
September 10, 2004 
 
 
 

Lakeland, FL  
 
Service Request:  1-208694714 
Customer Relationship Manager: Mary Christ 
 
Dear Mr.    
 
We would like to discuss your request for assistance regarding your 2004 Chevrolet Malibu, but 
we have been unsuccessful in our attempts to contact you. 
 
To help us review your request in a timely manner, please contact me at 1-866-932-4368 ext. 
38846 on Monday through Friday during the hours of 8:00 a.m. and 4:30 p.m. Eastern Time.  
Please refer to your service request number above and I will be happy to assist you.  If I am not 
available when you call, please leave me a voicemail with your phone number and the best time 
you can be reached.   
 
If you are experiencing an urgent concern and I am not available, please contact our Chevrolet 
Customer Assistance Center at 1-800-222-1020 and any of our representatives will assist you. 
 
Sincerely,  
 
General Motors Corporation 
 

rosa.howell
B6

























































September 10, 2004 
 
 
 

Flushing, NY   
 
Service Request:  1-209236714 
Customer Relationship Manager: Maura Platt 
 
Dear Ms. 
 
We are sorry you continue to be dissatisfied with the decision we made concerning your 
2004 Chevrolet Malibu.  We know you are sincere in the position you have taken, and we trust 
we have been able to explain our point of view. 
 
In circumstances such as these, General Motors believes that our customers should have the 
opportunity to deal with unresolved matters in a fast, fair and free dispute resolution process. For 
that reason, we participate in the Better Business Bureau’s BBB AUTO LINE program, an 
independent dispute resolution process administered by the Council of Better Business Bureaus. 
BBB AUTO LINE provides mediation and arbitration for eligible warranty-related disputes. 
 
As a GM customer, BBB AUTO LINE is available to you at no cost.  In certain circumstances, 
you may be required to use this program prior to participation in other resolution methods.  The 
BBB AUTO LINE program is discussed in your vehicle’s “Warranty and Owner Assistance 
Information Booklet.” 
 
To file your case with BBB AUTO LINE, or get more information about the program, call the 
BBB at 1-800-955-5100 (Monday through Friday during normal business hours). You may also 
access the BBB AUTO LINE website at any time (including evenings, weekends and holidays) 
by visiting <http://www.dr.bbb.org/goauto>  
 
Whether you contact them by telephone or Internet, the BBB will provide you with full program 
details, current eligibility standards of the BBB AUTO LINE program and will assist you with 
any questions you have. 
 
Thank you for the opportunity to review this matter. 
 
Sincerely,  
 
General Motors Corporation 
 













































BRC REPURCHASE WORKSHEET
File Number Customer Name Worksheet Filled Out By:
1-209268530 V. NELSON

Old Vehicle VIN: New Vehicle VIN: Date:
1G1ZT54894F 13-May-04

TRADE REPURCHASE STRAIGHT REPURCHASE PAYMENT / LEASE REPURCHASE
Lease Terms  MO __ MI  ___   Lease Usage Mo __ MI __

1 Replacement Vehicle Costs $0.00 1 Base Price $19,500.70 1 Down Payment / Cap Cost Reduction $0.00
2 Equipment Transfer $0.00 2 Conversion Price $0.00 2 Additional Payments $0.00
3 Total Sales Tax $0.00 3 Sales Tax $1,475.68 3 Reg./Lic./Title (opt) $0.00
4 Total Reg./Lic./Title (opt) $0.00 4 Reg./Lic./Title (opt) $20.25 4 Aftermarket Items $0.00
5 Aftermarket Items $0.00 5 Finance Charges $0.00 5 Collateral Costs $0.00
6 Collateral Costs $0.00 6 Aftermarket Items $0.00 6 Pre-Judgement Interest $0.00
7 Pre-Judgement Interest $0.00 7 Collateral Costs $0.00 7 Annoyance / Inconvenience $0.00
8 Annoyance / Inconvenience $0.00 8 Pre-Judgement Interest $0.00 8 Other
9 Dealer Admin / Vehicle Transfer $0.00 9 Annoyance / Inconvenience $0.00 9 Total Additions $0.00

10 Other 10 Other    10
11 Total Replacement Price $0.00 11 Total Purchase Price $20,996.63 11 Usage/Depreciation $0.00
12 Usage/Depreciation $0.00 12 Usage/Depreciation $0.00 12 Damage $0.00
13 Tax/Title/Registration Contribution $0.00 13 Damage $0.00 13 Over-Allowance $0.00
14 MSRP Upgrade $0.00 14 Over-Allowance $0.00 14 Negative Equity $0.00
15 Damage $0.00 15 Negative Equity $0.00 15 Incentives 1,750.00$        
16 MSRP Downgrade  $0.00 16 Incentives (deduct) $1,750.00 16 Over Mileage Penalty 
17 Customer Cost (review L.L.) $0.00 17 Total Deductions $1,750.00 17 Total Deductions $1,750.00
18 18 18
19 Repurchase Subtotal $0.00 19 Repurchase Subtotal $19,246.63 19 Total Refund to Customer ($1,750.00)
20 Loan Payoff $0.00 20 Loan Payoff 5-29-4 $18,831.34 20 Attorney's Fees $0.00
21 Total to Dealer & Customer $0.00 21 Total Refund to Customer $415.29 21 Dealer Buy Out / Payoff Amount $0.00
22 Attorney's Fees $0.00 22 Attorneys Fees $1,500.00 22
23 Total Repurchase $0.00 23 Total Repurchase $20,746.63 23 Total Repurchase Amount ($1,750.00)
24 NADA $0.00 24 NADA $19,970.00 24 NADA $0.00
25 Estimated Auction Price $0.00 25 Estimated Auction Price $14,777.80 25 Estimated Auction Price $0.00
26 Projected Loss $0.00 26 Projected Loss $5,968.83 26 Projected Loss ($1,750.00)

OVER ALLOWANCE CALCULATION
PURCHASE PRICE (before t/t/t) 19,500.70$     TRADE ALOWANCE PURCHASE PRICE
MSRP ( FROM BARS INVOICE) 21,970.00$     PAYOFF OF TRADE INCENTIVE* (from BARS) 1,750.00$        
DIFFERENCE (2,469.30)$      DIFFERENCE -$               OVERALLOWANCE
if positive look for over allowance (2,469.30)$      if negative=negative equity ACTUAL PRICE (1,750.00)$       

TRADE ALOWANCE
ACV OF TRADE
DIFFERENCE -$               do not include fuel file credit
acv=actual cash value include GM card points









Privileged and Confidential Information 
CASE ASSESSMENT FORM - PILOT 

Start: 10:15  Interrupt: {Time}  Start: {Time}  Interrupt: {Time} Start: {Time}  Interrupt: {Time}  Total: 25 
 

Case Assessment By: VICTORIA NELSON State:  OH 
 
Customer Name: Service Request: 1-209268530 GM Legal File No.:   N/A 
 
Vehicle ID No.: 1G1ZT54894F  In Service Date: 12/31/2003 Vehicle is: NEW BAC Code: 112793 
Year, Make & Model: 2004 CHEVROLET MALIBU LS SEDAN   

    

VEHICLE REPAIR HISTORY 
 
Throughout the entire form, use an asterisk (*) if day(s) out of service are already counted in another category. 
 
PLACE A CHECKMARK IN THE BOX FOR THE MAJOR CONCERN BASED ON REPAIR ORDERS.  USE “N/A” IF THERE 
WERE NO REPAIRS FOR THE COMPONENT GROUP. 
 
 

 Steering 
       

Date: RO #: Mileage: Days Out: Description of Complaint and Repair Performed: 
     

2-13-4 624253 2,107 4 CUSTOMER STATES THAT THEIR VEHICLE LOOSES POWER STEERING. 
CUSTOMER STATES MOST OFTEN HAPPENS BETWEEN 6 – 8:30 PM , MAY 
NOT BE RELATED, BUT CUSTOMER NOTICED. OUT OF CALIBRATION – 
CHECKED SYSTEM FOR CODES, FOUND C0545. CLEARED CODE & ROAD 
TESTED FOR ½ HOUR. 

2-28-4 625306 2,578 6 CUSTOMER STATES THAT AT TIMES VEHICLE WILL LOOSE ASSIST TO 
STEERING. HAS ALWAYS HAPPENED AT NIGHT – CHECKED OPERATION 
& CHECKED FOR DTCS – NONE, ROAD TESTED SEVERAL TIMES P/S 
SYSTEM – OK ROAD TESTED WITH HEAD LIGHT ON AS AT NIGHT, 
RECALIBRATE P/S SYSTEM, NO PROBLEMS FOUND AT THIS TIME. 

    CUSTOMER WOULD NOT TAKE VEHICLE, WANT SOMEONE TO DRIVE 
VEHICLE A COUPLE OF DAYS. SEE STEVE SEXTON – CUSTOMER 
SATISFACTION TECHNICIAN DROVE VEHICLE ON TUESDAY AND 
WEDNESDAY EVENINGS, COULD NOT DUPLICATE CUSTOMER’S 
CONCERN. 

3-27-4 627285 4,336 1 CUSTOMER STATES THAT AT TIMES THEY LOOSE THEIR POWER 
STEERING. CUSTOMER STATES THEY ONLY LOOSE ASSIST AT NIGHT 
TIME NOTICE ON RADIO – POWER STEERING, YELLOW WARNING LIGHT 
COMES ON DASH ALSO. 

 
 

 Chassis 
       

Date: RO #: Mileage: Days Out: Description of Complaint and Repair Performed: 
     

12-31-3 621461 160 1 LEFT REAR BUMPER COVER LOOSE – RE-SECURED REAR BUMPER COVER 
TO INNER SUPPORT. 

 
 
     

     
 

 Other 
       

Date: RO #: Mileage: Days Out: Description of Complaint and Repair Performed: 
     

3-20-4 626756 4,144 1 GM SERVICE INSPECT & LUBE SUSP, D/LINE, STRING. LINKAGE, ETC. 
INS. BELTS, HOSES, LIGHTS, HORN, TIRES, P/STRING, DIFF. FLUID, C.V. 
JOINTS, AXLE CHANGE OIL & FILTER, CHECK VITAL FLUID LEVELS. LOF 



COMPLETED. 
 
Do the number of repair attempts meet the lemon law requirement:  NO  
Do the days out of service meet the lemon law requirement of 30: NO 
Total days out of service: 13  
Does the case meet the criteria for any federal/state law or code?   YES 
 If yes, which one: MAGNUSON- 

MOSS 
 
CRM FINAL OFFER: {CASH /REP/ TRADE}: OFFER TO CUST: ${Amount} ATTORNEY FEES: ${Amount }
 



RECOMMENDATION AND RATIONALE 
 

Reminder: Take into consideration 1) if there are any unrepaired defects, and 2) are the problems alone or 
cumulatively a “substantial impairment” of the vehicle’s use, value or safety. 

 
ALTHOUGH VEHICLE DOES NOT APPEAR TO MEET PRESUMPTION OF LEMON LAW, THE CUSTOMER HAS HAD 
CONCERNS WITH THE POWER STEERING, AND SOME CODES WERE FOUND, THEREFORE LEGAL CRM RECOMMENDS A 
CASH SETTLEMENT OF $3,500.00 INCLUSIVE.   
 
 
 
 
 

REASON FOR REMOVAL 
 
{text} 
 
 
 
 
 
 
 
TEAM MANAGER APPROVING:  DON RITTER Date: 5-13-4 
 



 
COMPONENT DESCRIPTION 

Axle Includes all components related to the axle, differential, driveline, & 
rear end. 

Body/ Trim All body panels & associated mechanical hardware, including 
sunroof and T-tops (no Paint issues). 
All interior or exterior mirrors, moldings, cup holders, weather strips, 
cloth & leather fabric, seats & associated hardware components. 

Brakes All mechanical, electrical, or fluid related components of the Brake 
system. 

Chassis All frame, bumper and hitch components. 
*Electrical Specific electrical components of a vehicle.                                      

All indicators that provide the driver with operating characteristics of 
a vehicle. 
All Electrical lights that illuminate.                                                  
All radio, CD/DVD, navigation, video, speakers, reception/antenna 
related components. 
All battery, spark plug/wire, glow plug, starting or charging system 
components. 

Engine/Fuel & 
Exhaust 

Internal and external mechanical components.                                 
Cooling system components including radiator, gaskets, thermostat, 
and water pump.                                                                          
All computers and sensors that affect or monitor engine operation.    
All air and fuel related components including tank, injectors, and 
lines. 
All exhaust related components, pipes, mufflers and cat converters. 

Glass All glass and window components. 
HVAC All components related to heating, air conditioning and temperature. 

Paint All paint specific issues (Not metal related). 
Restraints All SIR, airbags and seatbelt issues. 
Steering All steering related components including steering wheel & key, 

column, rack and pinion, pump assembly and Quadrasteer. 

Suspension All suspension related components including ball joints, shocks, 
struts, tie rods, wheel bearings and alignment issues. 

Transmission All automatic & manual transmission, transfer case and 4 wheel 
drive component issues. 

Wheels/Tires All wheel covers, rims, hub caps, lug nuts, tire jack, regular and 
spare tire. 

 
 
* SES light is to be captured under affected component above. 

revised 4/2/04 

















































































































































September 10, 2004 
 
 
 

 

Elko, MN  5  
 
Service Request:  1-209332970 
Customer Relationship Manager: Telicia Henderson 
 
Dear Ms. :   
 
We sincerely regret that you experienced a concern with your 2004 Chevrolet Malibu, which 
resulted in an unexpected inconvenience to you.     
 
We value you as a Chevrolet owner and your satisfaction with our products is a high priority.  As 
we discussed over the phone, we believe you are entitled to a reimbursement.  We have enclosed 
a check in the amount of $435.52.  We hope this goodwill adjustment will offset, to some degree, 
the inconvenience that this repair may have caused you. 
 
