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Council of Better Business Bureaus, Inc. 
3033 Wilson Boulevard, Suite 600 · Arlington, VA · 22201 · Phone 800.955.5100 · Fax: 703.247.9700 

  

 

 
MANUFACTURER RESPONSE FORM 

(CALIFORNIA ARBITRATION POSITION STATEMENT) 
  
 
 
 
 
 
  Case Number:   Vehicle: 2015 Chevrolet Colorado 
 
 Customer Name:   VIN: 1GCGSBE38F1  
 
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:          
 
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   By phone  In person  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 



































 
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

1GTG6CE34F1            Repairs are in-progress (vehicle is in shop now)

Call Anytime Mileage now:  2573 mi            Vehicle is currently inoperable/down 

Key Points

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?  (wrnty, spl 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? (to involved 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:  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.

This customer has purchased these GM vehicles (verified):  1GTG6CE34F1

2015 GM Canyon

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.  

Dlr 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



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

1GTG5CE35F1            Repairs have not been scheduled

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

Key Points

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?  (wrnty, spl 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? (to involved 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:  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.

This customer has purchased these GM vehicles (verified):  2015 Canyon, 2001 Corvette, 2013 Silvrado, 2001 Suburban, 2003 

Silverado

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: I advised the customer I 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



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. I 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: 1GCGSBE30F1  
 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, I 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://www.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 

 



 
 
 
 



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, I 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 

 
 
 
 
 





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 1GC GTCE 33 F1                      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
IO6 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
Z82 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 1GCGTCE33F1
                                         $  35643.56 INV  
                                         DUE 02/26/15  DEALER  20-095

Page 1 of 1

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













































CAC SR Data Share Report  - MCE 2.6, 6/15/15 6/16/15

Customer Vehicle            Status of vehicle/concern

2015 Chevrolet Colorado            A GM Dealer has diagnosed the current concern

1GCGTCE31F1            Repairs are in-progress (vehicle is in shop now)

Call Anytime Mileage now:  47147 mi            Vehicle is currently operable & can be driven

Key Points

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:   Please consider these additional questions:

 Close to any applicable expiration limit?  (wrnty, spl 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? (to involved 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:  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.

This customer has purchased these GM vehicles (verified):  2015 Chevrolet Colorado

Customer is having issues getting parts available for his power steering 

Supporting Factors



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

Customer Vehicle            Status of vehicle/concern

2015 Chevrolet Colorado            A GM Dealer has diagnosed the current concern

 or 7 1GCGTCE32F1            Repairs have not been scheduled

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

Key Points

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?  (wrnty, spl 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? (to involved 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:  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.

This customer has purchased these GM vehicles (verified):  2015 Chevy nColorado, 2006 Chevy Silverado

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



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, 
 
-----Original Message----- 
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, 
 
I 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. 
 

  Portland, MI VIN 1GTG6BE35F1  
 
 
Casey Rentfrow 
Executive Customer Assistance 
Global Connected Customer Experience 
M  
 
 
-----Original Message----- 
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 Mr  
 
Ron 



 
 
 
 
 
> On Jun 23, 2015, at 08:22, Aaron Charbonneau <aaron.charbonneau@gm.com> wrote: 
> 
> Good morning Ron, 
> 
> I'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 
> 
>> On 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 
>> 
>> -----Original Message----- 
>> 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, 
>> I 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.  I 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.  I can get Mr. s telephone number if need be.  Thanks Aaron. 
>> 
>> Anita, 
>> Any insight to add? 



>> 
>> Thanks! 
>> Ron 
>> 
>> 
>> -----Original Message----- 
>> 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. 











Additional case information for VIN  1GCGSBE31F1  
 
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 
 
[cid:image005.jpg  
 
 
General Motors 
 
M  
Renaissance Center  l  Tower 100  l  Floor 9  l  Detroit, MI 48265  l  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. 
I 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 
 
 
-----Original Message----- 
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.  04Feb15-05Feb15 
2.   VIN: 1GCGSBE31F1   Vehicle Build Date: 09Jan15 
3.   Onstar Record DTC set 16Jun15 - Mando to confirm DTC 
 
Thanks, 
Phonexay Vathanaphone 
Senior DRE - 31xxN Truck Steering Column, I-Shaft, FOD Seal 
Cell:  
Email: phonexay.vathanaphone@gm.com<mailto:phonexay.vathanaphone@gm.com> 
 



 
 
 
-----Original Message----- 
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? 
 
-----Original Message----- 
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. 
 
 
 
 
 
-----Original Message----- 
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, 
I 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.  I 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.  I can get Mr.  telephone number if need be.  Thanks Aaron. 
 
Anita, 
Any insight to add? 
 
Thanks! 
Ron 
 
 
-----Original Message----- 
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. 







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

Customer Vehicle            Status of vehicle/concern

2015 Chevrolet Colorado            A GM Dealer has diagnosed the current concern

1GCGTCE32F1            Repairs are in-progress (vehicle is in shop now)

 Mileage now:  4300 mi            Vehicle is currently inoperable/down 

Key Points

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?  (wrnty, spl 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? (to involved 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.

  

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 dlr 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 dlr to get information.  Will see if there is a SPAC Case for the part and if there 

          
Supporting Factors



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

1GCGTCE38F1            Repairs are in-progress (vehicle is in shop now)

Call anytime Mileage now:  6000 mi            Vehicle is currently inoperable/down 

Key Points

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?  (wrnty, spl 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? (to involved 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.

