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Chevrolet - Recall Question On Vehicle I Own-Additional Info:Any recalls for 2016 Chevy Colorado for 
Power steering?  Mine keeps intermittently shutting off.  Makes it dangerous and hard to steer. 

 

 

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

Caller English 

System [3:39:28 PM]:  

Welcome to chat. 

Tyler [3:39:55 PM]:  

Thank you for contacting Chevrolet Customer Assistance, Chuck! My name is Tyler! I would be happy to 
assist you any questions or concerns about recalls.  

 [3:40:37 PM]:  

any recalls on my truck for power steering? 

Tyler [3:41:12 PM]:  

We also have a great self-service tool on our website where you can check your vehicle for Recalls at: 
my.gm.com/recalls. 

Tyler [3:41:53 PM]:  

We are sorry to hear that you're having concern with the vehicles power steering. I would be happy to 
check for open recalls on your vehicle. To better assist you may I have your VIN and current mileage? 

 [3:42:23 PM]:  

VIN not accesible right now, miles are about 24000 

Tyler [3:43:11 PM]:  

I would need the VIN to check for recalls, as recalls are VIN specifc. 

Tyler [3:43:25 PM]:  

I would be happy to try and locate your VIN in our system. 

 [3:43:31 PM]:  

okay 



Tyler [3:43:39 PM]:  

Can you verify your full home mailing address, phone number and email address? 

 [3:44:17 PM]:  

, North Pole, AK.  

 [3:44:42 PM]:  

...  

Tyler [3:47:50 PM]:  

Sadly I was not able to locate your VIN in our system. 

 [3:49:23 PM]:  

Well, I don't have mine on me, as I don't trust driving the truck on our icy roads if the power steering 
might fail. Don't feel much like dying this week. 

Tyler [3:50:28 PM]:  

If you don't feel safe driving the vehicle you can contact Chevrolet Roadside at 800-243-8971.  

Tyler [3:50:50 PM]:  

If the vehicle is still under the Powertrain Warranty they will be able to tow the vehicle to the nearest 
Chevrolet Dealership at no cost.  

Tyler [3:51:13 PM]:  

Is there another name listed on the vehicle? 

 [3:51:23 PM]:  

they did that once and could not find anything wrong. Try  

Tyler [3:52:05 PM]:  

Thanks for this information; I was able to locate your VIN. There is currently no open recalls on the 
vehicle. 

Tyler [3:52:50 PM]:  

I see that you currently have an open case with a Senior Adviser. 

 [3:53:21 PM]:  



the NHTSA has 7 open problems with this make year and model truck for the same issue. Someone's 
going to get hurt. 

Tyler [3:54:14 PM]:  

The Senior Adviser working the case is Verenice. The Senior Adviser can be contacted at 1866-790-5600 
Ext 5923743. 

 [3:55:46 PM]:  

you can understand my frustration here. I'll call her. Thanks. 

Tyler [3:56:11 PM]:  

You're welcome. I'm glad I could help during your visit today. Please don't hesitate to come back and 
chat with Chevrolet Customer Assistance. We are here to chat from Monday – Friday 8:00 am – 9:00 pm 
and Saturday 9:00 am – 9:00 pm EST. Have a great day! 

Call Disconnected. 



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

Caller English 

System [4:54:05 PM]:  

Welcome to chat. 

Christopher Brian [4:54:26 PM]:  

Thank you for contacting Chevrolet Customer Assistance. My name is Christopher.  

Christopher Brian [4:55:14 PM]:  

Hello good afternoon,  

 [4:56:29 PM]:  

Trying to find out if the power steering and stabilizer are covered under drivetrain warranty  

Christopher Brian [4:57:29 PM]:  

I'm sad to hear that you are currently having a difficult time with your vehicle's power steering and 
stabilizer. 

Christopher Brian [4:57:48 PM]:  

I'd be glad to provide you with information. 

Christopher Brian [4:58:11 PM]:  

To better assist you may I have the current mileage? 

 [4:58:22 PM]:  

52000 

Christopher Brian [4:58:55 PM]:  

Thank you let me check your vehicle's warranty. This may take me 2-3 minutes. 

 [4:59:11 PM]:  

Ok thanks  

Christopher Brian [4:59:23 PM]:  

Welcome! 

Christopher Brian [5:04:17 PM]:  



Thank you for waiting, . 

Christopher Brian [5:04:30 PM]:  

I'm sorry for the hold time. 

 [5:04:41 PM]:  

No problem  

Christopher Brian [5:06:07 PM]:  

I found and verified the answers on the 2015 Chevrolet Warranty Manual. 

 [5:07:00 PM]:  

Ok 

Christopher Brian [5:08:04 PM]:  

The warranty says: All internally lubricated parts, final drive housings, axle shafts and bearings, constant 
velocity joints, propeller shafts and universal joints. All mounts, supports, seals, and gaskets as well as 
any electrical components internal to the drive axle. Also covered are any actuators directly connected 
to the drive axle. 

Christopher Brian [5:09:05 PM]:  

Exclusions: Excluded from the Powertrain coverage are all wheel bearings, drive wheel front and rear 
hub bearings, locking hubs, drive system cooling, lines, hoses, radiator, sensors, wiring, and electrical 
connectors related to drive systems as well as any drive system control module and/or module 
programming. 

Christopher Brian [5:11:48 PM]:  

With that said the power steering system on your vehicle has many components. We need to know the 
root component cause of your power steering issue by way of diagnosing the vehicle.  

Christopher Brian [5:12:23 PM]:  

That would be the best step the that we can do to determine if the issue is covered under warranty. 

Christopher Brian [5:13:31 PM]:  

About the Stabilizer, are you talking about the Stabilitrak? 

 [5:14:33 PM]:  

Ok I know that this issue is a recall on certain production months but My vin is not listed in recall 



 [5:14:56 PM]:  

Yes Stabiltrak 

Christopher Brian [5:15:14 PM]:  

Got it. 

Christopher Brian [5:16:09 PM]:  

The Stabilitrak is under the bumper to bumper warranty. 

 [5:16:58 PM]:  

Do not really understand how only certain months are recalled and my truck having exact problems I 
have read about but no recall 

Christopher Brian [5:18:08 PM]:  

I looked up your VIN for recalls and found none as well. We have a great self-service tool on our website 
where you can check your vehicle for Recalls at: my.gm.com/recalls 

Christopher Brian [5:18:48 PM]:  

Recalls and special coverages are VIN specific. 

Christopher Brian [5:18:57 PM]:  

GM is able to determine which vehicles were or were not built with the part being recalled and identifies 
that by the VIN and your vehicle is not included in the affected group. 

 [5:19:02 PM]:  

Yea I have been checking that to see and it hasn’t showed up 

Christopher Brian [5:20:50 PM]:  

We would like to examine the vehicle for us to be able to determine if your vehicle power steering issue 
is covered under warranty. 

 [5:21:30 PM]:  

Okay thanks for your time,we have owned many GM products and sad to say this problem is very 
unsettling  

Christopher Brian [5:21:51 PM]:  

We do not have remote access to your vehicle to properly conduct a diagnosis, but we have our GM 
dealerships to do that for us. 



Christopher Brian [5:22:51 PM]:  

I understand what you mean. It is difficult to drive your vehicle without power steering and the 
Stabilitrak. 

Christopher Brian [5:23:49 PM]:  

Let me give you a service request number, . 

Christopher Brian [5:24:16 PM]:  

The benefit of going to GM dealers is that we have trained technicians that can diagnose and repair your 
vehicle correctly eliminating misdiagnosis and unnecessary or repeat repairs. GM bulletins assist dealers 
in fixing the problems efficiently and effectively. 

 [5:24:26 PM]:  

The problem is not consistent and comes up at different times and after restarting it goes away till it 
happens again has been as long as 30 days without s problem  

Christopher Brian [5:25:22 PM]:  

Yes agree. Intermittent symptoms are hard to duplicate and diagnose. 

Christopher Brian [5:26:28 PM]:  

May I ask the name of your GM dealership? 

 [5:26:48 PM]:  

Do not think this is a problem we should have to pay for diagnostic or repair, thanks for your time have a 
great day 

 [5:27:55 PM]:  

Purchased ft Audie Brown have repairs at Lumberton Chevrolet 

Christopher Brian [5:28:16 PM]:  

Thank you. 

Christopher Brian [5:29:47 PM]:  

Let me refer you to the Customer Experience Manager at Lumberton Chevrolet. His name is Joey Todd, 
phone number: (910) 739-7577. 

Christopher Brian [5:30:21 PM]:  

Or you may ask for his second in command, Sonia Blanks. 



Christopher Brian [5:33:28 PM]:  

I'm still here to assist you. 

 [5:34:20 PM]:  

Ok thanks  

Christopher Brian [5:34:27 PM]:  

Welcome! 

Christopher Brian [5:35:10 PM]:  

Please we just need an initial diagnosis in order for us to assess how we can help. 

