:{3} Adams, Anna (Capitol City Buick GMC and Ally Financial) CAP VT Complaint #2017-3539 (ID 146
From: AGO - CAP
Sent: Wednesday, July 26, 2017 11:14 am
TO: "csh'
Subject: RE: Adams, Anna (Capitol City Buick GMC and Ally Financial) CAP VT

Complaint #2017-3539

Re: Compiaint #2017-03539

Dear Anna Adams,

Thank you for your inquiry. As our office is unable to provide legal advice, you may

consider
contacting vermont Legal Aid for specific legal guidance to address your concerns.

Legal Aid can be reached at 800-889-2047.
Sincerely,

Cameron Randlett
Consumer Advisor

vermont Attorney General’s Office
Consumer Assistance Program

109 state Street

Montpelier, VT 05609-1001

Phone: (800) 649-2424 (802) 656-3183
website: www.uvm.edu/consumer
Email: ago.cap@vermont.gov

et e L—_W—'
Sent: Tuesday, July : 12:34 PM

TO: AGO - CAP _
Subject: Re: Adams, Anna (Capitol City Buick GMC and Ally Financial) CAP VT
complaint #2017-3539

Cameron

I did yesterday and was told they. could not talk to me because I have and
attorney. I _ )
§o1d them this was not true. He had quit and they said I would need to get proof
ut I
cannot. I am not sure what to do.
Thanks
Anna Adams

————— original Message-----

From: AGO - CAP <AGO.CAP@vermont.gov>

To: adamsanna «

Sent: Tue, Jul 25, 20L/ 1u:42 am

Subject: Adams, Anna (Ccapitol City Buick GMC and Ally Financial) CAP VT Complaint
#2017-3539

Re: Complaint #2017-03539

Dear Anna Adams,

Thank you for contacting the Consumer Assistance Program with your recent update; it
has been added .
to your complaint file and will remain as a public record with our office for 6
ears. At this time,
owever, we are unable to re-open your complaint.
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{3} Adams, Anna (Capitol City Buick GMC and Ally Financial) CAP VT Complaint #2017-3539 (ID 146

Based on the questions you presented in your update, our office recommends that you

contact Ally ] o
Financial directly to speak with them about your remaining concerns. From the

business’ Tlatest o
correspondence, it appears that you can contact Nikki Tippen at 972-537-2439 to

further discuss your
concerns.

If we may be of further service, or if you have additional questions or complaints,

please contact us
again.

Sincerely,

Cameron Randlett
Consumer Advisor

vermont Attorney General’s Office
consumer Assistance Program

109 State Street

Montpelier, vT 05609-1001

Phone: (800) 649-2424 (802) 656-3183

website: www.uvm.edu/consumer
Email: ago.cap@vermont.gov
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Fwd{3} Adams, Anna (Capitol City Buick GMC) CAP 2017-03539 (ID 141987)
From: Kim Gauthier <vtautocap@aol.com>
Sent: Wednesday, May 24, 2017 1:06 PM
To: AGO - CAP
Subject: Fwd: Adams, Anna (Capitol City Buick GMC) CAP 2017-03539
Attachments: 051517 Adams.htm

Good Afternoon,

we_are sending this case back to you based on the fact that we received the
following email from Ms. Adams stating she no longer has possession of either
vehicle and has no supporting documentation pertinent to her complaint.

Thank you,
Kim Gauthier
AUTOCAP Coordinator

(No subject)
Fro
m

[ I
et de
deta
ils
TO
vta
uto
cap

vta
utoc
ap
@a
ol.c
om

wed,
May
24,
2017
12:3
0 pm

I understand that you are handling a case I sent to the attorney generals office. I
am
aondering if you can update me on what is going on with the case. Also I do not

ave ,
either car in my ?osition all I have is pa?erwqu on the Regal and non on the
Verano. The Regal as I mentioned was totaled in the accident and the verano was
repged because I could not afford the payment. It may be Allied Financial that
needs to

be questioned on the $17,plus check they received but Capital City needs to be
questioned on the verano as they are the gne who rolled over money from the Regal to

the verano which does not look like it should have happened.

My phone number is/ fome
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Fwd{3} Adams, Anna (Capitol City Buick GMC) CAP 2017-03539 (ID 141987)
or

Thanks

Anna Adams

————— original Message-----

From: AGO - (AD -AFR ~infcwcmant gOV>

To: - »

Cc: 'vraurocap@aol.com’ <vtautocap@aol.com>

Sent: Fri, May 19, 2017 5:15 pm

Sybject: Adams, Anna (Capitol City Buick GMC) CAP 2017-03539
5/19/2017 :

Anhna Adams

Re: 2017-0353Y
Dear Anna Adams:

By copy of this Tletter, I am forwarding your complaint to the vermont Auto Dealer
Association. Your complaint has been referred to the vermont Auto Dealers
Association

(VADA), because the business named in your complaint is a VADA member. cComplaints
regarding VADA members are reviewed by VADA and may be brought before the Auto
Cogsumer Assistance Program Panel (AutoCAP). The panel is comprised of both dealer
an

consumer representatives and works to resolve complaints between dealers and -
consumers. .

Please be advised that VADA will not process your claim if an attorney is involved,
if the issue o ) . ) ) ]
is currently in Titigation, or if the vehicle is not in your possession.

Ifggve included the contact information for vADA, should you need to contact their
office
regarding your complaint:

VADA

1284 Us Route 302-Berlin
Suite 2

Barre, VT 05641

Phone: 802-461-2655
Email: vtautocap@aol.com

At this time, please direct any further inquiries about this matter to that office.

If you would Tike more information on our action to refer your complaint, please
feel free to
contact our office.

Thanks, )
Crystal Baldwin
consumer Advisor

Mailing Address:

office of the Attorney General
Consumer Assistance Program
109 state Street '
Montpelier, vT 05609-1001 ‘
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RE{3} Adams, Anna (Capitol City Buick GMC) CAP VT Complaint #2017-03539 (ID 143435)

From: Ed Farr <edfarr@capitolcityautomart.com>

sent: wednesday, June 14, 2017 10:27 AM

To: AGO - CAP

Subject:. RE: Adams, Anna (Capitol City Buick GMC) CAP VT Complaint

#2017-03539

Cameron Randlett, ] ] ) . _
The matter is out of Capitol City’'s hands. Capitol City assigned the lease contract

to Ally bank years

earlier. Any explanation to what was owed should come directly from Ally bank or
maybe Mrs. Adam’s

insurance company may be able to provide an accounting.

Sincerely,

Ed Farr

From: AGO - CAP [mailto:AGO.CAP@vermont.gov]

Sent: Wednesday, June 14, 2017 9:18 AMm

To: Ed Farr <edfarr@capitolcityautomart.com>

Subject: Adams, Anna (Capitol City Buick GMC) CAP VT Complaint #2017-03539

Re: Complaint #2017-03539

.

Dear Sir/Madam:

our records show that you have responded to the above-noted complaint, yet this

matter_remains . . .
unresolved. wWe ask that you respond directly to this office as to the steps you have

taken to resolve this
matter.

Thank you for prompt attention.
Sincerely,

Cameron Randlett

Consumer Advisor

vermont Attorney General’s office
consumer Assistance Program

109 State Street

Montpelier, VT 05609-1001

Phone: (800) 649-2424 (802) 656-3183

website: www.uvm.edu/consumer
Email: ago.cap@vermont.gov
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Re{3} Adams, anrna (canito]l _City Buick GMC) CAP VT Complaint #2017-03539 (ID 142531)

From:  csh <
sent: Friday, June 02, ¢yir .1:17 AM

To: AGO -  CAP _ _ _ _
Subject: Re: Adams, Anna (Capitol City Buick GMC) CAP VT Complaint #2017-
03539

Cameron,

He is talking about the balance on the verano not the Regal The Regal I only owed

a
Jittle over $5,000 and Allied Financial Received a check for $17,000 plus from one

of the
insurance companies. Not sure which. Also Capital City rolled some of the price on

the
Regal into the verano which they should not have done because it is obvious the

$5,000 owed was covered by he check. I do not dispute that I owe the $12,plus on

the
verano as they repoed it. But the main car in question is the Regal. I have the

Tetter
from an attorney who paid they Regal off at the tune of $17, plus.

Thanks

Anna Adams

————— original Message-----

From: AGO - CAP <AGO.CAP@vermont.gov>

To: adamsanna TTm

Sent: Fri, Jun &, cuis 1U:iZ/ am

Subject: Adams, Anna (Capitol City Buick GMC) CAP VT Complaint #2017-03539
Re: complaint #2017-03539

Dear Anna Adams,

Attached is a copy of recent correspondence we have received from the business named

in your
complaint. Please review and provide a written update on your complaint at your
earliest convenience.

Thank you.

Sincerely,

Cameron Randlett

Consumer Advisor

vermont Attorney General’'s Office
Consumer Assistance Program

109 State Street

Montpelier, vT 05609-1001

Phone: (800) 649-2424 (802) 656-3183

website: www.uvm.edu/consumer
Email: ago.cap@vermont.gov
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{3} Adams, Anna (Capitol City Buick GMC and Ally Financial) CAP VT complaint #2017-03539 (ID 146

From: csh

Sent: Monday, July 24, £uis .56 PM

To: AGO - CAP

Subject: Re: Adams, Anna (Capitol City Buick GMC and Ally Financial) CAP VT

complaint #2017-03539
Cameron,

This is not entirely true. MK payment for the Buick Regal was $460.97 not the
$463.30. It started out being the $463.30 but we had to go in and resign the

contract .
which in turn dropped the payment to the $460.97. Also why would they be allowed to

keep the difference between the amount sent to them to pay off which is not the

amount
in the letter that I received. But why are they saying that I still owe the other

money on -

the $ega1 and I do not remember getting any 1099 or that I still owed money on the
Regal. .
1f that is the case how can they keep the money owed on the Verano and not have
to _

rﬁtuEn it since the verano was a complete different transaction.

Thanks

Anna

————— original Message-----

From: AGO - CAP <AGO.CAP@vermont.gov>

To: adamsanna_ g v

Sent: Mon, Jul ==, 2UL/ L:34 pm

subject: Adams, Anna (Capitol City Buick GMC and Ally Financial) CAP VT Complaint
#2017-03539

Re: complaint #2017-03539

Dear Anna Adams,

Attached is a copy of a letter from the business named in your complaint. According

to the letter a . o
proposal has been offered which may solve your dispute. At this juncture we have

closed your file ] ) )
under a “resolved" status, however if you wish to dispute the terms of the

agreement, please contact
our office in writing.

If you have any further questions or if we can be of service in the future, please
contact us again.

Sincerely,

Cameron Randlett
consumer Advisor

vermont Attorney General’'s office
consumer Assistance Program

109 State Street .

Montpelier, VT 05609-1001

Phone: (800) 649-2424 (802) 656-3183

website: www . uvm. edu/consumer
Email: ago.cap@vermont.gov
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Re{3} Adawf, anna fcanitol City Buick GMC) CAP VT complaint #2017-03539 (ID 143194)
From: cs

Sent: Mo~ = s B UL/ 2.0uv PM

To: : e . NGO - CAP, _ _ _

Subject: Re: Adams, Anna (Capitol City Buick GMC) CAP VT Complaint #2017-
03539

Cameron

Here is the account of the events leading up to me filing these complaints.
One -
against Ally Financial and one against capital City. I leased a Buick Regal on
December 16, 2010 for $22,126.56 I had made 24 months of payments a $460.97. On
Jﬁnuary 23, 2013 T was in a head on collision with this car and it was totaled. At
that
}jme I.gti11 had 24 months on the car which equaled $11,063.28. This car was
inance
through Ally Financial. Around January 26 2013 I_purchased a Buick verano from the
same company. I was told that they needed to roll over around $4,000 into the new
car
ﬁrgm the Buick Regal which I did not think much about. we did the paper work and I
a
my new car.
on February 28, 2014 I received a letter from State Farm which was my insurance

company at the time saying they had turned this over to Attorneys Javitch, Block &
Rathborne, LLP, phone number 216-623-0000, saying party responsible for the
accident's insurance company was not responding to any contact and that they paid
$17,485.00 and Deductible of $1,000. Now not sure if the $17,485.00 includes the
$%,000 or if that was above the $17,485. At this point I think we are looking at
the.

difference between the $17,485.00 and the $11,063.28 which is $6,421.73. There
appears to be a year longer than I thought on the lease before. I am now questioning

the fact that capital City rolled anything over since it aﬁpears the Regal was paid
off. so I feel that Ally Financial needs to account for the $6,421.73. Also Capital
City
?eeds to account for what they rolled over from the Buick to the Verano. I no
onger
have the verano as I could not afford the payment. _ o
) ﬁ know Ed Farr told you that I still owed around $12, something which is true
ut that ‘
was the balance on the verano after they sold it at auction. I do owe that on the
verano
no§1on the Regal. Hope this is better written and if you have any questions please
ca
me at l - ] 1] .« »
This issue is still not settled to my satisfaction and I you wanted a little
more
information on this., Hope it helps.
Thank you.

Anna Adams

————— Oriﬁina1 Messaae-----
From: csh

To: AGQO.CAP <AGO.CAP@vermont.gov>

Sent: Fri, Jun 2,-2017 11:16 am

subject: Re: Adams, Anna (Capitol City Buick GMC) CAP VT Complaint #2017-03539

Cameron,
He is talking about the balance on the verano not the Regal The Regal I only owed

a .
1ittle over $5,000 and Allied Financial Received a check for $17,000 plus from one

of the
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Re{3} Adams, Anna (Capitol City Buick GMC) CAP VT Complaint #2017-03539 (ID 143194)
insurance companies. Not sure which. Also Capital City rolled some of the price on

the
Regal into the verano which they should not have done because it is obvious the

$5,000 owed was covered by he check. I do not dispute that I owe the $12,plus on

the
verano as they repoed it. But the main car in question is the Regal. I have the

Tetter
from an attorney who paid they Regal off at the tune of $17, pluis.

Thanks

Anna Adams

————— original Message-----

From: AGO - CAP <AGO.CAP@varmant goy>

To: adamsanna >

Sent: Fri, Jun &, <ul7 10:27 am

subject: Adams, Anna (Capitol City Buick GMC) CAP VT Complaint #2017-03539

Re: Complaint #2017-03539

Dear Anna Adams,

Attached is a copy of recent correspondence we have received from the business named

in your i . )
complaint. Please review and provide a written update on your complaint at your

earliest convenience.

Thank you.

Sincerely,

Cameron Randlett

consumer Advisor

vermont Attorney General’s Office
consumer Assistance Program

109 State Street

Montpelier, vT 05609-1001

Phone: (800) 649-2424 (802) 656-3183

website: www.uvm.edu/consumer
Email: ago.cap@vermont.gov
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{3} Adams, Anna (Capitol City Buick GMC and Ally Financial) CAP VT Complaint #2017-3539 (ID 1l46¢

From: csh <t

sent: Tuesday, Juiy >, cul/ 12:34 PM

To: AGO - CAP

Subject: Re: Adams, Anna (Capitol City Buick GMC and Ally Financial) CAP VT

complaint #2017-3539

Cameron

I did yesterday and was told they could not talk to me because I have and
attorney. I _
told them this was not true. He had quit and they said I would need to get proof

but I
cannot. I am not sure what to do.
Thanks

Anna Adams

————— original Message-----

From: AGQ - CAP <AGO.CAP@vermont.gov>

To: adamsanna - =

sent: Tue, Jul &5, 2ULl7 1U:4)> ali

subject: Adams, Anna (Capitol City Buick GMC and Ally Financial) CAP VT Complaint
#2017-3539 '

Re: Complaint #2017-03539

Dear Anna Adams,

Thank you for contacting the Consumer Assistance Program with your recent update; it

has been added ,
to your complaint file and will remain as a public record with our office for 6

ears. At this time,- )
owever, we are unable to re-open your complaint.

