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From: Jason Lui (C)
Sent: Thursday, September 29, 2016 11:40 AM
To: Rod Gasperik <rod.gasperik@gm.com>
Subject: RE: URGENT – CA CEC Early Response Approval, F1  , ,SR 

Attached is the final ro confirming days out.

Jason Lui
CA CEC Senior Advisor
Phone: 866-790-5600 ext 5911020
Fax: 866-480-3630
Jason.lui@gm.com

From: Rod Gasperik
Sent: Tuesday, September 27, 2016 4:16 PM
To: Jason Lui (C)
Subject: RE: URGENT – CA CEC Early Response Approval, F1  , SR , 

Did you get the r.o. on the engine?

Sent via the Samsung GALAXY S®4, an AT&T 4G LTE smartphone

-------- Original message --------
From: "Jason Lui (C)" <jason.lui@gm.com>
Date: 09/27/2016 1:42 PM (GMT-08:00)
To: Rod Gasperik <rod.gasperik@gm.com>
Subject: RE: URGENT – CA CEC Early Response Approval, F1 , ,SR , 

Rod

I wanted to follow up on this one to see if we have a decision on this one. Thank you.

Jason Lui
CA CEC Senior Advisor
Phone: 866-790-5600 ext 5911020
Fax: 866-480-3630
Jason.lui@gm.com

From: Rod Gasperik
Sent: Friday, September 23, 2016 9:41 AM
To: Jason Lui (C)
Subject: RE: URGENT – CA CEC Early Response Approval, F1  , ,SR , 

Well that changes things. Do we have a copy of that r.o. from the dealer, not the customer

Rod Gasperik
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BRSM Western Region
661-618-1847

From: Jason Lui (C)
Sent: Thursday, September 22, 2016 4:49 PM
To: Rod Gasperik <rod.gasperik@gm.com>
Cc: Corwin Keal (C) <corwin.keal@gm.com>
Subject: RE: URGENT – CA CEC Early Response Approval, F1 ,

Rod

I apologize it looks like the customer brought to our attention that there was another RO for an engine replacement. It
does not show on ivh yet as I don’t think it’s been paid fully. From the information obtained from the dealership the RO

 was opened on July 1 2016 and closed out on July 28 2016. This would give it 29 days just for that repair. We did
also have 25 days down prior to that. Recommending repurchase at 30982 miles when 30 days down crossed.

Jason Lui
CA CEC Senior Advisor
Phone: 866-790-5600 ext 5911020
Fax: 866-480-3630
Jason.lui@gm.com

From: Jason Lui (C)
Sent: Tuesday, September 20, 2016 12:14 PM
To: Rod Gasperik
Cc: Corwin Keal (C)
Subject: RE: URGENT – CA CEC Early Response Approval, F1 ,

Rod

The customer brought to our attention he did go in once while reviewing case so he did want the information reviewed
again. The only repair was a recalibration of ecm and tcm with 2 days down. Again nothing significantly impairing use
value or safety.

Jason Lui
CA CEC Senior Advisor
Phone: 866-790-5600 ext 5911020
Fax: 866-480-3630
Jason.lui@gm.com

From: Rod Gasperik
Sent: Wednesday, September 07, 2016 10:45 AM
To: Jason Lui (C)
Subject: RE: URGENT – CA CEC Early Response Approval, F1  

–      Available information reviewed.  The vehicle is not a candidate for repurchase.  It’s our
recommendation that the owner continues to work with the GM Dealership for any current or future
diagnosis and/or repairs as outlined in the NVLW
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Rod Gasperik
BRSM Western Region
661-618-1847

From: Jason Lui (C)
Sent: Tuesday, September 06, 2016 9:17 AM
To: Rod Gasperik <rod.gasperik@gm.com>
Cc: Corwin Keal (C) <corwin.keal@gm.com>
Subject: URGENT – CA CEC Early Response Approval, F1  

Dear Rod,

This email is being sent to obtain your approval/denial of a Straight Repurchase or Trade Repurchase for the
above referenced case.  I have included some additional information that will be of assistance to you:

Involved Dealership: Connell Chevrolet, BAC 114582, Costa Mesa, CA
Dealership Contact: Alan Vondra

VIN: 1GCGSCE35F1

Vehicle: 2015 Chevrolet Colorado

Mileage: 32000

Summary of vehicle concern: Engine Issues

Facts supporting recommendation:  Customer asking for repurchase due issues with engine. No repairs made.
No significant loss of use value or safety

Vehicle Transaction History:

12/19/2015         530716  ZREG----Regular Vehicle Transaction                       0600723 - Chevrolet 2 Year
Maintenance                15,886 MI
11/02/2015         528303  ZREG----Regular Vehicle Transaction                       2062170 - Rear Side Door Locking Rod Knob
Replacement     13,049 MI
11/02/2015         528303  ZFAT----Field Action Recall                           9101773 - N150439 - Power Steering Control Module
Reprogramming with SPS             13,049 MI
11/02/2015         528303  ZREG----Regular Vehicle Transaction                       7421770 - Electric Belt Drive Rack and Pinion
Steering Gear Replacement        13,049 MI
09/12/2015         78261    ZREG----Regular Vehicle Transaction                       0600723 - Chevrolet 2 Year
Maintenance                10,119 MI
05/09/2015         519134  ZFAT----Field Action Recall                           9101513 - N150150 - Inspect Left and Right Front Seat
Installation (No Further Action Required)             5,119 MI
05/09/2015         519134  ZREG----Regular Vehicle Transaction                       0600723 - Chevrolet 2 Year
Maintenance                5,119 MI
03/24/2015         F1166871             ZPDI----Pre-Delivery Inspection                                0590072 - Pre-Delivery Inspection -
Base Time      809 MI
02/27/2015         233680  ZPDI----Pre-Delivery Inspection                                0590032 - PDI - Dealer Installed - Factory
Invoiced Options                809 MI
02/14/2015         514471  ZREG----Regular Vehicle Transaction                       8042390 - Rear Leaf Spring
Replacement               809 MI
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Jason Lui
CA CEC Senior Advisor
Phone: 866-790-5600 ext 5911020
Fax: 866-480-3630
Jason.lui@gm.com





















 

* * 

 
 
 
October 24, 2016     Dealer Confirmation Letter-Straight 
 
CONNELL CHEVROLET  
2828 HARBOR BLVD 
COSTA MESA, CA  92626       
 
Subject:  2015 Chevrolet Colorado  
Customer:  
VIN: 1GCGSCE35F1  
Ref  
 
Dear Alan Vondra: 
  
General Motors to issue a check in the amount of $2,734.93 made payable to .   Once 
RVDC receives the completed  repurchase paperwork, GM will issue a check in the amount of  
$29,621.66 to Credit Union of Southern California.  Please be sure to return the repurchase documents to 
General Motors RVDC immediately for completion of the repurchase, do not wait for the final repair order.  
The repair order may be faxed once the repair has been completed. 
  
Thank you for your cooperation. 
 
      Sincerely, 
  
 
      General Motors RVDC 
      2717 Schust Rd 
      Saginaw, MI 48603 
        
*If you are aware of any modifications made to this vehicle, please contact your Repurchase 
Coordinator immediately.  This vehicle must be restored to its original factory condition or the 
repurchase will be stopped and canceled. 
 
If you are in agreement with this offer, please sign and date below and return to my attention at the 
following fax # 866-802-6668 by Monday October 24, 2016.  If you have any questions you may reach me 
at 866-802-6625 X2839. 
 
 
 
 
CONNELL CHEVROLET 114582 Management Agent’s Signature and Title. 
 
 

CONNELL CHEVROLET 114582 Management Agent’s Printed Name and Title. 
 
 

 



Case Number:
Originator Name: Jason Lui 866-790-5600 x 11020 jason.lui@gm.com

Created Date: 10/11/2016

Vehicle Info

*VIN: 1GCGSCE35F1 MSRP: 0.0 *TAC #:

Year: 2015 Make: Chevrolet Model: Colorado

Vehicle Comments & TAC Explanation:

Mike to replace engine per DMA authorization.engine has loose connecting rod wrist pin bushings on four of
the connecting rods. DIAGNOSED ENGINE NOISE, ATTEMPTED DE CARBON

*Date Reviewed with Customer: 10/03/2016 *Repurchase Mileage: 33700

Original Purchase Date: 02/04/2015 * Original Purchase Condition: New

Vehicle Owner(s)

Entity Type Person

* Names(s) on Title: * Title State: CA

* Primary Owner:

* Address ..

* City Laguna Hills * State CA * ZIP Code:

* Day Phone: * Home Phone: * Cell Phone:

* E-mail: * Fax Phone: * Exec Init Repurchase: N

* Reason Repurchase Engine- noise

UCC Codes (J1807) Engine - Crankshaft / Rods / Pistons - Noise

Vehicle Lien Holder

Type of Secured Interest: Standard Lien * Company:Health Associates FCU Account #:

Contact or Attention:

Address

City State CA ZIP Code:

Day Phone: 562-698-8326 Fax: E-mail:

Original Selling Dealer

* Dealer #: 114582 Dealer Name: CONNELL CHEVROLET

Region: 10 District: 1114

* Phone: (714) 546-1200 Fax: (714) 662-4434

* Contact Name: Alan Vondra * Contact Title:Service Manager E-Mail:

Repurchasing Dealer: -

Repair

* Contact Name: * Contact Title:

Vehicle Location: -

October 17, 2016 Page 1 of 2



Case Number:
Originator Name: Jason Lui 866-790-5600 x 11020 jason.lui@gm.com

Created Date: 10/11/2016

Transaction Details

Siebel Request #: * Disposition:Auction

State: CA * Type: Straight Repurchase 

Source: CA-CEC Voluntary 

Replacement VIN: -

Compliance Date: Compliance Type:

MSRP: 0.0 Order #: CA CEC

Repurchase:

* Processing Instructions:

CA CEC Mileage offset=30,982 miles, 30 days down for engine replacement, as per GM 
BRM approval

Disposition:

* Processing Instructions:

auction

Transaction Details

Group Responsible Formula Additional Explanation Value

October 17, 2016 Page 2 of 2









STRAIGHT-PAYMENT-LEASE REPURCHASE WORKSHEET - BRC COMMON
File Number

8 Tara
Draft-Add question marks beside category (not in dollar fields) to indicate incomplete information 

Date:
1GCGSCE35F1 October 19, 2016

1 1 Base Price $0.00 1 Down Pmt / Cap Cost Reduction $500.00
2 2 Conversion / Upfit cost $0.00 2 Pmts (includes 1st month if lease) $10,680.12
3 3 Reg./Lic./Title Fees $0.00 3 Reg/Lic/Title Fees (leases only) $0.00
4 4 State Fees $0.00 4 Tax (leases only) $0.00
5 A. USAGE USING L.L. FORMULA 5 Aftermarket Items $0.00 5 Aftermarket Items $0.00
6 Base Price/Total Repurch Price $32,665.00 6 Sales Tax $0.00 6 Other-Explain $0.00
7 Mileage 30,982 7 Finance Charges  $0.00 7 Other-Explain $0.00
8 Denominator 120,000 8 GMPP (* only for WI) $0.00 8 Other-Explain $0.00
9 Usage $8,433.56 9 Other-Explain $0.00 9 Other-Explain $0.00

10 10 Total Purchase Price $0.00 10 Total Additions $11,180.12
11 B. USAGE - NEGOTIATED $0.00 11 11
12 12 * Usage/Depreciation $8,433.56 12 * Usage/Depreciation $8,433.56
13 13 Damage $0.00 13 Damage $0.00
14 C. USAGE USING CENTS/MILE 14 Late charges $0.00 14 Late charges $11.63
15 Mileage 0 15 Over-Allowance $0.00 15 Over-Allowance $0.00
16 Cents per mile $0.000 16 Negative Equity $0.00 16 Negative Equity $0.00
17 Usage $0.00 17 Incentives $0.00 17 Incentives $0.00
18 18 Other-Explain $0.00 18 Sec. Dep. (leases) if reimbursing above $0.00
19 19 Other-Explain $0.00 19 Extended Service Contract $0.00
20 D. USAGE-CALIFORNIA ONLY 20 Other-Explain $0.00 20 Gap Insurance $0.00
21 Base price section-Used when NOT financed. 21 Other-Explain $0.00 21 Over Mileage Penalty $0.00
22 "Actual Price Paid" (Base) $0.00 22 Total Deductions $8,433.56 22 Total Deductions $8,445.19
23 Mileage 0 23 23
24 Usage $0.00 24 Repurchase Subtotal -$8,433.56 24 Total Refund to Customer $2,734.93
25 OR 25 Loan Payoff good thru xx/xx/xx $0.00 25 Dlr Buyout (lease) or Loan Payoff $29,621.66
26 Payment/Lease-Used when financed. 26 Total Refund to Customer -$8,433.56 26 (GMAC=DL quote) good thru 11/16/16
27 "Actual Price Paid" (Pmt/Lease) $40,801.78 27 Attorney's Fees $0.00 27 Attorney's Fees $0.00
28 Mileage 0 28 Total Repurchase -$8,433.56 28 Total Repurchase $32,356.59
29 Any ext service contract (CA only) 0 29 NADA (Legal Only) $0.00 29 NADA (Legal Only) $0.00
30 Usage $0.00 30 Estimated Auction Value $0.00 30 Estimated Auction Value $0.00
31 31 Projected Loss -$8,433.56 31 Projected Loss $32,356.59

PURCHASE PRICE (before t/t/t) 32,665.00$     TRADE ALLOWANCE PURCHASE PRICE 32,665.00$     
MSRP ( FROM BARS INVOICE) 32,665.00$     PAYOFF OF TRADE -$              INCENTIVE* (from BARS) -$                
DIFFERENCE -$               DIFFERENCE -$              OVERALLOWANCE -$                
if positive look for over allowance if negative=negative equity ACTUAL PRICE 32,665.00$     

TRADE ALLOWANCE -$              
ACV OF TRADE Do not include fuel fill credit

Authorized Signature Date DIFFERENCE -$              Include GM card points
ACV=actual cash value Form Rev. 04/28/2006  

Worksheet Filled Out By:

STRAIGHT REPURCHASE - BASE PAYMENT (CA, FL & WV) OR LEASE REPURCHASE

 To calculate usage:
Use ONLY one of the 4 methods in this column or 
follow applicable lemon law formula for your state

USAGE FORMULAS

Vehicle VIN:

Customer Name



CAC SR Data Share Report - BIP 1.0, 3/30/16 Saturday, September 3, 2016

Some information in this report could not be verified/validated.  Verified information is indicated as such, and was pulled from GM Databases.

