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BMW of North America, LLC 
BMW Group Company 

Customer Service Request Detail #  
Created By Customer Relations Dept

Activity Status: Done Activity Updated: 9/13/2019 10:35 AM
Activity Type Customer Interaction Activity Updated By: Whitlow, Romaeo
Activity Assigned To: Whitlow, Romaeo Emal From:
Activity Created: 9/13/2019 10:32 AM Email To:
Activity Created By: Whitlow, Romaeo
Activity Description: See Notes>>

Note Created:  9/13/2019 10:33 AM Note Created By:  Whitlow, Romaeo Note Type:  Customer Interaction
C/S
bought
brand
new
veh
off
showroom


C/S
the
DLR
said
the
brake
is
leaking


C/S DLR tried to order a new Brake Caliber there has been a delay in 
getting
the
parts


Cust. wants to know the status of the parts and if there is an ETA for 
parts


Wttr adv would have to continue working with parts department at DLR to 
receive
status
updates

Wttr
adv
will
file
a
formal
complaint
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Created By Customer Relations Dept

Ex. Consistent follow up to dealer/field, contacting correct dealer/AAM, 
incomplete documentation with case emails, sending proper email 
template,
etc.










Final
Score
Exhibits



Additional
Comments/Advice
on
Next
Steps
If
Case
Is
Open




I would call the customer again and then close the case if they do not 
follow
up
with
you.









*If
you
want
to
appeal
a
review
please
speak
your
Team
Lead
first.




 

Activity Status: Done Activity Updated: 12/6/2019 02:57 PM
Activity Type Customer Interaction Activity Updated By: Stroff, Dennis
Activity Assigned To: Stroff, Dennis Emal From:
Activity Created: 12/6/2019 02:48 PM Email To:
Activity Created By: Stroff, Dennis
Activity Description: call to customer 3172198521>>>

Note Created:  12/6/2019 02:49 PM Note Created By:  Stroff, Dennis Note Type:  Customer Interaction
wtr
vfd
case
follow
up

c/s he called RSA, got bike to cincy, they have inspected and diagnosed 
brake problem but has open case for resolution supposedly sent to 
germany
for
follow
up

c/s he wants the story about the brakes and the bmw problem and what 
bmw
is
doing
to
fix
and
cant
believe
is
not
a
recall

wtr adv cant provide back story for him, have no recall and need dealer 
to
diagnose/repair
bike,
wont
return
it
with
problem

c/s
bmw
indy
and
mechanics
talk
alot
about
this
problem

wtr
adv
will
need
solve
issue
on
his
bike,
cant
address
rest
of
the
story

c/s he is following up w/cincy on bike 
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Customer Service Request Detail #  
Created By Customer Relations Dept

Activity Status: Done Activity Updated: 12/26/2019 09:15 AM
Activity Type Customer Interaction Activity Updated By: Walton, Ariesous
Activity Assigned To: Walton, Ariesous Emal From:
Activity Created: 12/26/2019 09:15 AM Email To:
Activity Created By: Walton, Ariesous
Activity Description: see  notes

Note Created:  12/26/2019 09:15 AM Note Created By:  Walton, Ariesous Note Type:  Customer Interaction


C/s his bike is at bmw motorcycles in Scottsdale, and they are dealing 
with
a
warranty
issue
with
the
bike.


c/s the dealer told him to call bmw about this,  to see what the diagnosis 
is
from
the
bmw
tech
who
looked
at
the
bike.

Wtr adv cust we don’t have techs he can speak with about the diagnosis 
of
his
bike.

c/s
well
why
would
the
dlr
tell
him
to
call
bmw
service.

W/a cust not sure and apologized to cust for being directed to CR for 
information
we
don’t
have
access
to.

Wtr adv cust will be happy to get a complaint field based on his 
experience
with
the
dlr
and
the
bike
overall.
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Customer Service Request Detail #  
Created By Customer Relations Dept

Services Department is available Monday through Thursday from 9:00 
a.m. to 9:00 p.m. ET and Friday from 9:00 a.m. to 6:00 p.m. ET.  You can 
reach
us
at
1-800-831-1117.



I
look
forward
to
your
response
so
that
I
can
better
assist
you.




Regards,



Heather
Pargeon

BMW
Motorrad
USA

Representative



MAKE
LIFE
A
RIDE.



FEEL
EVERYTHING,
FEAR
NOTHING.

Build
your
own
bike
at
www.bmwmotorcycles.com.



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



From:

 

Sent:

1/20/2020
12:00:00
AM

To:  "CustomerService@bmwmotorcycles.com" 
<CustomerService@bmwmotorcycles.com>

Subject:

1290
R
1250
GS
leaking
calipers



Hello,



I
have
an
issue
that
needs
to
be
rectified
with
my
2019
BMW
R
1250
GS.



