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February 22, 2021

Better Business Bureau
of Detroit & Eastern Michigan
Attention: Director of Mediation & Arbitration

Customer G
Reference number J
Service request I

Customer Relationship Specialist: Jennifer

Dear Director of Mediation & Arbitration,

Thank you for your recent correspondence regardinc N 2nd concerns with his
2021 GMC Acadia.

We have completed our review of | sitvation. General Motors has offered an
accessories certificate for $750.00 and he has accepted. Accordingly, GM will close its file on
this matter.

We apologize for any inconvenience | M2y have experienced and appreciate
you bringing this matter to our attention.

Sincerely,
Jennifer

Mediation Liaison
General Motors - Business Resource Center



1/14/2021 BBB received a complaint about your business

Better Business Bureau Serving Eastern Michigan
20300 W 12 Mile Rd Ste 202

Southfield, MI 48076-6409

Phone: (248)223-9400 | Fax: (248)356-5156

-
BBB www.easternmichiganbbb.org

Michelle Mock

General Motors Corporation
100 Renaissance Center
Detroit MI 48265

1/14/2021

Dear Michelle Mock:

The Better Business Bureau received the enclosed complaint about your business. The complaint was submitted by
q on 1/13/2021 and was assigned an ID ofjiill. The consumer’s complete contact information has been
provided for your reference..

Please review the enclosed complaint details and provide your written response within the next fourteen (14) calendar
days. If a response is not received within the allotted time frame, a follow-up letter will be sent. Should our office not
receive a response after the follow-up letter, the complaint will be closed as no response. If additional time is needed to
provide a response to our office, please call or email your complaint handler to request an extension.

If the complaint was received via email, click on the “Respond to this Complaint” link located on the left when you are
ready to respond. If the complaint was received via postal mail or fax, please send your written response via email, fax,
or postal mail. Once your response is received, we will forward that response to the complainant. Our goal is to assist you
in retaining the business of your customer by resolving this dispute, however, we request your help to do so.

Feel free to call or email your complaint handler with any questions or if you would like to update your complaint receipt
method on file. We ask that you send an email if you would like to receive future complaints via email so we may prevent
any typos.

We look forward to working with you!
Regards,

Better Business Bureau

Michelle Brown

Customer Engagement Specialist
Fax: 248-356-5156
mbrown@easternmichiganbbb.org

COMPLAINT INFORMATION:

BBB Case _ General Motors Corporation

Customer Information:

The details of this matter are as follows:

Complaint Involves:
Guarantee Or Warranty Issues

e g




1/14/2021 BBB received a complaint about your business

Customer’s Statement of the Problem:

2021 GMC Arcadia issues when delivered. Faulty Surround Cameras. I could have Killed one of my Grandchildren.
Resulted to damage to vehicle with less than 200 Miles. Lane Change Road Departure and Auto Breaking constant
failures. GMC acknowledged Camera Issues.GMC wants to paint one side of Vehicle.( NEW Vehicle) Immediately loss of
value. I proposed. Repair Safety Issues. Then repair cosmetic Damage with color matching Side Moulding. They refused.

Complaint Background:
Product/Service: Faulty Safety Equipment?
Purchase Date: 11/2/2020

Problem Occurred: 11/5/2020

Model: Arcadia

Account Number: ||| IR
Order Number:

Talked to Company: 11/27/2020

Talked to Company (2nd): 1/6/2021
Talked to Company (3rd): 1/7/2021

Name of Salesperson:

Shane

Purchase Price: $0.00
Disputed Amount: $44123.40

Desired Settlement:

Listed above!

Note: Please understand that the customer's complaint and your response may be publicly posted on the website(s) of
BBB (BBB also reserves the right to not post complaint detail, in accordance with BBB policy). Please do not include any
information that personally identifies your customer. By submitting your response, you are representing that it is a
truthful account of your experience with this customer. The BBB may edit the complaint of your response to protect
privacy rights and to remove inappropriate language.
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] i * ~ SERVICE DEPARTMENT HOURS | R/O Close Date ~ Status
BUICK"GMC"SUZUKI 7:30 a.m. to 6:00 p.m. 0 7/ 1 0/2 1 ‘ _
300 W. St. John Street - Spartanburg, SC 29301 Monday - Thursday ‘ * N—

f | Mileage In Mileage Out
(864) 582-4588 - Fax: (864) 580-2609 PRETE N Ry | 4640

* Service Advisor / Tag # .
Mark Culbertson/343

Work Phone e R Vehicle Identification Number

‘ ‘ | ‘ i ] /02/ 20
_Make ) ~ Model Y Body | | License Number

ACADIA | FWD 4DR SLT RED MAHOGA

11387000

DESCRIPTINN NE SERVICE AND PARTS | 3 | * | :  AMOUNT

Email: pgmall .com

#1 - M: MISC REPAIRS -- ADVISE
rear camera and other cameras inop
Caused by
Found cause of concern to be higher than
acceptable resistance in coax cables between
radio and Rear vislion camera.

