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December 15, 2010 
 

 

Lexington, SC  2
 
Service Request: 71-525369209 
Customer Relationship Specialist: Alicia Robinson 
 
Dear  
 
Thank you for your support of Pontiac.  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 Value Guard plan for your 2005 Pontiac G6, Vehicle Identification Number 
1G2ZH528454  is for the following: 
 

• 36 months or 36,000 miles, whichever occurs first, beginning on June.5, 2007 and ending on 
June.5, 2010, and begins with 25,117 and ends with 61,117 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 Pontiac customer. 
 
If you have any future questions, 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 Specialists will be happy to 
assist you. 
 
Thank you for allowing us the opportunity to assist you.     
 
Sincerely,  
 
Pontiac Customer Assistance 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/�
arlene.thomas-randol
New Stamp





arlene.thomas-randol
New Stamp



December 14, 2010 
 
 

 
 

Kingsville, TX  
 
Service Request: 71-508245941 
Customer Relationship Specialist: Mike Jackson 
 
Dear  
 
Thank you for your recent inquiry.  We are sorry you have experienced concerns with your 2005 
Chevrolet Malibu MAXX.  Customer satisfaction is a top priority for us at Chevrolet. 
 
Confirming our conversation regarding your Chevrolet, vehicle identification number, 
1G1ZT648X5F  enclosed is the Owner Loyalty Certificate for the amount of $500.00.  
This certificate is valid through April 21, 2008, towards the purchase, SmartLease or SmartBuy 
of a new, unused Chevrolet.  This certificate may be used in addition to any other retail purchase 
incentive programs available at the time of purchasing a new vehicle. 
 
We are proud you made Chevrolet your choice when you purchased your 2005 Chevrolet Malibu 
MAXX and trust you will give us the opportunity to retain you as a valued Chevrolet customer.  
Should you have any questions regarding General Motors’ products and current incentives, 
please call Chevrolet Marketing Support at 1-800-950-2438.  You may also begin your shopping 
by logging on to the GM Vehicle Showroom at www.gm.com to view our products. 
 
We hope you will take advantage of this special incentive offer, and assuming you do, simply 
present the certificate to your dealer after you have negotiated your best deal, sign the certificate 
and your dealer will complete the necessary information and process it for you. 
 
Sincerely,  
 
Chevrolet Customer Assistance Center
 

http://www.gm.com/�
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Issued by: Certificate No. 1G1ZT648X5F
Chevrolet   
 
Issue Date: December 14, 2010  
 
Issued exclusively for:  
  
 Kingsville, TX   
 
Valid through: April 21, 2008 
 
Amount: Five Hundred Dollars and Zero Cents 
 ****$500.00**** 
 
 
 
 



PAR GMWA 
Pre-Authorization/Warranty Claim Tracking Form 

 

 

Customer and Vehicle Information 
Date 11/21/06 Service Request #  1-422665465 
Customer Name 
VIN 1G2ZH158964  
In-Service Date 2/17/2006 Service Contract? No 
Current Mileage 3785 Purchased New/Used? New 
Warranty Blocked?  No     
Branded Title?  No Mileage at Purchase 0 

Dealer and Claim Information 
Dealer Name Union Pontiac-GMC-Buick, Inc. 
Dealer Svc Mgr Tom Palladin Dlr Warranty Admin: Tom Palladin 
Dealer Phone (908) 964-1900 Dealer Fax  (908) 964-0022 
Dealer BAC 158544       
   
Dealer Division and Code 11-Bui-34657       
Repair Order Number 122351       
Repair Order Close Date 07/17/06       
Labor Op. Code  Z1242 Dollar Amt:  8198.65     
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:       8198.65      
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: 

cust lost control of steering   
Cause: 

cust states steering failed due to defect.   
Correction: 

repair steering and body damage   
Justification: inspection did reveal steering failure 
            
PAR CRM Mark Valverde/PAR/ATX     
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GM-PAR-Chassis, Rev. 06/20/97 PRODUCT ALLEGATION RESOLUTION 
PRELIMINARY INSPECTION 

(page 1 of 6) 

 STEERING, SUSPENSION, AXLE, TIRE & WHEEL SYSTEMS  

Division:  Pontiac Ref#  1422665465 VIN:  1G2ZH158964  
Claimant’s Name (LAST, First)   
Inspected By:  H. Vernon Smith, Jr. Organization:  EAA 
Phone:  (215) 364-6260 x______ Inspection Date:  9-7-06 Mileage at Inspection:  3,796 
 

I     INSPECTION SUMMARY 
 

Following the inspection, summarize the tests and observations:   No steering power assist by electronic system.  
Unable to rotate steering wheel.  Tech II test, no communication with electronic steering system.  Repair 
estimate $3,879.35.  Will fax on request.  Vetronix no event recorded attached. 
 

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:  , ,  
Newark DE 
 
2.  Prior collision damage (date, description, etc.)  Unknown if damage on right side included in owner’s claim 
 
Repaired by:____________________________________________________________________________________ 
______________________________________________________________________________________________
______________________________________________________________________________________________ 
 
3. Describe existing vehicle conditions at the time of the incident(e.g. warning lights "On", tires worn, etc.): 
 
No abnormal 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?):  Maintenance Union Pontiac 
 

III     INTERVIEW - INCIDENT DETAILS 
 
If vehicle is a truck, or a car trailering cargo at the time of the incident, estimated total weight of cargo and trailer: 0 lbs,    
Load description:  None 
Load location:  __________________________________________________________________________________ 
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Describe the following: 

Before the Incident At the Beginning* and During the 
Incident 

Steering (normal, other) Normal 
 

Steering locked up.  I loss control of 
vehicle 
 

Suspension (normal, other) Normal 
 

Normal 
 

Engine (normal, other) Normal 
 

Normal 
 

Transmission (normal, other) Normal 
 

Normal 
 

Electrical (normal, other) Battery has gone dead three times 
since ownership 2-17-06 
 

Normal 
 

Warning lights/messages  None 
 

None 
 

Unusual noises (from where?) Intermittent noise in front, sometimes 
on turn 
 

None 
 

Smoke/steam (from where?) None 
 

None 
 

Other None 
 

None 
 

*The beginning of the incident is the start of the sequence which resulted in the incident. 
 
