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Cindy Wagner (C)

From: Cindy Wagner (C)
Sent: Friday, December 11, 2015 1:06 PM
To: 'lprimero@caminorealchevrolet.com'; 'gary@caminorealchevrolet.com'
Subject:  / 1GCGSAE36F1

Customer Name:
Vehicle Information:2015 Chevrolet Colorado
VIN: 1GCGSAE36F1
CA CEC: Cindy Wagner
Telephone: 1-866-790-5700 ext. 5921255
Fax: 866-266-1789

Dear Gary Takamine or Leslie Primero:

The above customer will be bringing his truck back to the dealership as soon as he finds the time for the electrical issues
again. He advised that the power completely turns off the radio & the back up camera is working sometimes. I just
wanted to give you a heads up for the customers concern since he was in there not long ago.

Let me know if you have any questions.

Thank you for your assistance with this concern and creating a long-term customer satisfaction and loyalty.

Sincerely,

General Motors
Customer Engagement Center
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Susan Hight (C)

From: Leslie Primero <lprimero@caminorealchevrolet.com>
Sent: Wednesday, March 16, 2016 12:13 PM
To: Susan Hight (C)
Subject: Fwd: Attached Image
Attachments: 4085_001.pdf

Hello Susan,

I have attached all of the service documents per your request.  Please let me know if there is anything else you
need for me to assist you.

Thank you,

Leslie Primero
323-264-3050 Ext.: 302

---------- Forwarded message ----------
From: Camino Real Chevrolet <admin@caminorealchevrolet.com>
Date: 2016-03-16 9:02 GMT-07:00
Subject: Attached Image
To: Leslie <lprimero@caminorealchevrolet.com>
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Susan Hight (C)

From: Rod Gasperik
Sent: Thursday, March 17, 2016 12:40 PM
To: Susan Hight (C)
Subject: RE: URGENT – CA CEC Early Response Approval; , Camino Real Chevrolet,

–      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

Rod Gasperik
BRSM Western Region
661-618-1847

From: Susan Hight (C)
Sent: Thursday, March 17, 2016 9:30 AM
To: Rod Gasperik <rod.gasperik@gm.com>
Cc: Rojelio Hernandez (C) <rojelio.1.hernandez@gm.com>
Subject: URGENT – CA CEC Early Response Approval; , Camino Real Chevrolet, 

Dear Rod,

This email is being sent to obtain 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:  Camino Real Chevrolet
· Dealership Contact:  Gary Takamine
· VIN: 1GCGSAE36F1
· Vehicle: 2015 Chevrolet Colorado
· Mileage: 16,000

Summary of vehicle concern:  Radio & dash lights go black at times. Back up camera inop.

Facts supporting recommendation: C/S “The radio & everything turns off. I've been taking it in since it was new.  This &
the door handle & the back up camera & everything.  I just can’t keep missing work”
3 visits for warranty concerns since purchase with 1 repeat issue.  Radio & dash lights go black/shut off at times, in
2x.  No other repeat issues noted.

Vehicle Transaction History:
10/31/2015        73461   ZREG----Regular Vehicle Transaction                  2061370 - Rear Side Door Outside Handle
Replacement     15,685 MI
10/31/2015        73461   ZREG----Regular Vehicle Transaction                  7421770 - Electric Belt Drive Rack and Pinion
Steering Gear Replacement        15,685 MI
10/09/2015        71909   ZFAT----Field Action Recall                    9101518 - N150150 - Reinstall One Seat (Includes
Inspection)            14,399 MI
10/09/2015        71909   ZREG----Regular Vehicle Transaction                  2880278 - Radio Reprogramming with SPS
(IO3/RAO-UA3 Radios ONLY)     14,399 MI
10/09/2015        71909   ZFAT----Field Action Recall                    9101773 - N150439 - Power Steering Control Module
Reprogramming with SPS          14,399 MI
10/09/2015        71909   ZREG----Regular Vehicle Transaction                  0600723 - Chevrolet 2 Year Maintenance
14,399 MI
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05/23/2015        63472   ZREG----Regular Vehicle Transaction                  0600723 - Chevrolet 2 Year Maintenance 6,275
MI
01/24/2015        A67936 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 5921238.

