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Fine Print

This presentation is not meant to provide you with legal advice. Please consult your attorney for legal advice. The printer makes no warranty, express or implied, as to
content or fitness for purpose of this form. Consult your own legal counsel. Please note, Reynolds does not provide legal advice regarding usage and content of our
forms; it is therefore incumbent on our customer to seek legal counsel concerning appropriate use of Reynolds forms.
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Print

 This presentation Is not meant to provide you with legal
advice. Please consult your attorney for legal advice.
The printer makes no warranty, express or implied, as
to content or fitness for purpose of this form. Consult
your own legal counsel. Please note, Reynolds does not
provide legal advice regarding usage and content of our
forms; It Is therefore incumbent on our customer to
seek legal counsel concerning appropriate use of
Reynolds forms.
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|Nntroduction

e How can | be helpful?

e My EXperiences.
 TwWO Rules:

— Don’t Get Noticed.

— If You Get Noticed Have a Response Strategy.
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Agenda

You are a big target.

« What Is a complaint?

« Where do regulators and attorneys get their cases?
« What else happens when consumers complain?

History of a complaint.

« Why care about complaints?

« What to Do — How to address complaints.

Federal and State Agencies.

Potential costs of complaints.

Oth e r reCO m m e n d &'E(i]gré]lg/rlolds and Reynolds Company. All Rights Reserved.
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Dealers are a Big Target
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Top 10 Consumer Complaints

August 2013
. Automotive
. Home Improvement/Construction
. Credit/Debt
. Utilities
. Services
. Home Solicitations
. Landlord/Tenant
. Internet Sales
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10. Household Goods. ..« comy s ke
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What i1s a Complaint?

e Associlation of Credit and Collection
Professionals

Consumer complaint is defined as a
submission that expresses dissatisfaction

with, or communicates suspicion of
wrongful conduct by, an identifiable entity
related to a consumer’s personal

experience with a financial product ors ge,
carvice T
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What i1s a Complaint?

e FOr a government agency:

—Generally, a signed affidavit.
 FOr an attorney:

—Client visit.

2012 The Reynolds and Reynolds Company. All Rights Reserved.
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History of a Complaint

Consumer visits the store to buy or lease a car.

During the sales or F&Il process something goes
wrong.

Consumer complains to the dealer.

If nothing happens:

— Consumer complains to government.

— Consumer complaint to a private attorney.
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Where do Regulators Get Their Cases?

 What Is the regulator charged with
enforcing?

e Consumer Complaints
* Personal Agenda.

e The Press — Public Media.

2012 The Reynolds and Reynolds Company. All Rights Reserved.




Where do Attorneys Get Their Cases?

« Complaints.

e Advertising for complaints.
 Public records regquests.

 Over 1,000 consumer attorneys practice
only car law In the U.S.

© 2012 The Reynolds and Reynolds Company. All Rights Rese
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Consumer Complaints

It IS a Ransom Notice.

[P s [u]mle] -Bolo 121 BT
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Why Care about Complaints?

It’s all about the money.
How to avoid paying It.
How to avoid being selected.

If selected, how to minimize the pain.
— Cost.

— Bad Publicity.

© 2012 The Reynolds and Reynolds Company. All Rights Reserved.
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Complaint Websites

CFPB

www.Consumerfinance.gov/complaint

FTC
www.consumer.ftc.gov/articles/0341-file-complaint-ftc
New York Attorney General
Wwww.ag.ny.gov/complaint-forms

Florida Division of Consumer Services

www.freshfromflorida.com/Divisions-Offices/Consumer-
Services
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http://www.consumerfinance.gov/complaint
http://www.consumer.ftc.gov/articles/0341-file-complaint-ftc
http://www.ag.ny.gov/complaint-forms
http://www.freshfromflorida.com/Divisions-Offices/Consumer-Services
http://www.freshfromflorida.com/Divisions-Offices/Consumer-Services
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Attorneyv (General
[ Schneiderman
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Schneiderman and State
Police Dismantle Two Heroin
Distrribuiion Networks In
Western New York

Cheer 20
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Read More

Latest News Stay Connected Imitiatives

Liay 2. 2014 | Press Release

A.G. Schneiderman Announces Guilty Plea Of
Participant In Rochester Oxycontin Ring
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ATTORNEY
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OUR OFFICE MEDIA CENTER DIVISTONS RESOURCES INITIATIVES CONTACT US SEARCH

COFP

Learn more about the Community

Overdose Prevention (COP)

Program, which will equip all New
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Mayv 2. 2014 | Press Eelease AT

A.G. Schneiderman Announces Guilty Plea Of
Participant In Rochester Oxycontin Ring

hlayv 1, 2014 | Press Releasze
A.G. Schneiderman And WNYSP Superiniendent
D'Amdco Dismantle Two Heroin Distribution
Networks...

Liayv 1, 2014 | Press Belease
A.G. Schneiderman Announces Agreement With
Empire BCES To Help Women Who Undergo Breast...

iayv 1, 2014 | Press Release
A.G. Schneiderman Shuts Down Debt Collection
Business, Secures $10,000 Fine

Apr 30, 2014 | Press Release
A.G. Schneiderman Commends Chief Judge Lippman
For Proposed Reforms To Consumer Debi Litigation...

Apr 30, 2014 | Press Beleasze
A.G. Schneiderman Offers Tips To Consumers
Affected By Dramatic Power BEill Increases

MORE NEWE EN ESPANOL

Fl®© E0E B

ﬁ Sign up to receive featured story updates from the
MNew York State Attornev General

Resource Center

The A-Z of all topics that The Office
of the Aftorney General is involved
in.

File a Consumer

Law enforcement actions are taken
by the Attorney General to protect
the public good and to ensure a fair
market place.

Spotlight
p—— T w  A.G. Schneiderman Publishes O
me I N B

e Ed On His Investigation Into

Ff"-'_—:. =50 " Insider Trading 2.0: “The Need For
5._-'- F— ;E-,_,;.é\ Speed Is Costing BEillions™

Learn more about the Community
Overdose Prevention (COP)
Program, which will equip all New
York law-enforcement officers with
naloxone, an effective heroin
antidote.

