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jessica.butterfield
FOIA 1


File Number

STANDARD TRADE REPURCHASE WORKSHEET
Customer Name

Worksheet filled out by:
Sara Jacbos

Old Vehicle VIN: New Vehicle VIN: Date:
1GTG6CE3 SF- 3GTU2VE02FC- July 24, 2015
TRADE REPURCHASE
IReplacement Veh.Cost (231/237) $45,232 25 G 45531.25-299.00
Conversion / Upfit Cost $0.00 E
State Sales Tax $8.97 N 299*3%
Additional Tax $0.00 E
JReg./Lic./Title Fees (opt) $97.10 R 43.50+40.00+13.60
|[Taxes Reimbursed on old vehicle $0.00 A
|Fees (Explain) $299.00 L
State Fees $0.00 1] |
Items below not shown on new Bill of Sale o)
Cost to transfer Aftermarket ltems $0.00 T
Junused portion of non-GMPP $0.00 O
|H/B, ADV, EXP $869.25 R
[Transportation Fees $105.00 S
|Misc. (Explain) $0.00
Total Replacement Price $46,611.57
State Sales Tax $150.93 4461.37+569.74*3%
Additional Tax $0.00
JReg./Lic./Title Fees (opt) $0.00 Cc
[New Aftermarket Items $0.00 U
|Fees (Explain) $0.00 S
State Fees $0.00 T
Items below contibute to trade-in allowance (0]
Usage/Depreciation $569.74 M|
|Damage $0.00 E
IMSRP Upgrade $4.461.37 R
IMSRP Downgrade (deducted) $0.00 Old MSRP 40060.00
IReimb. of Aft. Mkts on Old Unit $0.00 New MSRP 50600.00
|Misc. Customer Credit $0.00
ILess Dealer Contribution to Cust $0.00
Total Customer Cost $5,182.04
Trade Repurchase Amount $41,580.46
Attorney Fees $0.00
Total Repurchase Amount $41,580.46
Less Dealer Contribution to GM $0.00
(30-day) Lien Payoff $29.871.19
Good Through 08/22/15
|Dealer Due to GM NA
I
GM Due to Dealer $11,709.27 Authorized Signature Date
INADA (Legal Only) $0.00 **This is a "work in process" until approved
Est. Auction Price (Legal Only) $0.00 Jby a Authorized Representative™*
Projected (Loss) -$41,580.46 (Repurchase Group Only)

Form Rev 11/11/2005




BILL OF SALE

Purchase Price (New Unit) $45,232.25
State Sales Tax $159.90
Additional Tax $0.00
Reg./Lic./Title Fees (opt) $97.10
New Aftermarket ltems $0.00
State Fees $0.00
Fees $299.00
Less Dealer Contribution to Cust $0.00
Subtotal $45,788.25
Trade-In Allowance $40,201.14
Loan Payoff $29,871.19
Net Allowance $10,329.95
Cash on Delivery (Paid by GM) $405.07
Total Balance Due $35,053.23
Amount to Dealer for additional Fees $974.25

New Vehicle VIN:

| 3cTU2vEC2FGIEE

Form Rev 11/11/2005




Wil Jones (C)

From: Wil Jones (C)

Sent: Thursday, July 09, 2015 3:54 PM

To: 'rvaldez@teaguechevybuick.com'

Cc: ‘robby@teaguechevybuick.com’

Subject: ACTION REQUIRED WITHIN 4 HOURS / BRC VOC Case, VIN: 1GCGTCE31 F1-

TEAGUE CHEVROLET-BUICK, INC,, BAC: 192854, Customer i}, sr#

Hi Robby,

The referenced customer has submitted a satisfaction survey that has been reviewed by the Voice of the
Customer department within the Business Resource Center (BRC), and has indicated to us that they have
previously contacted your dealership for an issue. As the Customer Experience Manager, you are in the
best position to implement an appropriate and timely action plan, and I will be working with you in this
effort.

The Business Resource Center (BRC) is a specialized team that proactively handles escalated customer
cases with possible legal involvement. The BRC has the ability to expedite access to GM resources to help
you help your customer. Our goal is to partner with your dealership, as part of our customer focus

initiative, to assist in the resolution of the customer’s concern.

Below are details on the customer and their case. Please contact me within 24 hours of receipt of this

message with a repair status update.

Customer:
- Evening:
- Email:
- SR#

Vehicle: 2015 Chevrolet Colorado
- Current Mileage: 1965

- VIN: 16cGTCE31F I

Stated Customer Concern:

> Power steering failure is a very common issue with the Colorados. The dealership was great, &
has been very accommodating. Chevrolet wouldn't let them do anything without the problem
replicating itself though.



> The power steering failed the other day. He drove without the power steering an hour straight to
Dallas & the dealership so they could experience it. They knew what the fix was, he knew as well
because of his research. It’s to replace the rack & pinion. The dealership is doing that right now.

> He’s a member of Colorado forums & the Facebook group. He spoke to a bunch of them & they
all had the story, it took 5 dealership visits because Chevrolet didn't want to authorize repairs
without duplicating the issue.

GM-Voice of the Customer Agent would like to confirm: Repair ETA & if the dealership would like
to contact their field rep for a goodwill offer to the customer.

We value your perspective and will be working closely with you to resolve this issue in a thorough and
timely manner. Please contact me no later than 7/10/15 * 4pm EST with the below identified information

so we can begin addressing these concerns and formulating the necessary steps to resolution.

o Acknowledgement of receipt of the customer’s concern
e Repair status update/ ETA

e Confirmation on if you would like to request goodwill on behalf of the customer from your field rep

Should you have any questions or concerns, | can be reached by calling 866-237-3602, extension 11734
or by fax at 866-233-2953. Thank you for your crucial role in resolving this customer’s issue and creating

long-term satisfaction and loyalty.

If you need additional information, please check the Customer Assistance Center (CAC) Cases tool on
http://www.gmglobalconnect.com. (Case updates are transmitted every two hours between 10am ET and
10pm ET).

Sincerely,

Wil Jones

General Motors

Voice of the Customer Team
Phone: 866-237-3602 Ext: 11734
Fax: 866-233-2953

Email: wil.jones@gm.com




Wil Jones (C)

From: Robby Teague <robby@teaguechevybuick.com>

Sent: Monday, July 13, 2015 4:36 PM

To: Wil Jones (C)

Subject: RE: ACTION REQUIRED WITHIN 4 HOURS / BRC VOC Case, VIN: 1GCGTCE31F]-
TEAGUE CHEVROLET-BUICK, INC., BAC: 192854, Customer: [JJij Sr#
I

Attachments: image001.png; image002.png; image003.png; image004.png

thank you...as of this morning the parts still had not arrived

Robby Teague
Teague Chevrolet-Buick, Inc.
815 W. Mason

Mabank, TX 75147
(903)887-4111

Return-Path: <wil.jones@gm.com>

Received: from dcmxppheip006.imr.gm.com (dcmxppheip006.imr.gm.com [198.208.57.248]) by mail.1daydemo.com with
SMTP;

Mon, 13 Jul 2015 16:34:27 -0400

X-fn: image001.png, image002.png, image003.png, image004.png

X-SKIP-ALL: FALSE

X-LoopCount2: from 130.172.216.19

Received: from dcmipvmdlp021.edc.nam.gm.com (HELO dcmxppheip006-s.imr.gm.com) ([130.172.216.19])
by demxppheip006-s.imr.gm.com with ESMTP; 13 Jul 2015 16:31:24 -0400

X-fn: image001.png, image002.png, image003.png, image004.png

X-SKIP-ALL: FALSE

X-Loopl: 1

X-IronPort-AV: E=Sophos;i="5.15,465,1432612800";
d="png'150?scan'150,208,217,150";a="310872438"

Received: from dcmippexch063.nam.corp.gm.com ([10.121.67.73])

by dcmxppheip006-s.imr.gm.com with ESMTP/TLS/AES256-SHA; 13 Jul 2015 16:31:24 -0400
Received: from DCMIPPEXCHO060.nam.corp.gm.com (10.121.67.70) by
DCMIPPEXCH063.nam.corp.gm.com (10.121.67.73) with Microsoft SMTP Server (TLS)

id 15.0.1044.25; Mon, 13 Jul 2015 16:31:17 -0400

Received: from DCMIPPEXCHO060.nam.corp.gm.com ([10.121.67.70]) by
DCMIPPEXCH060.nam.corp.gm.com ([169.254.8.3]) with mapi id 15.00.1044.021;

Mon, 13 Jul 2015 16:31:17 -0400

From: "Wil Jones (C)" <wil.jones@gm.com>

To: "robby@teaguechevybuick.com" <robby@teaguechevybuick.com>

Subject: RE: ACTION REQUIRED WITHIN 4 HOURS / BRC VOC Case, VIN:

1GCGTCE31F , TEAGUE CHEVROLET-BUICK, INC., BAC: 192854, Customer:
.-

Thread-Topic: ACTION REQUIRED WITHIN 4 HOURS / BRC VOC Case, VIN:

1GCGTCE31F TEAGUE CHEVROLET-BUICK, INC., BAC: 192854, Customer:
.

Thread-Index: AQHQUOLL9EG69YpKQYWAIV5299Vec532350A

Date: Mon, 13 Jul 2015 20:31:17 +0000

Message-1D: <b32fbdfe992b402b88692604f62a512c@DCMIPPEXCH060.nam.corp.gm.com>
References: <2877d97b$25a6e816$3b70d2b0$@teaguechevybuick.com>

1



In-Reply-To: <2877d97b$25a6e816$3b70d2b0$@teaguechevybuick.com=>
Accept-Language: en-US

Content-Language: en-US

X-MS-Has-Attach: yes

X-MS-TNEF-Correlator:

X-ms-exchange-transport-fromentityheader: Hosted

x-originating-ip: [10.121.8.249]

Content-Type: multipart/related;
boundary="_007_b32fbdfe992b402b88692604f62a512cDCMIPPEXCH060namcorpgmc_";
type="multipart/alternative"

MIME-Version: 1.0

X-CFilter-Loop: Reflected

X-SmarterMail-Spam: SpamAssassin 1 [raw: 1]

X-SmarterMail-SpamDetail: Content analysis details: (1.3 points, 5.0 required)
X-SmarterMail-SpamDetail: pts rule name description

X-SmarterMail-SpamDetail: ---- -------=-----mmmmmem oo
X-SmarterMail-SpamDetail: -0.0 RCVD_IN_MSPIKE_H3 RBL: Good reputation (+3)
X-SmarterMail-SpamDetail: [198.208.57.248 listed in wl.mailspike.net]
X-SmarterMail-SpamDetail: -0.7 RP_MATCHES_RCVD Envelope sender domain matches handover relay domain
X-SmarterMail-SpamDetail: 2.0 HTML_MESSAGE BODY: HTML included in message
X-SmarterMail-SpamDetail: -0.0 RCVD_IN_MSPIKE_WL Mailspike good senders
X-SmarterMail-TotalSpamWeight: 1

Hi Robby,
| appreciate the prompt response. I'll escalate the existing SPAC case on my end to try to speed up the parts recovery.

Thanks again,

Wil Jones

General Motors

Voice of the Customer Team
Phone: 866-237-3602 Ext: 11734
Fax: 866-233-2953

Email: wil.jones@gm.com

o

From: Robby Teague [mailto:robby@teaguechevybuick.com]

Sent: Thursday, July 09, 2015 4:07 PM

To: Wil Jones (C)

Subject: re: ACTION REQUIRED WITHIN 4 HOURS / BRC VOC Case, VIN: 1GCGTCE31F]-, TEAGUE CHEVROLET-
BUICK, INC., BAC: 192854, Customer: [} SR

The customer has been very patient...\We, however, have not been able to recieve the parts for over a week now. That
would probably the greatest help. Customer has planned vacation next week.

Robby Teague
Teague Chevrolet-Buick, Inc.
815 W. Mason

Mabank, TX 75147
(903)887-4111



Return-Path: <wil.jones@gm.com>

Received: from dcwxppheip002.imr.gm.com (dcwxppheip002.imr.gm.com [198.208.69.240]) by mail.1daydemo.com with
SMTP;

Thu, 9 Jul 2015 15:56:46 -0400

X-fn: image001.png, image002.png, image003.png, image004.png

X-SKIP-ALL: FALSE

X-LoopCount2: from 148.93.0.27

Received: from dcwipvmdlp018.edc.nam.gm.com (HELO dcwxppheip002-s.imr.gm.com) ([148.93.0.27])
by dcwxppheip002-s.imr.gm.com with ESMTP; 09 Jul 2015 15:54:06 -0400

X-fn: image001.png, image002.png, image003.png, image004.png

X-SKIP-ALL: FALSE

X-Loopl: 1

X-IronPort-AV: E=Sophos;i="5.15,441,1432612800";
d="png'150?scan'150,208,217,150";a="306461038"

Received: from dcmippexch059.nam.corp.gm.com ([10.121.67.69])

by dcwxppheip002-s.imr.gm.com with ESMTP/TLS/AES256-SHA; 09 Jul 2015 15:54:06 -0400
Received: from DCMIPPEXCHO060.nam.corp.gm.com (10.121.67.70) by
DCMIPPEXCH059.nam.corp.gm.com (10.121.67.69) with Microsoft SMTP Server (TLS)

id 15.0.1044.25; Thu, 9 Jul 2015 15:53:59 -0400

Received: from DCMIPPEXCHO060.nam.corp.gm.com ([10.121.67.70]) by
DCMIPPEXCH060.nam.corp.gm.com ([169.254.8.3]) with mapi id 15.00.1044.021;

Thu, 9 Jul 2015 15:53:59 -0400

From: "Wil Jones (C)" <wil.jones@gm.com>

To: "Robby Valdez (TEAGUE CHEVROLET-BUICK INC.)"

<rvaldez@teaguechevybuick.com>

CC: "robby@teaguechevybuick.com" <robby@teaguechevybuick.com>

Subject: ACTION REQUIRED WITHIN 4 HOURS / BRC VOC Case, VIN:

1GCGTCE31F , TEAGUE CHEVROLET-BUICK, INC., BAC: 192854, Customer:
.

Thread-Topic: ACTION REQUIRED WITHIN 4 HOURS / BRC VOC Case, VIN:
1GCGTCE31F , TEAGUE CHEVROLET-BUICK, INC., BAC: 192854, Customer:

Thread-Index: AdC6gI19Q9EG69ypKQYyWAiv5Z99Vecw==

Date: Thu, 9 Jul 2015 19:53:58 +0000

Message-ID: <ff03d3c5be49487cbfe368cbcle00718@DCMIPPEXCHO60.nam.corp.gm.com=>
Accept-Language: en-US

Content-Language: en-US

X-MS-Has-Attach: yes

X-MS-TNEF-Correlator:

X-ms-exchange-transport-fromentityheader: Hosted

x-originating-ip: [10.121.8.244]

Content-Type: multipart/related;
boundary="_007_ff03d3c5be49487cbfe368cbc1e00718DCMIPPEXCHO060namcorpgmc_";
type="multipart/alternative"

MIME-Version: 1.0

X-CFilter-Loop: Reflected

X-SmarterMail-Spam: SpamAssassin 1 [raw: 1]

X-SmarterMail-SpamDetail: Content analysis details: (1.3 points, 5.0 required)
X-SmarterMail-SpamDetail: pts rule name description

X-SmarterMail-SpamDetail: ---- -------=-----mmmmmem oo
X-SmarterMail-SpamDetail: -0.0 RCVD_IN_MSPIKE_H4 RBL: Very Good reputation (+4)
X-SmarterMail-SpamDetail: [198.208.69.240 listed in wl.mailspike.net]
X-SmarterMail-SpamDetail: -0.7 RP_MATCHES_RCVD Envelope sender domain matches handover relay domain
X-SmarterMail-SpamDetail: 2.0 HTML_MESSAGE BODY: HTML included in message




X-SmarterMail-SpamDetail: -0.0 RCVD_IN_MSPIKE_WL Mailspike good senders
X-SmarterMail-TotalSpamWeight: 1

Hi Robby,

The referenced customer has submitted a satisfaction survey that has been reviewed by the Voice of the
Customer department within the Business Resource Center (BRC), and has indicated to us that they have
previously contacted your dealership for an issue. As the Customer Experience Manager, you are in the
best position to implement an appropriate and timely action plan, and I will be working with you in this
effort.

The Business Resource Center (BRC) is a specialized team that proactively handles escalated customer
cases with possible legal involvement. The BRC has the ability to expedite access to GM resources to help
you help your customer. Our goal is to partner with your dealership, as part of our customer focus

initiative, to assist in the resolution of the customer’s concern.

Below are details on the customer and their case. Please contact me within 24 hours of receipt of this

message with a repair status update.

Customer:
- Evening:
- Email:
- SR#

Vehicle: 2015 Chevrolet Colorado
- Current Mileage: 1965

- VIN: 1GCGTCE31F i

e Stated Customer Concern:

> Power steering failure is a very common issue with the Colorados. The dealership was great, &
has been very accommodating. Chevrolet wouldn't let them do anything without the problem
replicating itself though.

> The power steering failed the other day. He drove without the power steering an hour straight to
Dallas & the dealership so they could experience it. They knew what the fix was, he knew as well
because of his research. It's to replace the rack & pinion. The dealership is doing that right now.

> He's a member of Colorado forums & the Facebook group. He spoke to a bunch of them & they
all had the story, it took 5 dealership visits because Chevrolet didn't want to authorize repairs
without duplicating the issue.

GM-Voice of the Customer Agent would like to confirm: Repair ETA & if the dealership would like
to contact their field rep for a goodwill offer to the customer.



We value your perspective and will be working closely with you to resolve this issue in a thorough and
timely manner. Please contact me no later than 7/10/15 * 4pm EST with the below identified information

so we can begin addressing these concerns and formulating the necessary steps to resolution.

e Acknowledgement of receipt of the customer’s concern

e Repair status update/ ETA

e Confirmation on if you would like to request goodwill on behalf of the customer from your field rep

Should you have any questions or concerns, | can be reached by calling 866-237-3602, extension 11734
or by fax at 866-233-2953. Thank you for your crucial role in resolving this customer’s issue and creating

long-term satisfaction and loyalty.

If you need additional information, please check the Customer Assistance Center (CAC) Cases tool on
http://www.gmglobalconnect.com. (Case updates are transmitted every two hours between 10am ET and
10pm ET).

Sincerely,

Wil Jones

General Motors

Voice of the Customer Team
Phone: 866-237-3602 Ext: 11734
Fax: 866-233-2953

Email: wil.jones@gm.com

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

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

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



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



Wil Jones (C)

From: Robby Teague <robby@teaguechevybuick.com>

Sent: Thursday, July 09, 2015 4.07 PM

To: Wil Jones (C)

Subject: re: ACTION REQUIRED WITHIN 4 HOURS / BRC VOC Case, VIN: 1GCGTCE31F]-
TEAGUE CHEVROLET-BUICK, INC., BAC: 192854, Customer:-, SR#
I

Attachments: image001.png; image002.png; image003.png; image004.png

The customer has been very patient...We, however, have not been able to recieve the parts for over a week now. That
would probably the greatest help. Customer has planned vacation next week.

Robby Teague
Teague Chevrolet-Buick, Inc.
815 W. Mason

Mabank, TX 75147
(903)887-4111

Return-Path: <wil.jones@gm.com>

Received: from dcwxppheip002.imr.gm.com (dcwxppheip002.imr.gm.com [198.208.69.240]) by mail.1daydemo.com with
SMTP;

Thu, 9 Jul 2015 15:56:46 -0400

X-fn: image001.png, image002.png, image003.png, image004.png

X-SKIP-ALL: FALSE

X-LoopCount2: from 148.93.0.27

Received: from dcwipvmdlp018.edc.nam.gm.com (HELO dcwxppheip002-s.imr.gm.com) ([148.93.0.27])
by dcwxppheip002-s.imr.gm.com with ESMTP; 09 Jul 2015 15:54:06 -0400

X-fn: image001.png, image002.png, image003.png, image004.png

X-SKIP-ALL: FALSE

X-Loopl: 1

X-IronPort-AV: E=Sophos;i="5.15,441,1432612800";
d="png'150?scan'150,208,217,150";a="306461038"

Received: from dcmippexch059.nam.corp.gm.com ([10.121.67.69])

by dcwxppheip002-s.imr.gm.com with ESMTP/TLS/AES256-SHA; 09 Jul 2015 15:54:06 -0400
Received: from DCMIPPEXCHO060.nam.corp.gm.com (10.121.67.70) by
DCMIPPEXCH059.nam.corp.gm.com (10.121.67.69) with Microsoft SMTP Server (TLS)

id 15.0.1044.25; Thu, 9 Jul 2015 15:53:59 -0400

Received: from DCMIPPEXCHO060.nam.corp.gm.com ([10.121.67.70]) by
DCMIPPEXCH060.nam.corp.gm.com ([169.254.8.3]) with mapi id 15.00.1044.021;

Thu, 9 Jul 2015 15:53:59 -0400

From: "Wil Jones (C)" <wil.jones@gm.com>

To: "Robby Valdez (TEAGUE CHEVROLET-BUICK INC.)"

<rvaldez@teaguechevybuick.com>

CC: "robby@teaguechevybuick.com" <robby@teaguechevybuick.com>

Subject: ACTION REQUIRED WITHIN 4 HOURS / BRC VOC Case, VIN:

1GCGTCE31F , TEAGUE CHEVROLET-BUICK, INC., BAC: 192854, Customer:

. -

Thread-Topic: ACTION REQUIRED WITHIN 4 HOURS / BRC VOC Case, VIN:

1GCGTCE31F TEAGUE CHEVROLET-BUICK, INC., BAC: 192854, Customer:
, SR#

Thread-Index: AdC6gI19Q9EG69ypKQYyWAIV5Z99Vecw==



Date: Thu, 9 Jul 2015 19:53:58 +0000

Message-ID: <ff03d3c5be49487cbfe368cbc1e00718@DCMIPPEXCH060.nam.corp.gm.com>
Accept-Language: en-US

Content-Language: en-US

X-MS-Has-Attach: yes

X-MS-TNEF-Correlator:

x-ms-exchange-transport-fromentityheader: Hosted

x-originating-ip: [10.121.8.244]

Content-Type: multipart/related;
boundary="_007_ff03d3c5be49487cbfe368cbc1e00718DCMIPPEXCH060namcorpgmc_";
type="multipart/alternative"

MIME-Version: 1.0

X-CFilter-Loop: Reflected

X-SmarterMail-Spam: SpamAssassin 1 [raw: 1]

X-SmarterMail-SpamDetail: Content analysis details: (1.3 points, 5.0 required)
X-SmarterMail-SpamDetail: pts rule name description

X-SmarterMail-SpamDetail: ----
X-SmarterMail-SpamDetail: -0.0 RCVD_IN_MSPIKE_H4 RBL: Very Good reputation (+4)
X-SmarterMail-SpamDetail: [198.208.69.240 listed in wl.mailspike.net]

X-SmarterMail-SpamDetail: -0.7 RP_MATCHES_RCVD Envelope sender domain matches handover relay domain
X-SmarterMail-SpamDetail: 2.0 HTML_MESSAGE BODY: HTML included in message

X-SmarterMail-SpamDetail: -0.0 RCVD_IN_MSPIKE_WL Mailspike good senders
X-SmarterMail-TotalSpamWeight: 1

Hi Robby,

The referenced customer has submitted a satisfaction survey that has been reviewed by the Voice of the
Customer department within the Business Resource Center (BRC), and has indicated to us that they have
previously contacted your dealership for an issue. As the Customer Experience Manager, you are in the
best position to implement an appropriate and timely action plan, and I will be working with you in this
effort.

The Business Resource Center (BRC) is a specialized team that proactively handles escalated customer
cases with possible legal involvement. The BRC has the ability to expedite access to GM resources to help
you help your customer. Our goal is to partner with your dealership, as part of our customer focus

initiative, to assist in the resolution of the customer’s concern.

Below are details on the customer and their case. Please contact me within 24 hours of receipt of this

message with a repair status update.

Customer:
- Evening:



Vehicle: 2015 Chevrolet Colorado
- Current Mileage: 1965

- VIN: 1GcGTCE31FI|N

° Stated Customer Concern:

> Power steering failure is a very common issue with the Colorados. The dealership was great, &
has been very accommodating. Chevrolet wouldn't let them do anything without the problem
replicating itself though.

> The power steering failed the other day. He drove without the power steering an hour straight to
Dallas & the dealership so they could experience it. They knew what the fix was, he knew as well
because of his research. It's to replace the rack & pinion. The dealership is doing that right now.

> He’s a member of Colorado forums & the Facebook group. He spoke to a bunch of them & they
all had the story, it took 5 dealership visits because Chevrolet didn't want to authorize repairs
without duplicating the issue.

GM-Voice of the Customer Agent would like to confirm: Repair ETA & if the dealership would like
to contact their field rep for a goodwill offer to the customer.

We value your perspective and will be working closely with you to resolve this issue in a thorough and
timely manner. Please contact me no later than 7/10/15 * 4pm EST with the below identified information

so we can begin addressing these concerns and formulating the necessary steps to resolution.

o Acknowledgement of receipt of the customer’s concern

e Repair status update/ ETA

e Confirmation on if you would like to request goodwill on behalf of the customer from your field rep

Should you have any questions or concerns, | can be reached by calling 866-237-3602, extension 11734
or by fax at 866-233-2953. Thank you for your crucial role in resolving this customer’s issue and creating

long-term satisfaction and loyalty.

If you need additional information, please check the Customer Assistance Center (CAC) Cases tool on
http://www.gmglobalconnect.com. (Case updates are transmitted every two hours between 10am ET and
10pm ET).

Sincerely,

Wil Jones
General Motors



Voice of the Customer Team
Phone: 866-237-3602 Ext: 11734
Fax: 866-233-2953

Email: wil.jones@gm.com

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

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



Wil Jones (C)

From: Wil Jones (C)

Sent: Monday, July 13, 2015 4:31 PM

To: ‘robby@teaguechevybuick.com’

Subject: RE: ACTION REQUIRED WITHIN 4 HOURS / BRC VOC Case, VIN: 1GCGTCE31F 1|l
TEAGUE CHEVROLET-BUICK, INC., BAC: 192854, Customer i} sr#
I

Hi Robby,

| appreciate the prompt response. I'll escalate the existing SPAC case on my end to try to speed up the parts recovery.

Thanks again,

Wil Jones

General Motors

Voice of the Customer Team
Phone: 866-237-3602 Ext: 11734
Fax: 866-233-2953

Email: wil.jones@gm.com

From: Robby Teague [mailto:robby@teaguechevybuick.com]

Sent: Thursday, July 09, 2015 4:07 PM

To: Wil Jones (C)

Subject: re: ACTION REQUIRED WITHIN 4 HOURS / BRC VOC Case, VIN: 1GCGTCE31F]-, TEAGUE CHEVROLET-
BUICK, INC., BAC: 192854, Customer: [}, sr#

The customer has been very patient...We, however, have not been able to recieve the parts for over a week now. That
would probably the greatest help. Customer has planned vacation next week.

Robby Teague
Teague Chevrolet-Buick, Inc.
815 W. Mason

Mabank, TX 75147
(903)887-4111

Return-Path: <wil.jones@gm.com>

Received: from dcwxppheip002.imr.gm.com (dcwxppheip002.imr.gm.com [198.208.69.240]) by mail.1daydemo.com with
SMTP;

Thu, 9 Jul 2015 15:56:46 -0400

X-fn: image001.png, image002.png, image003.png, image004.png

X-SKIP-ALL: FALSE

X-LoopCount2: from 148.93.0.27




Received: from dcwipvmdlp018.edc.nam.gm.com (HELO dcwxppheip002-s.imr.gm.com) ([148.93.0.27])
by dcwxppheip002-s.imr.gm.com with ESMTP; 09 Jul 2015 15:54:06 -0400
X-fn: image001.png, image002.png, image003.png, image004.png
X-SKIP-ALL: FALSE
X-Loopl: 1
X-IronPort-AV: E=Sophos;i="5.15,441,1432612800";
d="png'150?scan'150,208,217,150";a="306461038"
Received: from dcmippexch059.nam.corp.gm.com ([10.121.67.69])
by dcwxppheip002-s.imr.gm.com with ESMTP/TLS/AES256-SHA; 09 Jul 2015 15:54:06 -0400
Received: from DCMIPPEXCHO060.nam.corp.gm.com (10.121.67.70) by
DCMIPPEXCH059.nam.corp.gm.com (10.121.67.69) with Microsoft SMTP Server (TLS)
id 15.0.1044.25; Thu, 9 Jul 2015 15:53:59 -0400
Received: from DCMIPPEXCHO060.nam.corp.gm.com ([10.121.67.70]) by
DCMIPPEXCH060.nam.corp.gm.com ([169.254.8.3]) with mapi id 15.00.1044.021;
Thu, 9 Jul 2015 15:53:59 -0400
From: "Wil Jones (C)" <wil.jones@gm.com>
To: "Robby Valdez (TEAGUE CHEVROLET-BUICK INC.)"
<rvaldez@teaguechevybuick.com>
CC: "robby@teaguechevybuick.com" <robby@teaguechevybuick.com>
Subject: ACTION REQUIRED WITHIN 4 HOURS / BRC VOC Case, VIN:
1GCGTCE31F , TEAGUE CHEVROLET-BUICK, INC., BAC: 192854, Customer:

, SR#
Thread-Topic: ACTION REQUIRED WITHIN 4 HOURS / BRC VOC Case, VIN:

1GCGTCE31F , TEAGUE CHEVROLET-BUICK, INC., BAC: 192854, Customer:
.

Thread-Index: AdC6gI19Q9EG69ypKQYyWAiv5Z99Vecw==

Date: Thu, 9 Jul 2015 19:53:58 +0000

Message-ID: <ff03d3c5be49487cbfe368cbcle00718@DCMIPPEXCHO60.nam.corp.gm.com>
Accept-Language: en-US

Content-Language: en-US

X-MS-Has-Attach: yes

X-MS-TNEF-Correlator:

X-ms-exchange-transport-fromentityheader: Hosted

x-originating-ip: [10.121.8.244]

Content-Type: multipart/related;
boundary="_007_ff03d3c5be49487cbfe368cbc1e00718DCMIPPEXCHO060namcorpgmc_";
type="multipart/alternative"

MIME-Version: 1.0

X-CFilter-Loop: Reflected

X-SmarterMail-Spam: SpamAssassin 1 [raw: 1]

X-SmarterMail-SpamDetail: Content analysis details: (1.3 points, 5.0 required)
X-SmarterMail-SpamDetail: pts rule name description

X-SmarterMail-SpamDetail: ---- -------=-----mmmm e oo
X-SmarterMail-SpamDetail: -0.0 RCVD_IN_MSPIKE_H4 RBL: Very Good reputation (+4)
X-SmarterMail-SpamDetail: [198.208.69.240 listed in wl.mailspike.net]
X-SmarterMail-SpamDetail: -0.7 RP_MATCHES_RCVD Envelope sender domain matches handover relay domain
X-SmarterMail-SpamDetail: 2.0 HTML_MESSAGE BODY: HTML included in message
X-SmarterMail-SpamDetail: -0.0 RCVD_IN_MSPIKE_WL Mailspike good senders
X-SmarterMail-TotalSpamWeight: 1

Hi Robby,

The referenced customer has submitted a satisfaction survey that has been reviewed by the Voice of the
Customer department within the Business Resource Center (BRC), and has indicated to us that they have

previously contacted your dealership for an issue. As the Customer Experience Manager, you are in the
2



best position to implement an appropriate and timely action plan, and I will be working with you in this
effort.

The Business Resource Center (BRC) is a specialized team that proactively handles escalated customer
cases with possible legal involvement. The BRC has the ability to expedite access to GM resources to help
you help your customer. Our goal is to partner with your dealership, as part of our customer focus

initiative, to assist in the resolution of the customer’s concern.

Below are details on the customer and their case. Please contact me within 24 hours of receipt of this

message with a repair status update.

Customer:
- Evening:
- Email:
- SR#

Vehicle: 2015 Chevrolet Colorado
- Current Mileage: 1965

- VIN: 1GCGTCE31F-

e Stated Customer Concern:

> Power steering failure is a very common issue with the Colorados. The dealership was great, &
has been very accommodating. Chevrolet wouldn't let them do anything without the problem
replicating itself though.

> The power steering failed the other day. He drove without the power steering an hour straight to
Dallas & the dealership so they could experience it. They knew what the fix was, he knew as well
because of his research. It's to replace the rack & pinion. The dealership is doing that right now.

> He's a member of Colorado forums & the Facebook group. He spoke to a bunch of them & they
all had the story, it took 5 dealership visits because Chevrolet didn't want to authorize repairs
without duplicating the issue.

GM-Voice of the Customer Agent would like to confirm: Repair ETA & if the dealership would like

to contact their field rep for a goodwill offer to the customer.

We value your perspective and will be working closely with you to resolve this issue in a thorough and
timely manner. Please contact me no later than 7/10/15 * 4pm EST with the below identified information

so we can begin addressing these concerns and formulating the necessary steps to resolution.

¢ Acknowledgement of receipt of the customer’s concern



Repair status update/ ETA

Confirmation on if you would like to request goodwill on behalf of the customer from your field rep

Should you have any questions or concerns, | can be reached by calling 866-237-3602, extension 11734
or by fax at 866-233-2953. Thank you for your crucial role in resolving this customer’s issue and creating

long-term satisfaction and loyalty.

If you need additional information, please check the Customer Assistance Center (CAC) Cases tool on
http://www.gmglobalconnect.com. (Case updates are transmitted every two hours between 10am ET and
10pm ET).

Sincerely,

Wil Jones

General Motors

Voice of the Customer Team
Phone: 866-237-3602 Ext: 11734
Fax: 866-233-2953

Email: wil.jones@gm.com

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

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



Wil Jones (C)

From: Wil Jones (C)

Sent: Tuesday, July 21, 2015 9:31 AM

To: ‘robby@teaguechevybuick.com’

Subject: RE: ACTION REQUIRED WITHIN 4 HOURS / BRC VOC Case, VIN: 1GCGTCE31F]-
TEAGUE CHEVROLET-BUICK, INC., BAC: 192854, Customer:-, SR#
I

Hi Robby,

The notes from the SPAC case are indicating that the appropriate part was shipped after my escalation on the 14™. Are
you able to confirm receipt? If it hasn’t arrived yet I'll escalate further.

Thanks!

Wil Jones

General Motors

Voice of the Customer Team
Phone: 866-237-3602 Ext: 11734
Fax: 866-233-2953

Email: wil.jones@gm.com

From: Robby Teague [mailto:robby@teaguechevybuick.com]

Sent: Monday, July 13, 2015 4:36 PM

To: Wil Jones (C)

Subject: RE: ACTION REQUIRED WITHIN 4 HOURS / BRC VOC Case, VIN: 1GCGTCE31F1Jli] TEAGUE CHEVROLET-
BUICK, INC., BAC: 192854, Customer JjJJl} sr#

thank you...as of this morning the parts still had not arrived

Robby Teague
Teague Chevrolet-Buick, Inc.
815 W. Mason

Mabank, TX 75147
(903)887-4111

Return-Path: <wil.jones@gm.com>

Received: from dcmxppheip006.imr.gm.com (dcmxppheip006.imr.gm.com [198.208.57.248]) by mail.1daydemo.com with
SMTP;

Mon, 13 Jul 2015 16:34:27 -0400

X-fn: image001.png, image002.png, image003.png, image004.png

X-SKIP-ALL: FALSE

X-LoopCount2: from 130.172.216.19

Received: from dcmipvmdlp021.edc.nam.gm.com (HELO dcmxppheip006-s.imr.gm.com) ([130.172.216.19])

1



by demxppheip006-s.imr.gm.com with ESMTP; 13 Jul 2015 16:31:24 -0400

X-fn: image001.png, image002.png, image003.png, image004.png

X-SKIP-ALL: FALSE

X-Loopl: 1

X-IronPort-AV: E=Sophos;i="5.15,465,1432612800";
d="png'150?scan'150,208,217,150";a="310872438"

Received: from dcmippexch063.nam.corp.gm.com ([10.121.67.73])

by demxppheip006-s.imr.gm.com with ESMTP/TLS/AES256-SHA; 13 Jul 2015 16:31:24 -0400
Received: from DCMIPPEXCHO060.nam.corp.gm.com (10.121.67.70) by
DCMIPPEXCH063.nam.corp.gm.com (10.121.67.73) with Microsoft SMTP Server (TLS)

id 15.0.1044.25; Mon, 13 Jul 2015 16:31:17 -0400

Received: from DCMIPPEXCHO060.nam.corp.gm.com ([10.121.67.70]) by
DCMIPPEXCH060.nam.corp.gm.com ([169.254.8.3]) with mapi id 15.00.1044.021;

Mon, 13 Jul 2015 16:31:17 -0400

From: "Wil Jones (C)" <wil.jones@gm.com>

To: "robby@teaguechevybuick.com" <robby@teaguechevybuick.com>

Subject: RE: ACTION REQUIRED WITHIN 4 HOURS / BRC VOC Case, VIN:

1GCGTCE31F , TEAGUE CHEVROLET-BUICK, INC., BAC: 192854, Customer:

-, SR#
Thread-Topic: ACTION REQUIRED WITHIN 4 HOURS / BRC VOC Case, VIN:
1GCGTCE31F , TEAGUE CHEVROLET-BUICK, INC., BAC: 192854, Customer:

Thread-Index: AQHQUOLL9EG69YpKQYWAIV5299Vec532350A

Date: Mon, 13 Jul 2015 20:31:17 +0000

Message-ID: <b32fbdfe992b402b88692604f62a512c@DCMIPPEXCHO60.nam.corp.gm.com>
References: <2877d97b$25a6e816$3b70d2b0$@teaguechevybuick.com>

In-Reply-To: <2877d97b$25a6e816$3b70d2b0$@teaguechevybuick.com>
Accept-Language: en-US

Content-Language: en-US

X-MS-Has-Attach: yes

X-MS-TNEF-Correlator:

X-ms-exchange-transport-fromentityheader: Hosted

x-originating-ip: [10.121.8.249]

Content-Type: multipart/related;
boundary="_007_b32fbdfe992b402b88692604f62a512cDCMIPPEXCHO060namcorpgmc_";
type="multipart/alternative"

MIME-Version: 1.0

X-CFilter-Loop: Reflected

X-SmarterMail-Spam: SpamAssassin 1 [raw: 1]

X-SmarterMail-SpamDetail: Content analysis details: (1.3 points, 5.0 required)
X-SmarterMail-SpamDetail: pts rule name description

X-SmarterMail-SpamDetail: ---- -------=-----mmmm e oo
X-SmarterMail-SpamDetail: -0.0 RCVD_IN_MSPIKE_H3 RBL: Good reputation (+3)
X-SmarterMail-SpamDetail: [198.208.57.248 listed in wl.mailspike.net]
X-SmarterMail-SpamDetail: -0.7 RP_MATCHES_RCVD Envelope sender domain matches handover relay domain
X-SmarterMail-SpamDetail: 2.0 HTML_MESSAGE BODY: HTML included in message
X-SmarterMail-SpamDetail: -0.0 RCVD_IN_MSPIKE_WL Mailspike good senders
X-SmarterMail-TotalSpamWeight: 1

Hi Robby,
| appreciate the prompt response. I'll escalate the existing SPAC case on my end to try to speed up the parts recovery.

Thanks again,




Wil Jones

General Motors

Voice of the Customer Team
Phone: 866-237-3602 Ext: 11734
Fax: 866-233-2953

Email: wil.jones@gm.com

From: Robby Teague [mailto:robby@teaguechevybuick.com]

Sent: Thursday, July 09, 2015 4:07 PM

To: Wil Jones (C)

Subject: re: ACTION REQUIRED WITHIN 4 HOURS / BRC VOC Case, VIN: 1GCGTCE31F]-, TEAGUE CHEVROLET-

BUICK, INC., BAC: 192854, Customer: [l sr+ GG

The customer has been very patient...\We, however, have not been able to recieve the parts for over a week now. That
would probably the greatest help. Customer has planned vacation next week.

Robby Teague
Teague Chevrolet-Buick, Inc.
815 W. Mason

Mabank, TX 75147
(903)887-4111

Return-Path: <wil.jones@gm.com>

Received: from dcwxppheip002.imr.gm.com (dcwxppheip002.imr.gm.com [198.208.69.240]) by mail.1daydemo.com with
SMTP;

Thu, 9 Jul 2015 15:56:46 -0400

X-fn: image001.png, image002.png, image003.png, image004.png

X-SKIP-ALL: FALSE

X-LoopCount2: from 148.93.0.27

Received: from dcwipvmdlp018.edc.nam.gm.com (HELO dcwxppheip002-s.imr.gm.com) ([148.93.0.27])
by dcwxppheip002-s.imr.gm.com with ESMTP; 09 Jul 2015 15:54:06 -0400

X-fn: image001.png, image002.png, image003.png, image004.png

X-SKIP-ALL: FALSE

X-Loopl: 1

X-IronPort-AV: E=Sophos;i="5.15,441,1432612800";
d="png'150?scan'150,208,217,150";a="306461038"

Received: from dcmippexch059.nam.corp.gm.com ([10.121.67.69])

by dcwxppheip002-s.imr.gm.com with ESMTP/TLS/AES256-SHA; 09 Jul 2015 15:54:06 -0400
Received: from DCMIPPEXCHO060.nam.corp.gm.com (10.121.67.70) by
DCMIPPEXCH059.nam.corp.gm.com (10.121.67.69) with Microsoft SMTP Server (TLS)

id 15.0.1044.25; Thu, 9 Jul 2015 15:53:59 -0400

Received: from DCMIPPEXCHO060.nam.corp.gm.com ([10.121.67.70]) by
DCMIPPEXCH060.nam.corp.gm.com ([169.254.8.3]) with mapi id 15.00.1044.021;

Thu, 9 Jul 2015 15:53:59 -0400

From: "Wil Jones (C)" <wil.jones@gm.com>

To: "Robby Valdez (TEAGUE CHEVROLET-BUICK INC.)"

<rvaldez@teaguechevybuick.com>

CC: "robby@teaguechevybuick.com" <robby@teaguechevybuick.com>

Subject: ACTION REQUIRED WITHIN 4 HOURS / BRC VOC Case, VIN:

1GCGTCE31F , TEAGUE CHEVROLET-BUICK, INC., BAC: 192854, Customer:
s WS
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Thread-Topic: ACTION REQUIRED WITHIN 4 HOURS / BRC VOC Case, VIN:

1GCGTCE31F TEAGUE CHEVROLET-BUICK, INC., BAC: 192854, Customer:
.

