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Keenesburg, OO

RE: Tramswest GMC/GMC

Thenk you for your consumer compiaint. Histonieally, thie office hes endeavored to
obtain resolution of congumer complaints by voluntary agreement. The Colorsdo Attomey
General's Office and the Beatter Business Burcaus that serve Colorado have recently initiated a
cooperative program designed to provide greater responsiveness to consumer complaints by
enhancing the processing and resolution through mediation of consumer complaints. By mpping
into the established experience and additional respurces the BBBs posscss we hope to increase
the resolution of consumer complaints.

Cur office has reviewed your complaint and forwarded it to the Denver/Boulder Better
Business Bureau for processing and possible mediation. They may be comacted at 303-758-2100
and their address is 1020 Cherokee Street, Denver, CO 80204. Plense allow a few weeks for

them io attonyu to contact the business.

The Denver/Boulder BBE will attempt to obtain a response from the businezs in question.
If there is not a satisfactory mediation of your complaint, Colorado law provides for private
remedies that may be applicable to your compleint. You gan pursue those remedies through the
services of a private attomey or through your local Small Claims Court. This latter option is
attractive 10 many peopie for cases in which damages sought are less than $7.500 because the
parties are typically not represented by counsel.

The Denver/Boulder BBB will determine if the issues of your complaint fall within their
purview. 1f not, you will be notifiad and your original complaini will be retumned to you. Ifthe
Denver/Boulder BBB is aware of other agencies that might be able to offer assistance to you,
they will attempt to provide referyal information.

Piease note that owr office canmot represent you as your private altorney. We cannot
provide legal advice or personal legal services to assist you in purswing your complaint through
litigation.
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In addition fo enkancing the ability to resolve complaints, the Attomey Genersl-BBE
effort is intended to identify patterns and practices of fraud. The information obtained from your
convplaint will be kept by the Attomey General's office as part of our ongoing efforts 1o identify
those businesses that are engaging in a pattern of deceptive practices in Colorade. We will now
also ba able to obtain from the BBBs their vaetly larger database of complaints under this
cooperative arrangement. As a result, we hope o tapget the investigative and prosecution
resources against businessee that engage in a pattern and practice of fraud.

Thank you again for submitting your complaini to our office.
Sincevely,

FOR THE ATTORNEY GENERAL
Consumer Specialist

Consumer Protection Section

(303) 2224444

(800) 222-4444

{303) 83661916 (FAX)




Customer Clnim Form

Caso Number : PGMOM2284
Contect Dute : 12/23/03
Start Date :

Have you conlucied e mir regarding your claim.? O YES DONO

Evening Phome:

E-mui| addross
Vehick: Infurmugion
Nameg(s) that appear on veticle title: *
Iy Viohicle titlod o n businoss:  yus Percentage of time wwhicke used for busincss purposes:
Tranamisglon Type: Automatic Number of vehicles cwned or leased by thebusiness : 0 ,
Make: Pontiac/GMC Model: Yukon Model Year 2003 Cusront Mileags: 18007

Servicing DealerCity/State Transwest Trucks,

Salling Dealer/City/State ;  Trenswest Trucks, Henderson, CO
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Iam authorizing any any keaholderfiessor 1o disclose to the BBB AUTO LINE program ol information relating to the fimascing or
lease of the vobicle named on this Customer Clam Form,
Fatucn fhe Focin ks BEBB AUTO LINE. 4200 Wilson Blwd., Suite 500, Arlinglon V. 22203-1838
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VIN # 1GKEK1320-

