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ustomer Assistance Canter Rf/ﬂf szrgf? 7‘!?‘03
Chevrolet Division ‘ N ] ! T
General Motors Carporation
PO. Box 33170
Detroit, M| 48232-5170 3y
micAuE WSS ;
October 9, 2003 . o 3 hul ;f :
Art 74 -p:u .
cTILe BOESHL /i@-’;;;;.\ { T leh

* rﬁ,ﬁffri—

#

. . 3 T[M £y ! N
Chester, WV :

Service Request: S1-146104230
Dear IS

We are sorry you continue to be dissatisfied with the decision we made concerning your
2001 Chevrolet Silverado. We know you are sincere 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 believes that our customers should have 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 BBB AUTO LINE program, an
independent dispute resolution process administered by the Council of Better Business Bureaus.
BBB AUTO LINE provides mediation and arbitration for eligible warranty-related disputes.

As a GM customer, BBB AUTO LINE is available to you at no cost. In certain circumstances,
you may be required to use this program prior to participation in other resolution 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 about the program, call the
BBB at 1-800-955-5100 (Monday through Friday during normal business hours). You may also
access the BBB AUTO LINE website at any time (including evenings, weekends and holidays)
by visiting <http://www.dr.bbb.org/goauto>

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,

Y

Shana Crews
Customer Relationship Manager

MNOOOL-T/klw
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= Service Satisfaction Survey ]
CHEVRIILET _
Please make any corrections to your name, address,
or telephone number here:
Chaster WV
I Home telephone: {304) 387-2767
AR i rnnaemil Change to: | )
Please provide us with your preferred Email address:
Dear

Our records indicate that you had your 2001 Silverado serviced at Stratton Chevrolet on September 15, 2003. Qur
goal is for you to be completely satisfied. Please take a few minutes to complete both sides of this questionnaire about
our dealership’s personnel and services. Your timely response is very important to us and will be used fo direct our
continued efforts toward meeting the highest expectations of our customers.

Thank you for having your vehicle serviced at Stratton Chevrolet.

Sincerely,

Charies F. Ugolino %4\

Director of Operations

( - !
1 Instructions }

Please use a dark pen or pencil (preferably black) when filling out this survey.
D Please check this box if you no longer own/lease this 2001 Silverado, and return the gquestionnaire.

~PLEASE HAVE THE PERSON WHO TOOK THIS VEHICLE IN FOR SERVICE ON SEPTEMBER 15, 2003, COMPLETE
THIS SURVEY.**

ﬁt\bout Your Chevrolet Dealership’s Service Departmenth_

Complately Very Somewhat Not At All
Satistied  Satisfied  Satisfied  Satisfied  Satisfied

1. How satisfied were you with the convenience of the Service

DEPAMMENY'S NOUIST w.vvvvererseeisesesecsersarisesseesiesosssessesssssesstonsssesssosssssansesns O a O ]
Does Not
. Apply/Not Don't
. . . Yes No Required Know
2. Were services available to you on both an appointment and i
NON-APPOINIMENT DASIST 1ovvvevveerrcrcersenissssssersrnssssrssstesssssrassersassssasionss O O O
3. When arriving for service, were you greeted promptly? .....oceervirrnsieninnes i O O
Completely Very Somewhat Not AtAll
- ) ) Salisfied  Safisfied Satisfied Satisfied  Satisfied
4. How satisfied were you that all dealership personnel treated youin a o she atishe Anste alistie
courteous, fair, and professional Manner? ........ccovveoreeerecncrresennneee e O O (] O
—-[About Your Service ConsultantIAdvisor_
Completely Very Somewhat Not AtAll
. Satisfied  Salisfied Satisfied  Satisfied  Satisfied
5. How satisfied were you that your Service Consultant took enough time .
to thoroughly understand your SErvice feqUESE? ........rerrerscosmsesans O [ 3 O
Dooas Not