Customer Vehicle Status of vehicle/concern

Chevrolet Colorado 2016 A GM Dealer has not diagnosed the current concern
1GCGTCE37G1 Repairs have not been scheduled

Anytime Mileage Now: 3200 mi Vehicle is operable for this concern and is able to be 
drivenWarranty Start: 05/28/2016

Key Points

Customer said his power steering fails while driving, even while driving on the highway. The customer is very concerned as
this is a safety issue. The customer said he's brought his vehicle into his selling dealership twice, but no repairs have been 
made to correct this because they have not been able to duplicate his concerns. The customer has an appointment at 
Chuck Olson Chevrolet on Thursday, September 8th. I let the customer know we will become involved and see if the 
dealership can test drive his vehicle until they can duplicate the concern.

Supporting Factors Limiting Factors

Original Owner

First Time Vehicle Owner

Vehicle has been serviced for this concern: 2 times

Please consider these additional questions:
 Close to any applicable expiration limit? (wrnty, spl covg, svc contrt)
 Did cust buy an extd svc contract, but it's expired or n/a?
 Is this a loyal service customer? (to involved dealer)
 Are high dollar customer-pay ROs on record for this cust?
 Is this a conquest buyer?

Please consider these additional questions:
Is vehicle way beyond all applicable expiration limits?
Does veh have an active aftermarket Extd Svc Contract?
Did customer buy vehicle outside of warranty?
Does it seem customer doesn't take care of the vehicle?
Is cause not normally covered by warranty?
Is cause due to an accident insurance won't cover?
Is cause due to damage by independent repair facility?

Additional key points

This customer has purchased these GM vehicles: 2016 Colorado

Reference
CAC SR#:  
Tier 2 CAC advisor:  Sara Schuster --> 1-866-790-5700 Ext # 5910517    



Connecting.....A live chat agent is now entering the chat. 

Caller English 

System [12:03:52 PM]:  

Welcome to chat. 

Sara [12:04:01 PM]:  

Thank you for contacting Chevrolet Customer Assistance, Ryan. My name is Sara. How may I assist you 
today? 

 [12:05:29 PM]:  

Hey Sara. Long story short my vehicle has been having a number of issues (2016 Chevrolet Colorado LT). 
The power steering will go out at random times while driving and the stabilitrak warning comes on as 
well. Last night it happened while on the freeway going 60 mph. I have taken it to the dealer twice now 
for a whole day each time and they say they can't replicate the issue nor find a code in the computer. 

 [12:05:58 PM]:  

I just called another dealer to try and have them take it in and they can't take me in till next week and 
even then they said unless the issue arises for them there is nothing they can do. 

 [12:06:14 PM]:  

I am starting to get worried for my safety and I bought a new truck to avoid these issue. 

 [12:06:34 PM]:  

It seems like nobody can help me and I am screwed with this lemon of a truck until something bad 
happens. 

 [12:06:55 PM]:  

Is there anything you can do for me or do I have to pay for a rental out of pocket because nobody can 
seem to help me? 

Sara [12:07:54 PM]:  

I understand how concerning that must be. I am happy to gather your information, create a case here 
and get your dealership involved. We can work with your dealership throughout the diagnosis process, 
hopefully they can test drive your vehicle until they see what you're experiencing, and then reach out to 
their technical resources to try and resolve this for you. 

Sara [12:08:15 PM]:  



In order to start a case here, may I please have your VIN and current mileage? 

 [12:08:48 PM]:  

I already called the dealer again and this is what they told me but they can't take it till next week 
sometime and even then they aren't gauranteing that anything will come of it. 

 [12:08:56 PM]:  

Hang on I'll get the vin and mileage. 

 [12:09:27 PM]:  

1GCGTCE37G1  

 [12:09:40 PM]:  

Mileage is about 3,200 I think. 

Sara [12:10:22 PM]:  

I know it's frustrating but the dealership will not attempt any repairs until they feel/see what you're 
experiencing or if there is an error code/message present. Thank you for your vehicle information. What 
dealership are you working with? 

 [12:11:28 PM]:  

I went to Sunset Chevrolet in Sumner WA the last two times where I bought it but I would like to go 
somewhere closer to home which would be something like Chuck Olson Chevrolet near Seattle. 

Sara [12:12:16 PM]:  

Okay, is Chuck Olson the one you called? 

 [12:12:51 PM]:  

I called them this morning yes. They booked me to bring it in on Thursday but will look at the case when 
they get in on Tuesday. 

Sara [12:13:42 PM]:  

Sounds good. May I please ask that you verify your phone number and email address so we can follow 
up throughout this process? 

 [12:14:11 PM]:  

 

Sara [12:15:53 PM]:  



Your case number with GM Customer Assistance is ; please keep that for your records. I 
will be reaching out to James, the Customer Experience Manager, at Chuck Olson Chevrolet to inform 
them of what we spoke about and that your appointment is Thursday. Once the vehicle is back in the 
dealership, I will follow up with them further. If you need to reach me in the meantime, my number is 1-
866-790-3600 X 5910517. 

 [12:16:27 PM]:  

Sounds good thank you so much Sara will this information be emailed to me? 

Sara [12:16:41 PM]:  

I can certainly do that!  

Sara [12:16:50 PM]:  

Was there anything else I should know or should add to your case at this time? 

 [12:17:00 PM]:  

No thank you that should do it. 

Sara [12:17:24 PM]:  

You're welcome. Please don't hesitate to come back and chat with us if you need anything in the 
meantime. We are here to chat Monday through Friday from 8:00 a.m. to 11:00 p.m. and Saturday from 
9:00 a.m. to 11:00 p.m. Eastern time. I will talk to you soon! 

 [12:17:40 PM]:  

Thank you so much! 

Sara [12:17:58 PM]:  

You're welcome,  Have a nice holiday weekend. 

Caller  left the call. 

You have been disconnected from the chat session. If you require further assistance, please start 
another chat session or visit it.support.gm.com for more support options. 
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Wanda Harden (C)

From: Wanda Harden (C)
Sent: Tuesday, October 11, 2016 1:41 PM
To: Rich Henderson
Subject: RE: ACTION REQUIRED Early Response Case, VIN: 1GTG6BE34F1 Crain Buick

GMC, BAC: 188183, Customer: , SR#

Rich,

I spoke to the customer today to offer the CBGC Protection Plan. The customer stated that he went on and filed a lemon
law claim yesterday.

Wanda Harden
General Motors
Early Response Team
Warren Customer Engagement Center
Phone: (866) 522 - 0500 Ext: 5921510
Fax: (586) 920 - 0673
Email: wanda.harden@gm.com

From: Rich Henderson
Sent: Monday, October 10, 2016 11:05 AM
To: Wanda Harden (C)
Subject: RE: ACTION REQUIRED Early Response Case, VIN: 1GTG6BE34F1 , Crain Buick GMC, BAC: 188183,
Customer: 

Hey Wanda,
That would be a Great Idea!! Thank You & Have a Great Week!!







4

Wanda Harden
General Motors
Early Response Team
Warren Customer Engagement Center
Phone: (866) 522 - 0500 Ext: 5921510
Fax: (586) 920 - 0673
Email: wanda.harden@gm.com
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Wanda Harden (C)

From: Wanda Harden (C)
Sent: Wednesday, October 05, 2016 1:31 PM
To: 'jerryhansen@crainteam.net'
Cc: 'dannymanion@crainteam.net'
Subject: ACTION REQUIRED WITHIN 24 HOURS / ER Case, VIN: 1GTG6BE34F1  Crain

Buick GMC, BAC: 188183, Customer: 

Jerry & Danny,

The Early Response Team has been in touch with this customer.  Mr.  has indicated that he has previously

contacted your dealership for this issue. Below are details about the customer and their case.

· VIN: 1GTG6BE34F1
· Mileage: 26,000
· SR Number: 
· Customer Last Name:
· Customer Cell Phone: 
· Customer Email:
· Summary of Concern: The customer states the vehicle has had multiple repairs related to heating and power

steering failure.  The customer states the vehicle has been returned to the dealership for service a total of 9 times
lasting a total of 108 days. The customer is requesting a trade repurchase.

We value your perspective and will be working closely with you to resolve this issue in a thorough and timely

manner.  Please contact me no later than Thursday 10/6/2016 with the below identified information so we can begin

addressing these concerns and formulating the necessary steps to resolution.

· Repair orders and technician notes
· Sales document

Thank you for your assistance and prompt attention in this matter.

Sincerely,

Wanda Harden
General Motors
Early Response Team
Warren Customer Engagement Center
Phone: (866) 522 - 0500 Ext: 5921510
Fax: (586) 920 - 0673
Email: wanda.harden@gm.com
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Summary of vehicle condition/situation: The customer states the vehicle has had multiple repairs to the heat
and power steering. The customer states the vehicle has been returned to the dealership for service
multiple times for repairs lasting over days. The customer is requesting a trade repurchase.

Attachment:  Case Assessment

Thank you for your assistance and prompt attention in this matter.

Sincerely,

Wanda Harden
General Motors
Early Response Team
Warren Customer Engagement Center
Phone: (866) 522 - 0500 Ext: 5921510
Fax: (586) 920 - 0673
Email: wanda.harden@gm.com
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Case Origination description: Repurchase request

Summary of vehicle condition/situation: The customer states the vehicle has had multiple repairs to the heat
and power steering. The customer states the vehicle has been returned to the dealership for service
multiple times for repairs lasting over days. The customer is requesting a trade repurchase.

Attachment:  Case Assessment

Thank you for your assistance and prompt attention in this matter.

Sincerely,

Wanda Harden
General Motors
Early Response Team
Warren Customer Engagement Center
Phone: (866) 522 - 0500 Ext: 5921510
Fax: (586) 920 - 0673
Email: wanda.harden@gm.com
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Wanda Harden (C)

From: Jerry Hansen <jerryhansen@crainteam.net>
Sent: Friday, October 07, 2016 5:13 PM
To: Wanda Harden (C)
Subject: [EXTERNAL] RE: ACTION REQUIRED WITHIN 24 HOURS / ER Case, VIN:

1GTG6BE34F1 , Crain Buick GMC, BAC: 188183, Customer: , SR#
0

Attachments: pdf

Here are the sale documents you requested.  Did you get the service info I sent yesterday?

From: Wanda Harden (C) [mailto:wanda.harden@gm.com]
Sent: Wednesday, October 05, 2016 12:31 PM
To: Jerry Hansen (Crain Buick Gmc) <jerryhansen@crainteam.net>
Cc: Danny Manion (Crain Buick Gmc) <dannymanion@crainteam.net>
Subject: ACTION REQUIRED WITHIN 24 HOURS / ER Case, VIN: 1GTG6BE34F1 , Crain Buick GMC, BAC: 188183,
Customer: 

Jerry & Danny,

The Early Response Team has been in touch with this customer.  Mr. has indicated that he has previously

contacted your dealership for this issue. Below are details about the customer and their case.

· VIN: 1GTG6BE34F1

· Mileage: 26,000

· SR Number:

· Customer Last Name:

· Customer Cell Phone: 

· Customer Email:

· Summary of Concern: The customer states the vehicle has had multiple repairs related to heating and power
steering failure.  The customer states the vehicle has been returned to the dealership for service a total of 9 times
lasting a total of 108 days. The customer is requesting a trade repurchase.

We value your perspective and will be working closely with you to resolve this issue in a thorough and timely

manner.  Please contact me no later than Thursday 10/6/2016 with the below identified information so we can begin

addressing these concerns and formulating the necessary steps to resolution.

· Repair orders and technician notes

· Sales document
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Thank you for your assistance and prompt attention in this matter.

Sincerely,

Wanda Harden
General Motors
Early Response Team
Warren Customer Engagement Center
Phone: (866) 522 - 0500 Ext: 5921510
Fax: (586) 920 - 0673
Email: wanda.harden@gm.com

Nothing in this message is intended to constitute an electronic signature unless a specific statement to the
contrary is included in this message.

Confidentiality Note: This message is intended only for the person or entity to which it is addressed. It may
contain confidential and/or privileged material. Any review, transmission, dissemination or other use, or taking
of any action in reliance upon this message by persons or entities other than the intended recipient is prohibited
and may be unlawful. If you received this message in error, please contact the sender and delete it from your
computer.
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Wanda Harden (C)

From: Wanda Harden (C)
Sent: Monday, October 10, 2016 10:50 AM
To: Rich Henderson
Subject: RE: ACTION REQUIRED Early Response Case, VIN: 1GTG6BE34F1 , Crain Buick

GMC, BAC: 188183, Customer: 

Thanks for the response.  Do you support offering the customer a 60 month/75,000 miles CBGC Protection Plan instead?

