
  
  

  

  

   

  

    

    

      

   

   
   

     
     

   

  

            
       

   
 

            

               
                 

       

        

  
   

 





reaction when he heard that our son was driving the car was “ I’ve never heard of the power
steering just failing but I’ve definitely seen it be disabled due to a collision“ however after
the service manager inspected the car, inspected the damage, and pulled all diagnostic codes
he then apologized to my husband stating that there was no way that the minor superficial
contact with the guardrail could possibly cause or contribute to the power steering failure.
Based on his extensive knowledge and experience and the data and info that he himself
collected the Service Manager determined that a manufacture defect caused a catastrophic
power steering failure and he agreed to repair the power steering at no cost to us under the
manufacturers warranty. At this point I need to stress that at no point was there any force
exerted into the body of the car. The only force against the car was parallel to the passenger
side rear portion of the car resulting in minor cosmetic damage and that at no point in time
was our vehicle ever involved  in any collision of any kind any time prior. At that point my
husband requested that the body damage be also covered by Chevy since the damage was due
to the loss of power steering which was a manufacturing defect.  At that point the service
manager halted everything and stated that he could repair the power steering under warranty
but he needed to file a claim for the bodywork to be covered by Chevy.

A few weeks after receiving the claim the claims representative Ranette stated that she was
denying the claim stating that she had determined the power steering loss was the result of a
collision that occurred prior to the loss of power steering.  We knew this to be 100% false and
so we asked her to provide evidence to support her claim. She refused,stating the information
was proprietary and it was against policy to share it with the vehicle owner. At that point we
informed her that all electronically recorded data was our property according to the
congressional act that was passed in 2015 called the Driver Privacy Act and that we were
entitled to that information under Federal Law.
She continued to refuse, then eventually did send an email with an attachment which had the
first three pages of an electronic data recording report but no actual data.  My husband
contacted her again stating that there was no actual data in the file she sent and we needed the
data from the EDR report sent to us. She continued to insist that she had no data to send
however, after repeated contacts, she did sent a partial data report proving that her previous
statement that she had ‘no data” was false. After reading this second file my husband pointed
out that a that document was not the original report and had been significantly altered and it
did not contain any of the data pertaining to the March 9 incident. At that point Ranette
continued to insist that there was no other data to give us yet maintained that she had
additional proprietary data there was a collision and that the collision happened prior to the
power steering loss. At that point we escalated to her supervisor who repeated the same
position. We also informed this supervisor that she was required to give us the information
according to the federal law. She repeatedly responded that the data was “ proprietary “ and
that her corporate policy did not allow her to do that. We then asked to speak to her
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supervisor which she refused to allow stating that her supervisor did not speak to the public.
We then escalated by sending emails to senior management in the General Motors
corporation.On Monday I spoke with Brenda Sartor  a member of the senior management
team. Brenda stated to me that she believed I was looking for a timestamp for only the power
steering loss and she provided me the timestamp of 8:21 PM to which I replied the incident
occurred between 3:15 and 3:30 in the afternoon (on their way home from school) not eight
at night and there was no way that her data was accurate.I also stated to her that we were not
primarily looking for the timestamp of the power steering loss. What  we were looking for
was a timestamp of a collision of significant enough force to completely and permanently
 disable the entire  power steering system that they claimed occurred, and that that they
claimed was the causal factor for the power steering loss. Brenda not only was unable to
provide any evidence whatsoever of any collision, let alone one of that significance,she also
was not able to provide any evidence whatsoever that any collision occurred at a specific
time,let alone at a time prior to the loss of power steering. We asked her to provide any
evidence that could possibly warrant reversing the determination of the service manager. She
was unable to and stated that she needed to collect more information and that the service
manager had not yet responded to her attempts to contact him. I offered to stop by the
dealership myself to get a copy to email to her but she declined my offer.

 

Sent from my iPad
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“Good Afternoon Mr. Glidden,
I am writing to ask your assistance in resolving a matter that I feel was
mishandled by a GM claims representative. This issue involved  a catastrophic
power steering failure of our 2020 Chevy Equinox’s EPS  which could have
resulted in substantial injury, loss of life and property.  With two witnesses in
the vehicle power steering was completely lost and a “service power steering”
alert displayed on the dashboard. As a result the driver was not able to
maintain complete control of the vehicle which resulted in the vehicle briefly
scraping alongside a guardrail. GM roadside assistance towed the vehicle to
the  dealership where the experienced and knowledgeable service manager
ran diagnostics and inspected the vehicle and determined that that
catastrophic power steering failure resulted in the loss of steering control
resulting in minor damage to the passenger side of the vehicle and agreed to
fix the power steering issue under the GM warranty. When we asked that GM
also pay to repair the scrape we were told that they had to contact GM claims
for a determination and authorization. 
The GM claims representative conveyed to me her erroneous conclusion that
based on the EDR data among other factors the power steering failure was the
result of a collision however we know this to be impossible as we have two
witnesses that will testify that steering became almost impossible PRIOR to
scraping along the guardrail. Additionally due to the car being directly behind
the school bus the incident thankfully took place at very low speed. 

