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December 17, 1999

Chevrolet Motor Division
Customer Assistance Cenrer
P.O. Box 7047

Troy. M1 480077047

To Whom It May Caoncern:

[am writing in regards to a recurting problem I am having with the front brakes on my 1998
Cheviolet Malibu LS.

Bztore I get into the specifics of the problem, let me give you a brief mandown of my history with
Chevy products. My wife and I purchased our first Chevy, 2 1995 Cavalier Coupe, in July of 1995,
Having been extremely happy with this car {it was only in the shop twice duning the 30,000+ miles we
cwned it), when it came time to purchase another vehicle we headed straight to our Chevy dealer.
This time, in September of 1997 we purchased our second Chevy, a 1998 Malibu LS. This car has
been very good (o us except for the probtem with the front brakes. As much as we liked the Cavalier,
Tuly of 1990 saw the naed for us (o step into sometinng larger - a 1998 Chevy Blazer LS (4WID. So,
we currently own two Chevy products, the Malibu and the Blazer. As you can see, our feelings of
brand loyalty are pretty obvious.

It is now with regret that I feel T have 1o wrile 1o you concerning the problem with our Malibes front
brakes. We have had, on numerous cccasions, the annoying probiem of the front rotors warping and
causing moderata (o severe pulsation in the front brakes. Tt has been most severe when coming 1o 2
stop while travelling downhill or braking at higher speeds (i.e. brzking on an exit ramp) and after the
car has been driven tor fifieen minutes or so.

This problern was ficst addeessed on June 17, 1998 at 8,693 mules. New Britain Chevrolet (formerly
Lee Chevrolet from whom the vehicle was purchased) turned the front rotors and sent me on my way.
The problem resurfaced and the fromt rotors were replaced on October 28, 1968 at 12,610 miles. The
same problem rzoccurred and the front rotors were again replacad, this time by Schailar
Chevrolet/Oldsmobile/Cadillac {formerly Nzw Britain Chevroiet} on August 11, 1999 at 23,247 wiles.

It was on this third attempt to resolve the problem that I questioned the Service Manager for more
derails and he responded with .. GM has had this probiem oo a tor of Malibus and Cutlasses...the
rotors are 5o thin they just keep warping...we don't even resurface them when we do a bruke job
because they ta sq flimsy...we just replace them with new ones..."” As you can guess, ] was surprised
and not pleased at all by that response. Afier staling my concamns that the problem is not being
properly addressed, off I went.

My days of good braking ended quickly. On Ocrober &, 1999 at 25,198 miles, the velucle was back
in, amongst other things, for a new set of front brake rators. This time, Schaller .. replaced the
rotors, cleaned the hubs, checked for run out. ..and adjusted the brake light switch, per tech line...”



That has been two months now, It appears that the braking problatn is tecurring again at this time.
The pulsation is slight in nature as it usually is in the beginning before gradually becoming worse. |
am also experiencing two other problems with the vehicle {non-brake related) and will be setting up
un appointment with Schaller within the next couple of weeks to have them taken care of alang with
an gil and fijter change. It is obvious that I wiil also have 1o ask them to inspect and correcr the frong
rotors yet again. [am ulso experiencing an annoying “click™ every time the bruke pedal is depressed.
This i5 a pew problen that never occured before and T will also kave Schaller book ar this. 1 would
like o poine our that we never experienced problems like this on our Cavalizr and our Blazer seems o
be just fine {it only has 5,600 mil2s on it).

[would alse like to note that when the front brakes get wet {either from washing the car or driving in
the rain}. the brakes make a ot of neise when applied and seem ko “skip” where they grab. then don't
grab, then grab.... [ menticned this problem o the dealer a while back and was told that is normal. {
have my suspicions about that since. again, this never happened on cur Cavalisr and doss not
currently happen an cur Blazer,

Now comes my big concern. [ am unsure of the safety of thiz vehicls. [ am concerned that my brakes
will not function properly when called upon to do their job.

