A T2MV4H ..... sporadically drops speed 

C states tllat rt feels like C's VEH is going to shut down oo ifs own 

C took tile VEH to tile Smithtown Nissan dealership and someone from corporate came to inspect C's VEH but tlley could not determine what C's concern is so tlley suggested C call NNA 

C states tllat tile dealefship has had C's VEH for 33 days now and C has had a loaner VEH for tllat duration too 

C feels unsafe in the VEH and would like NNA to provide C with a new VEH 

C is also not happy tllat C is paying an extra $400 for C's VEH tllat C is not even able to use for an entire month 

CRR-MY apologized to C in regards to C's ooncems 

CRR-MY will send case to RCAS for review and provided C witl1 case# and agent ID# 

Please cal C back a 

Case Categorizations 

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

POOR OR IMPROPER 
OPERATION 

Case Categorizations Help 

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

BRAKES 

Forms 

No records to display 

A 8aok.To Top 

ANTI-LOCK BRAKE 
SYSTEM 04 

Nways show me more recoros per related list 

211/2018 YX AD 
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• Search ... Search Derek Latta Help & Training All Tabs 

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

-Show Feed 

Case Detail 

Account Name 

Contact Email -Letter Se-nt Date 

Letter Received Date 

Follow Up Date 7/11/2018 

Supporting Documents 

CA Muttiple Repairs 

Case ~""Y I/it! I Case ConYnents W!i1 I c..,.. Categorizations tzl I ,E= W 

J Reopen Case 11 Clone Closed Case J 

Case Owne< Diamond Milan 

Type CA 

Case Origin 

Executive Refenal 

Exee>Received-Oa.te 

Phone 

Status Closed 

Datelrme Opened 1/22/2018 1:40 PM 

Customize Page I Printable Vrew I Help for this Page 

Social Media Involvement Dale/Tome Closed 7111/2018 10:05 AM 

Martiz Custome< Id Multiple Repairs No 

Case O#nH location Murfreesboro Executive Summary 

Texting Status Executive Actions To Resolve 

Case Reopen Count 2 

Description Consumer Affairs Voluntary repurchase due to 2 repair with 2 day out of service for vehicle braking on its own. 

Call Script 

Who contacted u.s? Consumer 

#Vehicles Owned 1 

Vd'liele Purchased New 

Pre-Owned Initial Mileage 

Current Mile- 1,040 

Incident Codes . IIR REQUIRED 

Incident Dale 1/21/2018 

Sent to legal 

Accident 

Asbag 

Fire 

IIR lndic.ator 

IIROate 

HR -

Vehicle Information 

Vehicle JN8A T2MVXJ M 

Model Year 2017 

Make NISSAN 

Model Line ROGUE 

Model Code 29617 

Dealer Detail 

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

Bluetooth 

Related Items 

Responsible District 07 

SharedWrth 

Phone Carrier 

Phone Manufacturer 

Reported From 

Issue Categories 

Approwd Ched< Reques1s $40,833.73 

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

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 1/26/2018 

RHR C«npleted 1/26/2018 

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 

Requested Dealer Action please review. 

Bluetooth Ticket Status 

Phone Model 

Phone Operating System 

Goodwill Offered 

VCAN 

Goodwill Processed 0 

Vehicle Service Contract 

VSC Reprint Request Email 
.J 
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Contact Name --

Sales & Service Campaign Specific Information 

Hot Alert Date 

LS Response rime 

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:­
JN8AT2MVX~ 

Leonardo Montero 1/22/2018 1:40 PM 

NNAill, 9118/2019 9:27 PM 

Case Record Type CA Oosed Case 

Days Closed 692 

ActionC- NTSF 

VIN: 

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

Agent Comments 

Agent Comments iir Stlbmitted. 

Case History 

Dale 

7/11/2018 10:05 AM 

Agent Next Step 

User 

Diamond Milan 

I Reopen Case I ! Clone Closed Case! 

Action 

Changed Status from Open to Close<!. 

Closed. 

Root Cause 

Root Cause Code 

Root Cause Code (2) 

Document ID 

7/10/2018 3:41 PM 

7/9/2018 7:38 AM 

7/6/2018 2:25 PM 

Diamond Milan 

Diamond Milan 

Diamond Milan 

Changed Follow Up Date from 7/10/2018 to 7/11/2018. 

Changed Follow Up Date from 7/9/2018 to 7/10/2018. 

Changed Follow Up Date from 7/6/2018 to 7/9/2018. 

Show more • I~ 

Case Comments 

Pubic Ccmmenl 

Created By: Diamond Milan (7/11/201810:02 AM) 
ARBS is dosing case as no further assistance can be offered at this time. 

Created By: Paige Gilliam (7/10/2018 4:20 PMI 
Check sent-FedEx tracking number as notated by ORT agent. 

Created By: Diamond Milan (7/9/2018 7:37 AM) 
ARBS noting FedEx tracking 00!' ~ 

Created By: Diamond Milan (7/6/2018 2:24 PMI 
ARBS noting FedEx is down. 
ARBS noting ARBS wil request label on Monday. 

Created By: Diamond Milan (7/612018 2:15 PM) 
ARBS noting ARBS placed a call to C. 

ARBS advised C tllat ARBS follld that C made an additional payment on 6111. 
ARBS asked if tllat was all C paid. 

C stated ~ was. 

ARBS advised C sinoe NY does not reoe;.., interest back, C will receive a refund of 412. 73 for tile principal paid. 

C asked if an explanation is conw,g witl1 tile check. 

ARBS advised tt was not 

C undefstood. 
C thanked ARBS. 
Call ended mutualy. 

Created By~ Qiamond Milan fJ/6/2018 2:09 PM) 
ARBS noting NY does not get back interesl 
ARBS noting principal paid on 6111 was 41273. 

Created By: Diamond Milan (7/612018 2:02 PMI 
ARBS noting ARBS found tllat C made an additional payment on 6111/18 for 683.83. 
ARBS noting ARBS is requesting a check for tllat amount. 

• Created By: Diamond Milan (7/612018 1 :57 PM) 
ARBS noting email from ORTS: 

From: Waflington, Paige (EXTERNAL) 
Sent Wednesday, June27, 201811:07 AM 

SCMV 
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Ca-se History Help 

Case Conments Help 

To: Mi an, Diamond (EXTERNAL) <Diamond.Milan@nissan-OSa.oom>; Wegrzyn, Jessica <Jessica.Wegrzyn@nisS01HJsa.com>; Crutchfield, Joohua <Joshua.Crutchfield@nissa1>-Usa.com>; Giddens, Ra...n 
<Ra...n.Giddens@nissa1>-Usa.com>; Johnson, Brandon (EXTERNAL) <B<andon.Johnson2@nissan-usa.com>; Cantrall, Janelle <.Janele.Cantrall@nissan-usa.com>; Benedict. Lakisha (EXTERNAL) 
<LakishaBenedict@ilfiniti.com> 
Subject: Oveq,ayments - 6126118 deposi1 
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Thanks, 
Paige Wattington 
Goodwill Coordinator 

Create<I By~ Qiamond Milan ~6127/2018 4:21 PM) 
ARBS placed a cal to C. 

ARBS advised C tllat ARBS rece,,ed some infonnation from inbound about a check in the amount of $862. 

C stated C caDed NMAC and NMAC advised that the account was overpaid and a check should be oorring Cs way. 

ARBS advised C tllat ARBS will look into that and ARBS wil follow back up next week. 

Cundefstood. 
Call ended mutualy. 

Created By: Diamond Milan (6127/2018 4:18 PM) 
- ARBS noting email from NMAC with updated payment hista<y. 

Created By: Paige Gilliam (6127/2018 10:05 AM} 
ORTS PW: Ched<(s) from NMAC for Overpayment in the amount of $862.58 sent to LOCKBOX #54457; FED EX TRACKING 
- Case documented and copy of check attached to case. 

Created By: Diamond Milan (61251201812:56 PM) 
ARBS noting ARBS has not received email from ORTS for overpayment. 

Created By: Diamond Milan (612512018 12:54 PM) 
ARBS noting ARBS emailed NMAC the following email: 

Good Afternoon, 

Please provide a copy of the payment history for John Oie<tam/ VIN JN8A T2MVX~ . 

Thank you, 

Created By: Leonardo Montero (6122/20181:37 PM) 
-- [CASE SUMMARY]"-

I C contacted CA with: VEH payments refund lnqui:y 
CRR-LM sending case to RCAS for follow up with C refund 

■ 

created By~ I eonardo Momero (6/22/20181:36 PM) 
CRR-LM VERIAED Account information induding: C's name, phone number and email 
CRR-LM VERIAED VEH lnfoonation including: VIN # 
CRR-LM CHECKED for open recalls/campaigns and found: None 
CHECKED for previous UNRELATEDCase(s) and found: None 
CRR-LM CHECKED for previous RELATED Case(s} and found: 131613911 
CRR-LM NOTED concern is: VEH payments refund lnqui:y 

CRR-LM rece,,ed inbound cal from C. 

C stated tllat had a Nissan VEH 
C stated tllat Nissan bought tt back 
C stated tllat 6111 June 2018 
C stated tllat made another payment and was turned over and NMAC detennined that C has a refund peoding 
C stated tllat C will rece;11e the payment by tile end of tllis week approximate round $862 
C stated tllat C rece;lled a letter from NMAC saying .. .' n you purchased credtt ife or insurance oompany please oontact your DLR .. 
C stated tllat caled NMAC to····· and was told tllat C needs to call NNACA 

CRR-LM noting tllat C already talk to NMAC without resolution 

Page 3 of 11 

Check will be aedtted and journalized to NNA's BUYBACK ACCOUNT; 

CRR-LM informed C tllat Case will be transfem:d to a Regional Consumer Affairs Specialist who wil oontact the C by close of business day 6/25/2018 regarding C's ooncem. 

C oodefstood. 

CRR-LM asked C n there was anytlling else CRR-lM ooutd assist with. 

Cdeclined. 

CRR-LM provided C witl1 agent ID 7319360 and case numbe­

Call ended mutualy 

Created Bv: Brian [8PM (6121/2018 11:1 2 AM} 

I ~--R~~~=s~s ~=): SeMce Agreement Refund in the amount of $327.10 sent to LOCKBOX #54457; 
ACCOUNT;--Case documented and COPY of check attached to case. 

Created By: Diamond Milan (512512018 7:43 AM} 
ARBS is closing case as no ftl1her assistance can be offered at this time. 
ARBS repurchased - due to FEB concern. 
ARBS noting oorrection to numbers: 

Base Price $43,556.00 
Sales Tax $0.00 
DOC Fee $75.00 
Registration Fees $6250 
Certificate of Trtle $5.00 
Tore Management Fee $12.50 
NY Inspection $10.00 
Total Purchase Price $43,721.00 

Less Usage $0.00 
Less Rebates $3,300.00 
Loan Payoff" $39,779.35 
Total Deductions $43,079.35 

Reflm Amount $641.65 
Lien Payoff 39,779.35 
Total Rep,.-cllase $40,421.00 

ARBS noting the following veh summary: 

In Service date: 11/11/2017 
State:NY 
Retail State: NY 
Days Down: 1 
Last Reported mileage: 1,241 

1 service visit for veh braking on its own .. Reset all monitors 
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No Open campaigns 
No warranty cases 
NO Additional CA Cases: 
No Tech Line cases 
1 VSC: Basic 6/5000 MY14+ EXP: 11/16/2022or 50,020 
No DTS Inspections 

Created By: Chase McBryar (5121/20181:57 PM) 
ARBS-CM sending case to Morley: 

#: 

Created By: Diamond Milan (5117/2018 2:02 PM) 
ARBS requested clleciL 

Created By: Diamond Milan (5117/20181:54 PM) 
IIR-FEB- EST 

Created By: Diamond Milan (5116/201811:25 AM) 
ARBS emailed C requesting pllotos. 

Created By: Diamond Milan (511512018 2:33 PM) 
ARBS placed a call to C. 

C stated C has a ~e questions. 
C stated that C wants to know how long the process wil take ooce C turns in agreement. 

ARBS advised C tt could take up to 2 weeks from the date ARBS receives the signed agreement. 
ARBS advised C that ARBS wil request a check and send tt to Molley. 

- C understood. 
C stated C just wanted to make sure it wasni the next day because C would like to look for a car between~ and the surrender. 

ARBS understood. 

C stated C will get wile to lax a,,er docoolents now. 

ARBS understood. 
Call ended rnutualy. 

I ;~"i;'~~:;tW.~~/!~i"~~:::1!;': 
Created By~ QiaDM29d Milan ~5110/2018 3:09 PM) 
ARBS noting correction to numbers: 

Base Price $43,556.00 
Sales Tax $0.00 
DOC Fee $75.00 
Registration Fees $62.50 
Certificate of r,ue $5.00 
r ~e Management Fee $12.50 
NY Inspection $10.00 
T o4al Purchase Price $43,721.00 

Less Usage $0.00 
Less Rebates $3,300.00 
Loan Payoff' $39,779.35 
To4al Deductions $43,079.35 

Reftnl AmolUlt $641.65 
Lien Payoff 39,779.35 
To4al Repurchase $40,421.00 

Created By: Diamond Milan (5110/2018 3:02 PM) 
ARBS noting repurchase ,,..,_.., 

Base Price $43,556.00 
Sales Tax $0.00 
Lie/Reg $75.00 
Government Agencies Fee $62➔50 
TIiie Fees $1250 
Electronic lien $10.00 
Interest Paid $2,090.99 
T o4al Purchase Price $45,806.99 

Less Usage $0.00 
Less Rebates $3,300.00 
Loan Payoff' $39,779.35 
To4al Deductions $43,079.35 

Reftnl AmolUlt $2,727.64 
Lien Payoff 39,779.35 
T o4al Repurchase $42,506.99 

Created By: Diamond Milan (5110/2018 2:59 PM) 
ARBS noting ARBS extended payoff to 7/11/18. 
ARBS noting new payoff is $39,779.35. 

Created By: Diamond Milan (519/2018 3 :36 PM) 
ARBS placed a call to dlr. 
ARBS spoke with finance department. 
ARBS asked rt the $3,000 charge on the buyers orde<was for a third party warranty. 
Finance advised tt was a third party warranty. 
ARBS advised there is a basic maintenance contract on the vehicle. 
ARBS asked rt C paid for that. 
ARBS explained that is not on the buyers order. 
Finance advised it was paid for by the customer. 
ARBS asked for proof of payment. 
ARBS explained that the information is not located on buyers orde<. 
Finance agreed. 
ARBS provided fax number. 
Call ended rnutualy. 

Created By~ Qiamond Milan '.517/2018 4:45 PM) 
ARBS placed a cal to dlr. 

I :~~~:t,:.;::;~:,a=1. 
ARBS left detailed vmax about case. 
ARBS left oontact information. 

Created By: Diamond Milan (517/2018 4 :44 PM) 
ARBS placed a call to C. 

ARBS asked C if C purchased a third party warranty. 

C advised ARBS that C did not 

ARBS asked C if C had paper work or an application fOf the mm)tenance contract on the veh. 

C stated C did not 
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ARBS asked C if the maillenance contract was posted after C purchased the veil. 

C stated ij was not. 

ARBS explained to C that ARBS will need to do some more investigation into Cs case for C. 

C t.lldefstood. 
C thanked ARBS. 
call ended mutually. 

Created By: Diamond Milan (517/2018 3:59 PM) 
ARBS noting email from NMAC: 

JN8AT2MV~ SR#:1--Costomer· 
1. Acooun 
2. 30 day payo . thru 6/3/2018 
3. Per diem 6.16 
4. # of scheduled payments rece;ved 6 
5. Scheduled Payment amount 697.69 
6. Total Principal paid 3,11 9.16 
7. Total lnte<est paid 1,080.84 
8. Late fees paid 0.00 
9. Most Recent payment rece;ved 4/30/2018 for $700.00 
10. Eligible for SOC? YES 

Contract, Title and Payment History are attached. 

Created By: Diamond Milan (512/2018 4 :18 PM) 
ARBS ..-nailed NMAC requesting payoff. 

Created By: Diamond Milan (512/2018 4:17 PM) 
ARBS noting ARBS placed a call to C. 

C stated C has questions about some of the documents ARBS asked for. 
C asked about payment history and lienholder information. 
C stated C is financed through NMAC. 

ARBS advised C since C is financed through NMAC, ARBS can get payment information from them. 

C t.lldefstood. 
C stated C will get documents to ARBS. 
Call ended mutualy. 

I ;~;;~~~ ~~e::::n t:,~:~~~::30 PM) 

I 

Created By: Diamond Milan (4/25/2018 4:29 PM) 
ARBS placed a cal to C. 
ARRBS offered repurchase, replacement or settle<nent in the amount of $4,000.00 
ARBS explained each option. 
ARBS advised C that ARBS will email an intent letter. 

C thanked ARBS. 
C stated C just mailed off a payment to NMAC so information wont be oo,rect for a couple days. 

ARBS thanked C. 
Call ended mutualy. 

Created By~ Qiamond Milan ~4/12/2018 3:29 PM) 
ARBS noting ARBS placed a cal to C. 

ARBS advised C that ARBS wanted to update C on a repair. 
ARBS advised C that a repair is ooming out within the next 2 weeks. 
ARBS advised C a repair could be released as earty as the end of next weel<. 

I C thanked ARBS for information. 
C asked what C would need to do for repair. 

ARBS explained once ij has been released, ARBS will wor1< to set up inspection. 

C t.lldefstood. 
Call ended mutualy . 

Created By~ Qiamond Milan ~4/1212018 3:26 PM) 
ARBS noting ARBS was advised a repair should be available towards the end of next weel< 

Created By~ Oiamond Milan ~416/2018 3:51 PM) 
ARBS placed a cal to C. 
ARBS explained to C that ARBS has looked into ooncem. 
ARBS explained that ARBS has been advised a repairwil be available rrid April. 
ARBS advised C NNA is currently looking into the concern now and in testing. 

I ~ ::.i."':": does C do a this point 

ARBS explained to C that NNA has looked into Cs veh ooncem and have not been able to identify a concern➔ 

ARBS explained to C that ARBS can continue to update C until a repair has been released. 

C agreed and unde<stood. 
Call ended mutualy. 

Created By: Diamond Milan (4/612018 3:45 PM) 
I ARBS noting ARBS reviewed case with Sr. Planner FD. 

ARBS noting ARBS wiB advise C update is corring out in mid Aj)ril . 

• Created By~ Qiamond Milan ~4/312018 10:55 AM) 
ARBS noting ARBS placed a cal to C. 

