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Privileged and Confidential Information 

Team Manager Approval:                      Date: 
 
Revised by r.fick 09/28/04                

CASE ASSESSMENT BY:  Brittany Griffin Siebel/CARS Request No: 1-384914058 
 

Customer Name: (REDACTED) 
 
Year of Vehicle: 2006  Make: Pontiac Model: G6  Current Mileage: 4,000 
 
Vehicle ID No.: 1G2ZH558064XXXXXX  In Service Date: 7/13/2005 Purchased: New 
 
What is customer seeking: Repurchase/ Replacement          
 

VEHICLE REPAIR HISTORY 
 

CUSTOMER’S PRIMARY SYMPTOM/CONCERN: Power Steering 
Date:   Mileage:  Days Out: Description of Repair:                           .  
09/19/05        678                 2              Customer states steering inoperative. Vehicle towed in Found codes  

CO545 and CO460 stored. Found faulty power steering module. 
Replaced power steering module and recalibrated. Replaced and 
reprogrammed all sensors.  

12/29/05      3,856                6               Vehicle towed in for power steering inoperative. Found codes  
CO545 and CO460. TAC case #8669966. Instructed to replace 
steering column. Replaced steering column and steering wheel, 
calibrated steering sensors and cleared codes. Verified repair, OK 

 
CUSTOMER’S PRIMARY SYMPTOM/CONCERN: Radio 
Date:  Mileage:  Days Out:  Description of Repair:                           .  
08/19/05       160                 13              No Sound from speakers. Checked all wiring and grounds and  

everything checked OK. Found faulty solder joint in amplifier 
itself. Unable to repair. Ordered new amplifier and installed.   

 
Total Days Out of Service:   __21__(excluding days for customer pay reasons such as; Maintenance and                                  
Collision Repairs) 
 
VEHICLE MEETS PRESUMPTION LEMON LAW? YES: X NO:   
 
What is customer eligible for (based upon the BBB Program Eligibility Guidelines and the 
States lemon law requirements for meeting presumption)? ____All Remedies_______________  
 
 
AVM and/or DEALER RECOMMENDATION(s):  
 
Notified, AVM recommends offering either a 100,000 miles component letter on steering or a 36/36 smart 
care.  AVM advised that he does not feel vehicle merits a replacement/repurchase at this time. 
 
CRM RECOMMENDATION & RATIONALE (EXPLAIN): 
 
CRM does not feel case is a good one to defend in arbitration as steering can be considered safety 
concern. CRM will recommend that AVM defend in arbitration if case cannot be settled with component 
letter or Smart care 
 
 
 Decision reached by CRM:     Arbitrate case:               Settle case:   X        
                                       







































































Stephanie Wise 

From: Tweraser, Ben [btweraser@cbbb.bbb.org]

Sent: Thursday, April 06, 2006 3:02 PM

To: Stephanie Wise

Subject: 

Page 1 of 1

4/6/2006

Stephanie, I have not heard back from anyone down in Tampa but it seems pretty clear to me that a repurchase 
per Ohio lemon law with no usage was on the table as well.  On 3-29 Brittany Griffin from the Tampa BRC 
indicated to our Case Specialist that if the consumer wished to have a straight repurchase she should just let 
Stephanie at RVDC know and she would take care of it.  I would go ahead and process the repurchase at this 
point. 
Thanks, Ben 



 

 

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):  02/15/2006 
2.Customer Name:   (Redacted) 
3.Customer Address:   (Redacted) 
4.Customer City, State, and Zip: Fairborn, Oh (Redacted) 
5.Primary Customer Phone #: (redacted) Work 
6.Additional Customer Phone #: (redacted) Mobile 
7.Customer fax  #:  n/a  
8. Cust Drivers Licenses #          n/a 
9. State tax % rate                      n/a 
 
Customer Vehicle Information 
10.Year/Make/Model:  2006 Pontiac G6 
11.VIN (17 Digits):  1G2ZH558064XXXXXX 12.Current Mileage:  4,000 
13.Purchased:  NEW 
 
Detail your agreement with the Dealer and Customer on the following items: 
Dealership that will handle entire transaction: 
14.Dealership Name:    Arbogast Buick-Pontiac-GMC Truck, Inc. 
15.Dealership Phone #:     (937) 335-0068 
16.Dealership Contact Name and TITLE:David Trabert, Sales Manager 
17.Dealership Contact Phone # (if different than Dealership #): x232 
18.Dealership Contact Fax #      (937) 335-0471 
19.Dealership BAC:   118418 Region: Northeast 
 
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? n/a 
 
TAC case number is required and if not available, Please explain why not? 
23.CAC Case Number:  1-384914058  24.TAC Case Number: 8669966 
25.If no TAC number, Explain: N/a 
26.Reason for Repurchase (Include specific mechanical failure): Power steering Inoperative 
 
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?  YES  
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?  TRADE REPURCHASE 
31.Vehicle Damage (explain what damage is present and who is responsible): No Damage 
 
32.If a Trade Repurchase, New VIN (17 Digits) or Order Number (6 Digits) NOTE: ePRA CANNOT BE 
PROCESSED WITHOUT THIS INFORMATION: 2G2WP552461XXXXXX 
33.New Vehicle Year/Make/Model: 2006 Pontiac Grand Prix 
34..Upgrade     Downgrade   Difference Amount(PURCHASED NEW ONLY:Old MSRP to New MSRP): $200 
 
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: Usage waived due to extremely low mileage 
 



 

 

