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MANUFACTURER RESPONSE FORM
~ (CALIFORNIA ARBITRATION POSITION STATEMENT)

--
BBB

bbb.org

Case Number: || NG Vehicle: 2015 Chevrolet Colorado

Customer Name ||| | I VIN: 1GCGSBE3SF1j

Probable Hearing Location: San Jose

Manufacturer's Position:
General Motors regrets that Mr. - is dissatisfied with his 2015 Chevrolet Colorado. General Motors’ continued success depends

upon the satisfaction our customers receive from their vehicles which is why we strive daily to maintain the highest levels of
satisfaction with our products.

General Motors makes every effort to meet the highest quality standards. By providing the New Vehicle Limited Warranty for 36
months or 36,000, whichever comes first, General Motors covers the cost of repairs to correct any vehicle defect related to materials or
workmanship occurring during the warranty period. We have and will continue to address all concerns per the terms of the warranty.

We do not believe Mr. - ’s 2015 Chevrolet Colorado meets the criteria of the California Lemon Law, or the General Motors
Program Summary as there have been no more than two repairs to any one concern. Mr. -s 2015 Chevrolet Colorado has also
been out of service for 32 days for warranty repairs. All of the concerns that Mr. - has brought to the attention of the dealer in
regards to his 2015 Chevrolet Colorado for stearing wheel locking up have been corrected. The last time the vehicle was in a General
Motors dealer on 04/10/2015 at 3,070 miles all concerns were addressed by replacing the steering assembly and programming the
steering module, and when released the vehicle was operating 100% as designed. If there are any current concerns on the vehicle we
request that Mr. - make the vehicle available for repairs per the terms of the manufacturer’s written warranty. There has been no
significant loss of use, value or safety of his vehicle.

We respectfully ask that Mr. -’s request for repurchase of his 2015 Chevrolet Colorado be denied and that Mr. -
continue to work with her General Motors dealer as per the terms of our written warranty coverage.

Documentation Provided (please check):

Technical Service Bulletin(s)
Recall Notice(s)

Vehicle Repair Records
Purchase/Lease documentation
Other:

OOooOooan

The manufacturer's position and documentation will be furnished to the customer and the arbitrator prior
to a hearing in this case.

I will participate in a hearing M By phone [ In person 0O In writing
Form completed by: Tawni Date: 05/11/2015
Future Contact: Tawni

Phone: 866-790-5700 ext: 21253 Fax: 866-393-8053
Please return this form as soon as possible to: BBB AUTO LINE
Fax: 703.247.9700

. . CAMRF
Council of Better Business Bureaus, Inc.

3033 Wilson Boulevard, Suite 600 - Arlington, VA - 22201 - Phone 800.955.5100 - Fax: 703.247.9700







































May 23, 2024

San Jose, CA

Dear -

We sincerely regret that you experienced a concern with your 2015 Chevrolet Colorado, which
resulted in an unexpected repair expense to you.

We value you as a Chevrolet owner and your satisfaction with our products is a high priority.
After consideration, we believe you are entitled to a reimbursement. We have enclosed a check
in the amount of $1,046.88. We hope this goodwill adjustment will offset, to some degree, the
inconvenience that this repair may have caused you.

At Chevrolet, our commitment to customer satisfaction is a top priority. If you have future
questions, please don’t hesitate to 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






May 23, 2024

Silver Spring, MD

At Chevrolet, we take pride in the vehicles we produce and appreciate your vehicle purchase.

Because customer satisfaction is a top priority for us, we offer you up to $500.00 towards the
purchase and installation of GM Accessories or GM Licensed Products for your 2015 Chevrolet
Colorado, VIN 1GCGTCE31F

In the event the total cost of the accessories and labor selected by the customer exceeds $500.00,
you will be responsible for paying the difference. Since this GM Accessories Letter is only valid
for a one-time use, if the total cost is less than $500.00, a credit or refund will not be issued for

the difference. This letter is valid for 90 days from the date of issuance and may be transferred
within the household.

We hope this gesture demonstrates our appreciation of you as a valued customer. Simply present
this letter to your Chevrolet dealer for redemption. If you have future questions, please don’t
hesitate to contact our Executive Office at 1-313-667-7153. Please refer to your service request
number listed below and we will be happy to assist you.

Sincerely,

Chevrolet Executive Office
Service Request 71-1475921412

Dealership Claim Instructions: Accessory Offer

When submitting the claim, please use labor op 0600171 and select transaction type of ZSSP, then insert the total
amount requested for parts and labor, up to the approved amount, in the net item column under miscellaneous. In
addition, attach a copy of the invoice for the sale and/or installation of the accessories, to the warranty claim. This
letter must be retained by the dealer for audit purposes.

The approval letter will be reimbursed through the Global Warranty System, as approved by your District Aftersales
Manager. Non GM Accessories and any labor associated with installing Non GM Accessories are not eligible for
reimbursement under this offer. Accessories installed under this offer will be reimbursed at GM published labor
times and your dealership's current approved labor rate and parts allowance (see Article 1.5 of the Service Policy &
Procedures manual for further details).

To apply the GM Accessories Warranty to the vehicle, follow procedures outlined in TSB 11-00-89-002.



| know Aaron is traveling but hope you can address this issue as soon as possible.

| received a call from_ -_, regarding his 2015 Chevy Colorado. He's only had

it three or four months and the steering has locked up on two separate occasions at 50 mph. He's had it
in the shop twice at Sport Chevrolet in Silver Spring, MD, but they don't seem to know what's causing
the problem and haven't been able to fix it. He was provided with an Equinox to use while his truck is in
service, but he needs his truck for the type of work he does, and is concerned about the loss of

income. The dealer told him it would be several more days, and possibly a discussion with a Colorado
engineer, to try and determine the cause. There seems to be some concern on their part as well.

Although upset, he was very nice and just wants to get his truck fixed. Hopefully someone can contact

Mr. - right away.

Please keep me posted.

Thanks,
Suzanne

Suzanne DeBlasio-Adato

Government Relations Communications
General Motors

202-775-5012 - office

suzanne.deblasio-adato@gm.com<mailto:suzanne.deblasio-adato@gm.com>

Srm——

Suzanne DeBlasio-Adato

Government Relations Communications

General Motors

202-775-5012 - office

703-598-5547 - cell
suzanne.deblasio-adato@gm.com<mailto:suzanne.deblasio-adato@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.



CAC SR Data Share Report - MCE 2.5, 4/7/15 5/26/15

Customer Vehicle Status of vehicle/concern

[ 2015 GMC Canyon A GM Dealer has diagnosed the current concern
] 1GTG6CE34F 1 Repairs are in-progress (vehicle is in shop now)
Call Anytime Mileage now: 2573 mi Vehicle is currently inoperable/down

Key Points

Customer stated, 7th repeat repair concerns, vehicle was in for service for 11 days, for the power steering that was
inoperable six times within same week, 17 days after on 05/24/15, power steering inoperable again; “Action Required
Steering Assist Reduced Drive With Care”. Customer stated, very frustrated and uncomfortable with the vehicle performance.
DIr stated, have found and diagnose on what was the vehicle, found a bulletin that was related to the issues with the Power
Steering. Sales Manager/Gary advised was willing to offer trade assistance for $35K, which customer feels this is a LOSS to the
customer. There is an open RECALL /15150, as well.

Customer stated, very scared while driving now, DO NOT feel safety in vehicle, and DO NOT want vehicle.
Customer expectations/ seeks; still want GM assistance to take vehicle back with a better offer on trade assistance or swap

collateral for EQUAL VALUE. Customer seeks; want GM assistance for a definitive resolution on the safety concern with the
vehicle performance; would like transportation while trying to determine the BEST solution.

Supporting Factors Limiting Factors

Original owner (verified)

First time GM buyer (verified)
High-dollar or premium vehicle

Vehicle has been serviced for this concern: > 5 time(s)
Vehicle was inop/down due to this concern: 12 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): 1GTG6CE34F N
2015 GM Canyon

Reference

cAC SR:

CAC advisor: Dorice Williams--> (866) 790-5700, Ext # 21774

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



CAC SR Data Share Report - MCE 2.8, 8/19/15 7/29/15

Customer Vehicle Status of vehicle/concern

[ 2015 GMC Canyon A GM Dealer has diagnosed the current concern
[ ] 1GTG5CE3SF N Repairs have not been scheduled

Call Anytime Mileage now: 9000 mi Vehicle is currently inoperable/down

Key Points

CST STS: The customer stated the vehicle has a problem with the power steering module. He stated the vehicle has been at
the dealership for about two months. He stated the steering rack was ordered and when it came in a piece on it was broken.
He stated they had to order a new piece and it has not come in yet. He stated he is very upset with the whole situation and
would like to know what GM is going to do about the problem.

CST SKS: The customer seeks to find out what GM is going to do to accommodate with the time his vehicle has been at the
dealership.

CRS ADV: | advised the customer | will reach out to the dealership and have them to contact him in reference to updating him

on the ETA of his steering rack.

Supporting Factors Limiting Factors

Original owner (verified)

Loyal GM customer: 5 GM vehicles purchased (verified)
High-dollar or premium vehicle

Vehicle has been serviced for this concern: 4 time(s)
Vehicle was inop/down due to this concern: > 14 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): 2015 Canyon, 2001 Corvette, 2013 Silvrado, 2001 Suburban, 2003
Silverado

Reference

cAC SR:

CAC advisor: Carrie Mabry--> (866) 790-5600 , Ext # 5921568

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



Mike & Curtis,

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.

We have been notified that McCusker Enterprises Inc., has had 2 or more TAC cases open on their vehicle or the vehicle has
been down 2 days. | would like to offer our assistance and gain your agreement if necessary for us to contact the customer in
order to help resolve the situation identified below.

VIN: 1GCGSBESOF |

Mileage: 6,913

SR Number:

Customer Last Name: McCusker Enterprises Inc.,
Customer Preferred Contact Method: Phone
Customer Daytime Phone: (951) 232-4243

Customer Evening Phone

Summary of Concern: TAC Comeback: Power Steering — Inoperative (Intermittently)

Please contact me no later than 6/15/2015 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.

Acknowledgement of receipt of the customers concern
Verification of contact with the customer

A plan for next steps

Any other pertinent details that are needed

Should you have any questions or concerns, | may be reached by calling 866-522-0300, extension: 11692 or by fax at 866-834-
3550. 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://imww.gmglobalconnect.com. (Case updates are transmitted every two hours between 10 am and 10 pm ET.)

Sincerely,

Damon

Damon Weaver

General Motors Early Response Advisor
General Motors Executive Office/Aerotek
Phone: 866-522-0300 ext: 11692

Fax: 866-834-3550
damon.weaver@gm.com
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Scott,

The Business Resource Center Early Response Team will be working with the CEM at Paradise Chevrolet-Cadillac 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.

Attached are some relevant facts about this case:

*TAC Comeback: Power Steering — Inoperative (Intermittently)*

Should you have questions or concerns, | may be reached by calling 866-522-0300, extension:11692 or by fax at
866-834-3550. 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.gmglobalconnect.com. (Case updates are transmitted every two hours between 10am ET and 10pm ET)

Sincerely,

Damon

Damon Weaver

General Motors Early Response Advisor
General Motors Executive Office/Aerotek
Phone: 866-522-0300 ext: 11692

Fax: 866-834-3550
damon.weaver@gm.com

e () GMC =T




RE: ACTION REQUIRED BY 6/15/2015 / BRC Early Response Case, VIN: 1GCGSBE3OF Il Paradise
Chevrolet-Cadillac, BAC: 114691, Customer: McCusker Enterprises Inc., SR# |} N NN

Mike Armstrong marmstrong@paradiseautos.com

Fri 6/12/2015 10:36 AM

Damon Weaver (C) damon.weaver@gm.com
CURTIS BROWN curtis@paradiseautos.com

Customer will be in today to install a special ordered steering gear to correct the concern. At this time |
don’t feel it necessary for you to contact the customer. Thank you for the help.



Page 1 of 1

2015 COLORADO 4WD Z71 CREW LONG BOX GENERAL MOTORS LLC
GAN SILVER ICE METALLIC /V6G
HH1 JET BLACK RENAISSANCE CENTER
ORDER NO. SFHK9V/TRE STOCK NO. DETROIT MI  48243-1114
VIN 16C GTCE 33 FINN VEHICLE INVOICE
8988 13*20095S
MODEL & FACTORY OPTIONS MSRP INV AMT RETAIL - STOCK
12v43 COLORADO 4WD Z71 CREW LONG 34415.00 32694.26 [INVOICE 02/13/15
106 CHEVROLET MYLINK AUDIO SYSTEM  495.00 435.60 SHIPPED 02/13/15
W/ 8" DIAGONAL COLOR TOUCH & EXP I/T 02/26/15
NAVIGATION INT COM 02/26/15
LFX ENGINE, 3.6L SIDI DOHC V6 VVT N/C N/C PRC EFF 02/12/15
MYB TRANSMISSION, 6-SPD AUTOMATIC N/C N/C KEYS XXXXX XXXXX
UQA AUDIO SYSTEM- PREMIUM BOSE 500.00 440.00 WFP-S QTR OPT-1
VAV FLOOR MATS, ALL WEATHER FRONT  160.00 140.80 BANK: ALLY - 061
AND REAR CHG-TO 20-095
(DEALER INSTALLED)
VQZ EXHAUST TIP, HIGHLY POLISHED 135.00 118.80 SHIP WT: 4442
(DEALER INSTALLED) HP: 32.9
YF5 50-STATE EMISSIONS N/C N/C GVWR: 6000
782 TRAILERING EQUIPMENT PACKAGE: 250.00 220.00 GAWR.FT: 3200

GAWR.RR: 3500
EMPLOY: 33762.48
SUPPLR: 35124_.46

NTR: 1/2

EMPINC: 2053.83

SUPINC: 691.86
TOTAL MODEL & OPTIONS 35955.00 34049.46 ACT 237 33845.81
DESTINATION CHARGE 875.00 875.00 H/B 261 1078.65
DEALER IMR CONTRIBUTION 359.55 ADV 261 359.55
LMA GROUP CONTRIBUTION 359.55 EXP 65A  359.55
TOTAL 36830.00 35643.56 PAY 310 35643.56
MEMO: TOTAL LESS HOLDBACK AND

APPROX WHOLESALE FINANCE CREDIT 34048.68

INVOICE DOES NOT REFLECT DEALER"S ULTIMATE COST BECAUSE OF MANUFACTURER
REBATES, ALLOWANCES, INCENTIVES, HOLDBACK, FINANCE CREDIT AND RETURN TO
DEALER OF ADVERTISING MONIES, ALL OF WHICH MAY APPLY TO VEHICLE.

THIS MOTOR VEHICLE IS SUBJECT TO A SECURITY INTEREST HELD BY ALLY.

REMIT TO ALLY NO. 061
MARK CHRISTOPHER AUTO CENTER VIN 1GCGTCE33F
$ 35643.56 INV
DUE 02/26/15 DEALER 20-095

https://www.autopartners.net/apps/barsrr/bars/showdocumentlist.jsp?index- NG ... 6/15/2015






Vehicle Report

Printed on: 05/28/2015 08:29:19

¥ 2y | Sem

: VIN' 1GCGTCE33F- Vehicle Model: 2015 COLORADO
Service Consultant

AL

Rosemary Echeverria

RKBENCH

i Bervice | Fiae | B Do
Delivery Date: 03/09/2015

Mileage : 3004

e

Vehncle Summary

OnStar Status OVD Enabled DMN Enabled Radio Status Radio ID

Equipped - Active Yes Yes _ Equipped - Active  BV3GC3BW
Required Field Actions
Ntlxmber Type Description g::gase Status
15150 Non Compliance Recall FRONT SEAT HOOKS NOT INSTALLED 05/08/2015 Open
e INTOnUNDERBODYY ‘ o
Applicable Warranties
Description Effective Effective End End Warranty

Date Odometer Date Odometer Status
Corrosnon Limited Warranty 03/09/2015 59 MI 03/09/2021 100059 MI Applicab!e
Bumper to Bumper Limited Warranty 03/09/2015 59 MI 03/09/2018 36059 MI Applicable
Emission Select Component Ltd Wiy i  03/09/2015 5OMI 0300912023  B0059 MI Applicable
Emission Limited Warranty S 03/09/2015 59 MI 030092018 50059 M1 Applicable
Emission Select State Co}hp;n_e_r_\; f«} Wty— o 03/09/2015 5oMI 03/09/2022 70059 Mi Applicable
Powertrain Limited Warranty 030092015  59MI  03/09/2020 100059 Mi Applicable
Chevrolet 2 Year Scheduled Maintenance 03/09/2015 59 MI 03/09/2017 24059 MI 4 of 4 visits
B — . U — 2 o JETRCHY.
Service Contracts
Policy Owner Description Deductible Daily Effective Effective Expiration Expiration
Number Name Amount Rental Date Odometer Date Odometer
Allowance

e L No mformatuon found lor thus vehicle.
Service Information

Type Number Description Date Posted

No Informatuon found for this vehicle.

Vehicle Transaction History

Service R.O. Transaction OP Code Description Odometer Service
Date Type Reading Type
05/21/2015 ZFAT 9101513 N150150 - Inspect Left and Right Front Seat 2778 Ml Warranty
) . Installation (No Further Action Required)
05/21/2015 ZREG 7429949 St%%mg - Customer Concern Not Duplicated 2778 Ml Warranty
D)
03/1 6/2015 ZPDI 0590032 PDI - Dealer Installed - FactOfy Invoiced 5 MI Warranty
e Ophons
0%/15/2015_ ZPDI 0590072 Pre- Del:very Inspectlon Base Time 1 Ml Warranty
Repair Order History
R.O.Closure R.O. Service 1st R.O. Job Description Text R.O. Job Type Vehicle R.O.
Date Number Location .(J:ob Indicators Mileage
ount

Please Note: This document may be considered current for 24 hours from the i e it was printed.

Page 1 of 2
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Track your package or shipment with FedEx Tracking

., 9 )

FedEx.

Page 1 of 1

MyProfie | Support | Locations | BE§ Ergish=  Search Subi. -

Ship Track | Manage | Leam |  FedEx Office ® Login
FedEx « Tracking
tcpaled shp date Estimated delivery .
| Fri 6/05/2015 Mon 6/08/2015 by 3:00 pm ! e e e S A
| BURTON, Mi US | COVINA CA US
Label created : - : :
Shipment information sent to FedEx H
e e e o ey 4 ———_— e T I AT e | b st e st o i - | e A -
Shipping label has been created. The status will be updated when shipment begins to travel,
Travel History I
Date/Time Activity Location !
= 6/05/2015 - Friday
11.69 am Shipment information sent to FedEx
Shipment Facts 1
Tracking - Service FedEx Standard Overnight
numbia Total piecos !
Weight 1108723 13 kgs
. Shipper 1032431
Total shipment Ibs /2313 reference
weighy e Special handling :
a )
Packaging Your Packaging section Delver Waskday {
FedEx. Sewrn
CustomerFocus Featured Services Companies | Follow FedEx B8 United Statas - English
HNew Custemer Center Fedéx One Rate FedEx Express !
Small Business Cen'er FedEx SameDay FedEx Ground I
Service Guide FedEx Home Delivery FedEx Office '
Cuslomer Suppor Hesthcare Sollions FedEx Freighl I

Onlive Retail Solutions
Fackaging Services
“ncilary Clearance Servicos

FedEx Custom Critical
FedEx Trade Networks
FedEx SupplyChan
FedEx TechConnect

Company Information
About FadEx

Carsars

lovester Relations Othor Resourcas

Fedix Compaihle
Developer Resource Center
FadEn Shp Manager Soltware |
FedEx Mavile

2 FedEx 1995-2018

Global Home | Site Map | fegex com Terms of Use | Secunty and Privacy

https://www.fedex.com/apps/fedextrack/?action=track&action=track&tracknumbers=- 6/5/2015
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e FACE PAGE

s o . RENTAL AGREEMENT
Nae _ . DEALERNORMATIO - Unit# RA# %8}
g 00 (vina (WP pled FIISTAMER INENEMATION

P55 S (s Awe
_ (oving (A [Gr23
L2 732 W00

CUSTOMER VEHICLE INFORMATION

»

| [

License No. Additional Drivef's Nahe e
VIN \(i (/\ /\( E%?)F \ Driver's License No. J— & State , | Expires
< . ” “J —— —
Year/Make/Model/Color Additional Driver's Name Birth Date
: IS Chevd (olovadall” e N =
| R ] Driver's License No. NS ‘,’f Expires

o RENAL VH|CLORMATlON é ((7‘ CUSTOMER INSURANCE INFORMT N =
e ‘e Insurer < . | Agen - .
e 05 9 . w02 Yo Farm \ns Ay Sedh

E:éenme our /’7 Q)/ \S AM. % ﬂ:@ Palicy No. E?xgir (i;Jn}Date Telephotie
e L

1 )is |52 647 21,499

z?r%e‘ﬁme DUE IN / / P.M. —— DAMA » 0
Vehicle VIN )(ﬂ\JD‘;)S(‘\Yﬁ o e _ Condition Out: '
Vehicle b i
{oessrsion {15 (WY Soyie Wiange @@ / NIAY
Mileage IN i
M;‘é[ﬁ"”f“ \ ?L‘\ 6 3/4 | 3/4 Q % T J
iles Driven //;?%Z.’I 0/\‘ 12 1172 GD D(:@» o
“sAnowed < 7 : ; a1 || V@E 6
ahargeable 7 £ | E R
iles

TAXABLE FUEL
GAL. @ s

TAXABLE <72 i -)
SUB-TOTAL - . W

 NONTAXABLE FUEL, U
i GAL @§ L\’rq“‘
NET DUE CUSTOMER
DEPOSIT / REFUND / OTHER

ESTIMATED TOTAL CHARGES

By signing below, you: agree to the ter
Agreement set forth on the Face Page
Conditions; acknowledge that you had a
Agreement before signing; authorize us to
debit card voucher in your name for all.Ch
OO Violations; authorize us to release your bi
_~ | third parties for billing/processing purpos

considerati i ribed
and Con

Custom
SUKOMEE INITIALS ALL CH UDIT

2 -
CTP-1 CARA 120114 White: Dealer Copy Canary: Customer Copy Pink: RO Copy

SUB-TOTAL

)
1
1
]
L
1
1
[}
1
1]
1]
1]
1
I
1
1
1
1
1
1
1
TAX @ % '
U
T
1
1]
1}
1
1
T
1
1
1
1
1
1]
]
]
]
]
1
L

o= =1

METHOD OF PAYMENT \REFUNDED

d AMEX
aMC
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JUL-38-2815 12:12 From:SL Shoe Fau

To Pase: 176
STATE OF CALIFORNIA - DEPARTMENT OF MOTOR VALIDAT
TYPE VEHICLE USE | REGISTRATION VALID FROM | LICENSE NUMBER | TYPE ENGINE NUMBER
COMMERCIAL 03/09/2015 T0 03/31/2016 3 STICKER INSTRUCTIONS
VEHICLE TDENTIFICA R] MAXE | VLFCLASS | ‘YR | YAMODEL | TYPEVEH | DATEISSUED | )cican sumsace - scrare
wcmcumw CHEV KK 2015 3P 04/17/2015 OFF ACCUMULATED STICKERS
(WILL NOT STICK IF WE OR DIRTY),
BODY TYPE MODEL YEAR FRST SOLD MP [ AXLE| WC | UNLADEN/G/CGW | TOTAL FEES PAID | CEG/ALGD 2)PEEL STICKER FROM BACKING
PX 20015 G 2 B 04450 $420.00 19 BY BENDIND SHEET AT PEEL HERE
LINE.
STICKER [SSUED PRIORHISTORY | PIC | DATE FEES RECEWVED | OFFICE/TECHID/SEQ | MISCEQND | aypiace SnCKER oM REAR PLATE
4 037307235 VDSH1 0003 A5 SHOWN BELOW.
REGISTERED OWNER D CoMMERIAL YEMIDLES
WITH A DECLARED GROSS
VEHICLE WEICNT OF 10,188 LES.
OR HORE-HUST APPLY STICKER
TO FRONT PLATE.
* VEHICLES: GALIFORNIA
covva ca [ e s |
| T
LIENHOLDER booss -
WELLS FARGO AS CTL AGENT 00043
PO BX 9000 00239

LUTHERVILLE MD 21094

_ IMPORTANT INSTRUCTICNS ON REVERSE SIDE

‘

e
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JUL-38-2815 12:12 From:SL Shoe Fax

JPCMH ChSEB 3 June 23, 201
organ Chase Bank, N.A. .

