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NSA-10.01/2mh
Ref. #551670

Thank you for your correspondence which was received March 24, 2000, cencerning your
1995 Buick Riviera. Your correspondence was referred to this office by Depariment af
Justice, Consumer Protection Division, We regret any inconvenience our delay in
responding to your correspondence may have caused.

The National Highway Traffic Safety Administration {NHTSA) is the Federal agency
responsible for improving safaty on our Nation's highways. We are authorized to order
manufacturers to recall and repair vehicles or items of motor vehicle equipment when our
investigations indicate that they contain serious safety defects ar in noncompliance with a
Federal Motor Vehicle Safety Standard in theair design, construction, or performance. In
arder for the agency ta initiaie a safety defect or noncempliance investigation, sufficient
data must exist to warrant the expenditure of the agency's limited resourgces. We cannot
act on isolated problems or disputes between individual owners and dealers or
manufacturers.

We appreciate the report you have provided. Reports from motorists are a very important
source of information for our investigations. Each report is analyzed and compiled into a
computerized data system to assist us in identifying potential recall inadequacies and safety
defects ta determine whether an investigation is warranted. A review of aur data relative
to the windshield wiper problem you described revealed one other repori. Therefore

there is insufficient evidence to warrant a safety defect trend investigation. However, the
infoermation you provided has been entered into our data system. it will be vsed with other
reports to identify safety-defect trends which require our attention.
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If you have not done so, we suggest you contact your local Consumer Protection Agency,
Better Business Bureau, and the Office of the Attorney General in your state regarding your
problem.  You may also ask your dealership for 2 meeting with the manufacturer’s district
manager regarding your reguest,

You may contact our toll-free BOT Auto Safety Hotline at 1-868-DASH-2-DOT
{1-888-327-4236} and our contact representatives may be able to assist you on matters
concerning vehicle safety defect recalls or to abtain safety information.  If our telephones
are husy, or during non working hours, you may leave your name, telephone number and
subject on our recording system. A contact representative will return your call.

Additionally, we have an Internet Weh Site at http//www nhtsa.dot.gov that you may want
to visit. An electronic Yehicle Owner's Questionnaire form is available on this site at

bt www. nhtsa.govfivog. This form is for vehicle owners to report safety-related
complaints about their motar vehicle and motor vehicle equipment. The reports submitted

are electronically added to our complaint file and are used to identify safety-related defect
trends that require our attentiort. Summary listings of vehicle awners' complaints, safety
recalls, manufacturers’ service bulletins, etc., can also be obtained at this site at

httpsfwww nhtda.dot.povfcars/problems.

Sincerely,

Alberto A, Jitmenez, Chief
Infermation Management Staff
Office of Defects Investigation
Safefy Assurance

Enclosure {s)
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.~ Re: Buick Motor Division  File - x

We have received and reviewed your letter about the above referenced matter. From the
information you provided, it appcars your inguiry may be more appropriately reviewed for
possible action by the agency listed below. Therefore, by copy of this letter, your information
was forwarded to that agency for review. We anticipate the agency will respond to you after

reviewing the information.

The agency may or may not take action based on your complaint. If the agency decides not to
take action, you may wish to consult with a pnvate attorney of your choice or consider filing a
smal} clazms court lawsuit without the assistance of a private attorney if your claim is within the
monetary limit for small claims court jurisdiction. In Iowa that limit is $4,000.00, If your small

claims lawsuit is to be filed in another slate, you may wish to consult the appropriate clerk of
court 1 that state.

If your search for an attorney is difftcult, you may wish to ask friends for recommendations. In
addition, the Iowa State Bar Associafion operates 2 Lawyer Referral Service. You may call that
service at 800-532-1108 (Jowa only) or 515-280-7429 for more information. As another option,

ielephone directories typically have hstings for lawyers in the yellow pages section under
"Attorneys." Thank you for contacting us regarding this matter.

Sincerely,
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Consumer Protaction Complaint Form

Tom Miller Consumer Protection Division
Attormey Genaral of kowa Hoover State Offics Bujlding
- 1300 E. Walnut, Des Moines, lows 50319

515-281-5926

E-nall: consumer@max.stete s 11
Instructions. To help us handle your complaint:

1. Plaase print or type, Answer all queastions fully and comectly,

2. Include photocoples of any documents that may relste to your complaint
claim (contracts, advertisements, cormespondance, proof of puyment etc.)