Exact incident location:  Avon Ave., Newark, NJ 
 

Type: Concrete, ASPHALT, Gravel, Crushed Rock, Dirt, or Other?       Describe: 
________________________ 
________________________________________________________________________________________ 
Condition: Wet, DRY, Icy, or Other?    If other, specify:  __________________________________________ 

 
Estimated vehicle speed 3  MPH    Source of estimate:  Driver 
 
Incident occurred while: Accelerating, TURNING, Braking, Coasting, Driving normally:  _________________________ 
 
What did you do after you realized something was wrong?  Describe: Could not turn steering wheel, applied brakes 
 
Any other comments or observations that have not been covered?   None 

 
 

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: 
 
A.  Exterior: 

Front 
Right side  
Rear  
VIN 
Left side 

 
Comments: Damage left and right side.  Estimate of repair cost of $3,879.36 includes both sides.  See photo. 
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B.  Corner assemblies, if applicable: 
Struts/shocks 
Springs 
Control arms 
Ball joints 
Steering knuckles 
Axle assemblies 

 
Comments: ____________________________________________________________________________________ 

 

______________________________________________________________________________________________
______________________________________________________________________________________________ 

C.  Interior: 
Instrument panel & odometer 

 
Comments: ____________________________________________________________________________________ 

 

______________________________________________________________________________________________
______________________________________________________________________________________________ 

D.  Underhood: 
Engine compartment  
Steering linkage 
Steering 
Power steering lines/hoses, connections/clamps 
 

Comments: 
 

 No steering linkage damage or defect 

E.  Underbody: 
Steering linkage 
Scrapes or impact damage on the following: 

Fuel tank 
Tires/Wheels 
Etc. 

 
Comments:  No damage 
 
 
F.  General Observations (Take photographs if applicable): 
 
Anything on vehicle which is after-market:  
 

 No 

Anything on vehicle which is a modification:  
 

No 

Anything on vehicle which is unusual, out-of-place, etc.:  No 
 
Other relevant information: 
 

None 

 

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. 
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 OBSERVATIONS/TEST RESULTS 
Steering system No electronic power assist.  Could not turn steering wheel 

 
Steering linkage No defect, no damage 

 
Gear/rack and pinion No defect, no damage 

 
Steering column, ignition switch, 
intermediate shaft 

Normal operation 
 

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

None.  Electronic assist inoperative 
 

PS fluid level and condition Not equipped 
 

Steering knuckle No damage 
 

Suspension components - LF Normal 
 

                                         RF Normal 
 

                                         LR Normal 
 

                                         RR Normal 
 

Rear axle assembly Normal 
 

Deformation to the frame Normal 
 

 OBSERVATIONS/TEST RESULTS 
Describe evidence of axle/ 
suspension/ tire contact with 
frame, body or components 

None 
 

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

None 
 

Electronic level control 
system/components 

No defects 
 

Engine (normal, other) Normal 
 

Electrical (normal, other) Battery dead.    
 

Warning lights/messages  None 
 

Wheels (damage/impact marks) None 
 

Codes/numbers for failed 
components.  Describe 

Tech II test, no communication with electronic steering assist.  See photos. 
 

Other ___________________________________________________________________ 
 

 
 
B.  ECM/PCM 
 
Stored codes? (Y/N)       If yes, list code number and description. 
 
 CODE     COUNTS    DESCRIPTION 
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_______ ______ No codes 
_______ ______ ____________________________________________________________________________ 
_______ ______ ____________________________________________________________________________ 
_______ ______ ____________________________________________________________________________ 
 
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 
_______ No codes 
_______ ____________________________________________________________________________________ 
_______ ____________________________________________________________________________________ 
_______ ____________________________________________________________________________________ 
_______ ____________________________________________________________________________________ 
 
HISTORY 
CODE       DESCRIPTION 
_______ No codes 
_______ ____________________________________________________________________________________ 
_______ ____________________________________________________________________________________ 
_______ ____________________________________________________________________________________ 
_______ ____________________________________________________________________________________ 
 
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:  No defect evident.  See photos. 
 
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 Michelin Sport P225/50R16 27 9 
RF Michelin Sport P225/50R16 8 9 
LR Michelin Sport P225/50R16 27 7 
RR Michelin Sport P225/50R16 26 8 
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Describe any damage to tires, such as scrapes, marks due to impact, cuts, tread separation, flat spots etc. 
LF None 
RF None 
LR None 
RR None 
 
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 P225/50R16 _____ _____ 
SPARE TIRE ____________________ _____ _____ 
 

 
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:   Not relevant 
 

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) 
 

  Photographs   Data Downloads   Other Records:  Estimate faxed  
  
 
 
 



                          FIELD PHOTOGRAPHIC NOTES  

DIVISION:    Pontiac     REF#  1422665465 
VIN:              1G2ZH158964
CLAIMANT’S NAME (LAST,FIRST) 
INSPECTOR: H. VERNON SMITH, JR                              EAA 
215-364-6260 
INSPECTION DATE:  9-7-06        MILEAGE: 3,796 
 
PHOTO ID. NUMBER AND DESCRIPTION 
 
55. Not relevant          
 
56,57. Vehicle and case ID         
 
58,59,60,61,62. Body           
 
63. Damage right side         
 
64,66,67,68,69.70.  Damage left side         
 
71. Odometer reading         
 
72,73,74. No electronic steering communication with Tech II     
 
75,76. Engine master cylinder full, belt tight      
 
78,79,80,81,82,83,84.  Steering linkage, no defects       
 
85,86. Steering module wiring connection good      
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 STEERING, SUSPENSION, AXLE, TIRE & WHEEL SYSTEMS  

Division:  Pontiac Ref#  1422665465 VIN:  1G2ZH158964  
Claimant’s Name (LAST, First)   
Inspected By:  H. Vernon Smith, Jr. Organization:  EAA 
Phone:  (215) 364-6260 x______ Inspection Date:  9-7-06 Mileage at Inspection:  3,796 
 

I     INSPECTION SUMMARY 
 

Following the inspection, summarize the tests and observations:   No steering power assist by electronic system.  
Unable to rotate steering wheel.  Tech II test, no communication with electronic steering system.  Repair 
estimate $3,879.35.  Will fax on request.  Vetronix no event recorded attached. 
 

