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February 22, 2021 

Better Business Bureau 

of Detroit & Eastern Michigan 

Attention: Director of Mediation & Arbitration 

Customer:  

Reference number:  

Service request:  

Customer Relationship Specialist: Jennifer 

Dear Director of Mediation & Arbitration, 

Thank you for your recent correspondence regarding  and concerns with his 

2021 GMC Acadia.   

We have completed our review of  situation.  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  may 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

2

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: 
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.



















































2021 ACADIA FWD SLT GENERAL MOTORS LLC

GLR RED MAHOGANY METALLIC /V6G

H0Y JET BLACK RENAISSANCE CENTER

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

VIN VEHICLE INVOICE

*****************************************************8082******48*53372S

MODEL & FACTORY OPTIONS MSRP INV AMT RETAIL - STOCK

TND26 ACADIA FWD SLT 38800.00 37015.20 INVOICE 09/02/20

FE9 50-STATE EMISSIONS N/C N/C SHIPPED 09/02/20

GLR RED MAHOGANY METALLIC 495.00 450.45 EXP I/T 09/04/20

LGX ENGINE, 3.6L V6, SIDI, DOHC, 495.00 450.45 INT COM 09/04/20

VVT PRC EFF 09/02/20

M3W TRANSMISSION, 9-SPEED N/C N/C KEYS V3102 V3102

AUTOMATIC WFP-S QTR OPT-1

NE8 EMISSIONS N/C N/C BANK: ALLY - 340

PCV PREMIUM PACKAGE: 1250.00 1137.50 CHG-TO 53-372

* SEATS, HEATED REAR OUTBOARD

POSITIONS SHIP WT: 3991

* MEMORY PACKAGE HP: 33.6

* STEERING COLUMN, POWER TILT & GVWR: 6001

TELESCOPIC GAWR.FT: 2976

* MIRRORS, OUTSIDE HEATED, GAWR.RR: 3406

POWER-ADJUST, POWER-FOLDING, EMPLOY: 41292.76

DRIVER-SIDE DIMMING W/ SUPPLR: 42951.00

INTEGRATED TURN SIGNAL NTR:

* HD SURROUND VISION DAN: ELEV6

* SEAT ADJUSTER, PASSENGER EMPINC: 2445.52

8-WAY POWER SUPINC: 787.28

    * SEAT ADJUSTER, POWER

    PASSENGER LUMBAR CONTROL

* SEATS, VENTILATED DRIVER & FR

    PASSENGER SEAT CUSHIONS &

    SEATBACKS

SFZ BLACK GMC EMBLEMS 220.00 200.20

    (DEALER INSTALLED)

SPZ BLACK LUG NUT AND WHEEL LOCK 275.00 250.25

    KIT ( DEALER INSTALLED)

V92 TRAILERING PACKAGE: 650.00 591.50

* HITCH GUIDANCE W/ HITCH VIEW

* COOLING SYSTEM, HEAVY DUTY

WBP ELEVATION EDITION 1495.00 1360.45

* BLACK GRILLE AND EXTERIOR

      ACCENTS

* 20" ALUM. WHEELS W/ BLACK

      ACCENTS

    * ROOF RAILS, BLACK

** CONTINUED ON PAGE  2 **

SUNRISE BUICK GMC AT WOLFCHASE, LLC



2021 ACADIA FWD SLT GENERAL MOTORS LLC

GLR RED MAHOGANY METALLIC /V6G

H0Y JET BLACK RENAISSANCE CENTER

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

VIN VEHICLE INVOICE

*****************************************************8082******48*53372S

MODEL & FACTORY OPTIONS 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 CONTRIBUTION 546.00 EXP 65A 546.00

TOTAL 44875.00 43633.80 PAY 310 43633.80

MEMO: TOTAL LESS HOLDBACK AND

APPROX WHOLESALE FINANCE CREDIT 41586.20

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

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. 340

SUNRISE BUICK GMC AT WOLFCHASE, LLC VIN

$ 43633.80 INV

DUE 09/04/20 DEALER 53-372





 - 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
******************************************
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

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

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

****************************************
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
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Service Request Activities – UCC PAR Repo  Da e: Tu y, March 16, 2021

Page 2 of 7

Generated by hzvrw4

Incident Loc Incident Desc

Component Damage Desc

Vehicle Loc Add'l Info

Emergency Svc Names Maint Loc

 PAR Detail

 Collision Non 
Collision

 Property

 Damage

Thermal 
Event

Spec Equip

 Vehicle Speed  Weather

 Condition

Prop Owner Property

Type

 Last Service Date  Loc Last

 Service

Property

Location

Prop Est

Repair Cost

 Veh Est Repair Cost Spec Equip

Installer

Prop Damage

Description
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Service Request Activities – UCC PAR Repo  Da e: Tu y, March 16, 2021
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Confidential Comments

UCC Information

UCC Code Description Symptom

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

End of Report

Service Request Activities — UCC PAR 

Confidentia  Comments 

Repo  Da e: Tu y, March 16, 2021 
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UCC Information 