3. Retum the information to the Consumer Protection Division {addrass above)

PLEASE NOTE INPORTANT OPEN RECORLCS INFORMATION
ON THE SECOND PAGE OF THIS FORM.

YOUR NAME AND ADDRESS:

MNarme

Gty
Home P

Your Age 6d

NAME GF BUSINESS OR PERSON THE COMPLAINT IS AGAINST;
Nams ___ Buick Division, General Motors Corporation

Addrets _ (via) Customer Relations, 312 East Hamilton Avenug

Clty Flint State __ WI___ Zip 48550

Phone Numbar _1-800-521-7300_{for Customar Ralatlons) Fax Number
Far motor vehicle complaints, ikt the Vehicle identification® (VIN)_1 GAGD21AS4T121T

Product or service Invotved: Replaced Faulty Windshileld Wiper Switch

Product mew or used? _ New switch Date of purchase or contract: D¢t 11,1998
Amount of purchase or contract: L5518 Actual amount paid: 346515
How did you pay? {nimr:k, cradit eard, ¢te.): _ Credit Card

Have you contacted the business or parson? Hn@ Please explain in the summary
Page 1



Hava you contacted an attornty‘? Yes Whan:
Nams of attormey contacted:__

What do you think should be done to resolve your complaint fairly?

__Iwant a complete OFFICLAL disclosure of the history of problems that Buick as
generally encountered reganding this particular wiper switch part. If the records
indicate that this GM/Buick part has a history of faifures {as told by Buick Technlcal
Asshstance to Criswall Chevrolet), then | want a reimbursement of all my costs.

Summary of Your Complaint:

—LComplets history/communications to dste are attachad.) In summary, whik
on buginess in Maryland, the wiper switch on my 1983 Buick failed. Criswel
Chevrolet, communicating with Bulck Technical Assistance, lsamed that Buick
has, in genernl, had a HETORY OF PROBLERS with this part, Customer Relations
of Binck denled my request for reimbursement of the cost of the switch. | then
raqpansted & disclosure of the history of problems with this GMBuick part. This
request was also denked and the response was evasive and contradictory In tts
contentt f a history of problems douns exist, | want & total imbursernant of all my
costs,

| understand that the Attorney Generals Office 5 not my private attormey
but represants the public in enforcing laws designed to protect consumers
from miskeading or unlawlul business practices. | also understand | may
contact a private attorney for legal advice,

Signature __“ﬂmw 2000___

Nots; Complaints are Open Records Under lowa law, complalnt forms or letters
are "open racerds.” The public has tha right to review or obtain copies of

open mecords. Also, coples of complaints are routinely swnt 1o the person or
business the complaint is directed aganst.

Pleasa call or write the Consumear Protaction Division i you have questions
about the opan records [aw.

Page 2
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ATTACHMENTS

History of Wiper Switch Problems While on Business Trip tn Maryland

Copy of October 14 Letter to Customer Relztions, Buick Motor Division, General
Motors

Copy of November 1 Telephone Message from Customer Relations, Buick Motor
Division

Copy of November 2 Letter to Customer Relations, Buick Motor Division
Content of December 15 Telephone Message from Buick Motor Division

Copy of Bill Incurred at King Pontiac-Buick

Copy of Bill Ineurred at Criswell Chevrolet
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HISTORY OF THE WINDSHIELD WIPER PROBLEM ON MY 1995 BUICK RIVIERA
Arnthir E. Oldehoefi

[Imuamnsulmntforﬂerdemlﬁmenmmtmﬂwaslenmmn]}rtmngmewersburg, MD when the
problem with the windshisid wipers ocourred )

M 27, 199%

Id.tmcmd, oy way home from work, that E could not o off the windshield wipers on my 1995
Buick Rivicra.| All wiper speeds seemed 1o work correctly but, with the switch in the off position, the
wipers conti to operake in a “delayed mede.”