ARBS advised c that ARBS unde<stands that C wanted a call back. 
ARBS advised c that ARBS wanted to follow up with C on the case and see what concern C was having. 
ARBS explained the notes advised the veil shut down. 
ARBS asked ij the veil shut down or did the veil oome to a stop. 

C stated the veil did not shut down. 
C stated the concern occurred r:Nef the weekend. 
C stated the concern occurred Saturday. 
C stated C took the veil into the dlr. 
C stated C was told to call CA. 
C stated the veil tried to oorne to a halt. 
C stated C let the 1/ehicle coast and C htt the gas. 
C stated C was 3 blocks from the inte<section with a traffic light. 
C stated there was nothing ar0llld the vehicle. 
C stated the concern happened around 7 in the morning. 
C stated the dlr told C they w..-e not able to look at the veil. 
C stated C was just given a new number. 

ARBS unde<stood. 
ARBS advised c an update should be coming out soon for the concern. 
ARBS advised C that ARBS can look into the update for C and continue to assist C ij C is seeking to work with ARBS. 
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C agreed. 
C stated C is upset that NNA is not reporting the issue and letting people know of the concern. 

ARBS advised C anytime NNA has a coocem, the concern is reported. 
ARBS advised C that NNA does not create the recaDs, the NHTSA does. 
ARBS advised C that NNA has found the FEB system to be working as designed, however, NNA is coming out for a software update to make sure the FEB is not hype,sensitive. 

C stated C spent too much mooey on the veil. 
C stated one of the safety features do not WOO<. 

ARBS understood. 
ARBS advised C that AR.BS can look into concern for C and see when the update will be available. 
ARBS explained to C that ARBS can slil look into the settlement offer for C as well. 

C stated ok. 
C stated C will WOO< with ARBS. 

ARBS understood. 
ARBS explained that ARBS will try to follow up no late, than Thursday. 

Coodefstood. 
Call ended mutual y. 

Created By: Ethan Anderson (4/2/2018 9:19 AM) 
-CASE SUMMARY'" 

C contacted Nissan CA requesting assistance with case update 

CRR-EA advised C the Case has been documented and referred C to .-agent cootact 
CRR-EA emailed ARBS 

Created By: Ethan Anderson (4/2/2018 9:18 AM) 
CRR-EA VERIFIED Acoount Info induding: C's name, home & emai address, phone# & best contact# 
CRR-EA VERIFIED VEH Info including: VIN# 
CRR-EA CHECKED for open recalls/campaigns and found: none 
CRR-EA CHECKED for previous UNRELATED Case(s) and follld: 25868885, 11867054 
CRR-EA CHECKED previous RELATED Case(s) and found: none 
CRR-EA NOTED concern is: case update 
CRR-EA received cal from: JOHN DIERLAM 

C stated C was having concern with Rogue VEH 
C stated VEH is slil shutting off without C's pennission 
C stated C already had case and speaafist came to inspect VEH but nothing was resolved 
C stated C went to DlR on Satllrday and was referred to call back to NNA 

CRR-EA understood 
CRR-EA asked C to hold 

C accepted 

CRR-EA thanked C 
CRR-EA provide C with Agent ID and Case# 
CRR-EA advised C that case wil be re.q,ened and agent will be oontacted 
CRR-EA advised C that agent will be asl<ed to contact C 

C understood 

CRR-EA offered further assistance 

Cdeclined 

CRR-EA branded cal 

Call ended mutualy 

Created Bv: pjamond Nil•D (312812018 6:09 PM) 
ARBS noting ARBS is closing case as no fi..11her assistance can be offered at this time. 
ARBS noting ARBS offered a settlement in the amount of $2,500 for the case. 
ARBS noting C dedined offer and advised C wil be wor1<ing with attorney and the media for the concern. 
ARBS noting ARBS sent out DTS for FEB concern and DTS was not able to verify a coocem with the veh. 
ARBS noting C has not had concern since inspection. 
ARBS noting ARBS is closing case pending customers response. 

Created By: Diamond Milan (312812018 6:07 PM) 
ARBS noting ARBS placed a cal to 

ARBS advised C that ARBS wanted to folow up with C about the coocem. 
ARBS advised C that ARBS wants to make sure C received all of the documents. 

C stated C is not signing document 
C stated the document is stating that there is nothilg wrong with the veh. 
C stated C has oontacted a lawyer. 
C stated C is going to reach out to the media. 
C stated C has read the agreement seve<al times. 
C stated ~ is not worth signing. 

ARBS advised C that ARBS is offering a settlement because NNA acknowledges there is a concern and NNA is offering a settlement for the ooncem. 
ARBS advised C that no where in the letter does it state there was never a concern. 

C stated C has read the agreement and has sent tt to his attorney. 
C stated C is going to the media about ooncem. 

ARBS asked ij C wil be wor1<ing with an attorney. 

C stated C is not sure. 
C stated the first step is wor1<ing with the media 
C stated C thinks this concern is like the Chrysler ooncem. 
C stated NNA needs to do a recal. 
C stated the DTS just did an update and sent C on the way. 

ARBS asked C if the ooncem has occurred since the inspection. 

C stated C has not had a coocem since then. 
C stated C has driven the veh. 

ARBS advised C at this time, ARBS is not able to provide any other assistance. 
ARBS advised C that ARBS can always look into setttement again if C wants to think about concern. 
ARBS advised C that C can call back ARBS if C wants to move !award. 

C stated that is fair. 
C stated C wants to go to the media. 
C stated NNA wont - to the concern. 
C stated NNA just kept saying no repair. 

ARBS understood. 
ARBS advised C there was not a repair availal::J'e at the time. 
ARBS advised C a software update is cCll"IWlg out in the next few weeks. 
ARBS advised C that NNA has acknowledged the ooncern. 
ARBS advised C the DTS was just not able to duplicate the concern on Cs veil. 

C stated C feels like the dealer was not upfront and C was not provided enough information. 
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ARBS understood. 
ARB advised C that ij C is seeking to move forward with the settlement, C can give ARBS a call back. 

C undefSlood. 
Call ended mutualy. 

Create<I By~ Qiamond Milan ~3/2312018 4:50 PM) 
ARBS notilg email to C: 

Good Aftennoon, 

I just wanted to follow up with you about the settlement offec- to see if you have any questions. If you have any questions about the release, please give me a cal. 

Thank you, 

Create<I By~ Mestao I IIDP (3/1612018 2:28 PM) 
ORTS-ML rec'd copy of C's VEH registration and attached tt to the case. 

Created By~ Oiamond Milan ~3/15/2018 5:03 PM) 
ARBS notilg ARBS did receive a copy of Cs registration to through the mail. 
ARBS emailed C a release agreement. 

I ;~~~~Z ~~~::nc<=~~
2!1

.1:~f the registration. 

Created By: Diamond Milan (3/9/201812:10 PM) 
ARBS placed caD to C. 

ARBS advised C that ARBS did receive information from inspection. 
ARBS asked C if C has had ooncems s,nce inspection. 

C stated no. 
C stated Cs ooncem at this lime is that the concern has occurred and tt happened for othe< people. 

ARBS understood. 
ARBS advised C that ARBS did receive information from DTS. 
ARBS advised C that OTS is stating that no defect was lound after inspection. 
ARBS advised C that ARBS is alJle to offer C a $2,500 settlement for the concern. 

C understood. 
C stated C will accept. 

ARBS advised C that ARBS will just need a COf1'I of the registration. 
ARBS advised C that ARBS will email C a request. 

C undefSlood. 
Call ended mutualy. 

Created By: DeHenry Kidd (3151201 8 4 :48 PM) 

Page 7 of 11 

Arbs-Ok received decision notice from Product Liabitty stating NNA conducted a detailed inspection of the vehicle and found no evidence of a product problem, failure, or malfunction that may have caused or contributed 
to the incident Albs-dk has informed arbs-dm the decision 

Created By: Diamond Milan (311/2018 3 :36 PM) 
ARBS noting best contact~ 6318469898 

Created By: Diamond Milan (311/2018 3 :36 PM) 
ARBS notilg ARBS placed a caD to C. 

ARBS advised C that ARBS is waiting on the final decision. 
ARBS advised C that ARBS will forlow back up once a deci..on is made. 

C undefSlood. 
C stated C picked up the veh a few days ago. 
C stated C was told a reprogram was ~ete and to try the veh oot. 

ARBS understood. 

C asked for ARBS to call home phone next time. 

ARBS agreed. 
Call ended mutualy. 

Created By: DeHenry Kidd (311/201 8 7:58 AM) 
Art)s.l)K received an email from DTS stating that the inspection is completed. Albs is now waiting on a decisioo from PL 

Created By: DeHenry Kidd (2/19/2018 9:18 AM) 
I Arbs has oontacted customer to let the customer know the inspection date is set for 2/22 at 10am EST at Nissan 112 Sales Corp. 

Arbs has also informed Albs.OM aboot the inspection date. 

I ;~e: h~~,=~ ~~~1k21=,1~~~:ibmtt an IIR inspection. 

Created By: Diamond Milan (2/16/201812:10 PM) 
ARBS noting Dakota is 000. 
ARBS noting ARBS reviewed case with ARBS-OK. 
ARBS noting HR questions are bec,g reviewed by IIR team. 

Created By~ Qiamond Milan ~211512018 4:30 PM) 
ARBS noting ARBS received a cal from DTS on OTS request. 
DTS-Kevin M advised the IIR team have been requesting these IIRs. 
DTS advised there is a special request that Grady Douglass or Dakota M. have been doing to keep a supe,vised vis,on on the case. 
DTS advised ARBS to get with them to submit an IIR for the case. 
ARBS understood. 
ARBS advised both are gone for the day but ARBS will work with them first thing in the morning. 
DTS understood. 
Call ended mutual y. 

Created By: Diamond Milan (2/1512018 4:22 PM) 
ARBS placed a cal to C. 

C stated C called for a loaner and C was advised that an inspector woold need to oorne oot first and loaner will be provided then. 
C stated if the inspector cannot come out soon, C wil want a loaner veh at this time. 

ARBS understood. 
ARBS advised C that AR.BS was not aware that an inspector was needed for a loaner. 
ARBS advised C that ARBS will requesting a DTS inspection now and see When the inspectoc can oorne out. 
ARBS advised C d the inspector cannot come oot sooo, ARBS wil see aboot getting C a loaner as sooo as possible. 
ARBS advised C based on ARBS and dlr conve<sation, the dlr was supposed to provide a loaner now. 

C stated C is willing to move forward with inspector. 

ARBS advised that will be requested now. 

C thanked ARBS. 

ARBS advised C that ARBS will forlow up once inspection is availalJle. 

C understood. 
Call ended mutualy . 

./' ;~~~%:~0.:C~ ~=w ~~%2g;8r:g~:i ,:
1
ca1Iback 

✓ 

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



~ Salesforce - Unlimited Edition 
Created By: Dakota MsGce99f (2/141201810:54 AM} 
ARBS received inbound from C 
C states would like to speak to ARBS Diamond Mian 
C state has left a message to< ARBS 
ARBS infooned that wiU notify Cs cooect rep,esentati-.e and let ARBS Diamond know that C is requesting an update 
C specified that C is caDing in regard to some of Cs rentalnoaner concerns 
ARBS infooned that would notify ARBS Oiamood Milan 
ARBS thanked C 
C thanked ARBS 
Call ended mutualy 

Created By: Diamond Milan (2/7/20181 :58 PM) 
ARBS placed a call to C. 
ARBS advised C that ARBS spoke with dlr. 
ARBS spoke with Raquel in rentals. 
ARBS advised C that there are loanefs avaiable. 
ARBS provided contact infoonation of Raquel. 
ARBS advised C to cootact dlr and they will set C up immediately. 

C thanked ARBS. 
C asked what C does with current -.eh. 

ARBS advised C the veh may have to remain at Cs home due to the amount of time Cwill be in a loaner. 

Cundefstood. 
C stated C will cal now. 

ARBS understood. 
Call ended mutualy. 

Created By: Diamond Milan ~217/20181 :54 PM) 
ARBS placed a call to the dt . 
ARBS spoke with management c:Nef Rentals, Raquel. 
ARBS advised rentals that C has a FEB concern and C is seeking a rental. 
ARBS advised dlr that C is under the impression there are none available. 
~ advised ARBS that rentals are availab'e. 
Raquel took down al information foc -.eh and ROs number from visit. 
Raquel advised that C should not be turned ,rway to< this concern since there is no fix. 
Raquel asked ARBS to ha-.e customer contact her aljliliillilll and dlr will get C in a loaner right ,rway. 
ARBS thanked Raquel. 
Call ended mutualy. 

Created By: Diamond Milan (2/7/2018 1 :41 PM) 
C stated the concern only happened one time. 
C stated C doesni know if it happens in certain areas. 
C stated C took the -.eh to the dlrahp when the concern happened. 
C stated the dlr didn't have any loaners available at the time. 
C stated C would think one is availal::J'e at this time. 
C stated C is currently driving Cs -.eh at this time. 
C stated luckily C was going slow and not at highway speeds during the concern. 

ARBS apologized to< the concern. 
ARBS advised C that the NNA does not have a repair available k>r the concern at this time. 

I ARBS advised ARBS is going to reach back oot to the dealership to see if there are any loaners available. 
ARBS advised C a repair will not be available until April. 
ARBS advised C that ARBS can offer Ca $3,000 settlemenl 

C unde.-stood. 
C asked when ARBS would be reaclling oot to tile deale<. 

ARBS advised C that ARBS would reach oot now. 
ARBS advised C that ARBS will fojlow back up tomorrow. 

C unde.-stood. 
Call ended mutualy. 

Created By: Diamond Milan (2/7/2018 1 :28 PM) 
ARBS noting ARBS received a vmax from C. 

Created By: Diamond Milan (2/1/20184:12 PM) 
ARBS noting ARBS placed a call to C. 
No answer, left vmax 'Mth contact information and case number. 

Created By: Diamond Milan (211/2018 4 :11 PM) 
ARBS noting ARBS placed a call to C. 
C answered but ended call. 

Create<I By~ Qiamond Milan ~21112018 4 :06 PM) 
ARBS noting case was reviewed with Sr. Planner- FD and SG. 
ARBS noting ARBS was advised to take case over. 

Created By: Diamond Milan (1/29/20181:50 PM) 
ARBS noting ARBS placed a call to C. 
No answer, left vmax 'Mth contact information and case number. 

Created By: Diamond Milan (1/29/2018 8:07 AM) 

Page 8 of 11 

ARBS notes based on a good faith review, NNA is not il a position to offer a repurchase or replacement of this vehicle, as the vehicle has not been subject to an l.ffeasonabie number of repair attefl\?ts for any 
warrantable concerns. NNA will continue to honor the terms and conditions of all applicable warranties. 

ARB~DM reconvnends ARBS re-review case with ARBS-OM once inspection is ~ete. 
ARBS recommends reviewing information for FEB to see when repair will be available. 
ARBS noting ARBS would reconvnend monthly payment foc concern. 

Created By: Diamond Milan (1129/2018 7:54 AM) 
ARBS noting the foilowing veh summary: 

In Service date: 11111/2017 
State: NY 
Retail State: NY 
DaysOown: 1 
Last Reported mileage: 1,241 

1 service visit for veh braking on its own .. Reset all monitOfS 

No Open campaigns 
No warranty cases 
NO Additional CA Cases: 
No Tech Line cases 
1 VSC: Basic 6/5000 MY14• EXP: 11/16/2022 o, 50,020 
No DTS Inspections 

Created By~ Qiamond Milan ~1/29/2018 7:48 AM} 
ARBS notes the following veh histocy: 

~';};:0~@ 1241 miles ... RONumbe- 1 day down 

1.CS veh started brakilg on its own. Warning tights came on dash. 
Action 
1.Reset all monito<s-all ok. 

I g~;;~:~!:~ ~~';il!'~~~o~:= to ARBS Diamond Mi an foc review. 

Created By: Nicki Barror (1/26/201811:47 AM) 
ORTS attached RHR 
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Created By~ Nicki Raaor (1/261201811:30 AM) 
ORTS called dlr 2214 to coofirm a,ry open Ro's. Pe< Kevin in Service, no open. Last Ro is from 1ml 

Created By: Megan Lupo (112612018 10:53 AM) 
ORTS-ML rec'd and attached RO's from DLR #2214. 

Created By: Megan Lupo (1126/201810:38 AM) 
ORTS-ML falowed up with s-. requesting for RO's to be sent via emai s,nce fax wasn, coming through so far this morning. 

S-will email RO's to ORTS. 

Created By: Megan Lupo (1126/2018 9:35 AM) 
ORTS-ML obtained and attached POI RO to this case. 

ORTS made follow up cal to dlr 2214 lor RO's, Sl)Oke with SM-Mo, 
he states he will send them within the next 20 mins after phone call ended mutually. 

Created By: Nicki Barror (1/2512018 3:07 PM) 

Page 9 of 11 

ORTS called dlr 2214 for RO's including any open again. Eve,yone in Service was busy, the SM does not have voicemail yet. Brittany will ask SM Mohamed, or SA Kevin (who will be in tomom,w) to cal. 

Created By: Nicki Barror (1/251201811:10 AM) 
ORTS called dlr 2214 for RO's including any open. No answe< in Service, tried three times. 1./M at ext 634 for Service. 