Thread-Index: AdC6gI19Q9EG69ypKQyWAIv5Z99Vecw==

Date: Thu, 9 Jul 2015 19:53:58 +0000

Message-ID: <ff03d3c5be49487cbfe368cbcle00718@DCMIPPEXCHO60.nam.corp.gm.com>
Accept-Language: en-US

Content-Language: en-US

X-MS-Has-Attach: yes

X-MS-TNEF-Correlator:

X-ms-exchange-transport-fromentityheader: Hosted

x-originating-ip: [10.121.8.244]

Content-Type: multipart/related;
boundary="_007_ff03d3c5be49487cbfe368cbc1e00718DCMIPPEXCHO060namcorpgmc_";
type="multipart/alternative"

MIME-Version: 1.0

X-CFilter-Loop: Reflected

X-SmarterMail-Spam: SpamAssassin 1 [raw: 1]

X-SmarterMail-SpamDetail: Content analysis details: (1.3 points, 5.0 required)
X-SmarterMail-SpamDetail: pts rule name description

X-SmarterMail-SpamDetail: ---- -------=-----mmmm e oo
X-SmarterMail-SpamDetail: -0.0 RCVD_IN_MSPIKE_H4 RBL: Very Good reputation (+4)
X-SmarterMail-SpamDetail: [198.208.69.240 listed in wl.mailspike.net]
X-SmarterMail-SpamDetail: -0.7 RP_MATCHES_RCVD Envelope sender domain matches handover relay domain
X-SmarterMail-SpamDetail: 2.0 HTML_MESSAGE BODY: HTML included in message
X-SmarterMail-SpamDetail: -0.0 RCVD_IN_MSPIKE_WL Mailspike good senders
X-SmarterMail-TotalSpamWeight: 1

Hi Robby,

The referenced customer has submitted a satisfaction survey that has been reviewed by the Voice of the
Customer department within the Business Resource Center (BRC), and has indicated to us that they have
previously contacted your dealership for an issue. As the Customer Experience Manager, you are in the
best position to implement an appropriate and timely action plan, and | will be working with you in this

effort.

The Business Resource Center (BRC) is a specialized team that proactively handles escalated customer
cases with possible legal involvement. The BRC has the ability to expedite access to GM resources to help
you help your customer. Our goal is to partner with your dealership, as part of our customer focus

initiative, to assist in the resolution of the customer’s concern.

Below are details on the customer and their case. Please contact me within 24 hours of receipt of this

message with a repair status update.

customer: N



- Evening:
- Email:
- SR#

Vehicle: 2015 Chevrolet Colorado
- Current Mileage: 1965

- VIN: 1GCcGTCE31F 1

e Stated Customer Concern:

> Power steering failure is a very common issue with the Colorados. The dealership was great, &
has been very accommodating. Chevrolet wouldn't let them do anything without the problem
replicating itself though.

> The power steering failed the other day. He drove without the power steering an hour straight to
Dallas & the dealership so they could experience it. They knew what the fix was, he knew as well
because of his research. It's to replace the rack & pinion. The dealership is doing that right now.

> He's a member of Colorado forums & the Facebook group. He spoke to a bunch of them & they
all had the story, it took 5 dealership visits because Chevrolet didn't want to authorize repairs
without duplicating the issue.

GM-Voice of the Customer Agent would like to confirm: Repair ETA & if the dealership would like
to contact their field rep for a goodwill offer to the customer.

We value your perspective and will be working closely with you to resolve this issue in a thorough and
timely manner. Please contact me no later than 7/10/15 * 4pm EST with the below identified information

so we can begin addressing these concerns and formulating the necessary steps to resolution.

¢ Acknowledgement of receipt of the customer’s concern

e Repair status update/ ETA

e Confirmation on if you would like to request goodwill on behalf of the customer from your field rep

Should you have any questions or concemrns, I can be reached by calling 866-237-3602, extension 11734
or by fax at 866-233-2953. Thank you for your crucial role in resolving this customer’s issue and creating

long-term satisfaction and loyalty.

If you need additional information, please check the Customer Assistance Center (CAC) Cases tool on
http://www.amalobalconnect.com. (Case updates are transmitted every two hours between 10am ET and
10pm ET).

Sincerely,



Wil Jones

General Motors

Voice of the Customer Team
Phone: 866-237-3602 Ext: 11734
Fax: 866-233-2953

Email: wil.jones@gm.com

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

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

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

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



Wil Jones (C)

From: Wil Jones (C)

Sent: Thursday, July 23, 2015 3:59 PM

To: Jeff E Thompson

Subject: ACTION REQUIRED BY 7/24/15 / BRC VOC Case, VIN: 1TGCGTCE31F1 , TEAGUE
CHEVROLET-BUICK, INC., BAC: 192854, Customer ||} SR#‘

Attachments: image001.png; image002.png; image003.png; image004.png

Hi Jeff,

| am contacting you for your involvement and assistance in the resolution of the above-referenced case. The dealership
has been waiting over 2 weeks for replacement parts to perform a steering column repair. Below are some relevant
facts of the case].

Customer:
- Evening:

Vehicle: 2015 Chevrolet Colorado
- Current Mileage: 1965

- VIN: lGCGTCE31F]-

Summary of Concern:

A SPAC case _) had been opened so | escalated it to SPAC-ER on 7/14/15. Notes on the
SPAC case indicated that the part was found elsewhere & shipped shortly afterward on the same day.

The SPAC SR indicated the rep was working on some kind of approval, but on my next check in with the
dealership 7/21/15 | was told that the part still hadn’t arrived yet. Please assist.

VOC cas
SPAC case:

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, | can be reached by calling 866-237-3602, extension
11734 or by fax at 866-233-2953.

Sincerely,

Wil Jones

General Motors

Voice of the Customer Team
Phone: 866-237-3602 Ext: 11734
Fax: 866-233-2953



Email: wil.jones@gm.com

From: Robby Teague [mailto:robby@teaguechevybuick.com]

Sent: Tuesday, July 21, 2015 9:44 AM

To: Wil Jones (C)

Subject: RE: ACTION REQUIRED WITHIN 4 HOURS / BRC VOC Case, VIN: 1GCGTCE31F]-, TEAGUE CHEVROLET-
BUICK, INC., BAC: 192854, Customer JJJJjli}. SR

wil
Per my parts manager, we have not seen it yet.

Thank you

Robby Teague
Teague Chevrolet-Buick, Inc.
815 W. Mason

Mabank, TX 75147
(903)887-4111

Return-Path: <wil.jones@gm.com>

Received: from dcwxppheip001.imr.gm.com (dcwxppheip001.imr.gm.com [198.208.69.239]) by mail.1daydemo.com with
SMTP;

Tue, 21 Jul 2015 09:31:55 -0400

X-fn: image001.png, image002.png, image003.png, image004.png

X-SKIP-ALL: FALSE

X-LoopCount2: from 148.93.0.29

Received: from dcwipvmdlp020.edc.nam.gm.com (HELO dcwxppheip001-s.imr.gm.com) ([148.93.0.29])
by dcwxppheip001-s.imr.gm.com with ESMTP; 21 Jul 2015 09:31:28 -0400

X-fn: image001.png, image002.png, image003.png, image004.png

X-SKIP-ALL: FALSE

X-Loopl: 1

X-IronPort-AV: E=Sophos;i="5.15,516,1432612800";
d="png'150?scan'150,208,217,150";a="326673297"

Received: from dcmippexch063.nam.corp.gm.com ([10.121.67.73])

by dcwxppheip001-s.imr.gm.com with ESMTP/TLS/AES256-SHA; 21 Jul 2015 09:30:47 -0400
Received: from DCMIPPEXCHO060.nam.corp.gm.com (10.121.67.70) by
DCMIPPEXCH063.nam.corp.gm.com (10.121.67.73) with Microsoft SMTP Server (TLS)

id 15.0.1044.25; Tue, 21 Jul 2015 09:30:39 -0400

Received: from DCMIPPEXCHO060.nam.corp.gm.com ([10.121.67.70]) by
DCMIPPEXCH060.nam.corp.gm.com ([169.254.8.3]) with mapi id 15.00.1044.021;

Tue, 21 Jul 2015 09:30:39 -0400

From: "Wil Jones (C)" <wil.jones@gm.com>

To: "robby@teaguechevybuick.com" <robby@teaguechevybuick.com>

Subject: RE: ACTION REQUIRED WITHIN 4 HOURS / BRC VOC Case, VIN:

1GCGTCE31 TEAGUE CHEVROLET-BUICK, INC., BAC: 192854, Customer:

.

Thread-Topic: ACTION REQUIRED WITHIN 4 HOURS / BRC VOC Case, VIN:

1GCGTCE31F TEAGUE CHEVROLET-BUICK, INC., BAC: 192854, Customer:
.

Thread-Index: AQHQvat39EG69ypKQYyWAIv5Z99Vec53I9tew
Date: Tue, 21 Jul 2015 13:30:39 +0000




Message-ID: <5b496ad33d734212aeb4dc630ff569be @DCMIPPEXCHO60.nam.corp.gm.com>
References: <7828c892%44a8a72d$70e925a5$@teaguechevybuick.com>

In-Reply-To: <7828c892%44a8a72d$70e925a5$@teaguechevybuick.com>
Accept-Language: en-US

Content-Language: en-US

X-MS-Has-Attach: yes

X-MS-TNEF-Correlator:

X-ms-exchange-transport-fromentityheader: Hosted

x-originating-ip: [10.121.8.245]

Content-Type: multipart/related;
boundary="_007_5b496ad33d734212aeb4dc630ff569beDCMIPPEXCHO060namcorpgmc_";
type="multipart/alternative"

MIME-Version: 1.0

X-CFilter-Loop: Reflected

X-SmarterMail-Spam: SpamAssassin O [raw: 0]

X-SmarterMail-SpamDetail: Content analysis details: (-0.6 points, 5.0 required)
X-SmarterMail-SpamDetail: pts rule name description

X-SmarterMail-SpamDetail: ---- -------=-----mmmm e e
X-SmarterMail-SpamDetail: -0.0 RCVD_IN_MSPIKE_H4 RBL: Very Good reputation (+4)
X-SmarterMail-SpamDetail: [198.208.69.239 listed in wl.mailspike.net]
X-SmarterMail-SpamDetail: -0.7 RP_MATCHES_RCVD Envelope sender domain matches handover relay domain
X-SmarterMail-SpamDetail: 2.0 HTML_MESSAGE BODY: HTML included in message
X-SmarterMail-SpamDetail: -1.9 BAYES_00 BODY: Bayes spam probability is 0 to 1%
X-SmarterMail-SpamDetail: [score: 0.0000]

X-SmarterMail-SpamDetail: -0.0 RCVD_IN_MSPIKE_WL Mailspike good senders
X-SmarterMail-SpamDetail: 0.0 T_MIME_MALF Malformed MIME: headers in body
X-SmarterMail-TotalSpamWeight: O

Hi Robby,

The notes from the SPAC case are indicating that the appropriate part was shipped after my escalation on the 14™. Are
you able to confirm receipt? If it hasn’t arrived yet I'll escalate further.

Thanks!

Wil Jones

General Motors

Voice of the Customer Team
Phone: 866-237-3602 Ext: 11734
Fax: 866-233-2953

Email: wil.jones@gm.com

From: Robby Teague [mailto:robby@teaguechevybuick.com]

Sent: Monday, July 13, 2015 4:36 PM

To: Wil Jones (C)

Subject: RE: ACTION REQUIRED WITHIN 4 HOURS / BRC VOC Case, VIN: 1GCGTCE31F]-, TEAGUE CHEVROLET-
BUICK, INC., BAC: 192854, Customer JJJJil}. sR#

thank you...as of this morning the parts still had not arrived



Robby Teague
Teague Chevrolet-Buick, Inc.
815 W. Mason

Mabank, TX 75147
(903)887-4111

Return-Path: <wil.jones@gm.com>

Received: from dcmxppheip006.imr.gm.com (dcmxppheip006.imr.gm.com [198.208.57.248]) by mail.1daydemo.com with
SMTP;

Mon, 13 Jul 2015 16:34:27 -0400

X-fn: image001.png, image002.png, image003.png, image004.png

X-SKIP-ALL: FALSE

X-LoopCount2: from 130.172.216.19

Received: from dcmipvmdlp021.edc.nam.gm.com (HELO dcmxppheip006-s.imr.gm.com) ([130.172.216.19])
by demxppheip006-s.imr.gm.com with ESMTP; 13 Jul 2015 16:31:24 -0400

X-fn: image001.png, image002.png, image003.png, image004.png

X-SKIP-ALL: FALSE

X-Loopl: 1

X-IronPort-AV: E=Sophos;i="5.15,465,1432612800";
d="png'150?scan'150,208,217,150";a="310872438"

Received: from dcmippexch063.nam.corp.gm.com ([10.121.67.73])

by demxppheip006-s.imr.gm.com with ESMTP/TLS/AES256-SHA; 13 Jul 2015 16:31:24 -0400
Received: from DCMIPPEXCHO060.nam.corp.gm.com (10.121.67.70) by
DCMIPPEXCH063.nam.corp.gm.com (10.121.67.73) with Microsoft SMTP Server (TLS)

id 15.0.1044.25; Mon, 13 Jul 2015 16:31:17 -0400

Received: from DCMIPPEXCHO060.nam.corp.gm.com ([10.121.67.70]) by
DCMIPPEXCH060.nam.corp.gm.com ([169.254.8.3]) with mapi id 15.00.1044.021;

Mon, 13 Jul 2015 16:31:17 -0400

From: "Wil Jones (C)" <wil.jones@gm.com>

To: "robby@teaguechevybuick.com" <robby@teaguechevybuick.com>

Subject: RE: ACTION REQUIRED WITHIN 4 HOURS / BRC VOC Case, VIN:

1GCGTCE31F , TEAGUE CHEVROLET-BUICK, INC., BAC: 192854, Customer:
s WS

Thread-Topic: ACTION REQUIRED WITHIN 4 HOURS / BRC VOC Case, VIN:
1GCGTCE31F , TEAGUE CHEVROLET-BUICK, INC., BAC: 192854, Customer:
- SR
Thread-Index: AQHQUOLL9EG69ypKQYWAIv5299Vec532350A

Date: Mon, 13 Jul 2015 20:31:17 +0000

Message-ID: <b32fbdfe992b402b88692604162a512c@DCMIPPEXCHO60.nam.corp.gm.com>
References: <2877d97b$25a6e816$3b70d2b0$@teaguechevybuick.com>

In-Reply-To: <2877d97b$25a6e816$3b70d2b0$@teaguechevybuick.com>
Accept-Language: en-US

Content-Language: en-US

X-MS-Has-Attach: yes

X-MS-TNEF-Correlator:

X-ms-exchange-transport-fromentityheader: Hosted

x-originating-ip: [10.121.8.249]

Content-Type: multipart/related;
boundary="_007_b32fbdfe992b402b88692604f62a512cDCMIPPEXCHO060namcorpgmc_";
type="multipart/alternative"

MIME-Version: 1.0

X-CFilter-Loop: Reflected

X-SmarterMail-Spam: SpamAssassin 1 [raw: 1]

X-SmarterMail-SpamDetail: Content analysis details: (1.3 points, 5.0 required)
X-SmarterMail-SpamDetail: pts rule name description

X-SmarterMail-SpamDetail: ---- -------=-----mmmmmem oo




X-SmarterMail-SpamDetail: -0.0 RCVD_IN_MSPIKE_H3 RBL: Good reputation (+3)

X-SmarterMail-SpamDetail: [198.208.57.248 listed in wl.mailspike.net]

X-SmarterMail-SpamDetail: -0.7 RP_MATCHES_RCVD Envelope sender domain matches handover relay domain
X-SmarterMail-SpamDetail: 2.0 HTML_MESSAGE BODY: HTML included in message

X-SmarterMail-SpamDetail: -0.0 RCVD_IN_MSPIKE_WL Mailspike good senders
X-SmarterMail-TotalSpamWeight: 1

Hi Robby,
| appreciate the prompt response. I'll escalate the existing SPAC case on my end to try to speed up the parts recovery.

Thanks again,

Wil Jones

General Motors

Voice of the Customer Team
Phone: 866-237-3602 Ext: 11734
Fax: 866-233-2953

Email: wil.jones@gm.com

From: Robby Teague [mailto:robby@teaguechevybuick.com]

Sent: Thursday, July 09, 2015 4:07 PM

To: Wil Jones (C)

Subject: re: ACTION REQUIRED WITHIN 4 HOURS / BRC VOC Case, VIN: 1GCGT CE31F1- TEAGUE CHEVROLET-

BUICK, INC., BAC: 192854, Customer: . sr* I

The customer has been very patient...We, however, have not been able to recieve the parts for over a week now. That
would probably the greatest help. Customer has planned vacation next week.

Robby Teague
Teague Chevrolet-Buick, Inc.
815 W. Mason

Mabank, TX 75147
(903)887-4111

Return-Path: <wil.jones@gm.com>
Received: from dcwxppheip002.imr.gm.com (dcwxppheip002.imr.gm.com [198.208.69.240]) by mail.1daydemo.com with

SMTP;

Thu, 9 Jul 2015 15:56:46 -0400

X-fn: image001.png, image002.png, image003.png, image004.png
X-SKIP-ALL: FALSE

X-LoopCount2: from 148.93.0.27

Received: from dcwipvmdIp018.edc.nam.gm.com (HELO dcwxppheip002-s.imr.gm.com) ([148.93.0.27])
by dewxppheip002-s.imr.gm.com with ESMTP; 09 Jul 2015 15:54:06 -0400
X-fn: image001.png, image002.png, image003.png, image004.png
X-SKIP-ALL: FALSE

X-Loop1: 1

X-IronPort-AV: E=Sophos;i="5.15,441,1432612800";



d="png'150?scan'150,208,217,150";a="306461038"

Received: from dcmippexch059.nam.corp.gm.com ([10.121.67.69])

by dcwxppheip002-s.imr.gm.com with ESMTP/TLS/AES256-SHA; 09 Jul 2015 15:54:06 -0400
Received: from DCMIPPEXCHO060.nam.corp.gm.com (10.121.67.70) by
DCMIPPEXCH059.nam.corp.gm.com (10.121.67.69) with Microsoft SMTP Server (TLS)
id 15.0.1044.25; Thu, 9 Jul 2015 15:53:59 -0400

Received: from DCMIPPEXCHO060.nam.corp.gm.com ([10.121.67.70]) by
DCMIPPEXCH060.nam.corp.gm.com ([169.254.8.3]) with mapi id 15.00.1044.021;
Thu, 9 Jul 2015 15:53:59 -0400

From: "Wil Jones (C)" <wil.jones@gm.com>

To: "Robby Valdez (TEAGUE CHEVROLET-BUICK INC.)"
<rvaldez@teaguechevybuick.com>

CC: "robby@teaguechevybuick.com" <robby@teaguechevybuick.com>

Subject: ACTION REQUIRED WITHIN 4 HOURS / BRC VOC Case, VIN:

1GCGTCE31F. TEAGUE CHEVROLET-BUICK, INC., BAC: 192854, Customer:

Thread-Topic: ACTION REQUIRED WITHIN 4 HOURS / BRC VOC Case, VIN:
1GCGTCE31F , TEAGUE CHEVROLET-BUICK, INC., BAC: 192854, Customer:
-, SR
Thread-Index: AdC6gI19Q9EG69ypKQYyWAiv5Z99Vecw==

Date: Thu, 9 Jul 2015 19:53:58 +0000

Message-ID: <ff03d3c5be49487cbfe368cbcle00718@DCMIPPEXCHO60.nam.corp.gm.com=>

Accept-Language: en-US

Content-Language: en-US

X-MS-Has-Attach: yes

X-MS-TNEF-Correlator:

X-ms-exchange-transport-fromentityheader: Hosted

x-originating-ip: [10.121.8.244]

Content-Type: multipart/related;
boundary="_007_ff03d3c5be49487cbfe368cbc1e00718DCMIPPEXCHO060namcorpgmc_";
type="multipart/alternative"

MIME-Version: 1.0

X-CFilter-Loop: Reflected

X-SmarterMail-Spam: SpamAssassin 1 [raw: 1]

X-SmarterMail-SpamDetail: Content analysis details: (1.3 points, 5.0 required)

X-SmarterMail-SpamDetail: pts rule name description

X-SmarterMail-SpamDetail: ---- -------=-----mmmm e oo
X-SmarterMail-SpamDetail: -0.0 RCVD_IN_MSPIKE_H4 RBL: Very Good reputation (+4)
X-SmarterMail-SpamDetail: [198.208.69.240 listed in wl.mailspike.net]

X-SmarterMail-SpamDetail: -0.7 RP_MATCHES_RCVD Envelope sender domain matches handover relay domain
X-SmarterMail-SpamDetail: 2.0 HTML_MESSAGE BODY: HTML included in message

X-SmarterMail-SpamDetail: -0.0 RCVD_IN_MSPIKE_WL Mailspike good senders
X-SmarterMail-TotalSpamWeight: 1

Hi Robby,

The referenced customer has submitted a satisfaction survey that has been reviewed by the Voice of the
Customer department within the Business Resource Center (BRC), and has indicated to us that they have
previously contacted your dealership for an issue. As the Customer Experience Manager, you are in the
best position to implement an appropriate and timely action plan, and | will be working with you in this

effort.



The Business Resource Center (BRC) is a specialized team that proactively handles escalated customer
cases with possible legal involvement. The BRC has the ability to expedite access to GM resources to help
you help your customer. Our goal is to partner with your dealership, as part of our customer focus

initiative, to assist in the resolution of the customer’s concern.

Below are details on the customer and their case. Please contact me within 24 hours of receipt of this

message with a repair status update.

Customer:

Vehicle: 2015 Chevrolet Colorado
- Current Mileage: 1965

- VIN: 1GCGTCE31F 1

e Stated Customer Concern:

> Power steering failure is a very common issue with the Colorados. The dealership was great, &
has been very accommodating. Chevrolet wouldn't let them do anything without the problem
replicating itself though.

> The power steering failed the other day. He drove without the power steering an hour straight to
Dallas & the dealership so they could experience it. They knew what the fix was, he knew as well
because of his research. It's to replace the rack & pinion. The dealership is doing that right now.

> He's a member of Colorado forums & the Facebook group. He spoke to a bunch of them & they
all had the story, it took 5 dealership visits because Chevrolet didn't want to authorize repairs
without duplicating the issue.

GM-Voice of the Customer Agent would like to confirm: Repair ETA & if the dealership would like
to contact their field rep for a goodwill offer to the customer.

We value your perspective and will be working closely with you to resolve this issue in a thorough and
timely manner. Please contact me no later than 7/10/15 * 4pm EST with the below identified information

so we can begin addressing these concerns and formulating the necessary steps to resolution.

e Acknowledgement of receipt of the customer’s concern

e Repair status update/ ETA

 Confirmation on if you would like to request goodwill on behalf of the customer from your field rep



Should you have any questions or concerns, | can be reached by calling 866-237-3602, extension 11734
or by fax at 866-233-2953. Thank you for your crucial role in resolving this customer’s issue and creating

long-term satisfaction and loyalty.

If you need additional information, please check the Customer Assistance Center (CAC) Cases tool on
http://www.gmglobalconnect.com. (Case updates are transmitted every two hours between 10am ET and
10pm ET).

Sincerely,

Wil Jones

General Motors

Voice of the Customer Team
Phone: 866-237-3602 Ext: 11734
Fax: 866-233-2953

Email: wil.jones@gm.com

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

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

From: Jeff E Thompson

Sent: Friday, July 24, 2015 11:40 AM

To: Wil Jones (C)

Subject: RE: ACTION REQUIRED BY 7/24/15 / BRC VOC Case, VIN: 1GCGTCE31F 1|l
TEAGUE CHEVROLET-BUICK, INC., BAC: 192854, || . <R+
L

Wil,

Just spoke to the store. Parts were received, installed, and the vehicle has been repaired.
Is there a secondary issue still ongoing?

Jeff Thompson

District Manager - After sales
Dallas East

214-701-8691

From: Wil Jones (C) [wil.jones@gm.com]

Received: Thursday, 23 Jul 2015, 2:59PM

To: Jeff E Thompson [jeff.e.thompson@gm.com]

Subject: ACTION REQUIRED BY 7/24/15 / BRC VOC Case, VIN: 1GCGTCE31F1-TEAGUE CHEVROLET-BUICK, INC.,

BAC: 192854, customer: [N s*

Hi Jeff,

| am contacting you for your involvement and assistance in the resolution of the above-referenced case. The dealership
has been waiting over 2 weeks for replacement parts to perform a steering column repair. Below are some relevant
facts of the case].

Customer
- Evening:

Vehicle: 2015 Chevrolet Colorado
- Current Mileage: 1965

-VIN: 16cGTCE3LFI

Summary of Concern:

A SPAC cascjjl had been opened so | escalated it to SPAC-ER on 7/14/15. Notes on the
SPAC case indicated that the part was found elsewhere & shipped shortly afterward on the same day.

The SPAC SR indicated the rep was working on some kind of approval, but on my next check in with the
dealership 7/21/15 | was told that the part still hadn’t arrived yet. Please assist.



VOC cas
SPAC case:

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. Ifitis more convenient for you to call, | can be reached by calling 866-237-3602, extension
11734 or by fax at 866-233-2953.

Sincerely,

Wil Jones

General Motors

Voice of the Customer Team
Phone: 866-237-3602 Ext: 11734
Fax: 866-233-2953

Email: wil.jones@gm.com

From: Robby Teague [mailto:robby@teaguechevybuick.com]

Sent: Tuesday, July 21, 2015 9:44 AM

To: Wil Jones (C)

Subject: RE: ACTION REQUIRED WITHIN 4 HOURS / BRC VOC Case, VIN: 1GCGTCE31F]-, TEAGUE CHEVROLET-

BUICK, INC., BAC: 192854, Customer: [}, sr+ GG
wil
Per my parts manager, we have not seen it yet.

Thank you

Robby Teague
Teague Chevrolet-Buick, Inc.
815 W. Mason

Mabank, TX 75147
(903)887-4111

Return-Path: <wil.jones@gm.com>

Received: from dcwxppheip001.imr.gm.com (dcwxppheip001.imr.gm.com [198.208.69.239]) by mail.1daydemo.com with
SMTP;

Tue, 21 Jul 2015 09:31:55 -0400

X-fn: image001.png, image002.png, image003.png, image004.png

X-SKIP-ALL: FALSE

X-LoopCount2: from 148.93.0.29

Received: from dcwipvmdlp020.edc.nam.gm.com (HELO dcwxppheip001-s.imr.gm.com) ([148.93.0.29])
by dcwxppheip001-s.imr.gm.com with ESMTP; 21 Jul 2015 09:31:28 -0400

X-fn: image001.png, image002.png, image003.png, image004.png

X-SKIP-ALL: FALSE

X-Loopl: 1

X-IronPort-AV: E=Sophos;i="5.15,516,1432612800";
d="png'150?scan'150,208,217,150";a="326673297"




Received: from dcmippexch063.nam.corp.gm.com ([10.121.67.73])

by dcwxppheip001-s.imr.gm.com with ESMTP/TLS/AES256-SHA; 21 Jul 2015 09:30:47 -0400
Received: from DCMIPPEXCHO060.nam.corp.gm.com (10.121.67.70) by
DCMIPPEXCH063.nam.corp.gm.com (10.121.67.73) with Microsoft SMTP Server (TLS)

id 15.0.1044.25; Tue, 21 Jul 2015 09:30:39 -0400

Received: from DCMIPPEXCHO060.nam.corp.gm.com ([10.121.67.70]) by
DCMIPPEXCH060.nam.corp.gm.com ([169.254.8.3]) with mapi id 15.00.1044.021;

Tue, 21 Jul 2015 09:30:39 -0400

From: "Wil Jones (C)" <wil.jones@gm.com>

To: "robby@teaguechevybuick.com" <robby@teaguechevybuick.com>

Subject: RE: ACTION REQUIRED WITHIN 4 HOURS / BRC VOC Case, VIN:

1GCGTCE31

, TEAGUE CHEVROLET-BUICK, INC., BAC: 192854, Customer:

WITHIN 4 HOURS / BRC VOC Case, VIN:

, TEAGUE CHEVROLET-BUICK, INC., BAC: 192854, Customer:

Thread-Index: AQHQvat39EG69ypKQYyWAIv5Z99Vec53I9tew

Date: Tue, 21 Jul 2015 13

:30:39 +0000

Message-ID: <5b496ad33d734212aeb4dc630ff569be @DCMIPPEXCHO60.nam.corp.gm.com>

References: <7828c892%44a8a72d$70e925a5%@teaguechevybuick.com>

In-Reply-To: <7828c892%44a8a72d$70e925a5$@teaguechevybuick.com>

Accept-Language: en-US
Content-Language: en-US
X-MS-Has-Attach: yes
X-MS-TNEF-Correlator:

X-ms-exchange-transport-fromentityheader: Hosted

x-originating-ip: [10.121.8.245]

Content-Type: multipart/related;
boundary="_007_5b496ad33d734212aeb4dc630ff569beDCMIPPEXCH060namcorpgmc_"";
type="multipart/alternative"

MIME-Version: 1.0
X-CFilter-Loop: Reflected

X-SmarterMail-Spam: SpamAssassin O [raw: 0]

X-SmarterMail-SpamDetail:
X-SmarterMail-SpamDetail:
X-SmarterMail-SpamDetail:
X-SmarterMail-SpamDetail:
X-SmarterMail-SpamDetail:
X-SmarterMail-SpamDetail:
X-SmarterMail-SpamDetail:
X-SmarterMail-SpamDetail:
X-SmarterMail-SpamDetail:
X-SmarterMail-SpamDetail:

X-SmarterMail-SpamDetail

Content analysis details: (-0.6 points, 5.0 required)
pts rule name description
-0.0 RCVD_IN_MSPIKE_H4 RBL: Very Good reputation (+4)

[198.208.69.239 listed in wl.mailspike.net]

-0.7 RP_MATCHES_RCVD Envelope sender domain matches handover relay domain
2.0 HTML_MESSAGE BODY: HTML included in message

-1.9 BAYES_00 BODY: Bayes spam probability is O to 1%

[score: 0.0000]

-0.0 RCVD_IN_MSPIKE_WL Mailspike good senders

: 0.0 T_MIME_MALF Malformed MIME: headers in body

X-SmarterMail-TotalSpamWeight: O

Hi Robby,

The notes from the SPAC case are indicating that the appropriate part was shipped after my escalation on the 14™. Are
you able to confirm receipt? If it hasn’t arrived yet I'll escalate further.

Thanks!

Wil Jones
General Motors

Voice of the Customer Team



Phone: 866-237-3602 Ext: 11734
Fax: 866-233-2953
Email: wil.jones@gm.com

D

From: Robby Teague [mailto:robby@teaguechevybuick.com]

Sent: Monday, July 13, 2015 4:36 PM

To: Wil Jones (C)

Subject: RE: ACTION REQUIRED WITHIN 4 HOURS / BRC VOC Case, VIN: 1GCGTCE31F1-TEAGUE CHEVROLET-

BUICK, INC., BAC: 192854, Customer . SR N

thank you...as of this morning the parts still had not arrived

Robby Teague
Teague Chevrolet-Buick, Inc.
815 W. Mason

Mabank, TX 75147
(903)887-4111

Return-Path: <wil.jones@gm.com>

Received: from dcmxppheip006.imr.gm.com (dcmxppheip006.imr.gm.com [198.208.57.248]) by mail. 1daydemo.com with
SMTP;

Mon, 13 Jul 2015 16:34:27 -0400

X-fn: image001.png, image002.png, image003.png, image004.png

X-SKIP-ALL: FALSE

X-LoopCount2: from 130.172.216.19

Received: from dcmipvmdIp021.edc.nam.gm.com (HELO demxppheip006-s.imr.gm.com) ([130.172.216.19])
by demxppheip006-s.imr.gm.com with ESMTP; 13 Jul 2015 16:31:24 -0400

X-fn: image001.png, image002.png, image003.png, image004.png

X-SKIP-ALL: FALSE

X-Loopl: 1

X-IronPort-AV: E=Sophos;i="5.15,465,1432612800";
d="png'150?scan'150,208,217,150";a="310872438"

Received: from dcmippexch063.nam.corp.gm.com ([10.121.67.73])

by demxppheip006-s.imr.gm.com with ESMTP/TLS/AES256-SHA; 13 Jul 2015 16:31:24 -0400
Received: from DCMIPPEXCH060.nam.corp.gm.com (10.121.67.70) by
DCMIPPEXCH063.nam.corp.gm.com (10.121.67.73) with Microsoft SMTP Server (TLS)

id 15.0.1044.25; Mon, 13 Jul 2015 16:31:17 -0400

Received: from DCMIPPEXCH060.nam.corp.gm.com ([10.121.67.70]) by
DCMIPPEXCH060.nam.corp.gm.com ([169.254.8.3]) with mapi id 15.00.1044.021;

Mon, 13 Jul 2015 16:31:17 -0400

From: "Wil Jones (C)" <wil.jones@gm.com>

To: "robby@teaguechevybuick.com" <robby@teaguechevybuick.com>

Subject: RE: ACTION REQUIRED WITHIN 4 HOURS / BRC VOC Case, VIN:

1GCGTCE31F , TEAGUE CHEVROLET-BUICK, INC., BAC: 192854, Customer:

Thread-Topic: ACTION REQUIRED WITHIN 4 HOURS / BRC VOC Case, VIN:
1GCGTCE31F TEAGUE CHEVROLET-BUICK, INC., BAC: 192854, Customer:
, SR#
Thread-Index: AQHQuUOLLO9EG69ypKQyWAIiv5Z99Vec53Z350A
Date: Mon, 13 Jul 2015 20:31:17 +0000

Message-ID: <b32fbdfe992b402b88692604f62a512c@DCMIPPEXCH060.nam.corp.gm.com>
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References: <2877d97b$25a6e816$3b70d2b0$@teaguechevybuick.com>

In-Reply-To: <2877d97b$25a6e816$3b70d2b0$@teaguechevybuick.com>
Accept-Language: en-US

Content-Language: en-US

X-MS-Has-Attach: yes

X-MS-TNEF-Correlator:

X-ms-exchange-transport-fromentityheader: Hosted

x-originating-ip: [10.121.8.249]

Content-Type: multipart/related;
boundary="_007_b32fbdfe992b402b88692604f62a512cDCMIPPEXCHO060namcorpgmc_";
type="multipart/alternative"

MIME-Version: 1.0

X-CFilter-Loop: Reflected

X-SmarterMail-Spam: SpamAssassin 1 [raw: 1]

X-SmarterMail-SpamDetail: Content analysis details: (1.3 points, 5.0 required)
X-SmarterMail-SpamDetail: pts rule name description

X-SmarterMail-SpamDetail: ---- -------=-----mmmmmem oo
X-SmarterMail-SpamDetail: -0.0 RCVD_IN_MSPIKE_H3 RBL: Good reputation (+3)
X-SmarterMail-SpamDetail: [198.208.57.248 listed in wl.mailspike.net]
X-SmarterMail-SpamDetail: -0.7 RP_MATCHES_RCVD Envelope sender domain matches handover relay domain
X-SmarterMail-SpamDetail: 2.0 HTML_MESSAGE BODY: HTML included in message
X-SmarterMail-SpamDetail: -0.0 RCVD_IN_MSPIKE_WL Mailspike good senders
X-SmarterMail-TotalSpamWeight: 1

Hi Robby,
| appreciate the prompt response. I'll escalate the existing SPAC case on my end to try to speed up the parts recovery.

Thanks again,

Wil Jones

General Motors

Voice of the Customer Team
Phone: 866-237-3602 Ext: 11734
Fax: 866-233-2953

Email: wil.jones@gm.com

From: Robby Teague [mailto:robby@teaguechevybuick.com]

Sent: Thursday, July 09, 2015 4:07 PM

To: Wil Jones (C)

Subject: re: ACTION REQUIRED WITHIN 4 HOURS / BRC VOC Case, VIN: 1GCGTCE31F]- TEAGUE CHEVROLET-

BUICK, INC., BAC: 192854, Customer: [~ G

The customer has been very patient...\We, however, have not been able to recieve the parts for over a week now. That
would probably the greatest help. Customer has planned vacation next week.

Robby Teague
Teague Chevrolet-Buick, Inc.
815 W. Mason



Mabank, TX 75147
(903)887-4111

Return-Path: <wil.jones@gm.com>

Received: from dcwxppheip002.imr.gm.com (dcwxppheip002.imr.gm.com [198.208.69.240]) by mail.1daydemo.com with
SMTP;

Thu, 9 Jul 2015 15:56:46 -0400

X-fn: image001.png, image002.png, image003.png, image004.png

X-SKIP-ALL: FALSE

X-LoopCount2: from 148.93.0.27

Received: from dcwipvmdlp018.edc.nam.gm.com (HELO dcwxppheip002-s.imr.gm.com) ([148.93.0.27])
by dcwxppheip002-s.imr.gm.com with ESMTP; 09 Jul 2015 15:54:06 -0400

X-fn: image001.png, image002.png, image003.png, image004.png

X-SKIP-ALL: FALSE

X-Loopl: 1

X-IronPort-AV: E=Sophos;i="5.15,441,1432612800";
d="png'150?scan'150,208,217,150";a="306461038"

Received: from dcmippexch059.nam.corp.gm.com ([10.121.67.69])

by dcwxppheip002-s.imr.gm.com with ESMTP/TLS/AES256-SHA; 09 Jul 2015 15:54:06 -0400
Received: from DCMIPPEXCHO060.nam.corp.gm.com (10.121.67.70) by
DCMIPPEXCH059.nam.corp.gm.com (10.121.67.69) with Microsoft SMTP Server (TLS)

id 15.0.1044.25; Thu, 9 Jul 2015 15:53:59 -0400

Received: from DCMIPPEXCHO060.nam.corp.gm.com ([10.121.67.70]) by
DCMIPPEXCH060.nam.corp.gm.com ([169.254.8.3]) with mapi id 15.00.1044.021;

Thu, 9 Jul 2015 15:53:59 -0400

From: "Wil Jones (C)" <wil.jones@gm.com>

To: "Robby Valdez (TEAGUE CHEVROLET-BUICK INC.)"

<rvaldez@teaguechevybuick.com>

CC: "robby@teaguechevybuick.com" <robby@teaguechevybuick.com>

Subject: ACTION REQUIRED WITHIN 4 HOURS / BRC VOC Case, VIN:

1GCGTCE31F., TEAGUE CHEVROLET-BUICK, INC., BAC: 192854, Customer:

Thread-Topic: ACTION REQUIRED WITHIN 4 HOURS / BRC VOC Case, VIN:
1GCGTCE31F TEAGUE CHEVROLET-BUICK, INC., BAC: 192854, Customer:
- SR#
Thread-Index: AdC6gI19Q9EG69ypKQYyWAIv5Z99Vecw==

Date: Thu, 9 Jul 2015 19:53:58 +0000

Message-ID: <ff03d3c5be49487cbfe368cbcle00718@DCMIPPEXCHO60.nam.corp.gm.com>

Accept-Language: en-US

Content-Language: en-US

X-MS-Has-Attach: yes

X-MS-TNEF-Correlator:

X-ms-exchange-transport-fromentityheader: Hosted

x-originating-ip: [10.121.8.244]

Content-Type: multipart/related;
boundary="_007_ff03d3c5be49487cbfe368cbc1e00718DCMIPPEXCHO060namcorpgmc_";
type="multipart/alternative"

MIME-Version: 1.0

X-CFilter-Loop: Reflected

X-SmarterMail-Spam: SpamAssassin 1 [raw: 1]

X-SmarterMail-SpamDetail: Content analysis details: (1.3 points, 5.0 required)

X-SmarterMail-SpamDetail: pts rule name description

X-SmarterMail-SpamDetail: ---- -------=-----mmmmmem oo
X-SmarterMail-SpamDetail: -0.0 RCVD_IN_MSPIKE_H4 RBL: Very Good reputation (+4)
X-SmarterMail-SpamDetail: [198.208.69.240 listed in wl.mailspike.net]

X-SmarterMail-SpamDetail: -0.7 RP_MATCHES_RCVD Envelope sender domain matches handover relay domain

6



X-SmarterMail-SpamDetail: 2.0 HTML_MESSAGE BODY: HTML included in message
X-SmarterMail-SpamDetail: -0.0 RCVD_IN_MSPIKE_WL Mailspike good senders
X-SmarterMail-TotalSpamWeight: 1

Hi Robby,

The referenced customer has submitted a satisfaction survey that has been reviewed by the Voice of the
Customer department within the Business Resource Center (BRC), and has indicated to us that they have
previously contacted your dealership for an issue. As the Customer Experience Manager, you are in the
best position to implement an appropriate and timely action plan, and I will be working with you in this
effort.

The Business Resource Center (BRC) is a specialized team that proactively handles escalated customer
cases with possible legal involvement. The BRC has the ability to expedite access to GM resources to help
you help your customer. Our goal is to partner with your dealership, as part of our customer focus

initiative, to assist in the resolution of the customer’s concern.

Below are details on the customer and their case. Please contact me within 24 hours of receipt of this

message with a repair status update.

Customer:
- Evening:
- Email:
- SR#

Vehicle: 2015 Chevrolet Colorado
- Current Mileage: 1965

- VIN: 1GCGTCE31Fi

e Stated Customer Concern:

> Power steering failure is a very common issue with the Colorados. The dealership was great, &
has been very accommodating. Chevrolet wouldn't let them do anything without the problem
replicating itself though.

> The power steering failed the other day. He drove without the power steering an hour straight to
Dallas & the dealership so they could experience it. They knew what the fix was, he knew as well
because of his research. It's to replace the rack & pinion. The dealership is doing that right now.

> He's a member of Colorado forums & the Facebook group. He spoke to a bunch of them & they
all had the story, it took 5 dealership visits because Chevrolet didn't want to authorize repairs
without duplicating the issue.

GM-Voice of the Customer Agent would like to confirm: Repair ETA & if the dealership would like
to contact their field rep for a goodwill offer to the customer.



We value your perspective and will be working closely with you to resolve this issue in a thorough and
timely manner. Please contact me no later than 7/10/15 * 4pm EST with the below identified information

so we can begin addressing these concerns and formulating the necessary steps to resolution.

o Acknowledgement of receipt of the customer’s concern
e Repair status update/ ETA

e Confirmation on if you would like to request goodwill on behalf of the customer from your field rep

Should you have any questions or concerns, | can be reached by calling 866-237-3602, extension 11734
or by fax at 866-233-2953. Thank you for your crucial role in resolving this customer’s issue and creating

long-term satisfaction and loyalty.

If you need additional information, please check the Customer Assistance Center (CAC) Cases tool on
http://www.gmglobalconnect.com. (Case updates are transmitted every two hours between 10am ET and
10pm ET).

Sincerely,

Wil Jones

General Motors

Voice of the Customer Team
Phone: 866-237-3602 Ext: 11734
Fax: 866-233-2953

Email: wil.jones@gm.com

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

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

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

Confidentiality Note: This message is intended only for the person or entity to which it is addressed. It may contain
confidential and/or privileged material. Any review, transmission, dissemination or other use, or taking of any action in
reliance upon this message by persons or entities other than the intended recipient is prohibited and may be unlawful. If
you received this message in error, please contact the sender and delete it from your computer.
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Nothing in this message is intended to constitute an electronic signature unless a specific statement to the contrary is
included in this message.

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



Wil Jones (C)

From: Jeff E Thompson

Sent: Thursday, July 23, 2015 4:25 PM

To: Wil Jones (C)

Subject: RE: ACTION REQUIRED BY 7/24/15 / BRC VOC Case, VIN: 1GCGTCE31F 1|l
TEAGUE CHEVROLET-BUICK, INC., BAC: 192854, Customer i} sr#
L

Wil,

I'll get engaged, but | don’t see what else | can do if the part has already been escalated and not yet received.