Tuesday, September 28, 1999

[ aranged to fake the automobile to Crigwel]l Chavrolet, 503 Quinge Orchard Road, Gaithersbarg,
Maryland {301-34%.0880). The appointment wag scheduled for the next day. 1 selected Cripwell becase it
was located two blocks fram my place of wotk and, being a member of the General Motors family, I felt
ihe personne] were gualified o deal with the problem.

W 999

Following procedures outlined in their service repair mangal, the Servics Departnent at Criswell Chevrolet
firgt checked circuit boars and then checked the wiper motor. Both were functioning properly. Chris Laver
{in service department} said that their technician then called GM Technical Assistance and was advised that
the problam would likely be the “mutt-function switch”™ becanss Buick had a higigry of malfunctions with
hi icvl

Criswell Chewrolet quited a price of $375 for o replacement switch, The lsbor was quoted as
approximately $112. Feeling tiut nearly $300 was an inapproprigie price 10 pay for fixing a windshield
wiper that would not turn off and, seeking relief, T called G Techmical Assistance of the Buick Division
of General Motors (1-800-321-7300).

The Buick Division assigned Fils Number 990096001 1o my case. 1 was asked for and sapplied the VIN
(1GAGDI2IRS4 71211y After several telephone transfers, 1 talked with (Buick represenative) “Sheoon”
of Metro Detroit. | was asked as to why 1 had oot taken the mmuobile to a Buick dealer for diagnesis and
repair. ] explained that the nearest Buick deaksr was approxdately five miles from my workpiace whereas
Criswell Chevrolet was about 2 blocks away and, becanse Chevrelet was a member of the G family, 1
thoneit they wonld be gualified to disgnose md fix the problem. After several interim disenssions with her
supervisor and retwm calls 1o me, Sharon eventoally informed me that T would be requeired to take the car 1o
nBlﬂckdtalmfordiagnms She provided me with the name of the Buick dealer in Gaithersharg
( 5 miles away) — King Ponfiac-Baick, 16200 Frederick Road, Gaithersburg, MD (301-948-
@111y i expressed my concern of already haviog incuryed charges at Criswedl Chevinlet for the diagnosic
of the problem. If went to another dealer, T wonld have to pay for the another diagnosiz. ¥ told Sharon of
my discnssion with Criswell Chevrolet and that General Motors Technical Assistamce had advised themn
that the wiper switch had a history of matfanctions. Sharon poted that there had not been a genezal recall
on this part, et I was o the firgt owner of the antomobile, and that the warsanty had expired. T told har
that, regardless of these facts, I believed we were dealing with a mamfacturing defect.

I call:d King Pontiac-Buick and spoke with the service manager Bob Paclwci, He scheduled an
appointmcnt R Friday, October 1. He also told me thet he could not provide any relief for the cost of
diagtosis bermse o had to pay his personnel. He also #old me that ke could not provide relief for the
malfanctioning part, but would be willing to call Buick on my behalf. 1 retrieved my antomebile from
Criswell Chevrolet, yaying them $37.50 for their diagnosis.



Friday, Qgtober 1, 1999

I took the aitomobile to King Pontiae Buick. [ spoke with Bob Paolucei and gave him a history of the
Criswell Cheviolet diagnosis, my comtmmication with the Buigk Corporation, and my Buick Divison File
Wumber. Several hours iater, I was called by Mike (301-948-5111, B, 237}, The diaprosis was precisely
the same as that of Criswell Chevrolet. The estinated cost of the wiper switch and labor was $487. Mike
gaid that they comid offer a 107 discount, nat 1 felt that T should seek sreater retief fromn the Buick Division
of General Motors. Mike said that, undsr those circummstances, the 10% discount would not apely, 1 told
Mike tor replace the wiper switch angd that T wounld independently taks np the matier with the Buick Division
of General Motors.

I called Sharon at the Bulck Corporation and provided ber with an update on the case.  Sharon ssid she
would ¢all King Fontiac Buick to see if a better deal conld be negotiated,

Sharon catled again later in the aftemocon and szid that she talked with King Pentiac Buick and arrived at an
offier of a 20%% discount ¢ irts and labor., I reemphsasized my feelings that the wiper switch should not be
malfunctioning at 45,000 miles. And, it should not cost even $400 (30% of $500) to £x a windshield wiper
that would not tem off. 1 stated that T prefetred to request reimbortement from the Buick Divicion. Sharon
checked ot more time with her supervisors and then said that the 20% offer was the best that the Buick
Divigion ceuld do.  She provided the following address for comespondence: BCRC, PO Bax 5039, Troy,
MI 48007-5039.

