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December 2, 2010 
 
 
 
(REDACTED) 
(REDACTED) 
San Jose, CA  (REDACTED) 
 
 
Service request: 1-391444145 
Vehicle Identification Number: 1G2ZG528154XXXXXX 
Customer Relationship Manager: David McWhorter 
 
 
Dear (REDACTED): 
 
Thank you for allowing us the opportunity to review the product allegation involving your 2005 
Pontiac G6.  Unfortunately, our attempts to reach you by phone on May 23rd, May 25th, and May 
26th were unsuccessful.    
 
Therefore, we will not be able to take any further action regarding your concern until we have an 
opportunity to discuss this with you.  We will continue to hold your file open for 10 days.  You 
can reach me at 1-800-231-1841, extension 11168 for further review. 
 
Sincerely, 
 
General Motors Corporation 
 
PA0005T 

INFORMATION Redacted PURSUANT TO THE 
FREEDOM OF INFORMATION ACT (FOIA), 5 U.S.C. 

552(B)(6) 
 



December 2, 2010 
 
 
 
(REDACTED) 
(REDACTED) 
San Jose, CA  (REDACTED) 
 
Service Request:  1-391444145 
Customer Relationship Manager: Vicky Smith 
 
Dear (REDACTED):   
 
We would like to discuss your request for assistance regarding your 2005 Pontiac G6, 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 35336 on Monday, Tuesday and Friday during the hours of 10:30a.m.to 9:00p.m., and 
Saturday during the hours of 8:00a.m to 6:00p.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 Pontiac 
Customer Assistance Center at 1-800-762-2737 and any of our representatives will assist you. 
 
Sincerely,  
 
Pontiac Division 
General Motors Corporation 
 



December 2, 2010 
 
 
 
(REDACTED) 
(REDACTED) 
San Jose, CA  (REDACTED) 
 
Service Request:  1-391444145 
Customer Relationship Manager: Jeff Bird 
 
Dear (REDACTED): 
 
We are sorry you continue to be dissatisfied with the decision we made concerning your 
2005 Pontiac G6.  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,  
 
Pontiac Division 
General Motors Corporation 
 



 

 

Ver.4-9/25/2002 

electronic Preliminary Repurchase Authorization (ePRA) 
(**To go from field to field, use the TAB KEY) 

1.Date (mm/dd/yyyy):  06/01/2006 
2.Customer Name:   (Redacted) 
3.Customer Address:   (Redacted) 
4.Customer City, State, and Zip: San Jose, Ca  (Redacted) 
5.Primary Customer Phone #: (redacted) Work 
6.Additional Customer Phone #: (redacted) Home 
7.Customer fax  #:         
8. Cust Drivers Licenses #                
9. State tax % rate                            
 
Customer Vehicle Information 
10.Year/Make/Model:  2005 Pontiac G6 
11.VIN (17 Digits):  1G2ZG528154XXXXXX 12.Current Mileage:  27,000 
13.Purchased:  NEW 
 
Detail your agreement with the Dealer and Customer on the following items: 
Dealership that will handle entire transaction: 
14.Dealership Name:    Steven Creek Buick-GMC 
15.Dealership Phone #:     408.983.5300 
16.Dealership Contact Name and TITLE:Service Manager Alfred Shahgholian 
17.Dealership Contact Phone # (if different than Dealership #):       
18.Dealership Contact Fax #      408.249.5796 
19.Dealership BAC:   163372 Region: Western 
 
20.What GOODWILL TOOLS were offered? 

 Component Coverage Letter   Miscellaneous Reimbursement 
 Maintenance Letter    American Express Check 
 Owner Loyalty Certificate   Other 
 GM SmartCare     NOTHING OFFERED 
 GMPP  

 
21.Was a TRADE Repurchase offered?    YES 
22.If this will not be a Trade Repurchase, Please explain Why? AVM's suggestion to do a lease termination.  Cst was 
no receptive to trade repurchase. 
 