. Apply/Not Don't
Yes No Required Know




L. Service Deparimeni was too busy LJ Uonl know

R , Completely Very Somewhal. Not At All
Satisfied  Satisfled Satisfied Satisfied Satiafied

13. How satisfied are you that your vehigle was fixed right
on this SErVice VISt ..o weereoeerens O O O .} |

17, ) S J?/fﬁa’f/

pROGUEA et LY Yes No
14. Were you given a copy of the completed repair orderfinvoice? .............. O
Daon't Know/
15. Were you contacted shortly after this service visit to determine your Yes N Not Sure
satisfaction with the dealership’s service? ... O (g
m{s‘aumming Up Your Experience}_
Completely Very Somewhat  Not AtAll

Satisfied  Satisfied Satisfied Satistied  Satisfied
16. Based on this service visit, overall, how satisfied are you

With Stratton Chevrolet? ....ce.veeeerivieerricicrrrsnraceernreensnnns 1 O O Ui (|
Deflnitely  Prabably Might/ . Probably  Deflnitely
WO_uld Would Might Not Not Not
17. Would you recommend this dealership for service? ... O (" | : O . O
Tla TFLLIA FUlxy o  fu 4 Wy R
7 ~ o8 Aoatgtp Ty ’ Completely Ve S hat AtAR
P Dek ford ¢ .. 4 'f“j Satistied Sa!lsrf‘l’ed Satisfied s°:‘u§¥?e3 atied '

Satistied

18. Qverall, how satisfied are you

With your 2001 SIVErBAO?. ... evvereeeeaienrmeeeeaasrrreesaneneessones O O o - o i
19, Areyou... B Male [ Female 7 stiet ha vt ‘7"}9‘,& AT L
' A el S ~F g™ / .
. SALETY OR1&
20. Yourage... O under2s [0 25-34 0 35-44 O 45-54 B s55-64 [0 65 or older
Yes ' No
21. May we include your name when providing this survey information to your dealership? O

22. Do you have any other comments/recommendations about Stratton Chevroiet?
They  wnf HELp Eul d _courTECYy  BuT  mK
T)‘”L‘ GATE /5 el A0T JANFZ  Jo MY =

J4res FACT10V

If you have an issue with your vehicle or a concern requiring immediate attention, we encourage you to first contact
vour dealer. If further assistance is required, please calithe O ThER W ON
Chevrolet Customer Assistance Center: 1-800-222-1020 DoN. £ 15

 Thank Youl! i f
Your opinions will help us serve you better.

Please return this questionnaire in the self-addressed, postage-paid envelope to:
CHEVROLET MOTOR DIVISICON, P.O, BOX 10054, TOLEDO, OH 43699-0054

1GCGK29U9 1 29616
21342264526 5373650330 072075 057 2

[




rlease use a gark pen or pencl \pieictdly Didun g Wiicil ThHiils VWL Wihs el vey-
D Piease check this box if you no longer own/lease this 2001 Silverado, and return the questionnaire.

**PLEAéE HAVE THE PERSON WHO TOOK THIS VEHICLE IN FOR SERVICE ON SEPTEMBER 185, 2003, COMPLETE

THIS SURVEY.™

———[About Your Chevrolet Dealership’s Service Department b

Completely Very Somewhat Not AtAll
. . . . Satisfied  Satisfied Satisfied Satisfied  Satisfied
1. How satisfied were you with the convenience of the Service _
DEPATMENES NOUST «.ooneevereeceeseosicsssssssssimesemsssssssesssasssassssesasssssssssanes O O %] O O
Does Not
. Apply/Not Don't
. . . Yes No Required Know
5 Were services available to you on both an appointment and
NON-BPPOINIMENE BASIST .o.ecvucrerarrsaisseisrssisnsssssessserasasssssasesasessecssssasnanass i . (| O
3. When arriving for service, were you greeted promptly? .......ccoiviiiinnns ] (I O
_ Completely Very Somewhat NotAtAll
o . . Satisfied  Satisfied tigfi Satisfied  Satisfied
4. How satisfied were you that all dealership personnel treated you in a Sa ‘ ed ste o
courteous, fair, and professional ManNer? .........eeeeeceeiisrnisninssisnes O 0] O O