F O Box 659754 Account Number:
San Antonio, TX 78265- 9754

CUSTOMER SERVICE INFORMATION

Web site: Chase.com
Service Center: 1-800-935-9935
Deaf and Hard of Hearing:  1-800-242-7383
Para Espanol: 1-877-312-4273
International Calls: 1-713-262-1679

COVINA CA

We updated your Deposit Account Agreement
We made the following changes to your agreement on July 18, 2015:
- Revised the explanation of when funds will be available after you depaosit checks
drawn on a Chase accountin a branch or at an ATM or eATM
- Updated the language about powers of attorney to clarify our responsibilities
when you use one
Also, starting September 20, 2015, ATM cards can only be used at ATMs and eATMs
and can no longer be used to purchase goods and services. This deesn't change
how debit cards are used.
You can view a copy of your updated agreement anytime by legging in to chase.com,
or by visiting any of our branches. If you have questions, please call us at the number
on this statement or visit any of our branches.

Our worksheet for balancing your checkbook is now on ¢chase.com

Beginning July 20, your statement will no longer include our worksheet for balancing your checkbook. You can still access
this form on chase.com.

To find this guide online:
1. Go to chase.com/checking/account-tips
2. Scroll down to the section titled Track Your Spending
3. Download the Balancing your Checkbook Worksheet

Please call us at the number on this statement if you have any questions.

CHECKING SUMMARY | Chase Total Ghecking

AMOUNT
Beginning Balance $708.51
Deposits and Additions 5.468.62
Checks Paid -2,074.24
ATM & Debit Card Withdrawals -1,985.55
Electronic Withdrawals -1,975.98
Fees and Other Withdrawals - 136.00
Ending Balance $5.36

Fage 10f &



JUL-38-2815 12:13 From:SL Shoe Fau To: Pase: 376

C HASE c’ June 23, 2015 through July 22, 2015

TRANSACTION DETAIL (continued)

DATE DESGRIPTION AMOUNT BALANCE
07/13 22&1’1 i Purchase 07/12 Uber Technologies Inc 866-576-1039 CA - 4.00 477 .45
077114 “_ash Deposit 07/14 100 S Vincent Ave West Covina CA Card 300.00 777.45
07/16 Card Purchase 07/15 Rick Brown Matco Toots Giendora CA Card -9.00 768.45
071186 Card Purchase 07/16 Dis*Annual Passport 800-410-4666 CA Card - 16.09 752.36

—>» 07/16 !!m' !ease Wu Gmfleas Tel ID; - 533.86 218.50
07/16 Check # 100, - 8924 119.26

07/16 Gmf Lease Wugmlsefee - 7.50 111.76
07/17 Arakelian Enterp Payroll PPD ID: 869.97 981.73
07117 rchase 07/16 Waba Grill W. Covina West Covina CA Card -11.17 970.56
o717 !!ii! iurchase 07/17 Playstation Sonyenter 800-345-7669 CA Card -5.00 965.56
07117 ard Purchase 07717 Playstation Sonyenter 800-345-7669 CA Card -7.98 957.58
— |
o7n7 Chase Quickpay Electronic Transfer - 160.00 797 .58
07/17 Chase Quickpay Electronic Transfer - 40.00 757 .58
07/17 Target Debit Crd ACH Tran - 653.30 704.28
Q720 Card Purchase 07/16 Menchie'S Frozen Yogur West Covina CA Card -2.01 702.27
07/20 Purchase 07/19 Twe*Time Warner Cable 888-Twcable CA Card - 8299 619.28
07/20 Card Purchase 07/18 Rick Brown Matco Tools Glendora CA Card -75.00 54428
07/20 urchase 07/17 Alta Dena Dairy Drive ) Covina CA Card 6966 - 10.25 534.03
O_WLﬁrchase 07/17 Elements Natural Foods West Covina CA Card - 16,35 517.68
07/20 ard Murchase 07/17 Elements Natural Foods West Covina CA Card - 1416 503.52
07/20 Card Purchase . 07/17 Carl's Jr #7391 West Covina CA Card 6966 - 10.24 493.28
07/20 Card B With Pin 07/18 Pacific Sunwear of Cal West Covina CA - 36.97 457 .31
Card
07/20 Card Purchase 07718 Mcdonald's F11467 Covina CA Card 6965 -17.93 43938
07120 “urchase 07/19 Starbucks #08747 Covina Covina CA Card - 265 436.73
07/20 _ Chase Quickpay Electronic Transfe -5.00 431.73
07/20 ATM Withdrawal 07/19 2800 E Workman Ave West Covina CA Card - 40.00 3N.73
07/20 Card Purchase 07/19 Burro Cyn Shooting Prk Azusa CA Card 6966 - 34,00 357.73
07/20 So Cal Edison CO Bill Paymt - 225.39 132,34
07/20 Spng - 189.81 -57.47
07/20 Target Debit Crd ACH Tran - 18.65 -76,12
07/20 Target Debit Crd ACH Tran - 12,36 -38.48
07/20 Credit One Bank FPayment - 10.00 -08.48
07/20 Paypal Inst Xfer hunesstore Web ID: - 9,46 -107.94
07120 Insufficient Fundspl;ee For A $189.81 Item - Details: Spnglf Fin Paym Loan - 34.00 -141.94
FPaymt D10 h
Insufficient Funds Fee For A $18. - Details: Target Debit Grd ACH - 34.00 -175.94
: Target Debit Crd ACH - 34.00 -209.94

fage 4 of &












May 23, 2024

Covina, CA

pexr [l

We sincerely regret that you experienced a concern with your 2015 Chevrolet Colorado, which
resulted in an unexpected repair expense to you.

We value you as a Chevrolet owner and your satisfaction with our products is a high priority.
After consideration, we believe you are entitled to a reimbursement. We have enclosed a check
in the amount of $508.86. We hope this goodwill adjustment will offset, to some degree, the
inconvenience that this repair may have caused you.

At Chevrolet, our commitment to customer satisfaction is a top priority. If you have future
questions, please don’t hesitate to 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






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

Customer Vehicle

] 2015 Chevrolet Colorado
———— 1GCGTCES1F I

Call Anytime Mileage now: 47147 mi

Key Points

6/16/15

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

Customer is having issues getting parts available for his power steering

Supporting Factors

Limiting Factors

Original owner (verified)

First time GM buyer (verified)

Vehicle has been serviced for this concern: 1 time(s)

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

Reference

cAC SR:

CAC advisor: Raquel--> (866) 790-5700, Ext # 21210

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




CAC SR Data Share Report - MCE 2.6, 6/15/15 6/22/15

Customer Vehicle Status of vehicle/concern

I 2015 Chevrolet Colorado A GM Dealer has diagnosed the current concern
I o' 1GCGTCE32F Repairs have not been scheduled

Call Anytime Mileage now: 7000 mi Vehicle is currently operable & can be driven
Key Points

Customer stated he's been waiting on parts for five days from Moritz Chevroelt. He was advised the weather has been really
bad and planes have been delayed for shipping the parts. Customer stated he understands but wants his vehicle repaired.
Customer seeks parts to be shipped as soon as possible. Senior Advisor sending case to the CEM Dennis Williams for further

assistance/review.

Supporting Factors Limiting Factors

Original owner (verified)

Loyal GM customer: 2 GM vehicles purchased (verified)

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): 2015 Chevy nColorado, 2006 Chevy Silverado

Reference

CAC SR S

CAC advisor: Marion-->(866) 790-5700, Ext # 21878

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



Please create A SEAL case for this customer with feedback to Ron Arnesen (ron.arnesen@de.opel.com);
Anita M. Burke <anita.m.burke@gm.com>; Jeffrey Luke (jeffrey.luke@gm.com); Casey Rentfrow
(casey.rentfrow@gm.com)

Thanks,

From: Casey Rentfrow

Sent: Tuesday, June 23, 2015 8:40 AM

To: Ron Arnesen

Cc: Anita M. Burke; Jeffrey Luke; Aaron Charbonneau (aaron.charbonneau@gm.com)
Subject: RE: GMC Canyon Loss of Steering Assist

Ron,

| searched the TAC case number below and came up with the VIN and owner information so I'll get a
case set up with feedback to you, Anita, Jeff and I.

The last name below differs from the one in your email so please confirm we have the correct customer
information.

Casey Rentfrow
Executive Customer Assistance
Global Connected Customer Experience

v I

From: Ron Arnesen

Sent: Tuesday, June 23, 2015 8:30 AM

To: Aaron Charbonneau

Cc: Casey Rentfrow; Anita M. Burke; Jeffrey Luke
Subject: Re: GMC Canyon Loss of Steering Assist

Thx Aaron. Good luck with the new assignment.
Casey, Looking forward to working with you. Working on getting you the phone # for I\/Ir-

Ron



> O0nJun 23, 2015, at 08:22, Aaron Charbonneau <aaron.charbonneau@gm.com> wrote:

>

> Good morning Ron,

>

> |'ve actually moved on to a different position within the contact center and Casey Rentfrow has taken
over in exec CAC.

>

> Casey, can you have a case set up and work with the customer and dealer To ensure the truck is
repaired.

>

> Sent from my iPhone

>

>>0n Jun 23, 2015, at 6:09 AM, Ron Arnesen <Ron.Arnesen@de.opel.com> wrote:

>>

>> Aaron,

>> Sorry, gave you the wrong last name for the customer. It's_ (not-).

>> Have a great day,

>> Ron

>>

>> From: Ron Arnesen

>> Sent: Dienstag, 23. Juni 2015 06:02

>> To: Aaron Charbonneau; Anita M. Burke

>> Cc: Jeffrey Luke

>> Subject: FW: GMC Canyon Loss of Steering Assist

>>

>> Aaron,

>> | helped this customer get into a Canyon several months ago and he contacted me yesterday with a
concern on the steering. His truck lost steering assist while driving and he took the vehicle straight to
the dealership. They did an ignition restart and the steering system reset. | spoke directly to the
customer,_, and he is not willing to have the vehicle returned to him until the dealership
can assure him that the condition is fixed and will not re-occur. He see's it as a safety issue. Can you get
the right people involved to get things resolved for this customer? Dealer and case number is shown
below. | can get Mr.-s telephone number if need be. Thanks Aaron.

>>

>> Anita,

>> Any insight to add?



>>
>> Thanks!
>> Ron

>>

>> From: Ron Arnesen

>> Sent: Dienstag, 23. Juni 2015 05:46

>> To: Ron Arnesen

>> Subject: GMC Canyon Loss of Steering Assist

>>

>> Ron regarding-canyon , at 15 or 20 mph the power steering stopped working. Took it to
team one in Charlotte , were he bought it. They turned it off restarted it and it was working. They still
have it. Week later no answer._ is case number. Thanks.

>>

>>

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.



May 23, 2024

Los Angeles, CA -
Service Request: _
el

We sincerely regret that you experienced a concern with your 2015 Chevrolet Colorado, which
resulted in an unexpected repair expense to you.

We value you as a Chevrolet owner and your satisfaction with our products is a high priority.
After consideration, we believe you are entitled to a reimbursement. We have enclosed a check
in the amount of $356.61. We hope this goodwill adjustment will offset, to some degree, the
mconvenience that this repair may have caused you.

At Chevrolet, our commitment to customer satisfaction is a top priority. If you have future
questions, please don’t hesitate to contact our Executive Office at 1-313-667-7153. Please refer
to your service request number listed above and we will be happy to assist you.

Sincerely,

Chevrolet Executive Office



WELLS
FARGO

LOS ANGELES

Wells Fargo Dealer Services
P.O. Box 25341
Santa Ana, CA 92799-5341

001 07/28/2015
Account Number Advertisements and Services
I s
Coming soon...
2015 CHEVROLET CO

Total Amount Due

356.61

Payment Due Date

08/17/2015

CANENE

For personalized
service or if you

have traded in this
vehicle, please call
1-800-289-8004
Monday - Friday
5:00a.m. to 7:00 p.m.

ﬁ
an improved

mobile
experience

-

PacificTme. | S0ON, managing your loans
Date Description Amount will be even easier with our
impr: ices mobile site.
07/17/2015 Payment Received - Thank You $356.61 p Oved eServices Ob esite
07/28/2015  Current Payment Due $356.61 The simple, easy-to-use design
08/17/2015 TOTAL AMOUNT DUE $356.61 WIH provide QUiCk access to
07/28/2015 LOAN BALANCE AS OF 07/28/15 $20,020.99 frequently used activities from
Toa el Wpkmont Juk xsupng baice s of S e the convenience of your
website or call 1-800-289-8004.
smartphone or tablet to:
- View your loan and
payment details
+ Make a payment
- Register for eStatements o
Same website — mobile-friendly!
Please see reverse side forimportant
information regarding your account.
DO NOT SEND CASH. For 24-hour self-service and payment options, visit our website at wellsfargodealerservices.com or call 1-800-289-8004.
WELLS
FARGO 2 To ensure prompt processing, please return this portion with your payment in the envelope provided.
Paymg by check? Please write your account number on your check or money order and make payable to Wells Fargo Dealer Services.
Check box for change of address and indicate new address on reverse side. Account Number _
L] ar []
5 Date Payment Due 08/17/2015
z []e LOS ANGELES ~ CAJNEE
w
2 .61
3 [Jro Total Amount Due 356.6
s Wells Fargo Dealer Services
E P.O. Box 25341 Amount to Be
u .0. .
z []e Santa Ana, CA 92799-5341 Applied to Late Charges
D - Amount Enclosed




Important information regarding your account

Payments

Please mail your check or money order and payment coupon in the enclosed
envelope. Payments that are not sent to the P.O. Box shown on the statement
or not accompanied by a payment coupon may experience delays in
processing. Postdated payments will not be honored and will be processed
when received. Customers may be responsible for insufficient funds fees
imposed by their bank and by Wells Fargo Dealer Services if funds are not
available at the time of deposit. For alternative payment options, please visit
our website at wellsfargodealerservices.com or call 1-800-289-8004.

Please note: Payments are not accepted at Wells Fargo stores.

Notice to customer

We may report information about your account to credit bureaus. Late
payments, missed payments, or other defaults on your account may be
reflected in your credit report.

California residents

You are hereby notified that a negative credit report history may be
submitted to a credit-reporting agency if you fail to fulfill the terms of
your credit obligation.

Credit information

Wells Fargo Dealer Services may furnish information about your account to
consumer reporting agencies. You have the right to dispute the accuracy of
information that we have reported to the consumer reporting agencies by
writing to us at the address below. Please describe the specific information
that is inaccurate or in dispute and the basis for any dispute with supporting
documentation. In the case of information that you believe relates to an
identity theft, you will need to provide us with an identity theft report.

Wells Fargo Dealer Services
P.O.Box 1697
Winterville, NC 28590

Insurance requirements

The loan documents you signed state you will insure the collateral described
in the loan. You must maintain this insurance throughout the duration of the
loan with Wells Fargo Dealer Services. To comply with this requirement, the
policy must include:

+ Insurance coverage naming each borrower/co-borrower

+ Acomplete description of the collateral financed, including the Vehicle
Identification Number (VIN) or Hull Identification Number (HIN)

- "Wells Fargo Dealer Services"named as the loss payee
+ Coverage in effect from the date of purchase

+ Insurance coverage in an amount at least equal to the collateral’s cash
value

+ Insurance coverage with deductibles stated on the policy

0000000867 {Rev 04)

Wells Fargo Dealer Services is a division of Wells Fargo Bank, N.A. Member FDIC and Equal Credit Opportunity Lender. © 2012 Wells Fargo Bank, N.A. All rights reserved.

Collateral protection insurance (if applicable)

Wells Fargo Dealer Services strongly encourages that customers obtain
insurance coverage from an insurance company or agent of choice. However,
if we fail to receive evidence of adequate insurance effective as of the date of
your loan or at any time throughout the term of your loan, we may purchase
insurance on your behalf to protect our interest in the collateral.

The coverage Wells Fargo Dealer Services may buy is very limited. The
coverage does not provide bodily injury and property damage liability
insurance. The coverage does not comply with any financial responsibility law.
The coverage may cost more than the insurance you could buy yourself. If
insurance is purchased on your behalf, you are obligated to pay the lender the
cost of the insurance, plus interest, according to the loan.

Evidence of insurance
Appropriate evidence of insurance is required during the term of the loan.
Evidence of insurance should be sent to the following address:

Wells Fargo Dealer Services
Attn: Insurance Service Center
P.O. Box 5075

Coraopolis, PA 15108-5075
1-800-368-6805

Please be sure your agent includes the following information:
» Complete owner's name and address

+ Collateral year

- Collateral make

« Vehicle Identification Number (VIN) or Hull Identification Number (HIN)

« Wells Fargo Dealer Services account number

- “Wells Fargo Dealer Services” as the loss payee of the collateral
Insufficient funds fees

Please be advised that Wells Fargo Dealer Services will assess a per-check fee
in applicable states for any payment that is dishonored by your bank

because of insufficient funds. NSF Fees for loans originating in Washington
are $15.00 per check ($25.00 for marine and recreational vehicles), in Arizona
are $25.00 per check, and in Texas are $30.00 per check. Residents with loans
originating in these and other states may refer to their loan documents for
specific insufficient funds fee disclosures, if applicable, as amounts may vary
based on state law and/or type of loan.

Contactus

Online: wellsfargodealerservices.com

Mail:

Wells Fargo Dealer Services

Attn: Correspondence — MACT9017-026
P.O. Box 168048

Irving, TX 75016-8048

Phone:

Customer Service
1-800-289-8004

Monday through Friday

5:00 a.m. to 7:00 p.m. Pacific Time

2011491001 11/M

Wells Fargo Dealer Services
WELLS
FARGO Address Change (Please check box on the front of the statement.)
Please enter your new mailing address below.
Name
Street Apt. No.
F Ci State Zi
Paying by check? % F
To ensure prompt processing, please return this portion with your payment E-mail

in the envelope provided. Please write your account number on your check
or money order and make payable to Wells Fargo Dealer Services.

Please enter your new phone number(s).

Residence ( )

Business ()

Cell ( )







Additional case information for VIN 1GCGSBE31F ||}

Please provide feedback to Anita M. Burke (anita.m.burke@gm.com); Marco E. Rodriguez
<marco.e.rodriguez@gm.com>; Jeffrey Luke (jeffrey.luke@gm.com); Ron Arnesen
(ron.arnesen@de.opel.com); Casey Rentfrow
(casey.rentfrow@gm.com<mailto:casey.rentfrow@gm.com>)

Thanks,

From: Casey Rentfrow

Sent: Tuesday, June 23, 2015 1:38 PM

To: Anita M. Burke; Marco E. Rodriguez

Cc: Jeffrey Luke; Bill Venner; Ron Arnesen

Subject: RE: URGENT: GMC Canyon Loss of Steering Assist

Thanks for the technical information. I'll add this information to the case so the advisor will relay this to
the dealership. I'll also request case feedback to Anita, Marco and Jeff in addition to Ron and I.

Casey Rentfrow
Executive Customer Assistance

cdimage005 o

General Motors

Renaissance Center | Tower 100 | Floor 9 | Detroit, Ml 48265 | US

From: Anita M. Burke

Sent: Tuesday, June 23, 2015 1:13 PM

To: Marco E. Rodriguez; Casey Rentfrow

Cc: Jeffrey Luke; Bill Venner; Ron Arnesen

Subject: RE: URGENT: GMC Canyon Loss of Steering Assist

Thanks Marco (&Phonexay)!! . Yes, please work with Casey (Exec Cust assistance) to manage next steps
to get gear swapped out.

From: Marco E. Rodriguez
Sent: Tuesday, June 23, 2015 12:54 PM



To: Anita M. Burke
Cc: Jeffrey Luke; Bill Venner
Subject: FW: URGENT: GMC Canyon Loss of Steering Assist

Mando just confirmed the gear was built in the first spill window.
| recommend replacing the gear with a MANDO certified one.

Phonexay will coordinate with BQM with your approval.

Marco

Marco Rodriguez
Engineering Group Manager
Chassis Steering Systems
General Motors

(586) 854-8958

From: Phonexay Vathanaphone [phonexay.vathanaphone@gm.com]

Received: Tuesday, 23 Jun 2015, 11:58AM

To: Marco E. Rodriguez [marco.e.rodriguez@gm.com]; Kristina DeWilde [kristina.dewilde@gm.com]
Subject: RE: URGENT: GMC Canyon Loss of Steering Assist

Hi Marco,

We did have a DTC set on this vehicle through Onstar on 16Jun15. We are looking into the Onstar data
to confirm if C0545 was set. Mando is also looking into the gear build date to see where it falls on their
spill date.

Notes:
1. C0545 Mando (Pogo Pin) spill date
a. 20Dec14-08Jan15
b. 04Feb15-05Febl5
2. VIN: 1GCGSBE31F )] Vehicle Build Date: 09)an15
3. Onstar Record DTC set 16Junl5 - Mando to confirm DTC

Thanks,
Phonexay Vathanaphone
Senior DRE - 31xxN Truck Steering Column, I-Shaft, FOD Seal

cer: I

Email: phonexay.vathanaphone@gm.com<mailto:phonexay.vathanaphone@gm.com>



From: Marco E. Rodriguez

Sent: Tuesday, June 23, 2015 8:26 AM

To: Phonexay Vathanaphone; Kristina DeWilde
Subject: URGENT: GMC Canyon Loss of Steering Assist

Is this in the window of MANDO spill?

From: Anita M. Burke

Sent: Tuesday, June 23, 2015 6:10 AM

To: Aaron Charbonneau; Ron Arnesen; Marco E. Rodriguez
Cc: Jeffrey Luke; Nicole R Suchecki

Subject: RE: GMC Canyon Loss of Steering Assist

Marco -see the following. Please advise if this truck is within Mando quality spill date and if this truck set
the code.

Ron - we had 2 spills with our steering supplier where pins were bent and connection can result on
intermittent loss. We will follow up.

From: Ron Arnesen [Ron.Arnesen@de.opel.com]

Received: Tuesday, 23 Jun 2015, 6:02AM

To: Aaron Charbonneau [aaron.charbonneau@gm.com]; Anita M. Burke [anita.m.burke@gm.com]
CC: Jeffrey Luke [jeffrey.luke@gm.com]

Subject: FW: GMC Canyon Loss of Steering Assist

Aaron,

| helped this customer get into a Canyon several months ago and he contacted me yesterday with a
concern on the steering. His truck lost steering assist while driving and he took the vehicle straight to
the dealership. They did an ignition restart and the steering system reset. | spoke directly to the
customer_, and he is not willing to have the vehicle returned to him until the dealership
can assure him that the condition is fixed and will not re-occur. He see's it as a safety issue. Can you get



the right people involved to get things resolved for this customer? Dealer and case number is shown
below. | can get Mr- telephone number if need be. Thanks Aaron.

