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! | <+ BBB AUTO LINE

September 24, 2009

SOUTH CHARLESTON WV -

Re:c01 CHV0945445: Rupel vs Chevrolet Motor Division

Thank you for contacting the BBB AUTO LINE program. Your claim will be opened
once your properly completed Customer Claim Form (CCF) is returned to our
office. ' ,

Please review the information outlined beiow and follow the instructions.

*. Completing Your BBB AUTO LINE Claim - Please read this document first.
It-explains what you need to do to help us handle your claim.

*  Program Summary - This document explains the types of claims that may
be arbitrated in the BBB AUTO LINE program and the remedies available.

*: CCF - Information we have on file regarding your complaint is recorded on
the CCF. Please verify the accuracy of the information and make any
necessary changes. Please provide the Vehicle Identification Number
(VIN):

If you would like to review the programs rules and policies, please visit
http://www.dr.bbb.org/autoline/alprocess.asp .

We have notified the manufacturer about your contact with us and they may
contact you to discuss your case. Please let us know if you reach a settlement so
we can record that information in your file.

Once we receive your signed CCF with the VIN, if eligible, we will officially open
your case. Within a few days, we will contact you by phone to discuss your case.
Our goal is to help you and the manufacturer in reaching a mutually satisfactory
resolution to your dispute.

BBB AUTO LINE staff are here to help you. Please call me at (800)955-5100 if
you have any questions or if I can be of help.

Sincerely,

_Carolyn Hill at Extension 509

Council of Better Business Bureaus, Inc.

4200 Wilson Boulevard, Suite 800 - Arlington, VA - 22203-1838 . Phone 800.855.5100 « Fax: 703.247.9700




BBB AUTO LINE

October 14, 2009
Re:CC2 CHV(945445: Rupel vs Chevrolet Motor Division j \ {‘

2§1WB58K979146946 ' \(ﬂ » \) (\9\ ‘a)a) i

SOUTH CHARLESTON WV

I would like to thank you for your interest in the BBB AUTO LINE program.
%}L Unfortunately, after carefully reviewing your claim and the program eligibility
' standards set out in the Program Summary, 1 have determined that your vehicls
exceeds the mileage requirement for filing with the BBB AUTO LINE program.

Q/@y I regret we will not be able_to help you.

Sincerely,

% Carolyn Hill at Extension 509

CC: Alicia Schneider
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July 21, 2009

South Charleston, WV

G, Soee Shtzo!

Shyed
Service Request: 71-736437525 d@/e 4 5/4 wl

XL U%’h({@
Dear- U # ,

@ Thank you for contacting us recently regarding the dissatisfaction you have experienced with
your vehicle. At Chevrolet, our commitment to customer satisfaction is a top pnonty and we
smcerely apologxze for any concerns you may have experienced. | o

L
21

u/z,saauaw (/w%?

@ Although the need for repairs is unfortunate, motor vehicles are complex machinery and
sometimes do require repairs. That is why every vehicle sold is backed by the GM New Car

_§ Limited Warranty. During this period, Chevrolet will provide for repairs to the vehicle to correct
any vehicle concerns related to materials or workmanship. Mechanical concemns arising from
tampering, abuse, physical damage, improper maintenance or normal wear and tear are not
covered by the warranty. '

./4/;5/

Chevrolet works to ensure each customer concern is handled in a way that reflects our values and g D

. | we have carefully reviewed the facts surrounding your case. After careful consideration, ~~

Chevrolet, in conjunction with C & O Motors, Inc., has determined that we are unable to offer

you financial assistance at this time. 22—
=

We hope you understand our position as it relates to the manufacturer's obligation. We

appreciate the opportunity to review this matter. If you have future questions please don’t
hesitate to contact our Executive Office at 1-313-667-7153. Please refer to your service reguest

number listed above and we will be happy to assist you. 4 \ ms, (B {\ﬁ/y) 5@1/’ —5

Sincerely, ‘ %Ml
General Motors Executive Office /):j f\,dz f %M f g
'¥V oo D Y ﬁ"zj:

Nave o d g adile 2
Cf;ull Add sy bt

%__X”m é‘)\/' Z_ ﬂ %(\ i } E General Motors Corporation

D




Chevrolet

Customer & Relationship Services Group
Business Resource Center

October 23, 2009 | o0V \{)ﬂ
’ 9
| SL\ ,v\az

South Charleston, WV|

Re: Attorney General, State of West Virginia, Complaint
VIN: 2G1WBS58K979 Service Request #71-736437525

=

Chevrolet has received the correspondence referenced above on your behalf. I have evaluated
what [ believe to be your concerns contained in your complaint on the above referenced vehicle.

I have made a number of attempts to reach you by telephone on the following dates:
10/12, 10/14 (twice), 10/15, 10/16,.10/19 (twice), and 10/20 to try to confirm my understanding.
- My understandlng is that you have ra1sed concerns about tire wear on your vehicle.