King Pontiac Buick replaced the wiper switch and aow I can trn the wipers off,
Monday, October 11, 1999
After reiuming to nry home in Iowa, I congtracted this leticr, ataching this history 16 1he letter,



ATTACHMENT 2



Octoher 14, 1999

Cusiormner Relations

Buick Motor Division
Geperal Motors Corpuration
o0z East Hatnitton Avenue
Fliot, MI 48550

My spouse and I are presently the owners of two Buicks — 2 1995 LeSabre and u 1995 Riviern. Wearc the
first owners of the LaSabre and the second owners of the Riviern  The [atter was purchased with 27,900
miles (the previons owner traded the mpemobile in on @ pew Padk Averue).  We v previously comed 2
1986 Buick Skyhawk that we racently gave tn our danghter.

For afi three automobiles, the snghe serious problem that 1 feal cammot be explained ag normal wear and tear
wag the recent faiore of the windshieEd wiper switch on the Riviera. The compiete history of my
experiences in petting this part replaced is attached to this Ictier. At the time, the atamobile had

imately 43,000 miles. The total cost for parts and labor was $465.15 (inchuting a goodwiil discount
of $26.86 that I did not negotiaez for).

While I realize that the Boick Division of General Motors has not (ssued o recall on this pest, thet 1 am a
second owner, and that the warranty on the vehicls hes expired, [ s seoking reimbisrsement for the above
amonnt for several reEsons:

1} Axn infrequently used part should not have to be replaced after only 45,000 miles,
2y ‘The technician at Criswell Chevrolet (in Gaithershorg, MD), who first diagnosed the problem,
s adkviped by GM Techmical Assistance that there e 2 higmry of faileres with this particalar

part.
3} The expense of neardy $300 is too meuck to pay for fixing windshield wipers that will not tern
off
Al of our Buidks have gemerally provided good performance to date and we presequly feel incined to

purchase Buicks in the future. Given the cirmumstances of this partcular case, we are hopefnd that the
Burick Division of General Mators will provide us with the requested relicf.

Thank you for your atention to thes matier.




RISTORY OF THE WINDSHIELD WIFER PROBLEM ON MY 1995 BUICK RIVIERA
Arimr E. Oldshnefs

{Iamammﬂmmforth:&dmiﬁwemmmtmmtmpmmtymmgmﬁmmmmm hzn the
problem. with (he windshickd wipers oogunied ¥

Monday. Scptember 27, 1099
IMMMWMMMMIMMmﬁmﬂMﬂdmmmmﬁ
ﬂg&mm.mmwmwmmm the switch in the off position, the
wipers continued to opersie in 2 “delayed mode.”

Tnssday, Sepiember 28, 1999

rwmmmmmnhﬂcmmmuwnmwmwmmm@
Maryland (301-948-0880). The appointirvent wax schaduled for the next day, 1 selected Crisweil because it
was locatad twa blocks from ory piace of work and, being 4 member of the General Motors family, [ felt
the personnel were qualified to deal with the problem.

Following procedures outlined fis their service repair marmzal, the Servios Departmen: of Criswell Chevrolet
first checked circuit board i then checkad the wiper motnz. Soth were fanctioning properdy, Chis Laver
(mmmmmmmmmmmumﬂmmammdmmm
this prutionlar part. :

Criswell Chevralet quoted a price of $375 for a replaccment switch. The fwbor was gquoted es
approxiceately $112. Feeling that nearly $300 was an inappropriate price to pay for fixing a windshiedd
wiper that woald nai fum off and, seekicg relief, I called GM Teclmical Assistance of the Buick Division
of General Motocs (1-800-52 1-T300), .