I-STOP
Learn more about “I-STOP,” a new

online system to track prescription
drugs. If youn suspect a medical
professional is illegally
overprescribing, please report it
here.

Homeowner Protection Program
(HOPP)
Find ont more about HOPP, the

AGs commitment to fund housing
connseling and legal services for
struggling New York homeowners.

Secure Our Smartphones (5.0.5.)
Find out more about this coalition

working to urge the smartphone
industry to eliminate the
secondhand market for stolen
devices and deter violent thefts.

Animal Protection

Fead more about the Attorney
General’s effort to target allegations
of animal cruelty and unscrupulons

sales of pets and other animals.
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New York Complaint Forms

We welcome your complaints. For consumer type complaints, we offer a mediation service if we believe our intervention might assist in resolving
disputes. Patterns of complaints involving the same company or a new issue often help us in allocating our law enforcement resources. We also try to
assist members of the public in locating the government agencies that can best address their problems. For this purpose, we refer complaints that do not
belong with us to the right agency.

We need complaints in writing. We prefer that you use our complaint form but you are free to put your complaint in a letter. Please remember the
following:

For consumer type complaints, we encourage you to try to resolve the dispute with the company or individual before filing a complaint with us.
Please state your complaint clearly and concisely. You should enclose copies of all relevant documents.

Do not send us any original documents.

Please understand that in order to resolve your complaint we may send a copy of your letter to the person or firm you are complaining about.
If you have questions concerning your individual legal rights or responsibilities you should contact a private attorney.

Filing a false complaint is punishable as a Class A Misdemeanor.

Complaint forms are available in Printable PDF. Complaints regarding price gouging (i.e., increased costs of essential items and services) or Internet-
related matters (e.g., online transactions, Internet service provider issues, online privacy concerns, website or email complaints, etc.) may also be filed
online.

Online Forms

Submit your information online and upload supporting documents. Please see list of Printable PDF forms for complaints on matters not identified below.
Top of Form
Internet Bureau Online Complaint Form

Internet Bureau Ontine Tip Submission Form
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2 -0CX < Submit a complaint > Cons... ,
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Comisct ws (855) 4111 -23 72

Sgarch

HCOME INSIDE THE CFPEBE GET ASS5ISTANCE PARTICIPATE

Submit a complaint

Have an issue with a financial product or service? We'll
forward your complaint to the company and work to get
a response from them.

Choose a product or MOST COMMON

LAW & REGULATION SUBMIT A COMPLAINT

CHECK YOUR COMPLAINT STATUS

& Check status

Para presentar una gqueja en espaiiol,
Hamar al (855) 411-2372

service to get started

if you don't want to submit a complaint,
yvou can tell your story.

Mortgage Debt collection Credit reporting
COTHER PRCODUWCTS AND SERVICES

Bank account or .

e s Credit card EXa MDHE‘_I" transfer

carvice 0w Tl PR s e R L Sy e e

&= Payday loan

5:07 PM
5/3/2014
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2 - 0C X || FTC Submit a Consumer Compl... % -H'E

Contact | Stay Connected | Privacy Policy | FTC en espainol

FEDERAL TRADE COMMISSION

PROTECTING AMERICA'S CONSUMERS>=

ABOUT THE FTC

MNEWS & EVENTS

ENFORCEMENT POLICY TIPS & ADVICE

Home = | Would Like To. .. » Submit a Consumer Complaint to the FTC

Browse FAQ Topics

Consumer Protection
Competition

FTC Info

Top Answers

Submit a Consumer Complaint
to the FTC

File a Comment

Get a Free Copy of My Credit
Report

List a Mumber on the National Do
Mot Call Registry

Report An Antitrust Violation

| WOULD LIKE TO...

Submit a Consumer Complaint to the FTC

QUESTION

How can | submit a consumer complaint to the FTC?

ANSWER

To report fraud, identity theft, or an unfair business practice, visit ftic. gov/complaint, click on the FTC Complaint

Assistant icon, and answer the questions.

The more information you can provide about the situation, the more useful your complaint will be. If possible, be

prepared to provide:

= Your contact information: name, address, phone number, email

= The type of product or service involved

= [nformation about the company or seller: business name, address, phone number, website, email address,

representative’'s name

= Details about the transaction: the amount you paid, how you paid, the date

The FTC cannot resolve individual consumer complaints, but we hawve tips to help you get your money back.

5:05 PM
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Home PayOnline About Divisions & Offices Forms & Publications News & Events Contact

You are here: Home » Dhivisions & Offices > Consumier Services

Adam H. Putnam
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Consumer Services

Consumer Resources L I R AR S by
Business Services e === | ' i e
Education

File 2 Complaint Subscribe to the Florida Consumer E-Newsletter

Consumer E-Newsletter

Cur newsletters contain infamation and tips on timely consumer-related issues and ways to avoid becoming-a victim of fraud.

~ Division of Consumer Services Bureaus and Sections

v/ = Bureau of Compliance

= Bureau of Fair Rides Inspection

[he Division of Consumer Services is the state’s clearinghouse for consumer

complaints, information and protection. The division regulates various businesses = Bureau of Liguefied Petroleum (LF) Gas
such as; Motor Vehicle Repair Shops, Charitable Organizations, Flonda Do Not Call Ins Lo

Program, Dance Studios, Pawnbrokers, Health Studios, Sellers of Travel, Intrastate = Bureau of Mediation and Enforcement
Mowvers, Professional Surveyors and Mappers, Sweepstakes/Game Promotions and P L Ty e e R

Telemarketing. In addition, the division protects consumers from unfair and

: ; : : : : = Communications and Outreach Section
unsafe business practices across a wide range of products, including gasoline, = :

brake fluid, antifreeze, liquefied petroleum gas, amusement rides and weighing = Board of Professional Surveyors and
and measuring devices. Mappers

