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VSC: Sec Plus Gold Pref expires 7flf23 or 75,000 miles. Cost$ 2,500.00 
DTS: Blyan Hayden 

Created By: Anisha Baldon (2'27/2018 2:25 PM} 
ARBSnotes: 

ARBSnotes: 

~~::,;,@ 1,168 miles - R~ - 19' days down 

1. hesitation_, taking off 
2. would not stay started the otlle< day 
3. not able to program garage door opener 
Actioo: 
1. Reprogram ECM 
2. norepa.-
3. norepu 
1. Reprogram ECM 
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1/10/18@2,757 miles-R~ -22daysdown 

I ~.~:~een is blank on start up 

I 

2. Garage door will not program 
3. backing up at times you feel a bunl) 
4. stopped at light and heard a groan noise and car did not want to pul 
Actioo: 
1. No dup shop toreman tilde< cold/hot conditions and veh perfooned as design 
2. Framless EC Mirroww/UGDO 
3. shop foreman tilde< ood/hol cooditions and veh operating as design 
4. veh operating as design 

ARBS notes DTS inspectioo results: 

1.Complaint - FEB is activating with no vehides in the area. 
Status - Incident is uncle< engineemg review 
2.C~aint - Audio unit reboots and Bluetooth has a whine 
Status - Incident is under engineefilg review 

Created By~ Aofflha Baldon 12/27/2018 2:23 PM} 
ARBS received fax of sign rej)<rcllase offer letter. 

Created By~ Anisha Rals:lon 1212612018 7:58 AM} 
ARBS received email from C stating: 

I have not heard about the rental, 
Also, there is no attadlment of papei'S for me to sign. 
Even Dennis hasnl seen any attached to everything I have forward on to him 
Please send them so we can review and I wiD sign. I have POA for him, as 
~~!!?_~ getting them back to you. 

ARBS replied attaching the repurchase offer letter again. 

ARBS informed C ARBS will reach out to Dir again. 

ARBS emailed SM James to ched< on C's loaner vehicle. 

Created Bv: AQillb• 6•1<190 12/22/2018 3:21 PM} 
Hi Ray 
As you know I picked up the Rogue on Friday the 26th. 
They only put 20 miles on i~ and by looking at the ticket only a few miles at a time. 
They replaced the opener control (which is what they could only find wrong} and tt still DOESNT programWe tried the Rogue as the #1 on they system, and had to reprogram the otlle< opener and car. 
When I was driving back home, stopped at the light on what they call the River Bridge heading towards565. When taking off, the Rogue hesitated and made the sound i ke the emergency brake was on. 
Drove it to luncll, pa,l(ed locked with the key in my pocketboo«. Came out touch the passenger side doorto unlock, only that door 1M>Uld unlock, had to take the key fob out of my purse and manually unlock the rest of the 
vehicle. 
PLEASE do what needs to be done to have this bought back from me. At this point in time I dontwantanotherone. I dontwantanything to do with Nissan or LYNN LAYTON . 

• "NissanConsumerAffairs, my-nissan-usa.com• <nissanconsumeraffairs@my-nissan-OSa.com>" <nissancoosumeraffairs@my-nissan-usa.com> 

~BIIJ!J.£21£11.ii~ild 
Subject: Your Nissan [ ret._OODAD9j8L._SOOOG1Kpx80:rel) 

I 
II 
I 
I 12/1f2017 

Case 

Dea, 

p{margifHop:Opx;margin-bottom:Opx;} 

#JN1BJ1CP8H~ 

Thank you for completing a survey sent to you by Nissan North America where you expressed a concern with your 2017 NISSAN ROGUE SPORT. Nissan is focused on customer satisfaction and getting further feedback 
from you is critical to our undefStanding of the vehicle concern➔ 

To gain a better understanding, please repty to this email or contact me directly a 

Your satisfaction is ~t to us! 

Nissan 

Ray 
T otaf Customer Satisfaction T earn 
Nissan North America, Inc. 
I 

I 
II 
II 
II 

ref_OOOA09j8L._SOOOG1Kpx80:ref 

Created By: Anisha Baldon (2/22/2018 7:47 AM) 

We have also created case - to document your comments and this request. 

ARBS received email from FOM Jamie P. approving rental assistance for 3 weeks. ARBS fo<ward to SM James. 

Created By: Anisha Baldon (2'21/2018 4:31 PM} 
ARBS received email from C stating: 

I've tried to resend the pie and tt wont go thru. I wil have to do each one separately. 

https:/ /nissanna.my.salesforce.com/ 5000G0000 1 PcDYWQA3 6/2/2020 



~ Salesforce - Unlimited Edition 
Also, my husband feels we should even have to lose the $1349 as we don't have use and haven 
realy had use of the vehicle. I've had to take time off from wori< to deal with this problem, have 
to pay insurance on it. Also had to md othe< means of transportation. 

Lynn Layton delivered the vehicle back on the 8th, picked up their user one and it has sat 
in the driveway ever silce, as it is unsafe to drive. I've been informed that should I drive it, 
have an accident, my inswance will not cover it as there is a known problem with it. 

Is there something else that can be done to help cover the other monies I am out 

Hello, 

I will check on a loaner vehicle. Howeve<, the usage fee was to be at 2,757 1 changed tt to the first repair tor customer satislaction. NNA will not be in the positon to waive additional usage. 

Thank you, 

I ;~~~~!~~nu J::':i.:~~~~~=)~stance for 3 weeb 
Created Bv: Apjsha 6•1<190 12120/2018 1:45 PM) 

- ARBS emailed C to confirm C received the repurchase offer letter. 

• Created By: Anisha Baldon (211512018 3:01 PM) 
ARBS emailed C repurchase offer letter with revised repurchase calcu1ations. 

Created By: Anisha Baldon (211512018 2:52 PM) 
ARBS revised figures using usage at first vistt for customer satisfaction ($475.14 difference). 

Base Price $30,901.93 
Service contract $2,500.00 
Ctty Tax $309.02 
Coonty Tax $154.51 
State Tax $618.04 

I ~= ~~!~~:~s~1 
Total Purchase Price $35,446.91 

l ess Usage $349.25 
Less Rebates $1,000.00 
Loan Payoff" $31,085.59 
Total Deductions $32,434.84 

Refllld Amooot $3,0 12.07 

Created By: Anisha Baldon (211512018 7:49 AM) 
ARBS received a call from C 

C stated C has a problem with the numbers. 
C stated this started from day one in the garage. 
C stated C has been cooipjaining since day one. 
C stated C reported tt to C's sales person but the sales person is not longer waiting at the Dir. 
ARBS stated NNA is offering repurchase for the FEB and Audio Untt. 
ARBS stated not the garage opening ooncem. 
C stated C mention those othe< thing as wen. 
C stated the dealer did nol write tt up like C said. 
ARBS stated ARBS wil look into tt. 
ARBS stated NNA goes off of what the repai- order states. 
C stated tt is nol right 
ARBS stated ARBS wil look into tt and give C a call. 
C stated email is best 
ARBS stated o«. 
call ended mutually. 

Created Bv: Apjsha 6•1<190 <2114/201811:06 AM) 
ARBSnotes: 

Base Price $30,901.93 
Service contract $2,500.00 
Ctty Tax $309.02 
County Tax $154.51 
State Tax $618.04 
License and Title fee $16.50 
Interest Paid to Date $946.91 
Total Purchase Price $35,446.91 

l ess Usage $824.39 
l oan Payoff" $31,085.59 
Total Deductions $32,909.98 

Refund Amooot $2,536.93 

Created By: Anisha Baldon (2114/201810:36 AM) 
ARBSnotes: 

• $6.9052 X 20 days = $138.04 

$30,947.49 + $138.04 = $31 ,085.59 

I 

Created By: Anisha Baldon (2114/201810:11 AM) 
ARBS reviewed payment history. 

C too« loan out in the amount of $32,122 

Total veh purchase price: $34,500.00 
Rebate $1,000 
Down payment $1,378.00 
Equals: $32,122 

Created By: Anisha Baldon (2114/201810:07 AM) 
ARBS received a call from Finance Person Kyle 

ARBS stated NNA is doing a LL repurchase. 
ARBS ask what is the $8,805.63 fee on the sales contract. 

I 
FP stated tt is finance charges. 
ARBS stated C has a lienhojder and paying interest daily why would C be charged interest twice. 
FP stated C did nol have a trade. 
FP stated not sure. 
ARBS ask if FP can run this by the FM or GM because NNA is going to have to refund this amount and NNA is going to ask the Dir for the money back. 
FP stated wil get back with ARBS. 
call ended mutually. 

;~~~"!.~ ~= &'!'° (2114/2018 8:35 AM) 

Acct# 

ARBS spoke with customer service rep (CSR) Angela 

ARBS ask tor payoff information. 
CSR ask for acoount lll.lllber. 
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~~~=~.m .it Mi lit £pf good thru 2/24. 
ARBS asJ< for pe, diem. 
CSR stated Per diem $6.9052. 
ARBS ask for oven-.ght payment address. 
CSR stated 2525 corporate pl 2nd flr suite 250, Mooterey Par1<, CA 91754 
ARBS thanked CSR 
call ended mutually. 

Created By: Anisha Baldon (2/14/2018 8:27 AM) 
ARBS called Laton Cadila<>Nissan ~--■• left message for Finance Kyte or Randy requesting a call back regarding $8,805.68 on sales contract 

Created By: Anisha Baldon (2/14/2018 8:17 AM) 
ARBS received a call from C. 

C stated C did send the photos but it bounced back. 
ARBS ask rf C is sending the photos in ooe email. 
C stated yes. 
ARBS stated C will ha-,e to break it up into about 2-3 emails. 
C stated C is headed out to WOOL 
ARBS stated C can send the photos later. 
ARBS asJ< rf C has decided rf C would like to do a repurchase or replacement 
C stated C does not want another ooe. 
C stated C is scared of it 
ARBS asJ< it is just the Rogue would C like to get into a different trim. 
C stated C does not want another Nissan. 
C stated rf the deale< can trade it for the Ford Escape next door that would wor1c 
ARBS stated ARBS wiD perform the calculations for a repurchase. 
C stated ok. 
call ended mutually. 

I ;~~~~~~Ac'o:;'f!~~1:"..!i,~~~=.8~~-:~ photos. 

Created By: Anisha Baldon (2/14/2018 8:06 AM) 
ARBS received email from C with sales oontrac:t. reg, lienholder infonnation. 

- Created By: Anisha Baldon (2/1312018 4:09 PM) 
ARBS emailed C inquimg rf Chas gathered the documents. 

Created By: Anisha Baldon (2/9/20181:32 PM) 
ARBS received email from Con 2/8118 stating C is workilg on pulling infonnation together. Car is at dealership and Chas to go out there to finish up. 

Created By: Anisha Baldon (2/612018 4:00 PM) 
ARBScall• 7 
ARBS informed C recei-,ed vmx. 
ARBS stated ARBS also rece;-,ed inspection report 
C stated yes. 
C stated C wants out. 
ARBS stated at this time NNA can repurchase or replace the -,eh. 

I C stated C wants a repurchase. 
ARBS stated ck. 

• 

ARBS ask if C uses email. 
C stated yes and verified email address. 
ARBS stated ARBS wil email C requesting information. 
ARBS stated the overall process can take 2-4 weeks. 
ARBS stated also rf C can notify the AG that NNA has offered repurchase that would be great 
C stated ok. 
Call ended mutualy. 

Created By: Anisha Baldon (2/612018 3:54 PM) 
ARBS received vmx from C . 

Created By: Anisha Baldon (2/612018 2:25 PM) 
ARBS notes DTS inspection results: 

1.C()O\?laint - FEB is activating with oovehides in the area. 
Status - Incident is under engineering review 
2.COOl)laint - Audio ooit reboots and Bluetooth has a whine 
Status - Incident is under engineering review 

Created By~ Anisha Baldon 121212018 9:52 AM} 
ARBS FedEx AG response. ARBS offering DTS inspection. 

Created By: Anisha Baldon (2/2/2018 9:25 AM) 
ARBSnotes: 

~~::,;,@1,168iriles-R~ -19*daysdown 

1. hesitation when taking off 
2. would not stay started the other day 
3. not able to program garage door~ 
Action: 
1. Rel)(Ogram ECM 
2. no repair 
3. no repair 
1. Rel)(Ogram ECM 

~:!'c'.~@ 2,757 mies - R~ - 22 days down 

1. Nav sa-een is blank on start up 
2. Garage door will not program 
3. backing up at times you feel a bl.mp 
4. stopped at light and heard a groan noise and car did not want to pul 
Action: 
1. No dup shop foreman under cad/hot conditions and veh perfamed as design 
2. Framless EC Mirroww/UGDO 
3. shop foreman under cad/hot oonditions and -,eh operating as design 
4. veh operating as design 

I Created By: Anisha Baldon (2/2/2018 9:16 AM) 
ARBS called Dir spoke with SA Juslil requested a copy of RO-

Created By: Michelle Simpson (2/1/2018 3 :58 PM) I Last Modified By: Michelle Simpsoo 12/1/2018 3:58 PM) 
ORTS-SM located and attached the factory invoice to the case. 

Created Bv: AQillb• 6•1<190 12/1/2018 2:04 PM) 
ARBS emailed SM James informing ARBS has not received RO- can SM send that over please. 

Created Bv: AQillb• 6•1<190 11/31/2018 2:34 PM) 
ARBS called Dir spoke with SM James 

ARBS asJ< rf R- is tile only RO. 
SM slated C wa month RO-
ARBS stated ARBS does not ha-,e . 
SM stated C was there from 1/1~ 1/29. 
SM stated the only ooocem that is really there is the homelink and some garage do not ha-,e oompatible equipment 
ARBS ask rf the -,eh was at the Dir 19 days oo RO-
SM stated yes SM belie-,es so. 
SM stated there was nothing billed out to warranty. 
SM stated no ooocem was really found. 

:~~~ ::,s~:.,s~Jo send over the rei,air ord.,.. 

call ended mutually. 
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~ Salesforce - Unlimited Edition Page 6 of 8 
Created By: Michelle $ j(J)Q§QQ (1/3112018 2:33 PM} 
ORTS-SM called Lym Layton Nissan (3049) and spoke with Sefvice Advisor Justin and he stated RO- 1/ehicle was at the dealership for the entire duratioo of the RO and no loaner was provided. RO­
vehicle was down for the entire duration of the RO and a loaner was provided to customer. 

ORTS-SM added this information to the RHR and attached to case. 

Create<I By: Anisha Baldon 11/30/20184:17 PM) 
ARBSnotes: 

~~::,;,@ 1,168 rriles - R~ - 19' days down 

1. hesitation 1"!len taking off 
2. would not stay started the othe< day 
3. not able to program garage door opener 
Action: 
1. Rel)<OQram ECM 
2. no repair 
3. no repair 
1. Rel)<OQram ECM 

Created By: Anisha Baldon (1/30/2018 3:47 PM) 
ARBS called C @ left vmx. 

I Created By: Michelle Simpson (1/301201812:13 PM) 
ORTS-SM recei- ROs via fax from Lym Layton Nissan - and also received Buyers Onie< and Title App from same dealership. Attached documents to the case. 

-

Created By: Michelle Simpson (1/30/201810:39 AM) 
ORTS-SM caBed Lym Layton Gadil ac Nissan (3049) and spoke with Justin in sefvice and he will be faxing"""' ROs in about 20 minutes. Also, spoke with Caitland the Title Cleo< and she is faxing over Sales Docs and 
Title App in the next 30 mnrtes. 

Created By: Je<emy Angelini (1/3012018 9:42 AM) 
ECRR-JA received email from C'OS 
ECRR-JA logged email to case 1or 
ECRR-JA exitilg case 

Ray 

Why is someone else calfing me regarding the Rogue.I sent you something this weel<end. Now heamg from othe<s. 

Created By: Michelle SiITM2!2D 11/29/2018 2:50 PM} 
---case being transferred to ARBS- Anisha Baldon.__ 

Cr~ted By: Michtl'q Sizron (1129/2018 2:49 PM) 
PrevlOUs cases found1 - 1 I 

Open recals/carrc,aigns-none 

ORTS-SM in receipt of Attorney Gene<al Lelle< recei- 1/26/2018 via US Mail, letter dated 1/26/2018 via Barbara Armstrong, Consumer Specialist. 

Customer has encountered problems with the vehide the auto brake system wants to stop when no vehicles are around, computer screen goes dead, sometimes the Rogue wil not move after stopping at light or stop 
sign, customer continues that vehicle had problems backing out of a parking space, have to reprogram the radio, can, program auto wattage door, sometimes have to go ttvough all the set up modes again . 

Requesting response in writing within 15 days. 

Attachments include warranty COfTC)laint loon, and business reply lorm. 

Created By: Shonecia Johnson (1/29/201812:38 PM) 

✓ ~g~::~ =~~::: =~~:::~]££fa ~i:..i~!i that the C could not speak after 4 30. 

Created By: Shooecia Jobo:soo (1/291201s 11:43AM} 
RCAS_SJ called to SA-Tm Se<a at Lym Layton Nissan: 

✓ SA-TS advised that SM-James Botche the VEH has an appointment on 216 with OTS-B<yan Hayden. 

SA-TS advised that SM-JB is on lunch. 

Created By: Deshaun Johnston (112712018 4:58 PM) 
ECRR-DJ noting Cs concern of OLRSHPNEH 
ECRR-DJ lorwarding to RCAS lor further handi ng 
ECRR-DJ sent C RCAS escalation template and changed follow 1.11> to:1/29118 
ECRR-DJ exiting case 

Created By: Deshaun Johnston (112712018 4:58 PM) 
Hi Ray 
As you know I pid<ed up the Rogue on Friday the 26th. 
They only put 20 miles on i~ and by looking at the ticket only a few rriles at a time. 
They replaced the opene< control (wtvch is what they could only find wrong) and tt still DOESN'T programWe tried the Rogue as the #1 on they system, and had to rel)<Ogram the othe< opener and car. 
When I was driving bad< home, stopped at the light on what they call the River Bridge heading towards565. When taking off, the Rogue hesitated and made the sound i ke the emergency brake was on. 
Drove it to lunch, pa,l(ed looked with the key in my pocketboo«. Came out touch the passenger side door1o unlock, only that door 1M>Uld unlock, had to take the key fob out of my purse and manually unlock the rest of the 
vehicle. 
PLEASE do what needs to be done to have this bought back from me. At this point in time I dontwantanotherone. I dontwantanything to do with Nissan or LYNN LAYTON. 

Karen 
From: "NissanConsumerAffairs&;my-0issan-usa.oom• <nissanconsumeraffairs@my-nissan-usa.com>• <nissanoonsumeraffairs@my-nissan-usa.com> 

~J Uay. £&,,.%\ht JS 
Subject: Your Nissan [ ret_OODAD9j8l._SOOOG1Kpx80:ref J 

#yiv1967740187 p{margi!Hop:Opx;margin-bottom:Opx;} 
II 
II 
I 
I 12/1/2017 

case 

Dea, 

#JN1BJ1CP8H,,.. 

Thank you for completing a survey sent to you by Nissan North America where you expressed a concern with your 2017 NISSAN ROGUE SPORT. Nissan is focused on customer satisfaction and getting further feedback 
from you is critical to our oodefstanljng of the vehicle concern➔ 

To gain a better understanding, please repty to this email or contact me directly 

Your satisfaction is ~t to us! 

Nissan 

Ray 
T otaf Customer Satisfaction Team 
Nissan North America, Inc. 
I 

I 
II 
II 
II 

. We have also created case - to document your comments and this request. 
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rel:_OODA09j8l._5000G1Kpx80:ref 

Created By: Deshaun Johnston (112712018 4:58 PM) 
Hi Ray 
As you know I picked up the Rogue on Friday the 26th. 
They ooly put 20 miles oo i~ and by lookr,g at the ticket only a few miles at a time. 
They replaced the opener control (which is what they could only find wrong) and ~ still DOESNT programWe tried the Rogue as the #1 on they system, and had to reiirogram the other opener and car. 
When I was driving back home, stopped at the light on what they call the River Bridge heading towards565. When laking off, the Rogue h-ted and made the sound tike the emergency brake was on. 

Page 7 of 8 

Drove tt to lunch, pa,lted locked with the key in my pock-. Came out touch the passenger side doono unlock, only that door would unlock, had to lake the key fob out of my purse and manually unlock the rest ol the 
vehicle. 
PLEASE do what needs to be done to have this bought back from me. At this point in time I doniwantanotherone. I doniwant anything to do with Nissan or LYNN LAYTON. 

'!!': "NissanConsumerAffairs,1-nissan-usaoom" <nissanoonsumeraffairs@my-nissan-usaoom>" <nissanoonsumeraffairs@my-nissan-usaoom> 

Se~tti!JJJ.&JJ!Ji !,£!Mid 
Subject: Your Nissan ( ret._OODA09j8l._5000G1Kpx80:ref J 

I 
II 
I 
112/1/2017 

Case 

Deal 

p{marg~:Opx;margin-bottorn:Opx;} 

#JN1BJ1CP8H,,.. 

Thank you for completing a survey sent to you by Nissan North America where you expressed a concern w~ your 2017 NISSAN ROGUE SPORT. Nissan is focused on customer satisfactioo and getting further feedback 
from you is critical to our understanding of the vehicle concern. 

To gail a better understandilg, please repty to this email or contact me directty a 

Your satisfaction is irrl)ortant to us! 

Sinoerety, 

Nissan 

Ray 
Total Customer Satisfaction T earn 
Nissan North America, Inc. 
I 

I 
II 
II 
II 

rel:_OOOA09j8l._5000G1Kpx80:ref 

Created By: Managed Services (1/27/201811 :10 AM) 
Hi Ray 
As you know I picked up the Rogue on Friday the 26th. 
They only put 20 miles on i~ and by lookr,g at the ticket only a few miles at a time. 

We have also created case #29054864 to document your comments and this request. 

They replaced the opener control (which is what they could only find wrong) and~ still DOESNT programWe tried the Rogue as the #1 on they system, and had to rei,rogram the other opener and car. 
When I was driving back home, stopped at the tight on what they call the River Bridge heading towards565. When laking off, the Rogue hesttated and made the sound tike the emergency brake was on. 
Drove tt to lunch, pa,lted locked with the key in my pocketboo«. Came out touch the passenger side doorto unlock, only that door would unlock, had to lake the key fob out of my purse and manually unlock the rest ol the 
vehicle. 
PLEASE do what needs to be done to have this bought back from me. At this point in time I doniwantanotherone. I doniwantanything to do with Nissan or LYNN LAYTON . 

• : "NissanConsumerAffairs5my-0issan-usa➔com• <nissanoonsumeraffairs@my-nissan-usacorn>• <nissanconsumeraffairs@my-nissan-usa.com> 

~~i May. fa&, I, 11 ht JS 
Subject: Your Nissan [ ret._OODA09j8l._5000G1Kpx80:ref) 

I 
II 
I 
I 12/1/2017 

Case 

Deal 

p{marg~:Opx;margin-bottorn:Opx;} 

#JN1BJ1CP8H,,.. 

Thank you for completing a survey sent to you by Nissan North America where you expressed a concern with your 2017 NISSAN ROGUE SPORT. Nissan is focused on customer satisfactioo and getting further feedback 
from you is critical to our understanding of the vehicle concern. 

To gain a better understanding, please repty to this email or contact me directly a 

Your satisfaction is important to us! 

Nissan 

Ray 
Total Customer Satisfaction Team 
Nissan North America, Inc. 
I 

I 
II 
II 
II 

ret._OODA09j8L._5000G1Kpx80:ref 

. We have also created case - to document your comments and this request. 

Case Categorizations Case Categorizations Help 

Maj« Component Code Category Date Symptom Code Category ~ Subcategory Code Concern Code Action C.1se Categorization # c..tego<y Description Subc.olegory llesaipficn 

AUDIO/VIDEOINAVI NAVI VIDEO MONITOR 

INTERIOR 
ELECTRICAL 

FORWARD Et.lERGENCY 
BRAKING (FEB) 

Syml)tom Description 

PREMATURE 
WEAR/FAILURE 

POOR OR IMPROPER 
OPERATION 

https:/ /nissanna.my.salesforce.com/ 5000G0000 1 PcDYWQA3 
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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 tzl I ,E= W 

Case Detail 

Account N,me -­
Contact Email -Letter Se-nt Date 

Letter Received Date 

Follow Up Date 319/2018 

Supporting Documents 

CA Muttiple Repairs 

Social Media Involvement 

MartizCustome<ld 

Case O#nH location Murfreesboro 

Texting Status 

Case Reopen Count 

J Reopen Case 11 Clone Closed Case J 

Description C is seekilg buyback due to FEB concerns. 

Call Script 

Who contacted u.s? Consumer 

#Vehicles Owned 1 

Vd'liele Purchased New 

Pre-Owned Initial Mileage 

CWTMI Mile- 3,800 

Incident Codes . IIR REQUIRED 

lncidef'lt Date 

Sent to legal 

Accident 

Asbag 

Fire 

IIR lndic.ator 

IIROate 

HR -

Vehicle Information 

Vehicle 5N1AT2MV7H• 

Model Year 2017 

Make NISSAN 

Model Line ROGUE 

Model Code 29417 

Dealer Detail 

ease Servicing Dealer !IM Ml ADY NISSAN 
Case Servicing Dealer Region Midwest Region 

Bluetooth 

Related Items 

Responsible District 05 

SharedWrth 

Phone Carrier 

Phone Manufacturer 

Reported From 

Issue Categories 

Approwd Ched< Reques1s $0.00 

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

Case 0wne< ■ Kayla Shook 

Type CA 

Case Origin 

Executive Refenal 

Exee>Received-Oa.te 

Phone 

Status Closed 

Datelrme Opened 1/27/2018 3:24 PM 

Date/Tome Closed 3/9/2018 2:48 PM 

Multiple Repairs No 

Executive Summary 

Executive Actions To Resolve 

Vehicle Maintained Location JIM M'LAOY 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 2/13/2018 

RHR C«npleted 2/21/2018 

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 ✓ 

Oat.anet Deal« Date 31912(118 

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 

6/2/2020 
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Sales & Service Campaign Specific Information 

Hot Alert Date 

LS Response rime 

Vert>atims 

Alert Trigger Verbatim 

Survey Verbatim 

Deale< Action History 

NNA Notes 

Customer Conversation Notes 

DTS Inspection 

Contact Name 

Home Phone 

Wodc.Phone 

Mobile Phone 

Email 

Attemate Email 

OTS Inspection Date OTS Inspection Date Confirmed? 

DTS Request Type Notes for OTS (Vehicle Concerns) 

Inspection Time/Notes Appointment Time: 

System Information 

Subject 

Created By 

Last Mocfrfied By 

Notes to Agent 

CUSTOMER:­
SN1AT2MV7~ 

Kingsley lsilebo 1/27/2018 3:24 PM 

NNAill, 12/10/2018 10:32 PM 

Case Record Type CA Oosed Case 

Days Closed 816 

Action c- NTSA 

What action was taken? 6A Vehicle Performs Normally 

Agent Comments 

Agent Comments 

Agent Next Step 

VIN: 

I Reopen Case I ! Clone Closed Case! 

Case History 

Dale 

3/9/2018 2:48 PM 

Use< 

KaylaSllook 

Action 

Changed Status from Open to Closed. 

Closed. 

Changed Data Net from false to true. 

Changed Description. 

Root Cause 

Root Cause Code 

Root Cause Code (2) 

Document ID 

3/9/2018 2:42 PM 

3/9/2018 2:42 PM 

3/8/2018 2:59 PM 

Kayla Shook 

Kayla Shook 

Ashlan Wilson Changed Follow Up Date from 3/812018 to 319/2018. 

Show more • I~ 

Case Comments 

Pubic e«nment 

Created By: Kayla Shool< (319/2018 2:44 PM) 
RC~ is closing Case as no ftlther assistance can be offered at this time. 

- CASE SUMMARY -
✓ C contacted Nissan CA regarding seeking buyback due to FEB concerns. 

RC= reviewed case witl1 SM-Sat Visconti, DTS-Adam Sackner. 

- STATEMENT OF DECISION -
RCAS-KS advised C the Case has been thoroughly reviewed and documented and Nissan is not in the position to ofter assistance at this time. 

Created By: Kayla Shool< (319/2018 2:42 PM) 
IIR-FEB-CST 

Created By: Keyahanna Alexander (319/2018 2:30 PMI 
RC= ptaced outbound call to C @ 
~ADVISE.° "This call~~~~~~!!~ purposes." 

RCAS advised that ROSA is assisting RC=i<ayla Shook. 
RCAS advised C that pe, DTS, the veil Is operating as designed. 

✓ RCAS referred C to the DLR to duplicate any concerns that C is having. 

C stated that there is no way to duplicate the concern, because it happens intermittentty. 

RCAS advised C to continue W0l1oog with the DLR. 
RCAS verified that Chad RCAS-KS oontact infoonatioo, for future referenoe. 

Call ended mutualy. 

✓ ~~~:~:~~:., s: :~~ 5:07 PMI 

Created By: Ashlan Wilson (318/2018 2:58 PM} 
✓ RO&AW ptaced outbound call to c •••• , 

RCAS left VMX stating C's case nurnlJej , "~ munt: and number, RCAS stated RCAS will follow up with C on 319. 

✓ Created By: Kayla Shool< (318/2018 2:49 PM) 
RCAS-KS ptaced an outbound call to JIM M'l.AOY NISSAN and spoke with SM-Sal Visoonti. 

SM stated DLR and DTS could not duplicate. 
SM stated DTS lool<ed at VEH extensively. 
SM stated DTS lool<ed for codes and if FEB had been activated and tt had not been. 
SM stated DTS printed ltterature for Con process e)(j)janation. 
SM stated that C expressed that C wanted to speak directly with DTS. 
SM stated that DLR reached out to DTS and DTS told DLR to tel C to wa1< with RCAS. 
SM stated that DLR talked with DTS about if VEH oomes back in week or so. 
SM stated that DTS wants DLR to take coosult out to VEH and if codes other that a stain code for di1y sensor ocme up, DLR can ft.wther inlleStigate. 
SM stated that if codes do not come up and there is no counts in FEB, DLR should not investigate further. 

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

Page 2 of9 

SCMV 

Ca-se History Help 

Case Conments Help 
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SM stated there would be no pocll. 
SM stated if there are codes in the Mure, then DLR will move forward at that time. 

RCAS thanked SM. 

Call ended mutualy. 

Created By: Kayla Shoolc (31812018 2:32 PM) 

✓ ~g~;:~~t~~s~~t~=?J!,~=~~~s==:1:~;:;~~a~~;~ ~~klldrivilg 
RCAS noting that DTS pmted oot a copy of the owners manual on the system operation and ga11e this to C. 

✓ ~~~~.lia ~ ~~ti1~~~~ that DTS is coow,g oot to look at C's VEH tomorrow. 

Created By: Kayla Shoolc (3/6/20181:46 PM) I last Modified By: Kayla Shook (3/6/20181:46 PM) 
RC= placed outbound call to C ®l■-11 
RCAS ADVISED "This call may be recoroeo TO< QU8lll}' and training purposes.• 
RCAS advised that RCAS is caBing to remind C that DTS will be coow,g oot to DLR tomorrow to look at C's VEH. 

C stated okay. 
C stated the technical specialist is supposed to figure out what is wrong. 

RCAS advised that DTS is the highest engineef at Nissan and is being sent oot to try and detennine 'Mlat the concern is. 

✓ C oodefstood. 

RCAS advised that RCAS wil lollow up on 318118. 
RCAS asked if C has any questions. 

C stated no. 

RCAS thanked C. 

C thanked RCAS. 

Call ended mutualy. 

Created By: Kayla Shoolc (2123/2018 2:11 PM) 

RC= placed outbound call to C ◄ 1111111 
RCAS ADVISED "This call may be recdlui::u ,u 1.1u~lY and trainilg purposes.'" 
RCAS verified C's last conllerSation with RCAS.AW in regards to DLR telling C that RCAS has not been in contact with DLR. 

estated no. 
C stated DLR is waiting to hear from the tedlnician and no one has been able to hear from anyt,ody. 
C stated even the disbict manage, has not hefd anything. 

RCAS apologized and advised that DTS has an appoinlment scheduled at DLR for 'J/7/18. 

C stated wow, that long. 
C put RCAS on hc,jd_ 

C came back on and slated that the VEH will sit at DLR for anothe<week 0< two. 

RCAS advised that DTS travels a large area and this is when DTS is available. 

C stated wow. 
✓ C asked if C will keep the loaner and C's VEH will just slay at DLR ootil then. 

RCAS advised that this is a discussion C will need to have with DLR 
RCAS advised that NNA is not in the position to repurchase/replace the VEH. 
RCAS advised that NNA will contilue to honor temtS and conditions of applicable warranties. 
RCAS advised that RCAS wil be sending C a letter in the mail for inlormation for the BBB. 

C stated oaky, so Nissan is not wil ing to do any1hing. 

RCAS reiterated decision. 
RCAS advised that RCAS wil be keeping case open. 
RCAS advised that RCAS is going to call Con 316118 to rerrind C of the DTS appointment. 
RCAS asked if Chas any questions. 

estated no. 

RCAS thanked C. 

C thanked RCAS. 

Call ended mutualy. 

Created Bv: KayJ• Sh99fs (2123/2018 12:50 PM) 
RC= placed an outbound call to Jim M'Lady Nissan and spo«e with SA-Elaine. 

SA slated SM is at lunch. 

RCAS asked that SA let SM know that C's DTS appointment is on 'J/7/18 at 10:00am. 
RCAS thanked SA. 

Call ended mutualy. 

Created Bv: fa:<Jdie Kjng (21221201810:57 AM) 

Page 3 of 9 

ARBS notes based on a good faith review, NNA is not in a position to offer a repurchase/replacement of this vehicle, as the vehicle has not been suti;ect to an unreasonable nt.mlbef" of repair attempts for any warrantable 
concerns that would substantialty impair the use, safety, or value of the vehicle. NNA 'MIi continue to honor the terms and conditions of all applicable warranties. 

ARBS recommends RCAS review case with TI. and Region to discuss possible resolutions based on the specifics of this case 

ARBS reoommends a follow up once the DTS ilspection is complete to have the case reviewed if repairs are recommended. 

Created Bv: fa:<Jdie Kjng (21221201810:43 AM) 
ARBS.FK RHR summary 

3 visi1s for FEB coocem 
2 repairs 
1 open ticket (No dupl) dealerslvp just needing NNA to confirm no repairs needed 

Total: 12 days down 

Created By: Freddie King (21221201810:44 AM) 
ARBS calling the dealership to speak about the open RO 

ARBs spoke with Ryan in service 

ARBS asked for information on the concern with the FEB 

SA Ryan advised that the concern has not been duplicated, but due to the customer the dealerslvp wil allow NNA to make the final rufing 

ARBS understood 

ARBS asked for confirmation ol the QPen RO 

SA Ryan advised that the Open RO# is-

ARBS confirmed with SA Ryan that no information is in the Ro to send a,,e, to ARBS 

ARBS understood 
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ARBS asked ij tile OTS inspectioo date has been set 

SA Ryan advised that nothing has been provided to tllem regarding tile date 

ARBS advised tllat ARBS will ched< on tile inspectioo and possible send a request as well 

SA Ryan understood 

The call ended mutually 

Created By: Kayla Shoo!< (2121/201811:45 AM) 
✓ RCAS-KS emailed SM-Sal advising SM of tile inloonation tllat C provided RCAS-AW. 

RCAS advised tllat RCAS began contacting DLR on 1/30/18 and has since. 

Created Bv: A§blAD Wji39012/21/2018 11:39 AM 
RCAS-KS pjaoed outbound call to C 
RCAS ADVISED "This call may be recor qu and training purposes.• 
RCAS stated C's case is stil under review for RHR and RC= will follow up witl1 C on 2126. 

C-stated ol<ay. 
C-stated tile DlR has had tile YEH since last __ 
e-stated tile DlR was told a DTS was coming out 
C-stated tile DlR called C yesterday and asked C to call NNA CA aboot a DTS. 

RCAS stated RCAS can reach out to tile DlR about OTS because tt looks fike tile DlR has been in contact witl1 DTS. 

C-stated Chas been dealing witl1 Ryan and SM-Sal and botl1 are telling C tllat tile DLR has heard notlling. 
C-stated tile DlR told C tile DLR has no1 been able to get in oontact wtth RCAS-KS. 
C-stated DlR told C tile DLR is waiting on RCAS-KS to give direction for DTS. 
C-stated DlR told C tile DLR has tried and tried to oontact OTS but has nol had any tucl<. 
C-stated C tried cootact RCAS-KS but was told RCAS only makes outbound calls. 

✓ C-stated DlR told C, C's YEH is sitting at DLR waiting on RCAS-KS to oomnmcate witl1 DLR aboot DTS. 

• 

RCAS stated tile DLR does nol have to go tllrough RCAS-SK for DTS and DlR has DTS cootact information. 

C--stated something needs to happen because C is still in loanef. 

RCAS stated RCAS wil reach out to DLR. 
RCAS stated RCAS-KS wiD follow up witl1 Coo 2126. 

C-stated no C wants call oo 2123. 
C--stated C wants to make sure there has been convnunication between the DLR and NNA CA. 

RCAS stated ol<ay. 

C-stated thanked RCAS for cali ng. 

RCAS thanked C for time. 
Call ended mutuaBy. 

Created By~ Nicki Raaor (2121/201810:57 AM) 
ORTS received tile RHR. The RHR was assigned to ARBS Freddie King for review. 

Created Bv: KayJa $b89Js (2121/2018 10:54 AM) 
✓ RCAS-KS noting Illa! Open RO was in tile case and RCAS notified ARBS. 

RCAS resubmitted RHR. 

Created Bv: KayJ• ShooJs (2121/2018 9:50 AM) 
RCAS-KS noting Illa! RCAS placed an outbound call to JIM M'LADY NISSAN and spoj<e willl SM-Sal Visconti. 
RCAS asked what is going oo with DTS. 

✓ ~: ::: r: :! =~:u:a~~~:s is wamng to hear bacl< from FOi. 

RCAS thanked SM. 

Call ended mutualy. 

Created By: Sara Taylor (2120/2018 4:20 PM) 
CRR-ST <OPENED 0, VERIFIED> Account informatioo including: C's name, home & email address, 
phone numbe< & best contact numbe< 
CRR-ST VERIFIED YEH lnloonatioo including: VIN#, Current Mileage 
CRR-ST CHECKED fo, open recalls/canl)8igns and found: 
CRR-STCHECKED for previous UNRELATED Case(s) and tound:O 
CRR-ST CHECKED previous RELA TEO Case(s) and follld: 0 
CRR$ NOTED concern is: technician 

CRR.JR received inbound call from C 

C stated C has a case running 
C stated technician stil has not showed up 

- C stated C has been working wit11 someone witll RCAS 
C stated C wants higher level to get in contact witl1 DlR 
C stated tile DLR is asking C what's going witl1 YEH because DLR has not been infromed 
C stated C would like ARBS to call tile DLR and inform DLR 'Mlat'S going on 

CRR-ST verified C aocount 
CRR-ST documented all of C concerns 
CRR-ST infromed C Illa! CRR-ST wil send an internal email to agent 
CRR-ST infromed C Illa! C follow up date is 2/21/2018 
CRR-ST provided C witl1 case numbe< fo, tlleir reference 
CRR-ST asked n tl1ere is anything else CRR-ST could do assist witll today 

C stated no 
C thanked CRR-ST for tllei" assistance 
Call ended murualy 

Created By: Freddie King (2120/2018 8:35 AM) 
ARBS rejecting tile case: 

Please gathe< tile open RO inloonation for tile case to be fully reviewed. 

Created Bv: fcedgi• Kjng (2119/2018 8:43 AM) 
ARBS-FK RHR Review 
State: IL 
In Service Date: 10/02/17 
DTS: No 
VSC:No 

Tech Un~: 
Related : 
Warranty Cases: 
Ca,rpaigns: No 
Purchased: NMAC lease 

01/19118@3,583 miles - 4 days down 
Concern: 

Page 4 of9 

1. CUST STATES THE FEB LIGHT COMES ON, THE MAFUNCTION SEE DEALER MESSAGE APPEARS. ONE TIME THE LIGHT CAME ON AND BROUGHT YEH TO A COMPLETE STOP HARD AND FAST THE 
PEDALWENT TO FLOOR THERE WAS NO OBJECTS IN FRONT OF CUSTOMER WHEN THIS HAPPENS 

Action: 
1. CODES C1B84, C1A 16-97, C1A17-49 STORED. RESET SYSTEM UNDER ENGINEERING REVIEW. REC TO MONITER AND REPORT 

01/30/18@ 3,872 miles - 8 days down 
Concern: 
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1. CUST STATES SEE HISTORY,FEB BRAKE SYSTEM LIGHTS COME ON THE VEH WANTS TO STOP ON ITS OWN, WILL HAPPEN WHILE DRIVING 

Action: 

Page 5 of 9 

1. OTC C1B84/C1A16-97/C1A17-49 STORED. PER INSPECTION WI ENGINEER ADAM AND BILL, REPLACE ICC UNIT AND ADAS CONTROL UNIT AND REPROGRAM REAIM SENSOR ALL OK AGAIN R045AA 
12 WH26AA 0.8 RS26AA 0. 7 ZE 32 

Created Bv: f rgddj• Kjng (2/19/2018 8:36 AM} 
ARBS notilg tech line notes from 02/15118: 

TECHNICIAN RESPONSE RECEIVED AND PASTED BELOW: 

• "ICC SENSOR AND ADAS CONTROL UNIT HAVE BEEN REPLACED PER BILL HAYES TECHINAL SERVICES MANAGER. RESET ALL SYSTEMS AND TEST DROVE. EVERYTHING HAS CHECKED OK ON 01-30-
18 . ON 02-13-18 CUSTOMER HAS BROUGHT VEHICLE BACK SAYING THAT BRAKING STILL HAS ISSUES. RECHECKED FOR CODES NONE FOUND. TEST DROVE VEHICLE FOR PROPER OPERATIONS. 
SERVICE MANAGER AND SERVICE DIRECTOR ARE ASKING FOR ENGINEERING TO GET INVOLVED AND GO FOR A RIDE WITH CUSTOMER TO SHOW NOTHING IS WRONG WITH VEHICLE." 

PLEASE REVIEW THE FOLLOWING ITEMS: 
• As previously advised on 01/30/2018, this issue is under engineering review and there is not currentty a repair available to correct the ooncem. Parts replacement was not reooi, • • ietKSed at this time due to this. 
• Engineering is aware of this issue and is working towards resolution. 

~~~;a::1~1~:1%~1H&ti 
RCAS ADVISED "This call may be recdlui::u ,ui 1.1umilY and trainilg purposes.'" 
RCAS advised that Cs case is still under RHR review. 
RCAS advised that RCAS 'lril lollow up no later than 2121/18. 

C stated what is going to happen 'Mth VEH. 
C stated DLR has had VEH. 
C stated there~ concerns with VEH. 
C stated where VEH just randomly stops, service tad C there~ no C-. that pulled up. 
C stated there~ no codes last time. 
C stated C got a message saying VEH malfunctiooed and this is -..tien the enor code lound up/. 
C stated the VEH is just sitting there. 
C stated what is going to happen 'Mth C's VEH. 

RCAS advised that - RCAS spolte 'Mth SM yestefday, SM advised that DLR did not find any c-.. 
RCAS advised that SM stated that DLR is trying to get DTS out to DLR to look at C's VEH. 
RCAS explained DTS. 

C stated what is supposed to happen at this poo,t. 
C asked what DTS is going to know differently from DLR. 

RCAS advised that_, a DLR is nol able to detennine what the solutioo is to a concern, DTS is considered to come out to DLR. 
RCAS advised that DTS is the highest enginee< at Nissan. 

C stated okay. 
C asked is this why C is waiting 10 days. 

RCAS advised that the 10 business day process is for the RHR. 

C asked what happens with review. 
C asked what is being done. 
C stated C is confused. 

RCAS advised that ARBS is looking into the ROs of the VEH to detennine ij the VEH qualifies for repurchase/replacement 

C stated okay. 
✓ C stated either fix the coocern or buyback the VEH. 

C stated one or the othef. 
C asked when OTS is coming out. 

RCAS advised that DLR did not know yet. 

C stated okay. 
C stated there~ a couple othef coocems DLR repaired. 
C stated day one C has had a flapping noise concern. 
C stated service tedl drove with C and service tech said cannot hear it 
C stated DLR finally found tt. 
C stated that DLR said tt was something by the gas tank that had to be replace. 
C stated this is what C was hearing. 
C stated that tt kind of concerns C that C has to take VEH in more than ooce. 
C stated C is mving the VEH everyday and C is surprised that DLR camot get it. 
C stated tt has to be multipre times in orde< for VEH to work propetly. 

RCAS apologized and expressed wlde<standing. 
RCAS advised that RCAS is not technically inclined and cannol speak on DLR's behalf. 
RCAS advised that RCAS would have to refer C back to DLR for this. 

C stated that does not help C any. 
C asked ij DLR is going to call RCAS when DTS is coming. 

RCAS advised that RCAS 'lril be lollowing up'lrith C and DLR no later than 2121/18. 

C stated C awreoates it. 

RCAS asked tt C has any questioos. 

C stated no. 

RCAS verified that Chas RCAS's phone numller. 
RCAS thanked C for speaking 'Mth RCAS. 

C thanked RCAS. 

Call ended motualy. 

I g~e_;~e;!~J~!:;': ~~r~,"~
1
:~

1.!,,;~ to ARBS Freddie King for review. 

✓ ~~~r,;,:;;~~~J~c:0.;,
8
~:,, ~~Rand attached the open RO to the case. 

Created Bv: KayJa $hoofs (2/15/2018 10:57 AM} 
✓ RCA!H<S submitted RHR to ARBS for review. 

RCAS attached ROs. 

✓ Created By: Kayla Shoo!< (2/15/2018 10:54 AM} 
RC= placed an outoound call to JIM M'l.ADY NISSAN and spoke 'Mth SM-Sal. 

SM slated C dropped offVEH the other day. 
SM slated C previously had failure C-. for a oontrol unit. 
SM slated DLR caBed DT=in Hayes and DTS told DLR to put the sensor in and the codes cleared. 
SM slated C dropped VEH back off because while C was driving in a parking lol and was a car length away from anothef VEH, C's VEH began sloppjng. 
SM slated there are no oodes at al. 
SM slated SM emailed DTS and DTS reoou , 11eoded sending a DTS person out to DLR to look at it. 
SM slated FOM is at DLR right now and is going to put in a DTS request 
SM stated C's radio concern is fixed. 
SM slated DLR seclRd the shield that was making a flapping noise. 
SM slated DLR cannol dupicate the stopping coocern. 

RCAS asked that SM verify days down for 350953. 

SM slated days are correct. 
SM slated C pjcked VEH up co 2/6118. 
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RCAS asked the fojlowing questions: 

How many times has the customef's vehicle been to the dealer/retailer tor repairs? 3 
•What repairs were performed? replace in~ could not duplicate other visits 
•Are there currently any OPEN ROs? Yes 
•Is the vehicle currently at the dealership? Yes 
•How many days has the vehicle been kept out of service at your dealer for repairs? 15 
•Has the - CA Technical Specialist (CA TS) been involved? No 
•Has TECH LINE been involved? Yes 
•Has a Dealer Technical Specialist (DTS) been in\/Olved? Yes 

RCAS request that SM send the open RO. 
RCAS provided RCAS's fax number. 
RCAS thanked SM. 

Call ended mutualy. 

Created By: Kayla Shool< (2/1512018 8:50 AM) 
RC= placed an outbound call to JIM Mt.ADY NISSAN and spoke with SA-Brandon. 

✓ SA stated that SA-Ryan w011<ed oo the case and SA-Ryan will be in in about 15 minutes. 
SA stated SA would ha>e to get RCAS over to SM. 

SA ended the call. 

✓ ~~~~~at::=i~=:~M) 
Created By: Kayla Shool< (2/13/2018 5:13 PM) 

RC= placed outbound call to C ◄ 11111111 
RCAS ADVISED "This call may be reixlui::u 1ui 1.1u~lY and trainilg purposes.'" 
RCAS verified C's concern. 

C stated yes. 
C stated rt stopped oo C .n. 
C stated C was told that the regional persoo was supposed to contact back. 
C stated C had rt replaced and d is still doilg il 

RCAs advised thal RCAS is the regional specialist. 

C stated an engineer came out and looked at it and it is doing it again after it was replaced. 

RCAS apologized. 
RCAS asked how NNA can assist C. 

C stated d has got to get repaired. 
C stated cannot cootinue to be repaired. 
C stated C wants rt fixed. 

RCAS advised thal RCAS recommends the C cootact DLR. 

C stated tt Nissan cannot fix it, C wants Nissan to buyback the VEH. 

RCAS intormed C of RHR. 
RCAS advised that review is done by ARBS and ROs are reviewed. 
RCAS advised that review process can take up to 10 business days. 

✓ ~g~~~~r=~eisto~~U~M~. 
C stated yes. 

RCAS asked the fojlowing questions: 

Why do you want to return the vehicle to Nissan North America? VEH was repaired and the concern is still there. 
•lMlere is the vehicle currentty? with C 
•Are you currentty in a rental vehicle? no 
•'Mlere was the vehicfe purchased? Jim M1ady Nissan➔ 
•Was the vehicle purchased new or used? New 
•'Mlere is the vehicle serviced? jirn M'Lacty Nissan➔ 
•Has the vehicle been taken to multiple Nissan dealers or lnfiniti retailers? If so, docwnent names of dealers/retailers. NIA 

C stated tt VEH cannot be repaired, Nissan needs to buy d back. 
C stated C drives children and other people in VEH. 
C stated VEH stops rando<rdy. 

RCAS advised that RCAS wil lollow up with Coo 2/16118. 
RCAS asked tt C has any questions. 

C stated no. 
C asked that RCAS emai RCAS's phone llll11bef. 

RCAS agreed. 
RCAS thanked C. 

C thanked RCAS. 

Call ended mutualy. 

~ ;~-:~-:~;~ ~21~~:~ ~~ AM) I Last Modified By: Kay)• Shook f211512018 8:42 AMI 

✓_ Created Bv: Brandj Kjng ~2/12/201811 :12 AMI I Last Modified Bv: Kay!a Shook (2/1512018 8:42 AMI 
CRR-BZ Verified Account informatioo including: C's name, home & ~ address, 
Phone number & best contact number 

CRR-BZ VERIFIED VEH lnformatioo including: 
VIN: 5N1A T2MV7H<alllll 

CRR-BZ CHECKED for open recalls/carrc,aigns and found: Nooe 
CRR-BZ CHECKED for previous UNRElATED Case(s) and found: __ _ 
CRR-BZ CHECKED previous RElA TEO Case(s) and found: Nooe 

CRR-BZ received inbound call from C 

CRR-BZ NOTED concern is: brake assist concerns 

C Stated C took VEH in for se,vice several times and even had an engineer come out tor the brake assist 
C Stated the VEH was repaired and C took VEH home 
C Stated the very next day C went shopping 
C Stated C was going about 5mph in the pallting lot and again the VEH beeped and stopped 
C Stated C feels i ke the VEH is oosafe and could have caused an accident 
C Stated C doesn't want to dri>e the VEH as ds unsafe 

CRR-BZ Apologized to C and informed C that CRR-BZ would re-<>pen the case and have RCAS cootact C 

C Thanked CRR-BZ 

CRR-BZ asked C tt there was anytt>ng else CRR-BZ could assist with. 

Cdeclined. 

CRR-BZ provided C with agent ID 7319045 and case llll1lber 
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Cati ended motual y 

✓ Created By: Alex Kang 12/7/2018 9:01 AM) I l ast Modified By: Kayla Shook (2/151201 8 8 :42 AM) 
ARBS closing case due to vehide has been inspected already and repairs have already been made. 

Created By: Alex Kang 12/7/2018 9:00 AM) I l ast Modified By: Kayla Shook (2/1 51201 8 8:42 AM) 
ARBS made OUUJound call t 

ARBS stated ARBS did reach out to Ille DLRSHP regarding C's ooncem and to see what Ille situation was. 
ARBS stated someone from Nissan od come to the OLRSHP to inspect C's vehicle and also to make repairs on the vehicle. 
ARBS stated Ille vehicle has been repaired and Ille DLRSHP is testing atl Ille systems to make sure everything is good to go. 
ARBS stated unfortunately, silce Ille vehicle has been looked at and it is not in Ille original stale where Ille vehicle was in, ARBS would not be able to send out an inspector to look at Ille vehicle. 
ARBS stated but again someone from the manufacb.Jrer did come look at the vehicle and made repairs. 

C stated Who to say Illa! Ille repairs will WIOt1L 

ARBS stated ARBS wouldn1 be able to provide any technical infoonation regarding what would happen or rt tt would wor1<. 
✓ ARBS stated rt Ille proolem happens again C can oontact Nissan back. 

C staled rt tt happens again Nissan is going to keep Ille car. 
C stated C will not take Ille vehicle back rt Illa! is Ille case. 

ARBS stated again, if Chas the same probjem again, C can contact Nissan Consumer Affairs again. 

C stated ok C wil . 

C thanked ARBS. 

ARBS lllanked C for C's time. 

Call ended motualy. 

Created By: Alex Kang {2/6/201811:05 AM) I last Modified By: Kayla Shook (2/1512018 8:42 AM) 
ARBS made OUUJound call to Jim M'lady Nissan. 

ARBS spoke willl SA- Ryan. 

✓ SA-Ryan stated Sensor assemlJly distance and cootroGer assembly. 
SA-Ryan stated had repaired Ille vehicle already and installed. 

ARBS lllanked SA-Ryan. 

Call ended motualy. 

Created By: Alex Kang 12/6/201811:02 AM) I l ast Modified By: Kayla Shook (2/1512018 8:42 AM) 
ARBS made OUUJound call to DTS-Adam Sackner. 

✓ DTS-AS stated didni inspect Ille vehicle . 
DTS-AS stated T SM-Bil Hayes was out at Ille DLRSHP. 
DTS-AS stated as of right now, not sure what was recommended to be replaced, but TSM was Ille ooe Who looked at Ille vehicle. 
ARBS lllanked DTS-AS. 
Cati ended motual y. 

Created By:~ (2/6/201811:01 AMIJ.Last Modified Bv: Kay!• Shook (2/1512018 8:42 AM) 

~~~~~:~~~~dot~!!£££ £Lthe case. 
ARBS proceeded will1 probing questions. 
ARBS asked for detail description 00 Ille incident. 

C staled Supposedly Ille DLRSHp are putting in a rrr,w sensor. 
C staled C doesni like Ille feaue. 
C stated tt is very scary to drive Ille vehicle. 
C stated C was going ilto a car wash. 
C stated tt stopped before going into Ille car wasll. 
C stated Ille dealership reset Ille codes. 
C stated there was no one in front of C at the time except for the gate/am, that was for C to get into the car wash. 
C stated 10-15mpll. 
C staled C was slowing down and brakes went to Ille floor and jerked C. 
C staled Flat area. 

✓ ARBS stated ARBS is going to oontact Ille DLRSHP to not repair Ille vehide as of right now. 
ARBS stated ARBS wil be sending out an inspector to look at Ille vehide. 

C stated Ille DLRHSP said 11181 someone did go out ll1ere to look at Ille vehicle. 
ARBS stated ARBS wiB obtain Ille information from Ille DLRSHP and from Ille inspector regarding C's concern. 

C staled C doesni want Ille feature any more. 
C staled C was told by Ille DLRSHP that Ille system needs to be precise. 
C staled Ille DLRSHP is waiting for Ille pans to arrive. 
C staled what is going to happen from here? 
C stated Ille vehicle scares C . 

ARBS stated ABRS wil try to get more information regarding what Ille sttuation is. 
ARBS stated ooce arbs gets more information, ARBS will give C a call back. 
C thanked ARBS. 
ARBS lllanked C for C's time. 
Cati ended motualy. 

Created By: Kayla Shook (2/1/2018 2:35 PM) I Last Modified By: Kayla Shook (2/1/2018 2:36 PM) 
✓ ~~=Ni=~g .=:::i ~~-= ;:1; = ·C staoog Illa! C would like to add to C's case lllat Chad neck surge,y and Ille braking from Ille VEH is a concern of C's as tt is disturbing C's neci<. 

C requested a call back from RCAS acknowledging that RCAS received VMX. 

✓ ~~!'...~2.~.1!;~~p:d~M~ruBJ~~YR~~~~:~~~
8
~~~ERIFICATION-"--"--

✓ gr=:: e~~r:= PoZ'l/! ~ -2018 1:40 PM) I Last Modified By: Kayl• Shook 12/15/2018 8:42 AM) 

✓ ~~~~:.;.~:.,~~!~~~:AM) 

✓ Created By: Kayl a Shook (2/1/2018 10:55 AM) 

RC= piaced outbollld call to c ◄ 1■111 
RCAS ADVISED "This call may be reodlui::u ,ui 1.1u~lY and training purposes.• 
RCAS verified information discussed with C's previous conversation with RCA$8B. 
RCAS in1ormed C Illa! RCAS has IIR questions for C. 
RCAS noting Illa! RCAS asked C IIR questions. 

C stated C is very disappointed wi111 VEH. 
C stated this could cause C to get in an accident 
C staled rt C is in traffic and VEH decides to stop, someone could slam into C. 
C stated lllere is no way of controlling Ille VEH. 
C stated C does nol want to drive Ille highway. 
C stated for this reason. 
C stated tt scares C to drive Ille VEH. 
C stated C has kids and olher pa...._-s in Ille VEH. 
C stated Nissan needs to fix this or take feature out to VEH. 
C stated DLR said DLR has had OOITC)laints about lllis. 
C staled 'M>le in a car wash, cooveyor situation, VEH has stopped on people. 
C stated this is going to cause accident 
C stated we live in a society where dirt gets on VEH, and it is not an excuse. 
C stated C was informed in parking garages, FEB goes off for lllis. 
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C stated C goes into these as wel. 
C stated C cannot ha11e this happen, sensor needs to be fixed. 
C stated if C gets in an accident, Nissan wil have a liabiity that Nissan will not be happy with. 
C stated C is not directing this at RCAS but at Nissan. 

RCAS expressed oode<standing. 
RCAS apologized for C's concern. 

C stated C would like to wash hands of VEH tt Nissan cannot get tt fixed. 

RCAS advised that RCAS has docoolented all of C's coocems. 
RCAS advised that an agentwil be following up with C no later than 2/9/18. 
RCAS advised that RCAS has been in contact with DLR and DLR advised that DLR has been wor1<ing with internal technical supports and has no updated infoonation at this time. 
RCAS asked ff C has any fmher questions/comments. 

C asked ff DLR stil have VEH for another week. 
C stated Nissan should know what the concern is. 
C stated ff tt is not repairable, should nol be repaired. 
C stated do a recall or whaie-. 

RCAS apaogized and advised that RCAS does not have an answer for Cat this time as C's case is still under review. 

C l.llderstood. 

RCAS provided RCAS's phone nt.mber. 
RCAS thanked C for speaking with RCAS. 

C thanked RCAS. 

Call ended mutualy. 

Created By: Kayla Shool< (2/1/2018 10:20 AM) 
RC= placed an outoound call to J IM M'l.ADY Nissan and spoke with SA-Ryan. 

SA stated DLR contacted Techline and Ted'llile advised DLR that Techline is working on a saution fOf VEH and to reassure C that Nissan is doing what Nissan can. 
SA stated VEH is stil with VEH. 

✓ SA stated C is nol going to accept tt again. 
SA stated DLR is wa1ting with T echfine and has not heard back. 

RCAS thanked SA. 

Call ended mutualy. 

Created By: Kayla Shool< (1/30/201812:16 PM) 
RC= placed an outoound call to J IM M'l.ADY Nissan and spoke with SA-Ryan. 

SA stated that C just came into DLR. 
✓ SA stated that C is in for FEB as tt is stopping all the time. 

RCAS advised that RCAS wil follow ~ aver the next few days. 
RCAS thanked SA. 

Call ended mutualy. 

✓ ~~=~~.:::az~~r
12
=~~~i:,.tion to the C. 

Created By: Bert<ley Banyai (1/29/2018 5:00 PM) 
RCAS-88 placed outbo<lld call to 

RCAS-88 ADVISED "This call may be recorded for qualtty and training purposes." 
RCAS-88 VERIAED C's name, home & email address, concern, phone 
RC~B VERIFIED servicing dealerhetailer: JIM M'LADY NISSAN 
RCAS-88 CHECKED for open recall- · ns and fomd: 0 
Previous UNRELATED Case(s) Fomd 
Previous RELATED Case(s) Found: 

RCAS-88 verified credentials. 
RCAS-88 inquired about the brake system. 

C stated that the concern is the crash collision wamilg system. 
C stated that C is dropping off the vehicle tomorrow at the DLR. 

RCAS-88 infonned the C that RC= would review the infoonation from the DLR and fojlow up on 2/1/18. 

C stated that C ~ vehicle to the DLR last week. 

✓ g ::: ~= ~ ~~:'::! ~'::~mction on the dashboard 

C stated that the vehicle is breaking when nothing is in front of the C at 5-10 MPH. 
C stated that the DLR stated that there may be dirt on sensor. 
C expressed safety concerns. 
C stated that C wants the 'MlO!e system turned off. 
C stated that the DLR informed the C that this is not possible. 

RC~ apologized 
RCAS-88 infonned the C that RC= would review the information from the DLR and fojlow up on 2/1/18. 
RCAS-88 offered the contact infoonation and case nurrl>er. 

C requested information in an emai. 

RCAS-88 agreed. 

C thanked the RCAS-BB. 

RCAS-88 thanked the C. 

Call ended mutually. 

Created By: Kingsley ls ilebo (1/27/2018 3:29 PM) I Last Modified By: Kayla Shool< (2/15/2018 8:42 AM) 
✓ - [CASE SUMMARY)-= 

CRR-KI sending case to RCAS for assistance. 

✓ Created Bv: Kjpgs(ey l• ilePR (1/27/2018 3:29 PM) I Last Modified Bv: Kayta $hoofs (2/15/2018 8:42 AMI 
ORR-Kl <VERIFIED> Account Info including: C's name, home and email address 
ORR-Kl VERIFIED VEH Info including: VIN# and Current Mileage 
ORR-Kl CHECKED for open recals/campaigns and found: 0 
ORR-Kl CHECKED for previous UNRELATED Case(s) and found: 6 
CRR-KI CHECKED l)(evioUS RELATED Case(s) and found: 0 
ORR-Kl NOTED concern is: \/EH buyback 
ORR-Kl received an inbound call from C 

C stated that C has an ongoing concern with the VEH 
C stated that the crash safety feature oo the VEH acts improperly 
C stated that when C drives the VEH automaticaly presses down the brakes to the floor and stops the VEH 
C stated that C feels l.llsafe in the VEH 
C stated that the sensors on the VEH acts improperty and C is unable to shut it off 
C stated that C went to the DLRSHP about the concern but they were unable to resolve tt 
C called asking NNA to buyback the \/EH 

CRR-KI asked C if any more assistance is required 
ORR-Kl informed C that case would be documented and fo<warded to RCAS 

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

Page 8 of 9 

6/2/2020 



~ Salesforce - Unlimited Edition 
C llldefstood and app,eciated the assistance 
CRR-KI provided name, agent ID and case# 
Call ended mutualy 

Case Categorizations 

Action ~ ~ # Catego,y Description 

INTERIOR 
ELECTRICAL 

Forms 

Action Fonn -
INTERIOR 
ELECTRICAL 

Request Type 

IIR 

Subcatego,y Description 

FORWARD EMERGENCY 
BRAKING (FEB) 

FORWARD EMERGENCY 
BRAKING (FEB) 

s- Description 
POOR OR IMPROPER 
OPERATION 

UNABLE 
DIAGNOSE/DUPLICATE 

Created By 

Kayla Shoolt 2/1/2018 10:48 AM 
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Case Categorizations Help 

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

26 

26 

3/9/2018 

3/9/2018 

YX AV 

WT AV 

320500 

320500 

Created Date 

2/1/2018 

OA 

OA 

Forms Help 

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

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

- Customize Page I Printable Vrew I Help for this Page 

Show Feed 

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

Case Detail 

Account Name 

Contact Email -Letter Se-nt Date 

Letter Received Date 

Follow Up Date 416/2018 

Supporting Documents 

CA Muttiple Repairs 

Social Media Involvement 

Martiz Custome< Id 

Case O#nH location Murfreesboro 

Texting Status 

Case Reopen Count 

J Reopen Case 11 Clone Closed Case J 

ease Owne< ■ Anisha Baldon 

Type CA 

Case Origin 

Executive Refenal 

Exee>Received-Oa.te 

Phone 

Status Closed 

Datelrme Opened 1/29/2018 7:51 AM 

Date/Tome Closed 4/6/2018 2:42 PM 

Multiple Repairs No 

Executive Summary 

Executive Actions To Resolve 

Description BBB Autoline Mandated Repurchase due to 4 visi1s 101 days down for crash warning sensor lights keep flashing on dash while drtving. 

Call Script 

Who contacted u.s? Consumer 

#Vehicles Owned 4 

Vd'liele Purchased New 

Pre-Owned Initial Mileage 

Current Mile- 3,538 

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 OOWNTOWN NASHVH I E NJSSAN 
Case Servicing Dealer Region Southeast Region 

Bluetooth 

Related Items 

Responsible District 02 

SharedWrth 

Phone Carrier 

Phone Manufacturer 

Reported From 

Issue Categories 

Approwd Ched< Reques1s $27,475.58 

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

Vehicle Maintained Location DOWNTOWN NASHVILLE NISSAN 

Previous Repai.r Date 

Previous Repair Location 

Related Vehicle Make Nissan 

XTIME Appointment Numb« 

Rollowf' 

Property Damage 

Injury letter 

Nootber Injured 0 

RHR Started 1/29/2018 

RHR Completed 2/1/2018 

Customer Document Requested 

Date Requested 

Customer Document Received 

Date Received 

Part Numb« 1 

Beyond Basic Warranty Miles 1 O 

Beyond Basic Warranty Months1 0 

Beyond PT WalTal'lty Miles1 0 

Beyond PT Warranty Months 1 O 

Data Net 

Datanet Deal« Date 

Oealff Instructions Service Oepl Review 

Requested Dealer Action UR- review 

Bluetooth Ticket Status 

Phone Model 

Phone Operating System 

Goodwill Offered 

VCAN 

Goodwill Processed 0 

Vehicle Service Contract 

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

Hot Alert Date 

LS Response rime 

Vert>atims 

Alert Trigger Verbatim 

Survey Verbatim 

Deale< Action History 

NNA Notes 

Customer Conversation Notes 

DTS Inspection 

OTS Inspection Date 

DTS Request Type 

Inspection Time/Notes 

System Information 

Subject CUSTOMER­
JN1BJ1CP8~ 

Created By leonifer KereWe& 1t29/2018 7:51 AM 

Last Mocfmed By NNAfil, 9118/2019 9:26 PM 

Case Record Type CA Oosed Case 

Days Closed 788 

Action Code NTSO 

VIN: 

What action was taken? 50 Mandated Trade/Repurchase - NNA Inventory - 1-2 vehs 

Agent Comments 

Agent Comments update C on rtir review 

Agent Next Step 

I Reopen Case 11 Clone Closed Case ! 

Case History 

Date Use< Action 

Contact Name 

-WOfitPhone 

Mobile Phone 

Email 

Attemate Email 

OTS Inspection Date Confirmed? 

Notes for OTS (Vehicle Concerns) 

Root Cause 

Root Cause Code LCMV 

Root Cause Code (2) 

Document ID 

4/6/2018 2:42 PM Anisha Baldon Changed Status from Open to Closed. 

Closed. 

4/5/2018 10:25 AM 

4/4/2018 11 :09 AM 

4/3/2018 8:59 AM 

Sho\11 more • I ~ 

Case Comments 

Public Comment 

Anisha Baldon 

Anisha Baldon 

AoiWBaldgn 

Created Bv: AQillb• 6•1<190 <41612018 2:39 PM) 
ARBSnotes: 

ARBS transferred case to Money. ==--Created By: Anisha Baldon (4/5/201810:51 AM) 
ARBS request check in the amountof $6,041.57 payable to NMAC. 

I ARBS request check in the amolllt of $21,434.01 payable to C. 
BBB Autoiine Mandated repurchase. 
FEB case. 

Created By: Anisha Baldon (4/5/201810:50 AM) 
ARBS received fax of C's sign repurchase letter. Attached to case. 

Created By: Anisha Baldon (4/512018 10:25 AM) 
A TTY REPRESENT A 110N 

Created By: Anisha Baldon (4/4/201811:07 AM) 
ARBS emailed C repurchase letter. 

Base Price & Sales Tax $26,465.67 
Sales Tax $1,900.1 4 
Local Tax $80.00 
Business Tax $81.19 
DLR fee $599.00 
T.-e fee $5.00 
Registration Fee $120.00 
Total Purchase Price $29,251.00 
Less Usage $1,025.42 
Less Rebates $750.00 
Loan Payoff" $6,041 .57 
Total Deductions $7,816.99 
Refllld Amount to Diane & Vllcent Botle< $21 ,434.0 1 

I Created By: Anisha Baldon (4/3120181:48 PM) 
ARBS received a cal from C. 

C stated C wanted to provide some feedbacl<. 
C stated C had a few questions aboot the letter sent. 

Changed Description. 

Changed Follow Up Date from 4/4/2018 to 4/612018. 

Changed Follow Up Date from 4/3/2018 to 4/4/2018. 

C stated C understand ARBS re!) Nissan, but ARBS should have compassion and do what is right. 
C stated ARBS snould put ARBS's sett in C's shoes tllis was very dangerous for C . 
C stated also ARBS shoo1d have proof read the document 
C ask if ARBS had anything to say to C. 
ARBS stated no. 
C stated C will send tile photos over. 

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

Page 2 of 10 

Case History Help 

Case Conments Help 

6/2/2020 



• 

~ Salesforce - Unlimited Edition 
ARBS stated o«. 
call ended mutually. 

Created By: Anisha Baldon (4/31201811:17 AM) 
ARBS received payoff from NMAC stating: 

-Account#: 00102461596030001 
-30 day payoff:$ 6041.57 good thru 51312018 
-Pe< diem: 0.00 
-# of scheduled payments received: 7 
..Scheduled Payment amount: 208.33 
-Total Principal paid: 1,458.31 
-Total Interest paid: 0.00 
-late fees paid: 0.00 
-Most Recent payment received: 3/26/2018 for $ 208.33 
-Eligible for SOC: YES 
The payment history, sales documents and title are attached. 

Created By~ Anisha Baldon 141312018 8:59 AM} 
ARBS received fax from C . 

ARBS emailed C infonning photos cannot be faxed over \WI have to be emailed. 

I Created By: Anisha Baldon (4/2/2018 3:40 PM) 
ARBS emailed NMAC for payoff infonnation. 

Created By: Ja99ueline Mclaughlin (3130/2018 2:17 PM) 
NIS18126n DRTS.JM rec'd AIR lette, from BBB on 3/30/18, dated same. C accepts artitration decision. Signed/dated 3129118. 

Created By: Anisha Baldon (3129/2018 9:06 AM) 
ARBS emailed C requesting doa.ments to start rep<M<hase. 

Usage deduction: $1,025.42 

Created By: Ja99ueline Mclaughlin (3128/20181:38 PM) 
NIS1812672 DRTS.JM rec'd Decision - Repurchase from BBB on 3128118, dated same. 

Created Bv: AQi11b• 6•1<190 13127/2018 10:42 AM) 
ARBS awaitilg decision. 

created By: JasmcUoe Mel anohUo (3121/2018 2:56 PM) 
NIS17'29927-1 R DRTS.JM rec'd Letter reopening customer claim on 3121/18, dated same. 

Created By~ Anisha Baldon tl/20/2018 2:49 PM) 
ARBS rei,lied to BBB Rep Daniel: 

Hello, 

Page 3 of 10 

The customer has been informed that NNA has <XXTC)leted the diagnosis and no conoem has been found with lhe vehicle. Nissan also infonned lhe customer NNA would no longer be covering renlal and to rettm lhe 
renlal and retrieve he< vehicle. I have the hearing date set for 3123118@ 11 am. Not tomorrow. 

Created By~ Anisha Baldon 1312012018 2:49 PM) 
ARBS received email from BBB Daniel H. stating: 

Hey Anisha, 

I I talked to lhis customer about her a claim a bit this afternoon. They are set up to arbitrate tomorrow, but lhey just let me know that lhe vehicle has been at lhe dealer sanoe Feb. 8. They don't know o, areni really clear as 
to whether the vet.tie is stil there because its being waked on o, if it's because lhe customer has left tt there voluntarily. Do you know if the dealer is holding on to lhe vehicle to keep worl<ing on tt of tt they can pick tt up? 

■ 

Would Nissan be willilg to waive the inspection requirement for the hearing? 

Thanks, 

Created By: Ja99ueline Mclaughlin (3/16/20181:45 PM) 
NIS18126n DRTS.JM rec'd add1docs from BBB on 3113118, dated lhe same. 

Created By: Anisha Baldon (3114/2018 9:59 AM) 
ARBS FedEx DTS Bryan H. hearing package. FedEx # 780052056670 

Created By: James Borbath (311312018 3:51 PM) 
CRR.JB provided info to C on state of case 

... Case SUmmary ... 

C called seeking info on Case 

Created By: James Borbath (311312018 3:50 PM) 
C:RR--JB Account information induding: C's name, home & e~I address, 
phone number & best contact number 
C-RR.JB CHECKED for open recalls/campaigns and found:O 
CRR.JB CHECKED for previous UNRElATED Cose(s) and found:1 
C-RR.JB CHECKED previous RELATED Cose(s) and found:-
C:RR~B NOTED concern is: If case was open 

C-RR.JB too« inbound call from C 

C called in and asked for in1o on case-

CRR.JB after confmwlg info on account loo«ed up lhe case and confirmed it was open 
C:RR-JB offered to email the holder of the current case 

CDedined 
C-RR.JB provided Agent ID 

Call ended mutualy 

Created By: Megan Lupo (311312018 9:37 AM) 
NIS1812672. ORTS-ML rec'd NOH from BBB on 03113118, dated 03112/18. Hearing set for 03123118 at 11:00 am CST. C will participate in person. MFR wiU participate in person. C rep,esented by self. 

Created By: Elizabeth Bly 13/12/201811 :35 AM) 
EXEC TL-EB re<:eived phone call from Sr. Mgr- Ashley Gatlin. 

✓ t~~~:= ~~ ~=;'~~~=~~dCJ~~n:? .;,na~~~~ ~;"no~: be repurchased 

■ 

EXEC Tl -EB adVised Sr. Mgr-AG to adVise C lhat C must continue WOO<ing with ARBS and to not further engage. 
Sr. Mgr-AG understood and call ended mutually. 

Created By: Anisha Baldon (319/2018 2:17 PM) I last ModiTled By: Anisha Baldon (319/2018 2:17 PM) 
ARBS received email from C stating: 

What isNNA? 

Y2~~~t 888 that I rejected an offer on 2126/18 ... what offer did I re;ect? 

ARBSrei,lied: 
Nissan North America. 

C replied: 

I wou1d like a copy of the offer you stated to the BBB that I rejected on 2-26-18. 
~!~~!!' email and send to my home address as well. 479 Rural Hil Road Nashville, TN 37217 

ARBSrei,lied: 

The case documents are internal. I cannot provide you a copy of the case notes. 
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We spoke on that day and infooned you on that date that NNA is not offering a repurchase or replacement You did not agree with that decision. If you accepted the decision then of course we would not be momg 
~~~a hea~ng. 

C replied: 
Do you not find tt somewhat misleading to note that I rejected an "ofter' to the BBB? To not accept your,.,._, that there would not be a buy back, is a denial and not an ofter. Did you make BBB aware that the offer I 

~~~? 
ARBS replied: 

There is only 3 boxes. The firsUne asl<what is NNAoflering. I put nooffe<. The secood line as if you accept, reject, or I have not presented you with the offer. WI would have put accept, to me that is informing the BBB 
that you are ok with the offer, and there woold be no need to hamg a hearing if you accepted our answer. 

Created By: Anisha Baldon (319/2018 9:48 AM) 
Concerns regarding !award emergency braking. 

Created By: Anisha Baldon (319/2018 9:47 AM) 
ARBS received email from C stating: 

I called you on March 7, 2018 asl<ing you to return my call because I had some questions for you. I have yet to hear back from you. 

What is the status of my current case with you? 

Why did you take the car rental back from me when there has not been any repairs made to mo>e? 

ARBS replied: 

Hello, 

What is the status of my current case with you? 

I responded to the Attorney General office per the request The BBB emailed me scheduling an arbitratioo hearing. The BBB should be confirming healing date, time, and location with you. 

Why did you take the car rental back from me when there has not been any repairs made to mo>e? 

After a thorough review, NNA has informed the vehide is operating as designed. NNA does not cover loaner unless the vehicle is in service for warranty repairs. NNA covered rental during the time of tesmQ and 
inspection. 

Created By~ AndY MGM03ter (3/9/2018 9:45 AM} 
JIJIJIJIJ/J/JIIJCASE SUMMARY/J/////////1//// 

C wanted to see if the case was still ongoing 

CRR-AM advised of follow up date EOO 3/9118 as stated in case 

Best contact 

Created By~ AoiJba Baldon 13/8/201810:56 AM} 
ARBSnotes: 

FedEx DTS hearing packet to : 807 Brooksdale Dr Smyrna TN 37167 

Created By: Anisha Baldon (31812018 10:32 AM) 
ARBS received email from BBB Rep Maury stating: 

Good aftemoon Anisha, 

We are trying to schedule the arbitration hearing on March 21st o, 23rd. Please let me know which date wor1<s best lor you and the method of participation by close of business tomorrow. 

ARBS emailed DTS Byran inquiring if 3121 or 3123 will worl< for hearing. 

DTS replied 3123 will woot. 

ARBS emailed BBB Mat>:y informing 3123 wil woot and DTS Blyan Hayden will rep Nissan in person. 

Open recals/can-c,aigns-none 

ORTS-SM in receipt of a CUstorner Letter via US Certified Mail signed by 

Customer sates Forward Emergeocy Braking system with lights flashing and alarm sounding. 

CUstorner requesting final repai" attempt. 

Letter and previous lette, attached. 

Created By: Brandi l(jng (3/7/20181 :00 PM) 
CRR-BZ Verified Account information including: C's name, home 
Phone number & best oontact number & Email adc:k'ess 

CRR-BZ VERIFIED VEH Information including 
VIN:JN1BJ1CP8~ 

CRR-BZ CHECKED for open recalls/campaigns and found: None 
CRR-BZ CHECKED for previous UNRElA TED Case(s) and found: None 
CRR-BZCHECKED previous RELATED C8se(s) and follld:-
CRR-BZ received inbomd cal from C 
CRR-BZ NOTED ooncem is: case infonnation 

C Stated C woold like to know if the case is still open 

CRR-BZ lnfooned C that C was left a VMX today 
CRR-BZ lnfooned C that case is stiU open 

C Thanked CRR-BZ and infooned C thars all C would like to know 

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

C declined. 

CRR-BZ provided C with agent ID 7319045 

Call ended mutualy 

Created Bv: Apjsha 6•1<190 1317/2018 7:56 AM) 

rece;ved 317/2018, letter dated 3/6/2018. Letter is attached for yoor review. 

ARBS called C@ 6153089058 left vmx informing the loaner vehicle will need to be returned to the dealer. NNA has completed the investigating and will no longer be covering the rental vehicle. If you have any questioos 
please give ARBS a cal. 

Created By: Jason Labombarbe (3/612018 4:34 PM) 
CRR--JL Verified ACCOlllt infonnation includilg: C''s name, home & e-mail address, 
Phone number & best contact number 
CRR~L VERIFIED VEH Information including: VIN # 
CRR~L CHECKED 1or open recalls/campaigns and found: 0 
CRR~L CHECKED lor previous UNRELATED Case(s) and found: 0 
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g::::t ~~~~~=:~E~1~dlound -

CRR.JL Noted Spoke to: .. 
C stated VIN# JN1BJ1C 
C stated Make and Yea, is 201 

C stated that C wasn't advised by anyone to return the rental VEH 
C Stated that C was told to give the loaner VEH back from the DLRSHP and to pick up Cs VEH 
C Stated that C does not want to pick up the VEH do to the VEH is not safe 

CRR.JL stated that CRR.JL wil send RCAS agent an emai pertaining to Cs call today 

C understood 

CRR.JL asked C if there is anything else CRR.JL can assist with 
C declined 
CRR.JL gave C agent ID 

Caccepled 

Cati ended mutual y 

Created By: Anisha Baldon (3/612018 9:03 AM) 
ARBS emailed DTS B<yan H. ARBS rough dralt of the AG response for review s,nce DTS has been involved with the enti-e case. 

Created By~ Anisha Baldon 13151201s 3:51 PM) 
ARBS received a cal from C. 

C stated C wants a letter that shows were C filed for the lemoo law. 
C stated the lady said that NNA said C filed for the lemoo law. 
ARBS stated C called the manufacture and requested a buyback. 
Brian stated according to the law C wil have to send a letter in. 
ARBS stated that is at C's discretion the review is done with or without the letter. 
ARBS stated it is the same process. 
Brian ask who makes the decision is it a board. 
ARBS stated ARBS is not providing person names the decisioo was made on behatt of the oorporation. 
Brian stated the car was down for 90 days. 
Brian stated does NNA omit that part. 
ARBS stated no problem has been found with the 1/ehicle. 
ARBS stated Diane stated the veh was lUlSB!e to drive so NNA put lorth extra efforts to assist. 
Brian said Nissan knows this is under review. 
ARBS stated ARBS is aware C has been speaking with other customers. 
ARBS stated C even opened a case with Nissan IIR team and no concern was found. 
ARBS stated with other customers the extensive testing was not need the concern presented itself. 
ARBS stated ARBS is replying to AG and BBB. 
ARBS stated not sure if C can have a case with both. 
Brian stated it is obvious ARBS does not know the law. 
ARBS stated ARBS is not an attorney. 
Brian stated it is obvious. 
ARBS stated at this time ARBS wil respond to BBB and AG. 
ARBS stated ARBS is not trying to have a combative conversation with C. 
call ended mutually. 

Created By: Michelle Simpson (3/51201812:11 PM) 
ORTS-SM received Buyers Order and Title App via fax from Downtown Nashville Nissan and attached to case. 

Created By: Michelle Simpson (3/51201810:05 AM) 
ORTS-SM caled Downtown Nashvile Nissan (5110) and spoke with Title Oerl< Ashley, and she wil pull the deal and fax Sales Docs and Tile App today. 

Created By: Michelle Simpson (3/512018 8:41 AM) 
ORTS-SM obtained/attached factory invoice to the case. 

Created By: Michelle _Simpsol] (3/2/2018 3:04 PM) 
Previous cases found-

Open recals/can-c,aigns-none 

ORTS-SM in receipt of a Consumer Affairs letter via US Mail signed by Siena Pruitt, Consumer Affairs Specialist 1, received 3/1/2018, letter is attached for your review. 

Custoemr sates Forward Emergency Braking system with lights flashing and alarm sounding. 

Consumer Affairs letter, Onfine Complaint form, Customer Letter, Nissan Letter, and ROs attached. 

Created By: Anisha Baldon (3/212018 2:29 PM) 
ARBS emailed BBB Rep Maury informilg ARBS received AG letter and will be moving forward with AG. 
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Created By: Michelle Simpson (2/27/2018 9:19 AM) 
ORTS-SM completed RHR and notes the following per a phone cooversation RO- vehicle was at the dealership for entire duration of the RO and a loaner/rental was provided to customer per Rick Se<vice Manager 
at Downtown Nashvile Nissan (5110). 

Created By: MicheUe Si0'¥232D f2/27/2018 8~2 AM) 
- ORTS-SM received ROs from both dealerships, combined ROS and attached to case. 

Created By: Michelle Simpson (2/2612018 3:22 PM) 
I ORTS-SM called Downtown Nashville Nissan (5110)and spoke with Rick, Service Advisor and he will fax ROs in the next hot.I". 

ORTS-SM caled Action Nissan (5136) and left a message for Se<vice Manager Kenny requesting RO. 

Created By: Anisha Baldon (2/2612018 2:56 PM) 
ARBS received a cal a call from C and Brian 

ARBS informed C the case has been reviewed. 
ARBS stated multiple engineers have been involVed and no coocern has been found with the veh. 
ARBS stated NNA is not in the position to offer a repurchase/replacement at this time. 
Brian stated no one has found a problem. 
ARBS stated no after extensive test no problem has been follld. 
Brian stated it happens with C Brian finds it loony Nissan does not find a prol)jem. 
Brian ask what next 
ARBS stated the BBB wil schedule the hearing. 
estated ok 
call ended mutually. 

Created Bv: I eslie Grjffjn (212612018 2:13 PM) 
NIS1812672. ORTS-LG rec'd Add') Docs from BBB on 02/26/18, dated same. 

Created By: I C31ie Gc@o (2/2612018 2:09 PM) 
NIS1812672. ORTS-LG rec'd MRF from BBB on 02/26/18, dated same. C seel<s NNA to buyback the 1/ehicle due to auto braking engaging for no reason and coli sion light flashing on dash while driving. 

;~~~~~{.; ~;ha Baldon (2/2:n2:~.12:56 PM) 

Created By: Anisha Baldon 1212612018 12:55 PM) 
ARBS called Dir Sl)()l<e with SA W 

ARBS ask so far has the llellicle duplicated any concerns. 
SA stated no, SM Rick has test drove the veh a couple time and members of engineering have been out as wel. 
SA stated the veh is oot showing any signs. 
ARBS stated 01<. 
ARBS thanked SA. 
call ended mutually. 

Created By: Anisha Baldon (2123/2018 3:27 PM) 
ARBS called Dir informed SM Rick is out wil return Monday. 
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ARBS awaitilg to speak with SM Rick to verify no concern has been duplicated thus far, before providing denial. 

Created By: Anisha Baldon (2/23/201810:31 AM) 
ARBS reviewed case with Sr Manager Mike Smith informed nol to repurchase at this time, no concern has been duplicated. 

Created By: Anisha Baldon (2/21/2018 2:12 PM) 
ARBS received a cal from C and B<ian 

ARBS ask if the veh is still at the Dir. 
C stated yes. 
ARBS ask rt C is still in a loaner veh. 
C stated yes. 
ARBS stated ARBS has been waking on getting updated in the case. 
ARBS stated as of now a repair has not been performed or the concern has not been duplicated. 
Brian slated this is something that NNA knows is a problem. 
Brian stated Brian has been doing some researdl on this and it is all over the internet 
C stated ARBS Robert Peterson was suppose to cal C back on Thursday and rt was a maybe on the decisioo then. 
ARBS stated with no repairs"' no duplication. 
C stated C can send ARBS a repo<t of things if ARBS Robert didni send to ARBS. 
ARBS provided fax number. 
Brian ask if ARBS last name is Baldon. 
ARBS stated yes. 
Brian stated ARBS is the one that worl<ed with Karen Silver. 
Brian slated Brian has been speaking with people all over the internet. 
Brian stated ARBS name is out there, Bryan Hayden's name is out there. 
Brian slated NNA should do >Mlat is right instead of lying and saying there isni a problem. 
ARBS stated Karen Silvers case is different and Karen's concern was identified. 
ARBS stated the concern is not occuning with every Rogue. 
Brian slated ARBS Robert told B<ian NNA does not know how to fix rt and rt may be a fix in the next couple of months. 
ARBS stated ARBS wil review case and give C a call in the next couple days. 
Brian slated Bnan has already spoken with Channel 2 news and has an apjl()Oltment for Channel 5. 
ARBS stated ok. 
ARBS inlonmed C wil speak with C soon. 
call ended mutually. 

;~~~~~:'.; ~~ha Baldon (2/2~~2:~.1:39 PM) 

Created Bv: I eslie Grjffjn (2/20/201810:24 AM) 
NIS1812672. ORTS-LG rec'd CCF from BBB on 02/20,/18, dated same. C seeks ful purchase buy back due to auto braking engaging for nol reason and collision light flashing on dash while drtving. 

Created Bv: B9be0 Petell'9D 11116/2018 9:28 AM) 
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ARBS replied to S-ick, cc'ing DTS-BH and FQ~W. advising that DLR needs to gel with DTS and FQI all together to solidify NNA's explanation of the Veh's behaviO<, and present rt to C-Oiane before ARBS wil be 
abre to oonvince C that Veh is operatilg property and is not a "lemon.· 

Created By: Robert Peterson (2/16/2018 9:27 AM) 
I ARBS replied to FQI-OW regarding question of duplication since grill emblem replaced- ARBS does not believe that the Chas drtven the Veh at al since Nov 2017, so probably no, the ooncem has not been duplicated 

■ 

since. 

Created By: Robert Peterson (2/16/2018 9:25 AM) 
ARBS notes email from SM-Rick evening of Feb 14 (6:19PM): 
Any word on Ms Bulle(? She doesni have the avaible time for test drive and she is still in our loaner 

Thank you 

Rick 

Created By: Robert Peterson (2/16/2018 9:25 AM) 
ARBS notes email from FQI-DW repo,ting that he examined the Veh on the night of 2/13/2018. 
FQI-OW/s <id not find any DTCs, but believes that C is experiencing two similar but not the same hal)peoings in the Veh. 
FQI-OW/s that the FEB light flashing on Veh's meter is most i kely due to frost on the windshield. Light should go away once the frost has melted and is wiped away by the wipers. 
FQI-OW advised will need mo,e information regarding inl)<OPer activation of FEB system per C's testimony of mullipie activations. 
FQI-OW notes that the front emblem grill right in front of the radar had been peeling and was replaced in November (separate ooncem.) 
FQI-OW wonders ij any incident has occurred since the front gril /emblem was replaced? 

Created By: Robert Peterson (2/13/2018 3:31 PM) 
ARBS rec'd call back from SM-Rick. 
ARBS advised SM that FQI Engineer DW is on his way to DlR this afternoon, should be getting there around 3:30pm. 
SM/s ol<a.y that is good. 
ARBS and SM discussed the histo,y of the car, and C's description of the car image in the instrument cluster lighting up and numbers and dashes beside the car dt.nlg the 70 to 20 hwy incident 
ARBS advised that C-Oiane mentioned that C is VERY unfamiliar with operation of ICC system. 
ARBS notes that car image lighting up so..-.ds like the ICC gof activated. 
SM agrees, noting that is what SM suspected since the beginning back in November, but C would not accept that the ICC came on and slowed the Veh down to distance rtself from Veh behind her. 
ARBS notes that from what ARBS has heard, an FEBIAEB actually engaging would be a mo,e "dramatic" application of the brakes. 
SM agrees too, noting that rt/when AEB detects an obstacle in veh's immediate path and activates brakes, Veh will suddenly and forcefully decelerate- like to the point of throwing occupant forward into the seat bell 
ARBS notes this does not sound oonsistent with C's description of the 70 to 20 mph interstate slowdown. 
SM concurs. 

ARBS advised will let FQI Eng inspect the Veh tonight and see what he finds. 
SM advised SM drove the Veh to SM's house in Clar1<sville last night, and back this morning, no abno,mal operation noted. 
ARBS thanked SM for the update and call ended mutually. 

Created By: Robert Peterson (2/13/2018 3:22 PM) 
ARBS rec'd call from C-Oiane and C-Brian. 
ARBS advised that NNA has FQI Engineer headed to DLR this aftennoon to inspect the car further. 
C-Srian/s that C's have heard that NNA is worl<ing on a fix 10< this, any update on that? 
ARBS advised that NNA is constanUy wor1<ing to improve the functionalrty of our systems, especially relatively new systems like this. 
ARBS advised that ARBS is sure there wil be software updates to Veh soon, tweaking some things that the cameras see and computer interprets. 
C-Brian asked for a littfe more information regardilg lemon law, notng the car has been ·oown• at the dealer since November 13. 
C-Oiane oonfirmed that the DLR had the Veh 10< about 58 days, that C did NOT pick the car up during month of Novembe< no, most of December, until afterDTS inspection on 12/20/2017. 
ARBS thanked Cs 10< clarifying that, noting that NNA is not in a posrtioo to offe, lemon law buyback until a nonconfo,mrty can be oonfirmed. 
ARBS advised that rt C can come drive Veh with DLR, ii any authorized NNA personnel can confinn the vehicle not actilg property related to the Emergency Auto Braking system, NNA wil reconsider the posrtioo. 

C-Oiane asked rt C needs to come out tonight to meet with FQ~W? 
ARBS notes no, FQI-OW advised he will be just pul ing mo,e data from the car and analyzing, will probably not be a good time to meet with C. 
Cs understand. 

ARBS aslted C ii anyone has advised C that any lime the AEB system activates and applies brakes, Svc personnel advise that ap!)iying gas pedat during will cancel the auto braking and alow Veh to accelerate. 
C-Diane advised that no, nobody has ever told C that, C has not received much info/training on any of the safety systems in the car. 
C-Diane mentioned some mo,e details of the highway 70 to 20 mph incident 
C-Diane/s that C ·ooesn't use the a"Uise control.· 
C-Oiane/s that durnJ the interstate 8'ow down incident, the little car image in the instrument duster Ught up soid, and there were lines beside it where there is usualty a mph speed readilg. 
ARBS advised that sounds like the a-uise oontrof got activated somehow, that those lines and the speed reading right there generally indicates that the a-uise control is at least on, if not active, and the mph there is what 
ICC is selto. 

ARBS does note that with all these safety systems, C's Veh is also equipped with Intelligent Cn.ise Control, that uses radar to track objects Q.e. cars) in front of Veh and match their speed, keejling a certain distance from 
that Veh. 
C-Diane/s again that C is very unfamiliar 'Mth the a-uise control operation. 

ARBS brought conversation back to FQI Eng coming out to see Veh tcnght; ARBS should have mo,e info'"' C soon. 
ARBS thanked C's for extended patience while NNA really digs in and lries to investigate what the Veh is doing. 

C's thanked ARBS for the call and effort, and call ended mutually. 

Created By: Robert Peterson (2/13/20181 :53 PM) 
ARBS sent email to S-ck requestilg a call back asap to discuss FQI-DW coming to see the Veh tonight. 

ARBS placed cal t left VM requesting a call back to discuss further progression of C's case. 

Created By: Robert Peterson (2/13/20181 :52 PM) 
ARBS notes email from FQI advising FQI will send FQI-David w. to DLR-DOWNTOWN NASHVILLE NISSAN. 

ARBS rec'd emai from FQI-Oavid W. advising he intends to go to DlR this afternoon around 3:00pm 
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Created Bv: 89beJ1 eetc:a•op 0113/2018 7:46 AM) 
ARBS rec'd 4 very low quality (resoMioo) videos from SM. 
ARBS notes difficult to make out many details of drive from videos, no beeping, no abnormal operation can be seen. 

Created By: Robert Peterson (2/12/2018 2:52 PM) 
ARBS called DLR-DOWNTOWN NASHVILLE NISSAN, Sl)()ke wi111 S-ci<. 
ARBS introduoed sett, nolilg ARBS is takilg over CA case from RCAS. 
SM advised tllat OT~H has 00W been out twice, lately 00 Friday. 
ARBS asked any duplication yet? 
SM/snone. 
ARBS asked if anyone has driven with the C, and/or around some suspect areas where Cls incident occurs? 
SM/snot driven with C, but SM has personally driven aromd town to locations tllat C advised Veh acted up, Veh operated noonally in every instanoe. 
SM/s tllat SM has not done extended drives, would need to get C's penrissioo to drive Veh to SM's home in Clal1tsville and back a oouple times to see if Veh wil do anything abnormal. 
ARBS advised C wil probably consent to Illa~ ARBS sees no reason why she would not. 
SM/s tllat SM will call C right aft..- tllis cal. 

ARBS inquired aboot this video C sent to SM? 
SM/s yes, SM received a video, but ~ is very poor quaity, difficult to make anything out. 
SM/s C told SM 'yes, I need a new phone.• 
ARBS asked if SM could email video to ARBS, or upload vid to tllis Oropbox link ARBS will send SM? 
SM/s wilco, verified email address. 

ARBS tllanked SM lo< tile info and cal ended mutually. 

ARBS send SM an email to ri requesting C video. 

Created By: Robert Peterson (2/12/2018 2:30 PM) 
ARBS rec'd call back from I tating tllat C's brother Brian is also oo tile line. 
C/s that if C is ever not avaiWJtt:, ""uuu1U1~es C's brother Brian to speak on C's behalf regarding this Veh. 
ARBS understands. 
ARBS introduced self and apologized for C's inconveniences, but based on the infoonation available to NNA, NNA is not in a position to offer a repurchase or replacement via TN lemon law. 

C-Brian e)(l)lained that C's have been oo several online Ion.ms finding a couple otlle< people around tile US Illa! are experiencing tile same FEB malfunotions. 
C-Brian's that tl1e<e is a lady from anothe< state that C's ooonected with, claiming that he< Veh stops oo its own but does not record any oodes and oould not be duplicated eithef. 
ARBS informed C that NNA cannot discuss particulars of other C's cases. nor will discuss circt.mStances unrelated to C's Veh. 

C-Oiane/s that tile car went from 70 mph to 20 mph oo tile freeway, C could have been hit/killed, happened several times. 
C-Oiane/s that is scared of Veh and wil not drive tis Veh again. 

C-Brian/s that C<lrian was actually oo tile phone wi1l1 C-Oiane when tile event happened, C-Brian could hear tile "beep beep beeeeeep" of tile FEB system activating over tile line. 
C-Brian/s he reoou , 11eoded C-Oiane get out her phone and record video of tile incident, and C did. 
C-Oiane/s that she sent video to S-ci<. 
C-Oiane/s please call and talk to S~ick, he is tile only one @ Downtown Nashville Nissan who is famiiar with C's entire story. 

I :~~~ ~~~1~~= i:, 5;:n.:., 1 ~: c111
=fo ~BS diredly? 

C-Brian/s tl1al OLR supposedly "sent tt in to oorporate. • 
ARBS advised tllere are several diff..-ent branches of NNA involved here, tllat CA does not have tile video linked anywhere at this time. 
ARBS wiD see n SM-Rici< can send tt over. 

C-Brian/s that C's are long time Nissan buyers, tllat C-Brian has had 4 NIS Vehicles. 
C-Oiane/s that C-Oiane has l)ll"ohased 4 NIS Vehs. 
C-Brian/s that Cs are lookr,g lo< NNA to do tile right tiling he<e and get C-Oiane out of tllis Veh. 
C-Brian/s tl1al C has reached out to aw. 2 News's investigation dept about tllis. 

ARBS advised tllat NNA understands and ~thizes witl1 C's feeings, howe',ef tile facts presented do not support a lemon law buybaci<. 
ARBS notes that ARBS caled OLR and Sl)()ke wi1l1 tile sales de~ has C heard anytlling from Downtown Nashville Nissan sales? 
C-Brian/s tl1al C<lrian rec'd call from "Chris" who offered to get them in a different car lo< sometlling i ke $6,000.00. 
C-Brian/s that C-Oiane does not want to pay a dime, that this car is defective even though it doesn't record it's occurrences, C-Oiane did. 

ARBS understands C's position. 
ARBS advised Cs that ARBS win discuss witll SM-Rick, acqui"e tile Video, and discuss ~ atioo witll team to see if NNA wiD change position. 
ARBS bid C's a good afternoon. 
Call ended mutualy. 

Created By: Robert Peterson (2/12/20181:49 PM) 
ARBS plaoed cal 1, left VM introducilg self and left direct call back info, requesting call to discuss s~atioo. 

Created By: Robert Peterson (2/812018 5:30 PM) 
ARBS called DLR-DOWNTOWN NASHVILLE NISSAN and Sl)()ke wi111 Sales Mgr Robert Green. (ARBS was notified that GM and EM were not in tonight) 
ARBS advised SM of C's ooooems with her Rogue, tile FEB system concerns C but has never been duplicated/'Jerified to repai". 
ARBS notes NNA ORT is wondering if lllR has disoussed alternative options witll C, and if NNA could maybe assist a trade deal? 
S-G notes tllis is tile first SM has heard of tllis C, but tound her orig sales deal in system, notes 2017 Rogue Sport SL 
S~G advisedwil need to getwitll OLR EM and GM toseeabootwoo<ing a deal, tlleywooi be in unti tomorrow. 
ARBS advised Illa! is tile, provided ARBS oootact info and will let OLR contact ARBS tomorrow or soon. 
SM wilco. 

Created Bv: 89he0 Petersop 111812018 5:27 PM) 
ARBS notesC has brought Veil in 4X. ViM#4 was toa diff DLR for 2nd opinion - all visits NPF, oou1d not dupficate, no OTCs stored, noworl< done. 
ARBS notes TSM has been notified and OTS has inspected and notlling has been found wrong wi1l1 Veh. 

ARBS ooosulted wi111 ORT MGR BG, intormed of MUatioo, NPF eve<. 
DRT MGR BG advised not LL buybaci<, contact OLR to see tt any alternative solutions can be follld. 

Created By: Robert Peterson (2/8/2018 5:24 PM) 
ARBSnotes: 
Vehide ir>-sefvioe date: 08/30/2017 
Twne in service:,,.., 0 Years, 5 Months 

Vehide Acxµred: New, VPP APR Sale 
Purchase State: TN 

SERVICE CONTRACT: 
None on file 

OTHER NISSAN VEHICLES OWNEO: 
None on file 

TECHLINE CASE(S): 
None on file 

OTS INSPECTIONS: 
12/20/2017 - OTS BH performed HR inspection 

PRIOR CA CASE(S): 
1 -- - NOV 2017 - JAN 2018 - C alleged FEB has engaged improperly '5 limes .. 2 times in a garage• SM Rici< advised TSM SW intormed of s~atioo, NPF eve<. 
c~ A~K for IIR. PL decined assist due to NPF. 

ARBS ohecked for any newer ROs open in DBS ... none on file 

I Created By: Robert Peterson (2/812018 5:17 PM) 
ARBS reviewing case and notes tile lollowing service visits: 

~:::~~:@2,698 Miles,_ • Days Oown: 17@OLR-5110 - DOWNTOWN NASHVILLE NISSAN 

1. C/s at times when driving tile front colisioo oootrot will stop tile carwitll nothing in front of tile car (general concern 1) 
2. Cs tile grill paint is oorno,g off. See Rici<. 
3. Cs gap aromd inner right rear door handle. 
ACTION: 
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1. Test drove vehicle and tt gives tour to five car distanoe stop. And when otller car ""e getmg close to tile side oo tile lane tt stops lo< caution. It stops normal as spec at tllis time. No problem lound diff..-ent at tllis time. 
Test drove 31 miles city, hwy and par1<ing lots SM road tested and ooofrmed al systems are operating as designed at this time. Oid not verify guest coocitioos at tllis time no OTC stored in any system at tllis time 
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2. Front blad< gril on froot are ooming off. Re!)laced grill emblem assy 
3. Inside right rear door handle trim has a gap aroond it Poor fit of door panel removed right rear door panel and popl)ed back in on door handle trim 

~~~~, 3,412 Miles, RO:- -Days Down: 1 @DLR-5110 - DOWNTOWN NASHVILLE NISSAN 

1. C/s crash warning sensor lights keep flashing on dash while driving 
ACTION: 
1. Inspected oo codes in system at this time. Check Frt camera all ok and dean. Could not confirm condition at this time returned car to guest 

::R~: 3,528 Miles, RO:- -Days Down: 1 @ DLR- 5110 - DOWNTOWN NASHVILLE NISSAN 

1. C/s this am crash sensor lights wefe on now they are off this happens for now reason with nothing around SUV 
ACTION: 
1. Inspected and tested systems. All systems are wor1ting as designed at this time. No fault codes in system at this time. 