The problems with my 2003 GMC Yukon started around 3000 miles. The 4X4 started out
ghifting into neutral at various times. We have never had or have even tried to put the truck into
4 wheel drive, we had no reason to, the weather was still hot. T had called the service department
at Transwest GMC Trucks to let them know and tn also schedule an oil change. On 7-15-03 they
had serviced nty truck but did not check the 4X4. After that date 1 was taking my son to his
bascball game in Hudson end it had literally shifted down into 4 low on the off ramp to Hudson.
I came to a gtop and procesded through the stop zign when it was clear and the truck acted like it
didn’t want to move. Luckily it did so slowly because cara were coming. I proceeded to n1y sons
game driving slowly. When | parked, I pulled out the mamual and followed the dinections to take
it out of 4 wheel drive. Afier that it still went into newtral at variovs times and speeds. 1 called
Transwest GMC Trucks service department to let themn know again what wes going on and that it
scared me. They made another appointment for enother oil chenge and to check the 4X4 on 8-
25-03. 1took my truck in to be serviced and Johnny had stated to me that they have been having
a lot of problems with these and it USUALLY turns out to be a problem with the encoder sensor
motor. They replaced it that day, I picked up my trock and it wesn't two days later that it was
doing the same thing. I did call and let themn know and it was passed off as nothing serious. I
had another oil change somewhere around 10,000 and 11,000 miles. After thet it hed again gone
into 4 low, lnckily it was only me in the trock. Tt does jerk and slow down because it actually
does go into 4 low while I am driving. 1 mede another eppointmient to get it fixed agaim, to check
the acceleration and 1o check a noise that wax ocomrming m the back of my truck. This
appointment was made for 10-10-03. Later when I hed went o pick my track up Johmmy had
told me thst the problem with the acceleration was the compuier needed to be reprogrammed
because it was shifting incorrectly, they tightened all of the bolis on the zests mmd that they foumd
a loose ground wire which was causing the problem with the 4X4. T again took my truck home.
Aa I left the shop, 1 still heard the noise in the back of my truck so 1 immediately called and made
another appointment for the noise and an oil change. The next day the 4X4 was shifting into
neutral again, so when I tock it in again on 1G-13-03 I told them that there was still a problem
with the 4X4. Johmny got into the back of my truck to listen for the noise and determined het the
noise was the back seats moving when they are folded up, that problem was fixed. Befors I left,
Johnny had told me that they would check to see what the problem was with the 4X4 and he
would give me a call when they were done. He called me later that aftemoon and told me they
were done. ‘When I got thexe Johnny had told me thet they had rotated the tives, as per my
request, and that they were going to onder parts to fix the 4X4. He never told me when the: parnts
were poibg to be in so I assumed that he was going to call me and let me kmow when to bring it
in. While we were waiting for the parts to come in, Halloween rolled around and we were taking
the kids trick or treating. My truck shifted aging into 4 low and threw everybody forward,
causing one of the kids to hit their face on the back of the seat. Now my truck is in yet again for
service on the 4X4, which makes the 4™ actual time for service on this problem. Mysteriously no
one can find any kind of order put in for perts, Johnny said that he never ondered parts, and yet



some how the parts were there to put on when I took my trock in on 11-4-03. I they had to order
the parts to replace all of the 4X4 components, but no one ordered my parig, hoo did they get
there?

All that I want is my truck replaced with something that we can trust and feel safe m. I don't
want to be going down the highway with my kids, it shift again into 4 low and a semi run vs over
and kill uz or others. 'We absolutely DO NOT wemt this particular vehicle back!! ‘We simply
want a replacement for thig vehicle that we know is safe and defect free. ' We would be glad to
still pay the payments to GMAC that we are alrcady paying for & vehicle that we DO NOT even
want 10 drive. 'We are NOT expecting any kind of payment from OMC or anything for free, we
simply want the truck replaced Al of this comes down to a safety issue and the “Lemon Law™,
Transwest called us and told us that they found a code saying that there was 8 computer problem
causing it to go into 4 wheel dtive. Which is fine, but aftex four times, they find oot what was
wrong. How do we know thet this problem is truly fixed? Am [ expected to put myself, as well
as my family and everyone else on the road in danger to see if they finally got it fixed? If so, who
is going to take all of the responsibility if something is wrong and someone gets hurt or even
worse, killed? Let’a say that we get the truck back and with having this happen several times,
going imio 4 low, it would be like driving your car at 30 milea an howur and slamming it intc park.
With all of these problems, how much unnecessary siress was pirt on all of the drive terrain?
Knowing this, down the road, if we have other problems with the drive texrain, is GMC going to
warranty all drive teyrain parts until the day we sell it? If GMC wants us o take this vehicle back
we want a signed and binding legal affidavit from their legal department stating that if’ this
vehicle causes any kind of accident or any parsonal injury or possibly death that cur insurance or
ourselves are responsible in any way. We are a very smell company and we canmot afford to
have & lawauit against us for a defective vehicle, As a woman who drives this vehicle daily with
my children, it puts the fear of death in me to drive it. 1 don’t need nor do I want to lose my kids,
nor do they want to lose me. 'We will go through legal chamels to prove that this vehicle is not

road worthy for anyone.