Christopher Brian [5:35:19 PM]:  

If you have additional questions, please feel free to contact us again. 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. Eastern time. Or you 
may call in at 1-866-790-5600. My name is Christopher and this is Chevrolet Customer Assistance, thank 
you for chatting with us. I hope you have a wonderful day! 

Christopher Brian [5:36:06 PM]:  

Please take care! 

Call Disconnected. 
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Jodi Blackford (C)

From: Rojelio Hernandez (C)
Sent: Friday, February 16, 2018 2:54 PM
To: Jodi Blackford (C)
Subject: RE: CA CEC - - -  - Reimbursement Request (Repair)

Expires: Monday, April 16, 2018 10:00 PM

Jodi,

I discussed this with DMA Taroyn Robinson. You have approval to reimburse the customer based off the calculator
results for the dealer rate paid. (max $664.60 assistance)

Sincerely,
ROY HERNANDEZ

General Motors Customer Experience Manager
Business Resource Center|Customer Engagement Center
Alorica on behalf of General Motors

PH: (866) 790-5700 ext: 5911424 | Fax: (866) 873-4550

From: Jodi Blackford (C)
Sent: Friday, February 16, 2018 10:28 AM
To: Rojelio Hernandez (C)
Subject: CA CEC -  -  - - Reimbursement Request (Repair)

Hello and Happy Friday!!

            I wanted to get some assistance with this case that I’m currently working, I requested looking into cost
assistance for this customer on 2/8, but before the dlrship responded to my request, they released the vehicle
from service and had the customer pay the full price without any assistance applied on 2/9.  I would like to
look into reimbursing him the amount that GM may have assisted with and I’ve gathered all the needed info,
but I’m confused on the actual rates that were charged versus the warranty rates.  The Service Manager, Bob
Burns (not the CEM), did agree that cost assistance would have been avail. for him and sent me the policy cal.
based on the warranty rates, but the customer paid full price and I would like to confirm if I should base the
reimbursement off of those warranty rates or not.  I’ve attached the RO and both policy cals. Can you steering
me in the right direction with this one.

Customer :
Vehicle/VIN/Mileage: 2015 Canyon / 1GTG6CE35F1  / 57K miles
Customer has been loyal to Ron Smith Buick GMC, continuing to have maintenance performed at the dlrship
after the GMC 2 Year Scheduled Maintenance expired.  Has not visited any other service center for issues.
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VOI was purchased New from Ron Smith Buick GMC
Warranty that would of Covered: B2B Expired 11/26/2017 or 36,003

Thank you,

Jodi Blackford
Business Resource Center
General Motors on behalf of Alorica
PHONE:  1-866-790-5700, Ext. 5911382
FAX:  586-920-0876

"If you have further questions, please contact the Business Resource Center at 1-866-790-5700, Monday
through Friday between 8:00 a.m. and 5:00 p.m., Eastern Time.  Please reference the service request
number."















  

  

Carol Balgenorth 

Executive Customer Assistance 

Business Process Lead – Site Performance Lead 

Warren Customer Engagement Center 

carol.balgenorth@gm.com 

810.429.2093 

  

  

  

From: MICHAEL ARMSTRONG 
Sent: Tuesday, February 06, 2018 10:09 AM 
To: Satya Veerapaneni <satya.veerapaneni@gm.com>; Thomas A. Gallagher 
<thomas.a.gallagher@gm.com>; Stanley B. Ludlow <stanley.b.ludlow@gm.com>; George G Vandermeir 
<george.g.vandermeir@gm.com> 
Cc: Carol Balgenorth <carol.balgenorth@gm.com>; Charles W. Hensley <charles.w.hensley@gm.com> 
Subject: RE: [EXTERNAL] Fw: Fwd: 2016 Chevy 

  

Tom, all – 

  

Please see the text below highlighted in blue from our Brand Quality Manager, Charles Hensley.  We 
have been advised to not contact any customers directly.  I was doing this in a few cases and was asked 
to stop.  Tom, suggest to use the process below.  Once CAC is involved, my team can certainly be a part 
of the resolution if that is deemed necessary.   

  

Copy to Carol/Charles in case I am understanding this process incorrectly. 

  

Thanks. 





  

Tom – Thanks for bringing it to my attention. 

  

Michael / Stan – Need your help to look in to this ASAP. Please advise if I can be any help. 

  

  

Best Regards, 

  

Satya Veerapaneni;  Tel – 636-327-2100 

  

From: Thomas A. Gallagher 
Sent: Tuesday, February 06, 2018 8:53 AM 
To: Satya Veerapaneni <satya.veerapaneni@gm.com> 
Cc: George G Vandermeir <george.g.vandermeir@gm.com> 
Subject: FW: [EXTERNAL] Fw: Fwd: 2016 Chevy 

  

Satya, 

                I just wanted to share a customer concern with a 2016 Chev. Colorado Diesel. 

You will see he has on-going ignition problems where the key gets stuck. 

I was going to escalate to the Executive Support Service Center; thought I would share since it is a 
vehicle from your plant. 

  

I you would like your team or the Vehicle PET to get involved; please let me know and I can hold off on 
requesting support through service. 

  

Best Regards 

Tom Gallagher 



  

From: George G Vandermeir 
Sent: Tuesday, February 06, 2018 9:04 AM 
To: Thomas A. Gallagher <thomas.a.gallagher@gm.com> 
Subject: Fwd: [EXTERNAL] Fw: Fwd: 2016 Chevy 

  

Can we help this guy. My guess is that he has bought 10 vehicles already fro. GM. He called me 
this past weekend.  

  

  

  

Sent via the Samsung Galaxy S7 active, an AT&T 4G LTE smartphone 

  

  

-------- Original message -------- 

From:  > 

Date: 2/6/18 8:21 AM (GMT-05:00) 

To: George G Vandermeir <george.g.vandermeir@gm.com> 

Subject: [EXTERNAL] Fw: Fwd: 2016 Chevy 

  

  

Get Yahoo Mail for Mobile 

  

----- Forwarded Message ----- 

From: " " < > 

To: " " < > 



Cc: 

Sent: Tue, Feb 6, 2018 at 7:37 AM 

Subject: Fwd: 2016 Chevy 

 
 

 

 

  

 

 

 

Marion,OHIO  

Desk:  

Cell:     

  

---------- Forwarded message ---------- 
From:  > 
Date: Mon, Feb 5, 2018 at 7:51 AM 
Subject: 2016 Chevy 
To: George.g.vandermier@gm.com 

 
 

 

 

  

 







who had a Ford, to get a Chevrolet.  Customer states he is now the 
laughing stock of his co-works. 

• The most recent repair was 1/31/17; customer states lights started to 
flicker and lost power steering.  The customer vehicle would not start 
and he had to wait 3 hours for tow truck in the freezing 
cold.   Customer states he had to pay for new battery and alternator 
replaced.  Customer states because he has had to have his vehicle 
jumped over 20 times, because of the key being stuck in auxiliary 
position, it has required him to get a new battery and alternator 
($400).  Customer states a vehicle should not have to be jumped over 
20 times and it’ causing other damage to his vehicle. 

• Customer does not trust his vehicle.  Customer states every time he 
drives the vehicle he has to be worried the key will get stuck in the 
auxiliary position. When the key does get stuck, he has to take all of 
his valuables out of the vehicle because it’s still running and he can’t 
lock the doors.  Customer states the dealership has advised him not to 
bring the vehicle back to the dealership because they cannot resolve 
his issue.  Customer does not understand how a dealership, he has 
spent $1 million purchasing cars from would tell him not to bring the 
vehicle back.   

• Customer states at this point he wants to get out of his vehicle, but 
does not want his car not payment to increase from $534 a month.  He 
states he spoke with Jr. Davis in the sales department and he request 
EA contact him also.   

 

• EA contacted PRT and they stated the customers MSRP is $ 
42,885.00.  The Executive Department is requesting approval for 
$4,000 OLC. 

 

 

Thank you for your assistance and prompt attention in this matter. Please 
reply to this message with your input on next steps to resolve this issue. If it 
is more convenient for you to call, I may be reached by calling 855-880-



1500, extension 5914278 
 
Sincerely, 

 
 
Dawn Redding 
General Motors Executive Customer Assistance 
Concentrix on behalf of General Motors 
Phone: 855-880-1400 Extension: 5914278 
Fax : 586-920-0911 
dawn.1.smith@gm.com 
 

 
 
 



HI Brad, 
 
I spoke with Junior at the dealership and they have performed repairs on the vehicle and were able to 
duplicate the key being stuck in the ignition.  So the initial information received that no repairs had been 
performed and the dealership was not able to duplicate the problem was incorrect. 
 
I just spoke with Mr.   The dealership has offered to have him bring his vehicle back to the 
dealership, for a 6th time, for diagnosis.  Mr.  stated they tried replacing the sensor in 2016 (RO 
4026050 - Nitrogen Oxides Sensor Replacement - Position 1).  Additionally, the customer stated he brought his 
vehicle to the dealership with the key stuck in the ignition and the service tech dismantle the console 
and recommended replacing the lock cylinder, so the customer agreed and paid out of pocket for 
repairs.   
 