From: Wil Jones (C)

Sent: Thursday, July 23, 2015 2:59 PM

To: Jeff E Thompson

Subject: ACTION REQUIRED BY 7/24/15 / BRC VOC Case, VIN: 1GCGTCE31F1-TEAGUE CHEVROLET-BUICK, INC.,

BAC: 192854, Customer: [ S*

Hi Jeff,

| am contacting you for your involvement and assistance in the resolution of the above-referenced case. The dealership
has been waiting over 2 weeks for replacement parts to perform a steering column repair. Below are some relevant
facts of the case].

Customer:
- Evening:

Vehicle: 2015 Chevrolet Colorado
- Current Mileage: 1965

-VIN: 16cGTCE3LF I

Summary of Concern:

A SPAC case ||l hao been opened so | escalated it to SPAC-ER on 7/14/15. Notes on the
SPAC case indicated that the part was found elsewhere & shipped shortly afterward on the same day.

The SPAC SR indicated the rep was working on some kind of approval, but on my next check in with the
dealership 7/21/15 | was told that the part still hadn’t arrived yet. Please assist.

VOC case
SPAC case



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. Ifitis more convenient for you to call, | can be reached by calling 866-237-3602, extension
11734 or by fax at 866-233-2953.

Sincerely,

Wil Jones

General Motors

Voice of the Customer Team
Phone: 866-237-3602 Ext: 11734
Fax: 866-233-2953

Email: wil.jones@gm.com

From: Robby Teague [mailto:robby@teaguechevybuick.com]

Sent: Tuesday, July 21, 2015 9:44 AM

To: Wil Jones (C)

Subject: RE: ACTION REQUIRED WITHIN 4 HOURS / BRC VOC Case, VIN: 1GCGTCE31F]- TEAGUE CHEVROLET-

BUICK, INC., BAC: 192854, Customer Jj s~

Wil

Per my parts manager, we have not seen it yet.

Thank you

Robby Teague
Teague Chevrolet-Buick, Inc.
815 W. Mason

Mabank, TX 75147
(903)887-4111

Return-Path: <wil.jones@gm.com>

Received: from dcwxppheip001.imr.gm.com (dcwxppheip001.imr.gm.com [198.208.69.239]) by mail.1daydemo.com with
SMTP;

Tue, 21 Jul 2015 09:31:55 -0400

X-fn: image001.png, image002.png, image003.png, image004.png

X-SKIP-ALL: FALSE

X-LoopCount2: from 148.93.0.29

Received: from dcwipvmdlp020.edc.nam.gm.com (HELO dcwxppheip001-s.imr.gm.com) ([148.93.0.29])
by dcwxppheip001-s.imr.gm.com with ESMTP; 21 Jul 2015 09:31:28 -0400

X-fn: image001.png, image002.png, image003.png, image004.png

X-SKIP-ALL: FALSE

X-Loopl: 1

X-IronPort-AV: E=Sophos;i="5.15,516,1432612800";
d="png'150?scan'150,208,217,150";a="326673297"

Received: from dcmippexch063.nam.corp.gm.com ([10.121.67.73])

by dcwxppheip001-s.imr.gm.com with ESMTP/TLS/AES256-SHA; 21 Jul 2015 09:30:47 -0400

Received: from DCMIPPEXCHO060.nam.corp.gm.com (10.121.67.70) by
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DCMIPPEXCH063.nam.corp.gm.com (10.121.67.73) with Microsoft SMTP Server (TLS)
id 15.0.1044.25; Tue, 21 Jul 2015 09:30:39 -0400

Received: from DCMIPPEXCHO060.nam.corp.gm.com ([10.121.67.70]) by
DCMIPPEXCH060.nam.corp.gm.com ([169.254.8.3]) with mapi id 15.00.1044.021;
Tue, 21 Jul 2015 09:30:39 -0400

From: "Wil Jones (C)" <wil.jones@gm.com>

To: "robby@teaquechevybuick.com" <robby@teaguechevybuick.com>

Subject: RE: ACTION REQUIRED WITHIN 4 HOURS / BRC VOC Case, VIN:

1GCGTCE31F
, SR

1GCGTCE31F

Date: Tue, 21 Jul 2015 13

:30:39 +0000

TEAGUE CHEVROLET-BUICK, INC., BAC: 192854, Customer:

Thread-Topic: ACTION REQUIRED WITHIN 4 HOURS / BRC VOC Case, VIN:
TEAGUE CHEVROLET-BUICK, INC., BAC: 192854, Customer:

Message-ID: <5b496ad33d734212aeb4dc630ff569be @DCMIPPEXCHO60.nam.corp.gm.com>

References: <7828c892%44a8a72d$70e925a5%@teaguechevybuick.com>

In-Reply-To: <7828c892%44a8a72d$70e925a5$@teaguechevybuick.com>

Accept-Language: en-US
Content-Language: en-US
X-MS-Has-Attach: yes
X-MS-TNEF-Correlator:

X-ms-exchange-transport-fromentityheader: Hosted

x-originating-ip: [10.121.8

245]

Content-Type: multipart/related;
boundary="_007_5b496ad33d734212aeb4dc630ff569beDCMIPPEXCHO060namcorpgmc_"";
type="multipart/alternative"

MIME-Version: 1.0
X-CFilter-Loop: Reflected

X-SmarterMail-Spam: SpamAssassin O [raw: 0]

X-SmarterMail-SpamDetail:
X-SmarterMail-SpamDetail:
X-SmarterMail-SpamDetail:
X-SmarterMail-SpamDetail:
X-SmarterMail-SpamDetail:
X-SmarterMail-SpamDetail:
X-SmarterMail-SpamDetail:
X-SmarterMail-SpamDetail:
X-SmarterMail-SpamDetail:
X-SmarterMail-SpamDetail:

X-SmarterMail-SpamDetail

Content analysis details: (-0.6 points, 5.0 required)
pts rule name description
-0.0 RCVD_IN_MSPIKE_H4 RBL: Very Good reputation (+4)

[198.208.69.239 listed in wl.mailspike.net]

-0.7 RP_MATCHES_RCVD Envelope sender domain matches handover relay domain
2.0 HTML_MESSAGE BODY: HTML included in message

-1.9 BAYES_00 BODY: Bayes spam probability is O to 1%

[score: 0.0000]

-0.0 RCVD_IN_MSPIKE_WL Mailspike good senders

: 0.0 T_MIME_MALF Malformed MIME: headers in body

X-SmarterMail-TotalSpamWeight: O

Hi Robby,

The notes from the SPAC case are indicating that the appropriate part was shipped after my escalation on the 14™. Are
you able to confirm receipt? If it hasn’t arrived yet I'll escalate further.

Thanks!

Wil Jones
General Motors

Voice of the Customer Team
Phone: 866-237-3602 Ext: 11734

Fax: 866-233-2953



Email: wil.jones@gm.com
" end ™ )

From: Robby Teague [mailto:robby@teaguechevybuick.com]

Sent: Monday, July 13, 2015 4:36 PM

To: Wil Jones (C)

Subject: RE: ACTION REQUIRED WITHIN 4 HOURS / BRC VOC Case, VIN: 1GCGTCE31F1- TEAGUE CHEVROLET-
BUICK, INC., BAC: 192854, Customer JjJJl] sr#

thank you...as of this morning the parts still had not arrived

Robby Teague
Teague Chevrolet-Buick, Inc.
815 W. Mason

Mabank, TX 75147
(903)887-4111

Return-Path: <wil.jones@gm.com>

Received: from decmxppheip006.imr.gm.com (decmxppheip006.imr.gm.com [198.208.57.248]) by mail.1daydemo.com with
SMTP;

Mon, 13 Jul 2015 16:34:27 -0400

X-fn: image001.png, image002.png, image003.png, image004.png

X-SKIP-ALL: FALSE

X-LoopCount2: from 130.172.216.19

Received: from dcmipvmdlp021.edc.nam.gm.com (HELO dcmxppheip006-s.imr.gm.com) ([130.172.216.19])
by demxppheip006-s.imr.gm.com with ESMTP; 13 Jul 2015 16:31:24 -0400

X-fn: image001.png, image002.png, image003.png, image004.png

X-SKIP-ALL: FALSE

X-Loopl: 1

X-IronPort-AV: E=Sophos;i="5.15,465,1432612800";
d="png'150?scan'150,208,217,150";a="310872438"

Received: from dcmippexch063.nam.corp.gm.com ([10.121.67.73])

by demxppheip006-s.imr.gm.com with ESMTP/TLS/AES256-SHA; 13 Jul 2015 16:31:24 -0400
Received: from DCMIPPEXCHO060.nam.corp.gm.com (10.121.67.70) by
DCMIPPEXCH063.nam.corp.gm.com (10.121.67.73) with Microsoft SMTP Server (TLS)

id 15.0.1044.25; Mon, 13 Jul 2015 16:31:17 -0400

Received: from DCMIPPEXCHO060.nam.corp.gm.com ([10.121.67.70]) by
DCMIPPEXCH060.nam.corp.gm.com ([169.254.8.3]) with mapi id 15.00.1044.021;

Mon, 13 Jul 2015 16:31:17 -0400

From: "Wil Jones (C)" <wil.jones@gm.com>

To: "robby@teaguechevybuick.com" <robby@teaguechevybuick.com>

Subject: RE: ACTION REQUIRED WITHIN 4 HOURS / BRC VOC Case, VIN:

1GCGTCE31F , TEAGUE CHEVROLET-BUICK, INC., BAC: 192854, Customer:
s WS

Thread-Topic: ACTION REQUIRED WITHIN 4 HOURS / BRC VOC Case, VIN:
1GCGTCE31F TEAGUE CHEVROLET-BUICK, INC., BAC: 192854, Customer:
-, SR#
Thread-Index: AQHQUOLL9EG69ypKQYyWAIv5Z799Vec537350A

Date: Mon, 13 Jul 2015 20:31:17 +0000

Message-ID: <b32fbdfe992b402b88692604f62a512c@DCMIPPEXCHO60.nam.corp.gm.com=>
References: <2877d97b$25a6e816$3b70d2b0$@teaguechevybuick.com>

In-Reply-To: <2877d97b$25a6e816$3b70d2b0$@teaguechevybuick.com>
Accept-Language: en-US




Content-Language: en-US

X-MS-Has-Attach: yes

X-MS-TNEF-Correlator:

X-ms-exchange-transport-fromentityheader: Hosted

x-originating-ip: [10.121.8.249]

Content-Type: multipart/related;
boundary="_007_b32fbdfe992b402b88692604f62a512cDCMIPPEXCH060namcorpgmc_";
type="multipart/alternative"

MIME-Version: 1.0

X-CFilter-Loop: Reflected

X-SmarterMail-Spam: SpamAssassin 1 [raw: 1]

X-SmarterMail-SpamDetail: Content analysis details: (1.3 points, 5.0 required)
X-SmarterMail-SpamDetail: pts rule name description

X-SmarterMail-SpamDetail: ---- -------=-----mmmmmem oo
X-SmarterMail-SpamDetail: -0.0 RCVD_IN_MSPIKE_H3 RBL: Good reputation (+3)
X-SmarterMail-SpamDetail: [198.208.57.248 listed in wl.mailspike.net]
X-SmarterMail-SpamDetail: -0.7 RP_MATCHES_RCVD Envelope sender domain matches handover relay domain
X-SmarterMail-SpamDetail: 2.0 HTML_MESSAGE BODY: HTML included in message
X-SmarterMail-SpamDetail: -0.0 RCVD_IN_MSPIKE_WL Mailspike good senders
X-SmarterMail-TotalSpamWeight: 1

Hi Robby,
| appreciate the prompt response. I'll escalate the existing SPAC case on my end to try to speed up the parts recovery.

Thanks again,

Wil Jones

General Motors

Voice of the Customer Team
Phone: 866-237-3602 Ext: 11734
Fax: 866-233-2953

Email: wil.jones@gm.com

From: Robby Teague [mailto:robby@teaguechevybuick.com]

Sent: Thursday, July 09, 2015 4:07 PM

To: Wil Jones (C)

Subject: re: ACTION REQUIRED WITHIN 4 HOURS / BRC VOC Case, VIN: 1GCGTCE31F]- TEAGUE CHEVROLET-

BUICK, INC., BAC: 192854, Customer: |||l sr+ I EGEGEGEN

The customer has been very patient...\We, however, have not been able to recieve the parts for over a week now. That
would probably the greatest help. Customer has planned vacation next week.

Robby Teague
Teague Chevrolet-Buick, Inc.
815 W. Mason

Mabank, TX 75147
(903)887-4111



Return-Path: <wil.jones@gm.com>

Received: from dcwxppheip002.imr.gm.com (dcwxppheip002.imr.gm.com [198.208.69.240]) by mail.1daydemo.com with
SMTP;

Thu, 9 Jul 2015 15:56:46 -0400

X-fn: image001.png, image002.png, image003.png, image004.png

X-SKIP-ALL: FALSE

X-LoopCount2: from 148.93.0.27

Received: from dcwipvmdlp018.edc.nam.gm.com (HELO dcwxppheip002-s.imr.gm.com) ([148.93.0.27])
by dcwxppheip002-s.imr.gm.com with ESMTP; 09 Jul 2015 15:54:06 -0400

X-fn: image001.png, image002.png, image003.png, image004.png

X-SKIP-ALL: FALSE

X-Loopl: 1

X-IronPort-AV: E=Sophos;i="5.15,441,1432612800";
d="png'150?scan'150,208,217,150";a="306461038"

Received: from dcmippexch059.nam.corp.gm.com ([10.121.67.69])

by dcwxppheip002-s.imr.gm.com with ESMTP/TLS/AES256-SHA; 09 Jul 2015 15:54:06 -0400
Received: from DCMIPPEXCHO060.nam.corp.gm.com (10.121.67.70) by
DCMIPPEXCH059.nam.corp.gm.com (10.121.67.69) with Microsoft SMTP Server (TLS)

id 15.0.1044.25; Thu, 9 Jul 2015 15:53:59 -0400

Received: from DCMIPPEXCHO060.nam.corp.gm.com ([10.121.67.70]) by
DCMIPPEXCH060.nam.corp.gm.com ([169.254.8.3]) with mapi id 15.00.1044.021;

Thu, 9 Jul 2015 15:53:59 -0400

From: "Wil Jones (C)" <wil.jones@gm.com>

To: "Robby Valdez (TEAGUE CHEVROLET-BUICK INC.)"

<rvaldez@teaguechevybuick.com>

CC: "robby@teaguechevybuick.com" <robby@teaguechevybuick.com>

Subject: ACTION REQUIRED WITHIN 4 HOURS / BRC VOC Case, VIN:

1GCGTCE31F TEAGUE CHEVROLET-BUICK, INC., BAC: 192854, Customer:
B

Thread-Topic: ACTION REQUIRED WITHIN 4 HOURS / BRC VOC Case, VIN:

1GCGTCE31F , TEAGUE CHEVROLET-BUICK, INC., BAC: 192854, Customer:
s WS

Thread-Index: AdC6gI19Q9EG69ypKQYyWAiv5Z99Vecw==

Date: Thu, 9 Jul 2015 19:53:58 +0000

Message-ID: <ff03d3c5be49487cbfe368cbcle00718@DCMIPPEXCHO60.nam.corp.gm.com>
Accept-Language: en-US

Content-Language: en-US

X-MS-Has-Attach: yes

X-MS-TNEF-Correlator:

X-ms-exchange-transport-fromentityheader: Hosted

x-originating-ip: [10.121.8.244]

Content-Type: multipart/related;
boundary="_007_ff03d3c5be49487cbfe368cbc1e00718DCMIPPEXCHO060namcorpgmc_";
type="multipart/alternative"

MIME-Version: 1.0

X-CFilter-Loop: Reflected

X-SmarterMail-Spam: SpamAssassin 1 [raw: 1]

X-SmarterMail-SpamDetail: Content analysis details: (1.3 points, 5.0 required)
X-SmarterMail-SpamDetail: pts rule name description

X-SmarterMail-SpamDetail: ---- -------=-----mmmm e oo
X-SmarterMail-SpamDetail: -0.0 RCVD_IN_MSPIKE_H4 RBL: Very Good reputation (+4)
X-SmarterMail-SpamDetail: [198.208.69.240 listed in wl.mailspike.net]
X-SmarterMail-SpamDetail: -0.7 RP_MATCHES_RCVD Envelope sender domain matches handover relay domain
X-SmarterMail-SpamDetail: 2.0 HTML_MESSAGE BODY: HTML included in message
X-SmarterMail-SpamDetail: -0.0 RCVD_IN_MSPIKE_WL Mailspike good senders
X-SmarterMail-TotalSpamWeight: 1




Hi Robby,

The referenced customer has submitted a satisfaction survey that has been reviewed by the Voice of the
Customer department within the Business Resource Center (BRC), and has indicated to us that they have
previously contacted your dealership for an issue. As the Customer Experience Manager, you are in the
best position to implement an appropriate and timely action plan, and I will be working with you in this
effort.

The Business Resource Center (BRC) is a specialized team that proactively handles escalated customer
cases with possible legal involvement. The BRC has the ability to expedite access to GM resources to help
you help your customer. Our goal is to partner with your dealership, as part of our customer focus

initiative, to assist in the resolution of the customer’s concern.

Below are details on the customer and their case. Please contact me within 24 hours of receipt of this

message with a repair status update.

Customer
- Evening:

Vehicle: 2015 Chevrolet Colorado
- Current Mileage: 1965

- VIN: 1GCcGTCE31F 1

e Stated Customer Concern:

> Power steering failure is a very common issue with the Colorados. The dealership was great, &
has been very accommodating. Chevrolet wouldn't let them do anything without the problem
replicating itself though.

> The power steering failed the other day. He drove without the power steering an hour straight to
Dallas & the dealership so they could experience it. They knew what the fix was, he knew as well
because of his research. It's to replace the rack & pinion. The dealership is doing that right now.

> He's a member of Colorado forums & the Facebook group. He spoke to a bunch of them & they
all had the story, it took 5 dealership visits because Chevrolet didn't want to authorize repairs
without duplicating the issue.

GM-Voice of the Customer Agent would like to confirm: Repair ETA & if the dealership would like
to contact their field rep for a goodwill offer to the customer.



We value your perspective and will be working closely with you to resolve this issue in a thorough and
timely manner. Please contact me no later than 7/10/15 * 4pm EST with the below identified information

so we can begin addressing these concerns and formulating the necessary steps to resolution.

e Acknowledgement of receipt of the customer’s concern

e Repair status update/ ETA

e Confirmation on if you would like to request goodwill on behalf of the customer from your field rep

Should you have any questions or concerns, | can be reached by calling 866-237-3602, extension 11734
or by fax at 866-233-2953. Thank you for your crucial role in resolving this customer’s issue and creating

long-term satisfaction and loyalty.

If you need additional information, please check the Customer Assistance Center (CAC) Cases tool on
http://www.gmglobalconnect.com. (Case updates are transmitted every two hours between 10am ET and
10pm ET).

Sincerely,

Wil Jones

General Motors

Voice of the Customer Team
Phone: 866-237-3602 Ext: 11734
Fax: 866-233-2953

Email: wil.jones@gm.com

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

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

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



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

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

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



Wil Jones (C)

From: Wil Jones (C)

Sent: Monday, July 27, 2015 1:39 PM

To: Jeff E Thompson

Subject: RE: ACTION REQUIRED BY 7/24/15 / BRC VOC Case, VIN: 1GCGTCE31F 1|l
TEAGUE CHEVROLET-BUICK, INC., BAC: 192854, Customer: [JJij Sr#
L

Hi Jeff,

| appreciate your attention with this, from my conversations with the customer and dealership the power steering was
the only issue. I’'m good to go now ©

Thanks again,

Wil Jones

General Motors

Voice of the Customer Team
Phone: 866-237-3602 Ext: 11734
Fax: 866-233-2953

Email: wil.jones@gm.com

—
——
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From: Jeff E Thompson

Sent: Friday, July 24, 2015 11:40 AM

To: Wil Jones (C)

Subject: RE: ACTION REQUIRED BY 7/24/15 / BRC VOC Case, VIN: 1GCGTCE31F]-TEAGUE CHEVROLET-BUICK,

INC., BAC: 192854, Customer: || ISR+ G
Wil,
Just spoke to the store. Parts were received, installed, and the vehicle has been repaired.

Is there a secondary issue still ongoing?

Jeff Thompson

District Manager - After sales
Dallas East

214-701-8691

From: Wil Jones (C) [wil.jones@gm.com]
Received: Thursday, 23 Jul 2015, 2:59PM
To: Jeff E Thompson [jeff.e.thompson@gm.com]



Subject: ACTION REQUIRED BY 7/24/15 / BRC VOC Case, VIN: 1GCGTCE31F1-, TEAGUE CHEVROLET-BUICK, INC.,

BAC: 192854, Customer . s

Hi Jeff,

| am contacting you for your involvement and assistance in the resolution of the above-referenced case. The dealership
has been waiting over 2 weeks for replacement parts to perform a steering column repair. Below are some relevant
facts of the case].

Customer:
- Evening:

Vehicle: 2015 Chevrolet Colorado
- Current Mileage: 1965

- VIN: 1GCGTCE31F]-

Summary of Concern:

A SPAC case_had been opened so | escalated it to SPAC-ER on 7/14/15. Notes on the
SPAC case indicated that the part was found elsewhere & shipped shortly afterward on the same day.

The SPAC SR indicated the rep was working on some kind of approval, but on my next check in with the
dealership 7/21/15 | was told that the part still hadn’t arrived yet. Please assist.

VOC case
SPAC case:

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, | can be reached by calling 866-237-3602, extension
11734 or by fax at 866-233-2953.

Sincerely,

Wil Jones

General Motors

Voice of the Customer Team
Phone: 866-237-3602 Ext: 11734
Fax: 866-233-2953

Email: wil.jones@gm.com

¥

From: Robby Teague [mailto:robby@teaguechevybuick.com]
Sent: Tuesday, July 21, 2015 9:44 AM

To: Wil Jones (C)

Subject: RE: ACTION REQUIRED WITHIN 4 HOURS / BRC VOC—

2



Wil
Per my parts manager, we have not seen it yet.

Thank you

Robby Teague
Teague Chevrolet-Buick, Inc.
815 W. Mason

Mabank, TX 75147
(903)887-4111

Return-Path: <wil.jones@gm.com>

Received: from dcwxppheip001.imr.gm.com (dcwxppheip001.imr.gm.com [198.208.69.239]) by mail.1daydemo.com with
SMTP;

Tue, 21 Jul 2015 09:31:55 -0400

X-fn: image001.png, image002.png, image003.png, image004.png

X-SKIP-ALL: FALSE

X-LoopCount2: from 148.93.0.29

Received: from dcwipvmdlp020.edc.nam.gm.com (HELO dcwxppheip001-s.imr.gm.com) ([148.93.0.29])
by dcwxppheip001-s.imr.gm.com with ESMTP; 21 Jul 2015 09:31:28 -0400

X-fn: image001.png, image002.png, image003.png, image004.png

X-SKIP-ALL: FALSE

X-Loopl: 1

X-IronPort-AV: E=Sophos;i="5.15,516,1432612800";
d="png'150?scan'150,208,217,150";a="326673297"

Received: from dcmippexch063.nam.corp.gm.com ([10.121.67.73])

by dcwxppheip001-s.imr.gm.com with ESMTP/TLS/AES256-SHA; 21 Jul 2015 09:30:47 -0400
Received: from DCMIPPEXCHO060.nam.corp.gm.com (10.121.67.70) by
DCMIPPEXCH063.nam.corp.gm.com (10.121.67.73) with Microsoft SMTP Server (TLS)

id 15.0.1044.25; Tue, 21 Jul 2015 09:30:39 -0400

Received: from DCMIPPEXCHO060.nam.corp.gm.com ([10.121.67.70]) by
DCMIPPEXCH060.nam.corp.gm.com ([169.254.8.3]) with mapi id 15.00.1044.021;

Tue, 21 Jul 2015 09:30:39 -0400

From: "Wil Jones (C)" <wil.jones@gm.com>

To: "robby@teaguechevybuick.com" <robby@teaguechevybuick.com>

Subject: RE: ACTION REQUIRED WITHIN 4 HOURS / BRC VOC Case, VIN:

1GCGTCE31F , TEAGUE CHEVROLET-BUICK, INC., BAC: 192854, Customer:
s WS

Thread-Topic: ACTION REQUIRED WITHIN 4 HOURS / BRC VOC Case, VIN:
1GCGTCE31F TEAGUE CHEVROLET-BUICK, INC., BAC: 192854, Customer:
- SR#
Thread-Index: AQHQvat39EG69ypKQYyWAIv5Z99Vec53I9tew

Date: Tue, 21 Jul 2015 13:30:39 +0000

Message-ID: <5b496ad33d734212aeb4dc630ff569be @DCMIPPEXCHO60.nam.corp.gm.com>
References: <7828c892%44a8a72d$70e925a5$@teaguechevybuick.com>

In-Reply-To: <7828c892%44a8a72d$70e925a5$@teaguechevybuick.com>
Accept-Language: en-US

Content-Language: en-US

X-MS-Has-Attach: yes

X-MS-TNEF-Correlator:

X-ms-exchange-transport-fromentityheader: Hosted

x-originating-ip: [10.121.8.245]

Content-Type: multipart/related;
boundary="_007_5b496ad33d734212aeb4dc630ff569beDCMIPPEXCHO060namcorpgmc_";
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type="multipart/alternative"

MIME-Version: 1.0

X-CFilter-Loop: Reflected

X-SmarterMail-Spam: SpamAssassin O [raw: 0]

X-SmarterMail-SpamDetail: Content analysis details: (-0.6 points, 5.0 required)
X-SmarterMail-SpamDetail: pts rule name description

X-SmarterMail-SpamDetail: ---- -------------mmmmmem e
X-SmarterMail-SpamDetail: -0.0 RCVD_IN_MSPIKE_H4 RBL: Very Good reputation (+4)
X-SmarterMail-SpamDetail: [198.208.69.239 listed in wl.mailspike.net]
X-SmarterMail-SpamDetail: -0.7 RP_MATCHES_RCVD Envelope sender domain matches handover relay domain
X-SmarterMail-SpamDetail: 2.0 HTML_MESSAGE BODY: HTML included in message
X-SmarterMail-SpamDetail: -1.9 BAYES_00 BODY: Bayes spam probability is 0 to 1%
X-SmarterMail-SpamDetail: [score: 0.0000]

X-SmarterMail-SpamDetail: -0.0 RCVD_IN_MSPIKE_WL Mailspike good senders
X-SmarterMail-SpamDetail: 0.0 T_MIME_MALF Malformed MIME: headers in body
X-SmarterMail-TotalSpamWeight: O

Hi Robby,

The notes from the SPAC case are indicating that the appropriate part was shipped after my escalation on the 14™. Are
you able to confirm receipt? If it hasn’t arrived yet I'll escalate further.

Thanks!

Wil Jones

General Motors

Voice of the Customer Team
Phone: 866-237-3602 Ext: 11734
Fax: 866-233-2953

Email: wil.jones@gm.com

=g () O™

From: Robby Teague [mailto:robby@teaguechevybuick.com]

Sent: Monday, July 13, 2015 4:36 PM

To: Wil Jones (C)

Subject: RE: ACTION REQUIRED WITHIN 4 HOURS / BRC VOC Case, VIN: 1GCGTCE31F]- TEAGUE CHEVROLET-

BUICK, INC., BAC: 192854, Customer: |||l SR

thank you...as of this morning the parts still had not arrived

Robby Teague
Teague Chevrolet-Buick, Inc.
815 W. Mason

Mabank, TX 75147
(903)887-4111

Return-Path: <wil.jones@gm.com>

Received: from dcmxppheip006.imr.gm.com (dcmxppheip006.imr.gm.com [198.208.57.248]) by mail.1daydemo.com with
SMTP;

Mon, 13 Jul 2015 16:34:27 -0400




X-fn: image001.png, image002.png, image003.png, image004.png

X-SKIP-ALL: FALSE

X-LoopCount2: from 130.172.216.19

Received: from dcmipvmdlp021.edc.nam.gm.com (HELO dcmxppheip006-s.imr.gm.com) ([130.172.216.19])
by demxppheip006-s.imr.gm.com with ESMTP; 13 Jul 2015 16:31:24 -0400

X-fn: image001.png, image002.png, image003.png, image004.png

X-SKIP-ALL: FALSE

X-Loopl: 1

X-IronPort-AV: E=Sophos;i="5.15,465,1432612800";
d="png'150?scan'150,208,217,150";a="310872438"

Received: from dcmippexch063.nam.corp.gm.com ([10.121.67.73])

by demxppheip006-s.imr.gm.com with ESMTP/TLS/AES256-SHA; 13 Jul 2015 16:31:24 -0400
Received: from DCMIPPEXCHO060.nam.corp.gm.com (10.121.67.70) by
DCMIPPEXCH063.nam.corp.gm.com (10.121.67.73) with Microsoft SMTP Server (TLS)
id 15.0.1044.25; Mon, 13 Jul 2015 16:31:17 -0400

Received: from DCMIPPEXCHO060.nam.corp.gm.com ([10.121.67.70]) by
DCMIPPEXCH060.nam.corp.gm.com ([169.254.8.3]) with mapi id 15.00.1044.021;
Mon, 13 Jul 2015 16:31:17 -0400

From: "Wil Jones (C)" <wil.jones@gm.com>

To: "robby@teaguechevybuick.com" <robby@teaguechevybuick.com>

Subject: RE: ACTION REQUIRED WITHIN 4 HOURS / BRC VOC Case, VIN:
1GCGTCE31F , TEAGUE CHEVROLET-BUICK, INC., BAC: 192854, Customer:

. s

Thread-Topic: ACTION REQUIRED WITHIN 4 HOURS / BRC VOC Case, VIN:

1GCGTCE31F , TEAGUE CHEVROLET-BUICK, INC., BAC: 192854, Customer:
.

Thread-Index: AQHQUOLL9EG69YpKQYWAIv5299Vec532350A

Date: Mon, 13 Jul 2015 20:31:17 +0000

Message-ID: <b32fbdfe992b402b88692604f62a512c@DCMIPPEXCHO60.nam.corp.gm.com>
References: <2877d97b$25a6e816$3b70d2b0$@teaguechevybuick.com>

In-Reply-To: <2877d97b$25a6e816$3b70d2b0$@teaguechevybuick.com>
Accept-Language: en-US

Content-Language: en-US

X-MS-Has-Attach: yes

X-MS-TNEF-Correlator:

X-ms-exchange-transport-fromentityheader: Hosted

x-originating-ip: [10.121.8.249]

Content-Type: multipart/related;
boundary="_007_b32fbdfe992b402b88692604f62a512cDCMIPPEXCH060namcorpgmc_";
type="multipart/alternative"

MIME-Version: 1.0

X-CFilter-Loop: Reflected

X-SmarterMail-Spam: SpamAssassin 1 [raw: 1]

X-SmarterMail-SpamDetail: Content analysis details: (1.3 points, 5.0 required)
X-SmarterMail-SpamDetail: pts rule name description

X-SmarterMail-SpamDetail: ---- -------=-----mmmmmmem e
X-SmarterMail-SpamDetail: -0.0 RCVD_IN_MSPIKE_H3 RBL: Good reputation (+3)
X-SmarterMail-SpamDetail: [198.208.57.248 listed in wl.mailspike.net]
X-SmarterMail-SpamDetail: -0.7 RP_MATCHES_RCVD Envelope sender domain matches handover relay domain
X-SmarterMail-SpamDetail: 2.0 HTML_MESSAGE BODY: HTML included in message
X-SmarterMail-SpamDetail: -0.0 RCVD_IN_MSPIKE_WL Mailspike good senders
X-SmarterMail-TotalSpamWeight: 1

Hi Robby,
| appreciate the prompt response. I'll escalate the existing SPAC case on my end to try to speed up the parts recovery.

Thanks again,



Wil Jones

General Motors

Voice of the Customer Team
Phone: 866-237-3602 Ext: 11734
Fax: 866-233-2953

Email: wil.jones@gm.com

From: Robby Teague [mailto:robby@teaguechevybuick.com]

Sent: Thursday, July 09, 2015 4:07 PM

To: Wil Jones (C)

Subject: re: ACTION REQUIRED WITHIN 4 HOURS / BRC VOC Case, VIN: 1GCGTCE31F]- TEAGUE CHEVROLET-

BUICK, INC., BAC: 192854, Customer . sr+ R

The customer has been very patient...We, however, have not been able to recieve the parts for over a week now. That
would probably the greatest help. Customer has planned vacation next week.

Robby Teague
Teague Chevrolet-Buick, Inc.
815 W. Mason

Mabank, TX 75147
(903)887-4111

Return-Path: <wil.jones@gm.com>

Received: from dcwxppheip002.imr.gm.com (dcwxppheip002.imr.gm.com [198.208.69.240]) by mail.1daydemo.com with
SMTP;

Thu, 9 Jul 2015 15:56:46 -0400

X-fn: image001.png, image002.png, image003.png, image004.png

X-SKIP-ALL: FALSE

X-LoopCount2: from 148.93.0.27

Received: from dcwipvmdlp018.edc.nam.gm.com (HELO dcwxppheip002-s.imr.gm.com) ([148.93.0.27])
by dcwxppheip002-s.imr.gm.com with ESMTP; 09 Jul 2015 15:54:06 -0400

X-fn: image001.png, image002.png, image003.png, image004.png

X-SKIP-ALL: FALSE

X-Loopl: 1

X-IronPort-AV: E=Sophos;i="5.15,441,1432612800";
d="png'150?scan'150,208,217,150";a="306461038"

Received: from dcmippexch059.nam.corp.gm.com ([10.121.67.69])

by dcwxppheip002-s.imr.gm.com with ESMTP/TLS/AES256-SHA; 09 Jul 2015 15:54:06 -0400
Received: from DCMIPPEXCHO060.nam.corp.gm.com (10.121.67.70) by
DCMIPPEXCH059.nam.corp.gm.com (10.121.67.69) with Microsoft SMTP Server (TLS)

id 15.0.1044.25; Thu, 9 Jul 2015 15:53:59 -0400

Received: from DCMIPPEXCHO060.nam.corp.gm.com ([10.121.67.70]) by
DCMIPPEXCH060.nam.corp.gm.com ([169.254.8.3]) with mapi id 15.00.1044.021;

Thu, 9 Jul 2015 15:53:59 -0400

From: "Wil Jones (C)" <wil.jones@gm.com>

To: "Robby Valdez (TEAGUE CHEVROLET-BUICK INC.)"

<rvaldez@teaguechevybuick.com>




CC: "robby@teaguechevybuick.com" <robby@teaguechevybuick.com>
Subject: ACTION REQUIRED WITHIN 4 HOURS / BRC VOC Case, VIN:
1GCGTCE31F , TEAGUE CHEVROLET-BUICK, INC., BAC: 192854, Customer:

Thread-Topic: ACTION REQUIRED WITHIN 4 HOURS / BRC VOC Case, VIN:
1GCGTCE31F , TEAGUE CHEVROLET-BUICK, INC., BAC: 192854, Customer:
. sR#
Thread-Index: AdC6gI9Q9EG69ypKQyWAIv5Z99Vecw==

Date: Thu, 9 Jul 2015 19:53:58 +0000

Message-ID: <ff03d3c5be49487cbfe368cbc1e00718@DCMIPPEXCH060.nam.corp.gm.com>
Accept-Language: en-US

Content-Language: en-US

X-MS-Has-Attach: yes

X-MS-TNEF-Correlator:

x-ms-exchange-transport-fromentityheader: Hosted

x-originating-ip: [10.121.8.244]

Content-Type: multipart/related;
boundary="_007_ff03d3c5be49487cbfe368cbc1e00718DCMIPPEXCH060namcorpgmc_";
type="multipart/alternative"

MIME-Version: 1.0

X-CFilter-Loop: Reflected

X-SmarterMail-Spam: SpamAssassin 1 [raw: 1]

X-SmarterMail-SpamDetail: Content analysis details: (1.3 points, 5.0 required)
X-SmarterMail-SpamDetail: pts rule name description

X-SmarterMail-SpamDetail: ----
X-SmarterMail-SpamDetail: -0.0 RCVD_IN_MSPIKE_H4 RBL: Very Good reputation (+4)
X-SmarterMail-SpamDetail: [198.208.69.240 listed in wl.mailspike.net]

X-SmarterMail-SpamDetail: -0.7 RP_MATCHES_RCVD Envelope sender domain matches handover relay domain
X-SmarterMail-SpamDetail: 2.0 HTML_MESSAGE BODY: HTML included in message

X-SmarterMail-SpamDetail: -0.0 RCVD_IN_MSPIKE_WL Mailspike good senders
X-SmarterMail-TotalSpamWeight: 1

Hi Robby,

The referenced customer has submitted a satisfaction survey that has been reviewed by the Voice of the
Customer department within the Business Resource Center (BRC), and has indicated to us that they have
previously contacted your dealership for an issue. As the Customer Experience Manager, you are in the
best position to implement an appropriate and timely action plan, and I will be working with you in this
effort.

The Business Resource Center (BRC) is a specialized team that proactively handles escalated customer
cases with possible legal involvement. The BRC has the ability to expedite access to GM resources to help
you help your customer. Our goal is to partner with your dealership, as part of our customer focus

initiative, to assist in the resolution of the customer’s concern.

Below are details on the customer and their case. Please contact me within 24 hours of receipt of this

message with a repair status update.



Vehicle: 2015 Chevrolet Colorado
- Current Mileage: 1965

- VIN: lGCGTCE31F1-

e Stated Customer Concern:

> Power steering failure is a very common issue with the Colorados. The dealership was great, &
has been very accommodating. Chevrolet wouldn't let them do anything without the problem
replicating itself though.

> The power steering failed the other day. He drove without the power steering an hour straight to
Dallas & the dealership so they could experience it. They knew what the fix was, he knew as well
because of his research. It's to replace the rack & pinion. The dealership is doing that right now.

> He’s a member of Colorado forums & the Facebook group. He spoke to a bunch of them & they
all had the story, it took 5 dealership visits because Chevrolet didn't want to authorize repairs
without duplicating the issue.

GM-Voice of the Customer Agent would like to confirm: Repair ETA & if the dealership would like
to contact their field rep for a goodwill offer to the customer.

We value your perspective and will be working closely with you to resolve this issue in a thorough and
timely manner. Please contact me no later than 7/10/15 * 4pm EST with the below identified information

so we can begin addressing these concerns and formulating the necessary steps to resolution.

e Acknowledgement of receipt of the customer’s concern
e Repair status update/ ETA

e Confirmation on if you would like to request goodwill on behalf of the customer from your field rep

Should you have any questions or concemns, I can be reached by calling 866-237-3602, extension 11734
or by fax at 866-233-2953. Thank you for your crucial role in resolving this customer’s issue and creating

long-term satisfaction and loyalty.

If you need additional information, please check the Customer Assistance Center (CAC) Cases tool on
http://www.amalobalconnect.com. (Case updates are transmitted every two hours between 10am ET and
10pm ET).

Sincerely,

Wil Jones
General Motors



Voice of the Customer Team
Phone: 866-237-3602 Ext: 11734
Fax: 866-233-2953

Email: wil.jones@gm.com

e —

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

Confidentiality Note: This message is intended only for the person or entity to which it is addressed. It may contain
confidential and/or privileged material. Any review, transmission, dissemination or other use, or taking of any action in

reliance upon this message by persons or entities other than the intended recipient is prohibited and may be unlawful.

you received this message in error, please contact the sender and delete it from your computer.
Nothing in this message is intended to constitute an electronic signature unless a specific statement to the contrary is
included in this message.

Confidentiality Note: This message is intended only for the person or entity to which it is addressed. It may contain
confidential and/or privileged material. Any review, transmission, dissemination or other use, or taking of any action in

reliance upon this message by persons or entities other than the intended recipient is prohibited and may be unlawful.

you received this message in error, please contact the sender and delete it from your computer.
Nothing in this message is intended to constitute an electronic signature unless a specific statement to the contrary is
included in this message.

Confidentiality Note: This message is intended only for the person or entity to which it is addressed. It may contain
confidential and/or privileged material. Any review, transmission, dissemination or other use, or taking of any action in

reliance upon this message by persons or entities other than the intended recipient is prohibited and may be unlawful.

you received this message in error, please contact the sender and delete it from your computer.
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Tamara Davis (C)

From: Tamara Davis (C)

Sent: Thursday, July 09, 2015 9:26 AM

To: ‘dbarnes@platinum-chevy.com'

Cc: ‘stanton@platinum-chevy.com'

Subject: ACTION REQUIRED BY 7-10-15, 8:00 am/ Early Response Case, VIN:

1GCHSAEAOF , PLATINUM CHEVROLET, BAC: 257951, Customer: |||}
Contracting, SR

Hello David Bamnes & R Stanton,

The Early Response Team is a specialized team that proactively handles escalated customer cases with possible
legal involvement. The Early Response Team has the ability to expedite access to GM resources to help you
help your customer. Our goal is to partner with your dealership, as part of our customer focus initiative, to assist
in the resolution of the customers concern.

We were notified by our Technical Assistance Team that Wright Contracting’s vehicle has been in your
dealership two times with two days down due to a steering concern. We would like to further discuss the status
of the vehicle in detail and the customer satisfaction level

e VIN: IGCHSAEAOF
e SR Number:
e Customer Name: Wright Contracting

Summary of Concern: Per TAC notes, “Customer Concern: losing power steering and service power steering
message. Advised caller: Check steering gear connections. Replace steering gear per PIT5437.”

Below is the information that is needed:

Has the vehicle been repaired and what was the repair? If so, is the customer satisfied?
If not, what is the next action/repair for the vehicle concern?

Is it necessary that we contact the customer?

Any other pertinent details that are needed.

Please contact me no later than 7-10-15, 8:00 am to begin addressing these concerns and formulating the
necessary next steps. We value your perspective and will be working closely with you to resolve this issue in a
complete and timely manner.

Should you have any questions or concerns, I may be reached by calling 866-522-0500, extension 41588. Thank
you for your crucial role in resolving this customers issue and creating long-term satisfaction and loyalty.

1



If you need additional information, please check the Customer Assistance Center (CAC) Cases tool on
http://www.gmglobalconnect.com. (Case updates are transmitted every two hours between 10 am and 10 pm

ET)

Sincerely,

Tamara
EARLY RESPONSE/VOICE OF THE CUSTOMER
TEL: 866.522.0500 EXT 41588

FAX: 866.268.5528
tamara.davis@gm.com




CAC SR Data Share Report - MCE 2.6, 6/15/15 7/9/15

Customer Vehicle Status of vehicle/concern

] 2015 Buick Colorado A GM Dealer has diagnosed the current concern
I 1GCGTCE3SF N Repairs have not been scheduled

Call any Mileage now: 8000 mi Vehicle is currently inoperable/down

Key Points

Customer is looking for a part for her vehicle, the dealer told customer they could not find the part for the power steering
control module. Vehicle is unsafe with this issue. Customer is wanting the vehicle fixed for their safety. Advisor stats that the

CEM will be in contact within 1 to 2 business days.

