
December 22, 2010 
 
 

 
Albuquerque, NM  
 
Service Request: 71-535978077 
Customer Relationship Specialist: Eric Valerio 
 
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
 

arlene.thomas-randol
New Stamp



PAR GMWA 
 Pre-Authorization/Warranty Claim Tracking Form 

 

 

Customer and Vehicle Information 
Date 8/1/2007 Service Request #  71-535978077 
Customer Name 
VIN 1G2ZH558564  
In-Service Date 09/04/2005  Service Contract? No 
Current Mileage 35000 Purchased New/Used? New 
Warranty Blocked?  No     
Branded Title?  No Mileage at Purchase 0 

Dealer and Claim Information 
Dealer Name Quality Pontiac GMC Buick 
Dealer Svc Mgr Johnny Varney Dlr Warranty Admin: Stephanie Peters 
Dealer Phone (505) 765-1300 Dealer Fax  505-247-7490 
Dealer BAC 165084       
   
Dealer Division and Code 16-Pontiac-24387       
Repair Order Number 297358       
Repair Order Close Date             
Labor Op. Code  Z1242 Dollar Amt:  3248.45     
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:       3248.45      
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 (1866) 790-5600 ext. 11271     

Retain Copy with Dealer Repair Order 
Internal PAR Information 

           
Complaint: 

Steering    
Cause: 

Steering Failed   
Correction: 

repair   
Justification: n/a 
            
PAR CRS: Whitney Tolbert     

Additional Comments: n/a     

















 
 
 
 
 
 
       
Issued by: Certificate No. 1G1ZS51F36F
Chevrolet  
 
Issue Date: December 27, 2010  
 
Issued exclusively for:  
 
 Cawood, KY  
 
Valid through: September 17, 2008 
 
Amount: One Thousand Seven Hundred Dollars and Zero Cents 
 ****$1,700.00**** 
 
 
 
 

Arlene.Thomas-Randol
New Stamp



December 27, 2010 
 
 

 

Cawood, KY   
 
Service Request: 71-548171858 
Customer Relationship Specialist: Felicia Williams 
 
Dear  
 
Thank you for your recent inquiry.  We are sorry you have experienced concerns with your 2006 
Chevrolet Malibu.  Customer satisfaction is a top priority for us at Chevrolet. 
 
Confirming our conversation regarding your Chevrolet, vehicle identification number, 
1G1ZS51F36F  enclosed is the Owner Loyalty Certificate for the amount of $1,700.00.  
This certificate is valid through September 17, 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 2006 Chevrolet Malibu 
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 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/�


Revised 8/02/2007 
Privileged and Confidential Information 

 
CASE ASSESSMENT 

 
By: Felicia Williams State: Kentucky 

 
 
Customer Name:   Service Request: 71-

548171858 
BBB Case No.:  CHV0751092 

   
 
Vehicle ID No.:  
1G1ZS51F36F  

In Service 
Date: 
12/6/2005 

Vehicle is: New BAC Code: 
163189 

Year, Make & Model: 2006 Chevrolet Malibu 
Mileage at Time of BBB Filing (odometer) 

Vehicle Purchased Used on: n/a at odometer 
{odometer} 

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

DVM Name:Nancy Baird CAM Name: {Name} 
Phone/Cell Number: 678-240-9848 Phone Number: {Phone Number} 

    

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. 
 

 {Symptom} When driving steering warning light comes on steering wheel locks up- unable to 
control vehicle 
       

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

5/9/06 57800 8 11605 Power steering light comes on; hard to steer- replaced steering column 
7/9/07 64654 5 33173 Check for clunk in steering- replaced steering gear 
 

 {Symptom} power steering issues  
       

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

7/20/07 64837 26 33191 Checked tie rods for slack-replaced both inner tie rods 
 
 

THE STATE LEMON LAW READS: 
 
Days out of service:  30 
Repairs 4 
Time period: Two years following original delivery to consumer.  
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: 1 
Total days out of service during the presumption period: 8 
Total days out of service during customer’s ownership:   33 
 



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. 

 
All of the concerns that have brought to the attention of the dealer have been corrected.  The last time the 
vehicle was in a GM dealer was 7/20/07. concern was slack in the tie rods. Both inner tie rods were replaced. 

first concern happened at 11,605.  The other concerns happened outside of 18/18. 
CRS offered $1700 OLC. Cust accepts offer 
Business reason for offering $1700 OLC: 1) Cust has had several visits to dlr. 2) Cust is in the market to purchase a new 
vehicle 3) Cust has had a less than satisfactory experience with their current vehicle. 
 