Consumer education is the main focus of the division. Along with the information
provided through our Communications and Outreach center, which can be reached

at 1-800-HELP-FLA (435-7352) or 1-800-FL-AYUDA (352-9832) en Espafol, Laws and Regulations

thousands of educational brochures are distributed each year to individuals, civic Borida St o

groups, community organizations and schools. The division offers speakers, at no Chapter(s): 472,496 501, 507, 525 526,

cost, to participate in community meetings, conferences and meetings around the s oo -
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it https//myflaridalegal.com/

File Edit View Favontes Tools Help
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Cantact | -

PAM BONDI

W™  About the Attormey General ' Legal Resources Sl Al AG databaszes and website GO

GQUICK LINKES

m

Florida is a Zero-Tolerance State - i

Frn"‘l £ H Trafficki File a Complaint Fraud and Scams

or Hanman g = Oipen Gowvernmeent &5 Opimions

I" 5[3“[ o ) Biennisl Rule Rewview Employment
HEESHHE Aftcrney General Fam Bondi is dedicated to . & - Service
making Florida a zero-toderance state for hwman
trafficking. In additicn to wworking with the Florids MEWS RELEASES
Legislature to pass tough new laws against heman

D IR SRR R BRI S L T MFCLU Performs Licensed Healthcare Facility .
Florida’s business cormmunity together in the fight > Passage of the Florida Information Protect. ..
agamnst human traffickang. = G Activates Price SGouging Hoflime During D

] a O o0 O OO O 0 A= Bondi Praises FL Senate for Passing Sont.
FRead more...

Wik all =

= A5 Praises the Passage of Legislation to Ad..

TOF FRICEITIES Click on e icons below to kmarm more about 8fcrney Gensral Sondi's top ssuss STAY COMMNECTED hﬂ i

Read Attorney General Bondi"s Weekly Brief

Fill IMall Foreclosure Timeshare §

Initiztive Satflemeand i Recale FrawdE o Prowvide your msmail address below o recsive Hhe
Attormey General™s Weskly Sriefing festuring the

latest meEvws and wpdat=s on top i=su==s_

Enter email address SUBSCRIBE

Florida Toll Free Numbers: ; Privacy Policy | Contact Lis
- Fraud Hotline 1-268-29688-7222 Copynight 2 2011 State of Flenida

- Lemon Law 1-800-321-5366
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|1E’r] Florida Attorney General - F...

File Edit Wiew Fawvorites

4 ﬁﬂumert - Select

PAM BONDI

‘h‘ About the Aftormey General _ Legal Resources

File a Complaint

File a Complaimd or Imnguiry onlime
Seneral Inguimss or Complaints
Maticnsl Foreclosure Setilemsent Inguiries

-OR-

Frint and mail your complaint form
English Wersion Dowvenlosd

Espanol Wersion Dovwnload

Ciffice of Attormey General
State of Florida

The Capitol FL-D1
Tzllshss=s==, FL 223BE-1050

In accordance with 28 CFR 25107, person{s) wishing to filek a complaint or grievance against the Office of the
Artomey Genersl for denial of access to services 1o the public, as defined by 28 CFR 25,130, may do so through
the Office of the Inspector General by using the on-line contact form, selecting Inspector General, and following the
cantact link or &y calling the Office of Citzen Ssrvices st BS0-414-2800.

i you choose o provide imformation | a feedback form, conference registration form or other form on this site,
unless specifically exempted by Flomda Statutss, swch information is a public record under Florida's Goversnment in
the Sunshine Laws and awailable for public inspection wpon demsand.

Under Florida law, e-mail addresses are public records. If you do not wiant youwr e-mail address rele=sed in
responses bo a publc-records reguest, do not send electronic mail to this entity. Instead, contact this office by phone
oF in writEng.

Florida Taoll Free MNMumibers:
- Fraud Hotline 1-B88-085-T226

- Lemon Lawr 1-B00-321-5385

S = VET PSRN MES

FASE | Contact | i

SR Al AG databases and website [ o)

QUICE LIMES

File a Comglaint » Fraud and Scams
Cpen Gowermament = AE Dpinions
Bisnnial Bule Review » Employment

2 - Servocs

MNEWS RELEASES wiaw ol =

&5 Praises the Passage of Legislation to &6
MFCU Performns Licensed Heslthcare Facility ...
Passage of the Flornda Imformmation Prodecti. ..
85 Activates Price Gouging Hotline During ...
&5 Bondi Praises FL Senate for Passing CGomt.. .

S1AY CONNECTED k=

Beaead Atbormey General Bomndi"s Weskly Brief

Prowide your email sddress below o rece=ive The
Attorney General's Weskly Briefing featuring the
lafe=sl news and updebes on Do isswues.

Enter email address m

Privacy Policy | Contact Us
Copyright & 2011 Siate of Florida

E=REc
ini .f £o3
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P2 ~2oX E Ripoff Report | Scams, revie... | |

File Edit Wiew Fawvorites
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Tools

Help

Is there a Ripoff Report about you!? SEQ Reputation Management WARNIMNG!

Ripoiff Report | Complainis Raviews Scams Lawsuits Frauds Reported. File youwr review. Consumers educsting comsumers. ™

By consumers, for consumers. ..

suinaff Report.

Ohom't let them get away with i@ Let the truth be known! =

= Home

FILE A
REPORT

= Help

m Total Wisits since 18835: 8,857,661, 344

Update Latest
a Report Reports

Consumen
Resournces

Consuwmenrs Legal
Say Thank You Directory

‘E“I_r_u

Ripoff Report Verified Business Directory™
=

L TE R T T L m

= Register to File a Report = Laogin

m Estirnated money Consumers sawved since 1885: $15,500,907 35128 m Reporis filed: 1,799 461

sy P or Report 3

o L T T LT S R

Corporate Advocacy

® Ripoff Report protects consumers first amemndment right to free speech

Search Reports

Seanch Reports by Company,. Individual or Report MNumber:

U== Advanced Search or Browse Latest Reports

Ripoff Report Corporate Advocacy Business Remediation & Customer

Corporate Advocacy Program

Search

=]