Anita,
Any insight to add?

Thanks!
Ron

From: Ron Arnesen

Sent: Dienstag, 23. Juni 2015 05:46

To: Ron Arnesen

Subject: GMC Canyon Loss of Steering Assist

Ron regardin_ canyon, at 15 or 20 mph the power steering stopped working. Took it to team
one in Charlotte , were he bought it. They turned it off restarted it and it was working. They still have it.

Week later no answer._ is case number. Thanks.

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.









CAC SR Data Share Report - MCE 2.6, 6/15/15 6/25/15

Customer Vehicle Status of vehicle/concern

I 2015 Chevrolet Colorado A GM Dealer has diagnosed the current concern

] 1GCGTCE32F N Repairs are in-progress (vehicle is in shop now)
Mileage now: 4300 mi Vehicle is currently inoperable/down

Key Points

Customer's vehicle is currently at the dealership. The vehicle has an issue with the power steering. It keeps dropping
out(electrical) and the customer would have to then turn vehicle off and on to start. The vehicle is currently at the dlr.

Customer feels unsafe because customer's is worried about driving off the road. The dIr provided a rental which what the
customer is currently driving. Did make customer aware of recall but customer states that that's not their main concern right
now, they want their power steering fixed.

Cust sts that there are eight parts that have been located and are promised to other customers.

Cust sks vehicle repair

SA Adv will reach out to the CE Manager at the dir to get information. Will see if there is a SPAC Case for the part and if there

Supporting Factors Limiting Factors

Original owner (verified)

Vehicle was inop/down due to this concern: 7 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

Reference

cAC SR:

CAC advisor: Erich--> (866) 790-5700, Ext # 41543

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



CAC SR Data Share Report - MCE 2.6, 6/15/15 6/26/15

Customer Vehicle Status of vehicle/concern

] 2015 Chevrolet Colorado A GM Dealer has diagnosed the current concern
] 1GCGTCE3SF N Repairs are in-progress (vehicle is in shop now)
Call anytime Mileage now: 6000 mi Vehicle is currently inoperable/down

Key Points

Customer states his vehicle steering continues to fail it is at the dealer and the dealer is having issues locating a part to repair
the vehicle. He is seeking the vehicle be repaired quickly and compensation if it has to been for a long time

Supporting Factors Limiting Factors

Original owner (verified)

Loyal GM customer: 7 GM vehicles purchased (verified)
High-dollar or premium vehicle

Vehicle has been serviced for this concern: > 5 time(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

Reference

cAC SR:

CAC advisor: Ashley --> (866) 790-5600 , Ext # 31433

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



Tamara Davis (C)

From: Tamara Davis (C)

Sent: Wednesday, July 01, 2015 12:25 PM

To: ‘cindy.hughes@gm.com’

Subject: FYI ONLY NO ACTION REQUIRED / Early Response Case, VIN: 1GCGSBE36F]-

BOB TAYLOR CHEVROLET, INC , BAC:14737, Customer: [l sr# | N

Hello Cindy Hughes,

The Early Response Team will be working with the CEM at BOB TAYLOR CHEVROLET, INC 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 866-522-0500, extension 41588 or by fax
at 866-268-5528. 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.gmglobalconnect.com. (Case updates are transmitted every two hours between 10am ET and 10pm
ET)

Sincerely,

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

FAX: 866.268.5528
tamara.davis@gm.com




Tamara Davis (C)

From: Tamara Davis (C)

Sent: Wednesday, July 01, 2015 12:23 PM

To: ‘gary@bobtaylorchevy.com’

Cc: ‘rnettles@bobtaylorchevy.com’

Subject: ACTION REQUIRED BY — 7-2-15, 12:30 pm/ Early Response Case, VIN:

1GCGSBE36F1 BOB TAYLOR CHEVROLET, INC , BAC:14737, Customer: ||}
SR#

Hello Gary Ferry & Rodney Nettles,

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 Customer Goslin’s vehicle has been in your dealership
two times with four 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.

o VIN: 1IGCGSBE36F
¢ SR Number:
e Customer Last Name:

Summary of Concern: Per TAC notes, “Customer Concern: Loss of power steering. TAC
Recommendations: Advised to replace the steering gear.”

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 7-2-15, 12:30 pm 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




GM CASE

CREDIT SALE CONTRACT-MOTOR VEHICLE

Deal Numbe“

FINANCE CHAR
Stock Numbe

Buyer Name or Business Name and Buyer Address
and Mailing Address (if difierent) (Including County
a

Co-Buyer Name or Business Name and Co-Buyer
Address and Mailing Address (if different) {Including

Creditor-Seller (Name and Address)

You, the Buyer (and Co-Buyer, if
on credit under the agreements on the front and back of this

any), may buy the vehicle below for cash or on credit. By signing this Contract, you choose to buy the vehicle
Contract. You agree to pay the Creditor - Seller and the holder of this Contract

(sometimes “we" or “us” in this Contract) the Amount Financed and Finance Charge in U.S. funds according to Your Payment Schedule below. We

will figure the Finance Charge on a daily basis. The Federal Truth-In-Lending Disclosures below are part of this Contract.

(e)

Late Charge. If payment is not received in full vathin
of$ 5000

or 5 % ofthe part of the payment that is late, whichever is
Prepayment. If you pay off all your debt early, you vill not have to pay a penally.
Security Interest. You are giving a security interest in the vehicle being purchased.
Additional Information: See this Contract for more information including informafion aboul nonpayment,
default, any required repayment in full before the scheduled date and security interest.

10 days after it is due, you will pay a lale charge

less

ITEMIZATION OF AMOUNT FINANCED
1 A Cash Price including Accessories

B Safety Inspection Fee Paid to Seller
Other
Other _
Othar it b St
Other
General Excise Tax
Other Tax
Total Cash Price (A through H}

2 Traal NDownnayment

T O TMmMmoeoo

Make
New/Used Year and Model Vehicle Identification Number Primary Use For Which Purchased
[C] personal, family or household
- [l business Mileage:
[ ] agricultural Lo ep
FEDERAL TRUTH-IN-LENDING DISCLOSURES Insurance. You may buy tha pmsti\ial damage insur-
ance this res (see back) anyone
ANNUAL FINANCE Amount Total of Total Sale o hatas s & momtatia 10 us. Howoler you

PERCENTAGE CHARGE Financed Payments Price can't get it through us. You are nol required 1o buy any

RATE The dollar The amount of The amount you The total cost of other insufance to obtain credit unless the box
The cost of amount the credit provided vill have paid after your purchase on indicating Vender's Single Interest Insurance is required
your credit as credit will 10 you or you have made all cradit, including is checked balow. Your decision to buy or nol buy other
a yearly rate. cost you. on your behalf, payments as your down insurance will not be a factor in the credit approval
scheduled. payment of process.
g is If any insurance is checked below, policies or certifi-
. - % cates irom the named insurance companies will
0 %1% = )]s $ i (e} $ (e) describe the terms and condibons.

Your Payment Schedule Will Be: (e) means estimate Check the insurance you want and sign below:
Number of Amount of When Paymenls Optional Credit Insurance
Payments Payments Are Due [ CreditLife: [ ] Buyer [J Co-Buyer [.! Both

Monthly beginning [ ] Gredit Disability (Suyer Only)
Premium Term

Credit Life § S ot el N .
Credil Disability §
Insurance Company Name  _

Home Office Address
Credit life insurance and cradit disability insurance are not
required fo obtain cradit. Your decision fo buy or not buy credit
lije insurance and credit disability inswrance will nol be a facior
n the cradit agproval process, They will not be provided unless
you sign and agree fo pay the extra cost. If you choose this
msurance, the cost is shown in llem 4A of the Itemization of
Amaunt Financed. Credi life insurance is based on your ong-
inal Paymant Schedule. This insurance may not pay all you
owe on this Contract if you make late payments. Credit dis-
ability insurance does not cover any increase in your payment
or in the number of payments. Coverage for credit life insur-
ance and cred! disability insurance endds on the original due
date for the last payment uniess a different term for the
insurance 5 shown below.

Date

Signature of Buyer Requestng Coverage




- Noreen Krukowski

) S Ve July 3, 2015

Global Warranty Management: Iain > An anty > Service Agent Detail

WARRANTY

PREPARE & SUBMIT ANALYZE 'MANAGEMENT

Transaction Detall

Net Item Labour

PREPARE PARTS

RELATED LINKS

View Service Agent Profile

Transaction Detail Parts Test Results
=)
806 390 Valid Warranty found. |
925 Valid secondary lop found |
Transaction Detail
Vehicle
VIN Sales Model Code Transaction
1GTGSCEA2F1M T2P43 _
Non GM Vehic or: Delivery Type: Odometer: Assigned Warranty Start
Date:

010 1897 03/16/2015
Business Unit: Repairing BAC: Submitting Service Agent:
GM - US 260510 - CUTTER BUICK GMC 260510
Transaction Header Information
Job Card: Job Card Line: Transaction Type:

1 ZREG - Regular Vehicle Transaction
Job Card Open Date: Repair completion date: Process Date: Financial Year & Month:
05/05/2015 05/13/2015 05/15/2015 05/2015
Serialized Part ID: Causal Part Number: Pre-Repair Approval Add-on:

Number:

000000000022963309
Labour Operation:
7421770 - Electric Belt Drive Rack and Pinion Steering Gear Replacement
Transaction Version Information
Process Status: Correction Labour Operation Reference Number:

Required: Dependency Code:
ACC/PAID

Version: Foreign Tourist VIN: Tourist/Transient:

Transaction Category:

Job Card Header

Repairing BAC: 260510 - CUTTER BUICK GMC
Service Advisor 0586044045

Number:
Job Card -
Number:
Job Card Open 05/05/2015

Date:
VIN: 1GTG5CEA2F1 -

Sales Model T2P43 - CANYON

Code:

Odometer: 1897

Reference

Number:

Job Card Line: 1

Labour 7421770 - Electric Belt Drive Rack and
Operation Pinion Steering Gear Replacement
Code:

Repair 05/13/2015

completion

date:

Transaction ZREG - Regular Vehicle Transaction
Type:

2 T — _— W il  —— —— I 71 r



May 23, 2024

Ewa Beach, HI

We sincerely regret that you experienced a concern with your 2015 GMC Canyon, which
resulted in an unexpected repair expense to you.

We value you as a GMC owner and your satisfaction with our products is a high priority. After
consideration, we believe you are entitled to a reimbursement. We have enclosed a check in the
amount of $413.00. We hope this goodwill adjustment will offset, to some degree, the
iconvenience that this repair may have caused you.

At GMC, our commitment to customer satisfaction is a top priority. If you have future
questions, please don’t hesitate to email us using the Contact Us link at GMC.com or call us at 1-
800-462-8782.

Sincerely,

GMC Customer Assistance Center
Service Request 71-1495697344






Clarice Jordan (C)

From: Clarice Jordan (C)

Sent: Monday, July 06, 2015 12:10 PM

To. I

ce: I

Subject: FY1 BRC Early Response BAC: 132966 VIN: 1GTG6CE3SF 1l IR
Attachments: [ B8

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

. 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. | may
be reached by calling 866 522 0500 21737.

Clarice Jordan

General Motors Early Response/Aerotek
866.522.0500 ext. 21737
clarice.jordan@gm.com

n
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Clarice Jordan (C)

From: Clarice Jordan (C)

Sent: Monday, July 06, 2015 11:48 AM

To: ‘dwellion.howard@gm.com’

Subject: BRC [Early Response Case], VIN:1GTG6CE3SFIij . Customer: [Ji|s Action

Required by July 7, 2015

Tracking: Recipient Delivery
'dwellion.howard@gm.com' Delivered: 7/6/2015 11:49 AM

Dwellion,

This email is being sent to notify you of a case escalation to the BRC Early Response Team (ER).

Service Request
Customer Last Name
Involved Dealership: Jacky Jones Chevrolet

BAC: 132966

Dealership Contact: Michael
VIN: 1GTG6CE35F
Automobile: 2015 GMC Canyon
Mileage: 4850

is seeking a trade repurchase. The customer states that he is a retired General Motors Executive, an
extremely loyal customer and has not seen a vehicle like this before. The customer has taken his vehicle into the
dealership twice for the same concern with the power steering. The vehicle is currently at the dealership for the second
time and the dealership is awaiting parts for the vehicle. The same parts were replaced and same repair in April 2015.
After the repair in April, the vehicle lost power steering again which almost caused a collision. He does not feel that the
repair will correct the concern. The customer is very frustrated, has lost complete confidence in the vehicle and would
like a repurchase.

If you would like more information have additional information to provide or options for the customer, please respond
to this email within 24 hours.

Clarice Jordan

General Motors Early Response/Aerotek
866.522.0500 ext. 21737
clarice.jordan@gm.com

n
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Spell Check BRC SR Data Share

Clear Form

Customer’s first name:

Customer's last name

Customer’s 1st choice phone#:

Alternate phone#:

Best time to contact the customer:

Description of the customer's concern, request, expectations:

customer states replaced steering column 4/14/15-4/24/15

6/9/15-6/22/15 replaced axle assembly

7//1/15 power steering out for the second time. Need to replace steering
column. Retired GMAC Executive

customer seeking: trade repurchase due to power steering going out then
rear end going out put rear axle on vehicle. Almost had accident due to power
steering going out again. Feels major defect in power steering not
comfortable that if repaired will operate correctly.

Current status of the vehicle concern (described above)?

Unresolved - Customer has a current vehicle concern

Current status of vehicle diagnosis (for concern described)?

Diagnosed

Current status of the vehicle repairs (for concern described)?

Repairs have been scheduled

How many times has vehicle been in for service (for concern described)?

2

(if the vehicle has been serviced for this concern previously) Details regarding
previous trips to service:

Was the vehicle ever inoperable/down as a result of concern described?

Yes - Vehicle was inop/down for this concern

(if the vehicle was ever inop/down for this concern) How many days down?

Current status of the vehicle (operable or inoperable)?

Vehicle is currently Inoperable/Down

Has customer spent money out-of-pocket as a result of this concern?

(if there are out-of pocket expenses) Provide the details:

At this point let the customer know: To better assist them, you need to gather some additional information from them....

Is this the original vehicle owner?

Yes - Customer bought vehicle brand new

(if bought used) When was the vehicle purchased?

(if bought used) How many miles were on the vehicle at time of purchase?

(if bought used) Was vehicle bought at a GM Dealership?

What is the current mileage on the vehicle (estimate is fine)?

4,300

Is this the customer's first GM vehicle?

No

Document last revised: 09/26/2013



Any other key points from the customer (notes):

End conversation with the customer here. --> Complete the rest of the SR Data Share on your own (without the customer on the phone).

BRC Case type (categorized):

Customer has a current vehicle operation concern (did NOT explicitly request
cost assistance)

Today's date:

07/06/15

Service Request (SR) #:

161G6CE3SF I

Is this a reopened SR (SR was reopened for same VIN, same concern)?

(If this is a reopened SR) What is the customer's reason for calling back
(reopening the concern)?

(If reopened for some other reason) \WWhat was the other reason?

BRC Advisor's first name:

BRC Advisor's last name:

BRC Advisor's phone #:

BRC Advisor's phone extension #:

BAC#:

132966

Involved dealer:

Primary Customer Experience Manager's first & last name:

Primary CE Manager's preferred contact method:

Primary CE Manager's (office) phone # :

Primary CE Manager's cell phone #:

Primary CE Manager's email address:

VIN#:

167166CE3SF I

Make:

GMC

Model:

Canyon

Year:

2015

Is this a discontinued brand vehicle?

No

Is this a premium vehicle?

No

Has this customer owned non-GM vehicles?
(conquest buyer)

Unknown - Customer did not provide this info

Total # of Required Field Actions listed for this VIN:

(if there are any Required Field Actions listed) How many are still open:

Total # of Special Coverage items listed for this VIN:

(If customer bought used) |s this a GM Certified Pre-owned used vehicle?

Does the vehicle have any Service Contracts?

(Validated data) Total # of GM vehicles this customer has owned?
(including the one customer is calling about)
(also including vehicles purchased under a maiden/spouse name)

NOTE) Copy & paste the list of GM vehicles owned in the cell below (B58)

Document last revised: 09/26/2013



BRC SR Data Share (Report)

Report date:
File version#/date:

BRC Case Information:

Siebel Service Request (SR) #:

Is this a reopened SR (same VIN#, same concern)?

(if reopened) Customer's reason for calling back (reopening)?
(Validated) Has goodwill / cost assistance been applied to this VIN?
(if goodwill/cost assistance has been applied to VIN) Details:
BRC Advisor's name:

BRC Advisor's phone #:

BRC Advisor's Extension#:

Involved dealer:

BACH:

Primary Customer Experience Manager's name:

Primary CE Manager's preferred method of contact:

Primary CE Manager's (office) phone #:

Primary CE Manager's cell phone#:

Primary CE Manager's email address:

Customer Information:
Customer's name

Customer’s phone#

Customer's alternate phone#:

Best time to contact the customer:

Vehicle Information:
VIN#:

MY/Make/Model:
Original vehicle owner?:

Is this a GM Certified Pre-owned vehicle?

(if bought used) Purchase date:

(if bought used) Estimated mileage at time of purchase:

Current mileage:

Total # of Special Coverage items listed (regardless of relevance):

Are there Service Contracts for this vehicle? (regardless of relevance):

Description of the customer's concern, request, expectations:

Any other key points made by the customer (notes):|0

BRC Case type (categorized):

SR=Service Request

07/06/15
2-3-14,v2

1GTG6CE35F_

0

0
0
0

0

0

132966

0

0

lGTGGCE35F_

2015 GMC Canyon

Yes - Customer bought vehicle brand new

0

Jan-1900

0

4,800

Special Coverages

0

customer states replaced steering column 4/14/15-4/24/15
6/9/15-6/22/15 replaced axle assembly

7//1/15 power steering out for the second time. Need to
replace steering column. Retired GMAC Executive

customer seeking: trade repurchase due to power steering
going out then rear end going out put rear axle on vehicle.
Almost had accident due to power steering going out again.
Feels major defect in power steering not comfortable that if
repaired will operate correctly.

Customer has a current vehicle operation concern (did NOT
explicitly request cost assistance)




Current Status of the Vehicle (for the concern described):

Status of the original vehicle concern:

Unresolved - Customer has a current vehicle concern

Vehicle operation:

Vehicle is currently Inoperable/Down

Diagnosis:
Repairs:

Customer Inconvenience (for the concern described):

# of times in for service (per customer):

Details regarding previous service trips (per the customer):

Vehicle ever inop/down due to concern described (per the customer):
How many days vehicle inop/down (per customer):

Has customer spent money out-of-pocket for concern described?
Details regarding any out-of-pocket expenses:

(Validated) # of Required Field Actions listed for this VIN:

(Validated) # of open Required Field Actions:

Customer Loyalty:

Is this a discontinued brand vehicle?

Is this a premium vehicle?

Is this a conquest customer (has owned non-GM vehicles)?
Is this the customer's first GM vehicle?

(Validated)* Customer has owned this # of GM vehicles:
(Validated)* List of GM vehicles owned by this customer:

Diagnosed

Repairs have been scheduled

2 time(s) in for this same concern

0

Yes - Vehicle was inop/down for this concern

days

0

0

Field Actions

still open

No

No

Unknown - Customer did not provide this info

No

0

*Limited: Customer may not have provided maiden/spouse names

0




PROFESSIONAL GRADE

Trade Settlement Letter

We regret that you are dissatisfied with your 2015 GMC Canyon, VIN 1GTG6CE35F l‘\d that
our attempts to resolve your concerns have not met your expectations. GMC will repurCiiase tis vehicle in
exchange for the release of liability stemming from warranties, express or implied, covering this vehicle.

customer, GMC will assist you into a 2015 GMC Sierra, VIN 3GTU2VEC2FG4 Your

This offer to assist you into a replacement vehicle is being made as an effort to keep you aﬁ GMC
responsibilities are outlined below. This offer is calculated by using the following figures:

Payoff of original vehicle good until 8/22/15 $29,871.19
Plus taxes $150.93
Plus usage $569.74
Plus upgrade $4461.37
Total Responsibility of Customer $35,053.23

**TOTAL CUSTOMER RESPONSIBILITY IS SUBJECT TO CHANGE IF SIGNED PAPERWORK IS
NOT RECEIVED BY DATE OUTLINED BELOW**

If this offer is acceptable, please sign this letter and return it to my attention via the fax number or

/1 X o

)/

128 -

The requirements of the trade repurchase are as follows:

=> Vehicle Damage - vehicle is free from any abnormal damage, which impair its resale value. Vehicle
must be inspected by a General Motors dealership at time of closing.

= Vehicle Alterations - if this vehicle has been altered or modified from its original factory condition, it
must be restored to its original condition before the scheduled repurchase appointment.









£ REC

Reocquired Vehicle Disclosure Center

Case Number:

Originator Name: wellion Howard 770-880-7276 dwellion.howard@gm.com
Created Date: 07/16/2015
Vehicle Info
*VIN: 1GTG6CE3SF MSRP: 0.0 *TAC #:
Year: 2015 Make: GMC Model: Canyon

Vehicle Comments & TAC Explanation:

*Date Reviewed with Customer: 01/01/1900 *Repurchase Mileage: 5500
Original Purchase Date: 01/01/1900 * Original Purchase Condition: New
Vehicle Owner(s)
Entity Type Joint Owners
* Names(s) on Title: GG * Title State: NC
* Primary Owner: * Secondary Owner:
* Address
* City * State * ZIP Code:
* Day Phone: I * Home Phone: N * Cell Phone:
* E-mail: * Fax Phone:

* Reason Repurchase Transmission and Differential failures.

UCC Codes  (K3003) Transmission - Automatic - Inoperative

State

Vehicle Lien Holder

Type of Secured Interest: * Company: Account #:

Contact or Attention:

Address

City State ZIP Code:

Day Phone: Fax: E-mail:
Original Selling Dealer

* Dealer #: Dealer Name:

Region: District:

* Phone: Fax:

* Contact Name: * Contact Title: E-Mail:
Repurchasing Dealer: -

* Dealer #: 132966 Dealer Name: JACKY JONES CHEVROLET,BUICK, GMC, INC.

Region: 30 District: 3113

* Phone: (828) 837-2322 Fax: (828) 837-6599

* Contact Name: JR * Contact Title E-Mail:
Repair

* Contact Name: * Contact Title:
Vehicle Location: -

* Company Name:

Phone: Fax:

* Contact Name: * Contact Title E-Mail:

Address:

City ZIP Code:

July 17, 2015 Page 1 of 2



Case Number: 234432

Originator Name: Dwellion Howard 770-880-7276 dwellion.howard@gm.com

Created Date: 07/16/2015

Transaction Details

Siebel Request #:  71-1496230789 * DispositionAuction
State: NC * Type: Trade - New Finance
Source: DMA Voluntary
Replacement VIN:  3GTU2VECSFGEER Year: 2015 Make: GMC Model: Sierra
Compliance Date: Compliance Type:
MSRP: 0.0 Order #:

Repurchase:

* Processing Instructions:

Disposition:

* Processing Instructions:

Transaction Details

Repurchase customers vehicle for purchase price of 36669.29. Owner will pay
negotiated upgrade of 4461.37. Note: Owner allowed credit of 4250.00 towards upgrade
to allow for current available retail rebates of 4250.00. MSRP to MSRP = 8711.37 less
4250.00 = 4461.37. Owner will pay usage of 569.74 per GA Lemon Law; purchase price
of 36669.29 / 120K = .305 X 1868, miles at first transmission repair = 569.74. Owner wil..