Created By: Dakota McGrego.- (11251201810:25 AM) 

✓ ~~~~~~~~Ji.''"" ARBS informed ARBS is reviewing Cs case with another depar1ment to see tt any lta1her ass,stance can be offered to C regarding claim 
ARBS informed that as soon as ARBS has an update then ARBS will let C know 

Created By: Dakota McGrew 11/251201810:24 AM) 
✓ ARBS reviewed case with SRPLNR FD 

ARBS notes ARBS to submit RHR for C 

Created By~ Dakota McGce99f (1/25/201810:22 AM) 
ARBS received inbound from c 
ARBS informed that ARBS Sl)Oke to DLR 
ARBS informed per DLR that does not have space to store veh until appoi)tment can occur 
ARBS informed that loane<hental veh will be provided to C either way 
C states this is unacceptable and C completely disagrees with this 
C states that C does not belielle this to be true 
C states that C is unhappy with NNA and with DLR 
ARBS informed that with large amoont of traffic at DLR, DLR indicated was womed about long term storage of the veh also 
C states C does not believe this either 

✓ ARBS inquired WC W0dd be able to store the veh at Cs premses until inspection date 
C states yes, but C is not happy about tt 
C states C has a driveway that C can just leave the veh s,tmg in 
C inquired about going aver ARBS head and other department that cook! adllaly ass,st C with Cs safety coocems 
ARBS assured C that ARBS department is in the best position to further assist C 
C states C understands but is unhappy 
ARBS offered ft.rther ass,stance 
C declined 
ARBS thanked C 
C thanked ARBS 
Call ended mutualy 

Created By: Dakota McGre 

✓ ~~~~ ~~':x~~~o C 
ARBS left best contact info 

Created By: Dakot a McGrew 11/2512018 9:02 AM) 
✓ ARBS reviewed case with SPRLNR FD on 01124118 

ARBS to call C and see w C can store veh ' w C cannot, ARBS to process RHR 

Created By~ Dakota MGGCC99f (1/24/2018 2:16 PM) 
ARBS placed outbound to Nissan 112 Corp 

✓ ~~~;= ~:~ ~ not be allowed to leave veh on the DLR's premises until day prior to inspection date 
SM informed that pickup ol loane</rental would follow at that time 
SM informed that does not have space to store vehides, and is a liability for DLR if is damaged 

Created By: Dakot a McGrew 11/24/20181:58 PM) 
ARBS received inbound from Cat 11 :45AM 
ARBS verified and completed partial probe 
ARBS vemied C had time to speak to ARBS 

C stated on Sunday, C was driving on local street. 
C states there was no oonstruction around 
C states there were no vehicles behind, around or in front of C 
C states that C was approaching a traffic intersection with traffic lights 
C states that intersection and an overpass were about 100 feet in front of C 
C stated veh applied brakes automatically and all i ghts for FEB i luminated on the dashboard 
C states C immediately pulled safely over to the side and par1ted the veh 
C stated that c rumed off veh and restarted it. 

✓ g ::: !t~= ~x:c?' ro':'i:.":: ~~~~~~~= of incident included in the probe 
C states that there was no accident or injlly 

C states that DLR informed C that W0dd not allow C to leave veh o, provide a rental/loaner veh to C 
ARBS informed that rental/loaner process would be provided to C regardless of tt C would tike to l)llSue inspection ARBS will offer 
ARBS explained inspection process to C and inquired if C would be interested in a OOll"tesy inspection 
C states yes 
C states would like to use Nissan 112 if possi)le 
ARBS informed that would reach out to DLR to discuss, but ARBS cannot make any guarantees 
ARBS offered lta1her ass,stance 
C declined 
ARBS thanked C 
C thanked ARBS 
Call ended mutualy 

Created By: Dakota McGregor {1/24/201811:22 AM) 
(631)- ARBS placedoutboood to C 

✓ ARB~requesting callback 
ARBS requested detailed vmx of When C could take a callback dt.nlg ARBS business hotrs 
ARBS provided best contact info and case # 

Created By: Dakota McGrew/1/24/201811 :20 AM) 

✓ ~!!s.RE;ENEo.~~~._R.;~~~-~----------._ 
Created By~ Samantha Pi¥@ 1112312018 1:23 PM} 
C oontacted NNA about veh ooncem that could not be diagnosed. 

✓ ~~~"!~;a:~ ~~fo2~~'?%17J 
RCA$-AY VERIFIED C's name, home a. it:11QDI ~uu•~s, concern, and phone. 
RCAS-A y ADVISED "This call may be recorded for qualtty and training l)llj)OseS .• 

RCAS-A Y CHECKED for open recalls/campaigns and found: 0 
Previous UNRELATED Case(s) Found: 0 
Previous RELATED Case(s) Found: 0 

RCAS-AY advised POC. 
RCAS-AY advised of case numbe< and di"ect line. 

C stated on Sunday, C was driving on local street. 
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C stated veil applied brakes and all fights for FEB went on. 
C stated that c turned off veil and reswted it. 
C stated that C would be very coocemed if this happened on elq)<essway. 

RC~ Y apologized for c ·s experience. 
RC=AY completed IIR form. 

C stated that C went to DlR alter 3 hours. 
C stated that DLR <id not gi11e C 8ff'( info. 

RC~Y understood. 

C stated that C went and spoke with mechanic. 
C stated that tech said C was working on a fix. 
C stated that C thinks NNA has an olltigation to protect C. 
C stated that C wanted a loaner veh. 

RCA>A Y advised can reach out to DLR but DLR provides loaner veh at their discretion. 

C stated that C already asked and was dedined. 
C stated that C has had \/eh home for 1 day. 
C stated that c was expecmg a resolution to this. 

RC~Y understood. 
RC=AY advised someone will be in contact shortly but can take up lo 3 business days. 

C stated that C actualy went and bought another veil which should be ready in the next day or so but currently C only has the one veh. 

RC~ Y understood and advised all of this has been documented. 
RC=A v offered further assistance. 

C declined. 

RC~ Y thanked C for C's time. 

Call ended mutualy. 

Created Bv: Amanda Yen (1/23/201810:35 AM) 

✓ ~g~~ ~~~~.:;:;,,®anaa£Hne 
RC~ Y requested callback. 

Created By: Amanda Yett (1/23/2018 9:05 AM) 
RC~Y placed outbollld call to DLR. 

✓ RC=AY spoke with SA-Lil ian. 
SA-Lillian advised veh came in for FEB ooncem, C stated veh was braking on its own. 
SA-L advised no duplicatioo and no defect found at visit, DlR reset al monitors. 

Created Bv: Amanda Yen (1/23/2018 7:22 AM) 
RC~ y placed outbollld call to DLR. 

✓ RC=A v left VMX for service department and requested callback. 

RC=AY sent emai to SM-Mo Khan requesting more information on C's veh diagnosis. 

✓ ~~~"!~~~~::~11,g=o18 2,1s PMI 

Create<I By~ I eooardo Montem (1/22120181:54 PM) 
- [CASE SUMMARY] -
C contacted CA DLR complaint 
CRR-LM sending case to RCAS for complaint against the dealership service department. 

Created By~ I eooardo Montero (1/22120181:54 PM) 
CRR-LM VERIAED Account information including: C-s name, 
CRR-LM VERIAED VEH lnformatioo including: VIN #, Current Mi eage, Warranty & Service History 
CRR-LM CHECKED for open recals/carrc,aigns and found: None 
CRR-LM CHECKED for previous UNRELATED Case(s) and found: None 
CRR-LM CHECKED previous RElATED Case(s) and found:2 
CRR-LM NOTED concern is: needs DLR complaint 

CRR-LM received inbound call from C. 

C stated that VEH stopped on 1/21/2018 without any reason 
C stated that went to DLR Nissan 112, NY, to halle VEH diagnosed 
C stated that after 3 hoors of waiting DLR said do not know what happened 
C stated that DLR said C that take VEH and get it tested to see how tt goes 
C stated that that is cal ing to make sure that noting dangerous is happening with VEH 
C stated that did research and notice that there are some issues with similar VEH 
C stated that DLR <id no paperwon< and just ga11e C the VEH back without diagnostic 
C stated that from C point of view this can be dangerous 
C stated that Nissan is aware of the problem 
C stated that C is Y.IOl'ldering this is the new way Nissan treat this issues 

CRR-LM informed C that VEH does not ha11e a campaign on tt 

C understood 

CRR-LM informed C that Case will be transferred to a Regional Consumer Affairs Specialist who wil oontact the C by close of business day 1/23/2018 regarding C's concern. 

C understood. 

CRR-LM asked C if there was anything else CRR-lM could assist with. 

C declined. 

CRR-LM provided C with agent ID 7319360 and case numbe­
CRR-LM noting C's best cootact number i 

Call ended mutualy 
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Case Categorizations 

Action ea..~# c..tego<y Description 

INTERIOR 
ELECTRICAL 

SubcaO,go,y Description 

FORWARD EMERGENCY 
BRAKING (FEB) 

Symptom Description 

POOR OR IMPROPER 
OPERATION 

Case Categorizations Help 

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

Forms 

Action Fonn -A Back To Top 

NSN DEALER SERVICE VEHICLE MAINTENANCE 
DEPT. (NISSAN) 

Created By 

POOR EXPlANA TION OF 
SERVICE DONE 

26 

QC 

Request Type 

IIR Amapda Yett 1/23/2018 10:49 AM 

Atways show me more records per reJated nst 

3/28/2018 

1/22/2018 

YX 

YV 

AV 

BF 

Copyright© 2000-2020 salesforce.corn, inc. Al rights reserlled. I Privacy Statement I Security Statement I Terms of Use I 508 Compliance 
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320500 

223500 

Created Date 

1/23/2018 

OA 

oc 

FonnsHetp 
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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 -Letter Se-nt Date 

Letter Received Date 

Follow Up Date 21512018 

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= W 

J Reopen Case 11 Clone Closed Case J 

Case Owne< ■Michele LaMO<e 

Type CA 

Case Origin 

Executive Refenal 

Exee>Received-Oa.te 

Phone 

Status Closed 

Datelrme Opened 1/22/2018 2:47 PM 

Date/Tome Closed 3/2/2018 1:37 PM 

Multiple Repairs No 

Executive Summary 

Texting Status Executive Actions To Resolve 

Case Reopen Count 0 

Description Consumer Affairs voluntary replacement due to 4 repairs and 13 days out o f service for forward W lision warning lamp illuminated. 

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 

IIROate 

HR -

Vehicle Information 

Vehicle KNMAT2MV7ttl 

Model Year 2017 

Make NISSAN 

Model Line ROGUE 

Model Code 29417 

Dealer Detail 

ease Servicing Dealer Al FXANDEB NISSAN 
Case Servicing Dealer Region Nissan Mid Atlantic Region 

Bluetooth 

Related Items 

Responsible District 06 

SharedWrth 

Phone Carrier 

Phone Manufacturer 

Reported From 

Issue Categories 

Approwd Ched< Reques1s $29,264.27 

https:/ /nissanna.my.salesforce.com/5000G0000 10Zi9JQAT 

Vehicle Maintained Location ALEXANDER NISSAN 

Previous Repai.r Date 

Previous Repair Location CR 

Related Vehicle Make Nissan 

XTIME Appointment Numb« 

Rollowf' 

Property Damage 

Injury letter 

Nootber Injured 0 

RHR Started 1/25/2018 

RHR C«npleted 1/30/2018 

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 7 

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 
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Sales & Service Campaign Specific Information 

Hot Alert Date 

LS Response rime 

Vert>atims 

Alert Trigger Verbatim 

Survey Verbatim 

Deale< Action History 

NNA Notes 

Customer Conversation Notes 

DTS Inspection 

Contact Name 

Home Phone 

WOfitPhone 

Mobile Phone 

Email 

Attemate Email 

OTS Inspection Date OTS Inspection Date Confirmed? 

DTS Request Type Notes for OTS (Vehicle Concerns) 

Inspection Time/Notes Appointment Time: 

System Information 

Subject 

Created By 

Last Mocfrfied By 

Notes to Agent 

CUSTOMER:­
KNMA T2~ 

Sanjana Bajaj. 1f22/2018 2:47 PM 

NNAill, 9118/2019 9:25 PM 

Case Record Type CA Oosed Case 

Days Closed 823 

ActionC- NLSC 

VIN: 

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

Agent Comments 

Root Cause 

Root Cause Code 

Root Cause Code (2) 

Document ID 

Agent Comments #tlR #RHR. C seeking buy back due to multiple veh repair on the !award colfision warning system. 

Case History 

Dale 

3/2/2018 1:37 PM 

Agent Next Step 

Use< 

Michele LaMore 

I Reopen Case I ! Clone Closed Case! 

Action 

Changed Status from Open to Closed. 

Closed. 

Changed Description. 

SCMV 

2/27/2018 8:06 AM 

2/6/2018 8:55 AM 

2/5/20181 :41 PM 

Michele LaMore 

Kristina Rosas 

Robert Pete<son 

Changed Case OWner from ORT CASES ASSIGNED TO MORLEY to Michele LaMore. 

Changed Case OWner from Japo Savall)honh to ORT CASES ASSIGNED TO MORLEY. 

Show more • I~ 

Case Comments 

Pubic Comment 

■ 

Created By: Paige Gilliam (4/212018 9:33 AM) 
... (Added after the case is closed.) .-
ORTS PW: Ched<(s) from NESNA for Service Agreement Refllld in the amount of $1 ,794.10 sent to LOCKBOX #54457; 
ACCOUNT; 0624800004/20011131 . Case documented and copy of check attached to case. 

Created By: Paige Gilliam (2128/20181 :SS PM) 
ORTS-PW received a check made payable to Alexander Nissan in the amount of $29,264.27 fo,warding checks to Mo'1ey via FedEx traclci 

Cr eated By: Michele LaMore (2127/2018 8:09 AM) 
Consumer Affairs Voluntary Replacement due to 4 repairs and 13 days out of service for forward collision warning lamp il uminated. 

I CST00153276 - C<>lsumer Affairs V<liuntary rejllaoement. 

CR0335440 in the amount of $29,264.27 made payable to Ale-Nissan for the agreed upon replacement amount. 

Created Bv: Mjfh•le I •MOf• (2127/2018 8:06 AM) 

Page 2 of 7 

Ca-se History Help 

Case Conments Help 

Check will be credited and journalized to NNA's BUYBACK 

IIR rejected- This is not an IIR. The onty IIR cases being accepted with no accidents are f« FEB concerns where there is mentioning of the veh abruptly stopping. There is no mention of this malfunction in probe or case 
notes. 

Created By: Michele LaMore (2127/2018 7:52 AM) 
RC-ML received and attached signed rejllacement offer letter. 

RC notes this is a SOC. 

Created Bv: Nisb•I• I •MOf• (2127/2018 7:49 AM) 
RC-ML received and attached soc documents from NMAC. 

Created By: Michele LaMore. 2126/20181 :36 PMI 
RC-ML placed call to and Sl)O«e with Luca at Ale-Nissan. 
Luca has questions on ts and wnen NMAC would send. 
RC coofirmed it would be today or tomorrow. 
Luca asl<ed for the timing of the contact from Mooey Company. 
RC stated it would be rr»to-lale next week. 
RC offered assistance with questions/ooncems. 
Luca understood. 

Created By: Michele LaMore (2126/2018 10:17 AM) 
RC-ML requested soc docomeots from NMAC. 

I ~~:r' ~:d~::::ii~~~~~~~;: :~e-Nissan. 

Created By: Michele LaMore (212212018 2:21 PMI 
RC-ML placed a call to····· and Sl)O«e witl1 C. 
RC stated the repurchase ana repoacemenl offers had been sent to email address .. 
RC clarified the differences between the repurchase and replacement offers. 
RC stated there was a repurchase refund of $4,754.95. 
RC clarified the lien would also be paid off by NNA. 
C undefstood. 
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RC stated the replacement offer would be SOC with a new VIN in current loan with NMAC. 
RC clarified the NMAC loan remam same; same payments. 
RC stated there would no out-ol;,ocket expense to C in a replacement 
C understood. 
RC requested a decision by Monday, February 26, 2018. 
RC offered assistance with questionslooncems. 
C stated he would discuss with his wife this weekend. 

• Created By~ Melanie SsbUsktr (2/22/2018 6:55 AM} 
Q~S Corrects note below: CUstomer Replacement (SOC) Offer Letter - "'PA" I Retail / New VIN: KNMA T2MV7H~ 

■ 

Created By: Melani@ SchUske:r (2/22/2018 6:51 AM} 
Customer Replacement (SOC) Offer Letter - CA / Retail I New VIN: KNMA T2MV7H~ 

New Vehicle MSRP (2018 Rogue): $28,620.00 
Old Vehicle MSRP (2017 Rogue): $28,805.00 
Total Upgrade: $0.00 
(=) Total Customer Payment to Deale< $0.00 

Dealer Replacement Offer letter. 

(•) New Vehicle ln.,,.ce: $27,548.00 
(+) Sales Tax: $1 ,640.82 
(+) License & Registration: $115.00 
(+) PA T.-e Tax: $5.00 
(+) Dealer Oocument Fee: $141.00 
(+) O!Hine Registration: $15.45 
( +) SeMce Contract $2,049.00 
(-) R-tes: ($2,250.00) 
(= Total due to Dealer $29,264.27 
(-) Customer portion to Dealer. ($0.00) 
(=) Total NNA Pays to Dealer: $29,264.27 

Worltsheet notes: 

RC-ML notes this is a SOC 
Usage mileage: Nooe on PA 
MSRP 28,805 (old) less MSRP (new) 28,620 = (185.00) 
No Nissan VSCs 
Purchase, new, 1 mile, Alexander Nissan, 9/7/17 
Regiscration good through 8131118 

Created By: Michele laMo<e (212112018 4:20 PM) 

~~-~ced~: .. I IJIJ!S £ .. =::;,offers. 
RC stated the offers we,e being processed alter a delay lor a reilllbllsement question. 
RC provided phone numbef 

Created By: Michele LaMo<e (212112018 2:35 PM) 
RC-ML receilled and attached Nissan Seoomy Plus service cootract. 

Created By: Michele LaMo<e (2121120181:56 PM) 
Customer Replacement Offer letter - PA LL / SOC: 

New Vehicle MSRP (2018 lnfiniti QX60): $51,860.00 
Old Vehicle MSRP (2017 lnfiniti OX60): $52,330.00 
Total Upgrade: $0.00 
Usage Fee ($1 ,000, wailled): $1 ,303.12 
(=) Total Customer Payment to Dealer $1 ,303.12 

Dealer Replacement Offer letter. 

(•) New Vehicle ln.,,.ce: $27,548.00 
(+) Sales Tax:: $1 ,640.82 
(+) License & Registration Fees: $115.00 
(•) Dealer Oocument Fee: $141.00 
(+) PA T.-e Tax: $5.00 
(+) O!Hine registration: $15.45 
( +) SeMce Contract $2,049.00 
(-) R-tes: $($2,250.00) 
(= Total due to Dealer $29,264.27 
(-) Customer portion to Dealer. ($0.00) 
(=) Total NNA Pays to Dealer: $29,264.27 

Created Bv: 88befi PelerJ180 111211201812:59 PM) 
ARBS-RP advised RC-ML to go ahead and include credtt lor Sec+Plus plan into eithe< option. 

Created Bv: B8befi PeleCl!80 11120120181:49 PM) 

I :~~!~;~::"!;.:1:..erc11"=~:'a~~ ~isu;,en:-.:;~eor:t':~; contract is not in Nissan's system. 

-
FM advised he will gather the sales deal and pass tt over DLR Acctg dept to review and contact NESNA. 

Created By: Robert Peterson (2120120181:47 PM) 
ARBS-RP assisting with Sec+Plus vsc applied or not question. 