Per the 2015 Driver Privacy Act my husband requested the EDR data from the
event from the Chevrolet Product Assistant Claims representative. She initially
stated to my husband we were not entitled to receive this information as per
GM policy. My husband then explained that we have a right to the EDR data
and they we aren’t asking for any proprietary information.  She reluctantly sent
a file that supposedly contained the EDR data (attached  Crash Data) but
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as you can see, the file doesn’t actually contain any data relevant to any
incidents.  

After numerous voicemails and emails to Ranette, she sent a second file
(attached FDR crash data) which contains more information, but as you can
see, there is no record of any accident on the incident date (3/8/22) nor any
crash impact alerts only a front sensor alert on 3/4/22 and a crash imminent
braking event a year ago.  No record of anything on 3/8 contrary to the claim
that the data showed evidence in which to deny our claim.  As you can see, the
report shows nothing of the sort.
We continue to await the requested data pertaining to the power steering
failure event, as the most recent report was not complete. In fact, the latest
report was created and modified today, so it is not the actual report, it is a
subset of data that is being handpicked and hoping it would satisfy our
inquiries.  It does not.  Incidentally, the Bosch tool used to generate the EDR
report is an industry standard and is not proprietary information, there is
nothing in it that would be protected by GM policy.

We are hoping to come to an expedient and mutually satisfying resolution to
this misunderstanding. Therefore we are respectfully requesting that GM
(Chevrolet ) repair both the power steering system and damage resulting from
the failure at no cost to us. We further ask that we be given all EDR data
pertaining to the catastrophic power steering failure event and resulting
damage. Lastly we ask that Chevrolet and/or GM conduct an investigation into
the matter to determine if this was an isolated occurrence, or if other
Chevrolet/GM owners are in danger from a similar occurrence. 
Luckily this event happened at a time and place where the car was driven at a
very low rate of speed. Had it occurred just six minutes earlier the car would
have been in a 50mph section of a state highway and my two children in the
car would likely be severely injured or worse, as would the occupants of any
other cars around them.
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I know that Chevy greatly values the safety of their customers and vehicle
operators and I have every conference that Chevy/GM will quickly resolve this
situation.
I thank you for your time and consideration. “
Thank you for your time,

Sent from my iPad
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email address in a reasonable timely manner which typically is considered to be
five business days. 
Thank you,

Sent from my iPad
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Sent: Friday, May 13, 2022 4:24 PM
To: 'Slack, Pam (Shaheen)' <Pam_Slack@shaheen.senate.gov>
Cc: Caldwell, Megan (NHTSA) <megan.caldwell@dot.gov>; Fritz, Trish (NHTSA) <trish.fritz@dot.gov>
Subject: 
 
Hi Pam,
This issue does not fall under the purview of FMCSA, rather passenger vehicle safety is handled by
the National Highway Traffic Safety Administration.  Megan Caldwell (copied here) is your POC.
 
Have a good weekend,
 
Julie A. Bergling, Governmental Affairs Specialist
Office of Governmental Affairs
Federal Motor Carrier Safety Administration
1200 New Jersey Avenue, SE | Washington, DC 20590
P: (202) 366-8924
C: (240) 435-5973
julie.bergling@dot.gov

 

From: Slack, Pam (Shaheen) <Pam Slack@shaheen.senate.gov> 
Sent: Friday, May 13, 2022 3:37 PM
To: Bergling, Julie (FMCSA) <julie.bergling@dot.gov>
Subject: 
 
CAUTION: This email originated from outside of the Department of Transportation (DOT). Do
not click on links or open attachments unless you recognize the sender and know the content
is safe.
 
Good afternoon Julie
I hope you are well.
I have attached a privacy release and documentation from  in regard to a safety issue
with their General Motors vehicle.
Thank you in advance for any assistance you can provide.
Please let me know if I can help in any way.
Kind regards
Pam
 
 
Pam Russell Slack
Senior Special Assistant for Constituent Services
Office of US Senator Jeanne Shaheen
603.358-6604 office
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www.shaheen.senate.gov
www.facebook.com/SenatorShaheen
www.twitter.com/SenatorShaheen
www.youtube.com/SenatorShaheen
 
THE INFORMATION IN THIS MESSAGE IS CONFIDENTIAL.

 
This message, including any attachments, contains confidential information intended
for a specific individual and purpose.  Please be aware that any other use, printing,
copying, disclosure or dissemination of this information may undermine the
confidential nature of the information. If you are not the intended recipient, you are
not to read, disseminate or copy this e-mail or any accompanying attachments.  Please
immediately notify our office by telephone at (603)647-7500 if you have received this
document in error, and delete it from your system.
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