Wanda Harden
General Motors
Early Response Team
Warren Customer Engagement Center
Phone: (866) 522 - 0500 Ext: 5921510
Fax: (586) 920 - 0673
Email: wanda.harden@gm.com

From: Rich Henderson
Sent: Monday, October 10, 2016 10:27 AM
To: Wanda Harden (C)
Cc: Jerry Hansen (Crain Buick Gmc); J Castleberry (Crain Buick Gmc)
Subject: RE: ACTION REQUIRED Early Response Case, VIN: 1GTG6BE34F1 , Crain Buick GMC, BAC: 188183,
Customer: 

Hey Wanda,
We were attempting to do a trade exchange with this customer however due to filing bankruptcy &  low credit score
makes this an impasse. Thank You & have a Great Day!!
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Wanda Harden
General Motors
Early Response Team
Warren Customer Engagement Center
Phone: (866) 522 - 0500 Ext: 5921510
Fax: (586) 920 - 0673
Email: wanda.harden@gm.com



 

* 

 
Friday, November 11, 2016 

 
 

Modesto, CA   
      Straight Settlement Letter 

 
Subject:  Repurchase of 2016 Chevrolet Colorado 
VIN: 1GCPTDE14G1  
Ref SR:  
 
Dear : 
 
We regret that you are dissatisfied with your 2016 Chevrolet Colorado, VIN 1GCPTDE14G1  and 
that our attempts to resolve your concerns have not met your expectations. Chevrolet will repurchase this 
vehicle in exchange for the release of liability stemming from warranties, express or implied, covering this 
vehicle. 
 
This offer is being made in an effort to keep you a satisfied Chevrolet customer. Chevrolet will repurchase 
your vehicle for $42,887.30. This offer was calculated by using the following figures: 
   
  
 Total Repurchase Amount  (includes $3,143.03 sales tax)  $42,887.30 
 

Down Payment       $1,250.32 
Payments: 3 @ various      $2,260.00 
Total Payments       $3,510.32 
 
Usage on 6,720 miles      $2,303.84 
Debt Cancellation Agreement     $395.00 
Aftermarket Service Contract     $1,487.84 
Total Deductions      $4,185.84 

 
 Total Amount Customer Owes     $675.52  
 
 Less Payoff of Original Vehicle-Good until 12/10/16   $43,562.82 
    

**AMOUNT IS SUBJECT TO CHANGE IF SIGNED PAPERWORK IS NOT RECEIVED BY DATE 
OUTLINED BELOW** 

 
If you owe money to General Motors, please send certified check or money order made payable to 
General Motors. 
 
If this offer is acceptable, please sign this letter and return it to my attention via the fax number or address 
listed below. I will contact you to set up a signing date, at which time you will be required to complete the 
transaction. I can be reached at 866-802-6625 x1202 if you have any questions or concerns. 
 
 
Customer’s and Co-Customer’s Signature(s) and Date  
 
 
Customer’s and Co-Customer’s Printed Name(s) 

 
 



 

* 

 
The requirements of the straight repurchase are as follows: 
 
⇒ Vehicle Damage - vehicle is free from any abnormal damage, which impair its resale value. Vehicle 

must be inspected by a General Motors dealership at time of closing. 
⇒ Vehicle Alterations - if this vehicle has been altered or modified from its original factory condition, it 

must be restored to its original condition before the scheduled repurchase appointment 
⇒ A “Power of Attorney” form - supplied by General Motors must be signed and notarized at the time 

of repurchase (used only for titling purposes)  
⇒ An “Odometer Disclosure Statement” form - supplied by General Motors must be signed at the time 

of the repurchase  
⇒ Factory installed equipment – needs to be intact and functional. 
⇒ Title – if no lien, a free and clear title must be provided at time of repurchase. 
⇒ Cash backs rebates or incentives– no cash backs rebates or incentives of any kind are applicable 

towards this transaction. 
 
If all above requirements are met, the dealership will proceed with the repurchase and transfer of funds. 
 
Please return this signed document to fax number 866-802-6668 by Wednesday November 16, 2016 
 
 
      Sincerely, 
  
 
      General Motors RVDC 
      2717 Schust Rd 
      Saginaw, MI 48603  
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Dave McWhorter (C)

From: Barbara Sage <Barbara.Sage@gmrvdchq.com>
Sent: Friday, November 11, 2016 3:07 PM
To: Dave McWhorter (C)
Cc: Rod Gasperik
Subject: [EXTERNAL]  Case # 
Attachments:  Repurchase Offer.pdf

Good afternoon David,

This customer is upset at the offer presented for repurchase; see formal offer document attached. Customer states all
usage should be waived since vehicle has been at dealership for 30+ days without repair and no repair is available. The
customer demands a revised offer less all usage by 5:00 pm or he will go to an attorney; customer states he has an
appointment with an attorney on Monday.

Please advise how you’d like to proceed.

Thank you,

Bobbie Sage
Repurchase Coordinator

General Motors Repurchase Group
2717 Schust Road
Saginaw MI  48603
Phone: 866-802-6625  X 1202
Fax: 888-412-3343
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Dave McWhorter (C)

From: Barbara Sage <Barbara.Sage@gmrvdchq.com>
Sent: Monday, November 14, 2016 8:35 AM
To: Dave McWhorter (C)
Subject: [EXTERNAL] FW: 2016 Colorado Repurchase - Case # 

Good morning David,

The customer is retaining an attorney as anticipated; I’m closing without repurchase.

Thank you,

Bobbie Sage
Repurchase Coordinator

General Motors Repurchase Group
2717 Schust Road
Saginaw MI  48603
Phone: 866-802-6625  X 1202
Fax: 888-412-3343

From: Barbara Sage
Sent: Monday, November 14, 2016 8:33 AM
To: 'Eric Bailey'
Subject: RE: 2016 Colorado Repurchase - Case #

Good morning Eric,

I will note the case with your concerns and close without repurchase.

Thank you,

Bobbie Sage
Repurchase Coordinator

General Motors Repurchase Group
2717 Schust Road
Saginaw MI  48603
Phone: 866-802-6625  X 1202
Fax: 888-412-3343

From: 
Sent: Friday, November 11, 2016 6:10 PM
To: Barbara Sage
Subject: Re: 2016 Colorado Repurchase - Case # 
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This is very disappointing news since I have been so understanding on this whole process.

Like I stated in out conversation earlier this is not a voluntary buy back on the vehicle, it all steams from the
fact that after 2 months in the shop it is still not repaired.  This all started because the dealership (American
Chevrolet) over filled the oil on the first oil change on the truck.  I have only had position of the truck for 45
days until this nightmare started.  This now puts me and my family in a tough spot, not only did we loose the
car we traded in, the down payment, monthly payments we now have to pay GM to take a truck that does not
work back.  Now we will be with out a truck, we now have to figure out a way to come up with another down
payment to purchase another truck.

I was will to work with GM on this offer but since they want to stand firm on this, it leave with no option but
to hire an attorney to handle this case.

I will leave this email with one last statement.  I, my family and my friends will never purchase a GM vehicle!  I
will make sure everyone I know and everyone I can reach on the web will hear about how this whole process
has been and how dishonest of a manufacture GM is.

From: Barbara Sage <Barbara.Sage@gmrvdchq.com>
Sent: Friday, November 11, 2016 1:58 PM

Subject: 2016 Colorado Repurchase - Case # 

Good afternoon

I did inform the case originator of you concerns with the offer forwarded to you earlier today and requested instruction on
adjustment of the usage charge; the case originator advised no revision is available. The offer will remain as presented.

Thank you,

Bobbie Sage
Repurchase Coordinator

General Motors Repurchase Group
2717 Schust Road
Saginaw MI  48603
Phone: 866-802-6625  X 1202
Fax: 888-412-3343
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Dave McWhorter (C)

From: Dave McWhorter (C)
Sent: Friday, November 11, 2016 4:05 PM
To: 'Barbara Sage'
Subject: RE:  Case # 

Bobbi,

As BRSM Rod Gasperik authorized usage at where the vehicle passed beyond the 30-day mark, GM’s offer stands as is.

Thank you,

Dave McWhorter
GM Customer Experience Manager

Fax:  866.480.3634
Email: david.mcwhorter@gm.com

From: Barbara Sage [mailto:Barbara.Sage@gmrvdchq.com]
Sent: Friday, November 11, 2016 3:07 PM
To: Dave McWhorter (C)
Cc: Rod Gasperik
Subject: [EXTERNAL]  SR

Good afternoon David,

This customer is upset at the offer presented for repurchase; see formal offer document attached. Customer states all
usage should be waived since vehicle has been at dealership for 30+ days without repair and no repair is available. The
customer demands a revised offer less all usage by 5:00 pm or he will go to an attorney; customer states he has an
appointment with an attorney on Monday.

Please advise how you’d like to proceed.

Thank you,

Bobbie Sage
Repurchase Coordinator

General Motors Repurchase Group
2717 Schust Road
Saginaw MI  48603
Phone: 866-802-6625  X 1202
Fax: 888-412-3343



 

* * 

 
 
 
November 11, 2016     Dealer Confirmation Letter-Straight 
 
AMERICAN CHEVROLET  
4742 MCHENRY AVE 
MODESTO, CA  95356       
 
Subject:  2016 Chevrolet Colorado  
Customer:  
VIN: 1GCPTDE14G1  
Ref SR:  
 
Dear Jim Halvorson: 
  

 will bring a certified check or money order in the amount of $675.52 made payable to 
General Motors.  Once RVDC receives the completed  repurchase paperwork, GM will issue a check in 
the amount of  $43,562.82 to Ally Financial.  Please be sure to return the repurchase documents to 
General Motors RVDC immediately for completion of the repurchase, do not wait for the final repair order.  
The repair order may be faxed once the repair has been completed. 
  
Thank you for your cooperation. 
 
      Sincerely, 
  
 
      General Motors RVDC 
      2717 Schust Rd 
      Saginaw, MI 48603 
        
*If you are aware of any modifications made to this vehicle, please contact your Repurchase 
Coordinator immediately.  This vehicle must be restored to its original factory condition or the 
repurchase will be stopped and canceled. 
 
If you are in agreement with this offer, please sign and date below and return to my attention at the 
following fax # 866-802-6668 by Wednesday November 16, 2016.  If you have any questions you may 
reach me at866-802-6625 x1202. 
 
 
 
 
AMERICAN CHEVROLET 112136 Management Agent’s Signature and Title. 
 
 

AMERICAN CHEVROLET 112136 Management Agent’s Printed Name and Title. 
 
 

 



Case Number:
Originator Name: Chris Simmons 8667905700x5921313 chris.simmons@gm.com

Created Date: 11/07/2016

Vehicle Info

*VIN: 1GCPTDE14G1 MSRP: 42120.0 *TAC #:

Year: 2016 Make: Chevrolet Model: Colorado

Vehicle Comments & TAC Explanation:

SES light, reduced ENG/PWR message, DEF warning, oil leak

*Date Reviewed with Customer: 10/27/2016 *Repurchase Mileage: 6700

Original Purchase Date: 07/16/2016 * Original Purchase Condition: New

Vehicle Owner(s)

Entity Type Person

* Title State: CA

* Primary Owner:

* City Modesto * State CA * ZIP Code:

* Day Phone: 0 * Cell Phone:

* E-mail: * Fax Phone: * Exec Init Repurchase: N

* Reason Repurchase Power steering inoperable Engine hesitation

UCC Codes (M0311) Steering - Gear / Rack and Pinion - Power - Lack of

(J0109) Engine - General - Hesitates

Vehicle Lien Holder

Type of Secured Interest: No Lien * Company: Account #:

Contact or Attention:

Address

City State CA ZIP Code:

Day Phone: Fax: E-mail:

Original Selling Dealer

* Dealer #: 112136 Dealer Name: AMERICAN CHEVROLET

Region: 10 District: 1113

* Phone: (209) 575-1606 Fax: (209) 491-7825

* Contact Name: Jim Halvorson * Contact Title:Sales Manager E-Mail: jhalvorson@ameri..

Repurchasing Dealer: -

Repair

* Contact Name: * Contact Title:

Vehicle Location: -

November 08, 2016 Page 1 of 2



Case Number:
Originator Name: Chris Simmons 8667905700x5921313 chris.simmons@gm.com

Created Date: 11/07/2016

Transaction Details

Siebel Request #: * Disposition:Auction

State: CA * Type: Straight Repurchase

Source: CA-CEC Voluntary

Replacement VIN: -

Compliance Date: Compliance Type:

MSRP: 0.0 Order #:

Repurchase:

* Processing Instructions:

Repurchase approved 6720 miles use

Rod Gasperik
BRSM Western Region
661-618-1847

Disposition:

* Processing Instructions:

Auction

Transaction Details

Group Responsible Formula Additional Explanation Value

November 08, 2016 Page 2 of 2
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Friday, November 11, 2016 

 
 

Modesto, CA   
      Straight Settlement Letter 

 
Subject:  Repurchase of 2016 Chevrolet Colorado 
VIN: 1GCPTDE14G  
Ref SR:  
 
Dear : 
 
We regret that you are dissatisfied with your 2016 Chevrolet Colorado, VIN 1GCPTDE14G1 and 
that our attempts to resolve your concerns have not met your expectations. Chevrolet will repurchase this 
vehicle in exchange for the release of liability stemming from warranties, express or implied, covering this 
vehicle. 
 