Tech: nick slonim (15 ) | Warranty
Installed 86775887 :N-CABLE (09647-T) 86775 Oty: 1 Warranty
Installed 86775888 :N-CABLE (09647-T) 867715 Qty: 1 Warranty
3487248%*

Overlay Body Coax Cable from VPM to In-line
Connector and Replace the IP Coax Cable to the
All Radio

2.0 Br

#2 - M: MISC REPAIRS -- ADVISE
auto brake system inop at times

#3 - M: MISC REPAIRS -- ADVISE
* check rear camera inop at times

4 — e— — — — - : — -_— — = e —
 — — — — ——  — - - — — -— - T —— | — | m— m— S | — m— — — — e — — — — — e - — — —i | m— —— m—— — — — ramm —
— — — — — — —— — O — — — — e

ROEBUCK, SC ~ Home Phone h Delivery Dte In-Service Date

R/O Open Date R/O Number

- KEFIELD 06/23/21 8 610613/

Pre-Invoice

—

| N s | : 3] ] 25 = 4
TERMS STRICTLY CASH UNLESS ARRANGEMENTS ARE MADE. I hereby authorize the repair | LABOR ]
(work hereinafter 1o be done along with the necessary matenial and agree that you are not | ,, orgo j
responsible for loss or damage to vehicle or articles left in the vehicle in case of fire, theft, orany | —— | | J
other cause beyond your control or for any delays caused by unavailability of parts or delays " | pEDUCTIBLE * |
parts shipments by the supplier or transporter. | hereby grant you or your employees permission 10— ‘ i - ’A{
:Dngale the vehicle herein descnbed on streets, highways, or elsewhere for the purpose of testing | e
andior inspection. An express mechanic's lien is hereby acknowledged on above vehicle to secure D C , | - - |
hlhe amount of repairs thereto * : | s'l:l,_(?iPiSUPPLlEs il
| HAZARDOUS MATERIALS > |
DISCLAIMER OF WARRANTIES. Any warranties on the products sold hereby are those n —
e - , ‘ € | | by are those made by , - D. w — |
-Eg mmufacturw The seller hereby expressly disclaims all warranties either express or implied, SALEE.IAX__QB_ TA&D | + - j




AKEFIE] ) 7RI Open Date | RIONumber |
> IEL 06/23/21 | 6106193/2

—— F iy » SERVICE DEPARTMENT HOURS TS e Status
| BUICK"GMC"SUZUKI 7:30 a.m. to 6:00 p.m. i O 7/1 0/2 1 c‘ Pre-Invol ce
300 W. St. John Street - Spartanburg, SC 29301 ne 2";”‘133’5# og”:’;dagﬂ WO Mieagein | Mieage Out
(864) 582-4588 - Fax (864) 580-2609 " S ot Sy 4640 4640
Service Advisor / Tag#

' Mark Culbertson/343
~ Work Phone | - Vehicle Identification Number
ROEBUCK, SC N ‘ Home Phone / ~ Delivery Date | In-Service Date

Sk S I Xy f02/20 | 11/02/20

Year ‘Make | Model | Body Color |  License Number

2021 | GMC | AcaDIA FWD 4DR SLT | RED MAHOGA |
11387000 s S i

DESCRIPTION OF SERVICE AND PARTS

| 5 SRRt Ao, AMOUNT
rear backKup camera 1s sti | S

rear backup camera is still going out at times
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T SALE CONTRACT — SIMPLE FINANCE
/TH ARBITRATION PROVISION)

Name and Address Seller-Creditor (Name and Address
County and Zip Code) ¢ ) A OO t

RETAIL INSTALLMEN
(W

Co-Buyer
(Incudind

/

you, the Buyer (and Co-Buyer, if any), may buy the vehicle below for cash or on credi
credit under 1_he agreements on the front and back of this contract. You agree to pay t
the Amount Financed and Finance Charge in U.S. funds according to the payment SC
basis. The Truth-In-Lending Disclosures below are part of this contract.

TR

NewUsed | Year | Make and Model Vehidle Idenification Numoer | Primary Use For Which Purchased
Personal, family, of household uniess \

t. By signing this contract, you choose to buy the vehicle on
he Seller - Creditor (sometimes “we” or “us” in this contract)
hedulé below. We will figure your finance charge on a daity

otherwise indicated below

[ business

A | Daghcutual___ O—SE8_ |

FEDERAL TRUTH-IN-LENDING DISCLOSURES Insurance. You may buy the physical damage
ANNUAL FINANCE Amount lof Total Sale insurance this contract requires (see back) from
PERCENTAGE CHARGE inanced P;gtr:egls opﬂcse anyone you choose who is acceptable to us. You
RATE The dolar The amountot ‘| The amount Yo i The total cast of + e may also provide the physical damage insurance
The cost of amount the credit provided will have paid aftéri| your purchase on?
your credit as credit will to you of you have made all credit, including
& any other insurance 10 dotain credit unless the box
a yearly rate. cost you on your behalf. P:C’f,’j“efﬁ:gs “;“;;'g, indyicaung Vendors Single Interest insurance is
pay < , Ok required is checked below.
——1s If any insurance i cnecked below, policies of
%l $ i $ A $_19,523.4 certificates from the named NSutares. camoanies Wil
describe the terms and conditions
(¢) means an estimate

Check the insurance you want and sign below:
Optional Credit Insurance

[ Credit Life [} Buyer [ Co-Buyer | Boh
() Credt Disabiity: ] Buyer TJ Co-Buyer ) Both
Premium:

Credt Life § .

Credit Disability $ A
Insurance Company Name

Your Payment Schedule Will Be:
Numberof |  Amount of

Payments Payments

When Payments
Are Due

beginning !

Home Office Address !