Mr.  stated he has spent nearly $1,000 trying to get this issue resolved with no success.  This is 
not to mention the over 20 times he has had to have his battery jump because he couldn’t get the key 
out of the ignition. 
 
EA was able to confirm customer has purchased 11 GM vehicles from Customer 360. Customer 
states he loves his vehicle design, features and how it drives (when working properly).  He has 
been a GM customer all his life but he can’t keep having this issue. 
 
Mr.  feels frustrated stating he will have no choice but to trade his vehicle in for a Ford.  Please 
note Brad, he never came off in a threatening way, like most customer that make that claim but I believe 
he really wants to remain a GM customer. 
 
With the new information provided, would you reconsider approving the $4,000 OLC.  If there is any 
additional information you require to make your decision, please don’t hesitate to ask. 
 
Thanks for your consideration. 
 
Dawn Redding 
General Motors Executive Customer Assistance 
Concentrix on behalf of General Motors 
Phone: 855-880-1400 Extension: 5914278 
Fax : 586-920-0911 
dawn.1.smith@gm.com 
 

 
 
From: Brad Bryce  
Sent: Wednesday, February 14, 2018 4:23 PM 
To: Dawn Smith (C) 
Subject: RE: REMINDER ACTION REQUIRED BY February 15/2016 Chevrolet Colorado/ Exec CAC Case/ 

, Inc. /SR# /VIN#1GCPTDE14G1 /Customer Concern: 
Customers key keeps getting stuck in the ignition, in the auxiliary position.  
 
$4,000 seems excessive given the circumstances. 





spent $1 million on GM vehicles primarily from Decosky Motor 
Holdings, Inc.  EA was able to confirm customer has purchased 11 GM 
vehicles from Customer 360. Customer states he loves his vehicle 
design, features and how it drives (when working properly).  He has 
been an advent GM supporter.    

• Customer states approximately 4 months after he purchased his 
vehicle his key was stuck in the ignition (auxiliary position) and he was 
unable to take his wife out for her birthday because due to the key 
being stuck it ran down the battery and the vehicle wouldn’t start. 

• Customer states he has taken his vehicle to the dealership several 
times and they have been unable to resolve the intermittent key 
problem.  The Dealership did reach out to TAC and there have been 
numerous repairs to his vehicle that have not resolved the problem.   

• Customer states he works out- of-town in the construction business 
and his key has gotten stuck over 20 times.  Customer states he has 
to ask co-workers, with older model Ford’s and Chrysler’s, to jump his 
battery and he is totally embarrassed.  Customer states he is always 
promoting GM and at one point he encouraged one of his co-workers, 
who had a Ford, to get a Chevrolet.  Customer states he is now the 
laughing stock of his co-works. 

• The most recent repair was 1/31/17; customer states lights started to 
flicker and lost power steering.  The customer vehicle would not start 
and he had to wait 3 hours for tow truck in the freezing 
cold.   Customer states he had to pay for new battery and alternator 
replaced.  Customer states because he has had to have his vehicle 
jumped over 20 times, because of the key being stuck in auxiliary 
position, it has required him to get a new battery and alternator 
($400).  Customer states a vehicle should not have to be jumped over 
20 times and it’ causing other damage to his vehicle. 

• Customer does not trust his vehicle.  Customer states every time he 
drives the vehicle he has to be worried the key will get stuck in the 
auxiliary position. When the key does get stuck, he has to take all of 
his valuables out of the vehicle because it’s still running and he can’t 
lock the doors.  Customer states the dealership has advised him not to 
bring the vehicle back to the dealership because they cannot resolve 



his issue.  Customer does not understand how a dealership, he has 
spent $1 million purchasing cars from would tell him not to bring the 
vehicle back.   

• Customer states at this point he wants to get out of his vehicle, but 
does not want his car not payment to increase from $534 a month.  He 
states he spoke with Jr. Davis in the sales department and he request 
EA contact him also.   

 

• EA contacted PRT and they stated the customers MSRP is $ 
42,885.00.  The Executive Department is requesting approval for 
$4,000 OLC. 

 

 

Thank you for your assistance and prompt attention in this matter. Please 
reply to this message with your input on next steps to resolve this issue. If it 
is more convenient for you to call, I may be reached by calling 855-880-
1500, extension 5914278 
 
Sincerely, 

 
 
Dawn Redding 
General Motors Executive Customer Assistance 
Concentrix on behalf of General Motors 
Phone: 855-880-1400 Extension: 5914278 
Fax : 586-920-0911 
dawn.1.smith@gm.com 
 

 
 
 





• Customer is the original owner of his 2016 Chevrolet Colorado. 
Customer states he’s been a loyal GM customer for 25 years and has 
spent $1 million on GM vehicles primarily from Decosky Motor 
Holdings, Inc.  EA was able to confirm customer has purchased 11 GM 
vehicles from Customer 360. Customer states he loves his vehicle 
design, features and how it drives (when working properly).  He has 
been an advent GM supporter.    

• Customer states approximately 4 months after he purchased his 
vehicle his key was stuck in the ignition (auxiliary position) and he was 
unable to take his wife out for her birthday because due to the key 
being stuck it ran down the battery and the vehicle wouldn’t start. 

• Customer states he has taken his vehicle to the dealership several 
times and they have been unable to resolve the intermittent key 
problem.  The Dealership did reach out to TAC and there have been 
numerous repairs to his vehicle that have not resolved the problem.   

• Customer states he works out- of-town in the construction business 
and his key has gotten stuck over 20 times.  Customer states he has 
to ask co-workers, with older model Ford’s and Chrysler’s, to jump his 
battery and he is totally embarrassed.  Customer states he is always 
promoting GM and at one point he encouraged one of his co-workers, 
who had a Ford, to get a Chevrolet.  Customer states he is now the 
laughing stock of his co-works. 

• The most recent repair was 1/31/17; customer states lights started to 
flicker and lost power steering.  The customer vehicle would not start 
and he had to wait 3 hours for tow truck in the freezing 
cold.   Customer states he had to pay for new battery and alternator 
replaced.  Customer states because he has had to have his vehicle 
jumped over 20 times, because of the key being stuck in auxiliary 
position, it has required him to get a new battery and alternator 
($400).  Customer states a vehicle should not have to be jumped over 
20 times and it’ causing other damage to his vehicle. 

• Customer does not trust his vehicle.  Customer states every time he 
drives the vehicle he has to be worried the key will get stuck in the 
auxiliary position. When the key does get stuck, he has to take all of 
his valuables out of the vehicle because it’s still running and he can’t 



lock the doors.  Customer states the dealership has advised him not to 
bring the vehicle back to the dealership because they cannot resolve 
his issue.  Customer does not understand how a dealership, he has 
spent $1 million purchasing cars from would tell him not to bring the 
vehicle back.   

• Customer states at this point he wants to get out of his vehicle, but 
does not want his car not payment to increase from $534 a month.  He 
states he spoke with Jr. Davis in the sales department and he request 
EA contact him also.   

 

• EA contacted PRT and they stated the customers MSRP is $ 
42,885.00.  The Executive Department is requesting approval for 
$4,000 OLC. 

 

 

Thank you for your assistance and prompt attention in this matter. Please 
reply to this message with your input on next steps to resolve this issue. If it 
is more convenient for you to call, I may be reached by calling 855-880-
1500, extension 5914278 
 
Sincerely, 

 
 
Dawn Redding 
General Motors Executive Customer Assistance 
Concentrix on behalf of General Motors 
Phone: 855-880-1400 Extension: 5914278 
Fax : 586-920-0911 
dawn.1.smith@gm.com 
 

 
 
 



We have been in contact with the customer and are working with him to resolve this issue to his 
satisfaction. We to feel it is important to retain him as a customer as well. If I have any further 
updates for you I will send them promptly.  

Sent from my iPhone 
 
On Feb 15, 2018, at 3:36 PM, Dawn Smith (C) <dawn.1.smith@gm.com> wrote: 

Hi Billi, 
  
I spoke with Mr.  and he stated when the 1/8/18 repair was done the key was stuck in the 
ignition when he brought the vehicle to the dealership. 
  
Customer states a technician took the console a loose  and the steering column and flipped a switch and 
the key released.  Customer states when he hook up the diagnostic machine there were no codes, but 
the technician stated the only thing he could think the problem was is the lock cylinder.  Customer 
stated he agreed because he didn’t know what else to do. He has been dealing with the problem since 
he purchased the vehicle so he approved repairs customer pay. 
  
If there is any way we can retain this customer, I think it would be benefit not only to GM but the 
dealership. The customer has purchased 11 GM vehicle, primarily from you dealership.  He states his 
wife is in the process of trading in her Tahoe XLT for a 2018 Tahoe XLT ($70,000) but he will not 
purchase any more vehicles from the dealership it they are not willing to assist. 
  