TAC case number is required and if not available, Please explain why not? 
23.CAC Case Number:  1-391444145  24.TAC Case Number: 8935715 
25.If no TAC number, Explain:       
26.Reason for Repurchase (Include specific mechanical failure): Rattle/knocking noise from 
steering column. 
 
27.This case was resolved by: Field Decision working with open case in Tampa ADR 
28.Does this vehicle meet the presumption of Lemon Law in applicable state?  NO  
29.Recommended Disposition of Repurchased Vehicle:  AUCTION (ready for sale)  (If Rebill, please include 26 digit 
account # or 10 authorization code). 
30.Type of TRANSACTION?  LEASE (STRAIGHT) REPURCHASE 
31.Vehicle Damage (explain what damage is present and who is responsible): None 
 
32.If a Trade Repurchase, New VIN (17 Digits) or Order Number (6 Digits) NOTE: ePRA CANNOT BE 
PROCESSED WITHOUT THIS INFORMATION:       
33.New Vehicle Year/Make/Model:       
34..Upgrade     Downgrade   Difference Amount(PURCHASED NEW ONLY:Old MSRP to New MSRP):       
 
35.Usage/Depreciation Amount: 
(Standard Usage Formula = Current mileage/100,000 multiplied by purchase price; **NOTE: This may vary by 
individual State Lemon Laws) (If waived, please explain Why) 



 

 

-Please show how you arrived at this usage amount: Mileage at time of first repair (21,411) was used, minus 
57 miles that were on the veh before cst purchase.  21,354 miles/120,000 multipled by purchase price ($25,443.00) = 
$4527.58. 
 
36.Aftermarket Items: No 
 -If GM will be responsible, please supply detail of the items and cost (transfer cost or other):       
37.Lease Termination Terms: Cst has agreed to terminate lease.  GM will pay off lien holder and cst will receive 
down payment of $799.99 (which includes 1st payment and collateral fees), $300 down payment minus usage. 
38.Who will be responsible for the Taxes and/or Fees? General Motors 
 -If GM will be responsible for Taxes and/or Fees, How much (All, % of them, $ Amount, etc.)  

Explain: All (100%) 
 
39.I have reviewed with the customer what is Negative Equity/Overallowance and if it was in their contract that it 
will negatively impact the numbers presented to them (BRC Repurchase will get detail): YES 
*NO Rebates are to be applied to the replacement vehicle 
*GM Card points are only refunded back to the card; Current points may be applied to replacement vehicle 
Dealer must NOT DELIVER replacement unit until Final Transaction Documents are Completed 
 
40.General Comments/Special Instructions: None 
 
41.I personally reviewed all the above items with the Customer and Dealer on (mm/dd/yyyy): 06/01/2006 
42.Authorizer Name: Mark Erwin 
43.GM Position:  AVM 
44.VoiceMail Node: 80509 Mailbox Number: 58653 
45.Email Address:       
Save this document using the customers last name plus the last 8 of the VIN as the Filename. 
Attach this saved file to a Lotus Notes document and E-mail this ePRA to ePRA@GMExpert.com 
Forward any supporting documentation to FAX- 866-827-1129 
 
 
Any questions on lease repurchases or any other unusual 
circumstances, please contact the BRC Repurchase Group in 
Tampa at 1-800-231-1841 prompts 2,1,2 or by e-mail at the address 
listed above. 

mailto:ePRA@GMExpert.com�






12/02/10 

 

MANUFACTURER RESPONSE FORM 
(CALIFORNIA) 

  
Case Number:  PGM0648337 Vehicle:  2005 Pontiac G6 
 
Customer Name:  (REDACTED) VIN:  1G2ZG528154XXXXXX 
 
Manufacturer's Position:   Svc Mgr Duayne Bowman sts the clunk rattle noise at low speeds from suspension area through the 
steering and GM Engineering was working on the problem.  This is NOT a safety concern, but an annoyance.  Updated steering 
rack and pinion is suppose to be due out in June (developing a new steering rack). 
 