S —}
WS

—
—

-

-

i

d insurance then firmg me for

1,799,461 r=rorTs FiLED

UPDATED: ISDEZ01 4 14:14:358 PR MET

m Review Latest Reports = Advanced Search = Browss Categories

Newest Ripoff Reports

050314 | Lewiswille, Texas

Mationstar Mortgage company - Mationsiar BMortgage
company They allowsd my tsxes io go unpaid and my results
of that is mwy ten yesar old gramdson and | are mow homelessit]
Lewisville Texas

0534 | |, Intemnet
ipage.com - ipage.com scam Intermet

0501314 | | Intemmet
nationa ocredit services. llc - naliona credit services. llc
Fichards andrews scammmers. Imtermet

050314 | Cedar Park, Texas
Powersport superstore - Powerspor superstore Cfers
products they do mof have Cedar Park Texas

05034 | |, Intemnet

LWVEST Software Internet S=cunty - AVAST Software
rtermet Secwrity Sales company is "digital rver" in the
philipines, the "tech supporit™sells services and = & scam
Redwood City Califormia

050314 | Sandy, Litah
mipaci Kl - Impact K] AKA E-Commnernce Pay Coach for
nformnation Available for FREE (RIP OFF) Sandy Ulsh

0534 | Mew York, Mew York

Wile=imomt Capital Funding LLE - Westmmont Capatal Funding
LLE Pay the security deposit im order to qualify for & loan
PMews “ork Mew ork

-

Qo

e IS PM
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Help

Consumers for
Auto
Reliability and
Safety

Home About CARS Contact Us CARS in the News Rezources for Car Buyvers

CARS plays leading role in improving protections
for used car buvers

= S SRS Y B
qrg EHGUSH e —

: -"-' v - ‘E . 1

Two new laws improve protection for California car buyers

D=spite opposition from "Buy Here Pay Hera" auto dealers and Wall Strecet investors, Gowvermor Jermy BErowen
signed &AB 1447, authored by Assemblymember Mike Fewer, into law. The new lane took effect Januwarny 1, 2012 11
mandates that "Buy Here Pay Heme" dealers im California must prowvide at least a 1,000 mile £ 20 day warmranty on

2 .
O =N =

——

Unsafe Rental Cars Blog

RESEE A A+

Select Langusge EI
Powered by C=xule Translate

C.A.R.5. Mission

CARS is a natianal, award-wirnrire,
nan-prafit auwte safety and ceonsumer
advaecacy erganizatien warking to
sawve lives, prevent injuries, arnd
te pratect consumers firem
aute-related frauwd and abuse.

.i Join us on Facebook

Flease Like us on Facebook
Thanks!

What's NEW?

G recalled car repair parts —
delays put customers at risk

=8 and ifs dealers hewve started to perform the
safety recall repairs on ower 2.8 million wehicles
with ignition switches that can turm off in fraffic
without wwarming, leawing drivers unable to stesr,
ard causing the air bags to fzil to deploy in a
crash. Howeswer, some owners of recalled cars
ars likely to exparence lengthy delays while they
wait for repair parts to amive at dealerships, and
hawe appointments schedulad for the repairs.

-
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CARS contributes to major series exposing shady practices at
"Buy Here Pay Here" auto dealerships

Creer & peniod of more than a year, CTARS provided expertise, consumer contacts, and other imformsation that
confributed to Los Amgeles Times reporter Ken Bensinger's highly acclasimsasd multi-part series abhowt predatory
praciices at "Buy Here Pay Hare" auto deslerships. The dealers prey on vulnerable low-income consumers wio
hawe credit problems, or are stedents and hawe no credit histories at all, and owerchargs them for shoddy wehicles
that tend to break down or nesd major repairs soon after purchasse. Some hedge fund investors see this as a
growing source of fumds they can package, securtize and s=ll on VWall Sireet.

Part One: & Vicious Cycle in the Used Car Business

Howr auto dealers profit from "churning™ used cars that break down soon after purchases and need
expensive repairs the buyers can't afford

The Los Angeles Times

by Ken Bensingsr

Dctober 30, 2011

Read more: weeew |lstmes.com: Buy Here Pay Here part 1

Part Twwo: Wall Strest investors placs big bets on Buy-Here-Pay-Here auto dealers
Exploiting the poor pays big dividends for fat cat lenders

The Los Angeles Times

by Hen Bensinger

MHovember 1, 2011

Read more: woeeaw latimes. com: Buy Here Pay Here part 2

Fart Three: A hard road for the poor in need of cars

MHon-profit programs help struggling families get better jobs, improwve their education, and transform their
lives

The Los Angeles Times

by Ken BEensinger

MHovember 3, 2011

Read nvore: weeew. |stimes.com: Buy Here Pay Here part 3

Dealers' repeat sales of same used cars surprisingly commomn
Los=s Angeles Times

Aungust 15, 2012
by Ken Bensingsr

"The practice of selling the same car multiple tirnes, kbnown as "churning." was explored in a senes of Los
Angeles Times articles last year. Mow, a comprehansive analysis of Califormia wahicle sales shows that chuming
turns owt fo be & surprisingly common prachos in the state.

From mid-2002 & this &prl, 252 licensed used-car dealers — about 1 In 8 statewide — sold at lesst one wehicle

1=l - Bl =

Dietroit Free Press: G says replacement ignitiocm
it arriwi at deslershi

Buyer beware: MEWVER trust that a desler will
haws the safely recsll repairs performed befors
=elling you a car that is being recalled. Deslers
ars =0 eager to maks a buck, fast, they are
urvwdllimg to deday sales long enocugh to get the
safely recall repairs done — for FREE.

Flus — deslers are actively opposing legislation in
Washington, O and in California that would
prohibit them from renting, s=lling, leasing. or
loanimg unssfe. recalled wvehicles to consumnears,
unless the safely recsll repairs have b=en
performmeed first.