  

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
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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: 1GCGSBE36F1

BOB TAYLOR CHEVROLET, INC , BAC:14737, Customer: , SR#  

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, I 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
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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











1

Clarice Jordan (C)

From: Clarice Jordan (C)
Sent: Monday, July 06, 2015 12:10 PM
To:
Cc:
Subject:  FYI BRC Early Response BAC: 132966 VIN: 1GTG6CE35F1  
Attachments: .xls

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 I 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.  I 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
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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:1GTG6CE35F1    , Customer: s Action

Required by July 7, 2015

TrackingTracking: 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: 1GTG6CE35F1
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





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) #: 1GTG6CE35F1

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)  What 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#: 1GTG6CE35F1

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)  Is 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)



SR=Service Request

Report date: 07/06/15
File version#/date: 2-3-14, v 2

BRC Case Information:
Siebel Service Request (SR) #: 1GTG6CE35F1

Is this a reopened SR (same VIN#, same concern)? 0
(if reopened)  Customer's reason for calling back (reopening)? 0

(Validated) Has goodwill / cost assistance been applied to this VIN? 0
(if goodwill/cost assistance has been applied to VIN)  Details: 0

BRC Advisor's name:  
BRC Advisor's phone #: -

BRC Advisor's Extension#: 0
Involved dealer: 0

BAC#: 132966
Primary Customer Experience Manager's name: -

Primary CE Manager's preferred method of contact: 0
Primary CE Manager's (office) phone #: -

Primary CE Manager's cell phone#: -
Primary CE Manager's email address: 0

Customer Information:
Customer's name:

Customer’s phone#:
Customer's alternate phone#: -

Best time to contact the customer: -

Vehicle Information:
VIN#: 1GTG6CE35F1

MY/Make/Model: 2015 GMC Canyon
Original vehicle owner?: Yes - Customer bought vehicle brand new

Is this a GM Certified Pre-owned vehicle? 0
(if  bought used)  Purchase date: Jan-1900

(if bought used)  Estimated mileage at time of purchase: 0
Current mileage: 4,800

Total # of Special Coverage items listed (regardless of relevance):  Special Coverages
Are there Service Contracts for this vehicle? (regardless of relevance): 0

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. 

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

BRC Case type (categorized): Customer has a current vehicle operation concern (did NOT 
explicitly request cost assistance)

BRC SR Data Share (Report)



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: Diagnosed

Repairs: Repairs have been scheduled

Customer Inconvenience (for the concern described):
# of times in for service (per customer): 2 time(s) in for this same concern

Details regarding previous service trips (per the customer): 0
Vehicle ever inop/down due to concern described (per the customer): Yes - Vehicle was inop/down for this concern

How many days vehicle inop/down (per customer):  days
Has customer spent money out-of-pocket for concern described? 0

Details regarding any out-of-pocket expenses: 0
(Validated)  # of Required Field Actions listed for this VIN:  Field Actions

(Validated)  # of open Required Field Actions:  still open

Customer Loyalty:
Is this a discontinued brand vehicle? No

Is this a premium vehicle? No
Is this a conquest customer (has owned non-GM vehicles)? Unknown - Customer did not provide this info

Is this the customer's first GM vehicle? No
(Validated)* Customer has owned this # of GM vehicles: 0

(Validated)*  List of GM vehicles owned by this customer: 0

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











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 * Disposition:Auction

State: NC * Type: Trade - New Finance 

Source: DMA Voluntary 

Replacement VIN: 3GTU2VEC9FG Year: 2015 Make: GMC Model: Sierra

Compliance Date: Compliance Type:

MSRP: 0.0 Order #:

Repurchase:

* Processing Instructions:

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..

Disposition:

* Processing Instructions:

Transaction Details

Group Responsible Formula Additional Explanation Value

Usage
Sales Tax
State/Gov Fees
After Market Item(s)
Negative Equity
Over Allowance Amount

Use Lemon Law
Customer
Customer
Does Not Apply
Customer
Customer

NA
NA
NA
NA
NA
NA

Usage per Lemon Law
Sales Tax
Fees
No Aftermarket Items
Negative Equity
Over Allowance

0
0
0
0
0
0
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File Number
Sara Jacbos

Old Vehicle VIN:
1GTG6CE35F1 3GTU2VEC2FG 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 Items $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

STANDARD TRADE REPURCHASE WORKSHEET
Customer Name Worksheet filled out by:

New Vehicle VIN: Date:



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 Items $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:
3GTU2VEC2FG

Form Rev 11/11/2005

BILL OF SALE
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> 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, 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.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





2

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,

I 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: 1GCGTCE31F1 , 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
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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-Loop1: 1
X-IronPort-AV: E=Sophos;i="5.15,441,1432612800";
d="png'150?scan'150,208,217,150";a="306461038"
Received: from dcmippexch059.nam.corp.gm.com ([10.121.67.69])
by dcwxppheip002-s.imr.gm.com with ESMTP/TLS/AES256-SHA; 09 Jul 2015 15:54:06 -0400
Received: from 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 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;
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:
1GCGTCE31F1 , TEAGUE CHEVROLET-BUICK, INC., BAC: 192854, Customer:

 SR# 
Thread-Topic: ACTION REQUIRED WITHIN 4 HOURS / BRC VOC Case, VIN:
1GCGTCE31F1 , 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





5

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, 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.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.
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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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Vehicle:  2015 Chevrolet Colorado
- Current Mileage:  1965
- VIN:  1GCGTCE31F1

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, 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.gmglobalconnect.com. (Case updates are transmitted every two hours between 10am ET and

10pm ET).