Based on the questions you presented in your update, our office recommends that you

contact Ally ) o
Financial directly to speak with them about your remaining concerns. From the

business’ latest

correspondence, it appears that you can contact Nikki Tippen at 972-537-2439 to
further discuss your

concerns.

If we may be of further service, or if you have additional questions or complaints,
please contact us
again.

Sincerely,

Cameron Randlett
Consumer Advisor

vermont Attorney General'’'s office
consumer Assistance Program

109 state Street

Montpelier, vT 05609-1001

Phone: (800). 649-2424 (802) 656-3183

website: www.uvm.edu/consumer
Email: ago.cap@vermont.gov
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RE{3} Adams, Anna (Capitol City Buick GMC) CAP 2017-03539 (ID 142256)

From: Ed Farr <edfarr@capitolcityautomart.com>

Sent: wednesday, May 31, 2017 2:16 PM

To: AGO - CAP

Subject: RE: Adams, Anna (Capitol City Buick GMC) CAP 2017-03539

The remaining payments only cover the remaining payments not the customer’s
remaining obligation on
the car, which would also include paying off the Tease end value of $12,597.

From: AGO - CAP [mailto:AGO.CAP@vermont.gov]

Sent: Wednesday, May 31, 2017 12:29 PM

To: Ed Farr <edfarr@capitolcityautomart.com>

Subject: Adams, Anna (Capitol City Buick GMC) CAP 2017-03539

Re: Complaint #2017-03539

Dear Ed Farr: ’ ' _

we received the attached consumer complaint with respect to a transaction with your
business. Although at this point our office has made no determination as to the
validity of the \
comp'lag'lntl,1 we do ask that you contact the consumer directly within 7 days so that
you and the

consumer can resolve this matter without further involvement of this office.

we also ask that you notify this office, indicating the steps you have taken to
resolve the

complaint. Please respond using the Online Response Form located on our website,
www.uvm.edu/consumer. Please include the above complaint number in your response.
w$ havg also requested the consumer to update us regarding the complaint status
after 14 :

days. The consumer's response, the enclosed complaint, and your response will
remain on file

in.this office for six years. Complaint files are public records and, as such, are
open to the public

for igsgegtion. Information about complaints, including the number of complaints
recorded in

the last six years and their status, is provided to consumers who inquire about your

business. cComplaint information is also used to determine when investigations
should be

initiated.

we thank you for giving this matter your immediate attention.

Sincerely,

Lauren Jandl
consumer Advisor

vermont Attorney General’'s Office
Consumer Assistance Program

109 state Street

Montpéelier, vT 05609-1001

Email: ago.cap@vermont.gov
Phone: 1-800-649-2424 / 802-656-3183
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Case #

Autocap Case Record 037-17

‘Date Received S o
— — -Closed Date
106/02/2017 ; —
[ro/0e/2017 . 6/9 /2017|
Consumer FIIES—TN ? Consumer—LASTNAM DateAc__lélqwledged [ 6 /9 /2017
IOhL___ _’MS.@?EE_..M ] ConsumerRespons | -

]ComplamtT pe | ‘Purchase Date Year/Make Model . Mlleage lsrlceSold Asgls]
_Y._._.1 = } — 0

\Advertising | 1 [
Member Name | ‘Member Contact| i

! . - _

EFOI‘mUI_'c}__l_\hssal_l; Inc. - Jack Castelenetta

Resolution Process  Panel|  [Referredto  Resolution
Staff 0 : | Dropped |

Case Notes

6 / 2 - Dealer called statlng they did not send ﬂyer but must have come from Corporate but would look into further
and get back to us.

‘6/8 - Rec'd dealer response

6/9 - Forwarded to consumer and closed.

{N otes (Summary]

Consumner states he recelved a ﬂyer regarding a 2017 Nissan Titan for $29,580 and dealer would not not honor the
advertised price. Complaint is with Nissan Corporate and they would contact the consumer direct to resolve issue.




6/9/2017 Fwd: McCann, John (Formula Nissan) CAP VT Complaint #2017-03875

From: Kim Gauthier <vtautocap@aol.com>
To: jmecann 1 -
Subject: Fwd: McCann, John (Formula Nissan) CAP VT Complaint #2017-03875
Date: Fri, Jun g, 2017 1:41 pm

Dear Mr. McCann,

AUTOCAP is in receipt of your complaint against Formula Nissan regarding a recent
promotional flyer. We have also received the following email from Jack Castellaneta, GM with
Formula Nissan explaining that your complaint is with Nissan Corporate and not Formula
Nissan. Since Nissan Corporate is not a member of VADA we will have to close this case and
return it to the Consumer Assistance Program office. However, it does sound like Nissan
Corporate will be reaching out to you directly to help resolve your complaint.

Thank you,
Kim Gauthier
AUTOCAP Coordinator

----- Original Message----

From: Jack Castellaneta <jackcinvi@gmail.com>

To: Kim Gauthier <vtautocap@aol.com>

Sent: Thu, Jun 8, 2017 12:57 pm

Subject: Re: McCann, John (Formula Nissan) CAP VT Complaint #2017-03875

Per this email, This is a matter between the customer and Nissan Corporate who sent out the flyer. Formula Nissan has no
responsibility for Nissan Corporate maiters. Nissan Corporate is involved and will contact customer soon.

Thanks
Jack

Sent from my iPhone

On Jun 8, 2017, at 10:07 AM, DiNovi, Fiore <Fiore.DiNovi@epsilon.com> wrote:

lack,

{ have been in discussions with Nissan Legal and they are taking the lead on this matter. Nissan Consumer
Affairs will contact the consumer and resolve the matter with him. Someone from Nissan {your dealer
representative?) will contact you regarding the dealership’s response to AUTOCAP.

If you have any questions, please do6 not hesitate to contact me.

Fiore

Fiore DiNovi

SVP & Legal Counsel

Epsilon Data Management, LLC
Direct 630 386 9189

From: Jack Castellaneta [mailto:jackcinvt@gmail.com]
Sent: Wednesday, June 07, 2017 10:20 AM

To: DiNovi, Fiore <Fiore.DiNovi@epsilon.com>
Subject: Fwd: McCann, John (Formula Nissan) CAP VT Complaint #2017-03875

htips://mail.aol.com/webmail-std/en-us/PrintMessage
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6/9/2017 Fwd: McCann, John (Formula Nissan) CAP VT Complaint #2017-03875

Sent from my iPhone

Begin forwarded message:

From: Kim Gauthier < aol.com>

Date: June 2,,:2017 at 2:45:31 PM EDT

To: jackcinvi@gmail.com

Subject: Fwd: McCann, John (Formula Nissan) CAP VT Complaint #2017-03875

Dear Jack,

Attached please find an AUTOCAP complaint, forwarded to us by the Vermont Attorney
General Consumer Assistance Program Office.

VADA's AUTOCAP Program was created in 1982 to provide consumers and our membets with
a dispute resolution mechanism to avoid costly legal litigation, including small claims court and
the Attorney General's office. To be successful, we need your cooperation and timely response
to the complaints we forward,

After reviewing this complaint; it is our hope that working directly with your customer, you will
he able to answer questions and/or arrive at a mutually acceptable resolution. We understand
this is not always possible. In some cases, both parties prefar working with VADA staff, which
is an effective alternative. '

Please provide a written response within ten days of the date of this email, via return
emall, fax or USPS addressing the complaint, actions taken to respond; and what, if any,
relief you are willing to extend. Both parties receive copies of all the correspondence
submitted to AUTOCAP.

Should a case be referred to the AUTOCAP Panel (which consists of an equal number of
dealer and consumer members), a hearing will be scheduled at the VADA Offices. We will
contact you and the consumer to insure availability prior to setling the date,

Your participation in the AUTOCAP program is greatly appreciated.

Sincerely,

Marilyn B. Miller
AUTOCAP Director

hitps://mail.aol.com/webmail-std/en-us/PrintMessage



822017 Fwd: McCann, John (Formula Nissan) CAP VT Complaint #2017-03875

From: Kim Gauthier <vtautocap@aol.com>
To: jackcinvt <jackcinvi@gmail.com>
Subject; Fwd: McCann, John (Formula lesan)CAP vT Complamt#2017-03875
Date: Fii, Jun 2,2017 2:45 pm
Attachments: 052517 North Branch Vineyards (ID 142365).&xt (1K), 052517 North Branch Vineyards 2 (ID 142364 ).pdf (954K}

Dear Jack,

Attached please find an AUTOCAP complaint, forwarded to us by the Vermont Attorney General Consumer Assistance
Program Office,

VADA's AUTOCAP Program was created in 1982 to provide consumers and our members with a dispute resolution
mechanism to avoid costly legal litigation, including small claims court and the Attorney General's office. To be successful,
we nead your cooperation and timely response to the complaints we forward.

After reviewing this complaint; it is our hope that working directly with your customer, you will be able to answer questions
and/or arrive at a mutually acceptable resolution. We understand this is not always possible. In some cases, both parties
prefer working with VADA staff, which is an effective altemative.

Please provide a written response within fen days of the date of this email, via return email, fax or USPS addressing
the complaint, actions taken to respond; and what, if any, relief you are willing to extend. Both parties receive copies
of all the correspondence submitted to AUTOCAP.

Should a case be referred to the AUTOCAP Panel (which consists of an equal number of dealer and consumer members), a
hearing will be scheduled at the VADA Offices. We will contact you and the consumer to insure availability prior to setting
the date.

Your participation in the AUTOCAP program is greatly appreciated.

Sincerely,

Marilyn B. Miller
AUTOCAP Director

hitps://mail .aol.com/webm all-stdfer-us/PrintMessage 7



From: : e ——_____,____ e
sent: Thursday, May 25, 2017 10:02 AM
To: AGO - CAP

Subject: Nissan Flyer Complaint
Attachments: Nissan Flyer.pdf

Good Morning,

My name is John McCann, owner of North Branch Vvineyards in Montpelier. I am

current1¥ looking to by a . .
new truck for our business. I have purchased in the past 3 Nissan vehicles from

Formula Nissan 1in . . )
Montpelier. Formula Nissan sent me a flyer which I have attached which states the

following:

$29,580 MSRP ‘
390-horsepower 5.6 liter Endurance V8 Engine

1,940 1b maximum payleoad (Titian Crew Cab S 4x4 and Titan Crew Cab SV 4x4)
0% APR 60 months or %2500 cash back.

when I called Formula Nissan to ask about this flyer, they told me that the $29,580

MSRP_was for a 4x2 , . .
single cab, not what was Tisted on the flyer. I was told by Formula Nissan that

Nissan Corporate prints i
these adds to get you in the door. I called Nissan Corporate and they stated that

the flyer was printed ) . . ) .
and sent out by Formula Nissan in Montpelier and they are responsible for what the

ad states. I was ) .
given a case # by Nissan Corporate #26626087. They said they would raise the

complaint and get back o L )
to me. It sounds like consumer fraud which is why I am reporting it. Either the

dealer or Nissan ] . '
Corporate should honor the deal 1isted on the flyer. Thank you for your time and
understanding.

Sincerely,

John McCann, CEO
North Branch vipeyards, LLC

1‘ -
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Autocap Case Record TR

Date Received C]osedDate_ e

1
i

306—{_?2/72017 | ‘ : ‘ 6 /13/2'012

Consumer-FIRSTN |/Consumer-LASTNAM | Date Acknowledged |

. 6/13/2017)

Kmball . Consumer Respons | |

g

Complaint Type | [PurchaseDate iYear/Make Model  Mileage PriceSold __ Asls;
Sales | [ 4/18/2017 {2008 BMW 328xi 113,000 | ($9,400 e

L

\

Member Name | Member Contact:

IFreedom Nissan - : ‘Mort Shapiro _i
Member Response Due! [ 6/12/2017)

Resolution Process | Panel!  [Referredto | |Resolution .
Staff o i . |Compromise

Case Notes

6/13 - Rec'd dealer response, forwarded to consumer and closed o _7’
i

INotes (Summary) _ | a

IConsumer states that since purch'ése the vehicle has been in the repalr ls_f;op most of the time and can not get the
Istatus of the vehicle from anyone and looking to get money back. It has been undriveable since purchase. Dealer was
%able to fix vehicle and return to consumer at no cost.




6/13/2017 Fwd: Emailing - Freedom Nissan Inc response to Brian M Kimball complaint June 12 2017 .pdf

From: Kim Gauthier <vtautocap@aol.com>
To: briankimbali11 <
Subject: Fwd: Emailing - Freedom Nissan Inc response to Brian M Kimball complaint June 12 2017.pdf
Date: Tue, Jun 13, 2017 11:42 am
Attachments: Freedom Nissan Inc response to Brian M Kimball complaint June 12 2017 .pdf (632K)

Dear Mr. Kimball,

AUTOCAP is in receipt of your complaint against Freedom Nissan regarding your 2008 BMW. We
have also received the attached response from Mort Shapiro, VP with Freedom Nissan, explaining
your vehicle has been fixed and has been returned to you. So as of today, your case will be closed
and a copy sent back to the Consumer Assistance Program office where you originally filed your
complaint.

Thank you,
Kim Gauthier
AUTOCAP Coordinator

--—-Original Message---—

From: Kim Gauthier <kgauthier@vermontada.org>

To: 'vtautocap@aol.com' <vtautocap@aol.com>

Sent: Tue, Jun 13, 2017 9:21 am

Subject: FW: Emailing - Freedom Nissan Inc response to Brian M Kimball complaint June 12 2017.pdf

R Gawthion

Executive Assistant

VADA

1284 US Route 302-Berlin
Suite 2

Barre, VT 05641

P: (802) 461-2655 ext 2
F: (802) 461-2659

From: Mort Shapiro [mailto:mort_shapiro@nissanvt.com
Sent: Tuesday, June 13, 2017 12:21 AM
To: Kim Gauthier <vtautocap@aol.com>; Kim Gauthier <kgauthier@vermontada.org>

Ce: Mort Shapiro <mort_shapiro@nissanvt.com>

Subjett: Emailing - Freedom Nissan Inc response to Brian M Kimball complaint June 12 2017.pdf

https://mail.aol.com/webmail-std/en-us/PrintMessage
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FREEDOM NISSAN

1095 Shelburne Road
South Burlington, VT 05403
(802) 864-7400 Fax (802) B46-3746

Consumer Assistance Program
Vermont Attorney General's Office
146 University Place

Burlington VT 05405

. RE: Customer: Brian M: Kimball
| Business: Freedom Nissan

| Vehicle: 2008 BMW

;‘Fo whom it may concem,

] I wanted to respond to the statements made by Mr. Kimball in his Auto CAP Complaint dated May 26,
5017. Mr. Kimball purchased a 2008 BMW from us on April 18,2017 At the time he purchased the vehicle it
had 113,658 and he paid a total of $9,400 for it, not including fees and taxes. The vehicle came with a 30 day,
1000 mile, limited warranty that provided a 100% coverage for all labor and parts listed under the covered’

systems of the warranty.

; On April 21%, 2017 Mr. Kimball complained of an oil smell in the car. Freedom Nissan corrected the
broblem by replacing the valve cover gaskets at no charge for either labor or parts to Mr. Kimball. Mr. Kimball
is correct that it took two attempts to fully correct the problem, but he was not charged for either service repair
and the problem was corrected.

* On May 7%, 2017, Mr. Kimball had his BMW towed to Freedom Nissan. I met with him and he started
to become angry and requested that Freedom Nissan buy back the BMW. [ informed him that we would
diagnose the current problem and fix it for free as long it was determined that it was not the result of anything
he had done to the vehicle. Mr. Kimball then became belligerent and began disrupting the customers in the
showroom. [ asked him to stop because he was disrupting our business. Later that day Mr. Kimball called his
sales professional to apologize for his behavior.