Thanks 
  
Dawn Redding 
General Motors Executive Customer Assistance 
Concentrix on behalf of General Motors 
Phone: 855-880-1400 Extension: 5914278 
Fax : 586-920-0911 
dawn.1.smith@gm.com 
  
<image001.png> 
  
From: Dawn Smith (C)  
Sent: Wednesday, February 14, 2018 2:34 PM 
To: 'Billi Swihart'; Brad Bryce 

Charles Davis (JOHN DECOSKY PONT-BU-OLDS-CAD-GEO);  
Subject: RE: [EXTERNAL] Re: REMINDER ACTION REQUIRED BY February 15/2016 Chevrolet Colorado/ 
Exec CAC Case/ . /SR# /VIN#1GCPTDE14G1 /Customer 
Concern: Customers key keeps getting stuck in the ignition, in the auxiliary p 
  
Thanks for the detail information Billi.   
  
I’ll await for Brad’s decision regarding the OLC.  Thanks 
  
Dawn Redding 



General Motors Executive Customer Assistance 
Concentrix on behalf of General Motors 
Phone: 855-880-1400 Extension: 5914278 
Fax : 586-920-0911 
dawn.1.smith@gm.com 
  
<image001.png> 
  
From:   
Sent: Wednesday, February 14, 2018 1:58 PM 
To: Dawn Smith (C); Brad Bryce 
Cc: Charles Davis (JOHN DECOSKY PONT-BU-OLDS-CAD-GEO);  
Subject: [EXTERNAL] Re: REMINDER ACTION REQUIRED BY February 15/2016 Chevrolet Colorado/ 
Exec CAC Case/ , Inc. /SR# /VIN#1GCPTDE14G1 /Customer 
Concern: Customers key keeps getting stuck in the ignition, in the auxiliary po... 
  
  
Mrs. Smith,  
  
In response to your email I have reviewed the customers service history and would like to inform you of the following. 
The first time the customer brought the vehicle into our dealership for this concern we found a PI (PI1429B) for 
transmission control level knob replacement, which we performed under warranty for the customer. This repair was 
made 9/29/17 with 34,188 miles on the vehicle. The customer then returned 10/30/17 with 42,220 miles on the 
vehicle stating that the vehicle was again having an issue with keys getting stuck. We kept the vehicle for several days and 
provided him with a loaner vehicle while we assessed his concern. We were unable to duplicate the problem for the 
customer and returned his vehicle and did not charge him for the time the technician worked on the vehicle since no 
problem could be found. The customer then returned 1/8/18 with 49,205 miles and stated the vehicle was still having 
issues and he wanted us to change the vehicles lock cylinder. We replace the lock cylinder per his request at that time, 
but were unable before or after the repair to duplicate his concern. The customer then returned 1/31/18 with 51,241 
miles, his vehicle was being towed in with a no start complaint. After diagnostics were performed the technician found 
that the battery and alternator were in need of replacement. We informed the customer that we did not believe the 
alternator failure had any connection with the key/ignition concern but did offer him some assistance by using the 
customer enthusiasm calculator. We have never told the customer we did not want to work on his vehicle for his 
concerns, only that we were unable to repair the vehicle if we could not duplicate the problem. If there is any further 
information you need from us please let us know. 
  
Thank you, 
  
Billi Swihart and Junior Davis 
DeCosky GM Center 
  

On Wednesday, February 14, 2018 1:07 PM, Dawn Smith (C) <dawn.1.smith@gm.com> wrote: 
  

Brad, 
 
I am contacting you for your involvement and assistance in the resolution of the above-
referenced case. We are requesting you review this case and based on the information 
requested provide a resolution for the customer. Below are some relevant facts of the 
case: 
•         VIN: 1GCPTDE14G1  





issue.  Customer does not understand how a dealership, he has spent $1 million 
purchasing cars from would tell him not to bring the vehicle back.   
•         Customer states at this point he wants to get out of his vehicle, but does not want 
his car not payment to increase from $534 a month.  He states he spoke with Jr. Davis 
in the sales department and he request EA contact him also.   
  
•         EA contacted PRT and they stated the customers MSRP is $ 42,885.00.  The 
Executive Department is requesting approval for $4,000 OLC. 
  
  
Thank you for your assistance and prompt attention in this matter. Please reply to this 
message with your input on next steps to resolve this issue. If it is more convenient for 
you to call, I may be reached by calling 855-880-1500, extension 5914278 
 
Sincerely, 
  
  
Dawn Redding 
General Motors Executive Customer Assistance 
Concentrix on behalf of General Motors 
Phone: 855-880-1400 Extension: 5914278 
Fax : 586-920-0911 
dawn.1.smith@gm.com 
  
<image001.png> 
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From: Billi Swihart   
Sent: Thursday, February 15, 2018 4:37 PM 
To: Dawn Smith (C) 
Cc: Brad Bryce; Charles Davis (JOHN DECOSKY PONT-BU-OLDS-CAD-GEO);  
Subject: [EXTERNAL] Re: Re: REMINDER ACTION REQUIRED BY February 15/2016 Chevrolet Colorado/ 
Exec CAC Case/ , Inc. /SR# 8 /VIN#1GCPTDE14G1 /Customer 
Concern: Customers key keeps getting stuck in the ignition, in the auxiliary p 
  
We have been in contact with the customer and are working with him to resolve this issue to his 
satisfaction. We to feel it is important to retain him as a customer as well. If I have any further 
updates for you I will send them promptly.  

Sent from my iPhone 
 
On Feb 15, 2018, at 3:36 PM, Dawn Smith (C) <dawn.1.smith@gm.com> wrote: 

Hi Billi, 
  
I spoke with Mr.  and he stated when the 1/8/18 repair was done the key was stuck in the 
ignition when he brought the vehicle to the dealership. 
  
Customer states a technician took the console a loose  and the steering column and flipped a switch and 
the key released.  Customer states when he hook up the diagnostic machine there were no codes, but 
the technician stated the only thing he could think the problem was is the lock cylinder.  Customer 
stated he agreed because he didn’t know what else to do. He has been dealing with the problem since 
he purchased the vehicle so he approved repairs customer pay. 
  
If there is any way we can retain this customer, I think it would be benefit not only to GM but the 
dealership. The customer has purchased 11 GM vehicle, primarily from you dealership.  He states his 
wife is in the process of trading in her Tahoe XLT for a 2018 Tahoe XLT ($70,000) but he will not 
purchase any more vehicles from the dealership it they are not willing to assist. 
  
Thanks 
  
Dawn Redding 
General Motors Executive Customer Assistance 
Concentrix on behalf of General Motors 
Phone: 855-880-1400 Extension: 5914278 
Fax : 586-920-0911 
dawn.1.smith@gm.com 
  
<image001.png> 
  
From: Dawn Smith (C)  
Sent: Wednesday, February 14, 2018 2:34 PM 
To: 'Billi Swihart'; Brad Bryce 
Cc: Charles Davis (JOHN DECOSKY PONT-BU-OLDS-CAD-GEO);  
Subject: RE: [EXTERNAL] Re: REMINDER ACTION REQUIRED BY February 15/2016 Chevrolet Colorado/ 



Exec CAC Case/ , Inc. /SR# /VIN#1GCPTDE14G1 /Customer 
Concern: Customers key keeps getting stuck in the ignition, in the auxiliary p 
  
Thanks for the detail information Billi.   
  
I’ll await for Brad’s decision regarding the OLC.  Thanks 
  
Dawn Redding 
General Motors Executive Customer Assistance 
Concentrix on behalf of General Motors 
Phone: 855-880-1400 Extension: 5914278 
Fax : 586-920-0911 
dawn.1.smith@gm.com 
  
<image001.png> 
  
From: Billi Swihart   
Sent: Wednesday, February 14, 2018 1:58 PM 
To: Dawn Smith (C); Brad Bryce 
Cc: Charles Davis (JOHN DECOSKY PONT-BU-OLDS-CAD-GEO);  
Subject: [EXTERNAL] Re: REMINDER ACTION REQUIRED BY February 15/2016 Chevrolet Colorado/ 
Exec CAC Case/ , Inc. /SR# /VIN#1GCPTDE14G1 /Customer 
Concern: Customers key keeps getting stuck in the ignition, in the auxiliary po... 
  
  
Mrs. Smith,  
  
In response to your email I have reviewed the customers service history and would like to inform you of the following. 
The first time the customer brought the vehicle into our dealership for this concern we found a PI (PI1429B) for 
transmission control level knob replacement, which we performed under warranty for the customer. This repair was 
made 9/29/17 with 34,188 miles on the vehicle. The customer then returned 10/30/17 with 42,220 miles on the 
vehicle stating that the vehicle was again having an issue with keys getting stuck. We kept the vehicle for several days and 
provided him with a loaner vehicle while we assessed his concern. We were unable to duplicate the problem for the 
customer and returned his vehicle and did not charge him for the time the technician worked on the vehicle since no 
problem could be found. The customer then returned 1/8/18 with 49,205 miles and stated the vehicle was still having 
issues and he wanted us to change the vehicles lock cylinder. We replace the lock cylinder per his request at that time, 
but were unable before or after the repair to duplicate his concern. The customer then returned 1/31/18 with 51,241 
miles, his vehicle was being towed in with a no start complaint. After diagnostics were performed the technician found 
that the battery and alternator were in need of replacement. We informed the customer that we did not believe the 
alternator failure had any connection with the key/ignition concern but did offer him some assistance by using the 
customer enthusiasm calculator. We have never told the customer we did not want to work on his vehicle for his 
concerns, only that we were unable to repair the vehicle if we could not duplicate the problem. If there is any further 
information you need from us please let us know. 
  