Supporting Factors Limiting Factors

Original owner (verified)

Loyal GM customer: 11 GM vehicles purchased (verified)

Vehicle has been serviced for this concern: 1 time(s)
Vehicle was inop/down due to this concern: 1 day(s)

Please consider these additional questions: Please consider these additional questions:

Close to any applicable expiration limit? (wemty, spi covg, svc contrt) Is vehicle way beyond all applicable expiration limits?
Did cust buy an extd svc contract, but it's expired or n/a? Does veh have an active aftermarket Extd Svc Contract?
Is this a loyal service customer? (toinvoived dealer) Did customer buy vehicle outside of warranty?

Are high dollar customer-pay ROs on record for this cust? Does it seem customer doesn't take care of the vehicle?
Is this a conquest buyer? 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 (verified): 2003 chevrolet trailblazer-2006 chevrolet colorado-2007 buick
rainer-2010 chevrolet equinox- 2015 chevrolet colorado

Reference

cAC SR:

CAC advisor: Sandra-->(866) 790-5700, Ext # 21040

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



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

Caller English

System [1:40:00 PM]:

Welcome to chat.

Brandon [1:40:10 PM]:

Thank you for contacting GMC! My name is Brandon. How can | help you-

I (1:41:08 PM]:

Good afternoon- | wanted to get your input regarding a problem we are having with our 2015 truck and
see if there is anything you might be able to do to help us expedite things.

I (142:17 PM):

We bought our new 2015 Canyon in February and love it- We even went ahead with step 2 in our plan
and bought a new 23' camper last month. Perfect setup!

I (1:44:30 PM]:

In late May, our power steering started going out intermittently. Sometimes right after starting the car,
sometimes while driving. We've now had it into the dealership 3 separate time in the past month.
They've updated software, recalibrated etc. and now they've told us that GM is telling them that it
needs a new steering rack. Which is not available. They have no idea when it will be available.

I (1:45:42 PV):
We have a brand new truck and a brand new camper and can't safely use either one indefinitely.
Brandon [1:46:18 PM]:

| do apologize for the issue that you are having with your vehicle. Do you happen to have the VIN and
current mileage on the vehicle?

I (2:47:51 PV

Hold on just a minute while | get that for you.
Brandon [1:47:58 PM]:

Okay.

I (1:50:42 PV):

mileage 6291



I (15103 PV):
167GeBE3SF I

Brandon [1:52:04 PM]:

Thank you. Is the vehicle currently at the dealership or do you have the vehicle?

I (2:54:00 PM):

We have the vehicle. The dealer said that there is a rush on the part, but this just seems crazy to us. |
don't want the dealership contacted- | know what they've told us. | simply wanted to see if there is
anything else that can be done and to make sure that GM realizes how crazy this is on a brand new
vehicle. Its unacceptable-

I (1:56:29 PV

While the dealership assures us that they're doing everything they can to expedite a fix, that doesn't get
our family camping time back. . .one of the main reasons we bought the truck in the first place.

I (1:57:06 PM):
My apologies for the rant. We're just so incredibly frustrated.
Brandon [1:57:39 PM]:

It's okay. What | can do is document the concern that you having, that way GM is aware of what's going
on. As far as expediting things along when it comes to the part that is needed, there is nothing that | can
do on my end here. | apologize for the inconvenience.

I 2:02:56 PV):

There is another Canyon at our dealership that came in within days of ours that is still sitting there
waiting on the same part. | can't imagine that we're the only ones this is happening to. Thank you for
passing on our frustration. This seems like something that someone higher up should be able to address.

I 2:03:41 PM]:

Thank you. . .and again, thank you for hearing me out.

Brandon [2:03:51 PM]:

You're welcome. Did you have any additional questions for me today?
I 2:04:47 PV):

No, | don't think so.

Brandon [2:04:52 PM]:



Thank you for contacting us today. Have a nice day.

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



May 23, 2024

West Chester, OH

We sincerely regret that you have experienced a concern with your vehicle. Because you are a valued
Chevrolet customer, we are pleased to provide you with this Component Coverage Letter on behalf of
McCluskey Chevrolet, Inc.. This coverage does not change the manufacturer’s warranty which came
standard on your vehicle at the time of purchase.

This Component Coverage Letter is valid for VIN 1IGCGTCE39F , and will begin on July 29,
2015 at 5.800 miles and will continue until July 29, 2019 or 65.800 miles, whichever occurs first.

The following Steering components will be covered: Gear housing and all internal parts: rack and
pinion; power steering pump: steering shaft couplings; seals and gaskets; steering column; ignition
switch; ignition lock cylinder; and steering wheel..

Chevrolet will make repairs to correct any defects related to materials or workmanship on the items listed
above during the coverage period specified. Chevrolet will not be responsible for conditions arising from
tampering. abuse, physical damage, improper maintenance or normal wear and tear. While this coverage
is not transferable to any other vehicle, it is transferable to any subsequent owner of this vehicle
(excluding vehicles sold or registered in California, New Hampshire or Vermont).

Should your vehicle require repairs within the coverage period, present this letter to the Service Manager
of an authorized Chevrolet Dealership. If you have any future questions, please don’t hesitate to contact
your dealer McCluskey Chevrolet, Inc.. If you prefer to contact Chevrolet, you can email us using the
Contact Us link at Chevrolet.com or call us at 1-800-222-1020.

Sincerely,

Chevrolet Customer Assistance Center
Service Request

ATTENTION: DEALERSHIP SERVICE MANAGER
Please H-route the claim to your Area Service Manager. Retain a copy of this letter in the customer’s file
and return the original to the customer.



CAC SR Data Share Report - MCE 2.6, 6/15/15

Customer Vehicle

2015 Chevrolet colorado

] 1GCGTCE39F I
Call any Mileage now: 5700 mi
Key Points

7/20/15

Status of vehicle/concern

A GM Dealer has diagnosed the current concern
Repairs are in-progress (vehicle is in shop now)
Vehicle is currently inoperable/down

My veh is at the dlr since July 6th because the part is not available and | have a loaner but here it is the fourth week with out
my veh and i am paying for a veh that | can not enjoy. | feel that the wait for the part is not acceptable.

| want my veh fix and some type of compensation for the waiting on the part.

| do apologize for the inconvenience you are having with power steering rack on your veh, | will get with the dir CEM Tim
Shaw he will be your point of contact, we will work together in obtaining a resolution for you, once a resolution has been
obtained the diIr will relay it to you, if you have any other questions or concerns please feel free to call me

Supporting Factors

Limiting Factors

Original owner (verified)

Loyal GM customer: 3 GM vehicles purchased (verified)

Please consider these additional questions:

Close to any applicable expiration limit? (wemty, spi covg, svc contrt)
Did cust buy an extd svc contract, but it's expired or n/a?
Is this a loyal service customer? (toinvoived 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 (verified): 2015 Chevrolet Colorado

2003 BUICK PARK AVENUE 1989 CHEVROLET CELEBRITY
1989 CHEVROLET CELEBRITY

Reference

cAC SR:

CAC advisor: elma ariza--> (866) 790-5700, Ext # 21233

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




Anamae Storbeck (C)

From: Wes M. Preece

Sent: Tuesday, July 21, 2015 3:57 PM

To: Dwellion Howard; Thomas G Cerniglia

Cc: Anamae Storbeck (C); ASHLEY lzaguirre; Dave Umberg; Bobby Qureshi
Subject: Fw: 2015 Colorado Owner with repair issue<|j| | | | I GA-FrRA Case

Dwellion, please contacjj ] and offer him a trade into a new 2015 Colorado. His selling dealer is Hendrick in
Buford, GA. GM should replace his truck with a similar truck waiving any usage requirement. Because of all the
inconvenience | suggest including a no charge 5/100 Chevrolet Protection Plan. His phone # is ||| - ' talked
to him this afternoon. He’s not happy and is looking for help. (see email to Mary Barra).

Tom, please find out from Action the status of Mr. - Colorado. If Dwellion is successful, arrangements will have
to be made to return the rental.

All, please keep Anamae and myself informed as to progress.

Thanks
wes

16caTee3oF I

Thomas G Cerniglia | 172834 | ACTION CAR & TRUCK, LLC BAINBRIDGE GA

From: Wes M. Preece

Sent: Tuesday, July 21, 2015 3:44 PM

To: JONATHAN HUISH (jonathan.huish@gm.com)

Cc: Helene R. Cohen; ASHLEY Izaguirre (ashley.izaguirre@gm.com); Anamae Storbeck (C); Thomas G Cerniglia

Subject: FW: 2015 Colorado Owner with repair issues ||| IEL GA-FRA Casi N

Jon, Helene asked me to look into this case. It started out as a letter to Mary Barra then somehow turned into a BRC
case with afinal repair attempt.

There is no need for a Final Repair Attempt as the main concern is part not available. Customer’s vehicle is at a
dealership in Bainbridge, Georgia, (south) and he lives in Cleveland, Georgia (north). He is currently driving a Sonic.

I’ll have our local DMA offer to trade him into a new truck. With days out of service he would qualify for Georgia Lemon
Law.

wes

From: Thomas G Cerniglia
Sent: Tuesday, July 21, 2015 2:17 PM



To: Wes M. Preece

Subject: Re: 2015 Colorado Owner with repair issues ||| | | N GA-RA Case | R

Wes,
This is the first I've learned of this case. Not sure why or how this has happened.

Tom Cerniglia

District Manager Aftersales
General Motors
908-616-4579
thomas.cerniglia@gm.com

From: Wes M. Preece

Sent: Tuesday, July 21, 2015 02:00 PM
To: Thomas G Cerniglia

Cc: Helene R. Cohen; Bobby Qureshi

Subject: FW: 2015 Colorado Owner with repair issues ||| | | | | I c2-FrA case IR

Tom, can you give us some insight why we are pursuing arbitration on this customer. Looks like they meet presumption.

Thanks
wes

16cGTee3oF I

Dave Umberg 31135131  Thomas G Cerniglia 172834 | ACTION CAR & TRUCK, LLC

From: Helene R. Cohen

Sent: Tuesday, July 21, 2015 12:08 PM

To: Wes M. Preece

Cc: Bobby Qureshi; Mary Livingston (C); ASHLEY Izaguirre

Subject: FW: 2015 Colorado Owner with repair issues ||| [ I cA-7RA Case [

Wes, thank you for taking the time and discussing the matter with me.
The SR # is ||| ) c2se let us know whether you agree with the view that a repurchase/trade repurchase

offer should be made to the customer rather than proceeding with a Georgia State Arbitration hearing. Thank you again.

Helene

From: ASHLEY Izaguirre

Sent: Monday, July 20, 2015 3:25 PM

To: Helene R. Cohen

Cc: Mary Livingston (C); Elizabeth J. Shaffer; Julia J. Villareal; Casey Rentfrow
Subject: RE: 2015 Colorado Owner with repair issues ||| G

Helene,

BAIN



The customer is requesting a Final Repair Attempt per Georgia law and will be sending in their letter via US mail. Instead
of waiting until we receive the hard copy letter, | think it is best to go ahead and start the FRA process now. This helps
our DMAs and FSEs with allowing them a couple of more days to schedule the appointment and arrange for FSE travel (if
needed).

The case that is currently open || BBl is 2 CAC case. All FRAs must be handled in the BRC, therefore the CAC
case will need to be closed so that the FRA can be worked according to process.

Thanks,

Ashley Izaguirre

Site Performance Lead

GM Business Resource Center

ashley.izaguirre@gm.com
7512.386.0706 | C| I | F 512.386-0786

= @ ovc w2 9 @ © § V¢

CENERAL MOTORS

From: Helene R. Cohen

Sent: Monday, July 20, 2015 9:17 AM

To: ASHLEY Izaguirre

Cc: Mary Livingston (C); Elizabeth J. Shaffer; Julia J. Villareal; Casey Rentfrow
Subject: FW: 2015 Colorado Owner with repair issues ||| G

Ashley,

| just forwarded to Mary asking that she please touch base with the customer.
Why are you asking that a Final Repair Attempt (FRA) be opened in this matter? We have a SR already set up.

From: ASHLEY Izaguirre

Sent: Monday, July 20, 2015 9:47 AM

To: Casey Rentfrow; Melissa Vargas (C)

Cc: Elizabeth J. Shaffer; Helene R. Cohen; Julia J. Villareal
Subject: RE: 2015 Colorado Owner with repair issues

Melissa,
Please open an FRA case and let me know the SR once opened and assigned.
Thanks,

Ashley Izaguirre
Site Performance Lead



GM Business Resource Center
ashley.izaguirre@gm.com

7512.386.0706 | | | F 512.386-0786

=B @ ovc S & @ & B N

From: Casey Rentfrow

Sent: Monday, July 20, 2015 8:39 AM

To: ASHLEY Izaguirre

Cc: Elizabeth J. Shaffer; Helene R. Cohen

Subject: RE: 2015 Colorado Owner with repair issues

Ahsley,
Please review this customer concern.

Casey Rentfrow
Executive Customer Assistance
Sent from my Android phone

From: Elizabeth J. Shaffer [elizabeth.j.shaffer@gm.com]
Received: Monday, 20 Jul 2015, 7:39AM

To: Helene R. Cohen [helene.r.conen@gm.com]

CC: Casey Rentfrow [casey.rentfrowv@gm.com]
Subject: FW: 2015 Colorado Owner with repair issues

This seems to be a BRC issue. Let me know if you disagree

————— Original Message-----

From: Stephanie Johnson

Sent: Sunday, July 19, 2015 6:18 PM

To: Casey Rentfrow; Jeffrey Neelis; Elizabeth J. Shaffer
Subject: FW: 2015 Colorado Owner with repair issues

Please handle on Mary's behalf.

Thanks,
Stephanie

From:
Sent: Saturday, July 18, 2015 6:25 PM
To: Mary T. Barra
Cc
Subject: 2015 Colorado Owner with repair issues




| felt that you needed to be notified and Monday I will post a certified letter to GM per Georgia Law concerning the failure of GM to
repair my new (7,200 miles) 2015 Colorado Z71 4X4 that was put into a GM dealer (Action GM of Bainbridge, GA) on July 6, 2015
with a failed power steering (it was the 4th incident in the week prior). They were told by GM that this is a safety of Life issue, the
vehicle cannot be driven until repaired. | was provided a loaner, A Sonic. Mid week after being told various stories about needing to
re-engineer the part, no parts available, etc. | opened GM casem with a representative named Sheldon. Last week |
was told the part was to be shipped the week of the 13th. Sheldon called on Friday 7/17 at 6:02 in the evening stating no status on the
part. As | have read and understand the Georgia Lemon law, you have 14 days to correct a safety of life fault or you have 2
alternatives, either to repurchase the vehicle including all associated costs, accessories and trade in value, or to provide me with a
satisfactory replacement vehicle equal to or better that my truck. | have been deprived of 2 weeks of vacation, ability to pull my boat,
go fishing, etc. and have now had to return to my home in North Georgia (325 miles away) while my truck sits at the dealer in South
Georgia. As stated, Monday | will mail a certified letter demanding a solution under Georgia Law. Failure to respond or correct the
issue and | will be forced to seek legal council. | would much rather have my truck repaired, have some compensation for the loss of
use and hardship, and move on, but if there is an engineering issue with the Colorado, then I will need it replaced or repurchased., |
seek your help as the CEO on this issue.

| am a retired Army Officer, disabled.

respectfully submitted,;



Anamae Storbeck (C)

From: Wes M. Preece

Sent: Wednesday, July 22, 2015 12:14 PM

To: Anamae Storbeck (C); Dave Umberg

Cc: Thomas G Cerniglia

Subject: FW: 2015 Colorado Owner with repair issues ||| | | | B GA-FrRA Case

Anamae, please let | i know that Dwellion will be contacting him Monday when he returns from his vacation.

Dave, please arrange to have a local dealer, Cleveland, Tn, provide i with a pickup truck loaner. He is currently
driving a Sonic from Action (Bainbridge) while his 2015 Colorado is in for repairs.

Thanks
wes

From: Dwellion Howard

Sent: Wednesday, July 22, 2015 3:03 AM

To: Thomas G Cerniglia; Wes M. Preece

Cc: Anamae Storbeck (C); ASHLEY Izaguirre; Dave Umberg; Bobby Qureshi

Subject: RE: 2015 Colorado Owner with repair issues ||| GA-RA Case [ R

Wes,

It will be next week before | can contact the customer as | am on vacation. When | do, I'll have Hendrick look for a
replacement but the last 3 of these I've done had to be special ordered. It would be great if you would let him know I'll
call him Monday afternoon. I'll be at the dentist all morning for 3 crowns. Ouch!

Dwellion

Dwellion Howard

District Manager Aftersales
General Motors - Southeast Region
Customer Care and Aftersales

cell:

fax: 678-828-8186
dwellion.howard@gm.com

Sent from my mobile device.

From: Wes M. Preece [wes.m.preece@gm.com]

Received: Tuesday, 21 Jul 2015, 3:56PM

To: Dwellion Howard [dwellion.howard@chevrolet.com]; Thomas G Cerniglia [thomas.cerniglia@chevrolet.com]
CC: Anamae Storbeck (C) [anamae.storbeck@gm.com]; ASHLEY Izaguirre [ashley.izaguirre@gm.com]; Dave Umberg
[dave.umberg@chevrolet.com]; Bobby Qureshi [bobby.qureshi@gm.com]

Subject: FW: 2015 Colorado Owner with repair issues ||| | N cA-7RA Casi G

1



Dwellion, please contact || llj and offer him a trade into a new 2015 Colorado. His selling dealer is Hendrick in
Buford, GA. GM should replace his truck with a similar truck waiving any usage requirement. Because of all the
inconvenience | suggest including a no charge 5/100 Chevrolet Protection Plan. His phone # i - ' tatked
to him this afternoon. He’s not happy and is looking for help. (see email to Mary Barra).

Tom, please find out from Action the status of Mr- Colorado. If Dwellion is successful, arrangements will have
to be made to return the rental.

All, please keep Anamae and myself informed as to progress.

Thanks
wes

16caTee3oF I

Thomas G Cerniglia | 172834 = ACTION CAR & TRUCK, LLC BAINBRIDGE GA

From: Wes M. Preece

Sent: Tuesday, July 21, 2015 3:44 PM

To: JONATHAN HUISH (jonathan.huish@gm.com)

Cc: Helene R. Cohen; ASHLEY Izaguirre (ashley.izaguirre@gm.com); Anamae Storbeck (C); Thomas G Cerniglia

Subject: FW: 2015 Colorado Owner with repair issues ||| | I cA-7RA Case [ GG

Jon, Helene asked me to look into this case. It started out as a letter to Mary Barra then somehow turned into a BRC
case with afinal repair attempt.

There is no need for a Final Repair Attempt as the main concern is part not available. Customer’s vehicle is at a
dealership in Bainbridge, Georgia, (south) and he lives in Cleveland, Georgia (north). He is currently driving a Sonic.

I’ll have our local DMA offer to trade him into a new truck. With days out of service he would qualify for Georgia Lemon
Law.

wes

From: Thomas G Cerniglia
Sent: Tuesday, July 21, 2015 2:17 PM
To: Wes M. Preece

Subject: Re: 2015 Colorado Owner with repair issues ||| | N GA-RA Case | N

Wes,
This is the first I've learned of this case. Not sure why or how this has happened.

Tom Cerniglia

District Manager Aftersales
General Motors
908-616-4579



thomas.cerniglia@gm.com

From: Wes M. Preece

Sent: Tuesday, July 21, 2015 02:00 PM
To: Thomas G Cerniglia

Cc: Helene R. Cohen; Bobby Qureshi

Subject: FW: 2015 Colorado Owner with repair issues ||| | | | | ] I c2-FrA case IR

Tom, can you give us some insight why we are pursuing arbitration on this customer. Looks like they meet presumption.

Thanks
wes

16caTee3oF I

Dave Umberg 31135131  Thomas G Cerniglia 172834 | ACTION CAR & TRUCK, LLC

From: Helene R. Cohen

Sent: Tuesday, July 21, 2015 12:08 PM

To: Wes M. Preece

Cc: Bobby Qureshi; Mary Livingston (C); ASHLEY Izaguirre

Subject: FW: 2015 Colorado Owner with repair issues ||| [ I cA-7RA Cas< G

Wes, thank you for taking the time and discussing the matter with me.
The SR #is ||l P'ease let us know whether you agree with the view that a repurchase/trade repurchase
offer should be made to the customer rather than proceeding with a Georgia State Arbitration hearing. Thank you again.

Helene

From: ASHLEY Izaguirre

Sent: Monday, July 20, 2015 3:25 PM

To: Helene R. Cohen

Cc: Mary Livingston (C); Elizabeth J. Shaffer; Julia J. Villareal; Casey Rentfrow

Subject: RE: 2015 Colorado Owner with repair issue |Gz

Helene,

The customer is requesting a Final Repair Attempt per Georgia law and will be sending in their letter via US mail. Instead
of waiting until we receive the hard copy letter, | think it is best to go ahead and start the FRA process now. This helps
our DMAs and FSEs with allowing them a couple of more days to schedule the appointment and arrange for FSE travel (if
needed).

The case that is currently open || BBllis 2 CAC case. All FRAs must be handled in the BRC, therefore the CAC
case will need to be closed so that the FRA can be worked according to process.

Thanks,
Ashley Izaguirre

Site Performance Lead
GM Business Resource Center

BAIN



ashley.izaguirre@gm.com
T512.386.0706 | C_ | F512.386-0786
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GCENERAL MOTORS

From: Helene R. Cohen

Sent: Monday, July 20, 2015 9:17 AM

To: ASHLEY Izaguirre

Cc: Mary Livingston (C); Elizabeth J. Shaffer; Julia J. Villareal; Casey Rentfrow
Subject: FW: 2015 Colorado Owner with repair issues ||| G

Ashley,

| just forwarded to Mary asking that she please touch base with the customer.
Why are you asking that a Final Repair Attempt (FRA) be opened in this matter? We have a SR already set up.

From: ASHLEY Izaguirre

Sent: Monday, July 20, 2015 9:47 AM

To: Casey Rentfrow; Melissa Vargas (C)

Cc: Elizabeth J. Shaffer; Helene R. Cohen; Julia J. Villareal
Subject: RE: 2015 Colorado Owner with repair issues

Melissa,

Please open an FRA case and let me know the SR once opened and assigned.
Thanks,

Ashley lzaguirre

Site Performance Lead

GM Business Resource Center

ashley.izaguirre@gm.com
7512.386.0706 | C| I | F 512.386-0786

= @ ovc = & @ & B N
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From: Casey Rentfrow

Sent: Monday, July 20, 2015 8:39 AM

To: ASHLEY lzaguirre

Cc: Elizabeth J. Shaffer; Helene R. Cohen

Subject: RE: 2015 Colorado Owner with repair issues

Ahsley,
Please review this customer concern.

Casey Rentfrow
Executive Customer Assistance
Sent from my Android phone

From: Elizabeth J. Shaffer [elizabeth.j.shaffer@gm.com]
Received: Monday, 20 Jul 2015, 7:39AM

To: Helene R. Cohen [helene.r.conen@gm.com]

CC: Casey Rentfrow [casey.rentfrowv@gm.com]
Subject: FW: 2015 Colorado Owner with repair issues

This seems to be a BRC issue. Let me know if you disagree

————— Original Message-----

From: Stephanie Johnson

Sent: Sunday, July 19, 2015 6:18 PM

To: Casey Rentfrow; Jeffrey Neelis; Elizabeth J. Shaffer
Subject: FW: 2015 Colorado Owner with repair issues

Please handle on Mary's behalf.

Thanks,
Stephanie

From
Sent: Saturday, July 18, 2015 6:25 PM
To: Mary T. Barra
Cc
Subject: 2015 Colorado Owner with repair issues

| felt that you needed to be notified and Monday | will post a certified letter to GM per Georgia Law concerning the failure of GM to
repair my new (7,200 miles) 2015 Colorado Z71 4X4 that was put into a GM dealer (Action GM of Bainbridge, GA) on July 6, 2015
with a failed power steering (it was the 4th incident in the week prior). They were told by GM that this is a safety of Life issue, the
vehicle cannot be driven until repaired. | was provided a loaner, A Sonic. Mid week after being told various stories about needing to
re-engineer the part, no parts available, etc. | opened GM casem with a representative named Sheldon. Last week |
was told the part was to be shipped the week of the 13th. Sheldon called on Friday 7/17 at 6:02 in the evening stating no status on the
part. As | have read and understand the Georgia Lemon law, you have 14 days to correct a safety of life fault or you have 2
alternatives, either to repurchase the vehicle including all associated costs, accessories and trade in value, or to provide me with a
satisfactory replacement vehicle equal to or better that my truck. | have been deprived of 2 weeks of vacation, ability to pull my boat,
go fishing, etc. and have now had to return to my home in North Georgia (325 miles away) while my truck sits at the dealer in South
Georgia. As stated, Monday | will mail a certified letter demanding a solution under Georgia Law. Failure to respond or correct the
issue and | will be forced to seek legal council. | would much rather have my truck repaired, have some compensation for the loss of
use and hardship, and move on, but if there is an engineering issue with the Colorado, then I will need it replaced or repurchased., |
seek your help as the CEO on this issue.

| am a retired Army Officer, disabled.



respectfully submitted,;









Florinda Esparza (C)

To: dwellion.howard@gm.com
Subject: GA FRA-closing

RE: Customer Last Name:

Service Request:

2015 Chevrolet Colorado

Vehicle Identification Number1GCGTCE3OF |l

Dear Mr. Howard,

This email is to make you aware that we will be closing the file in our department, as you have made us aware that you
will be working with the customer from this point forward. Thank you for your time and assistance with the FRA.

If you have further questions, please contact Customer Relationship Specialist Florinda at 866-790-5700 ext 5921263, fax
866-432-1682. You may also contact the Business Resource Center at 800-231-1841, Monday through Friday between
8:00 am and 5:00 pm, Eastern Time. Please refer to the service request number above.

Sincerely,

General Motors



Service Request:_

2016 Chevrolet Colrado

VIN: 1GCHSBEAOGI-

Scan VIN:
Previous goodwill provided: Dealer
GWMS shows: No open recalls

TAC 8/16/2018- 9/1/2018: INTERMITENT LOSS OF POWER STEERING AND MESSAGE ON
DIC

Resolution: confirmed customer concern with loose of steering. no codes were detected and no voltage

loss.
CACT2 8/17/2018- 8/22/2018: LOANER REQUEST

esolution. vehicle was dropped off Saturday Morning and did receive loaner after he had to threaten
them for one. Service Request has been Closed Dissatisfied.

AC 10/10/2018- 10/12/2018: Intermittent Loss Of Power Steering Messag

Resolution: Replace G400 Eyelet Connection And Tighten To Spec.

Attorney:

Robert Silverman
Kimmel & Silverman
30 E. Butler Pike
Ambler, PA 19002
P: 215-540-8888

F: 215-540-8817

rsilverman@Ilemonlaw.com




October 12, 2018

Sales/Servicing:

Kimberly Williams

113818

Chevrolet Of Turnersville
3400 RTE 42

Turnersville, NJ 08012-1775
P: 856-629-8700
kimberly.williams@penskeautomotive.com
DMA

Curt Friedlander
914-364-0381

curt.friedlander@gm.com

Servicing:

Michael Flaherty

113858

R.K. Chevrolet

502 N Delsea Dr

Vineland, NJ 08360-3102

P: 856-696-8400
mflaherty@rkautogroup.com
DMA

Alan Sigler Jr.



610-310-0434

alan.siglerjr@gm.com






10/26/2018 General Motors

General Motors - Policy Evaluation Tool

Date: 10/26/2018

Customer Information Agent Information

First Name Agent Name: Siebel Service

Last Name; Agent Role:

Phone:

Vehicle/Coverage Information

VIN: 1GCGSBE31F1 Make: Chevrolet
Component Warranty Coverage: Bumper to Bumper Coverage
Ownership Status Message:

Time Mileage
Component's Warranty End Date: 07/25/2018 Component's Warranty End Mileage (Miles): 36,026
Job Card Date: 10/25/2018 Current Mileage: 57,000
Days out of Warranty: 92 Miles out of Warranty: 20,974

Repair
Total Repair Cost At Warranty Rates: $2,100.00 Job Card / Repair Order : -
Repair Group: Steering

Reasons For Policy Adjustment

Primary reason for policy adjustment: Product quality concern (known issue)

Important: This Policy Evaluation Tool is for GM Dealer and General Motor use ONLY

GM Participation Amount: $420.00 - $840.00 | Cust/DIr Participation Amount: $1,260.00 - $1,680.00
Agreed upon Customer/Dealer Participation Amount:

Please print this document and the supporting IVH document and attach to the 'Hard Copy'.

Please note, every customer's situation must be evaluated on a Case-by-Case basis. If you decide to modify the
participation amounts, contact your DMA using the DMA Pre-Approval form.

IMPORTANT: Enter the agreed upon amount in the Customer / Dealer Participation field in the claim transaction.
Utilize IVH to validate warranty coverage end (time and mileage) of the component under consideration.

https://iagent.drmp.gm.com/agent/calculatorPrint.do



12/6/2018 General Motors

ﬁE
——
—_ |
General Motors - Policy Evaluation Tool
Date: 12/06/2018
Customer Information Agent Information
First Name_ Agent Name: Siebel Service
Last Name: _ Agent Role:
phone S
Vehicle/Coverage Information
VIN: 1GCGTDE31G ||l Make: Chevrolet
Component Warranty Coverage: Bumper to Bumper Coverage
Ownership Status Message:
Time Mileage
Component's Warranty End Date: 11/21/2016 Component's Warranty End Mileage (Miles): 36,052
Job Card Date: 12/06/2018 Current Mileage: 54,000
Days out of Warranty: 745 Miles out of Warranty: 17,948
Repair
Total Repair Cost At Warranty Rates: $650.00 Job Card / Repair Order : Tier2

Repair Group: Electrical

Reasons For Policy Adjustment
Primary reason for policy adjustment: Other

Important: This Policy Evaluation Tool is for GM Dealer and General Motor use ONLY

GM Participation Amount: $0.00 * I Cust/DIr Participation Amount: $650.00
Agreed upon Customer/Dealer Participation Amount:

* GM Participation in this repair outside of warranty is not recommended. If there are unusual circumstances
which require factory involvement contact your District Manager Aftersales for pre-approval.

Please note, every customer's situation must be evaluated on a Case-by-Case basis. If you decide to modify the
participation amounts, contact your DMA using the DMA Pre-Approval form.

IMPORTANT: Enter the agreed upon amount in the Customer / Dealer Participation field in the claim transaction.
Utilize IVH to validate warranty coverage end (time and mileage) of the component under consideration.

https://iagent.drmp.gm.com/agent/calculatorPrint.do



info [Automated], 17 Nov. 2018, 1:13pm

Thank you for choosing to chat with us. An advisor will be with you shortly.

info [Automated], 17 Nov. 2018, 1:13pm

You are now chatting with Chevrolet.

Chevrolet, 17 Nov. 2018, 1:13pm

[Rich Content]

Chevrolet, 17 Nov. 2018, 1:13pm

How may we help you?&nbsp; Scroll up to select a topic.

Visitor, 17 Nov. 2018, 1:13pm

Vehicle Service or Warranty

Chevrolet, 17 Nov. 2018, 1:13pm

Just a moment...

Chevrolet [Private], 17 Nov. 2018, 1:13pm

US_CS_Services

info [Automated], 17 Nov. 2018, 1:13pm

Please wait while your chat is transferred to the appropriate group.

info [Automated], 17 Nov. 2018, 1:13pm



You are now chatting with Mary.

Mary, 17 Nov. 2018, 1:13pm

Welcome to Chevrolet Customer Assistance, my name is Mary.

Mary, 17 Nov. 2018, 1:13pm

| can see that you're concerned about the warranty details, is that correct?

Mary, 17 Nov. 2018, 1:14pm

Thank you for chatting. | am still here to assist you.

Visitor, 17 Nov. 2018, 1:14pm

Hello Mary, yes. | had a massive failure in my truck and my local dealership will not help me due to an
argument we had a year ago

Visitor, 17 Nov. 2018, 1:14pm

power steering completely went out while driving

Visitor, 17 Nov. 2018, 1:15pm

and all the lights and notifications started blinking

Mary, 17 Nov. 2018, 1:16pm

Hi-. It's not good to hear that you're having a difficult time dealing with our dealership about the
power steering issue of the vehicle.

Mary, 17 Nov. 2018, 1:16pm



Your safety is important to us.

Mary, 17 Nov. 2018, 1:17pm

We understand how important it is to get this issue resolved and we appreciate you giving us the
opportunity to assist.

Mary, 17 Nov. 2018, 1:17pm

Allow me to ask some questions before we proceed.

Mary, 17 Nov. 2018, 1:18pm

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

Visitor, 17 Nov. 2018, 1:18pm

I 005 soines, o [N

Mary, 17 Nov. 2018, 1:18pm

Thank you.

Mary, 17 Nov. 2018, 1:18pm

May | have the VIN?

Visitor, 17 Nov. 2018, 1:19pm

16¢ceTDE31G I

Mary, 17 Nov. 2018, 1:19pm

Are you still there? Just let me know if you need more time.



Mary, 17 Nov. 2018, 1:19pm

Thank you.

Mary, 17 Nov. 2018, 1:19pm

Do you know the approximate mileage of the vehicle?

Visitor, 17 Nov. 2018, 1:20pm

yes, 54k

Mary, 17 Nov. 2018, 1:20pm

Okay.

Visitor, 17 Nov. 2018, 1:20pm

Im thinking some type of corrosion could have caused the electrical failure

Mary, 17 Nov. 2018, 1:20pm

Let me check your vehicle information so | can provide you the best recommendation.

Mary, 17 Nov. 2018, 1:21pm

What is the name of the dealership?

Visitor, 17 Nov. 2018, 1:21pm

mountain chevrolet in glenwood



Mary, 17 Nov. 2018, 1:22pm

All right. Please give me 2-3 minutes to check this information.

Visitor, 17 Nov. 2018, 1:22pm

| bought the truck there. Then | had an a disagreement with the service department, they were rude, |
left a bad yelp review and that really upset them

Visitor, 17 Nov. 2018, 1:22pm

Xavier in the service department told me | could drop the truck before | headed out of town and they
would take a look

Mary, 17 Nov. 2018, 1:22pm

It's not good to hear that. Thank you for bringing this to our attention so we can determine the best
course of action.

Mary, 17 Nov. 2018, 1:23pm

Where is the vehicle right now?

Visitor, 17 Nov. 2018, 1:23pm

then the next morning after | had left the truck and left town, Josh from the service department called
me and said they would not be servicing my vehicle and "they didn't know who | was" when | called the
night before.

Visitor, 17 Nov. 2018, 1:23pm

I limped the vehicle to an auto shop in town, but they haven;t diagnosed yet

Mary, 17 Nov. 2018, 1:24pm



Thank you for waiting.

Mary, 17 Nov. 2018, 1:24pm

It's not good to hear that you're having this inconvenience.

Mary, 17 Nov. 2018, 1:25pm

Upon checking, it shows that the Bumper to Bumper Warranty is valid on 11/21/2019 until 36,052 miles,
whichever comes first.

Mary, 17 Nov. 2018, 1:27pm

It shows that the warranty coverage for the power steering is no longer active. However, it shows that
your case is being handled by our Senior Advisor. He is reviewing any policies or warranty coverage that

may apply.

Mary, 17 Nov. 2018, 1:28pm

He is in the best position to directly coordinate with our dealership so we can rectify the issue.

Mary, 17 Nov. 2018, 1:28pm

It shows that you have an existing case report with us. Your case number is_ .

Mary, 17 Nov. 2018, 1:28pm

The best thing | can do is to notify our Senior Advisor and you can expect that he will call you directly as
soon as possible.

Mary, 17 Nov. 2018, 1:29pm

| hope everything will be okay.



Mary, 17 Nov. 2018, 1:29pm

Is there anything else that | may assist you with today?

Mary, 17 Nov. 2018, 1:29pm

By the way, | can see that our Senior Advisor will call you within the day.

Mary, 17 Nov. 2018, 1:30pm

Do you have other questions before | let you go?

Mary, 17 Nov. 2018, 1:30pm

Thank you for chatting. | am still here to assist you. | can give you two minutes and then I'll have to
disconnect the chat.

Mary, 17 Nov. 2018, 1:32pm

I am ending this chat session due to no response. Thank you for contacting Chevrolet Customer
Assistance. If you have additional questions, please feel free to contact us again. We are here to chat
Monday through Saturday from 9am to 10pm Eastern Standard Time.

info [Automated], 17 Nov. 2018, 1:32pm

Thank you for chatting with us. Please chat back in with us if you still need assistance.



11/16/2018

General Motors

General Motors - Policy Evaluation Tool

Date: 11/16/2018

Customer Information Agent Information
First Name_ Agent Name: Siebel Service
Last Name- Agent Role:

Phone:

Vehicle/Coverage Information

VIN: 1GCGTCE37F il Make: Chevrolet
Component Warranty Coverage: Bumper to Bumper Coverage
Ownership Status Message:

Time Mileage
Component's Warranty End Date: 01/24/2018 Component's Warranty End Mileage (Miles): 36,024
Job Card Date: 11/16/2018 Current Mileage: 79,000
Days out of Warranty: 296 Miles out of Warranty: 42,976
Repair
Total Repair Cost At Warranty Rates: $2,000.00 Job Card / Repair Order : Tier2

Repair Group: Steering

Reasons For Policy Adjustment
Primary reason for policy adjustment: Just beyond terms of applicable warranty coverage (Time or Mileage)

Important: This Policy Evaluation Tool is for GM Dealer and General Motor use ONLY

GM Participation Amount: $0.00 * I Cust/DIr Participation Amount: $2,000.00
Agreed upon Customer/Dealer Participation Amount:

* GM Participation in this repair outside of warranty is not recommended. If there are unusual circumstances
which require factory involvement contact your District Manager Aftersales for pre-approval.

Please note, every customer's situation must be evaluated on a Case-by-Case basis. If you decide to modify the
participation amounts, contact your DMA using the DMA Pre-Approval form.

IMPORTANT: Enter the agreed upon amount in the Customer / Dealer Participation field in the claim transaction.
Utilize IVH to validate warranty coverage end (time and mileage) of the component under consideration.

https://iagent.drmp.gm.com/agent/calculatorPrint.do

7n



info [Automated], 30 Nov. 2018, 1:41pm

Thank you for choosing to chat with us. An advisor will be with you shortly.

info [Automated], 30 Nov. 2018, 1:41pm

You are now chatting with GMC.

GMC, 30 Nov. 2018, 1:41pm

Would you like to provide us with your phone number or email address? If so, please provide your
contact information.

I Vov. 2018, 1:42pm
Please call m-

GMC, 30 Nov. 2018, 1:42pm

[Rich Content]

GMC, 30 Nov. 2018, 1:42pm

How may we help you?&nbsp; Scroll up to select a topic.

I Vov. 2018, 1:43pm

My power steering went out while | was driving again

GMC, 30 Nov. 2018, 1:43pm

Please select one of the options above.

- Nov. 2018, 1:43pm

Vehicle Recall

GMC, 30 Nov. 2018, 1:43pm



Just a moment...

info [Automated], 30 Nov. 2018, 1:43pm

Please wait while your chat is transferred to the appropriate group.

GMC [Private], 30 Nov. 2018, 1:43pm

US_CS_Recall

info [Automated], 30 Nov. 2018, 1:43pm

You are now chatting with Tyler.

Tyler, 30 Nov. 2018, 1:44pm

Thank you for contacting GMC Customer Assistance,- My name is Tyler. Please allow me two to
three minutes to review your question.

Tyler, 30 Nov. 2018, 1:44pm

We are sorry to hear that you're having this experience with your vehicle. Have you scheduled an
appointment with your local GMC Dealership to have this concern addressed?

Tyler, 30 Nov. 2018, 1:46pm

| have not heard from you for some time. Do you wish to continue to chat?

I Vov. 2018, 1:46pm

| have taken it to the dealer when it happened before and they told me they could not tell me why it is
happening do you have issues with other Chevy Colorado’s power steering locking up while driving
down the highway?

Tyler, 30 Nov. 2018, 1:47pm

Sadly we don't have a list of vehicle concerns-.



Tyler, 30 Nov. 2018, 1:47pm

The dealership would need to diagnose the vehicle to determine the root cause of the concern.

Tyler, 30 Nov. 2018, 1:47pm

May | have your VIN and current mileage?

- Nov. 2018, 1:49pm

It’s a long number

Traci, 30 Nov. 2018, 1:49pm

Mileage is 185855

Traci, 30 Nov. 2018, 1:50pm

VIN

I Vov. 2018, 1:50pm
1gcgtce38f1-

I Vov. 2018, 1:51pm

We should report this I'm scared to death

I Vov. 2018, 1:51pm

| paid for the diagnostic last time and an update but obviously it didn’t fix the issue

Tyler, 30 Nov. 2018, 1:52pm

When were you last at the dealership for this concern?

Tyler, 30 Nov. 2018, 1:53pm

It's also worth noting that sometimes a vehicle concern requires multiple repair attempts.



12/10/2018 General Motors

General Motors - Policy Evaluation Tool

Date: 12/10/2018

Customer Information Agent Information
First Name: | Agent Name: Siebel Service
Last Name: - Agent Role:

Phone:

Vehicle/Coverage Information
VIN: 1GCGTCE36F Il Make: Chevrolet
Component Warranty Coverage: Bumper to Bumper Coverage
Ownership Status Message: Vehicle ownership status cannot be verified at this time, please verify ownership status
with the customer.

Time Mileage
Component's Warranty End Date: 03/23/2018 Component's Warranty End Mileage (Miles): 36,006
Job Card Date: 12/10/2018 Current Mileage: 81,000
Days out of Warranty: 262 Miles out of Warranty: 44,994
Repair
Total Repair Cost At Warranty Rates: $1,438.49 Job Card / Repair Order : tier2

Repair Group: Steering

Reasons For Policy Adjustment
Primary reason for policy adjustment: Just beyond terms of applicable warranty coverage (Time or Mileage)

Important: This Policy Evaluation Tool is for GM Dealer and General Motor use ONLY

GM Participation Amount: $0.00 * Cust/DIr Participation Amount: $1438.49
Agreed upon Customer/Dealer Participation Amount:

* This vehicle is beyond the warrantable coverage period. If there are unusual circumstances which require
factory involvement, contact your District Manager Aftersales for pre-approval.

Please note, every customer's situation must be evaluated on a Case-by-Case basis. If you decide to modify the
participation amounts, contact your DMA using the DMA Pre-Approval form.

IMPORTANT: Enter the agreed upon amount in the Customer / Dealer Participation field in the claim transaction.
Utilize IVH to validate warranty coverage end (time and mileage) of the component under consideration.

https://iagent.drmp.gm.com/agent/calculatorPrint.do



12/6/2018 General Motors

General Motors - Policy Evaluation Tool

Date: 12/06/2018

Customer Information Agent Information

First Name_ Agent Name: Siebel Service
Agent Role:
Phone:

Vehicle/Coverage Information
VIN: 1GCGTCE36F Il Make: Chevrolet
Component Warranty Coverage: Bumper to Bumper Coverage

Ownership Status Message: Vehicle ownership status cannot be verified at this time, please verify ownership status
with the customer.