The Buick Division assigned Fils Number 990056001 to my case. | wos asked for and supplied the VIN
{(1GAGD221884712171). After ceveral telephome transfers, 1 inlked with (Bmick representative) "Sharon”
of Me{ro Datroit. [ wax seked as to why f had oot taken the mstomabile to o Buick deafer for deagnosis and
repair, { =plgined that the nearest Buick dealer was approximeaiely five mniles from oy workplsce wihisreas
Criswel Chevrolet was abmn 2 blocks away and, becanxe Chevralet was 2 member of the GM family, 1
fhorught they would be qualified to disgnose and fix the problem. After several intetitn disqussions with har

and resrn calls to me, Sharon evenneadly informed me that T wondd be requined to take the carto
a Buick deaker for diagnozis Ehe provided me with the name of the Budck deafer in Gadthezsbury
{aperoximately 5 miles away) — King Pontiac-Brick, 16200 Fredexick Road, Gaithersburg, MD (301-948-
¥itl). I expessed nry concern of airepdy having incwroed churges at Criswell Chevrolet for the diagnosis
of tha problem. If wemt (o anoiber desler, I world have to pay for the another diagoosis. { todd Sharon of
my discussion with Criswell Chevrolet and thet General Moters Techmical Assistance bad advised. them
that the wiper swilch had a histoey of malfimctions. Sharon poted that there hoad not been a genemt recall
an this part, that T was not the first ooner of the ateomobile, and that the wananty had expired. I told her
that, regardiess of these facts, I belicved we wete dealing with o mannbchoring defect.

I called King Ponitac-fhiick and spoke with the service manpger Bob Paoluce. He scheduled o
appointment for Friday, October 1. He also tokd rtie ihat e could not provide aoy relief foc the cost of
diagnesis bocaisse he bad to pay his parsoamied  He aleo told me that be conid aot provide relief for the
mnlfunctioning part, but would be willing to call Puick on roy behalf 1 retrieved myy amtomobile fom
Criswell Chevrolet, paying thewn $37.50 for their disgnogis,
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I togk the mutomehile to King Pontiac Buick. I spoke with Bob Paolucei and pave him 3 history of the
Criswell Chevmiet diagaosis, oy commnnicaton with the Boick: Corporation, vl my Baick Division File
Mumber Several hogrs later, I was called by Mike (301-948-9111, Ext. 237). The diagnosis was precisehy
the same ag that of Criswell Chevolet The sstimated cost of the wiper switch and labor was $437. Miks
said that they coakd offer a 10% disconnt. bt I felt that I should seek greater rddief from the Buick Division
aof General Motors. Mike said that, vader these circumstances, the 10% discount woald not apply, Itold
Mike to replace the wiper switch and that [ would independemly take up the maver with the Buick Division
of General Motors,

IcﬂdehmmmthEﬂ:kawﬂman&prmdadhumﬂthmﬂmm Siumnsmdshc
wonid call King Pontiac Buick 10 see if a better deal coukd ba negotited

Sharon called again later it the aftemeott and said that she talked with Eing Pontiac Buick and arrived at an
cffer of 2 20% discoont on pants and 1aber. 1 resmphasized mry faelings that the wiper switch shoald not e
matfitetionsng at 45,000 mides. And, it shonld not cost even $400 (80% of $500) to fix a windshield wiper
#ant would not torn off. [ stated thet [ peefirred 10 request reimbirsement fromn the Buick Division.  Sharon
charked one more tine with ber supervisers and then said thae the 0% cffer was the best that the Bnick
Division could do. She provided the following addrese for comespondence: BCRC, P.O. Bax 503%, Ty,
MT AROGT-5039,

King Pontisc Buick replaced the wiper switch and now T can turn the wipers off.
Monday, Ocigber 11, 1999
After remrning to my home in Towa, E consttucted ihis letter, Attaching this history to the letter.
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L PONTIAC BUICK GMC, INC. ) . Telephone
16200 Frederick Road _ . Sales & Service 301-948-9111
P.0. Box 7340 Farts 301-048-6597
Gaithersburg, Matyland 208387340 Fax 30-925-1482
E Web Address kingaute.corm '

E-mafl Address kingponttacgearals. com

"WE RECOGNIZE CUSTOMER LOYALTY TO BE THE TRUE MEASURE OF OUR SUCCESS."

o 1 - H i
e V @ == :
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Text of Phooe Message from Sharon
{Left on Voice Recordet Answering Machine on Movember 1, 1999}

This tpessage is for Mr. Oldehoefl.