Thank you, 
  
Billi Swihart and Junior Davis 
DeCosky GM Center 
  

On Wednesday, February 14, 2018 1:07 PM, Dawn Smith (C) <dawn.1.smith@gm.com> wrote: 
  





•         Customer does not trust his vehicle.  Customer states every time he drives the 
vehicle he has to be worried the key will get stuck in the auxiliary position. When the key 
does get stuck, he has to take all of his valuables out of the vehicle because it’s still 
running and he can’t lock the doors.  Customer states the dealership has advised him 
not to bring the vehicle back to the dealership because they cannot resolve his 
issue.  Customer does not understand how a dealership, he has spent $1 million 
purchasing cars from would tell him not to bring the vehicle back.   
•         Customer states at this point he wants to get out of his vehicle, but does not want 
his car not payment to increase from $534 a month.  He states he spoke with Jr. Davis 
in the sales department and he request EA contact him also.   
  
•         EA contacted PRT and they stated the customers MSRP is $ 42,885.00.  The 
Executive Department is requesting approval for $4,000 OLC. 
  
  
Thank you for your assistance and prompt attention in this matter. Please reply to this 
message with your input on next steps to resolve this issue. If it is more convenient for 
you to call, I may be reached by calling 855-880-1500, extension 5914278 
 
Sincerely, 
  
  
Dawn Redding 
General Motors Executive Customer Assistance 
Concentrix on behalf of General Motors 
Phone: 855-880-1400 Extension: 5914278 
Fax : 586-920-0911 
dawn.1.smith@gm.com 
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I am ok if you want to offer and process an OLC. 
 

Brad Bryce    MBA 
Chevrolet District Manager 
Customer Care & Aftersales 
brad.bryce@chevrolet.com 
317-509-2397 

 
 
From: Dawn Smith (C)  
Sent: Thursday, March 1, 2018 9:26 AM 
To: Billi Swihart ; Brad Bryce <brad.bryce@chevrolet.com> 
Cc:  
Subject: RE: [EXTERNAL] Re: Re: Re: REMINDER ACTION REQUIRED BY February 15/2016 Chevrolet 
Colorado/ Exec CAC Case/ , Inc. /SR# 8-

/VIN#1GCPTDE14G1 /Customer Concern: Customers key keeps getting stuck in the 
ignition, in the aux 
 
Good Morning All, 
 
I have not received an feedback regarding customers request for OLC. 
 
Unfortunately, if I don’t hear anything today I will have to escalate the request to the MA.  I have to 
provide an update to the customer and GM Executive today. 
 
Brad if you’re not in agreement with OLC amount  I proposed, please let me know an amount you would 
be comfortable approving. 
 
Thanks 
 
Dawn Redding 
General Motors Executive Customer Assistance 
Concentrix on behalf of General Motors 
Phone: 855-880-1400 Extension: 5914278 
Fax : 586-920-0911 
dawn.1.smith@gm.com 
 

 
 
From: Dawn Smith (C)  
Sent: Tuesday, February 27, 2018 11:06 AM 
To: 'Billi Swihart'; Brad Bryce 
Cc:  
Subject: RE: [EXTERNAL] Re: Re: Re: REMINDER ACTION REQUIRED BY February 15/2016 Chevrolet 





  We have contacted the customer but he was out of the state at the time and he said he would 
contact us when he got back. As soon as I have new information I will let you know.  

Sent from my iPhone 
 
On Feb 26, 2018, at 9:23 AM, Dawn Smith (C) <dawn.1.smith@gm.com> wrote: 

Hello Billi, 
  
Can you provide a detailed update on your diagnosis and repair? 
  
Thanks 
  
Dawn Redding 
General Motors Executive Customer Assistance 
Concentrix on behalf of General Motors 
Phone: 855-880-1400 Extension: 5914278 
Fax : 586-920-0911 
dawn.1.smith@gm.com 
  
<image001.png> 
  
From: Billi Swihart   
Sent: Thursday, February 15, 2018 4:37 PM 
To: Dawn Smith (C) 
Cc: Brad Bryce; Charles Davis (JOHN DECOSKY PONT-BU-OLDS-CAD-GEO);  
Subject: [EXTERNAL] Re: Re: REMINDER ACTION REQUIRED BY February 15/2016 Chevrolet Colorado/ 
Exec CAC Case/ , Inc. /SR# /VIN#1GCPTDE14G1 /Customer 
Concern: Customers key keeps getting stuck in the ignition, in the auxiliary p 
  
We have been in contact with the customer and are working with him to resolve this issue to his 
satisfaction. We to feel it is important to retain him as a customer as well. If I have any further 
updates for you I will send them promptly.  

Sent from my iPhone 
 
On Feb 15, 2018, at 3:36 PM, Dawn Smith (C) <dawn.1.smith@gm.com> wrote: 

Hi Billi, 
  
I spoke with Mr.  and he stated when the 1/8/18 repair was done the key was stuck in the 
ignition when he brought the vehicle to the dealership. 
  
Customer states a technician took the console a loose  and the steering column and flipped a switch and 
the key released.  Customer states when he hook up the diagnostic machine there were no codes, but 
the technician stated the only thing he could think the problem was is the lock cylinder.  Customer 
stated he agreed because he didn’t know what else to do. He has been dealing with the problem since 
he purchased the vehicle so he approved repairs customer pay. 
  



If there is any way we can retain this customer, I think it would be benefit not only to GM but the 
dealership. The customer has purchased 11 GM vehicle, primarily from you dealership.  He states his 
wife is in the process of trading in her Tahoe XLT for a 2018 Tahoe XLT ($70,000) but he will not 
purchase any more vehicles from the dealership it they are not willing to assist. 
  
Thanks 
  
Dawn Redding 
General Motors Executive Customer Assistance 
Concentrix on behalf of General Motors 
Phone: 855-880-1400 Extension: 5914278 
Fax : 586-920-0911 
dawn.1.smith@gm.com 
  
<image001.png> 
  
From: Dawn Smith (C)  
Sent: Wednesday, February 14, 2018 2:34 PM 
To: 'Billi Swihart'; Brad Bryce 
Cc: Charles Davis (JOHN DECOSKY PONT-BU-OLDS-CAD-GEO);  
Subject: RE: [EXTERNAL] Re: REMINDER ACTION REQUIRED BY February 15/2016 Chevrolet Colorado/ 
Exec CAC Case/ , Inc. /SR# /VIN#1GCPTDE14G1 /Customer 
Concern: Customers key keeps getting stuck in the ignition, in the auxiliary p 
  
Thanks for the detail information Billi.   
  
I’ll await for Brad’s decision regarding the OLC.  Thanks 
  
Dawn Redding 
General Motors Executive Customer Assistance 
Concentrix on behalf of General Motors 
Phone: 855-880-1400 Extension: 5914278 
Fax : 586-920-0911 
dawn.1.smith@gm.com 
  
<image001.png> 
  
From: Billi Swihart ]  
Sent: Wednesday, February 14, 2018 1:58 PM 
To: Dawn Smith (C); Brad Bryce 
Cc: Charles Davis (JOHN DECOSKY PONT-BU-OLDS-CAD-GEO);  
Subject: [EXTERNAL] Re: REMINDER ACTION REQUIRED BY February 15/2016 Chevrolet Colorado/ 
Exec CAC Case/ , Inc. /SR# /VIN#1GCPTDE14G1 /Customer 
Concern: Customers key keeps getting stuck in the ignition, in the auxiliary po... 
  
