Far= azpatese: SV E b, 22250028

?‘g DO T Auto Safety Hotling FOR AGENCY USEONLY 235
U= pepriment Vehicle Owner's Questionnaire (VOQY) | Late Recewved 0d_or
fr rtati
Moot NATIONWIDE 1-899-DASH-2-DOT .
Trafflc Satety 1-8B5-027-4236 D8~JUN-2000  |°°-
Administration www.nhtsa.dot.gov/hotline - —
Refercince Mo,
853053

o you authorire NHTSA fo provide & copy of report to the manofacturer of your vefiicle? [ ]YES |:| HO

in the absence of an authorzation, NHTSA WL NOT provide your irame and address to the vohicle manufactuner.
Diate ! !

Signature af Owrnier

VEHICLE INFORMATION
Wahicle ldant. Mo, (WIM.p - (-zcabes stbomsr or Wehicls Maks WiElide Yodel

wirCEFIEle ar or wer £ 5 oel
1GBZKE278VZI TEE21 SATURN SATURN 1997
[] lurko

Furchase Date Engine Siza
= I3
Lealers Mama (CIDEEL |:| ':Lj:é_ﬂl

M= Cylnders F Ll InEcion
y — [

Wl ols Yoar Curnent Qdomster Reading

[&| Mew [ ]Used City Stata 7ip Cade
Antilzck Brakes |Jestrairt Swetem Criisz Contral |Drive Train
] Gur []Spart i | [ &L

Transmission Twpe
[] Morual [0 Yes  |[]3-Poid Ret wolabel | [Yes | O] Front [Van =Tk 4D
Criversloe Aty [ e-Puinl Bl [] Hear Winivan = Wotaneyols Sliatliar i g
L] O = [l O [

[ Autanatic Mu X (8] £-vhzcl Cilher Fivk Wy Tiuh
[ Passmrnsrside sirkag Qb er

\ehcle Typz Body Stvle

FAILED COMPOMNENT{SYPARTIE]) INFORMATICN
Loualior Falled Fanis]

Componet Far. Maines
06136000  |FUEL:FUEL PUMP O Let [ Right Driginal
0 frent O Rear H Raplazemant
. i 1 =Fayin
Mo of Fail res Dateis) of Fzilu-eis) 1A PR-2a00 'E'?Ih;ld ETE’I.-‘HEI Egéaiﬁmgemusry
Milzogs ot Foilurzia) £Ra00 VBl Kl = -
0 “Wiohigle Spocd at Foilureda) 0 | |"|'EE | |N‘D | | Y ES | |N‘D

APPLICATIOM INCIDEMT INFORMATION

{Pleaze describein desail the incidentis), Faillureiz), Crasaize)l, and injunytizs) an the back of this form

Crash Fire Murnber of Perzong Injured | Mrbear of Fatalit es Estinzted Propety Damage | Reparted ta Poline

D Veg X] Ma |:| Yae Ma | n [ ¥es [N

HARRATIYE DESCRIPTION <F FAILUREIS), INCIDENTIS), INJURYTIES)

CONSUMER RECEIVED A RECALL LETTER ON FUEL PUMP. DEALER EXTENDED THE WARRANTY TCQ
TOMILES. CONSUMER FELT LIKE SHE WAITING ON A TIMING BOMB TO EXPLODE. “AK

The PRvacy Aot of 1574- PUBIC Law G3-070 1 (T CTaticn 5 ruJested pUrsUant 1o autnorty vested in (e Hanonal Highway & <
5 hssquent amsndmeants. You arg uncer no olligation te reseand this questicnraing. Your r@snonss may b J58d 1o &s3is the NHTSA in detanmiaing
nhisther @ ranufactrer should take aporoeats aclion to corracl & safety defact. If the MHTSA procecds with administrative enforcement or litigaion

Ial:aa N & manufacture, your response, or @ Satistical summary thereaf, may ke usec in suppod of the agency's aotion,




' Fary' Agipiansd; OUWLE. Mo, 21170008

e DOT Auto Safety Hotline FOR AGENCY USE ONLY a5
Us pesantment Vehicle Owner's Questionnaire {(VOQ) | ®eRmetdr iy - 1, L
of Transportation
NATIONWIDE 1-888-DASH-2-DOT N _—
Matlenal Highway ) W | M
National High 1-888-327-4236 be-90-2Boo”

www.nhtsa.dot.gov/hotling

Administration
OWHNER INFORMATION (Type or Print}

OFFICE
BEFECTS INVESTIGIReIgnc No
863053

Wi'ork Mumbar

IHurnn Hu
of your rehicie? YES NO

ant afdrazs o tha vaRicks manufaciurer,

Date_o tefle! N lap!