Usage Use Lemon Law  NA Usage per Lemon Law 0
Sales Tax Customer NA Sales Tax 0
State/Gov Fees Customer NA Fees 0
After Market Item(s) Does Not Apply NA No Aftermarket Items 0
Negative Equity Customer NA Negative Equity 0
Over Allowance Amount Customer NA Over Allowance 0

July 17,2015

Page 2 of 2
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STANDARD TRADE REPURCHASE WORKSHEET

File Number

Customer Name

Worksheet filled out by:

Sara Jacbos

Old Vehicle VIN: New Vehicle VIN: Date:
lGTGGCESSFl- 3cTu2vEC2FEE July 24, 2015
TRADE REPURCHASE

Replacement 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
Reg./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 M
Items below not shown on new Bill of Sale O
Cost to transfer Aftermarket Items $0.00 T
Unused 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
Reg./Lic./Title Fees (opt) $0.00 C
New Aftermarket ltems $0.00 U
Fees (Explain) $0.00 S
State Fees $0.00 T
Items below contibute to trade-in allowance O
Usage/Depreciation $569.74 M
Damage $0.00 E
MSRP Upgrade $4,461.37 R
MSRP Downgrade (deducted) $0.00 Old MSRP 40060.00
Reimb. of Aft. Mkts on Old Unit $0.00 New MSRP 50600.00
Misc. Customer Credit $0.00
Less 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
GM Due to Dealer $11,709.27 Authorized Signature Date
NADA (Legal Only) $0.00 **This is a "work in process" until approved
Est. Auction Price (Legal Only) $0.00 by 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: [}, srR#

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: 1GCGTCE31 F1-,
TEAGUE CHEVROLET-BUICK, INC., BAC: 192854, Customer:-, 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 dcmipvmdIp021.edc.nam.gm.com (HELO decmxppheip006-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-Loop1: 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:

1GCGTCE31F1166914, TEAGUE CHEVROLET-BUICK, INC., BAC: 192854, Customer:

Tucker, SR
Thread-Topic: ACTION REQUIRED WITHIN 4 HOURS / BRC VOC Case, VIN:
1GCGTCE31F TEAGUE CHEVROLET-BUICK, INC., BAC: 192854, Customer:
Tucker, SR# 10

Thread-Index: AQHQuUOLL9EG69ypKQyWAIiv5Z99Vec53Z350A

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

Message-ID: <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:
. s

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
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: 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: 1GCGTCE31F1
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 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 dewxppheip002-s.imr.gm.com with ESMTP/TLS/AES256-SHA; 09 Jul 2015 15:54:06 -0400

Received: from DCMIPPEXCH060.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:
-, 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.

Customer:
- Evening:
- Email:
- SR#



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

=g ({Jy) GMC ===

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: 1GCGTCE31F1-, TEAGUE CHEVROLET-

BUICK, INC., BAC: 192854, Customer . SR# NN

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: 1GCGTCE31F1-

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 1|l
TEAGUE CHEVROLET-BUICK, INC., BAC: 192854, Customer i} sr#
L

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: 1GCGTCE31FJli]. TEAGUE CHEVROLET-
BUICK, INC., BAC: 192854, Customer: [}, 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:

SR
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: [}, 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:
. s

3




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: 1GCGTCE31F]-, TEAGUE
CHEVROLET-BUICK, INC., BAC: 192854, Customer: ||l sr# GG

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: 16cGTCE3LFI

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. 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#

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:
.

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: [}, 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 (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 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-Loop1: 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 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:

r, SR
Thread-Topic: ACTION REQUIRED WITHIN 4 HOURS / BRC VOC Case, VIN:
1GCGTCE31F , TEAGUE CHEVROLET-BUICK, INC., BAC: 192854, Customer:
, SR
Thread-Index: AQHQuUOLLOEG69ypKQyWAIiv5Z99Vec53Z350A

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

Message-ID: <b32fbdfe992b402b88692604f62a512c@DCMIPPEXCH060.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: ----




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:
-, 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, Customer: [JJij Sr#
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: [ 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:

Vehicle: 2015 Chevrolet Colorado
- Current Mileage: 1965

-VIN: 16cGTCE3LFI

Summary of Concern:

A SPAC case | 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: [}, 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:

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:
. -

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

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 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:

Thread-Topic: ACTION REQUIRED WITHIN 4 HOURS / BRC VOC Case, VIN:
1GCGTCE31F , TEAGUE CHEVROLET-BUICK, INC., BAC: 192854, Customer:
.
Thread-Index: AQHQUOLL9EG69ypKQYyWAIv5Z99Vec53Z350A

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

Message-ID: <b32fbdfe992b402b88692604f62a512c@DCMIPPEXCHO60.nam.corp.gm.com=

4



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: [}, sr+ GGG

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

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
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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 (I 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.



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: 1GCGTCE31F1]-, TEAGUE CHEVROLET-

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

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

2




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#

Date: Tue, 21 Jul 2015 13

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
: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:
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

R ——}
\Eaf—v ..

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: 1GCGTCE31F1jjjjjij. TEAGUE CHEVROLET-
BUICK, INC., BAC: 192854, Customer: ||l sR# NEGC

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-Loop1: 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:

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

Thread-Index: AQHQuUOLLO9EG69ypKQyWAIiv5Z99Vec53Z350A
Date: Mon, 13 Jul 2015 20:31:17 +0000
Message-ID: <b32fbdfe992b402b88692604f62a512c@DCMIPPEXCH060.nam.corp.gm.com>
References: <2877d97b$25a6e816$3b70d2b0$@teaguechevybuick.com>
In-Reply-To: <2877d97b$25a6e816$3b70d2b0$@teaguechevybuick.com>
Accept-Language: en-US
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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 . 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:
.

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:
- 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.

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: 1GCGTCE3 1F |l
TEAGUE CHEVROLET-BUICK, INC., BAC: 192854, Customer: [JJJJij srR#
I

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

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: 1GCGT CE31F]-, TEAGUE CHEVROLET-BUICK,
INC., BAC: 192854, Customer: [}, SR#

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

-----Original Message-----

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.,

sAC: 192854, CustomerJ. 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 case |l 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.

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+ R
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:
. -

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
{_. » - y |6-_4

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 | . GG

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 decmxppheip006-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-Loop1: 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 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:
, SR#
Thread-Index: AQHQuUOLL9EG69ypKQyWAIiv5Z99Vec53Z350A
Date: Mon, 13 Jul 2015 20: 31 17 +0000

Message-ID: <b :
References: <Z&ZZd22bi25a§.e&16$}hZQde£L$.@taagu.e£hﬂuhumk&Qm>

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: ----
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+ GGG

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@teaquechevybuick.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: ---- -------=-----mmmmmmem 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:
- Evening:
- Email:
- SR#

Vehicle: 2015 Chevrolet Colorado
- Current Mileage: 1965

- VIN: 1GCGTCE31F1-

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.

f

f
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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:

1GCHSAEAOF1 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

o VIN: IGCHSAEAO
¢ 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 l—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 issues ||| | | | B 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. -s 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 [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 |

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 R

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 [N

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 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 (Jj 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

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 | C|J N | F 512.386-0786

o WO OOV

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

————— Original Message-----
From: mailt
Sent: Saturday, July 18, 2015 6:25 PM
To: Mary T. Barra
Cc
Subject: 2015 Colorado Owner with repair issues

-
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| 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 casemwith 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 issue<|j| | | | I GA-FrRA Case

Anamae, please let Mr. JJjJJj 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 Mr. Furtell 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 ||| | I 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 ||| | cA-7RA Casi G

1



Dwellion, please contact || llij 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. -s 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

1GCGTCE30F1165835

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 [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--RrA Cas< 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 ||| | [  cA-7RA Case [N

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 issues ||| 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 || 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

BAIN



ashley.izaguirre@gm.com
T512.386.0706 | C_ | F512.386-0786

=m @ ovc = & @ & B N
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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
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GCENERAL MOTORS




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,;



Cleveland, GI

U.8. POSTAGE
CL%O LAND, GA

e N

$6.74

R2304M118320-08

General Motors

P.0. Box 33170 23 106
Detroit, Mi 48232-5170 RECEIVED JUL







Florinda Esparza (C)

To: dwellion.howard@gm.com
Subject: GA FRA-closing

RE: Customer Last Name

Service Request:

2015 Chevrolet Colorado

Vehicle Identification Number1GCGTCE3OF |}

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
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SELMAN CHEVROLET
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ORANGE, CA 92867
PHONE:714.633.3521
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7146339406 Selman Chevrolet W

I /4 1800 East Chapman

. ORANGE, CALIFORNIA 92867-7704
CHEVROLET Phone (714) 633-3521

B.A.R. REG, NQ, AADQ3B47 « E.P.A. NO. CAD 981572886

T IR

CELL:

ALNISGR TAG NG, TRVOICE DATE
BRANDON SKY 1798 130 07/21/15
TABGR FATE TIGENSE D, WILEAGE

CoLoR
4,506 |[SUMMIT WHT/

i&glymmwooz / / oELNOEEY /D?]T_EO /15 DELIVERY MALES
CHEVROLET TRUCK/COLORADO/CREW CAB
ANAHEIM, CA 92806 VEHICLE 1D, . SELLING DEALER NO. PRODUGTION DATE
16CGTCE31F1
FT.E HO. 7.0, NO. RO, DATE
07/16/15

COMMENTS

- .o- - --- .| INVOICE PREPARED CASH [J
STEERING/SUSPENS: Y9568 A ¥ oy s
AGAIN. RECHECK. SEE ATTACHED HISTORY
Eg?ﬁaéEINTERNAL RACK AND PINION B R —
SCANNED FOR CODES, CHECK FOR BULLETIN. CALLED TAC FOR CREDIT CARD [ CHECK [
ASSISTANCE. REPLACED RACK AND PINION, SET TOE, PROGRAMMED
PSCM. ROAD TESTED ‘o,
PARTS------ QTY---FP-NUMBER----+-~vevvev-- DESCRIPTION----vvvnmemeeannnanss UNIT PRICE- WARRANTY [ INTERNAL '}
JOB # 1 1 22963310 GEAR 6.508 WARRANTY
JOB # 1 A 22863310 CORE RETURN WARRANTY | OTHER O
JOB # 1 TOTAL PARTS 0.00
SERVICE DEPARTMENT HOURS
JOB # 1 TOTAL LABOR & PARTS 0.00 TUESDAY THRU FRIDAY
ESTIMATE « o v v v e e ome et 7:30 AMTO 6:00 PM
CUSTOMER HEREBY ACKNOWLEDGES RECEIVING MONDAY 7:30 AM TO 8:00 PM
COMENTS ORIGINAL ESTIMATE OF  $0.00 (+TAX) SATURIDAY 8:00 AM TO 4:00 PM
""""""""""""""""""""""""""""""""""""""" NO VEHICLES RELEASED
WAITER! RECHECK! STEVE 714 323 8366 :
CLOSED OUT BY KELLY AFTER SERVICE
. DEPARTMENT CLOSES
TOTALS- - -oremomemeneeees T Trsrrarsnaississssiiessecesssiesisrectssssissesseness | PARTS DEPARTMENT HOURS
IF YOU HAVE ANY QUESTIONS OR COMMENTS - PLEASE REFER TOTAL LABOR.... 0.00 MONDAY THRU FRIDAY
TO YOUR SERVICE ADVISOR. TOTAL gﬁgrgi. . ggg 8:00 AM TO 5:30 PM
TOTAL SUBLET. .. . } .
PARTS DESIGNATED WITH AN ASTERISK (*) INDICATE LIMITED TOTAL G.0.6.. .. a.gp | SATURDAY 8:00 AM TO 4:00 PM
LIFETIME SERVICE GUARANTEE APPLIES FOR CUSTOMER-PAY REPAIRS. TOTAL MISC CHG. 0.00 BODY SHOP HOURS
EDGEMENT OF NOTICE AND CONSENT %Hx\l[ %s(c PIsC 888 MONDAY THRU FRIDAY
ACKNOWL EDGEMENT OF NOTICE AND CONSENT ~~ ~ ~  ~  TJOTAL TAX...... . 7:30 AM TO 5:30 PM
I1\ACKHOWLEDGE NOTICE AND VERBAL APPROVAL OF AN INCREASE IN TOTALINVOICE S~ 0.0 | SATURDAY 8:00 AMTO NOON
0
NOTICE TO CONSUMER:
PLEASE READ IMPORTANT
INFORMATION ON BACK.
AnA%: NOTICE TO CUSTOMER
5 ? “13 WE MAKE A SEPARATE CHARGE FOR
JUu # THE STORAGE AND DISPOSAL OF
TOXIC WASTES. RATHER THAN
RECOVER THESE COSTS BY
INCREASING OUR LABOR RATES TO
ALL OF OUR CUSTOMERS, WE MAKE
THIS CHARGE ONLY ON THOSE
PARTICULAR REPAIRS OR SERVICES
WHICH GENERATE THESE WASTES.
THESE ARE UNIFORM CHARGES
WHICH ARE CALCULATED ANNUALLY
FOR EACH PARTICULAR SERVICE AND
ARE AVAILABLE ON REQUEST,
PAGE 1 OF 1 ACCOUNTING COPY [ END OF INVOICE ] 02:G5pm ALL PARTS IMSTALLED ARE NEW UNLESS SPECIFIED OTHERWISE

Copytight © 1938 The Reynalds ared Reynnlils Company
ERAINTINVE SFE14787 Q (02/04)









I 7146339406

Selman Chevrolet

L

CHEVROLET

12:22:57

SWMM

1800 East Chapman

ORANGE, CALIFORNIA 92867-7704

Phone (714) 633-3521

B.A.R. REG. ND. AADD3847 * E.P.A. NO. CAD 981572886

07-24-2015

VEWCLE 1D.NO.

l1GCGTCE31F1

CELL:
TRG RO, TRVCICE DATE ;
BRANDON SKY 1798] 159 07/09/15
LABOR RATE LICENSE NO LOLOR
| 4,228 [SUMMIT WHT
YEAR ¢ MAKE ! MQDEL DEUIVERY CATE
15/CHEVROLET TRUCK/COLORADO/CREW CAB| 02/10/15 7

SELLING DEALER NO. PRODUCTION DATE

FTE N0 rono

R, O.DATE
07/07/15

S177HATHT! CHEV: MATNT:
CHEVROLET COMPLIMEN
LOF - TIRE ROTATION
MAINTENANCE PROGRAM

COMMENTS

(RS 0570
ARY MAINTENANCE

... | mvoicE FREPARED

CASH (3

Y - T
PAYMENT RECEIVED ARAGUNT RECEVED

By —— ST —
COMPLETED
----- QTY - -FP-NUMBER: - -- = ~-nv o e oen e o= -U/LOST- - -E/COST - - - -U/PRICE CREOIT CARD L3 —
1 1 PK2139D sk dckx ek xkk
JoB # 1 1 19303250 FILTER 1.836 3 76 3.76 5.26 5.26 ND.
JoB # 1 6 18253003 QIL 8.800 2.92 17.52 4.09 24 .54
XB #1 COST TOTAL 21.28 WARRANTY [ INTERANAL [}
JOB # 1 TOTAL PARTS 29,80
OTHER
JOB # 1 TOTAL LAROR & PARTS 106.14 SEAVICE DEPARTMENT HOURS
RECALL 1515"6 FRONT SEAT HOOKS\ NOT INSTA{,LE%‘:}I{E&%%}& 2Lt TUESDAY THRU FF"DAY
15150 MONDAY 7:30 AM TO 8:00 PM
THSPECT FRONT SEAT MOUNTS SATURDAY 8:00 AM TO 4:00 PM
- JOB # 2 TOTAL LABOR & PARTS . 21.81 NO VEHICLES RELEASED
i CUST STATES HE LO%’IF(SE{(T':’ES%O}S‘TEERING A Fgwaglllsgs‘ lf\?!gﬂHESS;lGE o ToA SERVICE
U E DEPARTMENT CLOSES
CAHE ON DASH TO “SERVICE P/S”.. CHECK AND ADVISE PARTS DEPARTMENT HOURS
REPROGRAM PSCH MONDAY THRU FRIDAY
JOB # 3 TOTAL LABOR & PARTS 32.72 8:00 AMTO 5:30 PM
""""""""""""""""""""""""""""""""""""""""""""""""""" SATURDAY 8:00 AMTO 4:00 PM
MISC. .-~ CODE------++ DESCRIPTION: « - - « <« vsmvvesnnecunmenanann. CONTROL NQ---------
JoB # 1 GMOP GM MAINT DISC PARTS -6.52 BODY SHOP HOURS
JB #1 GMDL, GM MAINT DISC LBR -64.62 MONDAY THRU FRIDAY
TOTAL - MISC <71.14 7:30 AMTO 5:30 PM
(A | Y SATURDAY 8:00 AM TO NOON
WAETER! 0
R/0 TAX 0.00 NOTICE TC CONSUMER:
R/D TOTALS 83.53 | pLEASE READ IMPORTANT
{WARRANTY CLAIM DETAIL TOTALS-----covvmme et in et et aae e INFORMATION ON BACK.
CLAIME. ........ TOTAL....
677035-1 35,00 NOTICE TO CUSTOMER
677035-2 21.81 WE MAKE A SEPARATE CHARGE FOR
677035-3 32.72 THE STORAGE AND DISPOSAL OF
------------------------ Lo, ASIES, PR T
CLAIM TOTALS 89.53 INCREASING OUR LABOR RATES TO
ALL OF OUR GUSTOMERS, WE MAKE
THIS CHARGE ONLY ON THQSE
WHICH GENERATE THOGE WiAerEe
APPROVED"BY STGRATURE THESE ARE UNIFORM CHARGES
WHICH ARE CALCULATED ANNUALLY
FOR EACH PARTICULAR SERVICE AND
ARE AVAILABLE ON REQUEST.
PAGE 1 OF 4 ACCOUNTING COPY-W [CONTINUED ON NEXT PAGE]  11.28am ALL PARTS BISTALLED ARE NEW UNLEXS SPECIRD GTHERWISE

Copydight € 1930 The ivyn-bb sl Heymokle Campory
RAINTNVE SFE1A7E7 Q (0R7%4)



Selman Chevrolet 12:24:07 07-24-2015

o Selman Cliewrolet
1800 East Chapman

ORANGE, CALIFORNIA 92867-7704

Phons (714) 633-3521
B.A.A. REG, NO, AA003847 « E.P.A. NO. CAD 981572886

7146339406

CTCS677035

____CELL:
O} INVOIGE DATE
159 07/07/15
toLon
4,228 |SUMMIT WHT/
YEAR J MAKE | HGDEL CELIVERY DATE
15/CHEVROLET TRUCK/COLORADO/CREW CAB 02/10/15

[ VERITGLE LD. N0 BELLING NEALER WO,

l1GCGTCE31F1

BRANDON SKY

LABCR RATE

TAG
179g|

LCENSE 60 |

OELIVERY MLLES

ARCDUCTION DATE

FTEND ip.

RO DATE
07/07/15

COMMENTS

IF YOU HAVE ANY QUESTIONS OR COMMENTS - PLEASE REFER

TOTAL LABOR....

..........................................................................................

INVOICE PREPARED

BY e
PAYMENT RECEIVED

CASH L]

§ AT et

TO YOUR SERVICE ADVISOR.

PARTS DESIGNATED WITH AN ASTERISK (*) INDICATE LIMITED
LIFETIME SERVICE GUARANTEE APPLIES FOR CUSTOMER-PAY REPAIRS. TOTAL MISC CHG.
;g;ﬁ HISC DISC

ACKNOWLEDGEMENT OF NOTICE AND CONSENT TAX...... NO
"1 ACKNOWLEDGE WOTICE AND VERBAL APPROVAL OF AN INCREASE IN " 1
TOTAL INVOICE $ WARRANTY [ INTERNAL ('3

0.00

TOTAL PARTS,... 0.00
TOTAL SUBLET... 0.00 |ar

TOTAL G.0.6.... 0.00

0.00

0.00

CHANGT HEFGANED

CBEDIT CARDT) CHECK ]

OTHER [}

SERVICE DEPARTMENT HOURS
TUESDAY THRU FRIDAY
7:30 AM TO 6:00 PM
MONDAY 7:30 AM TO 8:00 PM
SATURDAY 8:00 AM TO 4:00 PM
NO VEHICLES RELEASED
AFTER SERVICE
DEPARTMENT CLOSES
PARTS DEPARTMENT HOURS
MONDAY THRU FRIDAY
B:00 AM TO 5:30 PM
SATURDAY 8:00 AM TO 4:00 PM
BODY SHOP HOURS
MONDAY THRU FRIDAY
7:30 AM TO 5:30 PM
SATURDAY B:00 AM TO NOON

0
NOTICE TO CONSUMER:
PLEASE READ IMPORTANT
INFORMATION ON BACK.

NOTICETO CUSTOMER
WE MAKE A SEPABATE CHARGE FOR
THE STORAGE AND DISPOSAL OF
TOXIC WASTES. RATHER THAN
RECOVER THESE COSTS BY
INCREASING OUR LABOR RATES TO
ALL OF DUR CUSTOMERS, WE MAKE
THIS CHARGE ONLY ON THOSE
PARTICULAR REPAIRS OR SERVICES
WHICH GENERATE THESE WASTES,
THESE ARE UNIFORM GHARGES
WHICH ARE CALCULATED ANNUALLY
FOR EACH PARTICULAR SERVICE AND
ARE AVAILABLE ON REQUEST,

PAGE20F 2

ACCOUNTING COPY [ END OF INVOICE ]  03.08pm ALL PAATS INSTALLED ARE NEW URLESS GPECFTED CTHErWILE

Copyi gt & 1958 The Heyswrbts aond Mo psoids Cotageny
ERMNTINVE SE€14MTQ o0
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INTERIOR: COCOA / DUNE

Visit us at www. gmc.com

EXTERIOR: EMERALD GREEN METALLIC ENGINE, 3.6L DI DOHC V6 VVT
TRANSMISSION, 6-SPD AUTOMATIC

* INSIDE REARVIEW MIRROR, AUTO NAV PLUS 5-YEAR ONSTAR BASIC CARGO TIE-DOWN 110.00
DIMMING PLAN (OMITS SAFETY, SECURITY WHEEL LOCKS (DLR INSTALLED) 60.00
* VISORS, DRIVER & FRONT PASS. & NAV) (SEE ONSTAR.COM) REAR AXLE - 3.42 RATIO INC.
ILLUMINATED VANITY MIRRORS * 4 USB PORTS

¢ CRUISE CONTROL * ONSTAR(R) 4G LTE WI-FI(R) TOTAL OPTIONS $2,640.00
* DRIVER & FRONT PASSENGER HOTSPOT W/ 3GB/3MO DATA TRIAL TOTAL VEHICLE & OPTIONS $39,890.00
HEATED SEATS DESTINATION CHARGE 925.00
* LEATHER WRAP STEERING WHEEL OPTIONS & PRICING

:N%?;LLJAMYEBT}UIHFIOCEOI\JLF? :N[())EII\)/ER MANUFACTURER'S SUGGESTED RETAIL PRICE TOTAL VEHICLE PRICE* 340’815'ﬂ
* STEERING WHEEL CONTROLS STANDARD VEHICLE PRICE  $37,250.00

> SOH_TOUCH INSTRUMENT PANEL OPTIONS INSTALLED BY THE MANUFACTURER (MAY REPLACE

W/ ALUMINUM TRIM STANDARD EQUIPMENT SHOWN)

CONNECTIVITY FEATURES CHROME TUBULAR ASSIST STEPS 725.00

e AUDIO SYSTEM, 8" DIAGONAL (DEALER INSTALLED)

COLOR TOUCH W/ INTELLILINK TONNEAU COVER, VINYL 615.00

» XM RADIO + SERVICE (DEALER INSTALLED)

SUBSCRIPTION SOLD SEPARATELY EMERALD GREEN METALLIC 495.00

BY SIRIUSXM AFTER 3 MTHS BED LINER, SPRAY ON 475.00

* 6 MTH ONSTAR(R) DIRECTIONS & FLOOR MATS, ALL WEATHER FRONT 160.00

CONNECTIONS W/ AUTOMATIC AND REAR

CRASH RESPONSE & TURN-BY-TURN (DEALER INSTALLED)

NMENT 5-STAR SAFETY RATINGS

-has not been rated by the government
ehicle score, frontal crash, side crash
isk.

al Highway Traffic Safety Administration (NHTSA)
ww.safercar.gov or 1-888-327-4236

Equipped with the safety
and connectivity of OnStar®

LTE

Visit onstar.com for details.