Time Mileage
Component's Warranty End Date: 03/23/2018 Component's Warranty End Mileage (Miles): 36,006
Job Card Date: 12/05/2018 Current Mileage: 81,000
Days out of Warranty: 257 Miles out of Warranty: 44,994
Repair
Total Repair Cost At Warranty Rates: $1,000.00 I Job Card / Repair Order : tier2

Repair Group: Steering

Reasons For Policy Adjustment
Primary reason for policy adjustment: Product quality concern (known issue)

Important: This Policy Evaluation Tool is for GM Dealer and General Motor use ONLY

GM Participation Amount: $0.00 * I Cust/DIr Participation Amount: $1000.00
Agreed upon Customer/Dealer Participation Amount:

* This vehicle is beyond the warrantable coverage period. If there are unusual circumstances which require
factory involvement, contact your District Manager Aftersales for pre-approval.

Please note, every customer's situation must be evaluated on a Case-by-Case basis. If you decide to modify the
participation amounts, contact your DMA using the DMA Pre-Approval form.

IMPORTANT: Enter the agreed upon amount in the Customer / Dealer Participation field in the claim transaction.
Utilize IVH to validate warranty coverage end (time and mileage) of the component under consideration.

https://iagent.drmp.gm.com/agent/calculatorPrint.do



December 6,2018

Home:

Re: 2015 Chevrolet Colorado
Brian Sweeney Vin#1GCGTALE3XF
U.S. Vice President,Chevrolet
300 Renaissance Center
Detroit, Michigan 48265

Dear Mr. Sweeney,

] am writing to express my disappointment in Chevrolet and [ am hoping you can restore
my faith in the General Motors corporation. I read your column in the New Roads
magazine asking how owners have used their Chevy’s this year.

Three years ago my son, chose the truck of his dreams. He took his savings and
college graduation gift money and drove from our house in New York to Sutliff
Chevrolet in Harrisburg, Pennsylvania to buy his dream car. He had spent a long time
researching in choosing his Chevy Colorado right down to the paint color. '

[ do not know if you havﬁ': or not but as a mother [ am writing for your help.

Fast forward to this July of 2018 and an indicator light comes up showing there is

a safety problem with the power steering assist module. He brought the truck to his local
dealership immediately and was told 2200.00 dollars was needed to replace the defective
part. Inthe meantime through further investigation we find that this part has an active
recall for the 2015 Chevrolet Colorado’s buiit between January 2015 and April 2015,
That is the time period his truck was built. But the dealer has told him his truck VIN
number is not part of the recall. Please see attached NHTSA camipaign # 16V054000.

Would you please explain to us how is it that his truck, with an existing faulty part that
has a recall on if, manufactured during the-exact peried of the part recall, is not covered.
This is a safety issue! If your part fails his power steering-can fail while driving, His
truck is his life. He has no alternative mode of transportation.

$ 2200.00 is an enormous burden for year old kid saving for his wedding next year.
[ am asking you to see that Chevrolet taRes responsibility for replacing this defective part
in my son’s truck without delay.

I do wish you and your family a Merry Christmas.







Hi team,

Please see attached letter that was sent in to Brian Sweeney and assign. Keep me posted with regular feedback.

Thank you and have a great day.

Mickey Su

Assistant Manager | Chevrolet Customer Experience

100 Renaissance Drive, Detroit, Michigan 48265

Email: mickey.su@gm.com | Mobile: 405.465.5404

Be hungry, stay humble and give it all you have!



December 6,2018

Re: 2015 Chevrolet C
Brian Sweeney Vin#lGCGTALE3XF1

U.S. Vice President,Chevrolet
300 Renaissance Center
Detroit, Michigan 48265

Home

Dear Mr. Sweeney,

] am writing to express my disappointment in Chevrolet and [ am hoping you can restore
my faith in the General Motors corporation. I read your column in the New Roads
magazine asking how owners have used their Chevy’s this year.

{ do not know if you hagechildren or not but as a mother [ am writing for your help.
Three years ago my so chose the truck of his direams. He took his savings and
college graduation gift money and drove from our house in New York to Sutliff

Chevrolet in Harrisburg, Pennsylvania to buy his dream car. He had spent a long time
researching in choosing his Chevy Colorado right down to the paint color. '

Fast forward to this July of 2018 and an indicator light comes up showing there is

a safety problem with the power steering assist module. He brought the truck to his local
dealership immediately and was told 2200.00 dollars was needed to replace the defective
part. Inthe meantime through further investigation we find that this part has an active
recall for the 2015 Chevrolet Colorado’s buiit between January 2015 and April 2015,
That is the time period his truck was built. But the dealer has told him his truck VIN
number is not part of the recall. Please see attached NHTSA camipaign # 16V054000.

Would you please explain to us how is it that his truck, with an existing faulty part that
has a recall on if, manufactured during the-exact peried of the part recall, is not covered.
This is a safety issue! If your part fails his power steering-can fail while driving, His
truck is his life. He has no alternative mode of transportation.

$ 2200.00 is an enormous burden for z!'ear old kid saving for his wedding next year.
[ am asking you to see that Chevrolet takes responsibility for replacing this defective part
in my son’s truck without delay.

I do wish you and your family a Merry Christmas.







December 6,2018

Home

Re: 2015 Chevrolet Colorado
Brian Sweeney Vin#lGCGTALE3XF1
U.S. Vice President,Chevrolet
300 Renaissance Center
Detroit, Michigan 48265

Dear Mr. Sweeney,

] am writing to express my disappointment in Chevrolet and [ am hoping you can restore
my faith in the General Motors corporation. I read your column in the New Roads
magazine asking how owners have used their Chevy’s this year.

{ do not know if you havgsglildean or not but as a mother [ am writing for your help.
Three years ago my son chose the truck of his dieams. He took his savings and
college graduation gift money and drove from our house in New York to Sutliff
Chevrolet in Harrisburg, Pennsylvania to buy his dream car. He had spent a long time
researching in choosing his Chevy Colorado right down to the paint color. '

Fast forward to this July of 2018 and an indicator light comes up showing there is

a safety problem with the power steering assist module. He brought the truck to his local
dealership immediately and was told 2200.00 dollars was needed to replace the defective
part. Inthe meantime through further investigation we find that this part has an active
recall for the 2015 Chevrolet Colorado’s buiit between January 2015 and April 2015,
That is the time period his truck was built. But the dealer has told him his truck VIN
number is not part of the recall. Please see attached NHTSA camipaign # 16V054000.

Would you please explain to us how is it that his truck, with an existing faulty part that
has a recall on if, manufactured during the-exact peried of the part recall, is not covered.
This is a safety issue! If your part fails his power steering-can fail while driving, His
truck is his life. He has no alternativ e of transportation.

$2200.00 is an enormous burden fortﬂear old kid saving for his wedding next year.
[ am asking you to see that Chevrolet takes responsibility for replacing this defective part
in my son’s truck without delay.

I do wish you and your family a Merry Christmas.







12/31/2018 General Motors

General Motors - Policy Evaluation Tool

Date: 12/31/2018

Customer Information Agent Information
First Name- Agent Name: Siebel Service
Last Name: - Agent Role:

Phone:

Vehicle/Coverage Information

VIN: 1GTGeBE33F |l Make: GMC
Component Warranty Coverage: Bumper to Bumper Coverage
Ownership Status Message:

Time Mileage
Component's Warranty End Date: 01/16/2018 Component's Warranty End Mileage (Miles): 36,231
Job Card Date: 12/31/2018 Current Mileage: 145,226
Days out of Warranty: 349 Miles out of Warranty: 108,995
Repair
Total Repair Cost At Warranty Rates: $1,900.00 Job Card / Repair Order : CACEC

Repair Group: Steering

Reasons For Policy Adjustment
Primary reason for policy adjustment: Just beyond terms of applicable warranty coverage (Time or Mileage)

Important: This Policy Evaluation Tool is for GM Dealer and General Motor use ONLY

GM Participation Amount: $475.00 - $855.00 Cust/DIr Participation Amount: $1,045.00 - $1,425.00
Agreed upon Customer/Dealer Participation Amount:

Please print this document and the supporting IVH document and attach to the 'Hard Copy".

Please note, every customer's situation must be evaluated on a Case-by-Case basis. If you decide to modify the
participation amounts, contact your DMA using the DMA Pre-Approval form.

IMPORTANT: Enter the agreed upon amount in the Customer / Dealer Participation field in the claim transaction.
Utilize IVH to validate warranty coverage end (time and mileage) of the component under consideration.

https://iagent.drmp.gm.com/agent/calculatorPrint.do



12/24/2018 General Motors

General Motors - Policy Evaluation Tool

Date: 12/24/2018

Customer Information Agent Information
First Name: [} Agent Name: Siebel Service
Last Name: - Agent Role:

Phone:

Vehicle/Coverage Information
VIN: 1GTHeCE34F |l Make: GMC
Component Warranty Coverage: Bumper to Bumper Coverage
Ownership Status Message: Vehicle ownership status cannot be verified at this time, please verify ownership status
with the customer.

Time Mileage
Component's Warranty End Date: 04/10/2018 Component's Warranty End Mileage (Miles): 36,024
Job Card Date: 12/24/2018 Current Mileage: 13,291
Days out of Warranty: 258 Miles out of Warranty: 0
Repair
Total Repair Cost At Warranty Rates: $1,747.66 Job Card / Repair Order : Tier2

Repair Group: Steering

Reasons For Policy Adjustment

Primary reason for policy adjustment: Just beyond terms of applicable warranty coverage (Time or Mileage)
Additional Comments:1747.66 Estimated parts and labor costs

Important: This Policy Evaluation Tool is for GM Dealer and General Motor use ONLY

GM Participation Amount: $873.83 Cust/DIr Participation Amount: $873.83 / 50%
Agreed upon Customer/Dealer Participation Amount:

Please print this document and the supporting IVH document and attach to the 'Hard Copy".

Please note, every customer's situation must be evaluated on a Case-by-Case basis. If you decide to modify the
participation amounts, contact your DMA using the DMA Pre-Approval form.

IMPORTANT: Enter the agreed upon amount in the Customer / Dealer Participation field in the claim transaction.
Utilize IVH to validate warranty coverage end (time and mileage) of the component under consideration.

https://iagent.drmp.gm.com/agent/calculatorPrint.do
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1/4/2019

General Motors

General Motors - Policy Evaluation Tool

Date: 01/04/2019

phone: I

Customer Information Agent Information

First Name- Agent Name: Siebel Service
Agent Role:

Vehicle/Coverage Information
ViN: 1GCGSBE3SF I Make: Chevrolet
Component Warranty Coverage: Bumper to Bumper Coverage
Ownership Status Message:

Time Mileage
Component's Warranty End Date: 12/28/2017 Component's Warranty End Mileage (Miles): 36,026
Job Card Date: 01/04/2019 Current Mileage: 92,356
Days out of Warranty: 372 Miles out of Warranty: 56,330
Repair
Total Repair Cost At Warranty Rates: $2,000.00 Job Card / Repair Order : 123456

Repair Group: Steering

Reasons For Policy Adjustment
Primary reason for policy adjustment: Other

Important: This Policy Evaluation Tool is for GM Dealer and General Motor use ONLY

GM Participation Amount: $0.00 * Cust/Dir Participation Amount: $2,000.00
Agreed upon Customer/Dealer Participation Amount:

* GM Participation in this repair outside of warranty is not recommended. If there are unusual circumstances
which require factory involvement contact your District Manager Aftersales for pre-approval.

Please note, every customer’'s situation must be evaluated on a Case-by-Case basis. If you decide to modify the
participation amounts, contact your DMA using the DMA Pre-Approval form.

IMPORTANT: Enter the agreed upon amount in the Customer / Dealer Participation field in the claim transaction.
Utilize IVH to validate warranty coverage end (time and mileage) of the component under consideration.

https://iagent.drmp.gm.com/agent/calculatorPrint.do

mn



1/8/2019 General Motors

General Motors - Policy Evaluation Tool

Date: 01/08/2019

Customer Information Agent Information
First Name: || Agent Name: Siebel Service
Last Name: - Agent Role:

Phone:

Vehicle/Coverage Information

VIN: 1GcGsBE3HI Make: Chevrolet
Component Warranty Coverage: Bumper to Bumper Coverage
Ownership Status Message:

Time Mileage
Component's Warranty End Date: 01/03/2018 Component's Warranty End Mileage (Miles): 36,080
Job Card Date: 01/08/2019 Current Mileage: 49,000
Days out of Warranty: 370 Miles out of Warranty: 12,920
Repair
Total Repair Cost At Warranty Rates: $1,400.00 Job Card / Repair Order : 1

Repair Group: Steering

Reasons For Policy Adjustment
Primary reason for policy adjustment: Other

Important: This Policy Evaluation Tool is for GM Dealer and General Motor use ONLY

GM Participation Amount: $0.00 * I Cust/DIr Participation Amount: $1,400.00
Agreed upon Customer/Dealer Participation Amount:

* GM Participation in this repair outside of warranty is not recommended. If there are unusual circumstances
which require factory involvement contact your District Manager Aftersales for pre-approval.

Please note, every customer's situation must be evaluated on a Case-by-Case basis. If you decide to modify the
participation amounts, contact your DMA using the DMA Pre-Approval form.

IMPORTANT: Enter the agreed upon amount in the Customer / Dealer Participation field in the claim transaction.
Utilize IVH to validate warranty coverage end (time and mileage) of the component under consideration.

https://iagent.drmp.gm.com/agent/calculatorPrint.do






CUSTCMER #

@va CONCORD CHEVROLET

WARRAN
\1,\2-\\" ARRANTY 1330 CONCORD AVENUE - CONCORD, CA 94520.4946

(925) 682-6400
www .concordchevrolet.com
CONC PAGE 1

HOME CONT
BUS: CELL SERVICE ADVISOR: 71735 GERALD LONG
COLOR YEAR MAKE VIN | LICENSE MILEAGE IN /OUT | - TAG
GREY 15 | CHEVROLET COLORADO 1GCGSBE34F_ 13265/13265 [T6240
DEL. DATE PROD, DATE | WARR. EXP. PROMISED PO NO. RATE PAYMENT INV. DATE
01JAN15 D 18:00 23JAN16 0.00| CASH 26JAN16
R.0. OPENED BOOKED OPTIONS:

08:12 23JAN16 ]15:37 26JAN16
LINE OPCODE TECH TYPE HOURS LIST NET TOTAL
B CUSTOMER REQUESTS; RECALL CAMPAIGN NUMBER 15439; LOSS OF ELECTRIC

POWER STEERING ASSIST

CAUSE:
9101773 Power Steering Control Module
Reprogramming with SPS

71933 WG 0.30 42.28 42.28

FC: PART#: COUNT: 0 0 TPARTS

CLAIM TYPE: ZFAT

AUTH CODE:

750 4228 TLABOR

TECH: 71733 ACTUAL HRS.: 0.78 SOLD HRS. : 0.30
SALE-LBR: 42.28 PTS: 0.00 MSC: 0.00 LUB: 0.00 SUB: 0.00 TOTAL 42.28
COST-LBR: 7,50 PIS: 0.00 MSC: 0.00 LUB: 0.00 SUB: 0.00 TOTAL 7.50

13265 CAMPAIGN 15439 WAS TO REPROGRAM ELECTRIC POWER STEERING,
PROGRAMMED ELECTRIC POWER STEERING AND TESTED FOR PROPER OPERATION NO
ISSUES AT THIS TIME 31B88 FDR92 WARRANTEE CLAIM CODES

e e vk e ok e ok ok ok ok ok ok ok ko ok ko ok ok ok ke ok ok ok ok o e 3 ok ok ok ok ok ok ok ok ok ok o o Sk ok ok

C CUSTOMER REQUESTS; RECALL CAMPAIGN NUMBER 15671; EXCESSIVE WIRTING
HARNESS LENGTH

CAUSE:
9101976 Inspect Cylinder Head To Harness
Clearance
71733 WG 0.20 28.19 28.19

FC: PART#: COUNT: 0 0 TPARTS

CLAIM TYPE: ZFAT

AUTH CODE:

500 2819 TLABOR
TECH : 71733 ACTUAL HRS.: 0.00 SOLD HRS. : 0.20
SALE-LBR: 28.19 PTS: 0.00 MSC: 0.00 LUB: 0.00 SUB: 0.00 TOTAL 28.19
DISCLAIMER OF WARRANTIES 2L JOTALS

The seller hereby expressly disclaims all warranties, either express or implied, |-ABQSAMOUNT
including any implied warranty of merchantability or fitness for a particular EARTS AMOUNT
purpose, and neither assumes nor authorizes any other person to assume for |~GAS.OIL, LUBE

it any liability in connection with the sale of said products. SUBLET AMOUNT
MISC. CHARGES

TOTAL CHARGES
LESS INSURANCE
x SALES TAX

CUSTOMER SIGNATURE ";hElgiEMI:)AUYNT

BAR # ARD00226170 EPA # CAL000273267

Coovriart 2000 ADP, Inc. SERVCE INVOICE #2 X$12C WARRANTY COPY



CUSTOMER #

CONCORD CHEVROLET

WAR Y 1330 CONCORD AVENUE * CONCORD, CA 94520-4946
(925) 682-6400
www.concordchevrolet.com
PAGE 2
BUS : CELL SERVICE ADVISOR: 71735 GERALD LONG
COLOR YEAR MAKE VIN [ LICENSE MILEAGE IN / OUT TAG
GREY 15 | CHEVROLET COLORADO 1GCGSBE34F 13265/13265 [T'6240
DEL. DATE PROD. DATE | WARR. EXP, PROMISED PO . RATE PAYMENT INV. DATE
01JAN15 DO 18:00 23JAN16 0.00{ CASH 26JAN16
R.O. OPENED BOOKED OPTIONS:
08:12 23JAN16 (15:37 26JAN16
LINE OPCODE TECH TYPE HEOURS LIST NET TOTAL
COST-LBR: 5.00 PTS: 0.00 MSC: 0.00 LUB: 0.00 SUB: 0.00 TOTAL 5.00

13265 CHECKED HARNESS FOR CHAFFING AS CAMPAIGN 15671 DESCRIBES
FOUND HARNESS LOCATED AWAY FROM CYLINDER HEAD NO ISSUES AT THIS TIME
****************************k***********************
D 2 YEAR MAINTENANCE. DEXOS OIL AND OIL FILTER, TIRE ROTATION. RESET
OIL LIFE AND TIRE PRESSURE MONITORS. TOP UP DIESEL EXH FLD.
NOTE: LIMITED TO 4 SERVICES DURING 2 YEAR PERIOD (DEX5W30=$35;DE
X0W20=550; DEX2CRUZD=$75; DELVAC1500SILD=$85)
CAUSE: .
CONCERN CODE: 0021
0600723 2 YEAR MAINTENANCE. DEXOS OIL AND OIL
FILTER, TIRE ROTATION. RESET OIL LIFE AND
TIRE PRESSURE MONITORS. TOP UP DIESEL EXH
FLD. NOTE: LIMITED TO 4 SERVICES DURING 2
YEAR PERIOD (DEXS5W30=$35;DEX0W20=$50; DEX2CRUZ
D=$75; DELVAC1500SILD=$85)

71733 WGM 0.70 4.02 4.02
1 19303249 (S)FILTER KIT 10.40 6.50 6.50
6 19293000 OIL B il 4.08 24 .48
FC: 9094
PART#: 19303249
COUNT: 1 2476 3098 TPARTS
CLAIM TYPE: ZREG
AUTH CODE:
1750 402 TLABOR
TECH : 71733 ACTUAL HRS.: 0.00 SOLD HRS.: 0.70
SALE-LBR: 4.02 PTS: 30.88 MSC: 0.00 LUB: 0.00 SUB: 0.00 TOTAL 35.00
COST-~LBR: 17.50 PTS: 24 .76 MSC: 0.00 LUR: 0.00 SUB: 0.00 TOTAL 42,26
13265 MAINTENANCE PERFORMED LUBE, OIL AND OIL FILTER ... CHECKED
ALL FLUID LEVELS AND TOPPED UP FLUID LEVELS ... ROTATED TIRES. RESET
DISCLAIMER OF WARRANTIES DESCRIPTION TOTALS

LABOR AMOUNT

The seller hereby expressly disclaims all warranties, either express or implied,
including any implied warranty of merchantability or fitness for a particular |PARTS AMOUNT
purpose, and neither assumes nor authorizes any other person to assume for |-SAS.QlL. LUBE

it any liability in connection with the sale of said products. SUBLET AMOUNT
MISC. CHARGES

TOTAL CHARGES
LESS INSURANCE
X SALES TAX

CUSTOMER SIGNATURE 'P[lﬁelgiEMFgUYNT

BAR # ARD00226170 EPA # CALO00273267

Coowiaht 2000 AOP. ine. SEAVICE INVOICE #2 XSI2C WARRANTY COPY



HOME

CONCORD CHEVROLET

WAE. = 1330 CONCORD AVENUE - CONCORD, CA 94520-4946
(925) 682-6400
www,concordchevrolet.com
PAGE 3

BUS : SERVICE ADVISOR: 71735 GERALD LONG
COLOR YEAR VIN | LICENSE MILEAGE IN / OUT TAG
GREY 15 | CHEVROLET COLORADQ 1GCGSBE34F 13265/13265 H6240
DEL. DATE _|PROD. DATE| WARR. EXP. PROMISED PO NO. RATE PAYMENT INV. DATE
01JAN1S5 DO 18:00 23JAN16 0.00] CASH 26JAN16

R.0. OPENED BOOKED OPTIONS:

08:12 23JAN16 |15:37 26JAN16
LINE OPCODE_TECH TYPE HOURS LIST NET __ TOTAL
OIL LIFE MONITOR AND TIRE PRESSURE MONITOR (WHEN EQUIDPED)
Je e e ok ke ok ok ke ok ok ok kK ke ke ke sk ok ok ok ke ok ok e ke ke Sk ok Tk ke ok ok i ok ok ok ok ok ke ok ok ke ok ok e ok kK o
CREATED 2016-01-19 05:50:00PM
TAKEN BY CHERI RO BERTS

TECH : 71733 ACTUAL HRS. : 0.78 SOLD HRS. : L2
SALE-LBR: 74 .49 PTS: 30.98 MSC: 0.00 LUB: 0.00 SURB: 0.00 TOTAL 105.47
COST~LBR: 30.00 PTS: 24 .76 MSC: 0.00 LUB: 0.00 SUB: 0.00 TOTAL 54 .76
DATE START FINISH DURATION TYPE TECH LINE(S) - CHG
01-23-16 13241 1l4:14 0.55 W TAA33 A
14:14 14:15 0.02 W T1733 B
15:07 15:53 0.76 W TL733 B
ACCOUNT SALE COST CONTROL ACCOUNT SALE cosT CONTROL
462 7047 1250 460B 402 1750
467N 650 520 491N 2448 1956
263 10547  k*xkkkkk
COST, SALE, & COMP TOTALS 5476 10547 0
DISCLAIMER OF WARRANTIES DESCRITION TOTALS
The seller hereby expressly disclaims all warranties, either express or implied, |-ABQRAMOUNT ;4 .49
including any implied warranty of merchantability or fitness for a particular CARIS AMOUNT 0.98
purpose, and neither assumes nor authorizes any other person to assume for [-SAS.OlL, LUBE .00
it any liability in connection with the sale of said products. SUBLET AMOUNT 0.00
MISC. CHARGES 0.00
TOTAL CHARGES 105.47
LESS INSURANCE 0.00
X SALES TAX 0.00
PLEASE PAY
CUSTOMER SIGNATURE Y113 2 ORIt 108 49
BAR # ARD00226170 EPA # CAL000273267

Coowriaht 2000 ADP, Ins. SERVICE INVOICE #2 XSI2C WARRANTY COPY



CONCOR,

*INVOICE*
CHEVROLET

- 1330 CONCORD AVENUE - CONCORD, CA 94520-4946

PAGE 2 (925) 682-6400

www.concordchevrolet.com
SERVICE ADVISOR: 71735 GERALD LONG
COLOR YEAR MAKE/ VIN LICENSE MILEAGE IN / QUT TAG
GREY 15 | CHEVROLET COLORADO 1GCGSBE34F1 13265/13265 [T6240
DEL. DATE PRCD. DATE | WARR. EXP. PROMISED PO N®® RATE PAYMENT INV. DATE
01JAN1S5 DI 18: 00 23JAN16 0.00] CASH 23JAN16
R.0. OPENED BOOKED OPTIONS:

08:12 23JAN16 ]15:55 23JAN16
LINE OPCODE TECH TYPE HOURS LIST NET TOTAL
OIL LIFE AND TIRE PRESSURE MONITORS. TOP UP DIESEL EXH FLD.
NOTE: LIMITED TO 4 SERVICES DURING 2 YEAR PERIOD (DEX5W30=$35;DE
X0W20=$50; DEX2CRUZD=$75; DELVAC15008ILD=$85)

CAUSE: .
0600723 2 YEAR MAINTENANCE. DEXOS OIL AND OIL
FILTER, TIRE ROTATION. RESET OIL LIFE AND
TIRE PRESSURE MONITORS. TOP UP DIESEL EXH
FLD. NOTE: LIMITED TO 4 SERVICES DURING
YEAR PERIOD (DEX5W30=$35;DEX0W20=$50; DEX2CRUZ
D=$75; DELVAC1500STILD=$85)
71733 WGM (N/C)
1 19303249 (S)FILTER KIT (N/C)
6 19293000 OIL (N/C)
PARTS : 0.00 LABOR: 0.00 OTHER: 0.00 TOTAL LINE D: 0.00

AEAKIAIEAA AN AANAA AN AR A AT AAAAAA AR AARNAAARAR AR A AR Ak ok kk ok h*
o

E PERFORM STATE MANDATED TIRE PRESSURE CHECK, SET TIRE°*PRESSURE TO
MANUFACTURES RECOMMENDED SPECIFICATION. FRONT REAR
AIR PERFORM STATE MANDATED TIRE PRESSURE CHECK,
SET TIRE PRESSURE TO MANUFACTURES
RECOMMENDED SPECIFICATION. FRONT

REAR
71733 1ISA (N/C)
PARTS : 0.00 LABOR: 0.00 OTHER: 0.00 TOTAL LINE E; 0.00

e ke s o ok ol e Sk e ke ke ke ke e vk ok ol ok ke ke ke e ok ke e ke ko ok e ke A R Ak Rk ok Rk ok ok ok ok ok ok ok ok ok ok R
F THANK YOU FOR YOUR RUSINESS!
197 FOR ANY QUESTIONS OR APPOINTMENTS CONTACT
JERRY LONG ***TUESDAY THROUGH SATURDAY*** AT
925-288-5731 OR EMAIL ME AT
jerryle@ecacargroup.com
71733° ISC (N/C)
PARTS : 0.00 LABOR: 0.00 OTHER: 0.00 TOTAL LINE F: 0.00
% ke ke koo ok ok ok ok e ok ke ook ke Sk ok ok vk ok ok e ok ke ok ok e ok ok ok S S ke e sk Sk ke ok ok o e ok ok ke sk ke ok e ke ok
CREATED 2016-01-19 05:50:00PM
TAKEN BY CHERI RO BERTS

DISCLAIMER OF WARRANTIES DESCHIPTION TOTALS
The seller hereby expressly disclaims all warranties, either express or implied, LABOR AMOUNT 0.00
including any implied warranty of merchantability or fitness for a particular PARTS AMOUNT 0.00
purpose, and neither as ' on to assume for [-3AS.OlL, LUBE 0.00
it any liabi SUBLET AMOUNT 0.00
MISC. CHARGES 0.00
TOTAL CHARGES 0.00
LESS INSURANCE 0.00
x SALES TAX 0.00
PLEASE PAY
THIS AMOUNT 0.00
BAR # ARD00226170 EPA # CAL0O00273267

Coowrioht 2000 ADP. ‘ne. SERVICE INVDICE 42 XSI2C FILE COPY



CONCOR,

CUSTOMER #:
*INVOICE*
CHEVROLET
= 1330 CONCORD AVENUE - CONCORD, CA 94520-4946

PAGE 1 (925) 682-6400
HOME CONT www.concordchevrolet.com
BUS : CELL SERVICE ADVISOR: 71735 GERALD LONG

COLOR YEAR MAKE VIN ] LICENSE MILEAGE IN / QUT TAG
GREY 15 | CHEVROLET COLORADO lGCGSBE34F_ 13265/13265 |T6240
DEL. DATE PROD. DATE | WARR. EXP. PROMISED PO . RATE PAYMENT INV. DATE
01JAN1S5 D 18:00 23JAN16 0.00{ CASH 23JAN16
R.0. OPENED BOQOKED OPTIONS:

08:12 23JAN16 [15:55 23JAN16
LINE OPCODE TECH TYPE HOURS LIST NET TOTAL
A CUSTOMER STATES DRIVE'RS SEAT RECLINER HAS TO BE MANUALLY BROUGHT
BACK UP - HEARD SCMETHING PO; BEFORE IT CAME BACK UP AS
SPRING-LOADED TYPE APPARATUS
197 VERIFIED CONCERN;ORDERED NEEDED PARTS TO

REPAIR
71733 ISP (N/C)
SOP SPECIAL ORDERED PART, YOU WILL BE CONTACTED
IN 7 DAYS
71733 ISP (N/C)
PARTS : 0.00 LABOR: 0.00 OTHER: 0.00 TOTAL LINE A: 0.00

13265 FOUND THAT THE RECLINER RATCHETING MECHANISM ISNT PULLING
RECLINER MECHANISM BACK ALL THE WAY ALLOWING FULL RELEASE OF RECLINER
PARTS ORDERED
Y Kk ke ke ok e vk e e Y v gk e vk vk sk sk ok vl s o ke vl e e ol ke dhe vk ke e e ke e ok ek ok o e o R A A Ak A A A A A
B CUSTOMER REQUESTS; RECALL CAMPAIGN NUMBER 15439; LOSS OF ELECTRIC
POWER STEERING ASSTST

CAUSE: .
RECALL CUSTOMER REQUESTS; RECALL CAMPAIGN NUMBER
71733 WG (N/C)
PARTS : 0.00 LABOR: 0.00 OTHER: 0.00 TOTAL LINE B: 0.00

13265 CAMPAIGN 15439 WAS TO REPROGRAM ELECTRIC POWER STEERING,
PROGRAMMED ELECTRIC POWER STEERING AND TESTED FOR PROPER OPERATION NO
ISSUES AT THIS TIME 31B88 FDBE92 WARRANTEE CLAIM CODES

****************************************************
C CUSTOMER REQUESTS; RECALL CAMPAIGN NUMBER 15671; EXCESSIVE WIRING
HARNESS LENGTH

CAUSE ;
RECALL CUSTOMER REQUESTS; RECALL CAMPAIGN NUMBER
71933 WG (N/C)
PARTS : 0.00 LABOR: 0.00 OTHER: 0.00 TOTAL LINE C: 0.00

13265 CHECKED HARNESS FOR CHAFFING AS CAMPAIGN 15671 DESCRIBES
FOUND HARNESS LOCATED AWAY FROM CYLINDER HEAD NO ISSUES AT THIS TIME

****************************************************

D 2 YEAR MAINTENANCE. DEXOS OIL AND OIL FILTER, TIRE ROTATION. RESET

DISCLAIMER OF WARRANTIES 2ESTRETION J0TALS
The seller hereby expressly disclaims all warranties, either express or implied, |AS9R AMOUNT
including any implied warranty of merchantability or fitness for a particular |2ARTS AMOUNT
purpose, and neither assumes nor authorizes any other person to assume for |-SAS.OIL, LUBE

it any liability in connection with the sale of said products. SUBLEL AVIOUNT
MISC. CHARGES

TOTAL CHARGES
LESS INSURANCE
X SALES TAX

PLEASE PAY
CUSTOMER SIGNATURE THIS AMOUNT

BAR # ARD00226170 EPA # CALO00273267

Cenvriahs 000 ACP. Ine. SERVICE INVOICE #2 XS12C FILE COPY









David Albritton

Sent: Tuesday, January 22, 2019 8:01 PM

To: Afaf Farah <afaf.farah@chevrolet.com>

Subject: FW: 2015 Chevy Colorado losing all steering capability -concerned and no funds to
pay the dealer to repair $2500

Please pass on. Thanks.

From
Sent: Tuesday, January 22, 2019 4:47 PM
To: David Albritton <david.albritton@gm.com>

Subject: [EXTERNAL] 2015 Chevy Colorado losing all steering capability -concerned and no
funds to pay the dealer to repair $2500

David,

I need assistance, I am hoping you can help. My Chevy Colorado keeps losing power steering at
high rates of speed. There was a recall for my truck for that year and problem but it did not
include my vin # for some reason. Can you help us to extend the recall to cover all trucks with

this concern for that year model?

Thanks

We make Quality S.O.A.P. Safely!



CONFIDENTIALITY NOTICE: This e-mail communication and any attachments may contain
proprietary and privileged information for the use of the designated recipients named above. Any
unauthorized review, use, disclosure or distribution is prohibited. If you are not the intended
recipient, please contact the sender by reply e-mail and destroy all copies of the original
message.



1/30/2019 General Motors

General Motors - Policy Evaluation Tool

Date: 01/30/2019

Customer Information Agent Information
First Name: - Agent Name: Siebel Service
Last Name: - Agent Role:

Phone:

Vehicle/Coverage Information

VIN: 1GTG6CE39G il Make: GMC
Component Warranty Coverage: Bumper to Bumper Coverage
Ownership Status Message:

Time Mileage
Component's Warranty End Date: 10/06/2018 Component's Warranty End Mileage (Miles): 36,472
Job Card Date: 01/30/2019 Current Mileage: 18,000
Days out of Warranty: 116 Miles out of Warranty: 0
Repair
Total Repair Cost At Warranty Rates: $1,185.00 Job Card / Repair Order : tier2

Repair Group: Steering

Reasons For Policy Adjustment
Primary reason for policy adjustment: Just beyond terms of applicable warranty coverage (Time or Mileage)

Important: This Policy Evaluation Tool is for GM Dealer and General Motor use ONLY

GM Participation Amount: $237.00 - $474.00 Cust/DIr Participation Amount: $711.00 - $948.00
Agreed upon Customer/Dealer Participation Amount:

Please print this document and the supporting IVH document and attach to the 'Hard Copy".

Please note, every customer's situation must be evaluated on a Case-by-Case basis. If you decide to modify the
participation amounts, contact your DMA using the DMA Pre-Approval form.

IMPORTANT: Enter the agreed upon amount in the Customer / Dealer Participation field in the claim transaction.
Utilize IVH to validate warranty coverage end (time and mileage) of the component under consideration.

https://iagent.drmp.gm.com/agent/calculatorPrint.do












2/15/2019 General Motors

General Motors - Policy Evaluation Tool

Date: 02/15/2019

r Information Agent Information

First Name:
Last
Pho

Agent Name: Siebel Service
Agent Role:

Vehicle/Coverage Information

VIN: 1GCGSBE30F Make: Chevrolet
Component Warranty Coverage: Bumper to Bumper Coverage
Ownership Status Message:

Time Mileage
Component's Warranty End Date: 08/02/2018 Component's Warranty End Mileage (Miles): 36,008
Job Card Date: 02/05/2019 Current Mileage: 64,000
Days out of Warranty: 187 Miles out of Warranty: 27,992
Repair
Total Repair Cost At Warranty Rates: $1,204.13 I Job Card / Repair Orde-
Repair Group: Steering

Reasons For Policy Adjustment

Primary reason for policy adjustment: Other

Important: This Policy Evaluation Tool is for GM Dealer and General Motor use ONLY

GM Participation Amount: $301.03 - $541.86 I Cust/DIr Participation Amount: $662.27 - $903.10
Agreed upon Customer/Dealer Participation Amount:

Please print this document and the supporting IVH document and attach to the 'Hard Copy"'.

Please note, every customer's situation must be evaluated on a Case-by-Case basis. If you decide to modify the
participation amounts, contact your DMA using the DMA Pre-Approval form.

IMPORTANT: Enter the agreed upon amount in the Customer / Dealer Participation field in the claim transaction.
Utilize IVH to validate warranty coverage end (time and mileage) of the component under consideration.

https://iagent.drmp.gm.com/agent/calculatorPrint.do






Please assign.
Updates and final to Jodi Truss, Christina Lloyd-Willams and John Bopp.

Thank you.

Sent via the Samsung Galaxy S8. an AT&T 5G Evolution smartphone

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

From: Alan Batey <alan.batey@chevrolet.com>
Date: 2/9/19 10:45 AM (GMT-05:00)

To: John Bopp <john.bopp@gm.com>

Subject: Fwd: [EXTERNAL] 2015 Colorado

FYI

Sent from my iPhone

Begin forwarded message:

From:
Date: February 9, 2019 at 10:17:36 AM EST

To: "alan.batey@gm.com" <alan.batey(@gm.com>
Subject: [EXTERNAL] 2015 Colorado

I purchased a used 2015 Colorado with 33,000 miles on it. 3 times now the power steering assist
has gone out on me. I contacted Southworth Chev and Sara in service was able to get GM to pay
for half of the replacement of the steering rack assy. I do not feel that I should have incurred any
cost as this is a safety issue as well as a known issue to GM. I have several pages of complaints
from other owners with this problem and GM has fixed some of these vehicles at no cost to the
owner. The build date on mine is one month past the recall build but who is to say that the rack

assy 1s not the same as the recall ones.

The vin on my vehicle is 1GCGTCE3 7F1-. This repair cost me $597.57 and the mileage is
35800. Again, this 1s a known issue not to mention a safety issue and should have been repaired

at no cost to me.

Please help me with this as I don't want to pursue other avenues and customer satisfaction has

always been GM's main goal.

Hope to here from you soon.






Please assign.
Updates and final to Jodi Truss, Christina Lloyd-Willams and John Bopp.

Thank you.

Sent via the Samsung Galaxy S8, an AT&T 5G Evolution smartphone

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

From: Alan Batey <alan.batey(@chevrolet.com>
Date: 2/9/19 10:45 AM (GMT-05:00)

To: John Bopp <john.bopp@gm.com>

Subject: Fwd: [EXTERNAL] 2015 Colorado

FYI

Sent from my iPhone

Begin forwarded message:

From

Date: February 9, 2019 at 10:17:36 AM EST

To: "alan.batey@gm.com" <alan.batey@gm.com>
Subject: [EXTERNAL] 2015 Colorado

I purchased a used 2015 Colorado with 33,000 miles on it. 3 times now the power steering assist
has gone out on me. I contacted Southworth Chev and Sara in service was able to get GM to pay
for half of the replacement of the steering rack assy. I do not feel that I should have incurred any
cost as this is a safety issue as well as a known issue to GM. I have several pages of complaints
from other owners with this problem and GM has fixed some of these vehicles at no cost to the
owner. The build date on mine is one month past the recall build but who is to say that the rack
assy is not the same as the recall ones.

The vin on my vehicle is IGCGTCE3 7F1-. This repair cost me $597.57 and the mileage is
35800. Again, this is a known issue not to mention a safety issue and should have been repaired

at no cost to me.

Please help me with this as I don't want to pursue other avenues and customer satisfaction has
always been GM's main goal.

Hope to here from you soon.









2/28/2019 General Motors

General Motors - Policy Evaluation Tool

Date: 02/28/2019

Customer Information Agent Information
First Name: [} Agent Name: Siebel Service
Last Name: - Agent Role:

Phone:

Vehicle/Coverage Information

VIN: 1GCGTCE3SF I Make: Chevrolet
Component Warranty Coverage: Bumper to Bumper Coverage
Ownership Status Message:

Time Mileage
Component's Warranty End Date: 04/18/2018 Component's Warranty End Mileage (Miles): 36,009
Job Card Date: 02/28/2019 Current Mileage: 53,516
Days out of Warranty: 316 Miles out of Warranty: 17,507
Repair
Total Repair Cost At Warranty Rates: $1,100.00 Job Card / Repair Order : Tier2

Repair Group: Steering

Reasons For Policy Adjustment
Primary reason for policy adjustment: Just beyond terms of applicable warranty coverage (Time or Mileage)

Important: This Policy Evaluation Tool is for GM Dealer and General Motor use ONLY

GM Participation Amount: $275.00 - $495.00 Cust/DIr Participation Amount: $605.00 - $825.00
Agreed upon Customer/Dealer Participation Amount:

Please print this document and the supporting IVH document and attach to the 'Hard Copy".

Please note, every customer's situation must be evaluated on a Case-by-Case basis. If you decide to modify the
participation amounts, contact your DMA using the DMA Pre-Approval form.

IMPORTANT: Enter the agreed upon amount in the Customer / Dealer Participation field in the claim transaction.
Utilize IVH to validate warranty coverage end (time and mileage) of the component under consideration.

https://iagent.drmp.gm.com/agent/calculatorPrint.do



= Print

General Motors - Policy Evaluation Tool

Date: 03/13/2019

Customer Information Agent Information

First Name: Agent Name: Siebel Service
Last Name: Agent Role:

Phone:

Vehicle/Coverage Information

VIN: 1GCGTCE33F1- Make: Chevrolet
Component Warranty Coverage: Bumper to Bumper Coverage
Ownership Status Message:

Time Mileage
Component's Warranty End Date: 03/15/2017 Component's Warranty End Mileage (Miles): 36.000
Job Card Date: 03/01/2019 Current Mileage: 52.737
Days out of Warranty: 563 Miles out of Warranty: 16,737
Repair
Total Repair Cost At Warranty Rates: $2,3800.00 | Job Card / Repair Order : Tier2

Repair Group: Steering

Reasons For Policy Adjustment
Primary reason for policy adjustment: Other

Important: This Policy Evaluation Tool is for GM Dealer and General Motor use ONLY

GM Participation Amount: $700.00 - $1,260.00 Cust/Dir Participation Amount: $1,540.00 - 52 100.00
Agreed upon Customer/Dealer Participation Amount:

Please print this document and the supporting IVH document and attach to the 'Hard Copy'.

Flease note. every customers situation must be evaluated on a3 Case-by-Case basis. If you decide to modify the
participation amounts, contact your DMA using the DMA Pre-Approval form.

IMPORTANT: Enter the agreed upon amount in the Customer / Dealer Participation field in the claim fransaction.
Utilize IVH to validate warranty coverage end (time and mileage) of the component under consideration.




3/29/2019 General Motors

ﬁE
i e—
—_ |
General Motors - Policy Evaluation Tool
Date: 03/29/2019
Customer Information Agent Information
First Name: [} Agent Name: Siebel Service
IE— Agent Role:
Phone:
Vehicle/Coverage Information
VIN: 1GCHSBEACF I Make: Chevrolet
Component Warranty Coverage: Bumper to Bumper Coverage
Ownership Status Message:
Time Mileage
Component's Warranty End Date: 03/19/2018 Component's Warranty End Mileage (Miles): 36,285
Job Card Date: 03/12/2019 Current Mileage: 111,485
Days out of Warranty: 358 Miles out of Warranty: 75,200
Repair
Total Repair Cost At Warranty Rates: $1,838.60 Job card / Repair order JJI

Repair Group: Steering

Reasons For Policy Adjustment
Primary reason for policy adjustment: Just beyond terms of applicable warranty coverage (Time or Mileage)

Important: This Policy Evaluation Tool is for GM Dealer and General Motor use ONLY

GM Participation Amount: $459.65 - $827.37 Cust/DIr Participation Amount: $1,011.23 - $1,378.95
Agreed upon Customer/Dealer Participation Amount:

Please print this document and the supporting IVH document and attach to the '"Hard Copy"'.