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:   
Newark DE 
 
2.  Prior collision damage (date, description, etc.)  Unknown if damage on right side included in owner’s claim 
 
Repaired by:____________________________________________________________________________________ 
______________________________________________________________________________________________
______________________________________________________________________________________________ 
 
3. Describe existing vehicle conditions at the time of the incident(e.g. warning lights "On", tires worn, etc.): 
 
No abnormal 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?):  Maintenance Union Pontiac 
 

III     INTERVIEW - INCIDENT DETAILS 
 
If vehicle is a truck, or a car trailering cargo at the time of the incident, estimated total weight of cargo and trailer: 0 lbs,    
Load description:  None 
Load location:  __________________________________________________________________________________ 
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Describe the following: 

Before the Incident At the Beginning* and During the 
Incident 

Steering (normal, other) Normal 
 

Steering locked up.  I loss control of 
vehicle 
 

Suspension (normal, other) Normal 
 

Normal 
 

Engine (normal, other) Normal 
 

Normal 
 

Transmission (normal, other) Normal 
 

Normal 
 

Electrical (normal, other) Battery has gone dead three times 
since ownership 2-17-06 
 

Normal 
 

Warning lights/messages  None 
 

None 
 

Unusual noises (from where?) Intermittent noise in front, sometimes 
on turn 
 

None 
 

Smoke/steam (from where?) None 
 

None 
 

Other None 
 

None 
 

*The beginning of the incident is the start of the sequence which resulted in the incident. 
 
Exact incident location:  Avon Ave., Newark, NJ 
 

Type: Concrete, ASPHALT, Gravel, Crushed Rock, Dirt, or Other?       Describe: 
________________________ 
________________________________________________________________________________________ 
Condition: Wet, DRY, Icy, or Other?    If other, specify:  __________________________________________ 

 
Estimated vehicle speed 3  MPH    Source of estimate:  Driver 
 
Incident occurred while: Accelerating, TURNING, Braking, Coasting, Driving normally:  _________________________ 
 
What did you do after you realized something was wrong?  Describe: Could not turn steering wheel, applied brakes 
 
Any other comments or observations that have not been covered?   None 

 
 

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: 
 
A.  Exterior: 

Front 
Right side  
Rear  
VIN 
Left side 

 
Comments: Damage left and right side.  Estimate of repair cost of $3,879.36 includes both sides.  See photo. 
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B.  Corner assemblies, if applicable: 
Struts/shocks 
Springs 
Control arms 
Ball joints 
Steering knuckles 
Axle assemblies 

 
Comments: ____________________________________________________________________________________ 

 

______________________________________________________________________________________________
______________________________________________________________________________________________ 

C.  Interior: 
Instrument panel & odometer 

 
Comments: ____________________________________________________________________________________ 

 

______________________________________________________________________________________________
______________________________________________________________________________________________ 

D.  Underhood: 
Engine compartment  
Steering linkage 
Steering 
Power steering lines/hoses, connections/clamps 
 

Comments: 
 

 No steering linkage damage or defect 

E.  Underbody: 
Steering linkage 
Scrapes or impact damage on the following: 

Fuel tank 
Tires/Wheels 
Etc. 

 
Comments:  No damage 
 
 
F.  General Observations (Take photographs if applicable): 
 
Anything on vehicle which is after-market:  
 

 No 

Anything on vehicle which is a modification:  
 

No 

Anything on vehicle which is unusual, out-of-place, etc.:  No 
 
Other relevant information: 
 

None 

 

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. 
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 OBSERVATIONS/TEST RESULTS 
Steering system No electronic power assist.  Could not turn steering wheel 

 
Steering linkage No defect, no damage 

 
Gear/rack and pinion No defect, no damage 

 
Steering column, ignition switch, 
intermediate shaft 

Normal operation 
 

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

None.  Electronic assist inoperative 
 

PS fluid level and condition Not equipped 
 

Steering knuckle No damage 
 

Suspension components - LF Normal 
 

                                         RF Normal 
 

                                         LR Normal 
 

                                         RR Normal 
 

Rear axle assembly Normal 
 

Deformation to the frame Normal 
 

 OBSERVATIONS/TEST RESULTS 
Describe evidence of axle/ 
suspension/ tire contact with 
frame, body or components 

None 
 

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

None 
 

Electronic level control 
system/components 

No defects 
 

Engine (normal, other) Normal 
 

Electrical (normal, other) Battery dead.    
 

Warning lights/messages  None 
 

Wheels (damage/impact marks) None 
 

Codes/numbers for failed 
components.  Describe 

Tech II test, no communication with electronic steering assist.  See photos. 
 

Other ___________________________________________________________________ 
 

 
 
B.  ECM/PCM 
 
Stored codes? (Y/N)       If yes, list code number and description. 
 
 CODE     COUNTS    DESCRIPTION 
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_______ ______ No codes 
_______ ______ ____________________________________________________________________________ 
_______ ______ ____________________________________________________________________________ 
_______ ______ ____________________________________________________________________________ 
 
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 
_______ No codes 
_______ ____________________________________________________________________________________ 
_______ ____________________________________________________________________________________ 
_______ ____________________________________________________________________________________ 
_______ ____________________________________________________________________________________ 
 
HISTORY 
CODE       DESCRIPTION 
_______ No codes 
_______ ____________________________________________________________________________________ 
_______ ____________________________________________________________________________________ 
_______ ____________________________________________________________________________________ 
_______ ____________________________________________________________________________________ 
 
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:  No defect evident.  See photos. 
 
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 Michelin Sport P225/50R16 27 9 
RF Michelin Sport P225/50R16 8 9 
LR Michelin Sport P225/50R16 27 7 
RR Michelin Sport P225/50R16 26 8 
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Describe any damage to tires, such as scrapes, marks due to impact, cuts, tread separation, flat spots etc. 
LF None 
RF None 
LR None 
RR None 
 
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 P225/50R16 _____ _____ 
SPARE TIRE ____________________ _____ _____ 
 

 
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:   Not relevant 
 

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) 
 

  Photographs   Data Downloads   Other Records:  Estimate faxed  
  
 
 
 



arlene.thomas-randol
New Stamp





































arlene.thomas-randol
New Stamp













December 15, 2010 
 
 

 
 

Waukesha, WI   
 
Service Request: 71-528470370 
Customer Relationship Specialist: Chris Bechard 
 
Dear    
 
We would like to discuss your request for assistance regarding your 2006 Pontiac G6, but we 
have been unsuccessful in our attempts to contact you. 
 
If you have outstanding issues, please feel free to contact us at 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 
Specialists will be happy to assist you.  You will have the option to speak with me directly if I 
am available.  If you have already contacted the Customer Assistance Center, please disregard 
this letter. 
 
Pontiac and your dealer’s mutual goal is your total satisfaction with Pontiac products and 
services.  We look forward to talking with you soon. 
 