ﬂl\hout Your Service ConsultantIAdvisorb _

" Please complete other side

Completely Vory
Satigfied  Satisfied
5. How salisfied were you that your Service Consultant took enough time
to thoroughly understand your Srvice request? ...........resssseceseeens O
Yes No
6. Were you offered transportation OPHIONS? ........w.euuwsrereesrsssssissssssessasas (|
Completely Very
. _ Satisfied  Satistied
7.  How satisfied were you that you were kept informed about the status of
YOUF SBIVICE FEQUESET o.eeueeicictrineeesmessrnssesss st anas O O
Yes No
8.  Was your vehicle ready by the original time promised? .............ccconieeienn. O
1GCGK29U91ZII 28616

21342264526 00000113566 072075 057 1

Somewhat Not At Al
Satisfled  Satisfied Satisfied
O 3 O
Does Not
ApplyMot  Domt
Required Know -
Does Not
Somewhat NotAtAl Apply/Not
Satlsfled  Satlsfied  Satisfied Required
O 5 [ O
No Time
Fromised

Csl 101321



MAbout Your Service Consultant/Advisor - Continuedh

10.

How satisfied were you with the explanatlon you were given of afl

services performed? .....ocvivcinnernineen,

Overall, how satisfied were you with your Service
Consultant?..

Completely Very
Satisfied  Satisfied
O O
& O

Somewhat  Not At All

Satistied  Salisfied  Satisfied
O O *
O 2 O

WAbout Service Delivery ﬁ

11.

12,

13.

14.

15.

When you picked your vehicle up, how satisfied were you with:

— ' The time it took to complete the transaction? .........c..cvvvrcrerneen.
~ The ease of getting your vehicle? ... imecineeciniinnccn e

= The condition in which it was returned? ..........ccoooovrmverieeemr s

Were ALL of your service concerms corrected on this service visit?
IF NO, why not? {check all that apply)
[J condition explained - repair not necessary
Work performed did not correct the problem
[J service Department could not duplicate problem

O serice Depariment was too busy

How satisfied are you that your vehicle was fixed rlght

2;-11?5 s:ervic:( \gl}t’?_ ....... 3 .f(' ............. zf)!( ..... (z? /3/ } ...........

PROGBULEAL  eT HWLL’

Woere you given a copy of the compleled repair order/i nvorce'? ......

Were you contacted shortly after this service visit to determlne your

satisfaction with the dealership’s service? ... vivniinieenennnes

.........

Completely Very
Satisfied  Satisfied
........ ] O
........ O O
| O
Yas No
O N

O Parts not available
[J 1 declined repair

[ other (please specify)

J pon't know
Completely Very
Satisfied  Satisfied
Yes No
........ i (|
Yes No
O ]

Somewhat Not At All

Satisfled’  Satisfied  Satisfied
EI 1
O 0
O O i

CEE pOT

Somewhat  Not At Ali
Satisfied  Satisfied Satisfied
[ [
Don't Know/
Nat Sure
O

ﬂsllmming Up Your Experience_

Complately Very
Satisfled  Satisfied
16. Based on this service visit, overall, how satisfied are you
with Stratton Chevrolet? ... ..o eer e [ O
‘ Definitely  Probably
Would Would
17. Would you recommend this dealershlp CLEL T J—— [ 178
Tim TELLINVG Fulry aid  fo Bu)
- oy 41 f{:"'i.'? Completely Very
?O@C’E F /Z q 'Z; ﬁ Fj Satisfled  Satisfied
18. OQverall, how satisfied are you
with your 2001 Silverado?.........ccciiiiiiiiiissiiiiiiirimcsenananiin.. L L
19. Areyou... B Male O Female
20. Yourage ... [J uUnder2s [ 25-34 O a5-44 O 45-54
21.

g

T stiet f’ifﬁ”[fﬁm

May we include your name when providing this survey information to your dealership?