CARE fips on hoer o buy a safe, reliable us==d
car — withowt hewing to risk goimng to a dealer:

T 12 used car ing fi
Deslers playing "used car roulette™ with

customers' lives — and opposing legislation bo
make them stop

Did a desler sell you am unsafe, recalled car? We
want fo hear your story. Coniact CARES

Buyer Beware! Aute dealers” ane-

sided contracts can ruin yoawr life
Ewen if the dealer breaks the law, you might not
be able to get justice. Forced arbitration clausas
hidden in the fine print can kesep you fied up for
years. |he desler even gets (o pick the arkitrator
who hears your cas=. Here's what happensad fo a
car bauyer im Sam Diego:

© 2012 The Reynolds and Reynolds Company. All Rights Reserved.
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What to Do

Treat consumer complaints as ransom
notes.

Establish a dedicated telephone line.

One upper-management person should
handle all complaints.

Documents are your major defense —
treat them accordingly.

© 2012 The Reynolds and Reynolds Company. All Rights Reserved.
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If You Recelve a Complaint from
an Agency

 Respond diplomatically immediately
promising to cooperate.

 Request the written complaint and any
supporting document.

e Study the deal jacket and records to
determine If the complaint Is valid.

e —
—_— -
—

Reynolds
= &Reynolds.

© 2012 The Reynolds and Reynolds Company. All Rights Reserved.
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If You Recelve a Complaint from
an Agency:

Has a salesman or F&I Manager engaged In

fraud or deception?

Is there a pattern or practice of inappropriate
behavior?

If the matter 1Is a minor one offer a
resolution, without being asked.

If the matter Is more serious, contact your

attorney. g

= &Reynolds.

© 2012 The Reynolds and Reynolds Company. All Rights Reserved.
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If You Recelve a Complaint from
an Attorney:

 Forward It to your attorney.

— = Reynolds
= &Reynolds.

© 2012 The Reynolds and Reynolds Company. All Rights Reserved.



Other Suggestions
 Monitor government agencies and
websites for complaints.

e Use technology to Increase your
efficiency and reduce costs.

!

eynolds

© 2012 The Reynolds and Reynolds Company. All Rights Reserved.
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What Are Those Costs?
e FTC

— $16,000 per infraction
o State UDAP

— Up to $25,000 per infraction. legal fees, costs,
and restitution depending upon the state.
e Class Actions and Individually

— Actual Damages, Nominal Damages,
Consequential, Punitive, Legal Fees and Costs.

= Reynolds
© 2012 The Reynolds and Reynolds Company. All Rights Reserved
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What Are Those Costs?

e Dodd Frank Act

— $5,000 for each day of the violation.

— Reckless violation: $25,000 for each day of
the violation.

— Intentional violation $1,000,000 for each day
of the violation.

2012 The Reynolds and Reynolds Company. All Rights Reserved.
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Specific BHPH Issues

Advertise financing for all comers and then turn
a consumer down.

Same salesmen who sell cars at very different
prices — hidden finance charges.

Requiring aftermarket products In order to
qualify a consumer for financing.

Fallure to provide adverse action notice.

e —
—_— -

= Reynolds
= &Reynolds.

Document Services
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Specific BHPH Issues

Violation of credit repair act.
« May trigger 3 day right to cancel.

Fallure to post sales price.
Revolving repossession schemes.
Fallure to observe the used car rule.
Specific BHPH Issues.

e —
—

= Reynolds

e

= &Reynolds.

Document Services
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Other Recommendations

« Name a Compliance Officer who will also be the Privacy
Officer as part of your Compliance Management System.

« Take Advantage of Free Sources of Compliance
Information and Support.

— NADA.
— State Dealer Assoclations.
— Government Sources.

— FTC, FRB, State Attorneys General, State DMV’s and
theilr websites.

= lﬂ —
~ = Reynolds

= &Reynolds.

Document Services
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Due Diligence Regarding-Compliance:-
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Other Recommendations

Use Standardized Documentation.

Know what the minimum legal and regulatory
reguirements are.

Have someone internally audit the transactions and
conduct regulatory reviews at the direction of the
Compliance Officer.

Review the Document Management Procedures.
— Coordinate them with the Safeguards Rule.
— Each file should have a checklist of its contents.

e —
—

= Reynolds
= &Reynolds.

Document Services
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Other Recommendations

e All products should be discussed with
each and every consumer.

e Subscribe to CARLAW and SPOT
DELIVERY or other periodicals.

« Have the Compliance Office become AFIP
Certified (Association of Finance and
Insurance Professionals).

— = Reynolds

Document Services

© 2012 The Reynolds and Reynolds Company. All Rights Reserved.
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Other Recommendations

 Invest In ongoing training.

 On-line and In-house training on a regular and
continuous basis.

* New employee orientation and training.

 Training should be documented and attendance
should be mandatory.

 Protecting against rogue employees.
e Accurate job descriptions.

 Update employee manual.
. . — = Reynolds
¢ F I re Wh e n ap p E@Q]prE Ii@otgwd' Reynolds Company. All Rights Reserved. = &ReyHOIdS®
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Recommendations

 Hire an attorney who understands

car law.

 Use a good consultant routinely.

2012 The Reynolds and Reynolds Company. All Rights Reserved.
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3 Pillars to a Complaint Management System

1. Providing a Channel for Complaints
2. Responding to Complaints

. ldentifying Systematic Fallures

WE ARE (QdDealerSocket




3 Pillars to a Complaint Management System

1. PROVIDING A CHANNEL FOR COMPLAINTS

- Qive your customers an avenue to complain and be | Coach your customers during the sales process on
open for feedback. how to submit complaints if any arise.

Create a process to make your happy customers Establish your threshold for response. What requires
more visible to your potential market. dealership response?

WE ARE " (DealerSocket



3 Pillars to a Complaint Management System

2. RESPONDING TO COMPLAINTS

—
——

ldentify an individual or team of individuals
responsible for monitoring and responding to
complaints.

Coach this individual or team of individuals what
YOUR Complaint threshold is — what requires a
response?

Set a timeline specific to acknowledging the
complaint and a timeline specific to resolving the

complaint.

Create a follow-up process tfor each complaint
category.

Identity which types of complaints require the
notification of upper level management? i.e.

contractual issues, vehicle delivery, satety concerns...

and determine when escalation is necessary.

