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Chevrolet Motor Division
Oeneral Motors Corporation
100 Renaissance Center
PO. Box 100
Detroit, MI 48265-1000

Service . -

This Ittor is being written as a formal complaint against General Motars (GM), Davidson
Chevrolet (Loveland, CO) and Tyrrell-Doyle Auto Center (Cheyenne, WY), service division.
Becamwe all of the details of this siination shonld be nchuded in GM’s case file, nnmber [
-Idmmlnmhdeth:nlﬁumfhnhﬂermdmlygtwahmdmmﬂmmﬂ:my

CONCEMNS.

On November 6, 200, my wife, Boonnie Walno, took our 2002 Cheviolet Trailhlazer {VEN:
1GNDT135X22 into Tywell-Doyle Auto Cénter on an exnérgency basis. While driving
the vehicle into Cheyenne, WY, it started making an alarming grinding noise io the rear wheel
well on the passenger-side. Upon thspection by the service depertrovnt studT ai Tyrell-Doyle, it
was dotcrmined that the rear shock lkad broken off the frane, something they had not seen
before, and therefore, the vehicle was not safe to drive. At that time they gave my wife a rental
car, courtesy of GM, to use vntil a decision as to how to fix the vehicle could be made, and work
was completed. At this time, Bomic infornicd Jacki¢c Wilson (the assigned service consuliant)
that we live out of town in rural Wyoming on a mnch and woukd need a 4-wheel deive vebicle to
get around. She was told this weas not an option and that a Chevy Impala was all they would
offer ber, froc of charge. Thus, & comparsblc vehicle was not provided, and as a result, Bonnie
was snowed in gt our home on ammencus pecasions unable to meet several obligations. After the
firet smowstonm, che askod again for a 4-wheel drive vehicle sl was denied. Becaue oar
Trailblazer was in the shop for almost 30 days, during the winker montha, 1 feel that it would
have been apyropriate for OM to put my wife in a 4-wheel drive vehicle, st no charge, especially
since the vehicle being worked on was a SUV. Thsmulaﬂmatunemmdmmnohaggrnm
and discontent. .

On November 8, 7004, my wife called Mr. Scott Harterigsen of Davidson Chevroke (fhe ariginal
salesmam) to Jet him know of the damage. Hawasshwked,bemuhahndmhﬂdnfm
aﬁnng. Henskedluertokeeph:mmfﬂmdoftheﬂmm "
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vehicle, Because he had never seen this type of damage before; he had to return 1o Petroit to |
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vehicle’s frame. He did concur, however, thatafmllywddnmm&d:mngﬂnmmufmﬁrm
of the vehicle cansed the damage, and that GM would accopt Tull responsibility.

Boanie notified Mr. Hartwigsen that the arca represeniative had confirmed the source of the
damage and that a possible frame replacement was the only repair option. At this time, Mr,
Hartwigsen spoke with the Used Car Manager at Davidson Chevrolet {Doag Vendertyne) and he
stated that a frame replacement, even if it were for a vehicke that was not involved in an accident,
would decrease the trade-in value of our Trailbiazer by a minimum of $4,000. Bonnie was siso
told thet a frame replacement is 4 major repeir snd an extremely in-depth procedure. This
appeared 10 be an extreme measure, and perhaps negotintions could be made to parchase a new
compensated for the vehicle as if it was never damaged, offering us.a new, compareble vahicle st
cost and compensating us for our incorrvenience with a» “good-will” certificate to help defray the
cost of taxes and tithing the new car. This sounded very logical and an appropriate andi agreeable
way to handle the situation.

I atso took it upon myself to speak with several area mechanics, and they oo sdvised thet a
frame replicement was 2 major undertaking and often does not go without causing other
problems, especially in the future. The safaty of the vehicle following freme roplacement was
questonable.