Since early November 2019, I noticed my front calipers, both, leaking 
brake fluid. I stopped in my dealer to discuss with them and they advised 
bringing
it
in
to
have
checked.

I called a few days after dropping it of at the end of November and they 
advised both calipers are leaking and need replaced. It is not the seals so 
rebuilding
them
would
not
fix
the
issues.

Here we are 2 months later and as of yesterday they advised they do not 
have a shipping date from BMW for my calipers and that they have 
multiple
on
the
showroom
floor
and
in
crates
waiting
for
calipers.



I am extremely hesitant and anxious about riding my $20.000 USD 
motorcycle due to leaking brakes and possible brake failure. Making the 
~$500/month
payment
a
waste
of
money.



What can be done to escalate this matter to get it resolved soon? Would 
it be possible for BMW to send Brembo calipers from a 2017/2018 R 
1200 GS or 2020 R 1250 R so that I may ride my motorcycle in 
confidence?



Please note, as of this time, I am a first time BMW owner and can 
honestly say I would not buy another or advise anyone to buy a BMW. 
Which to me is the worst part because I thought I was buying into a 
special
brand
and
culture.



I
may
be
reached
at
this
email
address
or
at
+1
 



Regards,



 

Activity Status: Done Activity Updated: 1/21/2020 11:52 AM
Activity Type Email - Inbound Activity Updated By: Pargeon, Heather
Activity Assigned To: Pargeon, Heather Emal From: com

Activity Created: 1/20/2020 06:44 PM Email To: "CustomerService@bmwmotorcycles.com" 
<CustomerService@bmwmotorcycles.com>

Activity Created By: Administrator, Siebel
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Created By Customer Relations Dept

•






Servicing
BMW
Motorrad
dealer





For your convenience, the BMW Motorrad Customer Relations and Services Department is 
available Monday through Thursday from 9:00 a.m. to 9:00 p.m. ET and Friday from 9:00 
a.m.
to
6:00
p.m.
ET.

You
can
reach
us
at
1-800-831-1117.





I
look
forward
to
your
response
so
that
I
can
better
assist
you.





Regards,





Heather
Pargeon


BMW
Motorrad
USA


Representative





MAKE
LIFE
A
RIDE.





FEEL
EVERYTHING,
FEAR
NOTHING.


Build
your
own
bike
at
www.bmwmotorcycles.com<http://www.bmwmotorcycles.com>.





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





From:

 


Sent:

1/20/2020
12:00:00
AM


To:  "CustomerService@bmwmotorcycles.com" 
<CustomerService@bmwmotorcycles.com>


Subject:

1290
R
1250
GS
leaking
calipers





Hello,





I
have
an
issue
that
needs
to
be
rectified
with
my
2019
BMW
R
1250
GS.





Since early November 2019, I noticed my front calipers, both, leaking brake fluid. I stopped 
in
my
dealer
to
discuss
with
them
and
they
advised
bringing
it
in
to
have
checked.


I called a few days after dropping it of at the end of November and they advised both 
calipers are leaking and need replaced. It is not the seals so rebuilding them would not fix 
the
issues.


Here we are 2 months later and as of yesterday they advised they do not have a shipping 
date from BMW for my calipers and that they have multiple on the showroom floor and in 
crates
waiting
for
calipers.





I am extremely hesitant and anxious about riding my $20.000 USD motorcycle due to 
leaking brakes and possible brake failure. Making the ~$500/month payment a waste of 
money.





What can be done to escalate this matter to get it resolved soon? Would it be possible for 
BMW to send Brembo calipers from a 2017/2018 R 1200 GS or 2020 R 1250 R so that I 
may
ride
my
motorcycle
in
confidence?





Please note, as of this time, I am a first time BMW owner and can honestly say I would not 
buy another or advise anyone to buy a BMW. Which to me is the worst part because I 
thought
I
was
buying
into
a
special
brand
and
culture.





I
may
be
reached
at
this
email
address
or
at
+1
 





Regards,








 

Activity Status: Done Activity Updated: 1/28/2020 11:42 AM
Activity Type Customer Interaction Activity Updated By: Kelnhofer, Kristina
Activity Assigned To: Kelnhofer, Kristina Emal From:
Activity Created: 1/28/2020 11:25 AM Email To:
Activity Created By: Kelnhofer, Kristina
Activity Description: Please Check Activity Notes
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Created By Customer Relations Dept

Is
the
vehicle
generally
serviced
at
a
BMW/MINI
Authorized
center?
-

Yes



Mileage
-
8,500



Where
is
the
vehicle
currently?
-




When
was
vehicle
diagnosed?
-
Nov-19



Where
was
vehicle
diagnosed?
-
Wild
West
Honda



What
is
the
customers
issue/concern?
-
Bike
parts
not
available
(calipers

are
leaking
brake
fluid)