ARBS-RP sent C's buyefs order and finance agreement to NESNA-RG who confirmed that this VIN does not have an acti11e Sec+Plus contract, "Dealer needs to call VSC dept 

Created By: Michele LaMo<e (21201201812:09 PM) 
RC-ML receilled and attached REVISED MBOS from Alexander Nissan. 

Created By: Michele LaMo<e (21201201812:06 PM) 
CUSTOt.'ER REPURCHASE LETTER (Retai; long method - PA LL): 

Base Price: $27,305.00 
Sales Tax: $1,440.24 
License & Registration Fees: $102.45 
Dealer Document Fee: $138.00 
Service Contract: $2,049.00 
PA nre Tax: $5.00 
Finance Charges: $373.66 
TOTAL: $31,413.35 

Less Usage Fee@ 4,054 miles: ($405.40) 
Less -tes: ($3,500.00) 
Less Lien Payoff (good through 318118) ($22,753.00) 
TOTAL DEDUCTIONS: ($26,658.40) 

Total Refund to Customer: $4,754.95 

~~~rspl~~~s:,o• .t::ir.Je~¾::1,8 9} AM) and spoke with Kristen, finance department 
Kristen oonfirrned Njssan Security Plus oo smes contract. 

RC spoke with Gianluca Fremiotto, finance manager, and requested revised MBOS to include VSC. 
FM agreed to revise MBOS and send today. 

Created By: Robert Peterson (2116/2018 4:33 PM) 
I ARBS also reviewed and mostly approves of REPLACEMENT deal as well, no upgrade cost, waiNe mileage. 

But ARBS cautions RC to investigate where "Seoority+Plus $2024" went betore confirming. 

Created Bv: B8befi PeleCl!80 1"1612018 3:47 PM) 
ARB~RP examined veh photos received and notes no obvious damage. 
ARBS-RP reviewed r"l)ll"chase figures and APPROVES, although ... RC should call finance manage, and see why VSI:. was never actually applied to Veh. 

Created By: Me lanie Schlicker (2116/2018 9:46 AM) 
Customer Replacement (SOC) Offer Letter - PAI Retail I New VIN: KNMAT2MV4J~ 
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New Vehicle MSRP (2018 Rogue): $28,620.00 
Old Vehicle MSRP (2017 Rogue): $28,805.00 
Tolal Upgrade: $0.00 
(=) Total Customer Payment to Dealer $0.00 

Dealer Replacement Offer letter. 

(+) New Vehicle Invoice: $27,548.00 
(+) Sales Tax: $1,517.88 
(+) license & Registration: $115.00 
(+) PA T~e Tax: $5.00 
(+) Dealer Document Fee: $141.00 
(+) O!Mine Registration: $15.45 
(-) Rebates: ($2,250.00) 
(= Tolal due to Dealer $27,092.33 
(-) Customer portion to Dealer: ($0.00) 
(=) Total NNA Pays to Dealer. $27,092.33 

WOl1<sheet noles: 

RC-Ml notes this is a SOC 
Usage mileage: None on PA 
MSRP 28,805 (old) less MSRP (new) 28,620 = (185.00) 
No Nissan VSCs 
Purchase, new, 1 mile, Alexander Nissan, 917/17 
Registration good through 8/31/18 

Created By: Michele LaMore (2/16/2018 8:45 AM) 
Customer Replacement Offe< letter - PA LL / SOC: 

New Vehicle MSRP (2018 Rogue): $28,620.00 
Old Vehicle MSRP (2017 Rogue): $28,805.00 
Tolal Upgrade: $0.00 
(=) Total Customer Payment to Dealer $0.00 

Dealer Replacement Offer l etter. 

(+) New Vehicle Invoice: $27,548.00 
(+) Sales Tax:: $1 ,517.88 
(+) license & Registration Fees: $115.00 
(+) PA T~e Tax: $5.00 
(+) Dealer Document Fee: $141.00 
(+) O!Mine Registration: $15.45 
(-) Rebates: ($2,250.00) 
(= Tolal due to Dealer $27,092.33 
(-) Customer portion to Dealer: ($0.00) 
(=) Total NNA Pays to Dealer. $27,092.33 

I ~~:r' ,!~;!s~\~:': f~2~,8,;J;:!, Nissan. 

Created By: Melanie Schlicker (2/15/201811:35 AM) 
Customer Repurchase Offer l etter - PA/ Retai / New: 

Base Price: $27,305.00 
Sales Tax: $1,440.24 
license & Registration Fees: $102.45 
Dealer Document Fee: $138.00 
Fonance Charges: $373.66 
PA nre Tax: $5.00 
TOTAL PAID: $29,364.35 
l ess Rebates: ($3,500.00) 
Less Usage Fee@ 4,054 miles: ($405.40) 
Less lien Payoff (good through 318/18) ($22,753.00) 
TOTAL DEDUCTIONS: ($26,658.40) 
Tolal Refund To Customer $2,705.95 

WOl1<sheet notes: 

Payoff infoonation: $22,753.00 good through 318/18, pe.- diem 2.82, last payment 1f7/18 
Finance charges: Paid only in PA: $373.66 
Acalled interest: 60 x 282 = $169.20 
Usage mileage: 4,054 x .10 = $405.40 
MSRP: 28,805 
No Nissan VSCs 
Purchase., new, 1 mile, Alexander Nissan, 9/7/17 
Registration good through 8/31/18 

Q~S notes the VSC on the bill of sale is not in Salesfocce and is not subject to reimbursement 

Created By: Michele LaMo<e (2/15/201810:41 AM) 
CUSTOI-JER REPURCHASE LETTER (Retai; long method - PA LL): 

Base Price: $27,305.00 
Sales Tax: $1,44024 
license & Registration Fees: $102.45 
Dealer Document Fee: $138.00 
PA nre Tax: $5.00 
Finance Charges: $373.66 
TOTAL: $29,364.35 

Less Usage Fee@ 4,054 miles: ($405.40) 
Less Rebates: ($3,500.00) 
Less lien Payoff (good throogh 318/18) ($22,753.00) 
TOTAL DEDUCTIONS: ($26,658.40) 

Tolal Refund to Customer: $2,705.95 

Created By: Michele LaMore (2/15/201810:20 AM) 
CUSTOI-JER REPURCHASE LETTER (Retai; long method - PA LL): 

Base Price: $27,305.00 
Sales Tax: $1,44024 
license & Registration Fees: $102.45 
Dealer Document Fee: $138.00 
PA nre Tax: $5.00 

• Finance Charges: $373.66 
TOTAL: $29,364.35 

■ 

Less Usage Fee@ 4,054 miles: ($405.40) 
Less Rebates: ($3,500.00) 
Less lien Payoff (good through 318/18) ($22,753.00) 
TOTAL DEDUCTIONS: ($22,658.40) 

Tolal Refund to Customer: $2,705.95 

Created Bv: Mjfh•I• I •M9«: (2/15/2018 9:34 AM) 
RC-ML placed cal to NMAC automated system to confrm the following: 

Last payment of$1,000on 1f7/18. 
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Created By~ Nicki Raaor (2115120189:27 AM) 
ORTS attached replacement inll<lice 

Created By: Michele LaMore (2/15/2018 9:21 AM) 
RC-ML received and attached buye,s O<der from Alexander Nissan. 

I 
Created By: Michele LaMore (2/15/2018 9:20 AM) 
RC-ML requested r~acement factory inll<lice. 

Created By: Nicki Barror (2/1512018 7:45 AM) 
ORTS attached factory inll<lice 

Created By: Michele LaMore (2/1412018 3:03 PM) 
RC-ML placed caB to Alexander Nissan a 
RC requested buyers o,der. 
RC provided fax number and phone number o 

Created By: Michele LaMore (2/1412018 3:00 PM) 
RC-ML received and attached from NMAC: 

and spoke with Kristen, finance department 

Below is the payment/payoff inloonation Illa! you requested. 

~~~ 
30day ':~ ttw 3/8/2018 

I Per Diem 2.82 
Payments received 7 
Payment amount 479.63 
Principal Paid 3,105.97 
Interest paid 373.66 
Late fee paid 0 .00 
Recent payment received on 1/8/2018 $1000.00 
SOC eligible? Yes 

Sales contrac~ FULL detailed payment history pmtout, and COPY OF TITLE are attached. 

Created By: Michele LaMore (2/1412018 3:00 PM) 
RC-ML requested factory invoice. 

Created By: Michele LaMore (2/1412018 2:59 PM) 
RC-ML re 

Created By: Michele LaMore (2/1412018 2:56 PM) 
• RC-ML received and attached vehicle photos. 

RC sent email acknowledgement of receipt of photos. 

Created By: Michele LaMore (2/13/2018 9:49 AM) 
RC-ML received cal from C. 
C has sent registration and driver license. 
C stated the photos had been faxed. 
RC stated Ille photos are not clearwhen faxed; photos need to be scanned and emailed. 
C understood. 