Helle, there! This is Sharon from Huick Cyskomer Relations,

I just received your, pot vour, letter regarding the windshisld wipers. 1 just wamted you to know that GM's
position ie 00 mavufacturer s warranty is inlimited 2nd { know you were piven 20%% off although, you
know, GM of the dealership did not have to provide that assistance for you, they did. Sa, that, ay further
assistance is p fortheoming,

Thank yon very mnch for your ietier and have 2 nice day. Bye tyel
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November 2, 1999

Luctomer Relations

Burick Mator Division
General Motors Corporation
Nt East Hamilton Avenie
Fnt, MI 4855)

Yesterday, ! received a phone message (lefl on my voice recordae} from Sharen in Butick Custsiner
Relations. A copy of the text of ber message is sttached to this Jorier, 1 presame this is the “same™ Sharom
that ] had tafked with on several previons occasions. I'had intended for my case o be reviewed by higher
authorities since [ was appealing the decision regarding the fanlty windshicld wiper switch. 1o an ahemt
o make that happer, [ even seat 1y fetter of October 14, 1999 to a “different adkress™ than that erigivaliy
suggested to me by Sharon.

This [etter 15 semt fo clarify somse reisinformation and o request additional information.

First of all, the content of Sharon's telephone message is not completely correct. [ DID NOT recetve a
2% dlisconmt on the cost of repiacing the malfimctioming wiper seiich. [ was OFFERED a 20%% discown
bt it was my andersbmding tha o accepe it would Be o forfeit ny rights to a mons complete imestigation
of the inderlying ismies. A amall “gnodwill” discommt of $26.86 (about 5%) was applied to my bill (see the
Hilling atached to the ixtter of October 14, 1999), bt T DD NOT REQUEST THIS DISCOUNT AND
MADE NO AGREEMENTS becanse of the disconst. In fact, F iofonmed the dealership that 1 plasoed ta
discuss the matier further with tve Buick Division personnef and €M Carposate persommel. At that time, [
would have been inclined to close the case by paying the cost of 1abor 10 the dealership if & replacement
swilch would have beea provided at no cost.

At this poist, | am requecting from you a “cemplet: disclosure” of the history of the probletie encountered
reganding this wiper switch part. This shonld mchade the (otal memiver of switches insiafled in vehicles and
the total mymbar that have besn replaced, along with 3 summary accoumat of the fypes of malfunciions.
Also, I wigh to know if the replacement switch has been neadified in aty way m an attenye 10 albeviaz the
problems.

Thank you very much for your aftention 1o this matier. [ am [ooking forwand to yoor response.

Sincerely,




Text of Phone Message from Sharon
{Left on Vioice Recorder Answering Machine oo Nevember 1, 1999)

This message is for Mr. Oldehodft.
Hello, there! This is Sharon from Buick Customer Relations.

1 just received your, got vour, letter regarding the windshield wipers. 1jos? wented you 1o know that GM's
position is no manniactrer's warranty 16 unlimited qnd | know yon were piven 2096 off although, you
know, GM or the dealership did not have to provide that assistance for you, they did. So, that, any farther
assistance: is not forthcomng,

Thank you very much for your letier and have a aice day. Bye bye!
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This is an account of the telephone discussion [ had with Buick jn Decemnber 1999. T was sick during that
entire week and consequently did not record the precise date umiil latet, My recollection is that it occurred
laie in the day (arcund 600 pm ) on Wednesday, Deceriber 15,

The calt was in response to my letter of Movember 2. 1 did oot get the name of the caller, ot he said that
he was from a Ruick Division Office thas handled customer comylaints and that my lener had been referred
te him.  During the discussion, be paused often as if to take copious notes, 5o if the caller’s name nltmatedy
Emimmﬂﬂﬁmmn&ﬂﬂcknﬂlhawnmd&fﬁﬂ%ﬁmlﬁmufﬂmhﬂlm

mmmmwmmﬂmmmmmm&mmmﬁmmmwmmmm
of November 2). The focus of the discussion was on 1y request for “disclosare of the problems that Buick
" has had in genetal with the particalar wiper switch *

Ife]tth.ntﬂwcal]ﬁrmﬂm, contradictory in his responses, and in sepernl grve me the “mearomnd™

1. He first snpgested that T get infarmation of “faolry wiper switches”™ from the dealer in Marviand who
replaced the swicch. I respordded that any particular deater would NOT have general knowledge of the
failures of this particular wiper switch part. I told him that ihe chrician at Criswell Chevroler in
Gtithersburg hag been informoed by (M Teckhnical Assistence fhad Buick had 3 history of paliungiions
with this partienlar part.