612736

Da
L]

e T E - L L Pt Ear = = T TR EETES T AT mILE E T AT .rw 1 - QRMRT“]N
weflich Mgant. Mo, [VIM.] A orated ot bettom ol | ighicle hiake Wehicla Modsl Wehicle Year Gurrent Cdomater Reading
wirsiskiald o treers sede|
1GBZKE2TAVZ1Y5621 SATURN SATURN 1997
" | Purchase Date ‘ - ' inm Bi [] Turbo
FANGPRT- LY oomersveme Soduna ) flrdeselin. ! Fmese % Diesel
T —— Ges
RiNew [used Gty wd’lﬁlam stae M A Zip Code_ LG O Mo Cylinders ] Fet npectior
Transmissan Type |Antibock Brakes |Restralint Syswem Cruiss Conlrcl |Orve Traih  [vanicls Typs Body Style
20
] Manusl O ves [[J*Pontget [Molorkett | Yeo Fsont IECU:I: Dfﬂlm %mx:
iwerside A 2 Byint Bakt Rear ini
X Avomatic | D0 o |B OersieAeee PO [ No Batwml gﬂ:erm [ sl | cinives il
[¢] Passengerside Arbag : — E Char
FAILED COMPONENT{S&)FARTLS) INFORMATION
Gomparent [Fart Hame{s Lacation Failed Part(s]
08136000  |FUEL:FUEL PUMP [ et Right [] onginal

D Front Hear D Replacement

Ne of Failres Dateis) of Failure(s)____01-APR-2000 et Beliald
0 Milzagpe at Failres) 45000 vl
Wahicle Speed at Failurs) ) [O¥es [ONo| [ Yes [JNo

APPLICATION INCIDENT INFORMATION
iPlease: describe in detail the incidenks), Failure{s), Srashies), and Injuryfies) on the back of this form}

" Fire Mumber of Peraots Injured | Murber ol Fatalbas Estimated Froperty Damege | Repartad to Polca

Crazh

2. e Mo '

[Tves [K] Wo L L o Tves [No

NARRATIVE DESCRIPTION OF FAI LURE{S), INCIDENT{S), INJURY{IES)

CONSUMER RECEWED A RECALL LETTER il'.l'hl FUEL PUMP. DEALER EXTENDED THE WARRANTY TO 70
MILES. CONSUMER FELT LIKE SHE WAITING ON A TINING BEOME TO EXPLODE. "AK — .

] prnehpsmn (AL pom doce  To fFEm M”
Jﬂ«umn 9"11} Wﬁlﬁd} ﬂ.lg‘:eu—fﬁ&

Whﬁawmwm ﬂ,(fa.&,-u’_z ,{,i"' gﬂaaaﬁ‘;g—ﬁf“
—-— [-[-;
Wl BACK |F HEEDED
he Privacy Ac of 1974-Public Law 33-573 Ths miwmatan is requested pursJant ko authority vested in Lhe Matiomal Highvey TG SafluteAct arad
LeHE afperadments. Yol ar undar no obigation 1© respond this questionnare. Your reaponse may be used to assist the & m S&emining
ether a manufacturer should teke appreprlate action to cornecl a satety defect. If the MHTSA procseds with agiinisiralive enfifcament of (Iigaton
st & manutactinar, your response, of a slatistical summary thereof, may be used In support of the agensy's action.




Saturn Carporation | m" 2/ f%{»m S)M

100 Saturn Parkway

Pk Box 1500
Sering Hell, TH 371 74-1500

April, Z00H)

IGBZRS2TEVZ1T562]

We are writing to let you know of a Spectal Policy relating to 1997 mode] year Satwn vehiclas, The fuel
pump i these vehicles may fail prematurely and cause extended crank time, loss of power, and pessible
no—start conditions.

As a result, Saturn will provide fuc] pump replacement coverage for a period of six vears from the date the
vehicle was originally placed in service, or 75,000 miles, whichever cecurs [irst. This Special Policy
covers both the original owner, and any subsequent owners for the six  year/75.000 mile duration_ Please
keep this letter with your other important glove box literature for further reference.

This is not a recall campaign. At this time, it is not necessary to {ake your vehicle to yvour Saturn
Retailer as a resale of this tetter. However, il vou belicve that your vehicle exhibits one of che
symptoms deseribed above, please contact your Saturn Retailer for assistance.