We look forward to keeping you in our Chevrolet family.  If you have any future questions, 
please feel free to contact our Chevrolet Business Resource Center Monday through Friday 
between 8:00 a.m. and 4:30 p.m., Eastern Time.  Please refer to your service request number 
above and any of our Customer Relationship Managers will be happy to assist you. 
 
Sincerely,  
 
General Motors Corporation 
Business Resource Center 
 
 
 
For more information regarding the maintenance and care of your vehicle, please visit 
www.mygmlink.com.   This free online service offers vehicle and ownership-related information 
and tools tailored to your specific vehicle. 
 

http://www.mygmlink.com/






September 10, 2004 
 
 
 

 
Lawton, OK   
 
Service Request:  1-209638493 
Customer Relationship Manager: Daniel McCalib 
 
Dear Ms.  
 
Thank you for your support of Chevrolet.  As we agreed, the necessary paperwork has been 
completed and forwarded to General Motors Protection Plan (GMPP).  The processing time will 
take approximately eight weeks.  The Smart Care Plan for your 2004 Chevrolet Malibu, Vehicle 
Identification Number 1G1ZS52F74F  is for the following: 
 

• 24 months or  24,000 miles, whichever occurs first, beginning on April 26th, 2004 and ending 
on April 26th, 2006 and begins with 3,100 and ends with 27,100 odometer miles 

• A $0.00 deductible 
 
You will be notified by GMPP once the plan has been processed.  This letter will serve as your 
policy until the plan confirmation is received.  Please contact your local GM Dealer if you have 
coverage questions.  Your complete satisfaction is very important to us.  We hope this 
transaction demonstrates our appreciation of you as a valued Chevrolet customer. 
 
If you have any future questions, please feel free to contact our Chevrolet Customer Assistance 
Center at 1-800-222-1020 Monday through Friday between 8:00 a.m. and 11:00 p.m., Eastern 
Time.  Please refer to your request number above and any of our Customer Relationship 
Managers will be happy to assist you. 
 
Thank you for allowing us the opportunity to assist you.     
 
Sincerely,  
 
General Motors Corporation 
 
For more information regarding the maintenance and care of your vehicle, please visit 
www.mygmlink.com.  This free online service offers vehicle and ownership-related information and 
tools tailored to your specific vehicle.
 

http://www.mygmlink.com/


SR# 

New/Used: New Division: Chevrolet Car

     Complete VIN:     Vehicle Year: 2004

      Division - Dealer Code:

 General Motors has agreed to :

Special Instructions: Check if applicable

(Selling dealer to keep profit. Division is debited the dealer's profit)

Delivery Date: 03/11/04            Odometer Reading:

         Plan Purchase Date: 04/26/04        Customer Ownership:

Business Name:

Customer Name -          Title: Ms.      (First - M.I. - Last):

Address Line 1:

Address Line 2:

City:               State:         Zip:

        Plan Type:     # of Months:   Mileage: 24,000

        Plan Type:     # of Months:   Mileage:

           Deductible: $0

Plan Lien Holder (Select Division below):

                 Division Address:

        CRM (Decision Maker):

      Team Manager / Liaison:

Team CARS Site:     Date:

Approve and pay for a new plan - no GMPP Coverage currently

   Vehicle Style:

1G1ZS52F74F

Chevrolet 13-32888

3100

Owner

Portland 04/27/04

1-209638493

Lawton

24 Months

OK

Daniel McCalib

Tracy Long  Teri Richardson

SmartCare

Chevrolet - PO Box 33170 Detroit, MI 48232-5170

 Transfer all claims to new policy  Endorse selling dealer code to Division code

   AVM Requested







CASE ASSESSMENT BY: Russell Hires               CARS Request No:1-209751125

Customer              AVM:Brad Harder

Year of Vehicle:2004    Make: Chevrolet Model: Malibu   Current Mileage:?????

Vehicle ID No.: 1G1ZT54864F        In Service Date:10/22/03  Purchased: New        
  If used: ?????(date/miles)

What is customer seeking:repair What is customer eligible for:repurchase

VEHICLE REPAIR HISTORY

CUSTOMER'S PRIMARY SYMPTOM / COMPLAINT --  Power Steering
Date:
Mileage:
Days Out:
Description of Repair:
04/21/04
8010
--
N6628 Steering column wiring repaired
3/12/04
6360
12
E7680 Replace Steering column assembly TAC 
7212535
12/31/03
3171
1
E7690 Recalibrate steering and torque sensors

OTHER SYMPTOM / COMPLAINT - Oil Consumption
Date:
Mileage:
Days Out:
Description of Repair:
4/21/04
8010
3
Begin Oil consumption test
3/12/04
6360
--
Filled in Oil Consumption sheet

OTHER SYMPTOM / COMPLAINT - Misc
Date:
Mileage:
Days Out:
Description of Repair:
3/12/04
6360
--
Clean inner bottom weather strips. (windows were 
hard to open)



NPF abnormal heater smell

NPF veh starts normally, w/ various accessories on

Total Days Reported Out of Service:   16

VEHICLE MEETS PRESUMPTION:      YES:1                   NO: 0

Arbitrate case: 1                       Settle case: 1

Case Recommendation for Customer Satisfaction (based on a review of documentation):
Crm doesn't have enough information based on current concerns to make a decision. However, avm is 
not confident in repairs, and given the fact that the veh has had three repairs for a safety 
concern, this 
veh merits repurchase. 

AVM and/or DEALER RECOMMENDATION:
AVM States that this should not go to arbitration. It seems that avm is a little unsure about 
whether veh 
is repaired. AVM understands that this is a safety issue
Confidential Information
Team Manager Approval:                      Date:

Revised by A. Allen Payne 050203            





























































2004 MALIBU LS SEDAN                         CHEVROLET MOTOR DIVISION
88U  MEDIUM GRAY METALLIC           /V6G     GENERAL MOTORS CORPORATION
14C  GRAY                                    100 RENAISSANCE CENTER
ORDER NO. GPVT6N/TRE      STOCK NO.          DETROIT      MI  48243-1114
VIN 1G1 ZT54 86 4F                      VEHICLE INVOICE 1AD25804047
***************************************************************13*39522S
MODEL & FACTORY OPTIONS               MSRP    INV AMT  RETAIL - STOCK
1ZT69 MALIBU LS SEDAN             20370.00   18638.55  INVOICE 10/07/03
LX9 3.5L V6 ENGINE                    0.00       0.00  SHIPPED 10/07/03
MX0 4-SPEED AUTO TRANSMISSION         0.00       0.00  EXP I/T 10/19/03
T43 REAR DECKLID SPOILER            175.00     157.50  INT COM 10/20/03
UC6 AM/FM 6 DISC CD PLAYER          300.00     270.00  PRC EFF 10/07/03
    (REPLACES STD/OPT RADIO)                           KEYS G0413 G0413
VK3 FRONT LICENSE PLATE BRACKET       0.00       0.00  WFP-S QTR  OPT-1
YF5 50-STATE EMISSIONS                 N/C        N/C  BANK: GMAC - 085
1SB MALIBU PREFERRED EQUIP GRP 1SB  800.00     720.00  CHG-TO    39-522
    * FLOOR MATS, FRONT & REAR
    * DRIVER SEAT 6-WAY POWER                          SHIP WT:  3186
    * HEAD CURTAIN SIDE AIR BAGS                       HP:       32.9
    * REMOTE VEHICLE START SYSTEM                      GMS:     19786.70
                                                       SUPPLR:  20677.10
                                                       MRM:     22270.00
                                                       DAN:      DQ
                                                       MEMO     1057.25

TOTAL MODEL & OPTIONS              21645.00  19786.05  ACT 231 19761.70
DESTINATION CHARGE                   625.00    625.00  H/B 261   649.35
LAM DEALER CONTRIBUTION                        216.45  ADV 261   216.45
LAM GROUP CONTRIBUTION                         108.23  EXP 65A   108.23

TOTAL                              22270.00  20735.73  PAY 310 20735.73
MEMO: TOTAL LESS HOLDBACK AND
      APPROX WHOLESALE FINANCE CREDIT        19780.83
***********************************************************************
INVOICE DOES NOT REFLECT DEALER'S ULTIMATE COST BECAUSE OF MANUFACTURER
REBATES, ALLOWANCES, INCENTIVES, HOLDBACK, FINANCE CREDIT AND RETURN TO
DEALER OF ADVERTISING MONIES, ALL OF WHICH MAY APPLY TO VEHICLE.
***********************************************************************
THIS MOTOR VEHICLE IS SUBJECT TO A SECURITY INTEREST HELD BY GMAC.

                                         REMIT TO GMAC NO. 085
THREE-WAY CHEVROLET CO                   VIN 1G1ZT54864F
                                         $  20735.73 INV  1AD25804047
                                         DUE 10/20/03  DEALER  39-522





















































September 10, 2004 
 
 
 

 

Tehachapi, CA  
 
Service Request:  1-209751125 
Customer Relationship Manager: Rachel Thirlwall 
 
Dear Ms. : 
 
We are sorry you continue to be dissatisfied with the decision we made concerning your 
2004 Chevrolet Malibu.  We know you are sincere in the position you have taken, and we trust 
we have been able to explain our point of view. 
 
In circumstances such as these, General Motors believes that our customers should have the 
opportunity to deal with unresolved matters in a fast, fair and free dispute resolution process. For 
that reason, we participate in the Better Business Bureau’s BBB AUTO LINE program, an 
independent dispute resolution process administered by the Council of Better Business Bureaus. 
BBB AUTO LINE provides mediation and arbitration for eligible warranty-related disputes. 
 
As a GM customer, BBB AUTO LINE is available to you at no cost.  In certain circumstances, 
you may be required to use this program prior to participation in other resolution methods.  The 
BBB AUTO LINE program is discussed in your vehicle’s “Warranty and Owner Assistance 
Information Booklet.” 
 
To file your case with BBB AUTO LINE, or get more information about the program, call the 
BBB at 1-800-955-5100 (Monday through Friday during normal business hours). You may also 
access the BBB AUTO LINE website at any time (including evenings, weekends and holidays) 
by visiting <http://www.dr.bbb.org/goauto>  
 
Whether you contact them by telephone or Internet, the BBB will provide you with full program 
details, current eligibility standards of the BBB AUTO LINE program and will assist you with 
any questions you have. 
 
Thank you for the opportunity to review this matter. 
 
Sincerely,  
 
General Motors Corporation 
 



























Overallowance / Incentives / Negative Equity Form

Customer   Request # 1-209751125   BBB # CHV0440361

Straight 0   Trade 0   Mandated 0 Mediated 0

This form may be used to identify possible overallowance and to determine any customer incentives 
which were paid, but may not be easily identifiable on a Bill of Sale.

You must determine the TRUE  purchase price of a vehicle and identify any overallowance and/or 
incentives prior to arbitration or voluntary repurchase.

Use the charts below to help determine overallowance and incentives.

* PLEASE NOTE:  IF BALANCE OWED / LOAN CLOSEOUT AMOUNT IS HIGHER THAN 
                                    ACV, THIS IS CONSIDERED NEGATIVE EQUITY!

Purchase Price (from dealer Bill of Sale) -- (Selling Price)                                            
$22,472.50
     (before tax, tag, etc)

MSRP (from BARS Invoice)                                                                $22,270.00

Difference                                                                                                                      
$202.50

                                                                                                
(If positive, look for Overallowance) 

Trade Allowance  (from dealer Bill of Sale)                                                             
$850.00

*ACV Amount (from the dealer's ACV form) - (from dealer)                                $850.00

Difference                                                                              $0.00
                                                                                              (If 
positive, this is the Overallowance amount)

If Overallowance and/or Incentives (not included in Purchase Price) are found, verify with Team 
Manager before submitting information to BBB

Purchase Price (from dealer Bill of Sale) - (before tax, tag, etc.)                             
$22,472.50

Incentives not included in Purchase Price (from BARS)                           $0.00
(Do not include fuel fill credit, dealer incentives or GM card credited back to customer)

Overallowance  (difference between Trade Allowance & ACV)                       $0.00

Actual price of Vehicle that should be presented to BBB for ATA                         
$22,472.50?????

09/10/04

file:///S|/PRODUCT%20INVESTIGATIONS/NHTSA%20Inv...tachments/2A%20Malibu/GM655A_1-209751125.07.txt [9/10/2004 2:52:01 PM]











SR# 

New/Used: New Division: Chevrolet Car

     Complete VIN:     Vehicle Year: 2004

      Division - Dealer Code:

 General Motors has agreed to :

Special Instructions: Check if applicable

(Selling dealer to keep profit. Division is debited the dealer's profit)

Delivery Date: 03/11/04            Odometer Reading:

         Plan Purchase Date: 06/14/04        Customer Ownership:

Business Name:

Customer Name -          Title: Mrs.      (First - M.I. - Last):

Address Line 1:

Address Line 2:

City:               State:         Zip:

        Plan Type:     # of Months:   Mileage: 12000

        Plan Type:     # of Months:   Mileage:

           Deductible: $0

Plan Lien Holder (Select Division below):

                 Division Address:

        CRM (Decision Maker):

      Team Manager / Liaison:

Team CARS Site:     Date:

Approve and pay for a new plan - no GMPP Coverage currently

   Vehicle Style:

1G1ZS52F64F

Chevrolet 13-32888

965

Owner

Portland 06/15/04

1-211569851

Brooklyn

12 Months

NY

Jennifer Legler

Scott Pettigrove/Cynthia Warren

SmartCare

Chevrolet - PO Box 33170 Detroit, MI 48232-5170

 Transfer all claims to new policy  Endorse selling dealer code to Division code

   AVM Requested



September 10, 2004 
 
 
 

 
Brooklyn, NY  
 
Service Request: 1-211569851 
Customer Relationship Manager: Jennifer Legler 
 
Dear Mrs.  
 