  
Mrs. Smith,  
  
In response to your email I have reviewed the customers service history and would like to inform you of the following. 
The first time the customer brought the vehicle into our dealership for this concern we found a PI (PI1429B) for 





•         Customer states he has taken his vehicle to the dealership several times and they 
have been unable to resolve the intermittent key problem.  The Dealership did reach out 
to TAC and there have been numerous repairs to his vehicle that have not resolved the 
problem.   
•         Customer states he works out- of-town in the construction business and his key 
has gotten stuck over 20 times.  Customer states he has to ask co-workers, with older 
model Ford’s and Chrysler’s, to jump his battery and he is totally 
embarrassed.  Customer states he is always promoting GM and at one point he 
encouraged one of his co-workers, who had a Ford, to get a Chevrolet.  Customer 
states he is now the laughing stock of his co-works. 
•         The most recent repair was 1/31/17; customer states lights started to flicker and 
lost power steering.  The customer vehicle would not start and he had to wait 3 hours 
for tow truck in the freezing cold.   Customer states he had to pay for new battery and 
alternator replaced.  Customer states because he has had to have his vehicle jumped 
over 20 times, because of the key being stuck in auxiliary position, it has required him to 
get a new battery and alternator ($400).  Customer states a vehicle should not have to 
be jumped over 20 times and it’ causing other damage to his vehicle. 
•         Customer does not trust his vehicle.  Customer states every time he drives the 
vehicle he has to be worried the key will get stuck in the auxiliary position. When the key 
does get stuck, he has to take all of his valuables out of the vehicle because it’s still 
running and he can’t lock the doors.  Customer states the dealership has advised him 
not to bring the vehicle back to the dealership because they cannot resolve his 
issue.  Customer does not understand how a dealership, he has spent $1 million 
purchasing cars from would tell him not to bring the vehicle back.   
•         Customer states at this point he wants to get out of his vehicle, but does not want 
his car not payment to increase from $534 a month.  He states he spoke with Jr. Davis 
in the sales department and he request EA contact him also.   
  
•         EA contacted PRT and they stated the customers MSRP is $ 42,885.00.  The 
Executive Department is requesting approval for $4,000 OLC. 
  
  
Thank you for your assistance and prompt attention in this matter. Please reply to this 
message with your input on next steps to resolve this issue. If it is more convenient for 
you to call, I may be reached by calling 855-880-1500, extension 5914278 
 
Sincerely, 
  
  
Dawn Redding 



General Motors Executive Customer Assistance 
Concentrix on behalf of General Motors 
Phone: 855-880-1400 Extension: 5914278 
Fax : 586-920-0911 
dawn.1.smith@gm.com 
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Connecting... An agent will be with you shortly. 

Caller English 

System [11:48:51 AM]:  

Welcome to chat. 

Christopher Brian [11:49:06 AM]:  

Thank you for contacting GMC Customer Assistance. My name is Christopher. 

Christopher Brian [11:50:08 AM]:  

Thank you for chatting. I am here to assist you. 

 [11:50:33 AM]:  

I purchased the car from Revere Chevrolrtt in Tampa around nov 1ST.I Live in Jacksonville and the truck 
has serious steering wheel problems and it will cost 1400 dollars. 

Christopher Brian [11:51:08 AM]:  

I'm sad to hear that you are currently having a difficult time with your vehicle's steering system. 

Christopher Brian [11:51:28 AM]:  

I'd be glad to help. 

Christopher Brian [11:51:48 AM]:  

To better assist you, may I have the current mileage? 

 [11:51:50 AM]:  

The car has had a lot of issues with steering wheel according to the dealer and my warranty ran out 
about 15 days before this break down 

 [11:52:37 AM]:  

65211 is the mileage. Why can’t someone extend the warranty knowing this has been an issue many 
times. 

Christopher Brian [11:54:06 AM]:  

I understand your frustrations,  

Christopher Brian [11:55:47 AM]:  



I looked up your VIN for recall information, but found no open recalls related to the steering system on 
your vehicle. We have a great self-service tool on our website where you can check your vehicle for 
Recalls at: my.gm.com/recalls 

Christopher Brian [11:57:09 AM]:  

The warranty can't be extended due to the mileage of the vehicle. 

Christopher Brian [11:58:21 AM]:  

I'm sad to say that the expense would be at expense. 

Christopher Brian [11:58:59 AM]:  

We still want to recommend you to continue working with your GM dealership. 

Christopher Brian [11:59:20 AM]:  

The benefit of going to GM dealers is that we have trained technicians that can diagnose and repair your 
vehicle correctly eliminating misdiagnosis and unnecessary or repeat repairs. GM bulletins assist dealers 
in fixing the problems efficiently and effectively. 

Caller  left the call. 

Call Disconnected. 





Alyssa [11:37:21 AM]:  

Thank you. What dealership did you take your vehicle to for this concern? 

Alyssa [11:40:01 AM]:  

Are you still there? I'm still here to answer any questions you may have. 

Alyssa [11:42:02 AM]:  

Here is your case number from today, . I am ending this chat session due to no response. 
If you have additional questions, please feel free to contact us again. We are here to chat Monday 
through Friday from 8:00 a.m. to 9:00 p.m. and Saturday from 9:00 a.m. to 9:00 p.m. Eastern time. You 
may also call in at 1-866-790-5600. Thanks for contacting GMC Customer Assistance. Have a good day! 

Call Disconnected. 







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

Caller English 

System [3:15:36 PM]:  

Welcome to chat. 

Marie [3:15:45 PM]:  

Welcome to GMC Customer Assistance. My name is Mary. 

Marie [3:15:48 PM]:  

Please allow me 2-3 minutes to review your concern. 

Marie [3:16:32 PM]:  

How may I help you today? 

3:16:38 PM]:  

Hello Marie, 

Marie [3:17:00 PM]:  

Hi, . You stated about recall on the vehicle. 

Marie [3:17:31 PM]:  

Are you having issues on the vehicle right now? 

Marie [3:18:30 PM]:  

I'm still here to assist you. Are you still there? 

 [3:19:53 PM]:  

My power steering went out on Sunday March 4, 2018. I contacted the dealer who said a recall was 
issued but expired at 36,000 miles I don't recall getting a recall on this, however the vehicle was serviced 
at MMM Motors, who should have been aware of it and fixed it. They have no record of fixing the 
problem, help please 

Marie [3:20:29 PM]:  

I know how important that your vehicle is in good condition and your safety is important to us. Thank 
you for sharing this information so we can determine the course of action.     

Marie [3:20:40 PM]:  



Do you know the approximate mileage on the vehicle? 

Marie [3:21:12 PM]:  

You mentioned it is 36,000 miles, is that correct? 

Marie [3:22:19 PM]:  

Hi, . Are you still there?  

Marie [3:22:51 PM]:  

By the way, you can also visit www.my.gm.com/recalls for recall update & information. 

 [3:22:53 PM]:  

Let me check 

Marie [3:23:03 PM]:  

It's fine. I'll wait here.  

 [3:23:08 PM]:  

70,000 

Marie [3:23:15 PM]:  

Thank you. 

Marie [3:23:22 PM]:  

To ensure that you will receive all mails and notifications from GM, may I have your mailing address? 

 [3:23:41 PM]:  

 

Marie [3:24:14 PM]:  

Thank you for the email. Would you like me to add your mailing address on file? 

 [3:24:28 PM]:  

 

 [3:24:36 PM]:  

Brandon, MS  



Marie [3:25:06 PM]:  

I've got it! 

Marie [3:25:16 PM]:  

Please allow me 2-3 minutes to check this information. 

Marie [3:27:31 PM]:  

Thank you for waiting. 

Marie [3:28:24 PM]:  

I have checked your VIN and see here that there are no open recalls on your vehicle at this time. 
However, it doesn't mean that we don't take your concern seriously.   

Marie [3:29:33 PM]:  

Upon checking, it shows that there's a Customer Satisfaction Program on the vehicle for HVAC Module 
Temp Door and Incorrect Trailer Hitch. 

Marie [3:30:31 PM]:  

I know this is not the reason why you chat with us. Please allow me to provide you it's condition before 
we move forward.  

Marie [3:31:18 PM]:  

For HVAC Module Temp Door, certain 2015-2016 model year Chevrolet Colorado and 2015-2016 model 
year GMC Canyon vehicles, may have a condition in which a crack in the heating and cooling module 
temperature door control shaft may form and result in inconsistent air discharge temperature control. If 
the shaft cracks, the air discharge temperature may be up to 33 degrees Fahrenheit (20 degrees Celsius) 
cooler than the requested values, depending on the HVAC mode selected. 

Marie [3:32:04 PM]:  

For Incorrect Trailer Hitch, certain 2015-2016 model year Chevrolet Colorado and GMC Canyon vehicles, 
equipped with heavy-duty trailering package (RPO Z82), which includes a trailer hitch rated at 7,000 lb, 
may have been built with a 3,500 lb trailer hitch. If a 3,500 lb trailer hitch is used to tow more than 3,500 
lb, cracks could develop at the hitch. Over time these cracks could potentially spread and fatigue the 
hitch. If the vehicle is being operated with a trailered load, a fatigued trailer hitch could allow the trailer 
to separate from the tow vehicle. 

3:32:26 PM]:  

When was there a recall on the power steering? 



Marie [3:32:54 PM]:  

It shows that there's no recall on the vehicle at this time.  

Marie [3:33:04 PM]:  

I recommend to have the vehicle checked by our certified GM Dealer. They are specially trained and are 
best equipped to diagnose your vehicle, assess the situation and any policies or coverage that may 
apply. Any repairs or service may be at your cost, but I hope you consider working with our dealership. 
They are in the best position to evaluate the situation further and check the best option that we have. 

Marie [3:33:29 PM]:  

Do you have a preferred dealership or would you like me to locate the nearest GM Dealer for you? 