N serie haves ame nther rommentefrarnmmendatinng ahnnt Strattnn Chavrnlot?

Somewhat  Not At All

Sallsfled‘ Satisfied  Satisfied
| O

Might/ . Probably Definitely
Might Net  Not Not

Somewhat Mot At Al

Satisfied Satisfied {" Satisfied
1 O B

v;?fv‘"

SAFFTY  PRISK

Bl 55-64 (| 65 or older
Yes No
O




BgB‘AUTO LINE
'0

November 3, 2003

Re:CC1 CHV0356922 :Dotson vs Chevrolet Motor Division 1GCGK29U91 ZJ N

I
]
Chester, WV
Dear G

“We would like to thank you for your interest in the BBB AUTQO LINE program. Unfortunately, after a thorough
review of the claim you submitted, it has been determined that your claim 1s ineligible for arbitration because your
vehicle exceeds the age requirements set out in the manufacturer’s Program Susmary.

If you have any questions, you may contact me at 800.955.5100.

Sincerely,

Omar Quevedo at Extension 515
CC: Alice Blair

e N

4200 Wilson Blvd., Suice 800, Atlington, VA Z2Z03 Phone: 800,955.5100 Fax: 703.247.9700
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Customer Claim Form

Casc Number : CHV0358922
Contact Date : 10/22/03
Start Date :

Have you contacted the mlr regarding your claim.? A YES O NO

Customer Name Address

CHESTER,

Day Phone : _ Evening Phone:
Fax Number: E-mail address :
Customer Contact Info;

Vehicle Information
Name(s) that appear on vehicle fitle: Mike Dotson

Is Vehicle titled to a business: no Percentage of time vehicle used for business pm‘poéeé:
Transmission Type: Automatic Number of vehicles owned or leased by the business : 0
Make: Chevrolet Model: Pickup Model Year: 2001 Current Mileage: 14838

Vehicle Identification Number: L G £ G K23 ug L2
Servicing Dealer/City/State :  STRATTON CHEVROLET co,

Selling Dealer/City/State . STRATTON CHEVROLET CO, BELOIT, OH
Insurance Carrier : STATE EArM Policy Number: _
Has vehicle been in an accident/had body damage? Yes __ No__ X Date of accident:
Description of Damage :
Purchase/Lease Information (complete left side if vehicle was purchased or right side if vehicle was leased) -
Purchase Date: 10/09/00 Mileage at purchase: Lease Date: Mileage at lease:
Purchased As : New ' Leased As :
Is the vehicle in your possession? yes Is the vehicle in your possession?
Lienholder’s Name: Leasing Company’s Name:
Address: Address:
City/St/Zip: : : City/St/Zip:,
Phone: ( ) - Phone:

Lienholder Acct #: Leasing Company’s Acct #:

Besolntign S%%%ht . .
onsumer wan e vehicle repaired correctly.

Signature of Owner(s): Date__] 0-27~ 03

T am authorizing any lienholder/lessor to disclose to the BBB AUTO LINE program all information relating 1o the financing or
lease of the vehicle named on this Customer Claim Form. ' ‘
Return the Form to: BBB AUTO LINE. 4200 Wilson Blvd.. Suite 800. Arlinglon Va, 22203-1838

kS




L~/ §- 0%
/ TC whim B

Aﬂ(ﬁa,«m /03 63 »§lﬁau7‘ ALY LEF/ T AL (B TE
SIAp TNF] _BROKE _ guw  sHE SAP Your

C&//ﬂ;/&v wAS  Ao] SudE  (F /f’yu)/ //faﬁcfﬁy,

7'/:7/%7L 4/u o hpo Ay o ,94,451/,4,7:(",

Ton'?t 44h2) SomF Té//z(px AL WE A

A TTAL O RECH L 2068~ 200 Y,

T pox T LekF  BEWE  LIED 740 » WhaT o
JoRFE  Fhis h o5 BEEL, ) .