This offer is being made in an effort to keep you a satisfied Chevrolet customer. Chevrolet will repurchase 
your vehicle for $42,887.30. This offer was calculated by using the following figures: 
   
  
 Total Repurchase Amount  (includes $3,143.03 sales tax)  $42,887.30 
 

Down Payment       $1,250.32 
Payments: 3 @ various      $2,260.00 
Total Payments       $3,510.32 
 
Usage on 6,720 miles      $2,303.84 
Debt Cancellation Agreement     $395.00 
Aftermarket Service Contract     $1,487.84 
Total Deductions      $4,185.84 

 
 Total Amount Customer Owes     $675.52  
 
 Less Payoff of Original Vehicle-Good until 12/10/16   $43,562.82 
    

**AMOUNT IS SUBJECT TO CHANGE IF SIGNED PAPERWORK IS NOT RECEIVED BY DATE 
OUTLINED BELOW** 

 
If you owe money to General Motors, please send certified check or money order made payable to 
General Motors. 
 
If this offer is acceptable, please sign this letter and return it to my attention via the fax number or address 
listed below. I will contact you to set up a signing date, at which time you will be required to complete the 
transaction. I can be reached at 866-802-6625 x1202 if you have any questions or concerns. 
 
 
Customer’s and Co-Customer’s Signature(s) and Date  
 
 
Customer’s and Co-Customer’s Printed Name(s) 

 
 



 

* * 

 
The requirements of the straight repurchase are as follows: 
 
⇒ Vehicle Damage - vehicle is free from any abnormal damage, which impair its resale value. Vehicle 

must be inspected by a General Motors dealership at time of closing. 
⇒ Vehicle Alterations - if this vehicle has been altered or modified from its original factory condition, it 

must be restored to its original condition before the scheduled repurchase appointment 
⇒ A “Power of Attorney” form - supplied by General Motors must be signed and notarized at the time 

of repurchase (used only for titling purposes)  
⇒ An “Odometer Disclosure Statement” form - supplied by General Motors must be signed at the time 

of the repurchase  
⇒ Factory installed equipment – needs to be intact and functional. 
⇒ Title – if no lien, a free and clear title must be provided at time of repurchase. 
⇒ Cash backs rebates or incentives– no cash backs rebates or incentives of any kind are applicable 

towards this transaction. 
 
If all above requirements are met, the dealership will proceed with the repurchase and transfer of funds. 
 
Please return this signed document to fax number 866-802-6668 by Wednesday November 16, 2016 
 
 
      Sincerely, 
  
 
      General Motors RVDC 
      2717 Schust Rd 
      Saginaw, MI 48603  
 
 
 
 
 
 





STRAIGHT-PAYMENT-LEASE REPURCHASE WORKSHEET - BRC COMMON
File Number

 beside category (not in dollar fields) to indicate incomplete information 
Date:

1GCPTDE14G1 November 11, 2016

1 1 Base Price $0.00 1 Down Pmt / Cap Cost Reduction $1,250.32
2 2 Conversion / Upfit cost $0.00 2 Pmts (includes 1st month if lease) $2,260.00
3 3 Reg./Lic./Title Fees $0.00 3 Reg/Lic/Title Fees (leases only) $0.00
4 4 State Fees $0.00 4 Tax (leases only) $0.00
5 A. USAGE USING L.L. FORMULA 5 Aftermarket Items $0.00 5 Aftermarket Items $0.00
6 Base Price/Total Repurch Price $41,140.00 6 Sales Tax $0.00 6 Other-Explain $0.00
7 Mileage 6,603 7 Finance Charges  $0.00 7 Other-Explain $0.00
8 Denominator 120,000 8 GMPP (* only for WI) $0.00 8 Other-Explain $0.00
9 Usage $2,263.73 9 Other-Explain $0.00 9 Other-Explain $0.00

10 10 Total Purchase Price $0.00 10 Total Additions $3,510.32
11 B. USAGE - NEGOTIATED $0.00 11 11
12 12 * Usage/Depreciation $2,263.73 12 * Usage/Depreciation $2,263.73
13 13 Damage $0.00 13 Damage $0.00
14 C. USAGE USING CENTS/MILE 14 Late charges $0.00 14 Late charges $0.00
15 Mileage 0 15 Over-Allowance $0.00 15 Over-Allowance $0.00
16 Cents per mile $0.000 16 Negative Equity $0.00 16 Negative Equity $0.00
17 Usage $0.00 17 Incentives $0.00 17 Debt Cancellation Agreement $395.00
18 18 Other-Explain $0.00 18 Sec. Dep. (leases) if reimbursing above $0.00
19 19 Other-Explain $0.00 19 Extended Service Contract $1,487.00
20 D. USAGE-CALIFORNIA ONLY 20 Other-Explain $0.00 20 Gap Insurance $0.00
21 Base price section-Used when NOT financed. 21 Other-Explain $0.00 21 Over Mileage Penalty $0.00
22 "Actual Price Paid" (Base) $0.00 22 Total Deductions $2,263.73 22 Total Deductions $4,145.73
23 Mileage 0 23 23
24 Usage $0.00 24 Repurchase Subtotal -$2,263.73 24 Total Refund to Customer -$635.41
25 OR 25 Loan Payoff good thru xx/xx/xx $0.00 25 Dlr Buyout (lease) or Loan Payoff $43,562.82
26 Payment/Lease-Used when financed. 26 Total Refund to Customer -$2,263.73 26 (GMAC=DL quote) good thru 12/10/16
27 "Actual Price Paid" (Pmt/Lease) $46,678.14 27 Attorney's Fees $0.00 27 Attorney's Fees $0.00
28 Mileage 0 28 Total Repurchase -$2,263.73 28 Total Repurchase $42,927.41
29 Any ext service contract (CA only) 0 29 NADA (Legal Only) $0.00 29 NADA (Legal Only) $0.00
30 Usage $0.00 30 Estimated Auction Value $0.00 30 Estimated Auction Value $0.00
31 31 Projected Loss -$2,263.73 31 Projected Loss $42,927.41

PURCHASE PRICE (before t/t/t) 41,140.00$     TRADE ALLOWANCE 8,500.00$      PURCHASE PRICE 41,140.00$     
MSRP ( FROM BARS INVOICE) 42,120.00$     PAYOFF OF TRADE 7,249.68$      INCENTIVE* (from BARS) 500.00$          
DIFFERENCE (980.00)$         DIFFERENCE 1,250.32$      OVERALLOWANCE -$                
if positive look for over allowance if negative=negative equity ACTUAL PRICE 40,640.00$     

TRADE ALLOWANCE 8,500.00$      
ACV OF TRADE 8,500.00$      Do not include fuel fill credit

Authorized Signature Date DIFFERENCE -$               Include GM card points
ACV=actual cash value Form Rev. 04/28/2006  

Worksheet Filled Out By:

STRAIGHT REPURCHASE - BASE PAYMENT (CA, FL & WV) OR LEASE REPURCHASE

 To calculate usage:
Use ONLY one of the 4 methods in this column or 
follow applicable lemon law formula for your state

USAGE FORMULAS

Vehicle VIN:

Customer Name



Sales tax: 3143.03
43449.42 + [20*5.67] 113.40 = 43562.82
thru 12/10
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Chris Simmons (C)

From: Rod Gasperik
Sent: Thursday, October 27, 2016 9:52 AM
To: Chris Simmons (C)
Subject: RE:  1GCPTDE14G1 , Michael Chevrolet 

I received the copy of the r.o. from the dealership .  The case assessment needs to be completed with r.o. data.  The
r.o.’s need to be attached to the file

Repurchase approved  6720 miles use

Rod Gasperik
BRSM Western Region
661-618-1847

From: Chris Simmons (C)
Sent: Monday, October 17, 2016 11:53 AM
To: Rod Gasperik <rod.gasperik@gm.com>
Subject:  1GCPTDE14G1 , Michael Chevrolet 112127

Service Request #: 
Involved Dealership Contact: Michael Chevrolet 112127
Dealership Contact: Brian Hubbard cem 559-431-6000
Vehicle Information: 2016 Chevrolet Colorado

Dear Rod,

Customer is seeking repurchase. After reviewing the file we would like your input.

08/30/2016 641800 ZREG----Regular Vehicle
Transaction

0600723 - Chevrolet 2 Year
Maintenance

5,769 MI

05/16/2016 633794 ZPDI----Pre-Delivery
Inspection

0590032 - PDI - Dealer Installed -
Factory Invoiced Options

1 MI

04/29/2016 A74207 ZPDI----Pre-Delivery
Inspection

0590072 - Pre-Delivery Inspection -
Base Time

1 MI

Christopher Simmons
General Motors
Phone # 1-866-790-5700 ext. 5921313
Fax 1-866-278-1780
Chris.Simmons@gm.com
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Christopher Simmons
General Motors
Phone # 1-866-790-5700 ext. 5921313
Fax 1-866-278-1780
Chris.Simmons@gm.com
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Christopher Simmons
Legal Advisor
General Motors
Phone # 1-866-790-5700 ext. 5921313
Fax 1-866-278-1780
Chris.Simmons@gm.com

From: Rod Gasperik
Sent: Friday, October 21, 2016 9:08 AM
To: Chris Simmons (C)
Subject: RE:  1GCPTDE14G1 , Michael Chevrolet 112127

Chris
Need copy of the open R.O. to verify.

Rod Gasperik
BRSM Western Region
661-618-1847

From: Chris Simmons (C)
Sent: Monday, October 17, 2016 11:53 AM
To: Rod Gasperik <rod.gasperik@gm.com>
Subject:  1GCPTDE14G1 , Michael Chevrolet 112127

Service Request #:
Involved Dealership Contact: Michael Chevrolet 112127
Dealership Contact: Brian Hubbard cem 559-431-6000
Vehicle Information: 2016 Chevrolet Colorado

Dear Rod,

Customer is seeking repurchase. After reviewing the file we would like your input.

08/30/2016 641800 ZREG----Regular Vehicle
Transaction

0600723 - Chevrolet 2 Year
Maintenance

5,769 MI

05/16/2016 633794 ZPDI----Pre-Delivery
Inspection

0590032 - PDI - Dealer Installed -
Factory Invoiced Options

1 MI

04/29/2016 A74207 ZPDI----Pre-Delivery
Inspection

0590072 - Pre-Delivery Inspection -
Base Time

1 MI

Christopher Simmons
General Motors
Phone # 1-866-790-5700 ext. 5921313
Fax 1-866-278-1780
Chris.Simmons@gm.com
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John Garza (C)

From: John Garza (C)
Sent: Wednesday, October 12, 2016 10:45 AM
To: 'rich.henderson@gm.com'
Cc: Kevin P Phillips (kevin.p.phillips@gm.com)
Subject: Initial Notification of BBB Case VIN: 1GTG6BE34F1 , Crain Buick GMC, BAC:

118183, Customer: 
Attachments: CCF.pdf

TrackingTracking: Recipient Read

'rich.henderson@gm.com'

Kevin P Phillips (kevin.p.phillips@gm.com)

Kevin P Phillips Read: 10/12/2016 10:56 AM

Service Request: 
Customer Last Name: 
Involved Dealership: Crain Buick GMC, 118183, Sherwood, AR
Dealership Contact: Jerry Hansen
VIN: 1GTG6BE34F1
Vehicle: 2015 GMC Canyon
Mileage: 27,155

Rich,
This email is being sent to inform you that this customer has filed with the Better Business Bureau for their 2015 GMC
Canyon. The customer has stated  power steering unit failed, heating unit went out, CEL on, instrument cluster
inoperable and is seeking to have vehicle replaced. The Customer Complaint Form (CCF) is attached for your review.
Within 10 days of receipt of this email, I will send you a case assessment for your review and assistance in determining a
suitable resolution to the customer’s concern. In the meantime, please let me know if you have any information about
this customer and/or their stated concern.

Due to strict timelines established in our agreement with the Council of Better Business Bureaus, time is critical in
resolving this matter. I will be requesting documents from the dealership and would appreciate any assistance that you
can provide to encourage the dealer to fulfill this request as timely as possible. Thank you in advance for your assistance.

If you have further questions, please contact Customer Relationship Specialist, John at 866-790-5700 ext 5921321, or by
fax at 866-485-4469.  You may also contact the Business Resource Center at 800-231-1841, Monday through Friday
between 8:00 am and 5:00 pm, Eastern Time.  Please refer to the service request number above.

Sincerely,

John Garza
General Motors, LLC
Business Resource Center
Phone: (866) 790-5700 ext. 5921321
Facsimile: (866) 485-4469
john.garza@gm.com
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Quentin Keys II (C)

From: Marjorie Duff
Sent: Thursday, October 20, 2016 5:38 PM
To: Quentin Keys II (C)
Subject: RE: , Repurchase Request,

Quentin,

If she is not keeping the vehicle, then I would not offer the customer any further assistance. Warranty does not have any
provisions for what she is requesting.  I suggest you close this one.

Marjorie Duff
District Manager, Aftersales
Zone 3115-5152
(919)270-8049
Fax (919)550-8986

From: Quentin Keys II (C)
Sent: Thursday, October 20, 2016 3:04 PM
To: Marjorie Duff <marjorie.duff@chevrolet.com>
Subject: RE: , Repurchase Request,

The vehicle is at the dealership currently, we were advised that a steering module is going to be replaced.