; On the following Monday, May 8, 2017, we put the BMW in the shop. A few days later, Chad, our
service manager, called Brian to let him know that we determined that his BMW had an issue with the
fransmission. Mr. Kimball did not return our phone calls. Finally on Monday May 15th 2017, we got an e-mail
from Mrs. Kimball. She claimed that Mr. Kimball had been calling to get information about his vehicle, but
this is not correct. Rather we had to send them a text asking Mr, Kimball to call Chad so he could discuss the
problem with him. Our office actually sent him a text that said “please, please, please call Chad.” On May 26th
92017, Chad called Brian to let him know that we had completed the replacement of his transmission in his

FREEDOM NISSAN




FREEDOM NISSAN

; 1095 Shelburne Road
| South Burlington, VT 05403
’ (802) 864-7400 Fax (802) 846-3746

:BMW free of charge. Mr. Kimball came to the shop and picked up his BMW on May 30th 201 7. He thanked
us and informed us that he has a busy work schedule and that was why he didn't return our phone calls.

; Mr. Kimball in his complaint states that he was told that we would not honor the warranty. This is
completely false. As mentioned above, we told Mr. Kimball we would fix the vehicle, unless it was determined
that he caused the damage to the vehicle, which would void the warranty. After we examined the vehicle we
determined the problems were covered and fixed all of the problems without charge. As you know customer
service'is very important to us and that is why we made all of the repairs to Mr. Kimball’s vehicle in a timely
manner. If Mr. Kimball is still unhappy with the BMW he purchased, Freedom Nissan is also willing to discuss
with Mr. Kimball trading it in for a different vehicle at Freedom Nissan.

Thank you very much for your attention to this matter and please call me if you have any questions.

f\/ery truly yours,
Freedom Nissan, I

'N%% /%%N
by Mort Shapis6 a -

Vice Preside

FREEDOM NISSAN




6212017 Fwd; Kimball, Brian (Freedom Nissan) CAP VT Complaint #2017-03877

From: Kim Gauthier <vtautocap@aol.com>
To: m_shapiro <m_shapiro@nissanvt.com>
Subject: Fwd: Kimball, Brian (Freedom Nissan) CAP VT Complaint #2017-03877
Date: Fri, Jun 2,2017 2:50 pm
Attachments: 053017 Kimball (ID 142370).htm (62K)

Dear Mort,

Attached please find an AUTOCAP complaint, forwarded to us by the Vermont Attorney General Consumer Assistance
Program Office.

VADA's AUTOCAP Program was created in 1982 to provide consumers and our members with a dispute resolution
mechanism to avoid costly legal litigation, including small claims court and the Attomey General's office. To be successful,
we need your cooperation and timely response to the complaints we forward.

After revxewmg this compilaint; it Is our hope that working directly with your customer, you will be able to answer questions
and/or arrive at a mutually acceptable resolution. We understand this is not always possible. - In some cases, both parties
prefer working with VADA staff, which is an effective altemative.

Please provide a written response within ten days of the date of this email, via return emall, fax or USPS addressing
the complaint, actions taken to respond; and what, if any, relief you are wﬂlmg to extend. Both parties receive copies-
of all the correspondence submitted to AUTOCAP.

Should a case be referred to the AUTOCAP Panel (which consists of an equal number of dealer and consumer members), a
hearing will be scheduled at the VADA Offices. We will contact you and the consumer to insure availability prior to setting
the date.

Your participation in the AUTOCAP program is greatly appreciated.
Sincerely,

Marilyn B, Miller
AUTQCAP Director

htips://mail .aol.com/webm ail-stdfen-us/PrintMessage
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6212017 053017 Kimball {ID 142370).htm

From: AGO CAP <ago.cap@vermont.gov>
Sent: Friday, May 26, 2017 2:38 PM

To: . AGO - CAP

Subject: CAP Complaint

The following CAP complaint was submitted:

Your First Name ‘| Brian

Your Last Name Kimball

Confirmation Number | WB17-00486

Your E-Mail Address o e
Your Daytime Phone b ‘

Daytime Phone Type Mobile .
Your Age 57

I am a.., Veteran

Your Mailing Address

Your City { a

Your State )

Your Zip Code -

Is your complaint about: | An automobile dealer
Business Name or Freedom Nissan

Person's First Name

Business Phone (1) (802) 864-7400

Phone (1) Type Office

Business E-Mail Address | Robert_Miller@nissanvt.com
Business Address 1095 Shelbume Rd
Business City South Burlington
Business State VT

Business Zip Code 05403

Business Website/URL ; freed.

Is your complaint about | Yes
a vehicle you purchased?

‘What is the year of your |2008
vehicle?

‘What is the make and BMW 328xi
model of your vehicle?

Is the vehicle new or Used

file:///C MUsera/Kim VADANET/Downloads/053017%20Kimball %20(1D %20142370) .htm




/202017
used?

053017 Kimball (ID 142370).htm

Where did the vehicle
receive its last state
inspection?

Unsure

Inspection sticker

number, date and color:

Unsure

When was the vehicle
purchased?

04/18/2017

What was the purchase
price?

$9,400

Vehicle mileage at time
of purchase:

113,000

Current mileage on the
vehicle:

113,000+

Which of the following
apply to the vehicle?

I'm not sure

Description

I purchased a used car with Freedom Nissan on April 18, 2017 with a 30-day
warranty. I have driven the car four or five times since purchasing it. It's been at
the dealership being repaired for the balance of the time (on three separate
occasions). Most recently, the car was brought in on Sunday, May 7th. It was
towed from Rutland, VT at my expense. It's still in the shop and I am unable to
get any information on the status.

I was told by Mort Shapiro, one of the co-owners, on May 7th, that the warranty
would not be honored. I was rather taken aback and the conversation took an
unpleasant tone, Mort later called me that day to apologize for his behavior
however, it is still unresolved and it appears I purchased a lemeon.

My warranty is no longer valid (30 days) and from what little information I have,
I believe the transmission is being replaced and have no idea if I will be expected
to pay for these repairs.

Also, I have no record of the work that's been done to the car since purchasing it,
but here's what I believe has been repaired/replaced on three separate occasions:

Degrease Engine
Replace clean air filter
Replace spark plugs
Replace points

Reset check engine light
Replace head gasket
Replace transmission

I am losing sleep over this car purchase. If there is anything you can do to help, I
would really appreciate it. I'm getting no response from the dealership.

Thank you advance for any help or insight you can provide.

Amount of loss:

$10,400

file/fC:IUs ers/Kim. VADANET/Downloads/053017%20Kimball %20(1D %20142370) him
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612,207

How would you like this
matter to be resolved?

053017 Kimball (ID 142370).htm
I would like my money back. The car has been undrivable since purchasing it.

Please list any
documents you have
available related to this
complaint (and attach
copies at the end of this
form, or mail/fax them
to us)

Purchase/sales contract
Warranty documentation

Incident Date

5/26/2017 12:00:00 AM

file:/IC /Users/Kim VADANET/Downloads/053017%20Kimbal1%20(ID%20142370) .htm
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Autocap Case Record T

l—JateRe;:elved e e
: : iClosed Date
06/02/2017 | - |

!____f__/_____.___! : 7 /21/2017
(Consumer-FIRSTN_|\Consumer-LASTNAM ‘Date Acknowledged | 6/16/2017]

Priscilla____ |Eaton | ConsumerRespons | 6/30/2017
cOmplamtTypei Purchase Date : Year/Make Model . ‘Mileage | ;'ii}"ié'é"ggi_d' . asis]
§S_9}g§_ | 3 /17/2017) {2012 Chevrolet Captiva [ ‘43,084 : @$13,476 | )

[Member Name | ‘Member Contact N -
Springfield Auto Mart,Inc. | KsleSipples

Member ResponseDue| [~ 6/12/2017)
Resolution Process . Panel]  [Referredto . |Resolution .
|Staff L \Compromise !
Case Notes

:6/14 - Rec'd dealer response
16/16 - Mailed to consumer

6/22 - Rec'd call from consumer’s neighbor, very concerned

6/23 - Called consumer - needs to go downtown to get mail and review dealers response
6/29 - Rec'd letter from neighbor regarding consumers mental well being

7/13 - Sent letter to consumer based on neighbor's letter - not sure right forum for this case :
7/18 - Neighbor called looking for deadline to make panel decision. Advised consumer may want to speak with GM
before making a decision. )

7/20 - Consumer and neighbor met with GM-and they were able to trade for something smaller and less expensive

7/21 - Called consumer to confirm trade and seems much happier with new smaller car.

Notes (Summary) |

‘Consumer states she received a flyer in the mail for her deceased son, called dealership to inquire about it and was
lasked to attend the event. After attending the sales event bought a vehicle she did not want and can not afford.
"‘Would like old vehicle back. Consumer met with dealer and they were able to trade consumer into a smaller, less
iexpensive vehicle.




AUvrTocCcar

AUTOMOTIVE CONSUMER ACTION PROGRAM

July 13, 2017 AUTOCAP Case # 2017-03878

Priscilla Eaton

Dear Ms. Eaton,

AUTOCAP is in receipt Mr. Macchia’s letter, written on your behalf, and we are
not sure AUTOCAP is the proper forum for you to pursue your complaint against
Springfield Auto Mart.

Our voluntary panel of consumer and dealer representatives is a non-judicial
third party recommending solutions to disputes that don’t involve legal or fair
trade violations. The Panel has no jurisdiction in determining whether or not
someone is mentally incapable of entering into a legal contract or if someone is
a victim of elder abuse.

With that said, you are still welcome to attend a panel hearing which will require
you coming to Berlin, Vermont to present your case to the panel members.
Representatives from Springfield Auto Mart will be required to do the same
thing on the same day and time.

Piease review the enclosed information About AUTOCAP and let us know, in
writing, how you would like to proceed. '

Sincerely,
Kim Gauthier

AUTOCAP Coordinator
(802) 461-2655 ext. 2

Enc.

1284 US Route 302-Berlin, Suite 2, Barre, VT 05641 - Fax: 461.2650




AUTOCAP Case #2017-03878

June 29, 2017
Dear Ms. Gauthier,

| am writing oh behalf of Priscilla Eaton, who is unable to respond to your Istter of June 16. In
that letter you had asked that she respond by June 30 or the matter would be closed. This
communication serves to keep the complaint open.

My name is Carmen John Macchia and | am a friend and neighbor. | also deliver Meals on
Wheels to Priscilla. In addition to the “3 Squares” program, Priscilla receives fuel assistance.
Priscilla is a 90 year old woman who lives alone with her black lab.

| believe Priscilla’s story and thus, | believe, she is the victim of elder abuse. Someone from
your program needs to speak or visit with her in order to learn that she is cognitively impaired
and was taken advantage of.

The dealership response to the claim is clearly a corporate lawyer’s “boiler plate” rebuttal. It
didn't address key issues in Priscilla’s complaint. Priscilla drove to Springfield in her 2008 PT
Cruiser on March 17. She had just spent $160 on repairs to her car on March 15 at the West
River Auto Shop in Londonderry (she has the receipt). Would she have wanted to frade in her
car which was paid up and repaired for $160 only to receive the pittance the dealership gave
her? She was confused and pressured, manipulated and exploited, afterwhich Priscilla became
obliging.

Further investigation is necessary. Priscilla cannot afford the monthly payments which she is to
have for seven years!

Thank you in advance for doing what is right,
Respecfully, :

Carmen John Macchia —
i

CCEWED

W o3

JUN 2 9 2017
VADA



AUTOCAHA P

AUTOMOTIVE CONSUMER ACTION PROGRAM

June 16, 2017 AUTOCAP Case # 2017-03878

Patricia Eaton

Dear Ms. Eaton,

AUTOCAP s in receipt of your complaint against Springfield Auto Mart regarding
your recent purchase. We have also received the attached response letter
Springfield Auto Mart. Please review their letter and respond, in writing, within
10 business days or June 30, 2017. Please supply any supporting documentation
you have pertinent to your complaint. You can submit your documents via mail,
email (vtautocap@aol.com) or fax.

If we do not hear from you on or before June 30, 2017 your case will be closed
and a copy of your complaint will be sent back to the Consumer Assistance
Program office where you originally filed your complaint.

Sincerely,

i A nrin,

Kim Gauthier
AUTOCAP Coordinator
(802) 461-2655 ext. 2

1284 S Route 302-Berlin, Suite 2, Barre, VT 05641 - Fax: 461-2659




RECEIVED
vuN 142017
VADA

Springfield Buick GMC, Inc.

Re: AUTOCAP Complaint No. 2017-03878
Complainant: Priscilla Eaton

Dealer Response

Ms. Eaton says that when she came to the dealership she had no interest in purchasing a vehicle.
This would have not been known to the dealership. We assume that when someone comes to our
dealership, they have at least some degree of interest in purchasing a vehicle. This is especially
true when the person decides to test drive one of our vehicles.

This deal did not happen quickly. Multiple hours were spent with Ms. Eaton so she could pick
out the vehicle that fit her needs and so that she could understand the transaction. Ms. Eaton
wanted to keep her payment low, so she was put in an affordable vehicle with loan terms that
resulted in as modest a monthly payment as possible. The salesperson went over the terms of the
sale with Ms. Eaton. Our Finance Manager went over these terms a second time, leaving no
doubt that everything was explained to Ms. Eaton’s satisfaction,

While we appreciate that Ms. Eaton may have some feelings of buyer’s remorse, we do not
believe that the dealership did anything inappropriate. We gave Ms. Eaton the vehicle that she
expressed interest in at terms that she indicated were acceptable.



6/2/2017 Fwd: Eaton, Priscilta (Springfield Buick GMC) CAP VT Complaint #2017-03878

From: Kim Gauthier <vtautocap@aol.com>
To: ksipples <kslpples@autosavergroup.com>; abeltoll50 <abeltoI150@msn.com>
Subject: Fwd: Eaton, Priscilla (Springfield Buick GMC) CAP VT Complaint #2017-03878
Date: Frl, Jun 2,2017 3:11 pm
Attachments: 053117 Eaton (ID 142504).pdf (3373K)

Dear Kyle,

Attached please find an AUTCCAP complaint, forwarded to us by the Vermont Attorney General Consumer Assistance
Program Office.

VADA's AUTOCAP Program was created in 1982 to provide consumaers and our members with a dispute resolution
mechanism to avoid costly legal litigation, including small claims court and the Atterney General’s office. To be successful,
we need your cooperation and timely response to the complaints we forward.

After reviewing this complaint; it is our hope that working directly with your customer, you will be able to answer questions
and/or arrive at a mutually acceptable resolution. We understand this is not always possible. In some cases, both parties
prefer working with VADA staff, which is an effective altemative.

Please provide a wriften response within ten days of the date of this email, via return email, fax or USPS addressing
the complaint, actions taken to respond; and what, if any, relief you are willing to extend. Both parties receive copies
of all the correspondence submitted to AUTOQOCAP.

Should a case be referred to the AUTOCAP Panel (which consists of an equal number of dealer and consumer members), a
hearing will be scheduled at the VADA Offices. We will contact you and the consumer to insure availability prior to setting
the date.

Your participation in the AUTOCAP program is greatly appreciated.

Sincerely,

Marilyn B. Miller
AUTOCAP Director

hitps://mail.acl. com/webmail-std/en-us/PrintMessage
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P rmoMAS J. DONOVAN, JR.
ATTORNEY GENERAL

. ADDRESS REPLY TO:
CONSUMER ASSISTANCE PROGRAM
109 State Street
Montpelier, VT 05609
www.aviLedu/consumer .
e-mafl: ego.cap@venmoint.gov

JOSHUA R, DIAMOND
DEPUTY ATTORNEY GENERAL

WILLIAM E. GRIFFIN

_CHIEF ASST. ATTORNEY ) - TS
GENERAL STATE OF VERMONT i FCEMED ON
OFFICE OF THE ATTORNEY GENERAL i i
PUELIC PROTECTION DIVISION - | WY 307

Attorney General's Office
Consumer Division

QG- od s
Auto Complaint Form

—

Orgamzatlon Name (/f filing on behalf ofa

business/organization.) H BRI A i

Your Address:* _ [~ | J' T, '-:
Your City:* I ;B I .