Created By: Michele LaMore (2/12/2018 4:02 PM) 
RC-ML sent email to C regard-,g requested documents. 
RC stated Illa! none of Ille requested documents had been received. 
RC provided phone number o 

~~~~r1pl~~~:1~e l::Xn!~¾=1:i 4:00 &Mt 
RC spoke with Eric Guenislci, sales manager, ana requested assistance with replacement vehicle sdection. 
RC provided C name, phone numbef, and VIN. 
RC provided MSRP and explained upgrade charges and Ille desire to minimize Ille upgrade charges. 
SM underatood. 
RC provided email address and phone number o 

Created Bv: Nirn•le I aM9re (2/812018 7:57 AM) 
RC-ML sent payoff request to NMAC. 

Created By: Michele laMore 2/6/201810:34 AM) I last Modified By: Mjchefe I aMore (2/6/201810:34 AM) 
RC-ML placed a caD to and spoke willl C. 

Page 5 of 7 

RC explained to C that · their vehicle have been reviewed and the authorization has been received to offer the customer either a repll°dlase or replacement of their vehicle based on the state lemon law 
guidei nes or ij C instead chooses to keep Ille vehicle, a settlement of $4,000 is being offered. 

RC clarified for Ille customer Illa! d ll1ey chose a rei,lacement vehicle llleir responsibility would start will1 what ll1ey currently a,;e, plus usage/depreciation lor miles tlley put on the vehicle (n applicable under state 
guidefines), plus &ny extra options Illa! ll1ey do not have on their current vehicle. 
RC stated d Ille customer chooses a vehicle Illa! is a different model o, more lllan one model year different lllan llleir current vehicle ll1ey would be charged Ille MSRP difference. 
RC further clarified Illa! if original vehicle was pt.l"chased used, the original purchase price is used in Ille upgrade comparison, and Ille difference between Illa! and Ille new vehicle's MSRP wil be Ille upgrade charge to C. 

RC elqllained how a repurchase was calculated: down paymen~ plus payments made, less usage, less negative equity, d any. NNA pays off lien. 

RC stated Illa! once Ille requested doctmentation has been received, an offer woold be assembled and se~ and then we would go over the figures to see how C would like to proceed. 

RC confinned NMAC as lienhojder. 
RC e"l)lained MSRP and SOC for r~cemenl 
C was interested in replacement. 
RC confinned Alexander Nissan as the servicing dealer. 
RC stated a cal woold be placed to sales manager to begin replacement vehicle selection. 
RC stated C's name and number would be shared willl SM. 
RC stated C and SM would find and approve a replacement vehicle. 
C l.llderstood. 
C wanted to see a repurchase offer also. 
C lllought r~cement was Ille better option for him. 
RC stated Illa! bolll offers could be presented to C to compare and contrast 
RC reviewed list of requested documents. 
C l.llderstood. 
RC confinned email address. 
RC stated a lot of inloonation had been provided today and offered assistance with questions/concerns. 

RC sent letter of intent to email address as requested. 

Created Bv: 88hefl Petecl!8D 1115/20181:41 PM) 
• ARBS notes: 

•BUYBACK REASON: 4 repair att~ts and 13 days down due to F«ward Collision Warning Lamp Illuminated 

·LEMON LAW: Yes. PA 

•REPURCHASE USAGE: 4,054 lriles, 1st report 

·RETENTION GOOOW1Ll: No usage on replacement per PA 

•OPTIONS: n C does not want a rep<rchase or replaceme~ NNA will offer $4,000.00 as a cash settlement in lieu of the buybad<. 

Created By: Robert Peterson (2/5/20181:37 PM) 
ARBS notes per email from SM, C left and returned 3 times during one R~ noted: 

RO opened 11121 
1. Tech diagnosed on 11121- lound codes related to debris on frontal sensor. aeaned sensor, codes lllen went past. Cleared codes and test drove, codes did not return. Customer took vehicle to road test (his request). 
2. Customer returned 12/~ issue occurred again, technician performed distance sensor recalibration. Codes returned, tech confirmed distance sensor failure. 
3. Customer returned 12/21- customer put in loaner vehicle. Tech installed new sensor and recalibrated. Customer rettrned next day. 

ARBS notes this is 3x service visits, repair attempts 2, 3 & 4. 
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Created Bv: Robert Petell'90 1115120181:35 PM) 
ARBSnotes: 
Vehicle i>-sefvice date: 09/07/2017 
Tme in service:""' 0 Years, 4 Months 

Vehicle A<:quired: New, Retai Sale 
Purchase State: PA 

SERVICE CONTRACT: 
None on file 

OTHER NISSAN VEHICLES OWNED: 
1. 2011 Rogue 

TECHLINE CASE(S): 
None on file 

DTS INSPECTIONS: 
None on file 

PRIOR CA CASE(S): 
None on file 

ARBS checked for any newer ROs open in DBS . . nooe. 

Created Bv: Robert Petell'90 1112/2018 5:05 PM) 
ARBS reviewing case and notes the lollowing service visits: 

6~~;;14,054 Miles,_ - Days Down: 7@ OLR- 3936 - ALEXANDER NISSAN INC. 

CUSTO'-'ER STATES FORWARD COUJSION WARNING LAMP IS ILLUMINATED AT TIMES. D. 
ACTION: 

Page 6 of 7 

COULD NOT DUPLICATE CUSTOMER CONCERN WITH ILLUMINATED COLLISION WARNING LIGHT, NO ABNORMAL LIGHTS AT THIS TIME. FOUND PAST CODES STORED IN SYSTEM. C1B84, C I A 16-
97,C1A1749,C1240-49, C1652-17, u o1~2. Cl B3049, uo1~2. Cl BS<l-04, ALL PAST CODES. CLEARED CODES AND CLEANED OFF FRONT NISSAN EMBLEM COVER FOR RADAR SIGNAL. TEST DROVE 
VEHICLE AND VERIFIED NORMAL OPERAT 

6~,,:gi~~:@4,868 Miles,_ - Days Down: 4@ DLR- 3936 - ALEXANDER NISSAN INC. 

CUSTOMER STATES THE FORWARD COLLISION WARNING LIGHT IS ILLUMINATED AGAIN. 
ACTION: 
VERIFIED CUSTOMER CONCERN. FOUND CODES C1B84, C1A16-97, C1A1749 CURRENTLY STORED. REMOVED FRONT DISTANCE SENSOR COVER AND CLEANED SENSOR ASSEMBLY. CODES THEN 
WENT PAST. RETURNED VEHICLE TO CUSTOMER TO TEST DRIVE, LIGHT CAME BACK THE FOllOWING DAY. TECH CONARMED DISTANCE SENSOR FAILURE. SOP. C RETURNED 12/21 FOR SENSOR 
INSTALL & LOF. 

- RO- 12/21/2017@6,274 MILES-OPENED IN ERROR, PER SM. DISREGARD.­

~6~~N~ 7,555 Miles,_ - Days Down: 2@ DLR- 3936 - ALEXANDER NISSAN INC. 

CUSTOMER STATES DISTANCE SENSOR WARNING HAS RETURNED. 
ACTION: 
VERIFIED DISTANCE SENSOR WARNING ILLUMINATED, SCANNED FOR CODES, FOUND PAST CODES U1002, C1A16-97. CODES RELATE TO FRONT RADAR SENSOR BEJNG STAINED OR BLOCKED. THIS 
CONDITION WILL OCCUR IF DIRT OR DEBRIS CONTACTS THE SENSOR. THE SYSTEM IS THEN TURNED OFF. THE SYSTEM WILL NOT FUNCTION IF THE SENSOR CANNOT ACCURATELY DETECT AND 
OBJECT IN FRONT OF THE VEHICLE. CLEARED CODE, VERIFIED SYSTEM IS WORKING CORRECTLY. 

Created By: Japo Savatphonh (1/31/20181 :06 PM) 

~g~ ~-ls~-=--' 0:: ~col& 12 JJZW L., training purposes.· --·-----·-------H:--... 
RCAS-JS slates RCAS-JS is following up with C. 
RCAS-JS slates at this time C's case is still being reviewed. 

✓ RCAS-JS slates the veh is with C currently? 

C states yes. 

RCAS-JS slates WC have any questions at this time? 
C states no. 

RCAS-JS thanked C for being patient with the process. 
Call ended murualy. 

Created By: Japo Savatphonh (1/31/201810:23 AM) 
lnbollld email from the DLR Service Manage, - Joell Tagge. 

SMsll states to disregard this repair order, tt appears tt was opened accidentally. RO:-

SM.JT states these are the time stamps for R~ 

,7 RO opened 11/21 
Tech diagnosed oo 11/21- found codes related to debris on frontal sensor. aeaned sensor, oodes then went past. Cleared codes and test drove, oodes did not return. Customer took -de to road test (his request). 
CUstomer returned 1 '2/5-- issue occurred again, technician performed distance sensor recalibration. Codes returned, tech confirmed distance sensor failure. 
Customer returned 12/21-customer put in loanef -cle. Tech installed new sensor and recalibrated. Customer returned next day. R-C ad distance sensor warning messac)e iUuminate, this time the code that was set was k>r a radar stain, which was past Meaning some sort of debris got on the sensor. This is not a fautt in the system it is 
normal operatioo. 

I g~~~~:~!:;': ~~~r~~~~1~~ to ARBS Robert Petersoo for review. 

✓ 

Created By: Japo Savatphonh (1/30/20181 :40 PM) 
lnbomd email from the DLR Service Manage< - Joell Tagge. 

SMsJT states the DLR is having an issue with faxing the RO. 
SM.JT states the DLR is requesting the scanning coo._,,, to pul and scan those RO to send to RC~S. 

Created By: Japo Savatphonh (1/26/2018 2:47 PM) 

✓ ~~~ :i:,t: s~ fa! kt& WII ~;:c~~~ °:" ~m~;~ =~1~~AS-JS contact of 
RCAS-JS requested that ij C calls back and reaches VMX, to please leave best time and number to reach C . 

Created By: Samantha Dixon (1/2312018 3:17 PM} 
RHR. C seeking buy back due to multiple veh repair oo the fO<ward collision warning system. 

~;;e='s'"Z:i'~ ~~2~2i18JfMl 
RCAS-JS VERIFIED C's name, home & em8II aooress, concern, phone#, VIN#, mileage 
RCAS-JS CHECKED for open recals/campaigns and found: Nooe 
Previous UN RELATED Case(s} Found: None 
Previous RELATED Case(s) Found: Nooe 
RCAS-JS ADVISED "This call may be recorded for quality and training purposes .• ·-·----...... ----..._.. .. _ .. 
C states C have about 7250 miles oo the veh. 
C states tt all started in October. 
C states tt ~ come on randomly. 

C states the firs time C brought tt to the DLR was When C had the first oil change. 

C states tt ~ not malfunction at the DLR the first time. 
C states the DLR coulm1 find what was wrong with it. 
C slates C was advised to not llrn the veh off and drive it into the DLR right away the 2nd time. 
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C states tlley ooly rest ft on tile 2nd time. 
C states tile 3rd repair, tile light stayed on tile whole time and tile DLR reprogrammed ft. 

C states tile 4th time tile DLR put a whole new system and sensor into tile veh. 
C states it was not doing it again for a while until the recent srcw. 

C states when C brought tile veh into tile DLR on tile Stll time, tile DLR though it might have been tile snow o, ice and tile DLR reprogrammed it. 

C states C is just tired of the system acting upon C. 
C states if there is a lock up tile brakes tl1en C would be in danger. 
C states C is afraid the brakes is going to lock up on C and it wil cause an accident 

C states C does not want tile veh any more. 

RCAs.JS filled out tile IIR form. 

RCAS-JS states if C is neecting any other assistance or have any other questions? 
C states no. 

RCAs.JS provided C with Case# 
C understood and apjlreciated tile assistance. 
Best Contact#: (570)-
Call ended mutuaDy. 

Created By: looo S@yatphonh 11/23/2018 3:16 PM) 
RCAs.JS reviewing case with SRC~ourtney. 
SRC~ Sl)Oke to ARBS to start an HR. 

Created By: Japo Savatphonh (1/23/2018 2:20 PM) 
RCAS-Japo S. placed outbotrod caD to C at 

✓ C states C is at w"'1<. 
C states to call back. 
Call ended mutuaDy. 

Created By: Japo Savatphonh (1/2312018 7 :06 AM) 
RCAs.JS is ooable to Oatanet 

Created By: Sanjana Bajaj 11122/2018 2:56 PM) 
CRR-SB < VERIFIED> Account inlonnation including: C's name, home & e-,nail address, 
Phone number & best contact number: 
CRR-SB VERIFIED VEH Information including: VIN # 
Warranty & Service History: 
Cooent Mileage: 
CRR-SB CHECKED for open recalls/campaigns and found: 0 
CRR-SB CHECKED for previous UNRELATED Gase(s) and follld: 
CRR-SB CHECKED previous RELATED Case(s) and found: 
CRR-SB NOTED concern is: 
CRR-SB received inbound call from C - Ernie Watter 

C stated C VEH have same issue for 5 times 
C stated C need another VEH 

CRR-SB asked what tile issue witll VEH is 

C stated front sensor for tile colision ft keeps malftllction 
C stated DLR put new sensor 
C stated DLR stated fts still acting same 
C stated C' wife cannot be in VEH 
C stated DLR told to call NNA 
C stated C is in the loaner EV't-1 
C stated C was told to call 

CRR-SB verified C want anothe< VEH 

C stated yes as C's wife cannol drive tile VEH 
C stated VEH have been to DLR and have got tile sensor replaced already 

CRR-SB advised C case have been Ira 
nsferred to RCAS for furthe< review 
C understand 

CRR-SB informed C tllat Case wil be transferred to a Regional Consumer Affairs Speciatist Who will contact tile C by close of business day 1123/2018 regarding C's concern. 

CRR-SB advised C with tile case#, agent ID# and name# 
CRR-SB stated if there is anything furthe< assistance C need 
Cdeclined 
Cati ended Mutualy 

Page 7 of 7 

Case Categorizations 

Action Case Categorization # Category Description Subcategory Description Symptomllescription 

MULTIPLE REPAJR 
ATTEMPTS 

Case Categorizations Help 

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

Forms 

Action Fonn -A Back To Top 

INTERIOR FORWARD COLLISION 
ELECTRICAL WARNING 26 

Created By Request Type 

HR Japo Savatohonh 1123/2018 3:04 PM 

Nways show me more records per related list 

1/23/2018 YE AV 

Copyright@ 2000-2020 salestorce.com, inc. Al rights reserved. I PfiYftGY Sffrteroeot I Sern,ritv Stateroeot ' Iecros oft Jx 1 508 Cqmpfinose 
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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 W I c..,.. Categorizations W I ,E= W 

Case Detail J Reopen Case 11 Clone Closed Case J 

Account Name 

Contact Email 

Home Pl1one -Letter Se-nt Date 

Letter Received Date 

Follow Up Date 3/2612018 

Supporting Documents 

CA Muttiple Repairs 

Social Media Involvement 

Martiz Custome< Id 

Case O#nH location Murfreesboro 

Texting Status 

Case Reopen Count 1 

Description UR-FEB-EST 

Call Script 

Who contacted u.s? Dealer 

I Vehicles Owned 1 

Vd'liele Purchased New 

Pre-Owned Initial Mileage 

Current Mileage 15,537 

Incident Codes - IIR REQUIRED 

lncidef'lt Date 1/2612018 

Sent to legal 

Accident 

Asbag 

Fire 

IIR lndic.ator 

IIROate 

HR -
Vehicle Information 

Vehicle SN1AT2MV4H• 

Model Year 2017 

Make NISSAN 

Model Line ROGUE 

Model Code 29417 

Dealer Detail 

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 

https:/ /nissanna.my.salesforce.com/5000G0000 1 OZv J eQAL 

Case Owne< ■ OeHenry Kidd 

Type CA 

Case Origin Phone 

Executive Refenal 

Exee>Received-Oa.te 

Status Closed 

Datelrme Opened 1/23/2018 10:11 AM 

Date/Tome Closed 3/26/2018 1:30 PM 

Multiple Repairs No 

Executive Summary 

Executive Actions To Resolve 

Vehicle Maintained Location 

Previous Repai.r Date 

Previous Repair Location 

Related Vehicle Make Nissan 

XTIME Appointment Numb« 

Rollowf' 

Property Damage 

Injury letter 

Nootber Injured 0 

RHR Started 

RHR C«npleted 

Customer Document Requested 

Date Requested 

Customer Document Received 

Date Received 

Part Numb« 1 

Beyond Basic Warranty Miles 1 0 

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 

6/2/2020 
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Contact Name 

Sales & Service Campaign Specific Information 

Hot Alert Date 
HomePhone -

LS Response rime 

Vert>atims 

Alert Trigger Verbatim 

Survey Verbatim 

Deale< Action History 

NNA Notes 

Customer Conversation Notes 

DTS Inspection 

WOfitPhone 

Mobile Phone 

Email 

Attemate Email 

OTS Inspection Date OTS Inspection Date Confirmed? 

DTS Request Type Notes for OTS (Vehicle Concerns) 

Inspection Time/Notes Appointment Time: 

System Information 

Subject 

Created By 

Last Mocfrfied By 

Notes to Agent 

CUSTOMER:-­
SN1AT2MV4~ 

Moman Rollinson 1/23/2018 10:11 AM 

NNAill, 12/10/2018 10:41 PM 

Case Record Type CA Oosed Case 

Days Closed 799 

Action c- NT8F 

What action was taken? SF Provided Vehicle Information 

Agent Comments 

Agent comments do UR for forward emergency braking coocem 

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 

3/26/2018 1:30 PM 

3115/2018 8 :52 AM 

2/19/2018 8:56 AM 

2/16/2018 8:07 AM 

Show more • I~ 

Case Comments 

Pubic e«nment 

Ike< 

DeHenryKidd 

DeHenry Kidd 

DeHenry Kidd 

DeHenry Kidd 

Created By: DeHenry Kidd (3/26/20181 :27 PM} 
•" Closing case Notes--

Custome- Name: 
Phone#: 

Action 

Changed Status from Open to Close<!. 

Closed. 

Changed Follow Up Date from 3115/2018 to 3/26/2018. 

Changed Follow Up Date from 2/19/2018 to 3/1512018. 

Changed Follow Up Date from 2/16/2018 to 2/19/2018. 

SCIN 

Page 2 of 4 

Ca-se History Help 

Case Conments Help 

Arbs-OK called customer to discuss case, arbs infonned customer after the inspection art>s informed customer NNA found no evidence of a product problem., faiiure, « malfunction that may have caused or contributed to 
the incident 

Customer was sent a letter in regards to thei" case 

Fedex# 

Arbs is closing case 

Created By: DeHenry Kidd (311512018 8:51 AM) 
Arbs reached out to customer to let the customer the inspection has been ~ed and the report has been received and is currently in review arbs would follow up with the custonier once a decision has been made. 

Created By: DeHenry Kidd (311512018 8 :43 AMI 
Arl)s.l)K received an emai from DTS stating that the inspection is completed. Albs is now waiting on a decision from PL 

Created By:~(2/21/20181:33 PM} 
•- [CASE SUMMARY] --
Emailed ARBS 

I Created By:~(2/21/20181:33 PM} 
CRR~ VERIFIED Account ilfo<mation including: C's name, home & e-mai address, 
phone numbef & best contact numbef 
CRR- JW VERIFIED VEH Information including: VIN #, CllTent Mileage, Warranty & Service History 
CRR- JW CHECKED for open recalls/campaigns and found: 0 
CRR- JW CHECKED for p<evious UNRELATED Gase(s) and to...-.d: 0 
CRR- JW CHECKED previous RELATED Case(s} and fotlld: 0 
CRR- JW NOTED concern is: unhappy with ARBS decision wants Veh taken and rei,laced 

CRR- JW received inbound call from C . 

C stated C has case # but not with C 
C states brand new rogue is in the shop slit 
C states problem with breaking system 
C states been in shop well over lemon law times 
C states last time in shop mid-January 
C states DLRSHP would not allow C to drive at this time 
C is paying 450 dollars a month for Veh in shop 
C states wants out of the car do not feel safe on the road does oot wish to drive Veh in this state 
C states if they say they fixed tt C will not know because tt randolrly happens tt is not consistent 
C wants to get out of the car and get into something different 
C states lost equity once bought lost out on these deal car payments are going up 
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C states should not have to pay more mooey 
C states wants Nissan to buy out the Veh and place C into another one 
C also states ft would be nice to get some sort of reimbursement tor all the car payments C wasted already 
C states OLRSHP advised C to get Nissan to get C a new Veh Ali was the general manager 
C states no one sold C a defective Veh on purpose but C had been sold a defective car 
C states OLRSHP has been really misleading C into calling us 
C states ali was helpful but trying to make a sale so was very stressfull 
C:RR--JW states ARBS is on the case 
CRR-JW states inspection date is set at march 8 2018 
C states wants this Veh taken off C s hands before March 8 
CRR.JW offered to email ARBS stating this 
C understood 

CRR- JW asked C if there was anything else ORR- JW ooud assist with. 

C declined. 

C understood. 

CRR-JW provided C with agent l~ u-­
CRR- JW noting C's best contact ~ 

Call ended mutualy 

Created By: OeHenry Kidd (2/1912018 8:56 AM) 
Albs contacted customer and the dealer SA-Bill to let them know the inspection date is set tor 318 at 10am EST 

Created By: OeHenry Kidd (2/1412018 10:18 AM) 
Arbs has requested OTS inspection on customer vehicle arbs is waiting on date and time 

Created By: OeHenry Kidd (2/14/201810:10 AM) 
Verified Name Address Phone# VIN Mileage Responsi>le Dealer 

Checked for open Recalls/Campaigns: Nooe 

• C states that C was driving on Pacific Avenue in Atlantic City and Broad St in Woodburyroad/HWY traveling approximately 45 mph. 
• How many lanes was the road and in each direction? 2 
• Is the road divided by a concrete barrier, grass median« turning lane: None 
• 'Mlich lane where you travelintJ in? Right 
• Whe<e there any -.ellicles to your left or right? No 
• How far were you from the vehicle in front of you? No 
• Was the road grade level on an incline or decline? Flat 
• Is the road condition newty paved, moderate or poor in condition? Moderate 
• Did the incident occur in a construction zone? no 
• Where you accelerating, coasting, braking°' cruising (maintaining speed)? Cruising 
• Was traffic level moderate, heavy, or light? No 
• Just before the incident occurred, was the orientation of the steering wheel and the vehide il a straight line? yes 
• Was the cruise control il use? No 
• Weather: Clear 

Arbs-l)K inlormed cusl0<ner that Albs would setup an inspection. ~K stated once albs has the date Albs will let the dealer and customer know. 

Page 3 of 4 

Arbs-l)K also stated that the process could take up to 6 weeks for everything to be done and process to determine a decision. Albs stated that if customer decide to get alternate transpo<tation ft will be at the customer 
expense due to NNA does not offer assistance during the inspection period customer undef'Stood. 

Created Bv: QeHepcy Kjdd f?ll/2018 4:01 PM) 
Arbs is closing case due to unable to contact customer. UTC Letter has been sent to customer 

Customer was mailed a letter using standard mai 

Closing case 

-..1 ; · ~ ■ I I • , I I (2/512018 9:02 AM) 

Arbs-OKcalled customef at 902am no answer was made. Arbs left a message stating name and rn.mberk>r c to ca.JI A.tbs back a 

~ (2/1120189:45AM) 

Arbs-OK called customer at 94Sam no answer was made. Arbs left a message stating name and numbef k>r c to caJI Art:>s back a 

call ended. 

call ended. 

Created By~ Samantha Pi¥@ 1113112018 2:48 PM} 
I IIR rejected- This is not an IIR. The only FEB causes that are being accepted with no accidents are vehides abruptly stoppo,g. According to the prol)e doesnt appear that veh is abruptly stOl)!ling, j ust the brakes feet like 

they are dragging. 

Created By: Morgan Robinson (1/31/2018 2:37 PM) 
RC~R email ll.-GO regarding case 

Created By: Samantha Dixon (1/2612018 2:44 PM) 
OLRSHP requested case be open due to techline case .... 

Created By: Morgan Robinson (1/2612018 1:05 PM) 
RC~R notes C is going on vacation on 01/28118 and will not return until 02/09/18 

RC~R notes C requested somoene Contact C and leave a VMX 

✓ created By~ Moman Robinson 11/26120181:04 Pi~ 

~g~~ =:i0~':~i~r.i& £ J•11y and tranng purposes. 
RC~R VERIFIED C's name, hO<ne, email address&, phone#. 
RC~R CHECKED tor open recalls/campaigns and found: 
Previous UNRELATED Case(s): 
Found: Previous RELATED Case(s):-

RC~R advised C that RCAS was C's POC. 
RC~R provided contact information 
RC~R verified C's concerns 

RC~R advised C that RCAS is aware of C's concerns with braking 
RC~R asked if C had a few moments to disooss ooncem lu:ther J 

C agreed 

RC~R asked IIR questioos 

RC~R advised C that someone will contact C in next 3 business days 

C stated C is going on Vacation starting 01128/18 and will not return until 02/09/18 
C stated C is going on a cruise and phone will be on airplane mode 
C stated C wou1d pref..- someone call C and leave a message just so C knows that someone attempted to contact C 

RC~R understood 

C stated C is going to need the VEH bad< or another loaner 
C stated C needs something comparable 
C stated C dropped the VEH off on Monday 
C stated C was told C is not drive the VEH 
C stated C is not supposed to take the VEH 
C stated C is oow il a Rogue 
C stated ft is old 
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RCAS-MR understood 

C stated C was cautioos when buying the VEH because C likes to brake herself 
C stated C will never buy another VEH witll tllis system 

RCAS-MR understood 
RCAS-MR advised C tllat someooe wil be in contact with C 

C understood 
C thanked RCAS 

Call ended motualy 

Call ended motualy 

Created By: Morgan Robinsoo (1/2612018 12:57 PM) 