::Ri : 3,538 Miles, RO:- -Days Down: 0@ DLR- 5136 - ACTION NISSAN 

1. C/s this am crash sensor lights were on now they are off this happens for now reason with nothing around SUV 
ACTION: 
1. Inspected and tested systems. All systems are WOJ1ting as designed at this time. No fault codes in system at this time. 

Created By: Laxaviera Garrett (2ll/2018 11:03 AM) 

✓ g~if~ :~~~ ::O~a~~ £ti JijJ§ Let number and case number requestintJ call back regarding case and office hours. 
CRT-lG ad\lised the C that the review for a possible repurchase ex replacement is still undergoing at this time. 
CRT-l.G will tollow up 02/12/2018 to give an update on the review. 

Created By: John Rogue (2/2/2018 3:05 PM) 
ORR.JR VERIFIED Account infoonation including: C's name, home & e-mail address, 
phone numbe< & best contact number 
CRR.JR VERIFIED VEH lntormation including: VIN #, Current Mileage, Warranty & Sefvice History 
ORR.JR CHECKED for open recalls/campaigns and fOIMld: 0 
CRR.JR CHECKED for previous UNRELATED Case(s) and found: 0 
ORR.JR CHECKED previous RELATED Case(s) and found: 0 
CRR.JR NOTED concern is: RCAS lollow up 

ORR.JR received inbound call from C. 

C stated C has a case and provided case number C stated C is looking to hear from the RCAS ClBTentfy workilg on C's case 
C stated C would like to inform the RCAS agent that C went to the DLRSHP for another diagnostic which was negative 
C stated C needed to go get a 2nd opinion on action Nissan and this as well was negative 
C stated C would like to know what to do now and that C continues to feel oosafe in the VEH 

ORR.JR understood C's concerns and advised C of the foGow up date set 
ORR.JR slated that C's concerns will be documented and sent to the regional specialist for further review 

C understood and thanked ORR.JR 

ORR.JR asked C ff there was anything else CRR.JR could assist with. 

C declined. 

ORR.JR informed C that Case wil updated tor the Regional Consume< Affairs Specialist who will contact the C by close of business day 217/18 regarding C's coocem. 

C understood. 

ORR.JR provided C with agent ID 7319311 
ORR.JR noting C's best contact number is 6153089058 

Call ended mutualy 

created By~ 1 axavkmJ Garren (2121201s 10:54 AM) 
CRT-l.G made outbound call to C@6153089058. 
CRT-l.G ADVISED "This call may be recorded for quality and training purposes." 
CRT-l.G slated that CRT-l.G stated that CRT-l.G wil be working with the C from this point fO<Ward regarding the concerns on the VEH. 

C stated that C left a VMX for CRT-AH and slating that the C concern is now happening again. 
C stated that C has a new light regarding the cruise cootrol on the VEH and the C doesn't feel safe at all driving the VEH. 

CRT-l.G advised the C that the C should continue to W0f1< with the DlR regarding the concerns. 
CRT-l.G stated that the DLR have to be able to duplicate the coocem before authorizing any repairs on the VEH. 

C stated thal C w011<ed with the engineer who was unable to dupicate the concerns and has taken in the Videos. 
C stated that C cannot be driving with the light on and the C knows something is wrong with the VEH. 

CRT-l.G advised the C to vistt anothe< Nissan DLR if able. 
✓ CRT-l.G asked the C W the C experience any other concerns while the light is on? 

C stated that C just gets the lights but know something is wrong. 
C starts crying. 

CRT-l.G advised the C to calm down and to continue to W0f1< with DlR. 
CRT-l.G slated that CR-LG wil continue with the possible repurchase or replacement. 

C stated that C will take the \/EH at noon and see if the C can receive a klnef. 
C stated thal C 10\leS VEH and doesn\ want to give tt up but something is wrong. 

CRT-l.G advised the C that the C needs to explain al of the coocems to help ~ icate the concerns on the VEH. 

C stated ok. 

CRT-l.G advised the C to have a nice rest of the day. 

C stated ok and ended call. 

Created By: Nicki Borror (2/1/2018 9:12 AM) 
ORTS received the RHR. The RHR was assigned to ARBS Robert Peterson tor review. 

✓ Created By: Shonecia Johnson (2/1/2018 8:4S AM) 
RCAS-SJ completed and submitted RHR. 

Created By: Shonecia Johnson (2/1/2018 8:45 AM) 
.,. RCAS-SJ received email from SO.Jilvny Smpter at Downtown Nashville Nissan: 

RCAS_SJ attached RO to the case. 

Created By: Shoottia JobO§OO {2/1/2018 8:27 AM} 
RCAS-SJ spoke with SD.Jimmy Scripter at Downtown Nashvil e Nissan: 
SD.JS adivsed of the folowing: 

How many times has the customer's vehicle been to the dealer/retailer for repairs? 1 
What repairs were perfonned? none 
Are there currently any OPEN ROs? no 
Is the vehicle currently at the dealership? no 
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✓ How many days has the vehicle been kept out of service at your dealer for repairs? If the Service Manager is unsure, the RCAS needs to collect the hard copies of the repair OC"ders for the vehicle that contain the 
technician time stamps (i.e. the date and time the technician has "logged" time worked on the veNcie until the vehicle is repaired. Also referred to as accounting copies). 

Has the oo-site CA Technical Specialist (CATS) been involved? no 
Has TECH LINE been involved? no 
Has a Dealer Technical Specialist (DTS) been involved? yes 

SD.JS advised that for RO- the VEH was at the DLR waiting on an inspection but the DLR didn't find anything wrong with the VEH. 

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



~ Salesforce - Unlimited Edition 
Created Bv: Adam N•ieY (1/31/2018 9:25 AM) 
CRT-AH sent email to S~ Scriptor and SM-Rick Dantinne requesting responses to DLR RHR questions. 

Created By: Adam Haley (1/30/2018 4:34 PM) 
CRT-AH placed ou11lound call to C a 

CRT-AH CHECKED for open recalls/campaigns and found: 0 
Previous UNRELATED Case(s) FOllld: 0 
Previous RELATED Case(s) Found:-

CRT-AH confirmed CRT-AH was speaking witl1 C. 
CRT-AH ADVISED 'Tois call may be recorded for quality and training p...-poses." 
CRT-AH asked if this was a good time to speak about C's case. 
CRT-AH identified CRT-AH as C's consumer affairs agent and established credentials. 
CRT-AH verified C's maiting and email address, and pllooe #. 
CRT-AH verified C's concerns as FEB light coming on intennittently. 

C stated that C has previous case. 
C stated that VEH activated llrakes and light came on and VEH slowed to around 20 JTC)h. 
C stated that event happened 2 other times. 
C stated that yelow indicator light comes on intennittenUy. 
C stated that C is not comfortable in VEH. 
C stated that C has video of light flashing. 

CRT stated that CRT will review. 

C stated that C is so scared to drive VEH. 
C stated that C wants another VEH. 

CRT saked the following: 

• Wiry do you want to return the veh to NNA? 
C stated that C is scared to drive VEH. 

✓ • Where is the veh currenuy? 
C stated C has VEH. 

• 'Mlere was the veh purchased? 
C stated DOWNTOWN NASHVILLE NISSAN 

• Was it purchased new or used? 
C stated new. 

• Where is the veh serviced? Has the veh been taken to multiple Nissannnfinity dealers? 
DOWNTOWN NASHVILLE NISSAN is where C takes VEH for ooncems. 
VEH has not been serviced yet. 

C stated that C has -ady spoken with media personnel. 
C stated that C does nol want to hurt NNA llrand too badly. 

CRT stated that RHR process can take up to 3 business. 
CRT stated that CRT will follow up witl1 C before or on Friday. 

CRT asked if C needed anything else at this time. 

C stated no. 

CRT asked if C would fike CRT's pllooe # now or preferred email. 

C stated email. 

CRT advised C to contact CRT with any concerns before tollowup. 
CRT thanked C for C's time. 

Call ended mutuaBy. 

Created Bv: Adam N•ieY (1/30/20181:34 PM) 
CRT-AH placed outtx,und call to DOWNTOWN NASHVILLE NISSAN. 

CRT spoke with SA-Larisa Mishud. 

✓ SA stated that last time C was at DLR was in November. 
SA stated that C came in for FEB concerns but DLR was unable to duplicate. 

CRT thanked SA. 

Call ended mutual y. 

Created By: Akash Patel (1/30/20181 1:52 AM) 
CRR-AP VERIFIED Account Into including: C's name, home & emai address & best contact# 
CRR-AP VERIFIED VEH Into including: VIN#, 
CRR-AP CHECKED tor open recalls/campaigns and tound: 0 
CRR-AP CHECKED tor previous UNRELATED Case(s) and follld: NONE 
CRR-AP CHECKED previous RELATED Case(s) and tound: 0 
CRR-AP received a cal from C. 

C provided case nu,1 .bet 

CRR-AP checked and advice C wil be receive cal from RCAS by end of today. 

C stated ok. 
C ask for the RCAS name and number. 

CRR-AP provide RCAS first name and denied for W0<1< ph nt.mber. 
CRR-AP ask any further assistance. 

C denied. 

Best contact 

Call ended mutuaBy. 

Created By: Jennifer Keresztes (1/29/2018 7:59 AM) 
-cRR_JK Nomg Case Relation# is 28956325--

Created By: Jennifer Keresztes (1/29/2018 7:58 AM) 
"CASE SUMMARY-' 
C contacted Nissan CA requesting assistance with Buyback/ C dose not feel safe with VEH 
CRR~K advised C the case wil be sent to a regional constmer affairs specialist for review 

Created By: Jennifer Keresztes (1/29/2018 7:58 AM) 
CRR.JK <OPENED > AcOOlllt intormation including: C's name, home & e-mail address, 
phone number & best contact nt.mber 
CRR.JK VERIFIED VEH Information including: VIN #, CUrent Mileage, Warranty & Service History 
CRR.JK CHECKED tor open recalls/campaigns and tound: 0 
CRR.JK CHECKED tor previous UNRELATED Case(s) and follld: 0 
CRR.JK CHECKED previous RELATED Case(s) and found: 0 
CRR.JK NOTED concern is: Buyback/ C dose not feel safe with VEH 

CRR.JK received inbollld call from C. 
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C stated they are havilg issues with the !O<ward eme,gency brake system 
C stated the DLR had VEH for two mootlls trying to figure out what was wroog with VEH 
C stated notlling has been dooe for tt 
C stated had tt back for 10 days and light is flashing stil 
C is not oomfor1able drivilg the VEH with the light flashing and not knowilg when tt may seize uP because cl tile fo<ward emergency brake 
C stated t- to DLR tllis moming and they ran diagnostics and they did not find anything at all wrong 
C stated this is the third time happening to VEH 
C stated they also ha11e video proof of tllis happening to tlleir VEH 
C stated they need tlleir VEH fixed for they doni feel safe in it 0< tlley want a new reliable VEH to drive 

CRR.JK informed C tllat al concerns have been documented and asked C if there was anything else CRR.JK could assist witll. 

C declined. 

CRR.JK informed C tllat Case will be trans/erred to a Regional Consume, Affairs Specialist who will contact the C by close of business day 1/30/18 regarding C's concern. 

C understood. 

CRR.JK provided C with agent ID 7319259 and case nu~ 
CRR.JK noting C's best contact n<.mbe< . 

Call ended mul\Jaly 
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Case Categorizations 

Action ~ ~ # Catego,y Description Subcatego<y Oesaiption Symptom Description 

UNABLE 
DIAGNOSE/DUPLICATE 

Case Categorizations Help 

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

BRAKES 

Forms 

No records to display 

A Back To Top 

INTELLIGENT BRAKE ASSIST 
(IBA) 

26 

Always show me more records per related list 

1/29/2018 WT AD 

Copyright© 2000-2020 saleslorce.corn, inc. Al rights reserved. I Privacy Statement I Security Statement I Terms cl 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 3/2612018 

Supporting Documents 

CA Muttiple Repairs 

Social Media Involvement 

Martiz Custome< Id 

Case O#nH location Franklin 

Texting Status 

Case Reopen Count 1 

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 13,552 

Incident Codes - IIR REQUIRED 

lncidef'lt Date 

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 22617 

Dealer Detail 

ease Servicing Dealer MARI AORO NISSAN 
Case Servicing Dealer Region Northeast Region 

Bluetooth 

Related Items 

Responsible District 10 

SharedWrth 

Phone Carrier 

Phone Manufacturer 

Reported From 

Issue Categories 

Approwd Ched< Reques1s $0.00 

Customize Page I Printable Vrew I Help for this Page 

Case ~""Y I/it! I Case ConYnents £l:II I c..,.. Categorizations W I ,E= W 

J Reopen Case 11 Clone Closed Case J 

Case Owner Rick McOure 

Type CA 

Case Origin Phone 

Executive Refenal 

Exee>Received-Oa.te 

Status Closed 

Datelrme Opened 1/29/2018 8:51 AM 

Date/Tome Closed 3/23/2018 3:16 PM 

Multiple Repairs No 

Executive Summary 

Executive Actions To Resolve 

Vehicle Maintained Location MARLBORO NISSAN 

Previous Repai.r Date 51912017 

Previous Repair Location 

Related Vehicle Make Nissan 

XTIME Appointment Numb« 

Rollowf' 

Property Damage 

Injury letter 

Nootber Injured 0 

RHR Started 1/29/2018 

RHR C«npleted 

Customer Document Requested 

Date Requested 

Customer Document Received 

Date Received 

Part Numb« 1 

Beyond Basic Warranty Miles 1 O 

Beyond Basic Warranty Months1 

Beyond PT WalTal'lty Miles1 0 

Beyond PT Warranty Months 1 0 

Data Net ✓ 

Datanet Deal« Date 3/23/2018 

Oealff Instructions Service Oepl Review 

Requested Dealer Action re-ne'W 

Bluetooth Ticket Status 

Phone Model 

Phone Operating System 

Goodwill Offered 

VCAH 

Goodwill Processed 0 

Vehicle Service Contract 

VSC Reprint Request Email 
.J 
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Contact Name --

Sales & Service Campaign Specific Information 

Hot Alert Date Home Phone 

LS Response rime WO<l<Phone I,,_ 
Mobile Phone 

Vert>atims 

Alert Trigger Verbatim 

Survey Verbatim 

Deale< Action History 

NNA Notes 

Customer Conversation Notes 

DTS Inspection 

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:-­
JN8AT2MVS~ 

Created By 

Last Mocfrfied By 

Amanda Kapogines 1129/2018 8:51 AM 

NNAill, 12/10/2018 10:32 PM 

Case Record Type CA Oosed Case 

Days Closed 802 

Action c- NT8F 

What action was taken? SF Provided Vehicle Information 

Agent Comments 

Agent Comments FEB concern 

OfferVPP 

Agent Next Step 

VIN: Root Cause 

Root Cause Code 

Root Cause Code (2) 

Document ID 

J Reopen Case I ! Clone Closed Case I 
Case History 

Date 

3/23/2018 3:16 PM 

3/23/2018 3:11 PM 

3/23/2018 2:11 PM 

3/23/20181 :50 PM 

Show more • I~ 

Case Comments 

Public Comment 

Use< 

Oezerick Frazier 

Oezerick Frazier 

Pezerist Frazier 
Janisha Wilkerson 

Created By: Oezerick Frazier (3123/2018 3:17 PMI 
✓ - [Added after tile case is closed.] -

Action 

Olanged Status from Open to Closed. 

aosec1. 

Olanged Case owner from Dezerick Frazier to Rick McClure. 

Olanged Follow Up Date from 3/23/2018 to 3126/2018. 

Olanged Case owner from Kyra Watton to Oezerick Frazier. 

RC=F spoke with CA Manager Rick McClure asmg it was ok to close case in CA Manager-RM name. 

Created By~ Peztrick Fwtec 13/23/2018 3:14 PM) 
✓ RC=F emailed CEM- Sam Sapienza . 

RC=F inlormed CEM-55 tllat will write consumers affairs in C's state. 

✓ ~:,"::.': ~~tOezerick Frazier (312312018 3:12 PM) 

Created By: Oezerick Frazier (3123/2018 3:10 PMI 
RC~F is closing Case as no further assistance can be offered at this time. 

✓ -CASE SUMMARY-
C contacted Nissan CA requesting assistance with FEB concern 
-STATEMENT OF DECISION' ,.. 

SCIN 

RC=F is clooing tile case because OTS was not able to duplicate tile ooncern RC=F reviewed Case witll SRCAS,JW ,OEM- Sam Sapienza , ARBS-CA-Pt, Rick Mcaure. 

✓ Created By: Janisha Wilkerson (3123120181:50 PM) 
SRO~ is assisting with~ esc call 

SROAS-IW called 

SRAS-JW advised C tile call may be recorded for training and quality purposes 

C stated tllat C's veil stopped twice while C's wife was drimg 

C stated C is uPSOt tllat NNA is not doing anytlling about ~ 

C stated tile DTS came to inspect tile vehicle and data readings on tile vehicle 

C stated tllat C receilled a letter tllat the concerns were not duplicated 

SRO~ advised C tllat SRCAS,JW nor RCAS-DF are mechanically inclined to 
repu or diag C's veh 

SROAS-IW referred C back to the NNA dtr for further diag d C is stating tl1ere are concerns to address 

C stated tile NNA dlr is doing notlling 

SRO~ advised C tllat tile dlr and a NNA specialist inspected the veh and tllere were not any concerns dupicated 

SRO~ advised C tllat SRCAS,JW relies on tile infonnation from tile dlrs and specialist 

https://nissanna.my.salesforce.com/5000G00001PcS47QAF 
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C stated that C will write consumers affairs in C's state and contact everyone C's 

C stated that C have been Sl)eaking with Assistant GM Josh, GM Dan, Salesman Mar1< 
at the NNA dlr 

C stated that the dlr offered to get C into another vehide 

C stated that C did not get into a new vehide due to 

C stated that everyone is stating that C is lying to C 

C asked if SRC~ wants C to write to everyone that C can reach and will tell othe<s 

SRC~ advised C that wil be C's choice for SR~ cannot make the decis,on for C 

C stated thank you and immediately tenninated the call 

Created By~ Peztrick Fwtec 13/23/2018 8:10 AM} 
✓ CEM- Sam Sapienza emailed RCAS-DF. 

CEM-SS stated Change in strategy. The DOM and AGM now feel the VPP offer would be so small that ft would only enflame the customer more . 

./_ ~~~~~:wur.rew~~~g.~~~) 
Created By: Dezerick Frazier (3123/2018 8:07 AM) 
RC~F placed - call to C 

RC~F asked C if this is a good time to discuss C's case. 

C- stated yes. 

RC~F advised C that this call may be monftored for training and quality purposes • 

RC~F informed C that RC~F WIOUld like to offer C a VPP for C's VEH concerns. 

C asked what is a VPP. 

C- stated that a VPP alows the customer to re<elve employee pricing for Nissan or lnfiniti vehides. 

C- stated that C does not want a VPP. 

C- stated that there is something wrong with the VEH . 

C- stated that that FEB concern reoccurred again on Salllrday. 

C- stated that C was driving and the VREH just cut off and the lights went on . 

C- stated that Nissan needs to do something aboot this. 

RCAS-OF informed C that Nissan came out and did a inspections. and the Nissan specialist were not able to duplicate tee conoem➔ 

✓ RC~F informed C that NNA would like to offer C a VPP. 

C- stated that C spo«e with the dealefship about a VPP and that enough. 

C- stated that upper management needs to be involved in this. 

RC~F stated the RCA=F can offer a VPP. 

C- stated that's not good enough .. 

RC~F asked if C wants to speak with a supervisor because RC~F can only offer a VPP. 

C- stated yes because something needs to be done. 

RC~F informed C that a supervisor will oontact C by EOB Monday 3126118. 

C- stated that C wants to speak with someone today. 

RC~F stated that RCAS-DF wil try to get in a supervisor to call C today. 

C- stated ok. 

RC~F thanked C for allowing sometime to discuss this case. 

RC~F advised C to have a great day. 

Call ended murualy. 

Created By: Dezerick Frazier (3123/2018 7:37 AM) 
RC~F place outbollld call to Ca 

✓ It was a loud screechy noise. 

VMX was not a option. 

~~~~~a~™:ii'~~~181:22 PM) 
✓ RC~F left a VMX for C. 

RC~F provided direct number and C's case number. 

RC~F set a lolow up date for Friday 3123118. 

Created By: Dezerick Frazier (3122/20181:18 PM) 
✓ RC~F place outbollld call to Ca 

It was a loud screechy noise. 

Created By: Chad Alsw 13/22/201810:18 AM) 
ARBS-CA-Pl notes approves VPP Request 

Created By: Dezerick Frazier (3122/2018 8:48 AM) 
✓ CEM- Sam Sapienza emailed RCAS-DF. 

• 

CEM-SP asked RC~F to offer C a VPP A plan for C. 

Created By: Janelle Cantrall (3/21/2018 4:26 PM) 
Arbs rev'd Case File for Trade Assistance and Advised RCAS-SS that this case is not eligible lorTA 

No duplication by Dealer 
No duplication by DTS in IIR inspection. 

Created By: Alex Kang 13121/2018 1:02 PM) 
ARBS notating that inspection has been already oorrc,jeted and no further assistance can be provided through IIR. ARBS is sending to RCAS for further assistance. 

Created Bv: Amaka Okg(Qf fJ/211201812:57 PM) 
----CASE SUMMARY • 

I Customer is seeking assistance with concerns on case incident happening agai for 4th time and seeking to speak to ARBS-ALEX 

Be 

https://nissanna.my.salesforce.com/5000G00001PcS47QAF 
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Created Bv: Amaka Oka(Of 131211201 8 12:57 PM) 
CRR-AO VERIFIED Account Info including: C's name, home & emai address, phone# & best cootact# 
CRR-AO CHECKED tor open recalls/campaigns and found: 0 
CRR-AO CHECKED tor previous UNRELATED case(s) and foond: 0 
CRR-AO CHECKED tor l)(eviOUS RELATED Case(s) and found: 0 
CRR-AO NOTED Concern is: Incident has repeated itself for 4111 time 

CRR-AO received inbound call from C 

C stated case # 
C stated C is cali ng to speak to ARBS- ALEX 
C stated lllat incident has happened again tor the 4111 time 
C stated C would WMt to get contacted as soon as possible 

CRR-AO noted 
CRR-AO advised C lllat CRR-AO can1 confirm call back time but an email would be sent to agent about case update 

C agreed 
C denied furthe< assistance 
C thanked CRR-AO for infamation l)(ovided 

CRR-AO gave C CRR-AO first name & ID 7319260 as well as case# 

Call ended mutualy 

■ ;~~~~~J~~9~~~811:05AM) 

ARBS left VXM slating a letter has been sent to C and i C has any questions ll1en C can contact ARBS back. 

Created By: ~<:ll.J:lmg {J/19/2018 8:52 AM) 
Fedex Tracki .. 

Created By: Alex Kang IJ/19/2018 8:40 AM) 
ARBS received email from Weooy Rhinehart stating: 

Page 4 of 6 

Hi Alex. This matter was rev;ewect and there were no defects found with the vehide. The vehicle's braking system was tested and inspected and foood to be ftAty functional with no current OT Cs. There is no FEB mileage 
indicator. The OTS could not replicate the custome(s complaint There is no ew:lence to support the existence of a manufacturing or product defect. OUr reconvnendation is to deny assistance in this matter. Please send 
me a oopy of your detennination letter tor my file. 

Please contact me if you have arry questions or need additional information. 

Thank you, 
Weney 

I g~~=:~:;Z'~~~~~~ ~ng case fO< PL resoMioo. 

Created By: Alex Kang 12/22/2018 9:08 AM} 
ARBS made outlxlund call to C a 

ARBS stated ARBS wooled to remind C of the DTS inspection. 

I C stated C got it. 

C thanked ARBS. 

ARBS lllanked C for C's time. 

Call ended mutualy. 

Created By: Alex Kang 12/12/2018 8:47 AM) 
ARBS made outlxlund call to C a 

ARBS slated an inspection date has been set tor 2/23118 at 10:30 EST. 
ARBS asked ask if C would be available fO< inspection. 

C asked how long would it take. 

ARBS slated about 30 minutes to an hour. 

C stated ok. 

ARBS stated ARBS wil give C a friendly remainder caD on Ille 22nd. 

C stated lllat would wor1<. 

C thanked ARBS. 

ARBS lllanked C fO< C's time. 

Cati ended mutual y. 

Created By: Alex Kang 1217/2018 8:28 AM) 
I ARBS made outlxlund call to C a 

ARBS left VXM requesting call back. 

;r::~~~Jf:~~~ 3:33 PM) 

ARBS left VXM requesting call back. 

Created By: Alex Kang 1216/2018 3:31 PM) 
ARBS received email from OTS-Ben Foss stating: 

Alex, 
I had offered a date fO< 218 on lllis ooe. It doesn1 show lllat you coofirmed with Ille custome, yet 
We are set to get a snowstomt Wednesday into Thursday, so I am going to have to move this one anyway. 
The new date is 2123 at 9:30 AM see d lllat wonts. 

Created By: Alex Kang {2/2/2018 9:30 AM) 

~~~~ ~~ ~~~~doto~l& £LL the case. 
ARBS proceeded with probing questions. 
ARBS asked tor detail description on the incident 

C stated C's wife was driving on Ille street going 40mph and felt i ke Ille brakes went on and Ille vehicle decelerated rapidly. 
C stated ll1ere was grinding noise where Ille shifter is. 
C stated rt lasted 3-4 seooods and straighten rt out 
C stated all the lights on Ille dashboard came on too. 

ABRS asked 'Mlich lights came on. 

C stated It is hard to state because C's wife said a bunch of lights. 

ARBS asked how was Ille road oonditions. 

C stated rt a dear and dry day. 

ARBS asked d Ille Sllllight was in C's wife lace at al or hitting the car. 
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C stated No sun light at all. 

ARBS asked how was the road conditions. 

C stated there was no pothojes and tt was a state ljghway. 

ARBS stated ARBS is going to send out an inspector to come look at the vehicle regarding C's concern. 

C stated the DLRSHP kepi tile vehicle tor 2 days. 

ARBS stated this ilspectoc is conw,g from tile manu!actt.-er. 
ARBS stated tt wil take at least 24 weeks for the inspectioo to take place and it11 take~ weeks for the investigation to be completed. 
ARBS stated ARBS wil give C a call back once an inspector provides a date and time for ARBS. 

C stated ok. 

ARBS asked further assistance. 

C declined. 

ARBS thanked C tor C's time. 

Call ended mul\Jaly. 

I Created By: ~ (1/30/2018 3:22 PM) 
-- 'ARBS RECENED CASE, UNDER REVIEW, PENDING PR06E VERIFICATION---•----

Created By: Samantha Dixon (1/30/2018 3:18 PM} 
- FEBconcern 

,/' 

Created By: Dezerick Fr azier (1/30/2018 3:03 PM) 
RCAS-OF placed outbound call to C a 

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

C- stated yes. 

RCAS-OF advised C that this call may be monttoced tor tranng and quafity purposes. 

RCAS-OF VERIFlED Account Info including: C's name, home & email address, phone# & best contad# 
RCAS-OF VERIFlED Veil Info including: VIN#, Current Mi eage, Warranty & Service History 
RCAS-OF CHECKED tor open recals/campaigns and fotm: none 
RCAS-OF CHECKED tor previoos UNRELATED Case(s) and found: none 

~g~~ ~~~~~\~=ase(s} and found:-

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

RCAS-OF provided direct number and C's case number. 

RCAS-OF did a IIR. 

RCAS-OF set a folow up date tor Friday 2/2/18. 

RCAS-OF asked C if Chad any questioos. 

C-stated no 

RCAS-OF thanked C for allowwlg sometime to discuss C's case. 

Call ended mul\Jaly. 

Created By~ Pezertsk Ewier 11/30/2018 2:43 PM) 
RCAS-OF placed outbound call to the dealership. 

RC~F spoke with service manager Paul Mulen. 

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

✓ S~M stated that C's is having FEB concerns. 

S~M stated that tile dealership was nol able to duplicate the concern. 

SM-PM stated that SM-PM contacted tech line and this concern is under engineering review. 

RCAS-OF thanked SM-PM. 

Call ended mul\Jaly. 

Created By: Dezerick Frazier (1/30/2018 2:37 PM) 
C is having transmissioo concerns 

✓ ~:,"::: ~~tDezerick Frazier (1/30/2018 2:14 PM) 

Created By: Amanda Kapogines (1/29/2018 9:00 AM} I Last Modified By: Dezerick Frazier (1/3012018 2:13 PM} 
CRR-AK RECENED inbound cal from C - JOHN HORAN 
CRR-AK VERIFIED C'S ful name, address, telephone number, email, VIN 
CRR-AK CHECKED for open recalls/campaigns and found: 0 
Previous RE.LA TED cases Found: 0 

C stated when C is driving CNer 40 mph tile vehicle cuts out and stalls sometimes 
C stated this has happended 4 times already 
C stated C brought tile vehicle to dealership however concern could not be duplicated 
C stated C wife drives this vehicle and is concerned for her safety 
C stated C would like tllis fixed or have vehicle replaced 

✓ g: : :::::i ~:::.transferred to RCAS for review 
RCAS would contact C back by E06 January 30tl1 

C understood 

CRR AK provided case # 
CRR AK offered additional assistance 

Cdeclined 

Call ended mutualy 

BEST CONTACT# (978-
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Case Categorizations 

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

POOR OR IMPROPER 
OPERATION 

Case Categorizations Help 

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

BRAKES 

Forms 

GEN. BRAKE COMPONENT 
(S} 
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CttotedBy Request Type 

IIR Dezerick Frazier, 1/30/2018 2:59 PM 

Nways show me more records per related list 
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Case Detail 

AccountN,me -­
Contact Email 

Home Pl1one 

Letter Se-nt Date 

Letter Received Date 

Follow Up Date 1/30/2018 

Supporting Documents 

CA Muttiple Repairs 

Social Media Involvement 

Martiz Custome< Id 

Case O#nH location Murfreesboro 

J Reopen Case 11 Clone Closed Case J 

Case 0wne< !J Sunni Hid<ey 

Type CA 

Case Origin Phone 

Executive Refenal 

Exee>Received-Oa.te 

Status Closed 

Datelrme Opened 1/29/2018 9:10 AM 

Date/Tome Closed 1/30/2018 3:45 PM 

Multiple Repairs No 

Executive Summary 

Texting Status Executive Actions To Resolve 

Case Reopen Count 0 

Description concern with the intelligent brake assist 

Call Script 

Who contacted u.s? Consumer 

#Vehicles Owned 1 

Vd'liele Purchased New 

Pre-Owned Initial Mileage 

CWTMI Mile- 3,000 

Incident Codes . IIR REQUIRED 

lncidef'lt Date 

Sent to legal 

Accident 

Asbag 

Fire 

IIR lndic.ator 0 

IIROate 

HR 

Vehicle Information 

Vehicle SN1AT2MV3H• 

Model Year 2017 

Make NISSAN 

Model Line ROGUE 

Model Code 29417 

Dealer Detail 

ease Servicing Dealer BOWSER NISSAN 
Case Servicing Dealer Region Nissan Mid Atlantic Region 

Bluetooth 

Related Items 

Responsible District 05 

SharedWrth 

Phone Carrier 

Phone Manufacturer 

Reported From 

Issue Categories 

Approwd Ched< Reques1s $0.00 
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Vehicle Maintained Location bowser 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 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 ooncem with the intelgel'lt brake assist 

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:-­
SN1AT2MV3~ 

Josh Medel 1/29/2018 9:10 f,JI, 

NNAill, 12/10/2018 10:29 PM 

Case Record Type CA Oosed Case 

Days Closed 854 

Action c- NT8H 

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

Agent Comments 

Agent comments concern witl1 tile intelligent brake assist 

Agent Next Step 

VIN: 

I Reopen Case I ! Clone Closed Case! 

Case History 

Dale Use< 

1/30/2018 3:45 Sunni 
PM Hjcfsey Changed Status from Open to Closed. 

Closed. 

Root Cause 

Root Cause Code 

Root Cause Code (2) 

Document ID 

SCMR 

1/30/2018 8:08 ~ 
AM Hicl<ey 

Changed Subject from CUSTOMER:--PHONE: 
5N1A12MV3H~ . 

BC VIN: SN1AT2MV3H~ to CUSTOMER:--

Changed Description. 

1/29/2018 9:18 
(,JI, ~ Changed Escalated By ID to 00SOG000009szQt. 

Shgw ID9ll' • I~ 

Case Comments 

Public Comment 

Created By: $11ooi Hiskey (1/3012018 3:44 PM} 
RCAS-SH is closing Case as no furthe< assistance can be offered at this time. 

--•CASE SUMMAR-
✓ C contacted <Nissan > CA regarding concern with forward wamilg collision 

- •STATEMENT OF DECISION"' 
RCAS-SH advised Cveh operating as designed 
RCAS-SH reviewed Case witl1 SA Ryan 
R~SH unable to data net 

✓ Created By: s,eooi Hickev (1/30/2018 3:44 PM) 
RCAS-SH VERIFIED Cs name, home & emai address, concern, phone# 
RCAS-SH CHECKED 1or open recalls/campaigns and tound:0 
Previous U NRELATED Case(s) Found: 0 
Previous RELATED Case(s) Found: 0 
~!!-!°VISED 'Toi~~ be recorded for quality and tranng purposes.■ 

RCAS-SH slated SA Ryan stated 11eh is operating as designed at this time 
RCAS-SH stated DLR hasn't diagnosed w:11 as C only had conve<satiol> with DLR 

C stated where C lives there is a shopping center 
C stated before getting to destilation, there are 4 sets of RR crossr,gs 
C stated the alarm goes off and veil stops 
C stated afraid that someone wil hit C in the back 

RCAs-SH understood and empathized 
RCAS-SH slated tile action that RCAS-SH suggest taking is to halle DLRSHP test drive witl1 C on RR tracks C speaks of to see if there is truty a concern 

RCAS-SH slated but it seems the veh stops as tile system detects obstacle 

C stated C read manual and was in1ormed that concern wil happen, but it has happened to C 7 times already 

C stated OLRSHP didn\ want to replace sensor 
RCAS-SH infonned C sensor can only be replaced once a coocem has been diagnosed 

C stated DLR should disconnect it 
C stated C would have to go through program and disconnect every time C starts veh 

RCAS-SH apologized C doesni like that design featt.re 
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RCAS-SH stated concerns ha"" been documented. 

C understood and stated this will be the last Nissan C buys 

RCAS-SH understood 

Cal ended mutually. 

Created By: SIIOOi HiClcCY (1/30/2018 3:26 PM} 
RCAS-SH made outbound call to OLRSHP. 
RCAS-SH spoke with SA Ryan and provided SA with C's VIN and coocems 

SA stated C ~ is operating as designed 
SA stated C never brought veh in for a diagnosis 

SA stated C has a concern with the forward warning colision 
SA infonmed C system is detecting obstacle, which is stO!)!ling the ~ 

SA stated C wanted system adjusted, but no adjustments can be made. 
SA advised C not to modify veh at own wil . 

RCAS-SH understood 

Call ended mutually 

Created By:~ (112912018 9:18 AM) 
CRR.JM recei- inbound call from C 
- [CASE SUMMARvy--' 

- c has the intelligent brake assist on C's VEH and C goes aver rai road track the VEH llrakes 

■ 

C stated C feels unsafe when the VEH does this 
CRR.JM sent case to RCAS 

Created By: Josh Medel (112912018 9:18 AM) 
CRR.JM VERIFIED Acoount information induding: C's name, home & e-mail acttess, phone number & best contact number 
CRR.JM VERIFIED VEH lnlonnation including: VIN#, Current Mileage 
CRR.JM CHECKED lo< open recals/campaigns and fo..-.d: 0 
CRR.JM CHECKED for previous UNRELATED Case(s) and found: 0 
CRR.JM CHECKED previous RELATED Case(s) and found: 0 
CRR.JM NOTED concern is: IBA 

C stated C bought a 2017 rogue 
C stated when C dri""8 aver rail road tracks the VEH stops because of C's forward emergency braking system 
C stated this is unsafe 
C stated this has happened 6 times already 
C stated the sensor is tilted down words 
C stated the DlR will not adjust the senor as this is the way the VEH was de;gned 
C stated case will be sent to RCAS and C will be contacted by end of bus.-.ess day 01/30/2018 

CRR.JM stated case numbe .. name and agent ID 
CRR.JM offered further assi 

Cdedined' 

Cal ended mutually 

best contact numbef 

Case Categorizations 

Page 3 of 3 

Case Categorizations Help 

Action ~ ~ # Catego<y Description S<lbcatego<y Description Symptom Description Majoc C..,_,ent C- c.rtego,y ~ Symptom Code ~ Code Subcategory Code Concern Code 

BRAKES INTELLIGENT BRAKE ASSIST (IBA) GENERAL INQUIRY QA 1/29/2018 ZR AO 328000 OA 

Forms Forms Help 

No records to display 

r. Back To Top Always show me more records per related list 

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

https://nissanna.my.salesforce.com/5000G00001PcScxQAF 6/2/2020 



~ Salesforce - Unlimited Edition Page 1 of 4 

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

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

- Customize Page I Printable Vrew I Help for this Page 

Show Feed 

Case ~""Y I/it! I Case ConYnents 1i21 I c..,.. Categorizations W I ,E= W 

Case Detail 

Account Name 

Contact Email -Letter Se-nt Date 

Letter Received Date 

Follow Up Date 

Supporting Documents 

CA Muttiple Repairs 

Social Media Involvement 

Martiz Custome< Id 

Case O#nH location 

Texting Status 

Case Reopen Count 

Description 

Call Script 

Who contacted u.s? 

I Vehicles Owned 

Vd'liele Purchased 

Pre-Owned Initial Mileage 

Current Mileage 

Incident Codes - IIR REQUIRED 

lncidef'lt Date 

Sent to legal 

Accident 

Asbag 

Fire 

IIR lndic.ator 

IIROate 

---
3/512018 

Murfreesboro 

0 

UR-FEB-EST 

Consumer 

2 

New 

16,839 

HR -

Vehicle Information 

Vehicle JN8A T2MVS~r,-

Model Year 2017 

Make NISSAN 

Model Line ROGUE 

Model Code 22617 

Dealer Detai l 

J Reopen Case 11 Clone Closed Case J 

ease Servicing Dealer A JCCH I O NISSAN OF I ATHAM 
Case Servicing Dealer Region Northeast Region 

Bluetooth 

Related Items 

Responsible District 14 

SharedWrth 

Phone Carrier 

Phone Manufacturer 

Reported From 

Issue Categories 

Approwd Ched< Reques1s $0.00 
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C....Owne< -~ Type CA 

Case Origin Phone 

Executive Refenal 

Exee>Received-Oa.te 

Status Closed 

Datelrme Opened 1/29/2018 4 :59 PM 

Date/Tome Closed 3/5/2018 1:51 PM 

Multiple Repairs No 

Executive Summary 

Executive Actions To Resolve 

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 

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 3 

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 

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:­
JN8AT2MVS~ 

Vivian Luu, 1/29/2018 4:59 PM 

NNAill, 12/10/2018 10:31 PM 

Case Record Type CA Oosed Case 

Days Closed 820 

Action c- NT8F 

What action was taken? SF Provided Vehicle Information 

Agent Comments 

Agent Comments IIR 

Agent Next Step 

VIN: Root Cause 

Root Cause Code 

Root Cause Code (2) 

Document ID 

I Reopen Case I ! Clone Closed Case! 

Case History 

Dale 

3/5/2018 1:52 PM 

3/2/2018 8:06 AM 

2/23/2018 9:55 AM 

2/19/2018 2:54 PM 

Show more • I~ 

Case Comments 

Pubic Convnenl 

Created By: Alex Kang {J/5120181:51 PM) 
ARBS closing case as no manufactJJrer defect found on the vehicle. 

Created By: Alex Kang {J/512018 1:49 PMI 

Created By: Alex Kang IJ/5120181:49 PM) 

- ~~~~ re~~~ :.T l~2, 212 t IL the letter of de~oo. 

Created By:~ (J/2/2018 8:00 AM} 
ARBS received email from Wendy Rhinehart statilg: 

Action 

Olanged Status from Open to Closed. 

aosed. 

Olanged Follow Up Date from 31912()18 to 3/512018. 

Olanged Follow Up Date from 2/23/2018 to 3/912018. 

Olanged Follow Up Date from 2/20/2018 to 2/23/2018. 

Page 2 of 4 

SCIN 

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 to support a malfunction of the FEB system. our recommendation is to deny assistance in this matter. Please 
send me a copy of your deterrrination letter for my file. 

-

-

Created By:~ (2/2312018 9:56 AM} 
ARBS received email from DTS Michael Gooil stating inspection has been uploaded to FTP. 

ARBS moving case pending Pl resolution. 

;_~~~~~ ~ J~~Sf-~~8 2:26 PM) 

ARBS stated regarding the rental or loaner vehicle, C would need to speak to the DLRSHP about that 
ARBS stated ARBS doesni have any authorization to provide ooe to C. 

C stated how long would the inspection take? 

ARBS stated tt would take around 30mnrtes to an hour. 

ARBS stated the inspector will be there at the DLRSHP and ij tt would need to take looge( than Iha~ C would need to speak to the DLRSHP. 

C stated ok. 
C stated last time the DLRSHP kepi the vehicle for like a month. 

ARBS stated wel the inspector is very well trained by Nissan regarding any issues. 
ARBS stated ARBS would recommend C speaking ol the DLRSHP about the rental. 

C stated ok. 
C thanked ARBS. 

Call ended mutualy. 

Created By: Alex Kang {2/1512018 2:22 PM) 
ARBS received VXM from C stating C received the message and C would need a call bacl< regarding a rental vehicle . 

• 
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;~°i;'~~ ~ J~~Sf-~18 8:43 AM} 

ARBS left VXM regarding DTS inspection. 

Created By: Alex Kang 12/9/2018 3:38 PM) 
ARBS made OUUJound call to C 

ARBS stated DTS has contact ARSS back with an inSl)ection date. 
ARBS slated the inspector can come out to the DLRSHP on 2/16118 at 8 AM est. 
ARBS asked tt that was good for C. 

C stated yes. 

ARBS stated ARBS wil gi>e C a r- call on 2/15118. 

C stated ok. 

C thanked ARBS. 

ARBS thanked C for C-s time. 

call ended mutually. 

Created By: Alex Kang 12/9/2018 3:16 PM) 
ARBS made OUUJound call to C ---
ARBS asked tt Chas 15-20 ~ the case. 
ARBS proceeded with probing questions. 
ARBS asked for detail description on the incident. 

C stated C was driving normaly around 40mph. 
C stated~ wasni raining and clear day. 
C stated all of sudden the vehicle ~s made a sound and wamilg light came on 
C stated the -,,ing light said warning and flashed red and went away. 
C stated it was jerking because it wanted to stop but c was stil accelerating. 
C stated ~ happened at night time al0IMld 6 

ARBS stated ARBS is going to schedule for an inspector to come out to oome look at the vehide. 
ARBS stated it wil take at least 24 weeks for the inspector to come inspect the vehide. 
ARBS stated this whole entire process will take ~ weetts. 
ARBS stated but ARBS would i ke for an inSl)ector to come out and look at the vehicle. 

C stated that is fine. 

ARBS ve,ified Fuccillo Nissan of Latham as a good Nissan DLRSHP for C to bring the -cie too. 
C stated yes. 
ARBS stated ABRS wil gi>e C a call back once ARBS receives the inspection date. 
C thanked ARBS. 

ARBS thanked C for C's time. 
Cati ended mutual y. 

Created By: Alex Kang 12/9/2018 9:40 AM} 
ARBS received VXM from C requesting call back 

Created By: Alex Kang 12/7/2018 8:33 AM} 

- ~~~~~=~~ca 1212. St contact infonnation and requesting call back. 

Created By:~ (2/2/2018 9:49 AM} 
ARBS made OUUJound call J 
ARBS left VXM providilg c nuu-,i::::i , tRat contact information and requesting call back.. 

Created By: Alex Kang 11/31/201811:10 AM} 
•" • • •----"ARBS RECEIVED CASE, UNDER REVIEW, PENDING PROBE VERIFICATION._ .. _.__ ... ___._.,._ 

Created By: Samantha Dixon (1/31/2018 11:06 AM) 
C contacted CA for the VEH stopping i.tlile driving. 

Created By: Kelsey Christiansen (1/31/2018 7:48 AMI 
RC~CplacedOUUJoundcall toCon 1--
RC~C ADVISED °This cal may be recoroea 10r ~~rposes.' 
RC~C VERIFIED C's name, home & email address, ooncem, phone 
RC~C CHECKED tor OPEN recals/campaigns and fOllld: 0 
RC~C CHECKED tor previous UNRELATED Case(s} and found: 0 
RC~C CHECKED previous RELATED Case(s} and found: 0 
RC~C ADVISED that RC~C is C's case manage, and point of contact for C. 
RC~C stated RC~C understands that C is having ooncems with: VEH stopping while driving. 

RC~C as«ed for C to explai1 C concerns. 

When: 3 times a month rrinimum. 

✓ Where: no Sl)ecific area but the last time was Western Ave. i1 Albany New York. 

Tme of day: night time 

Where is VEH now: with the customer. 

RC~C ADVISED of looking into this further for C. 

RC~C ADVISED that someone from NNA may cal C withi1 the next 3 business day and try to allow about 30 minutes to fully discuss this. 

RC~C ADVISED that someone wil folow up wtthin the next 3 busiless days. 

C declined further questions. 

Cati ended mutualy. 

Created By: Kelsey Christiansen (1/31/2018 7:39 AM) 
✓ RC~C placed OUUJound call to C at 

mailbox is full and not excepting messages at this time. 

Created By: Kelsey Christiansen (1/30/2018 9:29 AMI 
RC~C placed OUUJound call to C at 

✓ RC~CleftVXMtorC. 

RC~C provided C with case#, CRT-KC'• phone#, and wor1< hours. 

RC~C ADVISED C o f falowing up by EOB on Wednesday. 

Created By: Kelsey Christiansen (1/30/2018 9:26 AMI 
RC~C placed OUUJound call to C at 

✓ RC~CleftVXMtorC. 

RC~C provided C with case#, CRT-KC'S phone#, and wor1< hours. 

RC~C ADVISED C of falowing up by EOB on Wednesday. 

✓ Created By~ Kelsey Chci!Uao3eo (1/30/2018 8:13 AM) 
RC~C placed OUUJound call to Fuccilo Nissan of Latham. 
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RC~C Spoke with Service Manager Kevin. 

SM stated that Chas not been in for a while. 

SM stated that C came in for engine concerns the engine was running poor1y and had the engine tight ort 

SM- stated that as an afterthought she brought up the stopping and the DLR could not verify the coocern. 

RC~C thanked SM. 

Cati ended mutual y. 

Created By:~ (1/29/2018 5:07 PM) 
•- [CASE SUMMARY]"•-

,/' Concern: VEH concern that the DLR is unable to resolve after several attempts. 

Action: CRR-VL sent the case to RCAS foc ass,stance. 

Created By: Vivian Luu (1129/2018 5:06 PM) 

Best cootact numller. -■-
CRR-VL received inbound call from C. 
CRR-VL VERIFIED Acoount Info including: C's name, hocne & email address, coocern, best cootact# 
CRR-VL VERIFIED VEH Info induding: VIN#, Current Mileage, Servicing DLR, Warra11tj & Sefvice History 
CRR-VL CHECKED lo< open recalls/campaigns and fo..-.d: 0 
CRR-VL CHECKED foc previous UNRELATED Case(s) and found: 0 
CRR-VL CHECKED previous RELATED Case(s) and found: 0 
CRR-VL NOTED Concern is: VEH ooocern that the DLR is unable to resolve 

C stated C has been having coocem with the VEH. 
C stated there was a grinding noise on the road and then the VEH stopped in the middle of the road while C was driving. 
C stated then the VEH cootinued to drive nocmalty. 
C stated there is a yellow triangle warning light with the exdamatioo mar1< co the dash board when the coocern happened. 
C stated the coocern happened once per trip and 4 happened 3 times per month. 
C stated C kepi taking the VEH to the Nissan DLR but the DLR informed C that there is nothing wrong. 

✓ C stated the DLR kept the VEH ooe time lo< a month to look into the ooocern. 
C stated the DLR replaced the !root sensoc of the VEH but C still has the same ooocern. 
C stated the DLR didn\ notice the warning light when the VEH was in at the DLR. 
C stated when C took the VEH back to the DLR about a month ago, and the DLR inlormed C that there is nothing the DLR can do. 
C stated C called NNA because the ooocern happened again 5 secoods ago. 

CRR-VL notified C that CRR-VL has created a case and doctmented C's concern. 
CRR-VL inlormed C that the case wit be transferred to a Regional Consumer Affairs Specialist who will cootact C by close of the next business day which is 1/30/2018 regarding C's coocern. 

Cl.llde<stood. 

CRR-VL emailed C to provide the case number, name and agent 10 7319010 as requested. 
CRR-VL offered further ass,stance. 

Cdeclined. 

CRR-VL thanked Clo< caling Nissan. 
Call ended mutualy. 
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Case Categorizations 

Adion ~ ~ # Catego,y Description s..bcatego<y Oesaiption Symptom Description 

MULTIPlE REPAIR 
ATTEMPTS 

Case Categorizacons Help 

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

Forms 

Action Fonn -A Back To Top 

POWERTRAIN 

Request Type 

IIR 

GEN. POWERTRAIN 
COMPONENT 

Created By 

Kelsey Christiansen, 1/31/2018 7:48 AM 

Always show me more records per re-lated list 

1/29/2018 YE BG 
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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 

Contact Emai - -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 

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 5,500 

Incident Codes - IIR REQUIRED 

lncidef'lt Date 

Sent to legal 

Accident 

Asbag 

Fire 

IIR lndic.ator 

IIROate 

HR -
Vehicle Information 

Vehicle JN8AT2MV4f rl 

Model Year 2017 

Make NISSAN 

Model Line ROGUE 

Model Code 29417 

Dealer Detai l 

ease Servicing Dealer GARREN CITY Nl$SAN 
Case Servicing Dealer Region Northeast Region 

Bluetooth 

Related Items 

Responsible District 07 

SharedWrth 

Phone Carrier 

Phone Manufacturer 

Reported From 

Issue Categories 

Approwd Ched< Reques1s $0.00 

Customize Page I Printable Vrew I Help for this Page 

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

J Reopen Case 11 Clone Closed Case J 

Case Owne< ■ Samantha Oixoo 

Type CA 

Case Origin Phone 

Executive Refenal 

Exee>Received-Oa.te 

Status Closed 

Datelrme Opened 1/30/2018 10:20 AM 

Date/Tome Closed 2/20/2018 8:57 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 1/30/2018 

RHR C«npleted 1131/2018 

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 please review. 

Bluetooth Ticket Status 

Phone Model 

Phone Operating System 

Goodwill Offered 

VCAH 

Goodwill Processed 0 

Vehicle Service Contract 

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

Hot Alert Date 

LS Response rime 

Vert>atims 

Alert Trigger Verbatim 

Survey Verbatim 

Deale< Action History 

NNA Notes 

Customer Conversation Notes 

DTS Inspection 

Contact Name 

Home Phone 

Wodc.Phone 

Mobile Phone 

Email 

Attemate Email 

OTS Inspection Date OTS Inspection Date Confirmed? 

DTS Request Type Notes for OTS (Vehicle Concerns) 

Inspection Time/Notes Appointment Time: 

System Information 

Subject 

Created By 

Last Mocfrfied By 

Notes to Agent 

CUSTOMER:-­
JN8AT2MV4~ 

Kryslal Bridoelal 1/30/2018 10:20 AM 

NNAill, 12/10/2018 10:31 PM 

Case Record Type CA Oosed Case 

Days Closed 833 

Action c- NT8G 

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

Agent Comments 

Agent Comments complete IIR. 

Agent Next Step 

VIN: Root Cause 

Root Cause Code 

Root Cause Code (2) 

Document ID 

I Reopen Case I ! Clone Closed Case! 

Case History 

Dale 

2/20/2018 8:57 AM 

2/16/2018 8:04 AM 

2/14/2018 10:55 AM 

2/12/2018 9:35 AM 

Show more • I~ 

Case Comments 

Pubic C«nmenl 

Use< 

Samantha Dixon 

Samantha Dixon 

Samantha Dixon 

Samantha Dixon 

Created By: Samantha Dixon (2120/2018 8:57 AM) 
ARBS mailed resolution letter 

✓ fedex tracking 

ARBS cJoso,g case 

Created By: Samantha Dixon (2120/2018 8:42 AM) 
ARBS received inbound call from c 

Action 

Changed Status from Open to Close<l" 

Closed. 

Changed Follow Up Date from 2/22/2018 to 3/2/2018. 

Changed Follow Up Date from 2/1412018 to 2/22/2018. 

Changed Follow Up Date from 2/1612018 to 2/1412018. 

Page 2 of 6 

SCIR 

Ca-se History Help 

Case Conments Help 

ARBS advised that This matter was reviewed and there were no defects found with the vehicle. The OTS was unable to duplicate the customer's concern and there are no DTCs or FEB mileage activations noted. There is 
no evidence of a manufacturing or product defect that caused or contributed to this incident 

c stated that c is wanting the system permantely deactivated. 

✓ ARBS advised that is not an option. 

c understood. 

✓ 

✓ 

ARBS advised that at this time NNA would ask for c to return the loaner veh baci< to the DLR. 

c understood. 

call ended mutually 

Created By: Samantha Dixon (2120/2018 8:36 AM) 
ARBS made outlxlund call to C -

Rick advised that c is not in the office today and is out sick. 

Call ended mutualy 

ARBS made outlxlund call to Con home number on fil 
ARBS had to leave a vcmail 
ARBS advised that the inspection results were availabe k>r c inspection. 

spo«e to Rici<. 

ARBS advised that c will be reoei~a letter and if c has any questions once the letter is received to call AR.BS back.. 

ARBS provided direct··-
Created By~ Samantha Pi¥@ 12120I201s 8:24 AM) 
ARBS received email from PL WR 

PL advised that This matter was reviewed and there were no defects found with the vehicle. The DTS was unable to dupicate the customer's concern and there are no OTCs or FEB mileage activations noted. There is no 
evidence of a manufacturing or product defect that caused or contributed to this incident 

✓ Created By: Samantha Dixon (2116/2018 8:03 AM) 
ARBS received email from DTS advising that report has been uploaded to FTP 
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Follow up willl Pl in 10 business days 

Created By: Samantha Dixon (2114/2018 10:48 AM) 
ARBS received email from SM WIii: 

Page 3 of 6 

✓ Yes Ille vehicle is hefe he dropped off last night 

Thank you, 

WiD 

Created By: Samantha Dixon (2/14/2018 7:32 AM) 
ARBS sent email to SM Wiland CC'd DTS: 

Wil , 

✓ I just wanted to follow up willl you to see rt Ille customer dropped off his vehicle last r,ght like he stated he was going to. Please confirm. 

Thank you, 

Samantha Dixon 

Created By: Samantha Dixon (2/12/2018 10:28 AM) 
ARBS received email from SM Wil : 

✓ Okay no problem I wil have a rental reserved fo, him. 

Thank you, 

WiD 

Created By~ Samantha Pi¥@ 121121201a 9:34 AM) 
ARBS sent email to SM Wil and CC'd DTS; 

Wil , 

I spoke to Ille customer and explained lllat we spoke and lllat Ille loaner vehicle is approved fo, Ille whole IIR process(~ weeks) and apologized for Ille oonfusion and inconvenienoe lllat Ille customer has experienced. 
✓ He did confirm lllat he will be out at Ille dealer tomorrow evening 2/13 to drop his vehicle off and obtain Ille loaner vehicle. I did advise lllat Ille inspectioo will be taking piaoe on 2/15 and he did confirm lllat he will be 

dropping the vehicle off tomorrow evening. Please have the loaner vehicle available for him tomorrow when he comes in. If he doesn't show tomorrow evening to drop off the vehicle or there are any issues please let me 
know. 

Thank you, 

Samantha Dixon 

Created By: Samantha Dixon (2/12/2018 9:33 AM) 
ARBS made outlxlund call to C 

ARBS apologized fo, Ille confusion lllat c has expe<ienced regarding Ille loaner veh. 
ARBS explained lllat everyttvng was explained to SM Wlll lllat NNA is covering c loaner veh during Ille time of Ille IIR process. 
ARBS wanted to confirm lllat c will be dropping Ille veh off tomo,row evening. 

c stated yes. 
✓ c stated that if c doesn't receive a loaner veh tomorrow that c will return the lease veh and be done with Nissan al together. 

ARBS understood. 
ARBS explained lllat ARBS has explained everything to Ille DLR since day 1 but there was some rriscommunication along Ille way and lllat ARBS apologizes for that. 
ARBS explained again lllatARBS hasexpiained to SM Wll lllat Ille loanerveh is covered for Ille whole IIRprocessand lllat NNA wiD ensure lllat Ille DLR is paid for Ille loaner. 
ARBS advised for c to drop Ille veh off on 2/13 obtain Ille loaner veh and lllat Ille DTS will inspect on 2/15. 

c understood. 

call ended mutually 

Created By: Samantha Dixon (2/12/2018 9:23 AM) 
ARBS made outlxlund call to SM Wil■■-

ARBS advised lllat ARBS spoke to SM WiD 2/6 and advised that NNA would cover Ille loaner veh fo, Ille whole time of Ille inspection prooess. 

SM Will advised lllat DTS advised lllat Ille veh would be released back to Ille custo,ner afte< Ille inspection and lllat Ille rental wouldni need to be covered for~ weeks. 

ARBS explained lllat would be at c discretion to take c veh back but NNA has approved to cover Ille loaner for Ille whole IIR process and lllat this case is a special case lllat received approval for Ille loane< veil. 

✓ SM will understood. 

✓ 

SM Will advised lllat c is supposed to drop Ille veh off on 2/13 in Ille evening and lllat Ille DTS can possibly inspect on 2/15. 

ARBS understood. 
ARBS also explained lllat tt was explained to c on 2/6 lllat if no defects w..-e found with Ille veh lllen c wil have to return the loaner and take c veh back. 

SM will understood. 

call ended mutually 

Created By~ Samantha Pi¥@ 121121201s 9:04 AM} 
ARBS received email from OTS: 

Samantha, 
This custo,ner is at Ille deale< today (Saturday) to pick up a loaner and drop off his vehicle. This case was checked oonfirmed for 29.18 (Friday) without verifying willl Ille custo,ner which led to me being at Ille dealer and 
dealer calling customer as if he had forgotten, only to find out he never actualty was spoken to. Then the customer was told to bring the customer to the dealer to pick ~ his rental which was never specifically confirmed 
with dealer. This dea1ef is unable to fuffil a long term rental request on Ille spot without notioe. The Service Manager WiU Rosano had nol received descriptive information regarding Ille rental and was not prepared to oiler 
a long tenn rental, another negative for us t'NO days in a row. Please verify his contact infonnation and if possible reach out to him via phone if needed. 
Wil Rosano Sefvioe Manager Nissan of Garden aty: 

~~a11: £,lkoQN,ssano!GardenCity.com 

ARBS rei,lied to DTS emai: 

Carlos, 

The deale< was aware lllat Nissan was offering lllis custo,ne, a rental for Ille length of Ille IIR prooess. I spoj(e to Will on Ille phone on 2/6 and sent him an email as wel to follow up will1 him on Ille same day. As for Ille 
2/9 date, when I called Ille customer and left a message with his co-WO<ker I specifically advised when Ille inspectioo would be and if Ille customer wasn1 abre to make tt to cal me back, so when I didn1 hear anyllling 
back from the customer, I assumed everything was good to go so t confirmed the date. I also sent Will an email advising when you were coming out and if the customers veNcle wasn't there to let me know .. .. once again I 
never heard anything frO<n Ille dealer, so assumed everyllling was good to go. And Ille email address you provided for Will is Ille one lllat I sent bolll of my emails to. 

Thank you, 

Samantha Dixon 

✓ Created By: Samantha Dixon (2/9/201810:18 AM) 
ARBS made outlxlund call to c 

ARBS advised lllat ARBS called c on 217 and left a message with a genflernan and was ensured that c would receive Ille message. I 

c apologized lllat ARBS message was not received. 
C asked rt C can drop Ille veh off tomooow at Ille DLR. 

ARBS advised lllat would be Ille best situation and ARBS assumed that would have already been completed sinoe a loaner veh was offered to Ille custome,. 

c apologized lllat c hasnt oblained Ille loaner yet. 

ARBS advised lllat ARBS will follow up with Ille DTS to get a new date and to advise lllat Ille veh will be at Ille DLR. 
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call ended mutually 

Created By: Samantha Dixon (2/9/2018 10:12 AM) 
ARBS emailed DTS: 

Carlos, 

✓ I called and left him a message of when the inspection was going to take place and I notified the dealer as well. I will follow up with the customer. Can I please have another date? 

Thank you, 

Samantha Dixon 

Created By~ Samantha Pi¥@ 12191201& 10:11 AM} 
✓ ARBS received email from OTS: 

This customer states he was never informed of inspection date and does not have a recipcionist Please follow up with him and myself. Thanks 

Created By~ Samantha Dixon 121112018 s:oo AM} 
ARBS sent email to SM Wil : 

WiD, 

✓ I just wanted to folowupwilh you and let you know that Carlos Albertwil be out to the dealer on 2/9/2018@ 10am EST. Please coofirm nthe customer has brought lhe vehicle intolhe DlR. 

Thank you, 

Samantha Dixon 

Created By: Samantha Dixon (2/7/2018 7:59 AM) 
ARBS made outlxxmd call to C 

✓ ARBS had to leave a message WWI recepoonas, 
ARBS advised lhat NNA wil be inspecling 1he 1he veh on 2/9@ 10am 
ARBS provided direct 

✓ ;~°i;'~~:ti;:~~ (21612018 9:43 AM) 

Created By: Samantha Dixon (21612018 9:34 AM) 
ARBS sent email to SM will: 

WiD, 

Page 4 of 6 

✓ Thank you for speaking wilh me lhis morning. Mr. Rizzuto is sieging lhat 1he FEB will chime in the vehicle and lhen 1he brakes wil start to apply wi1h nolhing in front of him. The vehicle has stopped on its own as well with 
nothing in front. He also states that this happens randomly and no matter what road he is traveling on. Due tolhe FEB allegation NNA will be rollering 1he loaner vehicle while the vehicle is being inspected. I did explain to 
1he customer lhat alter the ~ week process, n no defect is found then he wil have to return 1he loaner and take his vehicle back. P1ease let me know ii you have any ~oos. 

Thank you, 

Samantha Dixon 

Created By: Samantha Dixon (216/2018 9:30 AM) 
ARBS made outlxlund call to GARDEN CITY NISSAN spoke to se<vioe manager Will. 

ARBS advised lhat C has contacted NNA sieging a manufacture defect wi1h the FEB in 1he vehicle. 
ARBS advised lhat NNA wil be inspecting 1he vehicle and a loaner veh will be 00\le<ed. 

SM Will understood. 
✓ SM Will requested to be emaied 

willrosano@nissanolgardencity.com 

ARBS thanked SM will for Ille assistanoe. 

call ended mutually 

Created By: Samantha Dixon (21612018 9:18 AM) 
ARBS made outlxlund call to C JOHNANTHONY RIZZUTO 
ARBS requested 20-30 mins to speak alxlut case. 

c stated that whenever c is driving the veh, the FEB will just come on. 
c stated lhat the<e is nolhing in front ol lhe veil. 
c stated that it doesnt matter where c is the FEB comes ort 
c stated lhat ft doesnt matter ij c is on bridges, going uncle< ove, passes, raitoad tracks the FEB wil chime and brakes will start to be pressed. 
c stated that it has happened at green lights, weather being clear, rainy "Weathes", happens often and is very random 
c stated lhat 1he FEB beeps multiple times and then the brake wil start to come on. 
c stated that sometimes 1he FEB will beep and 1he brakes will be applied and then lhere are sometimes 1he brakes wil not come on but c will just receive Ille audible. 
c stated lhat c wil sometimes come to a complete stop and sometimes the brakes will just start to be pressed but wont come to a full stop. 
c stated lhat ft doesnt matter what speed c is traveling. 
c stated that c has the veh in c possession. 
c stated lhat c doesnt have ano1her other veh to drive. 

✓ ~ :ii:: ::it; =t': ~~~ u.:'v':fc1~~f ~= :~..;::t':::: on wit the FEB. 
c stated lhat 1here are no certain roads ft happens on, c stated lhat the FEB will activate everywhere. 

ARBS understood c concerns. 
ARBS advised lhat NNA would be inte<ested in inspecting the vehicle. 
ARBS advised that NNA wil cover c loaner veh during the time of the inspection process. 
ARBS advised lhat Ille prooess is~ weeks, 2-4 weeks for the inspection to be completed and 2-4 weeks for Ille inspection results to be made available. 
ARBS advised that NNA wil cover the loaner expenses but if no defect is foln:I that C will have to return the loaner and take back c veh. 

c understood. 

ARBS advised lhat ARBS will follow up with DlR to advise ol lhe inspection and coverage of 1he loaner veh. 

c understood. 

call ended mutually 

Created By: Samantha Dixon (215/2018 9:12 AM) 
✓ ARBS made outlxlund call to c 

ARBS attempted to dial c number multiple times and only reaches a busy signal. 

✓ ;~~~e;!:~:c,a:u;i:•r ~~~1!~: ~. 
;~"i;'~-= ...................... 

✓ ARBS had to IS 
ARBS requested 20-30 min e. 
ARBS provided direct 

Created Bv: fcedgi• Kjng (211/201811 :40 AM} 
ARBS-FK RHR Summary 

1 visit for FEB light coming on 
O repairs 
2daysdown • ;~~~:~~=::ing (211/201811 :39 AM} 

State: NY 
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In service date: D7'28/17 
DTS: No 
VSC:No 
Warranty Cases: No 
Vehicle ~ns: No 
Sale type: NMAC Lease 

01/19118@4,931 miles - 2 days down--
Concern: CUSTOMER STATES FEB U~ ON WITH OUT ANYTHING IN FRONT OF VEHICLE 

Actioo: FOUND COOE FOR RADAR STAIN CLEAN OFF SENSOR AREA 

Created By: Samantha Dixon (1/31/2018 2:10 PM) I last Modified By: Samantha Dixon (1/31/2018 2:10 PM) 
IIR rejected- The only cases tllat are being accepted witll no accident are FEB cases where tile veh abruptly st-. According to tile probe tllis veh is not expe<iencing tile abruptly stopping. 

Created By: Nicki Barror (1/31/201811:05 AM) 
ORTS received tile RHR. The RHR was assigned to ARBS Freddie King for review. 

Created By: Samantha Dixon (1/31/201811:05 AM) 
C contacted NNA al>out FEB concern. 

✓ ~~~~~!ita~~o!°!.!,1~~~:~47 AM) 

Created By: Amanda Yett (1/31/201810:40 AM) 
RCAS-AY piaced outbollld call to C @jli!ili!!!ll!!I! 
RCA>A Y VERIAED C's name, home & emam aaaress, concern, and phone. 
RCAS-AY ADVISED "This call may be recorded for quality and trains,g PllJ)OSes." 

RCAS-AY CHECKED for open recals/C81ll)aigns and fOllld:O 
Previous UNRELATED Case(s) FOllld: 0 
Previous RELATED Case(s) Found: 0 

RCAS-AY advised POC. 
RCAS-AY advised of case numbef and direct line. 
RCAS-A Y verified C's concems-veh brakes by i1self. 

RCAS-A Y asked for ctrrenl mileage. 

C stated 5500. 

RCAS-AY asked about concern. 

C stated C has a problem witll FEB. 
C stated concern has happened 10x. 
C stated tllat C too« tt to DLR and ooukl not find anytlling. 
C stated Illa! C had car washed but tl1en tt happened 2 more times. 

RCAS-AY created IIR and filled out IIR. 

C asked for repurchase. 

RCAS-AY advised of ,_chase process. 

Why do you want to return tile veh to NNA? 
C stated because it does not work properly 

✓ C stated veh is dangerous 

Where is the veh currentty? 
WitllC 

Where was tile veh purchased? 
Garden City Nissan 

Was it Pl,l°dlased new or used? 
Leased new 

If used, when was tile veh purchased? 
N/A 

Where is the veh serviced? 
Nissan of Garden City 

Nissan Has tile veh been taken to multil)je Nissan/lnfinity dealers? 
N/A 

RCAS-AY thanked C. 

Page 5 of 6 

RCAS-AY advised "Thank you for tile information. A Nissan/lnfiniti representative will call you within 3 business days after tile representative receives tile case. Please allow for a minimum of 30 minutes dt.nlg tllat call so 
tile representative may best understand tile whole situation. Is tllis number tile best number to reach you?" 

C confirmed. 

RCAS-A Y offered further assistance. 

C declined. 

RCAS-AY thanked C for C's time. 

Call ended mutualy. 

✓ ~~~~~~:u~:::~=01810:48AM) 

Created By: Krystal Bridgelal (1/30/201810:29 AM) 
CRR-KB VERIFIED Account info including: C's name, home & email address, phone # & best oontact # 
CRR-KB VERFIAED VEH info includs,g: VIN#, Cooent Mileage 
CRR-KB CHECKED for open recalls/campaigns and found: 0 
ORR-KB CHECKED for previous UNRELATED Case(s) and follld: 0 
CRR-KB CHECKED previous RELATED Case(s) and found: 0 
ORR-KB NOTED concern is: unable to diagnosis 

ORR-KB received inbound call from C 

C stated emergency forward braks,g keeps going off 
C stated C contacted DLRSHP, informed C VEH just needed car wasll due to salt and snow, and sensor might be dir1y 
C stated C got carwash and still experiencs,g same concerns 
C stated C's dad wants to take legal actioo and spoke to attorney 

ORR-KB asked tt attorney has been obtained for specific concerns 
ORR-KB asked C if diagnosis has been done on VEH 

C stated attorney has not been oblained, wants Nissan to assist first 
C stated diagnosis has been completed, came back normal 
C stated VEH has been slOW"'!l down by itself 
C stated C is concerned about safety 

CRR-KB informed C case will be sent to RCAS for further review 
ORR-KB offered ftwther assistance 

C declined 

ORR-KB provided C witl1 case -
CRR-KB provided C witl1 agent ~ 
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CRR-KB informed C that case will be transfefred to a Regional Consumer Affairs Specialist who wil cootact the C by close of business day 01/31/2018 regarding the C concern 
C understood and 81)1l(e<iated the assistance 
Best cootact I (ask for jollnanthooy) 
Call ended muru .. y 
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Case Categorizations 

Action C.1se Categorization # c..tego<y Description S<lbcatego,y Description Symptom Oesaiption 

POOR OR IMPROPER 
OPERATION 

Case Categorizations Help 

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

Forms 

Action Fonn -A Back To Top 

BRAKES 

Request Type 

IIR 

ANTI-LOCK BRAKE 
SYSTEM 04 1/30/2018 YX AO 

Created By 

Amanda Yett. 1/3112018 10:38 AM 

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

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

-Show Feed 

Case Detail 

Account Name --Contact Email - -Letter Se-nt Date 

Letter Received Date 

Follow Up Date 3/12/2018 

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 

Pre-Owned Initial Mileage 

Current Mileage 

Incident Codes - IIR REQUIRED 

lncidef'lt Date 1/1612018 

Sent to legal 

Accident 

Asbag 

Fire 

IIR lndic.ator 

IIROate 

HR -
Vehicle Information 

Vehicle KNMA T2MV3JI 

Model Year 2018 

Make NISSAN 

Model Line ROGUE 

Model Code 22018 

Dealer Detai l 

ease Servicing Dealer NISSAN OF Ht INTINGTON 
Case Servicing Dealer Region Northeast Region 

Bluetooth 

Related Items 

Responsible District 07 

SharedWrth 

Phone Carrier 

Phone Manufacturer 

Reported From 

Issue Categories 

Approwd Ched< Reques1s $0 .00 

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

J Reopen Case 11 Clone Closed Case J 

Case Owne< ■ OeHenry Kidd 

Type CA 

Case Origin Phone 

Executive Refenal 

Exee>Received-Oa.te 

Status Closed 

Customize Page I Printable Vrew I Help for this Page 

Datelrme Opened 1/31/2018 10:34 AM 

Datetrme Closed 3/5/2018 3:33 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 

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 ----• Best 
WO<l<Phone I,,_ 

Mobile Phone 

Email 

Attemate Email 

OTS Inspection Date OTS Inspection Date Confirmed? 

DTS Request Type Notes for OTS (Vehicle Concerns) 

Inspection Time/Notes Appointment Time: 

Notes to Agent 

System Information 

Subject 

Created By 

Last Mocfrfied By 

CUSTOMER:-----VIN: 
KNMAT2MV~ 

Coortney Gordoo, 1/31/201810:34 AM 

NNAill, 12/10/2018 10:29 PM 

Case Record Type CA Oosed Case 

Days Closed 820 

Action c- NT8F 

What action was taken? SF Provided Vehicle Information 

Agent Comments 

Agent Comments 2/1 submitted IIR 

Agent Next Step 

Case History 

Dale User 

3/5/2018 3:33 PM ~Henry 

I Reopen Case I ! Clone Closed Case! 

Changed Status Iran Open to Close<!. 

Closed. 

Root Cause 

Root Cause Code 

Root Cause Code (2) 

Document ID 

SCIN 

Page 2 of 4 

Ca-se History Help 

~ 3/5/2018 3:29 PM !Si!!!!. Changed Subjee! Iran OUSTOMER:-­
KNMAT2MV3J .... 

VIN: KNMAT2MV3J ... to CUSTOMER:--PHONE: -- VIN: 

2/26/2018 7:35 
AM 

2/23/2018 4:35 
PM 

~ 
!Si!!!!. 
~ 
!Si!!!!. 

Show more • I ~ 

Case Comments 

Public Conwnent 

Changed Follow Up Date Iran 3/2/2018 to 311212018. 

Changed Follow Up Date Iran 2/23/2018 to 31212018. 

Created By: OeHenry Kidd (31512018 3:31 PM) 
.... Closing case Notes--

Customer Name:--Phone#: 

Case Cooments Help 

Decision: NNA conducted a detailed inspection of the vehicle and found no evidence of a product problem, failure, « malfunction that may have caused or oontributed to the incident. 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: OeHenry Kidd (212312018 4:35 PM) 
Arbs reached out to customer to discuss case, arbs infonned customer that the inspection has been completed and now is waiting on a decision from Pl customer ooderstood. 

Created By: Eart !Chase I Cornell (212312018 1 :21 PM) 
CRR-EC <VERIFIED> Account Info including: Cs name, home address, phone# 
ORR-EC VERIAED VEH Info including: 
ORR-EC checked for related cases: 0 
ORR-EC checked for oorelated cases: 0 
ORR-EC checked for Open can-c,a;gns: 0 

C stated C would like new VEH or to get this resolved ASAP 
C stated who like to speak with assigned agent ASAP 

I ORR-EC advised C will send e-mail requesting lollow up ASAP 
ORR-EC Asked C ff there is anything else ORR-EC can assist with 0< document 

C Stated Can C have assigned agents number 

ORR-Ee noted number previously given on 02/12/2018 provided C with number 

ORR-EC Provided C with Case#:-

g~go;:,aJ@ £ti !!iii,. and Agent ID 7319150 
Call Ended Mutually 

Created By~ Soos:ka Adiei (2/23/20181 :09 PM) 
CRR-SA recived an inbound call from C; 
ORR-SA VERIFIED C's name, number, email and address 
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C stated C will like to speak to someone because this case has been going oo for months 

CRR-SA informed C that the case is being handed by ARBS agent and is above CRR-SA but will send a courtsey email to ARBS-KD regarding C's concern 
CRR-SA informed C that a lollow up date is set for today the 23/02/2018, so C wil get a call 

C understood 

CRR-SA asked C if there is anything else CRR-SA can assist C 

Cdeclined 

CRR-SA provided C with an agent# 7319349 

C thank CRR-SA and appreciate ORR-SA assistance 
Call ended mutualy 

Created By: DeHenry Kidd (2/2312018 9:51 AM) 
Arbs has reached out to the DTS to see if the report has been upjoaded to the FTP site arbs is waiting oo a reply. 

Created By: DeHenry Kidd (2/12/2018 11:32 AM) ---Arbs-OKcalled customer at 1132am no answer was made. Albs left a message stating name and numbe<for c to call Arbs back a 

Created By: Tabatha Macmullan (2/912018 12:05 PM) 
ORR-TM VERIFIED account info: C's name, home & email address phone#, concern 
CRR-TM CHECKED for open recalls/can,pa9)S and found: 0 
CRR-TM CHECKED for l)(evious UNRELATED case(s) and found: 0 
CRR-TM CHECKED l)(evious RELATED case(s) and found: 1 -
DOCUMENTED CONCERN: FOLLOW UP ON CASE 

I from C 
CRR-TM updated email address and best contact# 

C stated C would like folow up oo case 

C stated is still out of a VEH and requesting to speak with someooe 

CRR-TM sent message to ARBS advising Coo the i ne 
CRR-TM received a msg back advising ARBS a.rrently lll8Vailable and will call C back 
CRR-TM advised C ARBS is currently unavaiable at the moment 

• CRR-TM advised C of folow up date Feb12 
CRR-TM advised ARBS left vmx for C Feb 6 and waiting confrmatioo from C for inspection of VEH set for 2/16 at 10:00AM 

C stated C is agreeable to date and time 
C requested to leave vmx msg for ARBS 

CRR-TM advised will transfe, C to ARBS vmx and to please advised ARBS of best cootact fl and time to reach C 

C understood 

CRR-TM asked if further assitanoe is needed 

C declined and appreciated the assistance 

CRR-TM l)(Ovided C with case# agent name and ID# 
Best contact# 6313741265 
Call ended mutualy 

Created Bv: QetleOIY Kidd 1?1612018 9:06 AMI 

call ended. 

Page 3 of 4 

Arbs contacted customer at 904am and left a message to let the customer know the inspection is set for 2/16 at 10am EST, arbs slated customer would need to call back in to confirm the inspectioo to l)(Ooeed forward. 

Created Bv: Qetleorx Kjdd 11151201811:22 AMI 
Arbs contacted customer at 1120am and left a message to let the customer know the inspection is set for 2/16 at 10am EST, arbs slated customer would need tocall back in to confirm the inspectioo to l)(Ooeed forward. 

Created Bv: PeNeOiY Kjdd 1?12/2018 10:35 AM) 
Arbs has requested OTS inspection on customer vehicle artis is waiting on date and time 

Created Bv: PeNeOIY Kjdd 1?12/201810:32 AM) 
Verified Name Address Phone# VIN Mileage Responsible Dealer 

Checked for open Recals/Campaigns: Nooe 

• C states that C was driving on Half Hollow Hils Schoo road/HWY traveli ng apl)(OXimatety 30 mph. 
• How many lanes was the road and in each direction? 2 
• Is the road civided by a concrete barrier, grass median or turning lane: No 
• 'M>ich lane where you traw:ling in? Right 
• Wh..-e th..-e any vehicles to your left or right? no 

I • How far were you from the vehicle in !root of you? No 
• Was the road grade level on an incine 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 or a\Jising (maintaining speed)? Cn.ising 
• Just before the incident occurred, was the orientation of the steering wheel and the vehide in a straight line? Yes 
• Weathe.-: Clear 

Albs-OK informed customer that Arbs would setup an inspectioo. ~K stated ooce arbs has the date Arbs will let the dealer and customer know. 
Albs-OK also stated that the l)(00eSS could take up to 6 weeks for everything to be done and process to determine a decision. Arbs stated that if customer decide to get alternate lranspatation ~ will be at the customer 
expense due to NNA does not offer assistance during the inspection period customer 1.llderstood. 

• Created By: Samantha Dixon (2/1/2018 2:04 PM} 
C is seeking assistanoe with ET A oo VEH repair. 

✓ g~;-~ :,;:,:~xi,:';'.;.li~~,~0181 :26 PMI 

✓ g~;"~ ==~R_Gahan (2/1/20181 :23 PM) 

✓ Created By: ~ffrey Gahan (2/1/20181 :23 PM) 
CRT-GG plaoed outlxlund call to C @-
CRT-GG advised C, "This call may be'l'l!l!!!Plll!I quality and training purposes.• 
CRT-GG verified C's name, home & email address, ooncem, and phone number. 
CRT-GG checked for open recals/campaigns and found: 
Previous UNRELATED Case(s} Found: 
Previous RELATED Case(s) Found--

c stated DLR is unable to repa.-s Cs VEH. 
- DLR has contacted NNA for direction. 

CRT-GG stated CRT has Sl)(l«e with the SM and was informed the DLR is working with NNA to diagnose the VEH. 
CRT-GG stated CRT woold tike to asked C some questioos aboot the incident. 

Cagreed. 

CRT-GG asked IIR questions. 

C stated the VEH had under 500 miles on it. 
C stated the incident happened a coupre of das or so after purchase. 
C stated the incident happened by Holow Hils School. 
C stated the VEH is at NISSN OF HUNTINGTON. 
C stated the VEH came to a halt on the road. 
C stated C heard a grinding noise before the VEH came to a slop. 
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C stated C woo1d like tile VEH repaired and tt tt cant be repaired C would like it replaced. 

CRT-GG tllanked C for answering tile questions. 
CRT-GG stated Cs case will be ._._. further review and C wil be contacted by 2/6 with further information. 
CRT-GG stated C will receive an email wit11 CRTs contact info. 

C undefstood. 

Call ended rnutuaBy. 

I 
Created By: Tondia Joseph 12/1/201811:31 AM) 
Sr. Planner Tondia J . reviewed case witl1 IIR Speaaist Samantha D. advised to complete hwestigation Incident Report(IIR) 

Created By: Geoffrey Gahan (2/1/2018 9:36 AM) 
CRT-GG placed an outllound call to NISSAN OF HUNTINGTON and spoke with SM-Shrenik Delhiwala. 
CRT-GG provided VIN. 

✓ ;~ ::: g~ :,:~:~:~~t~~:-cern 
SM slated DTS and FOM are involved. 
SM slated DLR got information about tile incident from C and provided tt to tile DTS. 

Call ended mutualy. 

Created By~ Conrtpey G9Cdo0 (1/31/201810:38 AM) 
•" CASE SUMMARY-
C contacted Nissan CA requesting assistance witll: 

VEH at DLR for 2 weeks/ C cannot get timeframe for pick up 

Created By: Courtney Gordon (1/311201810:37 AM) 
CRR-CG VERIFIED Aocount Info including: C's name, home & email address, phone# & best contact# (631 )­
CRR-CG VERIFIED VEH Info including: VIN#, 
CRR-CG CHECKED for open recals/campaigns and foond:O 
CRR-CG CHECKED for previous UNRELATED Case(s) and found:0 
CRR-CG CHECKED l)(evious RELATED Case(s) and found: 1 =-
ORR-CG received inbound calt 
CRR-CG Noted concern is: VEH at DLR for 2 weeks 

C states tile VEh has been ocming to a halt randomly 
C states tllat tile DLRSHP has had tile VEH for tile past weeks and is not able to provide a timeframe for VEH pick up 
C states tllat tile DLR has not been able to address tile concern witl1 tile VEH stopping 

CRR-CG advised C concerns have been doa.mented and will be forwarded to RCAS who will fojlow up wtth C no later tllan EOB Fel> 1st 2018 
CRR-CG offered further assistance 

Cdeclined 

CRR-CG provided C witl1 employee ID & Case # 
Call ended mutualy 

Case Categorizations 

Page 4 of 4 

Case Categorizations Help 

Action ~ ~ # Catego,y Description -..,go<y Description Symptom Description Major Component Code Category Date Symptom Code Category Code Subcategory Code Concern Code 

Forms 

Action Form -A Sack To Top 

NSN DEALER SERVICE SERVICE PERSONNEL 
DEPT. (NISSAN) r~f~OW~ P/NEVER QC 1/31/2018 U. BF 222500 OC 

Request Type 

IIR 

Created By 

G.roffrev Gahan 2111201a 1:23 PM 

Atways show me more records per reJated nst 

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

Created Date 

2/1/2018 

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

Case Detail 

Account Name 

Contact Email -Letter Se-nt Date 

Letter Received Date 

Follow Up Date 

Supporting Documents 

CA Muttiple Repairs 

Social Media Involvement 

Martiz Custome< Id 

-
3/512018 

Case O#nH location Murfreesboro 

J Reopen Case 11 Clone Closed Case J 

C....Owne< Brittanv Pu~r 

Type CA 

Case Origin Phone 

Executive Refenal 

Exee>Received-Oa.te 

Status Closed 

Datelrme Opened 1/31/2018 8:40 PM 

Date/Tome Closed 3/6/2018 9:30 AM 

Multiple Repairs No 

Executive Summary 

Texting Status Executive Actions To Resolve 

Case Reopen Count 2 

Description C is wanting acceleration concern addressed • C stated to call the C first a 

Call Script 

Who contacted u.s? Consumer 

#Vehicles Owned 1 

Vd'liele Purchased New 

Pre-Owned Initial Mileage 

Curren!Mil<e- 1,167 

Incident Codes. IIR REQUIRED 

lncidef'lt Date 

Sent to legal 

Accident 

Asbag 

Fire 

IIR lndic.ator 0 

IIROate 

HR 

Vehicle Information 

Vehicle 5N1AT2MV6H• 

Model Year 2017 

Make NISSAN 

Model Line ROGUE 

Model Code 29417 

Dealer Detail 

ease Servicing Dealer BERMAN NISSAN OF CHICAGO INC 
Case Servicing Dealer Region Midwest Region 

Bluetooth 

Related Items 

Responsible District 06 

SharedWrth 

Phone Carrier 

Phone Manufacturer 

Reported From 

Issue Categories 

Approwd Ched< Reques1s $0 .00 

and than wait !or the C to response at least 3 times poor to contacting the C's husband. 

Vehicle Maintained Location BERMAN NISSAN OF CHICAGO, INC. 

Previous Repai.r Date 

Previous Repair Location 

Related Vehicle Make Nissan 

XTIME Appointment Numb« 

Rollowf' 

Property Damage 

Injury letter 

Nootber Injured 0 

RHR Started 1/31/2018 

RHR C«npleted 2/2/2018 

Customer Document Requested 

Date Requested 

Customer Document Received 

Date Received 

Part Numb« 1 

Beyond Basic Warranty Miles 1 O 

Beyond Basic Warranty Months1 0 

Beyond PT WalTal'lty Miles1 0 

Beyond PT Warranty Months 1 O 

Data Net ✓ 

Oatanet Deal« Date 3l2/2018 

Oealff Instructions Service Oepl Review 

Requested Dealer Action Please review 

Bluetooth Ticket Status 

Phone Model 

Phone Operating System 

Goodwill Offered 

VCAH 

Goodwill Processed O 

Vehicle Service Contract 

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

Hot Alert Date 

LS Response rime 

Vert>atims 

Alert Trigger Verbatim 

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~ 

Hanoi Dhindsa, 1131/2018 8:40 PM 

NNAill, 12/10/2018 10:46 PM 

Case Record Type CA Oosed Case 

Days Closed 819 

Action c- NT8F 

What action was taken? SF Provided Vehicle Information 

Agent Comments 

Agent Comments Remind C of DTS date 

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 

3/6/2018 9:30 AM 

3/6/2018 9:30 AM 

3/6/2018 9 :29 AM 

Show more • I~ 

Use, 

Stephanie Blair 

Stephanie Blair 

Stephanie Blair 

Action 

Changed Status from Open to Closed. 

Closed. 

Changed Case OWner from Stejlllanie Blair to Brittany Puryear. 

Changed Reopen Date from 3/512018 9:16 PM to 3/612018 9:29 AM. 

Changed Status from Oosed to Open. 

Page 2 of 6 

SCIN 

Ca-se History Help 

Case Comments 

Pubic C«nmenl 

Case Conments Help 

Created By: Stephanie Blair (31612018 9:28 AM) 
SRCAS-SB is closing Case as no further assistance can be offered at this time. 

- CASE SUMMARY -
C contacted NNA CA regarding RHR and Veh. coocems. 

✓ SRCAS-SB reviewed Case with SA- Carmen Dooofrio, ARBS-Mal1<ita Scott,SM-Anthooy DeJesus and DTS - Anthooy Sad<ner. 

•" STATEMENT OF DECISION -
SRCAS-SB informed C unable to duplicate the coocem with vehicle will laci< power at times when driving and FEB warning light on the dash at times was advised to clean the radar sensor tt needed. 
SRCAS-SB notes C was dedined for RHR. 
C stated the Cs husband occupation is currentty driving busses and can lose job answer a phone call. 
C stated that NNA should call the C first a1■■■■ and then allow the C to call back at least 3 times before contact the C's husband. 

Created By: Stephanie Blair (316/2018 9:27 AM) 
C is wanting acceleration concern addressed • C stated to call the C first and than wait for the C to response poor to cootacfing the C's husband. 

Created By: Stephanie Blair (31612018 9:26 AM) 

SRCAS-SB placed outbound call to the C @■-1■1 and Sl)(ll<e to C. 
SCAS-SB asked is it a good time to discuss me case r 

C stated yes. 

SRCAS-SB ADVISED "This call may be reconled for quality and training purposes." 
SRCAS-SB infonned C fol~p regarding the email that was received. 

C stated meet with the DTS and unable to find the concems. 
C stated unsure why NNA bypass the C to contact the C's husband. 
C stated the C's husband occupation is currently driving busses and can lose jol> answer a phone call. 

✓ C stated that NNA should call the C first a,tl■■■i and then allow the C to call back at least 3 times before contact the C's husband. 

SRCAS-SB apologized to the C regarding the concerns. 
SRCAS-SB advised C called the C first and then cootact the C's husband. 
SRCAS-SB infonned C will noted the case. 

C stated okay. 
C told SRCAS to halle a Bless day. 

SRCAS-SB advised the C to do the same and dosing the case again. 

C stated okay. 

Call ended mutualy. 

Created By~ Steobaoie Blair (3/612018 9:19 AM) 
C is wanting acceleration concern addressed 
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Created By: Stephanie Blair (312/201811:35 AM) 
SRCAS-5B is closing Case as no further assistance can be offered at this time. 

- CASE SUMMARY -
C contacted NNA CA regarding RHR and Veh. coocems. 

SRCAS-'>B reviewed Case with SA- Carmen Dooofrio, ARBS-Mallcita Soott,SM-Anthooy OeJews and DTS - Anthony Sad<ner. 

- STATEMENT OF DECISION -
SRCAS-'>B informed C lll8i)je lo duplicate the coocem with vehicle will lacl< powe, al times when drivilg and FEB warning light oo the dash at times was advised lo clean the radar sensor tt needed. 
SRCAS-'>B notes C was dedined for RHR. 

Created By: Stephanie Blair (312/2018 11:29 AM) 
SRCAS-'>B placed outlx>luld cal to C jJ and spoke to the C's husband, Mr.- wil address as C. 
SCAS-SB asked is it a good time to di s u-= '-':l::.e? 

C stated yes. 

SRCAS-'>B AO VISED "This call may be recorded for quality and training purposes .• 
SRCAS-'>B informed C fOC~p regarding the DTS inspections. 

C stated okay. 

SRCAS-'>B informed C unable to dupicate the coocem with vehicle will lacl< powe, at times when drivilg and FEB w arning light oo the dash al times was advised to clean the radar sensor tt needed. 

✓ C stated okay and will tell the C's --

SRCAS-'>B offered contact information if furthe< assistance is needed. 

C asked lo have information emai to the C. 

SRCAS-'>B asked C to verify the emai address. 

C stated sandirw@att.net. 

SRCAS-SB notes a folow-4.4> email was sent 
SRCAS-'>B offered additional assistance and C declined. 
SRCAS-'>B thanked C for choosing NNA and allowing NNA to assist. 

Call ended mutualy. 

✓ ~~~6~~~it":;: ~,'.t;.A=~~ :1,} DTS - Anthony Sacl<ner regarding the DTS inspections and pending a response. 

Created By: Stephanie B lair (312/201811:18 AM) 
SRCAS-'>B placed outlx>luld cal to DLR. 

✓ ~~avmx f~the~~~~ingthe 2TS~~~ 

SRCAS-'>B emailed the SM-Anthony OeJews regarding the DTS inspections and pending a response. 

Created By: Stephanie B lair (312/201811:05 AM) 

~~·~~ ~~~~a= t~ ~Ca:, 121 ill a:.=.~ ~ber and RCASs phone number requesting a callback. 
✓ SRCAS-'>B requested tt C does call back and reaches VMX, to please leave best time and number to reach C. 

SRCAS-'>B will lollow~p 03.05.2018 
SRCAS-'>B advised C lollowi- regarding the DTS inspection. 

✓ g.~;1~ ~~af:"8%_~~~1L!~~:.2~ =g!! ~~ to leave DTS appointment earty. 
created By: Rdttaov Pnoomc 12128/201& 12:53 PM) 

g~~!~ = ~:: ~~j£j£ 1£ Lily and trmning purpose. 
CRT.SP slated that this is just a reminder call to C regarding DTS appointment on 3.1.18@10am. 
C stated that C will be there. 

✓ CRT .SP slated that C wil need lo be there to meet with DTS since C has been the only one that can duplicate the concerns with veh. 
C stated that C is taking lime off ofwoot and would l ike to be able lo leave by 11am toget home by a decent time and ifs going to be snowing tomorrow. 
CRT .SP understood. 
CRT .SP slated that C could relay the message to the DTS when C meets up with the DTS tomooow. 
Call ended mutualy. 

Created By: Brittany Puryear (2/19/201810:28 AM) 
CRT.SP placed - cal to C 
CRT .SP spoke to C's husband. 

✓ CRT.SP advised that this cal maybe re<ooled for quality and trmning purposes. 
CRT .SP gave C's DTS date and lime and advised that C be there. 
C's husband understood. 
Call ended mutualy. 