VIN# mmuzo:-

CC: Farm Burcan Insurance, Transwest GMC Trucks, GMAC, GMC



12-21-03

To: BBB Auto Line
Council of Better Business Bureaus, Inc.
4200 Wilson Boulevard, Suite 800
Arlimgion, VA 22203-1804

From:
Keenesburg, OO

To Whom It May Concern:

On Jene 25, 2003, we had purchased a brand new, 2003 GMC Yukon from Transwest GMC
Trucks, We are sending you paperwork ani letters that we have sent to National Highway
Traffic Sefety Administration, Transwest, our insurmce company (Farm Burean), GMC, and
Office of the Atiomey General Consumer Protection Section. As you will see from the
paperwork, we have had this vehicle in five times for the seme problem, and even now, after they
have replaced three of the components for the 4x4 unit, it is still having problems. They assured
us with the wmost confidence that the truck was safe and that the problem would NOT happen
ever again. On December 20, 2003, my wife finally decided to take the vehicle to a friends home
for dinner. She called me 5§ minutes after she left to tell me that the newrtral light on the 4x4 unit
was o She also ealled her mother to let her know and she had her two friends ook at the truck
so that there would be witnesses. They are willing to sign or tatk to anyone that needs this
information. This is cxactly how the problem started the first ime, After the replacement of the
three components, it does not run or drive right. ' When you accelerate i jerks and the RPM’s go
down quickly and then go back up, it has a rough noise when it idols, and when you sre going
along at one speed sometimes the RPM’s go down and up without moving the acceletator, This
is a safety issue for us, we DO NOT want this track or another ope like it. The safity of oy
family is the most important thing t0 me, not the words of some incompetent GM Representative
that has no idea what they ere talking about or how anything works without making a phone calt
svery five mimutes of our conversation to see how everything woiks.

We can't evetl go and purchase another vehicle because we are atill making payments on this
one and it is on our credit My wife and kids NEED a vehicle to drive. I can't leave work every
fime my wife needs to go somewhere or one of my kids needs to be picked up from school. 'We
need & vehicle NOW, nat when GMC decides what they are poing to do six menths to a year
from now. GMC zhouldn’t be able to screw with peoples lives this way when it is their products
thai are having the problems. The GM reprezentative wants us to pay for mileage on this vehicle
when we have been complaining about this problem since it had 3000 miles onit. We kept
getting put off and given excuses every time we brought it in for the problem by Transwest.
Sadly enough, no one will do a single thing ot pay attention to the problem until the Lemon law



is in effect and/or the threat of a lawver is made. 1 should never have to come down o everyone
suing someone else and fighting aver something that is so clear cut. GM brags constantly about
costomer satisfaction and how great and reliable they are, but when it comes down to the nitty
gritty and actually admitting that there may be a problem with their products and being willing to
fix it 50 there is customer satisfaction, they auntomatically deny everything and try to turm it
around o be the customers problem. Then we wonder why everyone wanis to sue everyone else
and why there is 30 much hatred for big corporations.



12-22-03

To: Jim Johnston

From:

Jim,

This past Saturday, the 20® of December, 2003, 1 had a prior engagement with a couple of my
Trienis. ot of town therefore 1 had no choice bt to drive the Yokom that we had
purchesed from Transwest. Five mimues from leaving the house the 4x4 neutral light came on. 1
calledjl s soon as the ight came on and even tried stopping in at Transwest to show them
but they had already closed. It was just barely 6:00 p.m. Ihad also called my mother because
she is very aware of the problems that we are having with this wehicle. As a matter of a fact, I
tell 2 many people a5 I can abourt this problem and how we are being treated by you people.

When I got to my destination, I had two people come out amd look at the 4x4 vnit 5o they
could be witneases to what was poing on. That way there would be no question from any of you
whether I was lying or telling the truth. These two people are willing to sign statements and/or
speak to anyone you chose. Knowing that it has already shifted jtself into 4 low again, after the
replacement of the three components, on Thanksgiving of thiz year, and that it is now going
through the exact same processes that I had complained about sinee: the beginning, we have
decided that we no longer went any GM products.

This is a severe safity issue and we are not the people that bailt this vehicle, nor are we the
ones who replaced the components and ignored a consumers complaints. I would alse like to add
that it does not ram right since the replzcement of these components. We are in no way at fault
with this vehicle and should NOT be charged for eny mileage or cosmetic problems this vehicle
hes due to everyday driving because this is the only vehicle that I have to drive, unless I borrow
a vehicle from family members. As we have pointed out to you people seveml times, we bought
this vehicle to drive becanse we thought it would be safes and reliable for the family to ride in, not
s0 we could play Russian Roulette with our lives and have it in the service shop every other
week,

I have already had an extremely bad experience with a vehicle of this size and really do not
wish to repeat it. It was Avgust 16, 1986, I was in a blazer with a friend. 'We were going down a
dirt road, she went around a curve, the blazer fish teiled, went nto the ditch and rolled several
times. During one of those rolls, the blazer had rolled over my right arm, nearly cutting it off. 1
didn’t realize this until I came to and felt the blood sguirting down my Jeg. [ looked down at my
arm which looked like raw hamburger and T could see and foel miy bone. The laceration was
approximately two inches wide. I'had found out later that the frame of the windshicld rolled over
that part of my arm and just ripped everything out.