10 days after it is due, you will pay a late charge of
8.40 __The charge will not exceed
@ the maxmum

Late Charge. If a payment is not received in full within
5% of the part of the payment that is late, with a minimum charge of §

$__21.00_ityou bought the vehicle primarily for personal, family, Of household use. We may charg
y S.C. Code Ann 37-1-109 of the South Carolina Consumer

\ ¥ \

CONSUMER _CREDIT INSURANCE 1S NOT
REQUIRED TO OBTAIN CREDIT AND WILL NOT
BE PROVIDED UNLESS YOU SIGN AND AGREE
TO PAY THE ADDITIONAL COST. Your decision 1o
buy or not buy credit life insurance and credd
disabiity insurance will not be a factor in the creait
approval process. It you choosg this insurance, the
cost is shown in tem 44 of the \temization of Amount
e~ R i, memwanrs e haced ON YOUK

and minimum late charge dollar amounts as allowed b

Protection Code

Prepayment. Il you pay earty, you will not have 10 pay a penalty.
SR s st s enhacad




|
L ey o el
Y | o will |
CONBUMEN CHEENT INBURANCE 8 mOT
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| 10 PAY THE ADINTIONAL CORT
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¥ ! 7
lanl 1 a {
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Marka) (Mol
v $
t s {
§
$ Other Optional Insurance
- Typéof [
ype ol Insurance |
$ |
5 Promium $
ve, enter "0 and see 4J L S r (2) Insurance Company Name I
1 1 L] (3 \
4 w $ra AT 1 Paid 1o Others on Your Behal! Home Othce Addrass L \
chuding ) c \
A OSg ;
A MINgSs. . : |
- Typé'ol Insurance B |
s Premium §
8 1 s Insurance Company Name
. 1 ! $
L
D -]
E v
3
} $
$ o exira cosl
$ | wanl the 1 MEUIANCE
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G




| ; $ Home Office Address
'I $
$
|
| F $
| G $
|: X '
g Buyar Signature Liab
H § g
i $
| $ x X 7
| y Co-Buyer Signature Date
.I x . |
| It for i ¢ - | IF CHECKED, THE TERM OF OPTIONAL
{ p " CREDIT INSURANCE IS LESS THAN THE
h . TERM OF THIS CONTRACT, AS DESCRIBED
| X ABOVE
| o $
| for £ .
II fou : ) Sagnatune Date
for § . THIS INSURANCE DOES NOT INCLUDE
. INSURANCE ON YOUR LIABILITY FOR
- BODILY INJURY OR PROPERTY DAMAGE
| e CAUSED TO OTHERS. P id
.r v fos ; § } Returned Check Charge: You agree 1o pay a
Amount f .-. -..I. sl (7 4 4} o Your Betall & (4) charge of $30.00 it any check you give us is
= g $ A (5) dishonored
,lll OPTION You pay no finance charge if the Amount Financed, itam 5, is paid in full on or Iurl'uu!- __.- A i ‘1'1-.-u_ An SE l_'.|-|;. ._IN TIALS e pi

nent to Arbitrate: By signing below, you agree that, pursuant to the Arbitration Provision an the reverse side ol this contract, you or we n\.-w alact 10 resolve
neutral, binding arbitration and not by a courl action. See the Arbitration Proviston for additional information « onceming the agreamant 10 aritrale

,'I Agree
|||I wny dispute by
I.'I Buyer Signs X Co-Buyer Signs X

following late charge applies to vehicles purchased primarily for business or agricultural use

"Jr If thus box is checked, \F

ol received in full within days after it is due, you will pay a late charge ol $ 4544

i that is late, whichaver i6 less
hox I8 not checked, the late charge in the “Faderal Truth-In-Lending Disclosures” still applies

ance for the indtial term of the

= o . P—

JENDOR'S SINGLE INTEREST INSURANCE (VSI insurance): Il the praceding box is checked, the Creditor requires VSI ins.
{ the Creditor for loss or damage 10 the vehicle (collision, fire, thelt, concealmaent, skip) VSl insurance is lor the Creditor's sole protection. This
ur intarest in the vehicle. You may choose the Insurance company through which the VS insurance Is obtained. If you elect

and is also shown inltem 48 of the temization of Amount

yrract 1o §

not protect y
insurance through the Credildr, the cost of this Insurance I8 §

ad. The coverage is for the initial term of the contract

| OPTIONAL GAP CONTRACT. A gap contract (debt cancellation contract) Is not required to obtain credit, to obtain certain terms of credit, or to buy the

will not be provided unless you sign below and agree to pay the extra charge. If you choose 10 buy a gap contract, the charge is
4 lar dataile an tha terme and conditiona it orovidez 1t is a part of 1his contracl.

vehicle. A gap contrac

Lo I s wmdlam ond B wsmicasd Bl



g ; nt, skip). V! U ¢ the Credi f
You may choose the insurance company through which the VSI insurance is obtained
) ttam AR endrat

f A

e the cost of this insumance s $
OPTIONAL GAP CONTRACT. A gap contract (debt cancellation contract) is not required 1o obtain credit, 10 obtain certain terms of credit, or 1o buy the
pay the extra charge_|f [ [ v tract. the chaige
the t § conditior 4 W

vehicle. A gap contract will not be provided unless you sign below

)

NO COOLING OFF PERIOD
| State law does not provide for a “cooling off” or cancellation period for this sale, After you sign this contract }
annot cancel this contract simply because |
|

| you may only cancel it if the seller agrees or for legal cause. You ¢
| you change your mind. This notice does not apply to home solicitation sales.

| The Annua[ Pe(centage Rafe may be n;gotiatz wi)hith‘ei Seller. ﬁewsieﬂer
| aﬁd 7retaln its right to receive a part of t, "