Created By: Brittany Puryear (2/19/201810:25 AM) 
CRT .SP placed outlx>luld call lo C @- and lell VMX with DTS date and time and lell oootact fl and advised that DTS wants C lo be there at the time of inspection. 

Created By: Danguawn James (2/1612018 4:26 PM) 
CRT.OJ placed - call toC a ••• 

✓ C did not answer. 

CRT .OJ left wicemai in regards lo C case, case numbef, and CRT-OJ phone numller. 

Call ended. 

✓ Created By: Brittany Puryear (2/14/201810:18 AM) 
CRT.SP placed outlx>luld cal to C@l■■■I and left VXM and contact# and case fl and DTS date and time. 

✓ Created By: Brittany Puryear (2/141201810:14 AM) 
CRT .SP placed - cal to C@- and left VMX with DTS date and time and left cootact #. 

✓ Created By: Lynzi Lee (2/13/2018 2:45 PM) 
SRC~ynzi Lee transfemng to CRT-BP to contact C 2/14/18 lo verify if C would like to proceed with DTS appointment 

Page 3 of 6 

Created By: Lynzi Lee (2/13/201 8 2:44 PM) 
SRC~ynzi Lee placed outlx>luld call lo C ~ --2/13118 at 2:40pm, lell VMX with case#, SRCAS slated SRCAS is cootacling C per C's request for a supervisor call bad<. SRCAS slated SRCAS has 

✓ thoroughly reviewed the case and information~~ -Srittany Puryear would remain the same. SRCAS stated DLR has not duplicated ooocems and C wil need to pid< veh 1.11> from DLR. SRCAS slated CRT-BP 
did provide C with DTS appointment of 311/18 at 10am. SRCAS slated d C would like lo proceed with appointment to contact CRT-BP. SRCAS provided CRT-BP direct cootact information a ...... SRCAS 
provided SRCAS direct contact information a 

I Created By: Jennifer Keresztes (2/12/2018 9 :28 AM) 
CRR.JK < VERIFIED> Acoount information including: C's name, home & e-mail address, 
phone number & best cootact numbe< 
CRR.JK VERIFIED VEH Information including: VIN #, CUrent Mileage, Warranty & Service History 
CRR.JK CHECKED for open recalls/campaigns and found:0 
CRR.JK CHECKED for previous UNRELATED Case(s) and fOlUld: 0 
CRR.JK CHECKED previous RELATED Case(s) and found: 0 
CRR.JK NOTED coocem is: Wants to speak lo supervisor 

CRR.JK received inbound call from C 

C stated their VEH just slopped in the rriddle of the street 
C stated talked to a representative that smd a specialist will not be able to see them and their VEH until March 1st 
C stated that this is lllacceplabie the VEH keeps cutting off and stopping and could cause serious injury and damage if not fixed 
C staled feels that they were sold a lemon 
C wants to speak to a superviSOf 
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CRR.JK infooned C that all concerns have been documented 
CRR.JK infooned C that the case wil be esoolated and an emai wil be sent to the supervi...- asking them to get in contact with C 

C undefstood and appriceated assistance 

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

C declined. 

CRR.JK provided C with agent ID 7319259 and case nu-­

C understood 
Call ended mutualy. 

Created By: Brittany Puryear (2/12/2018 9:09 AM) 

~+!~ ::i =--'~1'!!~ a !SJ£ 1£ qua,rty and tn.ning PlMJ)(lseS. 
CRT~P slated that the OTS has set the date of 3/1/18 to come loo« at veil at 10am. 
C stated that C was livid because C wants veil back. 

✓ g.~ eg =~:a:Sth~th~ :.ewa:i:::.~D;.°s~:"!d:' .! ge' veh looi<ed at 
CRT ~ P also advised that C needs to pick up veil because ij the DLR cannot duplicate the veil concerns then there would be no reason for the DLR to keep tt. 
C stated that C is beyond frustrated with NNA. 
C stated that C needs to call CRT -BP back once C calms down. 
CRT~P slated okay. 
Call ended mutually. 

✓_ Created By: Brittany Puryear (2/8/2018 4:12 PM) 
CRT ~ p sent emai to SA-T.-..or asking for a OTS update by Monday. 

Created By: Brittany Puryear (2/8/2018 4:09 PM) 

g~+!~ ::i =--'~1'!!~ a !SJ£ 1£ qua,rty and tn.ning PlMJ)(lseS 
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CRT-BP stated that Nissan careful y considered yoor request and reviewed all available facts pertaining to your specific situation. As a result of this thorough review, Nissan determined we are not in the position to 
repurchase your vehicle at this time. 
CRT ~ p slated that CRT -BP fotlowed up wit OLRSHP and DLR is wcoong on a OTS date for C. 
C asked ij NNA wculd buy back veh? 
CRT ~ P slated that at this time NNA would not be in the position to repurchase the veil. 
C stated that if anything happens to CC is going to hoid NNA respoosibre. 

✓ g =~=== =~~e~a loaner. 
CRT ~ P explained that the veil concern cannot be addressed but tt cannot be dupjicated. 
CRT ~ P stated that NNA is still wanting to woot to fix the veil and explained the OTS process. 
C complained more. 
CRT ~ p slated that CRT-BP wculd follow up with C with a date by Tuesday. 
C stated that C is frustrated with veil. 
CRT ~ P understood. 
CRT~P slated that C would also get a letter with this info and gave C the BBB line #but advised that nCopens upa case CRT-BP would not be assist C any further. 
C stated that C would wait until Tuesday. 
Call ended mutually. 

c reated By: Rdttaov Pnoomc 1218/2018 4:09 PM) 
CRT~P placed outbound call to BERMAN NISSAN OF CHICAGO, INC. 
CRT~P spoke Service Manager: Trevor Slollodian. 
CRT ~ P asked for the update on veil? 

,/' SA-TS stated that SA-TS would have to folow up with OTS and Service Director. 
SA-TS stated that SA-TS is waiting 00 the OTS to get back to SA-TS. 
CRT ~ p slated that ff there was no date set by Monday CRT-BP would schedule tt on NNA's end. 
CRT ~ p asked for SA-TS email. 
Call ended mutually. 
tslobodian@berman.com 

,/' g~e_;1eg ~~::::::r~==~~~812018 3
'
46 

PM)and left VXM with case# ad offered to follow up with Con Monday. 

Created By: Brittany Puryear(2/8/20181:41 PM) 
CRT~P placed outbound call to BERMAN NISSAN OF CHICAGO, INC. 
CRT ~ P spoke Service Manager: Rick Gothe<. 

✓ CRT ~ P asked for an update on c ·s veh? 
SA-RG slated that there were no updated notes at this time and the Service Advisor working on veil and manager was gone. 
CRT ~ p left info to be caDed back. 
call ended mutually. 

Created By: Daniela Ahtchiev (2/8/201812:07 PM) 
•" CASE SUMMARY-
C contacted Nissan CA requestilg assistance with getting case update 
CRR-DA sending RCAS a courtesy emai 

Create<I By~ Daniela Ahtehiev (2/8/201812:06 PM) 
CRR-DA VERIAED Account Info including: C's name, home & email address, phone# & best contact# 
CRR-DA VERIAED VEH Info including: VIN#, Current Mieage 
CRR-DA CHECKED for open recaDs/campaigns and found: 0 
CRR-DA CHECKED previous RElA TED Cases and to..-.d: 0 
CRR-DA RECEIVED inbound call from: Sandra 
CRR-DA NOTED concern is: case update 

CRR-DA noting VEH ownership is ak"eady updated 

C advised C wants to know what is going on with C's case 
C advised that C was advised a OTS would be sent to the OLRSHP 
C advised C just called the DLRSHP and they advised C that the OTS hasn\ been out yet and they have no idea When he will be 

CRR-DA advised C that CRR-OA will update C's case notes with C's concern 
CRR-DA advised C of follow up call set tor COB today 
CRR-DA advised C that CRR-OA will send RCAS a ooooesy email 

C understood 

CRR-DA provided case#, agent ID and offered further assistance 

C declined 

CRR-DA thanked C tor cali ng NNA CA 

Call ended mutualy 

Created By: Marktta Scott (2/7/2018 10:44 AM) 
ARBS-MS notes based on a good faith rev;ew, NNA is not in a position to offer a repurchase/replacement of this vehicle, as the vehicle has not been sut>;ect to an unreasonable number of repair att~ k>r ar:ry 
warrantable concerns that wou1d substantialy impair the use, safety, or value of the vehicle. NNA wiD continue to honor the tem,s and conditions of all applicable warranties. 

ARBS-MS recommends RCAS get OTS invotved should concerns cootinue to exist and Tech fine does not bring resotution to coocems. 

I Created By: Mark~a Scott (2/7/2018 10:43 AM) 
ARBS-MS notes that no repairs have been completed on vehicle rendering no repair history to review. 

In Service Date: 12/11/2017 
State: IL 
Retail Sale: Berman Nissan of Chicago, Inc. 
Open ~ns: None 
Related CA cases found: None 
Unrelated CA cases found: Nooe 
Ted\ line case found:-
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DTS iwolved: None 
VSC lound: Sec+Plus Gold PrefefTed Expetioo 12/11/2022 o, 100,000 miles 
Total Days Down: 9 

Created By: Mark~a Scott (2/7/2018 10:42 AM} 
ARBS-MS notes tile following: 

1/25/2018@817 miles-R~ - 2daysdown 
Concern: 
1. Vehicle shut off 4 times when driving 

I ~-~~r took vehicle wil return with vehicle at later time 

~~~~:@ 1,155 miles - R~ - Repair Order Currenffy Open 

1. Vehiae keeps dying oot while driving. Loses acceleration and will not accelerate more than 5 mph 
Actioo: 
1. Tedl line case opened for concern 

✓ Created By: Brittany Puryear (2/5/2018 3:06 PM) 
- CRT-SP placed outbo<lld cal to C @- and lell VXM wit11 case# and contact# and advised tl1at CRT-BP wowd follow up wit11 C on Thursday. 

Created By: MicheUe $ j0l}§QQ (2/2/2018 3:02 PM) 
ORTS received tile RHR. The RHR was assigned to ARBS Diamond Mi an for review. 

✓ g~e;~~E~~sggg~~n:rs;ac 12/1/201810:48 AM} 
Created By: Rdttaov P11rveac 12111201& 10:46 AM} 

g~~!~ ~: ~:: ~; ~ j£j£ J qualey and training purposes. 
✓ CRT-SP stated tllat tile DLR advised tllat c could bring in veh and get a loaner. 

Cunde<stood. 
CRT-SP stated tllat CRT -BP wil fojlow up witl1 C Monday. 
Call ended rnutualy. 

c reated By: Rdttanv e,,cxsmc 12111201& 10:45 AM} 
CRT-SP placed - cal to BERMAN NISSAN OF CHOICAGO, INC. 
CRT-SP spoke Service Manager: Danny Garcia 

✓ CRT-SP asked ff C could be put into a loaner while NNA reviews. 
SA-DG stated tllat C cookl ask for SA-OG and C could be put into a loaner ff C bring veh in asap. 
CRT-SP tllanked SA-OG for time. 
Call ended rnutualy. 

Created By: Rdttaov P!ervear 12111201a 10:44 AM) 
CRT-SP placed outbo<lld cal to C 

CRT-SP VERIFIED C's name, home & email address, concern, phone# 
CRT-SP CHECKED and ADVISED of open recals/carrc,aigns and follld:O 
Previous UNRELATED Case(s} FOllld: 0 
Previous RELATED Case(s) Found: 0 
CRT-SP ADVISED "This call may be reconled for quaity and training purposes." 

CRT-SP confrmed tllat c reached oot regarding an acceleratioo concern. 
C stated yes. 
C stated tllat c husband has been driving tile veh since this happened . 
C stated that this is the 4th time that this is happened to C. 
C's refusing to drive - and husband has been driving - to try to dupjicate tile concern. 
CRT-SP asked when does tllis occur? 
C stated that C is driving down the street and the veh will stop accelerating and has to pull over the veh and restart the veh. 
C stated tllat 'Mlen C restar1s the veh and tile veh is me. 
C stated that C is a case wcrter and C is not always in safe neighbortiooct 
C stated tllat C will be driving veh at tile speed i mit and tt wil act up. 
CRT-SP asked about conditions of when tllis occurs? 
C stated tllat tile weatller is me and it's been cold but that's tt. 
CRT-SP advised tllat CRT-BP would WOO< witl1 DLR to get C's veh concern addressed. 

CRT-SP stated tllat CRT-BP can review for repurchase o, replacement to see ff Cs VEH qualifies. 

Why do you want to return the vehicle to Nissan North America? 
C thinks veh is not reliable. 

✓ Where is tile vehicle currently? 
WithC 
Are you in a rental? 
NO 
Where was the vehicle purchased? 
BERMAN NISSAN OF CHICAGO 
Was it pt.l°chased new or used? 
NEW 
If used, when was tile llehicle purchased? 

Where is the vehide serviced? 
BERMAN NISSAN OF CHICAGO 

Has the vehicle been taken to multiple Nissan dealers? If so, document names of dealers? 
NO 
Was a rental or loaner provided during repairs? 
No 
Who is the primary driver of the vehicle? 
C 
Are there any service contracts (extended warranties) or prepaid maintenance plans on the vehicle? 
Sec+PLUS GOLD PREF 
CRT-SP advised tllis review can take an average of 10 business days to conduct 
CRT-SP stated RCAS-RP wil cal C every 3 business days. 
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CRT-SP advised ff tile VEH does quaify, anotller department will contact C to discuss tile detai s, in tile event tile VEH does not qualify, RCAS will advise C and verify with tile DLR tllat tile VEH is in w011<ing ocder. 
C stated tllat C wanted a loaner veh and asked rt CRT-BP could call and see rt C coold get one. 
CRT-SP agreed and offered to email case# and contact#. 
CRT-SP tllanked C fo, time and offered to fojlow up Monday. 
Call ended rnutualy. 

✓ g~;1~ ~~:~~==~~~11201810
'
18 

AM.ind lell VXM and contact# and case#. 

created By: Rdttaov Pnoomc 121112018 9:51 AM) 
CRT-SP placed outbo<lld BERMAN NISSAN OF CHICAGO, INC. 
CRT-SP spoke to Service Advisoc- Cannen Donofrio. 

✓ ~g : ::: :: g == ~ h~~ :~~ :! :~~=~ = = :~tt~:' o';{~ting as normal. 
SA-CO stated tllat DLR was not abte to diagnose o, duplicate veh concern and ff tile concern happens again tllen C wil need to come back in and a case will be opened witl1 tech fine. 
ORI-BP tllanked SA-CD fo, time. 
Call ended rnutualy. 

Created By: Harjot Dhindsa (1/31/2018 8:45 PM) 
I "" -CASE SUMMARY-·-

CRR-HD sending case to RCAS for ftsther review 

Created By: Harjot Dhindsa (1/31/2018 8:44 PM) 
ORR-HO VERIFIED Account informatioo including: C's name, home and email address and best contact# 
ORR-HD VERIFIED VEH Information including: VIN #, CUrrent Mileage 
ORR-HO CHECKED tor open recalls/campaigns and found: 0 
ORR-HD CHECKED for previous UNRELATED case(s} and foond: 0 
ORR-HO CHECKED previous RELATED Case(s} and follld: 0 

CRR-HO received inbound call from C 
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C stated C took VEH to OLRHSP 4 times 
C stated VEH have 1, 1 fi7 miles 
C stated VEH had 29 miles first time when C took VEH to OLRSHP 
C stated VEH have acceleration concern 
C stated first tme they said ij is sensor 
C stated 2nd time no code came up 
C stated C is afraid to drive the VEH 
C stated ij something happens Nissan wit be liable 
C stated there is a problem with the VEH 

CRR-HO informed C that Case will be translenred to a Regional Consumer Affairs Specialist 
CRR-HO stated C will be contacted before the end of the next business day 
CRR-HO asked C ij there was anything else CRR-HO could assist with. 

Cdeclined. 

CRR-HO provided C with name, agent I~ and case numller:­

C understood 

Cati ended mutualy. 

BEST CONTACT: --

Case Categorizations 

Action C.lse Categorization # c..tego<y Oescription S<lbcatego,y Description 

Forms 

No records to display 

POWERTRAIN 
GEN. POWERTRAIN 
COMPONENT 

Symptom Oescription 

PARTS AVAILABILITY 
(BACKORDER) 
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Case Categorizations Help 

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

QA 3/2/2018 y p BG 227000 OA 

FomisHelp 

A Sack To Top tw,ays show me more records pe, related list 

Copyright© 2000-2020 salesk>rce.corn, inc. Al rights reserved. I frivacv Statement I seruritv Statement I Iecros of Use 1 508 ComAfiance 
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• 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 

AccountN,me -­
Contact Email 

Case Owne< ■ Joshua Crutchfield -Letter Se-nt Date 

Letter Received Date 

Follow Up Date 416/2018 

Supporting Documents 

CA Muttiple Repairs 

Social Media Involvement 

MartizCustome<ld 

Case O#nH location Franklin 

Texting Status 

Case Reopen Count 0 

Type CA 

Case Origin 

Executive Refenal 

Exee>Received-Oa.te 

Phone 

Status Closed 

Datelrme Opened 2/1/2018 7:30 AM 

Dale/Tome Closed 7/9/2018 10:13 AM 

Multiple Repairs No 

Executive Summary 

Executive Actions To Resolve 

Description Consumer Affairs Voluntary settlement due to 3 repairs with 4 days out of service due to FEB under investigation. 

Call Script 

Who contacted u.s? Consumer 

#Vehicles Owned 1 

Vd'liele Purchased New 

Pre-Owned Initial Mileage 

Current Mile- 6,300 

Incident Codes . IIR REQUIRED 

Incident Dale 1/12/2018 

Sent to legal 

Accident 

Asbag 

Fire 

IIR lndic.ator 

IIROate 

HR -

Vehicle Information 

Velucle 5N1AT2MVXl-'4 

Model Year 2017 

Make Nissan 

Model Line Rogue 

Model Code 22617 

Dealer Detail 

Case Servicing Dealer 

Case Servicing Dealer Region 

Responsible District 

SharedWrth 

I FGFND NISSAN 
No<lheast Region 

07 

Bluetooth 

Related Items 

Phone Carrier 

Phone Manufacturer 

Reported From 

Issue Categories 

Approwd Ched< Reques1s $1,050.00 
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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 4/2/2018 

RHR C«npleted 4/3/2018 

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 2/1/2018 

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 

6/2/2020 



~ Salesforce - Unlimited Edition 

Sales & Service Campaign Specific Information 

Hot Alert Date 

LS Response rime 

Vert>atims 

Alert Trigger Verbatim 

Survey Verbatim 

Deale< Action History 

NNA Notes 

Customer Conversation Notes 

DTS Inspection 

Contact Name 

Home Phone 

Wodc.Phone 

Mobile Phone 

Email 

Attemate Email 

OTS Inspection Date OTS Inspection Date Confirmed? 

DTS Request Type Notes for OTS (Vehicle Concerns) 

Inspection Time/Notes Appointment Time: 

System Information 

Subject 

Created By 

Last Mocfrfied By 

Notes to Agent 

CUSTOMER:­
SN1AT2MVX~ 

Riley Nabert, 2/1/2018 7:30 AM 

NNAill, 12/10/2018 10:46 PM 

Case Record Type CA Oosed Case 

Days Closed 694 

ActionC- NT90 

What action was taken? 90 Customer Reimbursement - Settlement 

Agent Comments 

Agent Comments #RHR . case under review. 

Agent Next Step 

VIN: 

I Reopen Case I ! Clone Closed Case! 

Case History 

Dale 

7/9/2018 10:13 AM 

Iker 

Joshua Crutchfield 

Action 

Changed Status from Open to Closed. 

Closed. 

Changed Description. 

Root Cause 

Root Cause Code 

Root Cause Code (2) 

Document ID 

4/13/2018 9:38 AM 

4/3/2018 10:57 AM 

4/3/2018 10:30 AM 

Joshua Crutchfield 

Joshua Crutchfield 

Amanda Yett 

Changed Case OWner from Amanda Yett to Joshua Crutchfield. 

Changed Follow Up Date from 41312018 to 4/612018. 

Show more • I~ 

Case Comments 

Pubic Comment 

• 

Created By: Joshua Crutchfield (719/2018 10:12 AM) 
•---case Summary---
ARBS reviewed RHR. 
ARBS offered C 3 payments for FEB under investigation. 
ARBS sent DTS to performed oountenneasure. 

In service: 5129/17 
State: NY 
DaysDown: 4 
Last reported mileage: 6300 

3 visi1s related to FEB 
1st visit@S,242 miles-no defect found 
2nd visit 6,284 mil~ defect found, as per Nissan these concerns are under review by Nissan for fix 
3'd visit @ 6,300 miles-Nissan enginee< came and looked at vehicle; no defects found 

1 open campaign found 
No warranty cases found 
No additional CA cases found 
1 tech line case found 
No VSCfound 
1 DTS found-Kem MacKay 

Created By: Joshua Crutchf,eld 
ARBS made outlxlund call t 
ARBS left vm updating C on I ARBS was closing case pending C's contact. 

Created By: Joshua Crutchfield (719/2018 9:57 AM) 
ARBS notes the following DTS findings: 

• 1.Complaint Undeo,red FEB operation. 

I 

Cause: Laser Radar cu / IOCADAS cu software. 
Correction: DTS 011et-saw installation of the XXX3A laser radar cu and reprogramming of the ICC ADAS CU. 
Status: Vehicle has been updated to oountenneasure level FEB level. 

Created By: Joshua Crutchf,eld (7/51201811:24 AM) 

~~~~ =,, ~~~=: t El Jll■coon 
Created By: Joshua Crutchf,eld (7/2/2018 11:50 AM) 
ARBS made outlxlund call to deale<ship 
ARBS spoj<e 'Mth PM. 
ARBS asl<ed ij parts had been received. 
PM confirmed. 
Call ended mutualy. 
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Ca-se History Help 

Case Conments Help 
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Created By: l93hllft Cartchf-ekl (7/1/2018 5:15 PM) 
ARBS discussed case witll ARBS Senior Planner FD. 
FD advised tllat part should have been shipped however not all parts were shipped overnighl 

Created By: Joshua Crutchfield (612612018 9:12 AM) 
ARBS made outlxlund call lo • 
ARBS advsied C that inspection oate 1s con i'ffied. 
ARSB advsied C tllat ARBS will won< on getting part tllere. 
C thanked. 
Call ended mutuaBy. 

Created By: l93hll@ Cmtchf-ek1 (612612018 9:09 AM .. 

~~~~ ==t":~~~r.£ Jii ,1!£00000 716at 10AM. 
ARBS advised SA tllat C will need to drop \/ellicle off tile night before. 
SA advsied tllat tllat will be fine. 
ARBS asked tt ARBS could be transferred to parts to ensure part arrived. 
SA agreed and transferred ARBS. 
ARBS spoke witll PM. 
PM advised tllat PM has not received part in for C. 
ARBS provided part number. 
PM advised tllat part came in for anotller customer but not for C. 
ARBS tllanked and advised that ARBS would WOO( on getting part tllere. 
Call ended mutuaBy. 

Created By: Joshua Crutchfield (612612018 8:54 AM) 
ARBS made outlxlund call t, -
ARBS advised C tllat NNA has a roe !OH, s ~ and would tike C to meet witll DTS on 7/6118. 
C advsied tllat it's weird ARBS just called C because C spoke with SA Vllcenzo yesterday and he said he did not belie,,e tllat fix was for 2017 vehides. 
ARBS confirmed tllat fix was and could only be performed by DTS at this time. 
C confirmed tllat C could meet with DTS. 
ARBS tllanked and advsied tllat ARSB would follow up witll tile deale<ship who has ..-eady re<eived new part. 
C tllanked and asked ARBS to cootact C back once ARBS did follow lll). 
ARBS agreed. 
Cati ended mutuaBy. 

Created By: Joshua Crutchfield (6/2612018 8:44 AM) I last Modified By: Joshua Crutchfield (612612018 8,44 AM) 
ARBS received email from OTS asking if countermeasure part has been sent 
ARBS responded to OTS confrming part has been senl 
DTS provided date time of 7/6/2018 at 10:00 t,J,I,. 

Created By: Joshua Crutchfield (6122/2018 10:09 AM) 
ARBS updated spreadsheet to send part to dealerahip. 

Created By: Joshua Crutchfield (612212018 10:08 AM) 
ARBS requested OTS. 

Created By: Joshua Crutchfield (61151201811:23 AM) 
ARBS notes no new FEB Updates as Chas a 2017 Rogue. 

Created By: Joshua Crutchfield (611/2018 7:48 AM) 
ARBS notes no new FEB updates at this time. 

Created By: Joshua Crutchfield (512512018 10:14 AM) 
ARBS notes no new FEB updates at this time. 

Created By: lmthllD Cadchfiekl (51181201811:39 AM) 
ARBS notes no new FEB updates at this time. 

Created By: Joshua CmtcbflftkJ (51312018 9:07 AM} 
ARBS notes no new FEB updates at this time. 

Created By~ Paiae Gilliam '411612018 2:13 PM) 
Check sent-FedEx tracking number as notated by ORT agenl 

Created By: Jo:sbna Cmtchfw:kJ (4/13/2018 9:47 AM} 
ARBS requested check in tile amooot of $1,050.00 payable to Robert Shi ling via FedEx 

Created By: Joshua Crutchfield (4/1312018 9:38 AM) 
C contacted NNA about FEB coocems-,epurchase/replacemenl 

Created By: Joshua Crutchfield (4/1312018 9:35 AM) 
ARBS notes 3 payments equals $1 ,007.49. 
ARBS wil settle for $1,050.00. 

Created By: Joshua Cmtchf-ekJ (4/13/2018 9:35 AM} 
ARBS notes tile following paycff: 

E!lll-
p~ome~ tllru4/17/2018 
Payments received 11 
Payment amount $335.83 
Recent payment received on 3/16/2018 in tile amount of $335.83 

Created By: Joshua Crutchfield (4/12/2018 4:29 PM) 
ARBS received email from C: 

Hi Joshua, 

Thank you very much. I have noted my maii ng address below . .... 
Jericho, NYIIII 
Created By: Jwthna Cmtchfk;tst (4/12/201810:12 AM) 
ARBS responded to C: 

Thank you. The 3 payments will be sent to you as ached< via FedEx. Could you confinn your mailing address as 9 Sagamore Way N Jericho, NY 11753? 

Created By: Joshua Crutchfield (4/12/201810:09 AM) 
ARBS requested payoff from NMAC. 

Created By: Joshua Crutchfield (4/12/201810:07 AM) 
ARBS received the following email: 

Hi Joshua, 
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I have attached a copy of tile registration from tile ROGUE. Noted you can process payments from NMAC. Pis let me know best way for NMAC to wori< out 3 montll aedtt & tllank you again for tile kind gesture. 
If you need to reach me I have noted my eel phone # below. 

ThankY°.11 
ce111IIII -
Created By: Joshua Crutchfield (4/512018 5:34 PM) 
ARBS responded to C: Mr-
Thank you for your email. If you'd i ke, I can go ahead and process your payments. All I' ll need from you is a current copy of your vel>ide's registration. I'll request your payment information directly from NMAC. If you'd 
like to wait until the vehicle is repaired, we can certainly do that as well. We want to make sure this process is as oonvenience for you as possible as we l.lldefstand you've been inconvenienced already. 

Regards, 
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As mentiooed, my soo Brandoo is co spring break but I spoke to him yeste<day to discuss best way to wor1< out car situation until Nissan has the recall. 

The fact that Brandon is at Cornell & will be going back on Mon, 419 until soon lets out middle of May makes it. harder to decide tt it. is better tor me to leave the Rogue with LEGEND 
& pick up a loaner fof him to take back to school, or if it is better for him to take our ROGUE back & exchange for a loaner in Ithaca Or to continue to drive our ROGUE until the Recall. 

I could exchange with LEGEND but Brandon will not be back from school until middle of May & does not want to make 10 hour round trip drive to exchange the car when ready. I would not 
want him to do that anyway & that's also assuming the issue is resotved & the repair is done while he is at school. 

Brandoo would be fine to pick up a loaner in Hhaca but he mentiooed how busy he will be when he gets back to school with exams up until school ends, so he really does not want to deal with 
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having to go back to Nissan to exchange the loane< back tor my ROGUE after the car is repaired. Also, tt the recall is not tor a few weeks, we oould have an overlap with car being repaired & Brandoo ooming home. I 
know you mentiooed it should begin in a few weeks but still might take time tor the repair. 

LEGEND showed me how to rum off the safety sensor When I drive the car. Although I do not want to Brandoo to lose that safety fearure, in addition to the fact that we do not have exact date that 
the recall will begin, I think best sautioo is for Brandoo to drive my ROGUE until he gets back from scllocl which will be approx May 15th. I showed him how to rum off the sensor when he drives. 
And when he gets home, hopefuly the recall wil have begun & I will bring the car to LEGEND for the repair. 

From 4/9when he goes back, he wil be home in about 4 1/2 weeks. li the recall has nol yet begun when he gets back, I rright want to exchange tor a loaner at that time but I aSSlllle by then it. 
should be in motion. 

I awreaate that Nissan has addressed the issue & will be recalling the 2017 ROGUE SL. I am so glad they are allle to identify the problem & know how to repair it. As mentioned, I love the car. 
It drives great I onty put 7,000 miles on the car. It is stil a brand new car. But the sensor issue has been a very big ooncem to me. 

I also apl)reciate that Nissan wil reimburse me tor 3 payments from the lease. That is a very nice gesture & makes me feel very good about dealing with a company i ke Nissan who puts 
their customers as wen as customef'S safety first 

If I do not re<eive notification from Nissan aboot the recall by the time Brandon gets back from school, I will reach back out to you to oonfinm details for the recall. 

Thank You, Rob Shil ing 

Created By: I03hll8 CadGhfteld (4/51201812:43 PM) 
ARBS notes ARBS failed to document previous cooversatioo with C. 
ARBS discussed offering C 3 payments and a loaner. 
C advsied that C will get back to ARBS to decide tt C wants son to go ahead and take vehicle to Ithaca as C's son drives vehicle and is in college. 
C will either drop vehicle off at local dealership or dealership in Ithaca to have repaired. 

Created By: Joshua Crutchf°ield (4/512018 12:42 PM) 
ARBS made outlxxmd call • -
ARBS left vm requesting OOOtaCL 

Created By: Joshua Crutchfield (4/312018 12:41 PM) 
• ARBS sent email to C recapping oonversatioo and providing oontact inlormatioo. 

Created By: Joshua Crutchf°ield (4/312018 11:00 AM) 

~~~~ ~~ ="!!n:1~.u -
ARBS will offer loaner and payment reimbursements. 

Created By: Joshua Crutchfield (4/31201810:49 AM) 
ARBS notes the following: 

In service: 5/29/17 
State: NY 
DaysDown:4 
last repo<ted mileage: 6300 

3 visits related to FEB 
1st visit.@ 6,242 miles-no defect found 
2nd visit 6,284 miles--00 defect found, as per Nissan these concerns are under review by Nissan for fix 
3'd visit @ 6,300 miles-Nissan engineer came and looked at vehicle; no defects found 

1 open campaign found 
No warranty cases found 
No additional CA cases found 

~~e~~';--
1 DTS found- Kevin MacKay 

Created By: Joshua Crutchf°ield (4/312018 10:42 AM) 
ARBS notes the following repair history: 

g=~~6,242 miles-R~ -1 day down 

1. C/s forward colision brakilg assistance stops car by itself when drivilg and there's no cars in front of him. Customer states he does drive over train tracks often but he knows for sure that the 2 times that this has 
happened he was not on train tracks, 
Action: 
1. Tech scanned foroodes no code found only"radarstain" c1a16-97 

~';}.':~8@ 6,284 rriles-R~ -3 days down 

1. Customer states automatic forward ootlisioo warning stops car when it shouldn't Has happened 2 times was here Kl( issue before, computer scanned last time no malfunction found. 
Action: 
1. No bu11etin, messaged tech line, was told no recornrnended repairs at this time, filled out case report. As per nissan these concerns are under review by Nissan for fix. 

311/2018@6,300 miles-R~-1 day down 
Concern: 
1. Nissan engineer came and looked at vehicle. 
Action: 
1. Nissan engineer came and looked at vehicle. 

✓ Created By: Amanda Yett (413/201810:30 AM) 
RC~Y pjaced outbollld call to Customer a---co 4/3118at 10:16AM. 
RC~ y ADVISED "This call may be reoordeffl'!lffi!iftV',d training pt.lJ)OseS .• 

RCA>AY advised POC and direct line. 
RCA>AY recapped case. 

C stated that the first time it happened, C was driving and had gone ove, a speed blrre>. 
C stated that the seoond time it. happened, C's soo was driving the veh near a railroad station and veh slowed down and stopped on i1s own. 
C stated that after the secood time, C brought veh to DLR. 
C stated that DLR was ""'are of this coocem. 
C stated that C was told that ooocerns are due to railroad tracks. 
C stated that indicator stopped veh. 
C stated that this can be very ~s. 
C stated that C's son goes to Cornell and is worried that the veh may stop on the highway. 
C stated that the inspector came and found no problem. 
C stated that DLR is aware of this concern. 
C stated that C is ooncemed about the safety of the veh. 
C stated that C is very happy with the veh. 
C stated that the only thing C can do is disable the safety fearure that was designed to avoid an accident. 
C stated that DeHenry said there might be a recal. 
C stated that C does not know what to do. 
C stated that C's son is on spring break and needs a veh. 
C stated that veh has been greal 
C stated that the veh did not stop for DTS. 
C stated that C does not know what to do. 

RC~Y advised of RHRprocess. 
RC~Y advised ~cantakeupto 10 business days. 
RC~ Y advised it. is based on state lemon laws and repair history. 
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C stated that C likes Nissan. 

RC~Y undefStood. 

Why do yoo want to return the veh to NNA? 
C is coocemed aboot the safety of the veh and accident preventioo fean.-e not wor1<ing property. 

Where is the veh currentty? 
WithC. 

Where was the veh purchased? 
Massapequa Nissan 

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

If used, when was the veh purchased? 
N/A 

Where is the veh serviced? 
Legend Nissan 

Has the veh been taken to multiple Nissan/Infinity deale<S? 
N/A 

RC~Y advised follow up every 3 busa>ess days. 
RCAS-AY advised follow up on 4/6. 

C asked if there is a Nissan OLR in Syracuse or Ithaca 

RCAS-AY advised there is one in Syracuse and RCAS-AY can look into Ithaca. 

C oodefstood. 

RC~ Y thanked C for C's time. 

Call ended mutuaBy. 

Created By~ Nicki Raaor (4/3/201810:19 AM) 
ORTS received the RHR. The RHR was assigned to ARBS Josh O\Jtchfield for review. 

Created By: Amanda Yett (4/3/2018 9:56 AM) 
RC~ Y pjaced outbollld call to LEGEND NISSAN on 4/3118 at 9:47 AM and spoke with SA-Francisco as SM-Vinny Gianni was unavailable. 

✓ RC~Y provided last six of VIN. 
SA-Francisco advised thefe is no open RO. 
SA-Francisco advised concerns are under engineering rev;ew. 

Created Bv: Amanda YeU (412/2018 3:37 PM) 
HR-FEB- EST . 

✓ ~~~~~~DliiJt'/f I:f'~~:~::J~o ~~-
Created By~ Samantha Pixon 14121201a 2:13 PM} 
ARBS mailed resolutioo letter for IIR investigation to C 

✓ fedex traclci 

ARBS sending case bad< to RCAS for RHR review. 

Created By: Samantha Dixon (4/2/2018 2:11 PM) 
ARBS assisting ARBS DK whie 000. 

ARBS made outbound call toe ____ _ 

ARBS advised that ARBS was ~~a'nfflffllr'c inspection results were available. 
ARBS advised that This matter was reviewed and there were no defects found with the vehicle. The OTS test drove the vehicle and was unable to duP,icate the customer's concern. 

c stated that c dealer was u-eady aware of the issue with the FEB and that c doesnt beieve the results 
C stated that there were other issues with other vehs with the FEB 

✓ C stated that c wants the veh repaced and that c doesnt feel sale in the veh. 

ARBS advised that ARSS can send the case back to an RCAS fo, RHR review. 

c slated that c 1'i01Ad fike the veh replaced with another veh. 

ARBS advised that the RCAS will call C by EOB tomooow to discuss the RHR review. 

C oodefstood. 

call ended mutually 

Created By~ Samantha Pi¥@ 14/2/20181:53 PM) 
ARBS assisting ARBS DK whi e 000 

✓ ARBS received email from PL WR 

PL advised lNs matter was re~ and there were no defects fculd with the vehicle. The OTS test drove the vehicle and was unable to dupicate the customer's concern. 

Created By: DeHenry Kidd (3/28/2018 4:24 PM) 
Arbs received an email from Pl stating the case is still under review. 

Created By: DeHenry Kidd (3/28/2018 4:13 PM) 
Arbs has reached out to PL-WR to see rt a decision has been made arbs is waiting on a repjy. 

I ;~~ ~~~'";:C,at!~,
1
~~~':,,~~~ ~~)the inspection is oompjeted Albs is oow waiting on a decision from PL 

Created By: DeHenry Kidd (3/9/2018 9:28 AM) 
Arbs reached out to the DTS to see rt he was able to inspect the vehicle and upjoaded tt to the FTP site arbs is waiting on a repjy. 

✓ g~e;~ =h:~ 'i:o~ ?.::~.:~.~Id meet DTS at DLR for inspection at 10am EST 311/2018. 

Created By: DeHenry Kidd (2/9/2018 2:13 PM) 
Inspection is set for 311 at 10am EST 

Created Bv: PetlePIY Kidd 17!9/2018 12:09 PM) 
I Arbs contacted customer to let him know the inspection date customer stated the 22nd would not wort and that customer asked for inspection date to fall between March 1st and March 9th 

Arbs has reached out to the OTS to let him know and is waiting on a response tor new date. 

- Created Bv: Qetlepry Kidd f7ll/2018 8:20 AM) 
Arbs has requested OTS inspection on customer vehicle artis is waiting on date and time 

Created By: DeHenry Kidd (2/7/2018 8:18 AM) 
Verified Name Address Phone# VIN Mileage Responsible Dealer 

Checked for open Recals/Campaigns: None 
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Customer stated this has happen twice one with customer and the second with his son. Customer stated when it happen to him customer was leaving the gym and was corning to a stop sjgn and the vehicle stopped 
befo,e reaching the stop sign. CUstomer stated the location he lives in has a lot of elevated area but no railroad tracks. customer stated the secood time it happen was when his son was driving on the hwy going about 60 
when the vehicle slowed down on its own to almost a co,rc)jete stop. Customer stated that he as taken the vehicle to the dealer and they have cheeked the vehicle but could not find any issues with the car. Customer 
stated he is also havilg an issue with the vehicle vibrating when customer drives the vehicle over 60mph. Albs directed customer work with the dealership on that concern. 

Arbs-l)K informed customer that Albs would setup an inspection. ~K stated once arbs has the date Albs will let the deale< 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 ft will be at the customer 
expense due to NNA does not offer assistance during the inspection period customer l.lldefStood. 

Created By: Samantha Dixon (2/2/2018 3:47 PM) 
C contacted NNA al>out FEB coocem and veh shaking, repurchase/replacement of veh. 

Created By: Makhaila Elder (212/2018 2:34 PM) 

g~+~~ :i,~.=::,:~.J jjjj£ lit& 
✓ C thanked CRT. 

CRT thanked C. 

Call ended. 

Created By: Toodia Joseph (2/2/2018 1:49 PM) 
Sr. Planner Tondia J. reviewed case with Incident Investigation Specialist Dakota M. advised to complete Investigation Incident Report (IIR) and subrrit tor ft.wther review. 

Created By: Makhaila Elder (2/2/20181:38 PM) 
✓ - DISREGARD PREVIOUS CASE NOTES--

CRT-ME reviewed further with SRPLNR-Tondia Johnson and decided to review with IIR team. 

Created By~ Makbaila Fl<kr 12/2120181:33 PM) 
CRT~E is closing Case as nofl.11her assistance can be offered at this time. 

✓ ;;'~~~~:~~tilg assistance with VEH shaking and randomly stopping. CRT-ME reviewed with SA-Amanda Lumer. 

STATEMENT OF DECISION: 
CRT-ME advised C that DLR would be wil ting to provide C with loaner until NNA releases a fix to DLR regarding C's concern as there is no fix available. 

Created By: Makhaita Elder (2/2/20181:31 PM) 
CRT-ME placed outoound call to C @■l■i■· 
CRT-ME ADVISED "This call may be recoroea Kl< qualfy and training purposes •. 
CRT-ME VERIAED C's name, maifing address, e-mail . 
CRT-ME CHECKED for open recals/carrc,aigns and found: None 
Previous UNRELATED Casets) Fo..-.d: None 
Previous RELATED Casets) Found: 1; techtine;-
CRT-ME advised C that CRT-ME role to C is th~ager mea,jng CRT is to act as the point of oontact on behalf of NNA corporate regarding Cs concerns with VEH or DLR. 
CRT-ME advised C that CRT is ,rware that VEH is stopping. 

C cut CRT off. 
C stated that VEH just stopped and then C was driving over speed bump and then VEH cut off again. 
C stated recenfly VEH shaking when C hit al>out 60 MPH. 
C stated that 60 MPH is not fast on a highway. 
C stated C wanted to <jve son SW that's why C purchased VEH. 
C stated that wife is worried that VEH is nol safe for C to drive if VEH is stopping on C. 
C stated that DLR thought ft may be sensors. 
C stated that DLR knows about 
C stated that this concern is common and C wants to bring it to NNA attention. 
C stated that NNA needs to do something about concern. 

CRT~E advised C that DLR would be abre to provide C with a loaner ootil a fix is availableforconcem but at this NNa is aware of concern and currenttyworking on a fix to provide DLR's with reoooilf'l~lded repairs for 
VEH concern. 
CRT-ME trode<Stood why C may feel lllcorntortable driving VEH and DLR is wiling to put C in loaner as DLR is aware that concern is being reviewed by NNA. 

., C stated C is just not comfortable with son driving VEH. 
C asked how long before fix is available. 

CRT-ME stated unfortl.llately CRT is unaware for the time ft will take for a fix to beoorne available for e's concerns. 

C stated C can call CRT back in a couple weeks to check on status on concern and fix. 

CRT-Me advised C that tt does nol work that way. 
CRT-ME stated that CRT cannot confim when fix is available but DLR will contact C when it is available. 
CRT-ME advised C if C -,1s to drive loaner l.lltil fix is don then C can and DLR will provide C wfth loaner. 

Casked CRT what happens when fall oomes and Chas to send son off to school. 

CRT-ME advised that hopefully a fix is available before the fall but C can discuss other options with DLR al>out VEH trade ins if C would like to do that. 

C stated okay. 
C stated that C will go to DLR Saturday and ask al>out loaner. 
C stated that if c feels corntortable driving VEH then C will dirve tt. 
C thanked CRT. 

CRT-ME provided name and cootact #. 
CRT-ME thanked c for lime. 

C thanked CRT. 

call ended mutually. 

Created By: Makhaila Elder (2/2/2018 1:03 PM) 
CRT-ME placed outoound call to LEGEND NISSAN @ 
CRT-ME spoke with Sa- Amanda Lurner 

SA stated that VEH stops when tt shouldni . 
SA stated No bul etin message. 
SA stated that tech messaged techline as per NNA no recommended repairs at time, NNA is aware and is working on fix. 

✓ ~ :::: ::~ =:;:i ~ i~~:~n::~ =~ce'!'iix forVEH. 

CRT-ME stated that CRT will mention that option to C. 
CRT-Me thanked SA. 

SA thanked CRT. 

Call ended mutuaBy. 

Created Bv: BileY Nabert (2/112018 7:33 AM) 
ORR-RN VERIFIED Account Info including: C's name, home & emai address, phone# & best cootact# 
CRR-RN VERIFIED VEH Info including: VIN#, CUrrent Mileage, 
ORR-RN CHECKED for open recalls/campaigns and found: 0 
CRR-RN CHECKED for previous UNRELATED Case(s) and found: 0 
CRR-RN CHECKED previous RELATED Case(s) and found: 0 
CRR-RN NOTED ooncem is: UNREPAIREO CONCERN 
CRR-RN received inbound call from C 

C stated Cowns a Nissan Rogue 
C stated C has 6,200 miles on VEH 
C stated on two different occasions the VEH slopped short 
C stated on the first occasion the VEH just slopped and C just restarted the VEH 
C stated C brought VEH to DLRSHP-Legend Nissan 
C stated DLRSHP did a diagnose about the sensor within the emblem is phantom 
C stated the DLRSHP stated al>out the phantom is that the sensor is sensing something that isn't there 
C stated the DLRSHP stated this is a problem NNA knows about the sensor ooncem 
C stated C wife is wonied about this concern 
C stated C son is supposed to get the VEH next year and there is too many worries about the son taking the VEH and having this ooncem happen and the son get il an incident 
C stated the DLRSHP told the C to bring the VEH back in to have another diagnose completed 
C stated the diagnose came back again as the phantom sensor 
C stated C is wooied with this VEH 
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C stated this can be a very ~s situatioo 
C stated the person who C wori<ed with at DlRSHP is Vmcenzo Gianni 
C stated this concern happened 4 to 6 weeks ago 
C stated C is very happy with the VEH 
C stated C also has a concern with the VEH shaking "'1len going 60 MPH or above 
C stated DLRSHP stated this is normal when snow are in the tires 
C stated either repair the VEH o, replace the VEH 

CRR-RN provided C with Case # & Agent ID 
CRR-RN infooned C that Case will be transferred to a Regiooal Consumer Affairs Specialist who will contact the C by close of business day Friday, February 2nd, 2018 regarding the C concern 

C undefstood and awceaated the assistance 

CRR-RN asl<ed C ij there is anything else CRR-RN could do to assist C 

C declined 

Call ended mutualy 

Besl Contact# : (646-
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Case Categorizations 

Action ~ ~ # Catego,y Description s..bcatego,y Description Symptom Description 

MULTIPLE REPAIR 
ATTEMPTS 

Case Categorizations Help 

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

Forms 

Action Form -,.. Back To Top 

BRAKES 

~Type 

IIR 

INTELLIGENT BRAKE ASSIST 
(IBA) 

Created By 

26 

Maldlaila Beier 21212018 2:35 PM 

Atways show me more records per reJated nst 

4113/2018 YE 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 3/1512018 

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 2 

Vd'liele Purchased New 

Pre-Owned Initial Mileage 

Current Mileage 1,200 

Incident Codes - IIR REQUIRED 

lncidef'lt Date 2/1/2018 

Sent to legal 

Accident 

Asbag 

Fire 

IIR lndic.ator 

IIROate 

HR -
Vehicle Information 

Vehicle 5N1AT2MV1J• 

Model Year 2018 

Make NISSAN 

Model Line ROGUE 

Model Code 22218 

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 

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

J Reopen Case 11 Clone Closed Case J 

Case Owne< ■ OeHenry Kidd 

Type CA 

Case Origin Phone 

Executive Refenal 

Exee>Received-Oa.te 

Status Closed 

Datelrme Opened 2/5/2018 1:18 PM 

Customize Page I Printable Vrew I Help for this Page 

Date/Tome Closed 3113/2018 12:23 PM 

Multiple Repairs No 

Executive Summary 

Executive Actions To Resolve 

Vehicle Maintained Location BARON 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 0 

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 

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:­
SN1AT2MV1~ 

Kathy Bates 215/2018 1 :18 PM 

NNAill, 12/10/2018 10:26 PM 

Case Record Type CA Oosed Case 

Days Closed 812 

Action c- NT8F 

What action was taken? SF Provided Vehicle Information 

Agent Comments 

Agent Comments 2nd attempt iir 

Agent Next Step 

VIN: Root Cause 

Root Cause Code 

Root Cause Code (2) 

Document ID 

I Reopen Case I ! Clone Closed Case! 

Case History 

Dale 

3113/2018 12:23 PM 

311/2018 7 :43 AM 

2/14/2018 9:20 AM 

2/13/2018 2:57 PM 

Show more • I~ 

Case Comments 

Pubic e«nment 

Use, 

DeHenry Kidd 

DeHenry Kidd 

DeHenry Kidd 

DeHenry Kidd 

Created By: DeHenry Kidd (3/13/201812:17 PM) 
•"Closing case Notes-

CUstomer Na, 

Phone#:·--

Action 

Changed Status from Open to Close<!. 

Closed. 

Changed Follow Up Date from 315/2018 to 3/15/2018. 

Changed Follow Up Date from 2/14/2018 to 31512018. 

Changed Follow Up Date from 2/13/2018 to 2/1412018. 

Arbs-OKcalled customer at 1216pm no answer was made Arbs left ca message stating name and number fore to call Arbs back at 
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SCIN 

Ca-se History Help 

Case Conments Help 

call ended. 

I Decision: NNA Specialist conducted a detailed inspection of the vehicle and k>und no evidence of a product problem, faiure, or malfunction that may have caused or contributed to the incident. 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# 

Arbs is closing case 

Created By: DeHenry Kidd (3/1/2018 7:43 AM) 
Arbs-l)K received an emai from DTS stating that the inspectioo is completed. Albs is now waiting on a decision from PL 

I ;~=~=?'~~(=:~ ;~1
~ A:.,, know the inspectioo date is set for 2/'l6 at 1Dam EST 

Created By: DeHenry Kidd (2/9/2018 9 :24 AMI 
Verified Name Address Phone# VIN Mileage Responsible Dealer 

Checked for open Recalls/Campaigns: None 

• C states that C was driving on No<lhern Boulevard road/HWY travellilg apl)roximately 25-30 rrc,11. 
• In which direction (N, S, E, W?) •Northbollld/Southbound/East!Jound/Weslbound . . .' East 
• How many lanes was the road and in each direction? 4 
• Is the road divided by a coocrete barrier, grass median or turning lane: No 
• Which lane where you traveling in? Right 
• Where there any vehicles 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? Incline (was not approaching arry stop sign. ) 
• Is the road condition newly paved, moderate or poor in condrtion? Moderate paved 
• Did the incident occur in a construction zone? no 
• Where you accelerating, coasting, brakilg or auising (maintaining speed)? Cruising 
• Was traffic ie.et moderate , heavy, or light? no 
• Just before the incident occurred, was the orientation of the steering wheel and the vehide in a straight line? yes 
• Weather: Clear 
• Did any airbags deploy: no 
• Point of il1"4)8ct: no 

Arbs-l)K intormed customer that Albs would setup an inspection. ~K stated once art>s has the date Albs 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 rt will be at the customer 
expense due to NNA does not offer assistance during the inspection period customer l.lldefStood. 

Created By: Samantha Dixon (216/201811:25 AM) 
C contacted NNA al>out intelligent braking system inquiry. 

,/' ~;;"~"!:~=:i~~ett (216/2018 8:21 AM) 

Created By: Amanda Yett (216/2018 8:21 AM) 
RCAS-AY re<eived inbound cal from C. 
RCAS-A y VERIFlED C's name, home & email address, ooncern, and phone. 
RCAS-AY ADVISED "This call may be reoorded for qualey and training purpooes. • 

RCAS-AY CHECKED for open recals/can-c,aigns and fomd:O 
Previous UNRElATEO Case(s) Found: 0 
Previous RELATED Case(s) Found: 0 

RCAS-AY advised POC. 
RCAS-AY verified C's coocems-FEB concern. 

C stated veil stops by itself. 

RCAS-AY began IIR. 

C stated that C undefstands that RCAs.A Y has to ask these questions but C wants veh fixed. 
C stated that this is extremety dangerous and could be a lawsuit. 
C stated that C was told that someone wwld come out. 

:~~ ~y~n:r:.:~..::~ ~~
1
~miti re; esenta~~e =! :=--:-~~b:~ss days after the representative receives the case. Please allow for a minirrun of 30 rrinutes during that call so 

,/' C confirmed. 
C stated that rt is urgent. 
C stated that C wants this reoorded. 
C stated that if something happens, NNA will be responsible. 
C stated that veil is no good. 
C stated erther change out the veh or fix rt. 

RCAS-AY apologized and advised RCAs.A Y wil coovey the urgency of this but rt can take up to 3 business days. 

C stated that C just wants veh fixed. 

RCAS-AY oodefstood and offered further assistance. 

C stated that C was told to call NNA and NNA would take care of rt properly. 
C stated that NNA just keeps adding time to process. 

RCAS-AY apologized and advised RCAs.A Y understands the urgency of the srtuation and will make sure rt is documented. 

C oodefstood. 

RCAS-A Y thanked C for C's time. 

Call ended murualy. 

✓ ~~~"!~~~roe~:&" ~=18 7:58 AM) 

Created Bv: Amanda YeU (216/2018 7:58 AM} 
✓ ~g~~~~~~ ... ca= JH.,tl!k 

RCAS-A Y requested calback. 

Created By: Amanda Yett (216/2018 7:21 AM) 
RCAS-A y pjaced outbollld call to DLR. 
RCAS-AY spoke with SM-Frank. 

✓ RCAS-AY provided last six of VIN. 

• 

S-rank advised C has not been to DLR. 
S-rank advised C called DLR and was instructed to cal CA 
S-rank advised C has ooncern with FEB system in veh. 

Created By: Kattiy Bates (215/2018 2:07 PM) 
~-CASE SUMMARY""• 
C called to book an appoiltment with a specialist for IBS 

CRR - KB informed C the case will be passed to RCAS for appoiltment booking as a specialist and special machine is requi-ed from OMS 

Supervisor cafl 

Created Bv: KaUJy Batq (215/2018 2:00 PM) 
SCRR-OB took over call 

SCRR-OB confirmed that C was seeking assistance regarding getting specialist to DLR for Intelligent B<aking System 

C agreed stating that C is seeking assistance wrth this 
C stated that C has been to DLR but the DLR told C to call NNA to book the appointment with the specialist 

SCRR-OB confirmed this is true as the specialists have specific training and tools to handle the concern that the DLR may not 
SCRR-OB advised that C wil hear back from RCAS by EOO 216/18 

C stated that C W00ld like to hear back by EOD today if possible 

SCRR-OB advised that as this case has just been opened RCAS would have to have the time to review is prior to C call back and this will take pjace by EOO 216/18 

C understood 

SCRR-OB offered furtller assistance 

Cdeclined 

SCRR-OB provided case # , name and ID 
Call ended mul\Jaly 

I Created By: Kattly Bates (215/20181:53 PM) 
CRR - KB RECEIVED a call from C 
CRR - KB CONFIRMED C's info including VIN#, maifing address, phone number, email address, and mileage 
CRR - KB SEARCHED for VIN# campaigns and found - 0 
CRR - KB SEARCHED for related cases and found - 0 
CRR - KB SEARCHED for lffelated cases and found - 0 
CRR - KB found the main ooncern of the can to be - booking an appoinbnent for repair 

C stated C-s been having issues with C's YEH IBS (inteligence Breaking System) 
C stated C was informed by the DLR to cal NNA to book an appoinbnent for this repair 

CRR - KB called the DLR to find out more info 

DLR told CRR - KB that because of the required diagnosis and repair that OLRs are t,e;ng informed to have C's call NNA to book the appointment because the diagnostic requires a special machine and someone from 
OMS to perform the diagnostic and repair 

Call with DLR ended murualy 

CRR - KB informed C of the instructions given to the DLR 
CRR - KB INFORMED C that the case will be passed to RCAS for lu:tller review 
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CRR • KB INFORMED C that someone from RCAS will contact C by the end of business the next business day 
CRR - KB SENT email to C regarding RCAS escalation and explained it to C 
Best Contact 

C asked to speak to a supe,visor 

Case Categorizations 

Adion ~ ~ # Catego,y Description s..bcatego<y Oesaiption Symptom Description 

Forms 

Action Fonn -
BRAKES 

Request Type 

IIR 

INTELLIGENT BRAKE ASSIST POOR OR IMPROPER 
(IBA) OPERATION 

Created By 

Amanda Yett. 2/6/2018 8:19 AM 

Page 4 of 4 

Case Categorizacons Help 

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

26 2/S/2018 YX AD 328000 

Created Date 

2/6/2018 

OA 

Forms Help 

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

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

-Show Feed 

Case Detail 

Account Name 

Contact Email 

Home Pl1one -Letter Se-nt Date 

Letter Received Date 

Follow Up Date 2/14/2018 
Supporting Documents 

CA Muttiple Repairs 

Social Media Involvement 

Martiz Custome< Id 

Case O#nH location Hamilton 

Texting Status 

Case Reopen Count 

Description 

Call Script 

Who contacted u.s? Consumer 

I Vehicles Owned 1 
Vd'liele Purchased New 

Pre-Owned Initial Mileage 

Current Mileage 10,000 

Incident Codes. IIR REQUIRED 

lncidef'lt Date 

Sent to legal 

Accident 

Asbag 

Fire 

IIR lndic.ator 0 

IIROate 

HR 

Vehicle Information 

Vehicle 5N1AT2MV6J• 
Model Year 2018 

Make NISSAN 
Model Line ROGUE 

Model Code 22218 

Dealer Detai l 

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

Bluetooth 

Related Items 

Responsible District 01 

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= llll 

J Reopen Case 11 Clone Closed Case J 

ease 0wne< ■German Reano 
Type CA 

Case Origin Phone 

Executive Refenal 

Exee>Received-Oa.te 

Status Closed 

Datelrme Opened 2/7/2018 10:03 AM 

Customize Page I Printable Vrew I Help for this Page 

Date/Tome Closed 2/13/2018 12:23 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 

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: 

Notes to Agent 

System Information 

Subject CUSTOMER· PHONE: VIN: 5N1AT2MVs.xalllll 

Created By Maria Aguirre, 2/7/2018 10:03 AM 

Last Modified By ~ 12/10/2018 11 :OS PM 

Case Record Type 

Days Closed 

CA Oosed Case 

840 

Action Code NT8G 

What action was taken? 8G Provided Other lnk>rmation 

Agent Comments 

Agent Comments Intelligent Brake Assist failure 

Agent Next Step 

I Reopen Case 11 Clone Closed Case J 

Case History 

Use< 

2/13/2018 12:23 PM Gennan Reano 

Action 

Changed Status from Open to Clou<!" 

Closed. 

Root Cause 

Root Cause Code SCtN 

Root Cause Code (2) 

Document ID 

2/9/2018 10:58 AM 

2/9/2018 10:44 AM 

2/9/2018 10:44 AM 

Getman Rean0 

German Reano 

German Rean0 

Changed Follow Up Date from 2/9/2018 to 2114/2018. 

Changed Case OWner from Maria Aguire to German Alvarez.. 

Changed Follow Up Date from 2/8/2018 to 219/2018. 

Show more • I Go to list • 

Case Comments 

Pubfic Comment 

Created By: German Reaiio (211312018 12:22 PMI 
SPARCAS-GR is closing Case as no furthe< assistanoe can be offered at this time. 

---CASE SUMMARV--
C contacted Nissan CA requeslilg assislanoe with the operation of the AEB (Automatic Eme,gency Braking). 
-STATEMENT OF DECISION-

Page 2 of 4 

Case Histo,y Help 

Case Conments Help 

SPARCAS-GR refeo-ed C Owner Manual and infonned that unless AEB warning light is on the system should be ready to operate in case of emergency. C was advised to apply the accelerator if the VEH brakes partially 
without need to do it and take notes of the road and traffic ooncitions when it happens. 

Created By: German Reaiio (211312018 12:20 PMI 
SPARCAS-GR made an outlxlund call to C . 
SPARCAS-GR ADVISED "This cal may be reoorded for quality and t raining purposes." 
SPARCAS-GR verified C name, home address and phone# and oonfirmed that no changes have been made to C contact information. 

SPARC AS-GR provided C the detailed information on the operation of the AEB as pe, CA TS email which can be sunvnarized in the following points: 1) The AEB cannot detect all vehicles under all conditions. the AEB 
avy operates unde< ooncitions that are unsafe, so it is NOT reconvneoded to attempt to test the system. 
The AEB warning light will come on if the system is unavailable, otherwise the system is ready to wor1< ii all ooncitions are met. 2) 11 AEB system unexpectedly 8j)!liy partial braking then C sllould press the accelerator 
pedal to ovenide the system➔ 3) Stored codes in the system are being iwestigated by NNA tecmicians and at this moment there is no new information and if any corrective action is required DLR will inform to C about it. 

C ST A TED that several times C has noticed that C's VEH brakes ooexpectedly and now C will follow the reoonvnendation to apply the acoelerato, to cwenide it. 
CASKED what C should do if this issue persists and C was advised to write down any particular cira.mstanoes in the traffic o, road conditions when this event happens and repo,t that to DLR or Nissan CA. 

SPARCAS-GR informed C that C will reoei..e a survey by email regarding this cal. 

C understood and appreciated the information. 

Call ended mutualy. 

Created By: German Reaiio (211212018 4:39 PM) 
SPARCAS-GR reoeived by tax copy o•■■■ Fie attacned to the case. 

Created By: German Reano (211212018 4:03 PM) 
SPARCAS-GR received an inbound call from DLR Service Depar1meot at ext.#. 
DLR SA David Woodside provided the following information through Spanish associate Car1os and a copy of the RO will be sent by fax. 

~.lieage faL 
3. Open date: fel> 6 
4 . Close date: Feb 10 
5. Number of days down: two 
6. Diagnosis: code 10054 automatic brakes do not wale 
7. C was ink>nned that no fix is available k>r this issue. 

Created By: German Reaiio (211212018 2:15 PMI 
SPARCAS-GR made an outlxlund call to DLR Se<Vice Del)al1meot and spoke to Essie who kindly took note to get an advisor to call back to provide diagnosis information of C's VEH. 

Created By: German Reaiio (211212018 2:04 PMI 
SPARCAS-GR reoeived an email response from CATS Jeff pointing oot the following. 
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1. There are limitations to the Automatic Eme<gency Bramg (AEB) Feature. 
The AEB cannol detect all vehides - al conditions. 
Furthermore, the AEB only operates under oonditions that are unsafe, so tt is NOT reconvnended to attempt to test the system. 
The AEB wamnJ light will come on if the system is unavailable, otherwise the system is ready to wor1( if all oonditions are met. 
A dealer should not attempt to test this system as it only operates under unsafe conditions. 
It is reconvnended to review pages 5-122 through 5-137 of the ownefs manual, and reoommend that the custome< also reviews this inlonnation. 

2. The cuskwner stated that occasionalty the vehicle brakes automaticalty when there is NO vehicle in front 

Page 3 of 4 

Page 5-125 of the owner's manual, states In some road or traffic cooditions the AEB system may unexpectedly apply partial braking. When acceleration is necessary, continue to dejl(ess the accelerator pedal to override 
the system. 

3. The customer stated that deale< was able to duplicate only the issue repo<ted in 1 ). 
See list of hmitatioos as mentioned above, and do nol attempt to test the system. 

4. The customer stated that this function of automatic braking never worked in this vehicle. 
The conditions that AEB operates undef are oosafe., so if the system has not triggered it is likely the conditions were not optimum for the system to operate. This is an assist system and the driver stil needs to retail 
controi of the vellide. 

5. The customer stated that dealer i'lfonned that this issue has been reported in other vehicles and there is currently no technical solution to fix it. 
-rhank you for oontacting Nissan. At this point, Nissan has not released any updates relating to the Automatic Emergency Braking operation of your vehicle. I wil open a Case to document your concerns. Nissan 
Consumer affaira wootS dosely with our Engineering, Qualey, and Warranty departments to provide the highest qualtty products and services possible. If necessary, this will be investigated and any new infoonatioo will be 
released to the Nissan Dealers once the investigation is completed. Please stay in contact with your local Nissan Dealer for any new ink>rmation regarding this« any other issues pertaining to yoor vehicie: 

Created By: German Reano (219/2018 5:16 PM) 
SPARCAS-GR sent an email to CATS requesting opnion/reconvnendation on this case. 

Created By~ C-..ccmao Beafio ~219/2018 10:57 AM) 
SPARCAS-GR received inbound call from C. 
SPARCAS-GR VERIFIED C name, home and email address and phone#. 
SPARCAS-GR VERIFIED Veh Info including: year, model. 
SPARCAS-GR CHECKED for open recalls/campaigns and found: none 
SPARCAS-GR CHECKED for previous UNRELATED Case(s) and foood: nooe. 
SPARCAS-GR CHECKED previous RELATED Case(s) and found: none. 
SPARCAS-GR NOTED conoem is: technical issue that is not repairable by DLR. 

C ST A TEO that C took the VEH to seli ng DLR on Monday regarding the issue of malfooctioning of the inteftigent brake assist as the VEH does not brake when there is a vellide in front 
C ST A TEO that DLR technician was abie to duplicate the issue as this ftllction never worked in this VEH. 
C ST A TEO that sometimes the VEH brakes when noU.ng is in front but this issue could not be duplicated by DlR tecmician. 

I C ST A TED that DLR has infonned C that other simiar VEHs are experiencing the same issue and currently there is no a technical solution yet 

SPARCAS-GR infomled C that a technical consultation wil be made with CATS to determine the best course of action for C case. 
SPARCAS-GR provided C with agent name and 10 and informed C that C wiU get a call back within 3 business days. If no response has been received by then C wil receive an email indicating that. 

Call ended mutllaly. 

14fell<ero 

by email 

Created By: Maria Aguirre (2/7/2018 10:58 AM) 
•n CASE SUMMARY •-
C call NNA to report the improper operation of a sensor. 

CRR- MA ireported the conoem and suggested C keep calling back to continue docmenting the case. 
C:RR- MA is closing case as no fi.11her assistance can be offered at this time. 

Created By: Maria Aguirre (2/7/201810:57 AM) 
CRR- MA VALIDATED Aocount information including: C's name, home and email address and best contact number. 
CRR- MA VERIFIED VEH Information induding: Colour, model, year and current mileage. 
CRR- MA CHECKED for open recals/campaigns and found: 0. 
CRR- MA CHECKED for previous UNRELA TEO Case(s) and found: 0. 
CRR- MA CHECKED previous RELA TEO Case(s) and found: 0. 
CRR- MA NOTED conoem is: Report sensor improper operation. 

CRR- MA received an inbound call from C. 
CRR- MA asked C what infoonatioo C was looking for. 

C stated C's VEH has a prol)lem. 
C stated OLRSHP to4d C to cal NNA. 
C stated C no longer owns the 2015 Frontief. 

CRR- MA reviewed VEH's VIN. 
CRR- MA asked C the llMle of C's local OLRSHP. 

C stated C went to the BELLEVUE NISSAN DlRSHP. 

CRR- MA requested to desaibe the conoem. 

C stated VEH has a sensor that detects when there's a VEH in fronL 
C stated sensor should give a warning whenever this happens. 
C stated the biggest prolllem is that 7X now the warning goes off and VEH brakes. 
C stated VEH doesni brake completely but the rear brakes activate slowing down the VEH significantly. 

CRR- MA asked C if OLRSHP had diagnosed VEH. 

C stated C took VEH to OLRSHP. 
C stated technicians took VEH for a test drive but couldn't Md anything. 
C stated technicians told C to leave VEH at OLRSHP for ft.sther review. 
C stated C received a phone call where technicians cou1dn't identify the source of the prolllem. 
C stated OLRSHP to4d C to repo<t the smiation with NNA. 
C stated OLRSHP cannol do anything but have othef reports from other VEHs with the same problem. 

CRR- MA asked C when C took VEH to OLRSHP. 

C stated C took VEH the first time in Jan, and the second time yesterday, Feb 06. 

CRR- MA created a case and provided C with case number. 
CRR- MA apologized with C for the inooovenience. 
CRR- MA informed C that NNA couldni ft.sther assist C since no diagnosis identifying the problem exists. 
CRR- MA informed C that the best that CRR- MA could do was to document the cal. 
CRR- MA encouraged C to cal NNA back nthe conoem persisted. 
CRR- MA inquired n thefe was any further assistance. 

C understood and appreciated the assistance. 

CRR-MA restated agent ID and name. 
CRR- MA informed C that CRR- MA 'Ml send Can email 'Mth these information. 
CRR- MA informed C to fil out the survey C might be receiving via email in regards of CRR- MA assistance to C throughout the call. 

C undefSlood. 

Call ended mutllaly. 

Case Categorizations Case Categorizations Help 

Action ~ ~ # Ca1ego<y Description Subc.rtego<y Description S ymptom Description Major (Mnponent Code c.tego,y O.oe Symptom Code Catego,y Code S-go,y Code Concern Code 

INSlRUMENTATION WARNING DISPLAY POOR OR IMPROPER OPERATION 11 2/7/2018 YX AT 184500 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 -Letter Se-nt Date 

Letter Received Date 

Follow Up Date 412512018 

Supporting Documents 

CA Muttiple Repairs 

Social Media Involvement 

Martiz Custome< Id 

Case O#nH location Murfreesboro 

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

J Reopen Case 11 Clone Closed Case J 

C....Owne< 

Type 

Case Origin 

Executive Refenal 

Exee>Received-Oa.te 

■.,"lOlld Milan 
CA 

Phone 

Status Closed 

Datelrme Opened 2/8/2018 6:46 PM 

Date/Tome Closed 4125/2018 3:48 PM 

Multiple Repairs No 

Executive Summary 

Texting Status Executive Actions To Resolve 

Case Reopen Count 0 

Description ARBS notilg ARBS is closing case as no further assistance can be provided at this time. 
ARBS nolilg C called in seeking assistance with veh brakes slamming wllen getting close to other vehs. 
ARBS nolilg ARBS provided DTS inspection to C. 
ARBS noting ARBS did not offer a reptKchase or replacement as concern-• not duplicated and veh was lound to be operating nonnally. 

Call Script 

Who contacted us? Consumer 

IVeh;cles Owned 15 

Vehicle Purchased New 

Pre--Owned Initial Mileage 

Current Mileage 5,000 

Incident Codes - IIR REQUIRED 

Incident Date 

Sent to Legal 

Accide-nt 

A;,t,ag 

Fire 

IIR Indicator 0 

HR Date 

IIR 

Vehicle Information 

Vehicle JN8AT2MTSI-N 

Model Year 2017 

Make NISSAN 

Model line ROGUE 
Model Code 29317 

Dealer Detail 

Case Servicing Dealer BAYTOWN NISSAN 

Case Servicing Dealer Region Central Region 

Bluetooth 

Related Items 

Responsible District 08 

Sha.redWrth 

Phone Carrie< 

Phone Manufacturer 

Reported From 

Issue Categories 

Approwd Check Requests $0.00 

https://nissanna.my.salesforce.com/5000G00001QhBVmQAN 

Vehide Maintained Location OLR 

Previous Repair Date 1/11/2018 

Previous Repair Location 

Related Vehide Make Nissan 

XTIME Appointment Numbff 

Property Damage 

Injury Letter 

NIMTlber Injured 0 

RHR Started 2/8/2018 

RHR C«npleted 2/13/2018 

Customer Document Requested 

Date Requested 

Customer Document Received 

Date Received 

Part Humber 1 

Beyond Basic Warranty Miles1 0 

Beyond Basic Warranty Months 1 0 

Beyond PT Warranty Miles 1 0 

Beyond PT Warranty Months1 0 

Data Net 

Datanet Dealer Date 

Deale...- Instructions Service Oepl Review 

Requested Dealer Action please review. 

Bluetooth Ticket Status 

Phone Model 

Phone Operating Sys1em 

Goodwill Offered 

VCAN 

Goodwill Processed O 
.J 
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Vehicle Service Contract 

VSC Reprint Request Email 

Sales & Service Campaign Specific Information 

Hot Alert Date 

LS Response rwne 

Verbatims 

AJect Trigger Verbatim 

Survey Verbatim 

Dealer Action History 

NNA Notes 

Customer ConversatKm Notes 

DTS Inspection 

Contact Name 

Home Phone 

WorttPhone 

Mobile Phone 

Ema~ 

Alternate Email 

OTS Inspection Date OTS Inspection Date Confirmed? 

DTS Request Type Notes for OTS (Vehide Concerns) 

Inspection Time/Notes Appointment Time: 

System lntonnation 

Subject 

Created By 

Last Modified By 

Case Recoc'd Type 

Days Closed 

Notes to Agent 

CUSTOMER:­
JN8AT2MT~ 

Betty Tilahun 2/8/2018 6:46 PM 

tW6m, 12/10/201811:04 PM 

CA Oosed Case 

769 

Action C- NT8F 

What action was taken? SF Provided Vehicle Information 

Agent Comments 

Agent comments Appointment Time: 

VIN: Root Cause 

Root Cause Code 

Root Cause Code (2) 

Document ID 

-

SCMV 

Page 2 of 8 

Notes to Agent I am scheduling this inspection for 03/08118@ 10:30 AM. This is the earliest available date for this inspection. Please notify both the custome< and deale< of this inspection 
date and time and advise the customer that I need to meet with her to discuss the concern in detail and to conduct a road test for the purpose of verifying the ooncem. This will take~30 
minutes to an he..- to canprete. Please coofirm this with all parties. 

Agent Next Step 

I Reopen Case I I Clone Closed easel 
Case History 

Date User 

4/25/2018 3:48 Oiamood 
PM Willi 

4125/2018 3 :46 Diamond 
PM Mi an 

4124/2018 5:08 1lilllDllllll 
PM !:1!!!!! 
4/20/2018 9:07 
PM 

Show more • I~ 

Case Comments 

Public Comment 

Ac6on 

Changed Status from Open to Closed. 

Closed. 

Changed Description. 

Changed Follow Up Date from 4/2412018 to 412512018. 

Changed SUbje<:! from CUSTOMER· 
JN8AT2MTSHY<illlll. 

Created By: Diamond Milan (412512018 3:46 PM) 
brake concern➔ 

Created By: Diamond Milan (412512018 3:45 PM) 

PHONE: 

ARBS noting ARBS is closing case as no further assistance can be provided at this time. 
ARBS notilg C called in seeking assistance with veh brakes ~amming when getting close to other vehs. 
ARBS noting the following notes from OTS inspection: 

1.COOl)laint FEB system not functioning properly. 

Case History Help 

VIN: JN8AT2MT~ to CUSTOMER: VIN: 

Case Cotrwnents Help 

Cause: OTC C 1A 16 sta<ed il Past state and FFO showed OTC had been set -1 SOD miles ago. Radar sensor previously replaced. OTS advised C that any blod<age of the radar sensor could result in non-Ol)eration. OTS 
also reviewed details of OM with C. 
Correction: No OOCTection necessary as code was cleared and did not return after road test Note: dealer advised to clean Nissan k>go of debris and review results with customer. 
Status: Complete 

ARBS noting ARBS provided OTS inspection to C. 
ARBS noting ARBS did no! offer a repurchase or replacement as concern was not duplicated and veh was found to be operating normally. 

Created By: Diamond Milan (4/2512018 3:42 PM) 
ARBS placed a call to C. 

ARBS advised C that ARBS wanted to folow up with C about inspection. 

C stated at first tt was a fiasco. 
C stated later the Home< molly assisted C with the concern. 
C stated the dlr could not find any codes or duplicate the ooncem. 
C stated the code was erased back il January. 

ARBS advised C if there were not arry codes or past codes, then there is a possibility there has not been a malfunction of the veil. 
ARBS explained the OTS has advised the veh is acting as designed. 
ARBS explained to C , the way Chas explained the concern, the veil is operating as designed. 

C stated the brakes are being applied so hard the veil slides. 
C stated C is going to slide ilto another veil because the brakes slam so hard. 
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ARBS explained the brakes are slammilg because it is an emergency system➔ 
ARBS explained if C is goilg full speed and gets close to a par1<ed car or a car nol in motion, the brakes are supposed to slam. 
ARBS advised lllat is a safety feature for Ille customer. 
ARBS advised NNA nol in Ille position to offer a repurchase. 

C stated C was advised in Ille past if Ille sensors are dirty, lllat could be a problem. 
C stated C doesn1 feel like lllis is a safety feature. 
C stated C wants lllis noted. 
C stated C will never refer any one to Nissan or tell anyone about Nissan➔ 
C stated C will speak will1 Cs husband to see what Cs next steps wil be. 

ARBS advised C lllat Ille c:oocem is documented. 
Call ended mutualy. 

Created By: Diamond Milan (4/2512018 3:35 PM) 
ARBS noting email from SA-Homer. 
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Hi Diamond. We loo«ed at tt and lllere were no stored or past codes. Although, Baytown Nissan told her there were codes. She upset with Nissan in general. She infomled me lllat her and he< husband have purchased 
12 Njssans i'I the past and won't ever again. I apok>gized to her. She was nice with me, but just upset with the company .. Not sure what she will do, but she left after here. No dlarges towards the customer here. 

Created By: Diamond Milan (4/25/2018 3:26 PM) 
ARBS noting email to SA-Homer: 

Good Afternoon Homer, 

I wanted to follow up with you about the customers case. The customer came in yesterday for a concern with the vehicle stopping when the customer believes it should not. The customer was supposed to be completng 
a test drive aoo/or an inspection on the vehicle to see if a oode could be foln:t or concern could be duplicated. Is there any new information for the claim? Were you able to duplicate the concern on the vehicle? 

Thank you, 

Created By: Diamond Milan ~4/24/201811:31 AM) 
ARBS placed a call to Homer. 
ARBS noting ARBS advised Homer lllat ARBS and SA spoke on Friday. 
ARBS advised Homer lllat ARBS and SA spoke on Friday at 2:50 pm. 
ARBS advised Ille oonversation is documented and ARBS can pull the phone record. 
SA stated Friday was hectic . 
SA stated SA is not saying lllat ARBS is lying but SA cannot remember a conversation about this. 
SA stated will work will1 customer. 
ARBS explained concern again. 
SA stated SA wil talk to customer now and provide ARBS will1 an update. 
SA asked ARBS to send SA an email with this information so that SA can have a paper trail. 
ARBS Understood. 
Call ended mutualy. 

Created By: lain Hadden (4/24/201811 :19 AM) 
CRR-1.H <OPENED or VERIFIED> Account Info including: C's name, home address, & best c:ootact# 
CRR-1.H CHECKED for previous UNRELATED Case(s) and found: 0 
CRR-1.H CHECKED previous RELATED case(s) and follld: 0 
CRR-1.H NOTED c:oocem is: seeking follow up on case due to developments will1 DLR 

C called in very upset as C's agent has apparently spoke will1 tech Homer and set up appointment for C however When C went to DL TR llley claimed they had no idea 1Mlat C is talking about 
C is also upset lllat DlR is trying to charge C for Ille loaner VEH 
C wants C's agent Diamond to call C ASAP 

CRR~H advised C and tech Homer lllat Diamond wil be calling C today lor update and both parties are to watt for 615# 

C understood 

CRR-IH advised SA- Homer and C that CRR will message agent Diamond requesting invnediate follow up on the case 
ORR-IH asked C if any furthe( assistance may be provided 
C declined 
Call ended mutualy 

Created By: Diamond Milan (4/20/2018 2:54 PM) 
ARBS placed a cal to C. 

ARBS advised C Illa! ARBS placed a call to dlr and spoke wi111 an SA Homer. 
ARBS advised C Illa! C can bring Ille \/ell in next week between 9 and 12 am on Tuesday. 

C understood. 
C -ed what if Ille veh doesnl pull a code or if Ille veh doesnl dupjicate on test dri11e. 

ARBS advised C lllat NNA would nol be able to offer a buyback. 

C stated the last test dri11e C did, Ille DTS would not get close enough to other vehs when they were at a stop. 
C stated the OTS advised lllat could put Cs safety at risk. 

ARBS explained if the veh is ~ for C close to other \/ells, then the \/ell is acting as designed. 
ARBS explained lllat no one is goilg to test drive Ille veh at full speeds close to olller - lllat are at a stop. 

C understood. 
C stated C will take it in this weekend or next week. 

ARBS understood. 
Call ended mutualy. 

Created By~ Qiamond Milan ~4120/2018 2:50 PM) 
ARBS noting ARBS placed a cal to McOavid Nissan. 
ARBS spoke willl senior ad\liS()(-Homer. 
ARBS explained concern. 
ARBS noting Homer advised lllat C can bring \/ell in on Tuesday between 9 and 12 am. 
ARBS understood. 
Call ended mutualy. 

Created Bv: pjamond Nil•D (4/20/2018 2:39 PM) 
ARBS placed a cal to C. 

ARBS advised C lllat ARBS wanted to follow back up will1 C about concern. 

C stated C is having the same concern with the veh. 
C stated C had to take Ille \/ell back in to Ille dealership. 
C stated the dealership was unable to duplicate Ille concem. 
C stated the SM was doilg a test drive on the veh. 
C stated C checked Ille odometer and Ille odometer had nol changed since When C dropped Ille \/ell off. 
C stated the dlr is not test driving the - -

ARBS asked C if C notices any pattern or certain situation when Ille \/ell stops. 
ARBS asked if anytt>ng popped up on Ille dash or any noises. 

C stated a yellow car flashed. 
C stated the \/ell beeped as well. 
C stated there was a veh stopped in front of anoll1er - ­
C stated C was more than a car lengths in front of Ille \/ell. 
C stated the brakes applied so hard lllat Ille - slides. 
C stated the \/ell in front of C was ~etety stopped. 
C stated the - was several feet in front of C. 
C stated the light flashes one time. 
C stated the light flashed realy fast. 
C stated C lllinks C just needs to take tt somewhere else. 
C stated C was told by Ille dealer and Ille DTS lllat Ille veh is just dirty. 
C stated C washes Ille \/ell 3 times a week. 
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C stated C doesn1 befieve its just dirt. 

ARBS agreed. 
ARBS asked C what dlr C would like to go to. 

C stated C would like to go to McDavid Nissan. 

ARBS understood. 
ARBS advised that ARBS will give the dlr a call and speak with dealer about concern. 

C understood. 
Call ended mutualy. 

Created Bv: Hetty JiJ•bllD 1411912018 5:16 PM} 
CRR-BT VERIFIED Account infonnation induding: C's name, home & e-<nail address, phone numbe< & best contact number 
CRR-BT VERIFIED VEH lnlormation including: VIN# & Current Mi eage 
CRR-BT CHECKED for open recalls/~ns and found: none 
CRR-BTCHECKED for previous UNRELATED Case(s} and found: __ _ 
- B~ previous RELATED Cose(s} and found: none 
~ B~cemis: Contact 

CRR-BT received inbound call from C 

C gave CRR-BT case# 
C verified the account 

C stated that C has called RCAS multiple times and there is no answer 
C stated that RCAS has not cootacted C 
C stated that rt C does not hear from RCAS by tomorrow then C wil request to speak with a supe,visor 

CRR-BT in1ooned C that that an internal message has been sent to RCAS and C will be cootacted 
CRR-BT apologized to C for the inconvenience 

C understood and appreciated the assistance 

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

C declined 
C understood 

CRR-BTprovided Cwith agent 10 - and case ~ 404 
CRR-BT noting- contact nlllll!l!l"'I! 

Call ended mutualy 

Created Bv: Amaka 9k•(9f 14/1912018 9:57 AM) I Last Modified By: Amaka Okafof (4/19/2018 9:57 AM) 
----CASE SUMMARY • 
Customer is seekilg assistance with case follow up 

Best cootact 

Created By: Amaka Okaf0< (4/1912018 9:56 AM) 
CRR-AO VERIFIED Account Info including: C's name, home & email address, phone# & best cootact# 
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 l)(evious RELATED Case(s) and found: 0 
CRR-AO NOTED Concern is: case falow up 

CRR-AO received inbound call from C 

C stated C has a case # 
C stated C has been trying to reach agent 
C stated C has had another problem with VEH and has to take VEH to DLR 

I C stated DLR keeps telling C nothing is wrong with VEH 
C stated that DLR stated 2 people test <lrove VEH but VEH mileage is slil same 

CRR-AO apologized and advised C that falow up is set for today 
CRR-AO advised C that agent handi ng case would be emailed as wel 

Cagreed 
C denied further assistance 
C thanked CRR-AO for information l)(ovided 

CRR-AO gaveC CRR-AO first name & ID 7319260 as well as case# 

Call ended mutualy 

Created By: Catherine Myl<e (4/1812018 12:35 PM) 
CRR-CM <VERIFIED> Account Info induding: C's name, home & email address & best contact# 
CRR.cM CHECKED for open campaigns and found:0 
CRR-CM CHECKED for previous UNRELATED Case and found:0 
CRR.cM CHECKED p(evious RELATED Case and found: 0 
CRR-CM NOTED coocem is: C waiing for falow up 

Received in bond call from C 

C stated that C was to have a folow up on the 13th 
C stated that C never received a call 
C stated that C has left VMX's everyday since 
C stated that C has not received any calts back 
C stated that the best cootact number i 

CRR-CM advised C that there was an email sent to the agent requestilg a call back 
CRR-CM asked C rt there was anything else that CRR-CM can assist with 

Cdeclined 

CRR.cM provided C with Case,_ and agent 10-

C understood and apl)(e<iated the-

Best Conta 

Call ended mutualy 

Created By: Diamond Milan (4/1312018 4:33 PM) 
ARBS noting ARBS placed a call to C. 
No answer. 
ARBS left vmax. 

Created By: Diamond Milan ~4/4/2018 4:34 PM) 
ARBS noting ARBS placed a call to C 

C stated C has not taken the veh back. 
C stated C will be taking tt in on Al)(i 12th just for a check up to make sure everything is oi<. 

I ARBS understood. 
ARBS advised C that ARBS will follow up with C on Al)(il 13th just to see if there are any updates. 

C understood. 
C thanked ARBS. 
Call ended mutual y. 
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created By~ rnamond Milan ~31231201s 3:44 PM) 
ARBS noting ARBS placed a cal to C. 
No answer. 
ARBS left vmax. 
ARBS noting ARBS ad'Jised ARBS will follow up towards the end of next weelt. 

Create<I By~ Qiamond Milan ~3/1512018 4:58 PM) 
ARBS placed a cal to C. 

ARBS asked C aboot DTS inspection. 

C stated the DTS was not able to find a ooncem. 
C stated the DTS did ad'Jise C that C should keep an eye out for any ooncem and bring the vehicle back into the dlr within 30 days to see if any code is foood. 
C stated C was told a past cold was foood from 1500 miles ago. 
C stated C hasn't had the ooncem in a while. 
C stated C is just going to take tt back in 30 days just to be sure the ooncem is gooe. 

ARBS understood. 
I ARBS advised C that DTS did advise ARBS that no concern was found. 

ARBS advised C that DTS did state a past code was found. 
ARBS advised C that ARBS does want to oontinue to follow up and re.review the case ooce C takes the veh back in 30 days. 

C understood and agreed. 
C stated C wants to see ii the concern is resolved. 
C stated if the concern does occur, C will take the vehicle back immediately. 

ARBS understood. 
ARBS advised C that ARBS wit follow up next week however, to see if there are any concerns. 

C understood. 
Call ended mutualy. 

Created By: Diamond Milan (J/12/2018 3:30 PM) 
ARBS noting ARBS placed a cal to dlr. 
ARBS noting ARBS left vmax for SM. 
ARBS requested a call back and infoonation 00 findings. 

Created By: Diamond Milan (J/12/2018 3:25 PM) 
ARBS noting the following notes from DTS inspectioo: 

1 .C001)1aint FEB system not functioning properly. 
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Cause: DTC C1A 16 stored in Past state and FFD showed DTC had been set -1500 miles ago. Radar sensor previously replaced. DTS advised C that any blockage of the radar sensor could result in flOO-Ol)eration. DTS 
also reviewed details of OM with C. 

• 

Correction: No correction necessary as code was cleared and did not return after road test Note: dealer advised to clean Nissan k>go of debris and review results with customer. 
Status: Complete 

Created By~ Qiamond Milan ~3/51201811:13 AM) 
ARBS noting ARBS placed a cal to dlr. 
ARBS asked to speak with SM. 
ARBS noting SM was unavaiable. 
ARBS left message with DTS inspectioo information for SM. 
ARBS left contact information if dlr has any questions. 

Created By: Diamond Milan (2/2612018 2:41 PM) 
ARBS Noting ARBS placed a call to SM. 
ARBS noting no answe<. 
ARBS noting ARBS left a vmax with SM aboot DTS inspectioo and request from DTS. 

Created By: Diamond Milan (2/2212018 4:14 PM) 
ARBS placed a cal to the dlr . 
ARBS was advised that SM was out and wil be back in tomooow. 
ARBS understood. 
Call ended mutualy. 

Created By: Diamond Milan (2/22/2018 4:12 PM) 
ARBS placed a call to C. 

ARBS advised C that ARBS did receive Cs voicemail. 
ARBS advised C that ARBS did confirm inspection. 
ARBS advised C that ARBS will reach out to the dlr to verify inspection. 

C understood. 
Call ended mutualy. 

I ;~"i;'~~z ~~r!:!:' l~:X20:!4i~~ inspection. 

Created By: Diamond Milan (2/21/2018 3:29 PM) 
ARBS placed a cal to C. 
ARBS noting no-· 
ARBS left DTS inspectioo in ll<licemai. 
ARBS noting ARBS wil follow back up with C about inspection. 

Created By: Diamond Milan (2/19/2018 3:45 PM) 
ARBS noting ARBS requesting DTS. 

I Created By: Diamond Milan (2/19/2018 3:41 PM) 
ARBS placed a call to C 

ARBS advised C that ARBS has taken over the case. 
ARBS asked C aboot the concern with the veil. 

C stated the brake concern is random. 

ARBS asked C if there is any type of ight that flashes with the concern. 

C stated the there is no i ght that flashes on dash. 

ARBS asked ii the veil stopped. 

C stated the veil did not stop. 
C stated C had an enor message on the dash for brake mallunctioo. 
C stated the light showed two cars a-ashing. 
C stated C called the dlrshp. 
C stated the camera lens had a saatch come on. 
C stated the dlrshp replaced the sensors oo the vehicle. 
C stated now the sensor is not doing anything at al. 
C stated the dlr refened C to the owners manual. 
C stated the senSOf is not goilg off when C gets close to other vehicles. 

ARBS offered a DTS. 

C stated C woold like DTS. 
C stated the first time the concern occurred the veil braked hard. 
C stated C was not close to any other vehs at that time. 
C stated now it is not walting as tt should. 

ARBS advised c that ARBS wanted to make sure ARBS has al the correct information. 
ARBS stated so the veil braked the first time and the light flashed the seoond time. 

C verified that infoonation. 
C stated the veil braked so hard that C slid in Cs seal 

ARBS understood. 
ARBS advised c that ARBS wil share this information with the DTS and see When DTS can oome out. 
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ARBS asked ......-e tile veh is currently. 

C stated tile veh is currenUy with C. 
C stated C did request a buy back. 
C asked alxlut tile status with tile buy back. 

ARBS advised C that ARBS did have a chance to revn the case and NNA is not in the position to assist with a buyback. 

C understood. 
Call ended mutualy. 

Created By: Diamond Milan (211512018 8:25 AM) 
ARBS noting that ARBS is taking aver case for furthef case handling. 

Created By~ QiaDM20d Milan ~211512018 s:21 AM} 
ARBS noting tile fojlowing veh summary: 

In Service date: 8/23/2017 
State: TX 
Retail State: TX 
Days Down: 25 
Last Reported mileage: 4,773 

3 service visit for veh braking on its own 
1. Unable to duplicate 
2. Replaced distance sensors 
3. Unable to duplicate 

No Open campaigns 
No warranty cases 
NO Additional CA Cases: 
No Tech Line cases 
No VSC's 

Created By: Diamond Milan (211512018 8:19 AM) 
ARBS noting tile fojlowing veh history: 

~:~17 @4,051 miles ... RO Numbe- 2 days down 

1. CUSTOMER STATES VEHICLE STOPS ON ITS OWN 
Action 
1. PULLED DTCS NO CODES PRESENT WENT FOR A TEST DRIVE VEHICLE WILL NOT REACT NO REPAIRS NEEDED COULD NOT DUPLICATE CONCERN 

~~~~8@4,505miles .•. RONumbe- 13daysdown 

1. CUSTOMER ST A TES DRIVER ASSIST ERROR DISPLAYS IN INSTRUMENT C LUSTER. ST A TES ON PREVIOUS RO THAT VEHICLE Will APPLY BRAKES ON ITS OWN. 
Action 
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1. PULLED DTCS AND GOT CODE C1A16 INSPECTED THE DISTANCE SENSOR FOR DAMAGE OK FOUND THE D ISTANCE SENSOR INTERNALLY FAILING REPLACE THE DISTANCE SENSOR AND 
RECALIBRATE TEST DROVE THE VEHICLE AND ITS WORKING PROPERLY CHECKED FOR ANY DTCS AND NO CODES RETURN THE VEHICLE BACK TO THE CUSTOMER 

~~~~8@4,773 miles •.• RO Numbe- 10 days down 

1. CUSTOMER STATES EMERGENCY BRAKING SYSTEM IS NOT WORKING - HAS BEEN VERY CLOSE TO A VEHICLE AND IT DOES NOT ENGAGE BUT AT OTHER TIMES IT WILL BEEP AND STOP ON ITS 
OWN WHEN FURTHER A WAY FROM OTHER VEHICLES 
Action 
1. TEST DRIVE VEHICLE, UNABLE TO DUPLICATE CONCERN. HAS NO DTC'S IN ANY SYSTEM AT THIS TIME. RETURN VEHICLE TO SERVICE AND PROVIDE CUSTOMER WITH COPY OF SYSTEM 
LIMITATIONS FROM OWNER'S MANUAL. 

Created Bv: Ashlan Wili90 12114/20181 :28 P. 
RCA$AW placed an outbound call to C at - . (BEST) 
RCA$AW ADVISED "This call may be ~ and training p...-poses.• 
RCAS stated C's case is stil under reviewforRHR, and RCASwill fojlowupwith Con 1/ 19111. 

C-slated okay. 
C stated C does not understand tile process. 

RCAS explained RHR to C. 

C-slated does RCAS make tile decision. 

RCAS stated no, tile ARBS department reviews case and makes decision. 

C restated what happen with YEH. 
✓ C-slated tile DLR keeps stating there is nothing wrong with tile YEH. 

RCAS stated ARBS is able to see al tile information. 

C-slated what happen if NNA repurchases or replaces tile YEH. 

RCAS stated RCAS does not have tllat information. 
RCAS stated C would receive a cal from tile ARBS department. 

C-slated okay. 
C-slated if C gets. call from ARBS does that mean NNA is going to rejUCllase or replace tile YEH. 

RCAS stated RCAS does not know. 

C-slated okay. 

RCAS thanked C tor time. 
Call ended mutual y. 

✓ ~~~:·~~ml~"~t!'~~-=~ ~~In 
Created By: Ashlan Wilson (21141201811 :28 AM) 

✓ RCA$AW received email from SM-Bob Gore stating 

reference attachment for repair order requested, This might be the VE.H Neal Barnes will have to come drive with customer for safety reasons, as repair orders reflect unable to duplicate ooncems. 

Created By: Nick i Barror (211312018 9:58 AM) 
ORTS received tile RHR. The RHR was assigned to ARBS Diamond Mi an for review. 

Created By: Ashlan Wilson (2113/2018 9,49 AM) 
✓ •" -DATA NET--" 

DLR does not have portal. 

✓ Created By: Ashlan Wilson (2113/2018 9:45 AM) 
RCA$AW emailed SM-Bob asking SM to verify RO' ... an<9111 

✓ ~~~~:•~:!'JIA~
1
1'(!,'t'J('~~~~~~~ ~Ml I Last Modified By: A§bl@D Wjli90 (2113/2018 9:35 AM) 

RCAS asked for SM-Bob and was sent to VMX. 

✓ Created By: BeI1<1ey Bonyai (219/2018 4:10 PM) 

RC~ placed an outoound call to Cat-■- (BEST) 

RC=aB ADVISED "This call may be re<Xlfded for quality and training p...-poses: 
RC~ VERIFlED C's name, home, make and model of tile vehicle. 
RC~ VERIFlED MILEAGE: 58,018 
RCA$BB VERIFIED servicing d~/retaile,: BAYTOWN NISSAN 
RC~ CHECKED for open recalls/can-c,aigns and fomd: 0 
Previous UNRELATED Case(s) FOllld: 0 
Previous RELATED Case(s) Found: 0 
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RCAS-88 verified credentials. 
RCAS-88 inquired about the brake concern with the vehicle. 

C stated that the vehicle has been to the DLR three times. 

RCAS-88 explained that the SA-Angie confinned that the concern could not be duplicated and the vehicle is operating as designed. 

C stated that the vehicle Ol)lllied the brakes without the C prompting the vehicle to. 
C stated that the vehicle brakes when a vehicle was coming at the C. 
C stated that no codes are appearing on the vehicle. 
C stated that the WMiing lights came on 
C stated that the camera was rejllaced due to a scratched lens. 

RC~ inquired if the light is currently on in the vehicle. 

C stated no. 

RCAS-88 explained that the RCAS-BB is not able to advise llltil the DLR is able to diagnose the vehicle. 

C inquired about what if C gets in a collision. 

RCAS-B explailed that RCAS is not able to advise on hypothetical matters. 

C inquired how C file lemon law. 

RCAS-88 offered the RHR. 
RCAS-88 explained the RHR. 

C stated that C was not given a referral refund of $100 from the DLR. 

RCAS-88 explained that would be between the DLR and the C. 

C requested RHR. 

RCAS-88 asked the falowing RHR questions: 

Why do yoo want to retJJm the veh to NNA? 
C stated that C does not feet the vehicle is sate or operating as manufactured. 
Where is the veh currentty? 
C stated with the C. 
Where was the veh purchased? 
BAYTOWN NISSAN 
Was it pt.l°chased new or used? 
New 
Where is the veh serviced? Has the veh been taken to multiple Nissan/Infinity dealers? IF YES- document names of dealers/retailers. 
BAYTOWN NISSAN 

RCAS-88 explained that the RHR takes a minimum of ten business days. 
RCAS-88 inquired if the C had any additional questions or concerns. 

C stated no. 

RCAS-88 inlonned the C that RCAS-AW will falow up on 2/14/18. 
RCAS-88 provided the case number and contacl information for RCAS-AW. 
RCAS-88 thanked the C . 

C thanked the RCAS-BB. 

Cati ended mutual y. 

Created By~ Hertdey Raovai ~2/9/2018 3:44 PM} 
RCAS-88 placed an outbound call to BAYTOWN NISSAN at2814217442 
SA-Angie spoke to RCAS-BB. 

✓ RCAS-88 inquired about the C. 

SA confinned that the C was in for a third time for the concern on 1/11/18. 
SA stated that the C claimed that the vehicle beeps on its own when away from other vehicles. 
SA stated that the concern could not be duplicated and the vehicle is operating as designed. 

Call ended mutualy. 

I g~~~~:i?,,l:•:~ ~~o:=::,~~st Modified By, BettyD1•b110 (21812018 6 :54 PMI 

• 

Created By: Betty Tilahun (2/812018 6:53 PM) 
CRR-BT VERIFIED Account information including: C's name, home & e-mail address, phone number & best contact number 
CRR-BT VERIFIED VEH Information including: VIN # & Current Mi eage 
CRR-BT CHECKED for open recalls/campaigns and found: none 
CRR-BT CHECKED for previous UNRElATED Case(s) and found:- and­

- CHECKED previous RELATED Case(s) and found: nooe 
~ NOTED ooncem is: Brake concern 

CRR-BT received inbound cal from C 

C stated that C traded in C's VEH on August 23ro and got a 2017 Rogue 
C stated on December the brake assist will assist hard that ft would slide 
C stated that C took the VEH to BA YT OWN NISSAN and C was infonned there is nothing wrong with the VEH 
C stated that C spoke with SA Angie 
C stated that on January C was driving home something came on the dashboard aboot the brake assist 
C stated that C immediately look the VEH to DLRSH 
C stated that the DLR.SH had the VEH for two weeks 
C stated that the lens on the front camera had a scratch 
C stated that the DLRSH had to order a new camera 
C stated that C was contacted by DLR.SH that the VEH was ready to be picked up 
C stated that three days later the brake sensor was not working 
C stated that C took the VEH back to the DLR.SH and ft was there a whole week 
C stated that the DLRSH informed C that there is nothing wroog with the VEH 
C stated that C does not feet safe in the VEH because the brake is not worl<ing properly 

C verified the account 

CRR-BT created a case for C 

CRR-BT informed C that the coocem has been doa.mented 

C understood and appreciated the assistance 

CRR-BT asked C if the<e was anything else CRR-BT could assist with 

C declined 

CRR-BT informed C that Case will be transfened to a Regional Consume< Affairs Specialist who will contact the C by close of business day regarding C's coocem 1/9/20181 

C understood 

CRR-BT pro,nded C with agent ID 7319225 and case ~ 404 
- noting C's best contact number is-

Call ended mutualy 
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Case Categorizations 

Action ~ ~ # Catego,y Description s..bcatego,y Description 

Forms 

No records to display 

BRAKES BACKUP COLLISION 
INTERVENTION (BCI) 

Symptom Description 

UNABLE 
DIAGNOSE/OU PUCA TE 

Page 8 of 8 

Case Categorizations Help 

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

28 4125/2018 WT AD 325000 OA 

FonnsHetp 

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

Copyright© 2000-2020 sales force.com, inc. Al rights rese<Ved. I Privacy Statement I Security Statement I Terms of Use I 508 Compliance 

https://nissanna.my.salesforce.com/5000G00001QhBVmQAN 6/2/2020 



~ Salesforce - Unlimited Edition Page 1 of 5 

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

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

-Show Feed 

Case Detail 

Account Name 

Contact Email 

Home Pl1one 

Letter Se-nt Date 

Letter Received Date 

Follow Up Date 

Supporting Documents 

CA Muttiple Repairs 

Social Media Involvement 

Martiz Custome< Id 

Case O#nH location 

Texting Status 

Case Reopen Count 

Description 

Call Script 

Who contacted u.s? 

I Vehicles Owned 

Vd'liele Purchased 

Pre-Owned Initial Mileage 

Current Mileage 

Incident Codes - IIR REQUIRED 

lncidef'lt Date 

Sent to legal 

Accident 

Asbag 

Fire 

IIR lndic.ator 

IIROate 

---
4/412018 

Murfreesboro 

0 

UR- FEB-EST 

Consumer 

3 

New 

6,000 

HR -

Vehicle Information 

Vehicle 5N1AT2MT2H• 

Model Year 2017 

Make NISSAN 

Model Line ROGUE 

Model Code 29517 

Dealer Detai l 

ease Servicing Dealer OAK BIRGE NISSAN 
Case Servicing Dealer Region Southeast Region 

Bluetooth 

Related Items 

Responsible District 13 

SharedWrth 

Phone Carrier 

Phone Manufacturer 

Reported From 

Issue Categories 

Approwd Ched< Reques1s $0 .00 

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

J Reopen Case 11 Clone Closed Case J 

C....Owne< -~ Type CA 

Case Origin Phone 

Executive Refenal 

Exee>Received-Oa.te 

Status Closed 

Datelrme Opened 2/12/2018 7:33 AM 

Date/Tome Closed 414/2018 2:33 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 2/12/2018 

RHR C«npleted 

Customer Document Requested 

Date Requested 

Customer Document Received 

Date Received 

Part Numb« 1 

Beyond Basic Warranty Miles 1 0 

Beyond Basic Warranty Months1 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 
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Sales & Service Campaign Specific Information 

Hot Alert Date 

LS Response rime 

Vert>atims 

Alert Trigger Verbatim 

Survey Verbatim 

Deale< Action History 

NNA Notes 

Customer Conversation Notes 

DTS Inspection 

Contact Name 

Home Phone 

Wodc.Phone 

Mobile Phone 

Email 

Attemate Email 

OTS Inspection Date OTS Inspection Date Confirmed? 

DTS Request Type Notes for OTS (Vehicle Concerns) 

Inspection Time/Notes Appointment Time: 

System Information 

Subject 

Created By 

Last Mocfrfied By 

Notes to Agent 

CUSTOMER:­
SN1AT2MT2~ 

Barbara Adamson 2/12/2018 7:33 AM 

NNAill, 12/10/2018 11 :OD PM 

Case Record Type CA Oosed Case 

Days Closed 790 

Action c- NT8F 

What action was taken? SF Provided Vehicle Information 

Agent Comments 

Agent Comments 

Agent Next Step 

VIN: 

I Reopen Case I ! Clone Closed Case! 

Case History 

Dale 

4/4/2018 2:33 PM 

Use, 

Alex 
.ISilllll 

Action 

Changed Status from Open to Closed. 

Closed. 

Root Cause 

Root Cause Code 

Root Cause Code (2) 

Document ID 

SCIN 

3/21/2018 1:03 PM ~ Changed Su bje<;! from CUSTOMER:--PHONE: 
SN1AT2MT2H~. 

VIN: SN1AT2MT2H~ to CUSTOMER:--

Changed Follow Up Date from 3/28/2018104/4/2018. 

3/20/201812:46 Alex 
PM .ISilllll Changed Follow Up Date from 3/20/2018 to 3128/2018. 

Shgw ID9ll' • I~ 

Case Comments 

Pubic Conwnent 

Created By:~ (4/4/2018 3:59 PM) 
... [Added after the case is closed.] •­
Fedex: ---Created By:~ (4/4/2018 2:31 PM) 
ARBS closo,g case as no manu1acturer defects were fotlld. 

;~"i:~~~~ J~~~:8 2:31 PM) 

ARBS stated ARBS has received infoonatioo back from the engineering department and it was stated that the llellicle has no codes or anything else regarding this concern is having. 
ARBS stated as of right now, there will be an update coming out for this system and the DLRSHP will be notified first when ft ocmes out 

C stated ft hasn't happened in a whi e. 
C stated the light did ocme on and ft blinked. 
C stated C was taking it to the DLRSHP then but the DLRSHP said n was because of the soow. 
C stated that is ...-xlable. 

ARBS stated this could effect the system. 

C stated C will continue to WOO( with the DLRSHP. 

C thanked ARBS. 

ARBS thanked C for C-s time. 

Call ended mutualy. 

Created By: Alex Kang 14/4/2018 10:49 AM} 
ARBS reviewed case with SR. Planner- Fel<ado Debeb. 

Page 2 of 5 

Ca-se History Help 

VIN: 

Case Conments Help 

SR-FD stated please let the customer know that we were unable to rebieve data, but the update is coming soon. You may provide them a rental ij they feel unocmfortallle driving with the system off. 

Created By: Alex Kang 14/3/201810:04 AM} 
ARBS received email from Weooy R!vnehart stating: 

Hi Alex. This matter was reviewed and it is noted that the dealership replaced the ICC sensor and cleared the codes prior to the inspection. As such, the vehicle was no longer in the same condition it was when the 
alleged incident occtlled. As such, Pl recornrnends that there is not anything else to do for this daim from our perspective. I do recommend that you discuss this one with Fekado on how to handle. 

Please contact me if you have any questions or need additional infonnation. 
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Created By: Alex Kang 13/20/2018 12:46 PM) 
ARBS made outtlound call to C u 
C stated C wanted to make sure 1c:il u,e, c1~11u1ient is still set for tomorrow. 
ARBS stated yes. 

I ARBS stated the DlRSHP was notified about tile appointment 
C stated ok 

;:s"1r,il!&L alternative number. 

Cati ended mutual y. 

Created By: Corleen Phillips-Campbell (J/20/201812:24 PM) 
I •" Case 5urnmary"' 

C is requsteing a cal back today 

I 

Created By~ Corleeo Pbillins-CamnhfiH (3120/201812:23 PM) 
CRR-CP OPENED & VERIFIED Account infoonatioo including: C's name, home 
phone numbe< & best contacl number 
CRR- CP VERIFlED VEH lnfoonatioo including: VIN #, Current Mi eage 
CRR- CP CHECKED for open recalls/~gns and foond:O 
CRR- CP CHECKED for previous UNRELATEDCase(s) and lound:0 
CRR- CP CHECKED previous RELATED Case(s) and tound: 1 
CRR- CP NOTED concern is: C requesting a Call Back 
CRR- CP received inbound cal from C 

C stated tllat C is waiting on a call back from NNA 
C stated tllat C was transfered to Oak Ridge Nissan 
C stated tllat tile speacialisl/medlanic tad C that they could not fix C VEH 

CRR-CP checked C informatioo and tound out tllat C already have a case with same issues case ~ 

C understood 

CRR-CP asked C if there was anything else C needed C said no 

C declined 

C best cal back numbd 

CRR- CP closing case 

Call ended mutualy 

Created By: Steve Jeffrey IJ/20/201811:38 AM) 
ORR-SJ VERIFIED Account Info including: C's name, home & phone# & best contacl# 
CRR-SJ NOTED concern is: Cal back 

C stated C was looking to find out if tile technician is stil coming to look at the VEH 
C stated C wanted to speak to A-AK 

,/_ CRR-SJ informed C tllat ARBS an e-mail requesting a call back 
CRR-SJ asked if C needed further assistance 

C declined 

Best Contacl #· 

Call ended mutualy 

Created By: Alex Kang IJ/2/20181:45 PM) I Last Modified By: Alex Kang (312/2018 1:45 PM) 
ARBS made outtlound call a---
ARBS left VXM providing c~ contact infoonatioo and requesting call back. 

Created By: Alex Kang 12/27/2018 3:31 PM) 
ARBS received VXM requeSCing cal back. 

Created By:~ (2/27/201812:48 PM) ARBS made outtlound call a __ _ 

ARBS left VXM providing case :::=r~ contact infoonatioo and requesting call back. 

Created By: Alex Kang {2/27/2018 12:33 PM) 
ARBS made outtlound call to Qak Ridge Nissan. 

ARBS spoj<e witll SM-Ken 

S-en stated C is trying to get a lemon law. 
S-en stated tile vehicle was brought in yesterday and C stated it wouldni start. 
S-en stated DLRSHP tested tile battery and it. passed. 
S-en stated swapped out tile battery with the vehicle. 
S-en stated DLRSHP did it. as a one time good wil for tile battery. 
S-en stated only problem is the FEB. 
S-en stated it. was a different problem from tile FEB. 
S-en stated C jumped start tile vehicle and drove tile vehicle into tile DLRSHP. 
S-en stated oouldn\ get tile battery warranty because it. didnU ave any fault in it. 
S-en stated it. had the cruise control issue, but ICC Distance control unit was replaced before and that was on tile January 19th at 6801 miles. 

ARBS tllanked S-en. 

Call ended mutualy. 

Created By~ AW1Y MsMa3ler {2/2612018 4:22 PM) 
IIIIIIIIIIIIIII/CASE SUMMARY//////////////// 

C requestig lollow up as VEH has new concern 

ORR-AM advised tllat ARBS wil contact C by EOD 02/27/18 

Best Contacl 

Created By: Andy McMaster (2/26/2018 4:21 PM) 
CRR-AM <VERIFIED > Account infoonatioo including: C's name, home address, phone number & best contact number 
CRR-AM VERIFIED VEH Information including: VIN #, Current Mileage, 
CRR-AM CHECKED for open recals/campaigns and follld: 0 
CRR-AM CHECKED for previous UNRELATED Case(s) and found:0 
ORR-AM CHECKED previous RELATED Case(s) and found: 0 
CRR-AM NOTED concern is: Requesting follow up 

ORR-AM received inbound call from C 

C stated VEH was not able to start 
C stated when VEH was turned on the indicators showed up on Dashboard 
C stated VEH was towed to DLR 
C stated DLR replaced battery witll new one 
C stated DLR diagnosed tllat tile issue is electrical witll VEH 
C stated C wanted to send ARBS-Alex an update regarding the case for immediate lollow up 
C stated C believes VEH is a "lemoo" 

CRR-AM advised tllat email wil be sent to A-x regarding new concern 
CRR-AM changed tile lolow up date from 03/20/18 to 02/27/18 
CRR-AM stated follow up datewil be by EOD02/27/18 
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CRR-AM asked C n there was anything else CRR-AM could assist witll. 
C declined. 

CRR-AM provided C wit11 agent ID and case number. 
C understood 

----ca11 ended mutua11y-----­
Created By: Alex Kang 12120/2018 8:48 AM} 
ARBS made ouuxxmd call to C a 

ARBS stated DTS appointment has been set on March 21 at 10 AM at tile DLRSHP. 
ARBS asked ff tllis was a good time for C. 

C staled yes. 

ARBS stated ARBS wil get tllis confirmed and ARBS wil give ARBS a cal on the 20tll for a rernailde<. 

C thanked ARBS. 

ARBS tllanked C for C's time. 

C1al ended rnurualy. 

Created By: Alex Kang 12115/2018 9:37 AM} 

~~~~ ~-= ~~~~2ri1~Mg £ a L tlle case. 
ARBS proceeded witl1 probing questions. 
ARBS asked for detail description 00 tile incident. 