I am also concemed as to what will happen on September 5, 2000 or at 36,000 miles when the vehicle
is no longer covered by your 3-y1/36,000 mile bumper-to-bumper warranty. Given the history of the
front brakes on this car, it looks 1ike brake jobs will be required twice a year on average. And
who’s expense? [certainly don't believe it should be mine. According to my dealer, this is a problem
that Chevy {and Oldsmobile) is well aware of, yet no permanent sohstion has been presented,

Recently, 1 performed a search of the NHTSA s website for recails and service builetins regarding the
fromt brakes on these cars. T was unable to find a perfact match possibly because full descnptions are
not available on-line. I have o wonder thovgh, if ir's possible that they just haven't received enoogh

complaints yet conceming this matter. T will continue o check back there to see what comes op.

In the meantitne, | hope Chavy will contact me with a solution to this problem and Lhope the
information I supplied 15 useful in ceaching that salution. It is no fun making arrangements to bring
your gar to the dealership every few months for the same cepair.

Thank you for your time in this macter. Ican be reached at (864 529-8882, x251 (daysi, (860) 677-
9565 (mghts} or at the above return address.

cc: Service Manager, Schalier Chevrolet/Oldsmobile/Cadillac



March 3, 2000

Chevrolet Motar Division
Customer Asgqistance Center
P.O. Box 7047

Troy, MI 48007-7047

To Whom It May Concern:

[atn writing 1o express my extreme disappointment with Chevrolet's Customer Assistance
Center and 1y 1998 Chevrolet Malibu LS.

On December 17, 1999 I wrote a letter to Chevy outlining the probicms and concerns I was
having with my 1998 Malibu LS. The following week [ received 4 call from Autumn Height
{unsure on the spelling of the name) at Chevrolet's Customer Service Center. She stated that
my letter had been received and a file was being set up. She then proaceeded to say she had
spoken with my dealer {Schaller Chevy/Qlds/Cadillac in New Britain, CT) about the problem
and . .they are working on it...” That’s it —they're working on it! She did not address any
of the concerns I expressed in my letter. As [ stated then and I restate now - what happens
when my 3/36 warranty expires? Right now [ simply bring the car in every few weeks or 3o
and my dealer fixes (or trigs to fix) what is wrong at that time. 1 am concerned as 1o what will
happen on September 5, 2000 or at 36,000 miles when the vehicle is no longer covered by
your 3-vt/36.000 mile bumper-to-bumper warranty. Given the defect history of this car, it
appears this vehicle will be reqguinng repairs on a regular basis. And at who's expense? |
certainly don’t believe it should be mine.

As for defects with the vehicle itself, the front brake rotors have been the biggest (but not the
oniy) cutprit to date. The vehicle has been mn six {§) times for brake rotor related problems.
They have been replaced three (3) times, tumed once and have had new front hub/heanng
assemblies installed. Thave also had the lower control armms replaced twice dug to a squeak
(which is still present I might add). Currently, I am awaiting new power steering hoses to fix
the leaking ones T have, am experiencing problems with the cruise control on/off button on the
steering whael and have an annoying knock when making night tumns at low spesads in damp
weather. The car has been in twice for the knock, but, unfortunately, the weather has always
been dry. -

I have now become the brunt of jokes at the deatership. When i bring the car in I hear
comments ranging from “.. every time this car comes in it’s a laundry list...” 10 ™. .see you
soon...” [have attached this vehicle's “laundry list” for you to look over.



I am disturbed by the fact that Chevy simply ignored these concerns of mine. It has left me
with one belief — that Chevy can’ wait [or this car 1o be vut of warranty so the repair expense
¢an be passed along 1o me.

I find it hard to believe that all Malibus are like this. I surely hope GM products in general are
better built than this car. it has come to the point where my wite and T are considenng
replacing this car with something more reliable. Cuirently, Chevrolet {or GM for that matter)
does not appear on my list of replacement vehicles. Having had good luck with a Chevy in
the past and being pleased with the Blazer we bought last July, [ am willing to give Chevy
another chunce. Howewer, that will all depend on the response [ receive from this |etter. If it
i5 anything like the response te my first letter, you can rest assured that [ have purchased my
last Chevy/GM vehicle.