Sincerely,

Wil Jones
General Motors
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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.
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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-Loop1: 1
X-IronPort-AV: E=Sophos;i="5.15,441,1432612800";
d="png'150?scan'150,208,217,150";a="306461038"
Received: from dcmippexch059.nam.corp.gm.com ([10.121.67.69])
by dcwxppheip002-s.imr.gm.com with ESMTP/TLS/AES256-SHA; 09 Jul 2015 15:54:06 -0400
Received: from 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 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;
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:
1GCGTCE31F1 , TEAGUE CHEVROLET-BUICK, INC., BAC: 192854, Customer:

, SR# 
Thread-Topic: ACTION REQUIRED WITHIN 4 HOURS / BRC VOC Case, VIN:
1GCGTCE31F1 , 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
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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, 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.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.
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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: 1GCGTCE31F1

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

Hi Robby,

The notes from the SPAC case are indicating that the appropriate part was shipped after my escalation on the 14th. 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: , 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])
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by dcmxppheip006-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 dcmxppheip006-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:
1GCGTCE31F1  TEAGUE CHEVROLET-BUICK, INC., BAC: 192854, Customer:

, SR#
Thread-Topic: ACTION REQUIRED WITHIN 4 HOURS / BRC VOC Case, VIN:
1GCGTCE31F1 , TEAGUE CHEVROLET-BUICK, INC., BAC: 192854, Customer:

 SR#
Thread-Index: AQHQuoLL9EG69ypKQyWAiv5Z99Vec53Z350A
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,

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

Thanks again,
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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: 1GCGTCE31F1 , 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-Loop1: 1
X-IronPort-AV: E=Sophos;i="5.15,441,1432612800";
d="png'150?scan'150,208,217,150";a="306461038"
Received: from dcmippexch059.nam.corp.gm.com ([10.121.67.69])
by dcwxppheip002-s.imr.gm.com with ESMTP/TLS/AES256-SHA; 09 Jul 2015 15:54:06 -0400
Received: from 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 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;
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:
1GCGTCE31F1  TEAGUE CHEVROLET-BUICK, INC., BAC: 192854, Customer:

, SR# 
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Thread-Topic: ACTION REQUIRED WITHIN 4 HOURS / BRC VOC Case, VIN:
1GCGTCE31F1 , 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:  
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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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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: 1GCGTCE31F1 , TEAGUE

CHEVROLET-BUICK, INC., BAC: 192854, Customer:  SR# 
Attachments: image001.png; image002.png; image003.png; image004.png

Hi Jeff,

I 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:  
- Email:
- SR# 

Vehicle:  2015 Chevrolet Colorado
- Current Mileage:  1965
- VIN:  1GCGTCE31F1

Summary of Concern:

A SPAC case ( ) had been opened so I 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 I was told that the part still hadn’t arrived yet. Please assist.

VOC case 
SPAC case: 

Thank you for your assistance and prompt attention in this matter.  Please reply to this message with your input on next
steps to resolve this issue.  If it is more convenient for you to call, I 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
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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: , 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-Loop1: 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 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; Tue, 21 Jul 2015 09:30:39 -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;
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:
1GCGTCE31F1 , TEAGUE CHEVROLET-BUICK, INC., BAC: 192854, Customer:

, SR# 
Thread-Topic: ACTION REQUIRED WITHIN 4 HOURS / BRC VOC Case, VIN:
1GCGTCE31F1 , TEAGUE CHEVROLET-BUICK, INC., BAC: 192854, Customer:

, SR# 
Thread-Index: AQHQvat39EG69ypKQyWAiv5Z99Vec53l9tew
Date: Tue, 21 Jul 2015 13:30:39 +0000
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Message-ID: <5b496ad33d734212aeb4dc630ff569be@DCMIPPEXCH060.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 0 [raw: 0]
X-SmarterMail-SpamDetail: Content analysis details: (-0.6 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: [198.208.69.239 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: 0

Hi Robby,

The notes from the SPAC case are indicating that the appropriate part was shipped after my escalation on the 14th. 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: , SR# 

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

I 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: 1GCGTCE31F1 , 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-Loop1: 1
X-IronPort-AV: E=Sophos;i="5.15,441,1432612800";
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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 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 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;
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:
1GCGTCE31F1  TEAGUE CHEVROLET-BUICK, INC., BAC: 192854, Customer:

 SR#
Thread-Topic: ACTION REQUIRED WITHIN 4 HOURS / BRC VOC Case, VIN:
1GCGTCE31F1 , 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.
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Should you have any questions or concerns, 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.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.
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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: 1GCGTCE31F1

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.,
BAC: 192854, Customer: , SR# 

Hi Jeff,

I 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:  

- 
- SR# 

Vehicle:  2015 Chevrolet Colorado
- Current Mileage:  1965
- VIN:  1GCGTCE31F1

Summary of Concern:

A SPAC case  had been opened so I 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 I was told that the part still hadn’t arrived yet. Please assist.
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VOC case 
SPAC case: 

Thank you for your assistance and prompt attention in this matter.  Please reply to this message with your input on next
steps to resolve this issue.  If it is more convenient for you to call, I 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: , 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-Loop1: 1
X-IronPort-AV: E=Sophos;i="5.15,516,1432612800";
d="png'150?scan'150,208,217,150";a="326673297"
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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 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; Tue, 21 Jul 2015 09:30:39 -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;
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:
1GCGTCE31F1 TEAGUE CHEVROLET-BUICK, INC., BAC: 192854, Customer:

 SR#
Thread-Topic: ACTION REQUIRED WITHIN 4 HOURS / BRC VOC Case, VIN:
1GCGTCE31F1 , TEAGUE CHEVROLET-BUICK, INC., BAC: 192854, Customer:

 SR# 
Thread-Index: AQHQvat39EG69ypKQyWAiv5Z99Vec53l9tew
Date: Tue, 21 Jul 2015 13:30:39 +0000
Message-ID: <5b496ad33d734212aeb4dc630ff569be@DCMIPPEXCH060.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 0 [raw: 0]
X-SmarterMail-SpamDetail: Content analysis details: (-0.6 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: [198.208.69.239 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: 0

Hi Robby,

The notes from the SPAC case are indicating that the appropriate part was shipped after my escalation on the 14th. 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
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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: , 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 dcmxppheip006-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 dcmxppheip006-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:
1GCGTCE31F1 TEAGUE CHEVROLET-BUICK, INC., BAC: 192854, Customer:

Thread-Topic: ACTION REQUIRED WITHIN 4 HOURS / BRC VOC Case, VIN:
1GCGTCE31F1 , TEAGUE CHEVROLET-BUICK, INC., BAC: 192854, Customer:

, SR#
Thread-Index: AQHQuoLL9EG69ypKQyWAiv5Z99Vec53Z350A
Date: Mon, 13 Jul 2015 20:31:17 +0000
Message-ID: <b32fbdfe992b402b88692604f62a512c@DCMIPPEXCH060.nam.corp.gm.com>
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References: <2877d97b$25a6e816$3b70d2b0$@teaguechevybuick.com>
In-Reply-To: <2877d97b$25a6e816$3b70d2b0$@teaguechevybuick.com>
Accept-Language: en-US
Content-Language: en-US
X-MS-Has-Attach: yes
X-MS-TNEF-Correlator:
x-ms-exchange-transport-fromentityheader: Hosted
x-originating-ip: [10.121.8.249]
Content-Type: multipart/related;
boundary="_007_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,

I 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: 1GCGTCE31F1 , 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
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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-Loop1: 1
X-IronPort-AV: E=Sophos;i="5.15,441,1432612800";
d="png'150?scan'150,208,217,150";a="306461038"
Received: from dcmippexch059.nam.corp.gm.com ([10.121.67.69])
by dcwxppheip002-s.imr.gm.com with ESMTP/TLS/AES256-SHA; 09 Jul 2015 15:54:06 -0400
Received: from 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 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;
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:
1GCGTCE31F1 , TEAGUE CHEVROLET-BUICK, INC., BAC: 192854, Customer:

 SR# 
Thread-Topic: ACTION REQUIRED WITHIN 4 HOURS / BRC VOC Case, VIN:
1GCGTCE31F1  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
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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, 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.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.
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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: 1GCGTCE31F1

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

Wil,

I’ll get engaged, but I don’t see what else I 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: , SR#

Hi Jeff,

I 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:  
- Email:
- SR# 

Vehicle:  2015 Chevrolet Colorado
- Current Mileage:  1965
- VIN:  1GCGTCE31F1

Summary of Concern:

A SPAC case (  had been opened so I 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 I was told that the part still hadn’t arrived yet. Please assist.

VOC case
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Thank you for your assistance and prompt attention in this matter.  Please reply to this message with your input on next
steps to resolve this issue.  If it is more convenient for you to call, I 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: 1GCGTCE31F11 , 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-Loop1: 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 DCMIPPEXCH060.nam.corp.gm.com (10.121.67.70) by
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DCMIPPEXCH063.nam.corp.gm.com (10.121.67.73) with Microsoft SMTP Server (TLS)
id 15.0.1044.25; Tue, 21 Jul 2015 09:30:39 -0400
Received: from 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;
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:
1GCGTCE31F1  TEAGUE CHEVROLET-BUICK, INC., BAC: 192854, Customer:

, SR# 
Thread-Topic: ACTION REQUIRED WITHIN 4 HOURS / BRC VOC Case, VIN:
1GCGTCE31F1 , TEAGUE CHEVROLET-BUICK, INC., BAC: 192854, Customer:

 SR# 
Thread-Index: AQHQvat39EG69ypKQyWAiv5Z99Vec53l9tew
Date: Tue, 21 Jul 2015 13:30:39 +0000
Message-ID: <5b496ad33d734212aeb4dc630ff569be@DCMIPPEXCH060.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 0 [raw: 0]
X-SmarterMail-SpamDetail: Content analysis details: (-0.6 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: [198.208.69.239 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: 0

Hi Robby,

The notes from the SPAC case are indicating that the appropriate part was shipped after my escalation on the 14th. 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
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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: ---- ---------------------- --------------------------------------------------
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,

I 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: 1GCGTCE31F1  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
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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-Loop1: 1
X-IronPort-AV: E=Sophos;i="5.15,441,1432612800";
d="png'150?scan'150,208,217,150";a="306461038"
Received: from dcmippexch059.nam.corp.gm.com ([10.121.67.69])
by dcwxppheip002-s.imr.gm.com with ESMTP/TLS/AES256-SHA; 09 Jul 2015 15:54:06 -0400
Received: from 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 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;
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:
1GCGTCE31F1 , TEAGUE CHEVROLET-BUICK, INC., BAC: 192854, Customer:

, SR# 
Thread-Topic: ACTION REQUIRED WITHIN 4 HOURS / BRC VOC Case, VIN:
1GCGTCE31F1 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
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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, 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.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.
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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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Subject: ACTION REQUIRED BY 7/24/15 / BRC VOC Case, VIN: 1GCGTCE31F1 , TEAGUE CHEVROLET-BUICK, INC.,
BAC: 192854, Customer: , SR# 

Hi Jeff,

I 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:  
- Email:
- SR# 

Vehicle:  2015 Chevrolet Colorado
- Current Mileage:  1965
- VIN:  1GCGTCE31F1

Summary of Concern:

A SPAC case ) had been opened so I 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 I was told that the part still hadn’t arrived yet. Please assist.