When my wife calied Tyrell-Doyle to get the nzene of the GM representative, the service
manager, Gary Jensen, immediately told her that he would replace the fraune withont hesitation.
She was canght off guand by this considering she wes calling for another reason. When she tokd
hirn that was owr decision to make, he became angry and told her that he would not releasz the
name of the reprezenigtive to her and thet she conld just call the 1-800 mamber snd spesk to a
customer service representative. She asked him why we had to start at ground zero with
someone that didn't know anything about our case when she could speak directly with the
represcntative who waa familiar with the situation. Hemdﬂutnjmtﬂuwayﬂmandendad
the conversation. :

Bonnie called Tyrell-Doyle Chevrolet back immediately and asked o speak with a manager.

Since Mr. Jensen is the service manager the operator put ber in contact with Mr. Dave Miller, the

salespeople manager. He very politely explained to her that he believed customers were not .
allowed to contact arca representatives directly, thus why she needed to make a call to GM |
customer service. He also explained to her thai she should have a cese file thet is Iinked 1o the |
VIN of the vehicle; therefore, allowing the individual she spoke with access to any information |
pertaining to the Trailblezer. He also gave her the 1-800 nomber. 'Why is it nacesxary to contact |
a customer service representative who knows nothing about the incident when this sitnation -
could have been expedited simply by speaking with the ares representative who was familiar

with the case? Was Tytrell-Doyle's sarvice depantment receiving some sort of compensation

from GM that they were 50 adament and forcefizl about baving the frame replaced, thns ignosing

our concerns about the depreciation of our vehicle by doing s0? By putting us i contact with s

GM customer service representative we really felt put off end disconnected from the situstion. It

would have been more eppropriate and profiessional to put-us in direct contact with someone of




authority who would be able to negotiate with us, and tolling Tyrel-Doyle’s service department
to back off until such discussions were complete,

Bornie called the GM customer service center and was put in contact with Jolymm Becker.
Bomnie told her what the situation was, and that our biggest concem was that the vehicle would
be significantly depreciated if the frame was replaced. 'We wamted to know what other options
were available to us. She researched the: file and said that there were no other options available.
GM had agreed to replace the frame and that was it. T asked if I could speak with ber manager
and she said that that would not be necessary since this was the final decision made by GM.

Not only did I call Mr. Hartwigzen back to keep him updated on the sitostion, bot | also sooght
hgdmmulﬁomeCbnﬂopthm:ﬂ:.JudgcAﬂvmﬁmuﬂfmﬂrWyomngHﬁmﬂ
Guard, as to myy rigiis a3 # consomer. I was made sware that this was a basic manufactoring
dﬂfﬁ@tﬁnwhmhﬁhlhadﬁﬂlrupnm‘bilﬂy Under the law, GM could thos be sped forowm .
loszes such ax the lost nse of our vehicle; time sperdt dealimg with this sitpation, lost valuc in our
vehicle, etc. We are not people who ook o sue, but it certainly crossed cur minds when we had
suffered a loss and GM and s representatives didn’t scem to care.

Afiter several conversations poing beck snd forth between Jackie Wilson at Tyrell-Doyle mnd
Jolymn Becker at GM, never making any progress with cither one becanse they both kept telling
1us that the other had the authority to make decisions regarding any alternatives we presented,
Bonnie called Mr. Hartwigsen aixi askeed him to work the situation since he waa the one who
originally sold the vehicle to ps. Jackie Wilson’s phome calks were sterting #0 become hamssing
in nature, and Ms. Beclex was complacent. We even offered to have the vehicle towed to

me that it would not, and asked fhat we give him a week’s time to contact someone st GM and
come up with & esolution that would have our best interosts o nind. ' We wene confident that
Scott would make a difference. However, upon contacting him a week aid a helf Tater, he told
U9 that he had had no follow-up from GM and knew nothing. How can an imdividual who sales
cars for GM oot have eny coniact individuals to speak with reganding a situation of this natare?
Why doesn't the dealership or the original salesperson accept Gt in this sibotion? Wiy are
they not compelled to remedy the situation or at least help with facilitation efforts? Mr.
Hartwigsen was instromental in guiding and supporting cur efforts in the beginming as a third
paty, but once the ball was placed in his coutt, he lef it drop. Looking back on cur
¢onrversations, it almost seans like he wanted vs fo Sght for compensation for cor denaged
vehicle from Tyrell-Doyle and encouraged us to bring the check to him to purchase a new
Trailblazer. The bottom lines appear to be that Mr. Hartwigsen had his best interests in mind,
notousl