Thank you for your time in this maner. [ can be reached at (B60) 529-8882, x251 {days).
(B&60) 677-9565 (nights) or at the above return address.

Sincerely,

cc Dave MacMeekin, Service Manager - Schaller Chevrolet/Oldsmuobile/Cadillac



1998 Chevy Mallbu LS

viN ¢« MR 1 ANS S2MESwy L1187
Listing of Wasranty Sarvice Parformed by

La# ChavrolatNew Britain ChevrolatSchallsr Chavralet

Dale Miles | Complain ] Baaler Achion
B 17a8 Qgy3 Squeak from front suspansion over bumps Install updated 'ower control arms par DSHE
Hrake pulsation Fasurdaca fronl trake rotors
1HER | 13070 |Prake pulsalion ] Qrdar new front braka rotors
10/26/38 | 13610 |Brake pulsalion " |Repiaca front brake rotors
1425499 16130 |Knock naise ar dunk coming from raar of LUnabls to duplicate condition (a1 a damp
yhicla day)
8/11/98 23247  |Brake pulsation |Peplace front brake rotors !
BAAGE | 34250 IWhirring saurd from right frae of vehitle [Crder mew sitarater and pelt lsrgicner
pELLiThE 25198  |Whirring sound 'rom righi front of vehichs Pepiace altemaior
Chatter noisa from sngine comparmert Peplace dive belt lansioner
Brake pylsation Peplace Iron brake rotors, claan hobs
Driver's powet window makes noise Unabla to duplicate conditian
17500 28236 |Brake pulaation Inatali new front hub/bearing assambliag
Squeak whan driving over dips in_road Inst=il new frant lowear conticd anms
Canter arm resl is D05 Tighten locse pival hinge assenbty
Thumyg nelse from rear end whan making Unrabim bo duplicaie condition {not a Jamp
right turng on damg days day])
Blowar lan raked naise on spead 2 Linabta ta duplicale condilion
Chok noige when deprassing brika pedal Unab-a to duphcale condition
2100 29070 [Fluid lesking 1Qrder new power stearing hoses

— vy,




May 15, 2000

Chevroiet Motor Division
Customer Assistance Center
F.O. Box 7047

Troy, MI 48007-7047

To Whom It May Concern:

[ am writing once again to express my extrerne disappointment with Chevrolet’s Customer
Assistance Center and ey 1998 Chevrolet Malibu LS.

When [ last wrote you on March 3™ [ enclosed a “laundry list” of the protlems I was
expenencing with my Malibu. Since then, the ¢ar has been back to the dealer three times far
service. The following is a sunumary of these visits: :

March 6" Fluid leaking, Light in cruise control switch not working

March 29"-302 Power steering fluid leaking, Light in cruise control switch not
working

April 24" Brake pulsation, Thumpvknock from rear end when making
right turns on damp days, Varions knocks and squeaks from
suspension

A revised “laundry 1150 with ail the other details (miles and dealer service) is artached for
your (ise.

It shouid be noted that this is the 7™ time the vehicle has been in for brake-related problems
and the 4™ time the rotors have been replaced. This is also the 4™ time the vehicle has been in
for suspension noises and the 3™ time the lower control arms have been replaced. In fact, my
vehicie's suspension has more squeaks and creeks now than it has ever had. It is apparemt to
me that Chevy is not attempling to solve these problems but is merely applying a Band-Aid
solution. Curiously enough though, my service advisor stated that he has not had these
prehlems with 2000 model year Malibus. Now this leads me to believe that Chevy has indeed
solved the problem. The big question now is —if Chevy has solved the problem then why
haven't they passed aleng the solution to dealers?