 
 
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. 
 



 
 
 

 
 
 

 
 

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 
 
September 5, 2007 
   
Scott Estep 
800-334-2406 EXT 515 
Kentucky 
                                                                           
Re: 
 CHV0751092 
 2006 Chevrolet Malibu 
 VIN # 1G1ZS51F36F
 
To Whom It May Concern: 
 
Manufacturer’s Position: 
 
General Motors regrets that is dissatisfied with his vehicle.  We have addressed all concerns per the terms 
of the warranty. 
 
All of the concerns that have brought to the attention of the dealer have been corrected.  The last time the 
vehicle was in a GM dealer was 7/20/07. concern was slack in the tie rods. Both inner tie rods were 
replaced. All concerns were addressed and when released the vehicle was operating 100% as designed.   
 
We do not believe this vehicle meets the presumption of the Lemon Law or the Program Summary as there have 
been no more than two repairs to any one concern.   first concern happened at 11,605.  The other concerns 
happened outside of 12/12. 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 ask that the customers request for repurchase be denied. vehicle is outside of the manufacture 
warranty by mileage. We would like to offer a $1600 owner loyalty certificate. I was unable to reach Mr. 

to make offer. I will continue to make attempts to contact to make the offer. 
 
Sincerely, 
 
 
 
Felicia Williams  
BRC Customer Relationship Specialist 
Ph# 866-790-5600 EXT 11142 
FAX# 866-485-4469 
 
 
 



























arlene.thomas-randol
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December 29, 2010 
 
 

Grapevine, TX  
 
Service Request: 71-548303570 
Customer Relationship Specialist: Rinny Smith 
 
Dear    
 
Chevrolet is pleased to provide service coverage for the steering on your 2005 Chevrolet Malibu, Vehicle 
Identification Number 1G1ZT54805F  This service coverage will commence upon the expiration 
of the applicable New Vehicle Limited Warranty and will continue until October 20, 2012, 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.  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. 
 



arlene.thomas-randol
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December 29, 2010 
 
 

Powder Springs, GA  
 
Service Request: 71-548410033 
Customer Relationship Specialist: Jane Miller 
 
Dear :   
 
We would like to discuss your request for assistance regarding your 2005 Pontiac G6, but we 
have been unsuccessful in our attempts to contact you. 
 
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
 



December 29, 2010 
 
 
 

 
White Bear Lake, MN   
 
Service Request:  71-548894553 
Customer Relationship Specialist: Christopher Carter 
 
Dear : 
 
Thank you again for making us aware of the situation with your 2005 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, Chevrolet 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 Chevrolet 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,  
 
 
Chevrolet Customer Assistance Center 
 

arlene.thomas-randol
New Stamp

























Revised 8/02/2007 
Privileged and Confidential Information 

 
CASE ASSESSMENT 

 
By: Angelina Moncivais State: MN 

 
 
Customer Name:   Service Request: 71-

548894553 
BBB Case No.:  CHV0755134 

   
 
Vehicle ID No.:  
1G1ZS52F65F  

In Service 
Date: 
2/9/2005 

Vehicle is: New BAC Code: 
111544   

Year, Make & Model: 2005 Chevrolet Malibu 
Mileage at Time of BBB Filing 29,000 

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

Lien holder:   GMAC     Other : {Name} Sale Type:   Purchase   Lease    Other  :  
Financed 

DVM Name: Tice Barry   CAM Name: {Name} 
Phone/Cell Number: 630092 8170 Phone Number: {Phone Number} 

    

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

 Steering 
       

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

3/13/07 514561 1 23,270 C/S check for clunk noise from the steering while turning. Replace steering 
gear adjust vehicle toe in to specs. 

       

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

5/11/07 520141 4 25,165 Check for rubbing noise from the front end while driving clunk noise over 
bumps. Replace front stabilizer bar bushings, still has noise. Found right 
lower ball joint worn, causing RF steering knucle to wear. Replace RF 
lower control arm and knuckle. 

       

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

8/18/07 529359 3 28,026 Check for heavy clunk noise from the steering while turning also the wheel 
sticks at times while turning lube and repostion intermediate shaft per 
bulletin 06-02-32-007B. 

       

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

10/3/07 533265 1 29,523 Inspect for noise heard from the front end. Can also be felt through the 
steering and floor. It is getting hard to turn. Road test reprogram power 
steering control module. 

 
 No start 

       

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

7/28/07 527502 3 27,382 Cust states vehicle had hard start… When started the SES lamp came on… 
Vehicle dies while driving diagnostic code po335 reprogram pcm for PO335 
and long crank issues. J6354. 