[ HOW THIS CONTRACT CAN BE CHANGED, Th conta
o es are b 2
s contrac alid, 3 7 3
3y extend the time for making some paym out axtend e for making others ? i ‘
ee back for other important agreements.
OTICE TO RETAIL BUYER: Do not sign this contract in blank. You are entitled to a copy of the contract at the limeR

you sign. Keep it to protect your legal rights.
You agree to the terms of this contract. You confirm that before you signed this contract, we gave it to you, and you were free |
to take it and review it. You acknowledge that you have read both sides of this contract, including the arbitration provision on |
the reverse s bceived a completely filled-in copy when you signed W,
X Co-Buyer Signs X Date
Co-Buyer Printed Name

r Sigr

Buvyer Pr

Priary Use for Which F

LEAWY TR no siascne
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2021 ACADIA FWD SLT

GLR
HOY

ORDER NO. XVPM1X/TRE

VIN

RED MAHOGANY METALLIC /V6G
JET BLACK

STOCK NO.

GENERAL

MOTORS LLC

RENAISSANCE CENTER

DETROIT

VEHICLE

MI  48243-1114

INVOICE

MODEL & FACTORY OPTIONS
TND26 ACADIA FWD SLT

FEO
GLR
LGX
M3W

NE8
PCV

SFZ
SPZ
V92

WBP

MSRP
38800.00
N/C
495.00
495.00

50-STATE EMISSIONS

RED MAHOGANY METALLIC

ENGINE, 3.6L V6, SIDI,

WT

TRANSMISSION, 9-SPEED

AUTOMATIC

EMISSIONS

PREMIUM PACKAGE:

* SEATS, HEATED REAR OUTBOARD

POSITIONS

* MEMORY PACKAGE

* STEERING COLUMN, POWER TILT &

TELESCOPIC

* MIRRORS, OUTSIDE HEATED,

POWER-ADJUST, POWER-FOLDING,

DRIVER-SIDE DIMMING W/

INTEGRATED TURN SIGNAL

* HD SURROUND VISION

* SEAT ADJUSTER, PASSENGER

8-WAY POWER

* SEAT ADJUSTER, POWER

PASSENGER LUMBAR CONTROL

* SEATS, VENTILATED DRIVER & FR

PASSENGER SEAT CUSHIONS &

SEATBACKS

BLACK GMC EMBLEMS

(DEALER INSTALLED)

BLACK LUG NUT AND WHEEL LOCK

KIT ( DEALER INSTALLED)

TRAILERING PACKAGE:

* HITCH GUIDANCE W/ HITCH VIEW

* COOLING SYSTEM, HEAVY DUTY

ELEVATION EDITION

* BLACK GRILLE AND EXTERIOR
ACCENTS

* 20" ALUM. WHEELS W/ BLACK
ACCENTS

* ROOF RAILS, BLACK

DOHC,
N/C

N/C
1250.00

220.00
275.00
650.00

1495.00

** CONTINUED ON PAGE 2 **

SUNRISE BUICK GMC AT WOLFCHASE, LLC

INV AMT
37015.20
N/C
450.45
450.45
N/C

N/C
1137.50

200.20
250.25
591.50

1360.45

RETAIL - STOCK

INVOICE 09/02/20
SHIPPED 09/02/20
EXP 1/T 09/04/20
INT COM 09704720
PRC EFF 09/02/20
KEYS V3102 V3102
WFP-S QTR OPT-1
BANK: ALLY - 340

CHG-TO 53-372
SHIP WT: 3991
HP: 33.6
GVWR: 6001
GAWR.FT: 2976
GAWR.RR: 3406
EMPLOY: 41292.76
SUPPLR: 42951.00
NTR:

DAN: ELEV6
EMPINC: 2445 .52
SUPINC: 787.28



2021 ACADIA FWD SLT

GENERAL MOTORS LLC

GLR RED MAHOGANY METALLIC /V6G

HOY JET BLACK RENAISSANCE CENTER

ORDER NO. XVPM1X/TRE STOCK NO. DETROIT MI  48243-1114
VIN VEHICLE INVOICE

MODEL & FACTORY OPT

IONS MSRP INV AMT RETAIL - STOCK

** CONTINUED FROM PAGE 1 **

TOTAL MODEL & OPTIONS 43680.00 41456.00 ACT 237 41340.60

DESTINATION CHARGE

1195.00 1195.00 H/B 261 1310.40

DEALER IMR CONTRIBUTION 436.80 ADV 261 436.80

LMA GROUP CONTRIBUT

TOTAL

10N 546.00 EXP 65A  546.00

44875.00 43633.80 PAY 310 43633.80

MEMO: TOTAL LESS HOLDBACK AND
APPROX WHOLESALE FINANCE CREDIT 41586.20

R A e e o b b e e e e A o o S e e e e e e b b e S e e e e e e e e e e e e e e e e b e e e e e e e e

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.

