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December 6, 2005

Mr. Mark LaNave

GM North America Vice President,
Vehicle Seles, Service, and Marketing
Greneral Moatars Corporation

300 Rennissance Contes
P.O. Box 300

Detroit, ML 432653000

Dear Mark,

1 am the original owoer of 4 1999 Pontiac Grand Prix whom has been very pleased with its
performance during our past (6) years of ownership. My wifc and I have been fortunate to have
such g car, as we do pot have much time in our busy lives 1o deal with unexpectad problems,
particularly with sutomobiles. We have awned several GM vehicles during the past (15) yeara,
ardl efier owning our 1999 Crand Prix, we ere cager © own another GM product to expesiencs
another (6) yaars of trouble-fres ownership.

Hnwever, a recent incident occurrasd with our Grand Prix which haa loft us both concerned and
frustrated. During a return trip to our bonss, T heard an imusual sound from the flocrboard when
the vehicle wus turning right. When 1 looked under the vehicle, I noticed the froat sway har had
teoken into (2) pieces. | was confused, ko say the least, as to how thin vould heppen since the car
is maintgined and driven respxnsibly.

1 decided to contact Pontlac Customer Service about the issuc to zee if this problem bas been
reparied, oc if there was B recall that 1 misged. Neither proved to be tue, and Pontiac advised that
a desler inspect the car. T asked our hocal Pontiac dealer (Smdebaker Buick Pontiac GMC)
inspect the vehicle to confirm my suzplcions, which they did. [ have enclosed the details of ary
intecaction with the Service Director and their findings, which T was told at that time the swny
bar broke for an unknown reason. Needless to say, 1 was starting to question the integrity of my
vahicle when & dealer canoot tell me why a major component such aa 2 sway bar wonld snap into
(2) pioces.

I dacidad to call Pontine Costoret Servies back to report what the dealer obeerved. My position
to Stacy Waples (Manager Pontise Coskumer Service) was simple: Fix the prablem for the §225
eetimate, which Studshaker quoted. I've assnmes] thet o major smacinralfsnspension cOMponsnt
was suppasad to be good for the life of the car. When n GM Master Technician tells me that he’s
replaced {4) or (5) sway hare on GM vehicles with the same failare conditons, I see thatas a
product design flaw, Ms, Waples then contacted Stadebaker Bukk Pootlac GMC, whom
contacted a GM arca representative reganding the Lssuc. The cleim was denied based npon the
following (ps explained over the phone):

1. Car has not been seen i over (4) yoars by the dealer (1 do not have the deslar perform
any séqvice ot routine maintenance work, as callad ont in the scheduled maintenance
program in the ownees manual — [ asgure you the caf is mainegined).

2. The sge and milsags of the vehicle,

3. Incident can be considered noemal maintenance.

4. SBervice Dirsctor at Smdebaker Boick Postiae (MO reparted the away bar was rusty
{which conflicted with what she previonaly told me that the source of the problem was
unknoywn).




Based upon these {4) items, the GM area repressntative denied the claim. Noodlses to say, I ke
great concern with all of the reasons which I was told the claim was denied, ard have the

following countar points:

1. “Car has rot besn seen in over (4} years by the dealer.”

The car has been maintained since naw. How would teking the car to n Pontisc dealer
prevent the sway bar failure? Is there an inspection procedurs apecifically for the sway
bar7? Does the Pootise dealer keep records af the observed sway bar conditlons of all
vehicles authorized for wamanty claims?

2. “The age and mileage af the vehicie."

I"ve worked on yehicles for over {15) years now, and this iy the firmt vehicle ['ve seen
that’s broken a sway bar under sormal driving circumstances. Is there a calculsted life
expectancy for this component? I wonder what the milsags was on the other (4) or (3)
vehiclex that experienced the sams problem. Are you aware that you cennot buy &
replacemant sway bar from any of the Incal aute part suppliers? I would assums they
would sell the part given the oumber of 1999 and older Grand Prix"s on the road tnday,
If age and mileage is a factor,

3. “Incident can be considered rormal mabuenonce.”

Ir it Dormsl for 4 sway bar to snap into (2) pieces while driving? The bushings and end
links rsmained iniact. T guess this is the part where I'll put on my Engineering hat {I'm 8
Engineer by tradie) and confirm thet yon never intsntionally design B part to saap intd
(2) pleces. And if somebody did choge o use this degign methad, you beiter have
documentation within your service schedule to inspect andfor replace the sway bar at a
set mileage andfor age. I do not see in my sevvice schedule a set mileage anglior age to
replace the sway bar as a prevenmative maimenance procadie either. An integral
camponent such ag the sway bar should pot be designed in such a martter whers it's very
passible to fail and compromise occupant safoty. Had our vehicle been on a turn when
the sway bar soapped, the reqults could have produced injurics, if oot fatal.

4, “Service Director ot Studebaker Buick Pontiae GMC reported the sway bar was rugty. ™
I do not understand the conclugion the Service Director is suggeating. When you
ohserve the pictures of the failure, notice it is a clean break. The Service Direotor asked
the Master Tectmician if he saw sny rust on the bar, and be replied there was some
surface rust oo the right side of the eway bar towsrds the end link, probably from where
the left side broke the bar and it was free to move. Are the sway bars prone to rast
{szues? If $0, why would you design an integral component such as the sway bar that
may fail if there is any prasance of rust? There is not 4 hint of rust anywhere oo the
vehicle, should T assume that if this theocy is troe that all of the salt atates ahould be
reporting this problem ton?