RCAS-MR reviewed case witl1 TL-GD 
TL-GO advised RCAS to oorrc,lete IRR 

Created By: Moman Bobi0390 11/2512018 9:00 AM I last Modified By'. MPwan BobiO§QQ '1/2612018 12:45 PM} 
✓ RCAS-MR placed outbound cal to C 

RCAS-MR left VMX wit11 name, case , ne, and follow.up for 01/26/18 

.,. ~~~~~:~r~~n =~~s ~~~1J~,~~~la~~~i:_edo!,Y~~:tc::7n
1
~~!'2~'!,A:i.. 1ike a foot on brake 

Created By: Morgan Robinsoo (1/23/201810:13 AM) I last Modified By: Morgan Robinson (1/25/2018 8:58 AM) 
RCAS-MR received email from S-1 Troise 

✓ S-T stated the VEH is at the DLRSHP 
S-T stated techfine advised tile OLRSHP to contact NNA CA and open a case 
S-T stated techfine stated tile concern is under engineering review 

Page 4 of 4 

Case Categorizations Case Categorizations Help 

Subcategory Description Symptom Description Major Component Code Category Dale Symptom Code Category Code Subcategofy Code Concern Code 

Forms 

Action Form -,.. Back. To Top 

NISSAN PRODUCT INQUIRIES ROGUE GENERAL INQUIRY OF 2/7/2018 

~••By Request Type 

IIR Morgan Robinson 1/26/2018 12:59 PM 

/wlays show me more records per related lisl 

ZR AZ 

Copyright© 2000-2020 salesforce.com, inc. Al rights reserved. I Privacy Statement I Security Statement I Terms of Use 1508 Compliance 
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Created Date 
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• Search ... Search Derek Latta Help & Training All Tabs 

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

- Customize Page I Printable Vrew I Help for this Page 

Show Feed 

Case Detail 

Account Name 

Contact Email 

Home Pl1one 

Letter Se-nt Date 

Letter Received Date 

Follow Up Date 212/2018 

Supporting Documents 

CA Muttiple Repairs 

Social Media Involvement 

Martiz Custome< Id 

Case O#nH location Murfreesboro 

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

J Reopen Case 11 Clone Closed Case J 

Case Owne< ■Michele LaMO<e 

Type CA 

Case Origin Phone 

Executive RefNTal 

Exee>Received-Oa.te 

Status Closed 

Datelrme Opened 1/23/2018 12:46 PM 

Dale/Tome Closed 4124/2018 3:11 PM 

Multiple Repairs No 

Executive Summary 

Texting Status Executive Actions To Resolve 

Case Reopen Count 0 

Description Consumer Affairs Voll..lltary Repurchase due to 1 repair and 51 days out of service tor vehicie dies when going over railroad tracks 

Call Script 

Who contacted u.s? Consumer 

#Vehicles Owned 1 

Vd'liele Purchased New 

Pre-Owned Initial Mileage 

Current Mile- 9,859 

Incident Codes. IIR REQUIRED 

Incident Dale 12120/2017 

Sent to legal 

Accident 

Asbag 

Fire 

IIR lndic.ator 

IIROate 

HR -

Vehicle Information 

Vehicle SN1AT2MV9H• 

Model Year 2017 

Make NISSAN 

Model Line ROGUE 

Model Code 29617 

Dealer Detail 

ease Servicing Dealer OORSFU NISSAN 
Case Servicing Dealer Region Midwest Region 

Bluetooth 

Related Items 

Responsible District 09 

SharedWrth 

Phone Carrier 

Phone Manufacturer 

Reported From 

Issue Categories 

Approwd Ched< Reques1s $30,850.90 
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Vehicle Maintained Location 

Previous Repai.r Date 

Previous Repair Location CR 

Related Vehicle Make Nissan 

XTIME Appointment Numb« 

Rollowf' 

Property Damage 

Injury letter 

Nootber Injured 0 

RHR Started 1/24/2018 

RHR C«npleted 1/29/2018 

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 

Dat.aNet 

Oatanet Deal« Date 

Oealff Instructions 

Requested Dealer Action 

Bluetooth Ticket Status 

Phone Model 

Phone Operating System 

Goodwill Offered 

VCAN 

Goodwill Processed 0 

Vehicle Service Contract 

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

Hot Alert Date 

LS Response rime 

Vert>atims 

Alert Trigger Verbatim 

Survey Verbatim 

Deale< Action History 

NNA Notes 

Customer Conversation Notes 

DTS Inspection 

Contact Name 

HomePhone ­

WOfitPhone 

Mobile Phone 

Email 

Attemate Email 

OTS Inspection Date OTS Inspection Date Confirmed? 

DTS Request Type Notes for OTS (Vehicle Concerns) 

Inspection Time/Notes Appointment Time: 

Notes to Agent 

System Information 

Subject 

Created By 

Last Mocfrfied By 

CUSTOMER:­
SN1AT2MV9~ 

Riley Nabert, 1/23/2018 12:46 PM 

NNAill, 9118/2019 9:26 PM 

Case Record Type CA Oosed Case 

Days Closed 770 

Action C- NLSF 

VIN: 

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

Agent Comments 

Agent Comments RHR Plocessc,g. 

Case History 

Dale 

4/24/2018 3 :11 PM 

Agent Next Step 

Use, 

Michele LaMore 

I Reopen Case I ! Clone Closed Case! 

Action 

Olanged Status from Open to Closed. 

Oosed. 

Olanged Description. 

Root Cause 

Root Cause Code 

Root Cause Code (2) 

Document ID 

SCMV 

4/23/2018 9:09 AM 

1/31/2018 12:35 PM 

1/31/2018 9:11 AM 

Michele LaMore 

Kristina Rosas 

laltisha Benedict 

Olanged case Owner from ORT CASES ASSIGNED TO MORLEY to Michele LaMore. 

Olanged case Owner from Ber1<Iey Banyai to ORT CASES ASSIGNED TO MORLEY. 

Show more • I~ 

Case Comments 

Pubic e«nment 

Created By: Paige Gilliam (S/31/201812:35 PMI 
... (Added after the case is closed.) .-

Page 2 of 8 

Ca-se History Help 

Case Conments Help 

ORTS PW: Ched<(s) from NMAC for Overpayment in the amount of $377.49 sent to LOCKBOX #54457; FED EX TRACKING 

--Case doct.mented and copy of check attached to case. 

Check will be aedtted and journalized to NNA's BUYBACK ACCOUNT; 

Created By: Michele LaMo<e {412412018 3 :11 PM) 
RC-ML translerred case to Morley Company. 

RC notes case number:-
1 g~e_;~:~~~~:, ~i~~ 1::~:~~:~~C in the amount of $29,329.97 and a check made payable to C in the amount of $1,520.93 Fcxwarding checks to Money via FedEx tracking 

Created By: Michele LaMo<e {4/23/2018 9:14 AM) 
Coosumer Affairs Volootary Reptrchase due to 1 repair and 51 days oot of service for vehicle dies when going over railroad tracks. 

I CST00161S85 - C<>lsumer Affairs ""untary repurchase. 

CR0344S50 in the anlOlllt of $29,329.97 made payallle to NMAC for the agreed upon payoff amount 

CR0344S49 in the amot.llt of $1,520.93 made payallle to 

Created By: Michele LaMo<e (4/23/2018 9:09 AM) 
Submtt RHR request 

Created By: Michele LaMo<e {4/23/2018 8 :47 AM) 
I RC-ML recei\led and attached signed reptrchase offer letter. 

RC notes payoff still valid. 

Created By: Michele LaMore (4/23/2018 8 :44 AM) 
RC-ML placed call to NMAC automated system to confvm payoff still valid. 

Created By: Michele LaMo<e (4120/2018 10:36 AM) 
RC-ML notes payoff address: 

NMAC 
8900 Freeport Pkwy 
Irving, TX 75063 

Acoount#:---Customer. 
30 day pa . 4/1S/2018 

Created By: Michele LaMo<e {4/20/2018 7 :35 AM) 
RC-ML receilled call from C. 

~ Saturday- for the agreed upon reptrchase amount. 
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RC c:oofirmed re<eipl of signed r"1)ll"chase ofter. 
RC reviewed the surrender timilg. 
C understood. 

Created By: Michele LaMo<e (4118/201812:33 PM) 
RC-ML received call from C. 
C stated she had just printed out the repu-chase offer letter and will send to NNA tomorrow. 
RC understood and stated that once received thee surrender process will begin. 

Created By: . 18 3:35 PM) 
RC-ML pla d left VMX. 
RC stated had not been received yet. 
RC offered a cems. 
RC provided phone~ o 

Created By: Michele LaMo<e (41131201812:05 PM) 
RC-ML received call from C. 
C stated she was gojng to accel)t the repurchase ofter. 

• RC reviewed the surrender timilg. 

• 
C requested the repurchase offer be re-sent. 
RC offered assistance with questions/ooncems. 

Created By: Michele LaMore (4112/201812:10 PM) 
RC-ML sent email to C inquiring if there are questions/concerns on repurchase offer sent for review. 

Created By: Michele LaMo<e (4110/201812:34 PM) 
RC-ML received cal from C. 
C does not understand why she is being asked to pay for the miles twice. 
RC reviewed the calculatioos. 
RC stated the payments are being refunded. 
RC stated there is a usage charge lor the miles driven. 
RC stated the Indiana is a full usage state in the Lemon Law. 
C stated that is not fair. 
C stated she was almost kiBed many times in the defecti11e vehicle. 
RC apologized fo, the vehicle difficulties. 
RC stated that in replacement there is no usage fee. 
RC stated tt may be possibje to get into a new vehicle with no out--01;,ocket e)(l)eOSe. 
C stated she wanted to think out tt. 
RC offered assistance with questions/ooncems. 

Created By: Michele LaMo<e (4110/2018 11:03 AM} 
RC-ML placed c• "1d spo«e with­
RC stated the repurc,1~ u,,~ , ,a.u been sent to ~ ­
RC stated there is a $1,520.93 refund. 
C was disappointed in the low refund. 
RC reviewed the calculatioos. 
C was upset that she was charged usage lor a defective vehicle. 
C stated the engineers have told her the vehicle cannot be fixed at this time. 
RC darffied that the usage was statutory and in replacement there was no usage in Indiana. 
C asked about the settlement offer of $3,500. 
RC clarified that accepmg the settlement offe, meant C was keei,ing the vehicle. 
RC clarified that C is thinking about keejling the vehicle that the engineers ha11e tdd her cannot be fixed at this time. 
RC stated it may not possible to even process a setdement since the vehide camot be driven at this time. 
C had no answer. 
RC pivoted bad< to replacement and e)(l)lained how SOC would wor1<. 
RC stated that if C was mindful of the MSRP of $35,425 there could be no out-of-pod<et expense lor C. 
RC darified the,e was no usage for Indiana replacements. 
C stated she had lod<ed ontine so,ne time ago and all of the vehicles were in the $33,000 MSRP range. 
C stated she shrud be able to get into a 2018 for hef '1roubles'. 
RC stated a 2018 vehicle was certainly possible. 
RC offered to cal the dealer of C's choice to begin a rei,iacement vehicle selection. 
RC stated that replacement vehicles are chosen frocn dealer stod<. 
RC stated that so,ne dealefs may be wiling to trade for a vehicle. 
C was very skeptical. 
C asked if there was a guarantee that a repCacement vehicle would not have the same problem. 
RC stated thefe was no guarantee from NNA. 
RC assured C that orey a ve,y smal percentage of vehicle manufactured by NNA are defecti11e. 
C was not sure what she wool ed to do. 
C stated she wanted to speak with her husband. 
RC understood and stated that the replacement offer could be asseml)jed at no obligation to C. 
C asked if the dealer was making money on the replacement. 
RC stated that NNA pays the dealer fo, the vehicle and tt did not affect C's financial obligation, if any. 
C stated she was concerned that if the dealer was not making money, then they 'M)Uld not help her. 
RC stated that was why RC wanted to place the call to the sales manager first to assist in the replacement selection. 
C was not sure. 
C stated she would speak with hef husband and let RC know. 
RC offered assistance with questions/ooncems. 

I ;~~~bB~=~:,,~<::2:32 PM) 

• 

Created By: Melanie Schlicker (4/9/2018 6:46 AM} 
Customer Repurchase Offer Lette, - IN/ Lease / New: 

8 Payments Paid: $3,034.00 
Down Payment Oncluding 1st payment}: $379.00 
Trade-ln: $1,500.00 
Total Paid: $4,913.00 
Less Theft Registration: ($279.00) 
Less Usage Fee@9,784 miles: ($3,113.07} 
Total Deductions: ($3,392.07} 
Reflll<I to Custo,ne, $1,520.93 
Lien Payoff good to (4/15118) $29,329.97 

WOl1<sheet notes: 

Payoff information: $29,329.97 good through 4115118, last payment 3/16.118 
Usage mileage: 9,859 less 75 (miles at lease inception}= 9,784 
Usage mileage: 9,784 / 100,000 x 31 ,817.98 (32,967.98 less 1,150 rebate} = $3,11 3.07 
MSRP: 35,425 
NoVSCs 
Lease, new, 75 miles, Tocn Wood Nissan, 7/17117 
Registration good through 2/28/18 

Q~S notes that R~L c:oofirmed with TL-AM that the vehicle registration is adequate to proceed with the buybad< 

Created By: Michele LaMo<e (416/20181 :26 PM) 
Customer Repurchase Offer Leite, - Lease /New/ IN LL: 

8 Payments Paid: $3,034.00 
Down Payment Oncluding 1st payment}: $379.00 
Trade-ln: $1,500.00 
Total Paid: $4,913.00 
Less Theft Registration: ($279.00) 
Less Usage Fee at 9,784 miles: ($3,113.07) 
Total Deductions: ($3,392.07} 
Refl.lld to Custo,ne, $1 ,520.93 
Lien Payoff good to (4115118): $29,329.97 

Created By: Michele LaMo<e (416/201811 :33 AM} 
RC-ML placed cal tc "1d spo«e with­
RC stated the regi!sbc1uut11:s o:t~rable to NNA 'as ~ 
RC stated tt wil not be a problem moving forward. 
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RC stated the repurchase ofter will be sent as 8000 as possible, 
C understood. 

Created By: Michele LaMo<e (416/2018 9:47 AM) 
RC-ML placed c• "1d spoke with-
RC stated that NNA W11 1~u11e ~ valid registration. 
C is ANGRY and stated tt is 'nol my faulr. 
RC assured C that nooe on this is her faull 
RC stated tt is unclear why the registration expiration has changed from July to February because of the VIN change. 
RC expressed ooncem that C is driving on an expi"ed registration. 
RC stated that C will be registering the vehicle in Indiana since the move. 
C stated she is in a service loaner and has been for months. 
C stated she cannot drive the veNcle she is paying lor each month. 
C stated she was almost kiDed seo,era1 times from a defecti'Je veNcle. 
RC apologized for the veNcle problems. 
RC stated that it may make a difference and RC wil make another appeal. 
C undefstood. 

Created Bv: Mjch•le I aMgq; (416/2018 8:58 AM) 
RC-ML sent emai to Angie Mc Vey for guidance on registration question. 

Created By: Michelle Simpson (416/2018 8:58 AM) 
ORTS-SM obtained/attached the Rep..-chase Factory Invoice 

Created By: Michele laMo<e (416/2018 7:56 AM) 
RC-ML requested factory iwoice. 

Created By: Michele laMo<e (416/2018 7:31 AM) 
RC-ML recei'led 200 attached from NMAC: 

Below is the paymenVpayoff information that you requested. 

!:.1..-._. 
Custome . 
30 day payo . 4115/2018 
Payments received 9 
Payment amount 379.25 
Recent payment received on 3/16/2018 fo, $379.25 

FULL detailed payment histo,y printout 

Created By: Michele LaMore (41512018 3:01 PM) 
RC-ML received caa from C. 
C has received registration➔ 

RC oonfirmed fax number. 
RC stated the repurchase offer will be sent as 8000 as possible. 
C understood. 

Created By~ MiGDete I aMme (4/4/20181:47 PM) 
RC-ML notes that the registration from OMV has not arrived at C's new residence yel 

Created Bv: Niro•!• I aMgq; (41212018 2:25 PM) 
RC-ML notes that the registration form OMV has not arrived at C's new residence yet 

Created Bv: Niro•le I •MOf• (312912018 3:22 PM) 
RC-ML notes that the registration fo,m OMV has not arrived at C's new residence yet 

Created By: Moo, 3127120181:01 PM) 
RC-ML placed caa to and spoke with-
RC requested ll inois entification C~ 
RC stated that what was submitted is title application with a Fellruary 2018 exp;ration date. 
C stated the OMV told her this was all that was a>•uable. 
RC stated that with the title application processed then a registration should have been sent to C. 
C stated she had nol received anything from OMV. 
RC stated the dealer had been contacted for assistance. 

Created By: Michele laMo<e (31271201812:57 PM) 
RC-ML placed caa to To,n Wood Nissan atlliiliilll■ and left VMX lor Lori Oliver, title clerk. 
RC requested assistance on registration. 
RC stated the OMV had provided the title application to C. 

~g =N:!. ~~Dinois t istration Identification Card. 

Created Bv: Niro•!• I •M9fe (3126/2018 8:52 AM) 
RC-ML sent request to NMAC for updated payoff. 

Created Bv: NiclJel7 2018 7:16 AM) 
RC-ML received caa 1 

Terre Haute, IN-

C stated the OMV told her that what was sent is the registration. 
C directed attention to the upper left oomer of document is checked title and trans/er. 
C stated she was told by OMV that is aa OMV can offer her. 
RC stated that oow that since the registration is here an updated repurchase offer will be sent as soon as possible. 
C requested an updated repurchase 200 settlement offe,. 
C is considering replacement after she sees the other offers. 
RC offered assistance with replacement vehicle selection when C is ready. 
Cunderstood. 

Created By: Michele LaMo<e (312112018 2:43 PM) 
RC-ML notes C wil send the registration when received by OMV. 

Created Bv: Mjch•le I aMgq; (3119120181 :47 PM) 
RC-ML received cal from C. 
C received a title application. 
RC oonfirmed oorrect VIN. 
C stated she would visit OMV tomorrow and request registration. 
RC oonfirmed that a valid registration was requ~ed to move fO<ward with repurchase ofter. 
Cunderstood. 

Created By: Michele LaMo<e (3116/2018 8:34 AM) 
RC-ML received VMX from Lori Oliver, title cledt, tom Wood Nissan. 
TC slated the IL OMV confirmed the registration was sent to C. 

Created By: Michele LaMo<e (311512018 9:50 AM) 
RC-ML placed c• "1d Sl)(l«e with-
RC requested update utI 1cyI~u~uun. 
C confirmed that she has not received the registration lorm OMV. 
C stated she was out-of-state and would not return hO<ne until Monday. 
C stated the registration coold be sitting at home waiting lor her. 
RC understood. 
RC stated NNA was in oontact with the deale< and title clert. 
RC stated that the title clerk was not reruming VMXs. 
C stated she was having the same experience with the dealer. 
C stated she would call NNA with the update on Monday. 
RC appreciated her patience. 

Created By: Michele laMo<e (311512018 9:44 AM) 
RC-ML placed caa to To,n Wood Nissan atllll■■ and left VMX lor Lori Oliver, title clerk. 
RC requested update on registration. 
RC provided phone numbef 
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~~~~ripl~~~';;1fiN!.~~=~t20 
PM) 

RC requested update oo registration. 
RC provided phone number o 

Created By: Michele LaMo<e (3/12/2018 3 :34 PM) 

and left VMX for Lori Oliver, title clerk. 

I ~g-~~~';,1 i.:;~ ~ ~~ssan at 
and left VMX for Lori Oliver, title clerk. 

RC provided phone number o 

Created By: Michele LaMo<e (31812018 2:48 PM) 

RC-ML placed call to TOOl Wood Nissan a•••·· and spoke with Lori Olille<, title clerk. 
RC requested update oo registration. 
RC stated the customer had nol received the registration from OMV. 
LO stated she had not received anythr,g today from OMV. 
LO stated she has requested the OMV put a 'rush' oo the registration. 
LO confirmed the OMV would be sendr,g registration directly to the customer. 
RC asked ij LO had a way to confirm OMV sent document to C. 
LO stated that tt NNA cans her late Monday afternoon, she could look into the system tor NNA. 
RC understood and agreed to contact LO oo Monday. 

Created By: Michele LaMo<e (3/712018 2:47 PM) 

RC-ML placed cal to Tom Wood Nissan at■■■■ and left VMX for Lori Oliver, title clerk. 
RC requested update oo registration. 
RC stated the customer had nol received the registration from OMV. 
LO stated she had not received anythr,g today from OMV. 
LO stated she was planning to call OMV tomorrow morning and requested NNA call her back around this same time tomorrow tor an update. 
RC agreed. 

Created By: Michele LaMo<.!! (3/712018 2:28 PM) 
RC-MLsp 7 
RC requested upctlie ut• 1i:y1stration receipt. 
C had not reeewed the registration from OMV. 
C confirmed she is still in rental from the dealer. 
C stated she is anxious to 'end this thing'. 
RC understood. 

Created By: Michele LaMo<e (3/512018 3 :00 PM) I Last Modified By: Michele LaMo<e (31512018 3 :00 PM) 
RC-ML placed cal to Tom wood Nissan a11■■■1 and left VMX 1or Lori Oliver, title clerk. 
RC requested update oo registration. 
RC stated the customer had not received from OMV. 
RC provided phone number o 

I ~~~~r9 ,!~~ ~\'f;;'!~':"r,,\,31r!'::~~~\re OMV in order to proceed with the repurchase 

Created By: Michele LaMo<~ (2/2712018 10:00 AM} 

~g-~=~ :.am 1£1.aation receipt. 
C had not received the registration from OMV. 
C confirmed the move is out-of-state but ooy 30 miles ;rway from p,esent home. 
C confirmed the dealer was file with her taking the loane< to her new home. 
RC stated that woold make surrender easier when it happens. 
RC stated the registration was needed to proceed with offer. 
C oodefstood. 

Created By: Michele LaMo<e (2/23/201812:59 PM) 

RC-ML placed cal t "1d left VMX tor■■■ 
RC provided update un n::y1:5uc:1uut1. 
RC stated the registration should be sent to C next - by the IL OMV. 
RC provided phone number 

Created Bv: Mjfh•I• I •M9«: (2/23/201812:56 PM) 
RC-ML placed cal to Too, wood Nissan at 317-84~ and spoke with Chip Synder, sales manager. 
RC requested update oo registration. 
SM referred RC to Lori Oliver, title clerk. ext 6763. 

RC requested update from Lori Oli11e<, title clef1<. 
TC stated the IL OMV was working on it 
TC staled the registration need to be cancelled and then re-issued with the conect VIN. 
RC requested timeline of reaopl 
TC stated the corrected registration should be mailed to C in a about a week. 
RC confirmed a follow-up date of Wednesday, February 28, 2018 with title cterk. 
TC agreed (after suggesting next Friday). 

Created By: LaMo<e 2/2112018 2:55 PM) 
RC-ML placed cal to and left VMX for with-

• ~g :\':r!:: ;:t:V':' ~I-state at end of month. 
RC requested callback to disooss options. 
RC provided phone number 

Created By: Michele LaMo<e (2/1912018 2:38 PM) 
RC-ML notes the dealer is working oo getting the registration conected. 

I C staled the dealer stated it could take 2 weel<s. 

• 

RC notes C is moving out-0f-state at end of month. 

Created By: Michele LaMo<e (2/1512018 2:00 PM) 
RC-ML notes the dealer is working oo getting the registration conected. 
C stated the dealer stated it could take 2 weel<s. 

Created By: Michele LaMo<e (2/1312018 8 :49 AM} 
RC-ML sent emai to ARBS lor guidance on registration issue. 

Created Bv: Mjfh•le I •M9«: (2/12/2018 3 :20 PM) 
RC-ML received can from c. 
C stated the dealer is working on getting the registration corrected. 
C stated the dealer stated it could take 2 weeks. 
RC stated that is a short time for the OMV. 
C stated the registration would be sent as sooo as possibie. 

Created By: Michele LaMo<e (2/812018 4:08 PM) 
RC-ML notes the dealer and C are woocing on obtaining a CORRECTED registration. 

Created By: Michele LaMo<e (2/612018 7 :54 AM} 
RC-ML placed cal tc "1d spoke with-
e stated the dealer 81..NJUWICUgt:U uie wrong VIN~ the registration. 
C stated the dealer is going to 'clear this up'. 
RC stated the registration is the last document needed to assemble a repurchase offer. 

Created By: Michele LaMo<e (2/612018 7 :52 AM} 
RC-ML received and attached vehicle photos, driver license, and invalid registration. 

Created By: Michele LaMo<e (2/612018 7 :51 AM} 
RC-ML sent request to NMAC for clarification 00 title request. 

Created By: Michele LaMo<e (2/612018 7 :49 AM} 
RC-ML received and attached from NMAC: 

Below is the payment/payoff inlormatioo that you requested. SR#1-.. Acooun : 
CUstomer. 
30 day payo . 2/15/2018 
Payments received 7 
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Payment amount 379.25 
Recent payment received on 1/19/2018 for $379.25 

Sales contrac~ FULL detailed payment history pmtout are attached. There is currently no Trtle available. It has been requested 

Created By: Michele LaMo<e (2/2/2018 2:48 PM) 
RC-ML placed ca "1d Sl)(l«e with-
RC stated the IL regisui1uu11 mw tne wrong VIN. 
RC stated tile VIN for for a Rogue but is not tile VIN that is on tile lease agreement 
C does NOT undefstand. 
RC stated that a repurchase offe, cannot be processed with this registration. 
C stated she was going to contact tile dealer to find out what happened. 
RC stated that NMAC would be contacted by RC to see rt there was an explanation. 
C understood. 

Created By: Michele LaMo<e (2/2/2018 2:44 PM) 