36.Aftermarket Items: No 
 -If GM will be responsible, please supply detail of the items and cost (transfer cost or other): no 
aftermarket items 
37.Lease Termination Terms: n/a 
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: GM will be responsible for taxes and fees 
 
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:       
 
41.I personally reviewed all the above items with the Customer and Dealer on (mm/dd/yyyy): 02/10/2006 
42.Authorizer Name: Brittany Griffin/ John Havran  
43.GM Position:  BRC CRM/ AVM 
44.VoiceMail Node: 630092 Mailbox Number: 8179 
45.Email Address: n/a 
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 #: 1-384914058  BBB#: PGM0634563 
 

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) 

 
$24,653.64 

   
MSRP (from BARS Invoice) $26,545.00 
Note: If GMS price, use in place of MSRP price 
 

 

Difference $-1,891.36 
(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.)  $24,653.64 
   
Incentives not included in Purchase Price (from BARS) minus  $2,000.00 
(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  $22,653.64 
   

 





December 2, 2010 
 
 
 
(REDACTED) 
(REDACTED) 
Pineville, WV  (REDACTED) 
 
Service Request:  1-384463394 
Customer Relationship Manager: Joshua Elms 
 
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 



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

552(B)(6) 
 



December 2, 2010 
 
 
 
(REDACTED) 
(REDACTED) 
Pineville, WV  (REDACTED) 
 
Service Request:  1-384463394 
Customer Relationship Manager: Millie Tibbitts 
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 
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December 2, 2010 
 
 
 
(REDACTED) 
(REDACTED) 
Staten Island, NY  (REDACTED) 
 
Service Request:  1-388438220 
Executive Office Deborah Palmer 
 
Dear (REDACTED):   
 
Thank you for your recent letter regarding your 2005 Pontiac G6.  We are sorry to learn of your 
continued dissatisfaction.  Although we would prefer that these matters be resolved on a mutually 
satisfactory basis, differences of opinion do sometimes arise.  When considering such matters, we must 
rely upon our established field organization to conduct the proper investigation and handle each 
individual case considering the facts involved.  I can assure you the personnel of our Northeast Regional 
office and Villa Marin Pontiac-Buick-GMC-Cadillac are very capable.  Owner satisfaction is of prime 
importance to them, as it is to all of us at Pontiac. 
 
Based on your comments, we reviewed your file and find we are in agreement with the position 
previously stated to you.  We believe every consideration was given and all available information was 
carefully evaluated before this decision was reached.  We understand that you are sincere in the position 
you have taken.  Unfortunately, there are occasions when complete agreement can not be reached.  The 
Northeast Regional office is best informed on your specific situation and we hope that you will 
understand our supporting their decision.   
 
If you have any future questions or concerns, please feel free to contact our Pontiac Customer Assistance 
Center at 1-800-762-2737 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,  
 
Pontiac Division 
General Motors Corporation 











December 2, 2010 
 
 
 
(REDACTED) 
(REDACTED) 
Staten Island, NY  (REDACTED) 
 
Service Request:  1-388438220 
Customer Relationship Manager: Evonne Traffanstedt 
 
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 

















December 3, 2010 
 
 
 
(REDACTED) 
(REDACTED) 
Baltimore, MD  (REDACTED) 
 
Service Request: 1-398541913 
Customer Relationship Manager: Raymond Steptoe 
 
Dear (REDACTED):   
 
Chevrolet is pleased to provide service coverage for the steering on your 2005 Chevrolet Malibu, Vehicle 
Identification Number 1G1ZT54855FXXXXXX.  This service coverage will commence upon the expiration of 
the applicable New Vehicle Limited Warranty and will continue until July 27, 2010, 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 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, physical damage, 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,  
 
Chevrolet Division 
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. 
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PAR GMWA 
Pre-Authorization/Warranty Claim Tracking Form 

 

 

Customer and Vehicle Information 
Date 3/30/06 Service Request #  1-399819326 
Customer Name (Redacted) 
VIN 1G2ZG528954XXXXXX 
In-Service Date 3/31/05 Service Contract? No 
Current Mileage 26454 Purchased New/Used? New 
Warranty Blocked?  No     
Branded Title?  No Mileage at Purchase       

Dealer and Claim Information 
Dealer Name CHUCK NICHOLSON 
Dealer Svc Mgr RANDY HILL Dlr Warranty Admin:       
Dealer Phone 330-343-7781 Dealer Fax  (330) 364-4879 
Dealer BAC 116016       
   
Dealer Division and Code 16-Pont-09112       
Repair Order Number 100430       
Repair Order Close Date             
Labor Op. Code  Z1242 Dollar Amt:  469.72     
Labor Op. Code  Z1243 Dollar Amt:            
Cause Code (CC) MJ         
Failure Code (FC) 98         
            
PUT EVERYTHING IN NET 
AMOUNT          
Labor Hours and OLH: DO NOT PUT IN HOURS      
Parts and Labor Costs: DO NOT PUT IN COSTS      
Net Amount:       469.72      
DO NOT H ROUTE THIS CLAIM         
Authorization Code: DO NOT PUT IN AN AUTH CODE     
Additional Comments for Dealer:        
IF THIS CLAIM SHOULD REJECT FOR ANY REASON, PLEASE CONTACT ME ASAP 
AND FAX A COPY OF THE REJECTION W/TRACKING FORM TO      

Retain Copy with Dealer Repair Order 
Internal PAR Information 

           
Complaint: 

STEERING FAILURE   
Cause: 

NONE   
Correction: 

NONE   
Justification:       
            
PAR CRM L DUBOSE     
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