REPIACED _ Copifr  pill IUIT™ BE  Fped —

gaﬁ“ /w RIbh] S pE STRAY PoLLr )~ FlLEa éé g

holp Up FHE TAI GATE . TF hsr o guch
SLACK I 1T Fhal 7 /J.Z(J‘E LESS,  Why s
Cotvle T FIX THE presctryy. LWE  7BEE

(OM LA e Apoul  FoX ’7/%04/7%5?

L7 10 rEMLY (2REAT YU ARE aow S6
COncervEl 4/50:%7‘ MY uvffff)// Whir L wrorf
7w Thr f o A/O e’ CARLE D, |

7“5& BEZEX Buswesrs Burisy wewt o' ArunfE
My FROBLEM fpectul £ MY WA RR A 7‘/3/ wipt  cuT
IO DpyS, SOMEWE  couir hpvf  BEEA [1L(EP
OR _SERJSUSLY InSUREY [BECAUSE OF FhHL T A
MESS. JusT PBECSUsE 40 orE  (ARFPY  Thr T
SEENS TO BE _ThE Efsy wity oul oK
LoT  ¢F oy pka/ﬂu: 75# M/féb Qay-(/ﬁf"’"-)
STiLt /<A/om /1/}7“ /S Lo G g WF\"/)’B%/E
wel STUPIP G ' B

VuL(JPEC/’LE /éL/Q: wéﬁ)/ //uc/ry 2z c/o/l—-




|5 SUING  youy: L GyErS FhrT 15 wh A

1T T#LEr 10 G;IET SesEeE AT 7hA) Bl6

Com piuy o816 Do whtT 18 RIGhH]

+his pAY WE  LldF,

T yRuly  EEL SorKY FOR pEigpiE  FhB)

THEAT FhE  CUSTIMER 1 JUch AN pin efRice

/M/%,«M/EK ,

ﬁ é’,ﬂﬂ yo Y @EM (E LEARAED C/W..E/*/J /G-

| ﬁ/)‘«,ﬁur T peun (S Voy s1E x23h

L(/a SETYo¢ lCT Cy‘c{(z?ﬁ 7L/ //07' ME~ I oo ]

RE ﬁﬁfﬂ/ﬁ& Rieh] gow ~ WhAJ Gobs SRILD

oM  ARunt~ Vou RELY whp7 You_Jou .

Ty po (LAY  A¢ CAE [o07 bur ) BE CAuLE

OF  Youk LA OF CowcER UR SPUPIDEY
Dow 5 For GET, T/ BE wr)lchin & Uc’z/,

My TRUC/ _STYL L 1SpF FIYErR RIeh ] Lap

|7 1S Your /zéfxfwzé’rm;y LK /7“r,. NOW o

ChEsSTER WV

.
; |




Customer Claim Form

4 »

Customer Name: _
Servicing Dealer(s) Current? | #of | Repair |[Mileage| Days

[Problems
Yos or | Repair |Date(s)! on Out of
No Attempts Date(s) { Service

Tbg5| 939 /

Case Number; CHV0358522

STRATI oA

tail gate straps are breaking & won't line up ChEVRoL ET yes 3

q.19-03 |/4g
SAME SAME W

SAME SHAME

(Please indicate whether each problem is current)
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- THE ATTACHMENTS TO THIS |
DOCUMENT HAVE BEEN REMOVED
TO PROTECT UNWARRANTED
INVASION OF PERSONAL PRIVACY

PURSUANT TO

EXEMPTION 6 OF

THE FREEDOM OF INFORMATION
~ ACT (FOIA), 5 U.S.C. 552(b)(6).