If your vehicle should require a fuet pump replacement within six-yvears/75,000 miles, whichever zomes
first, Saturn will repair your vehicle at ne chane. A Satum Relailer must perform repairs gualifying lur
this special coverage, and the time needed to replace a fuel pump is apprﬂxlmﬂ.ltl"-f 1.5 hours, although
s01nC addltmnnl time may be required for paperwork and processing, .

You will be eligible for reimbursement i€ von have already paid for some or all of the cost to have the faei
pump replaced. and vour vehicle was within the six-year/75,000 miie parameter ar the time of the repair.

If yon have already paid for some or all of the eost to have the fuel pump replaced, and the reparr was
performed by a Saturn retail facility, contact vour Saturn Hetailer to discuss reimbursemment. The facilicy
will have all the necessary documentation to process your reimbursement. If the repair was performed by
a non-Samm facility, vour Retailer will need your original paid receipts ot invoices verifying the repair,
prood of paymient. and proof of ownership of the vehicle at the time of the repair.

We sincerely regret any inconvenience this may cause you. However, we have taken this action in the
interest of vour continued satisfaction with our produet. If yvou have any questions, plaase contact your
Saturn Retaiter or the Samrn Customer Assistance Center at 1-800~-553—6000 prompt 3, or for 1he hearing
impaired, 1-800-833-6000. We want you to know that we will o our best, theanghout your ownership
experience, to ensure that your Saturn provides you many miles of cnjoyable driving,

Sincerely,

Satrm [ ortoEat o
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PRESIDENT

SATURN CORPORATION
L0 SATUREN PARKWAY
F.O. BOX 1500

SPRING HILL TN 37 74-150)

TTIQPE TTIAT YOU, AS A WOMAN. WILL UNDERSTAND THE SHOCE, ANGER,
DISAPPUINTMENT AND FEAE THAT TFELT UPON RECEIVING NOTICE OF THE VERY
PROBABLE FAILURE OF THE FUEL PUMP CF MY 1997 SATURN! MY PROFILE:

I apd 70 YEARS OLE, THE PRIMARY CAREGIVER FOR MY 88 YEAR OLD MOTHER, WHC
SUFFERS FROM ALZHEIMER™S DISEASE

[ AM THE SOLE PROPRIETOR OF MY OWN BUSINESS.

T AM A GRANDMOTHER ACTIVELY INVOLVED WITH ¢ GRANDCHILOREN.
OBVIOUBLY .. ...
MY SATURN 15 NOT A FRIVOLITY; IT 1S MY LIFELINE. TIHE PRIMARY RCOQENTRECMENT OF
MY VEHICLE IS THAT [T HAS T BE DEPENDARLE; YOUR LETTER TELLS ME THAT 1T 15
NOT!
THE IDEAL TIME FOR THIS FUEL PUMP TO FATE. WORTLD BE BETWEEN 9 AWM AND
NOONTIME ON A WEEKDAY , 30 THAT TT COULD BE TOWED TO A BATUEN DEALFR AND
BEPAIRED THE SAME DAY (ONLY ON THE UNLIEELY CONDITION THAT THEIR SERVICE
DEPARTMENT HAD A 15 HOUR SL.OT OPEN). BECAILISE IT 1S HIGHLY UNLIEELY THAT
SUCH AMECHANCAL FALLLRE WOULD OCCUR AT AN DPPORTUNE TEME, ! FEEL 1
CANNOT DRIVE THIS CAR WITH CONFIDENCE OF [TS RELIABILITY.

THE FOLLOWING TRIPS INDECATE TYPEC AL LISES OF THES VEHICLE,
MEIMCAL VISITS WITH MY MOTHER
EXCURSIONS WITH GRANINHIL.DEEN

BUSINESS TRIPS CAIT OF STATE, DISTANCES OF 30+ MILES FOR SEMINARS,
RESEARCH, AND PLIRCHARES (OF GOODS.

YISITS WITH FAMILY, 100+ MITLES,
MANY OF THESE TRIPS ARE ON WEEKENDS, AND INVOLVE LOTS OF NIGHT DRIVING. IS IT
MECESSARY FOR ME TOHAVE A CELL FHONE, WARM (CLOTHES BECATISE THE HEATER
WILL NOT WORE, AND A PRAYER BOOK 50 THAT ANOTHER MOTORIST WHO MIGHT STOP
WOULD BE A GOOD SAMARITANM AND NOT A PREDATOR? YOU HAVE PUT ME IN AN
UNTENABLE STTUATION|

1 FIND ALL OF THE FOQLLOWING OPTIONS UNACCEPTABLE.

RIDE AROUND FEARFULLY TN A POTENTTALLY DANGERCUS AUTOMOBILE

SELL THE CAR AT A LOSS TO A BUYER WILLING TO TAKE ON THIS RISK (IF OME
C AN RE FOUNTY

ASSUME THE RESPONSIBILITY, WHICH SHOULD BE Y(ATRS AND TAKE ON THE
CONSIDERABLE EXPENSE (F THE REPAIRS.