VOC case

Thank you for your assistance and prompt attention in this matter.  Please reply to this message with your input on next
steps to resolve this issue.  If it is more convenient for you to call, I 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: , SR# 
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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-Loop1: 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 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; Tue, 21 Jul 2015 09:30:39 -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;
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:
1GCGTCE31F1  TEAGUE CHEVROLET-BUICK, INC., BAC: 192854, Customer:

 SR# 
Thread-Topic: ACTION REQUIRED WITHIN 4 HOURS / BRC VOC Case, VIN:
1GCGTCE31F1  TEAGUE CHEVROLET-BUICK, INC., BAC: 192854, Customer:

, SR#
Thread-Index: AQHQvat39EG69ypKQyWAiv5Z99Vec53l9tew
Date: Tue, 21 Jul 2015 13:30:39 +0000
Message-ID: <5b496ad33d734212aeb4dc630ff569be@DCMIPPEXCH060.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_";



4

type="multipart/alternative"
MIME-Version: 1.0
X-CFilter-Loop: Reflected
X-SmarterMail-Spam: SpamAssassin 0 [raw: 0]
X-SmarterMail-SpamDetail: Content analysis details: (-0.6 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: [198.208.69.239 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: 0

Hi Robby,

The notes from the SPAC case are indicating that the appropriate part was shipped after my escalation on the 14th. 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: , 

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
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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: 1GCGTCE31F1  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-Loop1: 1
X-IronPort-AV: E=Sophos;i="5.15,441,1432612800";
d="png'150?scan'150,208,217,150";a="306461038"
Received: from dcmippexch059.nam.corp.gm.com ([10.121.67.69])
by dcwxppheip002-s.imr.gm.com with ESMTP/TLS/AES256-SHA; 09 Jul 2015 15:54:06 -0400
Received: from 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 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;
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>
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CC: "robby@teaguechevybuick.com" <robby@teaguechevybuick.com>
Subject: ACTION REQUIRED WITHIN 4 HOURS / BRC VOC Case, VIN:
1GCGTCE31F1 TEAGUE CHEVROLET-BUICK, INC., BAC: 192854, Customer:

, SR# 
Thread-Topic: ACTION REQUIRED WITHIN 4 HOURS / BRC VOC Case, VIN:
1GCGTCE31F1  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)
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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.
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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.
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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

1GCGTCE35F1            Repairs have not been scheduled

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

Key Points

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?  (wrnty, spl 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? (to involved 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#:  7

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.

This customer has purchased these GM vehicles (verified):  2003 chevrolet trailblazer-2006 chevrolet colorado-2007 buick 

rainer-2010 chevrolet equinox- 2015 chevrolet colorado 

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



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 I help you,  

 [1:41:08 PM]:  

Good afternoon- I 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. 

 [1:42:17 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! 

 [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. 

 [1:45:42 PM]:  

We have a brand new truck and a brand new camper and can't safely use either one indefinitely. 

Brandon [1:46:18 PM]:  

I 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? 

 [1:47:51 PM]:  

Hold on just a minute while I get that for you. 

Brandon [1:47:58 PM]:  

Okay. 

 [1:50:42 PM]:  

mileage 6291 



 [1:51:03 PM]:  

1GTG6BE38F1  

Brandon [1:52:04 PM]:  

Thank you. Is the vehicle currently at the dealership or do you have the vehicle? 

 [1:54:00 PM]:  

We have the vehicle. The dealer said that there is a rush on the part, but this just seems crazy to us. I 
don't want the dealership contacted- I know what they've told us. I 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- 

 [1:56:29 PM]:  

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. 

 [1:57:06 PM]:  

My apologies for the rant. We're just so incredibly frustrated. 

Brandon [1:57:39 PM]:  

It's okay. What I 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 I can 
do on my end here. I apologize for the inconvenience. 

 [2:02:56 PM]:  

There is another Canyon at our dealership that came in within days of ours that is still sitting there 
waiting on the same part. I 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. 

 [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? 

 [2:04:47 PM]:  

No, I 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. 





CAC SR Data Share Report  - MCE 2.6, 6/15/15 7/20/15

Customer Vehicle            Status of vehicle/concern

 2015 Chevrolet colorado            A GM Dealer has diagnosed the current concern

1GCGTCE39F1            Repairs are in-progress (vehicle is in shop now)

Call any Mileage now:  5700 mi            Vehicle is currently inoperable/down 

Key Points

Limiting Factors
  Original owner (verified)  

  

  
  Loyal GM customer:   3 GM vehicles purchased (verified)  
  

  
   
  

 

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

 Close to any applicable expiration limit?  (wrnty, spl 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? (to involved 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:  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.

This customer has purchased these GM vehicles (verified):  2015 Chevrolet Colorado

2003 BUICK PARK AVENUE 1989 CHEVROLET CELEBRITY 

1989 CHEVROLET CELEBRITY 

My veh is at the dlr since July 6th because the part is not available and I have a loaner but here it is the fourth week with out 

my veh and i am paying for a veh that I can not enjoy. I feel that the wait for the part is not acceptable.

I want my veh fix and some type of compensation for the waiting on the part. 

I do apologize for the inconvenience you are having with power steering rack on your veh, I will get with the dlr 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 dlr will relay it to you, if you have any other questions or concerns please feel free to call me

Supporting Factors
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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 Izaguirre; Dave Umberg; Bobby Qureshi
Subject: FW: 2015 Colorado Owner with repair issues  GA-FRA Case

Dwellion, please contact  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 I suggest including a no charge 5/100 Chevrolet Protection Plan.  His phone # is .  I 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

1GCGTCE30F1

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  GA-FRA Case 

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 a final 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



2

To: Wes M. Preece
Subject: Re: 2015 Colorado Owner with repair issues  GA-FRA 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  GA-FRA Case 7

Tom, can you give us some insight why we are pursuing arbitration on this customer.  Looks like they meet presumption.