Sincerely,  
 
Pontiac Customer Assistance Center
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December 15, 2010 
 
 
 

 

Waukesha, WI   
 
Service Request:  71-528470370 
Customer Relationship Specialist: Stacey McLean 
 
Dear  
 
Thank you again for making us aware of the situation with your 2006 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, Pontiac believes that our customers should have the opportunity 
to deal with unresolved matters in a fast and fair resolution process. For that reason, we 
participate in the Better Business Bureau’s BBB AUTO LINE program, an independent 
resolution process administered by the Council of Better Business Bureaus. BBB AUTO LINE 
provides mediation and arbitration for eligible warranty-related issues. 
 
As a Pontiac customer, BBB AUTO LINE is available to you at no cost.  The BBB AUTO LINE 
program is discussed in your vehicle’s “Warranty and Owner Assistance Information Booklet.” 
 
To contact the 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 Customer Assistance Center 
 



 

Revised 06/04/07 

Overallowance/Negative Equity/Incentives Form (Non-Florida) 
 
Customer: SR #: -71528470370 BBB#: 751031 

 
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 Overallowance, Negative 
Equity, and/or Incentives prior to arbitration or voluntary repurchase. 
 
 
Section 1  
Purchase Price 27186.60 
(from Bill of Sale, before tax, tag, title, etc.)  
MSRP -  24295.00 
(from BARS Invoice screen)  
Subtract the MSRP from the Purchase Price =  2891.60 
(If positive, look for Overallowance)  
If the Purchase Price is greater than the MSRP but there was no trade-in, have the Dealer explain why 
the customer paid more than MSRP. 

 

  
  
Section 2  
Trade Allowance 9700.00 
(from Bill of Sale)  
Actual Cash Value (ACV) -  5000.00 
(from ACV Statement)  
Subtract the ACV from the Trade Allowance =  4700.00 
If positive, the Trade Allowance is higher than the ACV of the trade-in.  This is Overallowance.  
  
  
Section 3  
Trade Allowance 9700.00 
(from Bill of Sale)  
Payoff on Trade -  9700.00 
(from Bill of Sale)  
Subtract the Payoff on Trade from the Trade Allowance =  0.00 
If negative, the Payoff on the Trade is higher that the Trade Allowance.  This is Negative Equity.  
  
  
Section 4  
Purchase Price 27186.60 
(from Bill of Sale, before tax, tag, title, etc.)  
Incentives not included in the Purchase Price -  2210.36 
(from BARS and Incentive Acknowledgement sheet)  
Do not include fuel-fill credit or Dealer incentives.  GM Card points must be included.  
Overallowance/Negative Equity -  4700.00 
(use the Overallowance from Section 2 or the Negative Equity from Section 3, whichever is larger)  
Subtract the Incentives and the Overallowance/Negative Equity from the Purchase 
Price.  This is the Actual price of the vehicle that should be presented to the BBB on 
the Agreement to Arbitrate (ATA). 

=  20276.00 



 

Revised 06/04/07 

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

 

 



Revised 8/02/2007 
Privileged and Confidential Information 

 
CASE ASSESSMENT 

 
By: Cathy Paquette State: WI 

 
 
Customer Name:    Service Request: 71-

528470370 
BBB Case No.:  
PGM0751031 

   
 
Vehicle ID No.:  
1G2ZH158364  

In Service 
Date: 
6/30/2006 

Vehicle is: new  BAC Code: 
116142 

Year, Make & Model: 2006 Pontiac G6 
Mileage at Time of BBB Filing 31600 

Vehicle Purchased Used on: N/A at odometer 
{odometer} 

Lien holder:   GMAC     OtherX: N/A Sale Type:   Purchase x Lease    Other  : 
{Type} 

DVM Name: Rodney KIemme CAM Name: Rob Johnson  
Phone/Cell Number: 414-405-3154 Phone Number: 630-961-6817 
  

    

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. 
 

 Sunroof Leaks 
       

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

02/07/07 91567 1 19551 Customer states water leak on right side of car…right seat belt gets wet 
and carpeting behind right front seat,,, advise.  Body – glass – trim -  
accessories.  

04/20/07  95625 * 23920 Customer states sun roof leaks water.  Secured drain hose.  Leaks gone.  
06/28/07 10041 1 28312 Customer states sunroof still leaks.  Could not duplicate.  Loosen 

headliner.  Sunroof drain hoses connected, went through car wash.  
Checked hoses for leaks.  Did not leak.  Removed left and right sill plates.  
Checked for water under carpet.  Was dry.  

08/08/07 12529 1 31467 Water leak at floor of vehicle, water comes in from floor area while driven.  
Seal power steering pump shaft, oil replace.   

 
 Steering  

       

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

04/20/07  95625 1 23920 Customer states hearing a squeaking from steering column on turns… 
advise..  Rattle in steering gear.  Internal noise removed and replaced 
steering gear.   

05/09/07 97058 7 24866 Customer states hearing a clicking / clunking noise from steering column.  
Put noise ears all over car front end.  No noise heard.  Put ears on 
intermediate shaft and noise there.  Retorque shaft bolt.  Drove 45 other 
cars and all had some noise in column.  Some more and anything at this 
time.  They consider noise TECH 6314 Steering intermediate shaft noisy.  
Removed and replaced steering intermediate shaft.   

06/28/07 10041 * 28312 Recheck clicking/clunking noise from steering column.  Checked latest 



bulletins.  No new information on steering noise.  
 

 Fuses  
       

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

                              

 
 Radio  

       

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

11/01/06 85699 * 10163 Check and repair radio to operate.  Could not duplicate customers 
complaint.  

04/20/07  95625 * 23920 Customer states left front door speaker is noisy.  Replace left front door 
lower speaker.   

 
 Recall/Campaign (Not Related to Other Symptoms/Complaints) 

       

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

                              

 
 
X Driver Seat 
       

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

11/01/06 85699 1 10163 Check and repair seat lever to operate.  Parts on order. 
11/20/06 86860 1 12191 Customer states drives seat will not move. Install S/O parts. Replace seat 

adjuster lever.   
 

 
X Oil light  
       

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

09/14/06 82690 1 6273 Customer request re set oil life on stereo  
11/20/06 86860 *   12191 Reset oil light.  
     

 
 

X Struts  
       

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

04/20/07  95625 * 23920 Customer states front bounces a lot over bumps and is leaking fluid leak at 
front wheels.  Leaking strut.  Replace front right and front left struts. 
Replaced and aligned. 

 
 

X  Turn Signals 
       

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

07/03/07 10378 1 28824 Replace right rear turn signal bulb.   
 