C stated first time, C was mving down tile road and there was nothing in front of C and C was going around 50mph and ii would beep at C and tile brakes would apply itsen. 
C stated The<e wasni anytlling around C. 
C stated C's wife tapped tile brake. 
C stated next day, ii did ii again. 
C staled C called the DLRSHP and brought ii to the Nissan in Oakridge. 
C staled the DLRSHP checked ii out and tile sensor in front of the vehicle must be bad. 
C staled DLRSHP ordered the part for a new sensor. 
C staled C took tile vehicle back to tile DlRSHP and inslalled the new sensor. 
C staled C picked ii up and tried ii again and on Friday ii ad ii again. 
C staled C called the DLRSHP and brought ii back out and DLRSHP will have to keep ii and tlle<e were codes. 
C staled there was a malfunction light came on tile dash. 
C staled C rec,;-, a loaner at tllal time and the DLRSHP kept tile vehicle for 4 days. 
C staled DLRSHP would contact NNA. 
C staled C WOOldn1 take tile vehicle back and the DLRSHP kept ii for 4 days. 
C staled the DLRSHP couldni fix ii and can, find tile problem. 
C staled DLRSHP drove tile vehicle for 70 miles and ii was not duplicated. 
C staled C was informed by tile DLRSHP to call NCA 

ARBS asked about the road oonditions. 

C stated ii was a dry day. 
C stated notlling was in front of C. 

ARBS asked if the road is flat or iodine at all. 

C staled every time it happens it's on a flat piece of the road. 

ARBS asked n tllere was any sun light at all hilting tile sensor or possi)ly in front of C. 

C stated no ii was all overcast. 

ARBS stated ARBS is going lo be sending out an inspector from Nissan to oome to the DLRSHP to inS!)ecl tllis vehicle. 
ARBS stal ed ii wil typicaly take 2-4 weelts for this to happen. 
ARBS stated ARBS wil get back in toucll witl1 C ooce the inspector give ARBS an inspection date. 

C stated C needs a rental or loaner vehicle. 

ARBS stated C would need to speak lo tile DlRSHP as ii would be tile DLRSHP discretion to provide a rental or loaner vehicle. 

C stated C just wants this fixed. 
ARBS stated ARBS wil contact C back once abrs gets an inspection date and ARBS will call tile DlRSHP as well and see ii tile SM can acoonvnodate C with a rental« ioo-but tllere is no guarantee. 

C staled ok. 
ARBS provided direct number. 

ARBS tllanked C for C's time. 

Cati ended rnul\Jal y. 

Created By:~ (211412018 8:06 AM} 
• case summary 

CRR-MY will send RCAS-AK an emai to update RCAS on tile urgency of C's situation 

• 

Created By: Matthew Yu (211412018 8:06 AM} 
CRR-MY VERIFIED AC<X>OOI Info including: C's name, home & email address, phone# & best contact# 
CRR-MY VERIFIED Veh Info including: VIN#, Current Mileage, Wananty & Se<vice History 
CRR-MY CHECKED for 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 concern is : 

C states tllat C's brake ooncern as noted by SCRR-BA has OCQ.ITed again yesterday and C is now getting nervous about C's VEH 

CRR-MY called RCAS-AK but got VMX 

CRR-MY relayed tllis to C and informed C tllal RCAS-AK will get back to Con 2/15/2018 

CRR-MY states tllal C will send RCAS-AK an email to update RCAS 00 tile situation and informed C tllat RCAS-AK is scheduled to call C back 

C thanked CRR-MY for tile assistance 

Created By: Alex Kang 121121201811:56 AM} 
-----ARBS RECENED CASE, UNDER REVIEW, PENDING PROBE VERIFICATION-----

Created By: Barbara Adamson (211212018 7:50 AM} 
SCRR-BA reVising Case notes 

I SCRR-BA advised C tllat C can expect call next business day or in two business days ff HR is accepted 

C agreed as C is always available to take call 

Created By: Barbara Adamson (211212018 7:47 AM} 
•" [CASE SUMMARY]•" 
SCRR-BA noting C reports FOfward Emergency Brake is applied witlloul ol)ject in fron~ while VEH is being driven 
SCRR-BA created IIR and RHR 

Created By: Barbara Adamson (211212018 7:46 AM} 
SCRR-BA VERIFIED VEH Info including: VIN, mileage, name, address, tel, email 
SCRR-BA CHECKED for open recalls/campaigns and found: _ o_ 
SCRR-BA CHECKED tor previous UNRELATED Case(s) _ o_ 
SCRR-BA CHECKED previous RELATED Case(s) _1 -
VEHICLE CXlNCERN: Forward Emergency Braking ~ 
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C states C purchased new 2017 Rogue Alig 2017 at NISSAN OF COOl(EVILLE 
C states fo<ward brakilg system concern 
C states Chas taken VEH to OLRSHP /OAKRIDGE NISSAN 3 times and has been told concern cannot be fixed 
C states YEH will just stop oo ifs own with no olljects in front 
C states malftrlctioo light keeps coming on 
C states OLRHSP has been communicating with Nissan and stil is unable to repair 
C states C feels VEH is unsafe to drive 
C states OLRSHP advised C Illa! to take Ille YEH a waiver wrud have to be signed so C is confused 
C states C picked up YEH from OLRSHP on Sat Feb 10, drove YEH on Sat/Sun and nothing happened 
C states wife has VEH and has driven ij today to WO<lt Feb 12 
C states some time during drive to work the warning light came on 
C states C feels VEH is unsafe 

C does not know mileage as Mrs. Philips drives lllis VEH mainly, but is guessing 6,000 miles 

C's contact at OLRSHP is SA.Oaryl, who provided contact in1o for NNA CA to C 

~~~~L~~~; to • ; ct call~::. =~~~
1
~tore end of next business day, Tues, Feb 13 

C declined flwlller assistance 

SCRR-BA provided name, 10 and and Case# 

call ended mutually 

Case Categorizations 

Adion ~ ~ # Catego,y Desc,iption Subc.ilegory Oescripti«, 

INTERIOR FORWARD Et.£RGENCY 
ELECTRICAL BRAKING (FEB) 

Forms 

Action Fonn CrNled By 

Symptom Description 

POOR OR IMPROPER 
OPERATION 

- Request Type 

IIR Rarb8@ Adamm 2/12/2018 7:44 AM 

Page 5 of 5 

Case Categorizacons Help 

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

26 4/4/2018 YX AV 320500 

Created Date 

2/12/2018 

OA 

Forms Help 

" Back 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 N,me -­
Contact Email -Letter Se-nt Date 

Letter Received Date 

Follow Up Date 412712018 

Supporting Documents 

CA Muttiple Repairs 

Social Media Involvement 

Martiz Custome< Id 

Case O#nH location Murfreesboro 

Case ~""Y I/it! I Case ConYnents 131 I c..,.. Categorizations W 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 2/12/2018 2:37 PM 

Date/Tome Closed 4127/2018 2:32 PM 

Multiple Repairs No 

Executive Summary 

Texting Status Executive Actions To Resolve 

Case Reopen Count 0 

Description ca.sumer Affairs Voluntary Settlement due to 1 repairs and 50 days down for the FEB malfunction. 

Call Script 

Who contacted u.s? Consumer 

#Vehicles Owned 1 

Vd'liele Purchased New 

Pre-Owned Initial Mileage 

CWTMI Mile- 4,500 

Incident Codes. IIR REQUIRED 

lncidef'lt Date 

Sent to legal 

Accident 

Asbag 

Fire 

IIR lndic.ator 

IIROate 

HR -

Vehicle Information 

Vehicle JN1BJ1CRSHY 

Model Year 2017 

Make NISSAN 

Model Line ROGUE SPORT 

Model Code 27617 

Dealer Detai l 

ease Servicing Dealer ACME NISSAN 
Case Servicing Dealer Region Northeast Region 

Bluetooth 

Related Items 

Responsible District 03 

SharedWrth 

Phone Carrier 

Phone Manufacturer 

Reported From 

Issue Categories 

Approwd Ched< Reques1s $5,000.00 

https:/ /nissanna.my.salesforce.com/ 5000G0000 1 Qi9 AwQAJ 

Vehicle Maintained Location ACME 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 

Requested Dealer Action 

Bluetooth Ticket Status 

Phone Model 

Phone Operating System 

Goodwill Offered 

VCAN 

Goodwill Processed 0 

Vehicle Service Contract 

VSC Reprint Request Email 
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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 

-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:­
JN1BJ1CR~ 

Daniela Ahtchi..., 2/1212018 2:37 PM 

NNAill, 12/10/2018 11 :OD PM 

Case Record Type CA Oosed Case 

Days Closed 767 

ActionC- NT90 

What action was taken? 90 Customer Reimbursement - Settlement 

Agent Comments 

Agent Comments IIR completed for C. 

Agent Next Step 

VIN: 

I Reopen Case I ! Clone Closed Case! 

Case History 

Dale 

4/27/2018 2:32 PM 

Use, 

Luis Rodriguez 

Action 

Changed Status from Open to Closed. 

Closed. 

Changed Description. 

Root Cause 

Root Cause Code 

Root Cause Code (2) 

Document ID 

4/26/2018 7:06 AM 

4/25/2018 1 :35 PM 

4/24/2018 4:25 PM 

Chad Alsup 

Luis Rodriquez 

Luis Rodriguez 

Changed Follow Up Date from 4/2512018 to 4/27/2018. 

Changed Description. 

Show more • I~ 

Case Comments 

Pubic Ccmmenl 

Created By: Rebeeca Martin (4/27/2018 2:31 PM) 

Created By: Luis R-iguez (4127/2018 2:31 PM) 
ARBS created a new FedEx Shipping Label. Tracking No. 

I 
- ~ (4126/2018 7:06AM} 
~flairs Voluntary Cash Settlement due to 1 repairs and SO days down for the FEB malfunction. 

I ~~~~~B[J•is Bmkkueez (41241201a 4:25 PM) 

Created By: Luis R-iguez (412412018 4:24 PM) 

■ 
ARBS subnvtted check request payable to the customer in the amount of $5,000 

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

Created By: Llis BPS:tiauez (412412018 4:07 PM} 
ARBS received the signed settlement agreement and llellicle regislratioo. Oocmlents attached to case. 

Created By: Luis R-iguez (4124/2018 8:51 AM) 

SCMV 

Ca-se History Help 

Case Conments Help 

ARBS received inbound call from the customer stating the customer received the repurchase agreement and after discussing with his wife, they have decided to take the cash settlement Customer stated the agreement 
has already been signed and notarized and asked ff the customer should mail it and ARBS stated tile customer may send tt to ARBS via email or fax. 

I CUstomer stated wil send tt today. 

ARBS tllanked the customer and the cal ended mutually. 

Created By: Luis R-iguez (4120/2018 3:32 PM) 
ARBS emailed the repurchase agreement to the customer. 

Good day Mr.-
Attached find the Vehicle Repurchase Agreement Offer Letter. Please review the document and let me know ff you have any questions. Following the New Y0<1< Lemon Law guidelines, Nissan does not reiml>urse you the 
sales tax you paid up-front when tile lease was signed. I am also attaching the form you will need to send to tile New Yori< State Department ofT axation and Finance to recoop the sales tax. 

Regards, 

Luis Rodriguez 
Artitration Specialist I 
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ARBS contacted the custome< at and received customer's voicemai. ARBS not able to leave voicemail, voicemail was full. 

ARBS sent the fojlowing email to the oostomer: 

Good day Mr.-
I tried to reach you to let you know the agreement had been emailed but I got your voicemail and couldn't leave a messac)e because your voicernail is full. 

Please let me know if you ha"' a,ry questions. 

Regards, 

Luis Rodriguez I Arbitration Specialist I 

Created By: Llis BPS:tiauez (41201201a 3:14 PM} 
ARBS notes the fojlowing repurchase 8lll0lllt figures (lease): 

(+) Down Payment including 1st payment $1,250.00 
(+) Additional 4 Payments $1,188.88 
(=) Total Amounts Paid $2,438.88 

(-)Sales Tax $882.22 

Refund Amount to Customer $1,556.66 

2017 Rogue Sport SL AWD _ JN1BJ1CR6HVIIIIIII 
MSRP: $32,085 

No Usage - Mileage is not over 12,000 

Lease Buyout/Payoff $26,178.74 Good Through 04/24/2018 

Created By: Luis R-iguez (4/2012018 3:02 PM) 
ARBS notes the fojlowing payoff inloonation received from NMAC: 

SR#:~ Cust . 
1. Acooun 
2. 30 day . 4 good thru 4/24/2018 
3. # of scheduled payments received 5 
4. Scheduled Payment amount 297.22 
5. Most Recent payment received 4/2/2018 FOR $297.22 
6. Is account current? YES 
7. Eligible for SOC? YES 

Created By: Luis R-iguez (4117/201811 :11 AM) 
I ARBS sent email to NMAC requeslilg payoff infonmation. 

Created By~ I li3 Boc;tkueez (4/171201811 :08 AM} 

Page 3 of 9 

ARBS received inbound call from customer. ARBS informed the customer the fix ARBS had discussed with the customef in the past has been pushed back and there is no update on it or ETA on the release date. ARBS 
stated that besides the cash settlement ($5,000) ARBS offe<ed, a llehicle reiucnase can be offered at this time (ARBS e)(l)iained the repurchase process to the oostomer). 

Customer stated custome< would like to see the repurchase figtres before mal<ing a decision oo whethe< taking the settlement o, the vehide repurchase offer. 

ARBS stated the payoff inloonation will be requested to NMAC and once it's received, ARBS will be drafting the repurchase agreement offer letter and wil send tt to the customer. 

Customer understood and thanked ARBS fo, the update. 

The call eoded mutually. 

Created By: Luis R-iguez (4116/20181 :42 PM) 
ARBS contacted the customer a,11■■■■ and left a voice message asking the customer to please return the call. 

Created By: Luis R-iguez (4116/20181 :42 PM) 
ARBS reviewed case with ORT Mgr-BG. 

Date to release fix has been pushed back and there is no ETA on it at this time. 

It was agreed a vehide repurchase ooold be offered to the custocne<. 

Created By: Luis R-iguez (419/2018 9:57 AM) 
ARBS sent the fojlowing email to the oostomer. 

Good morning Mr.-

Attached find the Settlement Agreement and Release that will need to be signed and notarized. Please send the signed agreement eithe< by fax to or email along with a COfY'/ of the vehicle registration. 

• Any questions you might ha"' pjease let me know. 

Regards, 

Luis Rodriguez I Arbitration Specialist I 

Created By: Luis R-iguez (41912018 9:53 AM) 
ARBS contacted the customer 

O 
nd talked to the customer. ARBS slated that as of this mocning there is no update on the fix that is supposed to be released by mid of the month but frocn the latest 

ink>rmation ARBS received, the i:ne 11~ nul oeen changed. 

Customer stated that it has been an inoonvenience turning the feature off every time the vehicle needs to be driven. CUstomer stated that because of his job, he needs to b.lTI the feature aroood 9 times a day. 

ARBS apologized and understands it is an inconvenience turning the feature off every time the vehide needs to be driven until the feature comes out. ARBS stated AR.BS received the email with the request to increase 
I the settlement to $5,000. ARBS slated ARBS is wilting to settle lor that amount and the settlement agreement and release will be emailed to the customer. ARBS asked to sign the document and to also get it notarized. 

Customer stated he wil do so alter reading the fine print oo it. CUstomer asked how will he be receiving the ftrods and ARBS stated that once the document is received, ARBS will be requesting the custome(s check and 
will then FedEx the ched< to him. ARBS slated that because of the amount that is being sent, Nissan requires a signallre upon detive,y. Custome< stated the ched< can be sent to his hocne address. 

ARBS slated the agreement wil be emailed shortly and to send tt back at his earliest convenience along with a copy of the vehide registration. 

Customer thanked ARBS and the call ended mutually. 

• Created By: Luis R-iguez (419/2018 9:41 AM) 
ARBS received the following email from the oostomer (attached to case): 

Hi Luis, 

Thank you for your time on Thursday. After much more consideration and speaking with my wife, we cannot accept your offer because we are very concerned that the forward emergency braking feature cannot remain 
b.l'Tled off or be disabled iltemally until there is a solution to this technical safety defect Upon learning the fact that I have to manually shut this feature off every ~ngle time I start my car, yoor offer is oot acceptable. 

I am extremefy displeased at the cu-rent customer service resolution attempts. Would me having to disable this feature every single time I start the car meet the minimum safety requirements according to NHTSA? I have 
spent an unacceptable amount of time oo the phone, trips to the deale<, and I have lost time at work since I use my car lor sales, llying to rectify this issue without a resolution. I feel your carc,ensation is unaccep4able for 
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the fact tlla, in the even, tllat during my busy day I forget to manualy tum off tile lorward emergency braking feature just once, I will be endangering tile life of myself, my passengers and anyooe else on tile road. $3850 
is not enough to live with this on my conscience, and would not be enough for you either. I spoke to my wife, who also uses the car, and she now refuses to use it. We have lost confidence in this feature and in Nissan 
Co,p. We "'°"Id love for you to earn back tllat trust in your oon-,y and vehicle. Coosidering tllat we are in tile process of starting a family, we chose tllis SUV for its safety features. 

At this time, I am requesting a trade for a car that I can feel safe to drive. Although not my first choice, I am wiUilllJ to accept $5000 to compensate me for the nuisance of having to tum this off every silgle time the car is to 
be started. Apparently you do not have a fix for this and ft could be mootlls or even la_-before I can drive my car and feel sale! Did I mention tllat I am currently in sales and drive to multipje stops everyday? As you can 
see, I pay for additional mileage (15,000 rri./year, nol tile standard 10,500 or 12,000) and spend most of my day in the car and this is a serious risk. 

I would also request, should you decide to compensate me in a monetary value, you leave this case open. 

If we cannot come to an agreemen, I wil hold Nissan responsible should anytlling happen to my farrily or me as a result of tllis safety defect. 

I look forward to speakilg with you soon regarding this matter. 

Kindest regards, ••• Created Bv: Lys B9Ski911"l (3/29/2018 3:30 PM) 
ARBS contacted tile customer at ili■■■I and talked to tile customer. ARBS stated to tile customer tile feature can be turned off but the customer wil have to tum off every time the vehicle is started. ARBS stated 
the feature will nol stay off. 

Customer stated he does not i ke this an_. because ii he forgets to tum tile feature off and something happens, Nissan wil be responsible for anytlling tllat might happen. 

ARBS stated the settlement tllat was offered ($2,850) can be inoreased an extra $1,000 (a toCal of $3,850). 

I Customer stated customer will be sharing all this information with his attorney but asked ARBS to review tile case wfth management and contact tile customer back again. 

ARBS stated ARBS wil be contacting tile customer oo Monday 04/02. 

Customer tllanked ARBS and tile call ended mutually. 

CUstomer was infonned that if attorney services are retained, the customer's attorney will need to send a letter of representation. 

Created By: Lt.is R-iquez (3129/2018 9:07 AM) 
ARBS received inboond call from customer stating the customer was thinking about the setttement offer ARBS mentioned yesterday and has a couple of questions. 

Customer wanted to know if tile custome< takes tile settlemens if Nissan will stil compfele repairs once tile fix is available. ARBS stated yes. No warranties are voided or cancelled and when tile fix is made avaiable, the 
customerwil be taken care of. Customer understood. 

Customer also asked if the customer turns the feature off, if this will have any negative repercussions on future repairs or the settlement and ARBS stated no. The customer can tum the feabxe off. Customer wanted to 
know if tile FEB feature wil be completely off -customer wants to make sure tile vehicle woni be applying tile brakes by -- ARBS stated ARBS will be checking on tllis since ARBS does not have an answe, and wil be 
getting back to tile customer with the information. 

Customer also wanted to know if the settlement amooot can be increased. 

ARBS stated the customer wil be contacted today to provide an update oo botll inquiries. 

customer tllanked ARBS for all the time ARBS has taken to talk to tile customer and the patience ARBS has had explaining everytlling to detail. 

ARBS appreciated the customer's time as well and his patience. 

The call ended mutually. 

Created By: I li3 B2'kkueez (3128/2018 2:36 PM) 
ARBS notes the following vehicle history repair: 

~!-Mileage 4,348 -R~ - Days down 50 (as of 03/28/2018) 

1. Customer states tllat tile end auto braking system stopped the vehicle with no objects in froot of them. Activated on its own. 
2. Customer states tile red/yelow emergency brake lamp appears intermittently 
Actions taken 
1. No duplication 
2. No duplication 

ARBS notes the following SUnvnary of service history: 

State: New Jersey 
1.-..servicedate: 11/25/2017 
Purchased: Retail _ Lease _X_ Pre-Owned CPO 
Additional CA cases: None 
~~:~cases:- _ Undesired FEB/FCW operation 

DTS Inspection: Nicholas Aamini _ 03/22/2018 _ FEB inoperable_ No duplication 

Repairs/Visits made during tile first 2 years/ 24,000 rriles (from tile if>.seMce date): 

1 visft for FEB malfunction: 
- No duplication (by dealer and DTS) 

Total days down: 50 (as of 03/28/2018) 

Created By: Lt.is R-iquez (3/28/2018 2:29 PM) 
ARBS sent the following email to tile customer. 

Good day Mr.-
Thank you so much for taking the time to discuss your case this afternoon. 

As discussed ewer our phone conversation, Nissan is not in a position to offer a vehicle replacement or repurdlase at this time. Nissan offered a cash settlement in the amount of $2,850 (reimblnement of the Premium 
Package) tllat you respectluly dedined. 

As mentioned over cu phone conversation Nissan is wor1mg on a fix for this concern. We have been provided with a tentative release bulletin date of mid-April. I will in1orm you if this buletll is made available sooner 
tl1an expected. 

I will not be closing your case and wil be working on ft diligenfly and will also keep you updated witl1 any new information tllat I receive. 

I will be following with you next week witll any information tllat I might have. 

Regards, 

Luis Rodriguez I Artlitration Specialist I 

;~~~~;:,=J.·:ttti'!stre:n~~8/~::,2~:s PM) and talked to tile SM-Torn Bradley and informed of tile denial tllatwas given to tile custome.-. The SM was informed tile customer was asked to return tile 
loaner/rental and pick up his vehicle. 

SM tllanked ARBS for tile follow up and tile call ended mutualy. 

Created By: Lt.is R-iquez (3/28/2018 2:15 PM) 
ARBS contacted tile custome< a1ilii■lllil and talked to Mr.-
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ARBS stated that based on the information that has been received, Nissan is not in a position to offer a vehicle replacement at this time. ARBS went <:Ner some of the details shared by the OTS and that the concern was 
not duplicated (by the Nissan dealer nor the DTS). 

ARBS informed the customer Nissan is workilg on a fix for the coocem and there's an ET A of mid-April. ARBS made sure the customer understood this date is not definite. 

ARBS attempted to settle the case with the customer offering a settlement in the amomt of $2,850 (SL Premun Pacltage) but the customer declined the offer. CUstomer stated the customer is not looking for money and 
wants a reliable vehicle. 

Customer stated that under NJ LL Nissan should be replacing the vehicle and customer has been very patient bying to 'NOrk with Nissan. Customer stated he does not want to go that route but the custonier is being 
obligated to do so. 

ARBS stated ARBS is not closing the custome(s case and wil keep wooong with the customer and will keep him informed on any updates. 

Customer appreciated ARBS follow up and asked for an email with the denial, the offer that was made and the customer declined and that Nissan is worting on a fix. ARBS stated an email will be sent to the customer. 

Customer stated customer does want to open a LL clain because it wil be more expensive on Nissan to pay for the fees the claim will incur, inctuding the towing fee and the rental the customer will be getting since the 
customer does not feel safe driving this vehicle. Customer asked ARBS if Nissan can approve a rental and ARBS decined the request. 

CUstomer stated customer will be waiting on ARBS email and ARBS lollow up next weel<. CUstomer al)preciated ARBS tollow up and to keep him updated. 

ARBS thanked the customer for his time and the cal ended mutually. 

Created By: LI.is R-iguez (3128/201812:39 PM) 
ARBS received the following email from the customer (video has been attached to the case): 

Hi Luis 
I ::i: ::r.~~:'no~ne"";.~~ c;:';,!'~'7:';,,,~~a':,=~ ~know. To confrm tt was about 8:45am, sunny, didn't have the sensor on prior to feb stopping my car abruptly , and there -,1 any 

• 

Thanks 
Dan 

Created By~ I Ii§ Boc:kWuez (3/28/201812:28 PM) 
ARBS contacted DT!>NF to discuss vehcile inspection. DTS stated the following: 

DTS is still in the process of finishing uP the report. Might be sending it by COB today. 
DTS unable to duplicate the concern. 
Vehicle was driven to the same location where the customer is al.leging the concern happens but OTS was not able to dupicate . 
No codes in the system were found. 
Suspicions about the ADAS control unit is that no mileage was recorded but this is not an 
Customer is refusing to pid< the vehicle up 
Net fully convinced the ooncem has happened due to there's no evidence in the control unit showing the sib.Jation has happened. 

ARBS thanked the DTS for sharing the information and the call ended mutually. 

Created By: Symooe Watsoo (3126/2018 2:28 PM) 
ORTS-SW contacted dealership and spoke with Tom and was informed the repair oroer is still open and they are awaiting a decision 

Created By: LI.is R-iguez (312312018 5:08 PM) 
ARBS contacted the customer at 11111■1111 and talced to the customer. ARBS informed the customer the dealership has agreed to keep the customer on the rental until there is a resolution on the rustomer's 
request. 

Customer appreciated the follow up and ARBS' wil ingness to look into the customer's request. 

ARBS reiterated the customer wil be contacted by Monday or Tuesday. 

Customer thanked ARBS and the call ended mutually. 

Created By: LI.is R-iguez (312312018 5:06 PM) 
ARBS contacted the ACME Nissan dealef a and talked to the SM-Tom Bradley regarding the customer's vehicle concerns. 

SM confrmed the w:llide has been at the Nissan dealer since 02/06/2018. SM also confinned the concern has not been duplicated by the dealership and no repairs have been made. SM stated the DTS-NF inspected the 
vehicle yesterday and the OTS was not able to duplicate the concern either. 

ARBS asked tt the customer was provided with a rental o, loane< and SM stated a rental vehicle has been provided. ARBS asked tt the dealership is asking the customer to return the rental and SM stated yes. ARBS 
informed the SM of the custome(s request for a vehicle fe!)lacement and that ARBS wil be reviewing the quest 

SM stated the rustomer loves the brand and wants to get into another Nissan vehicle. SM stated the customer can keep the rental vehicle until a decision is made on the replacement request 

ARBS thanked the SM and the cal ended mutually. 

Created By: LI.is R-iguez (312312018 3:31 PM) 
ARBS sent the tollowing email to the customer: 

Good day Mr.-
It was a pleasure to speak with you this afternoon. Please feel free to contact me 

I I will be contacting you today regarding the loaner vehicle. 

or via email with any questions you might have. 

Regards, 

Luis Rodriguez 
Artfflation Specialist I 

Created By: LI.is R-iguez (312312018 3:25 PM) 
ARBS contacted the customer a- and talced to the customer regarding the letter the customer sent to NNA informing of the vehicle concerns with the FEB system. Customer confirmed the vehicle has 
been taken to the Nissan d~ after the lights came on (braking warning lights) and the vehicle has stopped in the middle of the road for no apparent reason. 

Customer mentioned the customer got rear~nded last year and him and wife got hurt and customer does nol feel safe driving a vehicle that has a problem. CUstomer stated the customer is nol feeing safe having his wife 
driving the vehide either. Customer stated he did not want to come this far but Nissan does not have a repair for this concern. CUstomer stated that if Nissan would replace a part and get the vehicle repaired, he would 
keep the vehicle as he loves it. 

ARBS understood the rustomer's concerns and asked the customer what is it that the rustomer wants Nissan to do for the customer. Mr.- stated he would like to have the vehicle replaced for another one. ARBS 
stated the customefs request wil be reviewed and ARBS will be contacting the customer back on Monday (03126) or Tuesday (03/27) wiffl"!lll'llpdate or Nissan's position on his request for a vehicle replacement 

ARBS asked the customer n the customer has been provided with a loaner/rental vehicle by the Nissan dealef and customer confirmed one has been provided but the dealersllip is asking him to return the vehicle. 

ARBS stated ARBS wil be contacting the deale<sllip regarding the loaner/rental and will contact the customer back today regarding this matte<. 

Customer thanked ARBS for the follow up and the call ended mutually. 

Created By: LI.is R-iguez (3122/2018 4:49 PM) 
ARBS in the process of the reviewing custome(s request for vehicle reptXchase. 
ARBS waiting on DTS inspection report to be uploaded to SF. 
RHR wil need to be updated. 
Days down wil also need to be verified with the Nissan deale<. 

Created By: Symooe Watsoo (3121/2018 9:50 AM) 
ORTS-SW contacted dealership and was informed they are closed due to stoon and bad weather 

Created By: Alex Kang fJ/21I2018 8:57 AM) 
ARBS made outlxxmd call to ACME NISSAN 
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ARBS left VXM regarding inspection date change f()( SM-Too, Bradley. 

Created By: Alex Kang fJ/21/2018 8:54 AM} 
ARBS made outllound call to C a 

ARBS stated ARBS has received an emai regarding that DTS would not be able to come out to the DLRSHP today, but has rescheduled to come out tomorrow to inspect the vehide. 

C stated that is fine. 

C stated would the insped or need to speak with C? 

ARBS stated rt the inspector needs to get in contact with C, the inspectoc is able to pull the number from either the DLRSHP oc the case. 

C stated ok. 

C stated C would like to expjain the silllation to the inspector rt need be. 

ARBS stated rt the inspector needs to speak to C then the inSl)ector will contact C. 

C stated ok that is fine. 

C thanked ARBS. 

ARBS thanked C f()( C's time. 

Call ended mulllaly. 

Created By:~ (J/21/2018 8:51 AM} I Last Modified By:~ (J/21/2018 8:51 AM) 
ARBS received email from OTS-Nicholas Flamini. 

Good morning Alex, 

Page 6 of9 

Due to an inclement weathe< system that is covering this area, travel has been identified as potentially hazardoos. I would fike to reschedule this HR vehicle inspection for tomorrow afternoon 3122. 2:l)f)pm at Acme 
Nissan. Could you please notify all the stakeholders of this change and let me know rt you have any questions or ooncems. 
Regards, 

;~~~e;!~;;~~~=~~:22 AM} 

ARBS stated the inspection is set f()( tomorrow. 

C stated just in case if there is inclement weather is there a back up plan. 

ARBS stated as of right now no. 
ARBS stated rt there is any changesARBS wil be notified by the inspectorwhichARBSwil tell C. 

C stated ok. 
C stated 1Mlat about the resolution afte,wards. 

ARBS stated rt wil take about 2 weeks. 

C stated ok. 

C thanked ARBS. 

ARBS thanked C foc C's time. 

Call ended mulllaly. 

Created By: Alex Kang fJ/2/2018 9:36 AM} 
ARBS made outllound call to Acme Nissan. 

ARBS left VXM requesting call back from SM-Too, Bradley 

Created By:~ (J/2/2018 9:34 AM} 
ARBS received email from C stating: 

Hi Alex. 
I just spoke to the deale<ship as they--.t theirloaner back. They were going to release the vehide to me, however I feel that rtis a safety issue. I cani affocd the chance that you do not reimb<ne me rental car fees until 
everything is carc,leted by the inspection. Is this how you would like me to proceed on driving the car until inspection can occur? Just to be d ear the vehide stopl)ed to a complete halt suddenly almost as rt the e-brake 
was pulled. It was mentioned by the dealership rt the car slowed down, but I confirmed rt didni slow down but came to a complete abrupt stop after the FEB audible alerts went oil. Luckily no one was behind me as I could 
have possibly been rear ended by a randOOl stop. 

Please confirm you want me to drive this vehicle as I will not assume any responsblity if anything happens due to this issue. 

Please let me know right away as the dealership is requesting their car to be back today. 

Created By: Alex Kang 12/27/2018 3:25 PM) 

:~~~ =:e: ~n=~dd :=o ~e le££ avaia~e on 3121 f« inspection. 
C stated yes 
ARBS stated ARBS was also contacted regarding the ilspector and was ink>rmed that the inspector will like to conduct a phone interview and it will take minimum of 30 minutes. 
ARBS asked for best contact nurrber 
C stated••-and alternativ 
ARBS affl~r,m'; would be best ror ,._ 
C stated probably 3:30 EST probably the best. 
ARBS stated ARBS wil get this confirmed to the inspector regarding the confinnatioo of appointment and the phone interview. 
C stated C has two questions. 
C stated the DLRSHP was looking foc the loaner back. 
C stated C is driving around a base model rogue sport. 
C stated C does drive all """'· 
C stated C doesn't have navigation in the vehicle. 
C stated C doesn1 feel like C shouldn't be paying any lease payments. 
C stated C did speak to NMAC and C would need to speak to ARBS. 

ARBS stated ARBS can not offer any kind of a loaner or rental. 

C stated this isn1 C's fatll 
C stated does C have to pay for a rental or loaner when it's a safety concern? 

ARBS stated it is C's discretion if C wants to obtain a loaner or rental. 
ARBS stated the DLRSHP did provide one to C under the DLRSHP disa-etion. 

C stated C has done C's job. 
C stated C has pictures and videos of the ooncem. 
C stated C shouldn1 have to pay foc a rental or loaner vehide. 
C stated SOOlething should be set up. 
C stated C is in sales and has to drive every where. 
C stated C doesn1 have to pay foc the rental. 

ARBS apologize and stated ARBS can not offer any rental oc loanefs. 

C stated someone else needs to escalate the issue. 
C stated this is a service issue. 
C stated people are having this FEB concern. 
C stated C doesn1 understand how Nissan can just say, it's C's respoosibilrty to get the rental and loaner vehicle. 

ARBS stated rt would take 2-4 weeks foc the inspector to oorne out to look at the vehide. 
ARBS stated again this process would take 6-8 weeks to complete the ente investigation. 

C stated vmy doesn1 Nissan corporate do something. 
C stated rt tt stopped in the middle of the road and C doesn1 feel safe in the vehicle. 
C stated C doesn1 know rt C would get a reimbursement. 
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C stated ifs not a week of rental cost, it'll be 3 weel<s to a month. 
C stated that is a lot of money. 
C stated C already spoken to the insm,nce company. 
C stated the dealership wants the loaner back and wants NCA to give C a loaner. 
C stated C doesn1 have a vehicle to drive and in the hopes that Nissan would reimburse C. 
C stated C wants to speak to a supeNisor. 

ARBS stated there wouldn1 be anyone else C can speak too. 

C stated C needs a vehicle. 
C stated C doesn1 want to speak to a lawyer. 
C stated C just wants the vehicle to be fixed. 
C stated C just wants the Nissan to W0f1< correctly. 
C stated the inspector isn't going to oome out ootil a month. 

ARBS apologized and stated the inspector does want to comi,lete a phone interview with C. 
ARBS stated ARBS doesn1 know what questions wil be asked. 
ARBS stated at this time, Nissan is trying to investigate if there is a manufacturer defect or not 
ARBS stated tt Nissan assumes fiabiity then Nissan can nomburse C for the rental cost, but at this time there is no way of knowing until the investigation has been comi,leted. 

C stated C wants an email stamg that the engineer is coming out to the OLRSHP on the 31st of March. 

ARBS stated ARBS can send Can email regarding the Inspector will come to the OLRSHP. 

C stated yes C wants everything documented now. 

ARBS stated ok. 
C thanked ARBS. 
ARBS thanked C for C's time. 

Cati ended mutual y. 

Created By:~ (2127/2018 2:59 PM) 
ARBS received a VXM requesting cal back. 

Created By:~ (2127/2018 9:. 6 AM 
ARBS made outlxlund call to C a-
ARBS cookl not leave VXM due tffl . 
Created By: Ameer Hamza (2/26/201812:53 PM) 
-case surrmary--

l C contacted CRR-AH inquire aboot hading off payments on VEH because C is not driving the VEH at the moment 

• 

•----statement of decision .. _ 
CRR-AH. e-maied ARBS. 

Created Bv: Amttr Hamµ 1?126/201 8 12:52 PM) 
CRR-AH <VERJFIED> Account Info ilcludilg: Cs name, email address, hOlne, & Phone# 
CRR-AH VERIAEO Veh Info including: VIN#, Current Mi eage 
CRR-AH CHECKED for open recals/~gns and found: None 
CRR-AH CHECKED for previous UNRELATED Case(s) and found: None 
CRR-AH CHECKED previous RElATEO Case(s) and lound: 1-
CRR-AH NOTED concern is: Case update/ NMAC payments 

C stated an engineer is coming down to take a look at VEH 
C stated OLRSHP wanted the rental VEH back 
C stated OLRSHP said tt C wants to extend the rental then ft will be through NNA-CA 
C stated C also wants to had the payments because the VEH has been in OLRSHP since 02/06/2018 
C stated ifs not fair for C to pay for the VEH that C is not driving around at the moment 
C stated C is not sure aboot the loaner because ft's between DLRSHP and NNA-CA 
C stated OLRSHP was nice enough to give C a loaner 
C stated C contacted NMAC already and was refe<red back to NNA-CA 

CRR-AH reviewed the case 
CRR-AH informed C an e-mail wil be send to ARBS to update them 

C understood and aw,eaated 

CRR-AH inquired tt C needs any more assistance from CRR-AH 

Cdenied 

CRR-AH provided C with Agent ID and c...el 
CRR-AH branded call 

~f.:1:J@zt 
Created By:~ (212312018 9:51 AM) 
ARBS received inbound call from SM-Torn Bradley from Acme Nissan. 

SM stated C is in the rental vehicle and kild of hading ft hostage. 
SM stated did receive information from DTS and recommend to open an infield report and there is no FEB OTC's. 
SM stated it is reoorrmended to return the vehicle. 
SM stated c1oesn, mind holding the vehicle tt it's in a c:oupie of days, but the vehicle does need to go back to the C. 
SM stated Torn_bradley@aanenissan.com 

ARBS stated ARBS did inform the customer that Rentals oc loaner velwcles are not approved from Nissan. 
ARBS stated tt the OLRSHP needs the rental vehicle back then SM would need to oontact the C. 

ARBS stated ARBS wil email SM once ARBS receives an inspection date from OTS. 

SM thanked ARBS. 

ARBS thanked SM. 

Cati ended mutualy . 

Created By:~ (2123/2018 8:41 AMI 
ARBS received inbound call from C at 
ARBS asked ij Chas 1~20 milutes to spea1< aoout lhe case. 
ARBS proceeded with probing questions. 
ARBS asked for detail description on the incident. 

C stated C got the vehicle right after end of november. 
C stated after getting the vehicle the FEB light came on the dash. 
C stated ~ was blinking and called ACME Nissan foe a diagnosis. 
C stated that was a week after having the vehicle. 
C stated C knows it comes on when it's obstruction in the camera. 
C stated there was no snow. 
C stated ft was usually light or dart outside when incidents happened. 
C stated the OLRSHP said ft was wor1<ing fine and took the vehicle back. 
C stated C wanted ft to be recorded and documented at the OLRSHP level. 
C stated there were 4 times when the sensor came on. 
C stated one light came on for a malfunction light came. 
C stated on 216/18 the vehicle engage the FEB and stopped the velwcle dead in the road. 
C stated 1214 at 6:30 am that the FEB light came on the blinking on the dash board. 
C stated there wasn1 anything in the road. 
C stated 12127 had FEB light go off and had aWM1ing in the middle of the screen with FEB light saying malfunction sa-een and brought up the ched< engine light as welL 
C stated C turned ft off and tum ft back on and ft came back on. 
C stated this night there was no precipitation. 
C stated 1/27 light was blinking and ft was earty in the morning. 
C stated the sensor has come on when it was snowing before and that is fine. 

https:/ /nissanna.my.salesforce.com/ 5000G0000 1 Qi9 AwQAJ 

Page 7 of9 

6/2/2020 



■ 

~ Salesforce - Unlimited Edition 

ARBS asked tt how the roads were dumg the time of the incident 

C stated ij was a slight dectine. 
C stated nothing SUbstantial. 
ARBS stated ARBS is going to get in contact with an inspecw to come out and look at the vehicle. 
ARBS stated this will take aboot 2-4 --
ARBS stated the whole investigatioo will take 6-8 weeb. 
ARBS stated but as of right now the first step wit be to send out an inspector from Nissan to look at the vehicle. 
ARBS stated ARBS wil get back in cootact with C once ARBS rereives an inspectioo date. 
C stated there has to be some kind of wor1< aromd or put lease chargers on hold since the vehicle is at the shop. 
C stated C wou1d like an upgrade foc the rental. 
C stated how woold C get this resolved? 

ARBS stated C would need to speak to NMAC regarding this. 
ARBS stated ARBS doesni have any authorization for anything finance related. 
ARBS slated HR department does nol give out rentals()( loaner vehicles. 
ARBS stated that is the DlRSHP discretion. 
ARBS slated since the DLRSHP has offered a rental C would have address this with the DlRSHP. 

C stated C will. 
C thanked ARBS. 

ARBS thanked C for C's time. 

Call ended mutualy. 

Created By:~ (2122/2018 4:04 PM) 
ARBS made OUUJound call J 
ARBS left VXM providing c , .. ,.,.,, , .,.,,,1 contact infoonatioo and requesting call back. 

Created By: Alex Kang 12121/2018 8:39 AM} 
ARBS made OUUJound call to C a 

ARBS asked tt this was a good time to speak aboot the case. 

C stated not really. 

ARBS provided direct number. 

C stated C will lly to give ARBS a cal aroond C's lunch time. 

Call ended mutualy. 

Created By: Alex Kang 12119/2018 9:50 AM} 
ARBS made OUUJound call to C a 

ARBS could not leave VXM due to Mailbox being full. 

Created By: Alex Kang 12114/2018 3:46 PM) 
•" ' •---"ARBS RECENED CASE, UNDER REVIEW, PENDING PR06E VERIFICATION-" - "--" -

Created By: Samantha Dixon (2114/201811:24 AM) 
C has concerns with FEB 

✓ ~~=y.:e~r~ .:~=t<.:,4:,~~=~d case numller as reference. 

Created By: Kyra Walton (2114/201811 :0SAM} 
RC= placed outbound call to C on,111,11!!!!1!!! ( best contact} 
RC= VERIAED C's name, home & ema1 aooress, concern, phone 
RC= ADVISED 'This call may be reoo<ded for qualey and training--· 
RC= VERIAED YEH Info including: VIN#, Current Mi eage, Warranty & Service History 
RC= CHECKED for open recalls/~gns and fomd: O 
RC= CHECKED for previous UNRELATEDCase(s) and tound: 0 
RC= CHECKED previous RElATEO Case(s} and tound: 0 

RC= adVised that RCAS-KW is C's case manager and point of contact tor C. 
RC= stated RCAS-KW understands that C is having concerns with the FEB system. 

C understood and stated that is correct. 

RC= understood and apaogized to C for having coocem. 
✓ RC= informed C that RC= did speak to SM-Tom that stated DLR still has YEH and that DLR is looking into C's concern. 

RC= adVised C that RC= will submit HR for C and that C wit receive cootact within the next 3 business days oo the next steps. 
RC= asked C IIR questions. 

C understood and explained What happened dumg incident 
C stated C noticed the FEB light was 00 and l)jinking. 
C stated before the incident, C's FEB light has oome on 4-5 times and C has recordings and picttres showing this. 
C stated all the times that Chas seen the tight ij is never raining outside of any type of precipitation. 
C stated C just wants the YEH to be sale for C and C's famiy. 

RC= oodefslood and apaogized again to C for concern. 
RC= adVised C that C wit receive next steps within 3 business days oo What to do. 
RC= asked C did C have any further questions. 

C declined. 
Call Ended Mutually. 

Created By: Kyra Walton (2113/201812:53 PM) 

✓ RC= placed outbolald call to C 00 ••••• 
RC= left VMX for C in regards to case wnn conu,ct ntmbef and work hours. 
RC= setting follow up for C oo 2114/18. 

Created By: Kyra Walton (2113/201812:48 PM) 
RC= placed outbound call to Acme Nissan. 
RC=spoketoSM-Tom. 

✓ SM slated that C is claiming to have driven YEH and whi e driving the YEH just stopped in the middle of the road. 
SM stated that DlR does have car and SM does have head technician working oo the YEH. 
SM slated the DlR has nol been al)je to ~ I any oodes with the FEB. 
SM stated C is complaining aboot the FEB being the cause tor concern. 
SM stated the DlR put about 100 miles on C's YEH trying to duplicate C's concern and nothing has happened with the FEB during those times of test driving. 

Created By~ Daniela Ahtebjey (2/12/2018 2:42 PM) 
- CASE SUMMARY-
C contacted Nissan CA requeslilg assistance with braking assist sensor l.llable to diagnose 
CRR-DA sending case to RCAS for further review 

Created By~ Daniela Ahffibjey (2/1212018 2:42 PM) 
CRR-DA VERIAED Account Info including: C's name, home & email address, phone# & best contact# 
CRR-DA VERIAED YEH Info induding: VIN#, Current Mi eage 
CRR-DA CHECKED for open recalls/campaigns and follld: 0 
CRR-DA CHECKED previous RElA TEO Cases and fomd: 0 
CRR-DA RECEIVED inbound call from: DANIEl 
CRR-DA NOTED concern is: forward emergency brake sensor/lllable to diagnose 

CRR-DA noting YEH ownership is _,,dy updated 
CRR-DA updating emai as per C request 

C adVised taht C went to DlRSHP last week for diagnosis because C's emergency brake sensoc is not functioning property 
C adVised that last wednesday, without any warning the focward emergency braking engaged and the VEh stopped in the middle of the road 
C advised DLRSHP was unable to diagnose VEH concern as this is interrmtent 
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C advised C is seeka,g assistance getting VEH coocem resolved 

CRR-DA advised C's coocem will be reviewed by RCAS 
CRR-DA advised RCAS wil lollow up by COB 2/13118 
CRR-DA provided case#, agent ID by email as per C request and offered further assistance 

Cdeclined 

CRR-DA thanked C lor cali ng NNA CA 

Cati ended mutualy 

Best cootact 

Case Categorizations 

Action C..S.. Categorization # c..tego<y Description S<lbcatego,y Description Symptom Description 

UNABLE 
DIAGNOSE/DUPLICATE 

Forms 

Action Fonn -
BRAKES 

Request Type 

IIR 

INTELLIGENT BRAKE ASSIST 
(IBA) 

Created By 

~ 2/14/201810:56 AM 

Page 9 of9 

Case Categorizations Help 

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

26 2/12/2018 WT AD 328000 

C.-eatedDate 

2/14/2018 

OA 

FonnsHelp 

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

Case Detail 

Account Name 

Contact Email -Letter Se-nt Date 

Letter Received Date 

Follow Up Date 4/1612018 

Supporting Documents 

CA Muttiple Repairs 

Social Media Involvement 

Martiz Custome< Id 

Case O#nH location Franklin 

J Reopen Case 11 Clone Closed Case J 

ease 0wne< ■courtney Smith 

Type CA 

Case Origin 

Executive Refenal 

Exee>Received-Oa.te 

Phone 

Status Closed 

Datelrme Opened 2/14/2018 12:40 PM 

Date/Tome Closed 5/14/2018 11:18 AM 

Multiple Repairs No 

Executive Summary 

Texting Status Executive Actions To Resolve 

Case Reopen Count 2 

Description Consumer Affairs Voluntary repurchase due to 1 visit with 79 days out of service due to car braking on its own and malfunction of lights on dash. 

Call Script 

CASE SUMMARY: 

76 days down as of 4/26/2018 
State: NY 
In service date: 1/15/18 
Miles: 776 

1 visit car will brake on it's own ight on dash that looks like 2 cars exploding kept beeping can this feature be tumed off 

1 visit rain storm a message came up that said front sensor not workilg due to obstruction of front sensor 

No Vehide Campaign(s) 
No Warranty Case(s) 
No Additiooal case(s) found 
1 Tech Line Case(s) found 

- - C/s car will brake oo its own with no ooe in !root of he< and light on dash looks like two cars exploding, kept beej)ing 
~e Service Contract(s) 
1 DTS Sefvice found 
KevinMacKay 

219/18@776 mi1es■■■■l76 days down as ol 4/26/2018 
Coocem: 
1. car will brake on i1s own with no ooe in front of he< and i ght on dash that looks like 2 cars exploding kept beeping can this feature be turned off 
2. the other day in the rain storm a message came up that said front sensor not workilg due to obstruction of front sensor 
Action: 
1. unknown 

Who contacted us? In-field Corrment Vehicle Ma;n1a;ned Location A TI.ANTIC NISSAN SUPERSTORE 

#Yeh.ides Owned 1 

Vd'liele Purchased New 

Pre-Owned Initial Mileage 

Current Mileage TT6 

Incident Codes - IIR REQUIRED 

Incident Date 

Sent to legal 

Accide-nt 

Airt>ag 

Fire 

IIR Indicator 

HR Dale 

HR -

Vehicle Information 

Vehicle JN8AT2MVXH 
Model Year 2018 

Make NISSAN 

Model Line ROGUE 

Model Code 22418 
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Previous Repair Date 1/17/2018 

Previous Repair Location 

Related Vehicle Make Nissan 

XTIME Appointment Numbef' 

Rolkwef' 

Property Damage 

Injury letttt 

Numbef" Injured 0 

RHR Started 2/16/2018 

RHR C<,mpleted 2/23/2018 

Customer Document Requested 

Date Requested 

Customer Document Received 

Date Received 

Part Numb« 1 

Beyond Basic Warranty Miles 1 0 

Beyond Basic Warranty Months1 0 

Beyond PT WalTal'lty Miles1 0 

Beyond PT Warranty Months 1 0 

.J 
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Dealer Detail 

~ Senricing DNle< ATLANTIC NISSAN SUPERSTORE 

Case Servicing Dealer Region Northeast Region 

Bluetooth 

Related Items 

Responsible District 07 

SharedWrth 

Phone Carrier 

Phone Manufacture< 

Reported From 

Issue Categories 

Approwd Check~ $34,769.35 

Sales & Setvice Campaign Specific Information 

Hot Alert Date 

LS Response Tme 

Verbatims 

Alert Trigger-Verbatim 

Survey Verbatim 

Dealer Action History 

NNA Notes 

Customer ConvffSation Notes 

DTS Inspection 

Oat>Net ✓ 

Oatanet Dealer Date 2/28/2018 

Dealer Instructions 

Requested Dealer Action please review. 

Bluetooth Ticket Status 

Phone Model 

Phone Operating System 

Goodwill Offered 

VCAN 

GoodwiJI Processed 0 

Vehicle Service Contract 

VSC Reprint Request Email 

Contact Name 

--WootPhooe 

Mobile Phone 

Email 

Attemate Email 

OTS Inspection Date OTS Inspection Date Confirmed? 

DTS Request Type Notes few OTS {Vehicle Concerns) 

Inspection Time/Notes Appointment Time: 

System Information 

Subjec.t 

Created By 

Last Modified By 

Case Record Type 

Days Closed 

Notes to Agent 

CUSTOMER­
JN8AT2~ 

Amanda Y~ 2/14/2018 12:40 PM 

NNAffi. 9/18/2019 9:26 PM 

CA Oosed Case 

750 

ActionCode NTSF 

VIN: 

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

Agent Comments 

Agent Comments #RHR Case under review 

Agent Next Step 

Case History 

Dale Use< 

5114/2018 11:18 AM Courtney Smith 

Courtney Smith 

C0,ctpey Smith 

I Reopen Case! I Clone Closed Case I 

Action 

Changed Status from Open to Closed. 

Closed. 

Changed Description. 

Changed Description. 

Root.Cause 

Root Cause Code 

Root Cause Code (2) 

0ocurnef'ltl0 

5114/201811 :16AM 

4/25/2018 7:57 AM 

4/17/2018 9:29 AM Courtney Smith Changed Reopen Date from 3/1/201810:04 AM to 4/17/2018 9:29 AM. 

Show more • I~ 

Case Comments 

Public Comment 

Created By: Courtney Smith (5114/2018 11 :16 AM) 
ARBS ck>sing case 

Created By: Courtney Smith (5114/2018 11 :16 AM) 
Consumer Affairs Voluntary repurchase due to 1 visit with 79 days oot of service due to car braking on its own and malfunction of lights on dash. 

Created By: Courtney Smith (514/2018 7:25 AM) 

SCSH 

ARBS sent email oomp to C oonfirming surrender date for May 10, and advising C that ARBS oomp wi1h C is completed but ARBS instructed C that d Chas any questions or concerns to call. 

Created By: Courtney Smith (4/2612018 2:05 PM} 
ARBS sent email oomp to C providing update 

From: Smi1h(3}, Courtney (EXTERNAL} 
Sent- ~ 126, 20182:05 PM 
To· 
Subj : : r<epurcnase 

HelloMs.-
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I re<:eived the checks klday. our 3'd party w,odor Mooey wil re<eive Ille checks tomorrow. Next step: you wil receive a phone call from a Money agent within Ille next 7-10 busiless from tomooow's date arranging a 
date/time to surreode< your vehicle. 

I will also make a note to my file to follow-up with you during lllat time. 

If tor any reason you have a question or concern, please do not hesitate to contact me. 

Created By: Courtney Smith (4126/2018 2:01 PM) 
ARBS-CTS sent the followvlg ched< via Money FedEx Shipment on 04126/2018: 

I -dleck in Ille amount 0!$32,161.44 payable to Nissan -or Acceptance c«poration 
-dleck in Ille amount of $2,607.91 payable to 

Success: 
The case is successfulty aeated with Mor1ey with case Number as:-

Create<I By: C211rtoev Srnilb (41251201810:02 AM) 
ARBS notes the followilg NMAC payoff information: 

E!IIII-
- P~ome..-good lllru 512312018 

Payments rece;ved 4 

■ 

• 

Payment amount $400.89 
Recent payment received on 4/23/2018 in the amoont of $400.89 

Payment History is attached. 

Created By: C211rtney Smith (412512018 9:02 AM) 
ARBS requested checks payable to: Custome< in the amount of $2,607.91 and Lienholder-Nissan Motor Acceptance Corporation in Ille amount of $32,161.44 

Created By: C211rtoev Smith (412512018 8:46 AM) 
ARBS notes the followilg updated in1ormation re: C's payoff: 

ARBS cootacted NMAC to verify Cs current payment and to obtain C's current payoff amomt good through May 24, 2018. 

C's prior payoff amount was $32,546.79 - good lllrough 4123118 
C made a payment of $400.89 on 4/2312018 

C's current payoff amount is $32,161.44 - good ttvough 512412018 

Created By: C211rtoev Smith (412512018 7:57 AM) 
IIR-FEB- EST 

Created By: Conrtpey Sm® (412512018 7:52 AM) 
ARBS CTS notes Ille folowing RHR Slmmary: 

76 days down as of 4/26/2018 
State:NY 
In service date: 1/15118 
Miles: 776 

1 visit car will brake on it's own light on dash lllat loob like 2 cars expjoding kept beeping can this feature be turned off 

1 visit rain stOffll a message came ~ that said front sensor not workilg due to obstruction of front sensor 

No Vehicle can-c,a;gn(s) 
No Warranty Case(s) 
No Additional case(s) found 
1 Tedl Line Case(s) found 
- - Cls car will brake oo its own with no one in front of he< and light on dash looks like two cars exploding, kept beeping 
~ Service Contract(s) 
1 DTS Service found 
Kevin MacKay 

219118@ 776 miles 76 days down as of 4/26/2018 
Concern: 
1. car will brake oo its own will1 no ooe in !root of he< and light on dash lllat looks like 2 cars expjoding kept beeping can this fealln be turned off 
2. the other day in the rain stem, a message came up that said front sensor not 'NOl1cing due to obstruction of front sensor 
Action: 
1. unknown 

Created By: Courtney Smith (412512018 7:38 AM) 
ARBS received signed agreement and pholos from C - ARBS attached to file. 

Created By~ Conrtpey Sm® (4/231201810:54 AM) 
ARBS sent email oorrsp to C with updated Repurchase Letter to reflect C's most recent car payment. 

HelloMs.-

Thanks for speaking willl me klday. As we discussed, you have requested Nissan to buybad< your vehicle. 

I am providing you with an updated amount which will include yoor most recent car payment that is scheduled to be deducted from your acoount today. 

(+)Down Payments: $2,650.00 
(+)Additional Payments: $1,202.67 
Tolal Amounts Paid by Custome<: $3,852.67 
Less Sales Tax: $1,244.76 
Tolal Refund to Customer: $2,607.91 

I will obtain a copy of your most recent payment histOfY to reftect this updated information. This will take a couple of days to show on your account. Once I obtain this information and a copy of yoor signed agreement, I will 
move forward with arranging your surrender date with our 3'd party vendor, Money. Please keep in mind, lllis process can take up to 4 weeks from Ille date I receive your signed agreement. 

Also, you can either email Ille inages of your vehicle to my attentioo or you can send them to my eel phone a 

We will hate to see you leave and we are wil ing to offer you a VPPwhidl would offers you a savings towards another Nissan or lnfiniti at employee price. If you are interested, please let me know and I will get this 
requested fo, you. 

If you have any additional questions, please do not hesitate to contact me. Have a wonderflA day! 

Created By: Courtney Smith (41231201810:37 AM) 
ARBS received telephone call trom■■■■■ with questions concerning Repurchase Offer letter previously st.d:>mitted. 

C states lllat she is planning at accept Ille buyback option 
C states she has made a l0lal of 4 payments 
C questioned Ille figt.1-es tor Ille down payment and adcitiooal payments 
C states lllat her first monlll payment was included in he< down payment 
C states lllat a payment will draft from her oo April 23 

ARBS ad<nowledged C's option for a buybad< 
ARBS intormed C lllat Ille 1st monlllly payment is included in Ille down payment 
ARBS intormed C lllat Ille "additiooal payments" are tor C's two payments made 
ARBS informed C lllat ARBS will send an updated Reptrchase Letter showing C's most recent payment 

ARBS intormed C lllat we are lacking images 
C states lllat she will speak with DLR/SD and request llley send inages to C 
ARBS ad<nowledged and stated an updated Repurchase Letter will1 C's most recent payment will be induded 
C acknowledged 

call ended mutually 

Created By: Courtney Smith (412012018 4:08 PM) 
ARBS sent email oorrsp to C re: repurchase offer letter will1 the following options: 
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1. R~acemeot 

2. Settlement ($3500) 

3. Re!)<Xchase listed as follows: 
(+) Down Payment $2,650.00 
( +) Additional Payments $801. 78 
Total Amounts Paid by Customer $3,451 .78 
(-) less Sales Tax $1 ,244.76 
Total Refund to Customer $2,207.02 

Created By: Courtney Smith (4/18/2018 4:03 PM) 
ARBS placed outbound call to C advising that ARBS wil submit detailed offef to C by Friday, Al)ril 20. 

C states lllat is fine and C states tt is okay to get Ille infamation to C by Monday, if necessary. 

I ARBS lllanked C for allowing ARBS additional day to subrrit detailed offer. 

C states, no problem. 

Call ended mutualy 

Created By~ Conrtpey Srnilb (41181201810:11 AM) 
ARBS received Payoff lnfamation from NMAC - Payoff information as lollows: 

!:!1111-
p:nome~ good lllru 4/23/2018 
Payments re<:eilled 3 
Payment amount $400.89 
Recent payment received on 3/23/2018 in Ille amount of $400.89 

Copy of Contract, Payment History and Trtle are attached. 

Created By~ C211rtney Srottb (411812018 8,:27 AM) 
ARBS sent email corrsp to C ad<nowledging re<:eipt of vehicle registration and sales oontract. 
From: Smitl1(3), Courtney (EXTERNAL) 
Sent: Wednesday, April 18, 2018 8:25AM ,;:~----~ 
Good Morning, 

Thank you for providing a copy of yoor vehicle registration and sales contracl I wil get a detailed ofter out to you by tomorrow. 

In Ille meantime, if you have any questions, please do not hesttate to contact me. 

Created By~ ConrtotY Srnttb (411812018 8:16 AM) 
ARBS received email corrsp from C providing veh registration and Bil of Sale. 

Created Bv: Conrtpev SmiUJ (4/17120181 :35 PM) 
ARBS CTS sent emai corrsp to C advising Nissan is in a position to offer Ca Repurchase or Replacement and asked for C to submit necessary documentation in order to make a detailed offer. 

Created By~ Courtney Smi!1!J411712018 1 :20 PM) 

~~~~ :U.C-:,, ~.:~u,!J. J§J JI and emai address 
ARBS informed C Illa! ARBS will take aver Ille handling of Ille C's case 
ARBS informed C lllat NNA has re-reviewed C's case and is NNA is now in a position to offer Ca Re!)<Xchase/Replacement or Settlement pursuant to NY State laws 

C states she is ft.rious because she was told on yesterday NNA was not able to ofter C anyllling 
C states "why are you being so nice but the other guy are was not?• 

Page 4 of 10 

ARBS informed C Illa! Ille olller agent was lollowing proper protocols to assist C but NNA was recently informed lllat Ille updated software to resolve C's concern has been delayed lllerefore; NNA would like to extend Ille 
offef to Repurchase/Replace C's veh 
C attempted to debate the issue with ARBS but ARSS re~ xplained to C that after additional review of C's case and updated infonnation concerning the deJay of updated software, NNA is in a position to offer C a 
Re!)<Xchase/Repiacement 

ARBS apologized to C for any inconvenience lllis may have caused and stated NNA will move fO<WMl with Repurchase/R~acemeot 

C states "are you calling me because my attorney contacted you?" 
ARBS asked C "Do you have an attorney?" 
C states lllat she contacted her attorney on yesterday after she was told NNA would not get her out Ille veh 
ARBS explained to C lllat ARBS is not in a position to speak with C if she is represented by an attorney 
C ll1en states "well, my attorney is my brother' 
ARBS ~erated to C lllat if she is represented by an atty ARBS could no longer speak with C 
C states she does not have legal representation at this time 
C states she sent her brother (who is her pe,sonal attorney), a text message on yesterday but she has not heard baci< from him as of yet 
ARBS aci<nowledged and stated that as long as you are not r"l)(esented, ARBS can speak with you 
C agreed and coofirmed she is not represented by an attorney 

ARBS informed C Illa! ARBS will send C a email requeslilg documentation and upon receipt of Ille requested documentation, NNA will send C a formal lette, willl Ille options for C 
C asked if ARBS could just provide Ille infamation now 
ARBS explained to C that NNA's protocol is for the C to submit the requested documentation in order for ARBS to review payment history details to eliminate in errors and/or disa-epancies 
C acknowledged 

C asked if ARBS have notified DLR 
ARBS states no but ARBS will reach out to DLR 

ARBS informed C that an email will be sent requestng documentation no later than tomorrow 
C acknowledged 

ARBS provided C with ARBS contact infamation and instructed C to contact ARBS directly willl any future questions or concerns 
C agreed 

Call ended mutualy 

Created By: Courtney Smith (4/171201811 :14 AM) 
ARBS CTS notes Ille following, ARBS taking ownership of case per instructions by Manager, Stacy Gary. 

Created By: Courtney Smith (4/1 712018 9:30 AM) 
ARBS CTS reopened case and will take ownership of same and reach out to C to discuss. 

I Created By: Alex Kang {4/16/2018 1:38 PM) 
... [Added after the case is closed.) .-
ARBS received a VXM from Ille GSM from ATLANTIC NISSAN SUPERSTORE. 

ARBS made outbound call to ATLANTIC NISSAN SUPERSTORE 

ARBS spoke willl GS~rehanna 

GSM-Brehanna stated Ille customer contad GSM about lllis concern and was crying hysterically and wanted to know what Ille sttuation was. 

ARBS stated Nissan had sent out an inspector to inspect the vehide and take the information to the engineering department for further review. 
ARBS stated tt has oome back to ARBS regarding Ille findings Illa! lllere were nollling wrong found on Ille system. 
ARBS stated the customer wanted Nissan to repurchase this vehicle and it came back as Nissan is not in a position to offer any km of repurchase or replacement of the vehicle. 
ARBS stated ARBS did infonn the customer that the customer can stay in the rental vehicle ootil an update is available. 

GSM-Brehanna stated welt GSM-brehanna is with Ille customer on lllis one and can see why Ille customer is crying about htis. 
GSM-Brehanna stated GSM doesn't agree that the fact that Nissan is alcrMng this customer to stay in a rental vehicle while the vehicle is waiting for an update. 
GSM-Brehanna stated lllat Ille customer wasn, happy Ille fact that ABRS said to keep Ille call prolessiooal. 
GSM-Brehanna stated Ille vehicle stopped on C and C is afraid of Ille vehicle. 
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GSM-Brehanna stated obviously there is something wroog with the system and the manufacturer isn1 doing anything. 

ARBS stated tt is the custome(s discretion on how C would like to proceed. 
ARBS stated Nissan, as a goodwil gesture, is keeping the custome< in the rental vehicle tree of charge. 
ARBS slated there is no guarantee°' information what hte update will entail. 
ARBS stated ARBS is ooly going off of the information that was provided to ARBS. 
ARBS stated There is limitation on an autonomous system and it is stated on page ~ 127 in the owners manual. 

ARBS was cut off by GSM. 

GSM-Brehanna stated there is something obviously wroog with the system if Nissan wants to keep the customer in the rental 1/ehicle and Nissan should assist C. 
GSM-Brehanna stated wanted to get all the infonnation on what had happened and reached out to the rep as well to see what can be done to assist the customer. 
GSM-Brehanna stated wil Md cut a way to help the customer. 

GSM-Brehanna ended cal. 

Created By: Alex Kang 14/16/201810:11 AM) 
... (Added after the case is closed.] •-
ARBS made ootbound call t~-
ARBS slated ARBS inspec~ vehicle and tested the systems regarding the Automatic Eme,gency Braking system. 
ARBS stated there were no codes or problems found with the system. 
ARBS slated the vehicle is operating as designed. 

C stated C hasni had the vehicle for two months. 
C stated the initial inspection showed something. 
C stated C was waiting to< two months and found cut there was nothing wrong with the 1/ehicie. 

ARBS stated C can stay in the rental vehicle until an update is available. 

C stated Nissan is just stali ng. 
C stated this isn1 right. 
C stated there is stil a problem with the vehicle. 
C stated C isn1 going to take it back. 

ARBS stated Nissan is covering the rental vehicle as a good will gesture towards C. 
ARBS stated if C would like the vehicle back then C can get the vehicle. 
ARBS stated as of right now, there was nothing ...-ong with the system. 
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I C stated in the state of New YOl1< C has a state lemon law. 
C stated what does ARBS think alJout thal 

ARBS stated Nissan has already corrc,leted the review on C's behalf and Nissan is not in a position to offer a repurchase or replacement to< the vehicle. 

C stated this is not a goodwill gesture. 
C stated C is paying for a vehicle and the insurance on the vehicle and C doesn't even have the vehicle. 

ARBS stated C did sign a legal binding oontract. 

C stated so did Nissan. 
C stated C didni get a safe vehicle. 
C started to use profanity. 

ARBS warned C if the cal is not kepi professional ARBS will terminate the call. 

C stated C is going to the news alJout this. 

ARBS stated that is C's discretion. 

C stated C knows tt is C's discretion. 

C ended call. 

Created By: Alex Kang 14/16/2018 9:59 AM) 
I - (Added aft..- the case is closed.] -

■ 

ARBS received VXM from C requesting call back. 

Created By: Alex Kang 14/16/2018 9:56 AM) 
ARBS closing case as no manufacturer defects were found when the system was tested. 

Created By: Alex Kang 14/16/2018 9:52 AM) 
Fedex: ---Created By: Alex Kang 14/16/2018 9:50 AM) 
ARBS made ootbound call -1 
ARBS left VXM providing case "'""""'· lies! oontact inf0<mation and requesting call back once C receives the letter regarding Nissan's findings. 

Created By: Alex Kang 14/1312018 2:42 PM) 
ARBS received email from Wendy Rl>nehart stating: 

Hi Alex. This matter was reviewed and there w..-e no defects found with the vehicle. The vehicle's FEB system was tested and inspected and found to be fuly fmctional with no problems. The DTS was lllal>le to replciale 
the customer's concern➔ There is no evidence of a manufacturing or product defect that caused or contributed to this incident our recommendation is to deny assistance in this matter. Please send me a COfY'/ of your 
detennination lette< to< my file . 

Created By: Robert Peterson (4/11/201810:59 AM) 
ARBS-RP notes, while on cal with SM-Romeo M. regarding a diff..-ent case, SM-RM mentioned this Veh, that Veil is still@ DLR and C is still oohappy. 

• ARBS-RP advised wil pass the note along to the handting agent 
ARBS-RP exiting case. 

Created By: Alex Kang 14/9/2018 7:37 AM) 
ARBS notating DTS-Kevin Mackay has uploaded inspection to FTP site. 

Created By: Jacqueline Mclaughlin (3128/201810:44 AM) 
NIS1813995 DRT5,JM rec'd Settlement from BBB on 3127/18, daterd same. NNA agrees to inspect 2018 Rogue. Warrantable~-verified doong inspection wil be repaired IMlder direction of OTS. 

Created By: Luis R-iguez (3/2612018 9:40 AM) 
ARBS sent MRF response to the BBB (email to Maury Umanzo.- and document upjoaded to the BBB website). 

Created By: Symone Wat son (3115/2018 8:20 AM) 
ORTS-SW spoke with rosa and was infonned the repair order is still open at this time and not con,plete to send over 

Created By: Megan lupo (3/14/2018 8:05 AM) 
NIS1813995. ORTS-ML rec'd Add'I Docs from BBB on 03114/18, dated 03113118. 

Created By: Megan lupo (3114/2018 7:59 AM) 
N!S1813995. ORTS-ML also rec'd MRF from BBB on 03114/18, dated 03113118. C furthef states Chas lost faith that car can be fixed. As of today ifs over 30 days dealership has C's car, theydoni know to fix tt and 
Nissan isn1 going to investigate til Aj)<il 5th. C is paying to< a car C doesni have. 

Created By: Megan lupo (3114/2018 7:46 AM) 
NIS1813995. ORTS-ML rec'd CCF from BBB on 03114/18, dated 03113118. C wants cut of lease, car has a major safety problem that they do not knowhow to fix i~ due to new feature (emergency breaking) indicator light 
blinking and car st01> by ttsen in middle of moving/driving. 

■ Created By: Alex Kang (319/2018 10:05 AM) 
ARBS placed cal t o -
ARBS stated ARBS IS C8fl1ng to onlm!l't of appointment date fo< inspection to take place. 
ABRS stated the inspection date is set to< April 5th at 1 PM al the current vehicle location. 

C asked how many weeks from now is the date? 

ARBS stated aboot 4 weeks. 

C stated that is not acceptable! 
C stated C is paying for a vehicle that C cannot use! 
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C stated C is so frustrated! 

ARBS stated ARBS did explail to C before proceeding with the inspection that the process would take about 24 weelts betore an inspection can be completed. 
ARBS stated C has the option to decline Nissan's assistance ij C does not like the timeline. 

C stated C has no option because C was told no for a buyback! 

ARBS stated the decision for a buyback was based on state lemon law guidelines. 

C stated C has no other choice! 
C stated C will proceed with inspection! 

ABRS stated okay and thanked C . 

Call ended. 

Created By: Alex Kang 1316/2018 10:07 AM} 

ARBS made outllound call tojlllillliil■• 
ARBS stated ARBS sees that C would to move forward with the investigation. 
ARBS asked where the vehiae is. 

C stated ifs been at the Nissan DLRSHP for 3 weeks now. 

ARBS stated ARBS wil get in touch with ARBS inspectO< to see when the inspector will be able to come out to look at the vehicle. 

C stated C was told the inspectoc wil be ooming out this week. 

ARBS stated ARBS has no indications regarding that would be happening. 
ARBS stated again albs would need to speak to the inspector. 

C stated this process is taking too loog. 
C stated C doesn1 have a vehicle and is paying for the vehicle C can't even drive. 
C stated C wants this expedtted. 

ARBS stated there is no way to expedite this process. 
ARBS stated ARBS did try to oonipjete the investigation on the 21st of February but C declined. 

C stated C thooght C could get out of the vehiae. 

ARBS stated wel there wouldn\ be any guarantee that would ha11e happened. 
ARBS stated ARBS explained the process regarding the RHR. 

C stated this is a bunch of waste of time. 
C stated go ahead and do the in11eStigation. 

C ended call. 

Created By: Amanda Yett (3/1/201810:04 AM} 
.... [Added after the case is closed.] --

~g~ ~ ~~~~ C:1~;i:.,\£j£ 1£ qua,ny and training purpooes." 

RC~ Y advised understand that C has further ooncerns. 
RCA>AY advised C did decline IIR investigation and DTS inspection on 2/21. 

C stated that C deci ned previously and was told it would take ~ weel<s. 
C stated that C was led to belie11e that WC did not carc,rete IIR process, RCA>AY would buy C's veil back. 
C stated that C would like to oontinue IIR process. 
C stated that ~ weeks is too long. 
C stated that C will not take a \/eh back that is unsafe. 

✓ C stated that C would like to proceed with inspection. 
C stated that C is paying for a veil that C is not driving. 
C stated that C made veh payment and C is not happy. 

RCA>AY apologized tor any mi...-.cing. 
RC~ Y advised wil lorward case to correct team. 
RCA>AY advised wil ask that case be expedited. 

C lllderstood. 
C declined further assistance. 

RCA>AY thanked C tor C's time. 

Call ended mutualy. 

Created By: Amanda Yett (3/1/201810:01 AM} 

✓ ~~ :v: ::, i~~~ Douglas and FOM-Victor Rosario. 
11.-GO requested that RCAS-AY reach out to C and ask if Cwants to proceed with IIR at this time. 

Created By: Amanda Yett (2/28/2018 8:21 AM} 
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 concern. 
C declined IIR investigation. 

✓ C requested repurchase. 
ARBS reviewed case. 
RCA>AY advised C that NNA is not in the position to repurchase/re!)iace C's veh. 

•" STATEMENT OF DECISION" • 
RC~Y advised C that NNA is not in the position to repurchase/replace C's veh. 

,/' Created By: Amanda Yett (2/28/2018 8:16 AM} 
RCA>AY sent oonespondence request with repurchase denial letter. 

✓ Created By: Amanda Yett (2/28/2018 8:15AM} 
RCA>AY sent lette< of rejlreselltation email to C. 

✓ Created By: Amanda Yett (2/28/2018 8:15AM} 

~g~~ ~~~~ C:'~;i:.,\£j£ 1£ qUaltty and train0>1 purpooes • 

RC~ Y advised NNA is not in the position to repurchase/replace C's \/eh. 
RCA>AY advised Cwill receive a letter with decision oontainilg info to contact BBB. 
RCA>AY advised NNA will continue to hone< al applicable terms and warranties. 

C asked how C is supposed to drive a veh when it is not safe. 
C asked why NNA is not going to let C out of this. 
C asked why DlR wil nto let C out of the \/eh. 

C stated that C will get an attorney. 

RCA>AY advised wil send emai with info on where to send in letter of rep,esentation. 

C stated that C is very unhappy. 
C stated that C will make as many complaints as possible. 
C stated that C does not want to drive \/eh that is unsafe. 
C stated the this is NY state and everyone gets an attorney. 
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RCAS-AY apaogized and advised this wil be documented. 

C stated that NNA knows there is a major problem and there is a known problem with this veh. 

RCAS-AY apaogized and reiterated decision. 

C stated that C will contact GM of DLR. 
C stated that C will be making complaints. 

RCAS-AY advised this will be documented. 

C stated that NNA has failed C. 
C stated that NNA is not standing behind C's product. 
C stated that C is in a lease for 3 more years. 
C stated that C will get an attorney. 
C stated that veh does not stop when rt is supposed to. 

RCAS-A Y reiterated decision. 
RCAS-AYthanked C for Cs time. 

Call ended mutualy. 

Created Bv: AQi11b• 6•1<190 12/2612018 4:12 PM} 
ARBSnotes: 

I ARBS notes based on a good faith review, NNA is not in a position to offer a repurchase/replacement of this vehicle. NNA will continue to honor the temlS and conditions of all applicable warranties. 

• 
ARBS does not have recommendation at this time. C is in a loaner vehicle. 

Created By: Anisha Baldon (2/2612018 4:11 PM} 
ARBS review case with SR Planner Marsha M. do not offer repurchase at this time. 

Created By: Anisha Baldon (2/2612018 4:10 PM} 
ARBSnotes: 

In service date: 1/15118 
State:NY 
NMAClease 
No campaigns 
No warranty case 
1 tech line case: Car wil brake on it's own with no one in front of her and light on dash that looks like two cars exploding kept beepilg. No reoo11 1uended repair. Under engineering review 
No additional CA case 

I No DTS invovlement 
Days down: OPEN 

• 

1 visrt car will brake on it's own light on dash that loob like 2 cars exjlioding kept beej)ing can this feature be turned off 
a. OPEN 

1 visit rain storm a message came up that said front sensor not workilg due to obstruction of front sensor 
a. OPEN 

Created By: Anisha Baldon (212612018 9:53 AM} 
ARBSnotes: 

2/9118@ 776 miles - R~ - OPEN 
Concern: 
1. car will brake on its own with no one in front of her and light on dash that looks like 2 cars exl)ioding kept beeping can this feature be turned off 
2. the other day in the rain storm a message came up that siad front sensor not wor1cing due to obstruction of front sensor 
Actioo: 
1. 

Created Bv: AQi11b• 6•1<190 12/2612018 9:33 AM} 
ARBSnotes: 

Codes: 
C1A1~7 
C1A17-49 
C1A18-54 
C1B01-54 

Created By: Anisha Baldon (2/2612018 9:05 AM} 
ARBS called Dir spoke with SM Romero 

ARBS has rt been duplicated 
SM stated no was tool to put C in a rental and NNA knows this is a problem. 
ARBS ask if anyone in service has actualy duplicated the problem . 
SM stated the dealer opened a case with T echfine 
SM stated the medlanic drove and did not feel anything. 
SM stated the tedl pulled oodes and gol with tech line and FOM. 
SM stated FOM informed Dir to put C in a rental and te<h line stated do not make any repairs. 
ARBS ask for a oopy of the document that informed of the codes pulled. 
SM agreed. 
call ended mutually. 

Created By~ Nicki Rauor (2123/2018 10:31 AM) 
- ORTS received the RHR. The RHR was assigned to ARBS Anisha Baldon for review. 

Created Bv: Amanda Yett (2/23/2018 9:12 AM} 
RCAS-AY placed outbo<lld call to DLR. 
RCAS-A Y spoke with SM-Romeo Mejia 
RCAS-A Y provided last 6 of VIN. 
RCAS-A y advised that SM-RM had oontacled FOM-Victor Rosario who had requested that RCAS-A y create a case for this C. 
RCAS-A Y asked how many times has the customef's vehicle been to the dealer/retailer for repairs? 
S-advised 1x. 
RCAS-AY asked wllat repairs were perlormed? 
S-M advised No repairs, put in rental 

✓ RCAS-AY asked are there currently any OPEN ROs? 
S-M advised yes, opened on 219 
RCAS-A Y asked is the vehicle currently at the dealefship? 
S-M advised yes 
RCAS-A Y asked how long veh has been kept at DLR. 
SM-RM advised put in rental on 2/9 and C is stiD in rental 
RCAS-A Y asked has tech i ne been involved 
SM-RM advised yes, told DLR it was under engineering review, no recommended repairs. 
RCAS-AY asked if DTS has been im,aved. 
S-M advised no. 

Created Bv: Anjsb@ 6•1dgn 12/23/2018 9:03 AM} I Last Modified By: AQi•b• 6@1<18D 11123/2018 9:03 AM} 
ARBS rejecting RHR due to no delai oonversation with service department regarding vehicle concerns. Missing Dir RHR questions as well. 

✓ ~~~~~aW/'~~~~2~~7:59;: 

RCAS-AY ADVISED "This call may be re=oea tor quality and training PllJlOSOS." 

RCAS-AY advised rt is RCAS-A Y's undefstand that C has declined further review of HR and C would tike repurchase. 

C oonlirmed. 

RCAS-A Y advised review is underway and can take up to 10 business days. 

C stated that C is in a loaner veh. 

https:/ /nissanna.my.salesforce.com/5000G0000 1 Qitl vQAB 

Page 7 of 10 

6/2/2020 



~ Salesforce - Unlimited Edition 
C stated that physically C is unable to put C's grandchildren in car seat in the loanerveh. 
C asked what wil happen eithe< way. 

RC~ Y advised ii RHR is declined, there are no recommended repairs for veh at this time. 
RC-AY advised RC~Y cannot speak on repurchase process because• is handled by a different department. 

C stated that C is go,ng to be sruck with unsafe veh. 

RC~Y advised NNA is reviewing. 

C asked when C wil hear back. 

RC~Y advised process was started on 2/16 soc should have a decision by 312. 

C stated that DLR has C's veh. 
C stated that C is not happy with loaner. 
C stated that C does not want veh. 
C stated that C will make as many complaints as C can. 
C stated that NNA cannot disregard C's safety like this. 

RC-AY advised this has al been documented. 

C stated that this is an unsafe veh and C is very dissatisfied. 
C stated that NNA quiddy takes C's money and then does not stand behind veh. 
C stated that C wants to move on and get lije back to normal. 
C stated that C investigated al the departments that C can complain to. 
C stated that C does not want veh. 

RC~ Y apologized and advised RCSA-A Y wil document this and lollow up with C every 3 business days until decision has been reached. 

C understood. 

RC~ Y advised follow up on 3128. 

C declined lt.wther assistance. 

RC-AY thanked C for C's time. 

Call ended mutualy. 

✓ ~~~"!~=t~.Jc":!'~31~:J: ~fu.ck. 

Created By: Nicki Barror (2122/2018 3:28 PM) 
ORTS received the RHR. The RHR was assigned to ARBS Anisha Baldon for review. 

Created By: Alex Kang 12/21/2018 9:07 AM} 
ARBS transferring case back to RCAS to coo-c,iete RHR as C deci ned assistance from IIR to complete the IIR inspectioo. 

Created By:~ (2121/2018 9:07 AM 
ARBS made outtxlund call 
ARBS asked ij Chas 1~20 rTIOlUles to the case. 
ARBS proceeded with probing questions. 
ARBS asked for detail descriptioo on the incident. 

C stated C was mamg a left hand tum and it just stopped. 
C stated there was no beej)ing noise or nothing in the dash. 
C stated before < would just blink and go off. 
C stated when this incident happened nothing happened. 
C stated nothing was in front of C. 
C stated • was a flat road. 
C stated • was a clear day and nothing in !root of C. 

ARBS stated ARBS is go,ng to schedule fo, an inspedo, to co,ne out to loo« at the vehicle. 
ARBS stated ARBS wil give C a call back once ARBS obtains a date from the inspecto,. 

C stated how long would this take. 

ARBS stated 2-4 weeks. 
ARBS stated• wil take around~ weeks to coo-c,iete the entire investigation. 

C stated no 
C stated C doesn1 want this. 
C stated C wants Nissan to buy back the vehicle and give C the money C spent. 

ARBS asked ij C does not want to oorrc,iete the investigation. 

estated no 
C stated C wants the money back. 

ARBS stated ff C doesn1 want to go through the investigation then ARBS will transfe, the case back to the RCAS agent C spoke with regarding the RHR review. 

C stated C didn1 l.lldefstand what the RCAS agent meant about a repurchase o, rel)lacement. 

ARBS explained RHR process. 

C stated is there any way to expedoe this. 
C stated C's daughte, is giving birth and C needs a car. 

ARBS stated everything has a paicy and procedure. 
ARBS stated this is Nissan's procedure. 
ARBS stated C will get a call back from RCAS agent within 2-3 business days. 

C stated no C wants a cal tomooow and this expedoed. 

ARBS stated ARBS doesn1 know RCAS agents schedule and this is the process. 

C stated C did C's own interview and found two people with the exact same problem that C has. 
C stated there is a problem with the vehide. 
C stated C is not accepting this vehide. 
C stated there is a numerous problem with this feature and it is a safety feature. 
C stated there will be a recall. 

ARBS slated o« everything has been documented into C's case. 

C stated what is RCAS nt.mbef. 

ARBS provided direct number. 

C stated C is go,ng to call RCAS. 

ARBS stated o«. 

C thanked ARBS. 
ARBS thanked C lo, C's time. 
Call ended mutualy. 

Created By:~ {2116/2018 3:56 PM) 
-- ARBS RECEIVED CASE, UNDER REVIEW, PENDING PROBE VERIFICATION-•---------

Created By: Samantha Dixon (2116/2018 3:53 PM} 
FOM-VidO< Rosario requested that iHieJd case be created due to FEB oonc..-ns. 
C requested repurchase. 
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Created Bv: Amapda yett (2/16/2018 3 :43 PM) 
FOM-Victor Rosario requested that iHieJd case be created due to FEB coocems. 