Your State:* “ r — 7| T

Your ZIP;* r“--= . *-—'—-- ' ':
Your Daytime Phone:* : | . p BE— |

Your E-mail Address: | w/a

.ler;drr.e,d Zwem EM L

Person You béalt With:*

UNKNswal
Business Street Address: . I Kovte 1o L, Rivee. v
Busiaess City:? | | Wo, SPrs rcz,r-rw ..
Business State: ¥ I [/p evno o
Business ZIP: I 5 _‘5‘0'
Business Phone: | . Goo 850 . 228
Business E-muail: I -




AN

"' Dealer
I3 Outside Sales Company
rm Manufacturer
E Mechanic
I Inspection Station
a Warranty Company
Check the type of business that you are filing a A Service Station
|complaint about:* £ Repossession Company
(Sales/Service) I .
Towing/Storage Company
L Auto Parts Store
r Car Rental Agency
A Finance Company
£3 Insurance Company
Ll Other (clarify in written complaint)
Vehicle Informatiox;:
Year;* [ :;?o ) R ;
Make:* l | e—H“—f?l/ 10t -r“
Model:* e Carriva. ..
Is theve}ﬁcle new or uged?* e New %éd '
‘Complete Sections Relevant to Your -
Complaint:
Date Purchased (Sales): l 3 } 17 } Ay
Purchase Price (Sales) I LR M) i_g?l, . (;54 5, 99)
Vehicle Mileage at Purchase (Sales): , o '_ 2 '_w. ‘—.—I ’
Vehicle Mileage Cﬁrrenﬂy (Sales): [ . mZ‘:ﬁ Tilﬁi h_)
- . 9 -
I Manufacturer's Full Warranty
= Manufacturer's Extended Warranty
Select all that apply to the vehicle you are " Dedler Warranty
complaining about:* = Service Contract
(Sales/Service) -

- oI don't know if there is a warranty

I (explain in warranty terms)

s-Is (no warranty)

Explain terms of the warranty/service contract:

e T T T S

| Bt mas. A2, 800 00l

éﬂf/ Ance  of PA-GH@\_ 2




Did ybﬁ receive a Buyer's Guide? (Sales)

Is the issue relative to warranty repairs? (Service)

”"/Yes e No

(Please include a copy)

P

Yes ~ 'No
(Please include repair orders and receipts)

Repair cost incurred? (Service)

Is.your car being held due to nonpayment of a
disputed repair bill? (Service)

If yes to above, please explain:

C .

L

Check all issues that apply to your complaint and
make sure you include all relevant
documentation!*

( se¢ A ff#'c;’[l-ﬁeg Svven/ >

I3 Vehicle Condition N
(Documentation of representation such as
advertisements, buyer's guide, sales agreement)

r Inspeétion
(Inspection paperwork and information from the
inspection sticker)

Ak Repair

(Repair orders, dealet's "we ows" statement, warranty
paperwork)

L3 Auto Pasts
(Receipts, notices of reca_ll) :

r :Towing'and Storage
(Receipts, dates)

F;/Advertising or Representations
(Advertisements, written representations, sales
agreement, buyer's guide)

p/Pufchase Price

(Sales agreement, window sticker, retail installment
contract)

N Financing :
(Retail installment contract/financing) .

L Repossession ]
(Retail installment contract/financing, sales
agreement, documents from the repossession co.)
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IADIIYN HEMOYE TO EXPOSE ADHESIVE IAISTHAY 3003 0L IACWI | -
FAIEAHAY I504X3 OL ZAOWEY REMOVE TO EXPOSE ADHESIVE SAISIHGY 330433 0L AAOWIH REMOVE
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HERUNE U BAPUSS AUNSHYE

PR N

SAP3666A BUYE RS GUIDE

IMPORTANT: Spoken promises are difficult to enforce. Ask tha dealer to put all promises in writing. Keep this fgrm.
CHEVROLET " CAPTIVA A2 T 3GNAL2EK1CS578081

ICLE IDENTIFICATION NUMBER (VIN) b

| VEHCLEMAKE . MoDEL YEAR
WARRANTIES FOR THIS VEH,I,CI,E,;

O UMITED WARRANTY. The dealer will pay ,_‘f;._.."o _
that fail during the warranty period. Ask the dealer f
explain warranty coverage; exclusions, aind the'deals
state’s laws may give you-additiohal rights: 7

SYSTEMS, COVERED:

NARRANTY APPLIES.

Ask the dealer for a copy of the warranty document and an explanation of warranty coverage, exclusions, and repalr
obligations.

[l SERVICE CONTRACT. A service contract on this vehicle Is dvailable for an extra charge. Ask for details about
coverage, deductible, price, and exclusions.  If you buy a service contract within 90 days of your purchase of this
vehicle, implled warranties under your state's Jaws may glve you additional rights.

ASK THE DEALER IF YOUR MECHANIC CAN INSPECT THE VEHICLE ON OR OFF THE LOT.

OBTAIN A VEHICLE HISTORY REPORT AND CHECK FOR OPEN SAFETY RECALLS. For information on
how to obtain a vehicle history report, visit fte.goviusedears, To check for open safety recalls, visit safercar.gov.
You wiil need the vehicle identlfication number (VIN) shown above:to make the best use of the resources on
these sites,

SEE OTHER SIDE for Important additional information, Including a ifst of major defects that tnay oceir in
used motor vehicles.

Si el conceslonario gestiona la venta en espaftol, pidale una copia de la Guia del Comprador en aspafiol.
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ICase #

Autocap Case Record 01117 ]

Date Received S
i (Closed Date
106/05/2017 | ;
e o © 10/23/2017
[Consumer-FIRSTN |[Consumer-LASTNAM | Date Acknowledged | 6/9 /2017
Amanda Roseberry__ ' ;_Consumer Respons |r_' o 6—/2-3_/56—1';
'Complaint Type | Purchase Date Year/Make Model L _ Mileage __|IPrice Sold tAsls)
iSales . |__4/24/2017, 2012 Chevy Cruze [34144  [[s10, 081 -
IMember Name | Member Contact| B
;Badge Motor Company, Inc, Audi \Dave Swartz
'South Burlington ' —

‘Member Response Due| | 6/12/2017
Resolution Process ‘Panel | Refer'i:';qlt_g_} Resolution |
swf_ U ] Dropped
Case Notes

16/7 - Rec'd dealer response

6/9 - Forwarded to consumer

6/14 - Rec'd consumer's response

6/16 - Forwarded to dealer

6/20 - Rec'd dealer's response

6/21 - Forwarded to consumer

6/21 - Rec'd Consumers response + forwarded to dealer with request to answer all questions
6/30 - Rec'd dealer responses to all questions & forwarded to consumer

|7/10 - Rec'd consumer's response with supporting documents

7/12 - Forwarded to dealer

This continued to go back and forth between dealer and consumer until 9/28 when the consumer just stopped
-replying without coming to a final resolution.

1Notes (Summary)

\Consumer states vehlcle was sold under false"bfétenses Been in multiple times to try and fix alignment but with no
fix. After much communication back and forth dealer agreed to reimburse for a few repairs made elsewhere once
complaint was resolved. Consumer stopped communicating without coming to a resolution.

|

|




Kim Gauthier vtautocap@aol.comHide
To vtyr3489 ] imandaroseberry603 §

Cc daves daves@audisouthburlington.com
Good Morning Amber and Amanda,

Mr. Swartz from Audi South Burlington has 2 outstanding invoices he agreed to reimburse you for once
the complaint was resolved. AUTOCAP has sent the following 2 emails (8/9 & 9/9) with no response. At
this point, if you would like to continue please respond by Thursday, October 12, 2017 otherwise we will
close the case.

Thank you,
Kim Gauthier
AUTOCAP Coordinator

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

From: Kim Gauthier <vtautnrandaol.com>

To: vtyr3489 < amandaroseberry603 <
Sent: Fri, Sep 8, 2017 3:43 pm

Subject: Consumer Complaint 2017-03887

Good Afternocon Amber,

Your complaint against Audi South Burlington is still open and we would like to get to a
resolution and close it soon, if possible. | sent the following question on August 9, 2017
and never heard back. Do you know which rims had the issues?

Thank you,
Kim Gauthier
AUTOCAP Coordinator

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

From: Kim Gauthier <vtautocan@aol.com>
To: vtyr3489 <

Sent: Wed, Aug 9, 2017 10:48 am

Subject: Fwd:

Good Morning Amber,

Mr. Swartz is wondering if they were able to specify which rims had the issues?
Thanks,

Kim Gauthier

-----0Original Message-----

From: David Swartz <daves@audisouthburlington.com>

To: 'Kim Gauthier' <vfautocap@acl.com>

Cc: 'Antony Cochrane' <antonyc@audisouthburlington.com>
Sent: Wed, Aug 9, 2017 10:38 am

Subject: RE:



Were they able to specify which rims had the issues?

From: Kim Gauthier [mailto:vtautocap@aol.com]
Sent: Wednesday, August 09, 2017 10:33 AM

To: daves@audisouthburlington.com
Subject: Fwd: '

Good Morning Dave,

Please see Amber Roseberry's email below.,
Thanks,

Kim Gauthier

—---Original Message---—
From: Amber Roseberry < [

To: Kim Gauthier <vtautocap@aol.com>
Sent: Wed, Aug 9, 2017 10:27 am

Hey Kim &a Dave .

The appointment at Vermont tire went well.

The alignment was in the green. The actual slightly changed from the before . They said the vibration
wouldn't be an alignment issue but each of my tires have a hop, which Mike at stones did say but |
thought he meant the actual tire. It's not, it's the rims. He said they need to be replaced. And he that
should stop the excessive vibration.

Amber Roseberry. Saturday, Aug 5, 2017 8:37 am
To Kim Gauthler vtautocap@aol.com
Hey Kim

I called them and they weren't able to get me in for Saturday August 5,

But Monday August 7 they are available and the appointment is at 8am.

The conditions driving last night from work were very unsafe. | was being pushed left and right, heavy
vibrations, and the steering wheel tilted further. This again is the same affect duplicated from next day of
purchase and several alignment attempts from shearer but stopped after Handys alignment. | do not feel
safe driving the vehicle. I'm having to have someone bring me to and from work the next two days, Which
is 45 min one way.

Sent from my iPhone

On Aug 4, 2017, at 1:11 PM, Kim Gauthier <vtautocap@aocl.com> wrote:
Amanda & Amber,

Here is Dave's response to Amber's email.

Thank you,

Kim Gauthier
AUTOCAP Coordinator

RE: 2012 Chevy Cruze
David Swartz to you Friday, Aug 4, 2017 12:11 pm



Kirm

It took them a week plus to get back to us on the alignment

| responded that to the previous email that Vermont tire was acceptable.

Now they just need to arrange with Antony when they want to take it there for inspection

RE: VT AGO 2017-03887 Roseberry, Amanda (Shearer Motor Company) CAP

David Swartz to you Friday, Aug 4, 2017 12:08 pm

No problem with Vermont Tire and Service

We will not contact the owner in regards to the tire situation. When they trade the car they are no
longer part of any transaction. As | state in a prior email, the 4 tires were all of the same size, so no
complications would arise from them being different from that which is recommended.

We do not submit to Carfax, they acquire service records.

We sold the car in the present condition, we make no warranties on previous owners services, We
follow the guidelines of the used car buyers guide, which is federally mandated

| will have to get another copy of the warranty which they purchased if that is what they want. | believe
they received a copy at delivery

The profit we made is only our business, we see no reason to disclose it.

Im not sure what there is to remedy, we have agreed to have a third party evaluate the alignment, as
noted above.

From: Kim Gauthier [mailto:vtautocap@aol.com]
Sent: Friday, August 04, 2017 11:41 AM

To: daves@audisouthburlingten.com
Subject: Fwd: 2012 Chevy Cruze

Good Morning Dave,

Below is the email from Amber Roseberry regarding the recent alignment.
Thanks,

Kim Gauthier

2012 Chevy Cruze

Amber Roseberry to you Friday, August 4,2017 10:54 am

Hey Kim

Since yesterday the car has been driving very rough. They changed the alignment because according to
theit machine it was out of alignment. Which was 1.0 for the toe. It's interesting because the car is having
a lot of turbulence in the steering wheel now. '

Looking at the vehicle from the font it's clearly visible the right side tires are staggered. The backside has
the "crabbing" affect and the front passenger tire is straight.

I do not understand why their alignment specs cause such vibrations as if| have a very low tire.

Im going to need to take the vehicle in again . I've owned new and old cars, I've worked on cars last 10
years and the way this car drives every time they " fix" the alignment it does not drive right.

It's not a coincidence that two different places from two different cities have came up with the same
results from missing weights, the exact same numbers in a bad balance, and identical alignment issues.



Handy Chevrolet results after the alignment was 100X Better. For them to say there dishonest people and
they would fudge the specs to fit the story is honestly ridiculous.

I'm not from Vermont and lived only for year now.

| do not know people here accept my family, when | chose them it was the only chevy place close enough
and has better reviews then shearer itself.

Vermont tire was brought up by several mechanics shops when | called around to whom would be a
reliable shop.

| need to have the vehicle looked at asap.

Sincerely amber roseberry

Sent from my IPhone

From: Kim Gauthier [mailto:vtautocap@aol.com]
Sent: Friday, August 04, 2017 11:40 AM

To: daves@audisouthburlington.com .
Subject: Fwd: VT AGO 2017-03887 Roseberry, Amanda (Shearer Motor Company) CAP

Good Morning Dave,

We have received the following email with questions from Amanda Roseberry. Please
review and respond within 5 business days or August 11, 2017. 1 have another email
from Amber Roseberry that | will send separately.

Thank you,
Kim Gauthier
AUTOCAP Coordinator

Re: VT AGO 2017-03887 Roseberry, Amanda (Shearer Motor Company) CAP
Amanda Roseberry to you + 1 more Wednesday Aug 2, 2017 8:02 am
Hi Kim,

Thank you for the follow up. Moving forward, please cc: my sister, Amber
Roseberry:

Amber would like to have the car looked at by Vermont Tire & Service for the computer alignment? This
work for Shearer Audi?

I'm a little bothered by reading his email following the appointment. | believe | have been very clear in the
emails about the concerns Amber had about the cars driving and the two separate shops that told her all
of these things wrong with it. Antony said he read all emails exchanged; so | would have expected a very
reassuring interaction between he and Amber at this appointment. We were not upset they "found
nothing" the.concern was that their numbers are so different from the other two shops; however, what the
other shops found would explain the issues experienced. We did not question the integrity per say, | ‘
simply asked if those numbers were computer generated or imputed for all shops. He said the computer
and that where discrepancies come in is if someone takes something out and runs numbers to make the
alignment reading look worse.

Antony was professional and understanding in this meeting with a peer present, making the suggestion
for the third party immediately when we arrived. Customer service goes a long way and had he made
such "good will" efforts and not bullcrapped along the way about the steering wheel "natural tilt" and
alignment, tires etc we wouldn't have ever gotten to this point.



Antony drove the vehicles from Audi to Chevy. That is less than half a mile on a flat surface with a
40mph speed limit. The transmission issues were worse prior to Handy Chevrolet's service: however is
still bad primarily driving up or down hills. This would not be duplicated driving a half mile on a flat road at
40mph

1. We still need to know about the wrong size tires on vehicle and how long the tires were on the vehicle.
So far as to having you contact the original owner to see if willing to provide that info. If he bought the
wrong tires and shearer mounted them even though outside of allowed sizes, etc. He may be able to
provide the info to explain why the car had wrong tires and if Shearer made the initial mistake or not to
possibly explain why the car has overheating and drive issues.