AVM Mark Erwin sts Engineering is aware of the condition, in the process of developing a fix for this, but until then, the 
instructions to the dlrships is to do nothing, as there is nothing that can be done to alleviate the problem with the current parts that 
are out there. 
 
Bulletin PIC3747:  Some G6s may experience a knock, clunk, or rattle type of noise at slow speeds when there is a suspension 
input.  Do NOT replace the intermediate steering shaft; this is not the cause of the noise.  When service parts are available to repair 
this noise, a bulletin will be issued.           
              
              
           
 
Documentation Provided (please check): 
 
X  Technical Service Bulletin(s) 
  Recall Notice(s) 
X  Vehicle Repair Records 
X  Purchase/Lease documentation 
  Other:          
 
The manufacturer's position and documentation will be furnished to the customer and the arbitrator prior to a hearing 
in this case. 
 
I will participate in a hearing   By phone  In person X In writing 

 Form completed by: Dave McWhorter_______________ Date:  11 May 2006 

 Future Contact: _________________________________________ 

  Phone: 866.790.5600 x11168_____________ Fax: 866.480.3634 _______ 

 

Please return this form as soon as possible to: BBB AUTO LINE 

  Fax:  703.247.9700 

 



 

 

Ver.4-9/25/2002 

electronic Preliminary Repurchase Authorization (ePRA) 
(**To go from field to field, use the TAB KEY) 

1.Date (mm/dd/yyyy):  06/27/2006 
2.Customer Name:   (Redacted) 
3.Customer Address:   (Redacted) 
4.Customer City, State, and Zip: San Jose, Ca  (Redacted) 
5.Primary Customer Phone #: ((redacted) Work 
6.Additional Customer Phone #: (redacted) Home 
7.Customer fax  #:         
8. Cust Drivers Licenses #                
9. State tax % rate                            
 
Customer Vehicle Information 
10.Year/Make/Model:  2005 Pontiac G6 
11.VIN (17 Digits):  1G2ZG528154XXXXXX 12.Current Mileage:  27,000 
13.Purchased:  NEW 
 
Detail your agreement with the Dealer and Customer on the following items: 
Dealership that will handle entire transaction: 
14.Dealership Name:    Steven Creek Buick-GMC 
15.Dealership Phone #:     408.983.5300 
16.Dealership Contact Name and TITLE:Service Manager Alfred Shahgholian 
17.Dealership Contact Phone # (if different than Dealership #):       
18.Dealership Contact Fax #      408.249.5796 
19.Dealership BAC:   163372 Region: Western 
 
20.What GOODWILL TOOLS were offered? 

 Component Coverage Letter   Miscellaneous Reimbursement 
 Maintenance Letter    American Express Check 
 Owner Loyalty Certificate   Other 
 GM SmartCare     NOTHING OFFERED 
 GMPP  

 
21.Was a TRADE Repurchase offered?    YES 
22.If this will not be a Trade Repurchase, Please explain Why? AVM's suggestion to do a lease termination.  Cst was 
no receptive to trade repurchase. 
 
TAC case number is required and if not available, Please explain why not? 
23.CAC Case Number:  1-391444145  24.TAC Case Number: 8935715 
25.If no TAC number, Explain:       
26.Reason for Repurchase (Include specific mechanical failure): Rattle/knocking noise from 
steering column. 
 
27.This case was resolved by: Field Decision working with open case in Tampa ADR 
28.Does this vehicle meet the presumption of Lemon Law in applicable state?  NO  
29.Recommended Disposition of Repurchased Vehicle:  AUCTION (ready for sale)  (If Rebill, please include 26 digit 
account # or 10 authorization code). 
30.Type of TRANSACTION?  LEASE (STRAIGHT) REPURCHASE 
31.Vehicle Damage (explain what damage is present and who is responsible): None 
 