 
 
 

X Key FOB  
       

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



     

08/09/06 80169 1 5997 Provide and program Key and FOB as per contract  
 
 
X Passenger Seat  
       

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

08/09/06 80169 * 5997 Passenger seat knob coming off.  Seat adjuster knob.  Loose handle,  
reinstalled passenger seat back release handle.  

 
 
 

THE STATE LEMON LAW READS: 
 
Days out of service:  12 Days  
Repairs 4  
Time period 12 / 12,000 miles  
Does Lemon Law state nonconformity must continue to exist? Yes 
 
If applicable, safety-related repairs {# of repair attempts} 
Safety-related time period {# of months} / {# of miles} 
 
Number of repair attempts in the presumption period: 3 
Total days out of service during the presumption period: 14 
Total days out of service during customer’s ownership:   16 
 

Vehicle Meets Presumption of Lemon Law     NO   
 

PERTINENT FACTS FROM PREVIOUS SRs WHICH RELATE TO YOUR EVALUATION 
 

Concern: {TEXT} 
Date & Offer/Result: {TEXT} 
 
Concern: {TEXT} 
Date & Offer/Result: {TEXT} 
 
Concern: {TEXT} 
Date & Offer/Result: {TEXT} 

 
RECOMMENDATION AND RATIONALE 

 
Reminder: Take into consideration 1) DVM/Svc Manager input 2) if there are any unrepaired defects, 
and 3) are the problems alone or cumulatively a “substantial impairment” of the vehicle’s use, value or 
safety. 

 
DVM is not willing to repurchase the vehicle but has offered the customer a CCL to 60,000 miles or July 2008 whichever 
comes first and the customer has accepted the offer.   
 
 
 
 
 
CRS FINAL OFFER: Offered by DVM : DATE: 09/07/07 CUST Accepted 
Goodwill: CCL on Sunroof and steering  Attorney Fees (if applicable): ${Amount} 
 
TEAM LEAD 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. 
 



 

 

ADR File Checklist 
  
 
SR Number:71-528470370 BBB Case:   PGM0751031 
Customer:       VIN:1G2ZH158364   
Make/Model/Year: 2006/Pontiac /G6 In Service: 6/30/2006  Mileage: 26,000 
Received Date: 08/20/07 Day 15 Date: 09/03/07  Goes Active:        
Primary Concern: Sunroof Leaks, steering, fuses, radio  

 

  Case Scan / Acknowledgement (24 hrs) Completion Date/Time:    

  Initial Calls (72 hrs): 
  Customer Completion Date/Time: 08/21/07  / 9:14 
  Dealer Svc Mgr Completion Date/Time: 08/20/07  / 4:38 
  Dealer Finance Mgr Completion Date/Time: 08/20/07  / 4:38 
  AVM Completion Date/Time: 08/21/07  / 8:58  

  Repair Orders Requested:    Received:         

  Sales Documents:    Received:         

  BARS / Finance Sheet 

  Case Assessment (by Day 14): 
 Lemon Law Eligible: Yes  No   
 Presumption: Yes   No   

  GM Position – Customer / BBB Due Date (7-10 days):   

  Settlement / Goodwill Offered Date:   

  All Documents Attached (by Day 15) 

  Arbitration Date:        

  Closing Activities: 
 Settlement Completion Date/Time: 09/12/07 / 12:01 
 Executive Summary Completion Date/Time: 09/12/07 / 12:06  
 Close Siebel Completion Date/Time: 19/12/07 / 12:15  

 
 
DVM:  Rodney Klemme  Node/Box: 630092-8023  
Service Dealer: ERNIE VON SCHLEDORN, INC        Svc Mgr: Brian Ranson 
        
Selling Dealer: ERNIE VON SCHLEDORN, INC   Contact: Brian Ranson    
 

NOTES:         



Revised 8/02/2007 
Privileged and Confidential Information 

 
CASE ASSESSMENT 

 
By: Cathy Paquette State: WI 

 
 
Customer Name:    Service Request: 71-

528470370 
BBB Case No.:  
PGM0751031 

   
 
Vehicle ID No.:  
1G2ZH158364  

In Service 
Date: 
6/30/2006 

Vehicle is: new  BAC Code: 
116142 

Year, Make & Model: 2006 Pontiac G6 
Mileage at Time of BBB Filing 31600 

Vehicle Purchased Used on: N/A at odometer 
{odometer} 

Lien holder:   GMAC     OtherX: N/A Sale Type:   Purchase x Lease    Other  : 
{Type} 

DVM Name:Rodney KIlemme CAM Name: Rob Johnson  
Phone/Cell Number: 414-405-3154 Phone Number: 630-961-6817 
  

    

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. 
 

 Sunroof Leaks 
       

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

02/07/07 91567 1 19551 Customer states water leak on right side of car…right seat belt gets wet 
and carpeting behind right front seat,,, advise.  Body – glass – trim -  
accessories.  

04/20/07  95625 * 23920 Customer states sun roof leaks water.  Secured drain hose.  Leaks gone.  
06/28/07 10041 1 28312 Customer states sunroof still leaks.  Could not duplicate.  Loosen 

headliner.  Sunroof drain hoses connected, went through car wash.  
Checked hoses for leaks.  Did not leak.  Removed left and right sill plates.  
Checked for water under carpet.  Was dry.  

08/08/07 12529 1 31467 Water leak at floor of vehicle, wate comes in from floor area while driven.  
Seal power steeing pump shaft, oil replace.   

 
 Steering  

       

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

04/20/07  95625 1 23920 Customer states hearing a squeeking from steering colomn on turns… 
advise..  Rattle in steering gear.  Internal noise removed and replaced 
steering gear.   

05/09/07 97058 7 24866 Customer states hearing a clicking / clunking noise from steering column.  
Put noise ears all over car front end.  No noise heard.  Put ears on 
intermediate shaft and noise there.  Retorque shaft bolt.  Drove 45 other 
cars and all had some noise in conumn.  Some more and anything at this 
time.  They consider noise TECH 6314 Steering intermediate shaft noisy.  
Removed and replaced steeing intermediate shaft.   

06/28/07 10041 * 28312 Recheck clicking/clunking noise from steering column.  Checked latest 



bulletins.  No new information on steering noise.  
 

 Fuses  
       

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

                              

 
 Radio  

       

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

04/20/07  95625 * 23920 Customer states left fornt door speaker is noisy.  Replace left fornt door 
lower speaker.   

 
 Recall/Campaign (Not Related to Other Symptoms/Complaints) 

       

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

                              

 
 
X Driver Seat 
       

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

11/20/06 86860 1 12191 Customer states drives seat will not move. Iinstall S/O parts. Replace seat 
adjuster lever.   