2. Need to know when Chevy/Direct initially (November 2016) submitted the accident to car fax.

3. Need to know if repairs quotes for the approximate 7k at Chevy/Direct were completed in full or only a
portion for quick fix and trade in.

4. When we first bought the vehicle we were told there were not any warranties. After having problems,
Shearer has since discovered the car was actually under factory warranty and now there is a warranty on
work done at Chevy. We need the paperwork which shows what is currently warrantied including a more
thorough explanation of what the Gold warranty purchased through Audi includes.

5. Shearer Chevy told Amber and GMC that they would not be servicing the car. However, they did
Monday when dropped at Audi. With the Audi warranty bought through Shearer, who will service the
powertrain etc? Shearer Audi? Any Audi dealership? Any Chevy dealership?

5. I'd like to know the profit margin between previous trade in price and our sale price.

If Mr. Shearer is unable to remediate this sale, what is the next step? Do you have someone in office that
Amber and | could meet with to go over our experience and discuss the options.

Fwd: VT AGO 2017-03887 Roseberry, Amanda {Shearer Motor Company) CAP
Kim Gauthier to amandaroseberry803 Friday, July 28, 2017 10:37 am
Good Morning,

Below is the emall received from Mr. Swartz regarding your 2 recent questions.

Thank you,
Kim Gauthier

RE: VT AGO 2017-03887 Roseberry, Amanda (Shearer Motor Company) CAP

David Swartz to you Tuesday, July 25 9:18 am

Hi Kim

if you go back to the email that answered the several concerns (the one | called you about because |
wasn't sure it sent) | had clearly stated that once the concerns are resolved | would reimburse for the
two bills that they had paid.

I am not willing to do anything based on second question, because the sale of the car to them makes no
references to the previous owners services. All we provide is the Carfax (which most customers ask for
and we provide the guarantee based on the federally mandated Used car Buyers guide. :
| will however (once the concerns have been resolved and agreed upon) provide them with a $300 credit
in our service department as a gesture of goodwill, to be used for future services.

Thank you



Dave

From: Kim Gauthier [mailto:vtautocap@aol. com]

Sent: Tuesday, July 25, 2017 8:55 AM

To: daves@audlsouthburlmqton com _

Subject: Fwd: VT AGO 2017-03887 Roseberry, Amanda (Shearer Motor Company) CAP

Good Morning Dave,

Please see the following 2 emails from Amanda Roseberry. Sounds like the meeting went well but she is
looking for:

1.. Reimbursement for the Stone's Service and Handy Chevrolet invoices
2.. Is Shearer Automotive Group willing to do anything regarding the sale with the new information
discovered? :

Please respond and let me know. In the meantime, | will be asking her about taking the vehicle to an
independent 3rd party regarding the alignment.

Thank you,
"Kim Gauthier

I forgot to also mention, reimbursement for the Stone's Service and Handy Chevrolet is pending. When
does Dave plan on reimbursing?

Begin forwarded message:

From: Amanda Roseberry <{

Subject: Re: VT AGO 2017-03887 Roseberry, Amanaa (Sheai. Motor Company) CAP
Date: July 24, 2017 at 5:31:26 PM EDT

To: Kim Gauthier <vtautocap@aol.com>, Amber Roseberry

Hey Kim,

We just picked the car up. After speaking with Antony on the phone, | went with her and requested a second
manager be present. The meeting went well, especially in comparison to previous conversations.

Per our meeting, Antony was unaware of the accident prior to his recent investigation. The second manager present
was surprised that the incident was not reported and on carfax; however, his recent accident took approx 10 menths
to report on his carfax. He was going to look into this incident, as the body shop that both Shearer Chevy an Shearer
Audi use should have reperted it. They would have never kept a car with an accident/dirty carfax" and felt they now
overpaid the original owner for frade-in.

1. Antony looking into why Chevy/Body Shop didn't report to carfax or why it never showed.

2. lasked and Antony is going to review the invoices from Chevy to see what was estimated for repair on the
accident in November 2016 versus what was actually repair to see if a discrepancy between what was done and
needed to be done considering immediate resale

3. Antony said he feit embarrassed” by the wrong size tires on vehicle. He is going to further research into the tire
history as wrong size tires mounted by Audi/Chevy within 6 months of one another; however no bill for tires on
previous invoices.

Per Chevy's records from November 2016 following the body work, the alignments were almost identical and within
specs, numbers specifically for the caster significantly different from what Stones and Handy Chevrolet reported. The
car however drove better in Amber's opinion following Handy's work. Antony mentioned that Handy Chevrolet was not



a reputable business and suggested getting an unbiased, reputable third party to run computer numbers on the
alignment completed today to see how numbers compare. Amber is going to research a reputable third party that
both parties can agree on to do this. Amber will be present for this appointment and make the appointment to ensure
unbias and eliminate some of the distrust that has developed with Antony.

On another note, Shearer chevy has previously refused to do any further work on the car any further saying it was
Audi's responsibility moving forward. GMC customer assistance center had previously been in contact with Shearer
Chevy who also confirmed that Chevy would not work anymore on this issue. However, today, Antony said the parts
replaced by Shearer Chevy in November 2016 are still under warranty and the car was serviced today by Shearer
Chevy. Please see attached email from GMC customer assistance center.

Antony and the other manager both understood the disappointment with this car purchase, the unknown accident and
following drive issues reported immediately after sale. Even said, they wouldn't have sold the car knowing it's history.
I'm asking what William Shearer/Shearer Automotive Group will do to remediate this sale: a car sold, serviced, and
traded by Shaarer with driving issues related to the unreported accident. The car was sold as good condition, $7900
plus warranty. Per Kelly Blue book under fair condition the car value is between $4500-$8000. Would they be willing
to void the sale/return money to financing bank? Less desirably, would they be willing to refund the difference
between appraiséed value and paid value?

Thank you,
Amanda

Sent from my iPhone

Fwd: Roseberry appointment, attn:kim Gauthier

Kim Gauthier to amandaroseberry603show detailsshow image slideshow

Good Morning Amanda,

| have received the following email from Antony Cochrane regarding the service visit yesterday. |
understand you may be taking the vehicle to an independent 3rd party to verify the alignment
specifications. Please let me know if and when you plan to do this. In the meantime, | have forwarded
your emails to Dave Swartz regarding the timing of the Stone's/Handy service reimbursement along with
your request for some type of relief on the sale of the vehicle. | will forward his response to you once |
receive it.

Thank you,
Kim Gauthier
AUTOCAP Coordinator

—--Original Message-—--

From: Antony Cochrane <antonyc@audisouthburlinaton.com>
To: vtautocap <vtautocap@aol.com>

Cc: David Swartz <daves@audisouthburlington.com>

Sent: Mon, Jul 24, 2017 6:23 pm

Subject: Roseberry appointment, attn:kim Gauthier

Good day Kim,

Today Ms. Roseberry came in for us to look at the Chevy Cruze. | had a pre work order ready and asked
Amber what specifically we needed to look at and resolve for her today, my understanding was the
alignment and a transmission concern. | was told very specifically the alignment was out on the right
front and that needed to be fixed as best possible. | asked if we needed to look at the transmission and
was told that it was, according to the other shop she had been to, probably related to the alighment, the
alignment was all she was concerned with today. | got the loaner and got Amber on her way.



| drove the car personally to see what | could find for alignment concerns, 1 got the service history for
prior repairs, done at Shearer Chevy, including alignment printouts and then had the alignment checked.
The car was in factory specs. Amber was quite specific that the right front was out on the castor to -3.9
degrees, we found it to be well within spec at 4.4 degrees.

1 also drove the car for any shift concerns as | did not want to ignore that possible concern. The
transmission operated normally at this time. .

| called to inform we were done and to stop by and we would go over what we found.

Both Amber and Amanda came in and were not happy that we found nothing wrong. They questioned
the integrity of the readings for the alignment.

I made a suggestion that maybe we could agree on an independent shop and have them perform an
alignment check. No information be given, just a request to check and give us both the readings. |
suggested Ricks Towing as a possibility for them to look into. | have had dealings with this company for
towing and | know some people who use their shop for service. The reputation is good and | think I can
trust them to give a honest opinion and service. We will be willing to pay for this alignment check as a
goodwill gesture. They agreed to consider and let me know.

if you have any guestions, please feel free to contact me.

Antony Cochrane
Service Manager
Shearer Acura,Audi
Office 802-861-3010
Fax  802-304-1025

On Jul 24, 2017, at 3:11 PM, Kim Gauthier <vtautocap@aol.com> wrote:

Hi Amanda,

When is the car supposed to be ready for pickup?
Thanks,

Kim

—--Qriginal Message—--

From: Amanda Roseberry < e
To: Kim Gauthier <viautocap@agcl.com>; Amber Roseberry f—
Sent; Mon, Jul 24, 2017 1:26 pm

Subject: Re: VT AGO 2017-03887 Roseberry, Amanda (Shearer Motor Company) CAP

e —

Kim,

When Amber dropped the car off this moming she was given a hard time by Anthony. Something needs to be done
about this issue. Please advise on the next step with the poor service conducted by Shearer as | do not feel the
mediation process has been helpful thus far. Please advise on next steps.

Problem 1: Anthony acted unaware of the specific problems and what the goals of this appointment were. She had to
reiterate to him the problems with the caster resulting in the alignment not being quite to spec and not holding over
time. '

2. He then argued that he had given paperwork on the last appointment showing the before and after specs of the
"perfect"alignment along with the invoices which was a lie. He suggested that



3. Anthony has provided dissatisfactory and dishonest customer service throughout this process leading to a large
portion of the problem. Amber doesn't even trust him being a part of the mechanics process.

4. | do not expect him to be coordinating services moving forward as he doesn't not understand the purpose of the
appointment and is argumentative about what needs to be addressed. The manager a part of this communication
procsss, Dave Swartz should be handling this moving forward, or escalated beyond. He should make sure the
mechanics are up to speed with the expectations of work to be done and communicate to Amber directly.

When the car is picked up:

1. The caster problem should be diagnosed and fixed.

2, Alignment should be to spec.

Following the correction of alignment,

3. The reason for the jerking transmission should be diagnosed if not corrected with alignment.
4. A reimbursement check be ready

Amanda

Sent from my iPhone

On Jul 13, 2017, at 12:53 PM, Kim Gauthier <vtautocap@aol.com> wrote;

Amanda,
You are all set for Monday, 7/24 at 9 am. They will need copy of license and insurance for the use of the loaner.

Thank you,
Kim Gauthjer
AUTOCAP Coordinator

----- Original Message---—
From: Amanda Roseberry <i .
To: Kim Gauthier <vtautocap@aol.com>; Amber Roseberry < -
Sent: Thu, Juf 13, 2017 12:16 pm

Subject: Re: VT AGO 2017-03887 Roseberry, Amanda (Shearer Motor Company) CAP

9am.

Sent from Yahoo Mail for iPhone

On Thursday, July 13, 2017, 8:41 AM, Kim Gauthier <vtautocap@aol.com> wrote:
What time would you like?

---Qriginal Message-----
From: Amanda Roseberry < e

To: Kim Gauthier <vtautocap@aol.com>
Sent: Thyu, Jul 13, 2017 12:16 am

Subject: Re: Fwd: VT AGO 2017-03887 Roseberry, Amanda (Shearer Motor Company) CAP

Please have Mr Schwartz arrange an appointment for 7/24am. | shouldn't need to call in and set it up. Thanks.

Sent from Yahoo Mail for iPhone




On Wednesday, July 12, 2017, 4:14 PM, Kim Gauthier <viautocap@aol,com> wrote:

Goed Afternoon Amanda, )

Below are a couple of emails from Mr. Swartz. We had a hard time opening al your attachments sc there are a
couple of emails from me in between his 2 emails. Please contact Anthony Cochrane at (802) 861-3456 to set up the
7/24 appointment. After the 7/24 appointment please let me know how it goes and whether or not a resolution was
reached, '

Thank you,
Kim Gauthier
AUTOCAP Coordinator

----- Original Message--—-

From: David Swartz <daves@audisouthburiington.com>

To: 'Kim Gauthier' <vtautocap@aol.com>

Sent: Wed, Jul 12, 2017 3:27 pm

Subject: RE: VT AGO 2017-03887 Roseberry, Amanda (Shearer Motor Company) CAP

Kim -~

Additionally, upon settling this account, | will reimburse the customer for the two bills,
one from Stones for $81 and one from Handy for $242.27

Thanks

Dave

From: Kim Gauthier [mailto:viautocap@aol.com]

Sent: Wednesday, July 12, 2017 3:18 PM

To: daves@audisouthburlington.com

Subject: Re: VT AGO 2017-03887 Roseberry, Amanda (Shearer Motor Company) CAP

Here you go. [ will send them in 2 emails. Let me know if you want to change your
response that | send {o her.

-----Original Message----- _

From: David Swartz <daves@audisouthburlington.com>

To: 'Kim Gauthier' <vtautocap@aol.com>

Sent: Wed, Jul 12, 2017 3:16 pm

Subject: RE: VT AGO 2017-03887 Roseberry, Amanda (Shearer Motor Company) CAP

Yes | can Kim
Dave

From: Kim Gauthier [mailto:vtautocap@aol.com]

Sent: Wednesday, July 12, 2017 3:12 PM

To: daves@audisouthburlinaton.com

Subject: Re: VT AGO 2017-03887 Roseberry, Amanda (Shearer Motor Company) CAP

Dave,



Can you open these 2 attachments? If so, | will send you all the others. It took me
awhile but | finally was able to make it work.
Kim

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

From: David Swartz <daves@audisouthburlington.com>

To: 'Kim Gauthier' <vtautocap@aol.com>

Cc: 'Antony Cochrane’ <antonyc@audisouthburlington.com>

Sent: Wed, Jul 12, 2017 2:59 pm

Subject: RE: VT AGO 2017-03887 Roseberry, Amanda (Shearer Motor Company) CAP

Good Afternoon Kim

To start, none of the attachments will open.
| get an error "windows cannot complete extraction”

We replaced the tires with tires of the correct recommended size. That was completed
on the visit that they contacted me on.

The car is not brand new, and we don't warrant it as brand new.

As | explained in the previous email, incorrect tire size (as Iong as all 4 tires are the
same size) will not negatively impact the car.

Additionally, we make no warranty on the previous owners service experience, we sell
the car according the requirements of the government only guaranteeing that which is
part of the used car buyers guide.

| also explained that we would gladly look at the caster.
We will also inspect the transmission, as previously stated.

If Amber would like to drop the car off for us to inspect on the 24t to Audi South
Burlington, we would gladly provide her with a loaner while we inspect the car. Please
have her contact Antony Cochrane to make the arrangements. 802-861-3456.

| cannot discuss the invoices they have since the attachments did not open. We will not
provide reimbursement for gas or time off from work, but we will provide a loaner, as we
have in the past.

Thank you
Dave




From: Kim Gauthier [mailto:vtautocap@aol.com]
Sent: Wednesday, July 12,2017 2:41 PM

To: daves@audisouthburlington.com
Subject: Fwd: VT AGO 2017-03887 Roseberry, Amanda (Shearer Motor Company)
CAP

Good Afternoon Dave,

We have rec'd the following email response from Amber Roseberry. Please review and
respond, in writing, within the next 5 business days, or July 19th.

Thank'you,
Kim Gauthier
AUTOCAP Coordinator

From: Amanda Roseberry « B &>
To: Kim Gauthier <vtautocap@aol.com>
Cc: Amber Roseberry <« >

Sent: Mon, Jul 10, 2017 9:56 am _
Subject: Re: VT AGO 2017-03887 Roseberry, Amanda (Shearer Motor Company) CAP

Kim, are there any other options?