Bevause we do pot feel like valued patrons of Davidson Chevrolet, and know in the fotore if
something like this would happen again we would not be supported, we have asked pot to be
contected by them or Mr. Hartwigsen in the futmre. My wife also informed them that we would
mtbepwclwmgmyaddﬂomlvdudes&mnﬂ:mdmbnhpmwﬂdmbemm&mﬂy
cu‘fmnhtudnsn




We did, as g last resort, porchase a new 2004 Trailblazer from Tyrrell-Doyle Chevrolet. Mr,
Bobby Tompkins, Mr. Jeff Fardin and Mr. Dave Miller were insinmmental in facilitating this
transaction, turning a borific situmtion into & tolerable one.  Although they treated us with the
uimost respect and worked with us to come up with a putchase agreement, the cxperience was
not an cmotionally pleasant one because it was a forced situation. It was an sthempt to put my
wife and kids into a safe vehicle. I was troly stuck between 2 rock and & hard place withont
much bargaining loverage.

The bottor line in this siteation is that we were not in the market to purchase a new vehicie.
The faulty frame that resulted in the shock breaking free is a scary reality, one thankfully that did
not come o fruition while my wife and young children were diiving down the highway at 75
mph! This wes a dramatic defeat in the manufacturing of the vehicks that forced us to purchase a
new vehicle. Iamcﬁmguinhdﬂntﬂmﬁme&ringﬂism@didlhemmmﬁ&um
someone of highar mwhority contact us to facilitate & negotistion, We have been Chevrolet
customers since the purchase of our first vehicles, but question whether we are valued patrons
All we asked is that we were fairly compensated for our Trailblaver as if it were never damaged,
to be able to purchase & new vehicle at cost (why should enyone benefit from our minfortune
which you excepted responzibility for) and to be compensated In cash that we would be out to
pay the taxes on and license the vehicle (over $1,600.001). 1don't think any of these requests
Jolynn Becker was able to offer us a Smait Catc Plan, but this was just a band-sid.

Now we are faced with a situation where our new Trailblazer needs minor repair work done and
the service department at Tyrrefl-Doyie is not coopemting with va in completing work as
requested or ordering peats in 4 timely ammer, This too is camsing much aggmvation snd
 distain, which in turn, is cansing buyers remorse. A, feeling that I am sure GM does not want iis
customers to realize.

Throughout this ordsal, we were told over and over again that GM iz able to offer “good-will”
certificates that are used to show their customers how much they are valued whom bad siuations
are experienced. I feel the facts that we were not given a comperable replacement vehicle, never
contacted by the avea representative, bounced between Tyrmell-Doyle's service department and
the customer service department at GM, receiving harussing phone czils from Tymell-Doyle
threatening us if we did not have the frame fixed, and the fact that neither the dealership nor the
salesperson at Davidson Chevrolet belped in facilitation measures are just 2 few examples why
we feel devalued in ihis siination. We would appreciate your review of oar case file and fivhare
improvements implernented in the way these sitoations are handled. 'We have been Chevrolet
customers for over 30 years, but if our patronage does not mean anything to you, we will be
forced to take our business elsewhere.

Sincerely,




Cc: Customer Assistance Center, Chevrolet Division
Chevrolet Cuwtomer Satisfaction
Administrator, National Highway Traffic Safsty Administration
State of Wyoming Attomey General