B R e B R e R e R R R R R R R A e e R R e S R R e R R S R R A A R e e

THIS MOTOR VEHICLE

SUNRISE BUICK GMC AT WOLFCHASE, LLC VIN

IS SUBJECT TO A SECURITY INTEREST HELD BY ALLY.
REMIT TO ALLY NO. 340

$ 43633.80 INV
DUE 09/704/20 DEALER 53-372



Customer Name:

Y. .M. M: > Acadia

3 3§ 3¢ 2 s sk sk sk sk sk s o ok sk sk sk sk sk sk sk sk sk sk sk sk sk sk sk sk sk sk sk sk ko skokoskokokokokok

Law Firm Info: Lemon Law Group Partners, PLC
PC: Adam Owensby
P#: 888-415-0610
F#: 888-809-7010
E: info@lemonlawgrouppartners.com
A: 460 King Street, Suite 200
Charleston, SC 29403

Date on Demand Letter: 5/19/2021
Received by date: 5/26/2021
In-Service Date: 11/2/2020

3¢ 3k sk 3k sk 3 sk i sk sk sk sk s sk sk sk sk sk s sk sk sk sk sk sk s sk sk sk sk ok skokok ok ok

SOUTHEAST

CAM: Keith Rusie

E: keith.rusie@gm.com

BRM: Ashley Izaquirre

E: ashley.izaguirre@gm.com
Cadillac BRM: Yolanda Hatten
E: yolanda.c.hatten@gm.com

sk sk sk 3 sk ok sk sk sk sk sk sk sk sk sk sk sk sk sk sk sk sk sk sk sk sk ke sk sk sk sk sk sk sk sk ok sk ok skokok skok

VIN Scan
Comments: Previous SR’s Found: Yes

- Tier 2
Open: 12/4/2020 - 12/30/2020
Concern: Automatic Breaking system, infotainment screen, scratch on door, back up camera
Resolution: waiting for parts to come in

- Tier 2
Open: 12/8/2020 - 1/6/2021
Concern: Camera
Resolution: Customer working with DMA

- TAC
Open: 12/11/2020 - 3/13/2021
Concern: Rear Camera
Resolution: TAC recommended to get with DMA, take pictures, remind customer it is his responsibility to be aware of,
and control, the vehicle. Diagnose for coax cable connections are more likely to be the concern for the camera.

- BRC ADR Local BBB
Open: 1/14/2021 - 2/25/2021
Concern: Customer seeks for GM to pay for repainting the vehicle due to hitting something due to camera issues
Resolution: $750 Accessories Certificate



- Tier 2
Open: 4/22/2021 - 4/27/2021
Concern: Rear camera failed. Customer requests buyback
Resolution: BRC Case created

- BRC ADR BBB
Open: 4/27/2021 -
Concern: Customer states vehicle delivered with faulty equipment and without equipment he requested
Resolution: Denial

Open Recalls: No
Branded Title/ Warranty Block: No

Previous Goodwill: Yes
sk sk sk sk ske sk sk st st s ske sk sk st sk st sk ske sk st sk st sk ske sk st sk sk sk sk steoskeosieoske sk sk skeskoskesksk sk
Selling/Servicing Dealer Name: Wakefield Automotive, Inc.
BAC: 118228
P: 864-582-4588
A: 300 St. John Street

Spartanburg, SC 29304

CEM: Christine Montgomery
E: cmontgomery@wakefieldauto.com

BRC Use Only

DMA: Zachary Hirsch

P: 502-338-2814

E: zachary.hirsch@gm.com

sk 3t sk sk sk s sk sk e sk sk sk sk sk s e sk sk sk sk sk sk ke sk sk sk sk sk sk ke sk sk sk sk s sk sk skosk sk skokosk skok

Janelle/BRC Legal/atx/5911190

Janelle

Business Resource Center

Teleperformance on behalf of General Motors
Phone: (800) 231-1841 ext. 5911190

Fax: (866) 215-6750

Email: janelle.1.lowden@gm.com

sk 3 sk sk sk s sk sk ke sk sk sk sk sk s ke sk sk sk sk sk s ke sk sk sk sk s sk sk skeosk sk skoskosk kok

Fax: (586) 920-0782
This is a BRC Legal Case. Do not assume case. Forward any Attorney inquiries to Janelle at 5911190. If the caller is a
customer, refer them to their attorney.

We understand your client has had some frustrations. The Final Repair Attempt request/Motor Vehicle Defect Notice
indicates that you have a concern with, <items listed on FRA request/MVDN>. In order to provide the best assistance,
we want to gather the most accurate information directly from you. Please note, the dealer might spend some time
reviewing this information with your client when they drop off your vehicle.

1) Is your client the original Owner?



2) Does your client use this vehicle for personal or business use?

3) What are your client's current vehicle concerns?

4) Can you give me some details regarding exactly what it is doing that gives your client concern?

5) How frequently does this happen?

6) When did your client first notice the concern?

7) What was the estimated date and mileage on the vehicle when the concern first occurred?

8) Is the vehicle at the Dealer now? If not, when was it last there?

9) Was your client able to demonstrate their concerns with dealer service personnel? Was it duplicated?

10) Has the dealer ever provided your cliet with any GM published documentation about their vehicle or concern(s)?
a. If YES-What documentation did the dealership personnel provide to your client?

11) Has this vehicle been upfitted or have any aftermarket items (such as a plow, Southern Comfort or Black Widow?)
a. If YES-Who did the work and when it was done (prior to purchase or after?)

12) Has this vehicle ever been involved in an accident?

13) Has an insurance claim ever been filed?

14) What is the actual mileage on the vehicle?

Guide147

SS7786

SS7827

PP870

Guide1094

Copy the CAM and the DMA on the FRA email to the BRM.
SC wants FSE requests for ADDREPs

Keep Scheduled follow up in the case for the status of the FRA
FL and CA based on symptom

Scheduled Follow Up Template:

FRA/ADDREP Due to be Scheduled by: X

FRA/ADDREP Was Scheduled (All Parties Agreed to Date) on: X
FRA/ADDREP Due to Occur on: X

Confirmed with FSE (If Needed)? X

Confirmed with Dealer? X

Confirmed with Customer/Attorney? X

Reminder Provided to PC/Attorney 2 Days Prior? X
Reminder Provided to Dealer 2 Days Prior? X

Reminder Provided to FSE 2 Days Prior? X

FRA/ADDREP Occurred on Set Date? X









This file represents a consolidation of
multiple files sent by the manufacturer.
Please use the bookmarks to navigate to
cach file. (Each bookmark label 1s the

name of the original file.)