The blood was spurting with every heart beat. My friend came to and tied hex tennis shoe
lace just above the laccration. We walked a quarter of a mile to someone”s home and pounded
on their door. Just after the ambulance arrived, 1 had gone into shock, the woman that lived at
the house let me use one of her blanket and have some water, I actually died for a brief moment
on their porch. The ambulance took me to the local emnergency room where the doctors and
nurses cleaned out all of the dirt and stickers. The doctor wanted to just amgartate it right then
and there. T dicd yot again in thet room, but they brought me back. They “rushed™ me to Ureeley
to their emetpgency room. Itold them that I needed to go to the bathroom, so they let me, my
mom took me in, I looked =t nry mom, said “uh-ob™ and che watched me collapse onto the floor
and die again for the third time. This time it wes & decper death. All of my bodily fluids left my
body and the doctors and nurses had to do CPR. At that poimt I could see myself lying on that
table, everyone around me, my mom in a state of penic, end [ felt peaceful. Thad also found out
that T had logt all but one pint of oy blood that might. Bat at that time, T didn’t have any kids fo
live for or that relied on me and I didn’t have 2 busband who relies on me. Idon’t want my
family to go through what my mom had to go through that night. To this day, the people’s home
that we stopped at, still have nightmares about the horrific scens. [ too have nightmares about
that night still. There are times when I can't feel my arm and T wake screaming. Now you put
yourself into my shoes and you tell me that that is what you want you or your family members to
go through, You tell me that you would went to live through anything like that a second time. 1
want you and GM 1o look me in the eye and tell me that the vehicle is safe, even though it is
going through the same motions as before when my children got lnot Halloween night, end yon
are confident that it won’t do it any more. Go on, look me in the eye, look my kids, my mom, my
husband in the eye and you tell them that it is safc: and I will not be hammed in any way becanse
those components were replaced and it didn"t do anything when you drove it 500 miles. Look
your wife in the eye or one of your kids :nd tell them that they are going to drive: it so you can
prove your point. Yon {ell them not to worry aboatt it shifting into 4 low while they drive it, 1o
just make sure that there is no one in front of or behind them when it happens, then they just have
to worry about lnuting themselves or maybe even killing themselves and you won't have to be
liable for a strangers life, Look your family in the ¢ye and tell them that you are yust not willing
to assure the safety of & family because you mre too warried about the coat of the replacement of
their vehicle. Tell them that their deaths mean nothing to you because a stupid vehicle means
more {0 you than saving lives!! Then you can walk around feeling proud because you saved GM
from fully buying back an unsafi: vehicle that they are being susd over for the deaths of threes or
more peaple.

Exactly how are we supposed to pet 6 different wehicle, which we NEED. Because [ do have
a lifs beyond sitting at my home waiting for a vehicle to use. How are we supposed to get a new
vehicle when you people drag your feet, this wehicle is on our credit and we arc still maling the
paymemiz. 'What a joke we must be to you people, “HA HA HA, look at those stupid people.
They are driving an mmsafe vehicle, still making the payments on it, and we are never going to
treat them right or give them the CUSTOMER SATISFACTION that they deservel! HA HA
HA!"™ You have aititdes like this and then you wonder why everyone in this country is so
“gue™ happy and hates big corporations!! Your big corporation needs to stop advertizing
customer satisfaction, how great end safe your products are and just once try to be bonest, Either
that, or actually live up to whet you promize!l

‘We want FULL tuy back for this vehicle. This is completely vnacceptable that it 1s going to




take you 3-4 weeks or even longer to get this settled, knowing thet we need another vehicle. But
then I guess that is not your problem and your plen is to drag it out as long as you can, people
will give it up, get tired and will be willing to take whatever crappy deal you hand them because
they think that is the best that they can get. Let me assure you, WE ARE NOT ONE OF
THOSE PEOPLE!!! We arc going to do EVERYTHING it takes to get this handled and over
with s0 we can get & vehicle that we can trust, feel safe in and drive that is as far awey froma
GM product that you can get.

Just think, the more you drag your feet and the more we can document, the more you people
will have to pay for, so go ahead and play your gemes. We will not be walked on just because of
who you are and how big you1 are. You know how the saying goes, “size doesn't matter.”