They sold a car and on the way driving home had immediate problems. The care was
not properly serviced for sale as agreed upon at signing. We contacted them
immediately about this and has been one huge unresolved issue.

The wrong size tires mounted by Shearer are not within the allowed percentages of safe
changes, it has to be within 3% allowance, so that’s not an acceptable response.
Shearer Audi put these tires on, Shearer Chevy before that. Shearer Chevy and
Shearer Audi need to determine when they placed the wrong size tires on initially and
rectify any drive train problems caused by it.

Shearer Audi mechanic did duplicate the transmission issues on the test drive. Thought
it could be stemming from the alignment problems, but it has not ceased due to caster
and alignment problem per Handy Chevrolet.

| attached all documentation to the original claim. | will attach again. Please forward.

The alignment, strut and caster issues, transmission and any other problems with the
car please be addressed.

Amber can drop the car July 24th morning for a test drive and discussion of plan with
mechanic WITH a loaner car available. If the problems cannot be resolved due to poor
servicing by Shearer, the car sale should be void.



$323.27 for the two services needs to be reimbursed; | feel they should also
accommodate for her gas and time off work.

On Jun 30, 2017, at 3:51 PM, Kim Gauthier <vtautocap@aol.com> wrote:

Dear Ms Roseberry,

AUTOCAP is in receipt of the following email from Mr. Swartz. | believe all of your
questions have been answered but please let me know if you still have questions. Mr.
Swartz's answers are in blue and AUTOCAP responses, when necessary, are

in red (hopefully the color comes through on your end).

Please let me know if you would like to proceed by bringing the vehicle to Audl South
Burlington and continue working with Mr. Swartz.

Thank you,
Kim Gauthier
AUTOCAP Coordinator

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

From: David Swartz <daves@audisouthburlington.com>

To: 'Kim Gauthier' <vtautocap@aol.com>

Sent: Fri, Jun 30, 2017 10:17 am

Subject: RE: VT AGO 2017-03887 Roseberry, Amanda (Shearer Motor Company) CAP

1....  Whois going to inspect it? Antony? Reggie? Both who have either serviced
and/or missed or dismissed any problem although two outside businesses acknowledge
it first appointment? Both outside facilities mention damage, affects of wrong tires,
wrong weights and poor balance and alignments after two separate services. What will
be different with your service particularly now that she is in Massachusetts for a six
week training for her job & would need to bring the car back to Shearer Audi? The car
will be inspected by the service department at Audi South Burlington, the selling

dealer. Customers often change tire size, related to winter tires and or ride

preference. Tire size will only effect the automoblle in the event that the four tires are all
of different size. Not the case here.

Avre you going to provide a loaner for Monday through Friday? She is out of state for
four more weeks and returns Friday evenings and leaves again Sunday afternoon  as
long as the loaner is returned at the end of the week, we have no problem arranging a
loaner.



Can a mechanic go pick the car up between Friday to Sunday in Barre and utilize
his drive back to Burlington to properly diagnose the driving issues? No, we do not
have mechanics working then

Does the VADA provide an outside mechanic to ensure quality and provide and fourth
opinion for Shearer's fourth opportunity to diagnose a problem other facilities have been
able to diagnose the first time? The AUTOCAP panel does not make any
recommendations/resolutions outside of a panel hearing. If your case goes to a panel
hearing you may request a 4th opinion as part of your requested resolution which the
Panel members will take into consideration.

AND again....

3....  When were the wrong size tires placed on the car? Manufacturer or Shearer
Chevy? Shall we include Shearer Chevy in this conversation?

Audi South Burlington does not have previous owners service history. We do not know
if the previous owner service the tires at another shop. We make no warranties on
previous service history, we only warrant that which is included in the used car buyers
guide as determined by the federal government.

4.... Where can the car be serviced utilizing an Audi gold warranty for services
covered? _ )

The car can be service by any Audi dealership. Additionally another venue can service
the car if the wish to go through the steps of contacting the warranty company and
getting authorization.

5.... How do you plan to reimburse her expense: time off work and mileage for three
previous trips to Shearer and the two outside service invoices? You have copies of both
bills in the original email.

We do not plan to reimburse for the time taken to return the car for service. |did not
receive any invoices from AUTOCAP in my emails from them. The Consumer
Assistance Program office did not submit any supporting documentation with your
complaint to AUTOCAP.

B... What about the transmission and shifting problems that have STILL not been

addressed? N ,
We can inspect the transmission concerns, but if we cannot duplicate them there is not
much we can do. The service plan purchased does cover the transmission.

We have been in contact with you since the Monday following the sale and have been
dismissed. Following this drawn out dissatisfaction; the manufacture warranty has now
expired (Audi said it wasn't still covered, but it was); however GM is aware and has
been reaching out to you.




From: Kim Gauthier [mailto:vtautocap@aol.com]

Sent: Wednesday, June 21, 2017 1:15 PM

To: daves@audisouthburlington.com

Subject: Fwd: VT AGO 2017-03887 Roseberry, Amanda (Shearer Motor Company)
CAP

Good Afternoon Dave,

We have received the following email from Ms. Roseberry with questions regarding the
offer to inspect the caster. In addition, her original questions are still not being
answered and AUTOCAP would like you to answer all her questions in your next
response. AUTOCAP will take care of question #1 (iif). Please respond, in writing,
within the next 10 days or July 1, 2017.

Thank you,
Kim Gauthier
AUTOCAP Coordinator

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

From: Amanda Roseberry <. _

To: Kim Gauthier <vtautocap@aol.com>; Amber Roseberry <

Sent: Wed, Jun 21, 2017 12:28 pm

Subject: Re: VT AGO 2017-03887 Roseberry, Amanda (Shearer Motor Company) CAP

Kim,

Do you facilitate the complete loop in communication or only forward responses?
Having a hard time continuing to reiterate the same concerns and questions that are not
being addressed. So if you could help me in this, it would be much appreciated.

[n response to email:

A fourth follow up appointment;

1..... Who is going to inspect it? Antony? Reggie? Both who have either serviced and/or
missed or dismissed any problem although two outside businesses acknowledge it first
appointment? Both outside facilities mention damage, affects of wrong tires, wrong
weights and poor balance and alignments after two separate services. What will be
different with your service particularly now that she is in Massachusetts for a six week
training for her job & would need to bring the car back to Shearer Audi?

i..... Are you going to provide a loaner for Monday through Friday? She is out of state for
four more weeks and returns Friday evenings and leaves again Sunday afternoon.

ii. Can a mechanic go pick the car up between Friday to Sunday in Barre and utilize his
drive back to Burlington to properly diagnose the driving issues?

iii. Does the VADA provide an outside mechanic to ensure quality and provide and
fourth opinion for Shearer's fourth opportunity to diagnose a problem other facilities
have been able to diagnose the first time?



AND again....

2..... When were the wrong size tires placed on the car? Manufacturer or Shearer
Chevy? Shall we-include Shearer Chevy in this conversation?

3..... Where can the car be serviced utilizing an Audi gold warranty for services
covered?

4..... How do you plan to reimburse her expense: time off work and mileage for three
previous trips to Shearer and the two outside service invoices? You have copies of both
bills in the original email.

5..... What about the transmission and shifting problems that have STILL not been
addressed?

We have been in contact with you since the Monday following the sale and have been
dismissed. Following this drawn out dissatisfaction; the manufacture warranty has now
expired (Audi said it wasn't still covered, but it was); however GM is aware and has
been reaching out to you.

Although Audi did not take the time to know much about the car they were selling

and Mr Swartz has not responded fully to my concerns and questions in previous email
and is on vacaticn, as Mr Shearer has been included in these correspondences and is
also very familiar.with VADA, | look forward to a complete response and progressive
assistance in the connection between Chevy and Audi moving forward to resolve our
concerns. | do not anticipate another inadequate reply or offers to provide less than
excellent customer service.

Legally separate or not, you are affiliated under Shearer Auto. The association has
potentially within itself sold, poorly serviced, and resold a damaged car either
unintentionally or worse. Fortunately, events like this lead to learning opportunities for
which the company may adopt a new practice of looking into the car's they buy in trade,
such as easily getting info from their sister next door before reselling to a person looking
for reliability to get to work.

This is Shearer Auto's doing not ours. A safe and reliable car is someone's livelihood.
Am | wrong to expect your company to practice honorably and thoroughly fix an issue
that has surfaced immediately after the sale.
Stand by your product and do the right thing.

Thank you,
Amanda

Sent from my iPhone




On Jun 21, 2017, at 9:19 AM, Kim Gauthier <vtautocap@aol.com> wrote:

Dear Ms. Roseberry,

AUTOCAP has received the following response from David Swaitz. Please review and respond
in writing. At this point you have 2 choices, first is to bring the car back to Audi South Burlington
for them to inspect the caster or secondly, go direcily to an AUTOCAP panel hearing which
involves both you and the dealer presenting your case in front of a volunteer panel of consumer
and dealer representatives (see attached). Please let me know as soon as possible as to how
you would like to proceed.

Thank you,
Kim Gauthier
"AUTOCAP Coordinator

----- Qriginal Message-—-

From: David Swartz <davidsw@shearerauto.com>

To: 'Kim Gauthier' <vtautocap@aol.com>; wrs <wrs@shearerauto.com>

Sent: Tue. Jun 20, 2017 12:22 pm .
Subject: RE: VT AGQ 2017-03887 Roseberry, Amanda (Shearer Motor Company) CAP

Good Afternoon Kim
If Ms. Roseberry would like to bring the car back to Audi south Burlington so that we can inspect
the caster that she refers to, | would gladly schedule that.

Please be advised that while Shearer Chevrolet sold and serviced the car to the original cwner,
the husinesses are independent of one another. We do not maintain or have access 16 the

senvice records at Shearer Chevrolet.

Additionally, we make no claims as to the previous owners maintenance, other than that which
is disclosed on the Carfax, after all, it is @ pre-owned car.

| will be out of the office the balance of this week, please let me know what day next week she
would like to bring the car in so that we may inspect the caster.

T i vance

Dave Swartz

From: Kim Gauthier [mailto:viautocap@aol.com]

Sent; Friday, June 16, 2017 2:17 PM

To: daves@audisouthburlington.com; wrs@shearerauto.com

Subject: Fwd: VT AGO 2017-03887 Roseberry, Amanda (Shearer Motor Company) CAP

Good Afternocon Dave,



Below is a response from Amanda Roseberry, and her brother, regarding her complaint and
your June 7th response. Please review and respond, in writing, within 5 business days or
Friday, June 23, 2017. '

Thank you,

Kim Gauthier, AUTOCAP Coordinator
----- Original Message-—--
From: Amanda Roseberry <i
.To: Kim Gauthier <vtautocap@aol.com>; Amber Roseberry < __

Sent: Wed, Jun 14, 2017 11.14 am _

Subject: Re: VT AGO 2017-03887 Roseberry, Amanda (Shearer Motor Company) CAP

As stated in the original complaint letter, the problem we have discovered is that the car
originally sold, serviced, and resold by Shearer Auto (Chevy and Audi) is not driving
properly due to some significant oversights: poor alignment following a driver reported
incident with Shearer Chevy, improper balances, poor fitting and missing weights,
wrong size tires mounted by dealership and possibly originally at manufacturer, and
follow-up alignments not within standard specification for the vehicle.
: 1. The car was damaged in November 2016, quoted at Shearer Chevy for

$6438 repair costs stating owner hit a curb on right front side.

2. The car was sold by Shearer Audi April 2017 with Audi Gold Warranty
approximately 1,000 driven miles later.

3...... A couple days after test drive and being serviced for pickup: On the way
home, the car was not driving properly, shaking, rough ride which worsened over the
week.

[ Balance/alignment was not correct per Stones Service; they
reported wrong and damaging size of tires on car; the car needed repair and to bring it
back to dealer.

ii. | contacted Mr Schwartz May 19 because Amber was in tears and
having difficulty getting any help from the salesman or Service manager. Shwartz
assisted getting her a loaner car and apologized he was not aware of all the push back;
if he had known he could have gotten her car in sooner and would be following up with
me to make sure issue was resolved. Shearer Audi/Chevy mounted new correct size
tires, balanced and aligned, replaced heating core and fixed a leak the following week.

iii. Car steering wheel tilted significantly and not driving straight down
highway. Antony told Amber it was her car's steering wheel “natural tilt” despite the
opinion of one of his colleagues. Please see picture below.

iv. Pushback on servicing timelines for Shearer Chevy so car serviced by
Handy Chevrolet for second opinion. They reported the alignment/balance was bad;
caster bent and while aligned better; it would never be within specs because of the bent
caster. The car was visibly in an accident prior even though not reporrted. Invoices
confirm this.

v...... The alignment is not holding, worsens after week or two of service.

vi. The issue of the shifting has not been addressed. The car has been
skipping/missing gears, which was reported to Shearer Chevy and Audi prior to the
thermostat replacement.



Why is the car overheating requiring a heating core replacement? Wear and tear due to
improper maintenance? Were the wrong size tires on the vehicle from the original sale
date? Or when did Shearer Chevy mount the wrong tires? Does this void any warranties
as stated in the manual? Why wasn't the incident in November mentioned with
immediate resale?

Regarding the warranty, a refund was never requested from Schwartz. In the voicemail,
| left an update about the car and seeking assistance from him as he did not call be
back following December 19 to make sure the issues were resolved as he stated he
would and a clarification of the warranty was requested. The car was warranteed by
Shearer Audi. Audi dealerships are saying they cannot service a Chevy as they do not
have the proper equipment. Shearer Audi sends the car to Shearer Chevy as a same
owner affiliate. Who can honor this warranty other than Shearer Auto?? Nonetheless,
due to the recurrent issues over the last month, the last conversation with Shearer
Chevy confirmed they would not be servicing the car, that Shearer Audi was
responsible. My additional concerns are that Antony noted Reggie to be Shearer Audi’s
top mechanic; he was the serviceman for car when the incorrect sized tires were
mounted, improper balancing, inspection and alignments.

1. Voiding the warranty does not solve the damaged car sale.

2. Paying for the two services done at outside shops is merely the beginning. It does
not reimburse the frequent one hour drives to Burlington from Barre, the gas and
mileage, nor unpaid time off work to do this.

% Is the car's drivetrain damage by operating with the wrong size tires mounted by
either Shearer Auto? They say they just replaced same size already on vehicle. So,
were wrong size tires placed by manufacturer 34,000 miles ago and caused drive train
problems and overheating?

4...... While Antony said “you bought a used ¢ar, is what it is,” Unless the car is repaired
to meet alignment and driving standards by a skilled mechanic, due to Shearer Auto’s
nondisclosure of driving damage with immediate resale, the sale should be void, loan
refunded, and reimbursement of expenses. '

We do not expect anything unfair, but | signed for this car so that my younger sister,
Amber had a reliable trustworthy car traveling required for her new job promotion. |
appreciate you helping to rectify this issue.

<image(001 jpg>

Sent from my iPhone

OnJun 9, 2017, at 2:01 PM, Kim Gauthier <vtautocap@aol.com> wrote:
Dear Ms. Roseberry,

AUTOCAP is In receipt of your complaint against Audi South Burlington regarding your
2012 Chevy Cruze. We have also received the following email response, with attached



supporting documentation, from David Swartz, GM with Audi South Burlington. Please
review and respond, in writing, within 10 business days or June 23, 2017. If we do not
hear from you on or before June 23, 2017, we will close the case and send a copy back to
the Consumer Assistance Program office where you originally filed your complaint.

Thank you, -
Kim Gauthier
AUTOCAP Coordinator

--—-Original Message----- _

From: David Swartz <daves@audisouthburlington.com>

To: 'Kim Gauthier' <vtautocap@aol.com>

Cc: 'Bill Shearer' <wrs@shearerauto.com>

Sent: Wed, Jun 7, 2017 12:23 pm

Subject: RE: VT AGO 2017-03887 Roseberry, Amanda (Shearer Motor Company) CAP

Hi Kim

Ms. Roseberry contacted me on or about May 25 with a few concerns with the car she
cosigned for her sister.