UCC Code 

C40 

Generated by hzvrw4 

Description Symptom 

Trim - Mirrors (Rearview and Vanity) No Symptom Indicated 

End of Report 



Service Request Activities – UCC PAR Repo  Da e: Monday, March 15, 2021

Page 1 of 7

Generated by hzvrw4

Service Request Detail

 SR No.   Ref No.   Cost Ast.  No Goodwill Offered BRC Type N/A

Account Site/BAC GW SubType   Business Unit CCC - CAC Tier 1

Address Approval  Not Initiated Area Complaint Vehicle - 
Operable

City LEITCHFIELD Zip State KY UCC  Trim - Mirrors (Rearview and 
Vanity)

Sub-Area Initial Failure/Repair

Last Name First Name Involved Dlr  Dan Powers Chevrolet Buick GMC Safety N/A

Daytime # Evening # Source  Phone Updated 03/14/2021 23:12:23

Serial/VIN #
4

Mileage 7028 Priority  Medium License #  Owner MZYN1C

  Model Acadia Model Year 2020 Status  Open Opened Feb 24, 2021 7:40 PM

Make GMC Warranty Start 07/27/2020 00:00:00 Sub Status  Pend Diag/Cust Act Closed

Cust Concern Rear Camera Allegation / Property damage

Customer 
Description

Pre-Par

PAR Notifier Incident Date/Time Injuries # Other Veh # People in Veh Road Surface Road Cond Fire Report# Police Report#

Driver Last Name Driver First Name Height DOB Disabilities

Insurance Agent Last Name Insurance Agent First Name Phone # Insurance Agency

 

Service Request Detail 

Service Request Activities — UCC PAR Repo  Da e: Monday, March 15, 2021 

Pagel of 7 

 
SR No. Ref No. Cost Ast. No Goodwil  Offered BRC Type N/A 

Account Site/BAC GW Sub ype Business Unit CCC - CAC Tier 1 

Address  Approval Not In tiated Area Compla nt Vehicle - 
Operable 

City LEITCHFIELD Zip  State KY UCC Trim - M rrors (Rearview and Sub -Area Init al Fa ure/Repair 
Vanity) 

Last Name  F rst Name  Involved Dir Dan Powers Chevrolet Buick GMC Safety N/A 

Daytime # Evening # Source Phone Updated 03/14/2021 23:12 23 

SerialNIN #  Mileage 7028 Pr ority Medium License # Owner MZYN1C 
4 

Model Acadia Model Year 2020 Status Open Opened Feb 24, 2021 7:40 PM 

Make GMC Warranty Start 07/27/2020 00:00 00 Sub Status Pend D ag/Cust Act C osed 

Cust Concern Rear Camera Allegation / Property damage 

Customer 
Descr ption 

Pre -Par 
PAR Notifier Incident Date/Time Injuries # Other Veh # People in Veh Road Surface Road Cond Fire Report# Police Report# 

Driver Last Name Driver F rst Name He ght DOB D sabilit es 

Insurance Agent Last Name Insurance Agent F rst Name Phone # Insurance Agency 
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Service Request Activities – UCC PAR Repo  Da e: Monday, March 15, 2021
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 Primary Veh Use Inspection 

Type

Inspected By Inspection

Date/Time

 Veh Damage 

 Description

Explain Other

Activities

Created Created By Assigned To Activity 
Type

Sub-Type Status Actual Completion Description

Feb 24, 2021 8:04 PM SVC_UADUS
ER

VZ72HP Manager 
Review

PAC/ESIS Done 03/14/2021 23:12:40 For Escalation

Last Name First Name Account BAC Code

Comments
Approved

Annie / TL / CAC T1 / Manila

Confidential Comments

Created Created By Assigned To Activity 
Type

Sub-Type Status Actual Completion Description

Feb 24, 2021 8:03 PM MZYN1C MZYN1C Email - 
Outbound

Done 02/24/2021 20:03:17 Thank you for contacting GMC,
Case number [SR:

Last Name First Name Account BAC Code

Comments
Email ID# T1EM01CAC (Do not delete/alter this line)
==================================================

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

 
Primary Veh Use 

Veh Damage 

Description 

Service Request Activities — UCC PAR 

Inspection 

Type 

Inspected By 

Explain Other 

Repo  Da e: Monday, March 15, 2021 

Inspection 

Date/Time 

Page 3 of 7 

Activities 

Created Created By Ass gned To Activity Sub-Type Status Actual Completion Descr ption 
Type 

Feb 24, 2021 8 04 PM SVC_UADUS VZ72HP Manager PAC/ES S 
ER Review 

Last Name F rst Name Account 
 

Comments 
App oved 

Ann e / TL / CAC T1 / Manila 

Done 03/14/2021 23:12 40 For Escalation 

BAC Code 

Confidentia  Comments 

Created Created By Ass gned To Activity Sub-Type Status Actual Completion Descr ption 
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 [SR:

Last Name F rst Name Account BAC Code 
  

Comments 
Emai  ID# TlEMO1CAC (Do not delete/alter this line) 

Dear  
Thank you for calling GMC with regard to your 2020 GMC Acad a  
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