Train and coach staft of basic complaint resolution:
“Listen, Probe, Respond” — In most cases,
consumers just want to be heard.

Give consumer sufficient opportunity to present
their position.

Determine resolution options and delegate the

appropriate decision-making power to the complaint
team (e.g. refunds, credits, etc.).

Give consumer reasons for decisions being made
whether it is favorable or non-favorable.

Keep personal information regarding consumers
confidential.

(N DealerSocket




3 Pillars to a Complaint Management System

3. IDENTIFYING SYSTEMATIC FAILURES

Record and document complaint decisions and any [ 1 Auwudit your complaint process on a quarterly basis
actions performed. to ensure processes are being adhered to.

| | Report on which members of your complaints team
are most effective and achieve positive outcomes

with customers. Provide coaching to help all team

Analyze feedback and complaints submitted with the members improve.
goal to implement better business practices.

/dentify recurring themes that may highlight systemic
ISsues.

WE ARE " (DealerSocket



Benefits to Complaint Tracking

Manually track complaints through your CRM

- Solve problems before they reach the public domain
- Document, document, document...

Automatically track complaints through eSurveys

- Recelve feedback from customers and prospects

- Email surveys to customers after each sale or service

- Escalate customer complaints and low scoring surveys to managers for
Immediate resolution

- Guide your “Happy” customers to online review websites

Track customer complaints from conception through resolution. View c
omplaint trends through effective reports

WE ARE " (DealerSocket
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Crne sofulion, all departrments

n Contact DashBoard HH Employee DashBoard

Thursday, April 17, 2014
¥, Ap . ' f’i\ ,-__

o 3dam

Entity 13073 |— Lasi 20 Records

Summanry Contacts

Craig and Landreth Dix| s Salutation/Gender | — S @M (OF Contact Type Customer " Total Customer Sales $12,800.00
Velcome, Formal First Name |Donita M Subtype Platinum " Total Vehicle Sales $12,500.00
ggﬁr E;E Mailing First Name Pref. Language Emglish L Mo. of Vehicles Purchased 1
Logout What's New Last Mame Vifhite Company Ce==J) Total Vehicles 1
Address 1 230 PRYOR VALLEY RD Email # MITAWZ002@Y AHOO COM Last Purchase Date 112172013

Address 2 Home Phone Total Service Sales Mot Available

Unconverted Ups ()

Mo. of Service ROs 0

Address 3 VWark Phone

SocketTalk 0] :
(0 City B SHEPHERDSVILLE ey Mobile Phone (502) 817-7556 Average Service Dollars/RO S.00
* Management County BULI % | Siate KXY il Fan Last Service Date Mot Available
e Country US |~| Zip 40165-817  Special Noteswj= Customer Since 11/21/2013
DashBoard Complete Addr. YES Criginal Source | Dealer Mgmt Sys it Total QA Evis Open/Closed 140
Annual Income Elank Status Aot | ast Updated QA Event 04/09/2014
Sales DashBoard = ~ chive ~ Service DollarsfPast Year =.
Externnal Ref. 1D 4035676 Birthda 711311900 )
P Board = DMNC List - Current Customer
care Bod Drivers Lic. 2= Primary Contact Any Type o
Reports Allow Duplicate Mever Contact Wia DMNGC List - Current Customer| s
Sales Vehicles Service A Marketing Touches Surveys
> Products AR Tvpe Problem Fanking Vehicle Status Assign To Last Lipdate Upd By
245649 Sales C-omplaint 1 - Hot 1 - Open Don Bush 492014 SrvEntity

*» User Tools

> My Links

> Marketing Tools
> Admin Tools

> Socket Links

= 2014 Deslersocket Imc.
All rights reserved. Page 1



Thursday, Aprl 17, 2014
10-57am

) DealerSocket"

.

Craig and Landreth Dix| s

Welcome,

Feter Ord
Site No. 4133

Logout What's New

Unconverted Ups ()
SocketTalk ()

* Management

Enrarpricse

DashBoard
Salfles DashBEoardg
Score Board

Keporits

* Products

> User Tools

* My Links

*» Marketing Tools
* Admin Tools

> Socket Links

= 2014 DeslerSocikaet Imc.
All rights reserved.

=tock #

Year

Make

Model

WIN

“ehicle Price
Body Style
Sernes

Exteraor

Interior

Trim

Additional Options
Cylinders

Engine Size
Doors
Transmission
Dirmee

Plate

=tarting MifKKm
Curment MiEm
Factory Warranty
Extended Service
Key Code

Radio Code

CRM

Vehicle Info Summanry

D26190

2009

DODGE TREK
JOLURMEY
IDAGESTVIIT1353135
=12.800.00

JCDP49
SILWVER

ﬁ Contact DashBoard

H? Employee DashBoard

QA Event No. 24905 - QA Event

Drescription

Status
Type

Service Product

Source

Tracking Code

Ranking

Resolution Date

Vehicle leaking oil

1 - Open
Sernvice

Complaint

Inbound Call

=—— Segelect One ——=

1 - Hot

e

e

S

Mext 2 Days

w I BDC Assigned

Waork Notes

Contact Name
Home Phone
Work Fhone
Mobile Phone

Email #

DMNC List - Current Customer

Donita White

(202} 817-7336
MITAWZD02@Y AHOO COM

As=igned To Don Bu=sh

=— Select One —=

To Do History Log Contacts

Al MHotes and Emails

Mote Type

417 /2014 1:57:55 PM:
Donita purchased last month and states that her vehicle 1s leaking o1l and blowing out white
smoke. States, "vou sold me a piece of crap and i'm not payving another penny for this...”
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Cne sofulion, all departments

] Contact DashBoard HH Employee DashBoard

Wednesday, Aprl 16, 2014 — m
3:40pm . |I|

Sort By A

o

Category Filter

Crag and Landreth Dix|

Fhone Call To Dos All Re=solving/E=scalated (WA Events

Ielcome, ) A
Peter Ord Appoiniment To Dos All Open QA Events
Site MNo. 4133 Unsold Traffic all Fall Out QA Events