2. He then said that the Puick Division did not bave inforrnation on faihges of fus particular wiper
switch part [ responded that I felt that Buick did keep such data on failuré of parts because such

information served a$ # datshase to improve the design and manufacturing of subsequent parts and it
served as a basis for possible recall.

3. He then reiterated that T shonld be talkding to the dealer and [ repeated oy prévioos tesponse (stated
above),

4. Ha then gaid tha this information was “progeictary” and could not be released by the Boick Drivision of
General Motors. 1 responged that T did not believe this t0 be true piven the information (hat this part,
in general, had a History of failurss,

5. He then tohd me that thexe was nothing he could do for me! [ responded that further comomication
would be forthcoming from either e of from my representatives.
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b PONTIAC BUICK GMC, INC. . Telephons
16200 Fredorick Road ] ) . Sales & Service a01-248-9111
. P.O. Box 7340 Tarts 301-945-5597
- Gaithersburg, Maryland 208987340 © Pax 301-626-1482
§ Wab Adcress Kingauto.com
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E-mail Address Kingportfaci@erols.com

"WE RECOGNIZE CUSTOMER LOYALTY TO BE THE TRUE MEASURE OF OUR SUCCESS."

POMNTLAG BLICE

We want your business

HO REFUNDS WITHOUT THIS INVOIGE REFAIRE CHARQEL FOR WERE NEEDEDR AWD wERE | | certify that thiz wahicie nas ean tested or test
RECEIVED BY- PEAFURMEL. driven whan resded and that the mechanies
r LIMITED: EAPRESS WARRANTY: 12 MTHS Of 12.000 | work was parforrned sailsfactanly.

MILES, WHICHEVER GOMEE FIRET, ALL ADJLISTMENT
WORK MUST BE FERFORMED AT KING PONTLAS. INC,
MONTEIMERY COUNTY REG, MO, 314, P

ThG: 4733 AIV: 352 TURNDOM, A INWOICES PRELIN CUS C M VIN 16400221854712171
TAE RELST  WYNRM INVOICED AT= 1001799 15¢24013 95 BULCK RIVIERA

ODOMETER 1M1 45316 DIST: 188 DATES INSERVICE: 010375
OATES  DEGIN: 10/01/99 IDOME: 10701499

CONCERN 41 (K WAMIPERS-HON'T SHUT OFF-IPERATES TN DELAY MOOE WHEN TURNED OFF OPERATION  TEIH AT
CORRECTION TEST W/NIPER CIRCHIT-REPLACF TIRN STRMY SUTTTH i 401 4.0

Kol {HI o ]

PART MMBER FOE NOTE  DESCRIPTION oty FIAT =23

H@ VR Y #5041 TCH 1IF [y w2 27,25
3 FACTORY  TECH: 490 - HESIN, JOEL P, (ERTEz ALATAT
TECH: 399 — LINE, DEMMIZ CERTE: AI-OLITIN
SUBTOTAL
- PRRTS 327.25
. MECHANICAL LABOA 13,5
GOCMWITLY, DISC 2.8
TYPE: C TOTAL CHARGE FOR CONCERN 434,00
) BRANE TOTALS
SURmARY (F CHARGES FOR IWVOILE (52878 PAYMENT DISTRIEUTION FCR INWILE CBX78
~ | PrRIS . rip ] TITAL CHARGE 5,15
Hg@ SUPPLIES 13.432 &
| MEcHnION. Lanca 154,50 &> ot ne 345,15
© g | LAD BISCOUNT 28, 34~ ="
2 | SR TOTAL 448, ;2 ?’
2| Tar 17,03
i TOTHL, CHOREE s
E IF Y0 HAVE ANY JUESTICHS - PLEACE SEF MITHARL TLIRWBOW éj\
0§ B W UL CLSTOMES R
E POTASE PARTEW (R DUST AS WE FENDVATE QLR FRCILITY T BETTER

e

BLATMEATOATF ¥Fl, A5 PRRT AF R SROGTNG CISTANER RASC, o LT -
CONTIME T9 PROVILE YOU QITH THE WONDERFLL SERVILE YOA) HANE CORE T0
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CRISWEI.L ey