Thank you for your support of Chevrolet.  As we agreed, the necessary paperwork has been 
completed and forwarded to General Motors Protection Plan (GMPP).  The processing time will 
take approximately eight weeks.  The Smart Care Plan for your 2004 Chevrolet Malibu, Vehicle 
Identification Number 1G1ZS52F64F  is for the following: 
 

• 12 months or  12,000 miles, whichever occurs first, beginning on June 14, 2004and ending on 
June 14, 2005, and begins with 965 miles and ends with 12,965 odometer miles 

• A $0.00 deductible 
 
You will be notified by GMPP once the plan has been processed.  This letter will serve as your 
policy until the plan confirmation is received.  Please contact your local GM Dealer if you have 
coverage questions.  Your complete satisfaction is very important to us.  We hope this 
transaction demonstrates our appreciation of you as a valued Chevrolet customer. 
 
If you have any future questions, please feel free to contact our Chevrolet Customer Assistance 
Center at 1-800-222-1020 Monday through Friday between 8:00 a.m. and 11:00 p.m., Eastern 
Time.  Please refer to your request number above and any of our Customer Relationship 
Managers will be happy to assist you. 
 
Thank you for allowing us the opportunity to assist you.     
 
Sincerely,  
 
General Motors Corporation 
 
For more information regarding the maintenance and care of your vehicle, please visit 
www.mygmlink.com.  This free online service offers vehicle and ownership-related information and 
tools tailored to your specific vehicle.
 

http://www.mygmlink.com/


September 10, 2004 
 
 
 

Barefoot Bay, FL   
 
Service Request:  1-213232261 
Customer Relationship Manager: Sally Reilly 
 
Dear Mr. 
 
We are sorry you continue to be dissatisfied with the decision we made concerning your 
2004 Chevrolet Malibu.  We know you are sincere in the position you have taken, and we trust 
we have been able to explain our point of view. 
 
In circumstances such as these, General Motors believes that our customers should have the 
opportunity to deal with unresolved matters in a fast, fair and free dispute resolution process. For 
that reason, we participate in the Better Business Bureau’s BBB AUTO LINE program, an 
independent dispute resolution process administered by the Council of Better Business Bureaus. 
BBB AUTO LINE provides mediation and arbitration for eligible warranty-related disputes. 
 
As a GM customer, BBB AUTO LINE is available to you at no cost.  In certain circumstances, 
you may be required to use this program prior to participation in other resolution methods.  The 
BBB AUTO LINE program is discussed in your vehicle’s “Warranty and Owner Assistance 
Information Booklet.” 
 
To file your case with BBB AUTO LINE, or get more information about the program, call the 
BBB at 1-800-955-5100 (Monday through Friday during normal business hours). You may also 
access the BBB AUTO LINE website at any time (including evenings, weekends and holidays) 
by visiting <http://www.dr.bbb.org/goauto>  
 
Whether you contact them by telephone or Internet, the BBB will provide you with full program 
details, current eligibility standards of the BBB AUTO LINE program and will assist you with 
any questions you have. 
 
Thank you for the opportunity to review this matter. 
 
Sincerely,  
 
General Motors Corporation 
 



September 10, 2004 
 
 
 

Buffalo, NY   
 
Service Request:  1-214371436 
Customer Relationship Manager: Cornelia Bright-Smith 
 
Dear Ms.   
 
We would like to discuss your request for assistance regarding your 2004 Chevrolet Malibu, but 
we have been unsuccessful in our attempts to contact you. 
 
To help us review your request in a timely manner, please contact me at 866-952-4368 extension 
57582 on Monday through Friday during the hours of 8:00 a.m. and 4:45 p.m. EST.  Please refer 
to your service request number above and I will be happy to assist you.  If I am not available 
when you call, please leave me a voicemail with your phone number and the best time you can 
be reached.   
 
If you are experiencing an urgent concern and I am not available, please contact our Chevrolet 
Customer Assistance Center at 1-800-222-1020 and any of our representatives will assist you. 
 
Sincerely,  
 
General Motors Corporation 
 



September 10, 2004 
 
 
 

Doylestown, PA   
 
Service Request:  1-214469903 
Customer Relationship Manager: Marty Butler 
 
Dear Mr.   
 
We would like to discuss your request for assistance regarding your 2004 Chevrolet Malibu, but 
we have been unsuccessful in our attempts to contact you. 
 
To help us review your request in a timely manner, please contact me at 1-866-952-4368 
extension 57878 Monday through Friday during the hours of 11:00 a.m. to 6:30 p.m., EST.  
Please refer to your service request number above and I will be happy to assist you.  If I am not 
available when you call, please leave me a voicemail with your phone number and the best time 
you can be reached.   
 
If you are experiencing an urgent concern and I am not available, please contact our Chevrolet 
Customer Assistance Center at 1-800-222-1020 and any of our representatives will assist you. 
 
Sincerely,  
 
General Motors Corporation 















































BRC REPURCHASE WORKSHEET
File Number Customer Name Worksheet Filled Out By:
1-214728434 Arias

Old Vehicle VIN: New Vehicle VIN: Date:
02-Jun-04

TRADE REPURCHASE STRAIGHT REPURCHASE PAYMENT / LEASE REPURCHASE
Lease Terms  MO __ MI  ___   Lease Usage Mo __ MI __

1 Replacement Vehicle Costs $0.00 1 Base Price $19,632.65 1 Down Payment / Cap Cost Reductio $0.00
2 Equipment Transfer $0.00 2 Conversion Price $0.00 2 Additional Payments $0.00
3 Sales Tax $0.00 3 Sales Tax $1,177.96 3 Reg./Lic./Title (opt) $0.00
4 Reg./Lic./Title (opt) $0.00 4 Reg./Lic./Title (opt) $97.00 4 Aftermarket Items $0.00
5 Aftermarket Items $0.00 5 Finance Charges $0.00 5 Collateral Costs $0.00
6 Collateral Costs $0.00 6 Aftermarket Items $0.00 6 Pre-Judgement Interest $0.00
7 Pre-Judgement Interest $0.00 7 Collateral Costs $0.00 7 Annoyance / Inconvenience $0.00
8 Annoyance / Inconvenience $0.00 8 Pre-Judgement Interest $0.00 8 Other
9 Dealer Admin / Vehicle Transfer $0.00 9 Annoyance / Inconvenience $0.00 9 Total Additions $0.00

10 Other 10 Other    10
11 Total Replacement Price $0.00 11 Total Purchase Price $20,907.61 11 Usage/Depreciation $0.00
12 Usage/Depreciation $0.00 12 Usage @ 5,133 $1,007.75 12 Damage $0.00
13 Tax/Title/Registration Contribution $0.00 13 Damage $0.00 13 Over-Allowance $0.00
14 MSRP Upgrade $0.00 14 Over-Allowance $0.00 14 Negative Equity $0.00
15 Damage $0.00 15 Negative Equity $0.00 15 Incentives $0.00
16 MSRP Downgrade  $0.00 16 Incentives (deduct) $0.00 16 Over Mileage Penalty 
17 Customer Cost (review L.L.) $0.00 17 Total Deductions 17 Total Deductions $0.00
18 18 18
19 Repurchase Subtotal $0.00 19 Repurchase Subtotal $20,907.61 19 Total Refund to Customer $0.00
20 Loan Payoff $0.00 20 Loan Payoff (7/19) $21,608.71 20 Attorney's Fees $0.00
21 Total to Dealer & Customer $0.00 21 Total Refund to Customer -$701.10 21 Dealer Buy Out / Payoff Amount $0.00
22 Attorney's Fees $0.00 22 Attorneys Fees $1,500.00 22
23 Total Repurchase $0.00 23 Total Repurchase $22,407.61 23 Total Repurchase Amount $0.00
24 NADA 24 NADA $16,852.55 24 NADA
25 Estimated Auction Price $0.00 25 Estimated Auction Price $12,470.89 25 Estimated Auction Price $0.00
26 Projected Loss $0.00 26 Projected Loss $9,936.72 26 Projected Loss $0.00

OVER ALLOWANCE CALCULATION
PURCHASE PRICE (before t/t/t) TRADE ALOWANCE - N/A PURCHASE PRICE
MSRP ( FROM BARS INVOICE) PAYOFF OF TRADE INCENTIVE* (from BARS)
DIFFERENCE -$                DIFFERENCE -$               OVERALLOWANCE
if positive look for over allowance if negative=negative equity ACTUAL PRICE -$                 

TRADE ALOWANCE
ACV OF TRADE
DIFFERENCE -$               do not include fuel file credit
acv=actual cash value include GM card points





















Revised 5/25/04 
Privileged and Confidential Information 

 
CASE ASSESSMENT FORM  

 
By: Jonathan Jaslow State: Michigan 

 
 
Customer Name: Service Request:  1-214728434 GM Legal File No.:  NISM 
 
Vehicle ID No.: 1G1ZT52884F  In Service Date: 10/21/03 Vehicle is: New BAC Code: 115182 
Year, Make & Model: 2004, Chevrolet Malibu   

    

VEHICLE REPAIR HISTORY 
 
Throughout the entire form, use an asterisk (*) if day(s) out of service are already counted in another category. 
 
PLACE A CHECKMARK IN THE BOX FOR THE MAJOR CONCERN BASED ON REPAIR ORDERS.  USE “N/A” IF THERE 
WERE NO REPAIRS FOR THE COMPONENT GROUP. 
 

 Brakes 
       

Date: RO #: Days Out: Mileage: Description of Complaint and Repair Performed: 
     

                              
 

 Engine/Fuel/Exhaust 
       

Date: RO #: Days Out: Mileage: Description of Complaint and Repair Performed: 
     

                              
 
 

 Restraints 
       

Date: RO #: Days Out: Mileage: Description of Complaint and Repair Performed: 
     

                              
 

 Steering 
       

Date: RO #: Days Out: Mileage: Description of Complaint and Repair Performed: 
     

02/10/04 
 
 
 
 
03/10/04 
 
 
03/30/04 
 
 
 
04/13/04 
 
 
 
04/15/04 

254499 
 
 
 
 
256163 
 
 
257286 
 
 
 
136623 
 
 
 
258194 
 
 
 

7 
 
 
 
 
1 
 
 
2 
 
 
 
1 
 
 
 
2 

5133 
 
 
 
 
6802 
 
 
7773 
 
 
 
8349 
 
 
 
8420 

Customer States: Intermittent power steering inop. after sitting 
overnight/restart all ok.  Dlr. Diag. as steering Column Assembly.  Steering 
Column was ordered and replaced , vehicle was tested to verify repair. 
Customer was given 7 day rental. 
 
Customer States:  Steering Wheel Off center.  Dlr Test drove veh to verify 
concern, tech straightened steering wheel, and test drove to verify repairs. 
 
Customer States: Steering Veers Left, Or Right, Feels sloppy.  Dlr Road 
testes vehicle and checked alignment, found required toe adjustment, 
vehicle was aligned. 
 
Customer States: Vehicle pulls to left and steering wheel is off center.  Dlr. 
tested vehicle. found steering wheel to be on center, and no pull to left. 
NTF. 
 
Customer States: Veh. Drifts Left.  Dlr states Toe was slightly off, toe was 
reset veh. was repaired 



 
 Transmission 

       

Date: RO #: Days Out: Mileage: Description of Complaint and Repair Performed: 
     

                              
 

 Axle 
       

Date: RO #: Days Out: Mileage: Description of Complaint and Repair Performed: 
     

                              
 

 Body/Trim 
       

Date: RO #: Days Out: Mileage: Description of Complaint and Repair Performed: 
     

03/31/04 257286 * 7773 Customer States: Drivers Power window chatters, when wet.  Dlr Lubed 
window track and inspected drivers window, window operation checked, 
window working properly. 

 
 Chassis 

       

Date: RO #: Days Out: Mileage: Description of Complaint and Repair Performed: 
     

                              
 

 Electrical 
       

Date: RO #: Days Out: Mileage: Description of Complaint and Repair Performed: 
     

03/10/04 256163 * 6802 Customer States that the brake pedal electric adjustment inoperative since 
steering column repair @ 5133 miles inv.# 254499. 
Dlr found Brake Pedal Electric adjustment connector unplugged, plugged 
in harness, and then road tested to verify repair. 
 

 
 Glass 

       

Date: RO #: Days Out: Mileage: Description of Complaint and Repair Performed: 
     

                              
 

 HVAC 
       

Date: RO #: Days Out: Mileage: Description of Complaint and Repair Performed: 
     

                              
 

 Paint 
       

Date: RO #: Days Out: Mileage: Description of Complaint and Repair Performed: 
     

                              
 

 Suspension 
       

Date: RO #: Days Out: Mileage: Description of Complaint and Repair Performed: 
     

                              
 

 Wheel/Tires 
       

Date: RO #: Days Out: Mileage: Description of Complaint and Repair Performed: 
     

                              
 

 Other 
       



Date: RO #: Days Out: Mileage: Description of Complaint and Repair Performed: 
     

                              
 
Do the number of repair attempts meet the lemon law requirement:  Yes 
Do the days out of service meet the lemon law requirement of 30: No 
Total days out of service: 13  
Does the case meet the criteria for any federal/state law or code?   Yes 
 If yes, which one: Mag/Moss  
 
CRM FINAL OFFER: {CASH/REP/TRADE}: OFFER TO CUST: ${Amount} ATTORNEY FEES: $1,500 
 

 
RECOMMENDATION AND RATIONALE 

 
Reminder: Take into consideration 1) if there are any unrepaired defects, and 2) are the problems alone or 
cumulatively a “substantial impairment” of the vehicle’s use, value or safety. 

 
According to the states consumer protection act , MCL 257.1403 Section 5, Part A, and B this vehicle has had 
approximately 4 attempts to repair steering/alignment concerns. This does meet the Michigan criteria for Presumption.  
Additionally all concerns happened within one year and within the 3/36 warranty.  The problems indicated do not imply 
“substantial impairment” to the use of the vehicle.  CRM suggests cash settlement. 
 