Logout What's Mew Internet Traffic All Completed QA Events

Lost Cpportunities
=old Opportunities

Unconverted Ups  {0) Quality Assurance (CSl)

SocketTalk (a)

bt M-ﬂl]-ﬂﬂEl“Eﬂt A" 'UPE-H QA E?Entﬁ H "‘ F"Elgl:'.'! 1of1 II.T FESUH:E::' .‘ H

Motes A e Lipdate Full Mame To Do f Date Time To Do Comment Event Status Y1/ Make ! Model Assigned To f By

Enlerprise

DashBoard
B - - 1 - Open
7 i L
Sales DashBoard ' ' e Survey: 12.00% :
— )
Score Board o a Robert Poe ~ éur-?gy?nﬂz D0 !
Keporils [T _ : 1 - Open
=L
13 13 Tim Turek Survey: 29.00% {
- Shemy . 1 - Open
2 = 4
=2 5 Cooper Survey: 34 00% -
* Products -_— )
31 31 Joe Gaston =4 éuﬁéf_"a — /
> User Tools
ey Angela . 1 - Open
=
> My Links &3 33 Sheehan Survey: 75.00% .
. - : .
> Marketing Tools 34 34 i,er?f;: - éur-?gye'nlﬂ 0% !

> Admin Tools

> Socket Links

= 2014 DeslersSocket Inc.
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6 Keys to Managing Your Reputation by varin zwiiing

1.Your Reputation Is your responsibility.

The first step is to recognize that you alone are responsible for managing the reputation of your business and your life. Doing nothing, or counting on more laws, is
not an answer. Due to First Amendment rights, offensive content, once entered, is often untouchable, and the sources are immune from liability.

2.Actively Monitor what people are saying about you.

You may assert that monitoring the entire Internet space is an impossible problem. Fortunately, there are already tools out there, like Google Alerts (free)
and ReputationDefender, which can do the work for you, and send you a daily email report of every link where your name or brand appears.

3.Proactively build a positive reputation.

Maintaining a good reputation means you have to build one early and maintain it. There is a big difference between no reputation with one negative comment,
versus 1000 indications of a positive reputation and one negative. Most people accept that no person or organization is perfect.

4.Quickly Address every negative.

Many negative customer experiences can actually be turned into positives, if you quickly and unemotionally acknowledge the problem, resolve it, and spread the
positive message before the negative one gets amplified.

5.Push negative content out of view.

In reality, most people will never find negative content, unless a link appears on the first page of search engine results.

6.Remove unwanted content where possible.

Removing your content from the Web is not as easy as canceling your accounts, nor is it completely impossible. You can easily remove content you own
(comments on your site or accounts)
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What are you doing to KNOW your customers/prospects?
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Unhappy customer

WE ARE AUTOMIOTIVE | (QDealerSocket




Survey Is submitted
“Response” is Satisfactory

&

Customer Is automatically
enrolled In
Happy Customer Process

-

&

Email generated to encourage
customer to leave feedback
on desired “Review Site”

s

Only happy customers leave
feedback on your desired
“review site”

Happy customer

All reviews

. Q Tristan Emms
- * AR RN reviewed in the last week

This was a really great experience. | hate haggling for hours

to get set on a price and then geing over to finance for another round
In the ring. My sales guy Drew Mowak was great and didn't hassle us
one bit. Will continue to do business with them in the future.

® Q, Kharimi Nougat
- XXX N reviewed 3 ]

Transaction went very smoothly. | was a little paranoid
going in, not having bought a car in about 15 years and they being in
another state, but these guys worked well to make the transaction
go smoothly. They didn't hard sell me on anything like warranties and
they were able to get me 1.9% financing after my bank would only
offer 3.7%. They even picked me up at the airport. The hardest part
was not drooling on the other badass cars they had in the showroom.

® Q meredith grace

- AN XX reviewed a month ago
| purchased a 2012 Honda Pilot here a couple months ago
when they just opened. It was a really easy process, low pressure,
and everyone was very helpful. They have nearly every car you can
think of.

' Q, John Smith
' KR KA K reviewed 2 weeks ago
&

The team was very helpful over the internet and the phone.
They came and picked me up and we had the deal done in under an
hour, during my lunch break. Mot your typical dealership. If you don't
like friendly people and good customer service, you should probably
shop somewhere else, maybe try a traditional dealership. Bought a 09
VW CC on 2/28/14.

. Q, Maggie Makoge
- XWXk reviewed a month aga
Got my first car here, had been locking for the Pontiac
Solstice and been pushed to get several different types of cars from
pushy sales men at other dealerships but here, they were extremely
customer service oriented n got me the best rate. Great expenence!

. Q, Joni Stevenson
- L8 eviewed a month age
This place is one big joke. When i first armived everything

was awesome very low pressure no haggle kind of environment. After
test driving i teld the lady i was not interested in having my credit run
just yet because | was waiting for my husband and 1 alse did not want
hard inguiries on my report. She told me they could do what is called a
soft inguiry and me being stupid in the ways of credit checking said
okay so 1 gave the lady my info and the next day i get an email from

WE ARE
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6 Locations in Kentuckiana! 502-447-3450

(' S e e Tl Snerct Thank You for purchasing

How Do You Rate Us 7

a note to thank you personally for choosing Craig and Landreth Dixie for your automotive

ou are enjoying your vehicle
A large part of Craig and Landreth Dixie 's success is making you happy and to continue serving you
well. One way you can help us better serve your needs 15 to take a moment to complete a brief three

question survey about your recent expenence at Craig and Landreth Dixie

Flease take our survey

Again, thank you. We appreciate your businessl! WE ARE ‘ anea,EFSDCkEf?




CHHIG ano LANDRE TH CHH’
Tlow TYou ne Thinkin  Semant! |

6 Locations in Kentuckiana! 502-447-3450

Please rate yvour satisfaction based on your experience at this dealership.

Do you feel you received an over positive delivery experience with yvour new vehicle?

Were there any problems with your vehicle that were not previously discussed before dehivery?

ased on your experience, would yvou recommend us to a fnend? If not, please tell us how we can be
better in the box below

Are there any additional comments you would like to share with us?