 
 

X Oil light  
       

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

11/20/06 86860 *   12191 Reset oil light.  

 
 

X Struts  
       

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

04/20/07  95625 * 23920 Customer states front bounces a lot over bumps and is seenin fluid leak at 
fornt wheels.  Leaking strut.  Replace front right and front left struts. 
Replaced and aligned. 

 
 

X  Turn Signals 
       

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

07/03/07 10378 1 28824 Replace right rear turn signal bulb.   
 

 
 
 

 Other 
       

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

                              

 
THE STATE LEMON LAW READS: 



 
Days out of service:  12 Days  
Repairs 4  
Time period 12 / 12,000 miles  
Does Lemon Law state nonconformity must continue to exist? Yes 
 
If applicable, safety-related repairs {# of repair attempts} 
Safety-related time period {# of months} / {# of miles} 
 
Number of repair attempts in the presumption period: 3 
Total days out of service during the presumption period: 11 
Total days out of service during customer’s ownership:   13 
 

Vehicle Meets Presumption of Lemon Law     NO   
 

PERTINENT FACTS FROM PREVIOUS SRs WHICH RELATE TO YOUR EVALUATION 
 

Concern: {TEXT} 
Date & Offer/Result: {TEXT} 
 
Concern: {TEXT} 
Date & Offer/Result: {TEXT} 
 
Concern: {TEXT} 
Date & Offer/Result: {TEXT} 

 
RECOMMENDATION AND RATIONALE 

 
Reminder: Take into consideration 1) DVM/Svc Manager input 2) if there are any unrepaired defects, 
and 3) are the problems alone or cumulatively a “substantial impairment” of the vehicle’s use, value or 
safety. 

 
DVM is not willing to repurchase the vehicle but has offered her 2 car payments which she has declined.  CRS has been 
instructed by the DVM not to offer anything further including the 2 car payments. 
 
 
 
 
 
CRS FINAL OFFER: {REPAIR/REP/TRADE}: DATE: {Date} CUST {Accepted / Declined} 
Goodwill: {Type} Attorney Fees (if applicable): ${Amount} 
 
TEAM LEAD 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. 
 



 

 

ADR File Checklist 
  
 
SR Number:71-528470370 BBB Case:   PGM0751031 
Customer:       VIN:1G2ZH158364   
Make/Model/Year: 2006/Pontiac /G6 In Service: 6/30/2006  Mileage: 26,000 
Received Date: 08/20/07 Day 15 Date: 09/03/07  Goes Active:        
Primary Concern: Sunroof Leaks, steering, fuses, radio  

 

  Case Scan / Acknowledgement (24 hrs) Completion Date/Time:    

  Initial Calls (72 hrs): 
  Customer Completion Date/Time: 08/21/07  / 9:14 
  Dealer Svc Mgr Completion Date/Time: 08/20/07  / 4:38 
  Dealer Finance Mgr Completion Date/Time: 08/20/07  / 4:38 
  AVM Completion Date/Time: 08/21/07  / 8:58  

  Repair Orders Requested:    Received:         

  Sales Documents:    Received:         

  BARS / Finance Sheet 

  Case Assessment (by Day 14): 
 Lemon Law Eligible: Yes  No   
 Presumption: Yes   No   

  GM Position – Customer / BBB Due Date (7-10 days):   

  Settlement / Goodwill Offered Date:   

  All Documents Attached (by Day 15) 

  Arbitration Date:        

  Closing Activities: 
 Settlement Completion Date/Time:       /       
 Executive Summary Completion Date/Time:       /        
 Close Siebel Completion Date/Time:       /        

 
 
DVM:  Rodney Klemme  Node/Box: 630092-8023  
Service Dealer: ERNIE VON SCHLEDORN, INC        Svc Mgr: Brian Ranson 
        
Selling Dealer: ERNIE VON SCHLEDORN, INC   Contact: Brian Ranson    
 

NOTES:         



January 3, 2011 
 
 

Ellettsville, IN  
 
Service Request: 71-558746369 
Customer Relationship Specialist: Marion Lindsey 
 
Dear    
 
Chevrolet is pleased to provide service coverage for the Steering – Gear housing and all internal parts; 
rack and pinion; power steering pump; steering shaft on your 2005 Chevrolet Malibu MAXX, Vehicle 
Identification Number 1G1ZT64815F   This service coverage will commence upon the expiration 
of the applicable New Vehicle Limited Warranty and will continue until April 20, 2010, or 100,000 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, 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 MAXX.  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, 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 Specialists will be happy to assist 
you. 
 
Sincerely,  
 
Chevrolet Customer Assistance Center 
 
 
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. 
 



 
 















































 
 
 

 
 
 

 
 

GENERAL MOTORS BUSINESS RESOURCE CENTER  
 

General Motors Corp. – CARS – Legal, c/o MSX International, MC 336-105-000 
1426 Pacific Drive, Auburn Hills, MI 48326 

VIA  FAX ONLY 
 
January 22, 2008 
   
William Clopton 
800-334-2406 EXT 502 
Indiana  
                                                                           
Re: 
 CHV0761555 
 2007 Chevrolet Malibu Maxx 
 VIN # 1G1ZT64815F
 
To Whom It May Concern: 
 
Manufacturer’s Position: 
 
General Motors regrets that is dissatisfied with his vehicle.  We have and will continue to address all 
concerns per the terms of the warranty. 
 

 vehicle was last at our dealership 10/17/07 regarding concern with the steering gear noise. The 
intermediate steering shaft was replaced. All concerns were addressed and when released the vehicle was operating 
100% as designed.  If there are any current concerns on the vehicle we request that make the vehicle 
available for repairs per the terms of the warranty. 
 
We do not believe this vehicle meets the presumption of the Lemon Law or the Program Summary as there have 
been no more than three repairs to any one concern. As of the last time the vehicle was in a GM dealer the vehicle 
was operating as designed when released.  There has been no loss of use, value or safety of the vehicle.   
 
We did offer reimbursement for half of a vehicle payment. declined the offer. We ask that the 
customers request for repurchase be denied and that the customer continue to work with GM per the terms of the 
warranty. 
 
Sincerely, 
 
 
 
Felicia Williams  
BRC Customer Relationship Specialist 
Ph# 866-790-5600 EXT 11142 
FAX# 866-485-4469 
 
 



 

Revised 06/04/07 

Overallowance/Negative Equity/Incentives Form (Non-Florida) 
 
Customer:  SR #: 71-558746369 BBB#: CHV0761555 

 
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 Overallowance, Negative 
Equity, and/or Incentives prior to arbitration or voluntary repurchase. 
 