Created By: Amanda Yett (2/16/2018 3 :42 PM) 

~g~~e~=.~a:.t~f JIZ JJl&s. concern. and phone. 
RCA>AY ADVISED "This call may be re<Xl<ded fo, quality and training purposes." 

RCA>AY CHECKED for open recalls/C8111)8igns and fo..-.d: 0 
Previous UNRELATED Case(s) Found: 0 
Previous RELATED Case(s) Found:-

c stated that veh brakes with no warning. 

RCA>AY started HR. 

C stated that C picked up veh in January. 
C stated that when C went to DLR tt had 700 miles oo it. 
C stated that C called DLR because there was a warning light, lool<ed like two cara crashing and exploding. 
C stated that tt occurred on a Stroday morning. 
C stated that indicator light wit come on intermittentty and blink. 
C stated that C tried to drive up to a veil and thought the FEB system would stop the veh, but tt did nol 
C stated that when tt occurred, C was trying to make a left hand tum. 

RCA>A Y advised this is all being documented. 

C stated that this has destroyed C's faith in the veh. 
C stated that sometimes C's daughter drives veil but tt has not occurred with her. 
C stated that there-. no indicator lights on dash when veil braked. 

RCA>AY oodefstood. 

C stated that C would also like tt reCO<ded that the day this occurred, C catled to schedule an appointment. 
C stated that C is a reanor so every peraon that C met that has a Rogue, C asked them tt they have any problems. 
C stated that someone C wor1<s with has a Rogue who has had this prol)jem. 
C stated that there is another women who has a 2017 Rogue has had this problem. 
C stated that C does not want a veh that C wants. 

RCA>A y asked how C would fike NNA to be involved. 

C stated that C would like C's depostt back and to trade the veh in. 

RCA>AY advised of RHRprocess. 

✓ C stated that there-. no repairs. 
C stated that C knows about lemon laws. 
C stated that C does not want to have a veil that C has to go back and lorth to DLR. 

RCA>AY advised not an expert on state lemon laws. 
RCA>A Y asked tt C wants veh repurchase/replacement. 

C stated that C wants a reptrcl\ase, not a replacement. 

Why do you want to return the veh to NNA? 
FEB ooncetns 

Where is the veh currentty? 
At DLR 

Where was the veh purchased? 
Affantic Nissan SU~ 

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

If used, when was the veil purcl\ased? 
N/A 

Where is the veh serviced? 
Affantic Nissan SU~ 

Has the veh been taken to multiple Nissan/Infinity deale<S? 
None 

C stated that C will not make monthly payment. 

RCA>AY advised this has al been documented. 
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RCA>AY advised "Thank you for the information. A Nissan/1ntiniti representative will cal you within 3 buslness days after the representative receives the case. Please allow for a minimum of 30 minutes during that call so 
the representative may best understand the whclie situation. Is this the best number to reach your 

C confirmed. 
C declined further asslstance. 

RCA>AY thanked C for C's time. 

Call ended mutually. 

Created By: Amanda Yett (2/16/2018 8:44 AM) 

./' ~~~~'!i~~~:_c@ 
C requested callback after 3 PM EST. 
RCA>AY agreed. 

Created Bv: Amapda yett (2/15/2018 9:13 AM) 

./' ~g~~~~~~~aseca= J!h!J.,b 
RCA>A Y requested caDbacl<. 

Created By: Amanda Yett (2/15/2018 9:11 AM) 
RCA>A Y notes emai received from SM-Romeo Mejia advised CUSTOMER ST ATES CAR WILL BRAKE ON ITS OWN WITH NO ONE IN FRONT OF HER AND LIGliT ON DASH THAT LOOKS LIKE 2 CARS 

✓ EXPLODING KEPT BEEPING. 

SM-RM inquired as ton FEB feature can be ttrned off. 

✓ ~~~"1~~.!1:7~-ieklett ~~1!~0~ F~
4
~~:.... 

Case Categorizations 

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

BRAKES 
INTELLIGENT BRAKE ASSIST 
(IBA) 

Symptom Description 

POOR OR IMPROPER 
OPERATION 

Forms 

Action Fonn - Request Type 

IIR 

C<NtedBy 

Amanda Yett 2/16/2018 3:42 PM 
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Case Categorizations Hetp 

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

26 2/28/2018 YX AD 328000 

Cttatedo..te 

2/16/2018 

OA 

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

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

- Customize Page I Printable Vrew I Help for this Page 

Show Feed 

Case Detail 

Account Name 

Contact Email -Letter Se-nt Date 

Letter Received Date 

Follow Up Date 618/2018 

Supporting Documents 

CA Muttiple Repairs 

Social Media Involvement 

Martiz Custome< Id 

Case O#nH location Murfreesboro 

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

J Reopen Case 11 Clone Closed Case J 

C....Owne< 

Type 

Case Origin 

Executive Refenal 

Exee>Received-Oa.te 

- risha Zamarron 

CA 

Phone 

Status Closed 

Datelrme Opened 2/16/2018 9:06 AM 

Date/Tome Closed 711/2018 9:11 PM 

Multiple Repairs No 

Executive Summary 

Texting Status Executive Actions To Resolve 

Case Reopen Count 2 

Description Consumer Affairs Voluntary settlement due to 2 repairs and 88 days out of service for vehicle brakes without warning. 

Call Script 

Who contacted u.s? Consumer 

#Vehicles Owned 1 

Vd'liele Purchased New 

Pre-Owned Initial Mileage 

Current Mile- 10,000 

Incident Codes . IIR REQUIRED 

lncidef'lt Date 

Sent to legal 

Accident 

Asbag 

Fire 

IIR lndic.ator 

IIROate 

HR -

Vehicle Information 

Vehicle 5N1AT2MV3H• 

Model Year 2017 

Make NISSAN 

Model Line ROGUE 

Model Code 22617 

Dealer Detail 

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

Bluetooth 

Related Items 

Responsible District 07 

SharedWrth 

Phone Carrier 

Phone Manufacturer 

Reported From 

Issue Categories 

Approwd Ched< Reques1s $4,500.00 

https :/ /nissanna.my.salesforce.com/5000G0000 1 QjV AoQAN 

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 2/22/2018 

RHR C«npleted 4/26/2018 

Customer Document Requested 

Date Requested 

Customer Document Received 

Date Received 

Part Numb« 1 

Beyond Basic Warranty Miles 1 O 

Beyond Basic Warranty Months1 

Beyond PT WalTal'lty Miles1 0 

Beyond PT Warranty Months 1 0 

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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Sales & Service Campaign Specific Information 

Hot Alert Date 

LS Response rime 

Vert>atims 

Alert Trigger Verbatim 

Survey Verbatim 

Deale< Action History 

NNA Notes 

Customer Conversation Notes 

DTS Inspection 

Contact Name 

Home Phone 

Wodc.Phone 

Mobile Phone 

Email 

Attemate Email 

OTS Inspection Date OTS Inspection Date Confirmed? 

DTS Request Type Notes for OTS (Vehicle Concerns) 

Inspection Time/Notes Appointment Time: 

System Information 

Subject 

Created By 

Last Mocfrfied By 

Notes to Agent 

CUSTOMER:­
SN1AT2MV3~ 

Keenan Magnuson, 2/16/20189:0GAM 

NNAill, 12/11/2018 9:24 PM 

Case Record Type CA Oosed Case 

Days Closed 702 

Action C- NL9D 

What action was taken? 90 Customer Reimbursement - Settlement 

Agent Comments 

Agent Comments #RHR . CASE UNDER REVIEW 

Agent Next Step 

VIN: 

I Reopen Case I ! Clone Closed Case! 

Case History 

Dale 

7/1/2018 9:11 PM 

Use< 

Trisha Zamarron 

Action 

Changed Status from Open to Closed. 

Closed. 

Changed Description. 

Root Cause 

Root Cause Code 

Root Cause Code (2) 

Document ID 

6/26/2018 7:50 AM 

6/25/2018 3 :07 PM 

AngieMcVey 

Trisha Zamarron Changed Reopen Date from 2/19/2018 12:59 PM to 612512018 3 :07 PM. 

Changed Status from Oosed to Open. 

Show more • I~ 

Case Comments 

Pubic e«nment 

Created By: Paige Gilliam (6127/2018 2:34 PM) 
Check sent-FedEx trad<ing number as notated by ORT agent 

Created Bv: Angie Mcvey 1612612018 7:50 AM) 
C contacted NNA about FEB coocems, veil repurchase/replacement 

Created By: Trisha Zamarron (612512018 3:0S PM) 
.... (Added after the case is closed.]._ 
ARBS-TZ submitted ched< request tor $4,500.00 and attached FedEx label with tracking number: 

I ;~~~~0~U:~~:!1t0~~~~!~:~MJacki~ 
Created By: Trisha Zamarron (61512018 4:43 PM) 
ARBS-TZ will go with an additional 2 car payments and increase the settlement to $4500.00 

Created By: Trisha Zamarron (61512018 4:35 PM) 
ARBS-TZ notes AS-evin Hirapersaud called bad< stating the C would like $5,000.00. 
ASM-Kevin Hirape,saud stated he has left the office and was calling from his car. ARBS can call Kevin bad< in the morning. 
ARBS-TZ stated ARBS will get back to Kevin tomorrow. 

Created By: Trisha Zamarron (61512018 4:18 PM) 
ARBS-TZ sent C the settlement letter tor $3800.00. 

Created By: Trisha Zamarron (61512018 4:18 PM) 

Page 2 of 7 

SCMV 

Ca-se History Help 

Case Conments Help 

ARBS-TZ notes AS-evin Hirapersaud called stating the C is at the dealership and she is wanting to know if she can get the cash settlement. AS-in H stated the C is at the deale<ship and has the repurchase letter 
in hand. 

■ ARBS-TZ is wili ng to settle with a cash settlement fo, $3800.00. 

ASM-Kevin Hirapersaud stated the C stated she will take the cash settlement. 

ARBS-TZ stated a settlement lette< wil require a notarized signature. 

Created By: Trisha Zamarron (512412018 4:24 PM) 
ARBS-TZ updated ASM-Kevin Hirape,saud, that the repurchase letter was sent to the C. 

Created By: Trisha Zamarron (512412018 4:0S PM) 
ARBS-TZ provided the C with the folowing repurchase calculations: 

Down Payment $1,125.33 

4@379.92 $1,519.68 
7@380.00 $2,660.00 
Total Amounts Paid $5,305.01 

Less Prior Credit $306.70 
Less Sales Tax $1,179.54 
Total Deductions $1,48624 
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Total Refund $3,818.77 

Created By: Trisha Zamarron (512412018 3:51 PM) 
ARBS-TZ received the following payoff and attached title, lease cootract and payment history: 
Hi Trisha: 

Below is the payment/payoff inloonation that yoo requested. 

E!llll-
p:nome~ ruS/3112018 
Payments ....,.;-, 12 
Payment amount $379.92 
Recent payment received on 4/26/2018 in the amoont of $380.00 

Copy of Cootract, Payment History and TIiie are attached. 

Created By: Trisha Zamarron (511612018 4:o4 PM) 
ARBS= TZ left msg with C that ARBS has the neressary documents and will be presenmg the repurchase offer as soon as ARBS can. ARBS-TZ apologized tor the delay. 

created By: Jri:sha Zamarron ~5171201s 11:23AM) 
ARBS-TZ notes requested pictures of the vehicle's exterior and interior and a picture of the registration from SA Kevin. 

created By: Tri3ha Zamarron ~51712018 11:22 AM) 
ARBS-TZ notes requested the payment histO<Y, payoff, lease contract, title from NMAC. 

Created By: Tri3ha Zamarron ~5171201s 11:21 AM) 
ARBS-TZ called C. 
ARBS apologized fa, not getting in contact with the C sooner. It was ARBS negigence. 

C stated no worries. 

ARBS-TZ slated NNA is offering to repurcnase/replace vehicle under the NY LL 
ARBS-TZ verified the vehicle was stiD at the deale<ship. 
ARBS-TZ asl<ed the C the vehicle was stiD there, the DTS inspection did find a mechanical coocem with the vehicle. 

C stated: 
He refuses to put his 2 young kids in the vehicle. 
The vehide is not safe. 
C would like all his money back. 

ARBS-TZ slated if C would like to keep the vehicle there is a cash settlement. 

C stated he wil not put his children in the car. 
C inquired on a repurdlase. 

ARBS-TZ notes provided the C the process of a repurchase. 

Created By: Tri!lha Zamarron ~412712018 9:11 AM) 
ARBS-TZ notes taking the case over due to vehicle has been at DLR since February 16th. 

Created By: Trisha Zamarron (412712018 9:07 AM) 
ARBS-TZ reviewed the following repair histO<Y: 

08/07/17@ 1,982 miles 
Concerns: 
1. rattling noise when hitting btMnps 
Actions: 
1. applied felt type to doO< panel as pe, buletin 

08/24117@ 1,985 miles 
Concerns: 
1. repai" rear blunper and replace reflector 
Actions: 
1. kobi auto body repaired and painted rear bumper, repair and paint rear texture. replaced reflector (rt) 

~~~::..~3,421 miles- 2 

1. els veh needed to be jump started 
Actions: 
1. tested battery and no good, replaced batte,y 

12/07/17 @4,010 miles 
Concerns: 
1. customer states no power intenn 
2. customer states head lamp is out. 

Page 3 of 7 

3. custome, states when driving past train tracks the entire vehicle stated to brake to a slop and warning lights flashed on dash board. this happened 3 times and every single time vehicle was going aaoss a train station­
track 
Actions: 
1. replaced brake light switch. 
2. replaced right front mar1<e< bul> 
3. See line 1 

0 1/13/18@4,105miles 4 
Concerns: 
1. cust states humrnnJ noise when ace 
Actions: 
1. veh puDed from shop betore diag 

02/16/18@10,1 4Smiles■■■■ open 
Concerns: 
1. when driving Yeh stopped on its own rrultil)re times, randcmy, c fees unsafe states children in car and does not feel safe driving 

ARBS-TZ notes the folowing for review: 

State: NY 
In Service Date 5131/2017 
NMAC lease 

CA inquiryonVSC 

O Tedlline cases 

DTS Kevin MacKay inspection 3/16118/no problems found with the vehicle. 

hasaVSC 

Created By: Nicki Barror (4126/2018 7:58 AM) 
ORTS received the RHR. The RHR was assigned to ARBS Trisha Zamarron tor review. 

✓ ~~~"!~=~~-;~•:.:~ ~f/~e. 
✓ Created By: Amanda Yett (4125/201810:SO AM) 

RCAS-A Y placed outbollld call to DLR. 
RCAS-AY spoke with ASM-Kevin Hinll)elSaUd. 
RCAS-AY asked how many times has the custome<'s vehicle been to the dealertretaile< tor repairs? 
ASM-KH advised 3x. 
ASM-KH advised veil has been at DLR since February 16th tor FEB ooncems. 
ASM-KH advised tech has driven Yeh and been able to duplicate ft, oodes are ooming up. 
ASM-KH advised veil came in in Decembef 7th for same issue, put brake light switch in but ft did not correct issue. 
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ASM-KM advised -.ell was in in October lor batte,y. 
RCAS-A Y asked what repairs were perlonned? No repairs to< this visit, previous repai- to< brake lamp switch. 
RCAS-AY asked Wtllere are cmently any OPEN ROs? Yes, RO 107601 
RCAS-A y requested COfY'/ of RO 
RCAS-A Y confirmed that -.ell is currently at tile dealership? 
RCAS-AY asked how many days has tile -.ellicle been kept out of seivice at yoor dealer to< repairs? Since February 16tll 
RCAS-AY asked n TECH LINE been involved? no 
RCAS-AY asked has a Dealer Technical Specialist (DTS) been in",Ol\led? DTS-Kevin confirmed coocem. 

Created By: Amanda Yett (4/24120181 :53 PM) 
IIR -FEB-EST 

Created By: Amanda Yett (4124120181 :52 PM) 
RCAS-AY placed outbollld call to Custome, J oo 4/24/18 at 1:46 PM. 
RCAS-A Y ADVISED "This call may be reoord tor qua1ny and training pt.lJ)OOes. • 

RCAS-AY recapped case. 
RCAS-AY advised RCAS-AY understands that C has requested repurchase due to FEB concerns. 

C understood. 

RCAS-AY advised RHRprocess can take 10 business days. 
RCAS-AY advised RCAS-AY wil lollow up with C every 3 business days. 
RCAS-A Y advised review is based oo state lemon laws and repair histo,y. 
RCAS-AY advised ~ is nol guaranteed that Nissan will be able to repurchase tile -.ell. 

C understood. 

Why do you want to return tile veil to NNA? 
C stated the veh is unsafe to drive 

Where is the veh currentty? 
At DLR-Nissan 112 

Where was tile veil purchased? 
✓ Garden City Nissan 

Was it purdlased new or used? 
New 

If used, when was tile -.ell purchased? 
NIA 

Where is the veh serviced? 
Nissan 112 

Has tile -.ell been taken to multiple Nissanflnfinity dealers? 
Garden City N issan 
Massapequa Nissan 

RCAS-A Y thanked C. 
RCAS-AY advised lollow up no later than 4/27. 
RCAS-A Y advised wil send email with case number and contact info. 

C declined ft.wtller assistance. 

RCAS-AY thanked C lor C's time. 

Call ended mutualy. 

Created By:~ (4/24/2018 7:36 AM) 
ARBS transferred case to RCAS to< RHR review. 

Created By:~ (4/24/2018 7:35 AM) 
ARBS received email from Wero'/ Rhinehart stating: 

Hi Alex. This matter was reviewed and there were no problems found with the vehicle. our reoommendation is to deny assistance in this matter. Please send me a oopy of your detennination letter for my file. 

Please contact me if you have any questions or need additional ilformat:ion. 

Thank you, 
Wendy 

Created By: Alex Kang 14/23/2018 4:36 PM) 
ARBS made outtlound call to C a 

ARBS stated ARBS was info<med that tile engineering department is still reviewing C case. 

C stated that is fine. 
C stated can C just request tor a buy back oo tile vehicle. 

ARBS stated ARBS wil send the case r:Ner to the appropriate department for a reptKchase or replacement review on C's behalf. 

Casked ff C qualified. 

ARBS stated ARBS doesni know as ij will have to deal with C's state guidelines which ARBS has no info<matioo on. 

C stated olL 

ARBS stated C will be cootacted within 3 business days for this process to get started. 

C thanked ARBS. 

Call ended mutualy. 

Created By: Alex Kang 14/23/2018 4:34 PM) 
ARBS-AK reviewed case with SR. Planner- Fekado Oebeb and was info<med ff C requested to< a buy back go ahead and send it a,e, to< review by RCAS. 

Created By: Alex Kang 14/23/2018 4:30 PM) 
ARBS received email from SR. Planner-Fdcado Oebeb statng to update C as C is calling into the DLRstiP for an update. 

Created By: Alex Kang 14/19/201812:34 PM) 
ARBS made outtlound call to C a 

ARBS stated ARBS sees that C has contacted Nissan regarding up an update. 
ARBS stated as of right now, there is no new update regarding C's case. 
ARBs stated ARBS has been speaking with tile enginee,- department regarding C's case. 
ARBS stated ARBS was info<med that C's case is being reviewed still with tile engineering department. 
ARBS stated as of right now there is no further info<matioo until ARBS hears otherwise. 

C stated C is paying for a vehicle that C can't even drive 

ARBS stated oofommatety, C did sign a legal binding oontract with tile fien holder. 
ARBS stated C would have to still to pay tor tile car note. 

C stated what there is no assistance from Nissan. 

ARBS stated Nissan has provided C with a rental vehicle 1Mlile tile investigatioo is taken place. 

C stated ~ is a base model and C is paying to< a platinum model. 
C stated C wants to speak to a supervisor. 
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ARBS stated ARBS is C's highest point of c:ootact. 
ARBS stated again Nissan is reviewing C's concerns. 

C stated C is going to the BBB and hire an attorney. 
C stated C wants ARBS name and ID numller. 

ARBS provided name and id number. 
ARBS stated ff C retam an attorney, tllen tile attorney will need to send in a letter of rejlfesentation to Nissan. 

C stated ok 

call ended mutually. 

Created By: Alex Kang 14/19/201811:07 AM) 
ARBS received email from WR stating that Pl is still reviewing 

Created By: Alex Kang 14/19/201811:06 AM) 
ARBS emailed WR requesting PL resaution. 

Created By: Taylor Willock (4/16/20181:40 PM) 
SCRR-TW too« over call 
SCRR-TW introduced SCRR-TWs se~ 
SCRR-TW asked C how SCRR-TW can assist 

C Stated C's VEH has been at the DLRSHP for over 2 montlls 
C Stated C called oo Saturday 04/14/2018 andwasadvisedC would receive a call back Today04116/2018 
C Stated C would just like a status on C's case 

SCRR-TW explained tllat C's case is being hancled and reviewed by a higher authority department by an incident investigation specialist 
SCRR-TW Advised C tllat C's case does have a follow-up date set for 04/19/2018 which would be Thursday for the specialist in wllich is handi ng C's case to follow~ with C 

C Stated someone came out and inspected C's VEH in whicll C is paying for and IMl8b4e to drive 
C Stated C has not had C's VEH for two montlls 

SCRR-TW advised C tllat SCRR-TW unde<Stands C's frustration but cases such as C's do require further review and do take time 
SCRR-TW Advised C tllat moving forward tl1ere is a follow-up date set for 04/19/2018 for C to receive follow-up in regards to the case 

C Asked SCRR-TW if C should oontinue driving tile loane< VEH or if C's \lei is safe to drive 

Page 5 of 7 

-SCRR-TW Advised C tllat SCRR-TW would be unable to speak to C's inquiries as SCRR-TW is just see;ng tile case for tile first time today and is not familiar with tile case or the \lei as SCRR-TW is nol a Nissan 

I 

• 

Tedlnician 
SCRR-TW Advised C tllat C would need to speak with C's case specialist in regards to C's inquiries 

C asked ff SCRR-TW can doa.ment SCRR-TWs cellphooe numller 

SCRR-TW stated of course 
SCRR-TW asked for C's best cootact number 

C Stated C's best contact cellphone number is 

SCRR-TW Advised C tllat C's best contact will be documented and an emai wil be sent to tile specialist handing C's case in regards to follow-up 

C understood 

SCRR-TW provided C witl1 Name, Agent ID and case number for refe<ence 

Call ended mutualy 
Customer Best c:ootact 

Created By: Adam Van Panhuis (4/1612018 1:34 PM) 
CRR-A V VERIFIED Account information including: C's name, home & e-mail address, 
phone number & best contact number 
CRR-AV CHECKED for previous UNRELATED case(s) and follld: 1 
ORR-AV CHECKED previous RELATED Case{s) and found: 0 
ORR-AV NOTED concern is: callback 

ORR-AV received inbound call from C 

C stated C was to receive a can from a specialist today 

ORR-Av inquired aboot problems C called about 

C stated C's VEH is having breaking problems 

ORR-AV advised C case is still being loolted into 
ORR-AV advised C emai wil be sent & case updated 

C stated C would like to talk to a supervisor 

ORR-AV advised C case is being handled by someone higher tllan CA 

C stated C would still like to talk to a supervisor 

ORR-Av requested SCRR-TW for escalation 

Created By: Alex Kang 14/1612018 10:15 AM) 
ARBS received email from Weooy Rhinehart statilg: 

I have asked tile engineer for an update. WiD provide you witl1 our reoommendation as soon as all analysis is complete. Thank you for your email. 

Created By: Alex Kang (4/1612018 8:41 AM) 
ARBS emailed Larry Okuneff and Weooy Rhinehart regarding PL resautioo. 

Created By: Mubah B.-t (4/14/20181:37 PM) 
C provided best c:ootact A 

Created By: Mubah B.-t (4/14/20181 :35 PM) 
ORR-MB < VERIFIED> Account Info including: C's name, home & email address, phone# & best cootact# 
ORR-MB VERIFIED VEH Info induding: VIN#, Current Mileage, 
ORR-MB CHECKED for open recals/campaigns and found: 0 
ORR-MB CHECKED for previous UNRELATED Case{s) and found: 1 
CRR-MB CHECKED previious RELATED Case{s) and found: 0 

CRR-Mb received a call from C coocerning checking status on case. 

C stated tllat c is calling to check status oo case. 
C stated tllat c VEH has been in DLRSHP for 2 montlls and C is driving a Rental VEH. 
C stated tllat C is paying on VEH but have not received a call back form NNA Corp or DLRSHP. 
C stated tllat C was advised tllat case has been sent to ARBS. 
C stated tllat C requested foc buyback. 

ORR-Mb reviewed case notes and advised C tllat CRR-MB will send email to ABRS to inform tllat C called today to check status. 
CRR-Mb provided C follow up date for Monday. 

Cl.llde<stood. 

ORR-MB provided ID #. 

Call ended mutualy. 

Created By:~ (4/612018 9:51 AM) 
• ARBS emailed Larry Okuneff and Weooy Rhinehart regarding PL resolutioo. 
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Created By:~ (4/6/2018 9:49 AM) 
ARBS notatilg DTS has uploaded inspectioo to FTP on 3123118 

Created By: Alex Kang 13122/2018 3:04 PM) 
ARBS emailed DT~n MacKay to see tt report wil be uploaded to FTP 

Created By: Alex Kang 13115/201811:17 AM) 
ARBS made OUUJound call to C a 

ARBS stated ARBS just remolding C of the DTS inspection. 

C thanked ARBS. 

ARBS thanked C for C's time. 

Call ended murualy. 

CreatedBy:~(312120181:3- PM 
ARBS made OUUJound call to C a-
ARBS stated the inspector will be fte on 3116/18 at 12 pm EST. 

C stated that is fine. 

ARBS stated ARBS wil give C a lalow up call. 

C thanked ARBS. 

ARBS thanked C for C's time. 

Call ended mutualy. 

Created By: Alex Kang 12127/201810:54 AM) 

~~~~: ~~~;-12~t~& Ii A L the case. 
ARBS proceeded with probing questions. 
ARBS asked for detail description on the incident. 

C stated ij happened on the express way. 
C stated ij dear day . 
C stated no one in Iron! of C. 
C stated Flat road. 
C stated happened around 8am . 
C stated Sun was in front of C . 
C stated the DLRHSP did oontact a field rep and is supposed to come out in March some time. 
ARBS stated ARBS wifl get back in oontact with C regarding this siruatioo. 
ARBS stated ARBS wil need to speak to the field rep regarding this and see what time the field rep is scheduled to come to the OLRSHP for inspection. 
ARBS stated the wl1ole process regarding the investigation will take 6-8 weeks to complete. 
ARBS stated as of right now step one would be to inspect the vehicle. 
ARBS stated once ARBS gets more informatioo, ARBS wil oontact C back. 

C thanked ARBS. 
ARBS thanked C for C's time. 

Call ended murualy. 

I ;~~~~_!!~~~~ ~:6EIVED CASE, UNDER REVIEW, PENDING PROBE VERIFICATION-------

1 g r=~ct~,~~K~~ c~i:;~sa~'~MJ..... 

Created By: Amanda Yett (212212018 9:31 AM) 
C contacted NNA alxlut FEB ooncems. 

Created Bv: Amapda yett (212212018 9:30 AMI! 
RCAS-AY pjaced outbolm call to C@al-
RCAS-AY VERIAED C's name, 11omem;:r'a ress, concern, and phone. 
RCAS-A y ADVISED "This call may be reoorded for qualfy and training pt.lJ)OOeS .• 

RCA>AY CHECKED for open recals/tanl)8igns and follld:O 
Previous UNRELATED Case(s) Fomd:-
Previous RELATED Case(s) Found: 0 

RCAS-A Y advised POC. 
RCAS-A y advised of case llll1lbe, and direct line. 
RCA>AY verified C's ooncems-l'EB concerns 

C stated that veil starts braking on its own. 

RCA>AYbeganllR. 
RCAS--AY notes C's wife is primary driver of veh. 

C stated that ij happens frequently with C's wife and with C 2x. 
C was 1Ml8bie to provide odomete< reading 0< location of incident 

RCA>AY tried to probe further but was unsuccessful. 

C stated that C does not want veil anymore. 
C stated that ij happens frequently with C's wile. 

RCA>AYexplained RHR process. 

✓ Why do you want to rerum the veh to NNA? 
C stated because veh is unsafe to be driven 

Where is the veh currently? 
At Nissan 112 

Where was the veh purchased? 
Leased at Garden Cfy Nissan 

Was it J)ISdlased new or used? 
New lease 

If used, when was the veh pwchase,P 
n/a 

Where is the veh serviced? 
Nissan 112 

Has the veil been taken to multipje Nissan/lnfinfy dealers? 
Massapequa Nissan 
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RCA>A Y advised "Thank you for the in1ormation. A Nissan/lnmiti representative will cal you within 3 business days after the representative receives the case. Please allow for a minimum of 30 minutes during that call so 
the representative may best understand the whole situation. Is this the best number to reach your 

✓ 

C confirmed. 

RCAS-A Y thanked C for C's time. 

Cati ended murual y. 
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~~~~~.wr~ ~~~~2~~8 YM71 
RCAS--AY left VMX with case number ana Ullc::\,l urn::. 
RC~ Y requested callbaclt. 

✓ ~~~'!~~~~::~11~=018 3:23 PM) 

✓ Created By: Amanda Yett (2/1912018 3:21 PM) 
RCAS-AY sent emai to FOM-Victo, Rosario requesting loaner assislance. 

Created By: Amanda Yett (2/1912018 3:18 PM) 
RC~Y placed outbollld call to DLR. 
RC~Y spoke with SM-Mo Khan. 

✓ S-K advised C is requesting a loaner veil and DLR is trying to get a Rogue tor C. 
S-k advised C's concern has happened multiple times. 
S-K asked tt NNA can authorize loaner veh. 
RCAS-AY advised wil cal FOM and see wllat can be done. 

Created By: Ashley Thompson (2/19/20181:03 PM) 
CRR-A T VERIFIED Account Info including: C's name, home & email address, phone# & best cootacl# 
CRR-AT VERIFIED Veh Info including: VIN#, Current Mileage 
CRR-A T CHECKED fo, open recallsl carrc,aigns and found: 0 
CRR-A T CHECKED fo, previous UNRElA TED Case(s) and found: 0 
CRR-AT CHECKED previous RELATED Case(s) and fOllld: 0 
CRR-AT NOTED ooncem is: VEH buybaclt due to VEH stOl)lling concerns. 

CRR-AT Received an inbound cal from C. 

C stated C is cali ng because the VEH is at the DLR. 
C stated C doesni feet sale with Cs wife and kids in the VEH. 
C stated C would like to get out of the VEH because C does not feet sale. 
C stated C has had multiple concerns with the VEH stopping wllile driving. 

CRR-A Tasked C tt there was anything else CRR-AT could assist with. 

C declined. 

CRR-AT intormed C that Case wil be transfened to a Regional Consumer Affairs Specialist who will contact the C by close of business day 2/20/2018 regarding C's ooncem. 

C understood. 

CRR-AT pro,nded C with agent ID 7319235 and case ntMlobe. 
CRR-AT noting C's best contact~ is-

Call ended mutualy 

Created By~ Keroan Maao11390 (211612018 9:16 AM} 
- [CASE SUMMARY] --

C:RR-KM closing case as no fi..11her assistance can be provided at this time 

Created By: Keenan Magnusoo (2/1612018 9:16 AM) 
SCRR-KM VERIFIED Aooount infonmation including: C's name, home & e-,naiJ address, phone numller & best cootact numller 
SCRR-KM VERIFIED VEH lnfonmation including: VIN #, c..-rent Mileage 
SCRR-KM CHECKED tor open recalls/campaigns and found: 0 
SCRR-KM CHECKED tor preyjous UNRELATED Case(s) and found: 0 
SCRR-KM CHECKED previous RELATED Case(s) and found: 0 
SCRR-KM NOTED concern is: issues with breaks 

SCRR-KM received inbound call from C 

C stated C's VEH has been experiencing issues with the breaks 

C stated that VEH has been breaking unexpectedly while VEH is being driven 

C stated that they had VEH in to DLR a month prior for this issue, did not resotve concern 

C stated they were nearly in an accident asa result of this 2/16.118 

C inquiring how they ought to proceed 

SCRR-KM infonmed C that if they are looking to have VEH repaired, would need to bring VEH in to DLR for diagnosis 

SCRR-KM infonmed C that tt they are stiU hamg issues alter that time, are wele0<ne to contact NNA baclt tor fu1her assistance 

SCRR-KM asked C tt there was any1hing else SCRR-KM could assist with. 

C declined. 

SCRR-KM proyjded C with agent ID 7319264 and case nu-­

c understood 

SCRR-KM closing case. 

Call ended mutualy. 

Case Categorizations 
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Case Categorizacons Help 

Adion ~ ~ # Catego,y Oescrip6on Subcatego,y Oescrip6on Symptom Oescription Maj<>< Component C- Catego,y Oa"' Syml)tom C- Catego,y Code Subcatego<y Code Concern Code 

Forms 

Action Fonn -A Back To Top 

BRAKES GEN.BRAKECOMPONENT(S) MULTIPlEREPAIRATTEMPTS 03 2/16.'2018 YE AD 121500 OA 

Request Type 

IIR 

C<Nted By 

Amanda Yett 2/22/2018 9:27 AM 

Atways show me more records per related list 

Copyright© 2000-2020 salestorce.com, inc. Al rights reserved. [ Privacy Statement I Security Statement I Tenms of Use 1508 Compliance 

Created Date 

2/22/2018 

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

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

-Show Feed 

Case Detail 

Account Name 

Contact Email - -Letter Se-nt Date 

Letter Received Date 

Follow Up Date 412/2018 

Supporting Documents 

CA Muttiple Repairs 

Social Media Involvement 

Martiz Custome< Id 

Case O#nH location Murfreesboro 

Texting Status Opted-in 

Case Reopen Count 1 

Description UR-FEB- CST 

Call Script 

Who contacted u.s? Consumer 

I Vehicles Owned 1 
Vd'liele Purchased New 

Pre-Owned Initial Mileage 

Current Mileage 13,257 

Incident Codes - IIR REQUIRED 

lncidef'lt Date 

Sent to legal 

Accident 

Asbag 

Fire 

IIR lndic.ator 

IIROate 

HR -
Vehicle Information 

Vehicle JN8A T2MT91-N 

Model Year 2017 

Make NISSAN 
Model Line ROGUE 

Model Code 22517 

Dealer Detail 

ease Servicing Dealer MCDAVID Ni5SAN 
Case Servicing Dealer Region Central 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 tzl I ,E= 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 2/20/2018 8:58 AM 

Date/Tome Closed 3/30/2018 8:32 AM 

Multiple Repairs No 

Executive Summary 

Executive Actions To Resolve 

Vehicle Maintained Location MCDAVID 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 311/2018 

RHR C«npleted 3/5/2018 

Customer Document Requested 

Date Requested 

Customer Document Received 

Date Received 

Part Numb« 1 

Beyond Basic Warranty Miles 1 0 

Beyond Basic Warranty Months1 

Beyond PT WalTal'lty Miles1 0 

Beyond PT Warranty Months 1 0 

Data Net ✓ 

Datanet Deal« Date 2/21/2018 

Oealff Instructions Service Oepl Review 

Requested Dealer Action re-ne'W 

Bluetooth Ticket Status 

Phone Model 

Phone Operating System 

Goodwill Offered 

VCAH 

Goodwill Processed 0 

Vehicle Service Contract 

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

Hot Alert Date 

LS Response rime 

Vert>atims 

Alert Trigger Verbatim 

Survey Verbatim 

Deale< Action History 

NNA Notes 

Customer Conversation Notes 

DTS Inspection 

Contact Name 

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 

Created By 

Last Mocfrfied By 

CUSTOMER:­
JN8AT2~ 
Leonardo Montero 2120/2018 8:58 AM 

NNAill, 12/11/2018 10:55 PM 

Case Record Type CA Oosed Case 

Days Closed 795 

Action C- NL9T 

What action was taken? 9T Closed - Arbitration 

Agent Comments 

Agent Comments try this number first 7138177952 

waiting on IRR team 

waiting on DTS 3/13/2018 1 :DOPM 

Agent Next Slep 

VIN: Root Cause 

Root Cause Code 

Root Cause Code (2) 

Document ID 

I Reopen Case 11 Clone Closed Case l 

Case History 

3/30/2018 8:32 AM 

3/29/2018 3:33 PM 

3/28/2018 6:50 PM 

3/19/2018 8:24 AM 

Show more • I ~ 

Case Comments 

Public Conwnent 

Use, 

Michelle Simpson 

Dakola McGrego< 

PakP!a McGCfiOOC 
Dakola McGrego, 

Created By: Michelle Simpson (3/30/2018 8:29 AM) 

Action 

Changed Status from Open to Closed. 

Closed. 

Changed Follow Up Date from 3/29/2018 to 412/2018. 

Changed Follow Up Date from 412/2018 to 3/29/2018. 

Changed Follow Up Date from 3/2212018 to 412/2018. 

Due to Receipt of an Allomey Letter of Rei,resentation this case will be closed. New Case number is 30447119. 

____ ec 

SCMV 

- •DUE TO ATTORNEY REPRESENTATION 00 NOT CONTACT THIS CLIENT. IF CLIENT SHOULO CALL, PLEASE REFER CLIENT TO THEIR ATTORNEY. -

File Closed. 

~~~ ~:
1
~hami~:arron (3129/2018 3:25 PM) 

Concerns: 
Customer states that FEB is malfooctioning and will automatically brake with no vehicles in front of C 
Actions: 
no defect found 

Page 2 of 7 

Case History Help 

Case Cooments Help 

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 vehiae. NNA will continue to hone< the terms and cooditions of all applicable 
warranties. 

Created By: Dakota McGrew 13/29/2018 3:12 PM) 

✓ :~~~ ~~ ~~~=:~\~.:,~~8E:376 5852 
ARBS attached letter and label to case 

Created By: Dakota McGrew 13/29/2018 3:05 PM) 
ARBS placed outbound to DLR 

✓ ARBS spoke to SA Homer in charge of Cs case 
ARBS verified that DLR has not diagnosed or lool<ed for concern for veil will not shut off 
DLR informed that C is stil in rental/loaner 
DLR verified some in1o, and ARBS sent updated info to ARBS-TZ for furthe< review 

Created By: Dakota McGreQOf 13/29/2018 2:27 PMI 
✓ ARBS reviewed case with ARBS TZ 

• 
ARBS TZ needs more info in onle< to ocmpiete review 

Created By: Dakota McGregor (3/29/2018 2:18 PM) 
ARBS placed outbound ro 
ARBS verified Chad time ~ lu '""'oS 
ARBS informed that alter a thorough review, Nissan foond no defects with the veh 
ARBS infonned that an update is slated for a tentative release in the next 2-3 weeks 
ARBS informed that update may address Cs ooncems with the veil 
ARBS inquired WC would mind waiting on update in rental/loaner 
C states no, C states C will wait 
C inquired about other concerns on the veh 
C states that Cs veh wil not tum off sometimes 
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C states Illa! advanced tedrdogy will just nol """1< or be active 
C states Illa! C of course also has concerns witfl Ille FEB system 
ARBS infooned Illa! for Ille first two concerns , C may have to W0<1< will1 regional department 
C mentioned repu-chase 
C states Illa! RCAS was looking into for C 
ARBS inquired n C had re<eved a decision for repurchase 
C states no 
C states C never received a decision for repurdlase request 
ARBS infooned Illa! would check into lllis for C lllen ARBS would get back to C in several business days or anolller department may contact C back 
C understood and agreed 
ARBS lllanked C 
C lllanked ARBS 
Call ended mutualy 

Created By: Dakota McGrew {3/28/2018 6:51 PM) 
✓ ARBS notes re<eved e-mail from PL-WR informing Illa! the<e were no defects fOlUld willl Ille veh 

ARBS attached e-mai to case 

Created By: Dakota McGrego.- (3/21/2018 2:42 PM) 

~~~;~~°"! og:;r;:~&lo&Jt 
ARBS infooned Illa! was made aware that C had some concerns will1 RCT A picking up a pedestrian 
C states yes 
ARBS explained system maintenance and operation of RCT A per owner's manual page 54 7 

·Rcr A systems is k>cated near the rear bumper. 
Always keep the area near the radar sensors 
clean. 
The radar sensors may be blocked by temporary 
ambient oonditions sudl as splashing water, mist 
orlog. 
The blocked condition may also be caused by 
objects such as ice, frost or dirt obstructing Ille 
radar sensors. 
Check for and remove objects obstructing Ille 
area around the radar sensors. 
Do not attach slickers (including transparent material), 
install accessories Of apply additional 
paint near the radar sensors.'" 
pe, owner's manual p. 549 
"The RCTA system can h.-, alert Ille driver of an 
approaching vehicle when Ille driver is backing 

✓ out of a par1<ing space. 
When Ille shift position is in R (Reverse) and Ille 
vehicle speed is less than approximately 5 mph 
(8 km/h), Ille RCTA system is operational. 
If Ille radar detects an approaching vehicle from 
either side. 

and owner's manual p.52 

"The radar 
sensors cannot detect eve,y object such 
as: 
- Pedestrians• 

ARBS also explained Illa! is a driver's aid feature or'ly and is to assist Ille driver 
C states C understands this 
ARBS also explained Illa! system as mentioned does have limi1atioos 
C understood 
C stales C still feels like Ille RCTA and al systems in Ille veh do not operate carectly all Ille time 
ARBS infooned Illa! would have this on file 
ARBS informed that Nissan is stitl r~ng Cs other comems 
C understood 
ARBS lllanked C 
C lllanked ARBS 
Call ended mutualy 

Created By: Dakota MsGce99f (3121/2018 2:37 PM) 
✓ ARBS notes Illa! PL-WR informed ARBS Illa! C provided anolller allegation of Ille RCTA nol picking up pedestrians to DTS 

PL requested ARBS explain RCTA system further to C 

Created By: Dakota McGrew 13/19/2018 9:33 AM) 
ARBS received inbound from C 
ARBS inquired how ARBS could assist C 
C states Illa! C is checking on update from case 
ARBS infooned Illa! wil be 2-4 weeks from inspection date 
C stales Illa! C requested an RHR and has never heard Ille resolution 

✓ C states C still wants veh repurchased 
ARBS inquired when C would i ke repurchase review completed 
C states alter inspection results are available 
ARBS understood and agreed 
ARBS lllanked C 
C thanked ARBS 
call ended mutually 

✓ ;~~~%~~ :ko1-itfg':lf~3~!~'~ ~=J to FTP 

✓ ;~"i;'~~:j!;\~g :J~WC~~= ~~'J:~l.r, request for callback 

Created By~ Dakota McGce99f (3/9/2018 3:50 PM) 
ARBS received inbound from DTS-RM 

✓ ARBS confirmed inspection date will1 DTS-RM 
DTS requested callback from SRPtNR FD on 03/12/18 at or after 3PM 
ARBS understood and informed would notify SRPLNR 

✓ Created By: Dakota McGreQOf 13/9/2018 3:49 PM) 
ARBS received inbound from C 
ARBS verified C had time to speak to ARBS 
ARBS verified and completed Pf-
Regarding Cs previous concerns: 
C states Illa! a week after purchase of Ille veh in May, C had gone to Ille DLR in July because Ille warning light for Ille FEB would stay continuously i luminated 
C states that has a video of the ooncem 
C was instructed by Nissan DLR to just tum Ille veh off 
C stales Illa! service del)artment pe,sonnel have changed, so rep is no lo,_-willl department Illa! informed C ol lllis 

C states Illa! incident has happened twice 
C states C was the onty person in the veh and was driving the veh 
C states there was no accident or injury 
C states Illa! brakes automatically braked 
C stales Illa! Ille road was ~ tely clear 
C states Illa! Cs first time occurred at cherry brook and burke rd and Pasadena ll1en occurred near burke rd 
C stales Illa! Ille side warning lights were red and beeped multiple times lllen went baci< to normal 
C states that there were no vehicles to the side of Cs veh when this occurred 
C states that there was no road cons1n.Jction 
C states that there were no ovefhead obstructions including signs overpasses intersection lights 
C states that there were no railroad tracks in the area 
C states that veh had just over 13 000 miles when this occurred 
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C states that foot was stil on the accelerator, and the veh began to accelerate 
C states that C did not pull <Ne< 
C states that has been to DLR 2X for incident without any repair to resolve concerns 

ARBS infonned that would tike to inspect the veh 
ARBS explained inspection process and offe<ed to C 
ARBS inlonned that would be 2-4 weeks after inspectioo before resoMion would be available 
Cl.llde<stood 
ARBS inlonned that inspectioo date would be on 03/15 at 10AM 
C l.llde<stood and agreed 
C inquired if C needs to be in attendance 
ARBS infonned C that C needs to bring video of incident to show DTS, but may not be required for entire several he..- inspection 
C understood and agreed 
C states C is in a rentalAoaner veil from DLR 
ARBS inlonned that rentallloane< would be cootinued to be provided until review is completed 
C understood 
ARBS offered further assistance 
C declined 
Call ended mutualy !:iii' P•k9l• Nsfic•99f 13191201810:46 AM) aRBS plaoed outllollld to C 

✓ eto--
in~ a bad time, and C would can ARBS back at 2PM 
ded best contact info 

Call ended mutany 

Created By: Dakota McGrew 13/91201810:40 AM) 
✓ ARBS REC~~-~ REVIEW, V~FY ,~BE 

Created Bv: pakota Mcfic•99f 13/9/201810:35 AM) 
ARBS placed outbound to D~M 
ARBS inquired ff DTS could perform HR on 03/13/18 at 1PM 
DTS informed would check then would let ARBS know 

✓ ARBS inlonned ff not please provide alternative dates 
ARBS reviewed case with DTS 

ARBS received calbacl< from DTS-RM 
DTS informed that can conduct the HR on 03/15118 at 10AM 

I 
Created By: Samantha Dixon (3/812018 3:21 PM) 
emergency braking syst..-n has caused \/Bi to stop mllltiple times: lllder engineering review 

Created By: Zachary Adams (3/S/2018 2:06 PM) 
RCAS-Zachary Adams PlACED outbound call to C's spou 
RCAS ADVISED "This call may be recorded for quality and training purposes." 

RCAS conlinmed and bool<ed DTS appointment for C 03/13/2018 at 1:00PM. 

✓ RCAS stated would i ke to take a few rrinutes and ask C a few questions. 

RCAS asked IRR questions 

Page 4 of 7 

RCAS stated Thank you for the infonnatioo. A Nissan repre:sentative will call you within 3 business days after the representative receives the case. Please allow for a milimum of 30 minutes during that call so the 
representative may best understand the whoie situation. Is- the best number to reach you? 

C stated yes. 

Call ended mutualy. 

Created By: Zachary Adams (3/S/201810:16 AM) 

✓ ~g~~:,~:a= g;~~': ~ ~~l~ISSAN@8082147296 and asked to speak with SD-Steve Pixley. 

Call ended mutualy. 

Created By: Trisha Zamarron (3/71201810:26AM) 
ARBS-TZ provided TL LH a FYI that ARBS woold be requesting an HR be started from RCAS ZA. 

Created By: Trisha Zamarron (3/71201810,25 AM) 
ARBS-TZ requests RCAS ZA start IIR process sop 2.13 

Created By~ Iri@ha ?amauoo ~31712018 9:.35 AM) 
ARBS-TZ reviewed the codes and the cono..-ns with Sr. Planne< FD. 

Sr. Planner FD did confirm the codes are under investigation with a possible update by the end of Marett 
Sr. Planner FD recommends HR be cooducted, DTS would be recommended to meet with C to provide information on the system. 

Created By: Trisha Zamarron (3/712018 8:03 AM) 
ARBS-TZ reviewed the folowing repair histO<Y: 

6:~:,@12,863 miles ~ 14daysdown 

1. els front crash sensor appears to be ac:tilg up. a-ash sensor light stays illuminatect vehicle has randomly stopped while customer is driving 
Actioos: 
1. cleaned lane camera senso, and connector, cleaned left side radar and connector. test drove vehicle. cleared past codes (u1500, cla1 ~7. db55-97). 

02/15/2018@ 13,353 miles 

ARBS-TZ notes the folowing for review: 
State: TX 
In Servioe Date 5113/2017 
Retail Sale 
O previous CA cases 

ri~~~i • .Ji&! 
hasaVSC 

techline notes: 
past codes u1500, cla16-97, db55-97 

open 

vehicle slowed down and stopped on by itself once after she made a left b.111. she restarted vehicle and it works nonnal then. no trouble code found -00 current nor past code codes. vehicle drives normal. 

Created Bv: 7achaN M•OJII (3/6120181:14 PM) I last Modified By: Zachacy Adams (3/6/20181:14 PM) 
RCAS-Zachary Adams PlACED outbound call to C's spou... I 

✓ RCAS ADVISED "This call may be recorded for quality and training purposes." 
RCAS explained RHR stil under review and next follow up 03/0912018. 
C stated ok and please call 71381TT952 on Friday as C will not be available at th 
Call ended mutualy. 

on that day. 

✓ ~~~~~~ax.9::;tJ:: = ~~~:~avid Nissan@8082147296 and left VMX for SD-Steve Pixley with request for call back. 

Created By: Zachary Adams (3/512018 9:35 AM) 

RCAS-Zachary Adams plaoed - cal to DTS-Ralael Mariduena@!■,1■ 
✓ DTS- Rafael Mariduena stated cannot conduct any repairs if under eng~ • ...., 1evtt:W. 

DTS agreed with RCAS that DTS inspection would not add much value and ij C had to wa~ fo, inspection and still no repair released coo1d furthe< frustrated customer. 
RCAS requested DTS comnunicate with SD-Steve Pixley and confirm no OTS inspection and what DTS might advised SD to say to customer on this particular case. 
Call ended mutualy. 

✓ ~~~~~;~~~a~e(l/512018 9:34 AM) 

✓ 
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Created Bv: Z•Gb•IY M•OJII (31512018 9:33 AMI 

~~":>~:":Xa~=::a-= ~.;,:~ =~~~~~ J!J.£.J : .. ,.;.."sked to speak 1Mth SM-Shawn Harriltoo. 

DTS agreed 1Mth RCAS that DTS inspection would not add much value and ii C had to wa~ lo, inspectioo and still no repair released could furthe< frustrated customer. 
RCAS requested DTS OOl1lllllllicate 1Mth SD-Steve Pixley and coofirm no DTS inspection and what DTS might advised SD to say to customer on this particular case. 
Call ended mutualy. 

Created By: Nick i Borror (31512018 9:27 AM) 
ORTS received the RHR. The RHR was assigned to ARBS Trisha Zamarron for review. 

✓ Created By: Zachary Adams (31512018 9:18 AM) 
RCAS notes reviewed case with CAT~ell Wyatt. 

Created By: Zachary Adams (31512018 9:16 AM) 
RCAS placed outtlomd call to Mcdavid Nissan@- and spoke 1Mth SO-Steve Pixley. 

RCAS asked the fojlowr,g questions and receilled the fojlowr,g amwers: 

•How many times has the customer's vehicle been to the deaJer/retailer for repairs? 2➔ 

•'Nha.t repairs were performed? SD stated DLR cleaned ADAS control unit 2 and connector lane camera sensor and connector. 
•Are there currentty any OPEN ROs? SD stated current R~ was opened oo 02/15/2018 with 13,353 rriles. 
•Is the vehicle currently at the dealership? Yes. 
•How many days has the vehicle been kept out of service at your dealer for repairs? 32. 
•Has the oo.site CA Technical Specialist (CA TS) been irwolved? RCAS coofirmed Yes. 
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✓ :~: ~~;)~~c':;~~-:iTsic~TS) been in\101Ved? No, RCAS requested both so and RCAS call DTS today to get opinion from DTS tt DTS request would add any value to this specific '\Jnder engineering review" 
case. 

RCAS asked why RO- was open 5 days or longer. 
SO stated lots of test~ customer satisfaction by DLR but never able to duplicate and Techlile case opened and cleaned sensors and connectors. 

RCAS asked why RO- was open 5 days or longer. 
SD test drove again efflfflty for 58 miles but ~e to dupicate stil and C currently in rental VEH. 

RCAS requested email of 2 RO's discussed. 

Call ended mutualy. 

Created By: Zachary A dams (31512018 8:49 AM) 
✓ RCAS notes emailed back and copied FO~ancy Davis and Tl-Lesley Howard: 

Coocem uncle< engineering review. C referred to W0l1< with DLR until repair released. RCAS cooducting RHR. Alternate transportation at choice of DLR. DTS would not add value as ooncem under review. 

-r ~~~~~~ =~g=~~!;.:8~:t~d dealef do about alternate transportation since concern is safety concern. 

Created By~ Zachary Adams (311/2018 1 :13 PM) 
RCAS-Zachary Adams PlACEO outllound call to C's spou .... 

RCAS ADVISED "This call may be recorded lo, qu~ and training purposes." 

C stated does not feel safe in VEH. 

RCAS asked tt C was seeking RHR and explained review not guarantee of repurchase o, replacement but review. 
RCAS explained repair histo,y of VEH was part of aneria taken in to oonS4deration of review. 
RCAS explained RHR was about a 10 business day review process. 
C stated yes that was what C was seeking. 

Why do you want to return the vehicle to Nissan NO<th America? 
C stated: because C does not feel safe. 
Where is the veNde currentty? 
C stated: Mcdavid Nissan. 
Are you currently in a rental vehicle? 
C stated: Yes. 

✓ Where was the vehicle purchased? 
C stated: Robbins Nissan. 
Was the vehicle purchased new or used? 
C stated: New 
If used, when was the llellicle purchased? 
C stated: NIA 
Where is the vehicle serviced? 
C stated: Mcdavid Nissan. 
Has the vehicle been taken to multiple Nissan dealefs or lnfiniti retailers? tf so, doc::t.lnent names of dealers/retailers. 
C stated: No. 

Are you aware of any aftennarket upgrades that have been made to your VEH like a car alarm or remote start system: 
C stated: no. 

Do you coonect, pair o, plug anything into your VEH tike a phone charger, mobile device, etc. and have noticed any coonection with the VEH coocem and the device. 
C stated: Phone Charger through 12 volt 

RCAS set folow up 03/06/2018 
Call ended mutuaDy. 

✓ Created By: Zachary Adams (31112018 11:59 AM) 
RCAS ootes VMX from C requesting call back at same number. 

Created By: Zachary Adams (31112018 9:54 AM) 
tt'lt (Added after the case is closed.] --
RCAS notes inbollld call from SA-Homer Rigas. 

SA stated C brought VEH in after almost getting in colision and crash sensors never went off. 
✓ SA stated C stated VEH ran red fight in front of C and crash sensor indicator never went off and C almost t.!Joned. 

SA stated C stated feels lllsafe so DLR has C in 24 holK rental. 

SA stated will advise C to call back in to RCAS. 

Call ended mutualy. 

Created By: Zachary A dams (212212018 1 :10 PM) 
-- [Added after the case is closed.] •-
RCAS-Zachary Adams PlACEO outllound call to C's spou .... 

RCAS ADVISED "This call may be recorded lo, qualfy and training purposes." 

RCAS explained already S!)(li<e with C's spouse. 

RCAS apologized for ooncem. 
RCAS explained had cornrnunicated with DLR and concern is currently lllder engineering review. 

✓ C stated Nissan responsible with VEH causes accident or inju,y in future? 
RCAS apologized for ooncem and advised could not speak hypothetically. 

✓ 

RCAS encouraged C to won< with DLR until repair released. 

RCAS asked tt Chad further questions. 
C stated no. 

C used profanity. 

Call ended mutuaDy. 

https://nissanna.my.salesforce.com/5000G00001QkV22QAF 6/2/2020 



~ Salesforce - Unlimited Edition 
Created Bv: Z•Gb•IY M•OJII (2/2212018 1 :00 PM) 
""' [Added after the case is closed.].--
RCAS notes VMX from C's spou~ 

Created By: Zachary A dams (2122/2018 10:22 AM) 

on 2/22/2018 12:51 PM apologizing for missing RCAS cal and requesting call back at same number. 

RCAS is closing Case as no fi.11:her assistance can be offered at this time. 

-CASE SUMMARY-
✓ C contacted Nissan CA requesting assistance with product c,itic: emergency brake assisl caused VEH to stop multiple times. 

- STATEMENT OF DECISION-
RCAS adVised C the Case has Ileen llloroughly reviewed and C's concern would be documented and C to WIOf1< with DlR se<Vice for repair to be released in Mure. 

RCAS reviewed case with SA-Homer Rigas. 

Created By: Zachary Adams (2/22/201810:17 AM) 

~g~;: ::Vc~~PlACED out!Jound call to C @- and coofirmed as best contact number. 

RCAS VERIFIED """' was a good time to discuss C's case with Nissan. 
C stated yes. 

RCAS asked would you i ke to be opted in to texting and lllat fees and data rates may 8j)llly. 
C stated yes. 
RCAS asked what number C would like on fie for texting. 
C stated 

RCAS stated wanted to take a minute at the beginning of the call to introduce RCAS self, explain RCAS role willlin Nissan, and purpose for contacting C today. 

RCAS stated: RCAS is a Regional Consumer Affairs Specialist for Nissan. 
RCAS stated: RCAS wil be C's primary point of cootacl 
RCAS stated: RCAS pulJ)OSe is to serve C by assisting with concern to Ille best of RCAS ability. 

C stated ok. 

RCAS ADVISED "This call may be recorded for quaity and training purposes." 

RCAS asked could you please state your home & email address for security purposes. 
RCAS notes C verified home & email address. 

RCAS asked year and model of VEH: C stated 2017 Rogue 
RCAS VERIAED VEH Info including: Current Mi eage: 13,257 
RCAS VERIAED n VEH was purchased preowned and asked initial mileage: new 
RCAS CHECKED for open recalls/~gns and foood: 0 

✓ RCAS CHECKED for previous UNRELATED Case(s) and found: 0 
RCAS CHECKED previous RElATEO Case(s) and found:-

RCAS asked C to elaborate on C's concern and what C was seeking from NNA. 
C stated VEH wil ral¥bnly start with the assisled emergency braking fealllre sometimes. 
RCAS Apologized and empalllized willl C. 

RCAS asked name of DlR. 
C stated MCDAVID NISSAN. 

RCAS asked how long concern had Ileen occuning. 
C stated since Fellruary, 2018. 

RCAS asked what C was seeking from Nissan. 
C stated VEH repaired. 

RCAS apologized for concern. 
RCAS explained had communicated with DLR and concern is ourrently l.lldef engineering review. 
C stated Nissan responsi>le with VEH causes accident or injury in future? 
RCAS apologized for concern and advised could not speak hypollletically. 

RCAS encouraged C to WIOf1< with DlR until repair released. 

RCAS asked ff Chad furtller questions. 
estated no. 

RCAS offered C with Case ..... and RCAS-ZA's direct i ne: 
C stated spouse already h~ 
RCAS stated ff C has any need for further assistance not to hesitate in calling RCAS. 

C stated ok. 
Call ended mulllaly. 

,7 ~~~~~c~;{~=-:: 1~ ~~
212018 10

'
03 A'!'.i notes unable to leave VMX due to: continuoos ringing. 

✓ ~~~~:~z~:1~ ~21221201810
'
01

,:: left VMX with case numbef, direct line and requesl for call back. 

,7 Created By: Zachary A dams (212212018 9:58 AM) 
RCAS notes VMX from c--• ••• requesting call back@ 

Created By: Ellie Watl<inson (2/21/2018 4:39 PM) 
- [CASE SUMMARY] -
C called in to request assistance from NNA case folow-OP 
CRR-EW emailed RCAS agent 
CRR-EW exciting case 

I Created By: Ellie Watl<inson (2121/2018 4:39 PM) 
CRR-EW VERIFIED Account information including: Cs name, home & e-mai address, 
phone numbe< & best contact numbef 
CRR-EWVERIFIED VEH Information including: VIN#, Current Mileage, 
CRR-EWCHECKED for open recalls/campaigns and found: none 
CRR-EWCHECKED for previous UNRELATED Case(s) and foood: none 
CRR-EWCHECKED previous RELATED Case(s) and found: none 
CRR-EWNOTED concern is: case follow-up 

CRR-EW received inbound call from C 

C stated C is cali ng in for information for Ille case follow-up 

CRR-EW infonmed C Illa! RCAS agent attempted to contact C and left VMX 
CRR-EW offered to try to lransfe< C to RCAS agent 

Cagreed 

CRR-EW contacted RCAS agent and got VMX 
CRR-EW informed C lllat RCAS agent is w,available and informed C lllat an email requesting a follow-up will be sent 
CRR-EW informed C Illa! lllere is a folow-up booked for 2.22.2018 

C understood 

CRR-EW asked C ff lllere was anyllling else CRR-EW could assisl with. 

C declined. 
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CRR-EW thanked C for caling NNA 

call ended mutually 

✓ ~~~~:~z~:I~ ~212112018 4
'
26 

P~ left VMX with case numbef, direct line and request for cal bacK 

Created By: Zachary Adams (2/2112018 4:23 PM) 
RCA>Zachary Adams PlACED ou11xlund call to MCOA VIO NISSAN■■■■■ and spoke with SA-Homer Rigas. 
SA stated impact was flashing. 

✓ SA sated C was making a rum and warning light went red and stopped VEH. 
SA stated the<e were past codes on VEH so DLR Tech lollowed proper procedure of cleaning and resetting sensors. 
SA stated C brought back a few days later and T echline case started: concern ..-. engineemg review. 
Call ended murualy. 

✓ ~~~-:,~:; ~:i:-.z A dams (2/2112018 8:03 AM) 

Create<I By~ I eooardo Montem (2120/2018 9:11 AM} 
- [CASE SUMMARY]-

• C contacted CA with: VEH damaged with Crash radar system 

• 

CRR-LM sending case to RCAS because DLR is - to diagnosed VEH 

Created By: Leonardo Montero (2/20/2018 9:09 AM) 
CRR-LM VERIAEO Account in1ormation including: C's name, home & e-mail address, 
CRR-LM VERIAEO VEH Information including: VIN#, Current Mi eage, Warranty & Service History 
CRR-LM CHECKED for open recalls/campaigns and fomd: None 
CRR-LM CHECKED for previous UNRELATED Case(s) and lound: None 
CRR-LM CHECKED previous RELATED Case(s) and lound: 1-
CRR-LM NOTED concern is: VEH damaged with Crash radar 

CRR-LM received inbound cal from C. 
CRR-LM noting that C is Cs wile 

C stated that VEH radar system stopped VEH suddenly 
C stated that warning light of sensor crash flashes c, got on 
C stated that went to service DLR MCDAVID NISSAN, Houston TX on 02/02/2018 
C stated that talked to SA Omar 
C stated that DLR clean and reset the system and sent C home 
C stated that VEH stopped again with the same issue 
C stated that went over again on 02/13/2018 to DLR but DLR cannot fixed the problem 
C stated that LR create a case,-- on Tedl line 
C stated that DLR suggest C to~ to file a case 
C stated that do not feel safe in VEH 
C stated that has kids and VEH stop randorriy 
C stated that want Nissan to make VEH don1 stop 
C stated that someone can get kiled with this issue 

CRR-LM in1ormed C that Case will be transferred to a Regional Consumer Affairs Specialist who wil contact the C by close of business day 02/21/2018 regarding C's concern. 

C llldefstood 

CRR-LM asked C if there was anything else CRR-lM oou1d assist with. 

C declined. 

CRR-LM provided C with agent 10 7319360 and case numbe­
CRR-LM noting C's best oontact number · 
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Case Categorizations 

Action ~ ~ # Catego,y Description 

BRAKES 

Subcategory Description 

INTELUGENT BRAKE 
ASSIST (IBA) 

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 

NISSAN PRODUCT 
INQUIRIES 

Request Type 

IIR 

ROGUE CRITICISM 

CrNtedBy 

ZacbaCY AdaCM 3/8/2018 2:08 PM 

26 

OF 

Always show me more records per re-lated list 

2/22/2018 YX 

2/22/2018 ZH 

AO 

AZ 
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Case Detail 

Account Name 

Contact Email -Letter Se-nt Date 

Letter Received Date 

Follow Up Date 

Supporting Documents 

CA Muttiple Repairs 

Social Media Involvement 

Martiz Custome< Id 

Case O#nH location 

Texting Status 

Case Reopen Count 

Description 

Call Script 

Who contacted u.s? 

I Vehicles Owned 

Vd'liele Purchased 

Pre-Owned Initial Mileage 

Current Mileage 

Incident Codes. IIR REQUIRED 

lncidef'lt Date 

Sent to legal 

Accident 

Asbag 

Fire 

---
3/2/2018 

Hamilton 

0 

Consumer 

1 

New 

3,100 

IIR lndic.ator 0 

IIROate 

HR 

Vehicle Information 

Vehicle JN8AT2MTUN 

Model Year 2017 

Make NISSAN 

Model Line ROGUE 

Model Code 29317 

Dealer Detail 

ease Servicing Dealer AH I SEIP! PS NISSAN 
Case Servicing Dealer Region Southeast Region 

Bluetooth 

Related Items 

Responsible District 12 

SharedWrth 

Phone Carrier 

Phone Manufacturer 

Reported From 

Issue Categories 

Approwd Ched< Reques1s $0 .00 

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

J Reopen Case 11 Clone Closed Case J 

Case°""'f 

Type 

Case Origin 

Executive Refenal 

Exee>Received-Oa.te 

Phone 

Status Closed 

Customize Page I Printable Vrew I Help for this Page 

Datelrme Opened 2/20/2018 12:20 PM 

Date/Tome Closed 3/1/2018 1:24 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 2/22/2018 

RHR C«npleted 2/23/2018 

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:­
JN8AT2MT1 ~ 

Nancy~ 2/20/2018 12:20 PM 

NNAill, 12/11/2018 10:56 PM 

Case Record Type CA Oosed Case 

Days Closed 824 

Action c- NT6A 

What action was taken? 6A Vehicle Performs Normally 

Agent Comments 

Agent Comments RHR - Hacer la denial 

Agent Next Step 

VIN: Root Cause 

Root Cause Code 

Root Cause Code (2) 

Document ID 

I Reopen Case I ! Clone Closed Case! 

Case History 

Dale 

311/2018 1:24 PM 

2/28/20181:24 PM 

2/27/201811:06AM 

2/23/2018 3:36 PM 

Show more • I~ 

Case Comments 

Pubic C«nmenl 

Use< 

Nancy Gomez 

Nancy Gomez 

Nancy Gomez 

~ 

Created By: Nancy Gomez (3/112018 1:23 PM) 
•n---CASE SUMMARY"_" _ 

C contacted Nissan CA requeslilg a buybad< or replacement for C's VEH 

---STATEMENT OF DECISION--

Action 

Changed Status from Open to Closed. 

Closed. 

Changed Follow Up Date from 2/28/2018 to 3/2/2018. 

Changed Follow Up Date from 2/2712018 to 2/2812018. 

Changed ORT Support Status from Pending to ORT Assigned. 

Page 2 of 4 

SCIN 

Ca-se History Help 

Case Conments Help 

SPARCAS-NG -advised C the Case has been thoroughly reviewed and Nissan is not in the position to offer assistance at this time, as NNA is not in a position to repl.l"dlase the vehicle at this time, NNA will continue to 
honor the terms and conditions of all applicable warranties. 
SPARCAS-NG is closing Case, as no furthe< assistanoe can be offered at this time 

Created Bv: Nancy Gomez 13/1/2018 1 :22 PM) 
SPARCAS-NG received confvmation that the denial letter was sent 

I ~~~~~~~-=s:.r~:,:~.:n!i;1~iv 

Created By: Nancy Gomez (2/28120181:24 PM) 
SPARCAS-NG subrritted the denial letter correspondence reQuest 

Created By: Nancy Gomez (2/2812018 12:08 PM) 
SPARCAS-NG sent the email with the website advised by T ecll dept 

Created By: Nancy Gomez (2/2812018 11;45 AMI 

~~~~:~ ~::, ~i=;;,dk:~ i~ 212 
C confirmed 

SPARCAS-NG stated that call may be reconled for training and Quality purposes 
SPARC AS-NG informed C that otes based upon the RHR provided and a good faith review of C's conoems, NNA is not in a position to offer a repurchase of this vehide. NNA wil contnJe to hooo< the terms and 
conditions of all applicallle warranties 
SPARCAS-NG explained C that if is not satisfied with the resolution can contact the BBB 
SPARCAS-NG informed C that wil send the lette< with this notification 

C stated that is a defect manufacture and the \/EH has not being repaired because comes with that defect 
C stated that the VEH COUid not be repaired and C is paying for something that is not wor1<ing property because has a manufacture defect. 
C stated that was advised discooecting a part on the VEH each time that goes into the rarrc,. 

SPARC AS-NG explained C that tectncal hub recoo rn ,ended a video and C didn~ want to get the video. 

C stated that c wanted the video 

SPARCAs-NG explained that will send the letter to C 
Call ended mutualy 

I Created Bv: Nancy Gomez 1?12712018 11:06 AMI 
SPARCAS-NG made an outbound call to C, Ivan Diaz at 754-2525546 
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SPARCAS-NG left a VMX slalilg that would like to lalk about C's case 
SPARCAS-NG provided phone numbe< 

Created By: Trisha Zamarron (2/2612018 11 :43 AMI 
ARBS-TZ notes no duplication of concern, no reconvnended repair. 

Page 3 of 4 

ARB> 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 hone< the terms and oooditioos of all applicable 
warranties. 

Created By~ Iri@ha ?amauoo ~2/261201811:42 AM) 
ARB> TZ reviewed the folowing repair histO<Y: 

07/14117@1D miles- POI 

02/19118@3,750 miles■■■■ 2 days 
Concerns: 
1. Brakes activate sometimes getting into the parking garage that is in a building 
Actions: 
1. No problem fOllld 

ARB> TZ notes the following for review: 
State: FL 
In Service Date 11/30/2017 
NMAC lease 

O previous cases 
o technne cases 
0 DTS inspection 

has a basic mai'ltenance 

2 days oot of servcie 

Created By: Nick i Barror (2/2312018 3:35 PM) 
ORTS received the RHR. The RHR was assigned to ARBS Trisha Zamarron for review. 

Created Bv: Nancy Gomez 1?123/2018 3:12 PM) 
SPARCAS-NG is submitting the RHR for review 
SPARCAS-NG is noting that the VEH is not at DLR and the VEH doesni have any open RO confvmed by SA-Delxlrah at DLR 

Created By: Nancy Gomez (2/23/20181 :51 PM) 
SPARCAS-NG made an outlxlund call to DLR and talked with SA-Leticia 
SPARCAS-NG asked ij the VEH is at DLR 

Leticia confvmed that VEH is at DLR 
SPARCAS-NG asked for the open RO 

I ~°:a~!.::'::,~ i:' .=!.i~~1:i:t:..ut~ informed that the SA are busy but leticia is going to help, put on hold SPARCA>NG 

SA-Deborah was on the phone and oonfirmed that is any RO on that VEH 
SA-DE explained that the VEH was picked I.II) on Feb 20 

SPARCAS-NG thanked for the info 
Call ended murualy 

Created By: Nancy Gomez (2/22/2018 5:08 PM) 
SPARCAS-NG made an outlxlund call to C, Ivan Diaz 
SPARCAS-NG infooned that call may be reoorded for training and quality pt.lJ)OSeS 

SPARCAS-NG informed that the TEch hub explained that the forward Emergency Braking System is detecting the small ramp that the vehicle is traveling I.II), because it thinks it is a 1/ehicle ahead. 
SPARCAS-NG explained that NNA would recommend to rum the Faward Emergency Braking System off before attempting to travel up this ramp. 
NNA would not reoorrmend having the feature disconnected by the DLR. 

C stated that feels upset because C has to disconnect the sensors 2 times a day 
C stated that is paying $600 per this VEH for having a this disoonfort 
C stated that goes 2 times to C's house oo the day and cani be possible that C's VEH is having that concern 
C stated that would fike a replacement of C's VEH 

SPARCAS-NG apologized for C's experience 
SPARCAS-NG did the following questions: 

• • 1/1/try do you wanttoretum the vehicle to Nissan North America?. C stated that the VEH is having a concern that is causilg a stress because C can have an accident and otherVEH can hit behind C's VEH. C stated that 
doesni want to be deaclivalilg EBS because has to go to C's home 2 times per day. C stated that bought a VEH with a special characteristic and doesni want to be deaclivalilg this part. C stated that the VEH is having 
this concern after 8 days that C bought the VEH. 
• Where is the vehicle currently? Home 
• Are you currently in a rental vehicle? No 
• 'Mlere was the vehicle purchased? Bil 's Seidless Nissan 
• Was the vehicle purchased new or used? New 
• Where is the vehicle serviced? Bill's Seidless Nissan 

SPARCAS-NG explained that will W0l1< on C's case and it is going to take 10 BO 
SPARCAS-NG informed C that the decision is based on VEH's number of repairs, days down and State's laws 
SPARCAS-NG offered C a follow up call in 3 BO 

C ..-.defstood and thanked 
SPARCAS-NG provided C's case, agent name and phone number 
SPARCAS-NG branded the call 

Created By: Nancy Gomez (2/22/2018 4:55 PM) 
SPARCsa-NG received an email from Tech Hub explainilg : 

It sounds as if the Forward Emergency Braking System is detecting the small ramp that the vehicle is traveling up, because it thinks it is a vehicle ahead➔ 

CooenUy, Nissan would reoommend to rum the Forward Emergency Braking System off before attempting to travel I.II) this ramp. 
NNA would not reoommend having the feature disconnected by the DLR. 
This on line video that can be shared with the customer shows how the driver can disable the feature when desired. 
https1/www.nissanquid<guide.com/ll/,pde/2017/rogue/all-topicsltopic/3593 

Also, tt C is able to travel more slowly I.II) this ramp, such as below 3 MPH, the feature should not operate 

Created By: Nancy Gomez (2/21/20181:05 PM) 
SPARCAS-NG sent an email to Tech Hub asking about C's concern 

Created By: Nancy Gomez (2/20/201812:33 PM) 
SPARCAS-NG received an IC from C, Ivan Diaz 
SPARCAS-NG- verified C's name, home & emai address, phone# 
SPARCAS-NG- Checked for open recalls/carrc,aigns and found: 0 
SPARCAS-NG- Checked for previous UNRElA TED Case(s) and found: 0 
SPARCAS-NG-Checked previous RELATED Case(s) and follld: 0 
Besl oontact nu-■11-
Mileage 3500 

C stated that has a lease from 2 months ago 
C stated that the VEH is having a concern whit the brakes sensor 
C stated that took the VEH to DLR 
C stated that - C is going up in a ramp that C has at home the VEH brakes suddenly 
C stated that this morning pid<ed up the VEH and DLR didni find nothing 
C stated that after C left the DLR, the SA contacted C back and informed that NNA ia having a ooncem with that kind of VEH's and this persoo offered to deactive the sensor for the brakes while NNA provides a solution 
for this concern. 
C stated that this persoo offered deactivating the sensor for the automatic brakes 
C stated that DLR explained that this kind or VEH is having a recall for repair and while NNA finds the solution the OLR can deactivate this sensor 
C stated that bought a VEH with this specific characteristic and doesni want that as a solution 

SPARCAS-NG apologized for C's experience 
SPARCAS-NG offered WOl1<ing on C's case an offered a call bad< in 3 BD 
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SPARCAS-NG explained that will send an email to SM and other to Tech dept to get info in regards C's concern. 

C understood & agreed 
SPARCAS-NG- provided C with case#, name, agent ID & fax # if necessary 
SPARCAS-NG- branded the call 
Call ended mutualy 

Case Categorizat ions 

Action ~ ~ # Categcxyllescription S<lbcategory Description 

Forms 

No records to display 

BRAKES GEN. BRAKE COMPONENT 
(S) 

Symptom Description 

POOR OR IMPROPER 
OPERATION 
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CA Muttiple Repairs 

Social Media Involvement 
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Case Reopen Count 
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✓ 
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0 
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J Reopen Case 11 Clone Closed Case J 

C....Owne< ■ Janelle Cantrall 

Type CA 

Case Origin Phone 

Executive Refenal 

Exee>Received-Oa.te 

Status Closed 

OatelTme Opened 2/21/2018 8:55 AM 

Oate/Tme C1osed 5110/2018 7:21 AM 

Multiple Repairs No 

Executive Summary 

Executive Actions To Resolve 

Description ca.sumer Affairs Voluntary Repwchase due to 2 repair atten-c,ts and 78 days down for Forward Emergency Braking inoperable. 

Call Script 
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Vehicle Information 

Vehicle JN8A T2MV9J~ 

Model Year 2018 

Make NISSAN 
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Model Code 22418 

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 $34,997.93 

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

Vehicle Maintained Location Srmhtown Nissan 

Previous Repai.r Date 

Previous Repair Location Srrithtown Nissan 

Related Vehicle Make Nissan 

XTIME Appointment Numb« 

Rollowf' 

Property Damage 

Injury letter 

Nootber Injured 0 

RHR Started 4/17/2018 

RHR C«npleted 4/17/2018 

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 O 

Vehicle Service Contract 

VSC Reprint Request Email 

Customize Page I Printable Vrew I Help for this Page 

.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: 

System Information 

Subject 

Created By 

Last Mocfrfied By 

Notes to Agent 

CUSTOMER:-­
JN8AT2~ 

Amaka Okafor 2121/2018 8:55 AM 

NNAill, 9118/2019 9:26 PM 

Case Record Type CA Oosed Case 

Days Closed 754 

Action C- NLSF 

VIN: 

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

Agent Comments 

Agent Comments IIR. 

Case History 

Dale 

5110/2018 7:21 AM 

Agent Next Step 

User 

Janelle Cantral 

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 

511/2018 9:47 AM Janelle Cantran Changed Follow Up Date from 4/27/2018 to 511/2018. 

Changed Description. 

4/24/2018 8:28 AM 

Show more • I~ 

Case Comments 

Pubic C«nmenl 

Samantha Dixon 

Created By: Janelle Cantrall (5110/2018 7:21 AM) 
Arbs closing Case 

------SUMMARY--­
REPURCHASE 

Changed case Owner from Samantha Dixoo to Janelle Cantrall. 

RE: 2 repu attempts and 78 days down for Forward Eme,geocy Braking inoperable. 
STATE-NY 
NMAC LEASE 
2018 Nissan Rogue 

CASE Origination: RHR 

Created By: J anelle Cantrall (517/2018 7:06 AM) 
Surrender Scheduled for 5.10.18 9AM (Thlnday) 

Created By: J anelle Cantrall (512/2018 2:09 PM) 
_ Sent Checks to Mor1ey 

M#282013 
FEDEX~ 

I 
Created By: Janelle Cantrall (511/2018 4:05 PMI 
Check Request approved 

Created By: J anelle Cantrall (511/201810:05 AM) 

SCSV 

Submitted Check Request for Consumer Affairs Voluntary Reptrchase due to 2 rel)air attempts and 78 days down tor Forward Emergency Braking inoperal)le. 

I 

C ~ $320.51 
NMAC LEASE~ $34,677.42 good thru 5/23/2018 

TOTAL~ $34,997.93 

2018 Nissan Rogue 
STATE-NY 
NO usage/ miles uncle< 121< 

Arbs asked to take case over from IIR - Sam 0. tor buybacl< by SR. ORT. Planner - SG 
Dealer Nor OTS dupiicated Concerns tor FEB, but is an issue uncle< iwestigation 
arbs Approved by Sr. Planner SG to waive PRIOR Lease Balanoe $1 ,073.00 (FOR Early T em,. Of Prior Lease tor VIN~ SN1AR2MM9F<alllll ) 

Created By: laoelle CaotrnH (511/2018 9:47 AM) 
IIR-FEB - EST 

I Created By: Janelle Cantrall (511/2018 9:41 AM} 
Rec'd Signed Revised Repurchase Agreement from C VIA FAX 

https:/ /nissanna.my.salesforce.com/ 5000G0000 1 QkuasQAB 
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artis placed call to C CEL 

C 1hanks albs fo, the CALL 

confim,ing with C lllat arbs rec'd the Signed agreement and C will rec'd a call from a MORLEY Agent around A WEEK from now to schedule the Surrender. 

Created By: Janelle Contrail (4/30/2018 3:10 PM) 
Con't Conversation with C 
els C did not remember 
ar1Js apologized again and stated to C 11181 Since NNA is paying off C lease, the taxes are figured in with the payoff, and lllat is why Ille Deduction for the NY taxes are on the repurchase agreement. 
C lllen asked howmucll longer does c have to wait to get rid of the car and have C payoff.-? 
artis advised As soon as C sends arbs the signed repurchase agreement C will have aboot 2 weeks left 
ar1Jsexplained IN DETAIL the Money surrendef process 
C undefstood and said C wiD send the signed rep. agreement tornonow after C wife looks at the rep. agreement tonight 
artis thanked C and the cal ended mutualy. 

Created By: laoelle CaotrnH (4/30/2018 3:07 PM) 
Rec'd VXM from C asking arbs to call C bacl< on C CEL 
ar1Js returned C call 
ar1Js spoke with C 
Casked albs why is Conly getting bacl< 320.51? 
Arbs Exp!. the calculations 
r:Js C was getting back more before the revision 
art,s stated No. the first rep. Agreement C would have to pay and now Since Ar1>s has Waived the Lease termination fee C will get a refund of $320.51 
C stated C is confused 
Arbs exp!. the Malll 
C stated why does C have to apply of Taxes? 
ar1Js stated per NY LL the mfg. does nol refund the taxes and art,s sent C the NY Tax Form where C can - the refund 
C became upset and stated C is so tired of Njssan Screwing cover 
artis 8!)(llogized to C and advised C 11181 artis has been trying to help C 
C asked arbs to let C finish speaking and not to talk over c 
ams apologized 
C said C was i ed to by the dealer and now albs isn, giving C Ille$ bacl< C is due 
art,s tried explaining to C Ille FIRST Rep. Agreement showing C would owe at surrnder and the revised Rep. Agreement shows C would get a refund 
c stated ~ is how ams WIOl'ded ~ 
Arbs advised C lllat Ille first Rep. Agreement says in 2 places lllat C would (Y,NE at surrender and Ar1>s wasn, trying to be deceitful 
C stated arbs should have used RED numbers so C would have understood better 

C/s Black Numbers means positive and red numbers means negatieve 
Arbs said o« sorry lllat C did not undertand but arbs does not have any olller Way to provided any additionbal informaotion 
ams reminded C 11181 in the first Convernsation arbs had willl C arbs explained Ille NY taxes 
C/S 

created By: Janene CaotrnH (4130/2018 2:12 PM) 
Sent C Revised Repurchase Agreement: 

ApriI 30, 2018 

RE: 2018 Nissan Rogue / JN8AT2MV9J~ 

Dear Mr. & 

Page 3 of 9 

Thank you for allowing Nissan the opportunity to review this matter. Based on the repai" history of your vehicle, Nissan would like to voluntarily repurchase the above referenced vehicle under the terms of the New York 
Lemon Law. 

Based on the infonnation above and the documents we have received, the refllllj calculations are as follows: 

(+)Cash Down: $636.94 
(+)Payments (3X$479.44): $1,438.32 
Tolal Purchase Price: $2,075.26 
Less Mileage Usage Fee: (NIA) -$0.00 
Less NYTaxes: -$1,754.75 

~t~u~s $1 ,7547i320.51 

We anticipate compjeting Ille repurchase within 2 to 4 weeks from Ille time of your acceptance. An agent from Morley VSPC, our lllird-party vendO<, will contact you to schedule Ille veNcle surrendef. Once the vehicle has 
been successfully surr..--..i, Morley VSPC wil provide your cllecl< in the amount 01$320.51 and pay off the lienholder. 

It is also important to note Morley VSPC wil be instructed by NNA to do Ille folowing: 

Created By: Janelle Contrail (4/30/2018 2:04 PM) 
Rec'd Updated Payoff with History of pymts. 

~~~ 
• Payoff~~ lllru 5123/2018 (Good lllru date stayed Ille same) 

Payments received 4 

■ 

Payment amount $479.44 
Recent payment received on 4/24/2018 in the amoont of $479.44 

Payment History is attached. 

Created By: Janelle Contrail (4/30/2018 8:13 AM) 
Sent e-<nail to NMAC - PH Asking for new payoff and histo,y of pymts. 

Created By: Janelle Contrail (4/30/2018 8:13 AM) 
~~~ ~~a~ ,J §£JJ J b bs spo«e with C / ar1Js advised C 11181 ar1Js spoke to arbs superviso, and advised 11181 Due to Ille problems Chas been lllrough ~ the Dealer ams was given approval to WAIVE the 

C said lllank you and stated the SM- T o,n Sweeney is a Nightmare to wo,k with and Cursed Ille C and said some really harsh lllings to C. Ar1>s apologized to C for what C has been lllrough and let C know arbs win send C 
the revised Repurchase agreement C lllanked artis again and Let arbs know C has ,,,_ another payment on C lease. 

ams let C know ar1>s wil obtain a NEW PAYOFF from NMAC and lllen send C the revised Repurchase agreement 

C thanked arbs again and said To tell Arbs Supervisor lHANK YOU' 

Created By: Janelle Contrail (4/30/2018 8:06 AM) 
artis spoke to Sr. Planner - SG aboot Ille Fees / lease termination fee charged to C and was advised to WAIVE Ille Fee for C satisfaction 

✓ Created By: John Michael Pahlavan (4/27/2018 6:14 PM) 
SMS-JMP docoolenting C's social media activily via Facebook Post. 

C: So Smithtown Nissan called me and told me to come inearty and get out of the old car and into a new lease. Jan 25th we came in and my wife like the Nissan Rogue, we traded in the Pathfinder that had lease 
payments on it stil, the deal was Smithtown Nissan would make the remaining payments as long as we got into a new car with them. We leased the 2018 Rogue and in 5 days the Collision Avoidance System was not 
waking right and the car wotAd just break and srop fo, no reason at all, lllis has turned into a majo, issue for Nissan. They owned up to ~ and after Nissan having my car for 40 days, they agreed to a repurchase IMlder Ille 
NYS Lemon Law. Upon getting Ille proposal fo, the monies we would be getting bacl< there was a deduction for Prior lease owed. Hmrmvn lllat loo«ed strange slnce we didn, owe anyllling and Nissan made Ille 
payment and the Pathfinder account was closed. Nissan Corp told me I would have to speak with the Dealership as they said the prior lease owed was rolled l)to my new Nissan Rouge price. Wow, I said that cant be 
right they paid ft and said we were all good. I spo«e to the Finance manager Alley on the phone and she got real quite and didni realy want to talk to me at all about it, asked for the woman who was handling Ille case 
with Co,p. I get a call shortly from Co,p and llley tetl me 11181 Alley got nasty with her and said to mind her business on how they make deals at the dealersh;p. I call back and ask lllis time to speak to a manage, other than 
in finance, I get Tocn SWeeney, he tells me lllat Ille Palllfinder was paid off and lllat shouldni be there as a deduction and asks if he can investigate and call me tomorrow. So i wail and no call, Co,p calls me and said she 
spoke to Tocn SWeeney and he was yelling at her and told as well to minder business and what they do at Ille dealership is non of her concem and to stay out of it. I call To,n and he lllen starts to get nasty with me and 
tells me he doesni care at all and i wooiget my moneybac. I ask to speak to his supe,visorwho is named Don, Tocne tells me don is right next to him and says Ille same thing and hewooi speak to meat all. Then rm 
told if i contilue to cal i will get nobody but voicemail and never called back. then if i choose to come in that he will call the cops and have me rem')ved from the buildilg. Have been with Nissan of Smithtown for ewer 11 
years cars for both me and my wife i cant believe how we have been treated, they took the price of the pathfinder just over $1,000.00 and rolled into our new lease with out telling us so they didn't have to make the 
payments, now Ille car is a lemoo and this oomes to tight. I would never have know if Ille car worked fine, but here we are and Nissan of Sm~town has been sued in Ille past 2009 by the NYS attorneys office for doing 
this to customers and being caught. I hope .-ya,e uses caution when dealing with Ille THIEF TOM SWEENEY ANO NISSAN OF SMITHTOWN in lOMG ISi.ANO! 
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Created By: Kelli Donovan (4/2712018 3:24 PM) 
RC= placed call back to Smithtown Nissan and spoke to SM-Tom Sweeney. 

RCAS advised that RCAS spol(e with Albs department who advised that the concern is that the veil was charged over the MSRP so the customer was charged essentially for the end of lease even though the dealership 
✓ made a payment to NMAC. 

SM underatood. 
SM thanked RCAS. 
Cati ended motualy. 

✓ Created By: Kelli Donovan (4/27/2018 3:20 PM) 
RCAS-KD received VMX from c earlier this morning seeking information back regarding this case. 

Created By: Janelle cantrall (4/2712018 12:48 PM) 
Placedcal 7 
Albs spol(e to r! 
Albs expl. to C that albs did cal SM-Tom S. and discussed C charges and albs let C knowthat arbs was not able to explain to SM-TS how the Lemon Law works and SM-TS was ve<y Rude. 

Albs apologized to C for having to go through this process but albs can, change LL policy 
C/s C ..-..is, and C/s C is upset that Dealer tied to C 
albs stated to C that the Nun--. dool lie and C can lool< at C lease agreement and compare the lease agreement to C Maroney label to find the MSRP to show C the proof the dealer charged C over the MSRP 
C.s C already is aware and C would not have known this if the C did not have prol)jems with C -cle 
C thanked albs for the help and stated will speak to C wne and will get back with albs 

Created By: Janelle Cantrall (4/27/201812:45 PM) 
Rec'd VXM from C asking albs to call Sales Mgr. Tom Sweeney 
at the dealer 

SM-TS stated SM-TS has filed a formal complaint against ARBS with Corporate 
albs stated Albs is with Corporate 
SM-TS stated filed complaint with KELLY 
Albs does not know who Kelly is and SM-TS would not tel arbs 
Albs tried explaining to SM-TS how the LL works, but SM-TS was very oombafive and laid albs that albs was very Rude and unprofessional 

created By: Janelle Cantrall (4127/2018 9:39 AM) 
I Rec'd IM from RCAS - Kelli Donovan stating the Dealer is Calting CA complaining about the Fees albs is charging C 

albs expl. the issue with RCAS - KO through IM 

Created By: Janelle cantrall (4/2612018 2:30 PM) 
Rec'd Call from C asking arbs n albs spoke to the dealer? 
albs avised albs did speak to the FM- ANNIE and tried to explain to The FM-A how the LL WOO<S for C state 
albs advised that the Term Fee is a deduction due to the C carried tt aver to the NEW LEASE and could not get the FM-Annie to Understand 
C/s C is nol signing the Rep. Agreement and IS getting another call and will have to call arbs back 
Albs stated ol< and the cal was ended mutually 

Created By: Janelle cantrall (4/2612018 2:25 PM) 
Sent E-mail to Peggy H.@ NMAC 
Asking about C lease Termination FEE? 

VIN - 5N1AR2MM9F<alllll 

Reply from PH @ NMAC 
Yes. It was close to end of Lease (they had made 32 payments) and they paid $1073.48. 

Created By: Janelle cantrall (4/26/2018 10:21 AM) 
Rec'd Call from Finance Mgr. All Y with Smithtown nissan 
FM-A asked albs why NNA is charging C for prior lease balance? 
albs stated that NNA does not refund C for prior lease balances that are Carried into the new loan 
FM-A stated how does albs get that? 

I 
FM-A stated NNA is Charging C twice 
albs tried explaining to FM-A how the Lemon Law w011<s and any neg. Equtty going into New LEASE is NOT REFUNDABlE but FM- Ally Became upset 
Albs advised that the dealer cnarged C Over MSRP and the Dealer Charged C fo, the early lease cancellation by Charging C more for the lease 
FM-A Stated SO? 
albs again tried to explain the Dealer can charge what the dealer wants, but in a LL buyback the MFG does not refund a pno, lease balance 
FM-A did nol understand and was still teling albs what arbs is going to do 
arbs thanked FM- aly for the call and told FM-M ally that since this call is no longer productive or professional albs will condude the oonversafion and wished FM-A a good day. 

Created By: Janelle Cantrall (4/2612018 9:53 AM) 
Rec'd Call from C 
C/s C spol(e to Keith at the dealer and Per Ketth's explanation, keith does not know what arbs is talking about 

Albs advised C that Albs spol<e to ketth Yesterday and Per Albs conversation with Keith the Chad a Early termination fee and the pnce was added to the -cle 

albs reminded C that C told albs yesterday on the phone that C said C turned C lease in early 
• Albs stated the Dealer cllarged over msrp fo, the veh. and that was where that charge came from 

C/s C does nol feel the Dealer was being truthful with C and wil call the deale< bad< 
albs advised C that since albs was not at the dealer during time of l)ll"chase, albs was not pnvy to the conversation, but the fact shows on the lease cootract the dealer did charge OVER MSRP and NNA does not refund 
for TERM. FEES 

C/s C will Call albs back because the dealer told C that when C brought veh. in to get into a new lease the dealer would not charge C to cancel early lease 
Albs again advised C to reach out to dealer 

Created By: Janelle cantrall (4/25/20181:22 PM) 
Albs notes: MILES ON PIC - 370 

I ~~~~e:c~~'i:[ ~~•~~:~:~~~~~~ mikescanOO@srrithtownnissan.net 

Created By: laoelle Cantrall (4/25120181:20 PM) 
Rec'd Call from C 
c asked albs what is the Prio< lease balance FEE for? 
arbs expl. that the C had a termination fee k>r prior lease and that is the charge for the termination fee. arbs advised C that arbs spoke with KEITH at Smithtown Nissan 

C/s the dealer asked C to come in and the dealer told C that the Dealer can get C out of C lease earty, but never told C that there was a termination fee. 

arbs advised C to cal the dealer and discuss the specifics of C signed lease contract 
C/s C will not sign anything until C talks to the dealer first 
arts stated albs understands 

Created By: Janelle cantrall (4/25/201812:33 PM) 
Albs Sent C Rep. lease agreement and NY TAX Form to submit for NY TAXES 

ARBS Reminded C that albs still needs PICS 

April 25, 2018 

Christine M. Browne 
Robert P. Browne 
30 Tarpon Lane 
Centereach, NY 11720 

RE: 2018 Nissan Rogue I JN8AT2MV9J ..... 
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Thank you for allowing Nissan the opportunity to rev;ew this matter. Based on the repai' history of your vehicle, Nissan would like to voluntarily repurchase the above referenced vehicle under the terms of the New York 
Lemon Law. 

Based on the i1formation above and the documents we have received, the refund calculations are as follows: 

(+)Cash Down: $636.94 
(+)Payments (2X$479.44): $958.88 
Total Purchase Price: $1,595.82 

Less Mileage Usage Fee: (N/A) -$0.00 
Less Prioc Lease Balance -$1 ,073.00 
Less NYTaxes: -$1,754.75 
Total Deductions: $2,827.75 

Due from Mr. & $1,231.93 

We anticipate ~ting the repurchase within 2 to 4 weeks from the time of your acceptance. An agent from Morley VSPC, our third-party vendor, will contact you to schedule the w:llicie surreode<. Once the vehicle has 
been successftAly surrendered, Money VSPC wil collect your certified checlt in the amount of $1,231.93 and pay off the lienholder. 

It is also irc)oftant to note Money VSPC wil be instructed by NNA to do the following: 

Created By: hmeHe Cantrall (4/251201810:45 AM) 
Rec'd Call Baclt from KEITH 
C put down $636.94 CASH and the rebate was $3,100 
art,s asked why Veh. value is OVER MSRP? 
Keith stated Earty lease tenninatioo was $1,073.00 
Arbs thanked K for the call baclt 

Created By: Janelle Cantrall (4/2512018 10:30 AM) 
Rec'd call back from KEITH @ Smithtown nissan asking arbs for C VIN Because dealer is showing the Vehicle as a 2017 and not a 2018 

I Arbs provided KEITH with the VIN 

K Stated wil have to call art,s back 

Created By: Janelle Cantrall (4/251201810:24 AM) 
Called Smithtown Nissan@ 
Arbs asked for sales mgr. 
busy 
ar1>s left message with KEITH asking for a return cal from SALES mgr. 
Keith Stated will give the SM the message and took down art,s name and P# 

Created By: Janelle Cantrall (4/251201810:18 AM) 
Rec'dC REG 

Christine M. Browne 
Robert P . Browne 
30 Tarpon Lane 
Centereach, NY 11720 
EXPIRES: 8.20.2018 

VIN~JN8AT2~ 

Created By: Janelle Cantrall (4/251201810:14 AM) 
Rec'd Call from C asking arbs fro arbs e-mai again 
C tJying to send REG and the e-Olail is NOT going through 
C had written down Albs e-mail address wrong 
arbs provided C with orbs e-mail address 
C/s C spoke to the ser. mgr. @ Smithtown Nissan and the dealer will be sending arbs the PICS 
Casked arbs if Arbs wil send rep. agreement when arbs rec'd all docs? 
orbs stated yes 

Created By: Megan Lupo (4/24/2018 4:03 PM) 
ORTS-ML obtained and attached factory inll<lice to the case. 

Create<I By: Janelle Cantrall (4/24/2018 2:12 PM) 
payoff, sales contract and payment history rec'd from NMAC 

SR# 1-18275220681 
Acoooot#: 25008080947 
CUstomer. CHRISTINE BROWNE 
Payoff amount is$ 35156.86 good thru 5123/2018 
Payments rece;ved 3 
Payment amount $479.44 
Recent payment received oo 3/26/2018 in the amoont of $479.44 

Copy of Contract, Payment History are attached. 

Created By: Janelle Cantrall (4/24/20181:11 PM) 
Sent Payoff Request to NMAC 

Created By: Janelle Cantrall (4/24/2018 12:49 PM) 

Placed cal to Clilllll 
spoke to husbano l""""" crowne) 
Arbs let C know arbs is POC 
and would like to offer C repurchase 
C thanked arbs for the call 
ams asked C if C has tiUe? 
C stated NO veil. is leased 
art,s advised C that art,s can - Lease agreement and Payoff from NMAC but C would need to send orbs PICS and REG 
C took down art,s email and p# 
ams confimed c email 

Created By: Janelle Cantrall (4/24/2018 12:38 PM) 
Arbs spoke to Sr. Planner - SG and was advised to offer C buyback 

✓ Created By: Samantha Dixon (4/24/2018 8:26 AM) 
ARBS reviewed case with SR PLR SG and was advised to go ahead and get C out of the veil. 

Created By: Janelle Cantrall (4/17/2018 4:09 PM) 
Arbs sent e-mail to Arbs • SD stating orbs has completed the RHR 

Created By: Janelle Cantrall (4/17/2018 4:06 PM) 
Arbsnotes: 

STATE-NY 
C issue is the FEB concerns but the Dealer and the DTS has not duplicaled the concern. 

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 wi11 continue to honor the terms and conditions of all applicable warranties." 

I Created By: Janelle Cantrall (4/17/2018 4:03 PM) 
C calledCAoo221.18 
Arbs Rec'd RHR Task on 4.17.18 
Arbs Rev'd RHR-Case File and DTS conments oo 4.17.18 

2/5118- 215/18@ 150 mile days: 1 Dealer: 2691 
concern & action: 
1. CS veh loses power as if stalled, RPM increase but no forward movement for a few seconds, then continues normally. Happens a couple times daily. Poss FEB activating. / Checked for codes, nooe stored. Check CVT 
fluid, full. 
2.Rental / Provided (CPIA - $30) 

2/14/18-open@SOO mile Dealer: 2691 
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concern & action: 
1. CS drolle veh since last visit w/ colision avoidance silo! off as requested. No more issues w/ veh braking oo its own? I Per IIR DTS inspection by DTS - Kevin M .... ."PL advised This matte< was reviewed and there were 
no def eds foond with the vehicle. The vehicle's FEB system was tested and inspected and foood to be fully functional witll no problems. The DTS was unable to replicate the custome(s concern. The<e is no evidence of a 
manufacturing or product defect that caused or conbibuted to this incident." 

C's husband--

Smithtown Nissan 
535 Middle Country Rd. 
StJames, NY 11780 

2ii!£!Ji 
SM-MIKE 

2018 Nissan Rogue 
VIN -JN8AT2~ 
ISO: 1.25.18 
MSRP - $35,915 

NO prev. Cases 
NO Tech line Cases 
NO open or closed campaigns 
NOVSC 
DTS - Kevin Macl<ay 

Warranty Case - tor RO­
Approved 

-2.5.18 

~~~%fa tltt lo~,~~ ri[;i~3
~THIN RENTAL LIMITS FOR 

NO DEFECT CLAIM. APPROVE. V-TP 

Created By: Janelle Cantrall (4/17/2018 3:40 PM) 
Arbs asked by planner - AM to review RHR 

Created By: Samantha Dixon (4/17/20181:25 PM) 

ARBS made outlxxmd call to C -

ARBS advised that ARBS received c vanail and was returning c cal. 

spoke to c husband. 

c stated that c has returned both loaners that c has been provided by from the DLR because both Rogues were having the same issues. 