- e e ——————

PARTS CONTENT INFORMATION

FOR VEHICLES IN THIS CARLINE:
U.S./CANADIAN PARTS CONTENT: 66%
MAJOR SOURCES OF FOREIGN PARTS
CONTENT: MEXICO 17%

NOTE: PARTS CONTENT DOES NOT INCLUDE FINAL
ASSEMBLY, DISTRIBUTION, OR OTHER NON-PARTS COSTS.

FOR TH!S VEHICLE:
FINAL ASSEMBLY POINT:
WENTZVILLE, MO US.A.
COUNTRY OF ORIGIN:

ENGINE: UNITED STATES

TRANSMISSION: UNITED STATES

ORDER NO SFWN4M  SALES CODE E
SALES MODEL CODE T2Vv43

DEALER NO 21537

FINAL ASSEMBLY:

WENTZVILLE,MO US.A.

VIN 1 GTGGCE35F1-

DEALER TO WHOM DELIVERED
GOLLING BUICK GMC, INC.
1491 S LAPEER RD

LAKE ORION, MI 48360-1438

© 2009 General Motors LLC
GMLBL PROD_0032 - 8/10/2014

This label has been applied
pursuant to Federal law - Do not
remove prior to delivery to the
ultimate purchaser. *Includes
Manufacturer's Recommended
Pre-Delivery Service. Does not
include dealer installed options
and accessories not listed above,
local taxes or licanse fees




OULLING

@1GMC

1491 S. Lapeer Rd., Lake Orion. M| 48360
Phone: (248) 693-5900 « Fax (248) 693-5185
www.golling.com

DATE
s DEAL NO. =
jiﬁé ” "r_l’i' OUN'I‘Y; - =

CURRENT ODOMETER ’ PLATE #

| o |

PAYOFF INFORMATION / LI‘EN HOLDER

T YEAR | MAKE MODEL STYLE Q
USED )] | YON PLC . BBUSINESS PHONE (A) Cell (A)
VEHICLE IDENTIFICATION ODOMETER i . )
\ -MAIL ADDRESS (A) L~
COLOR WEIGHT / FEE DELIVERY DATE
‘ | B /20 L STATE |D.OB.
1 Z 2/ 26
IZATION INFORMATION Lot § _
. - DRIVERS LICENSE (B) STATE S=o-n
LEASE LOYALTY NUMBER GM CARD AUTH #
= o 2 e e - ISALESPERSON -~ ~[SALESPERSON —
EMPLOYEE AUTHORIZATION APPR CODE ik v a4 "
TERMS OF LEASE
LIEN PLACEMENT

LIEN HOLDER | PHONE
ADDRESS F a = =
CITY ) fstare - [zP = = == = et e

DESCRIPTION OF TRADE IN 1 W T T —— — = =

YEAR MAKE MODEL : STYLE
ey | | e o
VEHICLE IDENTIFICATION NUMBER { APPRAISAL
: EXP. DATE - = = ei

PAYOFF FOR TRADE

PAYOFF [GOOD TILL (10 DAYS) [PER

ACCOUNT NUMBER

TERMS OF SALE FOR FINANCED/CASH DEALS

INSURANCE INFORMATION

AGENT INSURANCE COMPANY
‘ AT | M
ADDRESS % 7 b s, 7
) / i J ) ) }— g/ ! /
CITY T [ sTATE 2P
g e \ ‘_l,’fj' Vo 7

PHONE [ POLICY NUMBER i &
COLL. DED [ ComP. DED.. [PER

IMPORTANT BUYER INFORMATION

1. Any warranties from a Manufacturer or supplier, including warranties on
any Dealer-installed Non-Manufacturer accessories are theirs, not Dealers,
and only such Manufacturer or other supplier will be liable for performance
under those warranties. All goods, services and Vehicles sold by Dealer are
sold “AS IS.” (SEE PARAGRAPH 10 ON REVERSE SIDE.) This disclaimer in no
way affects the manufacturer’s Vehicle Warranty.

2. I this is a credit sale or lease, this Order is not binding on the Buyer and the Buyer
can cancel it and recover the deposit until Buyer receives a document containing the
required financial or lease disclosures.

3.The annual percentage rate for a credit sale may be negotiable with the Dealer. The
Dealer may assign this contract and retain its right to receive a part of the finance
charge

4. The salesperson has no authority to make and dealer shall not be bound by
any promises or representations unless they are written on this order and approved
by dealer’s authorized representative

5. Unless otherwise noted, the Buyer listed as Buyer “A” will be the registered
owner/lessee of the Vehicle.

6.The installment contract, lease or other document signed by the Buyer may require
the Buyer to submit claims arising from or related to the purchase, lease or financing
of the vehicle to binding arbitration

7. Any claim or lawsuit arising out of the purchase or lease of the vehicle against the
Aealar hy the Biivor miicet ha flard na mare thar Q0 Adacre Aaltmr thhm radm m~f 3 od ol oo o

|

1. Price of Vehicle 1 j
2. Aftermarket Accessories i
A 2A
B 28 '
C———= e ISP 2c] |
D it ) s it oy XGED ]
S L
oo L ANy a4 2F =
3. Other Taxable Charges 3 :j
4. Documentation Fee 4l 3 | ¢
5. CVR Electronic Filing Fee 5 _ N/A
6. Total Taxable Price 6 [11]
7. a.) Sales Tax 7a 5 ~: |
b.) License Fee (Mos.____ - = ) 7b I l:~ -.::
c.) Title Fee 7c 5 |G
8. A.Svc.Contract = 8A r:*
B. Other Ins s —8B| ;_7”
C. Other Ins _ — B—— N/A
D. Other Ins _ e ——Ereeeap| " M4 |
9. Subtotal 9] a97p7lag
10. Deposit < 10 2003 | go
11. | Rebates 11 )
A _GM LOYAITYCODE DVM 11A 9
B CODE 1B i i
c i CODE ) . <
D CODE Py




Case Number: 234804

Originator Name:

Created Date: 07/28/2015

Vehicle Info
*VIN: 1GTHGAE37F
Year: 2015

Vehicle Comments & TAC Explanation:

*Date Reviewed with Customer: 01/01/1900
Original Purchase Date: 01/01/1900
Stipend Amount: $4,000.00

Vehicle Owner(s)

* Names(s) on Title: |

* Primary Owner: I
* Address

* City

* Day Phone: ]

* E-mail:

* Reason Repurchase loss of power steering

UCC Codes

Vehicle Lien Holder
Type of Secured Interest:
Contact or Attention:
Address
City
Day Phone:

Original Selling Dealer
* Dealer #:
Region:

* Phone:
* Contact Name:

Repurchasing Dealer: -

* Dealer #: 116404
Region: 30
* Phone: (615) 384-3559

* Contact Name: Roy Drusky
Repair
* Contact Name:

Vehicle Location: -
* Company Name:
Phone:

* Contact Name:
Address:
City

Timothy Farmer 615-451-7878 timothy.farmer@gm.com

MSRP: 31550.0
Make: GMC

*Repurchase Mileage:

0

*TAC #:

Model:  Canyon

* Original Purchase Condition: New

Entity Type Person
* Title State: TN

* State
* Home Phone:
* Fax Phone:

State

* Company:

State
Fax:

Dealer Name:
District:

Fax:

* Contact Title:

Dealer Name: CUNNINGHAM BUICK-GMC TRUCK, INC.

District: 3212
Fax: (615) 384-1841
* Contact Title

* Contact Title:

Fax:
* Contact Title

*ZIP Code:
* Cell Phone:

Account #:

ZIP Code:
E-mail:

E-Mail:

E-Mail:

E-Mail:

ZIP Code:

July 28, 2015

Page 1 of 2



Case Number:
Originator Name: Timothy Farmer 615-451-7878 timothy.farmer@gm.com
Created Date: 07/28/2015

Transaction Details

Siebel Request #: * Disposition:
State: * Type:
Source:
Replacement VIN:  1G4GBSG35A N Year: 2015 Make: Buick Model: LaCrosse
Compliance Date: Compliance Type:
MSRP: 0.0 Order #:
Repurchase:

* Processing Instructions:

Disposition:

* Processing Instructions:

Transaction Details

July 28, 2015 Page 2 of 2



Chevrelet Division
General Moters LLC
P.O. Box 3317C
Detroit, Ml 48232-5170

LET

August 25, 2015

ATLANTIC CHEVROLET CADILLAC
Vinny Barbado

1356 SUNRISE HWY

BAY SHORE NY 11706-5914

Re:
Service Request:m(vH
Vehicle Identification Number: "HTAE3 IF-
2015 Chevrolet Colorado
Customer Relationship Specialist: Alicia
Dear Mr.Vinny Barbado :

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

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

All sales, purchase and finance agreements, including a conversion invoice (if applicable)

The incentives acknowledgement form

The Actual Cash Value statement of any trade

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

Please fax them to 866-485-4464. If there are any fax difficulties, the documents exceed 50 pages or any
questions arise, please contact me as soon as possible at 800-231-1841, prompt 1, extension 5911403.

Y our cooperation is greatly appreciated.
Sincerely,

Chevrolet



















































1356 Sunrise Highway
BAYSHORE, NY 11706

(631) 665-0002
NYS R/S NUMBER 7080197

ATLANTIC CHEVROLET CADILLAC

ADVISOR

WILLIAM MEYER

269

TAZ NO.

LABGR RATE LICENSE NO. MILEAGE

129.99

139

TEAR / MAKE / MODEL

MASSAPEQUA PK, NY

VERICLE |.D\ NG

lGCHTAE31F1

F.T. E. NO.

15/CHEVROLET TRUCK D

DELIVERY MILES

PRGDUCTION DATE

0. DATE
04/14/15

MO: 13

|

CUSTOMER STATES THUMPING FROM VEHILCE PREDOMINANTLY
DRIVER SIDE

FOUND FLAT SPOT ON TIRE
REPLACED TIRE

PARTS - - - - - - QTY- - FP-NUMBER- - <<= - == - -=x s+ DESCRIPTION-- - - - =wnsmwemmmcene- UNIT PRICE-
JOB # 1 1 94775413 5.880
J0B # 1 1 19255446 WEIGHT 5.805

JOB # 1 TOTAL PARTS
JOB # 1 TOTAL LABOR & PARTS

Added Operatwn (b.MEYER @ 04/16/2015 11:31)
CUST! REQUESTS ALTERNATE TRANSPORTATION RENTAL

SUPPLIED CUSTOPER WITH RENTAL
SUBLET RENTAL VEHICLE

-------------------- UNIT PRICE-
N (0B # 2 TOTAL PARTS

TOTALS

On behalf of all of 05 a%" tT“;nt»' j
would 1ike to THANK Yow\fmwoﬁﬁ‘conm llued

R e R kRN R SRR RN WA AR

In an ever increasing need to reduce paper consumption, we
are asking that you provide us with your email address so we

TOTAL MISC CHE.
TOTAL MISC DISC

may contact you regarding upcoming factory recalls, service TOTAL TAX......
specials and/or an effort to receive your overall
satisfaction input regarding our Service Department TOTAL INVOICE $

WE DO NOT SHARE THIS INF TION WITH ANY ODTSIDE SOURCES.

Email Address:-----stesmmme mmme st e s
With your help, we can look forward to.a greener futurel!l

YOUR SATISFACTION IS OUR TOP PRIORITY!

SIGNATURE
RE AT R R RINRKNR ARk FdokFddFok

PUPLICATE INVOICE

The Reyiolds and Aeynalds Compary ERATSINE COBR7302 0 (05E}

PAGE 1 OF 1 CUSTOMER COPY [ END OF INVOICE ]

oo ®e ok f TR A dekededevese ek ke ke

11:44am

ANY WARRANTIES ON THE PRODUCT S0LD HEREE

% ARE THOSE MADE BY THE MANUFACTURER. TH

SELLER HEREBY EXPREGELY DISCLAIMS ALL WIAI
RANTIES, ENITHER EXPRESS OR IMPLIED, MWCLI
ANY SMPLIED WARRANTY OF MERCHANTAGILITY
FITNESS FOR A PARTICULAR PURPOSE, AND NEITH
ASSUMES NOR AUTHORIZES ANY OTHER PERSON T
ASSUME FOR T ANY LIABILITY IN CONNECTION WITql
THE SALE OF SAID PRODLCTS.

GENERAL MOTORS PARTS COVERED AGAINST Df-
EECTS FOR $2 MONTHS OR 12,000 MILES.

] NO GUARANTEE ON WORK
PERFORMED

] 0 DAYS OR 1,000 MILES WHICH-
EVER OGCURS FIRST

[7] 90 DAYS OR 4,000 MILES WHICH-
EVER QCCURS FIRST

{71 12 MONTHS OR 12,000 MILES
WHICHEVER OCCURS FIRST

ALL PARTS NEW UNLESS
QTHERWISE NOTED.

NYS R/S NUMBEH 7080187

ClcAasH [ CHECK
[OMC [Jvisa [1DISCOVER

CUSTOMER ACKNOWLEDGES
REC. OF COPY X __

Thank you for this opportunity to
serve you. It is our airm to perform
all the repairs requested on this
repair order fo your complete
satisfaction. If our service was
safisfactory tell your friends, /i
not, please tell us immediately.

THANK YOU

Grear208 Q O



ATLANTIC CHEVROLET CADILLAC

1356 Sunrise Highway
BAYSHORE, NY 11706

(631) 665-0002
NYS R/S NUMBER 7080197

NTLULTIAM MEYER 2600 " w869 | 04716715

LABOR BATE LICENSE NO. | MILEARE

129.99

E5ioR .
BLK/JET BLK X1624

MASSAPEQUA PK, NY VERIGLE 1.6 NO.

IGCHTAE3L1F1

F.T.E NG

[VEAS 7 MAKE / MODEL, DELIVERY DATE
- 15 /CHEVROLET TRUCK/COLORADO/EXT CAB| 01/20/15

DELIVERY MILES

10

SELLING DEALER NO. FRODUCTION DATE

A O.DATE

04/14/15

COMMENTE

MO: 139

CUSTOMER STATES THUMPING FROM VEHILCE PREDOMINANTLY
DRIVER SIDE
FOUND FLAT SPOT ON TIRE
REPLACED TIRE

PARTS- - -- - - QTY---FP-NUMBER-- - - - === -----+ DESCRIPTION- - <=+ = s wmrrmmnnnnss UNIT PRICE-
JOB # 1 1 94775413 5880 WARRANTY
J0B # 1 1 19259446 WEIGHT 5.805 WARRANTY
JOB # 1 TOTAL PARTS 0.00
JOB # 1 TOTAL LABOR & PARTS 0.00

Added Operation (WMEYER € 04/16/2015 11:31)
CUSTOMER REQUESTS ALTERNATE TRANSPORTATION RENTAL
SUPPLIED CUSTOMER WITH RENTAL

SUBLET RENTAL VEHICLE

PARTS -« - --- QTY- --FP-NUMBER - ==+ vr--------- DESCRIFTION---------eacsmero-n- UNIT PRICE
JOB # 2 TOTAL PARTS 0.00
JOB # 2 TOTAL LABOR & PARTS 0.00
SUBLET----- PO#-------- VEND INV#- INV.DATE-DESCRIPTION-------sanev-movemmocunmnrr=-
JoB # 2 138676 H25850510 04/16/15 RENTAL - H25850510 WARRANTY
TOTAL - SUBLET .00
TOTALS - - - - < === = ~m ==+ === < m@ <4 s e mmsmme o seeakammn e omeeematoe oo oo asEneeooe o
On behalf of all of us at Atlantic Chevrolet/Cadillac, we TOTAL LABOR.... 0.00
hould 1ike to THAMK YOU for your comtinued patrona TOTAL PARTS.... 0.00
AR e e ok v ek e Rk A AR R AR AR ARRF TR I RRRRIR KRN A AA koo TOTAL SUBLET... 0.00
i TOTAL G.0.6.... 0.00
In an ever increasing need to reduce paper consumption, we TOTAL MISC CHG. 0.00
ﬁge asking that you provide us with your email address so we TOTAL MISC DISC ¢.00
y contact you regarding upcoming factory recalls. service TOTAL TAX...... 0.00
specials and/or an effort to receive your everall . m=e-caas
satisfaction 1nput regarding our Service Dggartment. TOTAL INVOICE $ 0.00
WE DO NOT SHARE THIS INFORMATION WITH ANY OUTSIDE SOURCES.
EFmall Addyress:s=sesrn--=--c-c--ssmmamensamrocosoccaomsaram=-

With your help, we can Took forward to a greener future!!
YOUR SATISFACTION IS CUR TOP PRIORITY!

****W****kmt**'ﬁlu*}is* D U PLICATE INV g1 C E ek e 5 KN A A& e ke de ik Rk Ak

PAGE 1 OF 1 SERVICE FILE COPY | ENO OF INVOICE ] 11:44am

ANY WARRANTIES CN THE PRODUCT SOLO HEREBY
ARE THOSE MADE BY THE MANUFACTURER. THE
SELLER HEBERY SXPRESSLY DISCLAIMS ALL WAR-
AANTIES, BITHER EXPRESS OR IMPLIED. INCLUDING
ANY IMPLIED WARRANTY OF MERCHANTASILITY OR
STNESS FOR A PARTICULAR PURPOSE, AND NEITHER
ABSUMES ROR MUTHORIZES ANY OTHER PERSCN TO
ABZUME FOR IT ANY LWABILITY IN CONNECTION WITH
THE SALE OF SAID PRODUCTS,

Ll XPRE: RANTY
warranty on GENUINE GM Farts
instalied la 12 months or 12000 miles,
All otiher parta and labar I8 covared for 90
days ot 4000 miles, whichever comes first,
The dealer heraby limits any implied
warranties of marchantabliity and filness
to the same parod.

WARRANTY REPAIRS TO BE PERFOANMED AT
SELLER'S PLACE OF BUSINESS,

BY.Y N
FRONT END ALIGNMENT - COOLANT AND COOL
ANT LEAKS - AIR CONDITIONING SEAL LEAKS -
POLISHES - ELECTRICAL WIRING AND SHORTS
(WHEN NOT RELATED TO ORIGINAL REPAIR) -
FUEL SYSTEM - WHEN DUE TO CONTAMNATION

TIRES AND BATTERIES WARRANTED
AT MANUFACTURERS OPTION.

THIS WARRANTY DOES NOT COVER CONDI
TIONS RESULTING FROM MISUSE, NEGLIGENCE
AGCIDENT OR ALTERATIONS.
Thank you for this opportunity to
serve you. It is our aim to perform
all the repairs requested oh this
repalfr order to your complete
satisfaction. If our service was
satisfactory tell your friends, 1
not, please tell us immediately.

THANK YOU

Storage fee of $35.00 per da
applies if vehicle is not picke
up within 24 hrs of completion.

The Reynolda and Reynelds Company ERAINTI
SFES2942 Q1 (12



T Renalds and Reymds Company GRanTaas CCAE7333Q (05409)

ATLANTIC CHEVROLET CADILLAC

1356 Sunrise Highway

BAYSHORE, NY 11706
(631) 665-0002
NYS R/S NUMBER 7080197
CUSTOMER NO. ADVISOR oG NO, INVOICE DETE
PAUL CAPPARELLI 31b 1624 01/21/158
LABOR RATE LICENEE N2. SMU&NAE COLOR
ATLANTIC CH EV/CADILLAC/OLDS | 122.99 BLK/JET BLK X0/t
SUNRISE HWY 10
BAY SHORE, NY 11706 ﬁ}nzsg?:EVROLET TRUCK/COLORADQ/EXT %@%@%@‘5— PRODIICTION DATE

16CHTAE31F1
Fa.

R. O. DATE

01/19/15

FT.E.NO.

RESIDENCE PHOMNE BUSINESS PHONE

MO: 6

JOB # 1 TOTAL LABOR & PARTS

SUBLET----- POF---cuun- VEND INVE- TNV DATE-DESCRIPTION. - e xvseenoommnommmummmmommmee
JOB # 1 137085 01/20/15 PDI ONLY INTERNAL
TOTAL - SUBLET 0.00
TOTALS- - === === ---tsummanrammmecmeee--i&ssasssnssnomme--asssss-o—coso--oaasoSoossoioscssarrsoon-
On behalf of all of us at Atlantic Chevrolet/Cadiilac, we TOTAL LABOR.... 0.00
would 1ike to THANK YOU for your continued patronage TOTAL PARTS.... 0.00
KT AOK A K AT ook de deodnde e de ek dok ok ok T W SRR e e Re R A A e e i ok TOTAL SUBLET . 0.00
) TOTAL G.0.G. ... 0.00
In an ever increasing need to reduce paper consumption, we TOTAL MISC CHG. 0.00
are asking that you provide us with your emall address so we TOTAL MISC DISC ¢.00
may contact you regarding upcoming factory recalls, service TOTAL TAX...... 0.00

specials and/or an effart to receive your overall
satisfaction input regarding our Service Department. -
.HEDOAVNUI,,E_“-HARE THIS INFORMATION WITH ANY OUTSIDE- SOURCES

M

EmailAddrE‘s i 8

With-your.help, we can ]a?

YOUR SATISFACTION IS OUR {1 R o
Yt H ? . . . : -"::.".7

il T

PAGE 1 OF 1

CUSTOMER COPY

{ END OF INVOICE ] 1t:4d4am

ANY WARRANTIES ON THE PRODUCT SOLD HEREE
ARE THOSE MADE BY THE MANUFACTURER. TH
SELLEA HEREBY EXPRESSLY DIGCLAIMS ALL Wi
HANTIES, EITHER EXPRESS OR IMPLIER, INCLUDIN
ANY IMPLIED WARRANTY OF MERCHANTABILITY
FITNESS FOR A PARTICULAR PURPOSE, AND NE
ASSUMES NOR AUTHORIZES ANY QTHER PERSON
ASSUME FOR IT ANY LIABILITY IN CONNECTION Wi
THE SALE OF SAID PRODUCTS.

GENEFAL MOTORS FARTS COVERED AGAINST o%
FECTS FOR 12 MONTKS OR 12,000 MILES.

[] NO QUARANTEE ON WORK
PERFORMED

[] 30 DAYS OR 1,000 MILES WHICH-
EVER OCCURS FIRST

[] 90 DAYS OR 4,000 MILES WHICH-
EVER OCCURS FIRST

[J 12 MONTHS OR 12,000 MILES
WHICHEVER OCCURS FiRST

ALL PARTS NEW UNLESS
OTHERWISE NOTED.