 
Section 1  
Purchase Price 14945.00 
(from Bill of Sale, before tax, tag, title, etc.)  
MSRP -  23545.00 
(from BARS Invoice screen)  
Subtract the MSRP from the Purchase Price =  8600.00 
(If positive, look for Overallowance)  
If the Purchase Price is greater than the MSRP but there was no trade-in, have the Dealer explain why 
the customer paid more than MSRP. 

 

  
  
Section 2  
Trade Allowance 7000.00 
(from Bill of Sale)  
Actual Cash Value (ACV) -  7000.00 
(from ACV Statement)  
Subtract the ACV from the Trade Allowance =  0.00 
If positive, the Trade Allowance is higher than the ACV of the trade-in.  This is Overallowance.  
  
  
Section 3  
Trade Allowance 7000.00 
(from Bill of Sale)  
Payoff on Trade -  7996.00 
(from Bill of Sale)  
Subtract the Payoff on Trade from the Trade Allowance =  -996.00 
If negative, the Payoff on the Trade is higher that the Trade Allowance.  This is Negative Equity.  
  
  
Section 4  
Purchase Price 14945.00 
(from Bill of Sale, before tax, tag, title, etc.)  
Incentives not included in the Purchase Price -  0.00 
(from BARS and Incentive Acknowledgement sheet)  
Do not include fuel-fill credit or Dealer incentives.  GM Card points must be included.  
Overallowance/Negative Equity -  996.00 
(use the Overallowance from Section 2 or the Negative Equity from Section 3, whichever is larger)  
Subtract the Incentives and the Overallowance/Negative Equity from the Purchase 
Price.  This is the Actual price of the vehicle that should be presented to the BBB on 
the Agreement to Arbitrate (ATA). 

=  13949.00 



 

Revised 06/04/07 

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

 

 





 
 
Revised 8/02/2007 

Privileged and Confidential Information 
 

CASE ASSESSMENT 
 

By: Felicia Williams/Marion Lindsey State: IN 
 

 
Customer Name:   Service Request: 71-

558746369 
BBB Case No.:  CHV0761555 

   
 
Vehicle ID No.:  
1G1ZT64815F  

In Service 
Date: 
4/20/2005 

Vehicle is: Used  BAC Code: 
166405 

Year, Make & Model: 2005 Chevrolet Malibu 
Mileage at Time of BBB Filing 34101 

Vehicle Purchased Used on: 8-11-06 at odometer 
22,261 miles  

Lien holder:   GMAC     Other : Unknown Sale Type:   Purchase   Lease    Other  : 
{Type} 

DVM Name:Dave Bourdeaux CAM Name: Rob Johnson   
Phone/Cell Number: 630092 8017  Phone Number: 630-961-6817  

 
    

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 gear noise 
       

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

5/30/07 600643
1 

1 30690 C/S Vehicle has a pop noise in the steering  
DLR Found both steering gear mounting bolts loose and the intermediate 
steering shaft to gear bolt finger tight: Replaced gear assembly 

 8/9/07 600977
1 

1 32466 C/S Front ends pops when turning 
DLR Replace steering gear 

10/16/07 600932
8 

2 33399 C/S Vehicle pops when turning  
DLR Replaced intermediate steering shaft 

 
THE STATE LEMON LAW READS: 

 
Days out of service:  30 
Repairs 4 
Time period 18/18 
Does Lemon Law state nonconformity must continue to exist? Y 
 
If applicable, safety-related repairs {# of repair attempts} 
Safety-related time period {# of months} / {# of miles} 
 
Number of repair attempts in the presumption period: 3 
Total days out of service during the presumption period: 3 
Total days out of service during customer’s ownership:   4 
 



Vehicle Meets Presumption of Lemon Law    NO   
 

 
RECOMMENDATION AND RATIONALE 

 
Reminder: Take into consideration 1) DVM/Svc Manager input 2) if there are any unrepaired defects, 
and 3) are the problems alone or cumulatively a “substantial impairment” of the vehicle’s use, value or 
safety. 

 
Cust sks: Repurchase 
 
DVM sts: DVM Davd Boudreaux l/m stating cust was offered and accepted ccl and has not recd' from CAC. Cust has been 
provided w/ special policy for the noise.  
Repurchased denied. If cust would like to pursue arbitration that is fine. We will continue to work under terms of 
warranty to repair vehicle. Cust has been notified of special policy. 
 
SVM sts: Svc Mgr Jim Williams states intermediate steering shaft was replaced in October. Cust has not been back to dlr 
since.  
 
CRS Rationale: Vehicle has been to dlr 3 times w/in presumption period. Vehicle out of service for 4 days. Cust was 
offered reim for half of a vehicle payment. Offer was declined.  
On 1-25-08 the customer withdrew claim form BBB. 
************** 
On 2-04-08, New OCRS, Marion Lindsey assumed the file.  
***** 
On 2-07-08, New OCRS spoke: Sales MGR Jeremy Drake  
CRS advised: that customer was offered  
5 year/60,000 mile component letter for steering if it would satisfy her after dealer completed the repairs to her vehicle under 
warranty.  
 
Dealer stated the customer has spoken to them about trading out the vehicle for a new GM vehicle. Dealer wanted to verify that this 
would not interfere with BBB claim. 
CRS advised that customer has dropped pursuit of BBB claim and even if they had not the customer could still work with dealer on 
trading out of the vehicle.  
Dealer thanked for feedback. 
New OCRS called customer at  
CRS requested info on whether he was going to purchase a new vehicle or not. CRS advised that selling dealer had advised that 
customer was possibly in market to purchase a new GM vehicle.  
Customer stated that he would not be in market to purchase a new vehicle at this time and has decided to keep this vehicle be cause he 
can fill his towing needs with it. Customer wanted to purchase a Chevrolet Tracker but it is not made by GM anymore. Customer 
stated that he does not have a lot of faith in the current. Customer seeks to know if GM could offer assistance on purchase of another 
vehicle. Customer stated: approx. 34,101 miles on vehicle currently.  
CRS advised that GM can't assist with trading out of the car but could assure him that he will not have to cover any repairs to the 
steering components on the vehicle 
Customer accepted 5 years/100,000 miles Steering Component Coverage Letter. CRS advised that it would cover the following:  
Steering – Gear housing and all internal parts; rack and pinion; power steering pump; steering shaft couplings; seals and gaskets.  
CRS advised that component letter would reach him in mail in approx. 2-3 weeks. CRS verified address as being correct.  
No further assistance is requested at this time. 
 