Service Request Detail

SR No.

Account

Address
City
Last Name

Daytime #

Serial/VIN #

Model
Make

Cust Concern

Customer
Description

Pre-Par

PAR Notifier

Driver Last Name

LEITCHFIELD

I I

Acadia

GMC

Service Request Activities — UCC PAR

Ref No.

Site/BAC

z
HlName

Evening #

Mileage

Model Year

Warranty Start

State KY

7028

2020

07/27/2020 00:00:00

Rear Camera Allegation / Property damage

Incident Date/Time

Insurance Agent Last Name

Generated by hzvrw4

Injuries

Driver First Name

# Other Veh

Insurance Agent First Name

# People in Veh

Cost Ast.

GW SubType

Approval

ucc

Involved Dir

Source

Priority

Status

Sub Status

Phone #

Road Surface

No Goodwill Offered

Repo Dae:Tu

BRC Type

Business Unit

y, March 16, 2021

Page 1 of 7

N/A

CCC-CAC Tier1

Not Initiated Area Complaint Vehicle -
Operable
Trim - Mirrors (Rearview and Sub-Area Initial Failure/Repair
Vanity)
Dan Powers Chevrolet Buick GMC Safety N/A
Phone Updated 03/14/2021 23:12:23
Medium License # Owner MZYN1C
Open Opened Feb 24, 2021 7:40 PM
Pend Diag/Cust Act Closed
Road Cond Fire Report# Police Report#
DOB Disabilities
Insurance Agency



Repo Dae: Tu y, March 16, 2021

Service Request Activities — UCC PAR

Page 2 of 7

Incident Loc Incident Desc
Component Damage Desc
Vehicle Loc Add'l Info
Emergency Svc Names Maint Loc
PAR Detalil
Collision Non Property Thermal Spec Equip
Collision Event
Damage
Vehicle Speed Weather Prop Owner Property
Condition Type
Last Service Date Loc Last Property Prop Est
Service Location Repair Cost
Veh Est Repair Cost Spec Equip Prop Damage
Installer Description

Generated by hzvrw4



Service Request Activities — UCC PAR Repo Pme Tl wManch 16,
Page 3 of 7

Primary Veh Use Inspection Inspected By Inspection
Type Date/Time
Veh Damage Explain Other
Description
Activities
Created Created By Assigned To Activity Sub-Type Status Actual Completion Description
Type
Feb 24, 2021 8:04 PM SVC_UADUS VZ72HP Manager PACIESIS Done 03/14/2021 23:12:40 For Escalation
ER Review
Last Name First Name Account BAC Code
Comments
Approved
Annie / TL/ CAC T1/ Manila
Confidential Comments
Created Created By Assigned To Activity Sub-Type Status Actual Completion Description
Type
Feb 24, 2021 8:03 PM MZYN1C MZYN1C Email - Done 02/24/2021 20:03:17 Thank you for contacting GMC,
Outbound case number i}
Last Name First Name Account BAC Code _]

Comments
Email ID# TIEMO01CAC (Do not delete/alter this line)

-
Thank you for calling GMC with regard to your 2020 GMC Acadia.

Generated by hzvrw4



Service Request Activities - UCC PAR mepofDter ] macay. Maneh (8 TR

Foryo rreference, yo r case number from o r conversation today is ||| R
| appreciate the opportunity to assist you.

GMC Customer Assistance

Confidential Comments

Created Created By Assigned To Activity Sub-Type Status Actual Completion Description
Type
Feb 24, 2021 7:55 PM SVC_UADUS ESISBIQU Escalation ESIS - CAC Third In Transfer to ESIS
ER Party Progres
s
Last Name First Name Account BAC Code
Comments

1. Date of the incident:

February 24, 2021

2. Was there an accident?:

-Yes

3. Accident Location (State)

- Kentucky

4. Please describe the incident and what vehicle part is the alleged concern:

-Cust is calling because she has a Camera issue since her car has 6k miles , dealer told her that they are still checking what is wrong with the
Camera for 2020 GMC model but until now she have not yet received any follow up.And today cust got into accident and hit the Van because
her Camera did not work, she did not receive any warning that there is a vahicle nearby her car.Cust said she normally getting warning but
today it did not.

-5. Where is the vehicle currently located? (Dealer, tow yard, customer home, other):
-Garage of thier Business

6. Was an insurance claim filed?: yes

7. Has the vehicle been repaired?:

-Not Yet

If yes to 8 or 9 below, send to ESIS:

8. Did anyone seek professional medical attention?
-No
9. Did the part concern/allegation cause damage to anything outside the vehicle?

