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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.

























































 - 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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x__Nothing received (DCM Standard form)
__Received all (DCM Recent ROs)
__Need to find out if any new ROs since __ 
729006
VIN: 

Servicing Dealership:   Miller Buick GMC
BAC:  314166
City/state:  Saint Cloud, MN
P: 320-251-8900

CEM/Service Manager:  Chris O'Hara
E: chriso@millerautoplaza.com
correct___ Checked for emp online

DVM (District Manager Service): robert.faulkner@gm.com
E: 

Zone Manager: 
E: 

*******************************************
Enclosed is a copy of the rest of the repair orders regarding the  &   case. This case is now 
complete and is being removed from the Early Resolution Program and turned over to you for further handling. 

The rest of the repair orders have been requested and will be forwarded upon receipt.  

Sales documents and repair orders have been requested and will be forwarded upon receipt. 

The sales documents have been requested and will be forwarded upon receipt. 

Selling dealership is out of business.  Sales documents will need to be obtained from Plaintiff counsel.  

Unable to verify if there are any new repair orders or if the vehicle is currently at a dealership due to COVID-19 delay. 

Unable to obtain sales or repair orders due to the COVID-19 delay.
**************************************************************
List of ROs:

VIN Scan: Previous SR's: 

VIN#: 

_x__** Enter in Other activity "all documents are received" and done it.
_x__ **Enter in the “Clsd&Frwd to LC - Lawsuit NER” activity and done it
_x__**Are all ROs received?  Check 360 & GWM
_x__**Sales Received
__x_**Associate the VIN
_x__**Enter cust address
_x__**Current SR:  Create New folder on One Drive and move everything from attachments in siebel to the desktop 
folder
_x__**Checklist 



_x__**Removal Letter
_x___ Attach files to Siebel, combine current folder with the rest of file & send to zip
_x__ Send P2P file in ASPERA
_x__ **enter in Other activity of either File Removed to Local Counsel. Pending the Following Documents to be Sent 
ASAP: [List documents]" or
File Removed to Local Counsel– All Documents Included.
_x__ **Put case Sub Status into "Removed to LC"
_x__ Attached finished VIN scan and the Zip file to case
_x__ Close file
**************************************************************************
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