 
 
 
CRS FINAL OFFER: 5 year/100,000 mile 

Steering component 
letter  

DATE: 2-07-08 CUST accepted.  

Goodwill: 5 year/100,000 mile Steering 
component letter 

Attorney Fees (if applicable):N/A 

 
TEAM LEAD 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. 
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January 3, 2011 
 
 

Marion, AR  
 
Service Request: 71-558914897 
Customer Relationship Specialist: Jennifer Decan 
 
Dear :   
 
Pontiac is pleased to provide service coverage for the steering gear on your 2006 Pontiac G6, Vehicle 
Identification Number 1G2ZG558164   This service coverage will commence upon the expiration 
of the applicable New Vehicle Limited Warranty and will continue until April 16, 2012, or 100,000 miles, 
whichever occurs first.  Pontiac 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.  

 
Pontiac 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 G6.  Should your vehicle require repairs within the 
coverage period, present this letter to the Service Manager of an authorized Pontiac Dealership. 
 
If you have any future questions, 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 Specialists will be happy to assist 
you. 
 
Sincerely,  
 
Pontiac Customer Assistance Center 
 
 
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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November 19, 2010 
 
 
 

Snowflake, AZ   
 
Service Request:  1-421492953 
Customer Relationship Specialist: Angela Graves 
 
Dear  
 
We are sorry you continue to be dissatisfied with the decision we made concerning your 
2006 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,  
 
Chevrolet Customer Assistance Center 
 

arlene.thomas-randol
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Privileged and Confidential Information 

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

CASE ASSESSMENT BY:  Marion Lindsey    
Siebel/CARS Request No: 1-421492953 

 
Customer Name:  
 
Year of Vehicle: 2006  Make: Chevrolet Model: Malibu Current Mileage: 9,000  
 
Vehicle ID No.: 1G1ZT61816F In Service Date: 2/26/06 Purchased: New  
           
 
What is customer seeking: repurchase of vehicle.         
 

VEHICLE REPAIR HISTORY 
 

CUSTOMER’S PRIMARY SYMPTOM/CONCERN: customer stated alignment keeping vehicle from driving straight 
down the road. Customer stated he hears a loud rattling noise in front suspension when driving over a 
bump.  
Date:   Mileage:  Days Out: Description of Repair:                           .  
04/17/06  1,343 miles    1 day    RO # 150370, Moreno Valley Chevrolet. Dealer found front end alignment 
out of factory specs. Dealer adjusted front end wheel alignment under warranty. 
6-13-06   5,090 miles    1 day   RO # 152606, Moreno Valley Chevrolet. Dealer inspected for a rattling 
noise over bumps and vehicle alignment drifting while driving.  Dealer special ordered replacement 
parts for both front stabilizer links.   
07/13/06  7,443 miles    1 day    RO # 153852, Moreno Valley Chevrolet. Dealer replaced front control arm 
bushings at front stabilizer links. 
8-21-06   8,925 miles    2 days   RO # 105370, Horne Auto Center. Dealer test drove vehicle and verified 
noise was present. Dealer replaced power steering gear assembly with updated part and reset front end 
wheel alignment. Dealer referred to Technical Service Bulletin # 06-02-32-007 for repair correction info.  
 
 
OTHER SYMPTOM/CONCERN: tire wearing out due to bad alignment.  
Date:  Mileage:  Days Out:  Description of Repair:                           . 
07/13/06  7,443 miles    ----   RO # 153852, Moreno Valley Chevrolet. Dealer replaced both front tires 
under warranty.   
 
OTHER SYMPTOM/CONCERN: customer stated front dash panel and center console accessory outlets 
were inoperative.  
Date:  Mileage:  Days Out:  Description of Repair:                           . 
07/13/06  7,443 miles    ---    RO # 153852, Moreno Valley Chevrolet. Dealer replaced blown fuse.  
 
OTHER SYMPTOM/CONCERN:  
Date:  Mileage:  Days Out:  Description of Repair:                           . 
 
OTHER SYMPTOM/CONCERN:  
Date:  Mileage:  Days Out:  Description of Repair:                           . 
 
 
 
 
Total Days Out of Service:   _5__(excluding days for customer pay reasons such as; Maintenance and                                  

Collision Repairs) 
 
VEHICLE MEETS PRESUMPTION LEMON LAW? YES:X  NO:   
 



Privileged and Confidential Information 

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

What is customer eligible for (based upon the BBB Program Eligibility Guidelines and the 
States lemon law requirements for meeting presumption)? _Number of repair attempts 3X for 
suspension noise and alignment are not meeting the 4X required for California Lemon Law 
presumption according to Chevrolet dealers docs. sent in. Days out of service are not meeting 
30 days required to meet CA Lemon Law presumption. However customer provided more 
repair docs. than Horne Chevrolet provided to ADR CRS and these would qualify the vehicle 
under CA Lemon Law. ____________________________ 
_________________________________________________________________________________  
 
 
AVM and/or DEALER RECOMMENDATION(s):   
 
 
 
 
 
CRM RECOMMENDATION & RATIONALE (EXPLAIN):  CRS Advised DVM that customer has more docs. 
than have been provided by Horne Chevrolet, Showlow, AZ and these repairs will qualify vehicle for CA 
Lemon Law presumption on suspension noise and alignment issues.  
ADR CRS requested that DVM authorize voluntary repurchase.  
 
 
 
 
 Decision reached by CRM:     Arbitrate case:               Settle case:   X        
                                       



 
SR # 1-421492953 

 
VIN- 1G1ZT61816F
2006 Chevrolet Malibu 
 
Lienholder’s info:  
Bank of the West 
P O. Box 4002 
Concord, CA 94524 
Account # 
Phone # 1-800-827-7500  
or alt. 925-942-8998. 



 

 

Revised 7/21/04 
 

Overallowance/Incentives/Negative Equity Form (non-Florida) 
 
Customer:     Request #: 1-421492953  BBB#: CHV0660189 
 

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) 

 
$      

   
MSRP (from BARS Invoice) $22,275.00 
Note: If GMS price, use in place of MSRP price 
 

 

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 $      
  
Difference (if positive, this is the overallowance) $      
  

 
 
Payoff or Lien amount from Bill of Sale 

 
$      

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

 

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

 
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.)  $      
   
Incentives not included in Purchase Price (from BARS) minus  $      
(Do not include fuel fill credit or dealer incentives. GM Card Points must be included) 
 



 

 

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