From the information the customer provided it sounds like she is definitely going to purchase a new Honda. I would
agree with no assistance unless the customer is going to stay in the vehicle.

She has called two or three times today to see if GM would be providing her assistance or any compensations for the
number of concerns she has had with the vehicle.

Please let me know what your suggestion is.

Thanks

Quentin Keys II

From: Marjorie Duff
Sent: Thursday, October 20, 2016 7:45 AM
To: Quentin Keys II (C)
Subject: RE: , Repurchase Request,

Quentin,
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After reading all of the information below, this does not sound like a good business decision for GM.  I’m planning to
stop by the dealership today and I will review it with them, but since the customer purchased the vehicle used and she
does not want another GM vehicle, there is no good reason for me to assist.  I noticed the history shows quite of few
“could not duplicate” concerns.  Does the customer have an outstanding concern?

Marjorie Duff
District Manager, Aftersales
Zone 3115-5152
(919)270-8049
Fax (919)550-8986

From: Quentin Keys II (C)
Sent: Wednesday, October 19, 2016 3:56 PM
To: jeff.dailey@deaconjonesautogroup.com; swinborne@deaconjonesautogroup.com
Cc: Marjorie Duff <marjorie.duff@chevrolet.com>
Subject:  Repurchase Request,

Marjorie,

I spoke to  this afternoon and she is terrified to drive her vehicle. She stated that at this time she is seeking for
GM to repurchase this vehicle or compensate her for the amount of time she has had to take off work to deal with the
countless vehicle issues.

The vehicle was purchased used with 22k miles. Mrs.  did advise me that she does not have faith in GM, however, I
tried to reassure her that we stand behind our warranties and could see what options are available as far as goodwill
once the vehicle has been repaired. The customer explained that she is now interested in purchasing a Honda vehicle
but would still like to be compensated for her time she has spent dealing with these concerns.

Please review and advised.

Best,

Quentin Keys II
From: Quentin Keys II (C)
Sent: Tuesday, October 18, 2016 11:08 AM
To: 'jeff.dailey@deaconjonesautogroup.com'; 'swinborne@deaconjonesautogroup.com'
Cc: 'marjorie.duff@gm.com'
Subject: , Repurchase Request,

We have referred Ms.   to your dealership for your help in investigating their question or concern. It is our
understanding that this customer has contacted you previously and made you aware of their concern.

Below are details for the customer and their case.

VIN: 1GCGTCE38F1
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SR Number:
Customer Last Name:
Customer Preferred Contact Method: Any
Customer Cell Phone:
Customer Email:
Vehicle Mileage: 34000
Dealership: Deacon Jones Autopark, Inc.

Summary of Concern: The customer contacted the General Motors Executive Office seeking a repurchase of her 2015
Chevrolet Colorado after a number of concerns she has had with her vehicle.  advised us that her vehicle
continues to reduce power while driving, loss of power steering, and a list of other concerns.  advised that she is
terrified to operate her vehicle any longer and would like to see what options are available to get out of the vehicle.

The customer advised our office that she is not seeking to get into another GM vehicle as she doesn’t have faith in the
products we sell and would like to purchase a Honda. We advised the customer that if there is a problem with her
vehicle we are obligated under the New Vehicle Limited Warranty to repair the vehicle. Her Colorado was purchased
used at 22K miles and we explained that a repurchase is not likely to happen but we will see what other options are.

Please review the customer’s request and contact me within 24 hours to discuss the details of this case.

Thank you for your crucial role in resolving this customer’s issue and creating long-term satisfaction and loyalty. Should
you have questions or concerns, I may be reached by calling 855-880-1500, extension 5913672.

Quentin Keys II
Executive Liaison
General Motors
(855)880-1400 Ext. 5913672

Quentin.KeysII@GM.com
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Roberto Casanova (C)

From: Roberto Casanova (C)
Sent: Wednesday, October 26, 2016 4:41 PM
To: 'paul.zbojniewicz@gm.com'
Cc: Steve Franklin
Subject: Initial Notification of BBB Case VIN: 1GCGSBE34F1 , Chapman Chevrolet, L.L.C.,

BAC: 114652, Customer: 
Attachments: 2. CCF.pdf

Importance: High

Service Request:

Customer Last Name:

Involved Dealership: Chapman Chevrolet, L.L.C., 114652, Tempe, AZ

Dealership Contact: Erica Parent & Chad McDonald

VIN: 1GCGSBE34F

Vehicle: 2015 Chevrolet Colorado

Mileage: 15,000

Dear Paul,

This email is being sent to inform you that this customer has filed with the Better Business Bureau for their 2015

Chevrolet Colorado. The customer has stated with high pitched noise from the steering and A/C, vehicle cutting off while

driving and rattling speakers and is seeking buyback or replacement. The Customer Complaint Form (CCF) is attached for

your review. Within 10 days of receipt of this email, I will send you a case assessment for your review and assistance in

determining a suitable resolution to the customer’s concern. In the meantime, please let me know if you have any

information about this customer and/or their stated concern.

Due to strict timelines established in our agreement with the Council of Better Business Bureaus, time is critical in

resolving this matter. I will be requesting documents from the dealership and would appreciate any assistance that you

can provide to encourage the dealer to fulfill this request as timely as possible. Thank you in advance for your assistance.

Thank you,

Mr.Roberto Casanova | Mediation Liaison
General Motors | Business Resource Center
PH: 866-790-5600 ext. 5911412
FX: 866-357-5551
roberto.casanova@gm.com
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Roberto Casanova (C)

From: Roberto Casanova (C)
Sent: Friday, January 06, 2017 11:40 AM
To: Nathan Wright
Cc: Kevin P Phillips
Subject: Case Resolution for BBB Case VIN: 1G4PP5SK3D4 , Morgan Buick GMC

Shreveport, BAC: 116564, Customer:

Importance: High

Service Request: 

Customer Last 

Involved Dealership: Morgan Buick GMC Shreveport, 116564, Shreveport, LA

Dealership Contact: Rusty Moore & Jacob Edward

VIN: 1G4PP5SK3D4

Vehicle: 2013 Buick Verano

Mileage: 11940

Dear Nathan Wright,

This email is being sent to notify you of the resolution of the above referenced BBB matter.  The customer was offered

a voluntary trade replacement and has accepted the offer. GM’s repurchase department has assumed the case. They

will close the case once they have cmpleted their process. No further action is needed.

There is no need to reply to this email as it being sent to you for notification purposes only.  If you have further

questions, I may be reached by calling at the number below or reply by email. Thank you for your assistance in resolving

this case.

Thank you,

Mr.Roberto Casanova | Mediation Liaison
General Motors | Business Resource Center
PH: 866-790-5600 ext. 5911412
FX: 866-357-5551
roberto.casanova@gm.com



2

From: Nathan Wright
Sent: Monday, December 19, 2016 7:58 PM
To: Roberto Casanova (C)
Cc: Kevin P Phillips
Subject: Re: Case Recommendation for BBB Case VIN: 1G4PP5SK3D4 Morgan Buick GMC Shreveport, BAC:
116564, Customer: 

Hi Roberto
I met with the customer today at the dealership. Unfortunately connectivity issues will continue while using the cell
phones owned and identified by .

Identified Model LG VN170 is equipped with Bluetooth 2.0. However the software built into the device has limited
functionality which does not allow over the air updates. Like today's computers, many cellular devices need the ability to
update periodically in order to function or be compatible when connecting to external devices.

I would recommend the customer update their current device to one of the many multimedia options on the market
supporting Apple(iOS) Google(Android), or Windows mobile. Thanks

Sent from my iPhone

On Dec 19, 2016, at 3:56 PM, Roberto Casanova (C) <roberto.casanova@gm.com> wrote:

Do you have an alternate recommendation?

Sincerely,

Mr. Roberto Casanova | Mediation Liaison
General Motors | Business Resource Center
PH: 866-790-5600 ext. 5911412
FX: 866-357-5551
roberto.casanova@gm.com

From: Nathan Wright
Sent: Sunday, December 18, 2016 10:18 AM
To: Roberto Casanova (C)
Cc: Kevin P Phillips
Subject: RE: Case Recommendation for BBB Case VIN: 1G4PP5SK3D4  Morgan Buick GMC
Shreveport, BAC: 116564, Customer: 

Denied

From: Roberto Casanova (C)
Sent: Wednesday, December 14, 2016 4:07 PM
To: Nathan Wright <nathan.wright@gm.com>
Cc: Kevin P Phillips <kevin.p.phillips@gm.com>
Subject: Case Recommendation for BBB Case VIN: 1G4PP5SK3D4  Morgan Buick GMC
Shreveport, BAC: 116564, Customer:
Importance: High
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Service Request: 8

Customer Last Name: 

Involved Dealership: Morgan Buick GMC Shreveport, 116564, Shreveport, LA

Dealership Contact: Rusty Moore & Jacob Edward

VIN: 1G4PP5SK3D4

Vehicle: 2013 Buick Verano

Mileage: 11940

Dear Nathan Wright,

I previously contacted you to notify you that  filed a complaint with the Better Business

Bureau for their 2013 Buick Verano. After gathering all related documents, and reviewing the vehicle

repair history, I have completed the attached Case Assessment for your review. Based on the

information gathered, I recommend voluntary trade replacement (MSRP to MSRP) with full usage.

customer appears to meet presumption. With 11 visits to the same non-conformities and possible 11

days out of service. Does not affect the value, safety or use of the vehicle.

If the recommendation is a denial, or the customer does not accept the offer, are you willing to attend a

hearing if/when it is scheduled?

Please respond with your approval or alternate recommendation as soon as possible in order to meet

the strict timelines established in our agreement with the Council of Better Business Bureaus.

Thank you,

Mr.Roberto Casanova | Mediation Liaison
General Motors | Business Resource Center
PH: 866-790-5600 ext. 5911412
FX: 866-357-5551
roberto.casanova@gm.com

From: Roberto Casanova (C)
Sent: Friday, November 18, 2016 5:42 PM
To: Nathan Wright
Cc: Kevin P Phillips
Subject: Initial Notification of BBB Case VIN: 1G4PP5SK3D4 Morgan Buick GMC Shreveport,
BAC: 116564, Customer: 
Importance: High
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Service Request: 

Customer Last Name: 

Involved Dealership: Morgan Buick GMC Shreveport, 116564, Shreveport, LA

Dealership Contact: Rusty Moore & Jacob Edward

VIN: 1G4PP5SK3D4

Vehicle: 2013 Buick Verano

Mileage: 11940

Dear Nathan Wright,

This email is being sent to inform you that this customer has filed with the Better Business Bureau for

their 2013 Buick Verano. The customer has stated ongoing issue with the radio not working properly and

is seeking fix, replacement or buyback. The Customer Complaint Form (CCF) is attached for your review.

Within 10 days of receipt of this email, I will send you a case assessment for your review and assistance

in determining a suitable resolution to the customer’s concern. In the meantime, please let me know if

you have any information about this customer and/or their stated concern.

Due to strict timelines established in our agreement with the Council of Better Business Bureaus, time is

critical in resolving this matter. I will be requesting documents from the dealership and would

appreciate any assistance that you can provide to encourage the dealer to fulfill this request as timely as

possible. Thank you in advance for your assistance.

Thank you,

Mr.Roberto Casanova | Mediation Liaison
General Motors | Business Resource Center
PH: 866-790-5600 ext. 5911412
FX: 866-357-5551
roberto.casanova@gm.com









Case Number: 262395
Originator Name: Roberto Casanova  roberto.casanova@gm.com

Created Date: 04/05/2017

Vehicle Info

*VIN: 1GCGSBE34F MSRP: 30410.0 *TAC #:

Year: 2015 Make: Chevrolet Model: Colorado

Vehicle Comments & TAC Explanation:

drivers front power window when using power down,  will not work at times

*Date Reviewed with Customer: 11/18/2016 *Repurchase Mileage: 15000

Original Purchase Date: 05/23/2015 * Original Purchase Condition: New

Vehicle Owner(s)

Entity Type Joint Owners 

* Names(s) on Title: * Title State: AZ

* Primary Owner: * Secondary Owner:

* Address .

* City Chandler * State AZ * ZIP Code:

* Day Phone: * Home Phone: * Cell Phone:

* E-mail: * Fax Phone: * Exec Init Repurchase: N

* Reason Repurchase Noise when driving

UCC Codes (C0118) Body - General - Noise

Vehicle Lien Holder

Type of Secured Interest: Unknown * Company: Account #:

Contact or Attention:

Address

City State ZIP Code:

Day Phone: Fax: E-mail:

Original Selling Dealer

* Dealer #: 114652 Dealer Name: CHAPMAN CHEVROLET, L.L.C.

Region: 10 District: 1115

* Phone: (480) 838-1234 Fax: (480) 839-8808

* Contact Name: Linda Seamans * Contact Title:Finance E-Mail:

Repurchasing Dealer: -

Repair

* Contact Name: Erica Parent * Contact Title:Service Manager

Vehicle Location: -

April 06, 2017 Page 1 of 2



Case Number: 262395
Originator Name: Roberto Casanova  roberto.casanova@gm.com

Created Date: 04/05/2017

Transaction Details

Siebel Request #: * Disposition:Auction

State: AZ * Type: Trade - New Finance 

Source: ADR Mediated 

Replacement VIN: 1GCGSCEN4H1 Year: 2017 Make: Chevrolet Model: Colorado

Compliance Date: 2017-06-05 Compliance Type:BBB Mediated 

MSRP: 34890.0 Order #:

Repurchase:

* Processing Instructions:

voluntary trade replacement (MSRP to MSRP) with usage ending 497 miles on the first 
occurrence.