 
 
 
 

REASON FOR REMOVAL 
 
{TEXT} 
 
 
 
 
 
 
 
TEAM MANAGER APPROVING:  {Name} Date: {Date} 
 



 
COMPONENT DESCRIPTION 

Axle Includes all components related to the axle, differential, driveline, & 
rear end. 

Body/ Trim All body panels & associated mechanical hardware, including 
sunroof and T-tops (no Paint issues). 
All interior or exterior mirrors, moldings, cup holders, weather strips, 
cloth & leather fabric, seats & associated hardware components. 

Brakes All mechanical, electrical, or fluid related components of the Brake 
system. 

Chassis All frame, bumper and hitch components. 
*Electrical Specific electrical components of a vehicle.                                      

All indicators that provide the driver with operating characteristics of 
a vehicle. 
All Electrical lights that illuminate.                                                  
All radio, CD/DVD, navigation, video, speakers, reception/antenna 
related components. 
All battery, spark plug/wire, glow plug, starting or charging system 
components. 

Engine/Fuel & 
Exhaust 

Internal and external mechanical components.                                 
Cooling system components including radiator, gaskets, thermostat, 
and water pump.                                                                         
All computers and sensors that affect or monitor engine operation.    
All air and fuel related components including tank, injectors, and 
lines. 
All exhaust related components, pipes, mufflers and cat converters. 

Glass All glass and window components. 
HVAC All components related to heating, air conditioning and temperature. 

Paint All paint specific issues (Not metal related). 
Restraints All SIR, airbags and seatbelt issues. 
Steering All steering related components including steering wheel & key, 

column, rack and pinion, pump assembly and Quadrasteer. 

Suspension All suspension related components including ball joints, shocks, 
struts, tie rods, wheel bearings and alignment issues. 

Transmission All automatic & manual transmission, transfer case and 4 wheel 
drive component issues. 

Wheels/Tires All wheel covers, rims, hub caps, lug nuts, tire jack, regular and 
spare tire. 

 
 
* SES light is to be captured under affected component above. 

 



















Confidential Information 

CASE ASSESSMENT BY:  Regina Nelson  CARS Request No: 1-216704329 
 

Customer Name:  
 
Year of Vehicle: 2004   Make: Chevy   Model: Malibu  Current Mileage: 8,000 
 
Vehicle ID No.: 1G1ZT52824F   In Service Date: 12/27/03 Purchased: New/Used 
          If used: (date/miles) 
 
What is customer seeking: Replacement 
 
What is customer eligible for: Repurchase/Replacement/Repairs 
  

VEHICLE REPAIR HISTORY 
 

CUSTOMER’S PRIMARY SYMPTOM / COMPLAINT  Computer information center failed 
Date:       Mileage:    Days Out: Description of Repair:                           .  
      Never addressed by dlr 
 
Trunk piece broken 
6/9/04  6,705  1  Gasket worn, needs new gasket, sop from Michigan 
 
Window motor failure 
      Never addressed by dlr 
 
OTHER SYMPTOM / COMPLAINT: Window 
Date:       Mileage:    Days Out: Description of Repair:                           . 
3/16/04  3,707  1  SOP 
3/31/04  4,470  1  R&r window channel due to being warped and making  

trembling noise 
6/9/04  6,705  1  Lubed rails glass glides on 
 
Wiper 
3/31/04  4,470  1  Could not duplicate condition at this time 
5/12/03  6,036  9  Replaced both wiper inserts 
 
Power steering 
5/12/03  6,036  9  Replaced steering column assembly 
 
Vibration in steering wheel 
6/9/04  6,705  1  Could not duplicate 
 
Start up 
6/3/04  6,705  1  Could not duplicate 
 
Recall 
6/3/04  6,705  1  Airbag warning label 
 
 
Total Days Reported Out of Service:   __13__ 
 
VEHICLE MEETS PRESUMPTION: YES: yes   NO:   
 
Arbitrate case:        Settle case: yes    
 

Team Manager Approval:                      Date: 
 
Revised by A. Allen Payne 050203             



Confidential Information 

CASE RECOMMENDATION FOR CUSTOMER SATISFACTION (based on a review of documentation): 
Crm recommends GM continue to honor the warranty for any verifiable manufacturing defects. For 
customer satisfaction crm may consider offer a GMPP SmartCare 12/12. Cust does meet the 
presumptions of the SC LL, however crm doesn’t feel cust claim merits a buyback at this time. 
 
 
AVM and/or DEALER RECOMMENDATION:                                               
No recommendation given 
 

Team Manager Approval:                      Date: 
 
Revised by A. Allen Payne 050203             



 
Overallowance / Incentives / Negative Equity Form 

 
Customer Request # 1-216704329 BBB # CHV0445464 

 
Straight  Trade  Mandated  Mediated  

 
This form may be used to identify possible overallowance and to determine any customer incentives which were 
paid, but may not be easily identifiable on a Bill of Sale. 
 
You must determine the TRUE purchase price of a vehicle and identify any over allowance and/or incentives 
prior to arbitration or voluntary repurchase. 
 

Use the charts below to help determine over allowance and incentives. 
 

* PLEASE NOTE: IF BALANCE OWED / LOAN CLOSEOUT AMOUNT IS HIGHER THAN 
ACV, THIS IS CONSIDERED NEGATIVE EQUITY! 

 
 

 
Purchase Price (from dealer Bill of Sale) -- (Selling Price) 

 
$  

   
MSRP (from BARS Invoice) $ 21,075.00 
  
Difference $ 
(If positive, look for Over Allowance)  If no Trade in, have Dealer 
explain why customer paid more than MSRP. 

 

  
 

 
Trade Allowance  (from dealer Bill of Sale) 

 
$ 

  
Actual Cash Value Statement $ 
  
(A) Over Allowance $ 
(If positive)  
  

 
 
Payoff 

 
$ 

Actual Cash Value Statement $ 
(B) Negative Equity (If positive) $ 
  

 
If Over Allowance and/or Incentives (not included in Purchase Price) are found, verify with 

Team Manager before submitting information to BBB 
 

Purchase Price (from dealer Bill of Sale) – (before tax, tag, etc.)  $ 
   
Incentives not included in Purchase Price (from BARS) minus  $ 
(Do not include fuel fill credit, dealer incentives) 
 
(A Over Allowance) + (B Negative Equity)          minus  $ 
   
Actual price of Vehicle that should be presented to BBB for ATA  $ 

 







































September 10, 2004 
 
 
 

Branchville, SC  
 
Service Request: 1-216704329 
Customer Relationship Manager: Regina Nelson 
 
Dear Ms.    
 
We would like to discuss your request for assistance regarding your 2004 Chevrolet Malibu, but 
we have been unsuccessful in our attempts to contact you. 
 
To help us review your request in a more timely manner, please contact me 800-231-1841, 
extension 58524 on Monday through Friday during the hours of 8:00 am to 5:00 pm.  Please 
refer to your service request number above and I will be happy to assist you.  If I am not 
available when you call, please leave me a voicemail with your phone number and the best time 
you can be reached.   
 
If you are experiencing an urgent concern and I am not available, please contact our Chevrolet 
Customer Assistance Center at 1-800-222-1020 and any of our representatives will assist you. 
 
Sincerely,  
 
General Motors Corporation 
 



 
Overallowance / Incentives / Negative Equity Form 

 
Customer Request # 1-216704329 BBB # CHV0445464 

 
Straight  Trade  Mandated  Mediated  

 
This form may be used to identify possible overallowance and to determine any customer incentives which were 
paid, but may not be easily identifiable on a Bill of Sale. 
 
You must determine the TRUE purchase price of a vehicle and identify any over allowance and/or incentives 
prior to arbitration or voluntary repurchase. 
 

Use the charts below to help determine over allowance and incentives. 
 

* PLEASE NOTE: IF BALANCE OWED / LOAN CLOSEOUT AMOUNT IS HIGHER THAN 
ACV, THIS IS CONSIDERED NEGATIVE EQUITY! 

 
 

 
Purchase Price (from dealer Bill of Sale) -- (Selling Price) 

 
$ 21,075.00  

   
MSRP (from BARS Invoice) $ 21,075.00 
  
Difference $          0.00 
(If positive, look for Over Allowance)  If no Trade in, have Dealer 
explain why customer paid more than MSRP. 

 

  
 

 
Trade Allowance  (from dealer Bill of Sale) 

 
$ 2,158.00 

  
Actual Cash Value Statement $ 1,000.00 
  
(A) Over Allowance $ 1,158.00 
(If positive)  
  

 
 
Payoff 

 
$ N/A 

Actual Cash Value Statement $ 
(B) Negative Equity (If positive) $ 
  

 
If Over Allowance and/or Incentives (not included in Purchase Price) are found, verify with 

Team Manager before submitting information to BBB 
 

Purchase Price (from dealer Bill of Sale) – (before tax, tag, etc.)  $ 21,075.00 
   
Incentives not included in Purchase Price (from BARS) minus  $   1,000.00 
(Do not include fuel fill credit, dealer incentives) 
 
(A Over Allowance) + (B Negative Equity)          minus  $   1,158.00 
   
Actual price of Vehicle that should be presented to BBB for ATA  $ 18,917.00 

 

































Date: 6/11/04
TO:     Janice Mondary
        EAA/SPX Field Coordinator
Phone:  586-753-3336
Fax:    586-753-3335

From:   Larry Meeks
        PAR Customer Relations Mgr

Email:  meeksl@gmexpert.com
Phone:  800-231-1841 ext.57255
Fax:    866-222-8258
Mailing Address:
        GM PAR Investigations
        5701 East Hillsborough Avenue
        Suite 2300
        Tampa, FL  33610

Vehicle Information
VIN#: 1G1ZT52894F
Year/Make:              200 Chevrolet
Model:          Malibu
Contact's Name:
Contact's Number:       
Vehicle Location:       Crane Chevrolet
                999 Rte 46
                999 Rte 46, NJ  07013-2429
IF located at a Salvage/Auction Yard: 
Ins. Adj. Name: ?????
Phone #: ?????
Claim or Salvage ID #: ?????

Claimant Information
PAR File #: 1-220756716
Claimant Name:  

        
        

Claimant Cell #:        ?????
Address: 
             Bronx, NJ  

Required Actions:       1 Advise PAR CRM via voicemail/email of inspection date.
                                1 Repair Estimate Required
                                1 Review All PAR File information

Please Use Forms:                                                                  
0 Accelerator/Throttle
0 Restraint-SIR/Seatbelts 
0 Seats
0 Brake/ABS/TC System(s)
0 Side Impact
0 Power Sliding Door
1 Steering/Suspension/Tires&Wheels
0 Transmission/Transaxle
0 Hood/Hood Latch
0 Engine

file:///S|/PRODUCT%20INVESTIGATIONS/NHTSA%2...ments/2A%20Malibu/GM655A_1-220756716.02.txt (1 of 2) [9/10/2004 4:17:39 PM]



file:///S|/PRODUCT%20INVESTIGATIONS/NHTSA%20Investigations/GM.../Data%20&%20Attachments/2A%20Malibu/GM655A_1-220756716.02.txt

0 Fire Non-Collision
0 OnStar

Special Instructions:
1 Interview Owner
0 Vetronix Requested
1 Obtain Fire/Police Report
0 Do Not Interview Owner
1 Contact PAR CRM After
0 ?????

Investigations can only be rushed if e-mailed by one of the following:
0 RUSH                0A. Medina      0 PAR Team Manager:?????   0 GM Team Leader:?????

EAA Internal Use Only
To: SA: ?????
Date E-Mailed to SA: ?????
From:  Janice Mondary
Due Date: ?????

EAA SA Use Only
Case Acceptance/Investigation:  0 YES           0 NO
Please acknowledge acceptance of this case promptly by phone or fax.
Report Sent via Priority Mail         Date: ?????
Date Report Faxed/Emailed to CRM: ?????

EAA Inspection Request
GM/PAR Confidential                     R-3/28/03 T.Holcomb

file:///S|/PRODUCT%20INVESTIGATIONS/NHTSA%2...ments/2A%20Malibu/GM655A_1-220756716.02.txt (2 of 2) [9/10/2004 4:17:39 PM]



 

PAR Case Assessment Form 
_______________________________________________________ 
Siebel Request No.: 1-220756716 
Customer Name:  
Product Purchased?: x New  Used 
Vehicle Identification Number: 1G1ZT52894F
Model: Malibu  Make: Chevrolet  Year: 2004  Mileage: 4400 
Service Request Detail Screen x Reviewed and Updated 
Pre-PAR Form x Reviewed and Updated 
PAR Detail Form x Reviewed and Updated 

Allegation and / or Claim 
 

 OnStar (Follow specialized procedure) 
 Credit / Rebill Process (Review Step-by-Step) 

 
 Injury 

 Reviewed Step-by-Step in Webknowledge: 
 Major (Surgery, compensation, current medical treatment, lacerations, sutures, fractures, 

paralysis, loss of consciousness, fatality) 
 Forward file to ESIS. 

 Minor (Bruises, bumps, scratches, abrasions, headaches) - Review with customer for a 
thorough description. 