Thank You,




1-3-04

To: Jim Johnston
GM Represeniative

From:

2003 GMC Yukon 1GKEK13Z0 N

Jim,

Thenks to you believing that this vehicle was safic and you didn’t want to move any quicker to
take care of the problem, it did it again, it shifted itself info 4 Low!! We were on Quebec off of
C470, on o way to Krispy Kremes with the family. So we took it to Ed Bozarth to look at
something new to drive that we could feel safe in. ' We left the truck there and had it towed from
there to our honse in Keeneshurg Since we have been making such an issue of this, trying to
inake you people aware of what a danger this truck is, GM will not only be paying for the tow
bill, they will alse be paying for the full coverage inmurance theat we have to have on the truck
until you people decide what you are going to do with the piece of crapll Not only was it wrong
of this company not to listen to the castomser’s complaints and issues, it is wrong for GM to
force the customer inte buying a different vehicle to replace the one that they can’t drive and are
stitl making paynwmnts onll But then, 1 puess that iz all part of your game, right? Keep the
customer hanging until they give up and are tired of the fight. That wey you don’t have to buy
anything back or go through anything legal. Or perhaps the customer will die in an awful
accident because the wohicle was as unsafe as they were seying and you will never hear from
them again, that is unless of course the family of those people that died go through will a law suit
snnd then you will have a heck of a lot more to pay for than just a measly litfle vehicle!! OFf
cpurse I know that big corporations like yours has absolutely no conxcience and really conld care
Jess about the customer and just selling your vehicles to the wmwary customer. Those customers
that still believe that a company that big will pladly take care of their customers, good or bad
problems,

So you know, 1 did file a complaint with the NHTSA and that complaint not only goes into
detail, but is on line on their site. I had also seen that there was another complaint about their
Yukon going into 4 Low on it*s ownll! 1 will even give you the ODf nmmber and the web site so
you can look it up your self. QDI #10049986, the web site iz www.nhtsa dot pov, We now
have complaints filed with the BBB, NHTSA, GM, our insurance company hes copies of
everything and we have a lawyer waiting in the wings that specializes i this kind of “wenderful®
customer servicel! If you would like, we could even get Tom Martino and Paula Woodwand on
GMs case to see exnctly what the problem is. This is so outrageous and ridiculous that it has
even gone this far or has taken this long, 'We should have never have had to buy another vehicle
witl business capital. All of this was cut and dry and you had to make it alt more
complicated than what it should have been.

‘When you decide to get your heads out of your butts and actually decide to do something with
this vehicle, just let ms know becanse we ARE NOT going to stop with thiz!! We have yet to




hear from Girenea Johnson, the woman handling the buy back and it has now been over a month,
We even called her to get a fix number 20 we coald fax hex everything thet we have hecanse we
know thet you have not taken the time to send her anything, But of course, they give us a fax
npmber that doesn’t work. Imagine that!

(1-6-04)The Lemon Law has passed end now according to Grenea Johnson, you told them that
we declined the buy backl Why in the heck you wonld do that Thave no clue, especially
congidering the fact that when we last spoke you had told us that the paperwork wounld be
processed. That is what we have been waiting for this whole time and apparentty you had been
dragging us along, playing your games because no one wents to take responsibility for their faulty
vehicle that shouldn’t even be o1 the road. What exactly are we suppasad to do with this piece
of aap now? As stated before, this ia now the spventh time that it has happenad to us. Everyome
told us before thet the replacement of those parts would definitely fix the problem, well, do you
see now that it isn"t going to fix it?{[ There is a problem with this pexticular vehicle that the 4xd
components aren't going to fix. Do you vaderstand thet?! 'We are getling 5o tired of dancing
with you people that it is just absolutely ridiculous!! How many times are you supposed to fix
the exact same problems on a vehicle before you finally decide that 1t isn’t the pexts that you are
replacing that is the problem, it's the vehicle iiselfll Do you not alao get that every ime we try to
put our family in that vehicle that we are putting them in danger, even afier the supposedly
wonderful, miracle working components were replaced. Since the first replacement of the
components it has not run the same at all. | runs temiblel|

We are done with this truck, we don’t want it any more because it is such a safety hazard,
GM had the chance to buy it back for $40,000.00. They could have been done and over with
this, but now, as spon as the BBB says that they aren’t going to handle it, we will have a lawyer
and then GM will not only have to buy it back but they will have to pay for attorney fees the
taxes, license plates, full coverage insurance, mental anguish, time off work, tow bill, and
possibly other problems. So 1 guess that you made a great choice by telling Grenea Johnson that
we weren't going to do the buy back. Perhaps thiz would be & great ime for GM to re-evaluate
who is handling their customer service.

Thank Yo
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