Disposition:

* Processing Instructions:

auction

Transaction Details

Group Responsible Formula Additional Explanation Value

April 06, 2017 Page 2 of 2
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Roberto Casanova (C)

From: Erica Parent <EricaParent@chapmanchoice.com>
Sent: Thursday, October 27, 2016 3:15 PM
To: Roberto Casanova (C)
Cc: Chad Mcdonald; Amy Thompson
Subject: [EXTERNAL]  Docs
Attachments: scan.pdf; scan.pdf

Erica Parent
Service BDC Manager

Chapman Chevrolet
Direct Line - (480) 752-1426
ericaparent@chapmanchoice.com
http://www.chapmanchevy.com

Click Here For Directions to Chapman Chevy









1

Roberto Casanova (C)

From: Roberto Casanova (C)
Sent: Wednesday, December 14, 2016 5:07 PM
To: Nathan Wright
Cc: Kevin P Phillips
Subject: Case Recommendation for BBB Case VIN: 1G4PP5SK3D4  Morgan Buick GMC

Shreveport, BAC: 116564, Customer: , SR# 8
Attachments: 1.  C.A.xls

Importance: High

Service Request: 

Customer Last Name:

Involved Dealership: Morgan Buick GMC Shreveport, 116564, Shreveport, LA

Dealership Contact: Rusty Moore & Jacob Edward

VIN: 1G4PP5SK3D4

Vehicle: 2013 Buick Verano

Mileage: 11940

Dear Nathan Wright,

I previously contacted you to notify you that Ms.  filed a complaint with the Better Business Bureau for

their 2013 Buick Verano. After gathering all related documents, and reviewing the vehicle repair history, I have

completed the attached Case Assessment for your review. Based on the information gathered, I recommend volntary

trade replacement (MSRP to MSRP) with full usage. customer appears to meet presumption. With 11 visits to the same

non-conformities and possible 11 days out of service. Does not affect the value, saftey or use of the vehicle.

If the recommendation is a denial, or the customer does not accept the offer, are you willing to attend a hearing if/when

it is scheduled?

Please respond with your approval or alternate recommendation as soon as possible in order to meet the strict

timelines established in our agreement with the Council of Better Business Bureaus.

Thank you,

Mr.Roberto Casanova | Mediation Liaison
General Motors | Business Resource Center
PH: 866-790-5600 ext. 5911412
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FX: 866-357-5551
roberto.casanova@gm.com

From: Roberto Casanova (C)
Sent: Friday, November 18, 2016 5:42 PM
To: Nathan Wright
Cc: Kevin P Phillips
Subject: Initial Notification of BBB Case VIN: 1G4PP5SK3D4  Morgan Buick GMC Shreveport, BAC: 116564,
Customer:
Importance: High

Service Request: 

Customer Last Name:

Involved Dealership: Morgan Buick GMC Shreveport, 116564, Shreveport, LA

Dealership Contact: Rusty Moore & Jacob Edward

VIN: 1G4PP5SK3D4

Vehicle: 2013 Buick Verano

Mileage: 11940

Dear Nathan Wright,

This email is being sent to inform you that this customer has filed with the Better Business Bureau for their 2013 Buick

Verano. The customer has stated ongoing issue with the radio not working properly and is seeking fix, replacement or

buyback. The Customer Complaint Form (CCF) is attached for your review. Within 10 days of receipt of this email, I will

send you a case assessment for your review and assistance in determining a suitable resolution to the customer’s

concern. In the meantime, please let me know if you have any information about this customer and/or their stated

concern.

Due to strict timelines established in our agreement with the Council of Better Business Bureaus, time is critical in

resolving this matter. I will be requesting documents from the dealership and would appreciate any assistance that you

can provide to encourage the dealer to fulfill this request as timely as possible. Thank you in advance for your assistance.

Thank you,

Mr.Roberto Casanova | Mediation Liaison
General Motors | Business Resource Center
PH: 866-790-5600 ext. 5911412
FX: 866-357-5551
roberto.casanova@gm.com
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Sincerely,

Mr.Roberto Casanova | Mediation Liaison
General Motors | Business Resource Center
PH: 866-790-5600 ext. 5911412
FX: 866-357-5551
roberto.casanova@gm.com











Purchase Price (New Unit) $31,971.21

State Sales Tax $375.12
  
Additional Tax $0.00

Reg./Lic./Title Fees (opt) $547.77

New Aftermarket Items $0.00

State Fees $0.00

Fees $0.00

Less Dealer Contribution to Cust $0.00

Subtotal $32,894.10

Trade-In Allowance $27,340.07

Loan Payoff $10,146.40

Net Allowance $17,193.67

Cash on Delivery (Paid by GM) $922.89

Total Balance Due $14,777.54

Amount to Dealer for additional Fees $0.00

New Vehicle 
1GCGSCEN4H1

Form Rev 11/11/2005

BILL OF SALE



CAC SR Data Share Report - BIP 1.0, 3/30/16 Wednesday, November 23, 2016

Some information in this report could not be verified/validated.  Verified information is indicated as such, and was pulled from GM Databases.

Customer Vehicle Status of vehicle/concern

Chevrolet Colorado 2015 A GM Dealer has not diagnosed the current concern
1GCGSCE37F1 Repairs are scheduled
Mileage Now: 62000 mi Vehicle is operable for this concern and is able to be 

drivenWarranty Start: 
Key Points

I am having problems with the dash.  I am experiencing problems with the sensors of my vehicle.  Power steering went out 
on me.  I received an appointment for Monday, 11/28.

Supporting Factors Limiting Factors

Vehicle was inop/down due to this concern: 1 or more days

Please consider these additional questions:
 Close to any applicable expiration limit? (wrnty, spl covg, svc contrt)
 Did cust buy an extd svc contract, but it's expired or n/a?
 Is this a loyal service customer? (to involved dealer)
 Are high dollar customer-pay ROs on record for this cust?
 Is this a conquest buyer?

Please consider these additional questions:
Is vehicle way beyond all applicable expiration limits?
Does veh have an active aftermarket Extd Svc Contract?
Did customer buy vehicle outside of warranty?
Does it seem customer doesn't take care of the vehicle?
Is cause not normally covered by warranty?
Is cause due to an accident insurance won't cover?
Is cause due to damage by independent repair facility?

Additional key points

This customer has purchased these GM vehicles: 

Reference
CAC SR#:  
Tier 2 CAC advisor:  Althea Watters --> 1-866-790-5700 Ext # 5913236    
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Amber McGowan (C)

From: Steve Franklin
Sent: Tuesday, January 03, 2017 7:07 PM
To: Amber McGowan (C)
Subject: RE: G1 Rancho Motors Co, 

Amber,

–      Available information reviewed.  The vehicle is not a candidate for repurchase.  It’s our recommendation that the
owner continues to work with the GM Dealership for any current or future diagnosis and/or repairs as outlined in the
NVLW

Steve Franklin
Business Resource Technical Manager
General Motors - Western Region
steve.franklin@gm.com
805.208.9245

From: Amber McGowan (C)
Sent: Tuesday, January 03, 2017 12:47 PM
To: Steve Franklin <steve.franklin@gm.com>
Subject: RE: G1208342, Rancho Motors Co,

Steve,

Sorry about that. I’ve attached the updated case assessment.

If you have further questions, please contact BRC CA CEC Team,  Amber at 1(866)7905700 ext
5914231 or by fax at (586)9200819. You may also contact the Business Resource Center at
800-231-1841, Monday through Friday between 11:00 am and 9:00 pm, Eastern Time.  Please
refer to the service request number above.

From: Steve Franklin
Sent: Tuesday, January 03, 2017 1:44 PM
To: Amber McGowan (C)
Subject: RE: G1208342, Rancho Motors Co, 

Amber,

There is no recommendation or rationale in the case assessment.

Steve Franklin
Business Resource Technical Manager
General Motors - Western Region
steve.franklin@gm.com
805.208.9245

From: Amber McGowan (C)
Sent: Friday, December 30, 2016 4:35 PM
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To: Steve Franklin <steve.franklin@gm.com>
Subject: G1208342, Rancho Motors Co,

Dear Steve,

This email is being sent to obtain your approval/denial of a Straight Repurchase or Trade Repurchase for the above
referenced case.  I have included some additional information that will be of assistance to you:

Involved Dealership: Rancho Motors Co, 117822, Victorville, CA.
Dealership Contact: Kristin Laponis
VIN: 1GCGTDE38G1
Vehicle: 2016 Chevrolet Colorado
Mileage: 10,393
Summary of vehicle concern: Transmission, suspension and steering issue.
Facts supporting recommendation: Dealership can’t duplicate the concern, customer is tired of the issues.
Vehicle Transaction History:
12/19/2016 566893 ZREG----Regular Vehicle

Transaction
8469959 - Automatic Transmission - Customer Concern Not Duplicated (CCND) 10,394 MI

12/19/2016 566893 ZREG----Regular Vehicle
Transaction

3480008 - Diagnose and Repair Audio System Speaker Concerns 10,394 MI

10/25/2016 562890 ZREG----Regular Vehicle
Transaction

7025090 - Rear Seat Cushion Cover and Pad Replacement 8,398 MI

10/25/2016 562890 ZREG----Regular Vehicle
Transaction

2810335 - Radio Reprogramming with SPS 8,398 MI

10/25/2016 562890 ZREG----Regular Vehicle
Transaction

2021410 - Front Side Door Window Regulator Replacement 8,398 MI

07/07/2016 554790 ZREG----Regular Vehicle
Transaction

0600723 - Chevrolet 2 Year Maintenance 4,511 MI

07/07/2016 554790 ZREG----Regular Vehicle
Transaction

3421540 - Radio Front Side Door Speaker Replacement 4,511 MI

06/22/2016 553732 ZFAT----Field Action Recall 9102215 - 2027620 - Inspect Only - No Repair Needed 3,717 MI
06/22/2016 553732 ZFAT----Field Action Recall 9102157 - N380210 - Chassis Control Module Replacement and Chassis Control

Module Reprogramming with SPS
3,717 MI

02/08/2016 543951 ZPDI----Pre-Delivery
Inspection

0590032 - PDI - Dealer Installed - Factory Invoiced Options 5 MI

01/28/2016 A08342 ZPDI----Pre-Delivery
Inspection

0590072 - Pre-Delivery Inspection - Base Time 1 MI

If you have any questions or concerns, I may be reached by calling 866-790-5700 extension #5914231.

Sincerely,

Amber

If you have further questions, please contact BRC CA CEC Team,  Amber at 1(866)7905700 ext
5914231 or by fax at (586)9200819. You may also contact the Business Resource Center at
800-231-1841, Monday through Friday between 11:00 am and 9:00 pm, Eastern Time.  Please
refer to the service request number above.



















CAC SR Data Share Report - BIP 1.0, 3/30/16 Thursday, January 12, 2017

Some information in this report could not be verified/validated.  Verified information is indicated as such, and was pulled from GM Databases.

Customer Vehicle Status of vehicle/concern

GMC Canyon 2015 A GM Dealer has diagnosed the current concern
1GTG5BE32F1 Repairs are in-progress
Mileage Now: 15700 mi Vehicle is operable for this concern and is able to be 

drivenWarranty Start: 01/31/2015

Key Points

Supporting Factors Limiting Factors

Original Owner

Vehicle has been serviced for this concern: 3 times
Vehicle was inop/down due to this concern: 1 or more days

Please consider these additional questions:
 Close to any applicable expiration limit? (wrnty, spl covg, svc contrt)
 Did cust buy an extd svc contract, but it's expired or n/a?
 Is this a loyal service customer? (to involved dealer)
 Are high dollar customer-pay ROs on record for this cust?
 Is this a conquest buyer?

Please consider these additional questions:
Is vehicle way beyond all applicable expiration limits?
Does veh have an active aftermarket Extd Svc Contract?
Did customer buy vehicle outside of warranty?
Does it seem customer doesn't take care of the vehicle?
Is cause not normally covered by warranty?
Is cause due to an accident insurance won't cover?
Is cause due to damage by independent repair facility?