Lotus
Lamborghini

503 QU!NCE ORCHARD RD., GAITHERSBURG, MD 20878 (301) 948-0880

HERERY ACYNOMLEDEES RECETVING
(RIGINAL ESTIMATE I.'F ﬁ]" Sﬂ E*'_F-F;nﬂ'"

MEmerwy A

PLEASE TAKE TIME TO HE'h'IEH "I'U.Il HEPAIRE AND CHARGES
IE&SU{EW 0o LlI]ERSTMIJ TI'IEH FLEASE EIE=
FOR AN EXPLANA

THAMK. TOU FOR YISTTING CRISWELL G{EUMLEI'
e e i e

ThG MO HFCAE TATE HGHCE ML
1111 p2oRg  ICVMISBARIY |
M IAGE OO ZTRCK MO,
CELIVERT CATE “TELIVERT MILES

SBLLIMG DEALER MO

PAOUCTIH DATE

A O. AT

2 20w L/F_TIRE SLOW LEAK :
WEEDS NEW TIRE (WMER ADVISED
W T

CE MAMAGER FOR AATS DESTGMA
E‘".l ll'I)I.chT'ES LIFE'I"II'I:'. CLWRENTEE ﬁPPLI u?%mm

T TATE
‘*EFSH E

N.C. REG. ﬂlﬂ?ﬁ

rmiAinaEmm

PASE 1 OF 1

CASHIER |
CHe, F.HTI[ ) APURH

"'HSJ'L{ MG ( ."HEI

CUSTOMER EIE“ME

OETOHER

%

1*
*

LOFY

850 mrs&»su
EVERY 10 SEC OR SO

AR R rd FAARR ANy -

' J.'B# 1TUT$LUEH&PHRT5

rYmemea

TECHEE‘.I sié

AR R T TR EE TR SR T e r AR Ry

JOTAL LABOR. ...
o SR
%S}Hl&me

TOTAL MESE BISC
TOTAL TAX......

TOTAL IMVOICE $

[ B0 &

SERVICE INVOICE

JB§ 2 TOTAL LAROR & PAXTS .

750

INRILE ]

FSH YOI INFORMATION il SCHHCHWLECHEWEMT:

TERNE: CABH DN DELIVERY

Ercea are based on et S MATEIA! ATGES BBt
otfwnaring Mesthanical sk it Hing tr waticles will
b & roininiumi &1 orup hal B W) ek CaltdLs oy
e it worke | decined o1 vabicle.

BEKA® MATEFWAL: & CHARGEE EOWWVALENT TO T0%
OF TOTAL AEFAIA QRDEF LADOR GHAWRGES |5
INCLLDEN FOR MATEREAE 1BED 0N YOUR
VEHICLE. APPLICABLE SUAPPLY [TEMS ARE MRITS.
BOLTS, WABHERS, PING. AEFHD SEAAYE, BOLVENT.
RAGE, TUWELS, BATTERY CLEANERS, BTG

ENVIFOMBIENTAL CONCERME, A3 'WHL A3
FEDERAL AND STATE RERILLATIONG WVERRNG
CZPOSAL HAVE FORCED LIS TG CHARGE FoR THE
EXPEMNEE INGLMRED T4 PROFERLY STORE AND
AFFAMGE DIEFOAAL ANDAUH REGTELING OF (T,
TIRES, COGLANT, RATTERIES, METAL PNATS AMD
CLEAMENG BOHLVEWTI USED M THE REFARR AN
MAHTEMMHCE OF YOLIR YEHICAE,

TARRANTY: 12,000 MLES OR 12 WONTHS DM HEW
.M. PARTS, 400F MILEY DR B0 DATE DN KEW
MOHGH, PAFTS, NO WARRANTY DN USED PARTA.

X

TUSTOMER'S SIMATURE

- O CLAME WITHOUT THIG mn/OIcE
THANE FoU
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