32.If a Trade Repurchase, New VIN (17 Digits) or Order Number (6 Digits) NOTE: ePRA CANNOT BE 
PROCESSED WITHOUT THIS INFORMATION:       
33.New Vehicle Year/Make/Model:       
34..Upgrade     Downgrade   Difference Amount(PURCHASED NEW ONLY:Old MSRP to New MSRP):       
 
35.Usage/Depreciation Amount: 
(Standard Usage Formula = Current mileage/100,000 multiplied by purchase price; **NOTE: This may vary by 
individual State Lemon Laws) (If waived, please explain Why) 



 

 

-Please show how you arrived at this usage amount: Mileage at time of first repair (21,411) was used, minus 
57 miles that were on the veh before cst purchase.  21,354 miles/120,000 multipled by purchase price ($25,443.00) = 
$4527.58. 

ADDITIONAL:  In the interest of GW, the usage will be lessened by $300.  Final usage is $4227.58. 
 
36.Aftermarket Items: No 
 -If GM will be responsible, please supply detail of the items and cost (transfer cost or other):       
37.Lease Termination Terms: Cst has agreed to terminate lease.  GM will pay off lien holder and cst will receive 
down payment of $799.99 (which includes 1st payment and collateral fees) minus usage. 
38.Who will be responsible for the Taxes and/or Fees? General Motors 
 -If GM will be responsible for Taxes and/or Fees, How much (All, % of them, $ Amount, etc.)  

Explain: All (100%) 
 
39.I have reviewed with the customer what is Negative Equity/Overallowance and if it was in their contract that it 
will negatively impact the numbers presented to them (BRC Repurchase will get detail): YES 
*NO Rebates are to be applied to the replacement vehicle 
*GM Card points are only refunded back to the card; Current points may be applied to replacement vehicle 
Dealer must NOT DELIVER replacement unit until Final Transaction Documents are Completed 
 
40.General Comments/Special Instructions: None 
 
41.I personally reviewed all the above items with the Customer and Dealer on (mm/dd/yyyy): 06/27/2006 
42.Authorizer Name: Mark Erwin 
43.GM Position:  AVM 
44.VoiceMail Node: 80509 Mailbox Number: 58653 
45.Email Address:       
Save this document using the customers last name plus the last 8 of the VIN as the Filename. 
Attach this saved file to a Lotus Notes document and E-mail this ePRA to ePRA@GMExpert.com 
Forward any supporting documentation to FAX- 866-827-1129 
 
 
Any questions on lease repurchases or any other unusual 
circumstances, please contact the BRC Repurchase Group in 
Tampa at 1-800-231-1841 prompts 2,1,2 or by e-mail at the address 
listed above. 

mailto:ePRA@GMExpert.com�






















































 

 

Revised 7/21/04 
 

Overallowance/Incentives/Negative Equity Form (non-Florida) 
 
Customer: (REDACTED)     Request #: 1-391444145  BBB#: PGM0648337 
 

This form may be used to identify possible overallowance or negative equity 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. 
 

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

 
 
Purchase Price (from dealer Bill of Sale before tax, tag, etc) 

 
$25,443.00 

   
MSRP (from BARS Invoice) $23,130.00 
Note: If GMS price, use in place of MSRP price 
 

 

Difference $2,313.00 
(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) 

 
$n/a 

  
Actual Cash Value Statement $n/a 
  
Difference (if positive, this is the overallowance) $n/a 
  

 
 
Payoff or Lien amount from Bill of Sale 

 
$n/a 

(If dealer added negative equity into contract, do not subtract) 
 

 

Actual Cash Value Statement $n/a 
  
Difference (if positive, this is the negative equity ) $n/a 
  

 
If Over Allowance/Negative Equity 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.)  $25,443.00 
   
Incentives not included in Purchase Price (from BARS) minus  $1000 
(Do not include fuel fill credit or dealer incentives. GM Card Points must be included) 
 



 

 

Overallowance and/or Negative Equity minus  $n/a 
   
Actual price of Vehicle that should be presented to BBB for ATA  $24,443.00 
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