Additional key points

This customer has purchased these GM vehicles: 

Reference
CAC SR#:  
Tier 2 CAC advisor:  Jessica Silguero --> 1-866-790-5700 Ext # 5915021    



Current Service Request Activity Report Date: Friday, January 13, 2017
Page 1 of 2

Generated by czz8ln

Service Request Details
 SR No.  8 Ref No.  Cost Ast.  No Goodwill Offered BRC Type N/A
Account Site/BAC GW 

SubType
 Bus. Unit  CCC - CAC Tier 2

Address Approval Not Initiated Area Complaint Vehicle - Operable
City Nitro Zip

3
State WV UCC Brakes - Traction 

Control / Stabilitrak / 
Stability System

Sub-Area Initial Failure/Repair

Last Name First Name Involved Dlr Hurricane Chevrolet Safety
Daytime # Evening # Source Phone Updated Jan 13, 2017 4:34 PM
Serial/VIN # 1GCGTDE3XG Mileage 3502 Priority  Medium  Owner  CZZ8LN

  Model Colorado Model Year 2016 Status  Open Opened Jan 13, 2017 4:21 PM
Make Chevrolet Warranty Start Oct 12, 2016 12:00 AM Sub Status  Dissatisfied Closed
Cust Concern Vehicle Complaint
Customer 
Description

GMPP Details
GMPP Term GMPP Mileage GMPP Retail Cost

Component Coverage
Component Coverage Expiration Mileage Expiration Date

Certificate Details
Certificate Number Amount Expiration Date

 Pre-Authorization Basics
Service Dealer BAC Code Div. Dealer Code Repair Order #

Reimbursement Check Details - Multiple Customer Payees on a Single Check will NOT be displayed
Payable Line 1 Payable Line2 Check # Print Date Check Amoount Status Issue 1099 Tax Id

Warranty Policy Account Type Parts / Labor Warranty Model Account Code

Payee (Customer) Last Name Payee (Customer) First Name Payee (Customer) Account Name Payee (Customer) BAC
Payee (Account) Name Payee (Account) BAC

Activities
 Created Created By Assigned To Activity 

Type
Sub-Type Status Actual Completion Description

01/13/2017 16:21:48 CZZ8LN CZZ8LN SR Data 
Share

Open 01/13/2017 16:41:10

Last Name First Name Account BAC Code

Comments

Customer states that his vehicle is at his dealership for the third time for a major repair. Customer states that his vehicle has had issues with its 



Current Service Request Activity Report Date: Friday, January 13, 2017
Page 2 of 2

Generated by czz8ln

stabilitrak, power steering assist, and abs light. 

Customer states that he purchased a new vehicle so he wouldn't have any major issues. Customer is requesting repurchase.

CSR informed the customer that his case will be escalated for review.

UCC Information
UCC Code Description Symptom
M30 Steering - Power Steering Pump / Brackets Inoperative
H73 Brakes - Traction Control / Stabilitrak / Stability 

System
Inoperative

End of Report



CAC SR Data Share Report - BIP 1.0, 3/30/16 Monday, February 6, 2017

Some information in this report could not be verified/validated.  Verified information is indicated as such, and was pulled from GM Databases.

Customer Vehicle Status of vehicle/concern

Chevrolet Colorado 2016 A GM Dealer has not diagnosed the current concern
1GCPTDE10G1 Repairs have not been scheduled
Mileage Now: 12000 mi Vehicle is inoperable for this concern and cannot be 

drivenWarranty Start: 06/02/2016

Key Points

Supporting Factors Limiting Factors

Vehicle was inop/down due to this concern: 1 or more days

Please consider these additional questions:
 Close to any applicable expiration limit? (wrnty, spl covg, svc contrt)
 Did cust buy an extd svc contract, but it's expired or n/a?
 Is this a loyal service customer? (to involved dealer)
 Are high dollar customer-pay ROs on record for this cust?
 Is this a conquest buyer?

Please consider these additional questions:
Is vehicle way beyond all applicable expiration limits?
Does veh have an active aftermarket Extd Svc Contract?
Did customer buy vehicle outside of warranty?
Does it seem customer doesn't take care of the vehicle?
Is cause not normally covered by warranty?
Is cause due to an accident insurance won't cover?
Is cause due to damage by independent repair facility?

Additional key points

This customer has purchased these GM vehicles: 

Reference
CAC SR#:  
Tier 2 CAC advisor:  Marissa Walker --> 1-866-790-5700 Ext # 5913649    



Connecting... An agent will be with you shortly. 

Caller English 

System [8:53:20 PM]:  

Welcome to chat. 

Jeanitta [8:53:29 PM]:  

Your safety is very important to us here at GMC, so please remember not to use any hand held device 
whenever you’re driving.  Thank you for contacting GMC Customer Assistance. My name is Jeanitta. How 
may I assist you,  

 [8:55:23 PM]:  

I have had 2 instances this winter hen my power steering stopped functioning. The message board 
stated "have power steering serviced". After shutting the vehicle off and restARTING, IT WAS BACK TO 
NORMAL. 

Jeanitta [8:56:24 PM]:  

I'm sorry to hear that your power steering has stopped functioning twice! Have you taken the vehicle to 
the dealership, as stated by the Driver Information Center? 

 [8:58:14 PM]:  

I called them, but I would rather wait til it warms up a bit, as the GMC dealership is 30 miles away from 
me. Thhey told me they never heard of this problem. It has only happened on extremely cold mornings. 

Jeanitta [8:59:13 PM]:  

I understand. If you are okay with providing some information, I would like to document the concern 
you are having. I would also recommend taking the vehicle into the dealership for this concern if it 
happens again.  

Jeanitta [8:59:24 PM]:  

Can you please provide your VIN, mileage, mailing address, email address, and phone number? 

Jeanitta [9:02:27 PM]:  

Are you still there? 

 [9:02:59 PM]:  

2016 Canyon, VIN 1GTH5BEAXG1  3000 miles on it. Email is: j phone #
 mailing address , Prior Lake, MN  



Jeanitta [9:04:23 PM]:  

Thank you for providing that information. I have created a case for the concern you are having. Your 
case number is . What dealership will you be working with once you decide to take the 
vehicle in? 

 [9:07:03 PM]:  

Larry Reed's Arrow Buick/GMC, Inver Grove Heights MN 55077 

 [9:08:35 PM]:  

I might also state that my gas mileage dropped from 27mpg to 19mpg since cold weather set in. 

Jeanitta [9:08:57 PM]:  

Thank you. The mpg will change depending on the weather outside.  

 [9:09:54 PM]:  

I never had another vehicle drop in mileage this severely. 

Jeanitta [9:10:35 PM]:  

I can send the Customer Experience Manager an email letting them know of your concern. I can also 
assist in scheduling you an appointment, if you would prefer to get in sooner.  

 [9:12:20 PM]:  

with the weather being so uncertain this time of year, and the distance from me, i would rather wait a 
bit... 

Jeanitta [9:13:19 PM]:  

I understand completely. I have documented your concern and will follow up with the Customer 
Experience Manager. Is there anything else I can do to assist you this evening? 

 [9:13:36 PM]:  

Nearest dealership i a Chevrolet dealership 

 [9:14:53 PM]:  

no thank you, i just hope spring gets here quickly. 

Jeanitta [9:15:31 PM]:  

You're welcome. And I couldn't agree more! 



Jeanitta [9:16:06 PM]:  

Thank you for contacting GMC Customer Assistance. Please don't hesitate to come back and chat with 
us. We are here Monday through Friday from 8:00 a.m. to 11:00 p.m., Saturday from 9:00 a.m. to 11:00 
p.m. Eastern time. Have a great evening! 

Caller  left the call. 

Call Disconnected. 



CAC SR Data Share Report - BIP 1.0, 3/30/16 Tuesday, February 14, 2017

Some information in this report could not be verified/validated.  Verified information is indicated as such, and was pulled from GM Databases.

Customer Vehicle Status of vehicle/concern

Chevrolet Colorado 2015 A GM Dealer has diagnosed the current concern
1GCGTBE33F1 Repairs are in-progress

ANY TIME Mileage Now: 60700 mi Vehicle is inoperable for this concern and cannot be 
drivenWarranty Start: 12/01/2014

Key Points

Customer is experiencing loss of power steering warning.  This  has happened on multiple occasions and the vehicle is 
now at your dealership awaiting repair.  He's been told that he needs a power steering rack and  repair to electrical 
malfunctions at a charge of $480.  Customer feels this a safety issue based on internet research and does not feel that he 
should be charged anything for this particular repair.  He is already having $800 service work at your dealership.  This 
$480 would be in addition to that.  Customer is a long time GM customer and has purchased more than 10 vehicles in the 
past.  

Supporting Factors Limiting Factors

Original Owner

5+ GM Vehicles Purchased

Vehicle has been serviced for this concern: 1 time
Vehicle was inop/down due to this concern: 1 or more days

Please consider these additional questions:
 Close to any applicable expiration limit? (wrnty, spl covg, svc contrt)
 Did cust buy an extd svc contract, but it's expired or n/a?
 Is this a loyal service customer? (to involved dealer)
 Are high dollar customer-pay ROs on record for this cust?
 Is this a conquest buyer?

Please consider these additional questions:
Is vehicle way beyond all applicable expiration limits?
Does veh have an active aftermarket Extd Svc Contract?
Did customer buy vehicle outside of warranty?
Does it seem customer doesn't take care of the vehicle?
Is cause not normally covered by warranty?
Is cause due to an accident insurance won't cover?
Is cause due to damage by independent repair facility?

Additional key points

This customer has purchased these GM vehicles: 2004 corvette, 2000 3500 HD, 2001 S10, 1997 S10, 2002 silverado, 
2015 colorado, 2012 silverado

Reference
CAC SR#:  
Tier 2 CAC advisor:  Janie Flores --> 1-866-790-5700 Ext # 5914809    



CAC SR Data Share Report - BIP 1.0, 3/30/16 Monday, February 27, 2017

Some information in this report could not be verified/validated.  Verified information is indicated as such, and was pulled from GM Databases.

Customer Vehicle Status of vehicle/concern

Chevrolet Colorado 2015 A GM Dealer has diagnosed the current concern
(719) 373-3739 1GCGSCE37F1 Repairs have not been scheduled
anytime Mileage Now: 59917 mi Vehicle is operable for this concern and is able to be 

drivenWarranty Start: 11/16/2014

Key Points

Cust states: Randomly, the powersteering goes out on his vehicle. He took it to BAC 189885 & they weren't able to 
duplicate the concern. He's never going back to that dealer & he'd think that with this being a serious & dangerous 
concern, Chevy & the dealer would be concerned with fixing the problem. He's going to go to a different dealer in 
Savannah. 

Cust seeks:To have the powersteering concern addressed. 

SA Advised: Told customer he could seek a 2nd opinion but in the event that dealer can't duplicate the concern either, 
there'd be no repair again. I told the customer I'd partner w/ the CEM of the new dealer to make them aware of his 
concern. 
Khadijah/Tier2/WMI

Supporting Factors Limiting Factors

Original Owner

2 GM Vehicles Purchased
High-Dollar or Premium Vehicle

Active Extd Svc Contract on record for vehicle

Please consider these additional questions:
 Close to any applicable expiration limit? (wrnty, spl covg, svc contrt)
 Did cust buy an extd svc contract, but it's expired or n/a?
 Is this a loyal service customer? (to involved dealer)
 Are high dollar customer-pay ROs on record for this cust?
 Is this a conquest buyer?

Please consider these additional questions:
Is vehicle way beyond all applicable expiration limits?
Does veh have an active aftermarket Extd Svc Contract?
Did customer buy vehicle outside of warranty?
Does it seem customer doesn't take care of the vehicle?
Is cause not normally covered by warranty?
Is cause due to an accident insurance won't cover?
Is cause due to damage by independent repair facility?

Additional key points

This customer has purchased these GM vehicles:  COLORADO, SPARK

Reference
CAC SR#:  
Tier 2 CAC advisor:  Khadijah Kenyatte --> 1-866-790-5700 Ext # 5914363    



CAC SR Data Share Report - BIP 1.0, 3/30/16 Wednesday, March 8, 2017

Some information in this report could not be verified/validated.  Verified information is indicated as such, and was pulled from GM Databases.

Customer Vehicle Status of vehicle/concern

GMC Canyon 2015 A GM Dealer has diagnosed the current concern
1GTG6BE36F1 Repairs are scheduled

Anytime Mileage Now: 31000 mi Vehicle is inoperable for this concern and cannot be 
drivenWarranty Start: 07/22/2015

Key Points

Customer called as the dealer has not been able to diagnosis it yet. Power Steering went out and has been at the 
dealership for a week.  Dealer told them that they got codes from it but was not sure what it meant. The dealer turned it off 
and tried to get it to do it again but is having trouble making it do it.

Explained that Dealership will need to duplicate it and be able to diagnose it in order to repair it. Told him I will get in touch 
with the dealership to see what they were able to find so far and if the codes they found were able to help with it. Told him 
either dealer or CAC will provide an update by Friday.

Supporting Factors Limiting Factors

Original Owner

Vehicle was inop/down due to this concern: 7 or more days

Please consider these additional questions:
 Close to any applicable expiration limit? (wrnty, spl covg, svc contrt)
 Did cust buy an extd svc contract, but it's expired or n/a?
 Is this a loyal service customer? (to involved dealer)
 Are high dollar customer-pay ROs on record for this cust?
 Is this a conquest buyer?

Please consider these additional questions:
Is vehicle way beyond all applicable expiration limits?
Does veh have an active aftermarket Extd Svc Contract?
Did customer buy vehicle outside of warranty?
Does it seem customer doesn't take care of the vehicle?
Is cause not normally covered by warranty?
Is cause due to an accident insurance won't cover?
Is cause due to damage by independent repair facility?

Additional key points

This customer has purchased these GM vehicles: 

Reference
CAC  
Tier 2 CAC advisor:  Stephanie Daly --> 1-866-790-5700 Ext # 5914504    



CAC SR Data Share Report - BIP 1.0, 3/30/16 Wednesday, March 22, 2017

Some information in this report could not be verified/validated.  Verified information is indicated as such, and was pulled from GM Databases.

Customer Vehicle Status of vehicle/concern

GMC Canyon 2016 A GM Dealer has diagnosed the current concern
1GTP6DE13G1 Repairs are scheduled
Mileage Now: 12000 mi Vehicle is operable for this concern and is able to be 

drivenWarranty Start: 06/18/2016

Key Points

Customer States:
---Vehicle brake warning light came on and several lights went out on the dash and my power steering went out.
---Took to Alan Jay Chevrolet/BAC: 114771 and they have had the car since 3/13. They said that they ordered the wrong 
part and they have done this 2 or 3 times. 
---Then they said that the part they ordered did not fix the issue. I have not heard any status about the repairs on my 
vehicle
---I am leaving to go back home to CO on Friday, 3/24/2017 and I need my vehicle fixed.