BHPH Specific Survey

WE ARE

" (DealerSocket



EHHIE o LANDRE TH CARS

Tlow TYou ne Thinkin Swmant!{
6 Locations in Kentuckiana! 502-447-3450

Please rate your satisfaction based on your experience at this dealership.

Excellent Good Fair Poor
How do vou feel vou were freated at Craig and Landreth? Y Yy 0y OO

How would vou rate the overall sales expenence?

Ihd the salesperzon review the Craig and Landreth VIP Customer Care Benefits Package wath you?

Mot Mot
Very Very At
Likely Somewhat Likely Likely All

How likely are vou fo recommend Craig and Landreth to vour fnends and () ) i ™y )

family?

Are there any additional comments you would like to share with us?

Retail Specifc Survey

WE ARE
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Manage with Information

EUWFF Response by efresh Report. b prnt Report Drive CSI| Metrics
mployee £ o Tepe kil - Survey to sell and understand

Surveyv: MarketPlace Social Sal W i Begin Date:|4/1/2014 -  Keep surveys SHORT
i End Date: |4/15/2014

survey Average by

% Employee & Print Report

Micl Employee:  Michael Crowe
Tom

Mar Sunveys: F,
Duk Start Date:  3/1/2014 12:00:00 AM

=
ﬁ End Date: 4M16/2014 12:00:00 AM
Ben
Jam
VIP | Question

Average
Score

How do you feel you were treated at Craig and Landreth? 100.00%:

How would you rate the overall sales experience? 63.33%

Did the salesperson review the Craig and Landreth VIP Customer Care BEenefitz Package with you™ 20.00%

How likely are you to recommend Craig and Landreth to your fnends and family? 100.00%:

(N DealerSocket




Positive Survey Splash Page

Thank You

Thank you for your feedback! We truly appreciate your business, and we are grateful for
the trust you have placed in Craig and Landreth Dixie. If you would like to share your
experience with others, we've listed several popular rating sites below to make it easy for
you to spread the word. Please click one of the links below to post a short review about
your visit.

Go Rate Us!

DEEIEF'{!E; DealerRater GU () glc Google
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Negative Survey
Splash Page

Thank You

Thank you for your feedback! We greatly value your business with us, and we hope to

see you again soon.

WE ARE " (DealerSocket



All reviews

. Q, Tristan Emms
- TR N

to get set on a price and then going over to finance for another round
in the ring. My sales guy Drew Mowak was great and didn't hassle us
one bit. Will continue to do business with thum in the future.

. Q, Kharimi Nougat
- XA KXNK

Transaction went very smoothly. | was a little paranoid
going in, not having bought a carin about 15 years and they being in
another state, but these guys worked well to make the transaction
go smoothly. They didnt hard sell me on anything like warranties and
they were able to get me 1.9% financing after my bank would only
offer 3.7%. They even picked me up at the airport. The hardest part
wa |1nt drnnlmg on the other badass cars they had in the showroom.

o Q, meredith grace
RN
- | purchased a 2012 Honda Pilot here a c n::uplw months ago
when they just opened. It was a really easy pr , low pressure,
and everyone was very helpful. They have |1|-.=|rl-.- every car you can
think of.

This was a really great expernence. | hate haggling for hours

Latest

Q, John Smith

TRARARKN

The team was very helpful over the internet and the phone.
They came and picked me up and we had the deal done in under an
hour, during my lunch break. Mot your typical dealership. If you don't
like friendly people and good customer service, you should probably
shop somewhere else, maybe try a traditional dealership. Bought a 09
VW CC on 2/28/14.

® Q, Maggie Makoge
- TRARN
Got my first car here, had been looking for the Pontiac
Solstice and been pushed to get several different types of cars from
pushy sales men at other dealerships but here, they were extremely
customer service oriented n got me the best rate. Great expenence!

. Q, Joni Stevenson
y .1

This place is one big joke. When 1 first amved everything
was awesome very low pressure no haggle kind of environment. After
test driving 1 told the lady 1 was not interested in having my credit run
Just yet because i was waiting for my husband and i also did not want
hard inquiries on my report. She told me they could do what is called a
soft inguiry and me being stupid in the ways of credit checking said
okay soigave the lady my info and the next day 1 get an email from

NN
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@] Contact DashBoard 97 Employee DashBoard

Wednesday, April 16, 2014
3:40pm

Craig and Landreth Dix l] Lost Prospect Report
Welcome Fhone Call To Do#

Peter Ord Appointment To D il Name: Donita White Home
530 PRYOR VALLEY RD Work
SHEPHERDSVILLE, KY 40165-5170 Mobile (502) 817-7556

Email:

Site No. 4132 Unsold Traffic

Logout | What's New Internet Traffic
Lost Opportunibies
a0ld Opportunihes Survey Id: 25 Score: 12.000 Insert Date: 4/9/2014
Quality Assurance L ] Vehicle Pnice: $.00 Purchase Date:
SocketTalk (0] Sales Type: Used Vehicle Vehicle Miles: 30749
VIN: 4T4BF3EKZBRO97654

Unconverted Ups

v Management

Question Response
Notes . . - -
oles 1. How do you feel you were treated at Craig and Landreth? Poor

DashBoard : 00

?. How would you rate the overall sales expenence? Poor

|||||

Sales ' ' 3. Do you feel that Craig and Landreth i1s a good place to buy a car? Mot Sure

. Would you buy a car from Craig and Landreth in the future? NG
Score Board
Additional Comments:
Reports Mot sure what to think about the sales people at the shep store. The guy I bought my car from is no longer there
. when I went back to ask a few questions I was put in a new car that I knew a loan would not go through for and told
the sales man said that and he wanted to try anyway. They called at 730 pm and said they couldn't do anything for
me so bring the car back and pick up mine

April 17, 2014

> Products

> User Tools

» My Links

> Marketing Tools
> Admin Tools

> Socket Links
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Thank you!

Questions?

pord@dealersocket.com
049.232.6815

@ bU | |t0rdt0u9 h WE ARE ‘ (N DealerSocket
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