Marie [3:34:04 PM]:  

By the way, I created a case report regarding this matter. Here's the case number,  

 [3:34:39 PM]:  

We will do that. Yes, we will check with Triple M dealership in Carthage, MS 

 [3:34:49 PM]:  

Thanks for your help. 

Marie [3:35:18 PM]:  

You're welcome. Do you have the dealer's telephone number? 

Marie [3:36:39 PM]:  

I was able to search the information. Here's Triple M telephone number, 6012677331. 

Marie [3:36:59 PM]:  

I hope everything goes well. Is there anything else? 

 [3:37:10 PM]:  

Thanks again 

Marie [3:37:19 PM]:  

You're welcome. Thank you for contacting GMC Customer Assistance. Have a great day! 

Call Disconnected. 

























System [9:25:18 AM]:  

Welcome to chat. 

Mon Jayson [9:25:31 AM]:  

Thank you for chatting with GMC Customer Assistance! My name is Jayson. 

 [9:25:33 AM]:  

Info , I was driving on the interstate this morning and my power steering and traction control 
failed. almost wrecked trying to exit the interstate with the steering wheel being very hard to 
manipulate. turned the truck off and looked under the hood for any glaring issues. re-started the truck 
and the issue went away. I checked the recall and there is one for vehicles manufactured JAN15-MAR15. 
My truck(according to the VIN) was manufactured in APR14. The problem is the exact same and I feel 
the recall should be expanded to include my vehicle since the problem is identical. Thanks, please 
contact me with any questions. 

Mon Jayson [9:27:37 AM]:  

Hi.  I'm sorry to hear about the power steering and traction control issue. I will go ahead and check 
for any service bulletin for this vehicle regarding this. 

Mon Jayson [9:27:59 AM]:  

What is the approximate mileage of the vehicle? 

 [9:28:17 AM]:  

68k 

Mon Jayson [9:29:25 AM]:  

Thank you! Kindly give me 1-3 minutes to check this information. 

Mon Jayson [9:31:30 AM]:  

To make sure,  what is the year, make and model of the vehicle? 

 [9:31:36 AM]:  

2015 

 [9:33:50 AM]:  

gmc canyon 

Mon Jayson [9:34:22 AM]:  



Thank you! 

Mon Jayson [9:35:35 AM]:  

I do not see any service bulletin associate to this issue on this vehicle, but, have you've been to the 
dealership about this? 

 [9:36:25 AM]:  

yes, do see the issue for the jan15 canyon? 

Mon Jayson [9:38:33 AM]:  

No,  recalls are VIN specific, I can only see it if I have a VIN. 

Mon Jayson [9:38:55 AM]:  

Does the dealership already have a diagnosis? 

 [9:40:59 AM]:  

General Motors is recalling the 2015 Chevrolet Colorado and GMC Canyon midsize pickup trucks over an 
issue that can cause the loss of power steering assist.  The defect: a poor electrical connection within 
the steering gear connector may cause a loss of power steering assist.  The hazards: a loss or reduction 
in power steering assist may increase the risk of a crash.  Affected vehicles: 
��2015 Chevrolet Colorado 
manufactured January 6, 2015 to March 17, 2015 
��2015 GMC Canyon manufactured January 6, 2015 to 
March 19, 2015  Number of vehicles affected: 2,988 (United States figure).  The fix: GM will notify 
owners, and dealers will replace the steering gear pinion sensor cover assembly, free of charge. The 
manufacturer has not yet provided a notification schedule.  Owners should: customers looking to find 
out if their vehicle is included in this Chevrolet Colorado and GMC Canyon recall should visit 
recalls.gm.com. There, owners will be able to enter their Vehicle Identification Number (VIN) to see any 
open recall 

 [9:41:29 AM]:  

talked to the dealer and he said I could pay $125 to have it checked out. 

 [9:42:02 AM]:  

im not paying to have someone tell there is an issue that I already know about and is documented on 
the GMC website 

 [9:42:49 AM]:  

this recall needs to be expanded to include earlier manufacturing dates 

 [9:43:01 AM]:  



specifically MAY14 

Mon Jayson [9:45:02 AM]:  

I understand what you are trying to say. But we need a diagnosis from our certified technician to verify 
what exactly is causing the issue on the vehicle. 

 [9:45:43 AM]:  

its the same issue 

 [9:46:14 AM]:  

then trouble shoot it for free, not $125 

Mon Jayson [9:49:57 AM]:  

I will open a case about this, Jon, and my recommendation is to get a diagnosis. As your vehicle has not 
yet been assessed by one of our specialists this is the best step to take first. 

Mon Jayson [9:50:19 AM]:  

GM Dealers are specially trained and are best equipped to diagnose your vehicle, assess the situation 
and any policies or coverages that may apply. 

Mon Jayson [9:51:13 AM]:  

For your reference, the service request number is 8-4058809757. 

 [9:51:41 AM]:  

I agree, but if I know the problem, im not paying for it to be diagnosed. 

 [9:52:27 AM]:  

if there wasn't a recall for this exact issue, I would have it looked at. GMC made the recall window too 
tight and it needs to be expanded 

Mon Jayson [9:57:25 AM]:  

I understand and that is the reason why I'm opening a case about this for GM to review it and also the 
reason why we need a diagnosis. 

Mon Jayson [9:59:27 AM]:  

The dealership is our eyes and hands outside and we rely on their expertise about diagnosing your 
vehicle, assess the situation and any policies or coverages that may apply. 

 [9:59:31 AM]:  



then gmc should pay for it 

 [10:02:04 AM]:  

its their issue 

Mon Jayson [10:05:22 AM]:  

Recalls are VIN specific, Jon, because different parts came from different manufacturer. 

 [10:07:22 AM]:  

its still broke, expand the recall 

Mon Jayson [10:08:31 AM]:  

I’m sorry again for any inconvenience and I understand that unexpected expense can be frustrating but 
please understand that we won’t be able to provide any assistance just because we think that the 
vehicle is doing the same issue. 

Mon Jayson [10:08:50 AM]:  

I still recommend that you take the vehicle to the dealership for a diagnosis so we can review what type 
of assistance GM can provide base on the dealership assessment.  

 [10:09:15 AM]:  

perfect, ill trade it in for something different. excellent service 

Mon Jayson [10:10:08 AM]:  

I'm sorry again. Is there anything else that you might want to check? 







 

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

Caller English 

System [4:05:26 PM]:  

Welcome to chat. 

Armin Angel [4:05:40 PM]:  

Thank you for chatting with GMC Customer Assistance, my name is Min. Can you give me 2-3 minutes 
to review your concern?  

 [4:06:20 PM]:  

yes 

Armin Angel [4:07:11 PM]:  

Thank you for your patience. I understand how frustrating this situation is for you. I appreciate you 
taking the time to chat with us today. 

 [4:07:58 PM]:  

in doing some research, it seems that there have been quite a few failures. Is this why the parts are so 
hard to get? 

 [4:08:20 PM]:  

I took it in on April 12 

Armin Angel [4:10:53 PM]:  

Thank you. Can you tell me which dealership was the vehicle taken to, please? 

 [4:11:07 PM]:  

Cavender GMC San Antonio Texas 

 [4:11:14 PM]:  

Cavender North 

Armin Angel [4:12:12 PM]:  

Perfect! Can you also give me the current mileage of the vehicle, please? 

4:12:21 PM]:  



about 41,000 

Armin Angel [4:14:06 PM]:  

Thank you. Let me go ahead and work on the case for you. How long has it been since the vehicle was 
taken to the dealership? 

 [4:14:28 PM]:  

i dropped it off on April 12 

 [4:14:49 PM]:  

I talked to the service manager yesterday 

Armin Angel [4:16:04 PM]:  

Thank you. I know how inconvenient this situation is for you. I appreciate you taking the time to reach 
out to us today despite your busy schedule. 

Armin Angel [4:16:33 PM]:  

By the way, can you verify your current mailing address, please? 

 [4:16:51 PM]:  

 Schertz TX  

Armin Angel [4:18:07 PM]:  

Thank you. Can you give me 2-3 minutes to check this, please? 

 [4:18:48 PM]:  

yes, but I need to step away from my computer. Are we able to resume if we don't close this out? 

 [4:20:23 PM]:  

my cell number is  

Armin Angel [4:21:37 PM]:  

Thank you for your patience. 

Armin Angel [4:21:44 PM]:  

Based on the information that you have shared with me, I need to endorse your case to a Senior 
Advisor who will continue to work directly with you and your dealership to review your vehicle 
concerns. Please know that all the information you have provided me will be available to them as 



well. I will forward your case to them and both Senior Advisor and Dealer will review your case and 
vehicle details then contact you within 2 business days to assist you further. 

Armin Angel [4:22:02 PM]:  

I created a case number for your reference:  

 [4:22:03 PM]:  

great! 

Armin Angel [4:22:08 PM]:  

Is there anything else that I can help you with today? 