Customer Seeks:  Vehicle repaired

SA Advised: I will reach out to the CEM regarding this matter. There are no guarantees, but I will see what can be done 
and I will contact you within a few days with an update.

Supporting Factors Limiting Factors

Vehicle has been serviced for this concern: 1 time

Please consider these additional questions:
 Close to any applicable expiration limit? (wrnty, spl covg, svc contrt)
 Did cust buy an extd svc contract, but it's expired or n/a?
 Is this a loyal service customer? (to involved dealer)
 Are high dollar customer-pay ROs on record for this cust?
 Is this a conquest buyer?

Please consider these additional questions:
Is vehicle way beyond all applicable expiration limits?
Does veh have an active aftermarket Extd Svc Contract?
Did customer buy vehicle outside of warranty?
Does it seem customer doesn't take care of the vehicle?
Is cause not normally covered by warranty?
Is cause due to an accident insurance won't cover?
Is cause due to damage by independent repair facility?

Additional key points

This customer has purchased these GM vehicles: 

Reference
CAC SR#:  
Tier 2 CAC advisor:  Shaneva Lavallis --> 1-866-790-5700 Ext # 5914035    





May 19, 2017

Jessica Anvar, Esq.
Shainfeld & Anvar
12304 Santa Monica Blvd., Suite 100
Los Angeles, CA 90025

RE:
Service Request: 8
2015 Chevrolet Colorado
Vehicle Identification Number: 1GCGTBE30F1
Customer Relationship Specialist: Lorena

Dear Ms. Anvar:

On May 8, 2017 we communicated to you General Motors’ offer to resolve the above-referenced matter.
To date, we have not received a response from you or your client(s) to this offer.

For your convenience, enclosed with this letter is another copy of General Motors’ offer.  We ask that you
discuss General Motors’ offer with your client(s) at your earliest opportunity.  If your client(s) agree with
the terms of the offer, please have the offer letter and release executed where indicated and faxed to the
number on the fax cover sheet.  If your client(s) do not agree with the terms of the offer, we ask that you
contact us immediately via facsimile using the number on the fax cover sheet regarding the resolution of
this matter.

Our primary goal is to maintain and promote customer satisfaction by promptly resolving your client(s)
concerns.  With that in mind, we are hopeful that we can resolve this matter within the next ten (10)
calendar days.  We look forward to hearing from you within this time frame.  If your client has not
accepted our offer within this time frame, this offer will be withdrawn and the matter will be considered
closed.

Please refer to the service request number above when contacting our Business Resource Center at 1-800-
231-1841 Monday through Friday between 8:00 a.m. and 5:00 p.m., Eastern Time.

Sincerely,

General Motors

cc:  FILE









































































































































































March 30, 2017

Brett Shainfeld, Esq.
Shainfeld & Anvar
12304 Santa Monica Blvd Ste 100
Los Angeles, CA 90025

RE:
 8

2015 Chevrolet Colorado
Vehicle Identification Number: 1GCGTBE30F1
Customer Relationship Specialist: Lorena

Dear Mr. Shainfeld:

This is to advise that General Motors is in receipt of the above referenced case dated March 21, 2017.
This case file has been assigned to General Motors’ Early Resolution program, and you will be contacted in
the next 10-15 calendar days for review.  The Early Resolution program is designed to facilitate early
settlement of warranty matters within a 45-day timeframe.

In order to do a thorough review and assessment of this case, General Motors would appreciate your
prompt assistance in having the attached Release of Lien Information form completed and faxed to the
number on the fax coversheet within the next five (5) days.

In addition, if any of the items below are marked, please send the requested information either to the fax
number on the fax cover sheet, or to the address below as soon as possible.

Copy of owner’s current title and/or registration Finance agreement
        Other:  Repair Orders Buyer’s agreement

General Motors
ATTN: BRC Legal
P.O. Box 33170
Detroit, MI 48232

If you have further questions, please contact our Business Resource Center at 1-800-231-1841 Monday
through Friday between 8:00 a.m. and 5:00 p.m., Eastern Time.  Please refer to the service request number
above and a Customer Relationship Specialist will be happy to assist you.

Sincerely,

General Motors



RELEASE OF LIEN INFORMATION

I ____________________________________________________________________________,
(Client’s Name)

hereby authorize ________________________________________________________________
(Lien holder Name)

______________________________________________________________________________
(Lien holder Address) (Lien holder Phone Number)

to release any and all information regarding my loan account # ___________________________
(Account Number)

with __________________________________________________________________________
(Lien holder Name)

to General Motors Company, including but not limited to a complete payment history of my account, a loan
payoff amount, and per diem information.

Date _______________________.

VEHICLE INFORMATION

The current vehicle mileage is _________________ Date mileage read: ________________.

_________________________________ _________________________________
Signature Signature



















1

Lorena Velasquez (C)

From: Samantha Newton (C)
Sent: Monday, June 19, 2017 12:01 PM
To: Alyssa Campos (C); Angela Van (C); Anisha Hogues (C); Bahiya Muhammad (C); David

Blankenship (C); Deborah Stewart (C); Diane Rodriguez (C); Gracelyn Cooper (C);
Gricelle Ledesma (C); Hilario Aldape (C); Jeralyn Vara (C); Kelly Archer (C); Lorena
Velasquez (C); Matthew Mueller (C); Rahea Flores (C); Shannon Hoerster (C); Zenia
Tate (C); Thaddeus Kinzer (C)

Subject: FW: New Firm Name
Attachments:  W-9.pdf

If you have any cases with Jessica Anvar please attach this email and W9 as proof that she wants all checks sent in the
new firm’s new name.

You only need to do this is the original demand is from Shainfeld and Anvar.

Thank you

Samantha – BRC Legal Supervisor
General Motors LLC
Business Resource Center
Phone: 512-389-7079
Fax: 866-270-0208

From: Jessica Anvar, Esq. [mailto:Jessica@nolemon.com]
Sent: Friday, June 16, 2017 3:53 PM
To: Samantha Newton (C)
Subject: [EXTERNAL] RE: New Firm Name

Thank you.

From: Samantha Newton (C) [mailto:samantha.newton@gm.com]
Sent: Friday, June 16, 2017 1:37 PM
To: Jessica Anvar, Esq.
Subject: New Firm Name

Hello,

To make the switch easier will you please send a copy of your updated W9 with your firm’s new name and reply
confirming that you would like all checks made payable to your firm’s new name.

Thank you,

Samantha – BRC Legal Supervisor
General Motors LLC
Business Resource Center
Phone: 512-389-7079
Fax: 866-270-0208
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Nothing in this message is intended to constitute an electronic signature unless a specific statement to the
contrary is included in this message.

Confidentiality Note: This message is intended only for the person or entity to which it is addressed. It may
contain confidential and/or privileged material. Any review, transmission, dissemination or other use, or taking
of any action in reliance upon this message by persons or entities other than the intended recipient is prohibited
and may be unlawful. If you received this message in error, please contact the sender and delete it from your
computer.



April 22, 2017

Brett Shainfeld, Esq.
Shainfeld & Anvar
12304 Santa Monica Blvd Ste 100
Los Angeles, CA 90025

RE:
Service Request: 
2015 Chevrolet Colorado
Vehicle Identification Number: 1GCGTBE30F1
Customer Relationship Specialist: Lorena

Dear Mr. Shainfeld:

We regret that your client(s) is dissatisfied with her 2015 Chevrolet Colorado and that several attempts by
the dealer to resolve the concerns have not met your client(s) expectations.  General Motors takes great
pride in the service we provide to our customers, and we apologize for any inconvenience and frustration
experienced by your client(s).

After careful review of this case, General Motors would like to make the following voluntary settlement
offer for all defendants.  This offer is being made in an effort to reach an early resolution that will be
equitable to your client(s) and reinforce General Motors’ commitment to its customers. General Motors
requests you make this offer available to your client(s) at the earliest possible opportunity.

A cash settlement of $ 6,000.00.

The above offer is inclusive of any and all costs, fees, expenses, and attorney’s fees, known or unknown,
that are associated with the above-referenced vehicle and is contingent upon receipt of a copy of the current
registration (valid for at least 30 days beyond the date this letter is signed by your client) to show proof of
ownership.

Your client(s) would retain the vehicle.

If this offer is acceptable to your client(s), please have your client(s) sign this offer letter as well as the
attached release and return them to us at the fax number shown on the fax cover sheet.  This offer is good
for 10 calendar days from the date of this letter.  If your client(s) do not agree with the terms of this offer,
we ask that you contact us immediately to further discuss resolution of this matter.

Furthermore, this settlement offer is contingent upon General Motors receiving a completed W-9 containing
your Federal Tax ID.  Failure to return the W-9 will result in a delay of processing this offer. To assist in
ensuring the security of this information, the W-9 form needs to be faxed back to GM separately
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from all other settlement documents.  The W-9 form can be downloaded from the IRS website at
www.irs.gov.  In addition, the IRS website will provide instructions for completing the W-9.

Please refer to the service request number above when contacting our Business Resource Center at 1-800-
231-1841 Monday through Friday between 8:00 a.m. and 5:00 p.m., Eastern Time.

Sincerely,

General Motors

cc:  FILE

Attach.

_____________________________________
Odometer

_____________________________________ ____________________________________
Client’s Signature Client’s Signature

_____________________________________ ____________________________________
Date Date



May 8, 2017

Jessica Anvar, Esq.
Shainfeld & Anvar
12304 Santa Monica Blvd Ste 100
Los Angeles, CA 90025

RE:
Service Request: 
2015 Chevrolet Colorado
Vehicle Identification Number: 1GCGTBE30F1
Customer Relationship Specialist: Lorena

Dear Ms. Anvar:

We regret that your client(s) is dissatisfied with her 2015 Chevrolet Colorado and that several attempts by
the dealer to resolve the concerns have not met your client(s) expectations.  General Motors takes great
pride in the service we provide to our customers, and we apologize for any inconvenience and frustration
experienced by your client(s).

After careful review of this case, General Motors would like to make the following voluntary settlement
offer for all defendants.  This offer is being made in an effort to reach an early resolution that will be
equitable to your client(s) and reinforce General Motors’ commitment to its customers. General Motors
requests you make this offer available to your client(s) at the earliest possible opportunity.

A cash settlement of $ 8,000.00.

The above offer is inclusive of any and all costs, fees, expenses, and attorney’s fees, known or unknown,
that are associated with the above-referenced vehicle and is contingent upon receipt of a copy of the current
registration (valid for at least 30 days beyond the date this letter is signed by your client) to show proof of
ownership.

Your client(s) would retain the vehicle.

If this offer is acceptable to your client(s), please have your client(s) sign this offer letter as well as the
attached release and return them to us at the fax number shown on the fax cover sheet.  This offer is good
for 10 calendar days from the date of this letter.  If your client(s) do not agree with the terms of this offer,
we ask that you contact us immediately to further discuss resolution of this matter.

Furthermore, this settlement offer is contingent upon General Motors receiving a completed W-9 containing
your Federal Tax ID.  Failure to return the W-9 will result in a delay of processing this offer. To assist in
ensuring the security of this information, the W-9 form needs to be faxed back to GM separately
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from all other settlement documents.  The W-9 form can be downloaded from the IRS website at
www.irs.gov.  In addition, the IRS website will provide instructions for completing the W-9.

Please refer to the service request number above when contacting our Business Resource Center at 1-800-
231-1841 Monday through Friday between 8:00 a.m. and 5:00 p.m., Eastern Time.

Sincerely,

General Motors

cc:  FILE

Attach.

_____________________________________
Odometer

_____________________________________ ____________________________________
Client’s Signature Client’s Signature

_____________________________________ ____________________________________
Date Date
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Additional Terms of Release

3.1. Releasor acknowledges that this Release reflects a settlement of doubtful and disputed
claims, and that neither the payment of the sums specified above, nor the negotiation of this Release, shall
be considered an admission of liability whatsoever by Releasee.  Releasor acknowledges that Releasee
has denied, and presently denies, the claims and allegations of Releasor and that no past or present
wrongdoing on the part of Releasee shall be implied from any payments, negotiations, or entry into this
Release.

3.2 Releasor represents that, in entering into this Release, Releasor has relied upon the legal
advice of his/her/its attorneys, and that Releasor shall not hereafter deny the validity, enforceability or
scope of this Release on the ground that Releasor did not have advice of counsel.

3.3 Releasor agrees that he/she/it will not seek to alter, modify or otherwise refute the terms
of this Release on the basis that its terms are vague, ambiguous or subject to alternative interpretations,
and that Releasor assumes the risk that facts, circumstances or information exist which, if known, would
have materially affected Releasor’s decision to enter into this Release.

3.4 Releasor agrees that this Release contains the entire agreement related to Releasor’s
settlement with Releasee.

3.5  This Release shall be binding upon and inure to the benefit of the executors,
administrators, heirs, assigns and successors of Releasor and Releasee.

IN WITNESS THEREOF, each of the undersigned has executed this Release of All Claims.

Dated: ____________________________________________

____________________________________________
Print Name

Dated: ____________________________________________

____________________________________________
Print Name

Current Vehicle Mileage:  _______________________
 _________

APPROVED AS TO FORM AND CONTENT:

Dated: By  _____________________________
Jessica Anvar, ESQ.
Attorney for Releasor