I AM EXTREMELY DISATTOINTED IN YOUR O
CONTENTS OF YOUR LETTER.
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Saturn Corporaticn
Cuatamar Asszianae Cerer

100 Sawu-- Pateway
PG Box 500 / EI{{] 2 _AD W
Sprirg 4, TH3? 74 0500 4 d; e die a.
Talepnaae 1B REE G000

April 24, 2000

RE: 1GEZIRS27BVILITESRZ]

’n response Lo your most recsnt lettar, T would like to take the
opportunity to sxplain how correepomdence to Cynthia Trudell iam
handled., After mail is reviewed ino MHe. Trudell'a office, it i
forwarded to the Saturn Customer Assistance Center for ection. I have
been empowered by Ma. Trudell =o act on her behalf. I want ko agsurs
you that your situation has been taken sericusly, and the fact that
Mg. Trudell is unable to anewer every piece of corrsspondence
personally by no means indisates a lack of cencern on her part.

in an effort to bring clarification to your gituation, I khelieve ik is
necessary to explain Saturn Corperatiom's position. Rlthough the nesod
for repairs is unfortunate, motor vehicles are complex machinery and
aometimes they do break or require replacement parts. That ia why
every Saturn =old ls backed by the New Car Limited Warranty. Saturn
Corporation will pravida for repairs to the vehicle during the
warranty period {3 years or 36,000 milesa, whichever comes first) to
coprect any vehicle defect related to materiales or werkxmanship.

Wwe track all warranty repairs and conduct case studies to indicate a
peak in any type of necessary repair. dSince we found o greater than
average number of repairs to the, fuel pump on 1997 Saturna, Wwe leeusd
'a special policy extending the coverage an this part. This deea not
mean that every fusl pump ¥in the 1997 fail. In faest, it io probabla
that you will never have aifuel pump failurs; but if you do, Saturn
Corporation will stand behjnd it for six years or 75,000 milas,
whichever comes ficzetf. 4

-

Saturn will contlaoue to atand behind our product. Your concerns have
bean docunented and reviewed thoroughly .-

Thank you for giving Saturn the gpportunity to review your CORCECN.

Eincerely,

it (AL

Lynette <. Sullivan
Eaturn Customer Agsietance Center
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Replacing Your Fuel Pump

By BOB FREUDEMNBERGER

| Ten minutes late.

Gulp half your coffee, spont oul 40
the car. Twist the kev and she
cranks. And cranks, And cranks,
No fire, and vour vlcer potential
inUredses

SATUR Dﬂ‘l’ along with
MECHANIC your bloo

PTEESUTE.

Il always seems o happen when
vou're behind schedule, as if the
gods of internal combustion are
aternally againsi you. You should've
paid attention (0 that occastonal
bucking on the highway.

if there's anyvthing over 80,000
miles on the odometcr, but more
comunenly 100,000 pluys, there’'s a
pacd chance that the cause of this
distressing no-start condirion is an
electric fuel pump that’s no lunger
cupable of forcing fuel forward with
sufficient pressure. Even if the con-
dition hasn't reached the polnt of
grounding you, pump inadeqguacies
can cause numerous driveability
problems, such as momentary cut-
ting out, hesitation. low power and
stalling =t inopicriune Moments
rypically, ']l start again after it's
cooled off.

4 plugoed fust fiter won'? only
slop the engine, i°1 algo kil
the pump. M wouldn'! hud 15
remiave any ok from the lank
willie the pomg 15 oul. But
dont wse pour SHOD VACULI.
i}se something noneiectrical,
fike 3 rag, 50 Fou worr'l hurn
dlow i garage.
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Degree of Difficulty

@ @ CIFFICULT

‘ot years. the car companies
have been looking for a pumplife
of 10,000 hours (sav, 400K miles| ss
a bogeyv. Now, thev're asking their
LT suppliars for "lite-of-car” {that
oy rmiles sl a car's life span
arymocet). Lo reach (his goat,
pump makers have lenvered amper-
ape Uraw and balanced armatures
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