NYS R/S NUMBER 7080187

[JCASH [[] CHECK
[mc [JVIsA [jDISCOVER

GCUSTOMER ACKNOWLEDGES
REC. OF COPY X

Thank you for this opportunity to
serva you. it is our aim to perform
all the repairs requested on this
repair order to your complete
satisfaction. If our service wac
safisfactory tell your friends, i
not, please tell us immediatoly.
THANK YOU

BFESTOR Q 0






ATLANTIC CHEVROLET CADILLAC

1356 Sunrise Highway .
BAYSHORE, NY 11706
(631) 665-0002
NYS R/S NUMBER 7080197
ACVISOR TAG NO. TNVGIGE DATE
KRISTINE COLOKA 246 830
LAEOR RATE LIGENEE NO. NILEAGE co
129.99 10 BLK
YEAR / MOKE ¢ MODEL DELIVERY DATE

MASSAPE

15/CHEVROLET TRUCK/ COLORADOQ/EXT CA 01/20/15 10
VEHIGLE 1.0, NO. SELLING DEALER NO. PROOUCTION DATE
=T.E.NO. lwo. R.OD&E

! 01/29/15
COMMENTS
MO: 1(

PERFORM N.Y.S.I. FOR DELIVERY
STICKER 10502362

o E
nnnnnn KK NEANKARRAARATARER

The Aspnalds and Repnokds Curgany ERYNTEINE COAB7S93 Q (0ang)

PAGE 1 OF 1

CUSTOMER COPY

[ END OF INVOICE ]  11:43am

ANY WARRANTIES CN THE PRODUCT S0LD HEREB)
ARE THOSE MADE BY THE MANUFACTURER. THI
SELLER HEREBY EXPRESSLY DISCLAIMS ALL W)

RANTIES, EITHER EXPRESS OR IMPLIED, INCLUDIN
ANY IMPLIED WARRANTY OF MERGHANTABILITY O
FITNESS FOR A PARTIGULAR PURPOSE, AND NEITHE!

____________ JOB # 1 TOTAL LABOR & PARTS 0.00 | L55uMES NOR AUTHORZES ANY OTHER FERSON TC
"""""""""""""""""""""""""""""""""""""""""""""""""""""""""""" ABSUME FOR IT ANY LIABILITY IN CONNECTION WITH
111712 L A SALE OF SAI PRODUCTE:
On behalf of all of us at Atlantic Chevrolet/Cadillac, we TOTAL LABOR.... 0,00 | S O P 1ap0 e
would Tike to THANK i ' . FECTS FOR 12 MONTHS OF 12,000 MILES.
ike @mevou for ygur cogtmued patrongge ek %}ﬁt gﬁlé‘{% o ggg [ NO GUARANTEE ON WORK
) ) TOTAL 6.0.G, ... 0.00 PERFORMED
In an ever increasing need to reduce paper consumption, we TOTAL MISC CHG. 0.00| [J 230 DAYS OR 1,000 MILES WHICH-
?‘25 aslutngt that you paqwde us t;itht’,yo:r email ia«%dress 511) we %{.ﬁt ?II&C DISC 8'00 EVER OCGURS FIRST
contact you regarding upcoming factory recalls, service — TUIAL IAK...... .00 -
specials and/or an effort to receive your overall . TTTLs s QE%EQYosC%?J;go&%‘tL’ES WHICH
e o e e Toes, 10T ORS00 1 v 0n o e
¥ OUTSAE - WHICHEVER OCCURS FIRST
Email Addr@ssse-------c--mene-mmmeneotsiasanaran oo ALL PARTS NEW UNLESS
With your help, we can look forward 1o a.greener future! OTHERWISE NOTED.
YOUR SATISFRCTION TS 0URTTOR PRIOK NYS R/S NUMBER 7080197
o : [JCASH [T CHECK

Mc [vISA [[]DISCOVER

CUSTOMER ACKNOWLEDGES

REC. OF COPY X _

Thank you for this opportunity
serve you. It is our aim to perforn
all the repairs requested on this
repair order to your complete
satisfaction. If our service wa:
satisfactory tell your friends, i
not, please tell us immediately.

THANK YOU

SFeSTIR O {0



TNEW YOuEK

AUTOMOTIVE
G T

ATLANTIC CHEVROLET CADILLAC

1356 Sunrise Highway
BAYSHORE, NY 11706
(631) 665-0002
NYS R/S NUMBER 7080197
CEL
ROVISOR TR@ N, TNVOICE GATE
KRISTINE COLOKA 2467 830 01/29/15
LABOR RATE LICENSE NO. MILEAGE TOok
10 BLK/IET BLK
Yfﬁ%ﬁg\‘;?&fr TRUCK/COLORADO/EXT CAB| D&'\(E)T,?EEO/ 15 10
MASSAPEQUA PK, NY NVEHICLE 10, NO. SELLING DEALER NO. FRODUCTION DATE
l1GCHTAE31F1
FE T E NC. F.O R.O.DATE
01/29/15
COMMENTS
Mo+ 10

PERFORM N.Y.S.I1. FOR DELIVERY
STICKER 10902362

ANY WARRANTIES ON THWE PROOUCT SOLTF HEREBY
ARE THOSE MADE BY THE WANUFACTURER. THE
SELLER HERERY EXPRESSLY DISCLAMS ALL WAR-
FANTIES, EITHEA EXPRESS OR IMPLIED, INCLUDING
ANY MPLIED WARRANTY OF MERCHANTABILITY OR
FITNESS FOR A PARTICULAR PURPOSE, AND NEITHER
ASSUMES NOR AUTHORIZES ANY OTHER PEFSON TO
ABBUNME FOA IT ANY LIASILITY IN COMNECTIGN WiTH
THE SALE OF SAI0 PRODUCTS.

JOB # 1 TOTAL LABOR & PARTS 0.00
mmg..........--..-...--.-...--.__-_...........,-...-....-._...ZZLZIZZZiiiiii-..:::l]liZif'.ii
n behalf of all of us at Atlantic Chevrolet/Cadillac, we TOTAL LABOR.... 0.00
ould Tike to THANK YOU for your contivnued patronage TOTAL PARTS.... 0.00
e AT de e ek e de e e dede s S WSRO AR K A A AR R Aok A R Fedok s fededede e Sodokol k& TOTAL SUBLET... 0.00
T0TAL G.0.G.... 0.00
In an ever increasing need to reduce paper consumption, we TOTAL MISC CHG. 0.00
are asking that you provide us with your email address so we TOTAL HISC DISC 0.00
ay contact you regarding upcoming factery recalls, service TOTAL TAX...... 0.00
specials and/or an effort to receive your overall . TTTaTis
satisfaction input regarding our Service Department. TOTAL INVOICE $ 0.00
WE DO NOT SHARE THIS INFORMATION WITH ANY QUTSIDE SOURCES.
Email Address:s - - -cccremcctriuan st s et
ith your heip, we can look forward to a greener future!!
YOUR SATISFACTION IS OUR TOP PRIORITY!
| Fedededede edededeveve e ke AR R XXX R R Xk K D U P L I C A T E I N V 0 I C E IR RAARRTRE R RRX RN TR AL
PAGE 1 OF 1 SERVICE FILE COPY [ END OF INVOICE ]  11:43am

Ll PRESS TY
wamranty on GENUINE GM Parts
Installed is 12 rnonths or 12000 miles,
All other parts and labor |s covarad for 20
days or 4000 miles, whichever comes first.
The daaler hereby limits any Implled
warranties of merchantability and {liness
0 the same periad.

WARRANTY REPAIRS TQ BE PERFORMED AT
SELLER'S PLACE OF BUSINESS.

THE FOLLOWING ARE NOT COVERED

Y WARR,
FRONT END ALIGNMENT - COOLANT AND COOL-
ANT LEAKS - AIR CONDITIONING SEAL LEAKS -
POLISHES - ELECTRICAL WIRING AND SHORTS
(WHEN NOT RELATED TO ORIGINAL REPAIR) «
FUEL SYSTEM - WHEN DUE TQ CONTAMINATION,

TIRES AND BATTERIES WARRANTED
AT MANUFACTURERS CPTION.
THIS WARRANTY DOES NOT COVEA CONDI-
TIQNS RESULTING FROM MISUSE, NEGLIGENCE,
ACCIDENT OR ALTERATIONS.

Thank you for this opportunity to
gerve you. It Is our aim to perform
all the repairs requesied on this
repair order to your complete
satisfaction. If our service was
satisfactory tell your friends, if
not, piease tell us immediately.
THANK YOU

Storage fee of $35.00 per day
applies if vehicle is not picked
up within 24 hrs of completion.

The Reyaclde and Reynolklz Company ERAINTIN
SFa52849 Q (1



















Aug. 26. 2015 8:50AM

No. 3888

Repair Order Detail - Internal Copy

Page 2, Crealod: OR/Z5MAN1R NT1044 Dra

Miscellaneous/Shop Charge
Deductible

Total Charges

Less Insurance/Adjustment
Sales Tax

Total

P

;

0.00
0.00
0.00
0.00
0.00
0.00













No. 3868 P ¢
Aug. 26. 2015 8:50AM ‘
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Penny Crisp (C)

From: Jason E Perez
Sent: Friday, September 18, 2015 12:00 PM
To: Penny Crisp (C)

Subject: RE: | - scckino arbitration availability 1GCHTAE31F 1|l

Penny,

After reviewing the case | approve a buyback. Who was working with the customer at Robert Chevrolet?

Jason E Perez
Chevrolet Northeast Region
District Manager of Aftersales
Long Island, NY

- Cell
Jason.perez@chevrolet.com
39 Old Ridgebury Road, Suite 1
Danbury, CT 08610

FIND ROADS /—; ' h‘—jr

From: Penny Crisp (C)

Sent: Thursday, September 17, 2015 9:59 AM
To: Jason E Perez

Cc: MILTON HAMILTON; Carlos Aponte

subject: Fw: || - Sccking arbitration availability 1GCHTAE31F 1|l

Importance: High
Jason,

Have you had a chance to review my email below?

I've confirmed the consumer has had 48 days out of service.

He has owned the vehicle for 9 months and has advised he does not trust the reliability.
He declined a vehicle payment.

Would this be a case you would consider settling with a trade?

Please advise.

Arbitration is set for October 2, 2015. | have attached the hearing documents.

Thank You,

Penny Crisp

Arbitration Specialist

General Motors - Business Resource Center
Phone: 866-790-5600 x5911368

Fax: 866-485-4466

penny.crisp@gm.com




From: Penny Crisp (C)
Sent: Wednesday, September 16, 2015 9:17 AM
To: 'jason.perez@gm.com'’

Subject: FW: | GG - sccking arbitration availability 1GCHTAE31F

Importance: High

It looks like this customer has had 37 or more days out of service. He has had transmission issues, steering issues.
Itis my opinion it might be for the best. What are your thoughts?

Thank You,

Penny Crisp

Arbitration Specialist

General Motors - Business Resource Center
Phone: 866-790-5600 x5911368

Fax: 866-485-4466

penny.crisp@gm.com

From: Penny Crisp (C)

Sent: Monday, September 14, 2015 8:17 AM
To: Jason E Perez

Cc: Julia Villareal (C)

subject: RE: | NN - scckino arbitration availability 1GCHTAE31F 1

Jason

Is this a case you would settle with a trade?
Itis my opinion it might be for the best. What are your thoughts?

Thank You,

Penny Crisp

Arbitration Specialist

General Motors - Business Resource Center
Phone: 866-790-5600 x5911368

Fax: 866-485-4466

penny.crisp@gm.com

From: Jason E Perez

Sent: Saturday, September 12, 2015 3:26 PM
To: Penny Crisp (C)

Cc: Julia Villareal (C)

Subject: RE: || GGG - sccking arbitration availability 1GCHTAE31F 1|

Yes, let me know the date. October 2nd will work best.



Jason E Perez
Chevrolet Northeast Region
District Manager of Aftersales
Long Island, NY

- Cell
Jason.perez@chevrolet.com
39 Old Ridgebury Road, Suite 1
Danbury, CT 08610

FINDNEWROADS S, —;_'7_‘ :

From: Penny Crisp (C)

Sent: Friday, September 11, 2015 6:06 PM
To: Jason E Perez

Cc: Julia Villareal (C)

subject: Fw: || - Secking arbitration availability 1GCHTAE31F 1|l

Importance: High

RE:

Customer:
SR#:
VIN#: 1GCHTAE31F
2015 Chevrolet Colorado

BAC#: 11262

Mr. Perez,

It looks like this customer has had 37 or more days out of service. He has had transmission issues, steering issues. The
agent working the file offered a vehicle payment reimbursement. If you would like | could discuss other settlement
strategies with you. In the meantime however BBB is looking to schedule it for arbitration.

BBB would like to schedule this case for arbitration in Farmingdale, NY during the week of Sept. 28" — Oct. 2™.

I am contacting you to inquire if you would like to participate in the arbitration process. Please respond via email on
whether you will want to attend in person, by phone, or will be declining to attend. Should you choose to participate in
the arbitration could you also please advise of the following:

- Which of the provided dates do you prefer?

- Do you prefer a morning or afternoon hearing?

- Would you like the assistance of an Arbitration Specialist over speaker phone at the hearing, or will you wish to defend
the claim for General Motors on your own?

I must provide the BBB an answer within 24 hours. If a response is not received | will have to give a date and time
without your input. Thank you in advance for your cooperation and assistance.

If you have further questions, please contact the Customer Relationship Specialist at the telephone number and
extension above 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.

3



Thank You,

Penny Crisp.

Arbitration Specialist

General Motors - Business Resource Center
Phone: 866-790-5600 x 5911368

Fax: 866-485-4466

penny.crisp@gm.com

From: Gonzalez, Santiago [mailto:SGonzalez@council.bbb.org]
Sent: Friday, September 11, 2015 5:23 PM

To: Penny Crisp (C); Jessica Contreras (C); Kayla Sikes (C)
Subject: - HRG

Importance: High

Hello,

We are scheduling this case for hearing purposes at the BBB in Farmingdale, NY during the week of Sept. 28" — Oct.
2", Please provide me with availability so it may be proposed to hearing site.

Thanks,

Santiago Gonzalez, Dispute Resolution Specialist
Council of Better Business Bureaus, Inc.

p: 800.955.5100 x530

bbb.org Start With Trust®



Columbus copy document requested by nzxIpb at 9:01:24 AM on 9/14/2015

2015 COLORADO 4WD WT EXT CAB
GBA BLACK

H2R JET BLACK / DARK ASH
ORDER NO. H/SRE
VIN 1GC H Fl@

RO e e o o e o e b

/V6G
STOCK NO.

GENERAL MOTORS LLC

RENAISSANCE CENTER

DETROIT
VEHICLE

MI  48243-1114

INVOICE

MODEL & FACTORY OPTIONS MSRP INV AMT RETAIL - SOLD
12M53 COLORADO 4WD WT EXT CAB 26885.00 25809.61 INVOICE 11706714
LFX ENGINE, 3.6L SIDI DOHC V6 VVT 1235.00 1086.80 SHIPPED 10/31/14
* TIRE, 16" SPARE, ALL SEASON EXP 1/T 11/17/14
MYB TRANSMISSION, 6-SPD AUTOMATIC N/C N/C INT COM 11/17/14
NE1 50-STATE EMISSIONS N/C N/C PRC EFF 10/30/14
PCN WT CONVENIENCE PACKAGE INCL: 490.00 431.20 KEYS Z4671 74671
* REMOTE KEYLESS ENTRY WFP-S QTR OPT-1
* CRUISE CONTROL BANK: MANUFACTURE
* EZ LIFT AND LOWER TAILGATE CHG-TO 02-015
* CONTENT THEFT ALARM, THEFT
DETERRENT SYSTEM SHIP WT: 4209
VQK FRONT & REAR SPLASH GUARDS 150.00 132.00 HP: 32.9
(DEALER INSTALLED) GVWR: 5900
GAWR.FT: 3200
GAWR.RR: 3500
EMPLOY: 27436.23
SUPPLR: 28534.61
NTR: 1/2
DAN: SPECT
EMPINC: 1625.34
SUPINC: 526.96
TOTAL MODEL & OPTIONS 28760.00 27459.61 ACT 237 27471.81
DESTINATION CHARGE 875.00 875.00 H/B 261 862.80
DEALER IMR CONTRIBUTION 143.80 ADV 261 143.80
LMA GROUP CONTRIBUTION 287.60 EXP 65A 287 .60
TOTAL 29635.00 28766.01 PAY 310 28766.01

MEMO: TOTAL LESS HOLDBACK AND

APPROX WHOLESALE FINANCE CREDIT 27499.93
AEEEAXEAEIAAAATAAAAATXAATAXAATEAAATAAEAAATATAAXAXAATAAATAAAAITXAXAAXAATAAATAXAAAATAXAAAATIATAXTXAAXAA XXX XX
INVOICE DOES NOT REFLECT DEALER®"S ULTIMATE COST BECAUSE OF MANUFACTURER
REBATES, ALLOWANCES, INCENTIVES, HOLDBACK, FINANCE CREDIT AND RETURN TO
DEALER OF ADVERTISING MONIES, ALL OF WHICH MAY APPLY TO VEHICLE.

AEEEAAEITEAAAAAAAATAATAXAATEAAATXAATEAAAXTAAAAATEAAATXAXAAAATXAXAAXAATAAATAIAAAIATXAXAAAATATXAITXAAXAA XXX XX

ATLANTIC CHEVROLET CADILLAC












Case Number:
Originator Name:

Created Date: 10/07/2015

Vehicle Info
*VIN: 1GCHTAE31F
Year: 2015

Vehicle Comments & TAC Explanation:

Alicia (.:alvez 512-386-0501 alicia.galvez@gm.com

MSRP: 29635.0
Make: Chevrolet

*TAC #:
Model:

Caller?s Name & Position (For rental facilities, list phone # & shop address): Oscar Magana tech

*Date Reviewed with Customer: 09/18/2015
Original Purchase Date:

Vehicle Owner(s)
Entity Type

* Names(s) on Title: N
I
e —————

Massapequa Park

* Primary Owner:
* Address
* City
* Day Phone:
* E-mail:
* Reason Repurchase

UCC Codes

Person

Ttransmission - Inoperable

12/01/2014

*Repurchase Mileage:
* Original Purchase Condition:

* Title State: NY

* State NY
* Home Phone: NN

* Fax Phone:

(K3003) Transmission - Automatic - Inoperative

(M0112) Steering - General - Power - Lack of

Vehicle Lien Holder

Type of Secured Interest: Standard Lien
Contact or Attention:

Address
City
Day Phone:

Original Selling Dealer

* Dealer #:
Region:

* Phone:

* Contact Name:

Repurchasing Dealer:
* Dealer #:
Region:

* Phone:
* Contact Name:

Repair
* Contact Name:

Vehicle Location:
* Dealer #:
Region:
* Phone:
* Contact Name:

516-561-0030

169651

40

(631) 665-0002
Vinny Barbado

111262

40

(516) 931-1145
John Bariola

John Bariola

111262

40

(516) 931-1145
John Bariola

1200
New

*ZIP Code:

Colorado

* Cell Phone: NG

* Company:Nassau Educators Fed. Account #:

State NY
Fax:

ZIP Code:
E-mail:

Dealer Name: ATLANTIC CHEVROLET CADILLAC

District: 4113
Fax: (631) 665-0006
* Contact TitleSService Manager

E-Mail:

Dealer Name: ROBERT CHEVROLET INC

District: 4113
Fax: (516) 931-0684
* Contact Title Sales manager

* Contact Title:Sales Manager

E-Mail:

Dealer Name: ROBERT CHEVROLET IN..

District: 4113
Fax: (516) 931-0684
* Contact Titl&ales Manager

E-Mail:

November 09, 2015

Page 1 of 2



Case Number: q
Originator Name: Alicia Galvez 512-386-0501 alicia.galvez@gm.com
Created Date: 10/07/2015

Transaction Details

Siebel Request#: N * DispositionAuction
State: NY * Type: Trade - New Finance
Source: DMA Voluntary
Replacement VIN: -
Compliance Date:  2015-09-18 Compliance Type: BBB Mediated
MSRP: 32930.0 Order #: [
Repurchase:
no usage no state tax fees
* Processing Instructions: MSRP to MSRP if he upgrades he is responsible for difference and taxes on difference
Disposition:
Auction

* Processing Instructions:

Transaction Details

Usage Use Lemon Law  NA Usage per Lemon Law 0
Sales Tax Customer NA Sales Tax 0
State/Gov Fees Customer NA Fees 0
After Market Item(s) Does Not Apply NA No Aftermarket Items 0
Negative Equity Customer NA Negative Equity 0
Over Allowance Amount Customer NA Over Allowance 0

November 09, 2015 Page 2 of 2












STANDARD TRADE REPURCHASE WORKSHEET

File Number

Old Vehicle VIN:

Customer Name

New Vehicle VIN:

Worksheet filled out by:
Mike Rankin
Date:

lGCHTAE31F1- 1ceHTCE32G N November 9, 2015
TRADE REPURCHASE

Replacement Veh.Cost (231/237) $30,272.60 G ACT 237 $30,272.60
Conversion / Upfit Cost $0.00 E
State Sales Tax $284.19 N 8.63%
Additional Tax $12.50 E NY State Tire Tax
Reg./Lic./Title Fees (opt) $155.00 R $75 Title + $80 Registration Transfer
Taxes Reimbursed on old vehicle $0.00 A
Fees (Explain) $0.00 L
State Fees $10.00 M NY State Inspection
Items below not shown on new Bill of Sale O
Cost to transfer Aftermarket Items $0.00 T
Unused portion of non-GMPP $0.00 O
H/B, ADV, EXP $0.00 R
Transportation Fees $0.00 S
Misc. (Explain) $0.00

Total Replacement Price $30,734.29
State Sales Tax $0.00
Additional Tax $0.00
Reg./Lic./Title Fees (opt) $0.00 C
New Aftermarket ltems $0.00 U
Fees (Explain) $0.00 S
State Fees $0.00 T
Items below contibute to trade-in allowance O
Usage/Depreciation $0.00 M Usage waived
Damage $0.00 E
MSRP Upgrade $3,295.00 R MSRP of Repurchase Vehicle $29,635.00
MSRP Downgrade (deducted) $0.00 MSRP of Replacement Vehicle $32,930.00
Reimb. of Aft. Mkts on Old Unit $0.00
Misc. Customer Credit $0.00
Less Dealer Contribution to Cust $0.00
Total Customer Cost $3,295.00
Trade Repurchase Amount $27,439.29
Attorney Fees $0.00
Total Repurchase Amount $27,439.29
Less Dealer Contribution to GM $0.00
(30-day) Lien Payoff $7,128.56
Good Through (12/09/15)
Dealer Due to GM NA
GM Due to Dealer $20,310.73 Authorized Signature Date
NADA (Legal Only) $0.00 **This is a "work in process" until approved
Est. Auction Price (Legal Only) $0.00 by a Authorized Representative**
Projected (Loss) -$27,439.29 (Repurchase Group Only)

Form Rev 11/11/2005




BILL OF SALE

Purchase Price (New Unit) $30,272.60
State Sales Tax $284.19
Additional Tax $12.50
Reg./Lic./Title Fees (opt) $155.00
New Aftermarket ltems $0.00
State Fees $10.00
Fees $0.00
Less Dealer Contribution to Cust $0.00
Subtotal $30,734.29
Trade-In Allowance $26,977.60
Loan Payoff $7,128.56
Net Allowance $19,849.04
Cash on Delivery (Paid by GM) $461.69
Total Balance Due $10,423.56
Amount to Dealer for additional Fees $0.00

New Vehicle VIN:

16cHTCE32G

Form Rev 11/11/2005




Case Number:
Originator Name: Dwellion Howard 770-880-7276 dwellion.howard@gm.com

Created Date: 08/11/2015
Vehicle Info
*VIN: 1GCGTCE3OF MSRP: 37860.0 *TAC #:
Year: 2015 Make: Chevrolet Model: Colorado

Vehicle Comments & TAC Explanation:

*Date Reviewed with Customer: 01/01/1900 *Repurchase Mileage: 0
Original Purchase Date: 01/01/1900 * Original Purchase Condition: New
Stipend Amount: $11,924.61
Vehicle Owner(s) Entity Type Person
* Names(s) on Title: NG * Title State: GA
* Primary Owner: I
* Address
* City * State *ZIP Code:
* Day Phone: ] * Home Phone: NN * Cell Phone NN
* E-mail: * Fax Phone:

* Reason Repurchase Power Steering failure

UCC Codes
State

Vehicle Lien Holder

Type of Secured Interest: * Company: Account #:

Contact or Attention:

Address

City State ZIP Code:

Day Phone: Fax: E-mail:
Original Selling Dealer

* Dealer #: Dealer Name:

Region: District:

* Phone: Fax:

* Contact Name: * Contact Title: E-Mail:
Repurchasing Dealer: -

* Dealer #: 256804 Dealer Name: RICK HENDRICK CHEVROLET OF BUFORD

Region: 30 District: 3113

* Phone: (678) 745-2500 Fax: (678) 745-2501

* Contact Name: Michael Dinardi * Contact Title E-Mail:
Repair

* Contact Name: * Contact Title:
Vehicle Location: -

* Company Name:

Phone: Fax:

* Contact Name: * Contact Title E-Mail:

Address:

City ZIP Code:

August 12,2015 Page 1 of 2



Case Number:
Originator Name: Dwellion Howard 770-880-7276 dwellion.howard@gm.com
Created Date: 08/11/2015

Transaction Details

Siebel Request #: * Disposition:
State: * Type:
Source:
Replacement VIN: 1GCGTCE3GF N Year: 2015 Make: Chevrolet Model: Colorado
Compliance Date: Compliance Type:
MSRP: 0.0 Order #:
Repurchase:

* Processing Instructions:

Disposition:

* Processing Instructions:

Transaction Details

August 12, 2015 Page 2 of 2



Chris Murin

From: Dwellion Howard <dwellion.howard@chevrolet.com>

Sent: Wednesday, August 12, 2015 11:17 AM

To: Chris Murin

Subject: FW: Trade Assust Stipned in Excess of 15% - 1 attachment DELETE WHEN FINAL
Attachments: I 08-11-15.xIsx

Chris,

Just a heads up on the approval.....this customer is one of the most impatient | have ever worked with!!!