Thanks
wes

1GCGTCE30F1

Dave Umberg 31135131 Thomas G Cerniglia 172834 ACTION CAR & TRUCK, LLC BAIN

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  GA-FRA Case 

Wes, thank you for taking the time and discussing the matter with me.
The SR # is . Please 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 

Helene,
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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, I 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 ( is a 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
T 512.386.0706  |  C   |  F 512.386-0786

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 

Ashley,

I 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
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GM Business Resource Center
ashley.izaguirre@gm.com
T 512.386.0706  |  C   |  F 512.386-0786

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

-----Original Message-----
From: Elizabeth J. Shaffer [elizabeth.j.shaffer@gm.com]
Received: Monday, 20 Jul 2015, 7:39AM
To: Helene R. Cohen [helene.r.cohen@gm.com]
CC: Casey Rentfrow [casey.rentfrow@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:  [mailto ]
Sent: Saturday, July 18, 2015 6:25 PM
To: Mary T. Barra
Cc:
Subject: 2015 Colorado Owner with repair issues
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I 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.  I was provided a loaner, A Sonic.  Mid week after being told various stories about needing to
re-engineer the part, no parts available, etc.  I opened GM case with a representative named Sheldon.  Last week I
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 I 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. I 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 I will mail a certified letter demanding a solution under Georgia Law.  Failure to respond or correct the
issue and I will be forced to seek legal council. I 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.,  I
seek your help as the CEO on this issue.
I am a retired Army Officer, disabled.
respectfully submitted;

.  
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Anamae Storbeck (C)

From: Wes M. Preece
Sent: Wednesday, July 22, 2015 12:14 PM
To: Anamae Storbeck (C); Dave Umberg
Cc: Thomas G Cerniglia
Subject: FW: 2015 Colorado Owner with repair issues  GA-FRA Case

Anamae, please let Mr.  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  GA-FRA Case 7

Wes,

It will be next week before I can contact the customer as I am on vacation. When I 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.

-----Original Message-----
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  GA-FRA Case
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Dwellion, please contact  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 I suggest including a no charge 5/100 Chevrolet Protection Plan.  His phone # is .  I 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  GA-FRA Case 

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 a final 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  GA-FRA 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
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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  GA-FRA Case 

Tom, can you give us some insight why we are pursuing arbitration on this customer.  Looks like they meet presumption.

Thanks
wes

1GCGTCE30F1

Dave Umberg 31135131 Thomas G Cerniglia 172834 ACTION CAR & TRUCK, LLC BAIN

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  GA-FRA Case 

Wes, thank you for taking the time and discussing the matter with me.
The SR # is . Please 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 

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, I 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  is a 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
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ashley.izaguirre@gm.com
T 512.386.0706  |  C   |  F 512.386-0786

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 

Ashley,

I 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
T 512.386.0706  |  C   |  F 512.386-0786
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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

-----Original Message-----
From: Elizabeth J. Shaffer [elizabeth.j.shaffer@gm.com]
Received: Monday, 20 Jul 2015, 7:39AM
To: Helene R. Cohen [helene.r.cohen@gm.com]
CC: Casey Rentfrow [casey.rentfrow@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: 
Sent: Saturday, July 18, 2015 6:25 PM
To: Mary T. Barra
Cc:
Subject: 2015 Colorado Owner with repair issues

I 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.  I was provided a loaner, A Sonic.  Mid week after being told various stories about needing to
re-engineer the part, no parts available, etc.  I opened GM case  with a representative named Sheldon.  Last week I
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 I 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. I 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 I will mail a certified letter demanding a solution under Georgia Law.  Failure to respond or correct the
issue and I will be forced to seek legal council. I 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.,  I
seek your help as the CEO on this issue.
I am a retired Army Officer, disabled.
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respectfully submitted;
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Florinda Esparza (C)

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

RE: Customer Last Name:
Service Request: 
2015 Chevrolet Colorado
Vehicle Identification Number1GCGTCE30F1

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

























Case Number: 234804
Originator Name: Timothy Farmer 615-451-7878 timothy.farmer@gm.com

Created Date: 07/28/2015

Vehicle Info

*VIN: 1GTH6AE37F1 MSRP: 31550.0 *TAC #:

Year: 2015 Make: GMC Model: Canyon

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: $4,000.00

Vehicle Owner(s) Entity Type Person

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

* Primary Owner:

* Address

* City * State * ZIP Code:

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

* E-mail: * Fax Phone:

* Reason Repurchase loss of power steering

UCC Codes

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 #: 116404 Dealer Name: CUNNINGHAM BUICK-GMC TRUCK, INC.

Region: 30 District: 3212

* Phone: (615) 384-3559 Fax: (615) 384-1841

* Contact Name: Roy Drusky * Contact Title E-Mail:

Repair

* Contact Name: * Contact Title:

Vehicle Location: -

* Company Name:

Phone: Fax:

* Contact Name: * Contact Title E-Mail:

Address:

City

State

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: 1G4GB5G35F Year: 2015 Make: Buick Model: LaCrosse

Compliance Date: Compliance Type:

MSRP: 0.0 Order #:

Repurchase:

* Processing Instructions:

Disposition:

* Processing Instructions:

Transaction Details

Group Responsible Formula Additional Explanation Value

July 28, 2015 Page 2 of 2
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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:   - Seeking arbitration availability 1GCHTAE31F1

Penny,

After reviewing the case I 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

From: Penny Crisp (C)
Sent: Thursday, September 17, 2015 9:59 AM
To: Jason E Perez
Cc: MILTON HAMILTON; Carlos Aponte
Subject: FW:  - Seeking arbitration availability 1GCHTAE31F1
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. I 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
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From: Penny Crisp (C)
Sent: Wednesday, September 16, 2015 9:17 AM
To: 'jason.perez@gm.com'
Subject: FW:  - Seeking arbitration availability 1GCHTAE31F1
Importance: High

It looks like this customer has had 37 or more days out of service. He has had transmission issues, steering issues.
It is 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:  - Seeking arbitration availability 1GCHTAE31F1

Jason

Is this a case you would settle with a trade?
It is 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:  - Seeking arbitration availability 1GCHTAE31F1

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

From: Penny Crisp (C)
Sent: Friday, September 11, 2015 6:06 PM
To: Jason E Perez
Cc: Julia Villareal (C)
Subject: FW:  - Seeking arbitration availability 1GCHTAE31F1
Importance: High

RE:
Customer: 
SR#: 
VIN#: 1GCHTAE31F1
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 I 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. 28th – Oct. 2nd.