~~~ ~~~c:!,!;J JJ J£, registration, and driver licenses. 
C stated that they are momg out-of-state at tile end of tile month. 
RC stated that it may be possible to complete a replacement vehicle with.-. tile tile month. 
C stated that she has discussed with her husband and he wanted the reiucnase only. 
RC understood. 

I Created By: Michele LaMo<e (2/1/2018 8:06 AM} 
RC-ML sent payoff request to NMAC. 

Created By: Bel1<ley Banyai (1/31/2018 3:54 PM} 
RC~ placed an outbolUld call DORSETT N ISSAN 
SA-Mitch spoke to RCAS-BB. 

RC~ requested tile ROs. 
RC~ informed tile SA that tile ROs do not come through property previously. 

SA-Mitch agreed to fax tile ROs to tile RCAS. 
SA-Mitch stated that the concerns only reoccurs in the one spot on the railroad tracks 
SA-Mitch stated that Techline advised for a recalibration to be completed. 

✓ ~::: =~ ~= ;:,;,e~== ::OO.":t'ted aoo SM test drove over tile tracks multiple times. 

RC~ requested to speak to S-ce. 

S-ce stated that tile SM went ove, railroad tracks five times both ways to test tile vehicle. 
S-ce stated that tile vehicle was recalibrated and repaired. 
S-ce confinned that tile C picked up tile vehicle. 

RC~ thanked tile SM. 

Call ended mutualy. 

Created By: Michele LaMo<e (1/31/2018 2:09 PM) 

Page 6 of 8 

RC-ML placed cal tc "1d Sl)(l«e with-
RC exptained to C that u,e UA11,;c::11 11:S with their vehi~ reviewed and the authorization has been received to offer the customer either a repesdlase or replacement of their vehicle based on the state lemon law 
guidei nes or rt C mead chooses to keep tile vehicle, a settlement of $3,800 is being offered. 

RC clarified for tile customer that rt they chose a replacement vehicle their responsibility would start with what they a.urently owe, plus usage/depreciation for miles they put on the vehicle (rt applicable under state 
guidefines}, plus any extra options that they do not have on their current vehicle. 
RC stated rt tile customer chooses a vehicle that is a diffe,ent model or more than one model year diffe,ent than their current vehicle they would be dlarged tile MSRP difference. 
RC further clarified that if original vehicle was purchased used, tile original purchase price is used in the upgrade comparison, and tile difference between that and tile new vehicle's MSRP wil be tile upgrade charge to C. 

RC explained how a repurchase was calculated: down paymen, plus payments made, less usage, less negative equity, rt any. NNA pays off lien. 

RC stated that once tile requested documentation has been received, an offer would be assembled and sen, and then we would go over the figures to see how C would like to proceed. 

RC confirmed NMAC lease. 
RC explained SOC and MSRP and upgrade charge calculation. 
RC stated that it did need to be Rogue for the replacement vehicle. 
RC confirmed Dorsett Nissan as the servicing dealer. 
RC stated the sales manager woukl be caled to begin the replacement vehicle selection. 
RC stated tile SM would be provided C's name and phone number. 
C stated she wanted to discuss with her husband before comrritting to a replacement. 
RC stated ~ coold be any N issan dealer rt Dorsett Nissan was not prete«ed. 
C stated she was 'very pleased' with Dorsett Nissan. 
C stated ~ was just a 'matter of not sure'. 
C stated that maybe tile repurchase offer would be belter for her. 
RC stated that a decision did not need to be made today. 
RC stated that both offers could be presented and then C could oorrc,are and contrast. 
RC assured C that an offer or providing documents does not obligate C in any way. 
RC stated that when C was ready to proceed with replacernen, then RC was ready to assist. 
RC provided office hours of 7-4 llinois time. 
RC reviewed list of requested documents. 
RC confirmed email address. 
C stated the requested documents would be sent in the next few days. 

RC sent letter of intent to email address as requested. 

Created By: Lakisha Benedict (1/31/2018 9:11 AM} 
REASON: 1 repairs and 51 days down for vehicle dies when going~ railroad tracks . 

LEMON LAW: Yes, California 

I USAGE: 9,859 miles 

RETENTION GOOOWILL: 
lftlle custorne,op«s fo<replacement, NNA will waive up to 10%of tile usage as.., incentive to retain the customer. 

May offer VPP ONLY with acceptance of repurchase offer. 
OPTIONS: If c does not want repurchase/replacement NNA wil offer $3,800 as cash settlement in ieu of buyback. 

Created By: Lakisha Benedict (1/31/2018 9:06 AM} 
ARBS-kb note tile following RHR summary: 