I ackmowiedge that the vehicle in pow {6} ysars old with 101,000 miles, and may expericnce
problems on 2 more frequent basia. If the water pumyp, alternator, fuel pump, tie rods, or ¢v axles
bad fuiled, T would simply fix the prablem and move on, Whet I find very frustrating i the Lack
of acknowledpement from Pontiac that this coukd be a potentiz] safety risk, and the lack of affort
io help resalve the problem. Instead, ['ve enconntered o Service Dinactor that's more intérestad
in offering excuses rather than (rying to help or find answers to the questinns I've asked. When |
asked the Service Director at Studebaker Bulck Pontias OMC for their findings in writing, she
refused to comply. When I agked Pontiac Customer Servics for an email ackiress, I was told they
do not dietribute any. When [ azked for tha contaet information of the GM srea representative, I
was tokd that I couldn’t have it. I feel that I have tried to work with Pontiac in good faichs to
resolve this issus, and was left with nobody else at GM to speak with except you. Is this how the
cusiomer service department is supposed to Tunction?

In an eca Whaee vahicles often exceed 200k milee, I do pot believe it is reascnable to setilo for a
vehicle that needs mujor structural/mspension components replaced at 101k miles.

I would like to contioue purchazing GM products, but this experience has mads us akeptical |
place my family's gafety in the hands of the vehicls's design every time we drive this car, and




I'm disappainbed with thie problem we've experienced. However, T am maore disappoinbsd with
bow our congcern hae bean handled, After reviewing the documentaticn and pictures of the
problem, is this how you feel the problem shouk] have been handbed?

1 would be greatly Imerested in any feedback you can provide, Just to Ict yoo knaw, I bave filed n
complaint with the National Highway Traffic Safety Admiaiatration regarding this issue, as I
believe they need to be aware of the situation in case it impacts any other consumes, I am also
prnpnmdtoﬁl:m[n:hamSmallClaimsuﬂtﬁxthﬁmirmm against General Motors, unless

can be reached before 12/31, I will retain the faulty sway bar for fanmes nes with
thaHI-lTSﬁandnmallulumsmurt

Ag mentioned before, your responss will ba greatly considersd as we are preparing to porchase
another vehicle within the next (6) moaths. We've enjoyed deiving GM vehicles for nver (15}
years now, And wunld be intersatad in continuing our support. I wonkd bope that yoo are not
willing to lose B customer over a $225 vepair to fix what shonld not have ocewrred in the first
place.

Cc: National Highway Traffic Safety Administration




£ 2/2/05 Meoting Notea @ Studebaker Buick Fontinc GMC

Attepdees I <i-1s owner) of Studehaker Sarvice Dept.
Subject Vehicle: 1959 Poniine Grand Prix GTP vin# 1G2WR52L

On 12/1/05 5:00pm while driving homa from work noticed an urmsual sound for the
ime while hrming right ioto his driveaay from vehicle. Later that
Inoked under the vehicla to find what appears ta be a broken front sway bar, and captured
pictures of the hraak.

On 12/205 4:00pc N ook bis vehicks  Studebaker Buick Pontiac GMC to have the
firont sway bar i Customer Service recommendsé). Mr. Abney was greoting
cxplained that the vehicle appears b have a broken

- I
front sway bar, and was advised by Pontlac Customer Service to bave i [
Pontlac dealer, Mr. Abney presented a picture of the broken sway bar to
Cox, with notes of the yehicle vin # and current milsags (101,000 miles). i intely

mnpmdadﬂuthﬁmwuldmtmlhinchimu&tbthﬂcmtmilmg&Sh&dﬂdm
axample of 8 recent tranamission fiilure o a newer car wikh less miles which was not covered by
GM, and they had & far befter cass given the age and milcagelIEMNE asked if Stodebaker
has seen this identical problem befare on other vehicles, which I conficmed so
during his previous job. The vehicle was then put on the Lift for inspection.

The Master Techniclan (Ray Gray) coafirmed the from sway bar was broken on the left side. He
also indicated same surface rust on the right g bar where it appears (o he streased, Mr.

mspected ths side of the bar and boted 1t was atill intact, Whenlll

ﬁh'amtﬁhp&lﬁmmm thet be's replaced 4 or 5 of
them, all on the Jeft side juat like the auspest said he's never seen B
swiy bat break on any car, replied, ""The new vehicles use tube type sway
bars.._where the tubing mestn the mownting epot iz the problemn. They break because they're uot
solid anymore.”

tol I that he needed the following items in writing:
. 1 i the problem with the vehicle,

= What caneed the problem with the vehicle.

% Whet is the fix for the vehicle,

I tied cha: [ +ovd not receive nything in writing from her rogarding the
isgue, excopt BN estimate (a $225 figure on a notepad). She said it is unknown what caused the
peoblam on this vehicle, and wouldn™t guess elther, She then proceeded to lockay: the history of
the vehicle on the computer, and asked tbe following questions:
=  Did you buy the car new?
Where did you buy the car?

"  Did you hit any bumps bately?

Mr. Abpey replied with the following anawers:
Yes, [ bought the vehicla new

=  Urbanz, Ohlo

= No
I then ropliod tsat my testimony gge y" and bow Imow whether oo oot 1
hit 8 bumgp and caused this problem. not reply statesnont, &8 he believed

would bave told this.

N .- B vt 2 rot: pad for an sstimate tha states:
Replace Stabilizer Bar
$225.00
Parts & Labar

sha was asking entrapping quaetiond to sidetrack the roat issuc — B design flaw on ths front sway
mﬁmmmmaﬂmmmmmm_

Om 12/2/05 kﬁpu-apumd Studshaker Pontiac Ruick GMC.
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