I would also like to make you aware that when the vehicle was in for service on March 29-30,
I received a rental car from a national cental chain, When an empiloyee from this rental ¢ar
chain was driving me back to the deatership on the 30, he asked what type of car I had that



was being worked on. When [ teld him a Malibu he began te chuckle, asked if it was my
brakes that were the probiem and proceaded ta tell me that they hava to get the brakes done
every 8,000 miles on all the Malibus in their rental fleet. | have aiso searched several Intemet
forums on automobiles and have found a common theme of faulty brakes and lower control
arms on Maiibus.

Given the response to my last letter in which Chevy emphatically stated that *. .. we can offer
no assistance at this ime.. " | feel T am faced with the following course of action. First, [ am
going to write a letter to the NHTSA requesting an investigation into Malibu brakes and lgwer
control arms. Secondly, per my owner's manval, [ am geing to write a letter and request & file
be opened with the BEB and seek recourse throngh them. Finally, [ am going to write a letter
to the State of Conngcticut Department of Motor Vehicle's Dealer and Repair Division and
see whaut legal recourse [ have through them. It is unfortunate that Chevy has pushed me
down this path rather than being proactive and trying to maintain customer satisfaction.

I will, however, give Chevy one last chance before [ proceed with the above course of action.
The only question is... will Chevy do the right thing and purchase thig vehicle back from me
and put me behind the wheel of a comparable equipped 2000 Malibu LS? 1 lock forward to -
your response to my finai offer.

Thank you for your time in this matter. [ can be reached at (860) 529-8882, x251 {days),
{860) 677-9565 (nights) or at the above retum address.

Sincerely, ,

cc:  Glenn Anderson, Service Manager - Schaller Chevrolet/Oldsmobile/Cadillac



1388 Chavy Mallbu LS

VIN ¢ R 15 iNE FIMS WY 11la1e]
isting of Warramty Service Performed by
Lse Chevrolat/New Britaln ChavrolstSchaller Chevrolet

[ Date Mies | Complaint [ Dealer Action
a7 483 Squeak trom front suspension ovar bumps [nstall updated lowsr contral arma per DESE
Brake pulaation Fesurlace tront braks rotors
| 10/13/98 13070 [Brake pulsation ICirder now frot braka rotors
[ ioze/gs 13610 [Brake pulsation [Replace front brake rotors
1/25/36 16130  (Knock nolze of olunk cotmdng from raar of Linsble to duplicale condition (not a8 damp
vehicla day]
RS 23247  |Braks pulsation [ Renlaca front brake mators
[ _sndee | 24269  [Whirring sound from right front of vehicle IGrder new aHemator and belt tensioner
10/6/89 25192 [Whirring sound from right rond of vahicle Heoplace alternatar
|Chatter neise from angine companment Haplaca drive belt tansionar
Eraka pulsation Heplace front braka iotore, clean hubs
Drivar's powar window makes nolse Linable o duplicale conditicn
/5000 28335 |Drake pulsation Feplace front hubearing assembliag
Squask whan driving over dips in read Heplaca front lower conlral erma
[(Centor amm rast iz kooss Tighten iagss pivot Hinga assambily
Thurmp noige from rear and whan making Unabda to duplicate conditlon {nat a demp
'n_'ght s on damp days dayy
Blower fan makes nolse on speed 2 Unabks {o duplicate condition
Click nore whan depressing brake padsl Unabk 1o duplicate condilian
[ 2100 22070 [Fiuid loaking |Order new power staring hose
Vo0 30984  [Flid leeking Replace powsr steanng hoss; Groer new
powear steating puUmp
Light in cruite control switch not warking Crder new cruise contol switch
229 - 31298 |Power steenng Muid leakdng Baplacs powsr stsaring pump and hose
g Ticli e it in cruige contral swich not working Heplace cruiss contepd swilzh
A0 32125 |Brake pulsation Faplace Iront hrake rotors and pads
Thumpknock from raar end when making Remove rear sway bar and hbricate
| right hums on darme deya bushings
Yarioua knocks and agqueaks from Replaga front kawer ¢ontrol arms
Euspansion