Sincerely,

Susan Hight
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Susan Hight (C)

From: Susan Hight (C)
Sent: Tuesday, March 15, 2016 6:17 PM
To: Leslie Primero (lprimero@caminorealchevrolet.com)
Cc: 'gary@caminorealchevrolet.com'
Subject: CA CEC-Request for Documentation; 

RE: Customer Last Name: 
Vehicle:  2015 Chevrolet Colorado
Vehicle Identification Number: 1GCGSAE36F1
Service Request: 

Dear Leslie,

This email is a request for documentation regarding a CA CEC (California Customer Engagement Center) case involving
the above referenced customer and vehicle.

In order for us to adequately research the background to this situation, please provide copies of all dealer service
documents regarding this vehicle within 24 hours.  The specific documents needed are:

• All service and body shop repair orders including all internal, customer pay, and warranty repair orders.  (Please include
copies of both front and back of the documents).

Please fax them to 866-857-3108. If there are any fax difficulties, the documents exceed 50 pages or any questions arise,
please contact me as soon as possible at  1-866-790-5700, extension 5921238.
Your cooperation is greatly appreciated.

Sincerely,
Susan Hight
(p) 866-790-5700 x5921238
(f) 866-857-3108
Chevrolet CA Customer Engagement Center





Ms.  Amy Sjolander, Esquire 
April 20, 2017 
Page 2 

 
Litigation, the North American General Counsel, or the General Counsel.  We expect our outside 
counsel to be partners in identifying and elevating issues that may impact product safety. Your 
attention to this will help GM set the industry standard with respect to customer safety. 

Sincerely, 
Valentino Farias 



Notice of Service of Process
MD4 / WARBREACH

Transmittal Number: 
Date Processed: 04/19/2017

Primary Contact: Rosemarie Williams
General Motors LLC
Mail Code 48482-038-210
400 Renaissance Center
Detroit, MI 48265

Entity: General Motors LLC
Entity ID Number  3113523

Entity Served: General Motors LLC

Title of Action:  vs. General Motors LLC; Premier Chevrolet of Buena Park

Document(s) Type: Summons/Complaint

Nature of Action: Breach of Warranty

Court/Agency: Orange County Superior Court, California

Case/Reference No:

Jurisdiction Served: California

Date Served on CSC: 04/19/2017

Answer or Appearance Due: 30 Days

Originally Served On: CSC

How Served: Personal Service

Sender Information: Law Office of Michael S. Humphries (Seal Beach, CA)
562-493-0289

Client Requested Information: Year: 2015
Make: Chevrolet
Model: Colorado
VIN: 1GCGSAE36F1

Notes: Law Offices of Michael S. Humphries, 1400 Ocean Ave, Seal Beach, CA 90740
CSC Location document was served: Corporation Service Company which will do business in California as
Csc-Lawyers Incorporating Service 2710 Gateway Oaks Drive Suite 150N Sacramento, CA 95833

Information contained on this transmittal form is for record keeping, notification and forwarding the attached document(s). It does not
constitute a legal opinion. The recipient is responsible for interpreting the documents and taking appropriate action.