 Dealer 
 Forward file to EAA 

 Grey Area (Past: medical treatment, surgery and injury.  Pregnancy, numbness) 
 Review file with Team Manager 
 Forward file to ESIS 
 PAR will work file 

 
x Collision (Includes curbs and / or sidewalks):  

 Air Bag/s (Vetronix) –  
 Non-Deployment 

 Forward file to EAA 
 Advised customer on basic air bag function 

 Inadvertent Deployment without collision 
 Advised customer on basic airbag function 
 Dealer (Inspect under-carriage) 
 Forward file to EAA 

 Deployment with Collision 
 Advised customer on basic air bag function 
 Dealer (Inspect vehicle and obtain a repair estimate) 
 Forward file to EAA (Customer is requesting an inspection) 

 Brakes / ABS (Vetronix if applicable) / Suspension / Tires / Wheel Separation / Steering 
 Major Body Damage (Review with customer and/or Dealership, Bodyshop for thorough 

description and vehicle location) 
 Forward file to EAA 
 Advised customer on basic brake/ABS function 

 Minor Body Damage (Review with customer and/or Dealership, Bodyshop for thorough 
description and vehicle location) 

 Advised customer on basic brake/ABS function 
 Dealer 
 Forward file to EAA (Customer is requesting an inspection) 

 
 
 
 
 
 
 
 
 

GM/SITEL Corporation – Confidential & Proprietary                                                                        02/12/2003 
PAR Case Assessment Form                                        



 

 Thermal Event:  
  Major (Entire: vehicle, compartment, component and / or > 2 components) 

 Forward file to EAA. 
 Minor (Centralized / Confined to a small area) – Review with customer and/or Dealership for a 

thorough description. 
 Dealer Inspection and / or Repair Order  
 Forward file to EAA. 

 Smoke / Non-Thermal – 
 Return to Workflow (File reviewed < 24 HRS after assignment). 
 PAR will work file (File is > 24 HRS after assignment). 

 
 

 Property Damage (Includes pets): 
  < $1,000 - Advise Dealership to proceed under PAR Warranty code Z1241 

 > $1,000 - Review with customer and/or Dealership for thorough description.  Obtain estimate 
and attach to file and / or conclude damage may be >$1,000 

 Forward file to ESIS. 
 

 Insurance Subrogation Claim 
 Deductible Claim 
 Compensation Claim with Supporting Documentation – Review with customer and/or caller for 

thorough description. 
 Forward file to ESIS. 

 
 

 Law Enforcement Inquiry without allegation 
 Forward file to Workflow 

 Law Enforcement Inquiry with allegation  
 Review file with Team Manager  

 
 Customer Retracted Allegation:  

 PAR will close file. 

Vehicle Evaluation 
x Inspection requested  

x EAA  
 Dealer 
 Field Personnel 

 Inspection not requested  
 Customer did not authorize inspection 
 Customer accepted explanation and resolution 
 Customer retracted allegation 
 Vehicle not available 
 Customer does not own vehicle 

 
Siebel Actions/Follow-Up 

 
x Documented all actions and events in the PAR file 
x Provided resolution to Dealer and AVM 

CRM Resolution / Recommendation 
x Forward file to ESIS 

 Repair  
 Repurchase 
 Trade Repurchase  
 Law Enforcement Inquiry 
 GM declines responsibility 
 File Closed / Customer Information Request Only 
 File forwarded to the Workflow 
 Non PAR File 
 Other 

GM/SITEL Corporation – Confidential & Proprietary                                                                        02/12/2003 
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GM-PAR-Chassis, Rev. 06/20/97 PRODUCT ALLEGATION RESOLUTION 
PRELIMINARY INSPECTION 

(page 1 of 7) 

 STEERING, SUSPENSION, AXLE, TIRE & WHEEL SYSTEMS  

Division:   Ref#1-220756716   VIN: 1G1ZT52894F  
Claimant’s Name (LAST, First)  
Inspected By:  _Raymond R. 
Polakoski_________________________________ 

Organization:  
_EAA________________________________ 

Phone:  (973) 495-4501 x______ Inspection Date:  
______07/06/2004____________ 

Mileage at Inspection:  
5576________ 

 

I     INSPECTION SUMMARY 
 

Following the inspection, summarize the tests and observations:  
• Checked steering for binding by driving vehicle for 45 minutes executing a wide variety of turns at 

slow speeds. With the steering wheel in a straight ahead position, slight movements to the left and 
right will produce a slight loss of power steering assist along with a slight vibration in the wheel.. 
With the wheel ¾ of a turn to the right, there is a pronounced banging noise from the steering column 
with vibration felt in the steering wheel. At this point there is a momentary loss of power steering 
assist. Beyond this point power assist returns. There was no problem evident on left turns. 

• Checked for looseness and play in front suspension components with the vehicle suspended on a lift. 
Ball joints, tie rod ends, and steering gear showed no play or looseness at all. 

II     INTERVIEW - VEHICLE HISTORY 
 
Note to the inspector: In questions 3-5 below, document only the information which relates to the incident/allegation. 
 
1.  Name, address & phone number of person being interviewed: 

Bronx, NY  
 

 
2.  Prior collision damage (date, description, etc.) None 
_____________________________________________________________________________________________
_ 
_____________________________________________________________________________________________
_ 
 
Repaired 
by:____________________________________________________________________________________ 
_____________________________________________________________________________________________
_____________________________________________________________________________________________
__ 
 
3. Describe existing vehicle conditions at the time of the incident(e.g. warning lights "On", tires worn, etc.): 
No unusual conditions. 
 
4.  Repairs outside of warranty (what, when, by whom?): None 
 
5.  Other vehicle history information (from person being interviewed or GM Warranty History)? None 
 

6. Last maintenance (date, description, by whom?): Unknown 
 
 
 
 

III     INTERVIEW - INCIDENT DETAILS 
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If vehicle is a truck, or a car trailering cargo at the time of the incident, estimated total weight of cargo and trailer: 
____ lbs,    Load description:  
______________________________________________________________________ 
Load location:  
__________________________________________________________________________________ 
 
 
Describe the following: 

Before the Incident At the Beginning* and During the 
Incident 

Steering (normal, other) Normal 
 

“Steering locked up into the right 
turn” 
 

Suspension (normal, other) Normal 
 

Normal 
 

Engine (normal, other) Normal 
 

Normal 
 

Transmission (normal, other) Normal 
 

Normal 
 

Electrical (normal, other) Normal Normal 
Warning lights/messages  None None 
Unusual noises (from where?) None None 
Smoke/steam (from where?) None None 
Other NA NA 
*The beginning of the incident is the start of the sequence which resulted in the incident. 
 
Exact incident location:  _Bruckner Expressway service road east of Tremont Rd, Bronx, NY 
 
Surface where incident occurred: 

Type: Concrete, Asphalt, Gravel, Crushed Rock, Dirt, or Other?       Describe: Asphalt 
_______________________________________________________________________________________
_ 
Condition: Wet, Dry, Icy, or Other?    If other, specify:  Dry 
__________________________________________ 

 
Estimated vehicle speed 30  MPH    Source of estimate: Driver___________________________________ 
 
Incident occurred while: Accelerating, Turning, Braking, Coasting, Driving normally: Turning 
__________________________ 
 
What did you do after you realized something was wrong?  Describe: Driver stated that, as she was turning right 
in a long curve to the right, the steering locked and she hit the divider on her left. 
______________________________________ 
_____________________________________________________________________________________________
_____________________________________________________________________________________________
__ 
 
Any other comments or observations that have not been covered?  ________________________________________ 
_____________________________________________________________________________________________
_____________________________________________________________________________________________
_____________________________________________________________________________________________
___ 

 
 

IV     VEHICLE INSPECTION 
 

The vehicle inspection documents the physical evidence via color photographs and written observations.  By 
recording your observations in the following section, you will be following a methodical inspection format. 
 
Take color photographs of the following: 
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A.  Exterior: 

Front 
Right side  
Rear  
VIN 
Left side 

 
Comments: The vehicle had been repaired prior to the inspection. There was a large gash in the lower driver’s 
door from lot damage at Crane Chevrolet. 
____________________________________________________________________________________ 
_____________________________________________________________________________________________
_____________________________________________________________________________________________
__ 
 
B.  Corner assemblies, if applicable: 

Struts/shocks 
Springs 
Control arms 
Ball joints 
Steering knuckles 
Axle assemblies 

 
Comments: None 
____________________________________________________________________________________ 
_____________________________________________________________________________________________
_____________________________________________________________________________________________
__ 
 
C.  Interior: 

Instrument panel & odometer 
 
Comments: 
None____________________________________________________________________________________ 
_____________________________________________________________________________________________
_____________________________________________________________________________________________
__ 
 
D.  Underhood: 

Engine compartment  
Steering linkage 
Steering 
Power steering lines/hoses, connections/clamps 
 

Comments: 
None____________________________________________________________________________________ 
_____________________________________________________________________________________________
_____________________________________________________________________________________________
__ 
 
E.  Underbody: 

Steering linkage 
Scrapes or impact damage on the following: 

Fuel tank 
Tires/Wheels 
Etc. 

 
Comments: 
None____________________________________________________________________________________ 
_____________________________________________________________________________________________
_____________________________________________________________________________________________
__ 
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F.  General Observations (Take photographs if applicable): 
 
Anything on vehicle which is after-market:  No aftermarket equipment 
 
Anything on vehicle which is a modification: No modifications 
 
Anything on vehicle which is unusual, out-of-place, etc.: Nothing unusual 
 
Other relevant information: 
________________________________________________________________________ 
_____________________________________________________________________________________________
_ 
 
 

V     CHASSIS INSPECTION 
 
Record your observations and measurements for the sections and questions which relate to the incident and 
items which were inspected.  Write N/A for sections and questions unrelated to the customer allegation. 
 
A.  STEERING, SUSPENSION, WHEELS, AXLES: 
 
Use the following table to identify what you did and what you found during the inspection. Identify the tests and test 
results for the applicable items.  Describe anything relevant to the allegation that is not in normal working condition, 
does not function properly or is a non production part.  Take appropriate photographs, and indicate whether or not a 
photograph was taken. 
 
 
 OBSERVATIONS/TEST RESULTS 
Steering system Drove vehicle for 45 minutes- see above Inspection Summary 

 
Steering linkage Tested for play-none found 

 
Gear/rack and pinion Tested for play-none found 

 
Steering column, ignition switch, 
intermediate shaft 

Steering column is tight and could not be moved back and forth or side to 
side. 
 

Steering pump, drive, hoses, 
connections, flow, pressure 

This power steering system does not use a hydraulic pump. 
 

PS fluid level and condition PS fluid is not used in this system 
Steering knuckle No play at the knuckle. 

 
Suspension components - LF Strut tight with no leaks. 

 
                                         RF Strut tight with no leaks 
                                         LR No leaks from rear shock and spring is seated properly. 
                                         RR No leaks from rear shock and spring is seated properly. 
Rear axle assembly Nothing unususl observed 
Deformation to the frame No frame damage observed 
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 OBSERVATIONS/TEST RESULTS 
Describe evidence of axle/ 
suspension/ tire contact with 
frame, body or components 

No evidence of this condition observed. 

Describe contact of the under- 
carriage with the road surface 
(road, shoulder, curb, or grass) 

No evidence of this condition observed 

Electronic level control 
system/components 

NA 

Engine (normal, other) Normal 
Electrical (normal, other) Normal 
Warning lights/messages  All work properly. 
Wheels (damage/impact marks) No wheel damage observed 
Codes/numbers for failed 
components.  Describe 

One code present-CO545 Steering Wheel Torque Input Sensor/Symptom 00 

Other NA 
 
 
B.  ECM/PCM 
 
Stored codes? (Y/N)  No  If yes, list code number and description. 
 
 CODE     COUNTS    DESCRIPTION 
_______ ______ ___________________________________________________________________________

_ 
_______ ______ ___________________________________________________________________________

_ 
_______ ______ ___________________________________________________________________________

_ 
_______ ______ ___________________________________________________________________________

_ 
 
Other comments:  
_______________________________________________________________________________ 
_____________________________________________________________________________________________
_____________________________________________________________________________________________
__ 
 
C.  ROAD-SENSING SUSPENSION/SPEED-SENSITIVE SUSPENSION   (Fill out this section for suspension 
allegations on vehicles equipped with road-sensing suspensions/speed-sensitive suspensions) 
 
1.  Enter Diagnostics per the service manual and record any current or history codes.  (Enter “none” if no codes are 
present) 
 
CURRENT   
CODE       DESCRIPTION 
_______ ___________________________________________________________________________________

_ 
_______ ___________________________________________________________________________________

_ 
_______ ___________________________________________________________________________________

_ 
_______ ___________________________________________________________________________________

_ 
_______ ___________________________________________________________________________________

_ 
 
HISTORY 
CODE       DESCRIPTION 
_______ ___________________________________________________________________________________
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_ 

_______ ___________________________________________________________________________________
_ 

_______ ___________________________________________________________________________________
_ 

_______ ___________________________________________________________________________________
_ 

_______ ___________________________________________________________________________________
_ 

 
Follow the procedures in the service manual to determine the cause of the stored codes which relate to the allegation.  
State which procedures were followed, record the results of each test, and state the root cause of the code.  Do not 
conduct tests which require disassembly of components.  Follow the procedure in the General Guidelines for parts 
which need to be disassembled for evaluation. 
 
2.  Inspect the system wiring, connections, and components for damage.  Indicate whether the damage was the result 
of the incident.  Comments:  
_______________________________________________________________________ 
_____________________________________________________________________________________________
_ 
 
3. Other comments:  
_____________________________________________________________________________ 
_____________________________________________________________________________________________
_ 
 
 
D.  TIRE INSPECTION    
 
1.  IDENTIFICATION: 
 

     AVE. TREAD 
 TIRE BRAND TIRE TYPE TIRE SIZE PRESSURE DEPTH 
 (Goodyear) (Eagle GA) (P205/70R15) (psi) 32nds of inch 

LF Bridgestone B450 P205/65R15 33 9 
RF Bridgestone B450 P205/65R15 33 9 
LR Bridgestone B450 P205/65R15 33 10 
RR Bridgestone B450 P205/65R15 32 10 
 
Describe any damage to tires, such as scrapes, marks due to impact, cuts, tread separation, flat spots etc. 
LF __No damage to 
tires_____________________________________________________________________________________ 
RF 
___________________________________________________________________________________________ 
LR 
___________________________________________________________________________________________ 
RR 
___________________________________________________________________________________________ 
 
2.  TIRE PLACARD DATA: 
     Record the following data: (located on driver’s door edge or inside the decklid) 
 SIZE PRESSURE (psi) PRESSURE AT MAXIMUM LOAD(psi) 
TIRES Could not locate this 

label 
_____ _____ 

SPARE TIRE ____________________ _____ _____ 
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VI       SITE INSPECTION 
 
Make a diagram of the incident scene showing where the vehicle started, the path of the vehicle, and all points of 
impact.  Make measurements and record on the diagram.  Inspect the scene for tire marks.  Take color pictures and 
enter comments below.  If significant other vehicle or property damage occurred, take pictures of the damage, if 
possible, and make notes as necessary. 
Comments: Did not visit the site of the accident. 
 

