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GM CEO Dan Akerson congratulates employees on their quality efforts.

GM Appoints Boler-Davis
Senior VP, Global Quality

GM CEO Dan Akerson took the
time to announce at a special cel-
ebration the appointment of Ali-
cia Boler-Davis to senior vice
president, Global Quality and
Global Customer Experience.

The announcement was made
during an employee gathering at
the Tech Center in Warren
June 26 to mark the high grades
given to GM quality by a J.D.
Power owner survey.

The new post extends Boler-
Davis’s customer experience role
from a U.S. position to oversee
the rest of the world where GM
does business.

The expansion of her responsi-
bilities to include the global cus-
tomer experience, said Akerson,

— continues GM’s efforts to trans-

form itself into a customer-cen-
tric organization committed to
providing the best overall cus-
tomer experience in the automo-
tive industry.

In her new role, effective July 1,
Boler-Davis reports to Akerson.
She will also be a member of GM’s
Executive Operations Committee.

“Alicia Boler-Davis is a proven
leader whose diverse experi-
ences in manufacturing, product
development and customer ex-
perience give her a unique in-
sight into customer expecta-
tions,” said Akerson. “She will
lead a companywide, global ap-
proach to infusing the voice of
the customer into everything we
do.”

GM has several initiatives un-
der way to improve the overall
customer experience, said Aker-
son:

e Most substantial dealer ren-
ovation in GM’s history;

¢ GM call centers transformed
into Customer Engagement Cen-

Alicia Boler-Davis

ters, staffed with expert advisors
who are proactive and empow-
ered to resolve most issues on
the spot;

e Connected Customer Spe-
cialists located across the coun-
try to interact with dealers and
customers on their needs and
terms - Cadillac CUE, Chevy
MyLink and Buick and GMC In-
telliLink.

Before being named vice presi-
dent, Global Quality and U.S.
Customer Experience, Boler-
Davis was plant manager of the
Orion Assembly and Pontiac
Stamping plants in Michigan.

She joined GM in 1994 and has
served in various engineering
and manufacturing leadership
positions, including vehicle line
director/vehicle chief engineer,
small car; plant manager for
Lansing’s Consolidated Opera-
tions and Arlington Assembly.

She earned a bachelor’s degree in
chemical engineering from North-
western University and a master’s
degree in engineering from Rensse-
laer Polytechnic Institute.
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all team members within all of
our plants,” said Boler-Davis.
“Clearly, we’re making good
progress building quality into
our manufacturing.

“But let’s remember that quali-
ty is a team sport that requires
the commitment and engage-
ment of the entire enterprise. It’s
about understanding our cus-
tomers — how we design, engi-
neer and manufacture our vehi-
cles . . . and the experience our
customers have with our dealer
partners during and after the
sale.”

In the past, Boler-Davis said,
people might complain about
something in a vehicle if it broke
down, but today’s customers are
more demanding and they will
complain about something if it
doesn’t look right, feel right or
operate the way the customer
wants it to operate.

“l cannot stress enough how
important customer retention
and loyalty are to achieving our
long-term business goals,” Boler-
Davis said. “That’s why we need
to continue listening to our cus-
tomers and anticipating their
wants and needs well before we
build any new vehicle.

“Long gone are the days where
we could launch a vehicle with
problems and plan to fix them
later. Today, we need the first car
off the line to be as good as the
last.

“A great example is the Buick
Encore, which is one of our eight
segment winners in its launch
year. Now, that is what we need
to achieve with every new vehi-
cle we introduce.”

And Boler-Davis said Scherzer
was right when he talked about
not resting on last year’s suc-
cess. GM must sell to its cus-
tomers every day and every year.
She wants the June 26 celebra-
tion to become an annual event
at GM.

David Sargent, vice president,
Global Automotive at J.D. Power,
said he’s not surprised by the
survey results.

“It’'s important to remember
that this quality just didn’t hap-
pen last Tuesday,” Sargent said.
“In 2010, I spent a lot of time talk-
ing to the media, answering the
question why the government
should let GM and Chrysler sur-
vive when their vehicle quality
was so poor. [ said that’s a per-
ception that isn’t accurate. I
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want to say thanks for making
me right.”

Sargent said that in the last
couple of weeks he’s been getting
a similar question. When did GM
get so good?

“I told those same reporters,
‘Don’t you remember our conver-
sations from a couple of years
ago?’” Sargent said. “This kind of
quality just doesn’t happen one
Tuesday. This is the result of
years of hard work by a lot of
people. The survey results are no
surprise to those of us who have
been following what GM’s been
doing.”

And, he said, J.D. Power sur-
veyed drivers and they were the
ones who liked what GM did. The
products, said Sargent, were ac-
tually built for people and not for
engineers.

But achieving quality is only
half the battle, he said - changing
people’s perception is also very
important. He said if someone
were to ask 100 “civilians” away
from Detroit who had better
quality cars, GM or Toyota, 90
people out of 100 would proba-
bly say Toyota.

And repeating next year will be
difficult, Sargent said. GM will
have a number of launches in the
next few months. Many of the GM
vehicles that placed high in the
survey results were at the end of
their life cycles, he pointed out,
adding that Ford’s survey results
show that launching a new prod-
uct has its own difficulties. He
said he fully expects Ford to be
strong next year.

And Toyota is working hard to
get back on top, Sargent said,
adding that he was amazed at
how quickly it turned itself
around after its recent accelera-
tor problems.

But, he said, that’s because
Toyota has a lot of brand equity
and they built on that. But GM is
doing the right things and he
said he expects they will contin-

ue to stay on course.

Akerson said he was glad the
press was at the celebration.

“Sometimes it’s nice to report
good news for a change,” he said.
“More than anything else, I'm
glad to have this chance to speak
directly to all of you about quali-
ty. Whether you work in design,
product development or on the
factory floor, it’s the decisions
you make every day that either
satisfy customers or convince
them to shop somewhere else.
It’s that simple.

“And by working together, you
have achieved something that’s
never been done by GM in the 27-
year history of the J.D. Power Ini-
tial Quality Study. Congratula-
tions.”

He said that what has hap-
pened during the last four tumul-
tuous years make what has been
done that much more impres-
sive.

“This recognition from J.D.
Power confirms that when we
put our minds, our hearts and
our resources into a goal, we can
achieve great things,” Akerson
said.

“This is a tremendous honor
that we should all be proud of.
We earned this because we satis-
fied our customers, and that’s a
terrific feeling.

“We will take a few minutes to
celebrate, but then we have to
get back to business and keep
improving. The truth is, this hon-
or will mean very little if we do
not build on it. It’s hard getting to
the top. And as we all know, it’s
even harder to stay there.”

Akerson said that GM has a
ways to go, many miles to walk,
but those who have worked so
hard should take a few minutes
to appreciate what they have
done.

“The last thoughts I'll leave
you with are these,” Akerson
said. “Remember how good it
feels to win.”
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