What
is
the
Customer's
Request?
-

Compensation
or
repurchase



Why
do
you
feel
this
should
be
Escalated?-
N/A



Follow
Up
Expectation
set.
-
Case
Manager
-
1
Business
day



ALL
FIELDS
REQUIRED




Call
notes




"C/S the bike was at the DLR for 1 month and then took possession but 
parts
still
not
available

C/S
drives
the
bike
only
around
the
neighborhood
to
keep
things
running

C/S
he
still
has
a
$500
monthly
payment

C/S
he
should
be
compensated

WRT
advised
request
was
filed
and
1
business
day
for
return
call"












































































































 

Activity Status: Done Activity Updated: 2/27/2020 02:47 PM
Activity Type Customer Interaction Activity Updated By: Kelnhofer, Kristina
Activity Assigned To: Kelnhofer, Kristina Emal From:
Activity Created: 2/27/2020 02:36 PM Email To:
Activity Created By: Kelnhofer, Kristina

Activity Description:
WTR
called
customer
 

See
notes

-->

Note Created:  2/27/2020 02:44 PM Note Created By:  Kelnhofer, Kristina Note Type:  Customer Interaction
CS
calls
the
DLR
every
2
weeks

WTR
asked
who
has
customer
been
speaking
to
at
the
DLR

CS
 
forgets
the
last
name,
he
is
the
SM

WTR
asked
if
the
vehicle
is
still
operable

CS
yes
somewhat

CS when picked up the veh,  had said would personally ride it but as 
the
BMW
Wild
West
service
person
would
advise
not
to
ride
it

CS rides it around the neighborhood at 20-25 miles per hour a couple 
times
a
week
to
keep
things
lubricated
and
charged

WTR
confirmed
customer
wanting
a
repurchase
or
compensation

Cs would really love to keep it if the parts were available and has some 
idea
of
when
they
will
be
available

CS
right
now
it
is
a
$500
per
month
garage
ornament
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BMW Group Company 

Customer Service Request Detail #  
Created By Customer Relations Dept

brake
caliper
and
has
been
waiting
for
parts
since
November.


CUSTOMER
REQUEST
The
customer
is
requesting
information
on
when

the
parts
will
be
available
and
for
the
vehicle
to
be
fixed.


Previous
Goodwill
Provided?
Yes/No
(Additional
info
if
applicable)
No

previous
goodwill
on
file


Customer
Pay
Amount
(Confirmed
by
Dealer)






--

BMW
Group

Kristina

Customer
Relations

Escalation
Specialist
(SF2-US-S-231)

P.O.
Box
1227

Westwood,
NJ
07675



Telephone:
+1-614-718-6945

Fax:

+1-614-789-1992

Mail:
Kristina.K.Kelnhofer@bmwfs.com

Web:
http://www.bmwusa.com

---------------------------------------------------------


 

Activity Status: Done Activity Updated: 2/28/2020 04:42 PM
Activity Type Dealer Interaction Activity Updated By: Kelnhofer, Kristina
Activity Assigned To: Kelnhofer, Kristina Emal From:
Activity Created: 2/28/2020 04:41 PM Email To:
Activity Created By: Kelnhofer, Kristina
Activity Description: From SM

Note Created:  2/28/2020 04:42 PM Note Created By:  Kelnhofer, Kristina Note Type:  Dealer Interaction




From:
service
[mailto:service@wildwestmotoplex.com]


Sent:
Friday,
February
28,
2020
10:34
AM

To: Kelnhofer Kristina, SF2-US-S-602 
<Kristina.K.Kelnhofer@bmwfs.com>

Subject: RE: CR -  - ZH98678 - 11 Months - 8,119 
Miles
-
Part
Information
Request
for
Brake
Calipers
-
Wild
West
Honda



Kristina;
Answers;
tsara
case
146149


































No
ids


































No
previous
repair
attempts

                                 Never left at dealer , single while u wait visit to 
confirm
seepage

                                 Not out of service as customer has chosen to 
continue
riding

Regards,
 
,
45287



Sent
from
Mail
for
Windows
10



________________________________________

From: Kristina.K.Kelnhofer@bmwfs.com 
<Kristina.K.Kelnhofer@bmwfs.com>

Sent:
Friday,
February
28,
2020
8:44:00
AM

To:
service
<service@wildwestmotoplex.com>

Subject: CR -  - 11 Months - 8,119 Miles - 
Part
Information
Request
for
Brake
Calipers
-
Wild
West
Honda





Good
morning,





 contacted Customer Relations regarding his 2019 R 1250 GS. 
He states the brake calipers are leaking and that he has been waiting on 
parts since November.  is requesting to know when the parts 
will
be
available
and
to
get
the
vehicle
fixed.
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previous
goodwill
on
file


Customer
Pay
Amount
(Confirmed
by
Dealer)