                                   VII OTHER REPORT INFORMATION 
      

  Check here if there was evidence of a “Fire-Related” event.   
According to NHTSA, “fire” means combustion or burning of material in or from a vehicle as evidenced by 
flame.  The term also includes, but is not limited to, thermal events and fire-related phenomena such as 
smoke, sparks or smoldering, but does not include events and phenomena associated with a normally 
functioning vehicle, such as combustion of fuel within an engine or exhaust from an engine. 
   

Attachments:  (Check all that apply) 
x   Photographs   Data Downloads x   Other Records 



 

PAR Case Assessment Form 
_______________________________________________________ 
Siebel Request No.: 1-220756716 
Customer Name:  
Product Purchased?: x New  Used 
Vehicle Identification Number: 1G1ZT52894F
Model: Malibu  Make: Chevrolet  Year: 2004  Mileage: 4400 
Service Request Detail Screen x Reviewed and Updated 
Pre-PAR Form x Reviewed and Updated 
PAR Detail Form x Reviewed and Updated 

Allegation and / or Claim 
 

 OnStar (Follow specialized procedure) 
 Credit / Rebill Process (Review Step-by-Step) 

 
 Injury 

 Reviewed Step-by-Step in Webknowledge: 
 Major (Surgery, compensation, current medical treatment, lacerations, sutures, fractures, 

paralysis, loss of consciousness, fatality) 
 Forward file to ESIS. 

 Minor (Bruises, bumps, scratches, abrasions, headaches) - Review with customer for a 
thorough description. 

 Dealer 
 Forward file to EAA 

 Grey Area (Past: medical treatment, surgery and injury.  Pregnancy, numbness) 
 Review file with Team Manager 
 Forward file to ESIS 
 PAR will work file 

 
x Collision (Includes curbs and / or sidewalks):  

 Air Bag/s (Vetronix) –  
 Non-Deployment 

 Forward file to EAA 
 Advised customer on basic air bag function 

 Inadvertent Deployment without collision 
 Advised customer on basic airbag function 
 Dealer (Inspect under-carriage) 
 Forward file to EAA 

 Deployment with Collision 
 Advised customer on basic air bag function 
 Dealer (Inspect vehicle and obtain a repair estimate) 
 Forward file to EAA (Customer is requesting an inspection) 

 Brakes / ABS (Vetronix if applicable) / Suspension / Tires / Wheel Separation / Steering 
 Major Body Damage (Review with customer and/or Dealership, Bodyshop for thorough 

description and vehicle location) 
 Forward file to EAA 
 Advised customer on basic brake/ABS function 

 Minor Body Damage (Review with customer and/or Dealership, Bodyshop for thorough 
description and vehicle location) 

 Advised customer on basic brake/ABS function 
 Dealer 
 Forward file to EAA (Customer is requesting an inspection) 

 
 
 
 
 
 
 
 
 

GM/SITEL Corporation – Confidential & Proprietary                                                                        02/12/2003 
PAR Case Assessment Form                                        



 

 Thermal Event:  
  Major (Entire: vehicle, compartment, component and / or > 2 components) 

 Forward file to EAA. 
 Minor (Centralized / Confined to a small area) – Review with customer and/or Dealership for a 

thorough description. 
 Dealer Inspection and / or Repair Order  
 Forward file to EAA. 

 Smoke / Non-Thermal – 
 Return to Workflow (File reviewed < 24 HRS after assignment). 
 PAR will work file (File is > 24 HRS after assignment). 

 
 

 Property Damage (Includes pets): 
  < $1,000 - Advise Dealership to proceed under PAR Warranty code Z1241 

 > $1,000 - Review with customer and/or Dealership for thorough description.  Obtain estimate 
and attach to file and / or conclude damage may be >$1,000 

 Forward file to ESIS. 
 

 Insurance Subrogation Claim 
 Deductible Claim 
 Compensation Claim with Supporting Documentation – Review with customer and/or caller for 

thorough description. 
 Forward file to ESIS. 

 
 

 Law Enforcement Inquiry without allegation 
 Forward file to Workflow 

 Law Enforcement Inquiry with allegation  
 Review file with Team Manager  

 
x Customer Retracted Allegation:  

x PAR will close file. 

Vehicle Evaluation 
 Inspection requested  

 EAA  
 Dealer 
 Field Personnel 

x Inspection not requested  
x Customer did not authorize inspection- veh almost repaired 

 Customer accepted explanation and resolution 
 Customer retracted allegation 
 Vehicle not available 
 Customer does not own vehicle 

 
Siebel Actions/Follow-Up 

 
x Documented all actions and events in the PAR file 
x Provided resolution to Dealer and AVM 

CRM Resolution / Recommendation 
 Forward file to ESIS 
 Repair  
 Repurchase 
 Trade Repurchase  
 Law Enforcement Inquiry 
 GM declines responsibility 
 File Closed / Customer Information Request Only 
 File forwarded to the Workflow 
 Non PAR File 

x Other- customer is letting insurance co pursue through suborgation 

GM/SITEL Corporation – Confidential & Proprietary                                                                        02/12/2003 
PAR Case Assessment Form                                        





































































September 10, 2004 
 
 
 

 
West Seneca, NY  
 
Service Request: 1-221774204 
Customer Relationship Manager: Cornelia Bright-Smith 
 
Dear Mr.   
 
We are sorry you have experienced concerns with your 2004 Chevrolet Malibu.  Customer 
satisfaction is a top priority for us at Chevrolet. 
 
Because you are a loyal Chevrolet customer, we are providing you with one complimentary lube, 
oil, and filter service.  Present this letter to any Chevrolet dealership for redemption.  
 
If you have future questions, feel free to contact our Chevrolet Customer Assistance Center at 1-
800-222-1020 Monday through Friday between 8:00 a.m. and 11:00 p.m., Eastern Time.  Please 
refer to your service request number above and any of our Customer Relationship Managers will 
be happy to assist you. 
 
Sincerely,  
 
General Motors Corporation 
 
 
ATTENTION:  DEALERSHIP SERVICE MANAGER 
Complimentary lube, oil, and filter service 
 
Submit the claim for the reasonable/customary price using labor operation number Z7410, failure 
code 98, authorization code “G” and insert the amount in the net item column.  This original 
letter should be retained in the customer's file. 



 



September 10, 2004 
 
 
 

Old Bridge, NJ  
 
Service Request:  1-222538043 
Customer Relationship Manager: Vince Dickinson 
 
Dear Mrs.   
 
We would like to discuss your request for assistance regarding your 2004 Chevrolet Malibu 
MAXX, but we have been unsuccessful in our attempts to contact you. 
 
To help us review your request in a timely manner, please contact me at 1-866-932-4368, 
extension 38226, Monday through Friday between the hours of 8:00am and 4:30pm Eastern 
Time.  Please refer to your service request number above and I will be happy to assist you.  If I 
am not available when you call, please leave me a voicemail with your phone number and the 
best time you can be reached.   
 
If you are experiencing an urgent concern and I am not available, please contact our Chevrolet 
Customer Assistance Center at 1-800-222-1020 and any of our representatives will assist you. 
 
Sincerely,  
 
General Motors Corporation 
 























September 10, 2004 
 
 
 

Vandalia, OH  
 
Service Request: 1-222915928 
Customer Relationship Manager: Linda Carr 
 
Dear Ms. : 
 
Thank you for your support of Chevrolet.  As we agreed, the necessary paperwork has been 
completed and forwarded to General Motors Protection Plan (GMPP).  The processing time will 
take approximately eight weeks.  The Smart Care Plan for your 2004 Chevrolet Malibu, Vehicle 
Identification Number 1G1ZT52864F is for the following: 
 

• 36 months or  36,000 miles, whichever occurs first, beginning on 6/28/04 and ending on 
6/28/07, and begins with 13,074 miles and ends with 49,074 odometer miles 

• A $0.00 deductible 
 
You will be notified by GMPP once the plan has been processed.  This letter will serve as your 
policy until the plan confirmation is received.  Please contact your local GM Dealer if you have 
coverage questions.  Your complete satisfaction is very important to us.  We hope this 
transaction demonstrates our appreciation of you as a valued Chevrolet customer. 
 
If you have any future questions, please feel free to contact our Chevrolet Customer Assistance 
Center at 1-800-222-1020 Monday through Friday between 8:00 a.m. and 11:00 p.m., Eastern 
Time.  Please refer to your request number above and any of our Customer Relationship 
Managers will be happy to assist you. 
 
Thank you for allowing us the opportunity to assist you.     
 
Sincerely,  
 
General Motors Corporation 
 
For more information regarding the maintenance and care of your vehicle, please visit 
www.mygmlink.com.  This free online service offers vehicle and ownership-related information and 
tools tailored to your specific vehicle.
 

http://www.mygmlink.com/








September 10, 2004 
 
 
 

 

Baton Rouge, LA  
 
Service Request:  1-226567048 
Customer Relationship Manager: Jonathon Trent 
 
Dear Ms.    
 
We would like to discuss your request for assistance regarding your 2004 Chevrolet Malibu, but 
we have been unsuccessful in our attempts to contact you. 
 
To help us review your request in a timely manner, please contact me at 1-866-952-4368 
extension 58360 Monday through Friday during the hours of 3:00 p.m. and 11:30 p.m. Eastern 
Standard Time.  Please refer to your service request number above and I will be happy to assist 
you.  If I am not available when you call, please leave me a voicemail with your phone number 
and the best time you can be reached. 
 
If you are experiencing an urgent concern and I am not available, please contact our Chevrolet 
Customer Assistance Center at 1-800-222-1020 and any of our representatives will assist you. 
 
Sincerely,  
 
General Motors Corporation 
 





































































September 10, 2004 
 
 
 

 

Brooklyn, NY  
 
Service Request:  1-227962903 
Customer Relationship Manager: Christine Hritsko 
 
Dear Mr.   
 
We sincerely regret that you experienced a concern with your 2004 Chevrolet Malibu, which 
resulted in an unexpected repair expense to you.     
 
We value you as a Chevrolet owner and your satisfaction with our products is a high priority.  As 
we discussed over the phone, we believe you are entitled to a reimbursement.  We have enclosed 
a check in the amount of $635.08.  We hope this goodwill adjustment will offset, to some degree, 
the inconvenience that this repair may have caused you. 
 
We look forward to keeping you in our Chevrolet family.  If you have any future questions, 
please feel free to contact our Chevrolet Customer Assistance Center at 1-800-222-1020 Monday 
through Friday between 8:00 a.m. and 11:00 p.m., Eastern Time.  Please refer to your service 
request number above and any of our Customer Relationship Managers will be happy to assist 
you. 
 
Sincerely,  
 
General Motors Corporation 
 
 
 
For more information regarding the maintenance and care of your vehicle, please visit 
www.mygmlink.com.   This free online service offers vehicle and ownership-related information 
and tools tailored to your specific vehicle. 
 

http://www.mygmlink.com/


























September 10, 2004 
 
 
 

Merrick, NY  
 
Service Request: 1-228195904 
Customer Relationship Manager: Scott Haynes 
 
Dear Mrs. : 
 
Thank you for your support of Chevrolet.  As we agreed, the necessary paperwork has been 
completed and forwarded to General Motors Protection Plan (GMPP).  The processing time will 
take approximately eight weeks.  The Smart Care Plan for your 2004 Chevrolet Malibu, Vehicle 
Identification Number 1G1ZT54824F  is for the following: 
 

• 24 months or 24,000 miles, whichever occurs first, beginning on July 7, 2004 and 
ending on July 7, 2006 and begins with 7,012 and ends with 31,012 odometer miles. 

• A $0.00 deductible 
 
You will be notified by GMPP once the plan has been processed.  This letter will serve as your 
policy until the plan confirmation is received.  Please contact your local GM Dealer if you have 
coverage questions.  Your complete satisfaction is very important to us.  We hope this 
transaction demonstrates our appreciation of you as a valued Chevrolet customer. 
 
If you have any future questions, please feel free to contact our Chevrolet Customer Assistance 
Center at 1-800-222-1020 Monday through Friday between 8:00 a.m. and 11:00 p.m., Eastern 
Time.  Please refer to your request number above and any of our Customer Relationship 
Managers will be happy to assist you. 
 
Thank you for allowing us the opportunity to assist you.     
 