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 I 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.
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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. 28th – Oct.
2nd.  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®



2015 COLORADO 4WD WT EXT CAB                 GENERAL MOTORS LLC
GBA  BLACK                          /V6G
H2R  JET BLACK / DARK ASH                    RENAISSANCE CENTER
ORDER NO. /SRE      STOCK NO.          DETROIT      MI  48243-1114
VIN 1GC HTAE 31 F1                      VEHICLE INVOICE 
*****************************************************1779******13*02015S
MODEL & FACTORY OPTIONS               MSRP    INV AMT  RETAIL - SOLD
12M53 COLORADO 4WD WT EXT CAB     26885.00   25809.61  INVOICE 11/06/14
LFX ENGINE, 3.6L SIDI DOHC V6 VVT  1235.00    1086.80  SHIPPED 10/31/14
    * TIRE, 16" SPARE, ALL SEASON                      EXP I/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 Z4671
    * 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
***********************************************************************
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.
***********************************************************************

ATLANTIC CHEVROLET CADILLAC

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









Case Number:
Originator Name: Alicia Galvez 512-386-0501 alicia.galvez@gm.com

Created Date: 10/07/2015

Vehicle Info

*VIN: 1GCHTAE31F1 MSRP: 29635.0 *TAC #: 8

Year: 2015 Make: Chevrolet Model: Colorado

Vehicle Comments & TAC Explanation:

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

*Date Reviewed with Customer: 09/18/2015 *Repurchase Mileage: 1200

Original Purchase Date: 12/01/2014 * Original Purchase Condition: New

Vehicle Owner(s)

Entity Type Person

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

* Primary Owner:

* Address

* City Massapequa Park * State NY * ZIP Code:

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

* E-mail: * Fax Phone:

* Reason Repurchase Ttransmission - Inoperable

UCC Codes (K3003) Transmission - Automatic - Inoperative

(M0112) Steering  - General - Power - Lack of

Vehicle Lien Holder

Type of Secured Interest: Standard Lien * Company:Nassau Educators Fed..Account #:

Contact or Attention:

Address

City State NY ZIP Code:

Day Phone: 516-561-0030 Fax: E-mail:

Original Selling Dealer

* Dealer #: 169651 Dealer Name: ATLANTIC CHEVROLET CADILLAC

Region: 40 District: 4113

* Phone: (631) 665-0002 Fax: (631) 665-0006

* Contact Name: Vinny Barbado * Contact Title:Service Manager E-Mail:

Repurchasing Dealer: -

* Dealer #: 111262 Dealer Name: ROBERT CHEVROLET INC

Region: 40 District: 4113

* Phone: (516) 931-1145 Fax: (516) 931-0684

* Contact Name: John Bariola * Contact Title Sales manager E-Mail:

Repair

* Contact Name: John Bariola * Contact Title:Sales Manager

Vehicle Location: -

* Dealer #: 111262 Dealer Name: ROBERT CHEVROLET IN..

Region: 40 District: 4113

* Phone: (516) 931-1145 Fax: (516) 931-0684

* Contact Name: John Bariola * Contact TitleSales Manager E-Mail:

November 09, 2015 Page 1 of 2



Case Number:
Originator Name: Alicia Galvez 512-386-0501 alicia.galvez@gm.com

Created Date: 10/07/2015

Transaction Details

Siebel Request #: * Disposition:Auction

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:

* Processing Instructions:

no usage no state tax fees
MSRP to MSRP if he upgrades he is responsible for difference and taxes on difference

Disposition:

* Processing Instructions:

Auction

Transaction Details

Group Responsible Formula Additional Explanation Value

Usage
Sales Tax
State/Gov Fees
After Market Item(s)
Negative Equity
Over Allowance Amount

Use Lemon Law
Customer
Customer
Does Not Apply
Customer
Customer

NA
NA
NA
NA
NA
NA

Usage per Lemon Law
Sales Tax
Fees
No Aftermarket Items
Negative Equity
Over Allowance

0
0
0
0
0
0

November 09, 2015 Page 2 of 2









File Number
Mike Rankin

Old Vehicle VIN:
1GCHTAE31F1 1GCHTCE32G1 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 Items $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

STANDARD TRADE REPURCHASE WORKSHEET
Customer Name Worksheet filled out by:

New Vehicle VIN: Date:



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 Items $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:
1GCHTCE32G1

Form Rev 11/11/2005

BILL OF SALE



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

Created Date: 08/11/2015

Vehicle Info

*VIN: 1GCGTCE30F1 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: * Title State: GA

* Primary Owner:

* Address

* City * State * ZIP Code:

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

* E-mail: * Fax Phone:

* Reason Repurchase Power Steering failure

UCC Codes

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

State

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: 1GCGTCE36F1 Year: 2015 Make: Chevrolet Model: Colorado

Compliance Date: Compliance Type:

MSRP: 0.0 Order #:

Repurchase:

* Processing Instructions:

Disposition:

* Processing Instructions:

Transaction Details

Group Responsible Formula Additional Explanation Value

August 12, 2015 Page 2 of 2
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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:  08-11-15.xlsx

Chris, 
 
Just a heads up on the approval…..this customer is one of the most impatient I 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 
 

 
 

 

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, 

 

I am unable to contact Dave and this customer is as impatient as any I have ever dealt with. Can you go ahead and 

approve this? This is the Executive CAC case that you passed to me. 

 

Thanks, 
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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. 