ARBS advised that This matter was reviewed and there were no defeds found witl1 the vehicle. The vehicle's FEB system was tested and inspected and found to be fully functiooal witl1 no problems. The DTS was unable 
✓ to replicate the customer's concern. There is no evidence of a manufacturing or product defect that caused or oontributed to this incident 

c stated that c has had 3 nissan Rogues and all the rogues were doing all the same thing so there is an issue with the nissan vehicles. 

ARBS advised that ARBS can ooly speak about C veil and there are no defeds witl1 the FEB system 
ARBS advised that ARBS knew that c no 1onge< wants the veh so ARBS went ahead and submitted tor RHR review. 
ARBS advised that C will receive a follow up regarding RHR decision. 

call ended mutually 

✓ ;~~~e;!!~~~~,':1:::Jl~' lf'O:~=e ~=Jing a call back. cb 

✓ ;~~~=~00Fffft~ W~':lq~;11~~=· 

• 
✓ 

Created By: Nick i Barror (4/17/201811:44 AM) 
ORTS attached RHR. Veh is currently at the deale<ship. C is in a rental. Dir waioog oo repurchase decisioo aloog with possible update/fix. 

Created By: Patience Million (4/17/2018 11:39 AM) _______ ....._...__H:__..._.__._ ........ ...__ • .,.__ ________ ....,.,. ________ ... ___ _ 

~CASE SUMMARY~ 

C'S coocem: RHR CASE UPOATE 

CRR-PM advised C that internal memo would be sent to ARBS-SD 

CRR-PM exiting case 

Created Bv: patjeocg Milli@ (4/17/2018 11:39 AM) 
CRR- PM VERIFIED Account inlormatioo including: C's name, home & emai address and best contact numbef. 
CRR- PM VERIFIED VEH lntormation induding: VIN & MILEAGE 
CRR- PM CHECKED tor open recalls/campaigns and foond: 0 
CRR- PM CHECKED tor previous UNRELATED Cose(s) and found: 
CRR- PM CHECKED previous RELATED Case(s) and found: 0 
CRR- PM NOTED C'S concern as: RHR CASE UPDATE 

CRR- PM received inbound call from C. 

■• calling on behalf ofVEH ow,,e, - (wile) 
will be referred to as C 

g =ed~~~=ve fa 
C stated Nissan Rogue (2nd rental) having same coocems that C original VEH 
C stated Nissan advised C of VEH coocems on all Rogues 
C stated VEH inspected last month 
C stated DLR has had VEH tor 30 days 
C stated no longer wants VEH under lemon law 
C stated C WOt.lld like VEH bought back 
C stated had VEH for 6 days after purchase betore experiencing concerns 

CRR-PM apologized 
CRR-PM advised C that internal memo would be sent to ARBS-SD 
CRR-PM advised C that Nissan representative will be cootacting Cat some point 
CRR-PM offered case & agent ID 
CRR-PM offered further assistance 

C decliled & appreciated assistance 

Best cootact #: 9175730667 

Call ended mutually 

Created By: Nicki Barror (4/17/2018 8:53 AM) 
ORTS attached RO's 

Created By: Nick i Barror (4/17/2018 8:42 AM) 
ORTS called dlr 2691 for RO's. Aoorew emailing 3 including 1 open RO 
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created By~ Samantha rnxon I4111I201a a:19 AM) 
ARBS submitted tasks for RHR review. Even though the IIR is a denial and no defects were found, due to the customer being so upset ARBS submitted for RHR review to keep from c having to speak to another pe,soo 
and getting frustrated even more. 

✓ 

Created By: Samantha Dixon (4/17/2018 8:01 AM) 
ARBS received email from PL WR 

PL advised lNs matter was re~ and there were no defects fculd with the vehicle. The vehicle's FEB system was tested and ilspected and found to be fully fi.llc:tional ~ no problems. The OTS was unable to 
replicate the customer's concern. lhere is no evidence of a manufacturing or product defect that caused or contributed to this incident 

Created By: Samantha Dixon (4/9/2018 7:36 AM) 
~ ARBS received email from DTS advising that report has been uploaded to FTP 

Follow up with Pl in 10 business days. 

✓ ;~~~~r;.:~~~~ ~=~~;~7:n~ uploaded to FTP 

Created By~ Samantha Pixoo 1312.21201s 1:oo PM} 
ARBS made outlxlund call toe _____ spoke to C husband. 

ARBS advised that the inspector was unallle to make tt to the DLR today due to the weathe< and is shooting tor 3127 at 1pm for the inspection to take place. 

C advised that doesnt surprise c that the inspection isnt happening and that this whoie issue has been an inconvenience and that NNA doesnt care. 

✓ ARBS advised that NNA is trying to rectify the ooncem by conducting an inspection but this was out of the inspecto<s oontrol that the inspection didnt happen because of the weather. 

c continued to talk bad aboot Nissan and how c has been treated. 

ARBS advised that ARBS will follow up with c once the inspection results are available. 

call ended mutually 

created By~ Samantha Ohcon 131221201s 12:s1 PM} 
ARBS Received an emai from DTS: 

✓ So this inspection d;d not happen again today. We received another two feet of snow here this morning. This case will require a rescheduled. I have a smal opening on the 27th of march at 1 pm. Let me know if this 
works. 

Regards, 

Created By: Samantha OtlOQ (3121/2018 7:48 AM} 
ARBS made outlxlund call to c1 I ■■- spoke to c husband. 

✓ :~~~ ~~~~ ~:~ ~;;~~e to perf0011 the ilspection today due to weather but can do the inspection tomorrow at 10am. 
ARBS Requested for c to call ARBS baclt to confrm that c reoeived the vcmail. 
ARBS provided direct 

Created By: Samantha Dixon (3/21/2018 7:48 AM) 
ARBS received email from OTS Kevin: 

✓ Samantha, 
This case will need to be rescheduled as there is a large snow storm movilg through the area today. I can perform thus inspection tomorrow at 10 am. 
Regards, 

Created By: Samantha Dixon (3/15/201810:16 AM) 

ARBS made outlxlund call to c -■■- spoke to c husband. 

ARBS advised that ARBS received C vanail from yesterday. 

c stated that the rental veh that c has from the DLR is doing the same thing as c veh that c owns. 
c stated that c contacted the DLR and was given anothe< Nissan Rogue 2018 Vltiich is the same veh that c owns. 
c stated that the lady that is handfing the return of the loaner veil was rude aboot the veh being returned without the right amount of gas in the veh. 
c stated that c is extremely mad because of how the c is being treated and that the avy veil that NNA has availallle is Rogues. 
c stated that the loaner veh that is being provided to c is a base model and doesnt have the arnentites that c is paying for. 
C stated that C feels that C doesnt feel like NNA cares about C. 
c stated that c is going to do whatever c can do to get out of c lease veh. 

✓ ~:::::::~~::th~= !:e7.::0~m is the base model nissan is having the same issues. 

c stated that c doesnt want to eves drive a nissall again and wants to leave the brand. 

ARBS apologized for the experience that c has had with the veh and the brand. 
ARBS advised that NNA is not in oontrol aver the dealers and that the dealers are indel)endently owned and operated and that NNA cant oontrol the dealer 
ARBS advised that c case will be reviewed at the end o f the inspection on the option of getting out of c lease. 

c stated that c better get out of c lease or c will fight NNA until c does get out of the lease and leave Nissan all together. 

ARBS understood 
ARBS advised that ARBS will follow up with c once the inspection is completed and the results are availallle. 

call ended mutually 

✓ Created By: Samantha Dixon (3/14/2018 3:24 PM) 
ARBS received vcmail form C requesting a call back and advising that c has been treated honibly by NNA 

I 

• 

Created By: Christine Shackleton (3/14/201810:55 AM) 
•-----<:ASE CORRECTION .. --

In case notes C refers to Cs husband Richard Browne 
Cs husband called on Cs behalf 

Created By: Christine Shackleton (3/14/201810:53 AM) 
- [CASE SUMMARY] -

CRR.CS leaving case to ARBS for follow up 
CRR.CS emailed ARBS 

Created By~ Chri3lioe Sbackfeton (3/141201810:52 AM) 
CRR.CS < VERIFIED> Account information including: C's name, home & e-mail address, 
phone number & best contact number 
CRR.CS CHECKED for previous UNRELATED Case(s) and lound: 0 
CRR-CS CHECKED previous RElATED Case(s) and lound: 1 
CRR.CS NOTED concern is: RCAS follow up 

CRR.CS received inbound call from C 

C stated RCAS is not calling C baclt 
C is gor,g to try and get rid of Nissan now 
C stated C was told C could be out of a VEH for 10 weel<s 
C stated the rental VEH is having the same problem that Cs VEH had 
C stated VEH is coming to stop randomly 
C stated RCAS has nol reSPQnded baclt at all 
C stated C feels C is being treated fike garbage by NNA 

CRR.CS stated case owne<ship has changed to another specialist, Samantha 
CRR.CS offered to lransler C to ARBS VMX 

C agreed 

CRR-CS stated CRR-CS wil emai ARBS 

C agreed 

CRR.CS asked n there is anything else CRR-CS can help with. 
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Cdeclined 

CRR-CS provided C with agent ID: 7319344 and case numbe­

C understood 

CRR-CS transfefl'ed C to ARBS VMX 

Created By: Kyra Walton (3/12/2018 8:42 AM) 
RCAS-KW enteong case to make notes in regards to VMX re<eille<I. 

RCAS-KW received VMX from C in regards to case. 
✓ RCAS-KW ooting Illa! in VMX C slated Illa! ran into an issue with the loaner Illa! C was provided. 

RCAS-KW ooting in VMX Illa! C slated C was ve,y lllhappy willl how C is being treated. 
RCAS-KW IO<warded VMX to ARBS for further review. 

RCAS-KW exiting case. 

Created By: Samantha Dixon (2/2812018 2:37 PM) 
ARBS made OUUJound call to SMITHTOWN NISSAN 6313619696 LEFT A VCMAIL FOR ANDREW SERVICE MANAGER. 

✓ ARBS advised Illa! C has contacted NNA alleging a manufactures defect on Ille veil for Ille FEB and is requesmg an inspection to be compjeted. 

~~~~ ~~ u:,~:e
1
DTS in; ction will be dooe oo 3121 @ 10am 

Created By: Samantha Dixon (2/2812018 2:32 PM) 

ARBS made OUUJound call toe -■■- spoke to C husband. 

ARBS advised Illa! Ille earliest date of inspection will be 3121 @ 10am. 
ARBS advised Illa! ARBS will contact the DlR to advise of Ille inspection date. 

c is complaining aboot the loaner veh Illa! the DLR has put c in. 
c slated lllat the veh has no electrical windows, no GPS nollling. 

✓ ~ :: :::: ~ == ~%.,~.,:,:s:::e ~;,;ng a piece 

ARBS apologized for the incoovenience of the loaner veh but Illa! is based off the invento,y of the DlR And Illa! NNA has oo control a,er what the DLR provides to c. 

c stated that its unacceptable and that c should be receiving better service from NNA.. 

ARBS apologized for C frustrations. 

call ended mutually 

✓ ;~":~~i:~~~;ngi;SDR~~u(:;;'20189:41 AM) 

Created By: Samantha Dixon (2127/2018 9:34 AM) 

~~~~ ::S'i'!°"io% <;:n~;, £!!&ii iiU ;a ··- spoke to C husband. 

c slated Illa! there has been 3 separate incidents. 
c slated lllat c has only had Ille veil fo, 1 week. 
c slated Illa! c reh.rned Ille veil back to Ille Nissan dealer. 
c slated Illa! c hasnt had Ille veil for almost 2 weeks. 
c stated that c still owns the veh and is in a loaner, in a lower end model Rogue loaner. 
c slated that c was told by the DLR to too, Ille FEB off eve,y time c drove the veh c was doing Illa! and then the DLR told c to take the veh back to Ille DLR. 
c slated Illa! the malfunctioned has happened in the on Nichols Road wl>ch is a large open road just No,111 of Interstate 347 and twice in parking garage of Stooey Brooke University Hospital. 
c stated there wouldnt be any cars in front of c, over passes, no railroad tracks. 
c slated Illa! at the time of the FEB malfunctioned Ille veil would co,ne to a ve,y slow Sl)eed and then stop and lllen c can then go. 
c stated Illa! c cooldnt accelerate when Ille veh was trying to stop the braking. 
c stated lllat the FEB light would come on at the time of malfunction. 

✓ c slated Illa! c has neverhtt anyllling o,had anything in front of cat time of Ille FEB malfunctioning. 
C slated Illa! C has been WO<king with John at Ille DLR. 
c slated Illa! c is wanting Ille veil fixed or have Ille veil replaced. 
c stated that c is wanting a loaner that is exactly like c veh and that c is wanting NNA to cover lease payments. 

ARBS advised Illa! NNA would be interested in inspecting the vehicle. 
ARBS advised lllat Ille inspection process is 6-8 weeks, 24 weeks for the inspection to be completed and 24 weeks for the resuns to be made available. 
ARBS advised that c can stay in the loaner veh from the DLR and as for a different one c will have to take that up with the DLR as that is the DLR inventory. 
ARBS advised lllat c is stil financialy responsible for Ille lease payments but c case can be reviewed at the end of the process for oompensation of payments but not guaranteed. 

c understood➔ 

ARBS advised Illa! ARBS will follow up with C once Ille inspection date is available. 

c understood. 

call ended mutually 

✓ ;~eat~ ~y~ Sam!!.'!!.2t~~~~~~~~~~ UNDER REVIEW, PENDING PROBE VERIFICATION--~--------------

✓ Created Bv: Kyra Wattop (21231201812:08 PM+ ~g=e~~~a:.t~& 212 tJl&i, ooncem. phone 
RCAS-KW ADVISED 'This call may be recorded for quality and training purposes .• 
RCAS-KW VERIFlED VEH Info including: VIN#, Current Mieage, Warranty & Se<vice History 
RCAS-KW CHECKED for open recalls/campaigns and found: 0 
RCAS-KW CHECKED for previoos UNRELATED Case(s) and tound: 0 
RCAS-KW CHECKED previous RElA TED Case(s) and tound: 0 

RCAS-KW spoke to C's husband Robert Browne. 
RCAS-KW referred to C's husband as C. 

RCAS-KW advised lllat RCAS-KW is C's case manager and point of coolact for C. 
RCAS-KW slated RCAS-KW understands Illa! C is having concems will1 FEB system. 

C understood and state yes. 
C stated Illa! C purchased Ille VEH back in January and Illa! a week after purchase Ille VEH started having issues willl Ille FEB. 

RCAS-KW understood and apaogized to C. 
RCAS-KW intormed C that RCAS-KW will begin IIR report for C . 
RCAS-KW intormed C Illa! C will receive coolact willlin 3 business steps on what the next step is for C. 

C understood and thanked RCAS-KW. 

RCAS-KW understood and asked C to explain incident. 

C understood. 
C slated VEH is brand new and C's wile was driving on Nichojs Road which is a large open road and VEH braked. 
C stated that the weather was nonnal no snow or rain➔ 
C slated lllat C's wife does not feel safe driving VEH. 

RCAS-KW understood and apaogized to C. 
RCAS-KW asked C how would C i ke for NNA to assist 

C understood and stated Illa! C wants VEH to be safe and fixed o, replaced. 

RCAS-KW understood and infomled C Illa! C will receive response in 3 business days. 
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C thanked RCAS-KW for assislance. 
Call Ended Mutually. 

Created By: DeHenry Kidd (2/23/201811:51 AM) 
C requesting assislance willl forward emergency braking system. 

Created By: Christine Shackleton (2/23/201810:26 AM) 
CRR-CS < VERIFIED> Account infonnation including: C's name, home & ~ address, 
phone numbef & best contact numbef 
CRR-CS CHECKED for previous UNRELATED Case(s) and found: 0 
CRR-CS CHECKED previous RElA TED Case(s) and found: 1 
CRR-CS NOTED concern is: RCAS foilow up 

CRR-CS re<eived inbound call from C 

C stated Chas 2018 Rogue lllat is at DLR now 
C stated C doesni know what is wrong with VEH 
C stated RCAS left C VMX 
C called RCAS back 5 minutes late< and didn't get hold of RCAS 
C stated RCAS called Cs cell 
C called RCAS back 4 or 5 times 

C stated■■■■ is best contact number 

CRR-CS apoiogized for this 
CRR-CS stated CRR-CS w il emai RCAS 
CRR-CS offered to transle< C to RCAS 

C agreed 

CRR-CS asked if lllere is anything else CRR-CS can help with. 

C declined 

CRR-CS provided C will1 agent ID: 7319344 and case numbe­

C understood 

CRR-CS closing case. 

Call ended mutuaBy. 
CRR-CS transfenred C to RCAS VMX 

Created By: Kyra Walton (2/22/2018 8 :41 AM} 

✓ ~~=:~~.:~c,~ .. iiil!&iil..rs 
RCAS-KW setting follow up for 2/23118. 

Created By: Kyra Walton (2/22/2018 8:35 AM} 
RCAS-KW placed outbound call to Smithtown Nissan. 
RCAS-KW spoke to S~ike. 

✓ SM stated lllat C came in about a week ago for issues with Ille FEB system and DLR was unable to duplicate issues C was having. 
SM stated lllat C has been n.rning Ille system off and no codes and VEH is operating as it should . 
SM advised lllat usually DTS are requesting to come out and ~ at Ille VE now and requested a DTS apt for C. 

SM sent"""' copy of Open RO that is attached to case. 

Created Bv: Amaka Okg(Qf 12/2112018 9:03 AM) 
----CASE SUMMARY • 

I Customer is seekilg assistance with concerns on VEH brake system 

Best cootact 

Created By: Amaka Okaf0< (2/2112018 9:01 AM) 
CRR-AO VERIFIED Account Info including: C's name, home & email address, phone# & best cootact# 
CRR-AO VERIFIED VEH info including: VIN#, Current Mi eage 
CRR-AO CHECKED for open recalls/campaigns and found: 0 
CRR-AO CHECKED for previous UNRELATED Case(s} and found: 0 
CRR-AO CHECKED for previous RELATED Case(s) and found: 0 
CRR-AO NOTED Concern is: VEH concerns on brake system 

CRR-AO received inbound call from C 

C stated C and wife went into DLR and leased a 2018 rogue 
C stated C had VEH for about a week and half 
C stated DLR has had VEH 
C stated C has concerns on corrosion breakilg system 
C stated VEH brakes on its own with nollling in !root of C's VEH 
C stated VEH brakes in Ille middle of Ille road 
C stated DLR is stating lllat 111..-e's nothing wrong with VEH 
C stated VEH isnt wooang prope'1y 
C stated wife uses VEH to drive chilc:Rn and move around 
C stated wife feels unsafe 
C stated C is in a rental car at the moment from Nissan 
C stated DLR referred C to NNA CA 
C stated C is working with se<vice personnel john 
C stated C wants Nissan to find out what's ...-ong and fix tt 
C stated C wants VEH replaced if concern is unable to fix VEH 

CRR-AO apologized 
CRR-AO advised C lllat coocems are noted and case would be forwarded to RCAS for review 
CRR-AO advised C lllat C """Id be cootacted before EOB 2/22/2018 

C agreed 
C denied further assistance 
C thanked CRR-AO for infonnation provided 

CRR-AO gave C CRR-AO first name & ID 7319260 as well as case# 

Call ended mutuaBy 
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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 4/312018 

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 6,500 

Incident Codes. IIR REQUIRED 

lncidef'lt Date 

Sent to legal 

Accident 

Asbag 

Fire 

IIR lndic.ator 

IIROate 

HR -
Vehicle Information 

Vehicle JN8A T2MV9~r,-

Model Year 2017 

Make NISSAN 

Model Line ROGUE 

Model Code 29617 

Dealer Detai l 

Case Servicing Dealer ~ 

Case Servicing Dealer Region Northeast Region 

Bluetooth 

Related Items 

Responsible District 05 

SharedWrth 

Phone Carrier 

Phone Manufacturer 

Reported From 

Issue Categories 

Approwd Ched< Reques1s $0.00 

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

J Reopen Case 11 Clone Closed Case J 

C....Owne< -~ Type CA 

Case Origin Phone 

Executive Refenal 

Exee>Received-Oa.te 

Status Closed 

Datelrme Opened 2/21/2018 2:30 PM 

Date/Tome Closed 3/28/2018 3:41 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 

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 
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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: 

Notes to Agent 

System Information 

Subject VIN: Root Cause 

Created By 

Last Mocfrfied By 

CUSTOMER:­
JN8AT2MV9~ 

Amanda Marconis 2/2112018 2:30 PM 

NNAill, 12/11/2018 10:51 PM 

Case Record Type CA Oosed Case 

Root Cause Code 

Root Cause Code (2) 

Document ID 

Days Closed 797 

Action c- NT8F 

What action was taken? SF Provided Vehicle Information 

Agent Comments 

Agent Comments 

Agent Next Step 

I Reopen Case I ! Clone Closed Case! 

Case History 

Dale 

3128/2018 3:41 PM 

3128/2018 9:43 AM 

3/23/2018 9:50 AM 

3/20/2018 10:02 AM 

Show more • I~ 

Case Comments 

Pubic Comment 

Use, 

Alex Kang 

Created By: Alex Kang !3128/2018 3:40 PM) 

Action 

Changed Status from Open to Closed. 

Closed. 

Changed Follow Up Date from 3128/2018 to 4/312018. 

Changed Follow Up Date from 3123/2018 to 3128/2018. 

Changed Follow Up Date from 3120/2018 to 312312018. 

ARBS closing case as C met with DTS-cartos Ferriera and is oontent on waiting for the software update for the FEB coocem. 

Created By: Alex Kang (3128/2018 3:40 PM) 
ARBS made outbound cal a 

ARBS asked how the inspection went and tt C was satisfied with the inspector 

C stated DTS fixed the two back doo<. 
C stated the problem C is having is a software issue and C has to wa~ for the software fix. 

ARBS asked tt C needed further assistance 

C stated tt C doesn1 hear anything from the OLRSHP C wil call ARBS baclL 

ARBS thanked C. 

C thanked ARBS. 

Cal ended mutually 

Created By: Alex Kang (312312018 9:49 AM) 
ARBS emailed DTS-Corlos Ferreira regarding tt OTS inspection wil be uploaded to FTP soon. 

Created By: Alex Kang (31201201810:02 AM) 
ARBS emailed DTS-Corlos Ferreira regarding ij DTS inspection w il be uploaded to FTP today. 

Created By: ~ (3/12/2018 3:10 PM) 

ARBS made outbound cal atiiiiiiil 
ARBS left VXM providing case numcer, oest oontact information and DTS inspection 

Created By: Alex Kang !3/212018 1:34 PM) 
ABRS made outbound cal to C at 

ARBS asked tt DTS appointment would work for Con 3/13/18 at 9 am 

C stated that works fine for C. 

ARBS stated ARBS will gi'Je C a follow up cal on the 12th tor a remainder call. 

C thanked ARBS. 

ARBS thanked C for C's time. 

CAI ended mutualy. 
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Created By: ~(2/271201811 :15 AMJ. 

~~=~~~~~~:,;£ £JiiL111e case. 
ARSS proceeded 'MIil probing questions. 
ARSS asked for detail description on Ille incident 

C stated happens a lot in the parlting garage. 
C stated Saturday evening and wasn't many cars on the highway. 
C stated Route 20 to Route 80 driving on a flat surface then declines. 
C stated n was a clear day arotlld 20degrees. 
C stated n was around 7:30ish. 
C stated there was no one in front of C at that time. 

ARSS stated ARBS will be sending out an inspector to look at Ille llellicle. 
ARSS stated ARSS will get back in touch witl1 C once ARBS receives Ille inspection date and time. 

C stated there is a ooncem regarding the two back doors regarding the insulation isn't there. 
C stated C is talking about Ille sound and feel of Ille door and when C opens and closes Ille door, n sounds hollow. 
C stated C feeis like something is missing the back door. 

ARSS stated ARSS will let the inspedor know of lllis as well . 

C lllanked ARBS. 

ARBS thanked C for c· stime. 

Cal ended mutually. 

Created By: Alex Kang !2/22/2018 3:37 PM) 
--- ' " ARBS RECEIVED CASE, U NDER REVIEW, PENDING PROBE VERIFICATION----

Created By: Kelli Donovan (2/2212018 1:56 PM) 
RCAS-KD placed call to C @ 
RCAS verified address, emai1 aaaress, ana phone number. 
RCAS advised Ille call may be recorded for qualfy and training purposes. 

RCAS vemied ooncems. 

C stated tllat Ille front doors when the doors are closed, there is some weight to them and they just dose. 
C stated Ille two back doors. 
C stated there is something missing from the veh. 
C stated Ille SM advised that the dlr cannot take apart Ille veh. 
C stated that Ille SM at Nissan 46 advised. 

RCAS understood and apologized. 
RCAS stated that SM has been in touch with DTS in regards to ooncem and getting an inspection set up. 

C stated the other ooncem is that e's veh will just stop. 
C stated for some reason the veh will brake on ifs own. 
C stated c was on Route 80. 
C stated that c is concerned this will cause an accident 
C stated sometimes the light on Ille dash wnh two veils and a star wil come on. 

RCAS understood. 
RCAS perormed IIR process. 

Cal ended mutually. 

Created By: Kelli Donovan (212212018 8:51 AM) 
RCAS-KD placed call to Nissan 46 and spoke to SM-Mike. 

S-ke stated Ille veh is operating as designed. 
SM stated e's complaint is a hollow noise when closing the door. 
SM stated that SM spoke to DTS in regards to e's veh and DTS advised to have c call in to set up an appointment to inspect veil. 

RCAS understood. 
RCAS lllanked SM. 
Cal ended mutually. 

Created By: Amanda Marcooi3 121211201a 2:48 PM) 
"CASE SUMMARY-

CRR-AM is sending case to a Regional Consumer Affairs Specialst k>r further review 

Created By: Amanda Marconis (2121/2018 2:47 PM) 
CRR-AM VERIFIED Account in1ormation induding: C's name, home & e-<nail address, 
phone number & best contact number 
CRR-AM VERIFIED VEH Information including: VIN #, Current Mileage, Warranty & Service History 
CRR-AM CHECKED for open recalls/campaigns and found: 0 
CRR-AM CHECKED fo, previous UNRElA TED Case(s) and tound: 0 
CRR-AM CHECKED previous RELATED Case(s) and 1ound: 0 
CRR-AM NOTED ooncem is: DlRSHP complaints and VEH ooncems 

CRR-AM Reaeved an imbound call from C 

C stated C's VEH car has been in se',lffll( times regarding warranly concerns and VEH concerns and C has DLRSHP complaints 

C stated C's 2 back doors sound hollow like they dent have Ille installation on them 

C stated Ille DlRSHP told C that nissan rep needs to be there and they wont fix Ille VEH without one 

C stated VEH is decid ing to stop willingly and lllat VEH is breaking down and b<eaking down on highway 

C stated that Ille DlR kept Ille car because ol lllat concern 

C stated Ille DLRSHP said Ille sensor must be dirty 

C stated theres an icon warning light comming up on the dashboard saying llleres a car infront of C's VEH when there is not and n njght be a gliche but DLRSHP can nol tel C this 

C stated VEH is revening up too high when C goes 40 to 60 whi e driving 

CRR-AM advised C that this case will be sent off to a Regional eon...,,..- Affairs Specialist for ft.r111er review 

C understood and will wait for call 

Best contact#: 

Cal ended mutually 

Page 3 of 4 

Case Categorizations 

Action ea..~# Catego<y Description 

NSN DEALER SERVICE 
DEPT. 

Subcateg«y Description 

VEHICLE MAINTENANCE 
(NISSAN) 

Case Categorizations Help 

Symptom Description Major Component Code Category Date Symptom Code Catego,y Code Subcategory Code Concern Code 

GENERAL INQUIRY QC 2/21/2018 ZR BF 223500 oc 

Forms FonnsHetp 

Action Fonn Request Type C<NtedBy 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 ~""Y I/it! I Case ConYnents WI I c..,.. Categorizations W I ,E= W 

Case Detail 

Account Name 

Contact Email --letter Se-nt Date 

Lette< Received Date 

Follow Up Du 6/18/2018 

Supporting Documents 

CA Multiple Repairs 

Social Media Involvement ✓ 

Martiz. Customer Id 

Case 0wnH" Location Murfreesboro 

J Reopen Case 11 Clone Closed Case J 

Case Owne< Social Media CRM Team 

Type Soci..USA 

Case Origin Twitter 

Executive Referral 

Exeo-Reoeived-Oate 

Status Closed 

Datelrme Opened 2/22/2018 7:35 AM 

Date/rome Closed 6/18/2018 8:13 AM 

Multiple Repairs No 

Executive Summary 

T exting Status Executive Actions To Resolve 

Case Reopen Count 0 

Description CUstomer is seekilg repurchase for FEB ooncems 

Call Script 

Who contacted us? Coosumer 

# Vehicles Owned 

Vehicle Purchased 

Pre--Owned Initial Mileage 

Current Mileage 

Incident Codes . IIR REQUIRED 

Incident Date 

Sent to Legal 

Accident 

Awbag 

Fire 

IIR Indicator 

HR Date 

HR -
Vehicle Information 

Vehicle JN8A T2MV9HV 

Model Year 2017 

Make NISSAN 

Model Line ROGUE 
ModelCooe 29617 

Dealer Detail 

ease Servicing 0ea1er CHERRY HU I NISSAN 
Case Servicing Dealer Region Northeast Region 

Bluetooth 

Related Items 

Responsible District 01 

SharedWrth 

Phone Carrier 

Phone Manufacturer 

Reported From 

Issue Categories 

Approwd Check Req<IOSts $0.00 

https://nissanna.my.salesforce.com/5000G00001RRE5XQAX 

Veh;d<, Mamtained locatm CHERRY HILL NISSAN 

Previous Repair Date 

Previous Re-pair Location 

Related Vehide Make Nissan 

XTIME Appointment Number 

Rollover 

Property Damage 

Injury lettH 

Number Injured O 

RHR Started 6/11/2018 

RHR C«npleted 6/11/2018 

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 0 

Data Net ✓ 

Oatanet Dealer Date 6115/2018 

Deale...- Instructions Sef'vice Dept Review 

Requested Dealer Action FYI 

Bluetooth Ticket Status 

Phone Model 

Phone Operating Sysiem 

Goodwill Offered 

VCAN 

GoodwiJI 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:­
JN8AT2MV9~ 

Sprinklr, 2/22/2018 7:35 AM 

NNAill, 12/10/2018 10:53 PM 

Case Record Type CA Oosed Case 

Days Closed 715 

Action c- NT6A 

What action was taken? 6A Vehicle Performs Normally 

Agent Comments 

VIN: 

Agent Comments RHR Denial make sure letter processed close the case. 

Case History 

Dale 

Agent Next Step 

Iker 

I Reopen Case I ! Clone Closed Case! 

Action 

Root Cause 

Root Cause Code 

Root Cause Code (2) 

Document ID 

SCIN 

6118/2018 8:13 AM Tranisha Woods-Sweatt Changed Case Owner from Andano Howard to Social Media CRM Team. 

Changed Status from Open to Closed. 

6118/2018 8 :13 AM 

6115/2018 4:38 PM 

Show more • I~ 

Case Comments 

Pubic C«nmenl 

Tranisha Woods-Sweatt 

Tranisha Woods-Sweatt 

Created By: Tranisha Woods-Sweatt (611512018 4:32 PM) 
RCA> TW is closing Case as no further assistance can be offered at this time. 

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

RCAS-TW submitted the RHR to ARBS. 

✓ ARBS denied the RHR. 

RCAS-TW informed C. 

C escalated. 

-STATEMENT OF DECISION'"' 

Closed. 

Changed Case OWne-r from TOOsha Woods-Sweatt to Andario Howard. 

Changed Follow Up Date from 6/1512018 to 6/18/2018. 

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

✓ Created By: Janisha Wilkerson (6/15120184:28 PM) 
SRCAS,JW is returning case back to RCAS-TWS lor case dosure pending C returns cal bacl< to SRCAS-JW 

✓ Created By: Janisha Wilkerson (6/1512018 4:27 PM) 
SRCAS,JW is assisting supervisor cal back request 

~~~ =J L '"&Ia; i re<Xlrded for training and quality l)<ljlOSeS 
C stated that no one from NNA will address Cs concerns 
C's phone call dropped 

SRCAS,JW called C back again al 
SRCAS,JW advised C the call may oe re<XJ<aeo ror training and quality l)<IJlOSeS 
C apologized for C's phooe losl reception 
C stated that a NNA technical specialist came to inspect the veh 
SRCAS,JW apologized for the braking coocerns C is stamg that is occurring with the veil 
SRCAS,JW advised C according to the dlr and the technical specialist, C's - is operating as designed 

Page 2 of 6 

Ca-se History Help 

Case Conments Help 

SRC~ rerecorded for C to return back to the dr to allow the dlr to recheck the veh to see if there are any concerns to address at this time and also for the dlr to address arry additional questions C may have 
C's phone call dropped again for the se<ood time 

SRCAS,JW called C back again aJ 
SRC~ advised C the call ma ui::: 1c:mucu '°' training and quality ptl'POSeS 
C apologized lor C's phooe lost reception 
C stated by goilg back to the dlr may not address C's concerns 
SRCAS,JW advised C that SRCAS-JW not RCAS-TWS are mechanically inclined which is why the dlr is relied upon to provide infoonatioo of the veh concerns 
C stated C spoke the technical specialist for 30 minutes or so 
C's phone call dropped again for the 3rd time 
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SRCAS-JW called C back again a: received voice mail 
SRCAS-JW left vmsg for C to retu ,1 l,;illl 11n;1uu11,y SRCAS-JW contact numbe 

Created By: Tranisha Woods-Sweatt (61141201811 :48 AM) 
RCAS-lW made outlxlund call J 
RCA> TW ADVISED "This call ue ,c~urUC"U ,u quai ty and trailing purposes: 

RCAS-lW infooned C that NNA is not in a position the repurchase C's VEH. 
RCAS-lW infonned C that ij C would i ke the dispute the case C can cootact the BBB. 

C stated that is o«ay. 
✓ C stated ifs frustrating that NNA does not oomnmcate with custome<s. 

C asked if there is someone tjgher up that C can discuss the case with. 

hours of operation Monday-Friday 7 AM-4PM CST, and case nurrlllei 

RCAS-lW infooned C that RCAS-lW manager 1MI have to review the case and call C by the EOB 6115. 

C undefstood. 

RCAS-lW thanked the C for the C's time. 
Call ended mutualy. 

Created By: I aki3ha Eknedict (611312018 5:55 PM) 

Page 3 of 6 

ARBS notes based upon the RHR provided and a good faith review of C's concerns, NNA is not in a position to offer a repurchase of this vehicle. NNA wiD continue to honor the tenns and conditions of al applicable 
warranties. 

Created By: Lakisha Benedict (6113/2018 5:55 PM) 
ARBS-kb reviewed RHR with 
DRTTL_AM. 

Created By: Shauna Urt>an (6113/2018 4:0S PM) 
RCAS-SU placed outlxlund call t 

RCAS-SU stated case lll.lllbe<, oontact info RCAS-lW, office hours, and fojlow up date of Monday 6118. 

RCAS-SU stated on VMX case was still under review. 

Created By: Lakisha Benedict (6113/20181:20 PM) 
ARBS-kb note the following RHR review: 
ARBS-kb note the following STATE: NJ 

~~~~s~~e;rs:~~~.2££ I J&k.NG ENGAGED BY ITSELF ROAD TESTED BY FIELD ENGINEER 26 MILE>--UNABLE TO REPRODUCE ABNORMAL CONDITION, WORKING AS DESIGNED 

Created Bv: i ••lie Griffin (6/1212018 8:05 AM} 
ORTS received the RHR. The RHR was assigned to ARBS Lakisha Benedict for review. 

✓ ~;~~~:~•~~~Sweatt (611112018 4:39 PM} 

.,. Created By: Tranisha Woodsz7tt(7;113;8 PM} 

~g~~ ~~~;: ~~ ... s '""' "'• .,.,..,ct#, and C's case#. Requested a cal back. 

Created By: Jrnofflba Wooda-Sweatt (61812018 8:40 AM) 
RCAS-lW made outlxlund call to OTS Nick Aamini. 
RCAS-lW asked DTS d DTS could an--- the RHR questions. 

DTS stated the VEH is operating as normal. 

✓ DTS stated DTS wouldni recommend a,;ry RHR since there is a buRetin coming out soon. 

DTS stated DTS noticed that C added aftermai1tet tires that are perturbing from the VEH . 

DTS stated that might be affecting the VEH as well. 

RCAS-lWthanked DTS. 
Call ended mutuaBy. 

~~~~~~~•=~Qcli~~018 5~3 PM' 

RCAS-SU left VMX for C. 

RCAS-SU stated case runber, oontact in office hours and follow up date Friday 618. 

✓ ~;~~~r::·thiz:w~1t"J!::~
0
:i~'=J..s 

Created By: Tranisha Woods-Sweatt 5131/20181 :16 PM} I last Modified By: Tranjsha W99dt-Swoatt (5131/20181:16 PM) 
RCAS-lW made outlxlund call 
RCAS-lWVERJFIEDC'sname, orne ema, ess, ooncem, phone. 
RCAS-lW CHECKED for open recalls/campaq,s and found: 0 
Previous UNRELATED Case(s} Fomd: 0 
Previous RELATED Case(s) Found: 0 
RCAS-lW ADVISED "This call may be recorded for quaity and tranng purposes.' 

RCAS-lW understands that C is wanting NNA to repurchase the VEH. 

C confirmed. 

RCAS-lW infonned c that RCAS-lW has a few questions: 

- - ---<"RHRQ~stion,s---- - -
✓ Why do you want to return the veh to NNA? The VEH randomly cut off on C wllile driving. 

Where is the veil currently? IMth C 

Where was the veh pun:hased? Cherry Hil Nissan 

Was tt pt.l'chased new or used? Newneased 

If used, when was the veil pt.l'chased? NIA 

Where is the veil serviced? Has the veil been taken to multiple Nissan/lnfmy dealers? IF YES-document names of dealers/retailers. Cherry Hill Nissan 

RCAS- lW advised the C that RCAS-lW will follow up on: 615 
RCAS-lW provided the C with RCAS-lW cootact lll.l1lbe< via email. 
RCAS-lW thanked the C for the C's time. 
Call ended mutualy. 

Created By: Dakota McGce99f (5130/2018 4:04 PM) 
✓ ---•ARBS notes transferring case to RCAS for further handling__... 

ARBS notes to RCAS: prease ocmpjete RHR process with C 

Created By: Dakota McGrew 1513012018 4:04 PM) 
IIR -FEB- EST 

Created By: Dakota McGrew 15130/2018 4:03 PM) 

✓ :~~;=~~~~~7;2~1~DEX 
ARBS attached letter and label to case 

✓ Created By: Dakota McGregor (5130/2018 3:58 PM) 
ARBS assisting AR.BS AK as is on leave 
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~~~~ ~!t,ce:,, °t::= ~a: &Jt 
ARBS apologized for lengttl of review, ARBS infonned that ARBS AK lell on emergency leave 
C informed that C hopes ARBS AK is okay as ARBS AK seemed like a really nice man 

Page 4 of 6 

ARBS infonned that Nissan has found that there were no problems found with the llffl, the veh FEB system was tested and inspected and found to be ful y functional. There are no related DTCs and DTS was unable to 
replicate the incident 

✓ 

C states that Cs first incident the veh slanvned on the brakes and was severe braking 
C states C felt like brakes were de!)<essed all the way by system 
C states second ilcident was less severe 
C states that C is wonied that incident wil happen again 
ARBS apologized and expjained that specialists that reviewed case informed that there is an update for the FEB slated to be released that may or may nol address Cs concerns 
C states C is unhappy with resolution 
ARBS apologized and informed that Nissan would be sending C a lette< for Cs records 
C states C does not feel sale When this could happen again 
C inquired about other options 
ARBS reviewed case with SRPLNR FD 
ARBS infonned that Nissan can offer to review for rept.l"chase of Cs veh 
ARBS infonned that is a 10 business day process and is not guaranteed that Nissan will be in a positoo to repurchase Cs veh 
C states C would i ke to have veh reviewed for repurchase 
ARBS informed that an RCAS would cootact C no later than close of business tomorrow 
C agreed 
ARBS offered ftwther assistance 
C declined 
ARBS thanked C 
C thanked ARBS 
call ended mutually 

Created By: Samantha Pilon 15130I201s 3:36 PM) 
SR ARBS received email from PL WR 

PL advised This matte< was reviewed and the<e were no p<oblems found with the llellicle. The vehicle's FEB system was tested and inspected and found to be fuly functional. There are no related DTCs and the DTS was 
unable to replicate the incident 

created By: Samantha rnxon 151231201s 10:41 AM} 
✓ SR ARBS assisting ARBS AK while 000 

✓ 

SR ARBS sent email to PL for update on case 

Created By: Alex Kang 15116/2018 3:50 PM) 
ARBS emailed PL regarding if a resolution has been made. 

Created By: Alex Kang (514/2018 8:42 AM) 
ARBS notating DTS-Nick flanjni has uploaded inspection report on FTP on 513118. 

ARBS moving case oot for PL resaution. 

Created By: Alex Kang (4/2612018 8:21 AM) 
ARBS made ootbound call a 

ARBS stated ARBS wanted to gi11e Ca friendly remind..- clal that the appointment has been set for tomorrow at 10 AM at Cherry Hill Nissan. 

C thanked ARBS. 

Call ended rnul\Jaly. 

Created By: Kathryn Ludwikowski (4113/2018 8:48 AM) 
SMS-KL documenting C's social media activity via Twitt..-. 

C: @9to5mac @iPeterCao Yeah, thanks for nothing @NissanUSA. @ 

Created By: Alex Kang 14/5/20181:59 PM) 
ARBS made ootbound call a 

ARBS asked tt April 27th at 10AM at Cherry Hil Nissan would work for C to bring in the vehicle 

C stated yes. 

ARBS stated o«, ARBS will notify the inspector regarding this. 

C stated there is nothing that anyone can do about the navigation unit. 

ARBS stated oofor11Jnately, the inspector will only look at the FEB system. 

ARBS apologized and stated the navigation syslem is from a third party vendor and there isn't much Nissan would be able to do. 
ARBS stated everything has been notated in C's case though. 

C stated ok. 

ARBS stated ARBS wil gi11e C a friendly remind..- cal on the 26th. 

C thanked ARBS. 

ARBS thanked C for C's time. 

Call ended rnul\Jaly. 

Created By: Alex Kang {4/21201810:46 AM) 
• ARBS made ootbound call J 

ARBS leftVXM providing c ""''""" • - contact information and requesting call back. 

CreatedBy:~(4/2/20189:15AM) 
ARBS emailed DTS-Nick Aamini requesting next date and time for DTS appointment 

Created By:~ (312612018 9:39 AM) 
ARBS made ootbound call J 
ARBS left VXM providing c , .. ,.,.,, , .,.,,,1 contact information and requesting call back. 

Created By: Alex Kang {312612018 9:36 AM) 
ARBS received inbound call from OTS-Nick Flamili. 

DTS-NF stated the custom..- is a no show. 

ARBS thanked DTS-NF. 

Call ended rnul\Jaly. 

Created By: Alex Kang {312312018 10:29 AM) 
ARBS made ootbound call . J 
ARBS left VXM providing ca , .. , ... ' - contact information and requesting call back_ 

✓ Created By: John Michael Pahl@YAP {3/21/2018 4:56 PM) 
SMS-JMP documenting C's social media activity via Facebook: 

SMS: Michael, 
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At this time, tt you would fike to speak with someone aboot your case, prease contact a Speciafist directly, usilg the ntmbef provided above. 

Thank you, 
Clltis 

Created By: John Michael Pahtavan (3121/2018 4:54 PM) 
SMS-JMP documenting C's social media activity via Face!Joolt: 

C: Michael, 
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✓ At this time, tt you would fike to speak with someone aboot your case, please contact a Speciafist directly, using the ntmbef provided above. 

✓ 

Thank you, 
Clltis 

Created By: John Michael Pahtavan (3121/2018 4:49 PM) 
SMS-JMP documenting C's social media activity via Face!Joolt: 

C: What do you mean they are wor1<ing di igentty? They ne-tollowed up aboot the cruise cootrol problem, as they said they would and no one was willing to help with the navigation issues. I was sent to three different 
people who all sent me to each other. It's a joke. This is my sixth Njssan/lnfiniti and I've never had issues like this before. The navigation system is garbage and is ~etety ruining the experience of the car. 

Created By: John Michael Pahtavan (3121/201811:43 AM) 
SMS-JMP documenting C's social media activity via Face!Joolt: 

C: You guys have been very i tlle help. No follow up on promises made and now I'm having even more GPS problems, to which I was already passed around to 3 different people. No one there seems to care about 
anything and ifs very disappointilg, to say the least. 

✓ Hello again Michael, 

✓ 

We're sorry k>r your continued frustration and assure you that our team of Specialists are working diligentty to resotve your concerns. Should you wish to speak with someone directly regarding your case, pfease don't 
hesitate to call the phone number i sled above and be ready to reference your 

Thank you, 
Clltis 

Created By: La..-en Roberts (3120/2018 2:51 PM) 
SMS-LB documentilg C's social media activity via Facebook: 

C: My last 6 cars have been@NissanUSA/@INFlNITIUSA but I might be done. This POS Rogue stops on its own, and now the GPS says ok to a deslilation but does nothing. Nissan hasn't tollowed up aboot braking 
(SAFETY) issue and won't do anything about the GPS. Not who they used to be. 

Created By: Alex Kang 1312/201810:05 AM} 

~~~;=~~°!;.,a a Et a/26 at 10AM EST. 
ARBS stated DTS would also fike to oonduct a phone interview tor C regarding the vehicle. 
ARBS stated it wil come from a restricted number. 
ARBS asked tt this was good for C. 
C stated yes 
ARBS asked wllat time would be a good time for the inspecte< to call C. 
C stated later this afternoon if inspector can. 
C staled tater Monday afternoon. 
C stated aroood 3:00 PM EST. 
C stated this is the best contact number. 
ARBS stated ARBS wil get in touch with the inspector and let the inspecte< know of the date and time. 
C thanked ARBS. 
ARBS thanked C for C's time. 
Call ended mutualy. 

Created By: Alex Kang 12/27/2018 9:51 AM) I Last Modified By: Alex Kang 12/27/2018 9 :51 AM) 
ARBS made outlxxmd call· z 
ARBS asked ij Chas 1~20 es ,o spea1< aoout the case. 
ARBS proceeded with probing questions. 
ARBS asked tor detail description on the incident. 

C stated it was cloudy and normal weather. 
C stated C was going around 45mph. 
C stated no one in front of C. 
C stated as C was driving through an intersection it was in the middle of the intersection and made an audibre beep. 
C stated C saw flasi.ng red on the dash, C doesn't know which was ftashing. 
C staled the vehicle slow down to 20mph and it was sudden. 
C stated C didnl hit the brakes 
C staled C kepi driving through. 
C stated the road had a slight decline after the intersection than indine after the inte,section. 

ARBS stated ARBS wil be sending out an inspector to look at the vehicle. 
ARBS stated the vehicle would need to be brought to Cheny Hi t Nissan. 
ARBS stated ARBS wil get back in touch with C once ARBS receives more infe<mation regarding the inspection date and time. 

C asked tt C has to bring n to the DLRSHp. 

ARBS stated yes as the inspector can not come to C's house. 

C stated C has a problem with the navigation as well. 
c stated n is very stow. 
C stated it kind of ruins the experience, of ownilg an navigation system. 
C stated ij C goes to C's vehicle and C wants to go to the destination, but doesnl load the traffic. 
C stated it has a limitation with Sirius. 
c stated n doesn't really load it fasl 
C stated can C use Apple Carplay? 

ARBS slated ARBS would have to refer C to the Nissanconnecl department as the department can assist C with gelling everything set up. 

C statedok 
C thanked ARBS. 

ARBS thanked C for C's time. 

Call ended mutualy. 

Created By:~ (212612018 7:41 AM} 
' --ARBS RECENED CASE, UNDER REVIEW, PENDING PROBE VERIFICATION-------~·--

Created Bv: QetleOIY Ki<jd 12/23/201811:21 AMI 
C alleged malfooction of the FEB system. 
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RC~ VERIFIED C's name, mailing address, e-mail, phone#, vehicle 
RC~ CHECKED for open recalls/campaigns and found: 0 
Previous UNRElATEO Case(s) FOllld: 0 
Previous RELATED Case(s) Found:0 
RCA>AH ADVISED "This cal may be re<Xlrded for quality and training purposes.• 
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RC~ placed outt>ound call to C ' J 
RC~ stated that RC~H is Cu omer s "eg,onal Consumer Affairs Case Manager and in sllat, that means that R~ is C's point of contact with Nissan Corporate regarding Customer's ooncems or questions 

✓ 

with vehicle or DLR 
C stated that tt happened one time on 40 lll)h road. 
C stated C everything went red on dash 
C stated the VEH braked by itself. 
C stated concern lasted for a few seconds and the VEH has been operating noonal since then. 
RCA>AH apologized for C's experience. 
RCA>AH asked C the info to oonipjete IIR form. 

C stated C is not too worried about this concern at the moment 
C stated C has had 7 Nissan/Infinities. 
C stated the one concern C is having is that GPS is awful. 
C stated that GPS doesni wor1< correctly. 
C stated that C has to use a separate service in order to Sirius XM 
C stated C is frustrated with this 
C inquired ~ there was any way that C can get an updated software. 
RCA>AH advised that someone wil be in toucll with C no later than 3 business days to further address C's concerns. 
C unde<Stood. 
Call ended mutuaBy. 

created By~ Cacck: Eeathwtooe (212212018 9:50 AM) 
SMS-CF documenting C"s Twitter OM: 

C: Ok, thanks. 

Created By: La..-en Roberts (2/2212018 7:46 AM) 
✓ -SMS-LB DOCUMENTING C'S PREFERRED CONTACT NUMBER"-

Created By~ I a&om Botwl3 (2/22/2018 7:46 AM) 
..,. __ .,.._._ SM~LB ESCALATING CASE TO RCAS --

✓ SMS-LB advising C that concerns have been documented and case has been created. 
SMS-LB requesting that RCAS contact C no later than COB 2/23/2018. 
SMS-LB providing C with 800 numbef and case numller for reference. 

Created By~ I ftfRD BQheJ13 (2122/2018 7:44 AM) 
SMS-LB documenting C's social media activity via Twitter: 

C: Apparently nvJ@NissanUSA Rogue saw a ghost car or something. Driving through an intersection, tt freaked out (red on dash, audille warning) then tt slammed the brakes on tts own. II a car was close behm, 
definttety would have been an accident. Thanks, Nissan. © 

SMS: Hello,_ We would appreciate the oppom,nily to forward your ooncems along to a Specialist to have yo..- experience prope,1y reviewed & ad«essed. Please OM us your VIN, the name on yo..-Rogue's 
registration, ~e number & name of servicing Nissan dealer. Thank you. 

✓ C: Hi. lfsa2017 RogueSL AWO. vin: JN8AT2MV9H,,_. Unde<myname 

C: And my numller i 

SMS:Hello-

Got tt from Cheny Hi l Nissan. 

~an!:°~vr:=:~:~~~i~r~!:~:.:::,~:=~~~;:i:t! iJJIJ. 11~~:ak~=ew=~u::::~~~~~~•=~=~~:~=~• 
a.m. to 10 p..m. Of on Satisdayfrom 7 am. to 5 p.m➔ CT. Be sure to reference your VIN upon calling. 

Warm regards, 
Alex 

Case Categorizations 

Action ~ ~ # Catego,y Description 

INTERIOR 
ELECTRICAL 

Forms 

Action Fonn - Request Type 

IIR 

SUbca>,gory Oescripticn 

FORWARD E'-ERGENCY 
BRAKING (FEB) 

C<ea11N!By 

Symptom Oescription 

POOR OR IMPROPER 
OPERATION 

Andario Howard, 2/22/2018 3:42 PM 

Case Categorizations Help 

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

26 5/30/2018 YX AV 320500 

Created Date 

2122/2018 

OA 

Forms Help 

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

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

Case Detail 

Account Name 

Contact Email -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 

Texting Status 

Case Reopen Count 

J Reopen Case 11 Clone Closed Case J 

Description Special Project NML- PIO Pilot Follow up 

Call Script 

Who contacted u.s? Japan/ Nissan Motor Ltd. 

#Vehicles Owned 1 

Vd'liele Purchased New 

Pre-Owned Initial Mileage 

Current Mile- 175 

Incident Codes - IIR REQUIRED 

lncidef'lt Date 

Sent to legal 

Accident 

Asbag 

Fire 

IIR lndic.ator 0 

IIROate 

HR 

Vehicle Information 

Vehicle 

Model Year 

Make 

Model Line 

Model Code 

Dealer Detail 

Case Servicing Dealer 

Case Servicing Dealer Region 

JN8A T2MT9JII 

2018 

NISSAN 

ROGUE 

22518 

Responsible District 00 

Bluetooth 

Related Items 

SharedWrth 

Phone Carrier 

Phone Manufacturer 

Reported From 

Issue Categories 

Approwd Ched< Reques1s $0.00 

https://nissanna.my.salesforce.com/5000G00001RRL32QAH 

C....Owne< 

Type 

Case Origin 

Executive Refenal 

Exee>Received-Oa.te 

■ Russell Lawyer 

TS 

Data Load 

Status Closed 

Datelrme Opened 2f12/2018 11 :42 AM 

Date/Tome Closed 3/2/2018 2:12 PM 

Multiple Repairs No 

Executive Summary 

Executive Actions To Resolve 

Vehicle Maintained Location CERRITOS NISSAN 

Previous Repai.r Date 1/1Sl2018 

Previous Repair Location CERRITOS NISSAN 

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 

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 WO<l<Phone I,,_ 

Vert>atims 

Alert Trigger Verbatim 

Survey Verbatim 

Deale< Action History 

NNA Notes 

Customer Conversation Notes 

DTS Inspection 

Mobile Phone 

Email 

Attemate Email 

OTS Inspection Date OTS Inspection Date Confirmed? 

DTS Request Type Notes for OTS (Vehicle Concerns) 

Inspection Time/Notes Appointment Time: 

System Information 

Subject 

Created By 

Last Mocfrfied By 

Notes to Agent 

CUSTOMER:­
JN8AT2~ 

Managed Services, 2/22/201811:42 AM 

NNAill, 12/11/2018 10:51 PM 

Case Record Type CA Oosed Case 

Days Closed 823 

Action c- NT8G 

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

Agent Comments 

Agent Comments Special Project NML Pro Pilot 

VIN: 

Oose case if no contact from C by 11:02 am on 315118 

Agef'lt Next Step 

Case History 

Use< 

3/2/2018 2:12 PM Brnswll I m«Yf;[ 

I Reopen Case 11 Clone Closed easel 

Action 

Changed Status from Open to Closed. 

Closed. 

Root Cause 

Root Cause Code 

Root Cause Code (2) 

Document ID 

3/2/2018 1 :35 PM Mananesl Sendra Changed Reopen Date from 312/2018 1:35 PM to 312/2018 1 :35 PM. 

Changed Follow Up Date from 3/5/2018 to 3/2/2018. 

Changed Reopen Date to 312/2018 1 :35 PM. 

MPie(mgre . 1~ 

Case Comments 

Public 

✓ 

✓ 

✓ 

✓ 

✓ 

✓ 

✓ 

Comment 

Created By: 81FV&H I awve:r (312/2018 2:11 PM} 
TCS.RL is doSJng case pending next course of action from NML 

Created By: 81!3¥111 awxe:r t312/20181 :59 PM) 
TCS.RL placed outlxlund call to C's wife, Any, JS 
TCS.RL advised "This call may be recorded for ny ano ua,n,ng purposes.• 
TCS.RL verified C's name, mailing address & email address. 

TCS.RL asked NML questions. 

C answered questions. 
C stated that FEB activated twice while C was driving. 
C stated that twice this happened and C wanted to know why. 
C stated that C tool< vehicle to DlR and DLR could not dupjicate the concern. 
C stated since that time there has been no problem. 
C stated C would like to know if there is another to diagnose the vehicle. 

TCS.RL advised C that NNA relies on DLR to diagnose the vehicle. 
TCS.RL advised C that C is welcome to get a 2nd opinion from another DLR. 

C stated C understood. 

TCS.RL thanked C for taking the time to answer questions. 

Call ended mutually. 

Created By: Russell Lawyer (312/2018 1:45 PM} 
TCS.RL rece,ved email in the case stating that C is at """1t but that C's wife Anya would like TCS-RL to contact her a 
TCS-RL notes email stated Anya is the one who drives vehicle the most. 

Created By: Russell Lawyer (312/2018 1 :24 PM} 
TCS.RL notes no response from C. 
TCS.RL is dosing case pending next course of action from NML 

Created By: Blffl:¥111 awvtr (312/2018 11 :02 AM} 
TCS.RL sent survey-expressing vehide ooncem email to C. 

Created By: 811!\KH I awve:r (312/201811:0"-= 

ig~~t ~;~~~g~L ,£1J. £!£3 P.lllllce hoUls, and case#. 
TCS.RL stated on VMX that TCS.Rl was calfing in regards to SIMVO'f that Chad completed. 
TCS.RL requested return call from C. 

Created By: Russell Lawyer (312/201810:59 AM} 
TCS.RL placed outlxlund call t~-
TCS.RL notes call was an~n female who slated C is not available. 

https://nissanna.my.salesforce.com/5000G00001RRL32QAH 
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Cal ends rrutually. 

Created By: Russell Lawyer (3/11201810:28 AM) 

TCS-RL placed outtxxmd call -
TCS-RL left VMX with TCS-RL lii:111,t;, l.Uflli:IQT.'fflllce hours, and case#. 
TCS-RL stated on VMX that TCS-RL was calfing in regards to survey that Chad completed. 
TCS-RL requested return call from C. 

Created By: Rlt!\KH I awve:r (3/1/201810:25 AM 
TCS-RL placed outllound call t 
TCS-RL left VMX with TCS-RL name, con ' ce hours, and case #. 
TCS-RL stated on VMX that TCS-RL was calfing in regards to survey that C had completed. 
TCS-RL requested return call from C. 

Created By: Managed Services (2/22/201811:44AM) 
TL-PN received request from NML and opened case. Tl-PN reassigning case to TC~. email sent advising. 

Page 3 of 3 

Case Categorizations 

Adion ~ ~ # Catego,y Description Swcalego<y Oescription Symptom Oescrip6on 

Case Categorizacons Help 

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

Forms 

No records to display 

A Back To Top 

INTERIOR 
ELECTRICAL SENSOR/SOlENOIDN ALVEISWITCH g~N~SE/DUPLICATE 11 3/2/2018 WT AV 

Always show me more records per related list 
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Show Feed 

Case Detail 

Account Name 

Contact Email -Letter Se-nt Date 

Letter Received Date 

Follow Up Date 7/312018 

Supporting Documents 

CA Muttiple Repairs 

Social Media Involvement 

Martiz Custome< Id 

Case O#nH location Murfreesboro 

Case HislOf( [&l I Case Corrments 1lim I Case C:deoorizations fll I ~ ill 

J Reopen Case 11 Clone Closed Case J 

Case Owne< ■ Janelle Cantrall 

Type CA 

Case Origin 

Executive Refenal 

Exee>Received-Oa.te 

Phone 

Status Closed 

DatelrmeOpened 2/24/201811 :49AM 

Dale/Tome Closed 7/30/2018 10:18 AM 

Multiple Repairs No 

Executive Summary 

Texting Status Executive Actions To Resolve 

Case Reopen Count 2 

Description ca.sumer Affairs Voluntary Repwchase due to 2 repair atten-c,ts and 65 days down for Forward Emergency Brake inoperable. 

Call Script 

Who contacted u.s? Consumer 

#Vehicles Owned 5 

Vd'liele Purchased New 

Pre-Owned Initial Mileage 

Current Mile- 1,256 

Incident Codes . IIR REQUIRED 

Incident Dale 2/2612018 

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 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/5000G00001RS2SXQA1 

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 4/17/2018 

RHR C«npleted 4/23/2018 

Customer Document Requested 

Date Requested 

Customer Document Received 

Date Received 

Part Numb« 1 

Beyond Basic Warranty Miles 1 O 

Beyond Basic Warranty Months1 0 

Beyond PT WalTal'lty Miles1 0 

Beyond PT Warranty Months 1 O 

Data Net 

Datanet Deal« Date 

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 

Wodc.Phone 

Mobile Phone 

Email 

Attemate Email 

OTS Inspection Date OTS Inspection Date Confirmed? 

DTS Request Type Notes for OTS (Vehicle Concerns) 

Inspection Time/Notes Appointment Time: 

System Information 

Subject 

Created By 

Last Mocfrfied By 

Notes to Agent 

CUSTOMER:­
JN8AT2MVS~ 

Riley Nabert, 2/24/2018 11:49 AM 

NNAill, 9118/2019 9:27 PM 

Case Record Type CA Oosed Case 

Days Closed 673 

Action c- NT 40 

What action was taken? 40 Customer Refused Assistance 

Agent Comments 

Agent Comments #RHR. resubmit. 

Agent Next Step 

VIN: 

I Reopen Case I ! Clone Closed Case! 

Case History 

Dale Use, Action 

Root Cause 

Root Cause Code 

Root Cause Code (2) 

Document ID 

SCSH 

7/30/2018 10:18 Janelle 
AM ~ 

O\anged StJ>ject from CUSTOMER-­
JN8AT2MV~ . 

VIN: JN8AT2MVSH"WIII to CUSTOMER--

Olanged Status from Open to Closed. 

Oosed. 

7/3/2018 7:25 AM 
Janelle 

~ 
Janelle 

~ 

O\anged Follow Up Date from 4/26/2018 to 7131201 8. 

611/2018 6:32 AM Olanged Reopen Date from 4/9/2018 4:51 PM to 611/2018 6:32 AM. 

Shgw ID9ll' • I~ 

Case Comments 

Pubic Conwnent 

• 

Created By: hmeHe Cantrall (7/3/2018 7:24 AM} 
Arbs Oosing case 

STATE-NY 
RE: 2 repu attempts and 65 days down for Faward Eme,gency Brake inoperable 
NISSAN ROGUE (2017) 
Case originatioo: RHR 

C accepled Repurchase and ooce Mor1ey bied to schedule surrender C backed out. 
Cowed $11 ,223 At SUrrender and C told arbs that the Dealer was paying C participatioo amt. and Cwas buying another vehicle. 

Arbs completed DTS inspection and had FEB issue Repair Completed 
C has vehicle 

C picked up Rogue but stated the Dealer took C owners manual, and All Weatt...-Floor mats out of vehicle 
C stated The FEB issue is not corrected and that C Bluetooth is not wcxking 
C refused to allow arbs assistance due to C is at Cother HOME In Lake George for the Whole Month of JULY 
C stated C Wil call Albs back in August 
C stated C may find dealer wllere C is now - Arbs asl<ed C ii C woold i ke albs assistance? C/s NO 

Created By: Janelle Cantrall (7/3/2018 7:18 AM) 
Rec'd Call from C 
C/s C picked up C vehicle and the Dealer took the owners manual and the all weather fl00< mats. 
Arbs aslted C ff C spoke to SM-MO? 
C/s Yes, but talking to SM-MO Is i ke talking to the Wall. 
Arbs apologized 
C/s C Bluetooth isni working and the repair for the sensoB did not wed: 
ar1>s advised C that ar1Js can get the OTS back out to look at C vehicle 
C/s NO, C is at C house in lake George for the Whole Month of JULY and will not be back 
Arbs advised C that When C returns for C to cal arbs and arbs wil re-open C case and assist with the OTS inspection ii C wishes. 
ar1Js advised C that ar1Js called C wa1t and was told C is no longer at the KIA Dealer 
C/s C retired 
C thanked arbs for the help and stated will call ait>s back next month. 

g~~e:i~1~Ll:'~~~ @Cantrall ['2'20~~!'.i~ce Cashier to speak to Ser. Mgr. MO 
ar1Js spoke to SM-MO 
ar1Js asked ff C has picked up vehicle yet? 
SM-MO stated yes, yesterday. (Yesterday was Sooday) 
Arbs Advised SM-MO that Arbs bied Calling C at C - Kia Dealer and Was advised C no longe< wor1<s there. 
Arbs Asked SM-MO to fax ar1Js completed RO 
Arbs provided SM-MO with ar1Js F# 

https://nissanna.my.salesforce.com/5000G00001RS2SXQA1 
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Created By: Janelle Ganlml! (7/2/2018 2:17 PM) 
Called C Pj EXT. 119 / Cal rang and Rang 
Arbs Was I nucu util,;f\ lu operator 
Arbs asked for C 
Per Operatochecep(iooist C is no longer employed at the Dealer (KIA) 

Created By: Janelle cantrall (6129/2018 2:25 PM) 

;!~~:1085( EXT. 119 

Arbs Sl)(ll<e to C and asked C if C picked up Vehicle? 
C/s nope. mother is in the hosp. and ha11e<1i been by to pick up vellide 
C/s C will call Arbs monday 
arbs offe<ed Condolences for C mothe< being in the hosp. 
C thanked arbs 
And advised Albs the Deale< Face limed one of C emplo}'eeS to let C know C vehicle was ready 
C is Ser. mgr. at KlA Dealer 

Created By: Janelle Cantrall (6127/2018 3:34 PM) 
OTS Resutts: 

1.Conl)laint Request fo, FEB update to oountenneasure. 
Cause: Laser unrt / ICC ADAS CU software update 
Cooection: Rece;-i assistance with communication with dealer to complete installation of Laser lllit / calibration, and the update of the ICC/AO AS CU to the countermeasure software level. 
Perfonved installation of the Laser unrt and calibrated. 
Updated the ICC adas CU and -itied system now operating as designed. 
Status: Vehicle to be returned to the customer. 

Created By: Janelle Cantrall (6127/2018 1:42 PM) ;!ed~:a@ EXT. 119 

Arbs advised Vehicle is repaired and C can pick up 
C/s SM-MO has not called C and will not Return C cals 
arbs apo4ogized but let C know orbs rec'd notice from the OTS that the vehide is repaired 
C/s C will Call but keeps getting the run 8l0llld 
orbs apo4ogized 

Created By: Janelle cantrall (6127/20181:37 PM) 
E.nail rec'd from OTS - KM 

I just completed the repair a few moments ago. Vehicle is ready to go. 

Created By: Janelle cantrall (6127/201811:04 AM) 
Sent OTS - KM e-mail asking lor update 

Created By: Janelle cantrall (612612018 10:57 AM) 
R<1)fy E-mail from OTS KM 

I am 5 mins out from the deale<. I wil let you know shatty. 

Created By: laoelte Cantrall (61261201610:35 AM) 
Sent e-mail to OTS - KM asking if Deale< is done with repairs? 
arts advised SM-MO Never retlllled arbs calls« e-mails to oonfirm. 

Created By: Janelle cantrall (612512018 10:36 AM) 
Sent SM-Mo Khan and OTS - KM e-mail request for update on FEB repair. 

Created By: Janelle cantrall (6121/2018 11:05 AM) 
Submitted OTS request 

Created By: Janelle cantrall (6121/201811:04 AM) 
Called OTS - KM@ (615)- / arbs advised SM-MO is not returning arbs calls or e-mails 
OTS-KM advised arbs to sffl'!':'l'ffl's request and is Scheduled to vi.rt this dealer next week 

Created By: Janelle cantrall (6121/2018 7:54 AM) 

;~ed.:;.~! ... □ 21 a SL .. ~~d~:.,:r,::~:.~ ~~6~~s back. 

created By: Janelle Cantrall (&201201a 12:13 PM) 
Called OTS - Kevil MacKay@(615)-
orbs spoke to OTS and asked OTS to~ er and check wrth se<. mgr. MO to make sure parts for FEB coocern are in and OTS Has assisted Dealer. 

OTS- KM stated Woll do" 

Created By: Janelle cantrall (6119/2018 3:47 PM) 
Arbs Oleck TRACKER 

Part Ships 6.18.18 

~~~~~Je1.!.2C:21 & MLak to SM-MO 
Arbs put on hold 
not available 
left VXM advising PART should have arrived today for C Rogue 
artls provided Part# 

artls also SENT SM-MO E-MAIL 

Created By: Janelle cantrall (6118/2018 1:16 PM) 
Called OTS - KM asked about parts 
Per OTS - KM Arbs needs to ask Fekado 
orbs sent e-mail to Fekado due to Spreadsheet does not even show part ocdered 

Created By: Janelle cantrall (6118/20181:09 PM) 

~~~~ ~re:i:tnQ call back 

artis asked to Speak to 1.. 

Arbs Transferred to KIA SERVICE 
Arbs asked to speak to C 
Call was Disconnected 
artls CALLEO BACK 
ar1>s spoke to C 
C/s C was told the Parts are not available for the 2017 
arbs advised C that orbs will cal the Dealer 
C/s C hopes Albs gets C veh. fixed because C is going to oo vacation 

Created By: Janelle cantrall (6118/2018 10:39 AM) 
Called C @ / no answer/ left VXM 

Created By: Janelle Cantrall (6118/2018 10:37 AM) 
Called NISSAN 112@ 
Left VXM tor SM- MO =· ....... y ff TSB for FEB has been pen. on C Rogue and asked for copy of RO 

orbs also sent SM-MK an E-mail. 

Created By: Janelle cantrall (6112/2018 9:40 AM) 
Rec'd Repy e-mail from SER MGR MO KHAN 

Thank you 

Created By: Janelle cantrall (6111/2018 12:25 PM) 
Sent Ser. Mgr. MO and email asking Dealer to complete N EW TSB on C vehicle 

Classification: EL 1~ 
Reference: NTB18-041 
Date: 6.8.18 

Create<I By~ Paiae Gilliam '618120181:11 AM) 
ORTS-PW: check related to case sent to accounting to be voided. 

https://nissanna.my.salesforce.com/5000G00001RS2SXQA1 
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Created By: Janelle Cantrall (61812018 7:04 AM) 
arbs Rec'd payoff Ched< BACK from Mor1ey 
Arbs voided check and gave to PW 
C changed mind and wanls to wait on parts for FEB ooncems 

Created By: Janelle Cantrall {614/201810:28 AM} 
Added CASE to ~ ile pe< Fekado's Request 

Created By: Janelle Cantrall (611/2018 9:26 AM} 
Rec'd Call from Ser. Mgr. MO 
arbs advised that arbs is trying to e)(l)edite the part for Ille fix for the FEB issue and that C has changed C n18lCI and now wanls to keep C vehicle. 
arbs advised that arbs wil keep S-updated 

created By: Janene Cantrall (6111201s a:11 AM) 
Sent e-mail to Money - Dianne K. advising C does not want Repurchase now and wanls vehicle fixed. Albs advised to have surrender agent nol show. 

Created By: Janelle Cantrall (611/2018 8:04 AM) 
Rec'd call from C 
C/s C wanls to keep C llellicle rt NNA can fix tt 
C/s C doesni want to go back through Financing another vehicle 
arbs advised C that the part availabiltty may take another Week to fix but arbs has reached out to the awropriate dept. in requesting the part 
C/s that is fine, and C wil wait on arbs to follow back up will1 C 
albs also advised C 11181 arbs has reached out the the Ser. Mgr. MO 

Created By: Janelle CanlW( (611/2018 7:25 AM) 
Called C @:iiiiiiiiliii / no answer/ left VXM 

Created By: Janelle Cantrall (611/2018 6:58 AM) 
sent lolow up e-mail to Ser. Mgr. MO KHAN advising C wanls to keep the vehicle rt NNA / Dealer can Get C vehicle fixed. 

Arbs also sent Request to S... -.-...-Tech Suppa! - Fel<ado Oebel>@ Fel<ado.Oel>eb@infiniti.com providing Ille information to o<der the parts for the FEB Concern. 

ARBS was NOT Able to access Ille O Drive, so arbs sent the Request to FD e-mail. 

Created By: Janelle Cantrall (611/2018 6:45 AM) I last Modified By: Janelle Cantrall (61112018 6:45 AM) 
Rec'd VXM from C asking arbs to return C call and lllat C would tike to consider a settlement instead of a buyback 
C/s ii Nissan Can FIX C Rogue, C will keep the Rogue and for albs to call C back to let C know 

arbs Called Nissan 112 and spoke to SA - KEITii 
arts asked if Ser. Mgr. Mu ,s ava11aD1e r I NO - with a Customer 
Arbs asked if there was a fix yet on C Rogue - FEB? 
SA-K stated possill4y next week, but not yet. 
arbs asked for SA-Keith to let Ser. Mgr. MO know lllat arbs called and will also be sending Ser. Mgr. Mo an e-mail. 

Created By: laoelle Cantrall (611/2018 6:37 AM) 
Arbs ~ed Case due to e-mail from Motley - Dianne Keyser 

Hi JaneDe, 
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I want 1D send you a heads up on this repurchase scheduled for •11118 at 5pm. Luann McBride (aka customer) doesni have Ille funds due to NNA I believe. She is trying to work something out with Ille dealer or is 
OOOSK1ering keepilg the vehicle if a "known fix" on the RFR is available. She may be reachilg out to you for information or another alternative on this deaf. 

Let me know if you more i'lfo from me or I can assist in any way. Thanks and have a great Friday!!! 

Arbs Rei,jied to Morley - DK 

Illa! C advised Arbs that the Dealer is paying C participation amt. and will be adding to NEW VEH. C is purchasing from Dealer, and lllat Ille Sales mgr. Mike Si advised arbs Illa! the C is good friends will1 the GM of Ille 
store. 

Created By: Janelle Cantrall (5131/2018 6:44 AM) 
Arbs closing case 

--•-sUMMARv--­
STATE-NY 
Repurchase / 2017 ROGUE 
RE: 2 repair attempls and 65 days down for Forward Emergency Brake inoperable 
Lienholde<: FECU 

CASE ORIGINATION: RHR 

created By: Janene CaotrnH (512512018 7:03 AM} 
Surrender Scheduled for 5.31 .18 3PM 

Created By: Janelle Cantrall (5124/2018 4:18 PM) 
Surrender not sclleduled yet by Motley 

created By: Janelle Cantrall (5123/2016 3:09 PM) 
Surrender not scheduled yet by Motley 

Created By: Janelle Cantrall (512212018 3:13 PM) 
Surrender not sclleduled yet by Morley 

created By: Janelle Cantrall (512112018 6:45 AM} 
Made Corrections on Rejected CST 
and tried to Re-submit 

Sent Error message to Motley - BR 

'N-Request was u-eady sent" 

Created By: Janelle Cantrall (5118/2018 2:26 PM) 
Rec'd BACK Side of Title 
Sent E-mail to Motley BR 
RE-Submtting CST 

Created By: Janelle Cantrall (5118/2018 2:17 PM) 

;~edJ!:j t li!l 112 U~o~ 1!~,ds!~~ ~ TITLE yet and arbs is leaving earty today 
C/s C sent this morning 
arbs stated ARBS did not rec'd ~ 
C/s Cwill fax 

Created By: Janelle Cantrall (5118/2018 7:56 AM) 

~!~~:z Me Uk s~1: ~::!et! ~ed to arbs 
C/s Cwill 

Created By: Janelle Cantrall (5117/2018 4:44 PM) 
Rec'd FAX But C sent The Front of title again 
arbs called C Back 
Arbs advised Ser. is Closed for the DAY 
sent C e-<nail aslting for Copy of BACK of TITLE and lllat C resent the Front of title again 

Created By: Janelle Cantrall (5117/2018 4:12 PM) 
Rec'd Fax 
Front COfY'/ of TITLE 
albs called C And Asked for BACK COfY'/ of TITLE 

Created By: Janelle Cantwl (5117/2018 4:01 PM) 
Called C P j EXT. 119 / spoke to C 
C/s Was in 11~w,y uul will fax tiUe NOW 

Created By: Janelle Cantrall (5117/2018 8:15 AM) 
Rec'd E-mail from Money Bart, R. aslting rt arbs has rec'd TillE YET? 
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Arbs Called C .J EXT. 119 
C/s C has the · • uul 1::s ::suJ.ICI Backed up this morning, and will fax to arbs today 

arbs responded to Mor1ey - BR and advised 

Create<I By~ Mestao I IIPP (511512018 9:20 AM} 
ORTS-ML rec'd the front and back side of the title applicatioo and attached docs to the case. 

ORTS emailed ARBS to infoon of not being able to retrieve the ceflificate of title 
at this time and closed the task. 

Created By: Megan Lupo (511512018 9:09 AM) 
ORTS-ML spoke with Daniella in accounting to request the back side of the title app 

I and she wil seod tt today. 

ORTS emailed ARBS to infoon of this. 

Created By: Janelle Cantrall (511512018 7:33 AM) 
Called CPU EXT. 119 
Spoke to re 11::sl , ~ed for C 

• C has 2 cols holding .... Arbs gave arbs name and then Receptionist asked orbs to HOLD on while C was located. 

Arbs Spoke to C 
C/s C never Rec'd Copy of TlllE and C husband is trying to GET anoCller Copy 

Created By: Megan Lupo (5114/201812:11 PM} I last Modified By: Megan l upp (5114/201812:11 PM) 
ORTS-ML spoke with Corine to let her know that ORTS still has not received 
front and back of title, Corine will fax tt again to ORTS today. 

Created By: Janelle Cantrall (5114/2018 9:36 AM} 
Sent C r-E-mai to send orbs C copy of TITLE 

Created By: Megan Lupo (511 1/20181:26 PM} 
ORTS-ML left voicernai for Corine in titling to check on the status 
of when ORTS is to receive the front and back of the title app 

Created By: Janelle Cantrall (5110/2018 2:52 PM) 

Called C ~ -···· EXT. 119 SpoketoC 
Arbs confrmed C rec'd ARBS e-mai requesting Copy of TITLE 

Created By~ Mwao I 1100 (5110/2018 8:42 AM} 
I ORTS-Ml spoke with Corine in titling to request the title app, front and back sides 

and she wil grab the file and send tt a-,er today. 

• 
Created By: Janelle Cantrall (5110/2018 7:27 AM} 
Sent e-<nail to C and CC Ser. Mgr. MO 
Ms. McBnde, 

Our third party vendor, Mor1ey is requesting a copy of the TITLE (front and back). The Trtle application is in Michael Rogan's name and the Registratioo is in your name, and they need darification. 

Created By: Janelle Cantrall (5110/2018 7:24 AM} 
E- il from MORLEY 
Good morning Janelle, 
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For this case, we need a copy of the front and back of the title as tt is a customer held title state. The title opp appears to show Michael as the owner and tt being registered to LUOM. So we really need to see that title to 
see ifthefe is co ownership or if it should just be in Michaet's name. But from the tiUe app, it doesn't appear Luann should be listed as the owner. 

I'm going to send this back to you until we get the title. Thanks!~ 

Nicole Sinn 
Disposition Coordinator 
Mor1ey VSPC 
2717 Schust Rd 

snnaw; 48603 

Created By: Janelle Cantrall (519/2018 2:32 PM) 
Rec'd e-<nail from Mor1ey - Nicole SINN asking arbs to attach Docs to CST 

COMPLETED 

Created By: Janelle Cantrall (519/2018 2:08 PM) 
I Sent Oleck to Mor1ey - 282351 

FedEx~ 772165457811 

I g~!~~Ja=~otran (5191201s 6:38 AM} 

Created By: Janelle Cantrall (51812018 8:43 AM} 
Submitted Check Request for Consumer Affairs Volunta,y Rel)<rchase due to 2 repair alt~ and 65 days down for Forward Emergency Brake inoperable. 

FECU ~ $43,080.41 Grr 613/18 (30 day P/O $3.56 ($106.80) PLUS payoff $42,973.61 
Cowes~ $11,223.00 (Dealer is paying forC) 
C is buying new vehicle at the dealer and the Dealer is rolfing this NEG EQUITY INTO NEW LOAN 

STATE-NY 
NO usage - C ooly has 1,256 miles 
veh. is still down at dealer for FEB Coocems 

This case started out as UR 
DTS -KM could not duplicate Case 
but when Arbs rec'd RHR and called the Dealer the Ser. Mgr. MO stated the issue was duplicated 

Arbs confrmed with sales Mgr. Mike Spening that the Dealer Gave C $20K on ACV 
C payoff was $30,796.89 
DIFF ~ $10,796.89 

2017 Nissan Rogue 

Created By: Janelle Cantrall (51812018 8:22 AM} 
UR-FEB- EST 

Created By: Janelle Cantrall (51812018 8:18 AM} 
Followed up with an e-<nail to C 
LUOM, 

The NY Sales Tax refund form goes to your STATE dept. for the refund. I received the signed repurchase agreement and will con-c>lete the buyback process on my end. In aboot a wee« to 10 business days, you will get a 
call from a Money agent to schedule the...,.,.,.,.,. of your 2017 Nissan Rogue back to Nissan. You will meet the agent at Nissan 112 and he/she wil complete the inspection process wtth you, and at that time, the check 
that is due to Nissan North America will need to be provided to the Mor1ey agent at that time. ($11,223.00). 

The Money agent will then send the PAYOFF check to your Lienholder (NEFCU} to pay off your loan. Let me know n you have any questions. 

I ~~~~~e:9~~::~·'A'!:!~188:14AM} 
- Created By: Janelle Cantrall (517/2018 4:56 PM) 

Sent C e-mail reminder for C to seod Signed Repurchase agreement 

created By: Janene CaotrnH (517/2018 8:35 AM} 
Rec'd Call from C 
els c spoke to the owner on Friday (Al Wili ams) and the Dealer slated the $ Cowes, the Dealer will pay NNA for it 
Arbs advised C that Arbs has been trying to get in touch with the Sales Mgr. Mike Spefling on several occasions, and arbs has not been able to do so. 
C.s That C took care of it on Friday when C went in and the Dealer should have told arbs that 
Arbs confrmed with C that the Dealer is going to cut NNA A check lor the Amt C owes at surrender? 
C/sYES 
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C/s C will fax arbs the Signed Rep..-chase Agreement in about 5 mils. 
art,s thanked C for the Cal 

Created By: Janelle cantrall (514/2018 4:30 PM) 
Called Nissan 112@ / Arbs asked to speak to Sales Mgr. Mike Spe~ing 
ar1>s put on hold 
ams was on hold r:Nef 4 O'WlS. 

I art>s hung uP and called back 
recep. Stated SM- Mike is on the phone but will get anothef SM to assist arbs 
Arbs Sl)(ll<e to DAN 
S,M) stated doesni know anything about this C and arbs will need to speak to SM-MIKE 
art,s left Message with SM-D and asked for A call back 

Created By: Janelle cantrall (51312018 12:21 PM) 

~:r';;;1 ~~M w C askinq ~ ~ 1~m Call 

c asked how ooes c owe so much money? 
art,s exp!. to C that C has a lot of neg. equity going into the new car loan 
C/s the Sales mgr. told C that the trade was a WASH 
arbs advised C that it was nol and the Sales Mgr. Mike sperling told arbs the ACV was oo $20K and the Cowed $30,796.89 
C/s C is nol paying tt and wants Payments C has made. 
art,s advised that NNA does nol reftlld for neg. eqtity 
C/s C is calting the deale< 

C ended the call 

Created By: Janelle cantrall (51312018 9:30 AM} 
Called Nissan 112@ / Arbs asked to speak to Sales Mgr. Mike Spe~ing 
will be in at NOON 
arbs asked to speak to another Sales Mgr. 
On hold for 6 mils. 
hung uP 
arbs called back/ art,s on another LONG HOLD 
Arbs will cal back later 

Created By: Janelle cantrall (51312018 9:16 AM} 
Sent Rep. Agreement to C 

May3, 2018 

Luann Mcbride 
32 Gores Drive 
Mastic, NY 11950 

RE: 2017 Nissan Rogue/ JN8AT2MV5H,,.. 

Dear Ms. Mcbride: 
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Thank you fo, allowing Nissan the oppommity to review this matter. Based on the repair histo,y of your vehicle, Nissan would like to voluntarily repurchase the above referenced vehicle under the terms of the NEW YORK 
l emoo Law. 

Based on the infonnation above and the documents we have received, the refund calculations are as follows: 

(•)Base price: $33,203.11 
(+)License and Registration: $65.00 
(+)Dealer Doc Fee: $75.00 
(+)Wheel & Tire, Tow, & Paint & Fabric: $1,385.00 
(+)Recycling Fee: $12.50 
(+)Inspection Fee: $10.00 
Tolal Purchase Price: $34,750.61 
l ess Mileage Usage Fee: (N/A) -$0.00 
Less Rebate: -$3,000.00 
Tolal Refund: $31,750.61 
Pay off to i enholder: $42,973.61 
Reftlldfrom Ms. Mcbride: $11,223.00 

We anticipate oompreting the repurchase within 2 to 4 weeks from the time of your acceptance. An agent from Mooey VSPC, our third-party vendoc, will contact you to schedule the llellicle surrender. Once the vehicle has 
been successftAly surrendered, Mooey VSPC wil collect your certified check in the amount of $11,223.00 and pay off the lienholder. 

Created By: Janelle cantrall (51312018 9:05 AM} 
p4aced call to BM@ NEFCU @ililiillililil EXT 2004 
Not Available 
ar1>s hi.Ilg uP and called back 
Arbs Sl)(ll<e to Melissa and asked for histo,y of payments 
Melissa asked orbs fo, Arbs P# and F# and stated orbs wil get the pymt histo,y faxed to arbs today 

Created By: Janelle Cantrall (512/2018 1 :34 PM) 
Rec'd FAXED payoff from NEFCU Beverly Mckoy but nol the hislo,y of payments 

- =~:~~=~®:;;:,;~JU:£!£££ r~~ 
Created By: laoelle CaotrnH (512/201810:37 AM) 
Called NEFOU Back and spoke to Beverly 
ar1>s asked to, payoff to be faxed to arbs and the histo,y of payments 
ar1Js provided Beverly with orbs name, and F# 

Created By: Janelle cantrall (512/201810:29 AM} 
Called Nissan 1 t 
and spoke to Sales Ml.JI . MU\t: .:,1 

arbs advised that NNA has offered C buyback and asked why dealer charged so much aver MSRP? ($8,955.00) 
SM- Mike stated was negative equity for Base model Rogue C traded in 
s~ stated c is good friends with the GM 
Arbs asked for Actual ACV on Trade? ($20K) and C payoff was $30,796.89 

DIFF - $10,796.89 

ar1Js Asked Sales Mgr. Mike about the Charge for :Other Aftermar1<et Items for $1,385?} 
S~ikestated chargeisfor (1) Wheel & tire(2) Tow(3} Paint & Fabric 

arbs advised that C will owe at surrender and dealer may want to look at a REFINANCE for C 

Created By: Janelle cantrall (512/201810:22 AM} 
Rec'd call from C 
C stated C called C bank and gave 8lbs permission to speak to arbs to give albs Payoff informatioo 

~Jli&lL 
Nassau Educators FCU 

Arbs coled C/\J and spoke to MAUREEN 
arbs asked for payoff 

$43,008.71 GfT 5.12.18 
PIO- $3.51 
ar1Js asked w NNA makes check payable to Nassau Educators FCU? 
Mat.reen Said NO 
make check payable to NEFCU 
ar1>s confirmed Address: 
1000 COIJ)OOlte Or. 
Weslllury, NY 11590 
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Created Bv: Janell\ cantrall (51212018 7:28 AM} 

;!~~~"for ~~ 12 I 
Asst. Ser. Mgr. Kevin stated S-will be in later and asked arbs if Asst SM-K can help arbs? 
Arbs asked about the Added Altemlar1tet items oo BOS and asked why the dealer sold llffl. at $SK over MSRP? Albs stated arbs has sent Mo several e,nais, but has not gotten an answer. Asst. SM-Kevin stated will 
have SER. MGR. MO Return albs call. 
Arbs provided ar1>s p# 

Created By: Janelle Cantrall (512/2018 7:22 AM} 
Rec'd VXM from C and E-mail with same documents C provided 

I 
C/s in vxm that C had sent al the doclments 
ar1>s returned C cal and advised C thatArbs canl Take a hand written payoff but the payoff needs to come from C bank directly 
C/s • this is getting crazy, and that is what the bank told me on the phone" 
arbs apologized but again stated to C that the payoff needs to come from C bank 

Created By: Janelle cantrall (511/2018 3:57 PM) 

;:~~!Ji!Jt EXT. 119 

C went home ear1y 
Arbs Asked for VXM 
Not available 
ar1>s left Message with Receptionist lor C to cal ar1>s bad< 
ar1>s provided ar1>s P# 

Created Bv: Megan Lupo (4/30/201811:01 AM) 
ORTS-ML docs are still not very dear but n was the best Steve cookl do. 
BOS docs attached to the case. 

Created By: Megan Lupo (4/30/201810:48 AM) 
ORTS-ML spoke with Steve in finance to see if he coold re.send the BOS 
since it was not received yet 
He will try to scan and email the doclment to ORTS this morning. 

Created Bv: Megan I upo (4130/2018 8:00 AM) 
ORTS-ML left voicemai for Michael in the finance office to request copy of sales cootract 
since it was not received yet. 

Created By: Janelle cantrall (4/30/2018 7:01 AM} 
E- I to C requesting payoff and sales Contract 

E- l toMoKhan 

(3<d request} 
The Bill of Sale says the vehicle was sold for $44,000 and the MSRP is $35,045. 
Please tell me wily the vehicle was sold $8,955.00 OVER MSRP? 
Please provide the ACV sheet oo their trade. II appears the negative equey was included in the MSRP. 

What are the "Other Aft-et" nems sold lor $1 ,385.00? 

Created By~ Mswan I OPP (4127/2018 11:36 AM} 
ORTS-ML spoke with Steve in finance to request a copy of the BOS 
and he will be faxing n right over shortly. 

Created By: Janelle cantrall (4/27/2018 7:15 AM} 
2nd E-mail to Ser. Mgr. MO KHAN 

Mo, 

The Bill of Sale says the vehicle was sold for $44,000 and the MSRP is $35,045. 
Please tell me wily the vehicle was sold $8,955.00 OVER MSRP? 
Please provide the ACV sheet oo their trade. It appears the negative equey was included in the MSRP. 

What are the "Other Aft-et" ttems sold for $1 ,385.00? 

Created By: Janelle cantrall (4/27/2018 7:05 AM} 
Sent reply e-mail to Ser. Mgr. Mo Khan @ rnldlan@nissan112.com 
Advising to send payoff from C C/U ...... (Nassau Educators Cre<it Union}. Please provide the payoff, pe, diem, and account numbe<. The payoff needs to reflect the VIN of this vehicle. 

created By: Janene Cantrall (4127/2018 6 :52 AM) 
Rec'd REG - PICS 

LUANN MCBRIDE 
32 Gores Drive 
Mastic, NY 11950 
Expires: 5/29/2019 
VIN JN8AT2MV5~ 

Created By: Janelle cantrall (4/2612018 9:58 AM) 
Rec'd Call from Ser. Mgr. MO s-stated will send ar1>s all docs. needed for C buyback 
S-stated has copy of ar1>s e-mail to C 
ar1>s thanked SM-M for the call 

Created By: Megan Lupp (4/24/2018 12:54 PM} 
ORTS-ML rec'd and attached Title Application. 

Created By: Megan Lupp (4/24/201812:49 PM} 
ORTS-ML spoke with Corine to request the title app and she should be sending n this afternooo. 

Created By: Megan Lupp (4/24/2018 11:05 AM) 
ORTS-ML left voicemai lor Corine in aCOO<llting, requesting a call bad< regarding obtaining the title application. 

Created By: Megan Lupp (4/24/201810:57 AM) 
ORTS-ML obtained and attached factory invoice to the case. 

Created By: Janelle cantrall (4/24/2018 9:58 AM} 
E-mail follow up with C 

Mrs. Rogan, 

Thank you for speaking with me this morning concerning the buybad< of your Nissan Rogue. Please send the i sled documents below to start the buyback process. This process can take up to 4 weeks to complete, and 
youwil surrendef you vehicle bad< to Nissan North America at Nissan 112 with...-third party vendor, Mor1ey. My office holn are Mooday-Friday 7am4pm CST. I am on the phone a lot, but tt you call and I do not 
answer, please leave a voice mail message or send me an e~L 

Thanks, 

1. Sales contract 
2. Registration 
3. Pictures of the interior and exterior of the vehicle 
4. Payoff information from~ lienholder. Please ilclude the physical address, the Per Diem, and the Account number showing the loan is affiliated with this vehicle. 

Created By: Ja 11 (4/24/2018 9:54 AM} 
Called C@ (631 
C answered But . 

Casked Atbsto callC backatoffice ,f>11■■■■ EXT. 119 
Arbs Called C Back at Requested P# 
C answered phone. C kept asking art,s to hold and ar1>s heard C talking to C 
ar1>s asked C if C W<ll1<ed at the Dealef'? 
C/s C is SeMce manage, at a KIA DEALER 
Arbs let C know Ar1>s took over C Case and NNA would like to Offer the Buybad< due to C conoerns are under ENG. REVIEW and at this time there is No fix. 

Arbs asl<ed C if C had time to go over the Buyback process? 
C/s Yes 

Arbs provided information for buyback and Maley process 
C stated C is financed ith NEF C/\J? 
but C <id not seem too sure of C lienholder 
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C/s C is waking with Exec. Mgr. />J in getting new vehicle 
Arbs offered VPP 
arbs provided C with arbs cootact infonnation and C provided arbs with C e-01ail 

albs advised C that the buybacl< process takes up to 4 weeks 
C/s C will call the Dealer and get the Ser. mgr. MO to send Arbs PICS 
Cl s the REG r,jght not be in yet, due to C Jusl purchased veh. 
Arbs slated C purchased Yeh. in JAN. and"""' the end of Alri, and the Dealer should have already 8Pl)iied for C REG. 
C/sOK 

Created By: Janelle Cantrall (4/24/2018 9:31 AM} 
Arbs Taking~ Case 

Created By: Janelle Cantrall (4/24/2018 8:27 AM} 
Arbs notes: 

STATE-NY 

2V veh. drives rough when accelerating and cuts off randomly 
1) 849 miles/ no problem found 
2) 1,256 miles/ Per SM-Mo the Dealer did dupl. concern, C is in a loaner and Dealer is waiting on NNA to oomeoutwith FIX 

1 v Bluelooth inoperalbe @ 849 miles / WO<lting as designed 
1 v Heated seats & Steering wheel inter cut's off@ 849 miles / nom,al shut off at 68 degrees 

DAYS:65 

SELLING & SERVICING DEALER: 
NISSAN 112 
730 Rel. 112 (Medforo Ave} rniilr11m 
EM Fran Lomenzo 

2017 Nissan Rogue 

~~:~t~~MV51111!1 
MSRP - $35,045 

NO prev. cases 
NO Warrany Cases 
NO~ns 
No tech lile Cases 
NOVSC 
DTS - kevin macl<ay inspection on 3.26.18 10AM@Nissan 112 Sales corp 

Created By: Janelle Cantrall (4/24/2018 8:18 AM} I Last Modified By: Janelle Cantrall (4/24/2018 8:18 AM) 
Repair History: 

2/15/2018- 2/21/2018@849 mile days:7 Deale<: 2214 - nissan 112 sales corp. / SA-Kevin Hirapersaud 
concern & action: 
1. Heated seats and steering wheel inter cut off. I Normal soot off at 68 degrees 
2. Bluetooth in-op please cl< wil not pair to vehicle. / Bluetooth wor1<ing/cuslomers phone is the problem. 
3. When accelerating vehicle drives rough please / No problem found. 

=,1: ;~N@ 1,256 miles- Dealer. 2214 - nissan 112 sales corp / SA- lally Karanvir 

1. While driving veh randomly soots off and starts back up by-while driving/ PER Ser. Mgr. MO Deale<Duplicate the concern with the Yeh. C is in a Rental 

Created By: Janelle 2018 8:14 AM} 
Called NISSAN 112@ ..... ,,,o And asked to speak to Se<. Mgr. MO KHAN 
albs asked about Cu ? 
SM-MK stated took test drive with C and DID DUPLICATE The FEB ISSUE 
albs asked ff C is in a loaner? 
SM-Mo stated yes. 

Created By: Janelle Cantrall (4/24/2018 7:42 AM} 
Arbs notes: 

REC'D copy of CURRENT RO- and Case file notes RO-
BUT RCAS DID NOT Ask~ Clllellt RO and Concerns 

Created By: Nicki Barror (4/231201810:40 AM} 
The RHR was submitted for review to ARBS Janelle Cantrall for review. 

Created By: Amanda Yett (4/2312018 9:32 AM} 
✓ RC~Y receiVedRO. 

RCAS-AY notes attaching RO to case. 

Created By: Amanda Yett (4/2312018 9:29 AM} 
✓ RC~Yplacedoutbound call to Customer a ___ on4/23/18at9:25AM. 

