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State of Wisconsin [O[lt[sg

Jim Drayle, Governor

Department of Agriculture, Trade and Consumer Protection
Rod Nilsestuen, Secretary 150y m ) og

January 3, 2005

GENERAL MOTORS CORP
PO BOX 33170
DETROIT Ml 48232-5170

RE: FHa 448541 (Refer fo this number when comlacting our agency)

-

JANESVILLE WI

Daar SirMadam:

| recelved a complaint from conceming an unsatisfactory transaction with your
business.

| am providing you with an ocppaortunity to review and comment on this matter before we
investigate further. After revlewing the complaint, please send your written response to Jeanna
Kvigtad and to our office within two weeks.

In your response, please induwde a statement as to your poesition regarding resolution of this
complaint. Your written response Is important so your position can be included in the
Department’s permanent record. .

Thank vou for your copperation and prompt respohse.
Sincerely,

att

Austin Marie Palmer

Consumar Specialist

BUREAU OF CONSUMER PROTECTION
Fax: 608 2244939

E-mail: Ausiin. Paimen@dalep. stale wius

Cc: NHTSA

Agricaltare generaies $51.5 Mllion for Wirconsin
281! Agricvire Drive « PO Box 8911 « Madison, WI 53708-8911 » Wiscomsin.gov
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From:

Sant:  Thursday, December 30, 2004 1:53 PM
To: datcphotine@datcp.state. wi.us
Subject: kettar fo consumer protection 010205

Department of Agriculture, Trade and Consumer Protection
Pleasc artach two sets of copies (both sides) ef all documentetion that sapports your compladnt, such ae: inveices,
receints, contrects, cancelled checks, advorlizements, lease documents, talephane bills,

1. How do we contact you?
Warne: (Mr. Mrs, MisaMs.) _
{circla ome} (first) (middle} (nst}
Home Phone: {J__ - __ . _. Work Phore: { | | sxt._ Email:
B e betwoen 8:00 AM. and 4:00 P.M. at: (sirele one) Home Work Best time:
Address: __ . .
City: Janeaville _ State: ___WI_ Zip __Couty: ___Rock___

2. What business is your complaint against?
Name of business or repair shop: __Satum
Corporation
Address: PO Box: 1304 '

City: Spring HIll State: _THN Zipr__ Sounty: _Unknown
Name of porson

Phene: { } __B0D-563-8000 you talked to: Janet Harrison, Title: Aren

Information about your complaint

3. Date of transarction: Month: November __ Day: 22 _Year 2004,

4, How old is the person who bad contact with the business? Age; (virele one) (-17 18-61 62 or.older 45
5. Type of vehicle involved: Make: Saturn _ Model: SC1___ Year: 2000
VIN#: 1GBZN1282YZ .

6. Atthe time of the repair, waa the vehicle coverad by 2 salvage certificate? ND........... E— (TP 4 - , |+
7. How did you deliver your vehicle to the shop? Drave it in t was towed It was towed and I was along

8. What repuirs did you ask the shop to do? _Determine source of leak and repair

lsak

9. Were mmstructions written on the original Tepair rer? . Vel o s s rapisststass s e oo fes
No :

10. How did you first order the repairs? By telephone In person, by speeking toa shop represenative

By wriiten instructiona Other, explain

11. Did you receive a prics estimate before the work was BTAITOET +oorore ¥ E8uucenusssassearass srssmeraieas sessnsmssrmessesssensnsessnssssnsassseeias ¥ B
MNa - . _ '

If yes: List amonxt of estimate § _2,200.00 -

Was the estimate written on the original repair order? ..o cenee Yea....... YEENO

Did you sign the astimate section of the werk order?...ecun s [ S {1 B . L

12. Did you receive a copry of the originel repair ordec before repairs were started? (enclosc copy If availabla).. .ourn... Y2 No
13. Were additional rapairs performed? JNO......cor e e e e Yes No
If yes: List the additional repairs: :
Did the shoys provide a new total estimate for all repeirs? .....not apPlicable. . ueueermn o rcorneee rseeens Y85 ND
* id you approve the additjonal repairs? INRION: . 7. VTIPS ——. { -3 .
How did you approve? By phone In person
14. In your opicion, did the shop: Recommend repadrs B R 2 1 AU, { - §y |1

ke T6pairs WithOUt PRrmiSSiOn? v v wimmise.sessssn s erssessoss s sosmee sttt e Yes N
Force you to gy for repairs thet were done without your permiasion? ........ Yes No

Tail to returt teplaced parts UPOR CEQUESTT s et e st s s Yes No
Charge for repairs that were not e T s— | . |
Charge for repairs that were not e T T—— 4 Y , |
Fail to perform the repairs in & satisfActory MATNEET s nsorrios s s emsr oo Yes No
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T T R r e Rl Ty 1 AU NT—————— L
IMPORTANT: More questions on the back page (0ver) fopeiciiciigin. 308 C7-2 (300)

Motor Vehicle Repair

15. Was the final repair bill (excluding sales tax and towing) fmors than the amount you authorized? ... Yes No
16. List the amount of tha fine) repair bill:§ _2,248.41 (excloding 3ales tex and towing}

17. When repairs were finished, did you receive a final invoics itemizing the parta and iabor? (onclosc copy ifnelinbie) Yes No
18. Did you contect the business Yes When? What happened?

about your complaiot? No

19. Have you filed this complait Yeg Agancy name’? What happened?

with another agency? No

20. Have you contacted a Yes Have you ateried Yes

private atomey? No court actien? Mo

21. Describe your complaint in detail. (Please provide two copies of any papers, including the invoices, contracis, proof of
payment, warranties.) Atach additional sheets if necessary. .