Desplte not be1ng able to reach you, we want you to know that Chevrolet is comm1tted to .

~ customer satisfaction.- As youknow our vehicles are all backed by our New Vehicle Limited :
Warranty and this would include defects in'the tires. However, maintenance and normal wear
and tear of the tires are not covered by the warranty. As aresult the use of the tires on your
Impala for more than 25K miles on the rear and 10K miles on the front tires, Chevrolet would
like to offer you a 50% reimbursement toward the purchase of new tires at an authorized

Chevrolet dealer that sells tires.

This offer is good for 30 days from the date of this letter. If you wish to accept our offer, please

locate the Chevrolet dealer that you wish to have replace your tires. Present this letter to your
Chevrolet dealership and request that they contact Mr. Wes Preece in the South East Regional
office. If you have any further questions regarding this offer, please contact me at the number

listed below.

wlV] %ﬂ‘”

herlyn M. Stagner
Business Resource Manager
Work: (313) 667-2607

Sincerely,

Cc: Wes Preece, Customer Activities Manager SE Region
James Cavender, Mediator, Consumer Protection and Antitrust Division, WV Attorney

General’s Office

~
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Lourt Approves UM's Lonunued Paracipanon 1n B8 AUTU LINE Program | Xeuters ragelots

v

GM customexs can still receive free help from BBB to resolve disputes over
their auto warranty ' : :

‘UARLINGTON, Va., June 2 /PRNewswire-USNewswire/ -~ The U.S3. Court oversesing
~— General Motors' bankruptcy has approved GM's request to continue honoring
vehicle warranties, including GM's participation in the BBB AUTO LINE program
for consumers that need help with any warranty-related dispute with the
manufacturer ’ ‘
N
“~/BBB AUTO LINE is the world's largest out-of-court warranty disputs resolution
program and has been administered for the past 30 vears bv the U.S. Better
Business Bureau system for GM and most other major brands. BBB offers its BBB
AUTO LINE service to consumers as an inrformal way to resolve any warranty
‘disputes thev might have regarding reoccurring problems with a vehicle that
thev believe may be a "lemon."
\
\#gi/"Both GM and the Court understand that it is absoclutely necessary to honor
—~" warranties and this decision benefits consumers by ensuring they will continue
to have a free and easy way to resclve warranty disputes with the assistance
of BEBB AUTO LINE," said Steve Cox, BBB spokesperson. "Since 2001 alone, BBB
has helped consumers with more than a quarter million cases 1nvolv1ng the 35
manufacturer brands participating in the BBB AUTO LINE program."

Lt/BBB AUTO LINE follows Federal Trade Commission rules and applicable state
lemon law procedures. Most eligible cases are resolved by a mediated
settlement. For cases that go to arbitration, decisions are made by BBB's
professiocnal, volunteer arbitrators. Essentially, consumers may accept or
reject the arbitrator's decision, but the decision is binding on the
manufacturer if accepted by the consumer. If the consumer does not accept the

decision, the consumer is free to pursue any other remedies available under
law.

e program's activities are transparent, with audit reports filed annually
with the Federal Trade Commission. And according to the most recent audit of
the program, 79 percent of participants would recommend the BBB AUTO LINE
program to their friends and family who were experiencing automotive problems.

<E£;Twenty~seven of the world's largest autc brands -- including G4 makes --
participate in BBB AUTO LINE ifor disputes arising throughout the country. An
additional eight manufacturer brands participate in some, but not all states.
A complete list of participating BBB AUTO LINE manufacturers is available at
the BBB Web site (www.bbb.org). Full information about BBB AUTO LINE is also
available online, including program rules (in English and Spanish) and an easy
to use online complaint form.

'()BBB AUTO LINE is administered by the Council of Better Business Bureaus, Inc.
~in Arlington, Virginia. Mediation centers are located in Ariington, California
and Florida and arbitration case hearings are available through more than 1156
BBR offices and branches in every major market in the U.S. and its
itories.

out BBB
’EBB, the leader in advancing marketplace txzust, is an unbiased non-profic
organization that sets and upholds high =tandards for fair and honest business
behavior. Businesses that earn BBB accreditation contractually agree and
adhere to the organization's high standards of ethical business behavior. BBB
provides objective advice, free business BBB Reliability Reports (TM) and
charity BBB Wise Giving Reports(TM), and educational information on topics
fiecting marketplace trust. To further promoTe trust, BBBE also offers
cmplaint and dispute resolution support foxr consumers and businesses when
ther=s is difference in viewpoints. The first BBB was founded in 1912. Today,
25 BBBs serve communities across the U.S. and Canada, evaluating and
monitoring more than four million loca¢ and national businesses and charities.
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