Please note, every customer's situation must be evaluated on a Case-by-Case basis. If you decide to modify the
participation amounts, contact your DMA using the DMA Pre-Approval form.

IMPORTANT: Enter the agreed upon amount in the Customer / Dealer Participation field in the claim transaction.
Utilize IVH to validate warranty coverage end (time and mileage) of the component under consideration.

https://iagent.drmp.gm.com/agent/calculatorPrint.do















cusToer #: [ [ ] Riverside Chevrolet

ACCOUNTING # 8200 Auto Drive
Riverside, CA 92504

CHEVROLET (951) 688-8111
www.riversidechevy.auto

RIVERSIDE, CA PAGE 2

HOME : CONT':

BUS: CELL: SERVICE ADVISOR: 219 FAISAL MANGRIO
COLOR YEAR MAKE/MODEL VIN LICENSE MILEAGE IN / OUT TAG
WHITE 15 | CHEVROLET COLORADO 1ccHSBES7F1EEN I | 68062/68063 [r5883
DEL_DATE _ | PROD. DATE[ WARR_EXP. PROMISED PO NO. RATE PAYMENT INV_DATE
30DEC14 DT 18:00 20SEP18 150.00| CASH 21SEP18
R.O. OPENED READY OPTIONS:  ENG:3.6 Liter DOHC

08:30 20SEP18 ]12:11 21SEP18
LINE OPCODE TECH TYPE A/HRS S/HRS COST SALE COMP LIST NET TOTAL
ACCOUNT COST CONTROL ACCOUNT SALE COST CONTROL

46200 1750 48000 - 2596
26300 * k kk kkk

COST, SALE, & COMP TOTALS 4346 10095 0
Original Esti Total Addii Approved By: Date & Time Authorizati *HAZARDOUS WASTE _ DISPOSAL] DESCRIPTION TOTALS
|(arsSlabon L CostAuthorzed COSTS: We have added this
s s Elmw charge to cover costs associated LABOR AMOUNT 0.00
Ole-mall (See Attached) with the handling, management | PARTS AMOUNT 0.00
A EER R, navardans - subsinces mder s lL, LUBE 200
= —— : p— California and Federal Law. SUBLET AMOUNT 0.00
ire pressure check/inflation service was performed. ) WASTE DISPOSAL COSTS * 0.00
RF, psi LF psi RR psi LR psi ALL PARTS ARE NEW
O Customer declined tire pressure check/inflation service. Initials UNLESS OTHERWISE TOTAL CHARGES 0.00
y_signing below, you acknowledge that you were notiied of and authorized the
Dealership to perform the services/repairs itemized in this Invoice and that you received D INDICATED. LESS ADJUSTMENTS 0.00
(or had the opportunity to inspect) any replaced parts as requested by you. 'Some Parts Not Returnable SALES TAX 0.00
DATE CUSTOMER SIGNATURE AUTHORIZED DEALERSHIP REPRESENTATIVE SIGNATURE PLEASE PAY
THIS AMOUNT 0.00

NOTICE TO CONSUMER: PLEASE READ IMPORTANT INFORMATION ON BACK.
De/arér-CAE 2014 CDK Global, LLC (10/14) SERVICE INVOICE TYPE 2 - SI2C - "LIMITED wmxr&yé mﬁ&z COPY B.A.R. # ARD 285591 EPA # CAL 000422592



Repair Order Detail - Internal Copy

RO Number: |||} RO Status: VEH. DISABLED
Customer: Click to View Cust Copy
Phone(s): Contac Mainzm Cell
Vehicle: 1GCHSB 2015 WHITE
Mileage: 76,063 Payment type: CASH Waiter: No
Service adyvisor: 132 Promised time: 05:00 PM Estimate: 0.00
Tag number: T4834 Promised date: 03/20/2019 Customer Comments: No
A STEERING/SUSPENSION---CUSTOMER STATES INTERMITTENLY THE "SERVICE

POWER STEERING DRIVE WITH CARE" MESSAGE COMES UP ON THE DASH AND
THE STEERING GETS HARD---STAYS HARD TILL THE VEHICLE IS TURNED
OFF CHECK-ADVISE

A13 C STEERING/SUSPENSION 0.00 0.00
Tech(s):
Pts: 0.00 Lbr: 0.00 Other: 0.00 Total Line A: 0.00
B PER C.A.R.B SET ALL TIRE PRESSURE TO FACTORY SPECIFICATIONS AND
PERFORM GM CERTIFIED MULTI-POINT INSPECTION
BO1 (@ PER C.A.R.B SETALL 0.00 0.00
TIRE PRESSURE TO
FACTORY

SPECIFICATIONS AND
PERFORM GM CERTIFIED
MULTI-POINT
INSPECTION
Tech(s):
Pts: 0.00 Lbr: 0.00 Other: 0.00 Total Line B: 0.00

~ ~ ~ i~ —~

Customer Pay

Labor 0.00
Parts 0.00
Lube 0.00
Sublet 0.00
Miscellaneous/Shop Charge 0.00
Deductible 0.00
Total Charges 0.00
Less Insurance/Adjustment 0.00
Sales Tax 0.00
Total 0.00

Page 1, Created: 04/22/2019 11:18:15 AM
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(909} 390-2900 (Phone)
(908} 390-8287 (Fax)
www.markchristopher.com

2131 Convention Center Way
Ontario, CA 81764

AUTO CENTER

€§§§ HURSAER
. WE ACCEPT
| acknowledge notice and oral approval of an VISA - MASTERCARD - DIVERS
increase in the original price. AMERICAN EXPRESS
CUSTOMER SIGNATURE X ATMWITH PURCHASE ONLY
BAR # AA003134 - EPA ID # CAD # 044336741
| BRIAN BENSON 3399 6516 07/10/15 F_
LABOR RAIL LICLNEL NOu MRLAGL IN COLOR S|
— 13771 somurT wir/| SN |
YLAR ¢ MAC ¢ MODLL DLUVLRY DATL CLLIVLRY MILL!
] 15/CHEVROLET TRUCK/COLORADO/EXT CAB 03/01/15 27
VLHIOLL IR0 SLLUNG DLALLR NG PROCUCTICH CAIL
| ] 1GCHSAEA4F1_ 5000
F LLNO rQ R O DATL
RANCHO CUCAMONGA, CAF 07/10/15
RLSDLRCL PHONL BUSINI COMMLNIE
JOB# 1 CHARGES- === === = = = = = o e e e e e e e e e e e
LABOR — = = — = = = = = = = = = — = — —
J# 1 01CVZZINTLOFDEX INT LOF DEXOS TECH (S) : 3468 WARRANTY
CUSTOMER REQUEST LUBE, OIL & FILTER CHANGE, CHECK ALL FLUID
LEVELS, CHECK AND ADJUST TIRE PRESSURE, LUBE DOOR HINGES
VISUALLY INSPECT UNDER CHASSIS AND SUSPENSION. ATTACH
L.0.F. REMINDER LABEL.
SCHEDULED MAINTENANCE
COMPLETED REQUESTED MAINTENANCE SERVICES
PARTS------ QTY---FP-NUMBER--------——-—-—- DESCRIPTION------=-=-=-==—-———-————— UNIT PRICE-
1 12640445 FILTER 1.836 Y WARRANTY
5 19259487 OIL 8.800 N WARRANTY
TOTAL - PARTS 0.00
MISC------ CODE-------- DESCRIPTION-—=-=-=-==== === === —mmmmm e CONTROL NO---------
HW HAZARDOUS WASTE WARRANTY
TOTAL - MISC 0.00
JOB# 1 TOTALS-= == === === = = == e e e e e e e e e e e e e e
JOB# 1 JOURNAL PREFIX CTCS JOB# 1 TOTAL 0.00
JOB# 2 CHARGES- - === === = = = m oo o e e e e e e e e
FH02 01CVZZINTROTATE INTERNAL ROTATE TECH(S) :3468 WARRANTY

ROTATE TIRES
MAINTENANCE ITEM
ROTATED TIRES

JOBE 8 HOPRIE. - ——srom e e

BELTS

AND RE( UIRED MAINTENANCE.
MAINT ANCE ITEM.
PERFORMED SAFETY INSPECTION.

GOBE (9 O AT E e e e e S e P S e

JOB# 3 JOURNAL PREFIX CTCS JOB# 3 TOTAL 0.00
JOB# 4 CHARGES------—-----—m-—mmmmmmmmm oo ol
TABR R e e st e et e e e e e S e
J# 4 04CVZ 15A DIAGNOSIS TECH (S) :1366 WARRANTY

CAMP 15150 FRONT SEAT HOOKS
CUSTOMER DECLINED AT THIS TIME
AS PER RECALL
CUSTOMER DECLINED AT THIS TIME
GORE A BRI oo s i e i S i S i

JOB# 4 JOURNAL PREFIX CTCS JOB# 4 TOTAL 0.00

PAGE 1 OF 2 [CONTINUED ON NEXT PAGE] 11:47am

Heyoous and Rrymabie COMS) £ 128743 1006)



(909} 390-2900 (Phone)
(908} 390-8287 (Fax)
www.markchristopher.com

2131 Convention Center Way
Ontario, CA 81764

Y /s

Vo L LT 5V T

AUTO CENTER

(E5) vwmemer

. WE ACCEPT
| acknowledge notice and oral approval of an VISA - MASTERCARD - DIVERS
increase in the original price. AMERICAN EXPRESS
CUSTOMER SIGNATURE X ATMWITH PURCHASE ONLY
BAR # AA003134 - EPA ID # CAD # 044336741
| BRIAN BENSON 3399 6516 07/10/15 1__
LABOR RAIL LICLNEL NO MLLAGLIN COLOR S
— 13771 somurT wir/| SN |
YLAR ¢ MAC ¢ MODLL DLUVLRY DATL OLLIVLRY MILL!
_ 15/CHEVROLET TRUCK/COLORADO/EXT CAB 03/01/15 27
VLHIOLL IO KO SLLUNG DLALLR NG PROCUCTICN DAIL
| ] 1GCHSAEA4F1_ 5000
F LLNO rQ R O.DATL
RANCHO CUCAMONGA, CAF 07/10/15
RLSIDLARCL PHONL BUSINI COMMLNIE
JOB# 5 CHARGES- - - == === oo oo e e e e e e e
LABOR - — = — = = = = = = = = =
J# 5 04CVZODIAG1 15A DIAGNOSIS TECH (S) : 1366 WARRANTY
CAMP 15184 TAILPIPE

CUSTOMER DECLINED AT THIS TIME
AS PER RECALL
CUSTOMER DECLINED AT THIS TIME

JOBE B AT R e e S S S

JOB# 5 JOURNAL PREFIX CTCS JOB# 5 TOTAL 0.00
B O N T = = = e R e e
CUSTOMER IS WAITING
B A S s e e e e S I e S e S I R S S S T R S e T S S e R e
Ahkkkkkkkkkkkkkkhkkk ke ok khkkkkkkkkkkkhkkkkkkkkkkkkhkkkkk k% TOTAL LAROR.... 0.00
* YOU MAY RECEIVE A SURVEY FROM GENERAL MOTORS ASKING YOU * TOTAL PARTS... 0.00
* TO GRADE YOUR SERVICE VISIT WITH US. IF WE HAVE NOT * TOTAL SUBLET... 0.00
* EARNED A "COMPLETELY SATISFIED" SCORE FROM YOU, PLEASE * TOTAL G.O0.G.... 0.00
* CONTACT YOUR SERVICE CONSULTANT OR SERVICE MANAGER * TOTAL MISC CHG. 0.00
* %% YOUR COMPLETE SATISFACTION IS OUR NUMBER ONE GOAL. ** * TOTAL MISC DISC 0.00
* * TOTAL TAX...... 0.00
X *PARTS WARRANTY* e
* EFFECTIVE JANUARY 1, 2013, ALL PARTS PURCHASED IN THE * TOTAL INVOICE $ 0.00
* SERVICE DEPARTMENT WILL BE COVERED FOR A PERIOD OF *
* TWELVE (12) MONTHS, UNLIMITED MILES, UNLESS OTHERWISE *
: SPECIFIED. : :
* HUMMER BAR# AB237919 CADTLLAC-BAR# AB237918 *
Ikkkkkkkkkkkkkhkkkhkkkk ke ke khkkkk ok kkhhkkkhk kK kkkkkkkkkhkkk k%

CUSTOMER SIGNATURE

PAGE 2 OF 2 [ END OF INVOICE ] 11:47am

Heyoous and Rrymabie COMS) £ 128743 1006)



(909} 390-2900 (Phone)
(908} 390-8287 (Fax)
www.markchristopher.com

2131 Convention Center Way
Ontario, CA 81764

AUTO CENTER

@ HURSAER
. WE ACCEPT
| acknowledge notice and oral approval of an VISA - MASTERCARD - DIVERS
increase in the original price. AMERICAN EXPRESS
CUSTOMER SIGNATURE X ATMWITH PURCHASE ONLY
BAR # AA003134 - EPA ID # CAD # 044336741
| MATT OLSON 2537 3877 10/03/15 F_
LABOR RAIL LICLNEL NOu MRLAGL IN COLOR S|
— 17862 somurT wir/| SN |
YLAR ¢ MAC ¢ MODLL DLUVLRY DATL CLLIVLRY MILL!
] 15/CHEVROLET TRUCK/COLORADO/EXT CAB| 03/01/15 27
VLHIOLL IR0 SLLUNG DLALLR NG PROCUCTICH CAIL
| ] 1GCHSAEA4F1_ 5000
F LLNO 3 R O DATL
RANCHO CUCAMONGA, CAF 10/03/15
RLSDLRCL PHONL BUSINI COMMLNIE
JOB# 1 CHARGES- === === = = = = = o e e e e e e e e e e e
LABOR — = = — = = = = = = = = = — = —— —
J# 1 01CVZZINTLOFDEX INT LOF DEXOS TECH (S) :3294 WARRANTY
CUSTOMER REQUEST LUBE, OIL & FILTER CHANGE, CHECK ALL FLUID
LEVELS, CHECK AND ADJUST TIRE PRESSURE, LUBE DOOR HINGES
VISUALLY INSPECT UNDER CHASSIS AND SUSPENSION. ATTACH
L.0.F. REMINDER LABEL.
SCHEDULED MAINTENANCE
COMPLETED REQUESTED MAINTENANCE SERVICES
PARTS------ QTY---FP-NUMBER--------——-—-—- DESCRIPTION------=-=-=-==—-———-————— UNIT PRICE-
1 12640445 FILTER 1.836 Y WARRANTY
5 19259487 OIL 8.800 N WARRANTY
TOTAL - PARTS 0.00
MISC------ CODE-------- DESCRIPTION-—=-=-=-==== === === —mmmmm e CONTROL NO---------
HW HAZARDOUS WASTE WARRANTY
TOTAL - MISC 0.00
JOB# 1 TOTALS-= == === === = = == e e e e e e e e e e e e e e
JOB# 1 JOURNAL PREFIX CTCS JOB# 1 TOTAL 0.00
JOB# 2 CHARGES- - === === = = = m oo o e e e e e e e e
Fh0 N 01CVZZINTROTATE INTERNAL ROTATE TECH(S) :3294 WARRANTY

ROTATE TIRES
MAINTENANCE ITEM
ROTATED TIRES

JOBE 8 HOPRIE. - ——srom e e

JOB# 2 JOURNAL PREFIX CICS JOB#

BELTS

AND RE( UIRED MAINTENANCE.
MAINT ANCE ITEM.
PERFORMED SAFETY INSPECTION.
SET ALL TIRE PRESSURES TO 35PSI

JOBE 3 MOTALE - === mmmmmm s i i o i i o i i i i i i i

JOB# 3 JOURNAL PREFIX CTCS JOB# 3 TOTAL 0.00
JOBE 4 CHRRGRE S s e S S B S e g NS S T OO SR e L DUt S s ST S D B S e e s S e S S

7450 04CVZOWARRDIAG 15A WARR DIAG TECH (S) :2473 WARRANTY
CUSTOMER TO RETURN FOR RECALLS
CUSTOMER TO RETURN FOR RECALLS

TOBE o TROTRTE - = i s e s i s 5 0 5 0 S R i

JOB# 4 JOURNAL PREFIX CTCS JOB# 4 TOTAL 0.00

PAGE 1 OF 2 [CONTINUED ON NEXT PAGE] 08:50am

Heyoous and Rrymabie COMS) £ 128743 1006)



(909} 390-2900 (Phone)
(908} 390-8287 (Fax)
www.markchristopher.com

| acknowledge notice and oral approval of an

increase in the original price.

Y /s

Vo L LT 5V T

TAO CENTER

(E5) vwmemer

AU

2131 Convention Center Way
Ontario, CA 81764

WE ACCEPT

VISA - MASTERCARD - DIVERS
AMERICAN EXPRESS

CUSTOMER SIGNATURE X ATM WITH PURCHASE ONLY
BAR # AA003134 - EPA ID # CAD # 044336741
| MATT OLSON 2537 3877 10/03/15 1__
LABOR RAIL LICLNEL NO MLLAGLIN COLOR S
— 17862 somurT wir/| SN |
YLAR ¢ MAC ¢ MODLL DLUVLRY DATL OLLIVLRY MILL!
_ 15/CHEVROLET TRUCK/COLORADO/EXT CAB 03/01/15 27
VLHIOLL IO KO SLLUNG DLALLR NG PROCUCTICN DAIL
| ] 1GCHSAEA4F1_ 5000
F LLNO rQ R O.DATL
RANCHO CUCAMONGA, CAF 10/03/15
RLSIDLARCL PHONL BUSINI COMMLNIE
COMMENTS — — === = == === == == = = o e e e e e e e e e e e e e e e e
CUSTOMER WAITING!!!
TOTALS — = == == = = == == = = e e
Fhhkhkkhhhkhkhkhhhhhhhhhhhhhhkhdhdhhhhhhkkhhhh kb hkkhhhkkkhhhhhhhkk*k TOTAL LARBOR 0.00
* YOU MAY RECEIVE A SURVEY FROM GENERAL MOTORS ASKING YOU * TOTAL PARTS 0.00
* TO GRADE YOUR SERVICE VISIT WITH US. IF WE HAVE NOT * TOTAL SUBLET 0.00
* EARNED A "COMPLETELY SATISFIED" SCORE FROM YOU, PLEASE * TOTAL G.0.G.... 0.00
* CONTACT YOUR SERVICE CONSULTANT OR SERVICE MANAGER * TOTAL MISC CHG. 0.00
* ** YOUR COMPLETE SATISFACTION IS OUR NUMBER ONE GOAL. ** * TOTAL MISC DISC 0.00
* * TOTAT TAXesmw s 0.00
* *PARTS WARRANTY* o et
* EFFECTIVE JANUARY 1, 2013, ALL PARTS PURCHASED IN THE * TOTAL INVOICE $ 0.00
* SERVICE DEPARTMENT WILL BE COVERED FOR A PERIOD OF *
* TWELVE (12) MONTHS, UNLIMITED MILES, UNLESS OTHERWISE *
* SPECIFIED. *
* *
* HUMMER BAR# AB237919 CADILLAC BAR# AB237918 *
khkhkkhkkdhkhkhkhkdkhkhkdkdhhkdhhrhhdhdkdddddddrdbdhdddddddhdrdkhddkddrddrdbhkddddx
"""" CUSTOMER SIGNATURE
PAGE 2 OF 2 [ END OF INVOICE 1 08:50am
Heyooids and Rrymabie COMS) BT 28543 0 00G)




(909} 390-2900 (Phone)
(908} 390-8287 (Fax)
www.markchristopher.com

| acknowledge notice and oral approval of an

AUTO CENTER

7 (55} womemer

2131 Convention Center Way
Ontario, CA 81764

WE ACCEPT

VISA - MASTERCARD - DIVERS

increase in the original price. AMERICAN EXPRESS
CUSTOMER SIGNATURE X ATM WITH PURCHASE ONLY
BAR # AA003134 . EPA ID # CAD # 044336741
i [ JACKIE KLOSKY 3559 4091 01/04/17 _
LABOR RAIL LICLNEL NOu MRLAGL IN COLOR S|
— 52363 somurT wir/| SN |
YLAR ¢ MAC ¢ MODLL DLUVLRY DATL CLLIVLRY MILL!
] 15/CHEVROLET TRUCK/COLORADO/EXT CAB| 03/01/15 24
VLHIOLL IR0 SLLUNG DLALLR NG PROCUCTICH CAIL
[ 1GcusarasF NN | 5000
F LLNO rQ R O DATL
RANCHO CUCAMONGA, CAF 01/04/17
RLSDLRCL PHONL BUSINI COMMLNIE
MO: 52363
JOB# 1 CHARGES- - - === — o oo oo o oo
LA BO R — = = — = = = = = —m mmm o o oo
J# 1 04CVz 15A DIAGNOSIS TECH (S) :3235 WARRANTY
RECALL 16019 TEMP DOOR
RECALL
INSTALLED HOSE CLAMP ON TEMP VAVLE
PARTS------ QTY———FP NUMBER--------------- DESCRIPTION---------------————- UNIT PRICE-
25518880 NUT 8.948 Y WARRANTY
TOTAL - PARTS 0.00
JOB# 1 TOTALS-——— === = —— = oo o oo oo
JOB# 1 JOURNAL PREFIX CTCS JOB# 1 TOTAL 0.00
JOB# 2 CHARGES-— - - - = —— o oo o oo oo
L ABOR — = = = = = = = = == — mm & o o o o —
J# 2 01CVZOGMM1 MATINTENANCE 1 *SCH1* TECH(S) :3569 31.55
GM MAINTENANCE 1 INCLUDES REPLACE ENGINE OIL AND FILTER,
LUBE CHASSIS COMPONENTS, PERFORM MULTI-POINT INSPECTION,
ROTATE TIRES AND ADJUST AIR PRESSURE, INSPECT AIR CLEANER
FILTER, INSPECT BRAKE SYSTEM COMPONENTS (BRAKE PAD AND SHOE
INSPECTION NOT INCLUDED), CHECK FOR ANY LEAKS OR DAMAGE, AND
INSPECT AND TOP OFF ENGINE COOLANT AND WINDSHIELD WASHER
FLUID PER FACTORY RECOMMENDED MAINTENANCE SCHEDULE.
SCHEDULED MAINTENANCE
COMPLETED REQUESTED MAINTENANCE SERVICE
LOF PERFORMED 5QTS OW-20 ROTATED TIRES
PARTS------ QTY---FP-NUMBER
b 12640445 .FILTER 1.836 Y 6.02 6.02
o : 6.02
24.95
24.95
0.99
-15.00
-14.01
JOB# 2 TOTALS
31.55
6.02
24.95
-14.01
JOB# 2 JOURNAL PREFIX CTCS JOB# 2 TOTAL 48.51
JOB# 3 CHARGES- - - === — = o oo oo oo e
LABOR — = = = = = = = = == = = m o o o o e —————— oo
J# 3 01CVZSPSAFETY  SERV PLUS INSPECTION TECH (S) :3569 0.00
SERVICE PLUS INSPECTION
INSPECT TIRE CONDITION, ALL FLUID LEVELS, UNDER CHASSIS,
BELTS, HOSES, EXHAUST SYSTEM, AIR FILTER, EXTERIOR LIGHTING
AND REQUIRED MAINTENANCE.
MAINTENANCE ITEM.
PERFORMED SAFETY INSPECTION.
PAGE 1 OF 2 [CONTINUED ON NEXT PAGE] 09:08am
Heyoods and Rrymabe COMSY £ 28343 1006)




(909} 390-2900 (Phone)
(908} 390-8287 (Fax)
www.markchristopher.com

2131 Convention Center Way
Ontario, CA 81764

AUTO CENTER

€§§E HURSAER
. WE ACCEPT
| acknowledge notice and oral approval of an VISA - MASTERCARD - DIVERS
increase in the original price. AMERICAN EXPRESS
CUSTOMER SIGNATURE X ATMWITH PURCHASE ONLY
BAR # AA003134 . EPA ID # CAD # 044336741
| JACKIE KLOSKY 3559 4091 01/04/17 1__
LABOR RAIL LICLNEL NOu MRLAGL IN COLOR S|
— 52363 somurT wir/| SN |
YLAR ¢ MAC ¢ MODLL DLUVLRY DATL CLLIVLRY MILL!
] 15/CHEVROLET TRUCK/COLORADO/EXT CAB| 03/01/15 24
VLHIOLL IR0 SLLUNG DLALLR NG PROCUCTICH CAIL
] 1GCHSAEA4F1_ 5000
F LLNO rQ R O DATL
RANCHO CUCAMONGA, CAF 01/04/17
RLSDLRCL PHONL BUSINI COMMLNIE
MO: 52363
JOB# 3 TOTALS-— - - === === === m - m o -
JOB# 3 JOURNAL PREFIX CTCS JOB# 3 TOTAL 0.00
E ST IMA T E - - — = = = = = = = = = = &~ o
CUSTOMER HEREBY ACKNOWLEDGES RECEIVING
ORIGINAL ESTIMATE OF $55.00 (+TAX)
COMMEN TS - — = - = = = = = = = = = = = — o o -
AIT
PO T AL S ~ = = === = = == = = == m e
dhkkkhkkhkhkhhkhhhhhhhhhhhhhkhhhhhhhkhhhhhhhhhhkhhhhkhkhhkkhkhkk* TOTAL LABOR.... 31.55
* YOU MAY RECEIVE A SURVEY FROM GENERAL MOTORS ASKING YOU * TOTAL PARTS. 6.02
TO GRADE YQUR SERVICE VISIT WITH US. IF WE HAVE NOT * TOTAL SUBLET. 0.00
EARNED A "COMPLETELY SATISFIED" SCORE FROM YOU, PLEASE  * TOTAL G.O.G. 24.95
CONTACT YOUR SERVICE CONSULTANT OR SERVICE MANAGER * TOTAL MISC CHG. 0.99
** YOUR COMPLETE SATISFACTION IS OUR NUMBER ONE GOAL. ** * TOTAL MISC DISC -15.00
* TOTAL TAX...... 2.41
*PARTS WARRANTY* | —eeo—o—o
TOTAL INVOICE $ 50.92

*
*
*
*
*
*
* EFFECTIVE JANUARY 1, 2013, ALL PARTS PURCHASED IN THE *
* SERVICE DEPARTMENT WILL BE COVERED FOR A PERIOD OF *
* TWELVE (12) MONTHS, UNLIMITED MILES, UNLESS OTHERWISE *
* SPECIFIED. *
* *
* *
* *

HUMMER BAR# AB237919 CADILLAC BAR# AB237918
Kkkkkkkhkkkkkhrkhkkkkk* Xk Kk K

khhkhkkkkhkhkhkhkhkhkhkdkdkdkdkhkhhdhrhxd

PAGE 2 OF 2 [ END OF INVOICE ] 09:08am
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" BEORDER FROM PRIN

-

’\BR

\Q \Pw;,\\ Te &y A itj‘_‘

%E,f“ e 9 % Ll\,\)e\:\{ Q). h % k‘@'}&
., “LICENSED . = N 1
SMe WAy, O~ D‘*—‘EP (Y |%ou | . !
CH ¥ f ki ”"‘?.'ﬁm}"
T Rl S CL‘W‘ Cavasit 0Ty el
INSPECTION.G ﬁ‘:__:z @ GMC B o '\w C‘\\\\'\\ \,\) O {)é\_ -%)gg._ml;quE
REPAIR STATION 2131 Convention Center Way ?\_A’V\f NI .!{.x, ]
BAR # ARD003134 Ontario, California 91764 - EPAPCAD 044336741
(909) 390-2900 Pie &\Qf\ MOAY

RECOMMENDED SERVICES

03CVZiDIFSV095 BG DIFFSERVICE 95-

O1CVZROTATE9S

LOSCVZlBKINSPQS BRAKE INSPECTION 95-

=0oN | Mo | TOTAL |
MI
MI
MI

ROTATE TIRES 95 -

SERVICE HISTORY
- (57 L

| ReR:

04/03/17

RECOMMENDATIONS FRU AIR FILTER

03CVZZAROT BALS TIRE BAL/RQOTATE 95 -
03CVZASVCTRAN9S SERVICE TRANS 95 -
02CVZ1ENGPER95 DECARB TB SERV 95-

L\~
| mc-

D arlug VAW |
- OPERATION, DESCRIPTION '

95 | TUNE ENGINE 95-

4

NIF

RU#F 868457

OADER |

MILEAGE :

| apvison | TECHKIZAN | TYPE |

L OFEE

OICVZSPSARE SERV PLUS INSPECTION
: 61838 3631 3468 C G1CVZOGMM MAINTENANCE 1 *SCH1*
3468 C 01CVZSPSAFETY SERV PLUS INSPECTION
.01/04/17 5236 3559 3235 W 4cvz 15A DIAGNOSIS
[ 3569 . C DlCVZOGMMi .| - MAINTENANCE 1 *SCH1*
: . & L ’ :
SALESPERSON NOI 3198. GERALD ATERE S lE R-\L T C-E -STAIE-R‘EG#-AAQ931‘34
- V 3 ODUCTIONDATE | ST LICENSE NO. -
TEAMS s R
E:z’on CARDg P - = 5 ASOLUTION BELVERY VA=Y [P NC. [FgRDAE /18
P T 5 ] i TS TV Z s X e
omizr O ANCHO - CUGA A EE
e - | frane TURBO | MIUS Z 2T ATR GOND, | P, 5. NS [MILEAGET 3, AVES L | ADVRE CKY MIREZ
REVISED ESTIMATE (1] PERSON CONTAGTED o
DATE TIME g o™ |CONTACTEDBY v 7
Q NPEREON - 3
o [2ND REVISED £9TIMATLS (2) PERBON CONTAGTED ] i ¢
- APP Ty l TAGOR RATE DATE IwME 3::‘;':‘5:; I COW‘C‘?WY. .
E & ‘_~_H FHONE 21 PHONE #2
RERAIRS: 12509 4 NOTES

NG SOLUTIONS' @ (909) 307-2032 -

l.-ATE VEHIC OVER‘HEATING ADVISE

“ORIVABILITY DIAG.:

CHECK ENGINE LIGHT ON. ADVISE

V) L4 & &

' E CONCER,
: AKING ADVISE







TO REORDER CALL: PRINTING SCOLUTIONS (909) 307-2032

{909) 390-2800 (Phone)
(909) 390-8287 (Fax)
www.markchristopher.com

AUTO CENTER

iﬁ@ﬁmc%

CHEVROLET

2131 Convention Center Way
Onitario, CA91764

WE ACCEPT
VISA - MASTERCARD + DINERS
AMERIC

ATM WITH P

CUSTOMER NO. "‘DN%KY RAMIREZ 376 IAG NC. 7168 INVOICR®TEQ 2 /1.8 I

LABOR RATE LICENSE NO. MEAGE 93 104°SOMMIT WHT/ [°

7 4

A YEEREOROLET TRUCK/COLORADO/EXT CAP™V03/61/15 [V M 57

VEI'iCLl"GU‘ T? HSAEA4F 1 : %BEALER NQO. PRCDUCTION DATE

FT.E. NO. PO.NO R.O. D:'ﬁ@/ 15/ 18

BUSINESS PHONE CELL PRONE & E-MAIL ADDRESS & COMMENTS MO: 931086

TECH#  DATE TIME  DESCRI

737  02/19/18 7.50 10.80 2.00 0.00 HOLD PARTS

737 03/01/18 15.80 16.00 0.10 0.00 FINISHED

737 03/01/18 0.00 0.00 0.00 FINTSHED
TOTAL TECH TIME 2.10 0.00

CUSTOMER STATES VEHICLE OVER HEATING. ADVISE
RELATED TO LINE 3
JOB# 3 CHARGES-- =~ == s wmmm s s oo oo e e e et ameac e cecieeceeeecccosuaRmaanas

4D (A UR!

TECH# DATE START  FINISH ACT  TIME DESCRIPTION
737 02/16/18  16.60 16.60 0.00 0.00 START STRAIGHT TIME
737 02/16/18  16.60 16.60 0.00 0.00 START STRAIGHT TIME
737 02/16/18  16.60 16.60 0.00 0.00 START STRAIGHT TIME
737 02/16/18 16.60 17.90 1.30 1.30T NON WORKING
737  02/17/18 8.30 16.00 7.70 7.70T  NON WORKING
737 02/19/18 7.50 7.50 0.00 0.00T FINISH STRAIGHT TIME
737 02/19/18 7.50 10.80 1.00 0.00 HOLD PARTS
737  03/01/18 7.90 8.00 0.00 0.00 START STRAIGHT TIME
737  03/01/18 7.90 8.00 0.00 0.00 START STRAIGHT TIME
737 03/01/18 7.90 8.00 0.00 0.00 START STRAIGHT TIME
737  03/01/18 8.00 15,70 7.70  7.70T  FINISH STRAIGHT TIME
737 03/01/18 15.70 15.80 0.00 0.00 START STRAIGHT TIME
737 03/01/18 15.70 15.80 0.00 0,00 START STRAIGHT TIME
737 03/01/18 15.70 15.80 0.00 0.00 START STRAIGHT TIME
737 03/01/18 15.80 15.80 0.00 0.00T  FINISH STRAIGHT TIME
737 03/01/18 15.80 16.00 0.10 0.00 FINISHED
737  03/01/18 0.00 0.00 0.00 -6.10 OVERRIDE IN INVOICING

TOTAL TECH TIME 17.80 10.60

CUSTOMER STATES FLUID LEAKING. ADVISE
WATER PUMP LEAKING LOSING COOLANT OVERHEATING ENGINE
PRESSURE CHECK COOLING SYSTEM,BLOCK CHECK VEWICLE FAILED
REPLACE WATER PUMP REMOVE HEAD FOR INSPECTION HEAD WARPED
.002 REPLACE CYLINDER HEAD AND TRANSFER ALL PARTS OMN NEW HEA
D FILL COOLING SYSTEM CLEAN PARTS
EMPLOYEE # 47 MATTHEW V TORREZ AUTHORIZED STRAIGHT
TIME ON 02/16/2018 AT 04:4ipm FOR 0.1 HOURS
REASON:ok to start olh to remove cylinder head
EMPLOYEE # 2473 JEFFREY M RIZZI AUTHORIZED ADDITICNAL
TIME ON 03/01/2018 AT 08:00am FOR 0.1 HOURS
REASON:0K TO CONTINUE STRAIGHT TIME TO REMOVE CYLINDER HEAD
EMPLOYEE # 2473 JEFFREY M RIZZI AUTHORIZED ADDITIONAL
TIME ON 03/01/2018 AT 03:48pm FOR 8.8 HOURS
REASON:0K TO PAY TECH A TOTAL OF 9.0 HOURS TO REPLACE CYLINDER
HEAD. CYLINDER HEAD WAS CONSEQUENTIAL DAMAGE FROM WATER
PUMP LEAK AND OVERHEATING FROM LOW COOLANT

1. | acknowledge notice and oral approval of an increase in the original estimated price.
2. All parts installed are new uniess specified otherwise.

CUSTOMER SIGNATURE X [CONTINUED ON NEXT PAGE]

08:39am

BAR # ARDO03134 . EPA ID # CAD # 044336741




TO REOADER CALL: FRINTING SOLUTIONS (209) 307-2032

(909) 390-2900 (Phone)
(909) 390-8287 (Fax)
www.markchristopher.com

AUTO CENTER

==

(hw@?«

£ (W) mmc

2131 Convention Center Way
Ontario, CA 91764

VISA - MASTERC

WE ACCEPT

J7

AMERICAN
ATM WITH POR
ADAIS AG NO. INVOIC| TF,
RTCKY RAMIREZ 376" 7168 b%/02/18
TABOR RATE TICENSE NO. MILEAGE 1C
' 93,102 8UMMIT WHT/
YEARS N | ELIVERY DAT) DELIVERY MILE!
TEEHEPROLET TRUCK/CO S 89/51/15 27
/! D. NO. SEI EALER NO. PRODUCTION DATE
P CHSsSAEA4F 5968
FT.E NO. PO. e R.O. D%l‘z/ls/18
CELL PHCNE & E-MAHL ADDRESS & COMMENTS MO' 9310
----- QTY--FP-NUMBER---------------DESCRIPFION---------U/COST---E/COST----UfPRICE
1 12663909 PUMP 1.069 * Y 139.90 139.90 195.86 195.86
1 12627055 GASKET 1.097 Y 3.08 3.08 4.31 4,31
1 12659927 GASKET KI 0.289 Y 41.17 41.17 57.64 £57.64
1 12627061 GASKET 1.154 ¥ 3.73 3.73 5.22 5.22
1 12634517 GASKET 0.423 Y 2.05 2.05 2,87 2.87
1 12635953 GASKET 0.423 Y 4.12 4.12 5.77 5.77
1 12600313 SEAL 3.504 Y 5.10 5.10 7.14 7.14
1 12634516 CASKET 0.423 Y 2.03 2.03 2.84 2.84
2 11588844 BOLT 0.736 Y 2.14 4,28 3.00 6.00
1 12557840 BOLT 0.662 Y 3.34 3.34 4.68 4,68
1 12627110 SEAL. 0,724 Y 2.03 2.03 2.84 2.84
1 12654112 CASKET 3.280 Y 42.04 42 .04 58.86 58.86
1 12634281 SEAL 1.097 ¥ 2.03 2.03 2.84 2.84
1 12627128 PIPE 3.163 Y 34.14 34.14 47.80 47.80
2 12627105 CASKET 0.423 Y 2.03 4,06 2.84 5.68
1 12635744 GASKET 0.423 Y 2.05 2.05 2.87 2.87
1 12680557 HEAD 0.269 N 677.62 677.62 918.67 918.67
2 12346290 COOLANT 8.800 N 9.72 19.44 13.61 27.22
COST TOTAL 992,21
TOTAL - PARTS 1359.11
SUBLET-=---- PO#-------- VEND INV#-INV.DATE-DESCRIPTION---«-m=---mremmcm e e e
416869 12202 02/20/18 HEAD PRESSURE TEST 60,00
TOTAL - SUBLET 60.00
G.0.G, & SUPPLIES---maacmaemcee e i i s et emctmmmm s m s s mm oo m oo oo
5.0 1 QT DEX0S 5/30 @ 3.240 JUNIT 16.20
TOTAL - GOG 16.20
MISC------ CODE------~- DESCRIPTION-----=--cccmccccc e cvsmmsmecans CONTROL NO---------
SiM  CTP REIMBURSEMENTS 126.00
TOTAL - MISC 126.00
JOB# 3 TOTALS----c-ccemmesmmem e amaa oo e o e e o -umsmmms s smme o ma
LABOR 1216.88
PARTS 1359.11
SUBLET 60.00
G.0.G 16.20
MISC 126.00
JOB# 3 JOURNAL PREFIX CTWS JOB# 3 TOTAL 2778.19

5 ran SiniSiE
(RICARDO @ 02/17/2018 09:45)

~Added Operatwn

TECH# DATE START  FINISH ACT  TIME DESCRIPTION
2473 02/19/18 7.30 7.30  0.00 0.00 FINISHED
2473 02/19/18 0.00 0.00 0.00 0.00 FINISHED

TOTAL TECH TIME 0.00 0.00

CAR RENTAL-CHEVROLET MOTOR DTVISTON COURTESY TRANSPORTATION.

1. 1 acknowledge notice and oral approval of an increase in the original estimated price.
2. All parts installed are new unless specified otherwise.

CiSEOMER SIGNATURE X [CONTINUED ON NEXT PAGE]  0$:39am

BAR # ARDOD3134 . EPAID # CAD # 044336741




TO REORDER CALL: PAINTING SOLUTIONS [209) 307-2032

(909) 390-2900 (Phone)
(909) 390-8287 {Fax)
www.markchristopher.com

CUSTOMER NO.

COMMENTS - - -
WARRANTY SOLUTIONS..

CLD CST LFT MSG 2/15 @ 3:42 REGARDING STATUS

SPOKE WITH GUEST AODVISED ON FAILURE, WILL NEED TILL NEXT WEEK
GUEST OK 2/15 @ 4:48

CLD CST LFT MSG ADVISED RENTAL RESERVED 2/17 @ 9:46

CALLED CUSTOMER LEFT VMAIL ADVISED READY FOR PICK UP 3/1 @ 4:23

2131 Convention Center Way
Ontario, CA91764

AUTO CENTER

Cﬂjsmﬁ%

Cantitze. WE ACCEPT
VISA - MASTERCARD + DINERS

AMERIC
AThﬁVW1Ti§?ﬁ%EﬁA
iKY RAMIREZ 376" 7168 |"O°0%F02/18 M

TABOR FATE TCENGE NO. WILEAGE 93, 10 CAMMIT WHT/ 1°%

B JEHEVROLET TRUCK/COLORADO/EXT CAB- " B3/01/15 | " 27
B WR L S AEA4F 1%%65%%0. FRCDUGTION DATE
F.T.E. NO. PO, NO, R.O. 0%52/15/18

CELL PHONE & E-MAIL ADDRESS & COMMENTS MO: 9310

7

R/O TAX 0.00
R/0 TOTALS 2778.19
WARRANTY CLATM DETATL TOTALS ===« = =nnsnmmmmmsmmmmcame s anmee s anaeamaimeaen e mmmmaenmamnen
CLAIMH. . ....... TOTAL. ..
1686-3 2784.64
CLATM TOTALS 2784.64
APPROVED BY SIGNATURE
DCS AUDIT SLIPes s memcmee o em e e e m e m e mem e e e ee e e e m e men e m e mm e
3JOB CARD 1686
VIN 1GCHSAEA4F1176878 REPATIRING BAC 114568
ODOMETER INDICATOR M JOB CARD OPEN DATE  02/15/2018
ODOMETER 93102 SERVICE ADVISOR GMIN 926880691
NOK-GM VEHICLE N FORETIGN TOURIST

REFERENCE NUMBER

JOB PAY TYPE  TRANS TYPE  CATEGORY  ERA CLAIM# OEM SAP TRAN,#  VER
3 W ZREG 1686-3 001359799241 0001

JOB COMPLETION DATE: 03/01/2018
TECHNICTAN GMIN: 142677373

LABOR OPERATION BASE HOURS ADD PUB. OTHER
4032750 1.0 0.6 3.0

OTHER LABOR OPS (Y/N) N

COMPLAINT CODE: 0322
COMPLAINT DESCRIPTION: CUSTOMER STATES FLUID LEAKING. ADVISE

CAUSE CODE: 6061
CAUSE DESCRIPTION: WATER PUMP LEAKING LOSING CCGOLANT OVERHEATING ENGINE

CORRECTION DESCRIPTION: PRESSURE CHECK COOLING SYSTEM,BLOCK CHECK VEHICLE F
ATLED REPLACE WATER PUMP REMOVE HEAD FOR INSPECTION HEAD WARPED .002 REPLA
EPLACE CYLINDER HEAD AND TRANSFER ALL PARTS ON NEW HEA D FILL COOLING SYST
SYSTEM CLEAN PARTS

1. I acknowledge notice and oral approval of an increase in the original estimated price.
2. All parts installed are new unless specified otherwise.