The 2000 Satum, 48,000 miles, leaked 4 purple Auld. | contacted Saturn to fing out If there was any documented
traremlasion problams with this vehicle. | alao asked if Satum stood bohind thelr four year old vehicles with
transmisslon problams. | was told that untll they knew what the prablom was, they couldn’t say. They did suggest
that | hava the car towed to an authorized Satum dealership. | explalned that tha closest Satumn dealership was In
Madison, Wi. | askad if by having the vehicle towed an hour i Madison, would the repeirg be covered by Saturn? |
was toki hothing could be docidad untll atter the vehicle was repalred. At this point, | asked if the towing to Madlson
would be covered by Saturn? Nikki, Saturn CS, told me ne, untll the car la repalred and the repair coat ia known,
Satumn wownldn't commit. | told her | falt ks this pessible repalr coverage Wase 8 gamble, tow the car an hour and
chancs thet Saturn covers the repairs. | asked what my chancee wers that Saturn would cover the charges and she

_ again estated that untll the car was repalred, nothing waa conchate.

Sinca there Is no Saturn dealsrahip In Janeaville, | contacted a reputable tranami=slon repalr shop In Janeeville, This
shop, Dahnys Transmissicn LLC, has been In Janeavills over 30 years. Tha shop cwner augyjestad towing the
vehicle, B milas to hie shop, rather than driving i in and possibly causing moys damaga. Tha shops determination
was that the transmiasion was no good. 'What causad the keaking was the coas Bround the tranamiaslon cracked. He
syuggested that | taka plctures to send te Satum which | did. The ghops sstimate to fix the tansmiesion, labor and
parts, was 2,200.00.

i contactad Saturn with this information. Atthis poing | talked to Crystal. She suggeatad | contact the Baturn
dedlership |n Madinon to s¢e If they could "halp®. | asked what she meant by help and she aald maybe they could get
the ransmiaslon, suggest altsmatives et:. | apoke with Doug Stroda, Servics Manager for the Madison 8atum
Dealership. He sald he couldn't “help” with arything without the car at the dealorshlip. | azked if by towing It to
Madkson, would the ropalrs by coverad or even canaiderad? Ho stated that hm couldn't determine that withniit the car
in Mackson. | was very frustrated at this point, tow the car to Madison and hops S5ahum helpa or leave 1t at a local
shop arx hope Saturn halpa with the repair coets? Doug Strode did c¥er to get the transmission, parts only, at
wholesale. He stated this would be $2,700.04 alonsl Dut of frustration, | contacted Satum customer sorvica again. |
wanted o know If towing the car to Madison wag the only way Saturn would back their product? | felt | was balng
penalized becawas thore iz no Saturn dealership in Janesville. | also sald towing the car would be a pambln because
Satum wouldn't commit to anything and the car was already at a reputablo dealsrship where tha entlre ftransmission
would be repalred, parts and labor, for leas than Saturn would have charged for the transtission alonel The peracn |
apoke with askad if | had any friends that could tow the car with a strap ar car hauler for me? | couidn’t ballave i, tow
the car an hour myself on the highway to chance that maybe Setum would help¥??

Once the car was repalred, | faxed the involce to Saturn. | also emalled the pictures of the tranemission case and the
inskle and autaide of # car to show thet the car iz in good shape. At this point, an area manager was asgignad to
my case. The area manager, Janet Harrison, told me har hands ware tled and that Satum couldn't help with the repair
feps benause they didn’t do the work. She alao cauldn't opan the amall with the pictures so ahe suggested | talk to
Doug Strode, Madison Satum Sarvice Manager, to get his opinion of the crack. Doug told me he couldr't authorze
anything with these repairs because they weren't done by an autharized Saturn daalarahlp. He referred me back to
Janet Hamiaon Janet sald that If Doug Strode wouldn't authwrize the repaira, there was nothing she could do to help
with tha repalr coatall ! folt and feel trapped by Saturn, with no commitment from Saturn to help and having the car
repalrad [n Janesvile rather paying to have It towed to Madison, that | am being penalized becauss tharg is no Saburn
dealership tn Janesville. By being vagus and non committal, they are hot atanding behind thelr product.

22. How da you feel your complaint shemld be resolved? (plezse e specific) J would llke Satum to own up to this
probiemn by offering scme halp to defray the cost=s of an Infarior product. A cracked case l& not something that can
be done by driving the car erratically; this is caused by poor waorkmanshlp and ' :
product,

This compiaint and the infarmatian you provide will be used in effons o resolve your problem and will typieally be shared with the party
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.“_i
womplaincd against. It may alan be uged to enforce epplicable state laws. Under Wisconsin®s Open Records Law, this complaini wili bt
available for public review upon roquest, afler this department's action is completed.
The bove jiformation is ruc end accurate to the best of my Imowledge.
¢ Your signature: Date:

Fecturn this form te our office located nearest ta the business;

NORTHWEST REGIONAL OFFICE SOUTHEAST REGICNAL OFFICE NORTHEAST REGIONAL OFFIiCE SUUTHWEST
REGIONAL QFFICE .

3810 Oakwood Hills Pkwy 10930 W Potter Rd Ste C 200 N Jefferson St Btz 1464 PO Box 8511

Eau Clairs W1 54701 Mitwaukez W1 53226-3450 Green Bay WI 54301 Madison W1 $IT0B-HI1L

{715) RIQ-1B4E [414) 266-1231 (3200 448-5110 (508) 2244560

FAX: [115) 839-1645 FAX: (414) 265-1235 FAX: (320) 443-5118 FAX: (608) 7244963

(ROD) 422-7128

FAX: (608} 224-4939 TDD: (608} 224.5058 - .

EMAIL: datcphotline@datey.state.wi.us WEBSITE: hittp:/fwrww.datep.state, wi.us/
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