To avoid potential delay, please do not send your response to CSC
2711 Centerville Road   Wilmington, DE 19808   (888) 690-2882   |   sop@cscglobal.com









	

 
	

 

 

	

 
	

            

           

             

            

             

 

	

 
	

 

 

	

 
	

         

           

            

      

 

	

 
	

 

 

	

 
	

         

         

          

          

            

            

             

    

 

   

 

 

   



 
	  

 

        

            

          

         

              

           

             

           

        

         

         

         

         

        

       

 

           

             

      

 

   

 

 

 

 

 

 

 

 

 

 

 

 

 

 

   

 

 

 

 

 

 

 

 

 

 

 





 
 

 

 

 

 

 

 

 

 

 

 

 

 

 

  

  

 

 

 

 

 

 

 
	

            

           

             

             

              

 

 

         

          

           

           

           

          

            

   

 

         

         

         

          

          

 

 

   



	

 
	  
 

	

 
	

        

              

           

             

           

            

            

    

 

	

 
	

 

 

	

 
	

           

              

       

 

 

 

	

 
	

          

            

          

              

            

    

  

 

 

 

   





   



































VIA FAX ONLY
April 21, 2017

Amy Sjolander, Esq.
Ruben & Sjolander LLP
20750 Ventura Blvd Ste 101
Woodland Hills, CA 91364

RE:
Service Request: 
GM Legal Staff Case: 
2015 Chevrolet Colorado
Vehicle Identification Number: 1GCGSAE36F1
Customer Relationship Specialist: Hilario

Dear Mrs. Sjolander:

The above-referenced case is not part of the Early Resolution Program.  Therefore, we are providing the
following information to assist you in your evaluation of the case.

· Warranty history (including summary, claim history, any “Y” claim comments, service contract, and
vehicle build)

· Customer assistance center comments
· Invoice
· Incentives
· All attachments (including BBB and PAR files if applicable)

WE ASK THAT YOU PLEASE CONTACT THE DESIGNATED FIELD REPRESENTATIVE,
Paul Byrne, PH: 805-279-8324,  paul.byrne@gm.com AND INFORM HIM THAT YOU ARE
HANDLING THIS MATTER FOR GENERAL MOTORS.

In case this ends up settling as a repurchase, the BAC code for the dealership is 114549.

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
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Javad Jaffery Karim (C)

From: Javad Jaffery Karim (C)
Sent: Friday, May 12, 2017 11:50 AM
To: Leonard Deprez
Cc: Steve Franklin
Subject: Case Resolution for BBB Case VIN: 1GCGTCE32F1 , John L. Sullivan Chevrolet,

BAC: 112104, Customer:  SR# 

Service Request: 

 Name: 

Involved Dealership: John L. Sullivan Chevrolet,  BAC 112104,  Roseville, CA

Dealership Contact: Penny Case

VIN: 1GCGTCE32F1

Vehicle: 2015 Chevrolet Colorado

Mileage: 35040

Dear Leornard,

This email is being sent to notify you of the resolution of the above referenced BBB matter.  The case has closed as the signed CCF

was returned late and a new case has been opened in its place, as such I will be closing this case in order to assist the customer in the

new BBB case numbered . Please look forward to an initial email in regards to that case openning.

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 866-790-5700, extension #5915024. Thank you for your assistance in resolving this case.

Thank you,

Javad

From: Leonard Deprez
Sent: Thursday, May 11, 2017 6:04 PM
To: Javad Jaffery Karim (C)
Subject: RE: Case Recommendation of BBB Case VIN: 1GCGTCE32F1  John L. Sullivan Chevrolet, BAC: 112104,
Customer: , SR# 

Javad:

Please negotiate a lease repurchase to resolve.

Leonard Deprez
District Manager Aftersales
Sacramento, California
916-203-2262 cell





3

Subject: Initial Notification of BBB Case VIN: 1GCGTCE32F1 , John L. Sullivan Chevrolet, BAC: 112104, Customer:

Service Request: 

Customer Last Name: 

Involved Dealership: John L. Sullivan Chevrolet,  BAC 112104,  Roseville, CA

Dealership Contact: Penny Case

VIN: 1GCGTCE32F1

Vehicle: 2015 Chevrolet Colorado

Mileage: 35040

Dear Leonard,

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 they are having issues with their steering column locking up and their transmission not working correctly and

is seeking a refund for their vehicle. 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,

Javad
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Javad Jaffery Karim (C)

From: Javad Jaffery Karim (C)
Sent: Wednesday, May 10, 2017 12:21 PM
To: 'leonard.deprez@gm.com'
Subject: FW:  SR:  VIN: 1GCGTCE32F1  2016 Chevrolet

Colorado CRS: Javad

Leonard,

I need to ask for assistance in retrieving sales and service documents for this customer. I have called the dealership a
number of times and emailed Penny on Monday, but I have not heard back aside from a single voicemail last week.
Could you check in with them to make certain I get the customer’s RO’s and Sales documents?