-Yes
If Yes: What was damaged? (Building, house, wall, other) -

Generated by hzvrw4

Page 4 of 7



Service Request Activities — UCC PAR

- a Van was damanged
10. Why are you Escalating this to PAC or ESIS?
-Cust said that there is something wrong with the Camera that lead her into accident

Confidential Comments

Created Created By Assigned To Activity Sub-Type Status Actual Completion
Type
Feb 24, 2021 7:54 PM SVC_UADUS MZYN1C Research VIN Scan Done 02/24/2021 19:57:41
ER
Last Name First Name Account BAC Code
Comments
CASE HISTORY:
SR Number: Business Unit: CCC - CAC Tier 1 | Created: 02/24/2021 19:40:12 | Summary: fhgest4 | Abstract: Advisor Notes |
Contact's Last Name: | Contact's First Name:[JJJlj | BRC Type: N/A | Status: Open
CASE VEHICLE STATUS:
VIN:
Status: Boug ew Still Retained
SELLING DEALER:
BAC: 118811
Name: DAN POWERS CHEVROLET BUICK GMC
Address: 1065 E HWY 60 HARDINSBURG, KY 40143-2500 US
customer NAVE: [
Branded Title: No
Warranty Blocks: No
Open Recalls: None
Bumper to Bumper Limited Warranty: In
Emission Select Component Ltd Wty: In
OTHER VEHICLES OWNED BY CUSTOMER: None
Confidential Comments
Created Created By Assigned To Activity Sub-Type Status Actual Completion

Generated by hzvrw4

Repo Dae:Tu y, March 16, 2021
Page 5 of 7

Description

VIN Scan: CCC - CAC Tier 1

Description



Service Request Activities — UCC PAR

Feb 24, 2021 7:40 PM SVC_UADUS MZYN1C
ER
Last Name First Name
Comments
Confidential Comments
Created Created By Assigned To
Feb 24, 2021 7:40 PM SVC_UADUS MZYN1C
ER
Last Name First Name
Comments
Name: / [ ]
Phone number:

VIN:
YMM: MC Acadia
Mileage: 7,028

Mailing Address: KYH
Email Address: yahoo.com

Type

Ownership

Changed
Account

Activity
Type
Inbound
Call
Customer
Account

Done 02/24/2021 19:40:13
BAC Code
Sub-Type Status Actual Completion

Complex Request Done 02/24/2021 19:54:21

BAC Code

Repo Dae:Tu y, March 16, 2021

Page 6 of 7

Service Request Ownership
has changed FROM:
SVC_UADUSER TO: MZYN1C

Description

Rear Camera Allegation

Reason: Custis calling because she has a Camera issue since her car has 6k miles , dealer told her that they are still checking what is wrong

with the Camera for 2020 GMC model but until now she have not yet received any follow up.And today cust got into accident and hit the Van

because her Camera did not work, she did not receive any warning that there is a vahicle nearby her car.Cust said she normally getting

warning but today it did not.

DEALER: DAN POWERS CHEVROLET BUICK GMC

Expectation: Advised cust that | will transfer her case to our Claim Advisor for investigation and please wait for a callback w/in 3 business

days.

Goodwill provided: No
Reason:No
Divine— CACT1 — Manila

Generated by hzvrw4



@ Service Request Activities — UCC PAR Repo Dae:Tu . March 16, 2021

Page 7 of 7

Confidential Comments

UCC Information

UCC Code Description Symptom

C40 Trim - Mirrors (Rearview and Vanity) No Symptom Indicated

End of Report

Generated by hzvrw4



Service Request Detail

SR No.

Account

Address

City

Last Name

Daytime #

Serial/VIN #

Model

Make

Cust Concern

Customer
Description

Pre-Par

PAR Notifier

Driver Last Name

LEITCHFIELD

Acadia

GMC

Service Request Activities — UCC PAR

Ref No.

Site/BAC

zo

First Name

Evening #

Mileage

Model Year

Warranty Start

State KY

7028

2020

07/27/2020 00:00:00

Rear Camera Allegation / Property damage

Incident Date/Time

Insurance Agent Last Name

Generated by hzvrw4

Injuries

Driver First Name

# Other Veh

Insurance Agent First Name

# People in Veh

Cost Ast.

GW SubType

Approval

ucc

Involved DIr

Source

Priority

Status

Sub Status

Phone #

Road Surface

No Goodwill Offered

Not Initiated

Trim - Mirrors (Rearview and

Vanity)

Dan Powers Chevrolet Buick GMC

Phone

Medium License #

Open

Pend Diag/Cust Act

Road Cond

DOB

Repo Da e: Monday, March 15, 2021

BRC Type

Business Unit

Area

Sub-Area

Safety

Updated

Owner

Opened

Closed

Fire Report#

Page 1 of 7

N/A

CCC-CAC Tier 1

Complaint Vehicle -
Operable

Initial Failure/Repair

N/A

03/14/2021 23:12:23

MZYN1C

Feb 24, 2021 7:40 PM

Police Report#

Disabilities

Insurance Agency



Repo Da e: Monday, March 15, 2021

Service Request Activities — UCC PAR

Page 2 of 7

Incident Loc Incident Desc
Component Damage Desc
Vehicle Loc Add'l Info
Emergency Svc Names Maint Loc
PAR Detalil
Collision Non Property Thermal Spec Equip
Collision Event
Damage
Vehicle Speed Weather Prop Owner Property
Condition Type
Last Service Date Loc Last Property Prop Est
Service Location Repair Cost
Veh Est Repair Cost Spec Equip Prop Damage
Installer Description

Generated by hzvrw4



Service Request Activities — UCC PAR

Primary Veh Use Inspection
Type
Veh Damage
Description
Activities
Created Created By Assigned To Activity Sub-Type
Type
Feb 24, 2021 8:04 PM SVC_UADUS VZ72HP Manager PAC/ESIS
ER Review

Last Name First Name Account
Comments
Approved

Annie / TL / CAC T1/ Manila

Confidential Comments

Created Created By Assigned To Activity Sub-Type
Type
Feb 24, 2021 8:03 PM MZYN1C MZYN1C Email -
Outbound
Last Name First Name Account
Comments

Email ID# TLEMO1CAC (Do not delete/alter this line)

Dear
Thank you for calling GMC with regard to your 2020 GMC Acadia.