Sincerely,  
 
General Motors Corporation 
 
For more information regarding the maintenance and care of your vehicle, please visit 
www.mygmlink.com.  This free online service offers vehicle and ownership-related information and 
tools tailored to your specific vehicle.
 

http://www.mygmlink.com/


SR# 

New/Used: New Division: Chevrolet Car

     Complete VIN:     Vehicle Year: 2004

      Division - Dealer Code:

 General Motors has agreed to :

Special Instructions: Check if applicable

(Selling dealer to keep profit. Division is debited the dealer's profit)

Delivery Date: 04/20/04            Odometer Reading:

         Plan Purchase Date: 07/07/04        Customer Ownership:

Business Name:

Customer Name -          Title: Mrs.      (First - M.I. - Last):

Address Line 1:

Address Line 2:

City:               State:         Zip:

        Plan Type:     # of Months:   Mileage: 24000

        Plan Type:     # of Months:   Mileage:

           Deductible: $0

Plan Lien Holder (Select Division below):

                 Division Address:

        CRM (Decision Maker):

      Team Manager / Liaison:

Team CARS Site:     Date:

Approve and pay for a new plan - no GMPP Coverage currently

   Vehicle Style:

1G1ZT54824F

Chevrolet 13-32888

7012

Owner

Portland 07/09/04

1-228195904

Merrick

24 Months

NY

Scott Haynes

Ron Rittenhouse  ~  Melissa Nance

SmartCare

Chevrolet - PO Box 33170 Detroit, MI 48232-5170

 Transfer all claims to new policy  Endorse selling dealer code to Division code

   AVM Requested

































2004 MALIBU LT SEDAN                         CHEVROLET MOTOR DIVISION
12U  GALAXY SILVER METALLIC         /L4G     GENERAL MOTORS CORPORATION
142  GRAY                                    100 RENAISSANCE CENTER
ORDER NO. GKBSH9/TRE      STOCK NO.          DETROIT      MI  48243-1114
VIN 1G1 ZU54 83 4F                      VEHICLE INVOICE 1AD22060932
***************************************************************13*20082S
MODEL & FACTORY OPTIONS               MSRP    INV AMT  RETAIL - STOCK
1ZU69 MALIBU LT SEDAN             22870.00   20926.05  INVOICE 08/20/03
LX9 3.5L V6 ENGINE                    0.00       0.00  SHIPPED 08/15/03
MX0 4-SPEED AUTO TRANSMISSION         0.00       0.00  EXP I/T 08/27/03
UC6 AM/FM 6 DISC CD PLAYER          300.00     270.00  INT COM 08/27/03
    (REPLACES STD/OPT RADIO)                           PRC EFF 08/15/03
UE1 ONSTAR SYSTEM                   695.00     625.50  KEYS G0552 G0552
     INCLUDES 1 YR SAFE & SOUND                        WFP-S QTR  OPT-1
U2K XM SATELLITE RADIO-100 CHANNEL  325.00     292.50  BANK: GMAC - 085
     COAST TO COAST DIGITAL SOUND                      CHG-TO    20-082
     (SUBSCRIPTION CHARGES EXTRA)
VK3 FRONT LICENSE PLATE BRACKET       0.00       0.00  SHIP WT:  3231
YF5 50-STATE EMISSIONS                 N/C        N/C  HP:       18.4
1SB MALIBU PREFERRED EQUIP GRP 1SB  905.00     814.50  GMS:     22825.70
    * AUTO-DIMMING INSIDE MIRROR                       SUPPLR:  23738.73
    * HOMELINK TRANSMITTER                             MRM:     25720.00
    * POWER SUNROOF                                    DAN:      58MAL
                                                       MEMO     1229.75

TOTAL MODEL & OPTIONS              25095.00  22928.55  ACT 231 22800.70
DESTINATION CHARGE                   625.00    625.00  H/B 261   752.85
LAM DEALER CONTRIBUTION                        250.95  ADV 261   250.95
LAM GROUP CONTRIBUTION                         125.48  EXP 65A   125.48

TOTAL                              25720.00  23929.98  PAY 310 23929.98
MEMO: TOTAL LESS HOLDBACK AND
      APPROX WHOLESALE FINANCE CREDIT        22834.08
***********************************************************************
INVOICE DOES NOT REFLECT DEALER'S ULTIMATE COST BECAUSE OF MANUFACTURER
REBATES, ALLOWANCES, INCENTIVES, HOLDBACK, FINANCE CREDIT AND RETURN TO
DEALER OF ADVERTISING MONIES, ALL OF WHICH MAY APPLY TO VEHICLE.
***********************************************************************
THIS MOTOR VEHICLE IS SUBJECT TO A SECURITY INTEREST HELD BY GMAC.

                                         REMIT TO GMAC NO. 085
COURTESY CHEVROLET                       VIN 1G1ZU54834F
                                         $  23929.98 INV  1AD22060932
                                         DUE 08/27/03  DEALER  20-082



Confidential Information 

CASE ASSESSMENT BY: James Rayford              Siebel Request No: 1-229481004   
 

Customer Name: 
 
Year of Vehicle: 2004     Make: Chevrolet      Model: Malibu                      Current Mileage: 15,000  
 
Vehicle ID No.: 1G1ZU54834F              In Service Date: 9/12/03                          Purchased: New 
           
 
What is customer seeking: Repurchase                    What is customer eligible for: Repurchase  
 

VEHICLE REPAIR HISTORY 
 

CUSTOMER’S PRIMARY SYMPTOM / COMPLAINT: Steering 
Date:      Mileage:     Days Out: Description of Repair:                           .  
6/4/04  1,500  6  Replaced Steering Column 
 
 
OTHER SYMPTOM / COMPLAINT: Engine  
Date:      Mileage:     Days Out: Description of Repair:                           . 
9/11/03  7  1  Reprogram PCM (Recall) 
 
 
OTHER SYMPTOM / COMPLAINT: Miscellaneous  
Date:      Mileage:     Days Out: Description of Repair:                           . 
10/8/03  1,203  1  Replaced & Tightened Grounds Distribution Wiring 
 
 
Total Days Reported Out of Service:   __8__ 
 
VEHICLE MEETS PRESUMPTION: YES:    NO:  X  
 
Arbitrate case:   X     Settle case:      
 
Case Recommendation for Customer Satisfaction (based on a review of documentation): 
CRM advises the vehicle doesn’t meet Presumption of the Lemon Law for the State of California. CRM 
advises the vehicle was out of service for 8 days, for Repairs and Diagnosis. CRM advises to provide 
customer a Settlement Offer of 24/24 GMPP Smart Care. CRM advises to regain confidence in vehicle 
and in General Motors. CRM advises to keep the vehicle returning to Servicing Dealership Courtesy 
Chevrolet for complete inspections. 
 
AVM and/or DEALER RECOMMENDATION:                                               
No Current AVM Recommendations. 

Team Manager Approval:                      Date: 
 
Revised by A. Allen Payne 050203             







































September 10, 2004 
 
 
 

 
Sylmar, CA  
 
Service Request:  1-230074256 
Customer Relationship Manager: Paul Nagy 
 
Dear Ms. : 
 
We are sorry you continue to be dissatisfied with the decision we made concerning your 
2004 Chevrolet Malibu.  We know you are sincere in the position you have taken, and we trust 
we have been able to explain our point of view. 
 
In circumstances such as these, General Motors believes that our customers should have the 
opportunity to deal with unresolved matters in a fast, fair and free dispute resolution process. For 
that reason, we participate in the Better Business Bureau’s BBB AUTO LINE program, an 
independent dispute resolution process administered by the Council of Better Business Bureaus. 
BBB AUTO LINE provides mediation and arbitration for eligible warranty-related disputes. 
 
As a GM customer, BBB AUTO LINE is available to you at no cost.  In certain circumstances, 
you may be required to use this program prior to participation in other resolution methods.  The 
BBB AUTO LINE program is discussed in your vehicle’s “Warranty and Owner Assistance 
Information Booklet.” 
 
To file your case with BBB AUTO LINE, or get more information about the program, call the 
BBB at 1-800-955-5100 (Monday through Friday during normal business hours). You may also 
access the BBB AUTO LINE website at any time (including evenings, weekends and holidays) 
by visiting <http://www.dr.bbb.org/goauto>  
 
Whether you contact them by telephone or Internet, the BBB will provide you with full program 
details, current eligibility standards of the BBB AUTO LINE program and will assist you with 
any questions you have. 
 
Thank you for the opportunity to review this matter. 
 
Sincerely,  
 
General Motors Corporation 
 











September 10, 2004 
 
 
 

 

Westlake Village, CA  
 
Service Request: 1-230083917 
Customer Relationship Manager: Delores Clonce 
 
Dear Mr.  
 
We are sorry you continue to be dissatisfied with the decision we made concerning your 
2004 Chevrolet Malibu.  We know you are sincere in the position you have taken, and we trust 
we have been able to explain our point of view. 
 
In circumstances such as these, General Motors believes that our customers should have the 
opportunity to deal with unresolved matters in a fast, fair and free dispute resolution process. For 
that reason, we participate in the Better Business Bureau’s BBB AUTO LINE program, an 
independent dispute resolution process administered by the Council of Better Business Bureaus. 
BBB AUTO LINE provides mediation and arbitration for eligible warranty-related disputes. 
 
As a GM customer, BBB AUTO LINE is available to you at no cost.  In certain circumstances, 
you may be required to use this program prior to participation in other resolution methods.  The 
BBB AUTO LINE program is discussed in your vehicle’s “Warranty and Owner Assistance 
Information Booklet.” 
 
To file your case with BBB AUTO LINE, or get more information about the program, call the 
BBB at 1-800-955-5100 (Monday through Friday during normal business hours). You may also 
access the BBB AUTO LINE website at any time (including evenings, weekends and holidays) 
by visiting <http://www.dr.bbb.org/goauto>  
 
Whether you contact them by telephone or Internet, the BBB will provide you with full program 
details, current eligibility standards of the BBB AUTO LINE program and will assist you with 
any questions you have. 
 
Thank you for the opportunity to review this matter. 
 
Sincerely,  
 
General Motors Corporation 
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September 10, 2004 
 
 
 

r 
Canfield, OH  
 
Service Request: 1-231245502 
Customer Relationship Manager: Richard Dickson 
 
Dear Ms.  
 
Thank you for your support of Chevrolet.  As we agreed, the necessary paperwork has been 
completed and forwarded to General Motors Protection Plan (GMPP).  The processing time will 
take approximately eight weeks.  The Major Guard plan for your 2004 Chevrolet Malibu, 
Vehicle Identification Number 1G1ZU54864F  is for the following: 
 

• 60 months or 100,000 miles, whichever occurs first, beginning on July 16, 2004, and 
ending on July 16, 2009, and begins with 10,389 odometer miles and ends with 
110,389 odometer miles 

• Standard rental 
• A $0.00 deductible 

 
You will be notified by GMPP once the plan has been processed.  This letter will serve as your 
policy until the plan confirmation is received.  Please contact your local GM Dealer if you have 
coverage questions.  Your complete satisfaction is very important to us.  We hope this 
transaction demonstrates our appreciation of you as a valued Chevrolet customer. 
 
If you have any future questions, please feel free to contact our Chevrolet Customer Assistance 
Center at 1-800-222-1020, Monday through Friday between 8:00 a.m. and 11:00 p.m., Eastern 
Time.  Please refer to your request number above and any of our Customer Relationship 
Managers will be happy to assist you. 
 
Thank you for allowing us the opportunity to assist you.     
 
Sincerely,  
 
General Motors Corporation 
 
For more information regarding the maintenance and care of your vehicle, please visit 
www.mygmlink.com.  This free online service offers vehicle and ownership-related information and 
tools tailored to your specific vehicle.
 

http://www.mygmlink.com/














































September 10, 2004 
 
 
 

 

Rochester, NY   
 
Service Request:  1-231666905 
BRC, Customer Relationship Manager: Toni Blackshear 
 
Dear    
 
We would like to discuss your request for assistance regarding your 2004 Chevrolet Malibu, but 
we have been unsuccessful in our attempts to contact you. 
 
To help us review your request in a timely manner, please contact me at 800-231-1841 ext. 
57915 on Monday-Friday during the hours of 8:00am-4:45pm EST.  Please refer to your service 
request number above and I will be happy to assist you.  If I am not available when you call, 
please leave me a voicemail with your phone number and the best time you can be reached.   
 
If you are experiencing an urgent concern and I am not available, please contact our Chevrolet 
Customer Assistance Center at 1-800-222-1020 and any of our representatives will assist you. 
 
Sincerely,  
 
General Motors Corporation 
 























10 de Septiembre de 2004 
 
 
 

 

Palm Springs, FL   
 
Expediente de servicio:  1-231770396 
Gerente de Servicios al Cliente: Ismael Torres 
 
 
Estimado Sr : 
 
Gracias por su reciente comunicación referente a su Chevrolet Malibu del 2004.  Los 
comentarios de clientes como usted expresando sus impresiones y experiencias, nos permiten 
mejorar nuestros productos y aumentar la satisfacción de nuestra clientela. 
 
Sus comentarios nos indican que tiene preocupaciones con su vehículo, le hemos tratado de 
llamar para ver como podemos asistirlo.  Desafortunadamente no hemos podido comunicarnos 
con usted al número de teléfono que tenemos en nuestros expedientes. 
 
Entendemos que quizás alguien le pueda estar asistiendo en su concesionario o nuestro Centro de 
Servicio.  Si este no fuera el caso y todavía necesitara asistencia, puede comunicarse 
directamente con nuestro Centro de Servicios al cliente al 1-800-222-1020 durante las horas de 
8:00 a.m. hasta las 8:00 p.m. de lunes a viernes.  Por favor tenga a mano el número de referencia 
arriba mencionado y cualquiera de nuestros Gerentes le ayudarán.  Si usted ya se ha comunicado 
con nuestro Centro de Servicios al Cliente, por favor ignore esta carta.  
  
La meta de Chevrolet y sus distribuidores es lograr su completa satisfacción con nuestros 
productos y servicios.  Esperamos su pronta comunicación. 
 
Sinceramente, 
 
 
General Motors Corporation 
 
SU0003-T/sr  
 



September 10, 2004 
 
 
 

Slab Fork, WV  
 
Service Request: 1-232231595 
Customer Relationship Manager: Jonathon Trent 
 
Dear Mr. n:   
 
Chevrolet is pleased to provide service coverage for the steering in your 2004 Chevrolet Malibu, Vehicle 
Identification Number 1G1ZT54834F   This service coverage will commence upon the expiration of 
the applicable New Vehicle Limited Warranty and will continue until June 3, 2009, or 60,000 miles, whichever 
occurs first.  Chevrolet will make repairs to correct defects related to materials or workmanship occurring 
during the coverage period specified above.  The following item(s) are covered: 
 
Steering – Gear housing and all internal parts; rack and pinion; power steering pump; steering shaft couplings; 
seals and gaskets. 
 