 
 



THE STATE LEMON LAW READS: 
 
Days out of service:  30 
Repairs: 4 or more. 
Time period: 2 years following the date of original delivery of the vehicle to a 
consumer. 
Does Lemon Law state nonconformity must continue to exist? Yes 
 
If applicable, safety-related repairs N/A 
Safety-related time period N/A 
 
Number of repair attempts in the presumption period: 4 
Total days out of service during the presumption period: 12 
Total days out of service during customer’s ownership:   12 
 

Vehicle Meets Presumption of Lemon Law     YES   
 

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. 

 
Crs just rec’d the ro’s from the dlr and performed the case assessment and the cust has 4 repair attempts to the steering 
concern and could possibly meet presumption based on the # of repair attempts. Crs will call the dvm for his input. 
 
 
 
 
 
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. 
 



December 29, 2010 
 
 

 
 

Waterbury, CT   
 
Service Request: 71-550892464 
Customer Relationship Specialist: Dawn Hart 
 
Dear    
 
We sincerely regret that you experienced a concern with your 2005 Chevrolet Malibu, which 
resulted in an unexpected repair expense to you.     
 
We value you as a Chevrolet owner and your satisfaction with our products is a high priority.  As 
we discussed over the phone, we believe you are entitled to a reimbursement.  We have enclosed 
a check in the amount of $409.26.  We hope this goodwill adjustment will offset, to some degree, 
the inconvenience that this repair may have caused you. 
 
We look forward to keeping you in our Chevrolet family.  If you have any future questions, 
please feel free to contact our Chevrolet Customer Assistance Center at 1-800-222-1020 Monday 
through Friday between 8:00 a.m. and 11:00 p.m., Eastern Time.  Please refer to your service 
request number above and any of our Customer Relationship Specialists will be happy to assist 
you. 
 
Sincerely,  
 
Chevrolet 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
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ADR File Checklist 
  
 
SR Number:71-551454899 BBB Case:   CHV0752024 
Customer:       VIN:1G1ZT52835F   
Make/Model/Year: Chevrolet/Malibu/2005 In Service: 6/7/05  Mileage: 46,660 
Received Date: 8/29/07 Day 15 Date: 9/13/07  Goes Active:        
Primary Concern: steering 

 

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

  Initial Calls (72 hrs): 
  Customer Completion Date/Time: 8/29/07  / 2 PM 
  Dealer Svc Mgr Completion Date/Time: 8/29/07  / 2:15 PM 
  Dealer Finance Mgr Completion Date/Time:        /       
  AVM Completion Date/Time: 8/29/07  / 2:20 PM  

  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: 11/15/07 / 4 PM 
 Executive Summary Completion Date/Time: 11/15/07 / 4 PM  
 Close Siebel Completion Date/Time: 11/15/07 / 4 PM  

 
 
DVM:  Ben Hall Node/Box: 404082 - 8206  
Service Dealer: Marine Chevrolet   Svc Mgr: Carlas Hardin   
Selling Dealer: Day Centennial   Contact: Rich Stone   
 

NOTES:         

arlene.thomas-randol
New Stamp





RFS 7336 
 
Revised 8/02/2007 

Privileged and Confidential Information 
 

CASE ASSESSMENT 
 

By: Joel Verburg State: Pennsylvania 
 

 
Customer Name:  SR: 71-551454899 BBB Case No.:  CHV0752024 
   
 
Vehicle ID No.:  
1G1ZT52835F  

In Service 
Date: 6/7/05 

Vehicle is: Used BAC Code: 
112174 

Year, Make & Model: 2005 Chevrolet Malibu 
Mileage at Time of BBB Filing (46,660) 

Vehicle Purchased Used on: n/a 

Lien holder:   GMAC      Sale Type: Lease   
DVM Name: Ben Hall CAM Name: Craig Joseph 
Phone/Cell Number: n/a Phone Number: (914) 244-6130 

    

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. 
 

 {Symptom} 
       

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

                              

 
 {Symptom} 

       

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

                              
 

 {Symptom} 
       

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

                              

 
 {Symptom} 

       

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

                              
 

 {Symptom} 
       

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

                                 

 
 {Symptom} 

       



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

                              

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

       

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

                              

 
Verified with customer if the vehicle has ever been involved in an accident   Y    N    
If yes are the RO’s attached   Y    N 
 

 Other 
       

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

                              

 
THE STATE LEMON LAW READS: 

 
Days out of service:  30 
Repairs 3 
Time period 60 / unlimited 
Does Lemon Law state nonconformity must continue to exist? {Y or N} 
 
If applicable, safety-related repairs {# of repair attempts} 
Safety-related time period {# of months} / {# of miles} 
 
Number of repair attempts in the presumption period: {# of repair 

attempts} 
Total days out of service during the presumption period: {# of Days} 
Total days out of service during customer’s ownership:   {# of Days} 
 

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. 