 

 

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

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 1GCGTCE30F1 .  NOTE!!  This was Executive CAC case  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, 1GCGTCE36F1 .  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 
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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.  
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Liliana Campuzano (C)

From: Liliana Campuzano (C)
Sent: Friday, October 30, 2015 9:47 AM
To: 'atodd@lemonlawgrouppartners.com'
Cc: 'Maritza A'
Subject: FW: Offer  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: Offer  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: Offer  v. General Motors
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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@lemonlawgrouppartners.com]
Sent: Tuesday, October 20, 2015 5:30 PM
To: Liliana Campuzano (C)
Cc: Maritza A
Subject: Re: Offer  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

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:

RE : 

Service Request: 
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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 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,
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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
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From: Liliana Campuzano (C)
Sent: Monday, September 28, 2015 10:27 AM
To: 'Maritza A'
Subject: Offer  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 up  v. General Motors

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

Paralegal

Lemon Law Group Partners, PLC

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

--

Best regards,

Maritza Izquierdo

Paralegal

Lemon Law Group Partners, PLC

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

--
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Best regards,

Maritza Izquierdo

Paralegal

Lemon Law Group Partners, PLC

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

--

Best regards,

Maritza Izquierdo

Paralegal

Lemon Law Group Partners, PLC

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

--

Best regards,

Maritza Izquierdo

Paralegal

Lemon Law Group Partners, PLC

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



12

--
Best regards,

Maritza Izquierdo

Paralegal

Lemon Law Group Partners, PLC

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

 registration.pdf>
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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-  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- 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@lemonlawgrouppartners.com]
Sent: Tuesday, October 20, 2015 5:30 PM
To: Liliana Campuzano (C)
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Cc: Maritza A
Subject: Re: Offer  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

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:

RE : 

Service Request: 

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,
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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-  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
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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: Offer  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.
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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>

RE :

Service Request: 

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
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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.

--

Best regards,

Maritza Izquierdo

Paralegal

Lemon Law Group Partners, PLC

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

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

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

Best regards,

Maritza Izquierdo

Paralegal

Lemon Law Group Partners, PLC

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

--

Best regards,

Maritza Izquierdo

Paralegal

Lemon Law Group Partners, PLC

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

Best regards,

Maritza Izquierdo

Paralegal

Lemon Law Group Partners, PLC

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

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

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

--
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Best regards,

Maritza Izquierdo

Paralegal

Lemon Law Group Partners, PLC

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

--
Best regards,

Maritza Izquierdo

Paralegal

Lemon Law Group Partners, PLC

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

From: Liliana Campuzano (C)
Sent: Monday, September 21, 2015 3:24 PM
To: 'Maritza A'
Subject: Follow up-  v. General Motors
Attachments: Release of Claim.doc; Offer 9.18.15.doc

RE : 
Service Request: 
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
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Liliana Campuzano (C)

From: Liliana Campuzano (C)
Sent: Monday, October 05, 2015 10:33 AM
To: 'Maritza A'
Subject: FW: Offer v. 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: Offer-  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 up-  v. General Motors
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RE :

Service 

Vehicle: 2015 Chevrolet Colorado

Vehicle Identification Number: 1GCGTBE38F1

Good Day,
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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 Izquierdo

Paralegal

Lemon Law Group Partners, PLC

Phone: (888) 415-0610 Ext. 110
Fax: (888) 809-7010
maritza@lemonlawgrouppartners.com
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2015 COLORADO 4WD LT CREW LONG BOX GENERAL MOTORS LLC
GBA BLACK /V6G
H2U JET BLACK RENAISSANCE CENTER
ORDER NO. SHMXKT/SRE STOCK NO. DETROIT MI 48243-1114
VIN 1GC GTBE 38 F1 VEHICLE INVOICE 
*****************************************************1991******13*44075S
MODEL & FACTORY OPTIONS MSRP INV AMT RETAIL - SOLD
12U43 COLORADO 4WD LT CREW LONG B 32385.00 30765.76 INVOICE 02/19/15
FE9 50-STATE EMISSIONS N/C N/C SHIPPED 02/19/15
G80 DIFFERENTIAL, LOCKING REAR 325.00 286.00 EXP I/T 02/27/15

FULLY AUTOMATIC INT COM 02/27/15
H2U JET BLACK 950.00 836.00 PRC EFF 02/19/15

LEATHER APPOINTED FRONT SEATS KEYS Z0548 Z0548
LFX ENGINE, 3.6L SIDI DOHC V6 VVT N/C N/C WFP-S QTR OPT-1
MYB TRANSMISSION, 6-SPD AUTOMATIC N/C N/C BANK: FIFTH THIRD
PCK LUXURY PACKAGE INCLUDES: 1080.00 950.40 CHG-TO 44-075

* SEAT ADJUSTER, 4-WAY POWER
FRONT PASSENGER SHIP WT: 4390
* POWER LUMBAR, DRIVER SEAT HP: 32.9
* POWER LUMBAR, FRONT PASSENGER GVWR: 6000
* AIR CONDITIONING, AUTOMATIC GAWR.FT: 3200
* INSIDE REARVIEW MIRROR, AUTO GAWR.RR: 3500
DIMMING EMPLOY: 33330.39
* POWER OUTSIDE MIRRORS, HEATED SUPPLR: 34674.36
CHROME, MANUAL FOLDING NTR: 1/2
* DOOR HANDLES, CHROME DAN: COHEP
* DRIVER & FRONT PASSENGER EMPINC: 2020.41
HEATED SEATS SUPINC: 676.44
* 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 ACT 237 33406.21
DESTINATION CHARGE 875.00 875.00 H/B 261 1068.15
DEALER IMR CONTRIBUTION 178.03 ADV 261 178.03
LMA GROUP CONTRIBUTION 356.05 EXP 65A 356.05

TOTAL 36480.00 35008.44 PAY 310 35008.44
MEMO: TOTAL LESS HOLDBACK AND

APPROX WHOLESALE FINANCE CREDIT 33454.51
***********************************************************************
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.
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