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On Dec 31, 2003 we leasad a 2003 Buick Rendezvous from:

Mike Smith Buick-Pontiac
6014 South Transit Rad.
Lockport, NY 14094

In the 17 monthe that we have had the vehicle we have lost five hubcapa off the two front wheels. Theae
inchsde the two oripinals, and three replacements, all insiafled at dealevs. One of e replacements was ingtalled at
Mike Smith, and the other two were istalled at

Skill Paick
383 Delrwan Ave.

Tonswenda, NY 14150

‘We chose Skill baconze of # heing closer to home. Skill replaced one tmbeaps at their expanss, and
charged us for the second. They also told e to contact Buick Cnrtomar Sesvice if we were not sntinfied with this
arrangerment. At both dealers we wene not shle to roke them dersiond thed we felt that thers wes some type of
problem causing the Iess of the hubcaps. They only seemed to be inferesied in the coat of the lnbeaps. At no
time, at sither dealer was any type of inspaction made tn determine if drere was a prohlem with wheels, Tog mits,
brakes, oF sieering. :

. ‘The tadhcaps in question arc plastic covers that are hald in place with plastic mus scrowned onte extendad
and externally threaded g mmts. Since all of the ubcaps have been loat while driving, it is evident that a1l five of
the plastic mis have failed sither singly or all at once in soma type of mwajor event, Cne mbcap was replaced at
Skill Buick, by a technicisn, and did not even make it home, B distance of apprmoximately four mriles.

The cost of hnbcaps is not the tsmus. What is capsing thesn to fall off while driving is what has g very
concerned. Ia it seme type of force on the wheel during braking, toming, or high speed driving? This concem
does not seem to be shared by anyone st GM-Buick. The setrvice oanager at Skill washed his hands of the whole
issne, and directed us to commct Boick Customer Service. We contacted:

Bukk Div.-CGeneml Motors Caorp,
F.O.Box 33136

Detrolt, MI 48232-5135

Diane Crisp

1-B656-952-4368 Bxt. 57925
Sarvice Raquest: 1-191135834

Adfter several phone cotrvessations and letters, we received a conpon for a free ofl changs, and a polite
brosh-off that seid they were no longer going to do amything, and to contact the Better Buminess. Boresn if we
weren't satisGed. This last comespondence from them 15 attached, Flvey wese told that we were defindtely mot
satisfisd], and that their answer was unacceptahle. At no tine waa there any concem shown to noe continaally
mentioming the posaibility of a anfety-related problem, The imgpiression we were given was that they felt we aaly
trying 0 phtain free mhcapa.

Singe we have pone throngh two dealers, the aren service manager, and Buick Coatomer Service, and
been given nodhing but a free ofl change, our concerns seem o be falling oo deaf vars. We wiuld like to makn it
very clear, we are not looking to obtain more fiee hubcaps. We would like someons to resalve the problem that is
eawsiisg them to fail and fll off. Currenily we &re driving the velicle with po hubcaps oo eithex of the front
wheels, Wo will oot feel safe driving thiy vehicly wodil ey prablem g been addressed md resodred. Thers has to
bz some type of problem that would cause this, hopefolly it will not result in & more ceiesirophic incident.




Buttalo, NY [

Scrvice Request: I

Customer Relationship Manager: Diane Crisp

De- 4

We are sorry you continue to be dissatisfied with the decision we made concerning your
2003 Buick Rendezvous. We know you are sincerc in the position you have taken, and we trust
we have been able to explain our point of view.

In circumstances such as these, General Motors belicves that our customers should bave the
opportunity to deal with unresolved matters in a fast, fair and free dispute resolution process. For
that reason, we participate in the Better Business Bureau’s BEB AUTO LINE Program, an
independent dispute resclution process administered by the Council of Better Business Burcans.
BBEB AUTO LINE provides mediation and arbitration for efigible warranty-related disputes.

As & GM customer, BBB AUTO LINE is available to yon at no cost. In certain circumstances,
you may be required to vse this program prior to participation in other resohition methods. The
BBB AUTO LINE program is discussed in your vehicle’s “Warranty and Owner Assistance
Information Booklet.”

To file your case with BBB AUTO LINE, or get more information shout the program, call the
BBB at 1-800-955-5100 (Monday throngh Friday during normal business hours). You may alzo
access the BBB AUTOQ LINE website at any time (including evenings, weekends and holidays)
by visiting <lhttp://’www.dr.bbb org/goautos

Whether you contact them by telephone or Internet, the BBB will provide you with full program
details, current eligibility standards of the BBB AUTO LINE program and will assist you with
any questions you have. :

Thank you for the opportunity to review this matter.

Sincerely,

General Motors Corporation

Buick Divislon » Genceal Motors Corporation « P, Boz 33136 » Detroit, Michigen 48232 5136