1v vehicle dies when going over rairoad tracks 
--software update performed 

ARBS-kb note 51 days down for warrantallle reps.­

Created Bv: I •lsi•bn Benedjct 11/31/2018 9:05 AM} 
ARBS-kb note tile following RHR review: 
ARBS_kb note tile followw,g states: IN 

~~~~::~:~~II§! ti£ a ~ d:.;~lroad tracks, customer hears a ditmg noise and then the vehicle stops abruptty. Has happened twice on Washington st right on the railroad tracks. Between 15-30 
mph ~ occura please advise--Software update was performed per Nissan field engineera request. 

Created By: Lakisha Benedict (1/31/2018 8:57 AM} 
ARBS-kb contacted the dealership. 

ARBS-kb Sl)(l«e with SA-Tanmy. 

ARBS-kb advised SA Tanvny that ARBS was cal fing to gather information regarding the custome,s vehicle. 
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ARBS--kb was advised that the vehicle is repaired, and ready for the customer to pjci< the vehicle up. 
ARBs-kb was advised that the dealership was waiting on information from Nissan Field Enginee<s instruction. 

ARBS--kb was advised that the dealership was advised to complete a software update, and that update was performed on the vehicle & the custorner will need to pick the vehicle up today. 

ARBS--kb was advised that the dealership will not cover the rental any further, and the customer will need to pick the vehicle up. 

ARBS--kb requested the RO & timestamps. 

ARBS--kb thanked the rep & the call ended. 

Created By: Lakisha Benedict (1/30/2018 5:29 PM) 
ARBS-kb sent a message to the agent advising to request the most recent RO, and update the Rhr. 

Created By: Berkley Banyai (1/30/2018 2 :36 PM} 
RC~ pjaced an outbound call to C a 

isoowthe C. 

RC~ ADVISED "This call may be recorded for quality and training purposes." 

RC~ intormed the C that the RHR is still processing. 

✓ ~ :::~ ~: ~ ~~!"nr~ ~-=de is recalibrated and repair 

RC~~thized. 
RCAS intormed the C that RC~ will follow up on 2/2/18 to provide an update in regards to the RHR. 

Cagreed. 

RC~ thanked the C. 

Call ended motualy. 

Created By: Nicki Rauor (1/29/2018 3:13 PM) 
ORTS received the RHR. The RHR was assigned to ARBS Lakisha Benedict for review. 

Created By: 6er1dey RaOYai ~1129/2018 2:29 PM} 
RC~ pjaced an outbound call OORSETT NISSAN a 
SA-Mitch spoke to RCAS-BB. 

✓ RC~ requested the ROs. 

SA-Mitch agreed to fax the ROs to the RCAS. 

Call ended motualy. 

Created Bv: QeHepry Kjdd 11/29/201810:16 AM) 
IIR-FEB-CST 

Created By: DeHenry Kidd (1/29/201810:15 AM) 
•" Arbs is forwarding case back to NNA RCAS for ftl"ther handlillJ•" 

Verified Name Address Phone# VIN Mileage Responsible Dealer 

Checked for open Recalls/Campaigns: Nooe 

Arbs caBed customer to discuss case, arbs infonned customer arbs was able to reach out to the dealer to discuss customer vehicle and concerns, arbs was informed from the SM they were able to duplicate the concern 
and they have been in contact with DTS and tech support and asked for them to do a calibration on the vehicle. SM stated customer is in a rental. SM stated alter the calibration he took the vehicle on a test drive and did 
not experience any issues with the vehicle. 

Arbs asked since they have made a repai- attempt arbs asked if customer request is still an RHR? CUstomer stated yes and that she is not pjcking the vehicle up no matter if they fixed the vehicle. 

Arbs informed customer that this is not an UR case due to the vehicle is not in the aiginal condition from the incident and the RHR request will be reviewed and a decision will be made. Customer undef'Stood. 

-This is not an IIR arbs is forwarding case back toRCAS forftwther handling and to submit the RHR requesl 

Created By: DeHenry Kidd (1/26/201811 :37 AM) 
Arbs called the deale<ship and spoke with SM-Bruce, SM stated they were able to duplicate the concern and they have been in contact with DTS and tech support and asked for them to do a calillfation on the vehicle. SM 
stated customer is in a rental. SM stated after the caibration he took the vehicle on a test drive and dKI not experience any issues with the vehicle. 

Arbs will tollow up with management to see how they would like to proceed. 

Created By: Berkley Banyai (1/2412018 2:29 PM) 
RC~ asked the following IIR questions regarding the incident where the vehicle stopped on the railroad tracks. 

Where: Washington St, Terre Haute, IN 
Tme: 6:00pm 
Location: Washington St, Terre Haute, IN 
When: Before 12/25117 

✓~ 
Odometer Reading: a 
CUrrent Location: OORSETT NISSAN 
How would you like us to be involved? C stated replacement of the vehicle. 

RC~ thanked the C. 

Call ended motualy. 

✓ ~~-=~a:t:v=::.::~~~12:21 PM) (BEST} 

is nowtheC. 

RC~ ADVISED "This call may be recorded for quality and training purposes .• 
RC~ VERIFIED C's name, home & email address, concern, phone 
RC~ VERIFIED servicing dealerhetailer: DORSETT NISSAN 
RC~ CHECKED for open recals/carrc,aigns and to..-.d: 0 
Previous UNRELATED Case(s} Found: 0 
Previous RELATED Case(s) Found: 0 

RC~ verified credentials. 
RC~ inquired about the Cs vehicle concerns. 

C stated that the vehicle stopped on the railroad tracks and speed bumps. 
C stated that C test drove the velwde with the DLR. 
C stated that the concerns were duplicated. 

RC~ apologized. 

C sated that C is traumatized. 

RC~ intormed the C that the DlR is working to repair the vehicle. 

C stated that C is not taking the velwcle back. 

RC~ inquired what the C is seeking from NNA 

C stated repjacemenl 
C expressed safety concerns. 
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RCAS-88 offered the RHR. 

C stated that the vehicle has no repair history. 
C agreed to RHR. 

RCAS-88 asked the falowing RHR questions: 

Why do yoo want to retJJm the veil to NNA? 
C stated that C does not want to die and does not trust the vehicle. 
Where is the veh currentty? 
C stated at DORSETT NISSAN since 12120/18. 
Where was the veil purchased? 
TOM WOOD NISSAN 
Was it Pl,l°dlased new or used? 
NEW 
Where is the veil serviced? Has the veil been taken to multiple Nissan/Infinity dealers? IF YES- document names of dealers/retailers. 
TOM WOOD NISSAN and DORSETT NISSAN 

RCAS-88 in1ormed the C that the RCAS wil falow up on 1129118. 

RCAS-88 inquired if the C had any additional questions. 

C stated no. 

RCAS-88 thanked the C. 

C stated that the concerns occur cwe, bumps on the highway. 

RCAS-88 thanked the C 1or in1ormation. 

C thanked the RCAS-BB. 

Call ended mutualy. 

Created By: Ber1<1ey Bonyai (1124/2018 1:33 PM} 
RCAS-88 placed an outbound call to DORSETT NISSAN a 
RCAS-BB spoke with SA-Tanvny 

RCAS-88 inquired about the C. 

SA confirmed that the concern was dupicated and a clicking noise was present 
SA stated that the DlR is wooting with T echi ne and the OTS coming on the 30th possibly 

.(_ SA stated that the C has been in a rental vehicle since middle of December. 

RCAS-88 requested the ROs. 

SA agreed. 

RCAS-88 thanked the SA. 

Call ended mutualy. 

Created By: Riley Nabert (1123/201812:48 PM) 
CRR-RN VERIFIED Account ln1o including: C's name, home & emai address, phone# & best cootact# 
ORR-RN VERIFIED VEH ln1o including: VIN#, 
CRR-RN CHECKED 1or open recalls/campaq,s and found: 0 
CRR-RN CHECKED 1or l)(evious UNRELATED C8se(s) and found: 0 
ORR-RN CHECKED l)(evious RELA TEO Case(s} and to..-.d: 0 
CRR-RN NOTED concern is: BUY BACK 
ORR-RN received inboond call from C 

~ :..,£ g Mil 211 an~~ in and wil now be referred to as c 
C stated C bought Rogue of last year 
C stated C brought VEH down to OLRSHP 
C stated VEH has been at DlRSHP for over a month 
C stated C was driving aver rail road tracts where the anti-coli sion engaged and stopped the VEH on the rail road tracks 
C stated C thought this was just a rare occasion and kept driving the VEH 
C stated the VEH that did ft can 
C stated C is scared to death by this VEH 

I C stated C is not taking this VEH 
C stated this is a leased VEH 
C stated C does not want this VEH 
C stated C has been wor1<ing with Bruce Hutson at OLRSHP 
C stated this also happens when C goes over bumps which worries C aboot driving this VEH anywhere 
C stated C does nol want this VEH back 

CRR-RN l)(CJVided C with Case # & Agent 10 
ORR-RN informed C that Case will be translenred to a Regional Consumer Affairs Specialist who will oontact the C by close of business day Wednesday, January 24th, 2018 regarding the C concern 

C oodefstood and app,eaated the assistance 

ORR-RN asked C if there is anything else CRR-RN could do to assist C 

C declined 

Cati ended mutual y 
BEST CONTACT It. 

Page 8 of 8 

Case Categorizations 

Action ~ ~ # Catego,y Description Subcalego<y Description SymptomOescripti«, 

Case Categorizations Help 

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

Forms 

Action Form -A Back To Top 

ENGINE 
ELECTRICAL 

Request Type 

UR 

ENGINE CONTROL MODULE POOR OR IMPROPER 
(ECU) OPERATION 06 

Created By 

Berkley Bonyai 112412018 2:35 PM 

Atways show me more records per reJated nst 

4/23/2018 YX AF 
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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 

Show Feed 

Case Detail 

Account Name 

Contact Email 

Home Pl1one 

Letter Se-nt Date 

Letter Received Date 

Follow Up Date 3/14/2018 

Supporting Documents 

CA Muttiple Repairs 

Social Media Involvement 

Martiz Custome< Id 

Case O#nH location Murfreesboro 

Texting Status 

Case Reopen Count 0 

Description UR-FEB-EST 

Call Script 

Who contacted u.s? Consumer 

I Vehicles Owned 1 
Vd'liele Purchased New 

Pre-Owned Initial Mileage 

Current Mileage 2,197 

Incident Codes - IIR REQUIRED 

lncidef'lt Date 

Sent to legal 

Accident 

Asbag 

Fire 

IIR lndic.ator 

IIROate 

HR -
Vehicle Information 

Vehicle JN1BJ1CRXJ-N 

Model Year 2017 

Make NISSAN 

Model Line ROGUE SPORT 

Model Code 27617 

Dealer Detail 

ease Servicing Dealer BOCH NISSAN SOt ITH 
Case Servicing Dealer Region Northeast Region 

Bluetooth 

Related Items 

Responsible District 11 

SharedWrth 

Phone Carrier 

Phone Manufacturer 

Reported From 

Issue Categories 

Approwd Ched< Reques1s $0.00 

Customize Page I Printable Vrew I Help for this Page 

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

J Reopen Case 11 Clone Closed Case J 

CaseOwne< 

Type 

Case Origin 

Executive Refenal 

Exee>Received-Oa.te 

Phone 

Status Closed 

Datelrme Opened 1/24/2018 12:19 PM 

Date/Tome Closed 3/14/2018 8:39 AM 

Multiple Repairs No 

Executive Summary 

Executive Actions To Resolve 

Vehicle Maintained Location BOCH NISSAN SOUTH 

Previous Repai.r Date 1/24/2018 

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 0 

Beyond Basic Warranty Months1 0 

Beyond PT WalTal'lty Miles1 0 

Beyond PT Warranty Months 1 O 

Data Net 

Datanet Deal« Date 

Oealff Instructions Service Oepl Review 

Requested Dealer Action 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: 

System Information 

Subject 

Created By 

Last Mocfrfied By 

Notes to Agent 

CUSTOMER:­
JN1BJ1C~ 

Emmanuel Asman 1/24/2018 12:19 PM 

NNAill, 12/11/201811:06 PM 

Case Record Type CA Oosed Case 

Days Closed 81 1 

Action c- NT8G 

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

Agent Comments 

Agent Comments IIR FEB 

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 

3/14/2018 8:39 AM 

3/12/2018 4:22 PM 

3/5/2018 8:45 AM 

2/28/2018 7 :45 AM 

Show more • I~ 

Case Comments 

Pubic Convnenl 

-
Created By: Alex Kang {J/14/2018 8:38 AM) 
ARBS closing case as no manufadJJre defect found. 

Created By: Alex Kang fJ/14/2018 8:31 AM) 
Fedex Tracking: 

Created By: Alex Kang fJ/14/2018 8:28 AM) 
ARBS made outlxxmd call •I 

Action 

Olanged Status from Open to Closed. 

aosed. 

Olanged Follow Up Date from 3/19/2018 to 3/14/2018. 

Olanged Follow Up Date from 3/5/2018 to 311912018. 

Olanged Follow Up Date from 2/28/2018 to 31512018. 

SCSV 

ARBS left VXM providing case ll<mOef, lies! contact infoonatioo, requesting call back and a letter will be sent to C and WC has any questions to call ARBS back. 

Created By: Alex Kang {J/12/2018 4:17 PM) 
ARBS received email from Wero'/ Rhinehart stating: 

Page 2 of 4 

Ca-se History Help 

Case Conments Help 

Hi Alex. This matter was reviewed and there were no defects found with the vehicle. There is no evidence of a full FEB activation in the system. The DTS test drove the vehicle and could not replicate the customer's 
concern. No evidence of a manufactlnlg or product defect As such, our recommendation is to deny assistance in this matter. Please send me a copy of your detennination letter for my file. 

Created By: Alex Kang 12/23/2018 8:47 AM) 
ARBS made outlxxmd call •I 
ARBS left VXM providing case ll<mOef, lies! contact infoonatioo and requesting call back. 

Created By: Alex Kang {2/812018 8:55 AM) 
ARBS made outllound call to Boch Nissan South. 

ARBS spoke with SM- Dan 

ARBS provided OTS inspection date. 

S~an stated have C in the boolts. 

ARBS thanked S~an. 

Call ended rnurualy. 

Created By: Alex Kang 12/812018 8:51 AM) 
ARBS made outllound call to C 

ARBS stated the<e is a OTS inspection on the 26 at 11 AM EST. 

C stated that is fine. 
C -ed n C has to bring tt the night befoce or not 

ARBS Stated as long as the vehide is at the DLRSHP betore the 261h at 11 AM EST, tt shouldn\ be an issue. 

C stated that is fine. 
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ARBS stated ARBS wil cal C back oo the 2:lld for a friendly remailder call. 

C stated ok. 

C thanked ARBS. 

ARBS thanked C for C-s time. 

Call ended mutualy. 

Created By: Alex Kang 12/512018 9:02 AM} 
ARBS made outlxlund call to C- -1 
ARBS asked n Chas 15-20 mnrtes ,o speat< aliout the case. 
ARBS proceeded with probing questions. 
ARBS asked for detail description 00 the incident. 
C stated at the time of the incident the FEB light bf inking all the way to wor1<, but rt wasni oo when the incident hapl)ened. 
C stated C told the Dealer rt oomes oo randomly. 
C stated seoond time C was driving down the road and going 15-20rrc,ll. 
C stated rt was a clear morning, but during the cold snap. 
C stated straight road. 
C stated C was driving and it started to beeping and the brakes hit real fast. 
C stated rt doesni stop forward. 
C stated there is no pol holes. 
C stated ifs a flat road. 

ARBS stated ARBS is going to send oot an inspector to see what is going on with the vehicle. 
ARBS stated rt wil take 2-4 weeks for the inspector to come look at the w:llicle. 
ARBS stated ooce ARBS receives the inspeetioo date, ARBS will give C a call back. 

C stated that is fine as long as C gets a loaner vehicle. 
ARBS stated ARBS has no authorizatioo for a loaner vehicle, that is the DLRSHP discretion. 

C stated ok. 
C stated wen C will wait to hear back from ARBS. 
C stated what happens n rt happens agail. 
ARBS stated C can gille ARBS a cal back and ARBS will document rt into C's case. 
C stated ok. 
ARBS stated ARBS will give C a call back once an inspection date is set 
C thanked ARBS. 
ARBS thanked C for C's time. 
Call ended mutualy 

Created By: Alex Kang 12/512018 8:49 AM} 
ARBS received VXM from C requesting call back. 

Created By: Alex Kang 12/1/2018 9:36 AM} 
ARBS made outlxlund call -1 
ARBS left VXM providr,g case numce<, Iles! contact infamatioo and requesting call back. 

Created By: Alex Kang 11129/2018 7:36 AM} 
•" ' •---"ARBS RECENEO CASE, UNDER REVIEW, PENDING PROBE VERIFICATION-" - "--" -

Created By: Samantha Dixon (1129/2018 7:31 AM) 
IIR REJECTED- PROBE NOT COMPLETED. IF IIR NEEDS TO BE SUBMITTED COMPLETE THE NECESSARY PARTS OF UR PROBE AND RESUBMIT. 

✓ ~~~:=~r=rt=::t~~~riF~~ call Ca 

Created By: Samantha Dixon (112512018 3:43 PM} 
FEBconcem 

Created By: Oezerick Frazier (1125/20181:52 PM) 
RCAS-OF plaoeouttx>und call toC at 4017692118. 

RCAS-OF left a VMX for C. 

✓ RCAS-OF asked C to call RCAS-OF back at C's earliest oonvenience. 

RCAS-OF provide direct nt.rnber and C's case number. 

RCAS-OF set a folow up date for Friday 1126118. 

Created By: Oezerick Frazier (1125120181:50 PM) 
RCAS-OF plaoed outtx>und call to C a 

RCAS-OF left a VMX for C. 

✓ RCAS-OF asked C to call RCAS-OF back at C's earliest oonvenience. 

RCAS-OF provide direct nt.rnber and C's case number. 

RCAS-OF set a folow up date for Friday 1126118. 

Created By: Oezerick Frazier (1125/20181:42 PM) 
RCAS-OF plaoed outtx>und call to the dealership. 

RCAS-OF spoke with SA-Stephon. 

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

SA-S stated that C is sating that C's VEH is slopping on rts own. 

SA-S stated that the dealership was not able duplicate the coocem. 

SA-S stated that the dealership head C's VEH for a four days. 

✓ SA-S stated that C came into the dealership before with the same coocem and the dealership replaced the sensors but this most recent time the dealership was not able to duplicate the coocem. 

RCAS-OF asked if C has forward emergency braking. 

SA-S stated yes the VEH does ha11e FEB. 

SA-S state that C currenUy has the VEH. 

RCAS-OF thanked SA-S. 

Call ended mutualy. 

SA-Slate 

Created By: Emmanuel Asman (1124/201812:31 PM} I Last Modified By: Dezerick Frazier (1/25/20181:22 PM} 
•" -CASE SUMMARY- •-

✓ C called in regarding concerns that cannot be duplicated and saftey concerns 

CRR-EA advised C that case is being sent to RCAS 

CRR-EA sending case to RCAS 

✓ c reated By~ Emmanuel Mman (1/24/201812:30 PM) I Last Modifaed By: Pezerk?k Frazer (1125120181:22 PM} 
CRR-EA VERIFIED Account Info including: C's name, home & emai address, phone# & best cootacl# 
CRR-EA VERIFIED Veh Info includr,g: VIN#, CUrrent Mileage, Warranty & Servioe History 
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CRR-EA CHECKED for open recalls/campaigns and found: NONE 
CRR-EA CHECKED for previous UNRELATED Case(s) and fotm: 0 
CRR-EA CHECKED previous RELATED Case(s) and found: 0 

CRR-EA NOTED concern is: VEH CONCERN NOT ABLE TO DUPLICATE/SAFETY 

ORR-EA received inbound call from C 

C stated C purchased VEH in august 
C stated C's VEH stops when......- tt wants 
C stated recently while C was driving, the VEH stopped by it'setf while no VEH's were on or near the road 
C stated in Oe<ember C brought VEH to DLRSHP and DLR put 350 miles on the VEH 
C started crying stating that C is afraid of the VEH and afraid to drive the VEH 
C stated recently C had the VEH at the DLRSHP for 2 days and they advised C to take C's VEH because there are no concems 
C stated C asked OLRSHP to take VEH back and DLRSHP advised C that unless NNA grants pe,mission that cant be done 
C stated that the DLR also advised that there can be no trade in option as VEH's ooncem cannot be found 
C stated C was advised that if there is a trade in, if1I be at boolt value which would mean C would lose money 
C stated C asked about the lemon law and C was advised C had to bong VEH in 3 times 
C stated C has brought VEH in 3 times however, the seoond one, C was advised that the concern was not <IUplicated 
C stated C is cali ng because C does not know what to do and would like NNA to intervene 

CRR-EA ackno>Medged C's concern 
CRR-EA apologized for experience C has had with VEH 
CRR-EA informed C that Case wil be transferred to a Regional Consumer Affairs Specialist who will contact C by close of business day 01/25118 regarding C's concern 
CRR-EA provided C wtth Case#- and Agent I.D 

C understood and appreciated the ass.stance 

CRR-EA asked C if there was anything else CRR-EA could assist wtth. 

Cdeclined. 

Call ended motualy 

Best Contact#· 

Page 4 of 4 

Case Categorizations 

Action Case Categorization # Category Description 

BRAKES 

Subcategory Description 

INTEWGENT BRAKE 
ASSIST (IBA) 

Symptom Description 

UNABLE 
DIAGNOSE/OUPLICA TE 

Case Categorizations Help 

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

Forms 

Action Fonn -,,. Back To Top 

NISSAN PRODUCT 
INQUIRIES 

Request Type 

IIR 

ROGUE GENERAL INQUIRY 

CttotedBy 

Oezerick Frazier, 1/25/2018 1 :37 PM 

26 

OF 

Nways show me more records per related list 

1/24/2018 WT 

1/24/2018 ZR 

AD 

/>Z. 
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• Search ... Search Derek Latta Help & Training All Tabs 

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

Show Feed 

Case Detail 

Account Name 

Contact Email -
Home Pl1one 

Letter Se-nt Date 

Letter Received Date 

Follow Up Date 311/2018 

Supporting Documents 

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

J Reopen Case 11 Clone Closed Case J 

ease Owne< ■ nisha Baldon 

Type ~ 

Case Origin Phone 

Executive Refenal 

Exee>Received-Oa.te 

Status Closed 

Customize Page I Printable Vrew I Help for this Page 

CA Muttiple Repairs Datelrme Opened 1/27/2018 11:10 AM 

Social Media Involvement Date/Tome Closed 311/2018 2:43 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 Attorney General Voluntary Repurchase due to 2 visjt 41 days down for FEB is activatilg with no vehicle and audio unit reboots and bluethooth concern both under engineering review. 

Call Script 

Who contacted u.s? Consumer 

#Vehicles Owned 0 

Vd'liele Purchased 

Pre-Owned Initial Mileage 

Current Mile- 2,757 

Incident Codes . IIR REQUIRED 

lncidef'lt Date 

Sent to legal 

Accident 

Asbag 

Fire 

IIR lndic.ator 0 

IIROate 

HR 

Vehicle Information 

Vehicle JN1BJ1CP8H'I 

Model Year 2017 

Make NISSAN 

Model Line ROGUE SPORT 

Model Code 27517 

Dealer Detai l 

ease Servicing Dealer I VNN I ayroN CAP-NISSAN 
Case Servicing Dealer Region Southeast Region 

Bluetooth 

Related Items 

Responsible District 01 

SharedWrth 

Phone Carrier 

Phone Manufacturer 

Reported From 

Issue Categories 

Approwd Ched< Reques1s $34,097.66 

Vehicle Maintained Location 

Previous Repai.r Date 

Previous Repair Location 

Related Vehicle Make Nissan 

XTIME Appointment Numb« 

Rollowf' 

Property Damage 

Injury letter 

Nootber Injured 0 

RHR Started 

RHR C«npleted 

Customer Document Requested 

Date Requested 

Customer Document Received 

Date Received 

Part Numb« 1 

Beyond Basic Warranty Miles 1 O 

Beyond Basic Warranty Months1 0 

Beyond PT WalTal'lty Miles1 0 

Beyond PT Warranty Months 1 O 

Data Net 

Oatanet Deal« Date 

Oealff Instructions 

Requested Dealer Action 

Bluetooth Ticket Status 

Phone Model 

Phone Operating System 

Goodwill Offered 

VCAN 

Goodwill Processed O 

Vehicle Service Contract 

VSC Reprint Request Email 
.J 
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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 Re: Your Nissan ( ret._ODDA09j8l._5000G1Kpx80:ref J Root Cause 

-

Created By Managed Services, 1/27/201811:10 AM Root Cause Code SCSV 

Last Modified By ~ 9/18/2019 9:25 PM 

Case Record Type 

Days Closed 

Action Code 

CA Oosed Case 

824 

NTSF 

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

Agent Comments 

Case History 

3/1/2018 2:43 PM 

Agent Comments 

Agent Next Step 

Use< 

Anisha Baldon 

I Reopen Case 11 Clone Closed Case J 

Action 

Olanged Status from Open to Closed. 

Oosed. 

Olanged Description. 

Root Cause Code (2) 

Document ID 

2/28/2018 7:35 AM 

2/27/2018 2:57 PM 

2/22/2018 3:21 PM 

Anisha Baldon 

Anisha Baldon 

Anisha Baldon 

Olanged Follow Up Date from 2/22/2018 to 3/112018. 

Olanged Description. 

Show more • I Go to list • 

Case Comments 

Pubfic Comment 

I 

■ 

• 

Created By: Anisha Baldon (311/2018 2:43 PM) 
ARBS transferred case to Money 

Mooey ~ 
FedEx._ 

Created By: Anisha Baldon (2/2812018 7:35 AM) 
Consumer Affairs Voluntary Re1)1rchase due to 2 vistt 41 days down for FEB is activating with no vehide and audio unit reboots and bluethooth concern both under engineering review. 

Created By: Anisha Baldon (2127/2018 2:57 PM) 
ARBS request check in the ,mount of $3,012.07 payable to C. 
ARBS request check in the amooot of $31,08559 payallle to Capital One Auto Finance. 
ARBS received case from AG. 
ARBS not fix is not set for release until end of March. 
ARBS notes DTS B<yan H. coofirm vehide ooncem in DTS report. --
Base Price $30,901.93 
Service Contract $2,500.00 
CttyTax$309.02 
Coonty Tax $154.51 
State Tax $618.04 
License and Trtle fee $16.50 
Interest Paid to Date $946.91 
To4al Purchase Price $35,446.91 

Less Usage $34925 
Less Rebates $1,000.00 
Loan Payoff' $31,085.59 
To4al Deductions $32,434.84 

Reftm AmolUlt $3,012.07 -------------
ARBSnotes: 

$6.9052 X 20 days = $138.04 

$30,947.49 + $138.04 = $31 ,085.59 

Created By: Anisha Baldon (2127/2018 2:27 PM) 
ARBSnotes: 

In service date: 917/17 
State: Al 
Retail sale 
No campaigns 
No additional CA case 
3 TS cases 
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