--

BMW
Group

Kristina

Customer
Relations

Escalation
Specialist
(SF2-US-S-231)

P.O.
Box
1227

Westwood,
NJ
07675




Telephone:
+1-614-718-6945

Fax:

+1-614-789-1992

Mail:
Kristina.K.Kelnhofer@bmwfs.com

Web:
http://www.bmwusa.com

---------------------------------------------------------



 

Activity Status: Done Activity Updated: 3/4/2020 05:56 PM

Activity Type Field Interaction Activity Updated 
By: Kelnhofer, Kristina

Activity Assigned 
To: Kelnhofer, Kristina Emal From:

Activity Created: 3/4/2020 05:56 PM Email To:
Activity Created By:Kelnhofer, Kristina
Activity Description:From AAM

Note Created:  3/4/2020 05:56 PM Note Created By:  Kelnhofer, Kristina Note Type:  Field Interaction




From:
Avalos
Steve,
EX-V4-US-S-1


Sent:
Tuesday,
March
3,
2020
4:11
PM

To: Kelnhofer Kristina, SF2-US-S-602 
<Kristina.K.Kelnhofer@bmwfs.com>

Cc:
service
<service@wildwestmotoplex.com>

Subject: RE: CR -  - ZH98678 - 11 Months - 8,119 
Miles
-
Part
Information
Request
for
Brake
Calipers
-
Wild
West
Honda



Hello
Kristina,



New calipers are supposed to be available in the next couple of weeks, I 
am pretty sure  at Wild West submitted an IDS ticket to get these in 
for
all
R
1250
models
with
leaking
calipers.



Regards,

Steve
Avalos
–
Area
Business
Manager

BMW
Motorrad
USA

200
Chestnut
Ridge
Road

Woodcliff
Lake,
NJ
07677-7731

512-660-1584
cell

www.bmwmotorcycles.com



“Quality
is
not
an
act,
it’s
a
habit.”
–
Aristotle














************

IMPORTANT--PLEASE
READ

************

This electronic message, including its attachments, is COMPANY 
CONFIDENTIAL

and may contain PROPRIETARY or LEGALLY PRIVILEGED information.  
If
you
are


not the intended recipient, you are hereby notified that any use, 
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P.O.
Box
1227

Westwood,
NJ
07675




Telephone:
+1-614-718-6945

Fax:

+1-614-789-1992

Mail:
Kristina.K.Kelnhofer@bmwfs.com

Web:
http://www.bmwusa.com

---------------------------------------------------------



 

Activity Status: Done Activity Updated: 3/5/2020 02:15 PM
Activity Type Customer Interaction Activity Updated By: Kelnhofer, Kristina
Activity Assigned To: Kelnhofer, Kristina Emal From: CustomerRelations@bmwusa.com
Activity Created: 3/5/2020 02:11 PM Email To: com
Activity Created By: Kelnhofer, Kristina
Activity Description: Your Motorrad Correspondence [

Note Created:  Note Created By:  Note Type:  

 

Dear
 



I am writing to inform you that we are still actively researching your case.  
I will contact you as soon as I have any updates or no later than 
03/12/2020.



If you would like to contact me in the meantime, I can be reached at 
1-800-831-1117, extension 6945.  I’d be happy to follow-up as soon as I 
can.




The BMW Customer Relations and Services Department is available 
Monday through Thursday from 9:00 a.m. to 9:00 p.m. ET and Friday 
from
9:00
a.m.
to
6:00
p.m.
ET.

You
can
reach
us
at
1-800-831-1117.



Have
a
wonderful
day!





Kind
regards,



Kristina

Customer
Relations
and
Services

Representative
 

Activity Status: Done Activity Updated: 3/9/2020 08:20 PM

Activity Type Field Interaction Activity Updated 
By: Kelnhofer, Kristina

Activity Assigned 
To: Kelnhofer, Kristina Emal From:

Activity Created: 3/9/2020 08:19 PM Email To:
Activity Created By:Kelnhofer, Kristina
Activity Description:From AAM

Note Created:  3/9/2020 08:20 PM Note Created By:  Kelnhofer, Kristina Note Type:  Field Interaction




From:
Avalos
Steve,
EX-V4-US-S-1


Sent:
Friday,
March
6,
2020
11:59
AM

To: Kelnhofer Kristina, SF2-US-S-602 
<Kristina.K.Kelnhofer@bmwfs.com>

Subject: RE: CR -  - ZH98678 - 11 Months - 8,119 
Miles
-
Part
Information
Request
for
Brake
Calipers
-
Wild
West
Honda



Hello
Kristina,



Not sure why the dealer couldn’t get the calipers in November since they 
were available, this really shouldn’t fall on us to compensate the 
customer but should be placed on the dealer. I have had other stores get 
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Natosha.McKnight
REDACTION