OSTOMER SIGNATURE X [CONTINUED ON NEXT PAGE]  09:38am

BAR # ARD003134 . EPAID # CAD # 044336741




TO RECRDER GALL: PRINTING SOLUTIONS (903) 507-2032

(909) 390-2900 (Phone)
(909) 390-8287 (Fax)
www.markchristopher.com

2131 Convention Center Way
Ontario, CA 91764

[N I ' VISA - MASTERCAR

AMERIC X
ATMWITH P

CUSTOMERNO "HTEKY RAMIREZ 376[°° 7168 |VOb%F02/18 |

LABCH RATE LICENSE NO. MILEAGE 93’ 102 C%P}MMIT WHT/ S|

HEPEHEROLET TRUCK/COLORADO/EXT CAB™BF/B1/15 [PEWEHE 57

HO CUCAMONGA, CA Y HSAEAGF TG FEALER NG, PRODUCTICN DATE
FeNe roNo RO /15/18
BUSINESS PHONE CELL PHONE & E-MAIL ADDRESS & COMMENTS MO: 9310 5

SAL PART: 12663909

PART NUMBER QTY UNIT COST REPLACEMENT SERIAL# TRADE NON-GM

11588844 2 2.14

12346290 2 9.72

12557840 k 3.34

12600313 1 5.10

12627055 1 3.08

12627061 1 3.73

12627105 2 2.03

12627110 1 2.03

12627128 1 34.14

12634281 1 2.03

12634516 i 2.03

12634517 1 2.05

12635744 1 2.05

12635953 1 4.12

12654112 1 42.04

12659927 1 41.17

12663509 1 139.90

12680557 1 677.62

88865926 5 3.24 Y

NET AMOUNT  CODE INVOICE NO. DISTANCE RENTAL VIN OR INFO DAYS REASON
126.00 NIC 1GKKNKLA31Z160224 3 0
60.00 NIS 12202 PRESSURECHECKHEAD

WAIVE DEDUCTIBLE {Y/N) N

TOTAL W/0 TAX TAX TOTAL
PARTS HANDLING 373.35
PARTS 1008.41 0.00 1381.76
LABOR 1216.88 0.00 1216.88
NET ITEMS 186.00 0.00 186.00
PARTICIPATION AMOUNT ( 0.00)
TRANSACTION 2784 .64 0.00 2784.64

1. | acknowledge notice and oral approval of an increase in the original estimated price.
2. All parts installed are new unless specified otherwise.

CUSTORIBR SIGNATURE X [ END OF INVOICE |  09:39am

BAR # ARD003134 . EPAID # CAD # 044336741






Freeze Frame/Failure Records. Page 3 of 5

POOB7 00 Engine Coolant Flow - - -

Insufficient
Control Module Value Unit

Failure Record 1

Parameter Name

Engine Control

Distance Since First Maifunction 2701 mi
Module
Distance Since Last Malfunction Engine Control 3121 mi
Module
Ignition Cycles with Malfunction Since 1st Engine Control
: 3 Counts
Malfunction Module
Ignition Cycles without Malfunction Since Last Engine Control
- 11 Counts
Malfunction Module
Ignition Cycles without Completed Test Since 1st Engine Control
- 51 Counts
Malfunction Module
. Engine Control
Warm-Ups Since DTC Cleared Module 90 Counts
Distance Since DTC Cleared Engine Control 3121 mi
Module
. Engine Control
Engine Speed Module 1644 RPM
Engine Contr
ECT Sensor ModLle
Engine Control R
IAT Sensor Module 86 F
Engine Control o
IAT Sensor 1 Module 86 F
Engine Control
MAF Sensor Module 472 gls
- Engine Control o
Engine Load Module 14.1 Yo
Engine Control
MAP Sensor Module 3.05 PSI
Engine Control
BARO Module 14.07 PSI
: Engine Control
Fuel Control Loop Status Module Open
. Engine Control N
Short Term Fuel Trim Module 0 Yo
, Engine Control 0
Long Term Fuel Trim Module -0 Yo
Engine Control
Fuel Pressure Sensor Module 64.8 PSI
Fuel Rail Pressure Sensor Engine Control 1872 PSI
Module
Ignition Timing -0.5 °

file:///C:/Users/james%20a%20marotta/ AppData/Local/Temp/GDS%202/Data%20Display... 2/15/2018



Freeze Frame/Failure Records.

. MAP Sensor

BARO

Fuel Control Loop Status
Short Term Fuel Trim
Long Term Fuel Trim

Fuel Pressure Sensor
Fuel Rail Pressure Sensor

Ignition Timing

EVAP Purge Solenoid Valve Command

Fuel Tank Pressure Sensor
Remaining Fuel in Tank
Vehicle Speed Sensor

Engine Run Time

Engine Control
Module

Engine Control
Module
Engine Control
Module
Engine Control
Module
Engine Control
Module
Engine Control
Module
Engine Control
Module
Engine Control
Module
Engine Control
Module
Engine Control
Module
Engine Control
Module
Engine Control
Module

Engine Control
Module

Page 5 of 5
8.12 PSI
1407 PSI
Closed
2 %
61.8 PSI i
436 PSI l
16.5 e
16 % '
000 |
326 % ‘
7 MPH |
00:01:09 |

file:///C:/Users/james%20a%20marotta/AppData/Local/ Temp/GDS%202/Data%20Display... 2/15/2018



INEPECTION &
REPAIR STATION

BAR-¥ ARD003134
DED SERVICES

AUTO CENTER
C:'ﬂ @ =N %

2131 Convention Center Way
Ontario, California 91764
(909) 390-2900

S i
AUTOMOTIVE
SERVIO

CELLmNoe
£PA # CAD 044536741

SERVICE HISTORY

| 09cvzZ
04CVZ

HEAVY LINE
15A DIAGNOSIS

D ves

PAGE 1 OF

W
W
W 04CVZODIAGL 15A DIAGNOSIS
W 04CVZODIAG2 15A DIAGNOSIS
W 04CVZODIAG3 15A DIAGNOSIS
~ SALESPERSONNO. 3429 JONATHAN S CLICK ——— CE STATE REGH#AAD0STS
TERMS HYCHEYROLET/VOLT/5DR HB PREMIER FRODUCTION BATE - LICENSE NO- -
CASH [m]
CREDIT CARDO CUST 3 TSERVICE CONTRAGT O e a=uv Y LE ES 0
Gea VEIT72 i BEPPA7 16/ C2Ven vy B - [55995 /18
{PRIOR APPACVALL = - = = -
oTHEs o H®ATHER GRY MET/3] CONTRACT NO. EXPIRATION DATE | EXPIRATION MILES msogg 6}
swE [TURBO | AlF COND. [F.S. TRANS | MILEAGE ARDVIS . ADVISOl
REMOVED CVzN i 34, 884"""°8714 'SAM ACEVES
PARTS FOR REVISED ESTIMATE (1) | PEASON CONTAGTED
CUSTOMER
DATE TIME o | CONTAGTED BY
0 Yes R B Wieso
O Ne . _[ZFDREVISED ESTITATES (2 |pensc~commcwu
APRGINTMENT [ABORRATE | DATE Ims P I CONIACEC BY
v O & PERZON . o

PHONE i1

PERFORNi MULTI-POINT VEH!CLE |NSPECTION ,

Ti—-w\l 30 S YRR~

NEH 48 onsas Iozzs’ f%g

PHONE #2

o total l 9'0(//4’

Jlb# ’h (&MQ’L

hucrsgan | 0, e,
AN
i

Qs T2 Hoo 2OS
§¥5’<’“ A \3‘*}3’532\. C-YL\)\,

AVANE = =

ENNK
Bl IS

SRy

)if\ . \\"\\J\\ \A&%‘h"‘, £\\

:\s\( o
















R CALL: PRINTING SOLUTIONS {909) 307-2032

TO RECRD!

(909) 390-2900 (Phone)
(909) 390-8287 (Fax)
www.markchristopher.com

AUTO CENTER

£ (W) M @

onvention Center Way
Ontario, CA 91764

(RETIRI Gttt e MEACCEPT
AMER
ATM WIT|
AYAM ACEVES 371{%M 5906  [WOBRTH2/18
LABCR RATE LICENSE NO, MILEAGE 34' 884 CH'E?\THER GRY

e MREMROLET/VOLT/5DR HB PREMIER ["W{i% %a/16

ALTA LOMA, CA

DELIVERY MILES 13

VEFICLED. ﬂ_OA RDG6S540GU _1S§WEALER NO. PRODUCTION DATE
FTENO FO-NO RO.DES/22/18 | REPRINT# 2
CELL PHONE & E-MAIL ADCRESS & COMMENTS MO: 34894

5 i i i 3] S ERY
TFCH# DATE START FINISH ACT TIME DESCRIPTION

.00 HOLD PARTS

.00 HOLD OTHER

.00 START STRAIGHT TIME
40T  FINISH STRAIGHT TIME
.00 START STRAIGHT TIME
.00T  FINISH STRAIGHT TIME
.00 NON WORKTING

HOLD OTHER

.00 HOLD OTHER

.00 NON WORKING

.00 HOLD OTHER

.00 FINISHED

.20 OVERRIDE IN INVOICING

3773 05/30/18 17,00  17.00 0
3773 06/08/18 9,10  11.10 2
3773  06/08/18 13.30  15.10 1
3773 06/08/18 15.20  16.60 1
3773 06/08/18 16.60  16.70 0
3773 06/08/18 16.70  16.70 0
3773 06/08/18 16.70  17.00 0.30
3773 06/08/18 17.00  17.00 0
3773 06/11/18  7.50  11.70 3
3773  06/11/18 12.80  17.00 3
3773 06/11/18 17,10  17.60 0
3773 06/12/18  6.80 7.30 0
3773 06/12/18  0.00  15.20 0.
TOTAL TECH TIME 14.

[

(=]
ANNOOCCOCODOORDOO

o

(=}

1
1

CHECK AND ADVISE CUSTOMER REPORTS VEHICLE IS LEAKING OIL
VEHICLE TOWED IN INSPECT AND ADVISE
VERIFIED CUSTOMER CONCERN. PERFORMED DIAGNOSIS AND INSTALLED
ENGINE DYE TO ISOLATE LEAK. UPON DIAGNOSIS FOUND ENGINE
BLOCK CRACKED ON RIGHT SIDE OF ENGINE.STARTED TAC CASE
8-4179911411, WAS RECOMMENDED TO REPLACE ENGINE ASSEMBLY.
SENT IN CALIBRATION AND WERE VERIFIED OEM, SENT IN ENGINE
AUTHORIZATION TO PQC, PQC REVIEWED TAC CASE AND AUTHORIZED
ENGINE REPLACEMENT.
REPLACED ENGINE ASSEMBLY.REPLACED ALL NECESSARY GASKETS AND
PARTS TO GO WITH REPAIR.RECOVERED AND RECHARGED A/C SYSTEM,
FILLED AND BLED COOLING SYSTEM, FILLED ENGINE OIL. ROAD
TESTED VEHICLE AND VERIFIED REPAIRS.
OLD ENGINE SERIAL#SL1A52660411A085
NEW ENGINE SERIAL#SBOA805101251868
EMPLOYEE # 47 MATTHEW V TORREZ AUTHORIZED STRAIGHT
TIME ON 06/08/2018 AT 03:10pm FOR 0.1 HOURS
REASON:0K TO RUN OLH TO TRANSFER NECESSARY PARTS, REASSEMBLE CORE
EMPLOYEE # 47 MATTHEW V TORREZ AUTHORIZED ADDITIONAL
TIME ON 06/08/2018 AT 04:41pm FOR 1.1 HOURS
REASON:OK TOTAL 1.2 TOTAL OLH TO TRANSFER NECESSARY PARTS,
REASSEMBLE CORE

PARTS----- QTY--FP-NUMBER---=--=evncrann OESCRIPTION--=cmrn-e- U/COST---E/COST----U/PRICE

1 88861206 ODYE 8.800 N 7.42 7 42 10.39 10.39
1 12378390 COOLANT 8.800 N 6,12 .12 8.57 8.57
1 12684760 ENGINE 0.000 N 4318.63 4318.63 5806.08 5806.08
1 12637018 CASKET 3.270 Y 3.52 3.52 4.93 4.93
1 12646489 CASKET 3.680 Y 2.07 2.07 2.90 2.90
1 12668047 GASKET 3.680 Y 2,07 2.07 2.9G 2.90
1 12684047 FPIPE 3.163 Y 28.95 28.95 40.53 40,53
1 12667435 PIPE 1.762 Y 10.03 10.03 14,04 14.04
1 12627061 GASKET 1.154 Y 3.73 3.73 5.22 5.22
1 12682142 GASKET 3.680 Y 3.7 3.71 5.19 5.19
1 12682143 GASKET 3.680 Y 3.7 3.71 5.19 5.19
4 17 3.331 2. 16.1

1 1266%136 SEAL 31 88
- | acknowledge notice and oral approval of an mcrease in the onglnal est |mated price.
2. All parts installed are new unless specified otherwise.

CUTHIAER SIGNATURE X [CONTINUED ON NEXT PAGE]  02:28pm

BAR # ARD003134 . EPA ID # CAD # 044336741




TO RECRDER CALL: PRINTING SOLUTIONS (809) 307-2032

(909) 390-2900 (Phone)
{909) 390-8287 (Fax)

. 2131 Convention Center Way
www.markchristopher.com

Ontario, CA 91764

"AUTO CENTER

7 W mve &

CHEVROLET Z

Claattoc: WE ACCE
VISA - MASTERCA

AMERIC
ATM WITH F@gﬁg
ABAM ACEVES 3714AGH0. 5906  |INVOIGRYEL2 /18
LABOR RATE LICENSE NO. MILEAGE 34’ 884 OﬁEﬁ\THER GR
YHSFEABYROLET/VOLT/5DR HB PREMIER  [PEWWEROAE4 /16  [PELVERYMLES 13

veriago.g_o.R D6 S5 4GU _gngALERNO‘ PRODUCTION DATE

FIE XO. PONO RO0Q5/22/18 | REPRINTH 2

CELL PHONE & £-MAIL ACDAESS & COMMENTS MO: 34894

ALTA LOMA, CA

----- U FP=NOMBER === - - - == = DESCRIPT IOt/ COST—E/COST——1/PRICE

1 12645181 SEAL 3.904 Y 2,12 2.12 2.97 2,97
1 13579646 SEAL 9.222 ¥ 9.02 9.02 12.63 12.63
1 13579648 SEAL 9.222 Y 8.88 8.88 12.43 12.43
1 12636132 BELT 1.066 Y 8.14 §8.14 11.40 11.40
1 12667446 GASKET 3.690 N 13.00 13.00 18.20 18.20
1 12378390 COOLANT 8.800 N 6.44 6.44 9.02 9.02
-1 12684760 CORE RETURN 600.00 -600.00 600,00 -600.00
COST TOTAL  3B49.08

TOTAL - PARTS 5388.71

G.0.G. & SUPPLIES====ccmcmmmc o caccaa ur e r et m o vt a e cmecm e
6.0 1 QT DEX0S 5/30 a 3.240  JUNIT 19.44
TOTAL - GOG 15.44

MISCav---- CODE-------- DESCRIPTION-------mcecemecccueaiacu CONTROL NO---------
51 CTP REIMBURSEMENTS 126.00
TOTAL - MISC 126.00

JOB# 1 TOTALS-- - - - om oo mmr s e e it iana

LABOR 1905.68
PARTS 5388.71
G.0.G 19.44
MISC 126.00
JOB# 1 JOURNAL PREFIX CVWS DJOB# 1 TOTAL 7439.83

TECH# DATE START  FINISH ACT TIME DESCRIPTION
3773 05/30/18 17.00 17.00 0.00 0.00 FINISHED
3773 05/30/18 0.00 0.00 0.00 0.00 FINISHED

TOTAL TECH TIME 0.00 0.00

PERFORM MULTI-POINT VEHICLE INSPECTION
PERFORMED MULTI-POINT VEHICLE INSPECTION
JOBE 3 CHARGES == == - = =« = === = o= = mtm o m ettt ot nn e m A man e e aeemeamanetaameae e

LABOR: cccisissnsoessincncs
kT VARENTA AR RENITRES

L 3ANEY HOIRS ST (R
Added Cperation (SAM @ 05/24/2018 13:14)
TECH# DATE START FINISH ACT TIME DESCRIPTION
2473 05/25/18  7.20 7.20  0.00 0.00  FINISHED
2473 05/25/18  0.00  0.00 0.00 0.00  FINISHED
TOTAL TECH TIME 0.00 0.00

CAR RENTAL-CHEVROLET MOTOR DIVISION COURTESY TRANSPORTATION.
JOBHE 4 CHARGES= - == = === === = o e mmem  emm mmm e m e mmm e m o mm ek mm i m n st ma @ s @ e @i e ool

1. acknowledge notice and oral approval of an increase in the original estimated price.
2. Ali parts installed are new unless specified otherwise.

d@%ﬁ-ﬁﬁé‘q SIGNATURE X [CONTINUED ON NEXT PAGE] Q2:28pm

BAR # ARD003134 \ EPAID # CAD # 044336741




TO REQRDER CALL: PRINTING SOLUTIONS {809) 307-2032

(909) 390-2900 (Phone)
(909) 390-8287 (Fax)
www.markchristopher.com

2131 Convention Center Way
Ontario, CA 91764

AUTO CENTER

m@@ﬂw@%

WE ACCEPT
VISA « MASTERCARD,

AMERIC
ATM WITH PﬁgbﬁA
GUSTOMER NG, AAM ACEVES 3714760 5996 [NOI5EYEL2/18 |
LABOR RATE LICENSE NO. MILEAGE 34 884 Cﬁ.ngHER GRY
S MEMYROLET/VOLT/5DR HB PREMIER  [PEV§0MH4/16 |PELVERYMLES  q3
PR D 6 S 5 4 G U NN B N W [SEo5GAEC  [PRODUCTIONDATE
FT.ENO £0.NO. RO.DES/22/18 | REPRINT# 2

CELL PHONE & E-MAIL ADDRESS & COMMENTS MO: 34894

Added Operatlon (SAM @ 06/11/2018 16:24)
TECHH# DATE START FINISH ACT TIME OESCRIPTION
3773 06/11/18  16.40 17.00 0,30 0.00 NON WORKING
3773 06/11/i8 17.10 17.30 0.10 0.00 FINISHED
3773 06/11/18 0.00 0.00 0.00 0.00 FINISHED
TOTAL TECH TIME 0.40 0.00

ADDED OPERATION ON 06/11/18 @ 4:18PM BOTH UNDERBODY PANELS
OIL SOAKED UNABLE 7O CLEAN PROPERLY CALLED CUSTOMER AND
CUSTOMER OKAYED ADDED CPERATION ON 06/11/18 @ 4:18PM
CUSTOMER AND MANAGER AUTHORIZED REPLACEMENT OF

UNDERBODY DEFLECCTORS, DUE TO BEING OIL SOAKED fROM CRACKED
ENGINE BLOCK. UNABLE TO PROPERLY CLEAN OFF ALL OIL REISDUE,
AND COULD BE A POTENTIAL FIRE HAZARD.

REPLACED UNDERBODY SHIELD DEFLECTORS,

PARTS----- QTY--FP-NUMBER- === === ==nu-u-- DESCRIPTION« - ------- U/COST - -E/COST~+ - ~U/PRICE
1 23363171 DEFLECTOR 1,272 N 36.16  36.16 50.62 50.62
1 23363169 SHIELD 8.153 N 47.12  47.12 65.97 65.97
COST TOTAL 83.28
TOTAL - PARTS 116.59
JOBH 4 TOTALS-- - - - - - e oo m oo s m o oo
PARTS 116.59
J0B# 4 JOURNAL PREFIX CVWS JOB# 4 TOTAL 116.59
a3 S P
CALLED KURT ON 05/22/18 @ 3:15PM TO UPDATE STATUS
CALLED KURT ON 05/23/18 @ 2:15PM TO UPDATE STATUS
CUSTOMER PICKED UP LOANER ON 05/24/18
WE NEED VEHICLE UNTIL NEXT WEEK
CALLED KURT ON 05/29/18 @ 4:55PM TO UPDATE STATUS
LEFT MESSAGE
6.4.2018-1:45PH CUSTOMER CALLED FOR STATUS-ADVISED STILL WAITING
ON PARTS--J/F--
CALLED KURT OM 06/05/18 @ 5:33PM TO UPDATE STATUS
CALLED KURT ON 06/07/18 @ 4:35PM TO UPDATE STATUS
CALLED KURT ON 06/08/18 @ 3:35PM TO UPDATE STATUS
CALLED KURT ON 06711718 @ 12:22P# TO UPDATE STATUS
CALLED KURT ON 06/12/18 @ 7:53AM TO UPDATE VEHICLE TS READY FOR
PICK UP
R/O TAX 0.00
R/O TOTALS 7556.42

WARRANTY CLATM DETATL TOTALS- - - === <= m s o= m o s me s me s mmm o e m o e e e e e e e e oo oo

CLATM# . ........ TOTAL. ...
15004-1 7447,.58

1. I acknowledge notice and oral approval of an increase in the original estimated orice.
2. All parts instalied are new unless specified otherwise.

d’ﬁ%ﬁ—mER SIGNATURE X [CONTINUED ON NEXT PAGE]  02:28pm

BAR # ARD003134 . EPAID # CAD # 044336741



(909) 390-2900 (Phone)
(909) 390-8287 (Fax)
www.markchristopher.com

AUTO CENTER

@@@mg@

Cotittios:

2131 Convention Center Way
Ontario, CA 91764

WE ACCEPT

VISA - MASTERCARD - DINERS

AMERIC
ATM WITH

AR ACEVES 3714°¢%. 5996  |NOIGRTEI2/18
LABOR RATE LICENSE NO. MILEAGE 34[ 884 Cﬂ.@ATH ER GRY
HYMEREVROLET/VOLT/50R PELVEY A /16

ALTA LOMA, CA
VEIiCL@D. iO RD6S54GU SWEALER NG PRODUCTION DATE
RESHO PO, RCDHE/22/18 | REPRINT# 2
CELLPHONE & E-MAIL ADTRESS & COMMENTS MO: 34894

CLAIM#. ........ TOTAL
15004-4 111.89
CLAIM TOTALS 7559.47

APPROVED BY SIGNATURE

ODOMETER 34884 SERVICE ADVISOR GMIN 470617134
NON-GM VEHICLE N FOREIGN TOURIST
REFERENCE NUMBER

JOB PAY TYPE  TRANS TYPE  CATEGORY  ERA CLAIM# OEM SAP TRAN.#  VER
1 W ZREG 15004-1 001368614097 0003

JOB COMPLETION DATE: 06/12/2018
TECHNICIAN GMIN: 776193193

LABOR OPERATION BASE HOURS OTHER
4067490 i5.4 1.2

OTHER LABOR OPS (Y/N) N

COMPLAINT CODE: 0327
COMPLAINT DESCRIPTION: CHECK AND ADVISE CUSTOMER REPORTS VEHICLE IS LEAKING
OIL VEHICLE TOWED IN INSPECT AND ADVISE

CAUSE CODE: 3051
CAUSE DESCRIPTION: VERIFIED CUSTOMER CONCERN. PERFORMED DIAGNOSIS AND INSTA
LLED ENGINE DYE TO ISOLATE LEAK. UPON DIAGNOSIS FOUND ENGINE BLOCK CRACKED
CKED ON RIGHT SIDE OF ENGINE.STARTED TAC CASE 8-4179911411, WAS RECOMMENDE
ENDED TO REPLACE ENGINE ASSEMBLY. SENT IN CALIBRATION AND WERE VERIFIED OE
0 OEM. SENT IN ENGINE AUTHORIZATION TO PQC, PQC REVIEWED TAC CASE AND AUTH
AUTHORIZED ENGINE REPLACEMENT.

CORRECTION DESCRIPTION: REPLACED ENGINE ASSEMBLY .REPLACED ALL NECESSARY GAS
KETS AND PARTS TO GO WITH REPAIR.RECOVERED AND RECHARGED A/C SYSTEM, FILLE
ILLED AND BLED COCLING SYSTEM, FILLED ENGINE OIL. ROAD TESTED VEHICLE AND
AND VERIFIED REPAIRS. OLD ENGINE SERIAL#SL1AS52660411A085 NEW ENGINE SERIAL
RIAL#SBOA805101251868

CAUSAL PART: 12684760

PART NUMBER QTY UNIT COST REPLACEMENT SERIAL# TRADE NON-GM
1237839¢ 2 6.28

12627061 1 3.73, . . . .
1. | acknowledge notice and oral approval of an increase in the original estimated price.
2. All parts installed are new unless specified otherwise.

DS AUDIT SLIP«vm = e mermcom memm e e m e e e o e e e e e e e e oo eeataa e e
VIN 1GlRDSSS4G- REPAIRING BAC 114568
ODOMETER INDICATOR M J0B CARD OPEN DATE  05/22/2018

ER SIGNATURE X [CONTINUED ON NEXT PAGE]  02:28pm

TO RECRDER CALL: PRINTING SOLUTIONS {909) 307-2032

BAR # ARD003134 . EPAID # CAD # 044336741










(909} 390-2900 (Phone)
(908} 390-8287 (Fax)
www.markchristopher.com

| acknowledge notice and oral approval of an

AUTO CENTER

7 (55} womemer

2131 Convention Center Way
Ontario, CA 81764

WE ACCEPT

VISA - MASTERCARD - DIVERS

increase in the original price. AMERICAN EXPRESS
CUSTOMER SIGNATURE X ATM WITH PURCHASE ONLY
BAR # AA003134 . EPA ID # CAD # 044336741
i [ JACKIE KLOSKY 3559 4091 01/04/17 _
LABOR RAIL LICLNEL NOu MRLAGL IN COLOR S|
— 52363 somurT wir/| SN |
YLAR ¢ MAC ¢ MODLL DLUVLRY DATL CLLIVLRY MILL!
] 15/CHEVROLET TRUCK/COLORADO/EXT CAB| 03/01/15 24
VLHIOLL IR0 SLLUNG DLALLR NG PROCUCTICH CAIL
[ 1GcusarasF NN | 5000
F LLNO rQ R O DATL
RANCHO CUCAMONGA, CAF 01/04/17
RLSDLRCL PHONL BUSINI COMMLNIE
MO: 52363
JOB# 1 CHARGES- - - === — o oo oo o oo
LA BO R — = = — = = = = = —m mmm o o oo
J# 1 04CVz 15A DIAGNOSIS TECH (S) :3235 WARRANTY
RECALL 16019 TEMP DOOR
RECALL
INSTALLED HOSE CLAMP ON TEMP VAVLE
PARTS------ QTY———FP NUMBER--------------- DESCRIPTION---------------————- UNIT PRICE-
25518880 NUT 8.948 Y WARRANTY
TOTAL - PARTS 0.00
JOB# 1 TOTALS-——— === = —— = oo o oo oo
JOB# 1 JOURNAL PREFIX CTCS JOB# 1 TOTAL 0.00
JOB# 2 CHARGES-— - - - = —— o oo o oo oo
L ABOR — = = = = = = = = == — mm & o o o o —
J# 2 01CVZOGMM1 MATINTENANCE 1 *SCH1* TECH(S) :3569 31.55
GM MAINTENANCE 1 INCLUDES REPLACE ENGINE OIL AND FILTER,
LUBE CHASSIS COMPONENTS, PERFORM MULTI-POINT INSPECTION,
ROTATE TIRES AND ADJUST AIR PRESSURE, INSPECT AIR CLEANER
FILTER, INSPECT BRAKE SYSTEM COMPONENTS (BRAKE PAD AND SHOE
INSPECTION NOT INCLUDED), CHECK FOR ANY LEAKS OR DAMAGE, AND
INSPECT AND TOP OFF ENGINE COOLANT AND WINDSHIELD WASHER
FLUID PER FACTORY RECOMMENDED MAINTENANCE SCHEDULE.
SCHEDULED MAINTENANCE
COMPLETED REQUESTED MAINTENANCE SERVICE
LOF PERFORMED 5QTS OW-20 ROTATED TIRES
PARTS------ QTY---FP-NUMBER
b 12640445 .FILTER 1.836 Y 6.02 6.02
o : 6.02
24.95
24.95
0.99
-15.00
-14.01
JOB# 2 TOTALS
31.55
6.02
24.95
-14.01
JOB# 2 JOURNAL PREFIX CTCS JOB# 2 TOTAL 48.51
JOB# 3 CHARGES- - - === — = o oo oo oo e
LABOR — = = = = = = = = == = = m o o o o e —————— oo
J# 3 01CVZSPSAFETY  SERV PLUS INSPECTION TECH (S) :3569 0.00
SERVICE PLUS INSPECTION
INSPECT TIRE CONDITION, ALL FLUID LEVELS, UNDER CHASSIS,
BELTS, HOSES, EXHAUST SYSTEM, AIR FILTER, EXTERIOR LIGHTING
AND REQUIRED MAINTENANCE.
MAINTENANCE ITEM.
PERFORMED SAFETY INSPECTION.
PAGE 1 OF 2 [CONTINUED ON NEXT PAGE] 09:08am
Heyoods and Rrymabe COMSY £ 28343 1006)




(909} 390-2900 (Phone)
(908} 390-8287 (Fax)
www.markchristopher.com

2131 Convention Center Way
Ontario, CA 81764

AUTO CENTER

€§§E HURSAER
. WE ACCEPT
| acknowledge notice and oral approval of an VISA - MASTERCARD - DIVERS
increase in the original price. AMERICAN EXPRESS
CUSTOMER SIGNATURE X ATMWITH PURCHASE ONLY
BAR # AA003134 . EPA ID # CAD # 044336741
| JACKIE KLOSKY 3559 4091 01/04/17 1__
LABOR RAIL LICLNEL NOu MRLAGL IN COLOR S|
— 52363 somurT wir/| SN |
YLAR ¢ MAC ¢ MODLL DLUVLRY DATL CLLIVLRY MILL!
] 15/CHEVROLET TRUCK/COLORADO/EXT CAB| 03/01/15 24
VLHIOLL IR0 SLLUNG DLALLR NG PROCUCTICH CAIL
] 1GCHSAEA4F1_ 5000
F LLNO rQ R O DATL
RANCHO CUCAMONGA, CAF 01/04/17
RLSDLRCL PHONL BUSINI COMMLNIE
MO: 52363
JOB# 3 TOTALS-— - - === === === m - m o -
JOB# 3 JOURNAL PREFIX CTCS JOB# 3 TOTAL 0.00
E ST IMA T E - - — = = = = = = = = = = &~ o
CUSTOMER HEREBY ACKNOWLEDGES RECEIVING
ORIGINAL ESTIMATE OF $55.00 (+TAX)
COMMEN TS - — = - = = = = = = = = = = = — o o -
AIT
PO T AL S ~ = = === = = == = = == m e
dhkkkhkkhkhkhhkhhhhhhhhhhhhhkhhhhhhhkhhhhhhhhhhkhhhhkhkhhkkhkhkk* TOTAL LABOR.... 31.55
* YOU MAY RECEIVE A SURVEY FROM GENERAL MOTORS ASKING YOU * TOTAL PARTS. 6.02
TO GRADE YQUR SERVICE VISIT WITH US. IF WE HAVE NOT * TOTAL SUBLET. 0.00
EARNED A "COMPLETELY SATISFIED" SCORE FROM YOU, PLEASE  * TOTAL G.O.G. 24.95
CONTACT YOUR SERVICE CONSULTANT OR SERVICE MANAGER * TOTAL MISC CHG. 0.99
** YOUR COMPLETE SATISFACTION IS OUR NUMBER ONE GOAL. ** * TOTAL MISC DISC -15.00
* TOTAL TAX...... 2.41
*PARTS WARRANTY* | —eeo—o—o
TOTAL INVOICE $ 50.92

*
*
*
*
*
*
* EFFECTIVE JANUARY 1, 2013, ALL PARTS PURCHASED IN THE *
* SERVICE DEPARTMENT WILL BE COVERED FOR A PERIOD OF *
* TWELVE (12) MONTHS, UNLIMITED MILES, UNLESS OTHERWISE *
* SPECIFIED. *
* *
* *
* *

HUMMER BAR# AB237919 CADILLAC BAR# AB237918
Kkkkkkkhkkkkkhrkhkkkkk* Xk Kk K

khhkhkkkkhkhkhkhkhkhkhkdkdkdkdkhkhhdhrhxd

PAGE 2 OF 2 [ END OF INVOICE ] 09:08am
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Policy Evaluation Tool

Fields with an “™" are reguired

Customer Information Vehicle / Coverage
Owned By Business: No Dealer BAC \
*First Name * Full VIN [1GCGTBE31 F1-
“Last Name I Make Chevrolet
Phone Number *Component Warranty Coverage Bumper o Bumper Coverage v ‘
*Repair Group [Steering v]
Time Mileage
*Component’s Warranty End Date \12z23:201 7 *Component's Warranty End Mileage 136,004
*Job Card Date (0471512019 * Current Mileage 141,000 j
Days Out of Warranty 478 Miles Out of Warranty 4,996
Reasons For Policy Adjustment
* Primary reason for policy adjustment \_gugz beyond terms of applicable warranty coverage (Time or Mileage) ¥
Repair Information
*Total Repair Cost (Warranty Rates) 52,000.00 *Job Card / Repair Order # iTier2
Results
GM Participation Amount $800.00 Customer / Dealer Participation Amount $1,200.00 / 60%

Agreed Upon Customer / Dealer Participation Amount \

@

Vehicle ownership status cannot be verified at this time, please verify ownership status with the customer.

1 1 E [E8




*ACCOUNTING* 562.024-1676 -

PPENS I

CHEVROLET

A SOCAL PENSKE DEALERSHIP

18605 STUDEBAKER RUAD « CERRITOS » CA 80703
penskechevrolet.com

_ Hours of Operation: Mon - Fri: Zam -8pm  Sat: 7am - 4pm
LOS ANGELES, CA - PAGE 1

* PRE-INVOICE **

HOME :

BUS : SERVICE ADVISOR: 100471 DAVID CANCHE
COLOR YEAR MAKE/MODEL VIN LICENSE MILEAGE IN / OUT TAG
GAZ/White | 15 | CHEVROLET COLORADO 1GCGSBE30F 14123/14123 |[T2330
DEL. DATE | PROD. DATE| WARR. EXP. PROMISED PO N RATE PAYMENT INV. DATE
18JAN15 IS 17:00 22MAY18 CASH 21MAY18
R.0. OPENED READY OPTIONS: SOLD-STK ENG:3.6_Liter_DOHC

TRN:MYB_6-SPEED_A _AUTOMATIC L

09:51 21MAY18 |13:08 21MAY18

LINE OPCODE TECH TYPE A/HRS S/HRS COST SALE COMP LIST NET TOTAL
A CUSTOMER STATES WHEN DRIVING STEERING WHEEL GETS HARD AND HE GET A
CHECK POWER STEERING WARNING LIGHT
CAUSE: CODE U0420 AND STEERING HARNESS SHORT TO GROUND AT RACK
CONCERN CODE:
GENERAL General Concern power steering get hard
100275CPSCP 2.00 6000 22346 223 .46 223 .46
14123 CODE U0420 AND STEERING HARNESS SHORT TO GROUND AT RACK 2.00
PERFORMED VISUAL INSPECTION AND FOUND STEERING HARNESS
RUBBING/CHAFFING ON RACK.
RE ROUTED AND INSULATED HARNESS
B CUSTOMER STATES SHIFTER KNOB BUTTON CAME LOOSE
CONCERN CODE:
GENERAL GENERAL CONCERN
100275CPSCP 0.00 0 0 0.00 0.00
14123 ESTIMATE PROVIDED
C CUSTOMER REQUESTED COMPLIMENTARY MULTIPLE POINT VISUAL INSPECTION
WHICH INCLUDES CHECKING UNDER HOOD FLUID LEVELS, CABIN & ENGINE
AIR FILTER, BRAKE MATERIAL THICKNESS, TIRE WEAR, EXTERIOR
LIGHTS, WIPER BLADES & UNDERCARRIAGE FOR MAJOR FLUID LEAK
CAUSE: COURTESY MULTI-PT INSPECTION FOR OUR VALUED GUESTS! PLEASE SEE
ATTACHED REPORT.
CONCERN CODE:
MPI CUSTOMER REQUESTED COMPLIMENTARY MULTIPLE
POINT VISUAL INSPECTION WHICH INCLUDES
CHECKING UNDER HOOD FLUID LEVELS, CABIN &
ENGINE AIR FILTER, BRAKE MATERIAL THICKNESS,
TIRE WEAR, EXTERIOR LIGHTS, WIPER BLADES &
UNDERCARRIAGE FOR MAJOR FLUID LEAK
100275IZERO 0.00 0 0 0.00 0.00
D TIRE PRESSURE CHECK AND INFLATION SERVICE
CONCERN CODE :
INFLATE TIRE PRESSURE CHECK AND INFLATION SERVICE
100275IZERO 0.00 0 0 0.00 0.00
14123 COMPLETED. FRONT 35 PSI REAR 35 PST
Final Service Invoice Copy DESCRIPTION TOTALS
| acknowledge receipt of this invoice and the vehicle noted on this invoice. LABOR AMOGNT
X PARTS AMOUNT
| acknowledge notice and oral approval of an increase in the original estimated price. GAS, OIL, LUBE
X SUBLET AMOUNT
Disclaimer of Warranties MISC CHARGES
The seller hereby disclaims all wamranties either expressed or implied, including any implied warranty of |LOTAL CHARGES
merchantability or fitness for a particular purpose, and neither assumes nor authorizes any other person to | LESS THIRD PARTY
assume for it any liability in connection with the sale of the parts. | have read and accept all provisions of the
warranty statement on the reverse side. Please refer to Proposition 65 "right to know" on the reverse side. SALES TAX
All parts are new original equipment manufacturer unless otherwise specified. PLEASE PAY
THIS AMOUNT
Notice to Consumer: Please read important information on back. BAR# ARD00289554 EPA# CAL000354660

Copyright 2014 COK Gilobal, LLC SERVICE INVOICE TYPE 2 - SI2C - IMAGING ACCOIJNTING COPY



PPENS I

CHEVROLET

A SOCAL PENSKE DEALERSHIP

18600 STUDEBAKER ROUAD « CERRITOS » CA 80703
562-924-1676 - penskechevrolet.com
Hours of Operation: Mon - Fri: 7am -8pm  Sat: 7am - 4pm

CUSTOMER #:

*ACCOUNTING*

PAGE 2
* PRE-INVOICE **
SERVICE ADVISOR: 100471 DAVID CANCHE

C VIN LICENSE MILEAGE IN / OUT TAG
GAZ/White | 15 | CHEVROLET COLORADO 1GCGSBE30F1 14123/14123 [T2330
DEL. DATE | PROD. DATE| WARR. EXP. PROMISED PO RATE PAYMENT INV. DATE
18JAN15 IS 17:00 22MAY18 CASH 21MAY18
R.O. OPENED READY OPTIONS: SOLD-STK NG:3.6_Liter_DOHC

TRN:MYB_6-SPEED_A ~AUTOMATIC L

09:51 21MAY18 |13:08 21MAY18

LINE OPCODE TECH TYPE A/HRS S/HRS COST SALE COMP LIST NET TOTAL
THANK YOU FOR YOUR BUSINESS, WE TRULY
APPRECIATE IT HERE AT PENSKE
IF FOR ANY REASON YOU ARE NOT COMPLETELY
SATISFIED CONTACT THE SERVICE MANAGER
FAITH FUJITA AT 562-263-2244
"THANK YOU"
*** NO RO PUNCH TIMES ON FILE ***
ACCOUNT COST CONTROL ACCOUNT SALE COST CONTROL
4401 6000 4419 0 0
1130 *kkkkkk*k 9999 O * %k kkkk*k
COST, SALE, & COMP TOTALS 6000 22346 0
Final Service Invoice Copy DESCRIPTION TOTALS
| acknowledge receipt of this invoice and the vehicle noted on this invoice. LABOR AMOUNT 223.46
X PARTS AMOUNT 0.00
| acknowledge notice and oral approval of an increase in the original estimated price. GAS, OIL, LUBE 0.00
SUBLET AMOUNT 0.00
X — - MISC. CHARGES 0.00
Disclaimer of Warranties 223.46
The seller hereby disclaims all wamanties either expressed or implied, including any implied warranty of [1OQTAL CHARGES :
merchantability or fitness for a particular purpose, and neither assumes nor authorizes any other person to | | ESS THIRD PARTY 0.00
assume for it any liability in connection with the sale of the parts. | have read and accept all provisions of the
warranty statement on the reverse side. Please refer to Proposition 65 "right to know" on the reverse side. SALES TAX 0.00
All parts are new original equipment manufacturer unless otherwise specified. PLEASE PAY
THIS AMOUNT 223 .46
Notice to Consumer: Please read important information on back. BAR# ARD00289554 EPA# CAL000354660

ACCOUNTING COPY

Copyright 2014 COK Gilobal, LLC SERVICE INVOICE TYPE 2 - SI2C - IMAGING



PPENS I

CHEVROLET

A SOCAL PENSKE DEALERSHIP

18605 STUDEBAKER RUAD ¢ CERRITOS ¢ CA 80703
* *
ACCOUNTING 562-924-1676 - penskechevrolet.com
Hours of Operation: Mon - Fri: 7am -8pm  Sat: 7am - 4pm

CUSTOMER #

PAGE 1
* PRE-INVOICE **
SERVICE ADVISOR: 100471 DAVID CANCHE

C VIN LICENSE MILEAGE IN / OUT TAG
GAZ/White | 15 | CHEVROLET COLORADO 1GCGSBE30F 15593/15593 [T2304

DEL. DATE | PROD. DATE| WARR. EXP. PROMISED PO PAYMENT INV. DATE
18JAN15 IS WAIT 12NOV1S8 CASH 12NOV18

R.0. OPENED READY OPTIONS: SOLD-ST NG:3.6_Liter_ DOHC

TRN:MYB_6-SPEED_A " AUTOMATIC L

09:32 12NOV18 |16:14 12NOV1S8
LINE OPCODE TECH TYPE A/HRS S/HRS COST SALE COMP LIST NET TOTAL
A CUSTOMER STATES WHEN DRIVING STEERING WHEEL GETS HARD AND GETS CHECK
POWER STEERING WARNING LIGHT
CAUSE: CODE U0420 STORED AS HISTORICAL AND NO DUPLICATION OF STEERING
MALFUNCTION
GENERAL GENERAL CONCERN
100275CPSCP 4.00 12000 44692 446 .92 446 .92
15593 CODE U0420 STORED AS HISTORICAL AND NO DUPLICATION OF
STEERING MALFUNCTION 4.00 PENSKE VSC AUTHORIZED CIRCUIT DIAGNOSIS.
LIMITED TIME TO PERFORM COMPLETE DIAGNOSIS AS CUSTOMER IS WAITING.
VERIFIED POWER STEERING CONTROL MODULE AND EBCM SOFTWARE UP TO DATE.
PERFORMED VISUAL INSPECTION OF ALL RELATED COMPONENTS AND CONNECTIONS
AND WIRING. PIN DRAG TEST ALL GM HIGH SPEED DATA CIRCUITS AND APPLIED
DIELECTRIC GREASE. PERFORMED ROAD TEST WITH NO DUPLICATION OF CUSTOMERS
CONCERN. IF CONDITION PERSISTS FURTHER DIAGNOSIS AND REPAIR WILL BE
REQUIRED PENSKE VSC TO COVER $446.92 AUTH #09092171
B CUSTOMER REQUESTED COMPLIMENTARY MULTIPLE POINT VISUAL INSPECTION
WHICH INCLUDES CHECKING UNDER HOOD FLUID LEVELS, CABIN & ENGINE
AIR FILTER, BRAKE MATERIAL THICKNESS, TIRE WEAR, EXTERIOR
LIGHTS, WIPER BLADES & UNDERCARRIAGE FOR MAJOR FLUID LEAK
CAUSE: COURTESY MULTI-PT INSPECTION FOR OUR VALUED GUESTS! PLEASE SEE
ATTACHED REPORT.
MPI CUSTOMER REQUESTED COMPLIMENTARY MULTIPLE
POINT VISUAL INSPECTION WHICH INCLUDES
CHECKING UNDER HOOD FLUID LEVELS, CABIN &
ENGINE AIR FILTER, BRAKE MATERIAL THICKNESS,
TIRE WEAR, EXTERIOR LIGHTS, WIPER BLADES &
UNDERCARRIAGE FOR MAJOR FLUID LEAK
100275IZERO 0.00 0 0 0.00 0.00
C TIRE PRESSURE CHECK AND INFLATION SERVICE
INFLATE TIRE PRESSURE CHECK AND INFLATION SERVICE
100275IZERO 0.00 0 0 0.00 0.00
15593 COMPLETED. FRONT PSI REAR PSI

) o Final Service Invoice Copy DESCRIPTION TOTALS
| acknowledge receipt of this invoice and the vehicle noted on this invoice. LABOR AMOUNT
X PARTS AMOUNT
| acknowledge notice and oral approval of an increase in the original estimated price. GAS, OIL, LUBE
SUBLET AMOUNT
X MISC. CHARGES

Disclaimer of Warranties

The seller hereby disclaims all wamranties either expressed or implied, including any implied warranty of |LOTAL CHARGES

merchantability or fitness for a particular purpose, and neither assumes nor authorizes any other person to | | ESS THIRD PARTY
assume for it any liability in connection with the sale of the parts. | have read and accept all provisions of the P ——

warranty statement on the reverse side. Please refer to Proposition 65 "right to know" on the reverse side.