Dwellion

Dwellion Howard

District Manager Aftersales

General Motors — Southeast Region
Customer Care and Aftersales

cell

fax: 678-828-8186
dwellion.howard@gm.com

s {{f) omc \?}

SEMERAL MOTORS COMPANMNTY

From: Wes M. Preece

Sent: Wednesday, August 12, 2015 10:44 AM

To: Christine Samsell

Cc: Dave Umberg; Dwellion Howard

Subject: FW: Trade Assust Stipned in Excess of 15% - 1 attachment DELETE WHEN FINAL

Christine, approve exchange; exceeds 15%.
Thanks

wes

From: Dwellion Howard

Sent: Wednesday, August 12, 2015 9:53 AM

To: Wes M. Preece

Cc: Dave Umberg

Subject: FW: Trade Assust Stipned in Excess of 15% - 1 attachment DELETE WHEN FINAL

Wes,

| am unable to contact Dave and this customer is as impatient as any | have ever dealt with. Can you go ahead and
approve this? This is the Executive CAC case that you passed to me.

Thanks,



Dwellion

Dwellion Howard

District Manager Aftersales
General Motors - Southeast Region
Customer Care and Aftersales

cell: I

fax: 678-828-8186
dwellion.howard@gm.com

Sent from my mobile device.

From: Dwellion Howard [dwellion.howard@chevrolet.com]

Received: Tuesday, 11 Aug 2015, 5:30PM

To: Dave Umberg [dave.umberg@chevrolet.com]

Subject: Trade Assust Stipned in Excess of 15% - 1 attachment DELETE WHEN FINAL

Dave,

I’'m seeking your approval on a GM Exchange for a stipend that exceeds 15% of MSRP. The vehicle is 2015 Colorado,
VIN 1GCGTCE3OF1jll. NOTE!! This was Executive CAC case |||} ]l \which Wes Preece was
involved and decided that the owner should be traded with no owner participation. The vehicle was purchased on
02/10/2015 and currently has 7,300 miles. The owner experienced a power steering failure in south GA while returning
from a Florida vacation. During this time the owner experienced numerous difficulties including the necessity to leave his
boat and other personal property in south GA and being given a compact rental vehicle in place of his mid-size

truck. Parts were not available for the repair and the owner was out of his vehicle for over two weeks before he contacted
Mary Barra thru the Executive CAC. The owner was also afraid to drive the repaired vehicle due to the power steering
failure, hence Wes'’s decision to trade the owner.

The owner and dealer are requesting that we trade into another 2015 Colorado, 1IGCGTCE36F1jjjjilij. Per Wes's
decision the owner will pay no use. The only ‘suitable’ replacement vehicle has an MSRP that is $1,320 less than the
original but was missing equipment that had to be added to the replacement vehicle for an additional expense of
$2,283.63. This added equipment included an upgrade of the Infotainment system to navigation, front and rear splash
guards, and tinted windows. It was also necessary to swap wheel locks, all weather floor mats, assist steps, folding
tonneau cover, bed liner, and bed rails from the current vehicle to the replacement vehicle. The selling dealership added
or swapped these parts at near cost to facilitate the sale. Per Wes’s instructions to swap keys with the owner, this
requires a stipend of $11,924.61 or 31.4%. It is also important to note that the owner was given the opportunity to special
order a replacement vehicle to which he refused and would have only accepted a straight repurchase had that been
necessary, therefore we added the missing accessories to the replacement vehicle. Please see the attached Exchange
Calculation Worksheet and let me know if you need any additional information.

Dwellion

Dwellion Howard

District Manager Aftersales

General Motors — Southeast Region
Customer Care and Aftersales

cell:

fax: 678-828-8186
dwellion.howard@gm.com




s ({) omc \?}

SEMERAL MOTORS COMPANY

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

Confidentiality Note: This message isintended 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.






Liliana Campuzano (C)

From: Liliana Campuzano (C)

Sent: Friday, October 30, 2015 9:47 AM

To: ‘atodd@lemonlawgrouppartners.com’

Cc: '‘Maritza A'

Subject: Fw: Offe ] v. General Motors

Attachments: Offer 10.20.15.pdf; Release of Claim 10.20.15.pdf; 10 Day Ltr.doc
Good Day,

We’re following up with you in regards to GM’s offer communicated on 10/20/2015. Please advise as to
your client’s position at your earliest convenience.

Best regards,

Liliana Campuzano

General Motors

Mediation Liaison/BRC

Liliana.Campuzano@gm.com

PH: 866-790-5600 ext: 5911092/ Fax: 866-874-5908

From: Liliana Campuzano (C)

Sent: Tuesday, October 27, 2015 10:50 AM
To: 'atodd@lemonlawgrouppartners.com’
Cc: 'Maritza A’

Subject: FW: Offejjjjjj v. General Motors

Good Day,

Please accept this request for confirmation regarding the customer's decision regarding acceptance or
rejection of the settlement offer communicated on 10/20/2015 at your earliest convenience.

Best regards,

Liliana Campuzano

General Motors

Mediation Liaison/BRC

Liliana.Campuzano@gm.com

PH: 866-790-5600 ext: 5911092/ Fax: 866-874-5908

From: Liliana Campuzano (C)

Sent: Friday, October 23, 2015 10:35 AM
To: 'Aaron Todd'

Cc: 'Maritza A’

Subject: RE: Offe ] v. General Motors



Good Day,

Thank you for the correspondence; the offer letter and release dated 10/20/2015 was drafted correctly.
Please provide confirmation regarding the customer's decision regarding acceptance or rejection of the
settlement offer at your earliest convenience.

Best regards,

Liliana Campuzano

General Motors

Mediation Liaison/BRC

Liliana.Campuzano@gm.com

PH: 866-790-5600 ext: 5911092/ Fax: 866-874-5908

From: Aaron Todd [mailto:atodd@Ilemonlawgrouppartners.com]
Sent: Tuesday, October 20, 2015 5:30 PM

To: Liliana Campuzano (C)

Cc: Maritza A

Subject: Re: Offefjjjjjij v. General Motors

Please let me know if the offer letter and release we already have are good, or if you will need to revise either of
them based on the registration.

Regards

Aaron Todd

Lemon Law Group Partners, PLC
Phone: (888) 415-0610 Ext. 102
Fax: (888) 809-7010
atodd@lemonlawgrouppartners.com

LEMON LAW GROUP

On Oct 20, 2015, at 5:03 PM, Maritza A <maritza@lemonlawgrouppartners.com> wrote:

The client accepts. Please see attached registration.

On Tue, Oct 20, 2015 at 1:55 PM, Liliana Campuzano (C) <liliana.campuzano@gm.com>
wrote:

I
Service Request: ||| G




Vehicle: 2015 Chevrolet Colorado

Vehicle Identification Number: 1GCGTBE38F1-

Good Day,

Responding to your counter demand dated 10/12/2015; GM would like to extend the
following offer for consideration. Please review the attached offer letter and advise.

Best regards,

Liliana Campuzano
General Motors
Mediation Liaison/BRC

Liliana.Campuzano@gm.com

PH: 866-790-5600 ext: 5911092/ Fax: 866-874-5908

From: Maritza A [mailto: maritza@lemonlawgrouppartners.com]
Sent: Tuesday, October 20, 2015 12:43 PM

To: Liliana Campuzano (C)

Subject: Re: FW: Offeljjjjjjijv. General Motors

They are interested in a cash settlement.

On Mon, Oct 19, 2015 at 3:32 PM, Liliana Campuzano (C) <liliana.campuzano@gm.com>
wrote:

Good Day,



Please advise if your client is still interested in a cash settlement, thank you.

Best regards,

Liliana Campuzano
General Motors
Mediation Liaison/BRC

Liliana.Campuzano@gm.com

PH: 866-790-5600 ext: 5911092/ Fax: 866-874-5908

From: Maritza A [mailto: maritza@lemonlawgrouppartners.com]
Sent: Monday, October 12, 2015 10:04 AM

To: Liliana Campuzano (C)

Subject: Re: FW: OffejjJij v. General Motors

CONFIDENTIAL INADMISSIBLE AND FOR SETTLEMENT PURPOSES ONLY
PURSUANT TO RULES OF EVIDENCE

Re:
Vehicle: 2015 Chevrolet Colorado
VIN: 16caTBE3SF I

Dear Ms. Campuzano:

We received your offer for $4,000 inclusive of attorney fees and costs.



At this point, our client is willing to settle this matter for $10,000 inclusive of attorney fees and
costs. This offer to compromise will remain valid for 7 days. Please contact me to discuss after
you have had an opportunity to review.

On Fri, Oct 9, 2015 at 1:23 PM, Maritza A <maritza@lemonlawgrouppartners.com> wrote:

Good afternoon.

Any updates?

On Thu, Oct 8, 2015 at 6:17 PM, Maritza A <maritza@lemonlawgrouppartners.com> wrote:

Would they be willing to replace his vehicle?

On Mon, Oct 5, 2015 at 10:33 AM, Liliana Campuzano (C) <liliana.campuzano@gm.com>
wrote:

Good Day,

Please accept this request for confirmation regarding the customer’s decision regarding
acceptance or rejection of the settlement offer communicated on September 28, 2015 at
your earliest convenience.

Best regards,

Liliana Campuzano
General Motors
Mediation Liaison/BRC

Liliana.Campuzano@gm.com

PH: 866-790-5600 ext: 5911092/ Fax: 866-874-5908




From: Liliana Campuzano (C)

Sent: Monday, September 28, 2015 10:27 AM
To: 'Maritza A’

Subject: Offefjjjij v- General Motors

Good Day,

Responding to your counter demand of September 23, 2015. Based on our assessment of
this case at this time General Motors is not considering a vehicle

repurchase. Notwithstanding, we are extending the following for client’s

consideration. Please review and advise accordingly.

Best regards,

Liliana Campuzano
General Motors
Mediation Liaison/BRC

Liliana.Campuzano@gm.com

PH: 866-790-5600 ext: 5911092/ Fax: 866-874-5908

From: Maritza A [mailto:maritza@lemonlawgrouppartners.com]
Sent: Wednesday, September 23, 2015 3:43 PM

To: Liliana Campuzano (C)

Subject: Re: Follow ufjjjij v- General Motors

CONFIDENTIAL INADMISSIBLE AND FOR SETTLEMENT PURPOSES ONLY
PURSUANT TO RULES OF EVIDENCE



RE:
Vehicle: 2015 Chevrolet Colorado

VIN: 16cGTRESF I

Dear Ms. Campuzano:

We received your offer for $4,000 inclusive of attorney fees and costs.

At this point, our client is willing to settle this matter for a repurchase plus attorney fees and
costs. This offer to compromise will remain valid for 7 days. Please contact me to discuss after
you have had an opportunity to review.

On Wed, Sep 23, 2015 at 3:24 PM, Liliana Campuzano (C) <liliana.campuzano@gm.com>
wrote:

<image001.jpg>

g
Service Request:_

Vehicle: 2015 Chevrolet Colorado

Vehicle Identification Number: 1GCGTBE3SF I}

Good Day,

Please accept this request for confirmation regarding the customer's decision regarding acceptance or
rejection of the settlement offer communicated on 9/18/2015 at your earliest convenience. Please
forward a copy of your client’s current vehicle registration.



Best regards,

Liliana Campuzano
General Motors
Mediation Liaison/BRC

Liliana.Campuzano@gm.com

PH: 866-790-5600 ext: 5911092/ Fax: 866-874-5908

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.

Best regards,

Maritza lzquierdo
Paralegal
Lemon Law Group Partners, PLC

Phone: (888) 415-0610 Ext. 110
Fax: (888) 809-7010
maritza@lemonlawgrouppartners.com




LEMON LAW GROUP

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.

Best regards,

Maritza lzquierdo
Paralegal
Lemon Law Group Partners, PLC

Phone: (888) 415-0610 Ext. 110
Fax: (888) 809-7010
maritza@lemonlawgrouppartners.com

LEMON LAW GROUP



Best regards,

Maritza lzquierdo
Paralegal
Lemon Law Group Partners, PLC

Phone: (888) 415-0610 Ext. 110
Fax: (888) 809-7010
maritza@lemonlawgrouppartners.com

LEMON LAW GROUP

Best regards,

Maritza lzquierdo
Paralegal
Lemon Law Group Partners, PLC

Phone: (888) 415-0610 Ext. 110
Fax: (888) 809-7010
maritza@lemonlawgrouppartners.com

LEMON LAW GROUP

10



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.

Best regards,

Maritza lzquierdo
Paralegal
Lemon Law Group Partners, PLC

Phone: (888) 415-0610 Ext. 110
Fax: (888) 809-7010
maritza@lemonlawgrouppartners.com

LEMON LAW GROUP

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.

11



Best regards,

Maritza lzquierdo
Paralegal
Lemon Law Group Partners, PLC

Phone: (888) 415-0610 Ext. 110
Fax: (888) 809-7010
maritza@lemonlawgrouppartners.com

LEMON LAW GROUP

I cvistration. pdf>
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355 05 vaxp ssn £356.05 S

* TOTAL MODEE & OPTICNS: e

. -DESTINATION CHARGE <"

' DEALER IMR CONTRIBUTION
LMA GROUP CONTRIBUTION :/

To?AL AR T 56580;00‘ §de9ﬁaé PAY 310~2§9€€~44- ZZ
MEMO: TOTAL LESS HOLDBACK AND © ' ity L 3{76@&
APPROX WHOLESALE FINANCE'CREDIT - . ° 3345451 :

’iﬁ'ﬁf’***"t*‘.i*iﬁﬁ*iﬁit*i&ii**i*lk‘tik*t*‘ﬁ***t**ﬂtitfiiQﬁ*l*itii‘it*i*i

INVOICE DOES. NOT RBFLECT DEALER'S ULTIMATE COST: BECAUSE OF MANUEACTURER
REEATES, ALLOWANCES, INCENTIVES, HOLDBACK, FINANCE CREDIT AND RETORN TO
DEALER OF ADVERTISING MONIES; 'ALL OF WHICH MAY-APPLY TO- VEHICLE.:

tit*t***ttti***t*h*ﬁ*il‘***ﬂ!kk****'btiit*iti‘ti’ﬁ*tﬁ*iii#*iﬁﬁ‘ﬁ*"'ﬁti—-ﬁéib

ROBERT DENCOYER CHEVROLET, INC..

httpé://wﬁvw.autopaﬁners.net/apps/glnﬁgvdabp/nagmc)dMailbox.do?teqtypc view. 2/20/2015:
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Robert DeNooyer Chevrolet, Inc.
600 E. 8th Street
Holland, Ml 49423
(616) 396-2333
L] ey DATE N
1cccTBE3sF 1| N 07102115
YEAR WAKE MODEL COLOR TINE W
2015 |CHEVROLET |{COLORADO L [BLACK Holland Mi 08:31
WLESN NUES QUT FAT UsE L. cLoath
6466 6466 02/26/15 07/27/15 09:58
SEE REw, nus. CEL WRITER
(616) - () - CARMEN
(1) C/S THE VEH HAS BEEN USING COOLANT
HAS HAD TO ADD COOLANT 4067490 6061 0327 [85] 176 293.92 1675.87
ENGINE EAS OVER HEATED 89022218 (DYE) 1 2.40 3.36
COOLANT A TOUCH LOW, P-TESTED COOLING SYSTEM 12634318 {GASKET 01844) 1 2,54 5.59
FOR 30MIN FOUND PRESSUR E LOSS BUT NO VISABLE 12622550 (SEAL 01123) 1 6.35 13.97
LEAKS. ADDED COOLANT DYE AND RAN. NO LEAKS. 12566425 (SEAL 01173) 1 2,62 5.76
P TESTED 1HR NO VISABLE LEAKS. CALLED TAC . N 12584040 (SEAL 01154) 1 2.57 5.65
O OTHER CASES. PTESTED OVER WEEKEND AND PRESS 11565873 (BOLT) 1 3,01 4.21
URE DROPPED 8 PSI AND COOLANT PUDDLE ON GROUN 12646459 (GASKET KIT) 1 15.85 22.18
D. 12652805 (ENGINE) 1 3952.00 5532.80
FOUND COCLANT COMING FROM BEHIND LEFT MOTORMO 12664358 {SEAL) 1 8.12 11.37
UNT, REMOVED MOUNT AND STARTER FOUND COOLANT 20833953 (GASKET) 2 5.62 7.86
LEAKING FROM BLOCK DUE TO POROSITY, NEXT LINE 22971963 (GASKET) 2 2.26 3.16
15293000 (DEXOS1 5W30) 6 16.02 22 .44
DENOOYER R 84324 .00 714.00
Total Labor .....iivviiieniennneas 293.52 1675.87
Total Parts .........cciviiinnenns 4019.36 5638.36
Total Sublet ............cciieennn .00 714.00
(B5-1879 JASON-M23B725) A Total Repair (Warranty J).......ccieuiiennnn 8028.23
{2) TRANSPORTATION
COURTESY TRANSPORTATION/SHUTTLE Labor [85] .00
25 DAYS DRACS
{85~1879 JASON-M238725) A Total Repair (Warranty J ... o ivvervenves .00
{(3) CONTINUE FROM LINE 1
CALLED TAC AND THEY SAD YES REPLACE ENG. INST Labor [85] .00
ALLED GM ENG. HAD TO TRANSFER OIL PAN,FRT COV
ER,OIL FILTER ADAPTER HOUSING. REASS CORE ENG
INSTALLED GM ENG WITH REQ GASKETS. PRELUBED
ENG. FILLED FLUIDS AND RECHARGED AC. RAN.
RELEARENED IDLE.
TEST DROVE 10 MILES ALL OK
{85-1878% JASON-M238725) A Total Repaixr (Warranty )....cvevevvivvnnae .00
-=C/P~= W/ Cm~ ==INT~~ -Total- Gross
Labor Time 0 176 0 176
Total Labor .00 1675.87 .00 1675.87 B82.5%
Total Parts .00 5638.36 .00 5638.36 28.7%
Total G/0/G .00 .00 .00 .00 .0%
Total Sublet .00 714.00 .00 714.00 100.0%
R/O .00 8028.23 .00 8028.23 (N/R)
wiC INT CUSTOMER
1675.87 .00 | Labor .00
5638.36 .00 | Parts .00
714.00 .00 | Sublet .00
Warr Deduct .00
.00 .00 | Shop Supplies .00
.00 .00 | 0il/Grease .00
.00 .00 | Less Disc. .00
8028.23 .00 | Total .00
Page 1 of 1 Printed 1 tima (s) ;88 j83 :2:: :gg
Job 84324 .00 .00 } Tire Tax .00
R/O HISTORY 8028.23 .00 [ TOTAL (CHRG) .00
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Repair Estimate:

Total Additional Components Required i Repair Assembly> $150) $0.00
5 D st Gunmarized Repaic tems dnder. $150.00. ]

Other Other
Repair Labor  tabor Labor Labor  Labor Total
Cormponents Required 15 Hourtly " Hourly QLH Labor
Repalr Assembly > $150 _ Part Number; [Part Cost] Labor Op. Cole: Hours Rate: Cost: Hours: Rate: Cost Cost:
input Repair _.M.__Eq.“ * _

1 ‘Op. Coda $£0.00 .00 $0.90 $0.00:
2
3
) !
. |
‘ LN\

Tetal Component Part Cost Reguired to Repair N\ 50.40

LComeman Part for both Replace.and n

Repalr. Example: Radiator Paxt Numbek; [Part Cdst] ﬁSS.Q_u

\_ N b |
1 A r
: s A\ ¢
N /Q

3 C
4 s ]
5 E
[ F
7 G

Common Part for both Replace and
Repair. Example: Radiator

Part Number; |Part Cost

1 |a $0.00
z {8 $0.00
FI $0.00
4 Ip 50.00
s | $0.00,
6 |F $0.00,
7_le .

Tatal Additional Comtponents Renuired to Replace Assembly > $150)
L T T Summarized Rapair kems under$150.00;

Total Part Cost:

Grand Total
Total Part Cost; . " $0.00
Replacement Component Assembly Estimate: Assembly Other  Other
Replacement Labor Labor  Labor Laber Labor Tetal
AssemBbly Parl _ Hourly Hourly Labor
Description Part Number: |Part Costf Labor Op, Code Hours Rate: Cost:  Hours;  Rate: OLHGost Cost:
Chonse from onie
Assembly - below _ ma.nn_ «a.nc_ _ «o.no_ «c.co_ 50.00
(1631480 e | WYX
i N

[Serz ol 7990 0434 -

+ihe Diny o014

(3.6

.—\Mrw “Feanfer £t Q...\\nL x_ns\pgn.,_?

“4

ﬁ‘v.hr\.

Grand Total

I $0.00






232

Fax
15:28:41 08-19-2015
»

GM *Rental Vehicle* Documentation Form
For use when there is & rental cherge to General Motors. Attach to repalr order after Faxed to AVM atz 616-25 -0034.

Al

Dealership: _ R.0. No. Vehicle being serviced?