RC~ Y left VMX with case number and dire!"IIIU!~• 
RCA$-AY advised case is stil under review at this time. 
RCAS-AY advised follow up no later than 4/26. 

Created By: Amanda Yett (4/23/2018 9:29 AM} 
RCAS-AY notes fax receiVed with wrong ROs. 

✓ ~g~~ ::i ~e: ~ ir~ 

RC~Y advised received ROs :n,r Ti t ones. RC~ Y advised of RO numbers and 
SA-KH advised RO- was an will send copy of RO-

Created By: Amanda Yett (4/23/2018 9:18 AM} 
RCAS-AY placed outbound call to DLR. 

✓ ~g~~~~:.i':'c~:~~ 
RC~ Y provided fax llllllbef. 
RC~ y explained that ROS are needed ASAP fur RHR review. 

Created Bv: Amanda Yett (4/23/2018 7:11 AM} 
✓ RC~Y notes out off office on 4/19 and 4/20. 

RCAS-AY sent emai to SA-KH, SM-Mo Khan and CC'ed FOM-Vidor Rosario requesting copies of ROs. 

✓ ~~~~~:::~,t:oy~~~~:J!,
1
~~: ':l CC'ed FOM-Vidor Rosario requesting copies of ROs. 

Created By: Janelle Cantrall (4/17/2018 3:38 PM) 
C Called CA on 2.24.18 

https://nissanna.my.salesforce.com/5000G00001RS2SXQA1 
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Arbs Rec'd RHR on 4.17.18 
Arbs Rev'd RHR on 4.17.18 

Arbs notes: 

Chas FEB concern, but per dts - km no problems were found when inspectioo from IIR Team requested DTS lo inspect this vehide 

RO'- and- Are missing from the Case 
Arbs can compleTe'!lrreview 

Created By: Amanda Yett (4/17/2018 2:43 PM) 
RC~Y pjaced outbollld call to SM-Mo Khan. 
RCA!>AY requested more info about concerns. 
S~K advised C came in for FEB concerns. 
• How many times has the customer's vehicle been to the dealer/retailer for repairs? 
2x. 
• 'Mlat repairs were perfooned? 
No repairs were performed 
• Are there currently any OPEN ROs? 

✓ Yes 
• Is the vehicle currenUy at the dealership? 
Yes 

✓ 

• How many days has the vehicle been kept out of service at your dealer for repairs? 
unsure, con,puter is down so cannot look it up . 
• Has TECH LINE been involved? 
Yes 
• Has a Dealer Technical Specialist (DTS) been in\/Olved? 
DTS checked veh and tech i ne has been contacted. 

RC~ Y requested SM-MK send COfJY of open RO. 

Created By: Nicki Rauor (4/17/2018 7:41 AM} 
ORTS received the RHR. The RHR was assigned to ARBS Janelle Cantrall for review. 

Created Bv: Amapd• Yen (411712018 7:07 AMI 
RCA!>AY pjaced outbollld call to Custome, j 004/17/18 at 7:()4 AM. 
RCAS--AY ADVISED "This call may be record 1U1 quo:11ny mid training ptMpOSe:S.-

RC~ Y advised has not received update from DLR. 

C stated that DLR called lo renew rental contract. 

RC~ y asked w C is stil requeslilg repurchase/replacement 

C stated without a doubt 
C stated that C loves veh. 
C stated that C rrisses C's veh. 

RC~ Y advised process will be slarted. 
RC~ Y reminded C that tt is not guaranteed. 
RCA!>AY advised follow up for 4/23 as RCA!>AY will be out of the office on 4/20. 

C oodefstood. 

RCA!>AY offered further assistance. 

C declined. 

RC~ Y thanked C for C's tine. 

Call ended mutualy. 

✓ Created By: Amanda Yett (4117/2018 7:03 AM) 
RCA!>AY sent email to SA-Kevin Hirape,saud requesting copies of all ROs. 

Created By: Amanda Yett (4/ 13/20181:09 PM) 
RCA!>AY pjaced outbollld call to NISSAN 112 on 4/13/18 at 1:01 PM. 
RC~ Y requested lo speak with SM-Mo Khan. 

✓ ~g~~=~c'':\~~!veh 
S~K confirmed. 
RC~ y requested COfY'/ of all ROs. 
S~K advised C has mentioned trading in veh. 

Created By: Amanda Yett (4112/2018 2:26 PM) 

~g~~~ ~~~~ ~ l~;=.i~~ qu!i!£ H t21!.,y' =at_ 2:19 PM. 

RCA!>AY recapped Case. 

C stated that C has FEB concerns and concerns with radio sllutting off. 

RC~ Y apologized for experience. 
RC~ Y asked how C would i ke NNA to be further in\/Olved. 

C stated that person 1MlO C spoke to stated that C did not care whether C lives or died. 
C stated that veh is at the DLR. 
C stated that DTS is at DLR now. 
C stated that C has not heard back yet 

RC~ Y advised wil follow up with DLR. 

C stated that C has reconling of tt doing ij at 80 mph. 
C stated that C's radio goes off and on. 

✓ C stated that C was going lo trade in the llffl. 

RCA!>AY advised cannot stop C from trading in veh. 

C stated that is not what C wants. 

RCA!>AY advised there are no reconvnended repairs at this time. 

C asked n C can stay in loaner. 

RCAS--AY advise C can remain in loaner if C does not feel safe in veh. 

C understood. 

RC~ Y retterated follow up for 4/17. 

C declined further assistance. 

RC~ Y thanked C for C's time. 

Call ended mutualy. 

✓ ~~~~~~ti='l,,X2~1.!:= ':'J contact number. 

✓ ~~~g~~~3:£Z~Ji:r~o ~:.~12018 3:43 PM' 
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this pllooe number was to pep boys auto and nol to C. 

Created By: Kelsey Christiansen (4/1112018 3:42 PM) 
✓ RC~C placed outtxxmd call to Con numllet 

• 
C answered twice an hung up due to bad connection. 

Created By: Andrew Allen (4111/2018 2:13 PM) 
---CASE SUMMARV--
CRR-AA is sending case to RCAS as per request from ARB&KD in regards to C's concern. 

Created Bv: Apdr¢w AiktD 14110/2018 5:01 PM) 
CRR-AA < VERIFIED> Account information induding: C's name, home & e-mail address, 
pl1ooe number & best contact number 
CRR-AA CHECKED for open recalls/campaigns and found: none 
ORR-AA CHECKED for previous UNRELATED Case(s) and follld: nooe 
ORR-AA CHECKED previous RELATED Case(s) and found: none 
ORR-AA NOTED concern is: case follow up 

CRR-AA received inbound call from C 

C stated C is calling back in response to cal. 
C provided case number. 

ORR-AA verified e's account and case number 

C stated C is cali ng in response to outbound call from SCRR-TW. 
C stated agent told C that there is nothing wrong with C's VEH and for C to pick VEH up from DlRSHP 
C stated that C's VEH dies on the road and asked if SCRR-TW cared if C ived o, died on the road. 
C stated agent told C that tt was not NNA's problem. 
C stated NNA lost a customer. 
C stated DLR can repo the VEH as far as C cares. 

ORR-AA informed C that ORR-AA has documented C's concerns and will email agent handling C's case to call bad<. 

C undefstood. 

C stated C does not want to be contacted between 2:00 and 4:00 pm eastern time because c will be going to a ft.lleral. 
C stated after 4:30 standard Eastern Tme would be besl 

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

C declined. 

ORR-AA noting C's best oontad number is 

C discoonected call before ORR-AA could provide agent ID # o, case number 

Created Bv: I•Yl9£ Wi1Jock 14/1012018 3:36 PM) 
SCRR-TW assisting with case 

~g::~=~~ .. .:~•-
SCRR-TW noting left voioemail for C to call NNA CA back with C's case number 
SCRR-TW left case number and NNA CA cootact number for reference 
SCRR-TW released call 
SCRR-TW changing foilow-up date to 04/11/2018 to allow for customer call back °' another call attempt to be made to C 

SCRR-TW noting for next agen~ statement of decision from ARBS was provided to C in case notes from 04/09/2018 and note a denial letter would be sent to C by FEDEX tracking ~ 

Created By: Kristine Tavares (419/2018 5:06 PM) 
ORR-KT sent e-mail regarding escalation 
--•- (CASE SUMMARY) tt---
VEH COMPlAINTI BUY BACK 

Created By: Kristine Tavares (419/2018 5:04 PM) 
ORR-KT VERIFIED Account Info including: C's name, home & email address, pl1ooe number & best contact number 
ORR-KT VERIFIED VEH Info including: VIN#, Current Mileage 
ORR-KT CHECKED for open recalls/~ns and found: 0 
ORR-KT CHECKED for previous UNRElA TED Case(s) and found: # 
ORR-KT CHECKED previous RELATED Case(s) and follld: # 
CRR-KT NOTED ooncem is: case escalation 

CRR-KT received inbound cal from C 

C stated that C has 7 Nissans 
C stated that the inspector informed C that there was nothing wrong with the VEH 
C stated that C has called the DLRSHP Nissan 112 7 times 
C stated that C did not fike the way the inspector spoke to C 
C stated the inspector was rude 
C stated that the VBi was at the DLRSHP for 3 months and C has ~ the 3 months of car payments 

CRR-KT asked how C would i ke Nissan to assist C 

C stated that the VEH only has the concern when C remote start 

I g =~ ~=: g ::'"~0
s~~r~~:.~~:=s~cem 

C stated that C loves f'lissan and turns them in every year and a half 
C stated that C wanted the case sent to someone higher up 
C stated that C asked the inspector what C is supposed to do if the VEH breaks down and C and C's granddaughter get hurt 
C stated that the inspector told C it was not the inspectors concern 

ORR-KT informed C that the case would be escalated 
CRR-KT informed C that an e-mail would be sent regarding the case 
ORR-KT informed C that C's case would be escalated for review 
ORR-KT informed C that C would receive a call within 4 to 8 business hot.n making tt by end of next business day tomorrow 4/10/2018 

C understood 

CRR-KT provided C with Case,_ name & Agent ID 7319341 via e-mail 
CRR-KT asked C if there was an~ ORR-KT could assist wtth. 

C declined 

Best Contact# -­
Call ended mutualy 

Created By: DeHenry Kidd (41912018 4:25 PM) 
--closing case Notes._ 

Custome~­
Phone#:--

Page 10 of 13 

Arbs-OK called customer to discuss case, this matter was reviewed and there were no defects fOllld with the vehicle. The vehide was test driven and the OTS could not replicate the customer's ~ ainl There are no 
related DTCs, no EDR event recorded, and no FEB nj}eage mar1cer noted in the diagnostic code history. There is no evidence of a manufacttrilg defect that would cause or contribute to this incident 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 their case 

Fedex# 
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Arbs is closing case 

Created By: DeHenry Kidd (41912018 2:46 PM) 
Best oontact 

Arbs informed customer they would need to discuss rental arrangement with the dealer since customer got it from the dealer customer 1..llderstood. 

Created By: Shelley Nabert (41612018 5:05 PM) 
C:RR-SN VERIAED Account information induding: C's name, home & e-mail address, phone number & best contact number 

C is requesmg case status and wants to take rental VEH to Flonda for family vacation oo Tuesday 4/10/2018 

CRR-SN sent emai to RCAS advising of case and providing best oontact # 

Best oootact 

C undefstood and aw,eaated the assistance 
C declined fu:ttler assistance and cal ended mutualy 

Created By: DeHenry Kidd (4/512018 7:52 AM) 
Arbs-OK receiYed an email from DTS stating that the inspection is completed. Albs is rm, waiting on a decision from PL 

I ;~~c%, ~~onthe K.;::i~~~~~~~,~~ inspection date is set for 3126 

Created By: DeHenry Ki!ld (3/512018 2:57 PM) 

BEST CONTACT fl:----Arbs-OK called customer at 256pm answer was made. Arbs left a message with inspection date set for 3126 arbs stated if customer need to cal Arbs back customer can cal a 

Created By: DeHenry Kidd (3/112018 3:33 PM) 
Verified Name Address Phone# VIN Mileage Responsi>le Dealer 

Checked for open Recalls/Campaigns: Nooe 

• C states that C was driving on sunrise highway travelling awroximately 60 ~ -
• In which direction (N, s, E, W?) ·Northbound/Southbound/Easllxlund/Westbound ... Eastbound 
• How many lanes was the road and in each direction? 
• Is the road CMded by a concrete barrier, grass median or turning lane: 
• 'Mlich lane where you travelintJ in? 
• Where there any 1/ehicles to )'OU' left or right? 
• How far were you from the vehicle in front of you? 
• Was the road grade level on an incine or decline? Flat 
• Is the road condition newty paved, moderate or poor in condition? Moderate 
• Did the incident oca.- in a construction zone? No 
• Where )'OU accelerating, coasting, braking or cruising (maintaining speed)? Cn.ising 
• 'Mlat is the posted speed limit in the area where the incident happened? 60 
• Was traffic level moderate, heavy, or light? Light 
• Just before the incident occurred. was the orientation of the steering wheel and the vehide in a straight line? Yes 
• Weathe,: Clear 
• Did any ailbags dej)joy: None 
• Point of impact No Impact 

Arbs-OK informed customer that Arbs would setup an inspection. Albs-OK stated once albs has the date Arbs will let the dealef and customer know. 
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call ended. 

Arbs-OK also stated that the p<ocess 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 transportation it will be at the customer 
expense due to NNA does not offer assistance during the inspection period customer undef'Stood. 

Created By: DeHenry Kidd (3/1/2018 12:36 PM) 

~,;!!~~:;Tfl: (631-
Arbs-OKcalled customer at 1236pam no answer was made. Albs left a message stating name and Ollllberk>r c to call Albs back a 

Created By: Samantha Dixon (2127/2018 2:12 PM) 
C oontacted NNA alxlut multiple -.ell concerns, repurchase/replacement. 

Created By: Amanda Yett (2127/20181 :02 PM) 
C oontacted NNA alxlut multiple -.ell concerns. 

✓ Created By: Amanda Yett (2127/20181 :00 PM) 

~~~~e~~~a:.t~~i!IZ !JJIL:, ~~. and phone. 
RC~ y ADVISED "This call may be recorded for quality and training l)lll)OSes .• 

RC~Y CHECKED for open recalls/campaigns and fOIMld: 0 
Previous UNRELATED Case(s) FOllld: 0 
Previous RELATED Case(s) Found: 0 

RCA>AY advised POC. 
RCA>AY provided case number and direct line. 
RCA>AY verified C's ooocems-lleated seat/steering wheet, Bluetooth, FEB ooncern, racio 

C stated that assist brake is brakilg veh. 
C stated that racio turns on and off while driving. 

RC~ Y apclogized tor experience 
RC~Y advised1M>Uld fike to address concerns 1 by 1. 
RCA>AY advised regarding heated steering wheel and heated seat, SM-MK advised lound veh to be operating normally. 

C stated that it is an intermittent problem. 
C stated that C is used to very hot heated seat. 
C stated that C has owned other Rogues. 
C stated that sleeting wheel ooty gels hot on bottom, not on top. 
C stated that C went back to DLR and SM-MK advised would order C a steering-· 
C stated that C gave SM-MK videos. 
C stated that SM-MK advised C to cal NNA. 

RCA>AY undefstood. 
RCA>AY advised SM-MK advised C had coocern with Bluetooth but S~K advised was able to fix it. 

C stated that C has to tum off cell phone every time C tries to comect it. 

RC~Y undefstood. 
RCAS-A Y advised C is also having ooncem with radio. 

C stated that SM-MK has videos of it happening. 

RCA>AY advised C is also having problem with -.ell braking. 

C stated coocem is with FEB. 
C stated that all of the other loaner -.ell, Rogues at DLR are off the road tor this ooncem. 

RC~Y created and submitted IIR. 

C stated that C will have to make veh payment. 
C stated that C has owned a Rogue since the first model came out. 

RCA>AY advised of RHR process. 
RCA>AY advised process takes 10 business days and someone will follow up with C eve,y 3 business days. 

Why do )'OU want to return the veh to NNA? 
C stated because veh is unsafe to drive. 

https://nissanna.my.salesforce.com/5000G00001RS2SXQA1 
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Where is the veh currentty? 
At DLR 

Where was the veh purchased? 
Nissan 112, purchased 

Was it pt.l°chased new or used? 
New 

If used, when was tile Yeh purchased? 
NIA 

Where is the veh serviced? 
Njssan 112 

Has tile veh been taken to mu~ Nissan/Infinity dealel'S? 
Nissan 112. 

C stated tllat C drives back and forth to Lake George. 
C stated Illa! on highway, C does ~ mph. 
C stated Illa! concern has occmed at that speed and C feels rt is ve,y unsafe. 

RC~ Y advised tllis will be documented. 
RCAS-AY advised someone will be in touch wit11 C witllin 3 business days. 

C declined further assistance. 

RC~Y thanked C for C's time. 

Cati ended mutualy. 

Created Bv: Amanda Yen (2/26/2018 2:47 PM) 
RC~Y piaced outbollld call to DLR. 

,/' ~~~.,':ie ~~~': ::"fiantic stating veh stopped oo C. 

✓ 

S~K advised C does nol feel safe driving the Yeh. 
S~ K advised wil put C in a loaner Yeh. 

Created By: Amanda Yett (2/26/2018 2:37 PM) 
RCAS-AY piaced outbollld call to C @ 

C stated Illa! C is taking veh to DLR. 
C stated tllat while driving 70-80 mph, the veh just rums off. 
C stated Illa! while driving 60-70 mph, the veh stops. 

RCAS-AY ADVISED "This call may be re<Xlfded fo, quality and training purposes." 
RCAS-AY unable to verify C's info. 

C stated Illa! C is leaving veh at DLR. 
C stated Illa! DLR is going to put C into another veh . 
C stated Illa! C talked to 5- Khan who advised C to bong veh back in. 

RCAS-AY advised wift speak witl1 SM-Mo Khan and cal back tomorrow. 

C undefstood. 

Cati ended mutuaBy. 

,/' Created By: Amanda Yett (2/26/2018 2:32 PM) 
RC~Y receivedVMX from C requestilg callback at (631) 569-5700x119. 

Created By: Amanda Yett (2/26/2018 8:50 AM} 

✓ ~~~~e~~~.:.1~ i21£ £Ji£., concern, and phone. 
RCAS-AY ADVISED "This call may be recooled fo, quality and training purposes." 

Created By: Amanda Yett (2/26/2018 8:47 AM} 
RCAS-AY piaced outbollld call to DLR. 
RC~ Y spoke with SM-Mo Khan. 
RC~Y provided last six of VIN. 
S~K advised C just bought veh from DLR. 
S~ K advised first compiaint was heated seat and steering wheel. 

✓ S~K advised botl1 operate no,maly. 
S~K advised C has also complained about Bluetootll. 
S~K advised has checked oo,npatibility and SM-MK reset C's phone and rt worked. 
S~K advised road tested veh and coold nol duplicate acceteratioo concern. 
S~K advised felt ike veh was stOl)lling or slowing down, no oodes. 
S~K advised did not tel C Illa! there woold be an inspectioo on 319. 
S~K advised C that DLR can go through process of requesting DTS. 

Created Bv: Amanda Yen (2/26/2018 8:29 AM} ,/' ~~~=~ call to DLR. 

■ 

• 

RCAS-AY left VMX requesting calback. 

Created Bv: Ryan Hertz (2/26/2018 7:46 AM} 
SUMMARY: 

C updating case info,matioo 
SCRR-RH added case notes 
SCRR-RH noting no courtesy email required as C not requesting information, ooly adding 

Created Bv: Ryan Hertz (2/26/2018 7:45 AM) 
SCRR-RH Account Info including: C's name, home & email address, phone# & best contaci# 
SCRR-RH VEH Info including: VIN, mileage 
SCRR-RH CHECKED for open recalls/carrc,aigns and found: 0 
SCRR-RH CHECKED for previous UNRElATED Case(s} and found: 0 
SCRR-RH CHECKED previous RELATED Case(s} and found: 0 
SCRR-RH NOTED coocem is: Case Update 
SCRR-RH received an incoming call from C 

C stated C was driving yesterday and today 
C stated dashboard shut off, al electronics at 75 mph 
C stated brakes started braking as well 
C stated C does not want to wait unti 3/9 for inspectioo 
C stated C wanted to add this to case and request case # for SA at DLRSHP 

SCRR-RH informed C Illa! case has been updated 
SCRR-RH provided case#, ID and name 
SCRR-RH provided follow-up date 

C1hanked 
Call ended mutualy 

✓ ~~~"! ~~o:~d3af!~2126/2018 7:04 AM} 

Created Bv: Bile¥ Nawtt (2/241201811 :52 AM} 
CRR-RN VERIFIED Acoount Info including: C's name, home & email address, phone# & best cootact# 
CRR-RN VERIFIED VEH Info including: VIN#, Cm'ent Mileage, 
CRR-RN CHECKED for open recalls/campaigns and found: 0 
CRR-RN CHECKED for previous UNRElATED Case(s) and found: 0 
CRR-RN CHECKED previous RELATED Case(s} and fOIMld: 0 
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CRR-RN NOTED concern is: VEH COMPLAINT/ BUY BACK 
CRR-RN received inbound call from C 

C wife Looann Mcbride called in and will now be referred as to C 
C stated C owns a couple Nissan 
C stated C recently ptrChased a new Rogue 
C stated C has brought VEH to OLRSHP many times regarding these concerns 

CRR-RN asked C what concern C is experiencing 

C stated as tile C is driving tile stereo system does not always w0l1< and will shut off randomly 
C stated C steering wheel does not get hot just warn 
C stated C heated seats don\ always WOl1t or get super warm 
C stated C phone doesni connect to Bluetootll half tile time 
C stated VEH has being electrical issues 
C stated C is also experiencing a concern of tile VEH just braking on its own 
C stated while driving tile VEH will just randomly brake 
C staled C doesni want to hear about tile phone being tile concern with Bluetootll 
C stated tllis is tile C 5111 Rogue witl1 Nissan 
C stated VEH has 700 rriles on it 
C stated C doesni feel sale driving tile VEH 
C stated tile SM at OLRSHP is telting C that tile DLRSHP has a speciatist coming out to look at tile VEH 
C stated DLRSHP is stating tile 81)1)(liltment witll tllis service rep isni til March 9th, 2018 
C stated tllat prior DLRSHP neve< diagnosed coocem so C video tapped tile concern 
C stated C brought tile video tap into DLRSHP today and showed tile SA 
C stated the SA said this is a known issues with Nissan VEH 
C staled C feels like C should trade tile VEH in 
C stated C is constantly on highways for W<ld< and can't have tllis because wllat ii C gets killed 

CRR-RN asked C how C would like NNA to be of assistance 

C stated C WOUid like tile VEH to be fixed 
C stated C shouldni have to wait for tile person to oome down on March 9th 
C stated this is a known concern than C shoukf oot have to wait since this is a safety concern 

CRR-RN provided C with Case # & Agent ID 
CRR-RN informed C tllat Case will be transferred to a Regional Consumer Allan Specialist who will contact tile C by close of business day Monday, February 26th, 2018 regarding tile C ooncem 

C understood and "l)llre<iated tile assistance 

CRR-RN asked C ii tllere is anything else CRR-RN could do to assist C 

C declined 

Call ended mutualy 

BEST CONTACT#: --
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Case Categorizations 

Action ea..~# c..tego,y Description SUbcalegorylle5crip6on s- Description 

POOR OR IMPROPER 
OPERATION 

Case Categorizations Help 

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

Forms 

Action Fonn -A Back To Top 

INTERIOR 
ELECTRICAL 

Request Type 

IIR 

GEN. INTERIOR ELECTRIC 
COMPONENT 

Created By 

11 

Amanda Yett. 2127/2018 12:56 PM 

Nways show me more records per related list 

2/26/2018 YX AV 
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• Search ... Search Derek Latta Help & Training All Tabs 

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

-Show Feed 

Case Detail 

Number of open vehicle campaigns = .l 

Account Name 

Contact Ema
1
1 • - -Letter Se-nt Date 

Letter Received Date 

Follow Up Date 51712018 

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 6,000 

Incident Codes - IIR REQUIRED 

lncidef'lt Date 

Sent to legal 

Accident 

Asbag 

Fire 

IIR lndic.ator 

IIROate 

HR -
Vehicle Information 

Vehicle KNMAT2MV1ttl 

Model Year 2017 

Make NISSAN 

Model Line ROGUE 

Model Code 29217 

Dealer Detai l 

ease Servicing Dealer STAB NISSAN 
Case Servicing Dealer Region Northeast Region 

Bluetooth 

Related Items 

Responsible District 06 

SharedWrth 

Phone Carrier 

Phone Manufacturer 

Reported From 

Issue Categories 

Approwd Ched< Reques1s $0.00 

Customize Page I Printable Vrew I Help for this Page 

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

J Reopen Case 11 Clone Closed Case J 

Case Owne< ■ Samantha Oixoo 

Type CA 

Case Origin Phone 

Executive Refenal 

Exee>Received-Oa.te 

Status Closed 

DatelrmeOpened 2/26/2018 11:27 AM 

Date/Tome Closed 517/2018 9:21 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 2/26/2018 

RHR C«npleted 

Customer Document Requested 

Date Requested 

Customer Document Received 

Date Received 

Part Numb« 1 

Beyond Basic Warranty Miles 1 0 

Beyond Basic Warranty Months1 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 

Wodc.Phone 

Mobile Phone 

Email 

Attemate Email 

OTS Inspection Date OTS Inspection Date Confirmed? 

DTS Request Type Notes for OTS (Vehicle Concerns) 

Inspection Time/Notes Appointment Time: 

System Information 

Subject 

Created By 

Last Mocfrfied By 

Notes to Agent 

CUSTOMER:­
KNMAT2MV~ 
Deandra Tavares, 2/26/2018 11:27 AM 

NNAill, 12/11/201811:04 PM 

Case Record Type CA Oosed Case 

Days Closed 757 

Action c- NT8G 

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

Agent Comments 

Agent Comments IIR 

Agent Next Step 

VIN: Root Cause 

Root Cause Code 

Root Cause Code (2) 

Document ID 

I Reopen Case I ! Clone Closed Case! 

Case History 

Dale 

517/2018 9:21 AM 

4/30/2018 8 :34 AM 

4/23/2018 9:17 AM 

4/16/2018 8:05 AM 

Show more • I~ 

Case Comments 

Pubic C«nmenl 

Use< 

Samantha Dixon 

Samantha Dixon 

Samantha Dixon 

Samantha Dixon 

✓ Created By: Samantha Dixon (517/2018 9:20 AM) 
ARBS closing case, veh repaired 

Created By: Samantha Dixon (517/2018 9:18 AM) 
ARBS made OOUXlund call to C 

Action 

Olanged Status from Open to Closed. 

Oosed. 

Olanged Follow Up Date from 4/30/2018 to 51712018. 

Olanged Follow Up Date from 4/23/2018 to 4/3012018. 

Olanged Follow Up Date from 4/16/2018 to 4/2312018. 

ARBS advised that The DTS has already advised the dealer to remedy the two acti"" DTCs related to the ""hide's FEB system. 
ARBS advised that there is no additional assistance. 

✓ c confirmed that the veh is fixed and wor1<ilg much better. 

ARBS advised that if C has any other problems to call NNA back. 

c understood. 

Call ended mutualy. 

Created By: Samantha Dixon (51212018 10:07 AM) 
ARBS made OOUXlund call to c 

✓ ARBS had to leave a vcmail. 

✓ 

ARBS advised that c inspection results were available 
ARBS requested for a cal back 

Created By: Samantha Dixon (512/2018 9:03 AM) 
ARBS received email from PL WR 

Page 2 of 4 

SCIN 

Ca-se History Help 

Case Conments Help 

PL advised Tus matter has been reviewed. The DTS has -ady advised the dealer to remedy the two active DTCs related to the vehicle's FEB system. I don, feel that any additional assistance is needed regarding this 
matter. 

✓ Created By: Samantha Dixon (4/30/2018 8:34 AM) 
ARBS sent email to pl for update on case 

✓ Created By: Samantha Dixon (4/2312018 8:46 AM) 
ARBS sent email to pl for update on case. 

✓ ;~~~~r;.:~~':':..°u=tl";,;,~:8 8:04 AM) 

Created By: Samantha Dixon (4/2/201810:04 AM) 
✓ ARBS received email from DTS advising that report has been uploaded to FTP 

fojlow up with PL in 10 business days. 

✓ ;~e:~~rJ!r~08?t7~•:'!:=~I :'l~ to FTP. 

✓ ;~e:~~J!T~08}\7~•:!'!2~=~1 ::1lploaded to FTP. 
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ARBS advised that ARBSwas caling to remind c of the DTS inspection tomom,w at 10am. 

c thanked ARBS tor the call. 

call ended mutually 

Created By: Samantha Dixon (31612018 8:20 AM) 
ARBS made OUUJound call to C 

ARBS advised that NNA wil be inspecmg the ven on 3116@ 1oam. 
ARBS advised that c can stay in the loaner unti the inspection results are availabre. 

✓ ARBS advised that the DTS would fike to meet with C on the date tor a test drive so C can show where the issue is happening. 

C stated that C will be there. 

ARBS thanked C tor C time. 

Cati ended mutual y 

Created By: Samantha Dixon (316/2018 8:06 AM) 
ARBS sent email to SM Alex: 

Alex, 

✓ I just wanted to lotlow up with you and advise that Javier will be out to the dealer to conduct the IIR inspection tor this vehicle on 3/16/2018@ 10am. 

Thank you, 

Samantha Dixon 

Created By: Samantha Dixon (311/2018 9:54 AM) 
ARBS sent email to SM Alex: 

Alex, 

I left a message with the receptionist because you weren't availabre. 

✓ I wanted to advise that this customer has oontacted NNA in regards to his concerns with the FEB in the vehicfe and is requesting an inspection to be completed. 

Page 3 of 4 

I have submtted a DTS request for Javier to come to the dealer to complete an IIR inspection oo the vehicle and the customer will be bringing the vehicle in oo Monday to drop off and obtain a loaner vehicle. The loaner 
vehicle will be covered by Nissan during the inspection process. If you have any questions please let me know. 

Thank you, 

Samantha Dixon 

Created By: Samantha Dixon (311/2018 9:52 AM) 
ARBS received inbound calf from Alex➔ 

ARBS advised that C has contacted NNA in regards to the FEB concerns that c is having in the veh. 
ARBS advised that ARBS will be sending DTS out to do an IIR inspection of the veh and that c will be bringing the veh in oo Monday 315 to drop off and obtain a loane< veh. 

✓ ARBS explained that NNA wil be covering a loaner tor the customer during the inspection process. 

SM Alex requested an email with all that infOfTOation. 

ARBS agreed. 

call ended mutually 

Created By: Samantha Dixon (311/2018 9:42 AM) 
ARBS made OUUJound call to ST AR NISSAN left message for se<Vice manager Alex. 

✓ ARBS advised that C has contacted NNA in regards to the FEB coocems that c is having in the veh. 
ARBS advised that ARBS will be sending DTS out to do an IIR inspection of the veh and that c will be bringing the veh in oo Monday 315 to drop off and obtain a loane< veh. 
ARBS provided direct 

Created By: Samantha Dixon (311/2018 9:26 AM) 
ARBSmade ~ ­
ARBS requested 20-30 rrins to~ 

c stated that when c is driving and this incident and this has happened 5 times. 
c stated that sometimes the veh just slOl)S by itsett and the FEB light will come oo. 
c slated that its happened oo hwy. 
c stated that its happened during the day and night 
C slated that the veh wil stop and then go. 
c stated that c is afraid that someone wil hit c because the veh will stop on its own. 
c stated that the last incident happened last fiiday while picking up daughter from school. 
c stated that c has addressed this concern with the DLR. 
c stated that DLR will state that the DLR is unable to duplicate the concerns and that c is fine. 
c stated that the veh keeps doing tt. 

✓ ~ :!~::!~sh=:~tr:1i::n':1~~0:~~u;a,:.~;~~=~~eh. 
c stated that c is currentty driving and is not in a loaner veh. 

ARBS advised that NNA would be interested in inspecting the veh. 
ARBS advised that the process is~ weelts, 2-4 weel<s for the inspection to be completed and 2-4 weeks tor the inspection resuits to be completed. 
ARBS advised that ARBS will contact the DlR to arrange a loaner veh tor c. 

c stated that c wil go to Star Nissan to get a loaner. 

ARBS advised that ARBS will contact the DlR to advise when C will be there to get the loaner veh. 
ARBS advised that ARBS will lotlow up with C to advise of the inspection date. 

c understood. 

call ended mutually 

✓ ~~~!=~~~~ ~~~~DER REVIEW, PENDING PROBE VERIFICATION---•---­

Created By~ Samantha rnxon I2121I201a 2:11 PM) 
FEBIIIR 

✓ CreatedBy:~(2/27/20181:08 1 
RC= placed outbollld call to C ~I 
RC=e5 ADVISED "This call may be , ~ '"' qu!dity and training purposes." 
RC= VERIFlED C's name, home & email address, coocem, phone# 
RC= CHECKED for open recal s/canl)8igns and follld: none 
Previous UNRELATED Case(s) FOllld: none 
Previous RELATED Case(s) Found: none 
RC= ADVISED 'This call may be recorded for quality and training purposes." 
RC= in1ormed C that RC= would be C's case specialist and point of cootact. 
RC= provided C with RCAS-ES d~ect line o 
RC~ verified C's ooncem. 

C stated that the veh braked by itself. 
C stated that C is afraid that someone might htt C. 

RC= asked how many times the concern occurred. 

C stated that the concern happened the Int time when C had an LOF. 
C stated that the DLR checked to computer and everything was fine. 
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RCAS-ES asked does the concern happen in the same area. 

C stated that the concern usually happens co the highway. 
C stated that the concern happened with C's wife on the highway too. 

RCAS-ES stated that RCAS-ES would ~ete IIR. 
RCAS-ES asked the IIR probing questions. 
RCAS-ES stated that NNA wiD follow up with C 03/02/18. 

RCAS-ES asked tt C had a,ry questions. 

C stated no. 

RCAS-ES wished C a good day. 
Call ended mutuaDy. 

Created By:~ (2/27/201812:54 PM) 
✓ RCAS-ES placed outbound call to Star Nissan. 

■ 

• 

SA-Kristen stated that the last time Chas been to the DLR was 11/14/17 tor an LOF. 

Created By: Deandra Tavares (2/26/201811 :42 AM) 
C has a lanuage barrier and cannot speak english very well, so please be aware you may have to speak slow with C as C could not understand me tt I spoke too fast 

Created By: Deandra Tavares (2/26/201811 :41 AM) 
-- [CASE SUMMARY] --
C contacted Nissan CA requesting assistance with VEH braking on its own and C does not feet sale in VEH 
CRR-DT sending case to RCAS for review 

Created By: Deandra Tavares (2/26/201811 :40 AM) 
CRR-DT <VERIFIED> Account inlormation including: C's name, home address, phone number & best contact number 
CRR-DT VERIFIED VEH ln1ormation including: Current Mileage, year, model, colo< 
CRR-DT CHECKED tor open recalls/campaigns and 1ound: NONE 
CRR-DT CHECKED tor previous UNRELATED Case(s) and follld: NONE 
CRR-DT CHECKED previous RELATED Case(s) and 1ound: NONE 
CRR-DT NOTED concern is: RHR 

CRR-DT received inbound call from C 

C stated C is having a VEH concern 
C stated when C drives co highway the VEH stops by itself 
C stated this is very dangerous 
C stated C has famiy that goes in the VEH 
C stated this VEH is no safe 
C stated C has been buying Nissan's since 2000 
C stated C asked the DlRSHP about this when C took VEH in tor oil cnange 
C stated this has happened 3 tines 
C stated C is not complaining about money, C is ~aining about safety 
C stated C does nol feet safe 
C stated C wants to change VEH's 
C stated C does not want to be in this VEH anymo,e 

CRR-DT asked C tt there was anything else CRR-DT could assist with. 

C declined. 

CRR-DT informed C that Case wiD be transferred to a Regional Consumer Affairs Specialist who will contact the C by close of business day 2/2712018 regarding C's concern. 

C understood. 

CRR-DT provided C with case nu~ 
CRR-DT noting C's best contact nu~ 

Call ended mutuaDy 

Page 4 of 4 

Case Categorizations 

Adion ~ ~ # Catego,y Description s..bcatego<y Oesaiption Symptom Description 

POOR OR IMPROPER 
OPERATION 

Case Categorizacons Help 

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

Forms 

Action Fonn -A Back To Top 

BRAKES 

Request Type 

IIR 

GEN. BRAKE COMPONEITT 
(S) 

CrNled By 

03 

Ear1 Scales 2/2712018 1:07 PM 

Always show me more records per re-lated list 

2/26/2018 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 IJll I c..,.. Categorizations tzl I ,E= llll 

Case Detail 

Account Name 

Contact Email -Letter Se-nt Date 

Letter Received Date 

Follow Up Date 318/2018 

Supporting Documents 

CA Muttiple Repairs 

Social Media Involvement 

Martiz Custome< Id 

Case O#nH location Murfreesboro 

Texting Status 

Case Reopen Count 

J Reopen Case 11 Clone Closed Case J 

Description C contacted NNA about FEB concern. 

Call Script 

Who contacted u.s? Consumer 

#Vehicles Owned 1 

Vd'liele Purchased New 

Pre-Owned Initial Mileage 

Current Mile- 8,000 

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 29417 

Dealer Detai l 

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

Bluetooth 

Related Items 

Responsible District 07 

SharedWrth 

Phone Carrier 

Phone Manufacturer 

Reported From 

Issue Categories 

Approwd Ched< Reques1s $0.00 

https://nissanna.my.salesforce.com/5000G00001RSXBEQA5 

Case 0wne< ■Geoffrey Gahan 

Type CA 

Case Origin 

Executive Refenal 

Exee>Received-Oa.te 

Phone 

Status Closed 

Datelrme Opened 2/26/2018 2:14 PM 

Date/Tome Closed 3/8/2018 8:34 AM 

Multiple Repairs No 

Executive Summary 

Executive Actions To Resolve 

Vehicle Maintained Location NISSAN 112 SALES CORP 

Previous Repai.r Date 

Previous Repair Location 

Related Vehicle Make Nissan 

XTIME Appointment Numb« 

Rollowf' 

Property Damage 

Injury letter 

Nootber Injured 0 

RHR Started 

RHR C«npleted 

Customer Document Requested 

Date Requested 

Customer Document Received 

Date Received 

Part Numb« 1 

Beyond Basic Warranty Miles 1 O 

Beyond Basic Warranty Months1 0 

Beyond PT WalTal'lty Miles1 0 

Beyond PT Warranty Months 1 O 

Data Net 

Datanet Deal« Date 

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:­
JN8AT2MV4~ 

Helen Baglole 2126/2018 2:14 PM 

NNAill, 12/11/2018 10:58 PM 

Case Record Type CA Oosed Case 

Days Closed 817 

Action c- NT4B 

What action was taken? 48 Lack of CUstomer Response 

Agent Comments 

Agent Comments Cootact C@ 12 

Agent Next Step 

VIN: 

I Reopen Case I ! Clone Closed Case! 

Case History 

Dale 

3/8/2018 8:34 AM 

Us..-

Geoffrey Gahan 

Action 

Changed Status from Open to Closed. 

Closed. 

Root Cause 

Root Cause Code 

Root Cause Code (2) 

Document ID 

3/8/2018 8:31 AM 

3/8/2018 8:29 AM 

317/2018 8:30 AM 

Geoffrey Gahan 

Geoffrey Gahan 

Geoffrey Gahan 

Changed Follow Up Date from 319/2018 to 3/8/2018. 

Changed Follow Up Date from 3/8/2018 to 31912018. 

Changed Follow Up Date from 31712018 to 3/812018. 

Show more • I~ 

Case Comments 

Public Comment 

✓ 

✓ 

✓ 

✓ 

✓ 

✓ 

✓ 

✓ 

✓ 

✓ 

Created By: Geoffrey Gahan (3/8/2018 8:33 AM) 
ORT-GG is closilg Case due to lack of response from C. 

- CASE SUMMARY Od 

C contacted Nissan CA requeslilg assistance with FEB coocem. 
CRT--GG advised C Nissan has created a case to document C's concern and this Case will remain in NNA's system. 

- STATEMENT OF DECISION -
ORT-GG advised C to halle the VEH diagnosed. 
C stated C will bring the VEH in for diagnosis. 
ORT-GG was l.ll8ble to make further contact with C. 

Created By: Geoffrey Gahan (3/812018 8:30 AMI 
CRT-GG placed an outlxlund call to C @- and received a busy signal. 

Created By: Geoffrey Gahan (3/8/2018 8:30 AM) 
CRT-GG placed an outlxlund call to C @- and left a VMX providing CRT name, phone#, case#. 

Created By: Geoffrey Gahan (3ll/2018 8:30 AMI 
CRT-GG sent unable to cootact email to C. 

Created By: Geoffrey Gahan (3/712018 8:28 AMI 
ORT-GG placed an outlxlund call to C@- and left a VMX providing CRT name, phone#, case#. 

Created By~ f-;ottr;e;y Gahan (316/2018 4:27 PM} 
CRT-GG placed an outlxlund call toO@ and left a VMX providing CRT name, phone#, case#. 

Created By: f.eof(fey Gahan 13/612018 4:25 PM) 
CRT-GG received a VMX from NISSAN 112 SALES CORP stating Os VEH hasn't been in to the DLR. 

Created By: f,eoffrey Gahan 131612018 3:21 PM) 
CRT-GG placed an outlxlund call to NISSAN 112 SALES CORP and left a message for an SA to rett.n the call. 

Created By: f.eof(fey Gahan 13/11201810:1SAM) 
ORT-GG sent contact in1o email to C. 

Created By: Geoffrey Gahan (3111201810:14 AM) 

g~~~~ :~:i~.~:1~0
~ ,.,££ 1£ JJ.,;ity and training purposes • 

CRT-GG llefified O's name, home & email address, coocem, and phone nuni)ef_ 
CRT-GG checked for open recals/campaigns and foond: O 
Previous UNRElATED Oase(s) Found: 0 
Previous RELATED Case(s) Found: 0 

C stated C is seekilg assistance with braking system concern. 
C stated this has happened since purchasing the VEH. 
C stated C had the VEH diagnosed back in September and the DLR couldn, duplicate the concern. 
C stated the concern sometimes happens when white lines on road. 
C stated the last time was going under a bridge. 

https://nissanna.my.salesforce.com/5000G00001RSXBEQA5 
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✓ 

✓ 

✓ 
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C stated the ooncem has happened going under yellow blinking ligh~ 
C stated and someunes tt just happens randorrjy. 

CRT-GG stated C will need to bring the VEH in for diagnosis. 
CRT-GG stated CRT wil follow-up wi1h C by 316 to see if C was abre to have the VEH diagnosed. 

C stated to call before 10 on Tuesday or between 1-2. 

CRT-GG understood. 
CRT-GG stated C will re<elve an email providing CRT phone# and case#. 

Call ended mutualy. 

Created By: f,eotta:y Gahan 12/28/201810:25 AM) 
CRT-GG sent Wlable to oontact email to C. 

Created By: C,eoffi;ey Gahan 12/28/2018 10:24 AM) 
CRT-GG placed an outlxlund call to C @ and received a busy signal. 

Created By: C,eoffi;ey Gahan 12/28/201810:23 AM) 
CRT-GG placed an outlxlund call toC@6318919910 and left a VMX providing CRT name, phone#, case#. 

Created By: Geoffrey Gahan (2/27/201811 :10 AM) 
CRT-GG placed an outlxlund call to C @- and received a busy signal. 

Created By: Geoffrey Gahan (2/27/201811 :09 AM) 
CRT-GG placed an outlxlund call to C @- and left a VMX providing CRT name, phone #, case#. 

Created By: Amanda Yett (2/26/2018 2:25 PM) 
RC-AY Wlable to datanel 

Created By: Helen Baglole (2126/201 8 2:20 PM) 
CRR-HB VERIFIED Acoooot in1ormation including: C's name, home & e-mail address, 
phone nuni>er & best contact number 
CRR-HB VERIFIED VEH Information including: VIN#, Current Mileage, 
CRR-HB CHECKED for open recals/cairc,aigns and fotuld: 0 
CRR-HB CHECKED for previous UNRELATEDCase(s) and 1ound: 0 
CRR-HB CHECKED previous RElATED Case(s) and 1ound: 0 
CRR-HB NOTED concern is: DLR oorrc,laint 

CRR-HB received inbound call from C 

C stated has a Rogue 
C stated C has the brake system where tt stops if something is in front of C 
C stated VEH is stopping randorrly 
C stated has been having the ooncem and VEH will just stop 
C stated brought VEH to DLR in September 
C stated C was going under a yellow blinking and VEH just stopped 

CRR-HB asked how C would i ke Nissan Consumer Affairs to assist with this concerri 

C stated C does nol know what to do at this point 
C stated does nol want to get an a accident if VEH suddenly stops 
C stated would like the ooncern to be fixed 
C stated DLR stated could not make the ooncem happen and does nol know what the cause is 

CRR-HB informed C that Case will be transfen'ed to a Regional Consumer Affairs Specialist who w il oontact the C by dose of business day 2/27/20 18 regarding C's concern. 

C undefstood 

CRR-HB asked C if there was anything else CRR-HB oou1d assist with. 

C declined. 

CRR-HB gave case number and agent id 
Sending Case to RCAS 
Best contac 

Page 3 of 3 

Case Categorizations 

Action Case Categorization # c..tego<y Description 

BRAKES 

Subca"'go,y Description 

INTELLIGENT BRAKE 
ASSIST (IBA) 

s-Description 
POOR OR IMPROPER 
OPERATION 

Case Categorizations Help 

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

Forms 

No records to display 

A Back To Top 

NSN DEALER SERVICE VEHICLE MAINTENANCE POOR EXPl.ANATION OF 
DEPT. (NISSAN) SERVICE DONE 

26 

QC 

Nways show me more recoros per related list 

2/26/2018 

2/26/2018 

YX 

YV 

AO 

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) 

- Customize Page I Printable Vrew I Help for this Page 

Show Feed 

Case ~""Y I/it! I Case ConYnents 1U1 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 

Supporting Documents 

CA Muttiple Repairs 

Social Media Involvement 

Martiz Custome< Id 

Case O#nH location 

Texting Status 

Case Reopen Count 

Description 

Call Script 

Who contacted u.s? 

I Vehicles Owned 

Vd'liele Purchased 

Pre-Owned Initial Mileage 

Current Mileage 

Incident Codes - IIR REQUIRED 

lncidef'lt Date 

Sent to legal 

Accident 

Asbag 

Fire 

IIR lndic.ator 

IIROate 

519/2018 

Murfreesboro 

1 

UR-FEB-EST 

Consumer 

1 

New 

4,179 

Ifft-
Vehicle Information 

Vehicle 

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 $0.00 

J Reopen Case 11 Clone Closed Case J 

https://nissanna.my.salesforce.com/5000G00001RSp9UQAT 

Case 0wne< ■ Be<eniz Lopez 
Type CA 

Case Origin Phone 

Executive RefNTal 

Exee>Received-Oa.te 

Status Closed 

Datelrme Opened 2/27/2018 10:56 AM 

Date/Tome Closed 4/30/2018 2:38 P M 

Multiple Repairs No 

Executive Summary 

Executive Actions To Resolve 

Vehicle Maintained Location LEGEND NISSAN 

Previous Repai.r Date 3ISl2018 

Previous Repair Location LEGEND NISSAN 

Related Vehicle Make Nissan 

XTIME Appointment Numb« 

Rollowf' 

Property Damage 

Injury letter 

Nootber Injured 0 

RHR Started 3119/2018 

RHR C«npleted 

Customer Document Requested 

Date Requested 

Customer Document Received 

Date Received 

Part Numb« 1 

Beyond Basic Warranty Miles 1 O 

Beyond Basic Warranty Months1 0 

Beyond PT WalTal'lty Miles1 0 

Beyond PT Warranty Months 1 O 

Data Net ✓ 

Datanet Deal« Date 3119/2018 

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 

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: 
SN1AT2MV7~ 

Created By 

Last Mocfrfied By 

Leonardo Montero 2127/2018 10:56 AM 

NNAill, 12/11/2018 11:0 1 PM 

Case Record Type CA Oosed Case 

Days Closed 764 

Action c- NT8F 

What action was taken? SF Provided Vehicle Information 

Agent Comments 

Agent Comments #RHR and IIR 

Agent Next Step 

I Reopen Case I ! Clone Closed Case! 

Case History 

Dale 

4/30/2018 2:38 PM 

Use< 

Bereniz Lopez 

Action 

Olanged Status from Open to Closed. 

aosec1. 

Root Cause 

Root Cause Code 

Root Cause Code (2) 

Document ID 

4/25/2018 8:36 AM 

4/20/2018 8:51 AM 

3/23/201811 :15AM 

Bereniz Lopez 

Bereniz: Lopez 

Bereniz Lopez 

Olanged Follow Up Date from 4/30/2018 to 519/2018. 

Olanged Follow Up Date from 4/20/2018 to 4/30/2018. 

Olanged Follow Up Date from 4/30/2018 to 4/20/2018. 

Show more • I~ 

Case Comments 

Pubic e«nment 

Created By: Bereniz Lopez 14/30/2018 2:38 PM) 
•"""ARBS is closilg case---
Created By: Bereniz Lopez 14/30/2018 2:32 PM) 
ARBS sending determnation letter via FedEx.. 

Your tracking number: 

Created By: Bereniz Loi (4/30/2018 2:30 PM) 

~~~~ rn=~ ~; J 21 iii ilkuon completed on the vehicle, no defect was k>und within the vehicle. 
ARBS stated ARBS wil be sending C a letter with Nissan's decision. 

C asked if C can overturn decision or if C has to retain an attorney? 

ARBS stated decision cannot be overturned and it would be at Cs discretion to retain an attorney. 
ARBS recommended C contilue servicing with the lllRSHP as a remedy is in process and once established the DLRSHP can ilfam C. 

C stated okay and thanked ARBS. 

Call ended. 

Created By: Bereniz Lopez 14/30/201812:39 PM) 

Page 2 of 5 

SCIN 

Ca-se History Help 

Case Conments Help 

ARBS received email from Pl -Wendy statilg the matte< was reviewed and there were no defects follld with the vehicle. The vehicle's FEB system was tested and inspected and follld to be ftrlctioning property, even 
when the DTS test drove the vehicle for aver 18 miles. Reconvnendatioo to deny assistance. 

• 
Created By: Bereniz Lopez 14/25/2018 8:35 AM) 
ARBS received notificatioo from DT=evin stating IIR has been uploaded to FTP site • 

Created By: Selina Margetts (4/2312018 5:54 PMI 
ECRR-SM Verified Accooot Info Including: C's name, home &email address, phone number and best cootact number 
ECRR-SM Noted Coocem Is: ARBS Cootact 

ECRR SM received call from C 

C stated went to DLRSHP to get VEH and was told had to call into CA first 
C is wondering why C cannot have VBi and has to stay in rental 
C is aware VEH was ilspected today 

ECRR SM updated email as per C 
ECRR SM apologized for coocem and advised C has a follow up for 4/30/2018 and will send email to case owner for C 

C undefstood and thanked ECRR SM and advised best conta 

ECRR SM provided case#, name and ID 
ECRR SM offered additional assistance 
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Cdeclined 

ECRR SM and C ended call mutually 
ECRR SM sent email to case owner 
ECRR SM exrted case 

Created By: Bereniz Lopez (4120/2018 8:51 AM) 

■ ~~~~ ~~~ =~ c~z ii 1211ii!J C of inspectioo for April 23'd at 10AM at Legend Nissan. 

• 

• 

ARBS stated ARBS wil contact C 2-4 weeks afte< inspection is complete. 

Created By: Bereniz Lopez 14/312018 4:11 PM) 
ARBS placed cal to OLRSHP. 
ARBS spoke willl Service Admi~ly. 
ARBS asked to speak with SM? 

Service Admin stated SM is not in today and offered to take down a message? 

ARBS stated C will be dropping off llellicle on April 23 at 1 OAM for inspection wi111 OTS-Kevin MacKay. 

Service Admin stated will get message to SM. 

ARBS lllanked Adrrin. 

Call ended. 

Created By: Bereniz Lopez 13123/201811:21 AM) 
ARBS placed cal to OLRSHP and requested to speak with SM-Vincent? 

Admin stated SM is in a meeting and will be a wflife. 

ARBS lllanked Adrrin. 

Call ended. 

Created By: Bereniz Lopez (31231201811:17 AM) 

~~~~ := ~b,, 2 iii!£ ... JUI HI! ii~ 23 at 10AM. 
ARBS stated C will need to make vehicle available at Legend Nissan on date and time. 

C stated okay C will do 11181. 
C stated C will be contacting DLRSHP to get loaner. 

ARBS understood. 

C thanked ARBS. 

Call ended. 

Created By: Bereniz Lopez 13121/201810:17 AM) 
ARBS sent DTS reques~ pending appointment 

Created By: Bereniz Lopez (31211201810:12 AM) 
ARBS placed cal to C- • t 
ARBS asked if Chad ~rrinutes l O OISCUSS case? 

C stated yes. 

ARBS confinred initial probe. 

C stated C does not know Ille exact location of Ille incident. 
C stated C does not know Ille exact odometer reading of Ille vehicle at Ille time of Ille incident eithe<. 
C stated C does not remembef Ille date of when Ille incident happened. 
C stated C just knows that C purchased the vehicle in Novembef. 

ARBS understood. 
ARBS inquired about passengers il vehicle a the time of the incident. 

C stated C does not Ille height and weight of Ille pa~ in Ille bacl< seal 

ARBS understood. 
ARBS exjllained to C lllat Nissan can conduct iwestigatioo, which can take ~ weeks to CXl«4)iete from beginning to end. 
ARBS stated ARBS wil request for ac,pointment date for an inspector to look at llellicle. 
ARBS stated vehicle wil need to be made available at Nissan DLRSHP for inspection. 

C stated C already went to Legend Nissan and was told lllat no fix was available and C would need disable Ille feature when C starts vehicle up. 
C stated lllat is not an amicable solution. 
C stated lllat is sirrcllY putting a band aid on Ille issue. 

ARBS understood. 
ARBS stated ARBS wil request for inspection date which can be 2-4 -• out. 
ARBS stated once date has been provided, ARBS will cootact C to make sure lllat C can make vehicle available at DLRSHP. 

C stated okay. 

ARBS offered further assistance? 

C declined. 
C requested ARBS direct i ne? 

ARBS provided ­

C thanked ARBS. 

ARBS lllanked C. 

Call ended. 

Created Bv: B•Y«Di! Kaler 13/1912018 3:40 PM) 
I --CASE SUMMARY -

CRR-RK provided C willl Ille assistance for missed cal and advised will email Ille specialist about C contact 

Created By: Raveena Kaler (3/1912018 3:38 PM) 
CRR-RK VERIAED Account Info including: C's name, home, phone# & best cootact# 
CRR-RK VERIAED VEH Info including: VIN#, Current Mi eage,warranty' service histo,y 
CRR-RK CHECKED for open recals/carrc,aigns and found: 0 
CRR-RK CHECKED for previous RELATED Case(s) and found: 1 ,unrelated 2 
CRR-RK STATED C concern is: follow up 

C stated caled before and got disconnected 

I CRR-RK stated wil emai Ille specialist handi ng C case 

c awrea ated 111e assistance 
CRR-RK provided name, agent id 

CRR-RK stated ij need ltwlller assistance 
C declined 
Call ended mutualy 

created By~ Samantha Ohcon 13119I201a 2:48 PM) 
• C contacted NNA about FEB coocem. 
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Created Bv: Amapda yett (3/19120181 :17 PM) 
RCAS-A Y pjaced outbolm call to Customer's wife, SUsan, hereafter relerred to as C a 
RCAS-AY VERIAED C's name, home & email address, concern, and phone. 
RCAS-A y ADVISED "This call may be reoorded for quality and lrainilg pt.lJ)()OeS .• 

RCAS-AY CHECKED for Ol)eO recalls/can-c,aigns and follld: 0 
Previous UNRELATED Case(s) FOllld: 0 
Previous RELATED Case(s) Found:-

RCAS-AY advised POC. 
RCAS-A y advised of case nt.mbe, and direct line. 
RCAS-AY verified C's coocems-l'EB concerns. 

C stated that FEB system is going on without anything being in front of or near the veh. 
C stated that tt feels fike tt is braking. 
C stated that C's daughter also has the same veh and has had this issue. 
C stated that DLR told C to contact NNA. 
C stated that when C called NNA, C was told to bring veh to DLR tor diagnosis. 
C stated that C should have been told lhere -s an issue with veh when C bought it 
C stated Iha! C does not feel sale in lhe veh. 

RCAS-AY started IIR. 
RCAS-AY advised C mentioned buyback. 

C stated yes, C does not leel safe in lhe veh. 
C stated that C was told to disable emergency braking. 
C stated that this is not a fix. 
C stated that DLR has returned veh to C and told C to keep disablilg system. 
C stated that veh started beeping 

RCAS-AY advised of RHR process. 

C stated that there is no repair history. 

Why do you want to return the veh to NNA? 
C does not leel Iha! lhe veh is sale. 

Where is the veh currentty? 
WtthC 

Where was the veh purchased? 
Legend Nissan, lease 

Was it pexchased new or used? 
New lease 

If used, when - lhe veh purchased? 
NIA 

RCAS-AY notes phone went dead. 

RCAS-AY pjaced outbolm call to Customer a 
RCAS-A Y left VMX for C requesting callback. 

Created By: Amanda Yett (3/19120181 :00 PM) 

on 3119/18@1:14 PM 

on 3/19/18@12:28AM. 

✓ RCAS-AY notes per related tech i ne case- DLR could not duplicate customers coocem. on test drive vehicle seemed to ft.UlCtion property. 
RCA>AY notes ooncem is under engineenng re-new. 

• 

Created By: Christina Salutari (3/191201810:17 AM) 
- CASE SUMMARY ' " 
C oontacted NNA regardilg emergency brakilg concern 
CRR-CS forwarding case to RCAS as DLR is unable to duplicate concern 

Best Contact 

Created By~ Chri:sUoa Sflhrtari (3119/201810:16 AM) 
CRR-CS VERIAED Account Info including: C's name, home & email address, phone# & best contact# 
CRR-CS VERIAED Veh Info including: VIN#, Current Mi eage 
CRR-CS CHECKED for open recalls/~gns and follld: 0 
CRR-CS CHECKED for previous UNRELATED Case(s) and found: 11439266 & 9304249 
CRR-CS CHECKED for previous RELA TEO Case(s) and found: 0 
CRR-CS NOTED concern is: BRAKING SYSTEM 
CRR-CS re<eived inbound call from C 

C stated C has been having a problem wilh lhe emergency braking system 
C stated VEH is slowing down and almost stopping in lhe middle of the road when there is nothing nearby the VEH 
C stated C took VEH in for diagnosis and DLR cannot figure out the problem and told C Nissan has been womng on tt for 9 months 
C stated DLR advised C to disengage lhe brake when startilg up VEH 
C stated C does not feel sale in lhe VEH and does not w ant the VEH 
C stated C wou1d not have purchased the VEH tt C knew tt did not operate correctly 
C stated daughter has the exact same VE.H and is experiencing the same concern 

CRR-CS troderstood and apclogized tor arry incoovenience 
CRR-CS asked which OLRSHP diagnosed concern 

C stated LEGEND NISSAN 

CRR-CS stated CRR-CS has documented C's call today and asked how C would like NNA to assist 

C stated C would like lhe problem fixed, 'Mlich DLRSHP cannot do or have Nissan buyback the VEH and get anolher VEH Iha! wiD not have this issue 
C stated Chas leased Nissans for the last 1~20 years and has neve< had a problem fike this before 

CRR-CS troderstood and stated CRR-CS wil forward lhis case to a Regional Specialist 1or further review 

C understood 

CRR-CS stated a Regional Consumer Affairs Specialist will review the case and contact C regardilg concern before end of business day 3120/2018 

C troderstood and accepted 

CRR-CS provided C with Case - and Agent ID #7319327 
CRR-CS offered further assis~ 

Cdeclined 

CRR-CS thanked C lor contacting NNA and wished Ca great day 

Call ended mutually. 

Created By: Leonardo Monte.-o (2/27/2018 11:09 AM) 
- - [CASE SUMMARY] --
C oontacted CA with: VEH Slowing down. No diagnosis perfonned 

CRR-LM is closing Case as no fi.l"ther assistance can be offered at this time. 

Created By: Leonardo Montero (2127/201811:09 AM) 
CRR-LM VERIAED Account information indudilg: C-s name, home & e-mail address, 
CRR-LM VERIAED VEH Information including: VIN #, Current Mi eage 
CRR-LM CHECKED for open recalls/campaigns and found: None 
CRR-LM CHECKED for previous UNRELATED Case(s) and found: None 
CRR-LM CHECKED previous RELATED Case(s) and found: None 
CRR-LM NOTED concern is: VEH Slowing down. No diagnosis performed 
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CRR-LM received inbound cal from C. 

C stated that VB-i started to slow down and C thinks that is the emergency breaking 
C stated that have kids in VEH and this issue can cause an accident 
C stated that caled DLR and was told that C ha\/e to call NNACA 
C stated that does not feel sale in VEH 

CRR-LM asked C if VEH was diagnosed by a certified Nissan DLR 

C stated that no 

CRR-LM informed C that wil need a diagnose from a certified Nissan DLR 

C understood 

CRR-LM asked C if thefe was anything else CRR-lM could aS&st with. 

Cdeclined. 

C understood. 

CRR-LM provided C with agent ID- and case numbe-

Case Categorizations 

Action C.lse Categorization # c..tego<y Oescription S<lbcatego,y Description 

BRAKES 

Forms 

GEN. BRAKE COMPONENT 
(S) 

Symptom Description 

UNABLE 
DIAGNOSE/DUPLICATE 

Action Fonn Request Type 

IIR 

C<Nted By - Amanda Yett 3/19/20181:15 PM 

Page 5 of 5 

Case Categorizations Help 

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

03 3/19/2018 WT AD 121500 

Created Date 

3/19/2018 

OA 

FomisHelp 

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

Copyright© 2000-2020 saleslorce.com, inc. Al rights reserved. I Privacy Statement I Security Statement I Tenms 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 ~""Y I/it! I Case ConYnents WI I c..,.. Categorizations W I ,E= W 

Case Detail 

Number of open vehicle campaigns = .l 

Account Name 

Contact Email 

Home Pl1one 

Letter Se-nt Date 

Letter Received Date 

Follow Up Date 

Supporting Documents 

CA Muttiple Repairs 

Social Media Involvement 

Martiz Custome< Id 

Case O#nH location 

Texting Status 

Case Reopen Count 

Description 

Call Script 

Who contacted u.s? 

I Vehicles Owned 

Vd'liele Purchased 

Pre-Owned Initial Mileage 

Current Mileage 

Incident Codes - IIR REQUIRED 

lncidef'lt Date 

Sent to legal 

Accident 

Asbag 

Fire 

IIR lndic.ator 

IIROate 

Vehicle Information 

3/2912018 

Murfreesboro 

0 

UR- FEB-EST 

Consumer 

4 

New 

8,600 

J Reopen Case 11 Clone Closed Case J 

Vehicle 

Model Year 

Make 

Model Line 

Model Code 

~ 

Dealer Detai l 

NISSAN 

ROGUE 

22617 

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/ 5000G0000 1 R TLx YQAX 

C....0- ~ 

Type CA 

Case Origin Phone 

Executive RefNTal 

Exee>Received-Oa.te 

Status Closed 

Datelrme Opened 2/28/2018 2:08 PM 

Date/Tome Closed 3/29/2018 3:53 PM 

Multiple Repairs No 

Executive Summary 

Executive Actions To Resolve 

Vehicle Maintained Location 

Previous Repai.r Date 

Previous Repair Location 

Related Vehicle Make Nissan 

XTIME Appointment Numb« 

Rollowf' 

Property Damage 

Injury letter 

Nootber Injured 0 

RHR Started 

RHR C«npleted 

Customer Document Requested 

Date Requested 

Customer Document Received 

Date Received 

Part Numb« 1 

Beyond Basic Warranty Miles 1 

Beyond Basic Warranty Months1 

Beyond PT WalTal'lty Miles1 

Beyond PT Warranty Months 1 

Data Net 

Datanet Deal« Date 

Oealff Instructions 

0 

0 

0 

0 

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 

Customize Page I Printable Vrew I Help for this Page 

.J 
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Sales & Service Campaign Specific Information 

Hot Alert Date 

LS Response rime 

Vert>atims 

Alert Trigger Verbatim 

Survey Verbatim 

Deale< Action History 

NNA Notes 

Customer Conversation Notes 

DTS Inspection 

Contact Name 

Home Phone 

WOfitPhone 

Mobile Phone 

Email 

Attemate Email 

OTS Inspection Date OTS Inspection Date Confirmed? 

DTS Request Type Notes for OTS (Vehicle Concerns) 

Inspection Time/Notes Appointment Time: 

Notes to Agent 

System Information 

Subject CUSTOMER:_ :_ VIN: 
SN1AT2MV7~ 

Mubah Butt 2/28/2018 2:08 PM 

NNAill, 12/11/201811:04 PM 

Root Cause 

Created By 

Last Mocfrfied By 

Case Record Type CA Oosed Case 

Days Closed 796 

Action c- NT8F 

Root Cause Code 

Root Cause Code (2) 

Document ID 

What action was taken? SF Provided Vehicle Information 

Agent Comments 

Agent Comments IIR. 

Case History 

Dale 

3/29/2018 3:53 PM 

3/28/2018 3:09 PM 

3/21/2018 11 :32 AM 

3116/2018 9:58 AM 

Agent Next Step 

Show more • I~ 

Case Comments 

Pubic e«nment 

Use, 

OeHenryKidd 

DeHeory Kidd 

DeHeory Kidd 

OeHenry Kidd 

Created By: DeHenry Kidd (312912018 3:50 PM} 
•"Closing case Notes-

Costomer Name:■ 

I Reopen Case I ! Clone Closed Case! 

Action 

Changed Status from Open to Close<!. 

Closed. 

Changed Follow Up Date from 3130/2018 to 3129/2018. 

Changed Follow Up Date from 3/21/2018 to 3130/2018. 

Changed Follow Up Date from 3116/2018 to 312112018. 

Page 2 of 5 

LOIN 

Ca-se History Help 

Case Conments Help 

Arbs-OK called customer to discuss case, 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. 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 (312712018 2:36 PM} 
Arbs reached out to the customer to let the customer know the inspection report is still in review and a decision has not been made yet. arbs stated once the decision has been made arts would reach out to customer. 

Created By: DeHenry Kidd (3/211201811:30 AM) 
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: DeHenry Kidd (311612018 9:54 AM) 

~ 
Arl)s.l)K called customer at 953am no answer was made. Albs left a message stating name and llllllber for c to call Albs back a11■■■1 call ended. 

Created By: DeHenry Kidd (311612018 9:36 AM) 
Arl>s reached out to the DTS to see tt the report has been uploaded to the FTP site ar1>s is waiting on a reply. 

I 
Created By: DeHenry Kidd (3112/2018 4:24 PM} 
Arbs has contacted customer to informed customer that arbs is waiting on the report and once that is received PL wil review and make a decision. A1 that time arbs wil contact customef. 

✓ Created By: Samantha Dixon (317/2018 3:29 PM) 
ARBS received vanail from C statr,g that c has the veh from the DlR and will take the veh to the Nissan DLR on 319 for the inspection 

Created By: Samantha Dixon (31712018 2:34 PM} 
ARBS made outlxlund call to C 
ARBS had to leave a vcmail 
ARBS advised that ARBS SD is assistr,g ARBS DK while 000 
ARBS advised that NNA wil be cooducting the inspection on 319 @12pm at the Nissan 112 

✓ ARBS provided direct 

ARBS made outlxlund call to Nissan 112 
ARBS had to leave a message with service receptionist because SM wasnt available. 
ARBS advised that DTS KM wil be out to the DLR on 319 to do IIR inspection on veil for the FEB coocem on veh. 
ARBS provided direct 
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ARBS changing F/update at DTS date is not available as ofyet. 

Created By: DeHenry Kidd (31512018 4:20 PM) 
Arbs has reached out to customer to discuss case, arbs apok>gize to customer for the delay on the inspection date, arbs stated once that date has been received arbs W'OUld falow up customer. 

Created By: Nickoy Reid (31512018 3:28 PM) 
CRR-NR received inbolald call from sales associate Chris Kunzler on behalf of C 
Associate stated that C is concerned and wants to know what is happening 
Associate stated that Associate is assistng C with C's current case 

CRR-NR informed C that the case is currently with ARBS and CRR is not able lo speak on matters pertaining to the case 
CRR-NR inform C to contact the RCAS that has responsibility for C's DLR to get more INFO 

Sales associate understood 

Created By: DavidAdediran-Abiola (3/3120181:09 PM) 
-CASE SUMMARY' " 
C caling into CA for case update 
CRR-AA provided C follow up date 
CRR-AA transferred C a,er lo 11ace mai box of Albs-OK lo leave 11ace mai 

Created By: DavidAdediran-Abiola (313120181:07 PM) 
CRR-AA OPENED Account Info including: C's name, home & email address, phone# & best contact# 6319035196 
CRR-AA VERIFIED VEH Info including: VIN#, Current Mileage, Warranty & Service Hislo<y 
CRR-AA CHECKED for open recalls/campaigns and found: NONE 
CRR-AA CHECKED for previous UNRELATED Case(s) and found: NONE 
CRR-AA CHECKED previous RELATED Case(s) and found: NONE 
CRR-AA received inbound call from C 
CRR-AA NOTED concern is: Fdlow up 

Sales associate Chris Kunzie< calling on behalf of Mr Hicks 
C stated C would like lo know whats going on with C's Case 
C stated Mr Hicks has purchased 10 Nissans 
C stated Mr Hicks put $10,000 down on the VEH and still pays $300+ 
C stated C would like Mr Hicks taken care of as he is a loyal nissan customer 
C stated this issues goilg on with the VEH is a very oorrmon issues roost VEH are having 

CRR-AA advised C of follow up date 
CRR-AA advised C that C should be getting contacted back before the end of next buisness day 

C agreed 
C stated C would also like to be conlacted 
C stated Cs contact information is 

CRR-AA advised C that case has been doc:oolented 
CRR-AA advised C that C could be sent lo 11ace mai box of Albs-OK to leave a 11ace mail 

C agreed 

CRR-AA asked C ii C would fike any further assistance 

C declined 

CRR-AA transferred C a,er to 11ace mai box of ArbMJK 

Created By~ Mack?tis Ahfiflamil (312/2018 3:36 PM) 
-CASE SUMMARY-
C contacted Nissan CA requesmg assistance with Case Fdlow Up 

CRR-MA sent oot.Wtesy emai lo RCAS-DK regarding C's call 

Created By: Maricris Abesamis (312/2018 3:36 PM) 
CRR-MA VERIFIED Acoount Info including: C's name, home & email address, phone# & best contact# 
CRR-MA CHECKED for previous UNRELATED Case(s) and found:-
CRR-MA CHECKED previous RELATED Case(s) and found: 0 
CRR-MA NOTED concern is: Case Fdlow Up 

C called in regarding Case 
C stated spoke with ARBS-DK about a follow up today with the OTS inspection date and time 
C wanted lo know W there is any updates 

CRR-MA informed C that Case is reng handled at dept above CRR-MA and what CRR-MA can do is sent courtesy email to ARBS-DK regarding C's call 

C understood 
C stated W unable to call via phone that sending an email to C will be fine 

CRR-MA informed C will note that on Case and inform ARBS-DK 

C understood and appreciated the assistance 

Best Contact#: --

CRR-MA thanked C for calling NNA 

Call ended mutualy 

Created Bv: QeHeQIY Kjdd 1312/2018 9:47 AM) 
Arbs has requested OTS inspection on customer vehicle art,s is waiting on date and time 

Created By: DeHenry Kidd (312/2018 9:46 AM) 
Verified Name Address Phone# VIN Mileage Responsible Dealer 

Checked for open Recalls/Campaigns: 2016-17 - Rogue; Left Hand Engine Mounting Insulator 

Page 3 of 5 

Arbs reached out to the customer lo discuss case, Customer slated the vehide has engaged the auto brake engaged three Imes on 2/2S, 1 on Side Street traveling at 50 mph, two Imes on Route 112. CUstomer stated 
he took vellicle to DLR to have it diag, Customer stated ij was not snowing or raining and had the vehicle washed. CUstomer slated that vellicle came to a hard violent stop. Customer stated the indicator light came up on 
dash and velwcle slowed down but then released itself. 

Arbs-DK informed customer that Albs would setup an inspection. Albs-OK stated once arbs has the date Albs will let the deale< and customer know. 
Arbs-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. Albs stated that W customer decide lo get alternate transponation ij will be at the customer 
expense due to NNA does not offer assistance di.ling the inspection period customer ..-.Stood. 

Created By: Amanda Kapogines (312/2018 7:22 AM) 

CRR-AK RECEIVED inbound call from C ii■■•• 
CRR-AK VERIFIED C'S lul name, address, 1erepnone numoer, email, VIN 
CRR-AK CHECKED for open recalls/campaigns and found: 1 
Previous RE.LA TED cases Found: 0 

C provided case # 
C does not understand why C needs lo wait for specialist to contact C to provide answers 
C stated C just wants vehicle back and to make sure it is safe to drive 

CRR AK apologized for sitlJation 
CRR AK advised C that noone at Nissan Consume< Affairs would be able to answer C's questions that is why the case has been forwarded lo another department 
CRR AK indicated follow up date on case is set up for today 
CRR AK sent courtesy email 

C understood 

CRR AK offered additional assistance 

https:/ /nissanna.my.salesforce.com/ 5000G0000 1 R TLx YQAX 6/2/2020 
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Cdeclined 

Call ended motualy 

BEST CONTACT 

Created By: Samantha Dixon (311/2018 2:47 PM) 
C contacted NNA alxlut FEB coocems. 

Created By: Amanda Yett (3/1/2018 9:21 AM) 

~g~~e~~~.:.t~ 1212um~~~~~-
RCAS-AY ADVISED "This call may be reoorded for quality and training purpooes. • 

RCAS-AY CHECKED for open recals/carrc,aigns and fomd:O 
Previous UNRElATEO Case(s) FOllld: 0 
Previous RELATED Case(s) Found: 0 

RCAS-AY advised POC. 
RCAS-AY advised of case number and direct line. 
RCAS-AYverified C's coocems-l'EB concern. 

C stated that SM-Mo Khan told C that this is a kno.vn issue and there is no fix. 

RCAS-AY started IIR. 

C stated that another veh almost hit C. 
C stated that when C took veh to DLR, SM-MK advised 
C stated that SM-MK advised C to not get back into veh. 
C stated that C wants veh fixed. 
C stated that SM-MK advised NNA does not know when a fix wil oome out. 
C stated that this could cause bodi y harm. 
C stated that in an ideal world, NNA would already have a fix. 
C stated that C has owned Nissan for 25 years. 
C stated that rt NNA cannot fix veh 
C stated that C bought veh in July of 2017. 
C stated that in the last few months, warning signal would go off when C's veh was not around anything. 

RCAS-A Y apologized for experience and advised this has been documented. 
RCAS-AY asked howC would tike NNAto be involved at this time. 

C stated that tt seems awfully odd to be asked that question. 

RCAS-AY apologized and advised tt is required that C be asked this question. 

C stated that ideal solution wou1d be that this did not occur. 
C stated that ideal solution would be for NNA to give C $1 million. 
C stated that C wants veh back. 
C stated that rt NNA cannot fix tt, C does not want an oosafe veh. 
C stated that ideal y, C wants veh back and fixed. 
C stated that rt this does not go well, C wil not buy anothe< Nissan. 

RCAS-A Y oodefstood. 
RCAS-AY advised someone will review case and reach out to C within 3 busc,ess days. 

C confinmed that this is the best contact number. 
C asked how long C is going to be out of veh. 

RCAS-A Y advised likely that inspection will be scheduled but RCAS-AY cannot guarantee when tt wiU be done. 

C stated that C will not pay fo, loaner veh since this is not C's fault. 
C stated that C just wants NNA to know that C will not pay for loaner veh. 

RCAS-AY apologized for experience and advised this will be documented. 
RCAS-AY advised lollow up no later than 316. 

C oodefstood. 
C declined further assistance. 

RCAS-A Y thanked C for C's tine. 

Call ended motualy. 

✓ ~~~~~:::!.O:lt3a::~2/28/2018 3:42 PM) 

Created By: Amanda Yett (2/28/2018 3:39 PM) 
RCAS-AY placed outbo<lld call to DLR. 
RCAS-A Y spoke with SM-Mo Khan. 

✓ SM-MK advised C is having a coocern with FEB system. 
SM-MK advised C is very concerned alxlut veh. 
SM-MK advised C is currently in a loaner veh. 

Created By:~ (2/2812018 2:24 PM) 
■ - [CASE SUMMARY] -

ORR-MB sending case to RCAS for VEH ilsurance and payment concern due to unable to drive VEH k>r safety concern. 

Created By: Mubah B.-t (2/2812018 2:23 PM) 
CRR-MB < VERIFIED> Account Info including: C's name, home & phone# 
CRR-MB VERIFIED VEH lnlo including: VIN#, Current Mileage, 
CRR-MB CHECKED fo, open recals/campaigns and fomd: 0 
CRR-MB CHECKED for previous UNRELATED Case(s) and found: 0 
CRR-MB CHECKED previous RELATED Case(s) and found: 0 

CRR-MB received a cal from C cooceming a VEH ocmpliant. 

C stated that c is calling in regards to file a complaint against VEH. 
C stated that C almost got not an accident due to safety concern with VEH. 
C stated that C had this incident oocurred 3 times. 
C stated that VEH started jolting and C had two kids in VEH. 
C stated that C's VEH almost htt to another VEH. 
C stated that VEH automatic brake engaging on it's on. 
C stated that C drove it to NNA DLR and was advised to not drive VEH due to safety concern. 
C stated that DLR advised C that this is ocmputer coocem and NNA is wor1<ing 00 fix but ah snot fOllld yet. 
C stated that DLR advised C not to drive a VEH and provided rental VEH. 
C stated that DLr advised C that DLR has sent DOC to NNA and inspector will be sent by NNA to have further investigation on concern with VEH. 
C stated that DLR advised that tt is known issue with computer system Which NNA is still wo,king n fix. 
C stated that C is not paying for Rental but C is paying for Cs' VEH insurance and VEH payment. 
C stated that c since C's is not able to drive VEH until fix is found by DLR C wants o know what c should do about insoo,nce and payment 

CRR-MB provided C with Case# 
CRR-MB informed C that Case wil be transferred to a Regional Consumer Affairs Speciafist who will cootact the C by dose of business day <03-01-2018> regarding the C concern 

C oodefstood. 

Best Contact#: 6319035196 

Call ended mutualy. 

Case Categorizations 

https:/ /nissanna.my.salesforce.com/ 5000G0000 1 R TLx YQAX 
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Action ~ ~ # c..tego,y Description Subcatego,y Description Symptom Description Majo,C-C-~ Dale Sy-C- c.oegory ~ Subcategory C- Concern C-

Forms 

Action Form -A Back. To Top 

NISSAN PRODUCT INQUIRIES ROGUE CRmCISM OF 2/28/2018 ZH AZ 270500 OF 

Request Type 

IIR 

CfeatedBy 

Amanda Yett. 311/2018 9:18 AM 

/wlays show me more records pe, related !isl 

Copyright© 2000-2020 salesk>roe.com. ilc. Al rights reserved. I ertvacy S!fderoept I Ses,rjty St@temm1 1 Jenps of Use 1 508 Compfiaoce 

Created Date 

3/1/2018 

FonnsHelp 
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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) 

Customize Page I Printable Vrew I Help for this Page 

Show Feed 

Case Historyf~ I <:aseCorrments~ I CaseCaleooriz.ation.121 I !2a:!!!UII 

Case Detail 

Number of open vehicle campaigns = .l 

Account Name 

Contact Email 

Home Pl1one 

Letter Se-nt Date 

Letter Received Date 

Follow Up Date 3/512018 

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 ssell L 

Type TS 

Case Origin Data load 

Executive RefNTal 

Exee>Received-Oa.te 

Status Closed 

Datelrme Opened 311/2018 6:4 7 PM 

Date/Tome Closed 3/5/2018 3:29 PM 

Multiple Repairs No 

Executive Summary 

Texting Status Executive Actions To Resolve 

Call Script 

Case Reopen Count 0 

Description Media Player - Device compatibility 

Who contacted us? 

I Vehicles Owned 

Vehicle Purchased 

Media Player - Slow system response/freezes 
Media Player - Pairingfconnectivity issues 
Cell Phone Connectivity - OtllerlNone of the above 
NissanConnect/lnfiniti Connection - Broken/Does not wa1t 
Apple CarPlay - Other/None ol lhe above, 
Backup/Par1<ing Assislance - Othe</None of the above 

Survey 

3 

New 

Pre-Owned Initial Mileage 

Current Mileage 3,052 

Incident Codes - IIR REQUIRED 

Incident Date 

Sent to legal 

Accident 

Aobag 

Fu-e 

IIR Indicator 0 
IIROale 

HR 

Vehicle Information 

Vehicle SN1A T2MV9J• 

Model Year 2018 

Make NISSAN 

Model Line ROGUE 

ModelCooe 22218 

Dealer Detai l 

Case Senricing Deale< PINE Ba T NISSAN OF KEYPORT 

Case Servicing Dealer Region Northeast Region 

Responsible District 03 

SharedWrth 

Bluetooth 

Phone Carrier Verizon 

Phone Manufacture< Apple 

Reported From CUstomer 

Issue Categories Connectivity 

Related Items 

App,-owd Check Requests $0.00 

https://nissanna.my.salesforce.com/5000G00001RTtNZQA1 

Vehicle Maintained Location P INE BELT NlSSAN Of KEYPORT 

Previous Repair Date 2/16/2018 

PreVM>Us Repa.- location PINE BELT NISSAN OF KEYPORT 

Related Vehicle Make Nissan 

XTIME Appointment Number 

Rollowr 

Property Damage 

Injury Letter 

Nlfflber Injured O 

RHR Started 

RHR C«npleted 

Customet' Document Requested 

Date Requested 

Custon-.er Document Received 

Date Received 

PartNumbH1 

Beyond Basic Warranty Miles 1 0 

Beyond Basic Warranty Months1 0 

Beyond PT Warranty Miles 1 0 

Beyond PT Warranty Months1 O 

Data Net ✓ 

Oatanet Dealer Date 3ISl2018 

Dealer Instructions Service Oepl Re-ne'W 

Requested Dealer Action Please review 

Bluetooth Ticket Status 

Phone Model !Phone 7 

Phone Operating Sys- 11.2.1 

Goodwill Offered 

.J 

6/2/2020 
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Sales & Service Campaign Specific Information 

Hot Alert Date 

Vert>atims 

LS Response Tinle 

AJect Trigger Verbatim 

Survey Verbatim E1120B, Media Playe, - Device compatib<lity, OS 
Sometimes the system wil freeze, not connect prope,1y, or jusl not w011<. 

E1120O, Media Playe, - Slow system response/freezes, OF 
Sometimes the system wil freeze, not connect properly, or just not work. 

E1120E, Media Playe, - Pairing/connectivity issues, OF 
Sometimes the system wil freeze, not connect prope,1y, or jusl not w011<. 

E112SZ, Cell Pllooe Connectivity - other/None of the above, OF 
Sometimes the system wil freeze, not connect prope,1y, or jusl not w011<. 

E1132A, NissanConnect/1nfiniti Connection - Broken/Does not won<, OF 

VCAN 

Goodwill Processed 0 

Vehicle Service Contract 

VSC Reprint Request Email 

Contact Name 

Home Phone 

WOfkPhone 

Mobile Phone 

Email 

Alternate Email 

Page 2 of 3 

The anti colision was being activated with no justification. It was creating a very bizzare noise and then would stop as if nothing had happened➔ There were no cars/pedestrians on the 
street, no lines on the street, no stop signs/lights. This happened about 4 times. The fifll1 time, tt tried to break my car but didn't make it come to a complete stop. I've been to the dealership 
twice, and they have no solution. 

E1980F, Apple CarPlay-Othef/None of the above, OF 
Sometimes the system wil freeze, not connect propet1y, or just not work. 

F1200Z, Backup/Parl<ilg Assistance - Other/None of the abolle, OF 
The system will have a serious delay while I'm backing up. By the time is catches up, I'm already done backing up. 

Dealer Action History 

NNA Notes 

Customer ConvffSation Notes 

DTS Inspection 

OTS Inspection Date DTS Inspection Date Confirmed? 

DTS Request Type Notes f« OTS (Vehicle Concerns) 

Inspection Time/Notes Appointment Time: 

System Information 

Subject 

Created By 

last Modified By 

Case Record Type 

Days Closed 

Notes to Agent 

CUSTOMER:­
SN1AT2~-

FFETL 3/1/2018 6:47 PM 

t11:16m, 12/10/201811:11 PM 

CA Oosed Case 

820 

Action Code NT6A 

Wl\at action was taken? 6A Vehicle Performs Nonnally 

Agent Comments 

Agent Comments 3/5/18 - 1st call to C. 

Agent Next Step 

VIN: 

I Reopen Case 11 Clone Closed Case l 

Case History 

Use< 

3/5/2018 3:29 PM Russell Lawyer 

Russell Lawyer 

Bumi! I awver 

Action 

Changed Status from Open to Closed. 

Closed. 

Changed Data Net from raise to true. 

Changed Follow Up Date from 3/2/2018 to 31512018. 

Root Cause 

Root Cause Code 

Root Cause Code {2) 

Document ID 

SCIN 

3/5/2018 3:26 PM 

3/2/2018 1:14 PM 

3/2/2018 1:06 PM Russell Lawyer Changed Case Servicing Dealer from SANSONE NISSAN to PINE BELT NISSAN OF KEYPORT. 

Show more • I ~ 

Case Comments 

Public Conwnent 

✓ Created By: Russell Lawyer (3/512018 3:27 PM} -- -CASE SUMMARY_, ____ _ 

Case History Help 

Case Cooments Help 

• Customer Concern: C contacted NNA CA regarding vehicle concerns with Media Player - Device compatibitity, Media Player - Slow system response/freezes, Media Player - Pairing/connectivity issues, 
Cell Pl1ooe Connectivity - other/None of the above, NissanConnecUlnfiniti Coonectioo - Broken/Does not w0f1<, Apple carP!ay - other/None of the above, Backup/Parkilg Assis lance - Other/None of the above. 
• Agent actions: TCS-RL placed outbound cal to PINE BELT NISSAN OF KEYPORT and spoke willl SA-Joe who advised that veh was in Feb 16th and there was a code for a Radar Obstruction Code- C1A 1697. SA-Joe 
advised no mention of any media concerns of any type and no appoinlments scheduled lor vehicle. T~L made contact wtth C and notes that C stated using IPhone 7 operating IOS 11.2.1. TCS-RL reviewed Bluetoolh 
compatibility webstte and advised C that IOS 11.1 is highest operating system currently supported. TCS-RL advised C of Bluetoolh oornpatibilfy website and Illa! DLR could provide updated info as well regarding 
supported IOS operating system. TCS-RL notes C decfined further assistance. 
• Customer purchased vehicle: New 
• Current mileage: 3,052 miles 
• OON- Basic: O rnonthslO miles, Power Train: O months/0 miles 
• VSC: None 
• Last service vistt: 2/16/2018 
• Previous owned '<ell: 2 
• Total cosl of repair: NIA 

•----•-----STATEMENT OF DECISION-•-----

https://nissanna.my.salesforce.com/5000G00001RTtNZQA1 6/2/2020 
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TCS-RL notes C's IOS system is not currently supported by vehicle Bluetooth tedlnorogy. 
TCS-RL is closing case as no further assistance can be offered at this time. 

Created By: Russell Lawyer (J/512018 3:18 PM} 

ig~:~t::'c~ C::~.2£Jiii£ fa ...D. 
TCS-RL notes that once TCS-RL identified that TCS.RL was calling from NNA HQ C slated C would like TCS-RL to speak with C's daughter who is tile dri-of tile w,nicle. 
TCS-RL notes that C put C's daughter, Linda Cretella, on tile phone. 
TCS-RL notes that lilda Cretella is referred to below as C. 
TCS-RL advised "This call may be re<aded for quality and training PllJ)OSes." 
TCS-RL verified C's name, home & email address. 
TCS-RL advised C tllat TCS.RL has received C's survey comments. 
TCS-RL advised C tllat TCS.RL was calling to offer C tile opportlllity to discuss C's cooments with an agent 

C stated vehicle will connecl phone to w,nicle and that sometimes tt works and sometimes. 

TCS-RL inquired about phone model, came<, operating system, etc. 

C stated Chas an !Phone 7, running IOS 11.2.1, and that C's cell phone service is through Venzon. 
C stated vehicle does not have navigation. 

✓ TCS-RL reviewed NNA Bluetooth Device Compatillility Website and notes tllat IOS 11.2 1 is not currently compatible as tile most re<ent version supported is IOS 11.1. 

Page 3 of 3 

TCS-RL advised C tllat w,fommately NNA has not been provided tile software update from Api)je for IOS 11.2 1 and that NNA wil continue womng towards making IOS 11.2 1 compatible with C's vehicle. 
TCS-RL advised C that information can be obtained from NNA Bluetooth Device Compatibility website and tllat DLR may also provide information to C ij C is at DLR having service completed on tile vehicle. 

C stated C undefstood. 

TCS-RL advised C that based on oompatibitity website info tile device and vehicle may not function property. 

C stated C undefstood. 

TCS-RL inquired ij ftrtler ass,slance can be provided to C. 

C declined. 

TCS-RL thanked C for C's time and for driving Nissan. 
TCS-RL wished Ca good day. 

Call ends Jrutually. 

Created By~ B1ffl:¥H I awve:r (3/2/20181:13 PM} 
TCS-RL placed outbotuld call to PINE BELT NISSAN OF KEYPORT,■■■■• and requested to speak with SM. 
TCS-RL was transferred to SA-Joe. 
;rcs-RL advised SM of C's survey concerns and asked ij C's vehicle is currently in DLR or ij Chas appointment scheduled soon to have C's w,nicle reviewed. 

SA.Joe advised vehicle was in Feb 16th and tllerewas a code for a Radar Obstruction Cod&-C1A1697. 
SA-Joe advised code was cleared and C was informed to return if issue occured again so that DLR can do further diagnosis. 

✓ SA.Joe advised no mention of any media concerns of any type. 

TCS-RL inquired ij C has any appointments currently scheduled. 

SA.Joe advised no appointments scheduled. 

TCS-RL thanked for info. 

Call ends Jrutually. 

Created By~ B1rv&H I awve:c (312/2018 1:07 PM) 
TCS-RL re<eived case for handling as a result of QC survey response received from C. 
TCS-RL notes copied survey notes below: 

Survey Ve<batim 
E1120B, Media Player - Device compatibility, OS 
Sometimes tile system wil freeze, not connect property, or just not wor1<. 

E112DD, Media Player - Slow system response/freezes, OF 
SOmetimes tile system wil freeze, not connect property, or just not wor1<. 

E1120E, Media Player - Pairing/coonectivity is.wes, OF 
Sometimes tile system wil freeze, not connect property, or just not wor1<. 

✓- E112SZ, Cel Phone Connectivity - Other/None of tile above, OF 
Sometimes tile system wil freeze, not connect property, or just not wor1<. 

E1132A, NissanConnecl/tnfirvti Connection - Bro«en/Does not wor1<, OF 
The anti collision was being activated with no ;ustification. It was creating a very bizzare noise and then would stop as if nothing had happened. There were no cars/pedes1rians on the street, no fines on the street, no stop 
sig,s/lights. This happened about 4 times. The fiftl1 time, tt bied to break my car bot <idn't make tt oome to a complete stop. I've been to tile dealership twice, and they have no saution. 

E1980F, Apple CarPlay-Otller/None of tile above, OF 
SOmetimes tile system wil freeze, not connect property, or just not wor1<. 

F1200Z, Backup/Parking Ass,slance - Otller/None of tile alxl\le, DF 
The system will have a serious delay whi e I'm backing up. By tile time is catches up, I'm already done backing up. 

TCS-RL checked for open/related previous CA cases and follld: None 
TCS-RL checked for closed CA cases and found: None 
TCS-RL checked for open recalls/campaigns and found: None 

Created By: Russell Lawyer (J/2/2018 12:39 PM} 
Quality Connection Hot Alert 

Case Categorizations Case Categorizations Help 

Action ~ ~ # c.tegory Description S<lbcatego<y Description Symptom Description Major C..._...,. Code C.>ego<y Date Symptom Code Calegory Code Subcategory Code Concern Code 

AUDIOM DEO/NAVI Bluetootll POOR DR IMPROPER OPERATION QA 3/5/2018 YX AA 306500 OA 

AUDIOM DEOINAVI MONITOR, REAR POOR DR IMPROPER OPERATION 13 3/5/2018 YX AA 301000 OA 

Forms FonnsHetp 

No records to display 

,,.., Back To Top /wlays show me more records per related list 

Copyright© 2000-2020 sales force.com, inc. Al rights rese<Ved. I Privacy Statement I Security Statement I Terms of Use I 508 Compliance 
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Show Feed 

Case Historyf~ I <:aseCorrmentsml I CaseCaleooriz.ationW I !2a:!!!UII 

Case Detail 

Account Name 

Contact Email -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 

J Reopen Case 11 Clone Closed Case J 

Case 0wne< ■Geoffrey Gahan 

Type CA 

Case Origin 

Executive Refenal 

Exee>Received-Oa.te 

Phone 

Status Closed 

Datelrme Opened 3/6/2018 12:58 PM 

Date/Tome Closed 317/2018 10:14 AM 

Multiple Repairs No 

Executive Summary 

Texting Status Executive Actions To Resolve 

Case Reopen Count 0 

Description C contacted NNA about FEB concern. 

Call Script 

Who contacted u.s? Consumer 

#Vehicles Owned 1 

Vd'liele Purchased New 

Pre-Owned Initial Mileage 

Current Mile- 2,264 

Incident Codes . IIR REQUIRED 

lncidef'lt Date 

Sent to legal 

Accident 

Asbag 

Fire 

IIR lndic.ator 0 

IIROate 

HR 

Vehicle Information 

Vehicle JN8A T2MV8~r,-

Model Year 2017 

Make NISSAN 

Model Line ROGUE 

Model Code 29617 

Dealer Detail 

ease Servicing Dealer NISSAN 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/ 5000G0000 1 S4jYJQAZ 

Vehicle Maintained Location NISSAN 112 SALES CORP 

Previous Repai.r Date 

Previous Repair Location 

Related Vehicle Make Nissan 

XTIME Appointment Numb« 

Rollowf' 

Property Damage 

Injury letter 

Nootber Injured 0 

RHR Started 

RHR C«npleted 

Customer Document Requested 

Date Requested 

Customer Document Received 

Date Received 

Part Numb« 1 

Beyond Basic Warranty Miles 1 O 

Beyond Basic Warranty Months1 0 

Beyond PT WalTal'lty Miles1 0 

Beyond PT Warranty Months 1 O 

Oat.a Net 

0atanet 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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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:-­
JN8A T2MV8A'1911111 

Maricris Abesamis 31612018 12:58 PM 

NNAill, 12/11/2018 10:34 PM 

Case Record Type CA Oosed Case 

Days Closed 818 

Action c- NT8H 

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

Agent Comments 

Agent Comments New- Contact DLR 

Agent Next Step 

VIN: 

I Reopen Case I ! Clone Closed Case! 

Case History 

Dale User Action 

317/2018 10:14 
AM f..AQffrey Gahan Changed Status from Open to Closed. 

.!imllil 317/2018 7:41 AM ~ 

Closed . 

Changed Case Owner from Amanda Yett to Geoffrey Gahan. 

Root Cause 

Root Cause Code 

Root Cause Code (2) 

Document ID 

SCIN 

317/2018 7:13 AM Amanda Yett Changed Subject from CUSTOMER:--PHONE··-Best VIN: JN8AT2MV8~ to CUSTOMER:-­
JN8AT2MV8~ . 

Changed Description. 

Shgw ID9ll' • I~ 

Case Comments 

Pubic Conwnent 

Created Bv: f,egffrey Gahan (3/7/201810:13 AM) 
CRT-GG is closing Case as no further assistance can be offered at this time. 

- CASE SUMMARY -
✓ C contacted Nissan CA requesting assistance with FEB concern. 

CRT-GG reviewed Case with SA-Karen Lally and was advised DLR was unable to dupjicate the concern and no codes were found. 

•n STATEMENT OF DECISION -
ORT-GG advised C to visit the DLR for further diagnosis ij the coocem relums. 
CRT-GG nolilg C accepted assistance. 

Created By: Geoffrey Gahan (3/7/201810:11 AM) 
CRT-GG placed oUUJound call to C @-
CRT-GG advised C , "This call may be~ quality and training purposes.• 
CRT-GG verified C's name, home & email address, ooncem, and phone numbef. 
CRT-GG checked for open recalls/campaigns and found: O 
Previous UNRELATED Case(s) Found: 0 
Previous RELATED Oase(s) Found: 0 

✓ C stated C has ooncem with FEB system. 
C stated signal wil go off and brakes will apply and then let go. 

CRT-GG advised C to visit the DLR for further diagnosis ij the coocem relums. 
CRT-GG stated DLR cant recommend repairs until DLR is able to d1.11>icate Cs concern. 

C understood. 

Call ended mutually. 

Created By: Geoffrey Gahan (3/7/2018 9:30 AM) 
CRT-GG placed an OUUJound call to NISSAN 112 SALES CORP and spoke with SA-Karen Lally. 
SA-KL slated C came in yesterday claiming the VEH is braking oo its own. 
SA-KL slated VEH was scanned for codes and none were found. 

✓ SA-KL slated VEH was road tested and FEB was lound to be operating as intended. 
SA-KL slated C was advised to recum when the concern returns. 

Call ended mutualy. 

✓ ~~~'!~~o:~g3af!~3/7/2018 7:14AM) 

Create<I By~ Marisris Ahe1amiJ (3/6120181:06 PM) 
- CASE SUMMARY-
C contacted Nissan CA requesting assistance with ABS - Unable to Diagnose 

https:/ /nissanna.my.salesforce.com/ 5000G0000 1 S4jYJQAZ 
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Ca-se History Help 

VIN: 

Case Conments Help 
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CRR-MA transferred Case to RCAS who wil cootact the C by close of business day 03/07/2018 regarding coocem 

Created By: Mar icris Abesamis (3/612018 1 :05 PM) 
CRR-MA VERIFIED ACOOlllt Info including: C's name, home & email address, phone# & best contact# 
ORR-MA VERIFIED YEH ln1o including: VIN#, current Mileage, Warranty 
ORR-MA CHECKED kl< open recals/campaigns and foood: 0 
ORR-MA CHECKED kl< previous UNRELATED Case(s) and found: 0 
ORR-MA CHECKED previous RELATED Case(s) and found: 0 
ORR-MA NOTED concern is: ABS • Unable to Diagnose 

C is YEH owner's wif~thy Smith 
C stated brought YEH in today at DlRSHP kl< ABS concern 
C stated as per DLRSHP to contact NNA CA regarding concern 
C stated as per DLRSHP, diagnosis is not reading any codes 00 YEH 

ORR-MA understood 

C stated concern with ABS has happened 5 times now where YEH beeps and then brake is appfied automatically 
C stated nothing would be on the road 

ORR-MA understood 

C stated most recent time concern happened was on 03/04/2018 

I ORR-MA understood 
ORR-MA asked who was woocing on YEH 

C stated SA-Lally 

Page 3 of 3 

ORR-MA understood and infocmed C that Case wil be transferred to a Regional Consumer Affairs Specialist that specializes in these types of concerns who will cootacl the C by close of business day 03/0712018 
regarding the C coocem and to note that caller ID wiU show eithe 

C understood 

ORR-MA asked ~ require arry furthef assistance 

C declined 

ORR-MA provided Case# and Agent ID 7319316 

C oodefstood and appreciated the assistance 
BestContact#:--

ORR-MA thanked C tor caDing NNA 

Call ended mutualy 

Case Categorizations Case Categorizations Help 

Action C... ~ # C.lego,y llescripficn Subcategory Description Symptom Description Maj<>< C..._,ent Com Catego,y On Symptom Code Catego,y Com S<A>c.llego<y Com Concern Code 

BRAKES ANTU.OCK BRAKE SYSTEM UNABLE D IAGNOSEIOUPUCATE 04 316/2018 WT AD 118500 OA 

Forms Forms Help 

No records to display 

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

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) 

-Show Feed 

Case Detail 

AccountN,me -­
Contact Email 

Home Pl1one 

Letter Se-nt Date 

Letter Received Date 

Follow Up Date 9/28/2018 

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 ~ I Case C:deoorizations fa! I ~ ill 

J Reopen Case 11 Clone Closed Case J 

ease Owne< ■ Lawanda Bradley 

Type CA 

Case Origin Phone 

Executive Refenal 

Exee>Received-Oa.te 

Status Closed 

Datelrme Opened 317/2018 2:54 PM 

Date/Tome Closed 9127/2018 2:30 PM 

Multiple Repairs No 

Executive Summary 

Texting Status Executive Actions To Resolve 

Case Reopen Count 2 

Description BBB Voluntary Repurchase due to 4 repairs due to ~lision light on when driving on flat road,4 repairs due to steering wheei moves under feet when turning, 3 repairs due to brakilg 
system comes on and off by itsen with 13 busiless days down 

Call Script 

Who contacted us? ca.sumer 

I Vehicles Owned 1 

Vehicle Purchased New 

Pre-Owned Initial Mileage 

Current Mileage 25,669 

Incident Codes . IIR REQUIRED 

lncidef'lt Date 

Sent to Legal 

Accident 

Awbag 

F.-e 

IIR Indicator 

HR Date 

HR -
Vehicle Information 

Vehicle JN8A T2MV7H\' 
Model Year 2017 

Make NISSAN 

Model Line ROGUE 

Model Code 22617 

Dealer Detail 

Case Servicing Dealer HADDAD NISSAN 

Case Servicing Dealer Region Northeast Region 

Bluetooth 

Related Items 

Responsible District 10 

SharedWrth 

Phone Carrier 

Phone Manufacturer 

Reported From 

Issue Categories 

Approved Check Requests $27,988.08 

Vehide Maintained Location HADDAD NISSAN 

Previous Repair Date 3/6/2018 

Previous Repair Location NISSAN OF KEENE 

Related Vehicle Make Nissan 

XTIME Appointment Number 

Rollover 

Property Damage 

Injury Lett« 

NLWnber Injured 0 

RHR Started 6/6/2018 

RHR C«npleted 6/6/2018 

Customer Document Requested 

Date Requested 

Customer Document Received 

Date Received 

PartNumber 1 

Beyond Basic Warranty Miles 1 0 

Beyond Bask, Warranty Months 1 4 

Beyond PT Warranty Miles 1 0 

Beyond PT Warranty Months1 0 

Data Net 

Datanet Dealer Date 

Dealer Instructions Service Oepl Review 

Requested Dealer Action review 

Bluetooth Ticket Status 

Phone Model 

Phone Operating Sys1em 

Goodwill Offered 

VCAN 

Goodwill Processed 

Vehicle Service Contract 

.J 
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VSC Reprint ReqUffl Email 

Contact Name --

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 

Home Phone 

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 

Notes to Agent 

CUSTOMER­
JN8AT2MV7~ 

VIN: Root Cause 

Crea1ed By Leah Kinoshi1a-Rollicheau, 317/2018 2:54 PM Root Cause Code SDMV 

Last Modffied By NNAETL, 9118/2019 9:30 PM 

Case Record Type CA Oosed Case 

614 

NTSF 

Root Cause Code (2) 

Document ID 

Days Closed 

AetionCode 

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

Agent Comments 

Agent Comments 

Agent Next Step 

I Reopen Case! I Clone Closed Case I 
Case History 

9127/2018 2:30 PM 

9/26/2018 10:18 AM 

9/25/2018 3:32 PM 

9124/2018 4:14 PM 

Show more • I~ 

Case Comments 

Pubic Comment 

Use< 

Lawanda Bradley 

Lawanda Bracley 

I awanda Bradley 

Lawanda Bradley 

CreatedBy:~(12/5/2018 3:20PM) 
""' [Added after the case is closed.] .._ 
Check sent-FedEx tracking number as notated by DRT agenL 

Created By: Paige Gilliam (10/10/2018 4:10 PMI 
... (Added after the case is closed.) .-

Action 

Changed Status from Open to Cloud. 

Closed. 

Changed Follow Up Date from 9/26/2018 to 9/28/2018. 

Changed Follow Up Date from 9/25/2018 to 9/26/2018. 

Changed Follow Up Date from 9124/2018 to 9/2512018. 

ORTS PW: Ched<(s) from NESNA for Service Agreement Refllld in the amount of $94.42 sent to LOCKBOX #54457; FED EX TRACKING 
ACCOUNT;--Case documented and copy of check attached to case 

■ 
Created By: Paige Gilliam (10/10/2018 3:53 PMI 
.... (Added after the case is closed.]._ 
ORTS PW: Ched<(s) from NESNA for Service Agreement Refund in the amount of $1225.00 sent to LOCKBOX #54457; FED EX TRACKING 
ACCOUNT;--Case documented and copy of check attached to case 

I ;~":~"!i~L~=!':!''Z:!~~~~!°:~ 
Created By: Lawanda B<adley 19/27/2018 2:29 PMI 
ARBS notes The case is successfully created with Morley with Case Number as:290207 -ABS noles: Mol1ey FedEx Trackilg 

Created By~ I awaoda RaxUsw (9/2512018 3:30 PM) 
ARBS received email from C with C's updated registration attach in email stating: 

Hi Lawanda, 

Thank you ve,y much. 
Please find attached a oopy of my current registration. 

Created By~ I awaoda Rrm:Uey (9/25/2018 9:51 AM) 
ARBS sent email to C stating: 

Also, could you also send me a copy of your new registration? 

Lawanda Bradley 

Created By: Lawanda B<adley 19/25/2018 9:48 AM) 
ARBS sent email to C stating: 

Good morning, 

I would like to let you know that this department doesn't have an escalatioo process, so oofo<tunately you wooldn't be able to speak with a supervisor. 

Ca-se History Help 

Case c.omnents Help 

Check will be credited and journalized to NNA's BUYBACK 

Check will be credited and journalized to NNA's BUYBACK 

I absolutely understand your frustration, but this is stil a voluntary offer. What I am willing to do, because it was a mistake on my end, I will be willing deduct the amount of sales tax from your usage so that your refund will 
remain the same. Below are ~ new figures. I have already resubmitted your checic request 
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Repurchase 
Base Price $34,080.00 
Total Purchase Price $34,080.00 

Less Usage $6,546.87 
Loan Payoff" 24567 .3 
Total Deductions $31,114.17 

Refund Amount $2,965.83 

Please let me know if you ha"' a,ry questions. 

Thank you, 

Lawanda Bradley I Arbitration Specialist 1- Custome< Quality I Nissan 

Created By: Lawanda Bradley 19/25/2018 9:42 AM) 
ARBS notes revised repurchase figures: 

Repurchase 
Base Price $34,080.00 
Total Purchase Price $34,080.00 

Less Usage $6,546.87 
Loan Payoff" 24567.3 
Total Deductions $31,114.17 

Refund Amount $2,965.83 

Created By: Lawanda Bradley 19/25/2018 9:41 AM) 
ARBS notes base price of -,enicle is $34,080.00 
ARBS notes sales tax amount tt $2,303.40 
ARBS deducting $2,303.40 for C's usage of $8,850.27 making tt total amount of usage be $6,546.87 

Created By: Lawanda Bradley 19/25/2018 9:31 AM) 
ARBS discussed case with TL-CA and was advised that since the case is a llOfH.emon law repurchase and the mistake was on ARBS, the deduction of the sales tax can come from C's usage. 
ARBS wil recalculate C's repurchase figures to reflect usage deduction, so that C's refund can remain the same 

Created By: Lawanda Bradley 19/24/2018 4:09 PMI 
ARBS received email from C stating: 

Hi Lawanda, 

Page 3 of 17 

Per Nissan's contract that I accepted, signed and sent to you on SeplemlJer 12th that you received. I am expecting a check in the amount of $2,965.83. H there is an issue with Nissan fulfilling the terms of the agreed 
upon contract I would tike to speak with a supervisor wl1o can hooor the muruaDy agreed upon terms of the oootract. 

I am shocked that Nissan is now trying to alter the terms of the oootract after it has been signed and accepted 

Created By: Lawanda Bradley 19/21/201810:18 AM) 
ARBS sent email to C stating: 

Good momng Ms.-

I hope this email finds you well! 

I have some unfortunate news, that is ~ely a rrisstep on my part. 

Accounting has reject the check request for your case. Because you were offered a non-Lemon Law repurchase, sales tax is not an amount that wil be a-edited back to you. 

Repurchase 
Base Price $34,080.00 
Total Purchase Price $34,080.00 

Less Usage $8,850.27 
Loan Payoff" 24567.3 
Total Deductions $33,417.57 

Refund Amount $662.43 

Please let me know if you would ike to move forward with the repurchase. 

Thank you, 

Lawanda Bradley 

Created By: Lawanda Bradley 19/21/201810:15 AM) 
ARBS received notification that repurchase check is incorrect 
ARBS notes corrected repurchase figures: 

Repurchase 
Base Price $34,080.00 
Security Plus Extended Wa,ranty 
Maintenance Plus 
Dealer Doc Fee $0.00 
Security + $0.00 
MVSC$0.00 
Registration Renewal $0.00 
Dir Installed Option $0.00 
Interest Paid to Date $0.00 
Total Purchase Price $34,080.00 

Less Usage $8,850.27 
Less Rebates $0.00 
GAP $0.00 
Dir Installed option $0.00 
Loan Payoff" 24567 .3 
Total Deductions $33,417.57 

Refund Amount $662.43 

Created Bv, I awanda BfadleY 19/17/2018 3:26 PM) 
ARBS received email from C stating: 

Hi Lawanda, 

Thank you ""Y much. I look !award on wrapping this process up and moving forward with purchasing a new ~ icte. 

If there is anything I can do to ~ the process along please let me know! 

Kind regards, • Created Bv, I awanda Bfadlev 19/121201811:05 AM) 
BBB Voluntary Settlement due to 4 repairs due to collision light on when driving on flat road,4 repa.-s due to steering wheel ~ under feet when tool"'!!, 3 repairs due to braking system oomes on and off by ttseH with 
13 business days down 

Created By: Lawanda Bradley 19/12/201811:02 AM) 
ARBS made out!Jound call to Haddad Nissan to inquire POC for veh surrende< 
ARBS was infored that Justin Dezess will assist 
Justin Dezess inquired if C is lookilg to purdlase another veh 
ARBS stated uncertainty and informed Justin Dezess that ARBS win process a VPP for C just in case 
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Ms. Reardon, 

Thank you so much for sending your signed agreement. I W.11 move forward with the repurchase process for you. 

Also, I will process a VPP ( a Vehide Pllrchase Plan incentive tor a discount toward the cost of a new 11ehicle) tor you, just in case you decide that you 1"<>1Ad like to stay with the Nissan brand. It takes about 2 business 
days to process and the VPP daim number will be emailed to you. The VPP daim number can be used at any Nissan Oeale<ship in the nation. 

Thank you, 

Lawanda Bradley 

Created By: Lawanda Bradley 19/12/2018 10:26 AM) 
ARBS received C-s signed rep..-cnase agreement 

Created By: Lawanda Bradley 19/11/201810:34 AM) 
ARBS made outlxlund call to C at 4132815141 
No.,,._ 
ARBS left vmx ilQliring about C's repurchase agreement 
ARBS requested a callback or an email response from C as email is C's p,eferred form of OO<MUlication 

I Created By: Lawanda Bradley 19/7/201811:32 AM) 
ARBS email C updated repurchase agreement 

Created By: Lawanda Bradley 19/7/201811:27 AM) 
I ARBS notes usage calculation: 

Less Usage (25,669 miles/100,000 X $41,377.00) $8,850.27 

Created By: Lawanda Bradley 19/7/201811:21 AM) 
ARBS notes updated repurchase figures: 

Repurchase 
Base Price $36,383.40 
Security Plus Extended Warra,:,ty 
Maintenance Plus 
Dealer Ooc Fee $0.00 
Security + $0.00 
MVSC$0.00 
Registration Renewal $0.00 
Olr Installed Option $0.00 
Interest Paid to Date $0.00 
Total Purchase Price $36,383.40 

Less Usage $8,850.27 
Less Rebates $0.00 
GAP $0.00 
Dir Installed option $0.00 
Loan Payoff' 24567.30 
Total Deductions $33,417.57 

Refund Amount $2,965.83 

Created Bv: I awanda Bfadlev 19/7/201811:12 AM) 
ARBS received updated payoff information: 

Hi Lawanda: 

~;~ 
2. 30':'~ thru 10/7/2018 
3. Per diem 0.00 
4. # of scheduled payments received 18 
5. Scheduled Payment amount 454.95 
6. Total Principal paid 8,189.10 
7. Total Interest paid 0.00 
8. Late fees paid 0.00 
9. Most Recent payment re<eived 8128/2018 fo, $454.95 

Payment History is attached. 

Created By: Lawanda Bradley 19/7/2018 8:49 AM) 
ARBS sent email to C stating: 

Good morning, 

I have sent the request to NMAC for your updated payoff information and payment history so that I can recalculate yo,r repurchase figures. 

Once I have that information, I will be allle to send you the repurchase agreement 

Thank you, 

Lawanda Bradley 

Created By: Lawanda Bradley 19/7/2018 8:47 AM) 
Good morning, 

Could you please send me updated payoff information and payment history for this customer? 

Thank you, 

Lawanda Bradley 

Created By: Lawanda Bradley 19/4/2018 4:04 PM) 
ARBS wil review case with ~Mon 915 

Created By~ I awaoda Rrm:Uey (9/4/2018 4:04 PM) 
ARBS received email from C stating: 

Hi Lawanda, 

The lights on my 11ehicle came on again the other day while I was driving. This means that replacilg the radar system did not work and the problems that were occurmg are not resolved. I do nol feet comfortable driving 
my 11ehide knowing this and that the breaks could apply at any time. I would tike to revisit the vehicle buy back option with Nissan. 

■ 

I look forward to hearing from you, 

Besl regards, • Created By: Lawanda Bradley (8/29/20181:11 PM) 
ARBS notes updated FedEx: 

Thank you for shipping with FedEx. 
Your tracking nu 

Created By: Lawanda Bradley 18/29/20181:01 PM) 
ARBS received email from C stating: 

Hi Lawanda, 
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Coold you please ask you accountilg department to mail the check to "2081 Box 586". 
Please DO NOT use my physical address as I do not receive any mail to this address. This is per the USPS. They ltteraly throw mail oot that is addressed to physical addresses. 

If the accoonting department would like to use my physical address, you are welcome to FED EX the check to my physical address and I can receive tt this way. 

Look lorward to hearing from you, • Created By~ I awaoda Bra<Jley (8129/2018 10:38 AM) 
ARBS sent email to C stating: 

Good moming, 

I just received a message from our account.lg department that they cannot approve checks with P.O. Box addresses and that they cannot send the check via FedEx to a P.O. Box. 

Coold I use the 208 Church st, Cheshire MA 01225 address, or is tt...-e another physical maifing address where I can ha-,e your check mailed to? 

Thank you, 

Lawanda Bradley 

Created Bv: I awanda Bfadley 18129/2018 8:30 AM) 

Page 5 of 17 

Consumer Affairs Voluntary Settlement due to 4 repairs due to colfiSK>n light on when driving on flat road,4 repairs due to steering wheel moves under feet when turning, 3 repairs due to braking system comes on and off 
by itsett with 13 business days down 

Created By: Lawanda Bradley 18/28/201812:07 PM) 
ARBS received email from c statng: 

Hi Lawanda, 

Yes my physical address is Oleshire ~ 

Please make sure the check is paid to my PO BOX (PO BOX 586, Cheshire MA 01225). 

Kind regards, • Created By: Lawanda Bradley 18/28/2018 12:04 PM) 
ARBS subnitting check request in the amount of $3,500 ·-----ARBS notes FedEx shipl)ing lable : 