Generated by hzvrw4

Status

Inspected By

Explain Other

Status Actual Completion

03/14/2021 23:12:40

BAC Code

Actual Completion

02/24/2021 20:03:17

BAC Code

Repo Da e: Monday, March 15, 2021

Page 3 of 7

Inspection

Date/Time

Description

For Escalation

Description

Thank you for contacting GMC,
Case number [SRI



Service Request Activities — UCC PAR Roport Pate: Monday, Manh 43,024

Foryo rreference, yo r case number from o r conversation today is ||| R
| appreciate the opportunity to assist you.

GMC Customer Assistance

Confidential Comments

Created Created By Assigned To Activity Sub-Type Status Actual Completion Description
Type
Feb 24, 2021 7:55 PM SVC_UADUS ESISBIQU Escalation ESIS - CAC Third In Transfer to ESIS
ER Party Progres
s
Last Name First Name Account BAC Code
Comments

1. Date of the incident:

February 24, 2021

2. Was there an accident?:

-Yes

3. Accident Location (State)

- Kentucky

4. Please describe the incident and what vehicle part is the alleged concern:

-Cust is calling because she has a Camera issue since her car has 6k miles , dealer told her that they are still checking what is wrong with the
Camera for 2020 GMC model but until now she have not yet received any follow up.And today cust got into accident and hit the Van because
her Camera did not work, she did not receive any warning that there is a vahicle nearby her car.Cust said she normally getting warning but
today it did not.

-5. Where is the vehicle currently located? (Dealer, tow yard, customer home, other):
-Garage of thier Business

6. Was an insurance claim filed?: yes

7. Has the vehicle been repaired?:

-Not Yet

If yes to 8 or 9 below, send to ESIS:

8. Did anyone seek professional medical attention?
-No
9. Did the part concern/allegation cause damage to anything outside the vehicle?

-Yes
If Yes: What was damaged? (Building, house, wall, other) -

Generated by hzvrw4

Page 4 of 7



Service Request Activities — UCC PAR

- a Van was damanged
10. Why are you Escalating this to PAC or ESIS?
-Cust said that there is something wrong with the Camera that lead her into accident

Confidential Comments

Created Created By Assigned To Activity Sub-Type Status Actual Completion
Type
Feb 24, 2021 7:54 PM SVC_UADUS MZYN1C Research VIN Scan Done 02/24/2021 19:57:41
ER
Last Name First Name Account BAC Code
Comments
CASE HISTORY:
SR Number: Business Unit: CCC - CAC Tier 1 | Created: 02/24/2021 19:40:12 | Summary: fhgest4 | Abstract: Advisor Notes |
Contact's Last Name: | Contact's First Name:[JJJlj | BRC Type: N/A | Status: Open
CASE VEHICLE STATUS:
VIN:
Status: Boug ew Still Retained
SELLING DEALER:
BAC: 118811
Name: DAN POWERS CHEVROLET BUICK GMC
Address: 1065 E HWY 60 HARDINSBURG, KY 40143-2500 US
customer NAVE: [
Branded Title: No
Warranty Blocks: No
Open Recalls: None
Bumper to Bumper Limited Warranty: In
Emission Select Component Ltd Wty: In
OTHER VEHICLES OWNED BY CUSTOMER: None
Confidential Comments
Created Created By Assigned To Activity Sub-Type Status Actual Completion

Generated by hzvrw4

Repo Da e: Monday, March 15, 2021
Page 5 of 7

Description

VIN Scan: CCC - CAC Tier 1

Description



Service Request Activities — UCC PAR Ropo: Pae: Monday, Manh 4. 024

Page 6 of 7
Type
Feb 24, 2021 7:40 PM SVC_UADUS MZYN1C Ownership Done 02/24/2021 19:40:13 Service Request Ownership
ER Changed has changed FROM:
Last Name First Name Account BAC Code SVC_UADUSER TO: MZYN1C
Comments
Confidential Comments
Created Created By Assigned To Activity Sub-Type Status Actual Completion Description
Type
Feb 24, 2021 7:40 PM SVC_UADUS MZYN1C Inbound Complex Request Done 02/24/2021 19:54:21 Rear Camera Allegation
ER Call
Customer
Last Name First Name Account BAC Code

Comments

Name: / [ ]
Phone number:

VIN:
YMM: MC Acadia

Mileage: 7,028
Mailing Address: KYH

Email Address: yahoo.com

Reason: Custis calling because she has a Camera issue since her car has 6k miles , dealer told her that they are still checking what is wrong
with the Camera for 2020 GMC model but until now she have not yet received any follow up.And today cust got into accident and hit the Van

because her Camera did not work, she did not receive any warning that there is a vahicle nearby her car.Cust said she normally getting
warning but today it did not.

DEALER: DAN POWERS CHEVROLET BUICK GMC

Expectation: Advised cust that | will transfer her case to our Claim Advisor for investigation and please wait for a callback w/in 3 business
days.

Goodwill provided: No
Reason:No
Divine— CACT1 — Manila

This investigation document contains the first fifty pages. You may request the full version

Genommedby: hevi through NHTSA.ODI.CED@dot.gov. Requests are answered as resources allow and in the

order they are received.


Natosha.McKnight
REDACTION