Al parts are new original equipment manufacturer unless otherwise specified. PLEASE PAY
THIS AMOUNT
Notice to Consumer: Please read important information on back. BAR# ARD00289554 EPA# CAL000354660

Copyright 2014 COK Gilobal, LLC SERVICE INVOICE TYPE 2 - SI2C - IMAGING ACCOIJNTING COPY



PPENS I

CHEVROLET

A SOCAL PENSKE DEALERSHIP
18605 STUDEBAKER RUAD ¢ CERRITOS ¢ CA 80703
562-924-1676 - penskechevrolet.com
Hours of Operation: Mon - Fri: 7am -8pm  Sat: 7am - 4pm

CUSTOMER ¢

*ACCOUNTING*

LOS ANGELES, CA PAGE 2
** PRE-INVOICE **
SERVICE ADVISOR: 100471 DAVID CANCHE

CO! VIN LICENSE MILEAGE IN / OUT TAG

I
lllllw RATE

GAZ/White | 15 | CHEVROLET COLORADO 1GCGSBE30F1 15593/15593 [T2304
DEL. DATE | PROD. DATE| WARR. EXP. PROMISED PON PAYMENT INV. DATE
18JAN15 IS WAIT 12NOV1S8 CASH 12NOV18
R.O. OPENED READY OPTIONS: SOLD-STK ENG:3.6_Liter_DOHC

TRN:MYB_6-SPEED_AUT AXL:G80_ AUTOMATIC L

09:32 12NOV18 |16:14 12NOV1S8

LINE OPCODE TECH TYPE A/HRS S/HRS COST SALE COMP LIST NET TOTAL
THANK YOU FOR YOUR BUSINESS, WE TRULY
APPRECIATE IT HERE AT PENSKE
IF FOR ANY REASON YOU ARE NOT COMPLETELY
SATISFIED CONTACT THE SERVICE MANAGER
FAITH FUJITA AT 562-263-2244
"THANK YOU"
*** NO RO PUNCH TIMES ON FILE ***
ACCOUNT COST CONTROL ACCOUNT SALE COST CONTROL
4401 12000 4419 0 0
1130 * %k k Kk kkk 9999 O * Kk kkkkx
COST, SALE, & COMP TOTALS 12000 44692 0
Final Service Invoice Copy DESCRIPTION TOTALS
| acknowledge receipt of this invoice and the vehicle noted on this invoice. LABOR AMOGNT 446 .92
X PARTS AMOUNT 0.00
| acknowledge notice and oral approval of an increase in the original estimated price. GAS, OIL, LUBE 0.00
SUBLET AMOUNT 0.00
X — - MISC. CHARGES 0.00
Disclaimer of Warranties 246 .92
The seller hereby disclaims all wamanties either expressed or implied, including any implied warranty of [LOTAL CHARGES g
merchantability or fitness for a particular purpose, and neither assumes nor authorizes any other person to | | ESS THIRD PARTY 0.00
assume for it any liability in connection with the sale of the pans. | have read and accept all provisions of the
warranty statement on the reverse side. Please refer to Proposition 65 "right to know" on the reverse side. SALES TAX 0.00
Al parts are new original equipment manufacturer unless otherwise specified. PLEASE PAY
THIS AMOUNT 446 .92
Notice to Consumer: Please read important information on back. BAR# ARD00289554 EPA# CAL000354660

ACCOUNTING COPY

Copyright 2014 COK Gilobal, LLC SERVICE INVOICE TYPE 2 - SI2C - IMAGING



5/23/2019 GM Agent

@ EMPOWERMENT PORTAL

=ne @ cwe =

Hello SIEBEL v

Search Customer Policy Eligibility Tool Dealer (PET) Policy Evaluation Tool Guidelines and Resources Aftersales Tool Guidelines Contact Us Dealer Portal Reference
Guide FAQs Job Aid-AfterSales Empowerment Job Aid-Dealer Portal Job Aid-Empowerment Toolbox Chart Job Aid-Sales Empowerment OLC Incentive Guidelines
OLC Usage Guidelines Policy Evaluation Tool FAQs Sales Tool Guidelines

Dealer (PET) Policy Evaluation Tool

Field with an "*" 1s required

VIN ‘1GCGSBE36F-V f

Clear

VIN 1GCGSBE36F as been run through the Dealer Policy Evaluation Tool 1 times in the past 12 months. | 10 per page ¥
Customer Last X ) Repair Job Total Repair Cust/DIr GM Agreed Cust
Run Date Name Bac Warranty Group Card# Cost Participation Participation Participation
05/22/2019 MCCOY 112179 g“‘f“’“ toBumper Steering $1187.96 $1.187.96 $0.00
overage
Run Date Customer Last Name BAC Warranty Repair Group Job Card# Total Repair Cost
Support

DBC Field Business Center

Technical Issues: 888-707-1707, prompt 3 for Website technical issues
Business Support: 888-707-1707, prompt 4 for Goodwill Tools business usage questions and issues (CAC Goodwill Help Desk)
Additional Support: 888-707-1707, prompt 1 for Sales Incentives and prompt 2 for Warranty Claims

Select Portfolio

Are you sure you want to go to ?

Session Inactivity Warning
The session will expire in seconds

Keep me logged in
Sign Off

Goodwill Notification

GM Representative Information

Region GM DETROIT
Requestor Group
Name SIEBEL SERVICE

Email

VIN Recall Wamning

Our IVH records show there 1s an open recall on this VIN. Click Continue to proceed.

https://iagent.drmp.gm.com/agent/initialize.do






ustomer Policy Eligibility Tool

Customer Information
Owned By Business: Yes

* First Name
*Last Name

Phone Number

Time
* Component's Warranty End Date 10/25/2017
*Job Card Date 105/28/2019
Days Out of Warranty 580

Repair Information

~ No

*Total Repair Cost (Warranty Rates) §227208

Customer Policy Eligibility

Vehicle / Coverage
* Full VIN
Make

| * Component Warranty Coverage

| * Repair Group

Mileage

| * Component’s Warranty End Mileage

* Current Mileage

Miles Out of Warranty

*Job Card / Repair Order #

.1GCGTCE32F1-7

Chevrolet

| Bumper to Bumper Coverage

Steering

36,,064”
131,000

0

Tier2

Customer may be eligible for Policy Assistance

I E0 =




Field with an "*" is required

*VIN [IGCHSBEA9F 1132445 |

VIN 1GCHSBEA9F1132445 has been run through the Dealer Policy Evaluation Tool 1 times in the past 12 months.
Run Date ustomer Last Name BAC Warranty Repair Group Job Card# 1 Total Repair Cost Cust/DIr Participation GM Participation Agreed Cust Participation <

05/23/2018 CA 114729 Bumper to Bumper Coverage Steering 51250.00 $750.00 $500.00










WIN

CHEVROLET

ACCOUNTING 2201 E. 223rd St.

Carson, CA 90810
PHONE: (310) 830-5100 FAX: (310) 835-2908
www.winchevrolet.com

CUSTOMER #: -

PAGE 1
SERVICE ADVISOR: 2313 MARK A. MILLER
VIN LICENSE MILEAGE IN / OUT TAG
SUMMIT WHI 15 | CHEVROLET COLORADO 1GCGTBE30F 994/999 T447
DEL. DATE _ |PROD. DATE| WARR. EXP. PROMISED PO NO. RATE PAYMENT INV. DATE
06MAR15 DO 18:00 19MAR15 CASH 23MAR15
R.0. OPENED READY OPTIONS:  SOLD-ST

ENG:LFX_3.6L_SIDI . V6
11:48 19MAR15 [11:23 23MAR15 |TRN:MYB 6-SPEED AUTOMATIC, HMD, 6LS0

LINE OPCODE TECH TYPE A/HRS S/HRS COST SALE COMP LIST NET TOTAL
A CUSTOMER APPROVED DEALER PERFORM TIRE PRESSURE CHECK
CAUSE: PERFORM TIRE PRESSURE CHECK LEFT FRONT RIGHT

FRONT LEFT REAR RIGHT REAR

CONCERN CODE:
TP CUSTOMER APPROVED DEALER PERFORM TIRE PRESSURE

CHECK
419 W 0.00 0.00 0 0 0.00 0.00
FC: 9090 PART#: COUNT: 0 0 TPARTS
CLAIM TYPE:
AUTH CODE:

0 0 TLABOR
999 TIRE PRESSURES TIRE PRESSURES SET AT 35PSI
B DEALER RECOMMEND AND CUSTOMER APPROVED PERFORMING MULTI-POINT VISUAL
INSPECTION.
CAUSE: PERFORM VISUAL MULTI POINT INSPECTION. ADVISE OF ANY
RECOMMENDATIONS
CONCERN CODE:
MPVI DEALER RECOMMEND AND CUSTOMER APPROVED
PERFORMING MULTI-POINT VISUAL INSPECTION.

419 W 0.00 0.00 0 0 0.00 0.00
FC: 9090 PART#: COUNT: 0 0 TPARTS
CLAIM TYPE:
AUTH CODE:
0 0 TLABOR

999 MPVI PERFORMED MULTI-POINT INSPECTION
C CUSTOMER STATES THE POWER STEERING GOES OUT INTERMITINGLY AND THE
DISPLAY SAYS SERVICE POWER STEERING SYSTEM (HAS TO TURN TRUCK
OFF AND BACK ON TO GET IT TO COME BACK) DIAGNOSE AND ADVISE
CAUSE :
CONCERN CODE:
5430010 BODY GROUND STUD OR NUT REPAIR OR

REPLACEMENT
419 W 0.70 0.50 925 5500 55.00 55M010
FC: 9090 PARTH#: COUNT: 0 0 TPARTS
A e e e T b e o DESCRIPTION TOTALS
| hereby grant you andlor your employees permission to operate the vehicle herein for the purpose of testing andlor inspection. An
express s ben is hereby on above vehicle to secure the amount of repairs rhereto LABOR AMOUNT
DISCLAIMERO;WASE:NHES AnI Véarranhes °§1 mmud sold l}ereby :'e those ml by the manuf::tw?lr Thethe seller hereby xpre: om either PARTS AMOUNT
o iy by n comecistn wib the Sale Of S ProCUCS. Ay WPAion COmned horbi 0ok o ayply Whre Protasted by o, - " Anorzes any e & e GAS, OIL, LUBE
X SUBLET A.A'A'ﬁUNT
POWER OF ATTORNEY
The u::;egnmed hemuﬁgf&f#e%dgaﬁg{_wl lhem?ns(deramn of repairs made to Insudred’s phones MISC. CHARGES
FgERYV?gER[():EOPNrVi’éIS:(S:E mur &a!{s g:;:!ewp:ya‘able o Insured and ::; relZamerem as se(ﬂ‘:mi.gp :arr el’;s?nr:ffsa"}:lalm fms' TOTAL CHARGES
d. to the above
y - LESS INSURANCE
MON-FRI X
7:00 AM.-6:00 P.M. (DATE) ('NSURED) SALES TAX
Sat. 8:00 A.M. - 4:00 P.M. X x PLEASE PAY
(DATE) (INSURED)
ALL PARTS ARE NEW UNLESS SPECIFIED OTHERWISE THIS AMOUNT
Notice to Consumer: Please read important information on back. BAR # ARD267376 EPA # CAL000370137

Copynight 2000 ADP, Inc.  SERVICE INVOICE #2 XSI2C ACCOUNT ING COPY



WIN

CHEVROLET
ACCOUNTING 2201 E. 223rd St

Carson, CA 90810
PHONE: (310) 830-5100 FAX: (310) 835-2908
www.winchevrolet.com

CUSTOMER #:

PAGE 2

SERVICE ADVISOR: 2313 MARK A. MILLER

C VIN LICENSE MILEAGE IN/ OUT TAG
SUMMIT WHI| 15 | CHEVROLET COLORADO 1GCGTBE30FH 994/999 447
DEL DATE _|PROD. DATE| WARR EXP. PROMISED PO RATE PAYMENT INV_ DATE
06MAR15 DL 18:00 19MAR1S CASH 23MAR15

RO._OPENED READY OPTIONS:  SOLD-STK:
ENG:LFX 3.6L_SIDI_DOHC V6 VVT
11:48 19MAR15 [11:23 23MAR15 |TRN:MYB 6-SPEED AUTOMATIC, HMD, 6LS0
LINE OPCODE TECH TYPE A/HRS S/HRS  COST SALE _COMP LIST NET TOTAL
CLAIM TYPE:
AUTH CODE:

925 5500 TLABOR
999 C0545 00 STEERING WHEEL TORQUE SENSOR CIRCUIT 5430010 0.05 ROAD
TESTED VEHICLE AND WAS UNABLE TO GET POWER STEERING MESSAGE TO COME ON.
USING GDS 2 FOUND DTC C0545 STORED IN HISTORY. INSPECTED POWER STEERING
CONTROL MODULE GROUND CIRCUIT G100 TO HAVE EXCESSIVE PAINT AROUND STUD.
REMOVED BOLT AND SANDED DOWN PAINT TO ENHANCE GROUND CONNECTION.
CLEARED CODES AND ROAD TESTED VEHICLE. DOC ID. 3825994, SCHEMATIC DOC
ID: 3828093

DATE START FINISH DURATION TYPE TECH LINE (8) CHG
03-19-15 14:47 115 32)¢) 0.70 W 419 c
15:42 15:42 0.00 W 419 A
15:43 15:43 0.00 W 419 B
TRGT/ACCOUNT SALE COST CONTROL TRGT/ACCOUNT SALE COST CONTROL
4/4541 5500 925 4/2261 5500 *FFxxkk
COST, SALE, & COMP TOTALS 925 5500 0
"I hereby authorme ﬁhenr:gan work hereinafter to be done along with the necessary material and agree that you are not responsible for loss or damage to vehicle or articles left in DESCRIPTION TOTALS
vehicle in case of or any other cause beyond your control or for any delays caused by unavallablmy of pans or delays in parts shipments by the supplier or
ey o o o Sl P e e e T Tl o e for the purpose of tesing andlr mspecion. A1 [7'ABOR AMOUNT 0.00
DISCLAIMER OF WARRANTIES. Any warranties on the product sold hereby are those made by the manufacturer. The seller hereby either PARTS AMOUNT O . o O
S L S, R e et B o TS S o et Tt e ek S 4% [ s oL LuBE 0.00
x SUBLET-AMOUNT 0.00
The undersigned hereinafter called " InsurEZ‘OgEtﬁeO;:sLﬁ?;EYof repairs made to “Insured’s; MISC. CHARGES 0 b O O
FOR YOUR CONVENIENCE andior cafs ace payabl 10 Insured, and any reeases thereo 35 settemen for i 2w [ TOTAL CHARGES 0.00
SEch: (:)NE::;I;IHOURS damages to the above LESS INSURANCE 0.00
7:00 AM. - 6:00 P.M. X OATE) (INSURED) SALES TAX 0.00
Sat. 8:00 AM.-4:00 P.M. X X PLEASE PAY
DATE) INSURED)
‘ " AL PARTS ARE NEW UNLESS SPECIFIED OTHERWISE THIS AMOUNT 0.00
Notice to Consumer: Please read important information on back. BAR # ARD267376 EPA # CAL000370137

Copyrignt 2000 ADP, Inc. ~ SERVICE INVOICE #2 XSI2C ACCOUNTING COPY



cusToMER #: [ L WIN
CHEVROLET

WORKORDER 2201 E. 223rd St.
) Carson, CA 90810
PAGE 1 PHONE: (310) 830-5100 FAX: (310) 835-2908

www .winchevrolet.com

SERVICE ADVISOR: 2313 MILLER,MARK A.

MODEL VIN LICENSE MILEAGE IN/ OUT TAG

SUMMIT WHI| 15 | CHEVROLET COLORADO 1GCGTBE30F 994/ T447

DEL DATE__ | PROD. DATE| WARR_EXP. PROMISED PO NO. RATE PAYMENT INV_ DATE
06MAR15 DD 18:00 19MAR15 CASH

R.O. OPENED READY OPTIONS: SOLD-STK|
ENG:LFX 3.6L SIDI DOHC V6 VVT
19MAR2015 11:48 TRN:MYB_6-SPEED AUTOMATIC, HMD, 6L50
LINE OP CODE TECH... TYPE DESCRIPTIONS/INSTRUCTIONS
# A TP 2176 W CUSTOMER APPROVED DEALER PERFORM TIRE PRESSURE CHECK
|cc:

# B MPVI 2176 W DEALER RECOMMEND AND CUSTOMER APPROVED PERFORMING

MULTI-POINT VISUAL INSPECTION. |CC:

# C DRV 2176 W CUSTOMER STATES THE POWER STEERING GOES OUT
INTERMITINGLY AND THE DISPLAY SAYS SERVICE POWER
STEERING SYSTEM (HAS TO TURN TRUCK OFF AND BACK ON
TO GET IT TO COME BACK) DIAGNOSE AND ADVISE |CC:

| hereby authorize the repair work hereinafter to be done along with the necessary material and agree that you are PRELIMINARY ESTIMATE $

not responsible for loss or damage to vehicle or articles left in vehicle in case of fire, theft or any other cause beyond

your control or for any delays caused by unavailability of parts or delays in parts shipments by the supplier or AUTHORIZED BY X
transporter. | hereby grant you and/or your employees permission to operate the vehicle herein described on streets,

highways or eilsewhere for the purpose of testing and/or inspection. An express mechanic's lien is hereby A 3

acknowledged on above vehicle to secure the amount of repairs thereto." Revised Estimate Parts Labor Totals Phone #
DISCLAIMER OF WARRANTIES. Any warranties on the product sold hereby are those made by the manufacturer. Date Time FAX # BY

The seller hereby expressly disclaims all warranties, either express or implied, including any implied warranty of

merchantability or fitness for a particular purpose, and the seller neither assumes nor authorizes any other person to  Revision Details E-mail

assume for it any liability in connection with the sale of said products. Any limitation contained herein does not apply

where prohibited by law. In Person

X Revised Estimate Parts Labor Totals Phone #
ADDITIONAL DIAGNOSTIC FEEMAY BE APPLIED ABOVE THE ORIGINAL ESTIMATE. ALL PARTS REMOVEDwiILL ~ Date Time FAX # BY

BE DISCARDED UNLESS OTHERWISEINSTRUCTED. VEHICLES NOT PICKED UP WITHIN 3 DAYS AFTER REPAIRS

ARE COMPLETED, WILL BE SUBJECT TO A STORAGE CHARGE OF $45.00 PER DAY. Revision Details E-mail
"By law, you may choose another licensed Smog Check facility to perform any needed repairs or adjustments that In Person

the Smog Check test indicates and necessary.”
COURTESY BUS AVAILABLE FOR LOCAL PICKUP AND DELIVERY AT NO CHARGE
Notice to Consumer: Please read important information on back.

Copyright 2000 ADP, Inc.  SERVICE WORKORDER #2 XSW2C TECHNI CIAN COPY

"I acknowledge notice and oral approval of an increase in the original estimated price.

BAR # ARD267376 EPA # CAL000370137




CUSTOMER #

E wWwn

TRVOTCE CHEVROLET
2201 E. 223rd St.
Carson, CA 90810
PAGE 1 PHONE: (310) 830-5100 FAX: (310) 835-2908
www.winchevrolet.com
SERVICE ADVISOR: 2313 MARK A. MILLER
VIN | LICENSE MILEAGE IN / OUT TAG
SUMMIT WHI 15 CHEVROLET COLORADO lGCGTBEBOF]’.\_ 994/999 1447
DEL. DATE |PROD. DATE| WARR. EXP. PROMISED PO NO. RATE PAYMENT INV. DATE
06MAR15 DI 18:00 19MAR1S5 i CASH 23MAR15
R.O. OPENED READY OPTIONS: SOLD-STK:
ENG:LFX 3.6L_SIDI DOHC V6 VVT
11:48 19MARI1S5 11:23 23MAR1S5 JTRN:MYB 6-SPEED AUTOMATIC, HMD, 6L50
LINE OPCODE TECH TYPE HOURS LIST TOTAL
A CUSTOMER APPROVED DEALER PERFORM TIRE PRESSURE CHECK
CAUSE: PERFORM TIRE PRESSURE CHECK LEFT FRONT RIGHT
FRONT LEFT REAR RIGHT REAR
TP CUSTOMER APPROVED DEALER PERFORM TIRE PRESSURE
CHECK
419 W (N/C)
FC: 9090 PART#: COUNT:
CLAIM TYPE:
AUTH CODE:
999 TIRE PRESSURES TIRE PRESSURES SET AT 35PSI
EE I I R S R O
B DEALER RECOMMEND AND CUSTOMER APPROVED PERFORMING MULTI-POINT VISUAL
INSPECTION.
CAUSE: PERFORM VISUAL MULTI POINT INSPECTION. ADVISE OF ANY
RECOMMENDATIONS
MPVI DEALER RECOMMEND AND CUSTOMER APPROVED
PERFORMING MULTI-POINT VISUAL INSPECTION.
419 W (N/C)
FC: 9090 PART#: COUNT:
CLAIM TYPE:
AUTH CODE:
999 MPVI PERFORMED MULTI-POINT INSPECTION
EE S S S R S S S S S S S S S S R S S S S S S S
C CUSTOMER STATES THE POWER STEERING GOES OUT INTERMITINGLY AND THE
DISPLAY SAYS SERVICE POWER STEERING SYSTEM (HAS TO TURN TRUCK
OFF AND BACK ON TO GET IT TO COME BACK) DIAGNOSE AND ADVISE
CAUSE :
5430010 BODY GROUND STUD OR NUT REPAIR OR
REPLACEMENT
419 W (N/C)
FC: 9090 PART#: COUNT:
CLAIM TYPE:
B o o Tl o Sy S e b e, o P S P Seomena Ty o s o Facpi” DESCRIPTION TOTALS
e e o e mo?ﬂimm‘ﬁw'i‘ﬁi ount o repat et o fothe purpose of tesing andlr inspecton. An [ 5 8 AMOUNT
DISCLAIMER OF WARRANTIES. Any warranties on the product sold hereby are those made by the manufacturer. The seller hereby isclaims all jes. eiher [ PARTS AMOUNT
s;“;s,zwwmznmz'mwpﬁrm Eion cancane nerti Sose neabcar aihere rotitad %;“‘ES.’ S S /ot e & e GAS, OIL, LUBE
X SLIBL CT A!\A{\UNT
The undersigned hereinafter called " Inswe:‘()r:rElﬁeo;:sL‘:z?;Evuf repairs made to “Insured's; MISC. CHARGES
FOR YOUR CONVENIENCE o ks izt payatie 1o i, i 2y relces haelo. 2 SuBma o ﬁ"ni‘;z‘;;'z.::ﬁ TOTAL CHARGES
SERVICE DEPT. HOURS damages to the above LESS INSURANCE
MON-FRI X
7:00 AM.-6:00 P.M. (DATE) ('“SURED) SALES TAX
Sat. 8:00 AM. -4:00 P.M. X X RLEASE PAY
o (INSU:EE)PARTS ARE NEW UNLESS SPECIFIED OTHERWISE THIS AMOUNT
Notice to Consumer: Please read important information on back. BAR # ARD267376 EPA # CAL000370137

CUSTOMER COPY

Copyrignt 2000 ADP, Inc. ~ SERVICE INVOICE #2 XSI2C



CUSTOMER #:

TNVOICE CHEVROLET

2201 E. 223rd St.
Carson, CA 90810
PAGE 2 PHONE: (310) 830-5100 FAX: (310) 835-2908
www.winchevrolet.com

SERVICE ADVISOR: 2313 MARK A. MILLER

C VIN LICENSE MILEAGE IN / OUT TAG
SUMMIT WHI] 15 | CHEVROLET COLORADO 1GCGTBE30OF 994/999 [T447
DEL. DATE PROD. DATE| WARR. EXP. PROMISED PO RATE PAYMENT INV. DATE
06MAR15 DL 18:00 19MAR1S5 CASH 23MAR1S5

R.O. OPENED READY OPTIONS: SOLD-STK:

ENG:LFX 3.6L_SIDI_DOHC V6 VVT
11:48 19MAR15 [11:23 23MAR15 |TRN:MYB 6-SPEED AUTOMATIC, HMD, 6LS0

LINE OPCODE TECH TYPE HOURS LIST NET TOTAL

AUTH CODE:

999 C0545 00 STEERING WHEEL TORQUE SENSOR CIRCUIT 5430010 0.05 ROAD
TESTED VEHICLE AND WAS UNABLE TO GET POWER STEERING MESSAGE TO COME ON.
USING GDS 2 FOUND DTC C0545 STORED IN HISTORY. INSPECTED POWER STEERING
CONTROL MODULE GROUND CIRCUIT G100 TO HAVE EXCESSIVE PAINT AROUND STUD.
REMOVED BOLT AND SANDED DOWN PAINT TO ENHANCE GROUND CONNECTION.
CLEARED CODES AND ROAD TESTED VEHICLE. DOC ID. 3825994, SCHEMATIC DOC
ID: 3828093

LR R R R R R R R R R R

A e e e T b e o DESCRIPTION TOTALS
express Kiria 50 ::n :rhye?:{,yempbyees mo‘:sm v;mmm‘s:wvree mi amgmtoirepanrs rhereu; o Purpose of 1esting andor inspechon LABOR AMOUNT 0 . O 0
DISCLAIMERO;WASE:NTIES AnI véarranhes o; mmud sold r;_;reby af&e mosrebcml by the wuf::w?lr Tlme‘he ller hereby xpre: m either PARTS AMOUNT O d o O
hrpreas:yo!ra&p;: in og‘nneJI?nen :’n‘ep Isea\eﬁ"s—:r‘-dtypmdrcs An; Inmltauo(:congsied n;epuﬁ doz: :&‘g&yﬁwhem tprch?&gr rl‘rey‘lav: assumes not oriees - g fo assume GAS, OIL, LUBE O - O O
x SUBLET-AMOUNT 0.00
POWER OF ATTORNEY
The u::'eEbrsvled mﬁgfvsla’{‘lenggaﬁE‘lf_wl them%ons(deramn of repairs made to Insudreds gy MISC. CHARGES 0 b O O
FOR YOUR CONVENIENCE mnr dai{s g:&wp:ya‘able to Insured, and ::; rel:azmerema as sem‘eomi'gp :arr el’;s?u’?;f:“!lalm fms' TOTAL CHARGES o L O O
SEch: oDNE:lHOURS ges to the above LESS INSURANCE 0.00
7:00 AM. - 6:00 P.M. * oRrer— (NSuRED) SALES TAX 0.00
Sat. 8:00 AM.-4:00 P.M. X X PLEASE PAY
(DATE) (INSURED)
ALL PARTS ARE NEW UNLESS SPECIFIED OTHERWISE THIS AMOUNT 0.00
Notice to Consumer: Please read important information on back. BAR # ARD267376 EPA # CAL000370137

Copyrignt 2000 ADP, Inc. ~ SERVICE INVOICE #2 XSI2C CUSTOMER COPY




































From winchevycarsonservice 1.424.227.3136 Fri Apr 24 14:42:05 2015 MDT Page 1 of 4

From Fax Number : 4242273136
Barry Hipple

To: From : ‘
Fax : Subject : |
Phone : Date : | 4/24/2015

s Comments :

Last repair order












Clarice Jordan (C)

From: Clarice Jordan (C)

Sent: Tuesday, April 07, 2015 2:02 PM

To:

Subject: BRC Early Response BAC: 265095, VIN: 1GCGSBE38F1_ Customer-
Attachments:

Alan

We want to take moment to introduce you to the Business Resource Center (BRC). BRC is comprised of 5 sub-teams that
handle escalated customer cases requiring special handling. These cases may be escalated because of:

. Legal involvement

. Better Business Bureau filings

. Notifications from the offices of state attorneys general

. Personal injury claims due to alleged vehicle defects

. GM executive involvement

o Proactive contacts to customers who have had poor ownership experiences

The above-referenced customer has contacted the Business Resource Center (BRC) for assistance, and indicated to us
that they have previously contacted your dealership for an issue. As the Customer Experience Manager, you are in the
best position to implement an appropriate and timely action plan, and | will be working with you in this effort.

Attached are details on the customer and their case. If you need additional information, please check the Customer
Assistance Center (CAC) Cases tool on http://www.gmglobalconnect.com. (Case updates are transmitted every two
hours between 10am ET and 10pm ET.)

Thank you for your crucial role in resolving this customer’s issue and creating long-term satisfaction and loyalty. Please
contact the customer within 4 hours of receipt of this message to begin formulating next steps.

We value your perspective and will be working closely with you to resolve this issue in a complete and timely
manner. Please contact me no later than April 8, 2015 to begin addressing these concerns and formulating the
necessary next steps. Please provide:

. Repair Orders and Sales Documents
. Verification of contact with the customer
. A plan for next steps

I may be reached by calling 866 522 0500 21737.
Sincerely,

Clarice Jordan

BRC- Early Response

General Motors Early Response/Aerotek
866.522.0500 ext. 21737

clarice.jordan@gm.com
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Clarice Jordan (C)

From: Clarice Jordan (C)

Sent: Tuesday, April 07, 2015 2:21 PM

To: 'jeffrey.fruit@gm.com’

Subject: Chevrolet Notification of Escalation to BRC Early Response Team- ACTION REQUIRED

BY April 8, 2015

Tracking: Recipient Delivery
‘jeffrey.fruit@gm.com’ Delivered: 4/7/2015 2:21 PM

Jeffrey,

This email is being sent to notify you of a case escalation to the BRC Early Response Team (ER). | am in need of your
assistance regarding the customer concern. | have tried to reach the Service Manager Kenny, | spoke to him on one
occasion regarding a part that is needed for the customers vehicle. | followed up and have not been able to reach him. |
left a couple of messages no return call. Please review below.

Service Request:

Customer Last

Involved Dealership: Capitol Chevrolet
Dealership Contact: Alan Carothers
VIN: 1GCGSBE38F

Automobile: 2015 Chevrolet Colorado

Vehicle History Overview: The customer states her steering wheel locked and the vehicle shut off at least three times.
The dealership stated it is a power steering issue, the steering gear is corroded. The vehicle has been down for at least
three weeks. The part needed for the vehicle is currently on backorder per the dealership. The customer is extremely
frustrated, she feels she is getting the run around from the dealership and she is seeking and update as to when the
part will become available or a trade repurchase.

If you would like more information or have additional information to provide, please respond to this email within 24
hours.

Clarice Jordan

BRC- Early Response

General Motors Early Response/Aerotek
866.522.0500 ext. 21737
clarice.jordan@gm.com
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Wadad Elnachar (C)

From: Wadad Elnachar (C)

Sent: Wednesday, April 08, 2015 3:40 PM

To: 'serviceoperator@coxauto.com'

Cc: ‘ralonso@coxauto.com’

Subject: ACTION REQUIRED BY 04/09/2015 / BRC Early Response Case, Cox Chevrolet

incorporated, vin: 16casce37 I 5+ I

Lourdes & Roberto,

The Business Resource Center (BRC) is a specialized team that proactively handles escalated customer cases
with possible legal involvement. The BRC has the ability to expedite access to GM resources to help you help
your customer. Our goal is to partner with your dealership, as part of our customer focus initiative, to assist in
the resolution of the customers concern.

VIN: 1GCGSCE37F 1|}
e Mileage: 500

¢ SR Number:
e Customer Last Name:

Summary of Concern: We were notified by our Technical Assistance Team that Mr. - vehicle has
been in your dealership two times with two days down due to power steering concern.

Below is the information that is needed:

Has the vehicle been repaired and what was the repair?

If not, what is the next action/repair for the vehicle concern?

Is the customer satisfied and is it necessary that we contact the customer?
Any other pertinent details that are needed.

Please contact me no later than 04/09/2015 to begin addressing these concerns and formulating the necessary
next steps. We value your perspective and will be working closely with you to resolve this issue in a complete
and timely manner.

Should you have any questions or concerns, I may be reached by calling 866-522-0300, extension 11829. Thank
you for your crucial role in resolving this customers issue and creating long-term satisfaction and loyalty.

If you need additional information, please check the Customer Assistance Center (CAC) Cases tool on

http://www.gmglobalconnect.com. (Case updates are transmitted every two hours between 10 am and 10 pm
ET)

Sincerely,



Wadad Elnachar

General Motors Business Resource Center
Early Response

Phone: 1-866-522-0300 ext. 11829

Fax: 866-600-7179

Email: wadad.elnachar@gm.com




Wadad Elnachar (C)

From: Wadad Elnachar (C)

Sent: Wednesday, April 08, 2015 3:44 PM

To: ‘cindy.hughes@gm.com’

Subject: FYI ONLY NO ACTION REQUIRED / BRC Early Response Case, Cox Chevrolet

Incorporated, VIN: 1GCGSCE37F 1] customer R <+ I

Cindy,

The Business Resource Center Early response Team will be working with the CEM at Cox Chevrolet
Incorporated to address the concerns of the above-referenced customer. It is not necessary that you become
personally involved in the resolution at this time unless you feel it is necessary.

Should you have questions or concerns, | may be reached by calling 866-522-0300, extension 11829. Thank
you for your critical role in resolving this customer’s issue and creating long-term satisfaction and loyalty.

If you need more information, please check the Customer Assistance Center (CAC) Cases tool on
http://www.gmaglobalconnect.com. (Case updates are transmitted every two hours between 10am ET and
10pm ET)

Sincerely,

Wadad Elnachar

General Motors Business Resource Center
Early Response

Phone: 1-866-522-0300 ext. 11829

Fax: 866-600-7179

Email: wadad.elnachar@gm.com




Wadad Elnachar (C)

From: Wadad Elnachar (C)

Sent: Monday, April 13, 2015 10:11 AM

To: ‘serviceoperator@coxauto.com’

Subject: Response required/1GCGSCE37F i}/ arly response || R

Good morning Ms. Alvarado,

Were you able to get an update on the 2015 Colorado for ||| G-

Thank you,

Wadad Elnachar

General Motors Business Resource Center
Early Response

Phone: 1-866-522-0300 ext. 11829

Fax: 866-600-7179

Email: wadad.elnachar@gm.com




Wadad Elnachar (C)

From: coxchevroletservice@gmail.com on behalf of service operator
<serviceoperator@coxauto.com>

Sent: Monday, April 13, 2015 3:27 PM

To: Wadad Elnachar (C)

Subject: Re: Response required/1GCGSCE37F 1|}/ Early response case /R

GREAT! Thank you

On Mon, Apr 13, 2015 at 2:02 PM, Wadad Elnachar (C) <wadad.elnachar@gm.com> wrote:

Thank you for the update, | will document and close the case

From: coxchevroletservice@gmail.com [mailto:coxchevroletservice@gmail.com] On Behalf Of service operator
Sent: Monday, April 13, 2015 1:22 PM
To: Wadad Elnachar (C)

Subject: Re: Response required/1GCGSCE37F i}/ Early response | G

Spoke to advisor he indicated service is done and customer has possession of vehicle.

thank you

On Mon, Apr 13, 2015 at 10:10 AM, Wadad Elnachar (C) <wadad.elnachar@gm.com> wrote:

Good morning Ms. Alvarado,

Were you able to get an update on the 2015 Colorado forfjjj G

Thank you,

Wadad Elnachar

General Motors Business Resource Center



Early Response

Phone: 1-866-522-0300 ext. 11829

Fax: 866-600-7179

Email: wadad.elnachar@gm.com

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

Confidentiality Note: This message is intended only for the person or entity to which it is addressed. It may
contain confidential and/or privileged material. Any review, transmission, dissemination or other use, or taking
of any action in reliance upon this message by persons or entities other than the intended recipient is prohibited

and may be unlawful. If you received this message in error, please contact the sender and delete it from your
computer.

Lourdes Alvarado

VIP Service Cordinator
Cox Chevrolet

2900 Cortez Rd West
Bradenton ,Florida 34207

941-739-4986




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

Confidentiality Note: This message is intended only for the person or entity to which it is addressed. It may
contain confidential and/or privileged material. Any review, transmission, dissemination or other use, or taking
of any action in reliance upon this message by persons or entities other than the intended recipient is prohibited

and may be unlawful. If you received this message in error, please contact the sender and delete it from your
computer.

Lourdes Alvarado

VIP Service Cordinator
Cox Chevrolet

2900 Cortez Rd West
Bradenton ,Florida 34207

941-739-4986



CAC SR Data Share Report - MCE 2.5, 4/7/15 4/20/15

Status of vehicle/concern

A GM Dealer has diagnosed the current concern
Repairs are in-progress (vehicle is in shop now)
Vehicle is currently operable & can be driven

Vehicle
2015 GMC Canyon

1GTG6CE3

Mileage now: 1800 mi

Customer

Call Anytime

Key Points
Cust sts: The vehicle is at the dealership and this is a very dangerous issue. It went out when he was driving 55 mphs. When

he turned the vehicle off and back on the power steering works fine. The dealership stated that the code the have is the
torque sensor, and the TAC stated they will have the steering column will be replaced and sent back to Detroit. He wants to
know that GM is aware of the situation, and he is extremely disappointed and his wife is in fear of the situation. He just wants

to document concern and have an email sent for confirmation of the conversation.

Cust sks: Vehicle repair and that everything is documented

CRS sts: Will send an email for the confirmation of the conversation.

Supporting Factors

Limiting Factors

Original owner (verified)

Vehicle was inop/down due to this concern: 8 day(s)

Please consider these additional questions:

Close to any applicable expiration limit? (wmty, spl covg, svc contrt)
Did cust buy an extd svc contract, but it's expired or n/a?
Is this a loyal service customer? (toinvoived 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

Reference

cAC SR#: >

CAC advisor: James Warren--> (866) 790-5700, Ext # 21880

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




_BB Case - Tawni Pennington (C) Page 1 of 1

SR# BBB Case

Tawni Pennington (C)

Tue 4/28/2015 3:27 PM

ToJeffrey Fruit <jeffrey.fruit@chevrolet.coms;

Customer Last Name
Service Reque
2015 Chevrolet Colorado

Vehicle Identification Number:

‘IGCGSBESBF-

Dear Jeffrey Fruit

This email is to make you aware that the above customer has filed a claim with the BBB. The customer is currently working
with Capitol Del Grande 265095 for complaints of steering wheel locking up. | have contacted the dealer to request all
needed documents and once received | will be able to provide you with an update on the case in the form of a case

assessment. Thank you for your time.

If you have further questions, please contact the Mediation LiaisonTawni at 866-790-5700 ext 21263, fax 866-393
-8053 or contact The 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.

Sincerely,

Tawni

General Motors

https://webmail. gm.com/owa/ 4/28/2015






BBB AUTO LINE Case number: (NN

Customer Claim Form Contact date: 04/27/15
Start date: 04/28/15

Please make any necessary corrections to the information below, print or verify your VIN number
and lienholder/leasing company information at the bottom of this page, and complete the missing

information in Section 4 on the next page (attach additional sheets as needed).

SECTION 1: CUSTOMER INFORMATION

Titled owner:

Mailing address:

State: CA  Zip code:-

Cell phone:

City: SAN JOSE

Fax: E-mail address:

SECTION 2: VEHICLE INFORMATION
Make: Chevrolet Model: C-10 Pickup Year: 2015 Current mileage: 4166

Name(s) that appears on the vehicle title: _

Selling dealer/city/state: CAPITOL CHEVROLET, SAN JOSE, CA

Primary Servicing dealer/city/state:  Capitol Chevrolet,
Is the vehicle in your possession? [X] yes [ no

Acquired as Xlnew [Jused []demo []leased Date of sale or termination of lease:
Purchase/lease date: 01/28/15 Mileage at purchase/lease:
First repair attempt date: 03/10/15 First repair attempt mileage: 3070
Number of vehicles
How often is the vehicle used registered in California Transmission type:
for business purposes (percentage): 0 % by vehicle owner/lessee: ] Automatic [] Manual
Has the vehicle been in an accident/had body damage? [ ] yes Al no Date of accident:

Description of damage:

SECTION 3: DESIRED OUTCOME (Describe what you want done to resolve your concern)
GM MOTORS NEVER REACHED OUT TO ME ABOUT THIS SERIOUS ISSUE. 1

AM WAITING FOR A SETTLEMENT FROM THEM WHICH THEY HAVE NOT YET
PROCESSED. I BELIEVE MY CAR COULD POSSIBLY FALL UNDER THE LEMON
LAW SINCE IT WAS IN THE SHOP FOR OVER 30 DAYS

Please complete the missing information in the box below and on page 2.

VEHICLE INDENTIFICATION NUMBER 1GCGSBES8F1

Lienholder/Leasing Company Phone Number__ __ =

Page 1
CACCF






CAPITOL CHEVROLET

965 Captto! Expressway Auto Mall
San Jose, CA 95136
Mzin (408) 268-4000

COSTOMER &

*ACCOUNTING*

PAGE 1
¥ PRE~INVCGICE #*

Service Direct (408) 445-7250
www. CapitolChevySJ.com

EPA 8 CAL QID358159  BAR ¥ ARD 262638

SERVICE ADVISOR: 360423 TODD SARRETT MASON

VIN LICENSE MILEAGE INY CUT TAG
SUMMIT WHE 15 | CHEVROLET COLORADG 1GCGBREISF 3070/3070 IT52
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