~~~i~ ~~:; with FedEx. 

Created By~ I awaoda RaxUsw (8128/201811:56 AM) 
IIR-FEB- EST 

Created By: Lawanda Bradley (8128/2018 9:19 AM) 
ARBS sent email to C stating: 

GoodmorJ'Wng, 

Do you have a physical maililg address that can be listed on your check? For check approvals, we have to have a physical mailing address. 

I can have the check mailed to your P.O. Box address. 

Thank you 

Created Bv: I awanda BfadieY 18124/201812:28 PM) 
ARBS changing follow up ending receiving signed notarized settlement agreement 

Created Bv: i awanda Bfadiey 18122/2018 10:33 AM) 
ARBS sent email to C stating: 

Good morning, 

The mailing address is: 

Nissan North America 

I ~~'7ss:~;s P#C 
Franklin, TN 37068-5003 

Or, ooce you have had the agreement signed and notarized, you can always take a picture of both pages and email tt...-n to me, or fax them to me 
sometime. 

Etther one of those options will definitely save you 

Thank you, 

Lawanda Bradley 

Created By: Lawanda Bradley 18/22/201810:31 AM) 
ARBS received email from C stating: 

Good morning Lawanda, 

I nope you had a nice vacation. 

I am disappointed to hear that you slil have not received the paperworl<. I will signed and mail tt oot again to you today. Could you please provide me with the correct maifing address. 

Kind regards, • Created By: Lawanda Bradley 18/20/2018 11:30 AM) 
ARBS sent email to C stating: 

Good morning, 

I hope this email finds you wel! 

I am rebJming from vacation and wanted to follow up with you as your settlement agreement is not on my desk as received maiL I want to make sure I am able to get your cash settlement processed, but I will need the 
signed notarized agreement to do so. I have attached a revised (Nissan has changed the setttement agreement) settlement retease just in case rt is needed. 

Please feel free to let me know if you ha-,e any questions. 

Thank you, 

Lawanda Bradley 

created By~ I awaoda BmcHev (8/6/2018 4:17 PM) 
ARBS received email from C stating: 

Hi Lawanda, 

Thank you for lettilg me know. I mailed the pape, wor1< last weel<. I mailed tt to the address that was stated on the settlement agreement and addressed tt to you specifically. I certainly hope you recei>e tt within the next 
day or two. If you don't receive tt by Wednesday I wil go ahead and mail you oot another notarized copy. 

Thank you, 
Best regards, • 
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Created By: Lawanda S.-adley 18/6/20181:41 PM) 
ARBS sent email to C stating: 

Good afternoon, 

I hope this email finds you well! 

I just want to follow up with you and let you know that I have not received your settlement agreement 

I will be leaving out for vacatioo on Thursday, August 9th, and I want to make sure that I am abre to get your check processed before I leave. 

Thank you, 

Created By: Lawanda S.-adley 17/27/20181:30 PM) 
ARBS received email from C stating: 

Good afternoon Lawanda, 

Page 6 of 17 

I I am actualy gor,g to get the paper wor1< notarized this afternoon and tt will be in the mail tomooow. 

Best regards, • Created By: Lawanda S.-adley 17/27/20181:07 PM) 
ARBS sent email to C stating: 

Good afternoon, 

I hope this email finds you well'. 

I'm sending this email to check on the status of your signed notarized agreement and to see if you have any questions. 

Thank you, 

Created Bv: I awanda B(ad)ey 17/23/2018 2:58 PM) 
ARBS sent email to C stating: 

Good aftemoon! 

The next step would be for you to send me your signed notarized agreement. Once I receive both pages of the agreemeo~ I will submrt the request for your settlement ched< and you will receive tt within 3 business days. 

Thank you, 

Lawanda Bradley 

Created By: Lawanda S.-adley 17/23/2018 2:57 PM) 
ARBS received email from C stating: 

Hi Lawanda, 

Hope you are <bng well' 

Michael wooted on my car on Thursday (7/19) and finished up early that afternoon. I just wanted to touch base and see what the next steps are. 

Best regards, 
Kate 

Created By: Lawanda S.-adley 17/19/20181:06 PM) 
ARBS sent email to OTS-MG stating: 

Good afternoon, 

I hope this email finds you well! 

I was unexpectanUy out of the office for a day and half and missed your email. 

Lawanda Bradley 

Created By: Lawanda S.-adley 17/19/2018 1:04 PM) 
ARBS received email from OTS-MG 
ARBS notes ARBS was 000 when email was sent on Tuesday, July 17, 2018 at12:05pm 

Lawanda, 
Please have the customer drop the vehicle off. I will direct most of the repair by phone. I can not make tt to the dealer fill Thursday. I will do my part at that time. Please let me know if thats ok. 
Thanks, 

Created By: Lawanda S.-adley 17/17/201811:21 AM) 
ARBS sent email to SM and DTS stating: 

Good moming, 

I hope this email finds you well! 

I'm sending this email as a gentle reminder of Kate Reardon's DTS inspection that is scheduled Kl( tomorrow, July 18, 2018 at 9:00a.m. Could you please make sure your Master Tech and/or Shop foreman are available 
for the inspection? Co!Ad you also provide a loaner vehicle to the customer? 

Thank you so much, 

Lawanda Bradley 

Created By: Lawanda S.-adley 17/10/2018 8:23 AM) 
ARBS sent email to C stating: 

Good morning, 

I hope this email finds you well! 

On the email that was sent on June 27th, I informed you that the part tor your repair was ordered and shipped to the dealership . The Dealer Technical Specialist will be replacing the Forward Emergency Braking radar 
part during your inspection. 

Thank you, 

Lawanda Bradley 

Created Bv: I awanda B(ad)ey 17/10/2018 8:23 AM) 
ARBS received email from C stating: 

Hi Lawanda, 

I I haveni heard from you in regards to my email below and wanted to confirm that you did receive tt and the system will be replaced. 

Look forward to hearing from you, 
Kind regards, -Created By: Leslie Gr iffin (6/27/2018 2:30 PM) 
NIS1817992. ORTS-LG rec'd Case Closed from BBB on 06/27/18, dated same. This is due to C no longer wool's to pursue there claim with the BBB Auto Line program at this time. 

Created Bv: I awanda Brag)ey 16127/2018 9:38 AM) 
ARBS sent email to SM and SD of Haddan Nissan with DTS CC'ed stating: 

Good moming, 
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I hope this email finds you wel 

We have a OTS inspection scheduled to< the customer Kate Reardon, VIN: JN8A T2MV7H,,_ at your dealership oo July 18, 2018 at 9:00a.m. COCJld you please make sure your Master Tech and/or Shop foreman 
are available tor the inspection? Could you also provide a loane< vehicle to the customer? 

Please let me know if you have any questions. 

Thank you so much, 

Lawanda Bradley 
Artitration Specialist I 
Customer Quality 

Njssan North America, Inc. 
Phon~ 
Fax--

Created Bv: I awanda BfadleY 16127/2018 9:35 AM) 
ARBS sent email lo OTS-MG informing that Chas accepted the inspection tor 7/18 

Created Bv: I awanda Bfadlev 16127/2018 9:32 AM) 
ARBS sent ..-nail lo C stating: 

GoodmorJ'Wng, 

-l will move forward with confirming your inspection to< 7118 with the OTS and with the deale<ship. 
-l will also arrange for you lo have a loane< vehicle. The Lasedradar part has u-eady been orde<ed and was shipped to the deale<ship on 06/2212018. 

- -The extended warranties and the manufacture•s warranties that you have on your vehicle will not be effected in any way and will still be applicable on your vehicle. 

■ 

-Yes, you will receive the setdement checlc once the vehide is repaired and I have received your signed notarized agreement. 

Thank you, 

Lawanda Bradley 

Created Bv: I awanda B(g<Hey 16127/2018 9:15 AM) 
ARBS received email from C stating: 

Good morning, 

Yes 7/18 will wOl1< for Michael to inspect the vehicle. 
If you colAd please arrange with the deale<ship a loane< vehicle to be ready. 

I look fo<ward to hearing from you in regards to the fojlowing: 

I also want to clarify exadly what will be happening when and alt..- Michael makes the repairs to the vehicle. As th..-e always seems to be little details that aren't menliooed I would like everything to be seated and made 
clear before the vehicle is toudled. 

A couple of points I specifically woo1d like clarification on are: 
-The radar syst..-n will be replaced, regardless if the inspection shows no evidence of the constant issues and concerns that I have (automatic breaking, high beams and coli sion light turning on wheoever tt feels like.) 
- The two additional warranties I purchased (maintenance and security plus packages) will stil be in affect after the work on the vehicle is completed. 
- I will receive a check for $3,500 after the work on the vehide is complete. 

If you colAd please also send over the settlement option paper wor1t so I can read through everything. 

Look forward to hearing from you, 
Kind regards, • Created By: Lawanda Bradley 16127/2018 8:33 AM) 
ARBS sent email to C stating: 

Good morning, 

Michael Gorrill sent me an emai seating that he can inspect this vehicle on 7/18 because he does not have availability on 7/17. 

Please let me know if this date is sufficient 

Thank you, 

Lawanda Bradley 

Created Bv: I awanda B(g<Hey 16127/2018 8:32 AM) 
ARBS received email from OTS-MG seating: 

Good morning, 
I can inspect this vehicle oo 7/18. I do not have availability on 7/17. 
Thanks, 

Created By: Lawanda Bradley 16126/2018 9:39 AM) 
ARBS forwarded C's email to OTS-MG 

Created By: Lawanda Bradley 16126/2018 9:37 AM) 
ARBS received email from C stating: 

Good morning Lawanda, 

I will be leaving tor a vacation oo 7/4 and will not be returning until 7/15.1 can drop my cartothedealershipwhen I get out of work on 7/16 and Michael can repair the radar system on 7/17 iflhat works with his schedule. 

Schedules are tough this time of year with work travel and pe,sonal vacations. 

I also want lo clarify exadly what will be happening when and alter Michael makes the repaira to the vehicle. As th..-e always seems to be little details that aren't menliooed I would like everything to be seated and made 
clear befo<e the vehicle is touched. 

A couple of points I specifically would like clarification on are: 
-The radar syst..-n will be replaced, regardless if the inspection shows no evidence of the constant issues and concerns that I have (automatic breaking, high beams and coli sion light turning on wheoever tt feels like.) 
- The two additional warranties I purchased (maintenance and security plus packages) will stil be in affect after the won< on the vehicle is completed. 
- I will receive a check to< $3,500 after the wor1t on the vehicle is complete. 

If you colAd please also send over the settlement option paper wor1< so I can read through everything. 

Look forward to hearing from you, 
Kind regards, 

• from my iPhone 

Created By: Lawanda Bradley 1612512018 5:32 PM) 
ARBS sent email lo C stating: 

Good aft..-0000, 

The Dealer Technical Speciaist Michael Gonill has informed me that he wil be able to inspect and repair your vehicle Friday, July 6, 2018 at 9:00am. 

If you would i ke to confinn the inspection, I will move k>rward with requestng the dealership to have a loaner vehicle available for you. 

Thank you, 

Lawanda Bradley 
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Lawanda, 
I can do 716 at 9:00. let me know. 
Thanks, 

Created By: Lawanda Bradley 16125/2018 3:39 PM) 
ARBS sent email to OTS-MG stamg: 

Good afternoon Mr. Gonil , 

I just want to follow back up with you. Mrs.- email me stating she will be out of town on June 29th and the next time her vehicle will be available is 7/2 or 7/3. Do you have any other appointments available? 

Thank you 

Lawanda llradley 

Created By: Lawanda Bradley 16122/2018 4:53 PM) 
ARBS sent email to OTS-MG stamg: 

Good afternoon Mr. GoniD, Mrs.- just email me stating she will be out of town on June 29th and the next time her vehicle will be available is 7/2 or 713. 

Created By: Lawanda Bradley 16122/2018 4:53 PM) 
ARBS received email from C stating: 

Hi Lawanda, 

Sony, For the late response. I will unfommately be out of town and the next time my carwil be available to be serviced is either 7f2 or 713. 

l oo« torward to hearing from you. 

Kind regards, • Created By~ I awaoda RaxUsw (6122/2018 4:52 PM) 
ARBS sent email to C stating: 

Good afternoon, 

I hope this email finds you wel! 

I'm not sure if I missed your confimation of the appointment to have your vehicle repaired on Monday. 

Since there was not a confirmation, would you be able to bring the vehicle to the dealership on Friday, June 29, 2018 at 9:00am at Haddan Nissan? 

Thank you, 

Created Bv: I awanda BfadleY 16122/2018 4:31 PM) 
ARBS received IM from OTS-MG requesmg to change C's inspection date to 6/29 at 9:00am 

Created Bv: I awanda Brad)ey 16121/2018 2:47 PM) 
ARBS sent email to C stating: 

Good afternoon, 
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The Deale< Technical Specialist Michael Gonil has informed me that he wil be able to inspect and repair your vehicle on Monday. Would you be allle to bring your vehicle to Haddan Nissan on Monday, June 25, 2018 at 
9:0Dam? He intormed me that he has already dri11en your vehicle, so you wouldn't have to stay at the dealefShip. 

If you confirm the inspection, I wil move forward with requesting the dealership to have a Joaner vehide available for you. 

Thank you, 

Lawanda llradley 

Created By: Lawanda Bradley 16121/2018 2:41 PM) 
ARBS received email from ~O stamg: 

Part has been shipped and should am~ at the dealer by tomorrow. 

Order numller 18121693 

Created Bv: I awanda Brad)ey 16121/2018 2:39 PM) 
ARBS made outllound call to DTS-MG 
DTS stated that if the part is shipped, OTS can ocme oot Monday 

Created By: Lawanda Bradley 16121/20181:19 PM) 
ARBS sent email to C stating: 

Good afternoon, 

Nissan has released a repu for your vehicle ooncems. I have requested a Nissan North America Dealer Technical Specialist to inspect ~ vehicle and to complete the necessary repairs. As soon as he is able to send 
- me his first available inspection date, I wil follow back up with you to see tt the datewor1<s. When the repair has been oompleted, I will be able to send you a setllement ,qeement for you to ha~ notarized and signed. 

Once I received the signed notarized agreemen~ I will be able to send you your sememeot check within 3 business days. 

Thank you, 

Lawanda llradley 

Created By: Lawanda Bradley 16121/2018 12:39 PM) 
ARBS received email from C stating: 

Hi Lawanda, 

I wish you had explained those detais in the other email. 

Would Nissan replace the radar system in my current vehide, and provide the settlement offer. 

Loo« torward to hearing from you, 

Kind regards, 
Kate 

Created Bv: I ••lie Griffin (6121/2018 9:05 AM) 
NIS1817992. ORTS-LG rec'd Add'l Docs from BBB on 06/21/18, dated same. 

Created Bv: I awanda BfMUev 16119/20181:18 PM) 
ARBS sent email to C stating: 

Good afternoon, 

If you would i ke to move torward 1Mth the vehicle replacemeo~ tt would be a non- Lemon Law vehicle replacemeol Yoo would W0f1< with the dealership to setecl your replacement vehicle and ,.;1 be responsible for the 
upgrade fee (the MSRP oost difference belweeo your CllTent vehicle and the replacement vehicle) and the usage ($7,843.16). That amount will be due at surrender o, you can refinance those costs into your loan. 

I have sent an email to NMAC to see tt you are eligible for this option. As soon as I hear back, I will let you know. 

Thank you, 

Lawanda llradley 
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Good aftemooo, 

Is this customer eligible for a replacement? 

Thank you, 

Lawanda Bradley 

Created By: Lawanda S.-adley (611812018 12:51 PM) 
ARBS received email from C stating: 

Good aftemooo Lawanda, 

After taking sometime to think things aver I have finally come to a resolution that I would Ile happy with. 
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I would like to ma.eforward and see tt I am eigible for replacingthevehiclewi1h a 2018 Nissan Rogue. I donl feel comfortable going into a 2017 as that is what I purchased brand new off the lot and have had nothing but 
issues with sinoe. I would be comfortable and happy getting ilto a brand new 2018. 

I look IOlward to hearing from you, 

Kind regards, -Created Bv: I ••Ji• Griffin (6/18/201811 :21 AM) 
NIS1817992. ORTS-LG rec'd Add1 Docs from BBB on 06/18118, dated 06/15118. 

Created Bv: I esJje Griffin (6/18/201811 :19 AM) 
NIS1817992. ORTS-LG rec'd ATA from BBB on 06/18118, dated 06/15118. ATA states: All parties named above subrrit to artitration the follO'Mng: numerous coocems. The parties have oome to agreement on the 
following: N/A. Each party requests the arbibator(s) render the following decision: Consumer: repurchase and Manufacturer: denial. The manufacturer also agrees to extend authority to the arbibator(s) to award the 
following: N/A. 

Created By: Leslie Griffin (6/18/201811 :15 AM) 
NIS1817992. ORTS-LG rec'd NOH from BBB on 06/18/18, dated same. Hearing set for06/29/18@ 10:00 AM (Worcester, MA). Both customer and manufach..-erwill participate in person. C rei,<esenting sell. 

Created By: Lawanda S.-adley 16115120184:24 PM) 
ARBS sent email to BBB-MU with OTS-MG copied slatilg: 

Good aftemooo Mat.wy, 

• The Dealer Technical Specialist Mike Gorril wil represent Nissan in person for the hearing. His dates of availability are JI.Ile 26th, June 27th, and JI.Ile 29th. 

I have also copied him to this email. 

Thank you, 

Lawanda Bradley 

Created Bv: I awanda B@d!•Y 1611512018 4:20 PM) 
ARBS made outlxxmd call to OTS-Mike GorriD 
ARBS inquired i OTS-MG will Ile able to represent Nissan for the hearing 
ARBS presented dates 

I OTS-MG stated that OTS-MG can doe the 26th, 27th, or the 29th 

ARBS stated thanks 

■ 

call ended mutually 

Created By: Lawanda S.-adley 16114/2018 4:15 PM) 
ARBS received email from BBB-MU stating: 

Good afternoon Lawanda, 

Hope your day is going well. 

I reached out to Ms. Reardon to disruss Nissan's offer, she declined the offer. The consumer requested to proceed with the arbibation hearing to seek repurchase - the LL. Please let me know tt Nissan is wil ing to 
repurchase her vellide under the LL. 

Otherwise, we wil try to schedule the hearing between JI.Ile 261!>-29111. Please let me know which date won<s best for you and the method of participation by close of business tomonow. 

Regards, 

Mai.wy Umanzor, Dispute Resolution Specialist/TE Liaison 
Council of Better Bus~ Bureau, Inc. 

Option 2 . 
g 

Created By: Lawanda Bradley 16112/2018 2:55 PM) 
ARBS sent email to C stating: 

Good aftemooo, 

Wrth the settlement optioo, you would keep the vehicle (meaning you would keep the vellicl,, contilue to pay )'Oll' same loan, and you would keep the contracts that are on your vehicle including the Security Plus 
Contract and the Maintenance Package). Nothing will cllange. You will receive a settlement check in the mail for $3,500.00 (after signing the settlement agreement). This settlement optioo does not affect your loan or the 
contracts that you have on the vehide. Now, n you are seeking to cancel your contracts, you would have to cancel the Security Plus contact and the maintenance plan through the dealership. 

Wi1h replacing the vehicle, I will reach out to NMAC to see ttyou are eligible for a replacement vehicle (or formally known as a SUbstitution of Cdlateral) . lf you are eligible, youwil goto the dealefship and locate a 
cornparabie replacement vehicle. tt can Ile a 2017 or 2018. The vehicle will have all the same options and trim level as your current vehicle. Any extra options added will Ile paid for by you. This can Ile at the time you 
surrender the current vehide or with a refinance with your lien holder. You will take possession of the new vehicle on the day of surrender. On this day you will bring your carent vehicle (it wi ll be inspected for damage), 
you wil sign paperwork 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 ien holder and k>r the customer to locate 
a new vehicle. 

Thank you, 

Lawanda Bradley 

Created By: Lawanda S.-adley 16112/2018 2:43 PM) 
ARBS received email from C stating: 

Good moming Lawanda, 

In the case settlement optioo, where I keep the vehicle: 
- I will need to Ile ful y (100%) refunded for the security plus package in the amount of $1,875 that I purchased and was not allowed to utilized when all of these issues on my vehicle arose. Along with a prorated amomt of 
the maintenance package ($498) that was utilized 4 times for an oil changes. 
- What are the specifics of keeping the vehiae? 

During our phone call last week, you asked me n I would Ile interested in getting into another Nissan, what are the specifics of this? 

Please provide as much information as possible on aD options as I have a lot to oonsider and review. 

Thank you, 
Kind regards, • Created Bv: I awanga Bradley 1611112018 9:19 AM) 
ARBS sent email to C stating: 

Good moming, 
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In a ~emoo law Repurchase, unfortunately you will not be refunded any extended warranties 0< additional purchase collaterals. We take Ille base p,ice of Ille vehicle, and then deduct Ille usage and Ille loan payoff 
8lll0llll. 

Lawanda Bradley 

Created Bv: I awanda BfadleY 16/11/2018 9:02 AM) 
ARBS received email from C stating: 

Good morring again Lawanda, 

I to,gol to meotioo in my email lllis momng, lllat I wiD be to be fully (100%) refunded lorllle security plus package in Ille amount of $1,875 lllat I purchased and was not allowed to utilized when all ollllese issues oo my 
vehicle arose. AJong with a prorated amount of the maintenance package ($498) that was utilized 4 times k>r an oil changes. 

Thank you! 
I look forward to hearing from you, 

Best regards, • Created By: Lawanda B<adley (617/20181:36 PM) I Last Modified By: Lawanda Bradley 1617/2018 1:36 PM) 
ARBS sent emialto C stating: 

My apologies. Yes, there is a case settlement option. Nissan North America is in the position to offer $3,500 as a cash settlement and you would keep the vehicle. 

Lawanda Bradley 

Created By: Lawanda B<adley (617/20181:33 PM) 
ARBS received email from C stating: 

Hi Lawanda, 

I Yes I did read lllat atlachmenL During...- cooversation Ille other night, I was ...-.111e urc,ressioo the<e was cash buy oot option as weD? A car,pretely separate option lllan Ille noo lemon law. 

Regards, • Created By: Lawanda S,adley /617/201810:03 AM) 
• ARBS submitted MRF 

Created By: Lawanda B<adley 1617/2018 9:58 AM) 
ARBS notes repurchase figures for non lemon law repurchase: 

Repurchase 
Base Price $36,383.40 
Security Plus Extended Warranty 
Maintenance Plus 
Dealer Doc Fee $0.00 
Security + $0.00 
MVSC$0.00 
Regislratioo Renewal $0.00 
Dir Installed Option $0.00 
Interest Paid to Date $0.00 
T o4al Purchase Price $36,383.40 

Less Usage $7,843.16 
Less Rebates $0.00 
GAP $0.00 
Dir Installed option $0.00 
Loan Payoff" 25932.15 
To4al Deductioos $33,775.31 

Reft.ll<I AmolUlt $2,608.09 

Created By: Lawanda B<adley 1617/2018 9:56 AM) 
ARBS sent repurchase agreement to C in email stating: 

Good morning, 

I have been able to put togethe< yoor repurchase figures. Please find yoor reptrchase agreement attached. 

II you agree willl lllis offer, please sign Ille agreement and return all of Ille pages baci< to me. 

Thank you, 

Lawanda Bradley 

Created By: Markita Scott (617/2018 9:41 AM) 
ARBS.MS notes Ille lollowing repair histocy lor vehicle: 

4 visits 1or oollisioo lights coming oo 
a. 10,350 rriles - unable to dupiicate 
b. 11,025 miles - ~ed recalibratioo 
c. 19,401 miles - l.llable to duplicate 
d. 21,547 m ies-normal operation of vehicle 

1 visit lor vintioo felt under dnve(s swe 
a. 11,025 rriles- no problem found 

4 visits lor brakes activating whi e vehicle in drive (FEB) 
a. 14,079 rriles - unable todUplicate 
b. 16,359 miles - found ai- freshener triggefS spot detection, no repairs oorrc,jeted 
c. 19,401 miles - no repairs oompleted 
d. 19,483 rriles-OTS l.llable to duplicate concerns 

3 visits loc squeaking/grinding noise from steemg wheel 
a. 14,079 rriles- unable todupiicate 
b.19,401 rriles-unable todupiicate 
c. 19,483 miles - replaced steering shalt 

In Service Date: 02/11/2017 
State: MA 
Retail Sale: Nissan of Keene 
Open ~ns: None 
Related CA cases found: None 
Unrelated CA cases found: None 
Tech line case found:-
OTS involved: ln~ ted 03/26/2018 x Michael Gorrill 
VSC found: Sec+Plus Gold Prefe,red Expiratioo 02/11/2022 o, 100,000 rriles - Basic 6/5000 MY14+ Expiratioo 02/11/2020 o, 36,029 miles 
Total Days Down: 46 

Created By: Markita Scott (617/2018 9:36 AM) 
ARBS.MS notes Ille lolowing: 

~!~: 10,350 miles - R~ - 2 days down 

1. Ccllision light randomly comes oo 
Actioo: 
1. Could not duplicate 

9119117@ 11,025 miles - R~ - 1 day down 
Concerns: 
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1. Collision light popped on again 
2. Vibration under her feet 
Actions: 
1. Carc,leted recalibration 
2. Noproblemfound 

~~~~~ 14,079 miles - R~ - 4 days down 

1. Braking system comes on and off at will by thernsetves 
2. High beams comes on and off by themsellleS 
3. Grinding noise from steering 
Actions: 
1. Unable to duplicate 
2. Normal operation of auto high beams 
3. Unable to duplicate 

~~~;,.~ 16,359 miles - R~ - 31 days down 

1. Front spot detection comes on tor no reason 
Action: 
1. Found u freshener triggers spot detection 

~~~ 19,401 miles-R~ - 1 day down 

1. While driving the brakes engage and swt pumping 
2. Collision light comes on randomly 
3. Squeaking noise whi e turning steering wheel 
Actions: 
1. No action 
2. Unable to duplicate 
3. Unable to duplicate 

~~~ 19,483 miles - R~ - 5 days down 

1. Brakes engage and pump while driving 
2. Squeaking noise whi e turning steering wheel 
Actions: 
1. Nissan DTS came and loolted into it/Concern not duplicated 
2. Replaced steering shaft 

~~~~ 21,547 miles-R~ - 2 days down 

1. Collision warning i ght comes on, headlights come oo by themselves, random ights oo the dash 
Action: 
1. Normal Operations, No Pf'Cl>'em found at this time 

Created By: Lawanda B<adley 1617/2018 8:33 AM) 
ARBS received C's registration and vehide photos 

I 
Created By: Leslie Gr iffin (6/6/20181 :18 PM) 
ORTS received the RHR. The RHR was assigned to ARBS Markita Scott for review. 

Created By: Jacqueline McLaughlin (616/20181:15 PM) 
DRTS-JT oompleted/ attached RHR 

Created By: Lawanda B<adley 161612018 9:31 AM) 
ARBS received C's payoff information: 

~=~-1. Acooun 
2. 30 day payo . thru 7/6/2018 
3. Per diem 0.00 
4. # of scheduled payments received 15 
5. Scheduled Payment amount 454.95 
6. Total Principal paid 6,82425 
7. Total Interest paid 0.00 
8. Late fees paid 0.00 
9. Most Recent payment re<eived 5128/2018 fo, $454.95 

Cootract, Trt!e and Payment Histo<y are attached. 

Created By: Lawanda B<adley 161512018 6:42 PM) 
ARBS sent email to NMAC stating: 

Hello, 

Wil you please provide the sales contract, title app, the payment histo,y, and the following in1ormation on this acoount: 

1. Account# 
2. 30 daypayoff 
3. Per diem 
4. # of scheduled payments received 
5. Scheduled Payment amount 
6. Total Principal paid 
7. Total Interest paid 
8. Late fees paid 
9. Most Recent payment received 

Thank you, 

Created Bv: I awanda BfadleY 161512018 6:41 PM) 
ARBS sent email to C stating: Ms-
Thank you so much tor speaking with me today. 
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Based upon our previous conversation, I am requesting that you rej)fy to this email and attach the requested documentation (a copy of your sales contract, a oorren1 copy of your registration, and 5 photos of the vehicle) • 
This documentation wil help expedite the resolution of your coocem. 

Please feel free to reply to this email with your information, or contact me directly 

Sincerely, 

Lawanda Bradley 
Arbitration Specialist I 
Customer Quality 

Nissan North America, Inc. 
p~ 
Fax--

Created Bv: I awanda Bfadlev 161512018 6:39 PM) 
ARBS made outtlound call to C at 4132815141 
C answered 

ARBS informed C that ARBS has received C's CCF 
ARBS inquired i C still has the concerns with the veh 

Coonfinmed 
C stated all of the concerns happened to C today 

with any questions or convnents. 
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ARBS inquired wllat C is requesting from Nissan 

C stated C wants the veil bought back 
C stated C does not feel sate in the veh 

ARBS informed C that C does not quaify for a Lemon Law buyback, but ARBS will offe< C a non Lemon law buyback 
ARBS informed C that ARBS will need a 009'/ of C's sales contract to be able to complete the calculations 

C stated underatanding 

ARBS inquired ~ C financed the veh 

C confirmed 
C stated C financed through Nissan 

ARBS informed C that ARBS will send C an email requesting documents 
ARBS requested C's email address 

g :t'!i~ w,11 sen! lem 
C thanked ARBS for caling 

ARBS thanked C 

call ended mutually 

Created By: Lawanda B<adley 1615/2018 6:33 PM) 
ARBSnotes: 
Total Days Down Dtnlg Definitioo: 5 Busiless Days 
Total Days Down: 13 Business Days Down 

Repair history during demition: 
2 visit with 1 repu related to collision light caring on when driving alone on a flat road 
2 visits with O repairs related to high beams randomly turning on 

I ~ ::'ts~ r:,;::::~o~~! =,:e: ~": =~ '=:~a=atically a~ies brakes 

1 visit with O repan related to braking system oomes on and off at wil by themselves 

Total repair history 
5 visits with 4 repairs related to colision i ght coming on when driving alone on a flat road 
2 visits with O repairs related to high beams randomly turning on 
1 visit with O repan related to the front spot detection comes on for no reason and automatically a~ies brakes 
4 visits with 4 repairs related to teel the steering wheel move unde< yoor feet as you tum 
3 visits with 3 repairs related to braking system comes on and off at will by themselves 

Create<I By~ I awaoda RwHev {615/2018 6:33 PM) 
ARBSnotes: 

=~:@ 10,350 iriles .. . .RO- .1 Busiless Day Down 

1. The oolision light randomly como,g oo when driving alone on a flat road 
2. The high beams randomly hMning oo wllen vehides are right in front of me or coming at he< 
3. C/s randomy the front spot detection oomes on for no reason and automatically apply the breaks 
4. C/s you can randomly feet the steering wheel move under yoor feet as you tum it. 
Action: 
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1. Found plastic candy bar wrappe, wedge next to front lazar radar sensor inside front Remove obstruction debris advised custome, to frequently check for obstructions and to clean front bumpe, and windshield areas 
where laser sensors are. 
2. No problem found 
3. Debris 
4. No problem fotlld 

~!~:@ 11,026 iriles .. . RO- . . . 1 Business Day Down 

1. C/s she can feet a vibration randomly unde< her teet wllen driving. Check advise. 
2. C/s the colision i ght popped on agai> for no obvious reason. Check advise 
Action: 
1. No problem found 
2. Needs recalibration 

11/17/17@ 14,079 miles . .. RO . . . 3 Business Days Down 
Concern: 
1. Customer states that the brakilg system comes oo a nd off at will by themselves. Please check and adv ise 
2. General electrical diagnosis and repair 
3. Customer states that there is a grinding noise from the steering. Please check and advise 
Action: 
1. Test drove vehicle and was unabre to duplicate cus tomer concern no traffitest drove vehide and was unable to duplicat 
2. Vehiae is equipped with auto high beams. To cancel this function headlight 

I 3. Unable to duplicate concern at this time. Some noi se from rubber boot at bottom of steering shalt. Corrected noise by ight lubricated boot 

~~~~:@ 16,l59 miles .. • RO- . . 2 Business Days Down 

1. C/s she can feet a vibration randomly unde< her teet wllen driving. Check advise? 
Action: 
1. Normal cvt operation 

~~:@19,401 miles . .• RO- . . . 1 BusinessDayOown 

1. C/s 'Mlile driving the the brakes engaged and swt pump 1Mlile driving. Has happen twice and last was couple weel<s. When does happens last 3-5 secs and red square on box 
2. C/s int wllie just sitting there the colision light comes oo and flash, this also happens wllie driving, 
3.C/s when turning steering wheel there is a squeaking noise 
Action: 
1. Wil come 03.26.18 
2. Body elect recal 
3. Steering concern 

~~:@ 19,483,riles . .• RO- . . . 3 Business Day Down 

1. While driving the brakes engage and swt pump 'Mlile driving. Has happened twice last couple of weel<s wllen happendeds last 3-5 secs and red square on box up 
2. C/s int wllie just sitting there the colision light comes oo and flashes 
3. C s when U'Tlilg the s w there is a squeaking noise 
Action: 
1. Nissan dts came and looked into. 
2. Nissan dts came out inspected. Replaced lowe< steemg shalt gromnet. 
3. Lowe< steering shalt grommet making noise. Replaced lower steering shalt grommet 

~~:@ 21,557 miles .. .• RO- . . . 2 Business Day Down 

1. C/s int the oolision warning system light come on, headlights come on by the selles, random lights come on dash, check and advise, brakes a~ied 
Action: 
1. No problem fotlld at this time. 

I Created By: Lawanda B<adley 1615/2018 6:33 PM) 
ARBSnotes: 
In service date:02111/17 
State: Massachusetts 
Retail Sale 

1 ADDITIONAL CASES FOU~ 
1 TECH LINE CASE FOUN 
1 DTS FOUN~ERDT~ Mi I 

2VSC's FOUNDJ■••••1 1 WARRANTY CA::tC;) n.JVl'IL>-
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Created By: Lawanda S.-adley 1611/2018 4:36 PM) 
ARBS received email from BBB-MU stating: 

Good afternoon Mat.wy, 

I look forward to W0r1<ilg with you and hope to find a resolutioo. 

Page 13 of 17 

There are a couple of big concerns that are goilg on with my vehicle. A quick r.Ner view is the brakes automaticalty apptving themselves while I am driving. The collision light will automaticaly come on and stay on or 
conscantly flash. The automatic high beams will oome on when they areni suppose too. Below goes into a little bit more detail on each issue. 

Automatic b<eaking: This first happened two weel<s after I had my vehicle, I was driving about 20-25 mph and the breaks automatically applied themselves. There was a red color that was flashing on the dash board along 
with a warning label. It lasted what felt like fifteen seconds but could have oo/y been three to five seoonds. The U.rd time tt happened I was driving about ~25 mph was in the middle of a snow stonn, I was driving and 
the b<eaks applied themselves again, this time almost causing me to get into an accident. There was a beeping noise U.s time but nothing appeared on the dash. The fourth (and so far last time, knock on wood) I was 
driving, going ~ 35-40 mph and they applied themselves, this time it felt like it was a malfunction. Like it didni know ~ tt should or shouldni apply themselves but unfortunately they did again almost causing me to get 
into an accident The beeping noise also 'Nent off during this as well and just a warning appeared on the dash. All of these instances occurred at <tifferent times of the day. I did not run anything over, nothing was coming 
at or in the direction of my vehicle. I was the on,y car on the road each time this has happened. 

Collision light The colision i ght wil randcmy appear on the dash and stay on or continuously flash. This happens at various times of the day vdlile the vehide is moving and while tt is pa,1<ed. 

High beams: I have the high beams set to the automatic setting, hence utilizing the feature of the vehicle. The high beams will apply themselves while other vehides are driving towards me« ottler vehicles wil be directly 
in front of me and they wiU not tum themsetves off. I have to manualty tum them off. 

In September 2017 while my vehide was at my local Nissan dealership looking into all of these issues for the second time, the service manager informed me that I had a bad radar system and it ..,._.d be replaced. This 
service manager then asked me out on a date, I kindty told him no and not wanting to cause an issue for myself or vehide while usnJ this dealership I kept that to myself. Wei I feel that my vehicle was retaliated against 
because I said no. The service manager refused to replace the radar system. He rcw no longer is with the dealership and because he isn't I have had to fill two separate Nissan claims, as you can onty have one open per 
time. Nissan did not find a cause for the automatic breaking and then refused to open a case for the cdlisioo light and high beams. The best they could do was suggest that I get a second opinion at another Nissan 
dealersh;p. This is why I am here now taking up this case - the BBB. 

I fear for my safely while driving U.s vehicle. I do not know when the breaks will apply themselves as they have being doing so randomly ~ut any warning al while driving at various speeds. This vehide has all of 
these safety features that are advertised and they only seem to be wor1cing against my safety and not for il I do not want my vehicle anymore, and wish that I didn1 purchase il 1 was goilg to trade it in for another vehicle 
but cani morally and ethically do so without going through the BBB first. 

I am working on getting documents uploaded to the link for you to review. 

If you need more infonnafion please let me know. 

I look forward to hearing and waking- you. 

Best regards, --1 g~e;~~~~:=l~~ifuo~~~:~:~ =~ and attached to case. 

Created By: Michelle Simpson (5131/20181 :28 PM) 
ORTS-SM spoke with Service Advisor Todd at Haddad Nissan (5500) and he will fax RDs by end of the day. 

Created By: Michelle Simpson (5131/2018 9:52 AM) 
ORTS-SM caled Nissan of Keene (3064) and spoke - Rob in Service and he will email RDs in the next 20 minutes. 

ORTS-SM caled Haddad Nissan (5500) and spoke with Tyler in Service he is IMlOb4e to pull the RDs, he took a message for a Service Advisor to call me back to olJlain RDs. 

Created By: Leslie Griffin (5/31/2018 9:30 AM) 
NIS1817992. ORTS-LG rec'd Add'! Docs from BBB on 05/31/18, dated same. 

Created By: Leslie Griffin (5/31/2018 9:27 AM) 
NIS1817992. ORTS-LG rec'd MRF from BBB on 05/31/18, dated same. C seel<s ful refilld due to automatic b<eaking, break apply themselves, high beams automatically oome on and colision light automatically oomes 
on. 

Created By: Leslie Griffin (5/22/201810:12 AM) 
NIS1817992. ORTS-LG rec'd CCF from BBB on 05/22/18, dated same. C seeks replacement for the radar system or the money back for the vet.de due to automatic b<eaking, break apply themselves, high beams 
automatically come on and W lision light automaticaly comes on. 

Created Bv: Kom ponoyan 15/18/2018 2:47 PM) 
RC~ is closing Case as no further assistance can be offered at this time. 

✓ ;;' ~~~u:=~: regarding feb concern 
RCAS-l<D reviewed Case- SM-Todd Ledlance 
- STATEMENT OF DECISION -
RCAS-l<D advised C that without a duplication of e's concerns NNA would not be able to make a repair reconvnendation. 

✓ ~~=~e~~':v:f~~J+'.:i;,~~~:.nce advising of e's conversation - RCAS. 

Created By: Kelli Donovan (5/18/2018 2:38 PM) 
RCAS-l<D placed call to c@-
RCAS advised the cal may ~quality and training pwposes. 

RCAS recapped case. 
RCAS stated if c lives on any indine or near railroad tracks this may ocCtl". 
RCAS stated that this may be normal. 
RCAS asked W c has noticed a,ry particular area this occurs. 

✓ C stated that is the same thing is that tt could happen on a flat road or anything. 

✓ 

C stated it just happens in e's driveway. 
C stated c doesn't have an incline or anything like that 
C stated maybe in some ilstances. 
C stated there is one section that c drives in where this comes in all the time. 

RCAS stated that that RCAS would reconvnend maybe a second opinion. 
RCAS stated without a dupication or codes, NNA would nol have a recommendation. 

Call ended mutualy. 

Created By: Kelli Donovan (5/15/2018 3:16 PM) 
RCAS-l<D placed call to c@-
RCAS advised the cal may~ quality and training purposes. 

RCAS recapped case. 
rCAS stated case is under review stiR to see how to proceed. 

C stated the FEB system was ateady checked. 
C stated this light comes on randomly whenever tt wants. 
C stated when c is or is not moving. 
C stated that colision i ght just comes on when tt wants. 

Call ended mutualy. 

✓ Created By: Kelli Donovan (5/15/2018 8:55 AM) 
RCAS-l<D placed call to Haddad Nissan and spoke to SM- Todd L.aChance 

SM stated that last SM knew DTS came out and inspected veh. 
SM stated that there was nothing wrong with veh. 
SM stated when c comes in, but dlr has never been dupicated. 
SM stated automatic fights oome on, but that is normal and dlr tried to explain operation of veh. 

RCAS lllderstood. 
RCAS asked WC picked up veh. 

SM stated that C picked up veh. 
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RCAS thanked SM. 
Call ended mutualy. 

Created By: Kelli Donovan (5/9/2018 2:24 PM) 
RC= placed call to c@-
RCAS adVised the cal may ~ quality and training pwposes. 

RCAS verified concerns. 

C stated C did take veil in to the dlr. 
C stated c spoke to the RCAS i ke Tuesday April 24 and took veh on Aj)<il 27th. 
C stated that c has been havw,g the concerns from square one. 

RCAS oodefstood and apologized. 
RCAS stated RCAS would oontinue to cootact the dlr. 
RCAS stated that RCAS wil get soo,e additional research done. 

✓ C stated e's veh has been nothing but a headache and c has not been happy with this. 
C stated c was told nothing was foond to be wrong. 
C stated Jason to4d c that c had a bad radar system, but when c brought veil in fur repairs c was told the veh was not repaired. 
C stated the veh does this when tt wants but ifs totally random. 
C stated that c did bring veh to where c purchased veh from. 

RCAS oode<stood and apologized. 
RCAS asked which warning lights were coming on? 

C stated that ifs the collision light and the high beams will come on and off whenever. 

RCAS thanked C fur inlormation and set follow up fur Tuesday. 

Cati ended mutual y. 

Created By~ Dakota McGce99f (5/8/2018 5:25 PM) 
tt'lt (Added after the case is closed.] •" 
ARBS received vmx from C requesmg callback from RCAS as C has caled multipje tines and has not received a callback 

✓ 
ARBS reviewed case with SRCAS-JW and sent e-mail to SRCAS-JW inlonning of this 

ARBS reopening case 

Created By~ Dakota MsGce99f {4124/2018 5:00 PM) 
""' [Added after the case is closed.) .-

✓ ARBS ~:resolution letter to C via certified mail 

~~~~ ~e;.i, !El&!!!££ ii 
Created By: Kelsey Christiansen (412412018 4:05 PM) 
RCASH<C is cloSllQ case as no further assistance can be offered at this time. 

- CASE SUMMARY-

✓_ C contacted Nissan CA regarding VEH ooncems .. 

•- STATEMENT OF DECISION•­

RC~C closing case pending diagnosis. 

✓ ~~~g~e~~~ntt=~3~~~~4:05 PM} 

✓ 

~~~~~~=~§:£!%ti:r~o~:=~w:, 
RCASH<C VERJFIEO C's name, home & email ouui=, U)lll,;t:m, and phone. 
RC~C ADVISED °This cal may be recorded fur quality and training purposes." 

RC~C CHECKED lor open recalls/campaigns and found:0 
Previous UNRELATED Case(s) Foond: 0 
Previous RELATED Case(s) Found: 0 

RC~C advised of calting on behalf of RCA!>KW. 
RCAS-KC advised of case number and direct tine. 
RCAS-KC verified C's concern~ radar concern, coBision malfunction light and high beam concern. 

C stated 

RC~C asked if Chas had these ooncems diagnosed. 

C stated that C brought VEH in and the DLR to4d C about radar system. 

C stated that when C went to the DLR 

C stated that C spoke with Jason. 

C stated that C - be drivilg and collision light starts gang off and woni stop until VEH is rurned off. 

C stated that high beams will tum on for no reason. 

C stated that ij happens mostly duslt and dawn time. 

C stated that tt was sometime last time. 

RC~C advised if C needing a recent dia!T,osis before any review can happen. 

RC~C advised of once C brings VEH in to reach out to RCA!>KW. 

C asked for e-mail wtth contact inlonnation. 

RC~C agreed. 

C declined flwther questions. 

Call ended mutualy. 

Created Bv, Kyra Wagop (412412018 4:01 Pi 
✓ ~~~~:~~,.:~~~-i(J &hi !!J!L and case,. 

RCA!>KW setting fo4Iow up 4/26118. 

Created By: Dakota McGrew 14123/2018 3:35 PM) 

✓ ;~~:~ =~:.~ ~~~ ~=~~~:,ssary to address Cs veil concerns 
Additionally, please keep customer updated regarding FEB system potential updates 

✓ Created By: Dakota McGregor 14/23/2018 3:32 PM) 

IIJ i£!!£ L ~::i~~~ 
ARBS inlormed that alter a thorough review that no defects were lound, and an FEB activation was not observed at time of incident 
C states that C is unhappy with this information 
ARBS apologized and inlonned that ARBS has spoken wtth engineering and that an update regarding the FEB system is set to be released in the near Mure that may or may not address Cs concerns 
ARBS informed that there is no release date at this time 
ARBS inlormed that Nissan can provide C a loaner/rental vehicle to C, but would not be indelinttely and Nissan would be extending to C as a courtesy 
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ARBS infonned if C accepts that Nissan would infonn when rental/loaner assistance would be discontinued 
C did not answer ARBS 
C states tllal C has had anothe< FEB incident in tile veil witll automatic braking 
C states that C would like Nissan to now look at Cs other concerns 
C states tllat C would tike Nissan to address radar coocem, coli sion malft.rlction ight and high beam concerns 
C states C would ike to work with other department at this time to address Cs other concerns 
ARBS verified this is what C is seeking from Nissan at this time 
ARBS infonned tllat transfer would take one business day 
ARBS inlonned tllat RCAS may have updates regarding FEB in tile Mure 
C understood 
ARBS offered ftwtl1er assistance 
C declined 
ARBS thanked C 
C thanked ARBS 
Call ended mutualy 

,/' ;~"i;'~e;!~J~!:,a~ ;:G~e=:2!1~~r-' PM) 

✓ 

Created By: Dakota McGreQOf (4/23/201811:23 AM) 
ARBS noes correction from entry at 10:43 AM 

ARBS reviewed case witl1 SRPLNR FD 
ARBS was infonned tllat ARBS is to offer to keep C in rental as update is supposed to be released soon IF c is wiling, tt update not released by 05/23 ARBS to re-review witl1 SRPLNR FD at tl1al time 

Created By: Dakota McGrei(4/23/201811:19 AM) 
✓ ARBS placed outbound to c l .. 

ARBS left vmx infooning that runner Hlfonnation to discuss witl1 C regarding case 
ARBS left best contact info and requested a callback 

Created By: Dakota McGreQOf (4/23/201810:43 AM) 
✓ ARBS reviewed case witl1 SRPLNR FD 

ARBS was infonned tllat ARBS is to offer keep C in rental 1.11til 05/23 tt C is wilting tllen review witll SRPLNR further 

Created By: Dakota McGreQOf 14120/2018 4:51 PM) 
ARBS received e-mail from Pl-WR infonning that there were no defects found with the vehicle. The vehide was test driven and inspected and no previous FEB full activation was noted in the system, with the exception of 

✓ at the time of manufacture at 1 mile, which is not related to this incident. No related OTCs present There is no evidence of a manufacturing or product defect that would cause « oonbi>ute to this incident. 

ARBS attached e-mai to case 

✓ Created By: Dakota McGrego< {4/19/201812:53 PM) 
ARBS received e-<nail from PL-WR informing tllat is SCil oode< review, and PL will expedite tile review 

✓ Created By: Dakota McGreQOf (4/191201812:03 PM) 
ARBS sent e-mai to pl-'M inquiring about resolution 

✓ Created By: Dakota McGreQOf 14/11/2018 9:13 AM) 
ARBS notes that is moving followup due to new info tllal an update for FEB will be released soon 

Created By: Dakota McGregor (3/28/2018 4:08 PM) 

~~~~ ~:m.~ ~=t~• ma" 
ARBS infonned tllat would be 2-4 weeks from inspection date , potentialy less before resolution would be available 

✓ ARBS offered flstller assistance 
C declined 
ARBS thanked C 
C thanked ARBS 
Call ended mutualy 

✓ ;~°i;'~e;!:~.eia=i::G~e=~2~~% ':~ 

✓ ;~°i;'~%~~ :~~ '=~l~~3/~8;!~~ 3i;,1:;,M) 

✓ ;~:~~fj!\~t ~ffif8t~~~8n!!:::jtment oonfirmation for 03/26/18 at 9AM 

Created By: Dakota McGrego,: (3/23/201810:32 AM) 
ARBS placed outbound to C 
ARBS verified witll C of Cs appomunem cnange to 03/26/18 at 9AM 
C inquired when authorization was provided for loanertrental veh 
ARBS infonned tllat ARBS office provided to DLR SA and SM Todd on 03/14 
ARBS informed that ARBS gave info to SA as SM was not available 
C understood 
C states tllat DLR did not provide C a loaner/rental veh at first, and C was given a hard time 
ARBS apologized 

,/' C inquired >my reschedule OCQ.ITed so late 
ARBS infonned tllat ARBS office was provided late notice and in regard to weathe< was deemed safer to reschedule 
C understood and agreed 
ARBS apologized and infonned tllat ARBS was 000 
C understood and thanked ARBS 
ARBS offered further assistance 
C declined 
ARBS thanked C 
C thanked ARBS 
Call ended mutualy 

✓ ;~"i;'~~J~!:,a~ i::,G~e:,::
2
!1:,:~~~~finming inspection date and time of 03/26 at 9AM 

;~"i;'~~:~ s::,at~i~on (3/22/2018 3:51 PM) 

✓ :~~~ ~~~ ~:~:=Mis 000 and there was a message received by the inspector advising that DTS is unable to meet tomorrow 3123 due to weather and wanted to inspect on monday 3126@9arn and if that 
doesnt wor1< next date is 4/6 @ 9am. 
ARBS advised for c to call ARBS OM back to advise ii c can make tt on 3/26. 

✓ Created By: Samantha Dixon (3/22/2018 3:47 PM) 
ARBS received email from SR PLR FD requesting ARBS to call C as ARBS OM 000. OTS needs to change inSl)eclion to 3/26@9am and tt tllal date doesnt wor1<, next date is 4/6 @ 9am 

Created By: Dakota McGreQOf 13/14120181 :24 PM) 
ARBS placed outbound to DLR Haddad Nissan 
ARBS spoke to SA as SM Todd is not availabie 
SA confinned inspection foe 03/23/18 at 9AM 
ARBS infonned tllat rental/loaner would be provided during inspection and up to review process 
ARBS infonned C is authorized foe loanedrental veh, and Chas requested to have from 03/22-3/24 oe less 
SA understood 

,/' SA requested e-<nail from ARBS 
ARBS took e-mails foe SA and SM: 

scedar@haddadauto.con, 
Uachance@haddadauto.com 

ARBS sent e-mai to SA and SM informing tllat Nissan wil be providing rental/loaner for C 
ARBS attached rental claim instructions 

Created By: la.lllll.lLlll~lli 
ARBS placed outbound to C 
C conlinmed inspection date at DLR Haddad Nissan 
C states C wiD be dropjling tile veil off on 03/22/18 at 4:30PM and would like to pick up loaner/rental veh tllen 

✓ ~:t;ff;;:,°"~~a:::'.::eve rental/toaner for 03/22/18,03/23/18 and some of 03/24/18 ARBS understood 

C declined 
ARBS thanked C 
C thanked ARBS 
Call ended mutualy 
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;~"i;'~~aB~-"outbo"A.'""-und"',lito>l',!C 
ARBS left vmx infooni,g Iha cheduled for 03123/18 at 9 AM 
ARBS informed that needs C to coofirm"' dedine appointment 
ARBS informed that if C leaves a vmx coofinring then ARBS will assume that C only requires the loanedrental veh for the inspection date only like previously discussed 
ARBS provided best contact info and requested a callback 

Created By: Dakota McGregor 13/12/20181:34 PM) 
ARBS notes that updated probe: 

ARBS notes corrections: 

C states C is calling most recently because C has had another incident with the automatic braking 
C states that was driving home from wa1t 
C states that there was 5 inches of snow 
C states that brakes automatically applied 

✓ C states that DLR stated that tile radar system need to be rei,laced 
C states that DLR did not replace the radar 
C states that left veh for a wed< then tile DLR said that the DLR could not duplicate Cs coocems 
C states that there were no vehicles behind or in front of C 
C states that there was another veh coming toward C a bit down the road in another lane 
C states that there was no oonstruction 
C states that was about to go unde< a bridge 
C states that gripped tile steering wheel, and C picked loot off of the accelerator and then reappied 
C states that flashed red, but no wamilg lights iDuminated 
C states that there was no accident or injlly 

✓_ Created By: Dakota McGregor/3/12/20181 :25 PM) 
ARBS submitted DTS request 

Created By: Dakota McGregor 13112/201812:07 PM) 
IIR- FEB/STEERING- EST 

Created By: Dakota McGrew 13/12/201812:06 PM) Ill) ,RBS placedoutboluld to C 
:, ve,meo and completed probe 

ARBS ve<i!ied C had time to speak to ARBS 

C states that C purchased the veh in February 
C states that 2 ..-S after purchase 
C states that brakes automatically applied with no one in front of C 

C states that r:Nef surrmer C was driving on the highway 
C states that was raining and was using ICC 
C states that ICC just shut off immediately 

C states that ooli sion light keeps be<Xlmng i luminated 
C states that has automatic high beams on the veh, and the high beams will intermittently tum on and off 
C states that C noticed that his frequentty happens when Cs veh passes other vehicles 

C states that was driving home from wa1t 
C states that there was 5 inches of snow 
C states that brakes automatically aJll)lied 
C states that DLR stated that tile radar system need to be rei,laced 
C states that DLR did not replace the radar 
C states that left veh for a weel< then the DLR said that the DLR could not duplicate Cs coocems 

✓ C states C is calling most recently because C has had another incident with the automatic braking 
C states that there were no vehicles behild or in front of C 
C states that there was another veh COOiing toward C a bit down the road in another lane 
C states that there was no oonstruction 
C states that was about to go ...--a bridge 
C states that gripped tile steering wheel, and C picked foot off of the accelerator and then reapplied 
C states that flashed red, but no warning lights iDuminated 
C states that there was no accident or injl.ly 

ARBS informed that inspection process would take 6--8 weeks and would be 2-4 weeks to get inspector out and 2-4 ..-S for specialists to review into 
ARBS informed that inspection would only be for tile FEB concern and not the other concerns 
C inquired about getting other concerns addressed 
•ARBS ilfonned that ARBS could transfer case to regional specialist at end of process for other concerns 
C agreed 
ARBS offered rental/loaner to C for duration of process 
C states so far C would i ke just for inspection date and nothing else 
ARBS understood 
ARBS informed that would cootact C back in several business days with inspection date 
C agreed 
ARBS offered furtller assistance 
C requested ARBS phone number 
ARBS provided to C and case number 
ARBS thanked C 
C thanked ARBS 
Call ended mul\Jaly 

Created By: Dakot a McGregorl3/12/201811:04AM) 
✓ ~~.!.S.!;;E, UNDER REVIEW, :'~IFY ~BE, 

Created By: Samantha Pilon 13191201a 7:27 AM) 
FEB concern. Headlights and steering wheel conoems 

Created By: Dezerick Frazier (3/812018 8:42 AM) 
RC=F placed outbollld call to the dealership. 

RC~F spoke with service manager Steve. 

RC=F asked for a update on C's VEH. 

✓ RC=F informed SM-S that C's oollision light is coming on. 

SM-S stated that SM-S has not seen tile VEH. SM.Jason Airtoli left in February. 

SM-S informed RC=F to tell ct o make sure C's grill is clean. 

RC=F stated ok thanks. 

Call ended mul\Jaly. 

Created By: Leah l(jnoshita-Robicheau (3/712018 3:08 PM) I Last Modified By: Dezerick Frazjer (3/812018 8:36 AM) 
"'"{CASE SUMMARY)-

✓ C is seeking assistance with VEH na\li(Jation system repair 

CRR-lk sent case to RCAS 

✓ Created By: Leah l(jnoshita-Robicheau (3/712018 3:0S PM) I Last Modified By: Dezerick Frazjer (3/8/2018 8:36 AM) 
CRR-LK VERIFIED Account information including: C's name, address, phone#, Best cootact, email 
CRR-LK VERIFIED VEH Information including: VIN#, mileage 
CRR-LK CHECKED for open recalls/campaigns and follld: 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 concern is: C is seeking assistance with VEH navigation system repair 

CRR-LK received inbound call from C 
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C stated that C took VEH to DLRSHP where C purchased VEH, Nissan of Keene 
C stated that VEH was not able to duplicate issue therelore could not diagnose VEH 
C stated that C took VEH to Haddad Nissan 
C stated that DLRSHP refused to replace part 
C stated that DLRSHP stated there was no error in the system but was able to duplicate issue and tojd C that there is a faulty radar system 
C stated that C spoke to SM Jason airtori 
C stated that everyday collision light is conw,g oo 
C stated that C wants radar taken care of 

CRR-Lk apologized to C for the inconvenience 

Page 17 of 17 

CRR-LK stated that CRR-lk will be sendilg C an email with case infonnation as well as agent name and id that C would need fo( the survey that C woukt receive in two weeks in regards to CRR-Lk service during the call 
CRR-Lk stated that C will be trans/erring case to RCAS to ftwther assist C 

C thanked CRR-LK for assistance 
C stated that C WO<Ad like RCAS to please cal around 4:15 or 4:30 

CRR-Lk stated that CRR-Lk wil sent the request to RCAS 

C thanked CRR-Lk 

CRR-LK asked C tt CRR-Lk could assist ftwther 

C declined 

CRR-LK thanked C for contacting NNA 

Call ended mutuaBy 
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Customize Page I Printable Vrew I Help for this Page 

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

J Reopen Case 11 Clone Closed Case J 

C....0- ~ 

Type CA 

Case Origin 

Executive Refenal 

Exee>Received-Oa.te 

Phone 

Status Closed 

Datelrme Opened 3/8/2018 7:15 AM 

Date/Tome Closed 3/29/2018 3:43 PM 

Multiple Repairs No 

Executive Summary 

Texting Status Executive Actions To Resolve 

Case Reopen Count 2 

Description Inbound email from the DLR Service Manager - Dale Campo. SM-DC states to open up a CA case per Techline as C was having issues with the front Emergency BraknJ issue. 

Call Script 

Who contacted u.s? Dealer 

#Vehicles Owned 2 

Vd'liele Purchased New 

Pre-Owned Initial Mileage 

Current Mile- 3,548 

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 29417 

Dealer Detail 

ease Servicing Dealer QBOSSBOAOS NISSAN Of WAKF FOREST 
Case Servicing Dealer Region Nissan Mid Atlantic Region 

Bluetooth 

Related Items 

Responsible District 09 

SharedWrth 

Phone Carrier 

Phone Manufacturer 

Reported From 

Issue Categories 

Approwd Ched< Reques1s $0.00 

Vehicle Maintained Location CROSSROADS NISSAN OF WAKE FOREST 

Previous Repai.r Date 

Previous Repair Location 

Related Vehicle Make Nissan 

XTIME Appointment Numb« 

Rollowf' 

Property Damage 

Injury letter 

Nootber Injured 0 

RHR Started 3127/2018 

RHR C«npleted 3127/2018 

Customer Document Requested 

Date Requested 

Customer Document Received 

Date Received 

Part Numb« 1 

Beyond Basic Warranty Miles 1 O 

Beyond Basic Warranty Months1 0 

Beyond PT WalTal'lty Miles1 0 

Beyond PT Warranty Months 1 O 

Oat.a Net 

Oatanet Deal« Date 

Oealff Instructions Service Oepl Review 

Requested Dealer Action re-ne'W 

Bluetooth Ticket Status 

Phone Model 

Phone Operating System 

Goodwill Offered 

VCAN 

Goodwill Processed 0 

Vehicle Service Contract 

VSC Reprint Request Email 
.J 
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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:­
JN8AT2MV3~ 

Japo Savatohonh 3/8/2018 7:15 AM 

NNAill, 12/11/2018 10:34 PM 

Case Record Type CA Oosed Case 

Days Closed 796 

Action c- NT8F 

What action was taken? SF Provided Vehicle Information 

Agent Comments 

VIN: Root Cause 

Root Cause Code 

Root Cause Code (2) 

Document ID 

Page 2 of 5 

SDIN 

Agent Comments Inbound email from the DLR Service Manager - Dale Campo. SM-DC states to open up a CA case per Techline as C was having issues with the front Emergency BraknJ issue. 

Case History 

Dale 

3/29/2018 3:43 PM 

3/29/2018 11 :07 AM 

3/27/2018 2:00 PM 

3/27/2018 12:48 PM 

Agent Next Step 

Show more • I~ 

Case Comments 

Pubic C«nmenl 

Use< 

Japo Savatphgnh 

Japo Savatphgnh 

Japo Savatphonh 

~ 

Created By: Joto, Michael Pahlavan (4/512018 10:11 AM} 
... (Added after the case is closed.) --

I Reopen Case I ! Clone Closed Case! 

Action 

Changed Status from Open to Closed. 

Closed. 

Changed Follow Up Date from 3/29/2018 to 412/2018. 

Changed Follow Up Date from 3/27/2018 to 3129/2018. 

Changed ORT Support Status from Pending to ORT Assigned. 

SMS-JMP documenting C's social media activity via Facebook Private Message. 

✓ 

Ca-se History Help 

Case Conments Help 

C: The deale< said they cani do anything without Nissan Corp teling them to other than replacing the sensor. I will NEVER buy another Nissan. You lost a very loyal customer. Your company does not care about the 
safety o, satislaction of your customers. That's a sickness. It's called GREED! GREED over doing the right thing. 

Created Bv: Njcole WoHs (4/2/2018 8:51 AM) 
tt'lt (Added after the case is closed.] --
SM>NW documenoog C's social media activity via Faceoook Private Message. 

C: This is my story:https://www.laceoook.coovnissanusa/posts 
Attachment Unavailable 

?corrwnent_id notif_id notil_t=leed_convnent&ret--notil 

✓ C: The name on the title is: ___ ~--My case# is- The dealership is Crossroads Nissan in Wake Forest NC. I will be going to the dealership after 11.ulch around 2pm. today. 

✓ 

SMS:Hello-

Thank you for providing this infoonation as we were able to locate your case (30083964). We see that you last spoke with your Specialist on March 29th. At this time, if you have further questioos regarding this 
oommunication, we encourage you to speak agai"I with your Specialist as he is in the best position to assist. We will continue to document our conversation and any additional details in your case. If you would like to 
re<eive a second opinion from an alternative dealer, you may locate local dealers at http://www.nissanusa.conv'nissandealers/. 

Warm regards, 
Michelle 

Create<I By~ Kathrvn I nd»rikomki (3130/201810:48 AM} 
-- [Added after the case is closed.] --
SM>KL documenoog C's social media activity via Facebook. 

C: Your coosumer affairs guy Japo told me Nissan has made a decision not to replace or buy back the Rogue. Apparently customer satisfactioo ooesni matter. 

,(_ Created By: Carrie Featherstone (3/30/2018 9:51 AM} 
-- [Added after the case is closed.] •-
SMS-CF documenting SMS response to C: 
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SMS: Pamela, thank you for bringing your concerns to our attention. We want you to feel safe in your Rogue and are sorry to learn of your dissatisfaction. We welcome you to send us a Private Message via our page with 
your VIN, case number and name on the title so that we can ensure your futl feedback is being documented in~ case. Please keep in mind that our departments wor1( in tandem, and we are unable to alter any 
decisions already made by your Specialist. If you have questions regarding your most recent communicatioo, prease call 1-800-NISSAN-1, Monday through Friday from 7 am. to 10 p.m. and Saturday from 7 am. to 5 
p.m. CT and reference your case llllllber to be directed appropriately. Thank you. 

SMS: Pamela, we see that we've responded to your othef post hefe: http1/nssn.oo/LOUfSt Thank you. 

Created By: Carrie Featherstone (3/30/2018 9:50 AM) 
""' [Added after the case is ck>sed.) .._ 
SMS-CF documenting C's Facebook post 
~ 

C: I have a story that I want to share because this is bigger than me. I have tried to have this issue resowed over the last several weeks to no avail . 

As you are al aware there have been a lot of stories in the news about matfunctioning new technology on a variety of vehicles. Soole of this new technology is now becoming standard. Nissan is one of those. 

We bought a 2017 Nissan Rogue around Oct last yea,. It was 5 months oid when on March 4th we were crossing the railroad tracks when the "FO<Ward Eme,gency Brakilg" system started chiming and came to an abrupt 
stop. Heads llllged fotward and startled. Crossing rai road tracks with the chiming made me think of the blinking lights and bells that sound as the arms come down to keep you from crossing the tracks. I was confused by 
the actioos of the car. My first thought was that the car stopped us to keep us from hitting a train. When my brain finalycomprehended there was NOTHING in the path of ourveNcle, I l.llbuckled my seat bel~ I felt the<e 
must be a train on the tracks close by. I must flee for my lif~ It was a horrendous experience. LooknJ in the rear view mirror, several cars almost rear ended us because of the sudden stop. I couldn't catch my breath! The 
brake released and we movecl across several tracks in front of us. I had a severe panic attack. It was QI.lite some time before I calmed down. We then proceeded to our destnation. I will be moving to that area soon and 
those railroad tracks have to be crossed coming and going. 

That following Monday the dealership was contacted and we tool< the vehicle in on Tuesday of that week. They said they didni e-..,n have the part in the Untted States and didni know when tt would be repaired. After 
✓ several weeks, tt was repaired, according to them. It was a sensor. 

I wish I could say that l would be comfo<tablewiththat braking system after the new part part was put in. I haven, had a panic attack in 15 or 20 years. I'm 53 years old and I thought I was having a heart attack. I thought 
we were getting ready to die. I will not drive anything I'm not in control of. While the commercials make this system seem i ke a lttesaver, I now question that. So many scenarios pop into my head. My main concern is for 
othefs who may have a sirriar issue with that system and oou1d have accidents and injuries. There was NOTHING in the path of our vehicle and it stopped us ON the railroad tracks. That's ooacceptable. 

I've e)(l)lained the trauma and have been ta/mg with someone in consumer affairs with Nissan C<lrporate to try and come to a reasonable solution. I asked that Nissan put us into another vehicle without that system. I've 
been discussing this with them and deale<sllip for weeks! Today Nissan Corporate called and said they would NOT replace the velwcte, or buy the title. So, they are trying to make me drive a vehicle that I doni feel safe 
in. It's the orty vehicle I have. 

rve done the research. rm not the onty one having an issue with the Forward Emergency Braking" system. After reading the other reviews, I now know this is bigger than me. Why do they not address this issue before 
someone gets badly hurt? Does there have to be a fatality? Shoutdn't this issue be investigated? Read the review~ There have been liffle babies in the back seat while stopped on railroad tracks. This makes me cry. 

#Nissan #NissanUSA #NationafTransportationSaftetyBoard #NorthCarolinaAutoDealershipAssociation #BBB #ABC20/20 #60Minutes #GMA #WRAl #Monicalaliberte lf#TVD #DianeWilson #NCAltomeyGeneral 

[C SHARED LINK TO POST TWICE] 

Created By: Japo Savatphonh (3/29/2018 3:43 PM) 
RCAS-JS is closing Case as no further assistance can be offered at this time. 

-CASE SUMMARY' " 
✓ C contacted Nissan CA requestilg assistance with buy back due to Front Emergency Bramg issue. 

' " STATEMENT OF DECISION"' 
RCAS-JS advised C the case has been thoroughly reviewed and Nissan is not in the position to offer assistance at this time. 
RCAS-JS reviewed Case with SRC=ourtney and should offer 1 month veh payment. 
C refused futher assistance when decision was given of RHR. 

Created By: Japo Savatphonh (3/29/201812:46 PM) 

RCAS-Japo S. placedoutbollld call to Cat····· 
RCAS-JS AD~~ may~ recOluc:u ·~~l)' and training purposes.-

RCAS-JS states C's case have been fully reviewed. 

✓ ~g~ ::: ~~~ot:W '!:,~';::':ettre:":th': ::;"!',"se C's veh at this time. 

RCAS-JS states there will be a BBB Automotive hotline for C to contact 
C states C wil be contacting them. 
C states C is an actMsl 

•c terminated the phone ca1. 

Created By: Japo Savatphonh (3/291201812:39 PM) 
lnboln:I voicemail from C al 

Created By: Japo Savatphonh (3/29/201811:09 AM) 
✓ RCAS-JS reached out to NMAC. 

C did not finance veh with NMAC. 

Created By: Japo Savatphonh (3/29/201811 :0SAM) 

✓ ~~~ ~~=1d_:se~~~ld~ff~~ toe. 
Find out what C's veh payment amount is. 

Created By: Japo Savatphonh (3/291201811 :06AM) 
✓ RCAS-JS contacted ~lll.lllleft VMX including Case numlJer, name, and RC~S contact o 

RCAS-JS stated on VMX ufc:lll n.'-'~ wil contilue to falow up with C no later than 412 
RCAS-JS requested that tt C calls back and reaches VMX, to please leave best time and number to reach C. 

Created By: Diamond Milan (3/29/201810:40 AM) 
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 ooncems. NNA will contilue to honor the tem-.s and contfitions of all applicable warranties. 

-

✓ 

ARBS recommends RCAS reimburse C for one or two veh payments. 
ARBS nom,g WC goes back into dealer for concern, please resubmit RHR. 

Created By: Diamond Milan ~3/29/201810:34 AM) 
ARBS noting the fojlowing veh summary: 

In Service date: 11/11/2017 
State: NC 
Retail State: NC 
Days Down: 14 
Last Reported mileage: 3,548 

1 service visit for safety shield system stop vehicle without warning and nothing in front of vehicle .. Replaced ICC sensor and calibrated 

NoOpen~gns 

~;~~a~~il&. 
1 Tech Li 
No VSC's 
No DTS Inspections 

Created By: Oiamond Milan ~3/29/201810:30 AM) 
ARBS noting ARBS received case with Sr. Planner. FD. 

created By: rnamond Milan ~3/29/2018 10:29 AM} 
ARBS noting veh history: =~@ 3,548 miles ... RO Numbe- 14 days down 

1. CUSTOMERS STATES SAFETY SHIELD SYSTEM STOP VEHICLE WITHOUT WARNING AND NOTHING IN FRONT OF VEHICLE. AND WILL NOT RESPOND TO GAS PEDAL. 
Action 
1. FOUND COOES C1A1~7 AND C1A18-54 STORED. CONTACTED TECH U N DUE TO SAFETY ISSUE AND OTHER COMPlAINTS OF SAME ISSUE ON TECH LINE DATA BASE. STEVE WELLS CAME TO 
DEALERSHIP TO ASSIST. COULD NOT GET TARGET BOARD SET TO VEHICLE. PERFORME 4 WHEEL ALIGNMENT. ST REPI.ACED ICC SENSOR AND CALIBRATED PER STEVE WELLS RECOMENDATION. 
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Created Bv: Japo Sa~l honh~ l/27120181 :S9 PM) 
RCAS-JS contac1 eft VMX including Case numlJer, name, and RC~S oontact o 
RCAS-JS stated on V Jc:lll n. •~ wil contilue to falow up with C no later than 3/29 
RCAS-JS requested that if C calls back and reaches VMX. to please leave best time and number to reach C. 

Created By: Nicki Barror (31271201812:47 PM) 
ORTS received the RHR. The RHR was assigned to ARBS Diamond Mi an foc review. 

Created By: Japo Savatphonh (3/22120181 :00 PM) 

~g~ d-fs~ ~~al:~ .. £ ,£ Jt£!L.ld tranng purposes· . _____ ._ ___ ___ _.. 

RCAS-JS states RCAS-JS is following up with C. 
C states if NNA have made a decision to take the veh? 
C states C is not going to drive the veh. 

RCAS-JS understood Cs concerns. 
RCAS-JS states at this time no decision have been made. 

C understood. 
RCAS-JS states if C have any othef questions? 
Cstatesno. 
Call ended mutualy. 

Created By: John 899tPC (312012018 1 :02 PM} 
CRR.JR VERIFIED Acoot.mt infoonation including: C's name, home & e-mail address, 
phone number & best contact number 
ORR.JR VERIFIED VEH ln1onnation including: VIN #, Current Mileage, Warranty & Se<vice History 
CRR.JR CHECKED lo< open recalls/campaigns and follld: 0 
CRR.JR CHECKED for previous UNRELATED Gase(s) and found: 0 
ORR.JR CHECKED previous RELATED Case(s) and found: 0 
CRR.JR NOTED concern is: RCAS follow up 

CRR.JR received inbound call from C. 

C stated C has a case and provided case numlJer C stated C is looking to hear from the RCAS cwrently wol1<ing on C's case 
C stated C does not feel safe in Ille VEH 
C stated C no longer wants the VEH 

ORR.JR understood C's concerns and advised C of Ille follow up date set 
ORR.JR stated that C's concerns will be documented and sent to the regial81 specialist lo< furthe< review 
ORR.JR asked C if there was anything else CRR.JR could assist with. 

C declined. 

ORR.JR infonmed C that Case wil be notified to the Regional Consumer Affairs Specialist who will contact the C by close of business day 3/22/18 regarding C's ooncern. 

C understood. 

ORR.JR provided C with agent ID 7319311 and case num~ 964 
ORR.JR noting C's best oontact number i 

Call ended mutualy 

Created By: Japo Savatphonh (3/201201810:11 AM} 
,/' RCAS-JS reviewed case with Albs - Dakota McGregor and Albs-Sam. 

No IIR needed at this lime as C refused assistance and veh is repaired by the DLR. 
RHR needs to be submitted. 

Created By: Jaoo Sayamhoph 13/2012018 10:09 i 
~g~ ~ l~~E'ii"c=.:,:, &c ... £ £i • l ,cem, phone#, VIN#, mileage 
RCAS-JS CHECKED lo< open recalls/campaigns and follld: None 
Previous UNRELATED Case(s} Found: None 
Previous RELATED Case(s) Found: Nooe 
RCAS-JS ADVISED "This call may be recorded lo< quality and tranng purposes." 
__....,.,..._._ ... 
C states C had Ille veil od.y lo, 3 month. 
C states C donl want to drive any veh with this Front Emergency Braking system in Ille veil. 
C states C does not like how the computer controlled the veh with this system. 
C states at this point C needs another veil. 

C states C's credit can't be pulled as C is in Ille process of buying a home. 
C states C only wants a fair solution. 

C states C donl want to be charged for loaner at this time. 
RCAS-JS is sony for the ooncems. 
RCAS-JS states RCAS-JS was info<med by the DLR that C's veh is repaired and ready to be picked up. 
RCAS-JS explained Ille RHR process and C understood. 
C states C don1 feel like C should be paying for Ille loaner veh. 

C states C does not feel comfo<table with C's current veh. 
,/' RCAS-JS states RCAS-JS wil begin Ille RHR process. 

Repair Hstory Review - Per SOP 3.19 
Why do you want to return the vehicle to Nissan North America? 
- C don't feel safe driving the veh with Ille FEB system. 
Where is the veNde currentty? 
- CROSSROADS NISSAN OF WAKE FOREST 
Where was the vehicle purchased? 
- CROSSROADS NISSAN OF WAKE FOREST 
Was it purchased new or used? 
- New purchase 
If used, when was Ille vehicle pwchased? 
-NA 
Where is the vehicle serviced? 
- CROSSROADS NISSAN OF WAKE FOREST 
Has the vehicle been taken to multiple Nissan dealefs or lnfiniti retailers? tf so, doc::t.lnent names of dealers/retailers? 
-None 

RCAS-JS states RCAS-JS wil start the preliminary queslioos on C-s ooncems. 
C states an engineer took pictures of C's veh. 
C states there was trash on the sensor of C's veh. 

C states this is unacceptable. 
C states C wished there was a solution made before C started this. 

"C terminated the phone cal befo<e finishing IIR. 

Created By: Japo Savatphonh (3113/2018 8:39 AM} 
RCAS-JS is unable to Oatanet 

Created By: Japo Savatphonh (3/13/2018 8:38 AM} 
RCAS-JS is closing Case as no further assistance can be offered at this time. 

,/' ~CASE SUMMARY~ 
Inbound email from Ille DLR Service Manager - Dale Campo. 
S~C states to open up a CA case per T echline as C was having issues with the Front Emergency Braking issue. 
-STATEMENT OF DECISION"• 
RCAS-JS was unable to read\ C to gather preliminary infonnation about C's incident. 

✓ Created By: Ja Sava honh 3113/2018 8:37 AM} 
RCAS-JS contacted Ca left VMX including Case number, name, and RCAS-JS contact oi 
RCAS-JS requested that s c and reaches VMX. to please leave best time and number to reacfi <-. 
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✓ Created By: Japo Savatphonh (3/12/2018 9:39 AM) 
OUtbound email attempting to cootact C. 

Created By: Japo Savatphonh (3/12/2018 9:37 AM) 
RCAS-JS contacted j eft VMX including Case number, name, and RCAS,JS cootact o 

✓ RCAS-JS stated on V mat "'-= wil continue to follow up with C no later than 3/13 
RCAS-JS requested that tt C calls back and reaches VMX, to please leave best time and number to reach C. 
RCAS-JS states RCAS-JS was requesting some preliminary information from C aboot the Front Emergency Btaking issue C have experienced. 

Created By: Japo Sava-honh (319/2018 2:28 PM) 
✓ RCAS-JS contacted C ~ eft VMX including Case number, name, and RCAS,JS cootact o 

RCAS-JS stated on VMX ii:ll n,\.,~ wil continue to follow up with C no later than 3112 
RCAS-JS requested that tt C calls back and reaches VMX. to please leave best time and number to reach C . 

Created By: Japo Savatphonh (3/8/2018 7:19 AM) 
1.-.-.d email from the OLR Service Manage< - Dale Campo. 
S~C states to open up a CA case pe, Techline as C was having issues with the Front Emergency Braking issue. 
S~C states Safety Shield System stop veh without warning and nothing in front of the veh and will not respond to gas pedal. 
S~C states C's veh would stop automatically on railroad tracks and the system is thinking there is something in front of the veh. 

S~C states the OLR have tound the lase< is damaged and is not pointing straight 

Page 5 of 5 

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 

26 3/8/2018 YX AV 320500 OA 

Forms FonnsHetp 

No records to display 

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

Copyright© 2000-2020 sales force.com, inc. Al rights rese<Ved. I Privacy Statement I Security Statement I Terms of Use I 508 Compliance 
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• Search ... Search Derek Latta Help & Training All Tabs 

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

-Show Feed 

Case Detail 

Number of open vehicle campaigns = .l 

Account Name 

Contact Email 

Home Pl1one 

Letter Se-nt Date 

Letter Received Date 

Follow Up Date 6/1512018 

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 JH I c..,.. Categorizations W I ,E= W 

J Reopen Case 11 Clone Closed Case J 

Case 0wne< ■ Markita Scott 

Type CA 

Case Origin Phone 

Executive Refenal 

Exee>Received-Oa.te 

Status Closed 

Datelrme Opened 3/8/2018 3:39 PM 

Date/Tme Closed 6/18/2018 8:18 AM 

Multiple Repairs No 

Executive Summary 

Executive Actions To Resolve 

Description Consumer Affairs Voluntary Repurchase due to 2 visits and 41 days out of service for FEB malfunction. 

Call Script 

Customize Page I Printable Vrew I Help for this Page 

Who contacted u.s? Dealer Vehicle Maintained Location Nissan of Westbury 

#Vehicles Owned 1 

Vd'liele Purchased New 

Pre-Owned Initial Mileage 

Current Mile- 68 

Incident Codes . IIR REQUIRED 

lncidef'lt Date 

Sent to legal 

Accident 

Asbag 

Fire 

IIR lndic.ator 

IIROate 

HR -

Vehicle Information 

Vehicle KNMAT2MVClJI 

Model Year 2018 

Make NISSAN 

Model Line ROGUE 

Model Code 22018 

Dealer Detai l 

ease Servicing Dealer NISSAN OF WFSTFU JBX 
Case Servicing Dealer Region Northeast Region 

Bluetooth 

Related Items 

Responsible District 07 

SharedWrth 

Phone Carrier 

Phone Manufacturer 

Reported From 

Issue Categories 

Approwd Ched< Reques1s $25,162.09 
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Previous Repai.r Date 2127/2018 

Previous Repair Location 

Related Vehicle Make Nissan 

XTIME Appointment Numb« 

Rollowf' 

Property Damage 

Injury letter 

Nootber Injured 0 

RHR Started 517/2018 

RHR C«npleted 5110/2018 

Customer Document Requested 

Date Requested 

Customer Document Received 

Date Received 

Part Numb« 1 

Beyond Basic Warranty Miles 1 O 

Beyond Basic Warranty Months1 0 

Beyond PT WalTal'lty Miles1 0 

Beyond PT Warranty Months 1 O 

Data Net 

Oatanet Deal« Date 

Oealff Instructions 

Requested Dealer Action 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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