Thank you,

Javad| Business Resource Center
Mediation Liaison
Desk: 866-790-5700 ext 5915024
Fax: (586) 920-0863
Javadjaffery.karim@gm.com

From: Javad Jaffery Karim (C)
Sent: Monday, May 08, 2017 1:00 PM
To: 'pennyc@chevyworld.com'
Cc: 'jasonl@chevyworld.com'
Subject:  SR:  VIN: 1GCGTCE32F1 2016 Chevrolet Colorado CRS: Javad

Penny Case
John L. Sullivan Chevrolet
Roseville, CA

Re:         
                Service Request:
                Vehicle Identification Number: 1GCGTCE32F1
                2016 Chevrolet Colorado
                Customer Relationship Specialist: Javad

Dear Ms. Case:

This is a letter of notification regarding a Better Business Bureau case involving the above referenced customer.

In order for us to adequately research the background to this situation, please provide copies of all dealer sales and
service documents regarding this vehicle within 24 hours.  The specific documents needed are:

· All sales, purchase and finance agreements, including a conversion invoice (if applicable)
· The incentives acknowledgement form
· Copy of the Title and Registration
· The Actual Cash Value statement of any trade
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· All service and body shop repair orders including all internal, customer pay, and warranty repair orders.  (Please
include front and backs of the shop copies).

Please fax them to (586) 920-0863. If there are any fax difficulties, the documents exceed 50 pages or any questions
arise, please contact me as soon as possible at 866-790-5700 or 800-231-1841, prompt 1, extension 5915024.
Your cooperation is greatly appreciated.

Sincerely,

Javad
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Javad Jaffery Karim (C)

From: Jason Lowe <jasonl@chevyworld.com>
Sent: Wednesday, May 10, 2017 1:49 PM
To: Javad Jaffery Karim (C)
Subject: [EXTERNAL] RE:  VIN: 1GCGTCE32F1  2016

Chevrolet Colorado CRS: Javad
Attachments: sales Docs.pdf; Service 1.pdf;  Service Docs 2.pdf

Jason Lowe
Asst. Service Manager
John L. Sullivan Chevrolet
916-788-8747- O
916-782-3797- F
jasonl@chevyworld.com
www.chevyworld.com

From: Javad Jaffery Karim (C) [mailto:javadjaffery.karim@gm.com]
Sent: Monday, May 08, 2017 10:00 AM
To: pennyc (chevyworld.com) <pennyc@chevyworld.com>
Cc: jasonl@chevyworld.com
Subject:  SR:  VIN: 1GCGTCE32F1  2016 Chevrolet Colorado CRS: Javad

Penny Case
John L. Sullivan Chevrolet
Roseville, CA

Re:         
                Service Request: 
                Vehicle Identification Number: 1GCGTCE32F1
                2016 Chevrolet Colorado
                Customer Relationship Specialist: Javad

Dear Ms. Case:

This is a letter of notification regarding a Better Business Bureau case involving the above referenced customer.

In order for us to adequately research the background to this situation, please provide copies of all dealer sales and
service documents regarding this vehicle within 24 hours.  The specific documents needed are:

· All sales, purchase and finance agreements, including a conversion invoice (if applicable)
· The incentives acknowledgement form
· Copy of the Title and Registration
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· The Actual Cash Value statement of any trade
· All service and body shop repair orders including all internal, customer pay, and warranty repair orders.  (Please

include front and backs of the shop copies).