Chevrolet will not be responsible for conditions arising from tampering, abuse, or improper maintenance.  This 
coverage is not transferable to any other vehicle or subsequent owner of your vehicle.  Please keep this letter 
with your Malibu.  Should your vehicle require repairs within the coverage period, present this letter to the 
Service Manager of an authorized Chevrolet Dealership. 
 
If you have any future questions, please feel free to contact our Chevrolet Customer Assistance Center at  
1-800-222-1020 Monday through Friday between 8:00 a.m. and 11:00 p.m., Eastern Time.  Please refer to your 
service request number above and any of our Customer Relationship Managers will be happy to assist you. 
 
Sincerely,  
 
General Motors Corporation 
 
ATTENTION:  DEALERSHIP SERVICE MANAGER 
Component Service Coverage 
 
Submit the claim with all the appropriate authorization codes and H route it to your Area Service Manager.  Be 
sure to retain a copy of this letter in the customer’s file and return the original to the customer. 



September 10, 2004 
 
 
 

 
835 Scott St 
Talladega, AL   
 
Service Request:  1-232516115 
Customer Relationship Manager: Gregory York 
 
Dear Mrs.   
 
We would like to discuss your request for assistance regarding your 2004 Chevrolet Malibu, but 
we have been unsuccessful in our attempts to contact you. 
 
To help us review your request in a timely manner, please contact me at 1-866-952-4368 
extension 58511 Monday through Friday during the hours of 9:00 a.m. to 5:45 p.m., EST.  Please 
refer to your service request number above and I will be happy to assist you.  If I am not 
available when you call, please leave me a voicemail with your phone number and the best time 
you can be reached.   
 
If you are experiencing an urgent concern and I am not available, please contact our Chevrolet 
Customer Assistance Center at 1-800-222-1020 and any of our representatives will assist you. 
 
Sincerely,  
 
General Motors Corporation 
 









 

PAR Case Assessment Form 
_______________________________________________________ 
Siebel Request No.:1-233791024 
Customer Name:   
Product Purchased?:  New  Used 
Vehicle Identification Number: 1G1ZT54894F
Model: Mailbu Make: Chevrolet Year:2004  Mileage: 
Service Request Detail Screen  Reviewed and Updated 
Pre-PAR Form  Reviewed and Updated 
PAR Detail Form  Reviewed and Updated 

Allegation and / or Claim 
 

 OnStar (Follow specialized procedure) 
 Credit / Rebill Process (Review Step-by-Step) 

 
 Injury 

 Reviewed Step-by-Step in Webknowledge: 
 Major (Surgery, compensation, current medical treatment, lacerations, sutures, fractures, 

paralysis, loss of consciousness, fatality) 
 Forward file to ESIS. 

 Minor (Bruises, bumps, scratches, abrasions, headaches) - Review with customer for a 
thorough description. 

 Dealer 
 Forward file to EAA 

 Grey Area (Past: medical treatment, surgery and injury.  Pregnancy, numbness) 
 Review file with Team Manager 
 Forward file to ESIS 
 PAR will work file 

 
 Collision (Includes curbs and / or sidewalks):  

 Air Bag/s (Vetronix) –  
 Non-Deployment 

 Forward file to EAA 
 Advised customer on basic air bag function 

 Inadvertent Deployment without collision 
 Advised customer on basic airbag function 
 Dealer (Inspect under-carriage) 
 Forward file to EAA 

 Deployment with Collision 
 Advised customer on basic air bag function 
 Dealer (Inspect vehicle and obtain a repair estimate) 
 Forward file to EAA (Customer is requesting an inspection) 

 Brakes / ABS (Vetronix if applicable) / Suspension / Tires / Wheel Separation / Steering 
 Major Body Damage (Review with customer and/or Dealership, Bodyshop for thorough 

description and vehicle location) 
 Forward file to EAA 
 Advised customer on basic brake/ABS function 

 Minor Body Damage (Review with customer and/or Dealership, Bodyshop for thorough 
description and vehicle location) 

 Advised customer on basic brake/ABS function 
 Dealer 
 Forward file to EAA (Customer is requesting an inspection) 

 
 
 
 
 
 
 
 
 

GM/SITEL Corporation – Confidential & Proprietary                                                                        02/12/2003 
PAR Case Assessment Form                                        



 

 Thermal Event:  
  Major (Entire: vehicle, compartment, component and / or > 2 components) 

 Forward file to EAA. 
 Minor (Centralized / Confined to a small area) – Review with customer and/or Dealership for a 

thorough description. 
 Dealer Inspection and / or Repair Order  
 Forward file to EAA. 

 Smoke / Non-Thermal – 
 Return to Workflow (File reviewed < 24 HRS after assignment). 
 PAR will work file (File is > 24 HRS after assignment). 

 
 

 Property Damage (Includes pets): 
  < $1,000 - Advise Dealership to proceed under PAR Warranty code Z1241 

 > $1,000 - Review with customer and/or Dealership for thorough description.  Obtain estimate 
and attach to file and / or conclude damage may be >$1,000 

 Forward file to ESIS. 
 

 Insurance Subrogation Claim 
 Deductible Claim 
 Compensation Claim with Supporting Documentation – Review with customer and/or caller for 

thorough description. 
 Forward file to ESIS. 

 
 

 Law Enforcement Inquiry without allegation 
 Forward file to Workflow 

 Law Enforcement Inquiry with allegation  
 Review file with Team Manager  

 
 Customer Retracted Allegation:  

 PAR will close file. 

Vehicle Evaluation 
 Inspection requested  

 EAA  
 Dealer 
 Field Personnel 

 Inspection not requested  
 Customer did not authorize inspection 
 Customer accepted explanation and resolution 
 Customer retracted allegation 
 Vehicle not available 
 Customer does not own vehicle 

 
Siebel Actions/Follow-Up 

 
 Documented all actions and events in the PAR file 
 Provided resolution to Dealer and AVM 

CRM Resolution / Recommendation 
 Forward file to ESIS 
 Repair  
 Repurchase 
 Trade Repurchase  
 Law Enforcement Inquiry 
 GM declines responsibility 
 File Closed / Customer Information Request Only 
 File forwarded to the Workflow 
 Non PAR File 
 Other 

GM/SITEL Corporation – Confidential & Proprietary                                                                        02/12/2003 
PAR Case Assessment Form                                        































September 10, 2004 
 
 
 

Monroe, WI   
 
Service Request: 1-236174130 
Customer Relationship Manager: Alfred Minder 
 
Dear Mr.    
 
We are sorry you have experienced concerns with your 2004 Chevrolet Malibu MAXX.  
Customer satisfaction is a top priority for us at Chevrolet. 
 
Because you are a loyal Chevrolet customer, we are providing you with one complimentary 
Lube, Oil and Filter.  Present this letter to any Chevrolet dealership for redemption.  
 
If you have future questions, feel free to contact our Chevrolet Customer Assistance Center at 1-
800-222-1020 Monday through Friday between 8:00 a.m. and 11:00 p.m., Eastern Time.  Please 
refer to your service request number above and any of our Customer Relationship Managers will 
be happy to assist you. 
 
Sincerely,  
 
General Motors Corporation 
 
 
ATTENTION:  DEALERSHIP SERVICE MANAGER 
Complimentary Lube, Oil and Filter 
 
Submit the claim for the reasonable/customary price using labor operation number Z7410, failure 
code 98, authorization code “G” and insert the amount in the net item column.  This original 
letter should be retained in the customer's file. 
 



September 10, 2004 
 
 
 

Monroe, WI   
 
Service Request:  1-236174130 
Customer Relationship Manager: Alfred Minder 
 
Dear Mr. :   
 
We would like to discuss your request for assistance regarding your 2004 Chevrolet Malibu 
MAXX, but we have been unsuccessful in our attempts to contact you. 
 
To help us review your request in a timely manner, please contact me at 1-866-942-4368 
extension 47204 Monday through Friday during the hours of 8:30 a.m. to 5:15 p.m. Central 
Standard Time.  Please refer to your service request number above and I will be happy to assist 
you.  If I am not available when you call, please leave me a voicemail with your phone number 
and the best time you can be reached.   
 
If you are experiencing an urgent concern and I am not available, please contact our Chevrolet 
Customer Assistance Center at 1-800-222-1020 and any of our representatives will assist you. 
 
Sincerely,  
 
General Motors Corporation 



September 10, 2004 
 
 
 
Ms.  

Eaton, OH   
 
Service Request: 1-239562821 
Customer Relationship Manager: Yolanda Garrett 
 
Dear Ms. : 
 
We are sorry you continue to be dissatisfied with the decision we made concerning your 
2004 Chevrolet Malibu.  We know you are sincere in the position you have taken, and we trust 
we have been able to explain our point of view. 
 
In circumstances such as these, General Motors believes that our customers should have the 
opportunity to deal with unresolved matters in a fast, fair and free dispute resolution process. For 
that reason, we participate in the Better Business Bureau’s BBB AUTO LINE program, an 
independent dispute resolution process administered by the Council of Better Business Bureaus. 
BBB AUTO LINE provides mediation and arbitration for eligible warranty-related disputes. 
 
As a GM customer, BBB AUTO LINE is available to you at no cost.  In certain circumstances, 
you may be required to use this program prior to participation in other resolution methods.  The 
BBB AUTO LINE program is discussed in your vehicle’s “Warranty and Owner Assistance 
Information Booklet.” 
 
To file your case with BBB AUTO LINE, or get more information about the program, call the 
BBB at 1-800-955-5100 (Monday through Friday during normal business hours). You may also 
access the BBB AUTO LINE website at any time (including evenings, weekends and holidays) 
by visiting <http://www.dr.bbb.org/goauto>  
 
Whether you contact them by telephone or Internet, the BBB will provide you with full program 
details, current eligibility standards of the BBB AUTO LINE program and will assist you with 
any questions you have. 
 
Thank you for the opportunity to review this matter. 
 
Sincerely,  
 
General Motors Corporation 
 



September 10, 2004 
 
 
 

 
Old Hickory, TN   
 
Service Request:  1-239875004 
Customer Relationship Manager: Stephanie Hovda 
 
Dear Mr. :   
 
We would like to discuss your request for assistance regarding your 2004 Chevrolet Malibu, but 
we have been unsuccessful in our attempts to contact you. 
 
To help us review your request in a timely manner, please contact me at 1-866-932-4368 
extension 38171 on Monday through Friday during the hours of 8:00 a.m. and 4:30 p.m. Eastern 
Time.  Please refer to your service request number above and I will be happy to assist you.  If I 
am not available when you call, please leave me a voicemail with your phone number and the 
best time you can be reached.   
 
If you are experiencing an urgent concern and I am not available, please contact our Chevrolet 
Customer Assistance Center at 1-800-222-1020 and any of our representatives will assist you. 
 
Sincerely,  
 
General Motors Corporation 
 



























































































































September 10, 2004 
 
 
 

 

Laguna Hills, CA  
 
Service Request:  1-245190182 
Customer Relationship Manager: Tara Allen 
 
Dear Mr. : 
 
We are sorry you continue to be dissatisfied with the decision we made concerning your 2004 
Chevrolet Malibu.  We know you are sincere in the position you have taken, and we trust we 
have been able to explain our point of view. 
 
In circumstances such as these, General Motors believes that our customers should have the 
opportunity to deal with unresolved matters in a fast, fair and free dispute resolution process. For 
that reason, we participate in the Better Business Bureau’s BBB AUTO LINE program, an 
independent dispute resolution process administered by the Council of Better Business Bureaus. 
BBB AUTO LINE provides mediation and arbitration for eligible warranty-related disputes. 
 
As a GM customer, BBB AUTO LINE is available to you at no cost.  In certain circumstances, 
you may be required to use this program prior to participation in other resolution methods.  The 
BBB AUTO LINE program is discussed in your vehicle’s “Warranty and Owner Assistance 
Information Booklet.” 
 
To file your case with BBB AUTO LINE, or get more information about the program, call the 
BBB at 1-800-955-5100 (Monday through Friday during normal business hours). You may also 
access the BBB AUTO LINE website at any time (including evenings, weekends and holidays) 
by visiting <http://www.dr.bbb.org/goauto>  
 
Whether you contact them by telephone or Internet, the BBB will provide you with full program 
details, current eligibility standards of the BBB AUTO LINE program and will assist you with 
any questions you have. 
 
Thank you for the opportunity to review this matter. 
 
Sincerely,  
 
General Motors Corporation 









September 10, 2004 
 
 
 

 

Coeur D Alene, ID   
 
Service Request:  1-245465449 
Customer Relationship Manager: Kurjural Newell 
 
Dear Mr. : 
 
We are sorry you continue to be dissatisfied with the decision we made concerning your 
2004 Chevrolet Malibu.  We know you are sincere in the position you have taken, and we trust 
we have been able to explain our point of view. 
 
In circumstances such as these, General Motors believes that our customers should have the 
opportunity to deal with unresolved matters in a fast, fair and free dispute resolution process. For 
that reason, we participate in the Better Business Bureau’s BBB AUTO LINE program, an 
independent dispute resolution process administered by the Council of Better Business Bureaus. 
BBB AUTO LINE provides mediation and arbitration for eligible warranty-related disputes. 
 
As a GM customer, BBB AUTO LINE is available to you at no cost.  In certain circumstances, 
you may be required to use this program prior to participation in other resolution methods.  The 
BBB AUTO LINE program is discussed in your vehicle’s “Warranty and Owner Assistance 
Information Booklet.” 
 
To file your case with BBB AUTO LINE, or get more information about the program, call the 
BBB at 1-800-955-5100 (Monday through Friday during normal business hours). You may also 
access the BBB AUTO LINE website at any time (including evenings, weekends and holidays) 
by visiting <http://www.dr.bbb.org/goauto>  
 
Whether you contact them by telephone or Internet, the BBB will provide you with full program 
details, current eligibility standards of the BBB AUTO LINE program and will assist you with 
any questions you have. 
 
Thank you for the opportunity to review this matter. 
 
Sincerely,  
 
General Motors Corporation 
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