At the time the biggest issue was that the service department could not get the carin
untit after the holiday and she was concerned driving the car. | arranged a loaner for
her to use over the holiday weekend and made arrangements to get the car into the
shop ASAP. - ,

One concern was tires. While we replaced the tires prior to selling the car, the tech
matched the tires that were on the car, which turned out to be the incorrect size. We
replaced those tires plus did an alignment and some warranty work was performed at
our Chevrolet store. Her sister then picked the car up and returned a day or two later
complaining about the alignment. We realigned the car, but she was not happy since
the steering wheel was not perfectly straight.

| received a voicemail from Ms. Roseberry that she took the car to another dealer who
aligned the car to her satisfaction and she was upset she had to pay for that. | had not
returned the call at the time, she had stated she had contacted your office on the
voicemail.

When we serviced the car, we saw no sign of frame or structure damage.

According to her, the alignment was completed to her satisfaction by another dealer.
According to the Carfax, which [ attached for your consideration, there is no sign of
damage reported to them either.

If she would like reimbursement for the alignment, all she needs to do-is send me a
copy of the bill stating acknowledging that the alignment was completed eisewhere to
her satisfaction.

She also mentioned that she is not sure that she wants the extended service plan that
she purchased. With a letter signed by both parties we certainly can cancel the
warranty, just leaving her with the remainder of the 3month/3000 mile powertrain



warranty with a maximum benefit of $2000. Also, please make sure she is aware that
the refund would go to the financial institution since the plan was financed along with
her car purchase.

Thank you
Dave

From: Kim Gauthier [mailto:vtautocap@aol.com]
Sent: Monday, June 05, 2017 12:37 PM
To: daves@audisouthburlington.com; wrs@shearerauto.com; tammys@shearerauto.co

m
Subject: Fwd: VT AGO 2017-03887 Roseberry, Amanda (Shearer Motor Company)
CAP

Dear Dave & Bill,

Attached please find an AUTOCAP complaint, forwarded to us by the Vermont Attorney
General Consumer Assistance Program Office.

VADA's AUTOCAP Program was created in 1982 to provide consumers and our
members with a dispute resolution mechanism to avoid costly legal litigation, including
small claims court and the Attorney General's office. To be successful, we need your
cooperation and timely response to the complaints we forward.

After reviewing this complaint; it is our hope that working directly with your customer,
you will be able to answer questions and/or arrive at a mutually acceptable
resolution. We understand this is not always possibie. In some cases, both parties
prefer working with VADA staff, which is an effective alternative.

Please provide a written response within ten days of the date of this email, via
return email, fax or USPS addressing the complaint, actions taken to respond;
and what, if any, relief you are willing to extend. Both parties receive copies of all
the correspondence submitted to AUTOCAP.

Should a case be referred to the AUTOCAP-Panel (which consists of an equal number
of dealer and consumer members), a hearing will be scheduled at the VADA

Offices. We will contact you and the consumer to insure availability prior to setting the
date.

Your participation in the AUTOCAP program is greatly appreciated.



Sincerely,

Marilyn B. Miller
AUTOCAP Director
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This CARFAX Vehicle History Report provided free of charge by:
Shearer Audi Acura

1301 Shelburne Rd
| CIAIRTFIAFY South Burlington, VT 05403

MEaen - IR SHOW ME THE CARFAX

CARFAX" Vehicle History Report” g W

An independent company establishod in 1086

C[AR|F|AY

Vehicle Information:

2012 CHEVROLET CRUZE LS
VIN: 1G1PCSSHBCT7331949
SEDAN 4 DR

No accident / damage reported to CARFAX

L ]
1.8L L4 MPI DOHC 16V '.ﬂz 2 Previous owners
GASOLINE ’
FRONT WHEEL DRIVE
Standard Equipment | Safety Options )€ 13 Service history records
CARFAX Report Provided By:
Shearer Audi Acura @ Personal vehicle

1301 Shelburne Rd
South Burlington, VT 05403

1-888-574-0170 . Last owned in Vermont
hitp:/Awww.audisouthburiington.com/

ﬁ 36,145 Last reported odometer
"7 reading

This CARFAX Vehicle History Report is based only on information supplied to CARFAX and available as of 6/7/17 at 11:48:00 AM (EDT).
Other information about 1his vahicle, including problems, may not have been reparted to CARFAX, Use this report as one imporiant tool,
along with a vehicle inspection and test drive, to make a better decislon about your next used car.

& Owmer 1 & Owner 2
The number of owners Y estimated B o
Year purchased 2012 2017
Type of owner h o Personal Personal
Estlmated Iength of ownershlp 4 yrs. 10 mo. 1 month
0wned in the following stateslprovlnoes - Varmont Vermont
Estimated miles driven per year - . 7.013lyr -
Last reported adometer reading : 34,144 36,1486

’?J_&EETA _nl Title History & Owner1 & Owner 2

CARFAX guaraniees the information in this section

Guaranteed Guaranteed

Salvage | Junk | Rebuilt | Fire | Flood | Hail | Lemon No Problam No Prablem
Not Actual Mileage | Exceeds Mechanical Limita Qisianised Guaranteed

No Problem No Problem

GUARANTEED - None of these major title problems were reporied by a state Department of Motor Vehicles
(DMV). If you find that any of these titie problems ware reported by a DMV and not included in this report,
CARFAX will buy this vehicle back.Register | View Terms | View Cortificate

CARFAX Vehicle History Report for this 2012 CHEVROLET CRUZE LS: 1GIPC5SH6C73319... Page 1 of 4
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ENGIEEY x| Additional History
Notall accidents  issues are reported to CARFAX
 Total Loss

No IoIaI Ioss reporled to CARFAX

Structural Damalo
No structural damage raportad to CARFAX,

Alrbag Deployment
No aIrbag deployment reported to CARFAX,

Odometer Check
No Indlcatlon of an odomater rollback.

Accxdentl Damage
No accidents or damage reported to CARFAX.

‘ Owner 1
No lssues
. Reporled

No Issues
. Reporied

No Issues
- Raporled

No Issues
o Indicated

No lssues
Reported

& Owner 2

No lssues
. Reportad

No Issues

. Reported
No Issues

. Reported

No Issues
Indicated

No lssues
Reported

Manufacturer RecaII No Recall No Recalls
No open recalls reportad to CARFAX. Gheck for open recalls on GM vehicles at . Report:l o - R:poorted
ma.llmmﬂm.

Baslo Warranty Warranty Warranty

Qriginal warranty estimated to have expired. Expired Expired
DétaiIed History Glossary
30wner 1 Date: ‘Mileage:  Source: Comments:
Purchased: 2012 - ] o -
Type! Personal Original OnStar Vehicle equipped with OnStar
Where: " Vermont Equlpment ) ,
Est, miles/year: 7,013/yr Get 3 free months of pramium OnStar with
Est. length owned: 6/5/12 - Automatic Crash Response, Roadside
4/17/37 Asslstance and Remete Door Unlock by
(4 yrs. 10 mo.) preseing the blue OnStar button Learn more
Low mileage! 05/02/2012 Shearar Chevrolet Vehicle offered for sale
This owner drove Cadlliac Bulck GMC
less than the South Buriington, VT
industry average '+, 802-668-1111
of 15,000 miles . shea_rerchevrolet.(:om
per year. ' 05/03/2012 10 Shearer Chevrolet Pre-delivery Inspsctlon completed
Cadillac Bulck GMC  Erlisslons or safety inspection performed
r South Burllngton, VT
802-658-1111
shearerchevrolet.com
05/03/2012 Shearer Volkswagen  Pre-delivary inspaction complated
South Burlingion, VT Emisslons or safety inspection performad
802-858-1130
volkswagensouthburll
o ngton.com
06/05/2012 15 Shearer Chevrolet Vehicle sold
Gadlllac Buick GMC
South Burlington, VT
802-858-1111
shearerchevrolat.com
08/05/2012 Vermont Vehicle purchase reported
Motor Vehicls Dept.  Tifled or ragistered as
personal vehicls
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06/13/2012 Vermont Title issued or updated
Motor Vehicle Dept.  Registration issued or renewed
Essex Junction, VT First owner reported
Title #0813122704007 Passed safsty inspection
Vehicle color noted as Silver

07/23/2012 1,873 Shearer Chevrolet Vehicle servicad
Cadillac Buick GMC
South Burlington, VT
802-658-1111
shearerchevrolet,com

01/08/2013 Vermont Registration lssued or renewed
Motor Vehicle Dept.  Passed safely inspaction
Essex Junction, VT Vehicle color noted as Silver
Title #06813122704007

03/14/2013 8,154 Shearer Chavrolet Vehicle serviced
Cadillac Buick GMC

South Burlington, VT

802-658-1111

sheararchevrolet.com

11/25/2013 13,427 Shearer Chevrolet Vehicle serviced
Cadillac Buick GMC
South Burlington, VT
802-858-1111
shearerchevrolet,com

01/10/2014 Varmont Reglstration issued or renewed
Motor Vehicle Dept.  Passed safety Inspection
Essex Junction, VT Vehicla color nated as Silver
Title #0613122704007

08/26/2016 25481 OIll NGo#1 Recommended maintenance performed
Essex Junclion, VT
802-878-2707
olingo.com

10/06/2015 26,533 Shearer Chevrolet Thermostat housing/gasket replaced
Cadillac Buick GMC
South Buriington, VT
802-658-1111
shearerchevrolst.com

01/03/2016 Vermont Reglsiration issued or renewed
Motor Viehicle Dept.  Passed safely inspaction
Essex Junction, VT Vehicle coler noted as Silver
Title #0613122704007

11/18/2016 32,975 8hearer Chavrolet Brakes checked
Cadillac Buick GMC  Steering/suspension checked
South Burlington, VT Strut(s) replaced
802-868-1111 Two tires balanced
shearerchevrolel.com Two tires mounted
Two wheel alignment performed
Wheels checked

11/30/2016 32,978 Shearer Chevrolet Vehicle serviced
Cadillac Buick GMC
South Burilngton, VT
802-858-1111
shearerchevrolet.com

041712017 34,144 Shearer Audi Acura Four tires balanced
South Burlington, VT Four tires mounted

802-881-3010 Oll and filter changed
sheareracura.com/

04/17/2017 Shearer Audi Vehlcle offered for sale
South Burlington, VT

04/24{2017 Shearar Audi Vehlcle sold

South Burington, VT

a0wner 2 Date: Mileage: Source: Comments:
Purchased: 2017 R : -
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Type: Personal D4/24/12017 Vermont Vehicle purchase reported
Where! Vermont Motor Veh[cle Dept,
Est. length owned: ;{ N7 osrai2017 Vermont Title Issued or updated
(1 month) Motor Vehicle Dept.  Reglstration issusd or renewed
Burfington, VT New owner reported

Title #0616173003073 - Passed safely inspection
Vehicla color notad s Sliver

05/26/2017 36,777 Shearer Chevrolet Axle seal(s) replaced
Cadillac Buick GMC
South Burlington, VT
802-658-1111
shearerchevrolet com

05/26/2017 Shearer Audl Acura Four tires balanced
South Burlingten, VT Four tires mounted
802-861-3010 Four wheel alignment performed
sheareracura.com/

0573112017 38,145 Handy Chevrolet Alignment performed
Saint Albans, VT
802-524-7097
handycars.com

Have Questions? Consumers, please visit our Help Center at www.carfax.com. Dealers or Subscribers, please visit our Help Center at
www.carfaxonline.com.

JE@R l: EI Glossary View Full Glossary

Flret Owner
When ths first ownar(s) obiains a title from a Departiment of Motor Vehicies as proof of ownership.

New Owner Reported
When a vehicle is sold to a new owner, the Title must be transfarred to the new owner(s) at a Depariment of Motor Vehicles.

Ownership Hlstory
CARFAX defines an owner as an Individual or business that possesses and uses a vehicle. Not all itle transactions represent

changes in ownership. To provide estimated number of owners, CARFAX propristary technology analyzes all the events in a vehicle
history. Estimated ownership is avallable for vehicles manufactured after 1991 and titled solely In the US including Pusrto Rlco.
Dealers sometimes opt to take ownership of a vehicle and are required to In the following states: Meaine, Massachusetts, New Jersey,
Ohio, Oklshoma, Pannsylvania and South Dakota. Please consider this as you review a vehicla's estimatad ownership history.

Title [ssued
A state issugs a {itle to provide a vehicle owner with proof of ownership. Each title has a unique number. Each title or registration

record cn a CARFAX report does not necessarily Indicate a change in ownsrship. In Canada, a registration and bill of sale are used
as proof of ownership.

Follow Us: [f] facebook.com/CARFAX Y @CarfaxReports F§ CARFAX on Google+

CARFAX DEPENDS ON ITS SOURCES FOR THE ACCURACY AND RELIABILITY OF ITS INFORMATION. THEREFORE, NO
RESPCONSIBILITY IS ASSUMED BY CARFAX OR ITS AGENTS FOR ERRORS OR OMISSIONS IN THIS REPORT. CARFAX
FURTHER EXPRESSLY DISCLAIMS ALL WARRANTIES, EXPRESS OR IMPLIED, INCLUDING ANY IMPLIED WARRANTIES OF
MERCHANTABILITY OR FITNESS FOR A PARTICULAR PURPOSE. CARFAX®

© 2017 CARFAX, Inc., a unit of IHS Inc. All rights reserved.,

Covered by United States Patent Nos. 7,113,853; 7,778,841; 7,596,512, 8,600,823; 8,695,079; 8,606,848; 7,605,838,

B/7/17 11:48:00 AM (EDT)

| have reviewed and received a copy of the CARFAX Vehlcle History Report for this 2012 CHEVROLET
CRUZE vehicle (VIN: 1G1PC5SHBC7331948), which Is based on information supplied to CARFAX and
available as of 6/7/17 at 11:48 AM (EDT).

Customer Signature Date Dsaler Signature Date

CARFAX Vehicle History Report for this 2012 CHEVROLET CRUZE LS: 1GIPC5SH6C73319... Page 4 of 4
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From: AGO CAP <ago.cap@vermont.gov>
Sent: Thursday, June 01, 2017 12:15 PM
To: AGO - CAP

Subject: CAP Complaint

The following CAP complaint was submitted:

Your First Amanda
Name

Your Last Roseberry
Name

Your E-Mail )
Address 1

Your Il
Daytime
Phone

Daytime Mobile
Phone Type

Your Age 30

Your Mailing .
Address

Your City B -

Your State

Your Zip
Code

Your
Alternate
Phone

Is your An automobile dealer
complaint
about:

Business Audi South Burlington A Shearer Automotive Company
Name or '
Person's

First Name

Person's Last | Anthony Cochrane; Dave Swartz

Name

Business (802) 861-3466
Phone (1)

Phone (1) Office

Type

Business (802) 861-3456

file/fC/Users/Kim VADANET/Downl oads/06021T%20Roseberry%20( 1).htm
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Phone (2)

080217 Roseberry {1).htm

Phone (2)
Type

Office

Business F-
Mail Address

daves@audisouthburlington.com; antonyc@audisouthburlington.com

Business
Address

1325 Shelburne Rd

Business City

South Burlington

Business
State

VT

Business Zip
Code

05403

Business
Website/URL

http://www.audisouthburlington.com/

Is your
complaint
about a
vehicle you
purchased?

Yes

What is the
year of your
vehicle?

2012

What is the
make and
model of
your vehicle?

Chevy Cruze

Is the vehicle
new or used?

Used

Where did
the vehicle
receive its
last state
inspection?