Please fax them to (586) 920-0863. If there are any fax difficulties, the documents exceed 50 pages or any questions
arise, please contact me as soon as possible at 866-790-5700 or 800-231-1841, prompt 1, extension 5915024.
Your cooperation is greatly appreciated.

Sincerely,

Javad



VIN :  

Mileage:  

Phone number:  

Email:  

Address:  

Dealership:  

 

Reason: Customer states they sent two emails but have not heard anything. 

 

 

Expectation:  Adviser told the customer an adviser has made a case for the customer and is transferring 
the case to a senior adviser. Adviser working the case will be emailing the customer. 

 

Katherine/SAG/Tier1/CACChat 

 

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

Caller English 

System [7:44:14 PM]:  

Welcome to chat. 

Katie [7:44:26 PM]:  

Thank you for contacting Chevrolet Customer Assistance, ! Your Safety is very important to us at 
Chevrolet, so please remember to not use hand held devices whenever you're driving. My name is Katie, 
how may I assist you today? 

 [7:45:22 PM]:  

I was chatting with Katie but received a phone call. I don't have my vin. The dealer has all that info. 
Cutter Chevy. Chris Yamaguchi is the svc writer. 

 [7:46:09 PM]:  



I would like to get responses to my emails.  

Katie [7:46:39 PM]:  

May I please have your email to see if I can locate them in our system? 

 [7:46:55 PM]:  

 

Katie [7:49:47 PM]:  

Thank you for the information. It may take me three to five minutes to locate your emails in our system, 
if that is ok? 

 [7:49:58 PM]:  

yes 

 [7:50:43 PM]:  

1 sent April 28 and 1 sent May 1st. 

Katie [7:53:38 PM]:  

Thank you for holding. I located both emails in our system. The Adviser that worked your previous case 
does not work for Chevrolet anymore. You do have a new case that an adviser made for you. Your new 
case number is . The Adviser is transferring your concern to a Senior Adviser that will work 
with you and your Dealership to resolve the concerns you are having.  

 [7:55:03 PM]:  

So do I still hold for that senior advisor? 

 [7:57:54 PM]:  

Katie, are you still there? 

Katie [7:59:01 PM]:  

Yes I am still here. The Adviser working your case now is going to be emailing you. You can call them at 
866-790-5600 Extension is 5913750.  

 [8:00:06 PM]:  

I'll be waiting for the email. 

 [8:00:13 PM]:  



Are we done? 

Katie [8:00:29 PM]:  

Is there anything else I can assist you with today? 

 [8:00:44 PM]:  

No that's it. Thank you Katie. 

Katie [8:01:00 PM]:  

You`re welcome ! Have a great day! 

Katie [8:01:54 PM]:  

Thank you for contacting Chevrolet. We appreciate your business and please feel free to contact us if 
assistance is needed in the future. We are here to chat Monday through Friday from 8:00 a.m. to 11:00 
p.m., Saturday from 9:00 a.m. to 11:00 p.m. Have a great day! 

Call Disconnected. 

 

 



CAC SR Data Share Report - BIP 1.0, 3/30/16 Wednesday, May 3, 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 diagnosed the current concern
1GCGTCE30G1 Repairs have not been scheduled

Anytime Mileage Now: 71000 mi Vehicle is inoperable for this concern and cannot be 
drivenWarranty Start: 10/08/2015

Key Points

Customer called stating that he has had nothing but problems with his vehicle since purchasing it. States that after the 
wiring harness was repaired that water got in somehow and fried the computer which leaves him with no power steering or 
any electrical components controlled by the computer. Service tech at the dealership told  him that the part he needs is not
made and they can't get the part anywhere. Told customer that it could be as soon as two months before he could get the 
part, but also as long as a year, and would also cost him in the ballpark of $2,000 to fix.

Supporting Factors Limiting Factors

Vehicle has been serviced for this concern: 2 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:  Denise Dougherty --> 1-866-790-5700 Ext # 5923356    