Vehicle Rented? ‘ Enterprise Rent-A-Car? _'___ Yes  No_ GMMake? _ Yes __ No
If “No", please explain: Date Customer in Rental: Date Qut:
Number of Days: Allowance First Day Only: : Allowance Thereafter:

Hote belew what was taking place each day of rental period

Day ) ga;ag\ I?ayqo Daym D9 Day§ 3 Dayf Lf

s | | mm

C q,“-‘f” ny "Ju,v( T, €=‘>L | lodkeaf’| | pnr A0

o : - ‘f PF p‘)L({ )o{;;./
e | |Closed | | 1o - : \ ‘
said | | | | replewe |
Clepod || Mg

~ Parts Expediting ] A i _

Needed Pari(s): I Part Nirmber(s):

Attempt made to Obtain part(s) locally? ___Yes _ No(f*No”, why not?) _

Date Part Ordered: Part on Back Order? ___Yes __ No Date Part Received:

SPAC Case Number: ____. Date of SPAC order: Date SPAC part Received:

‘ Ramember that SPAC Information is Required to use Labor Op Z7907. Refer to Bulletin #02-00-89-004B.

Repair Information

Nature of problem:____
Technician working on vehicle:
Technical Assistance involved? __ Yes = Datel _ _ Case mumber:
Other Comments: '

SERVICE, MANAGER REVIEW;

1Reason for extension:

|Service Manager Signature: ___ Review Date;

Nimmber of days requested for warramiy to GM: i

Copy of rental invoica attached toRO; __Yes __No (i “No”, why not?)

Revised 1-5-05

e Frove tme Ward Creva o Renaif Oirder. ATl cases bevond normal 3 day limit, will require this form

19/24
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GM *Rental Vehicle* Documexitation Form

For use when there is & rental charge to General Motors. Attach to repalr arder after Faxed to AVM atz 616-257-0034.

Y

Dealership: __ R.0. No. Vehicle being serviced?

Vehicle Rented? ‘ Enterprise Renit-A-Car? :___ Yes _ No__ GM Make? __ Yes___No
If “No”, please explain: | Date Customer in Rental: Date Out:
Number of Days: Allowance First Dsy Only: : Allowance Thereafter:

ote helow whatwas taking place each day of rental period

Al oak” Guy™| | M4 i V@‘ ik | |

by Deyple  Dayj- Dy Dwpg  Dasp  DuZ

0 o L

' v .
choeel| | closed | < ;‘ gy | |

N
9{< 1 | Rty Wpfﬂc@

~ Parts Expediting

{Date Pazt Ordered: Part an Back Order? ___Yes __.No Date Part Received:

Needed Part(s): l . Part Nz:mberfs}:

Attemjt made to obtzin part() locally? __ Yes __No (Gf"NO", why not?)

SPACCasaNu_mber:' . Date of SPAC order: _ Date SPAC part Received:
W@M@Acwmmmmnmmdmmmm@mm. Refer to Bulletin #02-00-89-004B.

‘Repaix Taformation

1 Reason for extension:

1Service Manager Signature: . Review Date:

Natore of problem: _
Technician working on vehicle:
‘| Technical Assistance inrvolved? _ Yes = Date: , Case number:
Other Comments: ) '
SERVICE MANAGER REVIEW:

Mumber of days requested for warramty to GM: i

Copy of remtal invoice attached to RO: - _,__Yes. ___No (i “No”, why not?)

ﬁeviwd 1-5-05

e L . 40 v Lo AW aed Miane Al DanaidNndor  All pacar havnnd nmﬂ]a] 3 dav Hﬂlit. Wi]] rmuire ﬂ]is fOI'I!J

20 /24
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Fax

GM *Rental Vehlcle* Documentatmn Form

 For use when there is a retal charge to General Motors.

15:29:33 08-19-2015

to repalr arder afier Faxed to AVM aft 616-257-0034.

Dealership: R.0. No. Vehicle being serviced?

Vehicle Rented? ____ Enterprise Rent-A-Car? j___Yes __No__GM Make? __ Yes_No
If “No”, please explain: Date Customer in Rentalt Date Out:
Number of Days: Allowance First Day Only: Allowance Thereafter:

Note helow what was taking place each day ef rental period

oY

ey ML~ DwZj DyZ{ D2 ¢ Day3 Day6 Day 7
o e L b
2| | ol | | closet| i |
,g%‘u/ B . .
) Parts edi _
Needed Part(s): Part Number(s);
Atbamptmmlctoobtmnpml(s)locally? No(!f"No” whynnt?)
Date Part Ordered: PaﬂmBackOrder? Yes ___No DatePast Recaived: _
SPAE Case Number: Date af SPAC order: Date SPAC past Received:

Remenﬂ:ﬂt that smc Information is Reqmred 40 use Labor Op 27907. Referto Bulletin #02-00-89-004B.

Repair Information

Nature of problem:
Technician working on yehicle:
1 Techmical Assistance jnvolved? __
Other Comments:

Case nmnber:

Yes = Dater _ .

SERVICE MANAGER REVIEW:

Nmnberufdaysreqmtedfntwm_to@ﬁ: i
‘| Reason for extension:

Copy of rental invoice attached to RO: ___Yes. __No (i “No”, why nat?)
_|Service Manager Signature: . -

Review Date! —

Revised 1-5-05

— P -« t ¥

Tt s A D amnidtCiedor ATl pacer hevand narmal 3 dav limit, will require this form

21/24















Liliana Campuzano (C)

From: Liliana Campuzano (C)

Sent: Tuesday, October 27, 2015 10:50 AM

To: ‘atodd@lemonlawgrouppartners.com’

Cc: '‘Maritza A'

Subject: Fw: Offer JJJjij v. General Motors
Attachments: Offer 10.20.15.pdf; Release of Claim 10.20.15.pdf
Good Day,

Please accept this request for confirmation regarding the customer's decision regarding acceptance or
rejection of the settlement offer communicated on 10/20/2015 at your earliest convenience.

Best regards,

Liliana Campuzano

General Motors

Mediation Liaison/BRC

Liliana.Campuzano@gm.com

PH: 866-790-5600 ext: 5911092/ Fax: 866-874-5908

From: Liliana Campuzano (C)

Sent: Friday, October 23, 2015 10:35 AM
To: 'Aaron Todd'

Cc: 'Maritza A’

Subject: RE: Offer JJjjijv- General Motors

Good Day,

Thank you for the correspondence; the offer letter and release dated 10/20/2015 was drafted correctly.
Please provide confirmation regarding the customer's decision regarding acceptance or rejection of the
settlement offer at your earliest convenience.

Best regards,

Liliana Campuzano

General Motors

Mediation Liaison/BRC

Liliana.Campuzano@gm.com

PH: 866-790-5600 ext: 5911092/ Fax: 866-874-5908

From: Aaron Todd [mailto:atodd@Ilemonlawgrouppartners.com]
Sent: Tuesday, October 20, 2015 5:30 PM
To: Liliana Campuzano (C)




Cc: Maritza A
Subject: Re: Offefjjjjii)j v. General Motors

Please let me know if the offer letter and release we already have are good, or if you will need to revise either of
them based on the registration.

Regards

Aaron Todd

Lemon Law Group Partners, PLC
Phone: (888) 415-0610 Ext. 102
Fax: (888) 809-7010
atodd@lemonlawgrouppartners.com

LEMON LAW GROUP

On Oct 20, 2015, at 5:03 PM, Maritza A <maritza@lemonlawgrouppartners.com> wrote:

The client accepts. Please see attached registration.

On Tue, Oct 20, 2015 at 1:55 PM, Liliana Campuzano (C) <liliana.campuzano@gm.com>
wrote:

&
service Request: ||| Gz

Vehicle: 2015 Chevrolet Colorado

Vehicle Identification Number: 1GCGTBE38F1-

Good Day,

Responding to your counter demand dated 10/12/2015; GM would like to extend the
following offer for consideration. Please review the attached offer letter and advise.

Best regards,



Liliana Campuzano
General Motors
Mediation Liaison/BRC

Liliana.Campuzano@gm.com

PH: 866-790-5600 ext: 5911092/ Fax: 866-874-5908

From: Maritza A [mailto: maritza@lemonlawgrouppartners.com]
Sent: Tuesday, October 20, 2015 12:43 PM

To: Liliana Campuzano (C)

Subject: Re: FW: Offer JJJjj v. General Motors

They are interested in a cash settlement.

On Mon, Oct 19, 2015 at 3:32 PM, Liliana Campuzano (C) <liliana.campuzano@gm.com>
wrote:

Good Day,

Please advise if your client is still interested in a cash settlement, thank you.

Best regards,

Liliana Campuzano
General Motors
Mediation Liaison/BRC

Liliana.Campuzano@gm.com

PH: 866-790-5600 ext: 5911092/ Fax: 866-874-5908




From: Maritza A [mailto: maritza@lemonlawgrouppartners.com]
Sent: Monday, October 12, 2015 10:04 AM

To: Liliana Campuzano (C)

Subject: Re: FW: Offe{jjjjjjjjJj- General Motors

CONFIDENTIAL INADMISSIBLE AND FOR SETTLEMENT PURPOSES ONLY
PURSUANT TO RULES OF EVIDENCE

RE:
Vehicle: 2015 Chevrolet Colorado

VIN: 16cGTBESF I

Dear Ms. Campuzano:

We received your offer for $4,000 inclusive of attorney fees and costs.

At this point, our client is willing to settle this matter for $10,000 inclusive of attorney fees and
costs. This offer to compromise will remain valid for 7 days. Please contact me to discuss after
you have had an opportunity to review.

On Fr1, Oct 9, 2015 at 1:23 PM, Maritza A <maritza@lemonlawgrouppartners.com> wrote:

Good afternoon.

Any updates?

On Thu, Oct 8, 2015 at 6:17 PM, Maritza A <maritza@lemonlawgrouppartners.com> wrote:

4



Would they be willing to replace his vehicle?

On Mon, Oct 5, 2015 at 10:33 AM, Liliana Campuzano (C) <liliana.campuzano@gm.com>
wrote:

Good Day,

Please accept this request for confirmation regarding the customer’s decision regarding
acceptance or rejection of the settlement offer communicated on September 28, 2015 at
your earliest convenience.

Best regards,

Liliana Campuzano
General Motors
Mediation Liaison/BRC

Liliana.Campuzano@gm.com

PH: 866-790-5600 ext: 5911092/ Fax: 866-874-5908

From: Liliana Campuzano (C)

Sent: Monday, September 28, 2015 10:27 AM
To: 'Maritza A’

Subject: Offefjjji)j v- General Motors

Good Day,

Responding to your counter demand of September 23, 2015. Based on our assessment of
this case at this time General Motors is not considering a vehicle

repurchase. Notwithstanding, we are extending the following for client’s

consideration. Please review and advise accordingly.

5



Best regards,

Liliana Campuzano

General Motors
Mediation Liaison/BRC

Liliana.Campuzano@gm.com

PH: 866-790-5600 ext: 5911092/ Fax: 866-874-5908

From: Maritza A [mailto:maritza@lemonlawgrouppartners.com]
Sent: Wednesday, September 23, 2015 3:43 PM

To: Liliana Campuzano (C)
Subject: Re: Follow ufjjjJjj v- General Motors

CONFIDENTIAL INADMISSIBLE AND FOR SETTLEMENT PURPOSES ONLY
PURSUANT TO RULES OF EVIDENCE

RE:
Vehicle: 2015 Chevrolet Colorado
VIN: 16cGTBESF I

Dear Ms. Campuzano:

We received your offer for $4,000 inclusive of attorney fees and costs.



At this point, our client is willing to settle this matter for a repurchase plus attorney fees and
costs. This offer to compromise will remain valid for 7 days. Please contact me to discuss after
you have had an opportunity to review.

On Wed, Sep 23, 2015 at 3:24 PM, Liliana Campuzano (C) <liliana.campuzano@gm.com>
wrote:

<image001.jpg>

S
service Request: ||| Gz

Vehicle: 2015 Chevrolet Colorado

Vehicle Identification Number: 1GCGTBE38F1-

Good Day,

Please accept this request for confirmation regarding the customer’s decision regarding acceptance or
rejection of the settlement offer communicated on 9/18/2015 at your earliest convenience. Please
forward a copy of your client’s current vehicle registration.

Best regards,

Liliana Campuzano
General Motors
Mediation Liaison/BRC

Liliana.Campuzano@gm.com

PH: 866-790-5600 ext: 5911092/ Fax: 866-874-5908




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.

Best regards,

Maritza lzquierdo
Paralegal
Lemon Law Group Partners, PLC

Phone: (888) 415-0610 Ext. 110
Fax: (888) 809-7010
maritza@lemonlawgrouppartners.com

LEMON LAW GROUP

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.



Best regards,

Maritza lzquierdo
Paralegal
Lemon Law Group Partners, PLC

Phone: (888) 415-0610 Ext. 110
Fax: (888) 809-7010
maritza@lemonlawgrouppartners.com

LEMON LAW GROUP

Best regards,

Maritza lzquierdo
Paralegal
Lemon Law Group Partners, PLC

Phone: (888) 415-0610 Ext. 110
Fax: (888) 809-7010
maritza@lemonlawgrouppartners.com




LEMON LAW GROUP

Best regards,

Maritza lzquierdo
Paralegal
Lemon Law Group Partners, PLC

Phone: (888) 415-0610 Ext. 110
Fax: (888) 809-7010
maritza@lemonlawgrouppartners.com

LEMON LAW GROUP

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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Best regards,

Maritza lzquierdo
Paralegal
Lemon Law Group Partners, PLC

Phone: (888) 415-0610 Ext. 110
Fax: (888) 809-7010
maritza@lemonlawgrouppartners.com

LEMON LAW GROUP

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.

Best regards,

Maritza lzquierdo
Paralegal
Lemon Law Group Partners, PLC

Phone: (888) 415-0610 Ext. 110
Fax: (888) 809-7010
maritza@lemonlawgrouppartners.com

11
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Liliana Campuzano (C)

From: Liliana Campuzano (C)

Sent: Monday, September 21, 2015 3:24 PM
To: ‘Maritza A'

Subject: Follow upJJjij v. General Motors
Attachments: Release of Claim.doc; Offer 9.18.15.doc
RE :

Service Request:
Vehicle: 2015 Chevrolet Colorado
Vehicle Identification Number: lGCGTBE38F1-

Good Day,

Please accept this request for confirmation regarding the customer’s decision regarding acceptance or rejection of the
settlement offer communicated on 9/18/2015 at your earliest convenience. Please forward a copy of your client’s
current vehicle registration.

Best regards,

Liliana Campuzano

General Motors

Mediation Liaison/BRC

Liliana.Campuzano@gm.com

PH: 866-790-5600 ext: 5911092/ Fax: 866-874-5908




Liliana Campuzano (C)

From: Liliana Campuzano (C)

Sent: Monday, October 05, 2015 10:33 AM

To: '‘Maritza A'

Subject: Fw: Offejjijv: General Motors
Attachments: Release of Claim 9.28.15.pdf; Offer 9.28.15.pdf
Good Day,

Please accept this request for confirmation regarding the customer's decision regarding acceptance or
rejection of the settlement offer communicated on September 28, 2015 at your earliest convenience.

Best regards,

Liliana Campuzano

General Motors

Mediation Liaison/BRC

Liliana.Campuzano@gm.com

PH: 866-790-5600 ext: 5911092/ Fax: 866-874-5908

From: Liliana Campuzano (C)

Sent: Monday, September 28, 2015 10:27 AM
To: 'Maritza A’

Subject: OfferJJjij v General Motors

Good Day,

Responding to your counter demand of September 23, 2015. Based on our assessment of this case at this
time General Motors is not considering a vehicle repurchase. Notwithstanding, we are extending the
following for client’s consideration. Please review and advise accordingly.

Best regards,

Liliana Campuzano

General Motors

Mediation Liaison/BRC

Liliana.Campuzano@gm.com

PH: 866-790-5600 ext: 5911092/ Fax: 866-874-5908

From: Maritza A [mailto:maritza@lemonlawgrouppartners.com]
Sent: Wednesday, September 23, 2015 3:43 PM

To: Liliana Campuzano (C)

Subject: Re: Follow upJJij v. General Motors




CONFIDENTIAL INADMISSIBLE AND FOR SETTLEMENT PURPOSES ONLY PURSUANT TO RULES
OF EVIDENCE

RE:
Vehicle: 2015 Chevrolet Colorado

VIN: 16caTBESF I

Dear Ms. Campuzano:

We received your offer for $4,000 inclusive of attorney fees and costs.

At this point, our client is willing to settle this matter for a repurchase plus attorney fees and costs. This offer to
compromise will remain valid for 7 days. Please contact me to discuss after you have had an opportunity to
review.

On Wed, Sep 23, 2015 at 3:24 PM, Liliana Campuzano (C) <liliana.campuzano@gm.com> wrote:



I
service I

Vehicle: 2015 Chevrolet Colorado

Vehicle Identification Number: 1GCGTBE38F1-

Good Day,



Please accept this request for confirmation regarding the customer's decision regarding acceptance or rejection of the
settlement offer communicated on 9/18/2015 at your earliest convenience. Please forward a copy of your client’s
current vehicle registration.

Best regards,

Liliana Campuzano
General Motors
Mediation Liaison/BRC

Liliana.Campuzano@gm.com

PH: 866-790-5600 ext: 5911092/ Fax: 866-874-5908

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.

Best regards,

Maritza lzquierdo
Paralegal
Lemon Law Group Partners, PLC

Phone: (888) 415-0610 Ext. 110
Fax: (888) 809-7010
maritza@lemonlawgrouppartners.com




LEMON LAW GROUP



Document 1
38%5 COLORADO 4WD LT CREW LONG BOX GENERAL MOTORS LLC

BLACK
H2U | JET BLACK RENAISSANCE CENTER
ORDER NO. SHMXKT/SRE STOCK NO. DETROIT M1 48243-1114
VIN 1GC GTBE 38 Fm VEHICLE INVOICEM

1991* 5S

MODEL & FACTORY OPTIONS MSRP INV AMT RETAIL - SOLD

12U43 COLORADO 4WD LT CREW LONG B 32385.00 30765.76

FE9 50-STATE EMISSIONS N/C N/C

G80 DIFFERENTIAL, LOCKING REAR 325.00 286.00
FULLY AUTOMATIC

H2U JET BLACK 950.00 836.00
LEATHER APPOINTED FRONT SEATS

LFX ENGINE, 3.6L SIDI DOHC V6 VVT N/C N/C

MYB TRANSMISSION, 6-SPD AUTOMATIC N/C N/C

PCK LUXURY PACKAGE INCLUDES: 1080.00 950.40

* SEAT ADJUSTER, 4-WAY POWER
FRONT PASSENGER
* POWER LUMBAR, DRIVER SEAT
* POWER LUMBAR, FRONT PASSENGER
* AIR CONDITIONING, AUTOMATIC
* INSIDE REARVIEW MIRROR, AUTO
DIMMING
* POWER OUTSIDE MIRRORS, HEATED
CHROME, MANUAL FOLDING
* DOOR HANDLES, CHROME
* DRIVER & FRONT PASSENGER
HEATED SEATS
* HEADLAMPS, PROJECTOR-TYPE
* REAR BUMPER, CHROME
PCM LT CONVENIENCE PACKAGE INCL: 615.00 541.20
* REMOTE VEHICLE START
* REAR WINDOW DEFROSTER
* EZ LIFT AND LOWER TAILGATE
* FRONT FOG LAMPS
Z82 TRAILERING EQUIPMENT PACKAGE: 250.00 220.00

TOTAL MODEL & OPTIONS 35605.00 33599.36
DESTINATION CHARGE 875.00 875.00
DEALER IMR CONTRIBUTION 178.03
LMA GROUP CONTRIBUTION 356.05
TOTAL 36480.00 35008.44
MEMO: TOTAL LESS HOLDBACK AND

APPROX WHOLESALE FINANCE CREDIT 33454.51

INVOICE 02/19/15
SHIPPED 02/19/15
EXP I/T 02/27/15
INT COM 02/27/15
PRC EFF 02/19/15
KEYS Z0548 70548
WFP-S QTR OPT-1
BANK: FIFTH THIRD
CHG-TO 44-075

SHIP WT: 4390
HP: 32.9
GVWR: 6000
GAWR.FT: 3200
GAWR.RR: 3500
EMPLOY: 33330.39
SUPPLR: 34674.36
NTR: 1/2

DAN: COHEP
EMPINC:  2020.41
SUPINC: 676.44

ACT 237 33406.21
H/B 261 1068.15
ADV 261 178.03
EXP 65A 356.05

PAY 310 35008.44

INVOICE DOES NOT REFLECT DEALER®S ULTIMATE COST BECAUSE OF MANUFACTURER
REBATES, ALLOWANCES, INCENTIVES, HOLDBACK, FINANCE CREDIT AND RETURN TO

DEALER OF ADVERTISING MONIES, ALL OF WHICH MAY APPLY TO VEHICLE.

ROBERT DENOOYER CHEVROLET, INC.

https://columbus.gm.com/Columbusdw/viewpage.cxr?block=1&NumPages=1&format=0...
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from all other settlement documents. The W-9 form can be downloaded from the IRS website at
www.irs.gov. In addition, the IRS website will provide instructions for completing the W-9.

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

Sincerely,

General Motors

Client’s Signature

Date




RELEASE OF CLAIM

I, Aaron D Cohen, (hereinafter referred to as “Releasor™), on behalf of myself and my assigns, heirs and
executors, in consideration of $ 5,000.00 paid by General Motors LLC, hereby release and discharge
General Motors LLC, General Motors Company, General Motors Corporation, Motors Liquidation
Company, their subsidiaries, their authorized independent dealers, any designers and suppliers of vehicles,
parts and components that are distributed by them, and their respective agents and employees (hereinafter
referred to as "Releasee") from any and all claims, causes of action, demands, damages, and claims for
attorney’s fees and costs which directly or indirectly arise from, are related to, or are in any way associated
with the purchase, repair, maintenance, operation, alteration, or use of Releasor 2015 Chevrolet Colorado
bearing Vehicle Identification Number 1GCGTBE38F 1185650 (“Subject Vehicle), including but not
limited to any claims based on any alleged defects in the subject vehicle. This Release of Claim shall not
be construed to release any of the above named persons or entities from any liability regarding claims of
personal injury or products liability arising out of the use or operation of the Subject Vehicle afier the date
of execution of this release. Notwithstanding the above, General Motors Company agrees to honor the
remaining term of the manufacturer’s express limited warranty and any applicable GM Protection Plans
which accompanied the sale of the subject vehicle. If Releasor has initiated any court, arbitration or other
proceeding against Releasee, Releasor immediately will dismiss the proceeding with prejudice.

The subject vehicle’s mileage is \\Lowo on the date of the signing of this release.

Releasor has carefully read and understands this release. Releasor agrees and acknowledges that this
Release constitutes the entire agreement between Releasor and Releasee, and Releasor is not relying on any
representations, promises or inducements other than those stated in this release.

PLEASE READ CAREFULLY BEFORE SIGNING. BY SIGNING THIS RELEASE,
YOU ARE SIGNIFYING THAT YOU HAVE READ IT, UNDERSTAND IT, AND AGREE TO
ITS TERMS.

[ agree to the terms of this Release of All Claims

Claimant’s Signature

Address

City, State, - City, State, Zip Code

STATE OF /! nr;?

countyor Al (an



Sworn to (or affirmed) and subscribed before me this <_

e E -
/9?/2/(.,, @Uﬁ e X i 2en

Print, type or stamp Commissioned Name of Notary Public

o

Personally Known OR Produced identification .~
Type of identification \ )] DmWOAU OPNDSE o~
My commission expires: Wﬁ e\ MU . »Wﬂuﬁm













(Client’s Name)

hereby authorize

(Lien holder Name)

(Lien holder Address) (Lien holder Phone Number)

to release any and all information regarding my loan account #

(Account Number)

with

(Lien holder Name)

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

Date

VEHICLE INFORMATION

The current vehicle mileage is Date mileage read:

Signature Signature