Shearer Audi South Burlington

Inspection
sticker
number, date
and color:

17-130273,April 17, 2017, color:Blue

When was
the vehicle
purchased?

APRIL 24, 2017

What was
the purchase
price?

10,080.70

Vehicle

34,144

file:/IC M sers/Kim VADANET/Downloads/060217%20R oseberry%20(1).htm
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mileage at
time of
purchase:

060217 Raseberry (1).htm

Current
mileage on
the vehicle:

36256

Did youn
receive a
Buyer's
Guide
document
with the
vehicle?

Yes

Which of the
following
apply to the
vehicle?

Service Contract (purchased warranty)

Description

This car was purchased for Amber Roseberry from Shearer Audi April 24, 2017. The car fax -
was pulled and showed one concerning item that the thermostat had to be replaced. We asked
if it ever over heated, we were told no it was just a recall. We also asked if the car had ever
been in any wrecks, we were told no. This car was one owner and the car fax shows the owner
took very good care of it. He traded it in to Shearer Audi from Shearer Chevy. It came with 3
month, 3,000 mile limited warranty. We purchased an extended Gold warranty to ensure
safety/reliability over the loan. '

Due the car not being ready, I was given a rental car. The next day after work I went to pick up
my new car on April 25, 2017.0n the way home ilnoticed the tire pressure was off. Amber
called the dealer the following Monday after the sale because the she started noticing
shaking/vibration/jerking/air pressure/oil percantage 20%. The service department told her 3
weeks before they could get her in, I did take the appointment for June 6, 2017. I then called
Audi in Rutland, VT via my warranty states i can bring it to any Audi service shop. They told
me no they do not have the proper tools to work on Chevy's. I brought it to Stones in barre,
VT, a local reputable service shop. The earliest time available was May 17,2017 I had to have
the balance fixed and alignment, due to a bad balance and missing weights. Leaving the shop,
it did not fix the issue. I.called Mike back at stones and he said "ill do a test drive." After the
test drive he said "i needed to bring it back to the dealership the transmission was slipping, and
that the drive train is causing all the disturbance, and they mounted wrong tire size"

I brought the vehicle to Shearer Chevy on May 19, 2017. They then shuttled me for a rental at
Shearer Audi.

That following Monday May 22, 2017, I received a call stating the heating core, axel seal was
leaking, and the tires were replaced due to wrong size mounted prior to purchase, and
alignment was done. I received a call that Friday May 26, 2017 that the car was ready. Picking
up the car I noticed a strong coolant smell in the vehicle, and the steering was still tilted. I
brought it back Saturday morning May 27,2017 due to Shearer Audi service closed after
picking the car up Friday, and they did not have a rental available Saturday. I requested for the
Invoices done by Shearer Chevy, and was given the go around on to who prints those out. That
following Tuesday May 30,2017 I get a call back that the car is ready and was test driven and
everything was good. I requested the invoices again to be ready via pick up. I picked up the
car and driving the steering is still tilted. Shearer Audi only had the invoices that they did on
the car and that 1 would have to go back to Sheare chevy for their invoice. I said "its been a go
around, i want the invoices ready for pick up tomorrow (May 31,2017)", 1 was told by the
service rep "that it was not a problem he would let the supervisor know." Wednesday May

file/fC:/Usera/Kim VADANET/Downloads/060217%20Roseberry%20{1).htm
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060217 Reseberry (1).htm

31,2017 I'took off work and went back to Shearer Audito get this resolved. I had a meeting
with the supervisor over this. His response was "your car is aligned, your car is just naturally
tilted." I knew this answer was not correct. I then requested a service tech to drive with me.
the results were it needed an alignment All three of us, Supervisor, service tech, and I talked
for about 20 minutes. The service tech agreed that the car needed an alignment and the
Supervisor response was "if you want a straight wheel, your alignment will be off" i said no,
thats not-an accurate statement, but when will this alignment per take?. I requested the specs
before and after alignment. but he could not do anything till Friday. I said "thisis
unacceptable, I have been dealing with this for three weeks now, i now have lost pay, time,
gas, and mileage for something that should of been handle pre purchase”, His response "well
we did the inspection and everything was good" i said "inspection does not check tire balance,
and did not even notice the tires were not acceptable for the vehicle"

I took the appointment, leaving i went to Shearer Chevy demanding the invoices again. I did
receive them, Leaving there i took the car to Randy Chevy in St albans, VT to get answers.
They took the car in and i started going thru all the invoices. The car did over heat according
to the one owner, and the car had been in an accident. The entire right front suspension was
replaced and paid by customer. ’

After four hours in at Randy Chevy , i was told "the balance of the tires were bad, your
missing weights, and it needs an alignment.” I received the specs of before and after. The
alignment was fixed but with a discrepancy. The right front tire caster can not be aligned . The
car has been in a wreck and the issues resolve around that and it can not be fixed."

Today June 1, 2017 I took the car to Chevy in Montpeiler, Vt to review the alignment and
what to do from here. I was told by the service manager that he did not want to get involved
with this car. I then called Shearer Chevy in Burlington, Vt to look at the car. The Supcrvisor

said "we are no longer going to service this car". My response " I am paying for the service, 1 -

just want to know why the caster of the right tire will not align", His response " Shear Audiis
responsible, we are no longer involving our selves"

I Called Chevy back in St albans to discuss further about the alignment results. The supervisor
told me the car was clearly in a wreck you can tell by the paint difference and the work done
on it. That the caster on the right is tilted further, which would be a needle in a hay stack to
find out why, and probably wont find, it could be do to new parts not corresponding well, or
the strut being off a little" he said "the caster wont affect the tire wear and he did not think it
would affect mechanics of the car, but you will here the clunking your experiencing".

I have contacted Chevy and made a complaint.

Amount of
loss:

578.00 just with service repair, and gas, and two days of lost pay as of June 1, 2017

How would
you like this
matter to be
resolved?

restitution of time, gas, mileage, and loss of pay, and to be provided a car that is not a "lemon"
or the loan paid to the new value of the car (knowledge of wreck) , the warranty to be
discussed on where the car can be worked on correctly.

Please list
any
documents
you have
available
related to
this
complaint
(and attach
copies at the
end of this
form, or

Purchase/sales contract
Buyer's Guide

Warranty documentation
Finance contract

Repair Orders
Advertisement/solicitation

file:/HfC MU sers/Kim VADANET/Downloads/060217%20R csebarry%20( 1).htm
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mail/fax
them to us)

Incident 11/11/2016 12:00:00 AM
Date
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RETAIL INSTALLMENT SALE CONTRACT

SIMPLE FINANCE CHARGE

Dealer Number .. .. Contract Nurber
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Seller-Creditor {Name and Addrass)

AUDI SQUTH BURLINGTON
1325 SHELBURNE RD

SO BURLINGTON, VT 05403

P
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2012 Chevrolet Cruze Sedan 4D LS Prices, Values & Specs - NADAguides Page 1 of |

NADAguides Price Repart
SALISLE

b

2092 Chevrolet Crumad Dy,
Sedan 4D LS
Values

Rough Aversge Clean Clean

Trade-In Yrade-In Trade-In Retail

Base Price 34,675 $5,575 $6,300 $8,550

Mileage (34,144) $1,875 $1,875 41,875 $1,875

Total Sase Price $6,550 $7450 $£8,175 $10,425
Tetianm

Price with Otlens 55,350 47,450 $8,475 $10,425

Lugh Yedizain ~ Rungh Vieade-in vales seilest 2 vebice in T0Ugh SONALE, Heaning & vihlele with siantficent inechanicsl defeqes requiring repairg In ardes
% youtore repannebiv ninaing avidition, Maing, oy ond vieo) © tazes hove censidersbi damage ta thalr fiugh, which may inclade dull of Faded (oxidired)
pame, 1658l S inedlry mas daing, fams g, ek of dlvekg Egns of pesvtous cepsles, Intarior refigets sbove dverage wear vilh moperable equipmarit,
Gawrssed & mlssb-q %t and Ssmnvily soded Spamncumst Imperfecione o), g Mgudinar, carpet, and uphalstery. venicle may have a braaded ttle and un-troy
ki n%t\ﬁ'm%m@ Y AL LTRSSy for rosale, Some existing ssuns may b 21AcUlt b Pestorg. Becatsa
?ﬁ@iﬁtﬂ’&l‘ AR rRATR ﬁu Fihre ENALT IR A0 moke nuependent adjustments for actual vahicle condilion,
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Protection, personalized for you Three available plans:

Your participating Dealer will guide you
through our three available Vehicle Service
Protection plans? to help you determine
which level best suits your vehicle and ﬁ%@lzi
personal needs: n

:Component Group

Powertrain coverage includes your vehicle’s
engine, transmission, transaxle or transfer
case, drive axle(s), and certain hybrid/
electric components.

Gold coverage encompasses Powertrain
coverage, plus front and rear suspension,
climate control, fuel, electrical, and certain
additional hybrid/electric components.

Platinum exclusionary coverage includes
all-mechanical parts of your vehicle in the
event of a- mectianical vqmm_a_oé? unless
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Additional benefits:

’

» You'll receive genuine Ai
service for your vehicle

» Nationwide service avail
participating Audi Deale
authorized service provit

. \. . . B
» 24-hour roadside assistz

enhanced roadside bene
battery service, flat tire:
or fluid delivery,® and loc
up to $100 per occurrenc

» Towing reimbursement ¢
your nearest Audi Dealer
service provider’

» Rerital car reimbursemer
day forup to ten (10) day
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d:for m ﬁoﬁmﬂ ben




This car was purchased for Amber Roseberry from Shearer Audi April 24, 2017.
The car fax was pulled and showed one concerning item that the thermostat had to be
replaced. We asked if it ever over heated, we were told no it was just a recall. We also
asked if the car had ever been in any wrecks, we were told no. This car was one owner
and the car fax shows the owner took very good care of it. He traded it in to Shearer
Audi from Shearer Chevy.

We were notified by Sue Madigan, the loan was approved on April 24, 2017 later
afternoon. Told her we would head right in. During the sale signing with Sue Madigan,
she informed us the factory warranty expired even though most Chevy’s powertrain for
five years, the car included a 3 month, 3,000 miles limited warranty, and sold us an
extended “Gold” warranty to ensure safety/reliability over the loan. Said the car could be
worked on at any Audi dealership. While signing the loan, the sales manager notified us
that he forgot to call, but the car was parked off site and would need to be fully serviced
in the morning. That Amber would have to drive an hour back, she was given a loaner
car to get home and back.

The next day, April 25, 2017, Amber returned and picked up the 2012 Chevy
Cruz at 34,177miles. During the hour long, all interstate drive home, the tire pressure on
the dash was “off”. On April 29, the tire pressure was increasing, unaware of cause and
with driving issues, shaking, vibrating, air pressure, heat smell, and oil percentage 20%.
Amber called the Sales Manager, Mike Hughes and salesman, Steve Bouchard. Steve
Bouchard was busy and Mike was out of the office so left voicemails. On May 2 at 5pm,
Steve called and left voicemail saying the oil had been changed, On May 5, she
contacted Audi service department said it would be 3-4 weeks before they could get the
car in for servicing, we scheduled for the appointment for June 8, 2017.

~ As the warranty states the car can be serviced at any Audi dealership, we called
the Audi in Rutland, VT to see if they could service the car any earlier; they said, “No,
they do not have the proper tools to work on Chevy vehicles.”. The vibration of the car
worsened and at times while turning a “feeling of something hitting floorboard under
drivers foot.” So, made an appointment for the car at Stones Service in Barre, VT, a
local reputable service shop on May 5; the earliest time available was May 17, 2017.
The car was balanced, fixed and alignment done at 35,500miles. Per Stones, the
balance done on April 17, was incorrect with missing and poorly fitting weights, only two
on back tires, none on front. The specs of the alignment were Left front 0.75, Right front
1.00 which were corrected. Leaving the shop, the car was still shaking and jerking.
Amber called Mike Stone back, he said, "I'll do a test drive.” After the test drive, he said,
"You need to bring it back to the dealership the transmission is slipping and the drive
train is causing all the disturbance. And they mounted the wrong size tires.” Stating the
tires on the vehicle could cause drive train issues. Amber called Cody Chevrolet in
Berlin, VT. They confirmed the dimensions of the tires were no appropriate size and
could cause drivetrain problems.

On May 18, Amber attempted to open the hood, the vehicle took an hour to cool
down to open the hood and touch the hood stick/prop. The coolant reservoir was almost
empty and fluid was bubbling on the sides. Coolant was purchased for $14 and
windshield wipers replaced for $12.

On Friday, May 19, 2017 Amber called Amanda upset about everything going on
with the car and how disappointing what we hoped would be the answer for her new



promotion and increased travel was turning out to be a heartache. Amanda called and
asked to speak with the general manager, Dave Swartz, who calied back. | explained to
him the problems experienced with the car, that Mike Hughes had not returned any calls
and that Amber was on vacation and soon to be heading out of state for job training and
now cannot drive car comfortably. He apologized and explained he could have gotten
her into the service shop earlier than three weeks had he known because the service
department had caught up. Amber had an appointment with Shearer Chevy scheduled
for Monday, May 22; he checked on getting a loaner so she had a drivable car until hers
was serviced and was able to so Amber needed to drop off the Chevy Cruz and pick up
loaner from Antony by 5:30pm Friday, May 19. Dave said he would be following up on
Monday to make sure the car was taken care of properly and problems resolved. Amber
drove up to Shearer Chevy and asked for Antony Cochran per Dave Swartz to request
for the loaner. Shearer Chevy service rep, Todd told her Dave had been fired in
December and the manager was Steve Dinco. She spoke with Steve, they figured out
the situation, Dave works with Shearer Audi. Left the car at Shearer Chevy to be
serviced (the warranty is through Shearer Audi who has their partner Shearer Audi do
the servicing), and she was shuttled to Audi for the loaner. When speaking with Antony,
he apologized for the wrong tire size, explaining that when mounting the new tires on
April 17, 2017 they simple matched the existing tires and didn't confirm size. | explained
to him according the Carfax report, on 11/18/2016 at 32,975 miles, Shearer Chevy
mounted and balanced two new tires on the Cruz and according to the Carfax all
service done with Shearer Chevy. Antony stated he would need to research this a little
further.

That following Monday May 22, 2017, Amber received a call stating the vehicle's
heating core replaced, axel seal was leaking, new tires were replaced due to wrong tire
size mounted prior to purchase, and alignment was done. Despite being told the
Powertrain warranty was void, Antony confirmed replacement of the heating core under
the power train warranty which ends June 5, 2017.

Friday, May 26, 2017, received call that the car was ready and picked up after
Amber got of work and Audi closing time. Driving the car home, immediately noticed a
strong coolant smell in the vehicle and that the steering was still tilted. ‘

Called and left a voicemail for Shearer Saturday, May 27, 2017 morning due to
end of day closing after picking the car up Friday. Shearer Chevy Sales Manager, Dan
Chamberlin said to bring the car in and they would provide a loaner again. While
enroute to Chevy, Jessica Phillips called to apologize after she spoke with Salesman,
Steve Bouchard and Steve suggested she not call and just have Service Manager,
Antony Cochrane deal with it on Tuesday after the Memorial Day holiday. Jessica
expressed that she wanted to call anyways, apologized, and ensured they would make
things right. Amber dropped car that afternoon, and was provided a loaner by Shearer
Chevy. At this time, Amber requested service invoices for the work done by Shearer
Automotive on the Cruz by Shearer Chevy. She was told by the Chevy service workers
that they couldn’t do that, the office would have to do that Tuesday.

Tuesday, May 30, 2017, Antony, Audi Service Manager called at 0930, saying he
had just picked up the car from Chevy who had completed their work and Audi would
complete the alignment. Per my request, he ensured he would personally drive the
Chevy Cruz following the alignment to make sure the problem was resolved before