 [4:22:19 PM]:  

no 

 [4:22:21 PM]:  

thanks you 

Armin Angel [4:22:37 PM]:  

You're welcome! Thank you for chatting with GMC Customer Assistance Center! Again, this is Min and 
I hope you have a great day! If you have additional questions, please feel free to contact us again. 

Call Disconnected. 



 

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

Caller English 

System [9:49:42 AM]:  

Welcome to chat. 

Lorena [9:49:49 AM]:  

Welcome to GMC Customer Assistance Center, my name is Lorie. 

Lorena [9:49:57 AM]:  

Hi, . 

 [9:49:58 AM]:  

Hello Lorie 

Lorena [9:50:46 AM]:  

Let me check how I can assist you. 

 [9:51:02 AM]:  

Ok, thank you 

Lorena [9:51:37 AM]:  

This is for your 2015 GMC Canyon. Am I correct? 

 [9:51:44 AM]:  

Yes, that is correct 

Lorena [9:53:37 AM]:  

Upon checking, there is a scheduled call for you today at around 1:00 PM. The senior advisor is currently 
working with the dealership and the update from the dealership can be best discussed by Kimberly, your 
senior advisor. 

 [9:54:26 AM]:  

Ok, thank you for the information. I really appreciate you letting me know. 

Lorena [9:54:30 AM]:  



I will send an urgent notification to Kimberly now, and I will request her to call you as soon as possible. 

 [9:54:37 AM]:  

Thank you 

Lorena [9:55:23 AM]:  

You're welcome, . 

Lorena [9:55:23 AM]:  

Thank you for chatting GMC Customer Assistance Center. You have a great day,  

 [9:55:37 AM]:  

You too 

Call Disconnected. 



 

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

Caller English 

System [11:13:35 AM]:  

Welcome to chat. 

Tyler [11:13:53 AM]:  

Thank you for contacting GMC Customer Assistance, Charles! My name is Tyler! I would be happy to 
assist you any questions or concerns about recalls.  

 [11:14:56 AM]:  

Hello Tyler, I spoke with someone yesterday about a recall issue that I am having with my truck and they 
told me a Senior Advisor would contact me, and I have not heard from anyone yet? 

Tyler [11:15:50 AM]:  

Yes, you would need to allow one to two business days to be contact by the Senior Adviser or Customer 
Experience Manager at the dealership. 

 [11:16:08 AM]:  

Do you happen to know who that person would be? 

Tyler [11:16:37 AM]:  

The Senior Adviser or Customer Experience Manager? 

 [11:17:16 AM]:  

Yes, the reason I asked the person I chatted with yesterday say they didn't have name yet, but would. So 
I was just curious if someone has already been assigned to my particular issue. 

Tyler [11:18:21 AM]:  

An agent has been assigned your case, but we would like to give them time to review the case and speak 
with the dealership.  

 [11:18:41 AM]:  

ok, thanks for your help 

Tyler [11:18:48 AM]:  



You're welcome! Is there anything else I can assist you with at this time? 

Caller  left the call. 

Call Disconnected.  



System [8:03:18 AM]:  

Welcome to chat. 

Mon Jayson [8:03:28 AM]:  

Thank you for chatting with GMC Customer Assistance! My name is Jayson. 

Mon Jayson [8:03:35 AM]:  

H . How can I help? 

 [8:04:09 AM]:  

Hello Jayson, I have a question regarding my vehicle and a recal on power steering for my particular 
model. The recall number is 15595 

Mon Jayson [8:05:39 AM]:  

I'll be glad to check this recall for you. What is the year, make and model of the vehicle? 

 [8:06:39 AM]:  

My vehicle was manufacter ins 2014 and the recall states that vehicles that quality for this recall were 
manufactored from the dates January 6, 2015, to March 17, 2015. My vehicle which is the same type of 
vehicle is experiencing the same problem exact problem with the power steering. I took it to a GMC 
service center and they said it would cost $1500 to fix because it doesn't fall with in the dates 
manufactored. I think that is BS because the same model is experiencing the same problem. How can I 
get this covered under that recall because this is starting to happen more frequently and I have a son 
that rides with me all the time, and this is very dangerous when it happens. 

Mon Jayson [8:10:18 AM]:  

I'm sorry to hear about the Powersteering concern. Recalls are VIN specific because different parts came 
from different manufacturer. 

Mon Jayson [8:11:48 AM]:  

If the vehicle does not have the particular concern, it means that the part do not came from the same 
manufacturer where GM identified the issue.  

 [8:12:14 AM]:  

Yeah, but the same issue is happening.... 

Mon Jayson [8:12:19 AM]:  

I mean, if the vehicle does not have the particular recall. 



Mon Jayson [8:13:28 AM]:  

It's possible to have the same issue for any vehicle,  

Mon Jayson [8:13:48 AM]:  

When was the last time you've been to the dealership about this? 

 [8:16:29 AM]:  

a few weeks ago 

Mon Jayson [8:17:39 AM]:  

Thank you! Let me check what we can do about this to further assist you. 

Mon Jayson [8:18:13 AM]:  

What is the year, make and model of the vehicle and the approximate mileage of the vehicle? 

Mon Jayson [8:20:37 AM]:  

Thank you for chatting. I am here to assist you.   

Mon Jayson [8:21:39 AM]:  

I am ending this chat session due to no response. Thank you for contacting GM Customer Assistance. 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. Eastern Standard Time. Or you may call in at 1-866-790.3600. Thanks for visiting us. Have a great 
day! 





























 

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

Caller English 

System [1:22:51 PM]:  

Welcome to chat. 

Bien [1:22:58 PM]:  

Welcome to GMC Customer Assistance. My name is Bien. May I have two to three minutes of your time 
to read your concern? 

s [1:23:16 PM]:  

Yes 

Bien [1:24:16 PM]:  

I'm sorry to hear that you are having issues with the steering.  

Bien [1:24:30 PM]:  

How many times have you taken the vehicle at the dealer regarding this issue? 

 [1:25:29 PM]:  

One time to the Fremont, CA dealership.  

Bien [1:25:36 PM]:  

When was that? 

 [1:27:00 PM]:  

I think it was end of April. 

Bien [1:27:22 PM]:  

What did they do to your vehicle that time? 

 [1:27:22 PM]:  

I forgot but I have the paper at home.  

Bien [1:28:31 PM]:  

Let us see what we can do to assist you.  



Bien [1:28:38 PM]:  

May I know the current mileage of your vehicle? 

 [1:28:50 PM]:  

Ok. Thank you.  

Bien [1:28:57 PM]:  

You're welcome.  

 [1:30:32 PM]:  

After I get home I can get exact odometer reading.  

Bien [1:30:51 PM]:  

Any approximate will do.  

 [1:31:06 PM]:  

It barely has 30,000 miles.  

Bien [1:31:54 PM]:  

Thank you. 

Bien [1:32:02 PM]:  

Did you purchase the vehicle new?  

 [1:32:49 PM]:  

No, bought it used at a dealership that has Car Fax.  

Bien [1:33:24 PM]:  

I see. May I know when was your first experience regarding the issue on the steering? 

 [1:33:40 PM]:  

Does this make a big difference on how the truck functions, & gets repaired?? 

Bien [1:34:31 PM]:  

Because the vehicle was purchased pre-owned, it is very difficult to determine what kind of treatment & 
maintenance the car received prior to your ownership. 

Bien [1:35:06 PM]:  





Yes. Thank you. 

 [1:37:51 PM]:  

Please give me Information 

Bien [1:38:55 PM]:  

I can send you the link to schedule your appointment online or would you prefer a phone number? 

 [1:39:40 PM]:  

Treatment from dealership seems to be much better when they know we have contacted you.  

Bien [1:40:14 PM]:  

We are very sorry to hear that you are having issues with the steering and we will further look at your 
case. I have created a case and will be escalating this to our California Customer Engagement Center and 
one of our specialty advisors is going to contact you within the one business day.  

 [1:40:24 PM]:  

A phone number is good.  

Bien [1:41:28 PM]:  

The phone number of Fremont Chevrolet is (510) 445-8700.  

 [1:41:34 PM]:  

Ok. Thank you do much for your time, patience and understanding.  

Bien [1:41:40 PM]:  

You may also visit http://www.mycertifiedservice.com/tools/dealer-locator.extapp.html to contact 
them online.  

Bien [1:41:46 PM]:  

After you click on the link, you will search for the dealership in your area. Then click the Schedule Service 
button. 

 [1:41:58 PM]:  

Thank you  

Bien [1:42:00 PM]:  

You're welcome. Your reference number is .  



Bien [1:42:10 PM]:  

Is there anything else that I may assist you with? 

 [1:42:57 PM]:  

No. Thank you again. 

Bien [1:43:20 PM]:  

You're welcome. Thank you for using GMC Webchat. If you have any other questions, please don't 
hesitate to come back and chat with us. We are here to chat from Monday to Friday at 8:00 a.m. to 9:00 
p.m. Eastern Time, and Saturday 9:00 a.m. to 9:00 p.m. You may also call us at 866-790-5600. Thank you 
for visiting us. 

Call Disconnected. 