 
{TEXT} 
 
 
 



 
 
CRS FINAL OFFER: {REPAIR/REP/TRADE}: DATE: {Date} CUST {Accepted / Declined} 
Goodwill: {Type} Attorney Fees (if applicable): ${Amount} 
 
TEAM LEAD APPROVING:  Bridget Cazabon Date: {Date} 



 

























December 30, 2010 
 

Sandown, NH   
 
Service Request: 71-556733645 
Customer Relationship Specialist: Stephanie Villalon 
 
Dear :   
 
We would like to discuss your request for assistance regarding your 2005 Pontiac G6, but we 
have been unsuccessful in our attempts to contact you. 
 
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
 

arlene.thomas-randol
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December 30, 2010 
 
 

 

Sandown, NH   
 
Service Request: 71-556733645 
Customer Relationship Specialist: Stephanie Villalon 
 
Dear :   
 
We would like to discuss your request for assistance regarding your 2005 Pontiac G6, but we 
have been unsuccessful in our attempts to contact you. 
 
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
 



PAR GMWA 
 Pre-Authorization/Warranty Claim Tracking Form 

 

 

Customer and Vehicle Information 
Date 10/24/07 Service Request #  71-557757271 
Customer Name 
VIN 1G1ZT618X6F
In-Service Date 8/5/2006     Service Contract? No 
Current Mileage 25421 Purchased New/Used? New 
Warranty Blocked?  No     
Branded Title?  No Mileage at Purchase       

Dealer and Claim Information 
Dealer Name Stateline Auto Group, Inc.     
Dealer Svc Mgr Mike Uzarski Dlr Warranty Admin: Cheryl Sanislo  
Dealer Phone (440) 293-7656 Dealer Fax  866-215-0477  
Dealer BAC 186693       
   
Dealer Division and Code 13-Chevy-28525            
Repair Order Number 119974       
Repair Order Close Date 10/8/2007       
Labor Op. Code  Z1242 Dollar Amt:            
Labor Op. Code  Z1243 Dollar Amt:  3,247.73     
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:       3,247.73      
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 (866) 775-9478     

Retain Copy with Dealer Repair Order 
Internal PAR Information 

           
Complaint: 

Steering   
Cause: 

n/a   
Correction: 

        
Justification: Repair vehicle 
            
PAR CRS: Alyson Hollar     

Additional Comments: n/a     

arlene.thomas-randol
New Stamp



PAR GMWA 
 Pre-Authorization/Warranty Claim Tracking Form 

 

 

Customer and Vehicle Information 
Date 10/17/07 Service Request #  71-557757271 
Customer Name 
VIN 1G1ZT618X6F
In-Service Date 8/5/2006     Service Contract? No 
Current Mileage 25421 Purchased New/Used? New 
Warranty Blocked?  No     
Branded Title?  No Mileage at Purchase       

Dealer and Claim Information 
Dealer Name Stateline Auto Group, Inc.     
Dealer Svc Mgr Mike Uzarski Dlr Warranty Admin: Cheryl Sanislo  
Dealer Phone (440) 293-7656 Dealer Fax  866-215-0477  
Dealer BAC 186693       
   
Dealer Division and Code 13-Chevy-28525            
Repair Order Number 119974       
Repair Order Close Date 10/8/2007       
Labor Op. Code  Z1242 Dollar Amt:            
Labor Op. Code  Z1243 Dollar Amt:  3,997.32     
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:       3,997.32      
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 (866) 775-9478     

Retain Copy with Dealer Repair Order 
Internal PAR Information 

           
Complaint: 

Steering   
Cause: 

n/a   
Correction: 

        
Justification: Repair vehicle 
            
PAR CRS: Alyson Hollar     

Additional Comments: n/a     















































December 23, 2010 
 
 

 

Desplaines, IL  
 
Service Request: 71-538437204 
Customer Relationship Specialist: Candice DeLaet 
 
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
 

arlene.thomas-randol
New Stamp
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December 27, 2010 
 

North Tonawanda, NY  
 
Service Request: 71-541224492 
Customer Relationship Specialist: David Miller 
 
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 Major Guard plan for your 2005 Pontiac G6, Vehicle Identification Number 
1G2ZG528754  is for the following: 
 

• 24 months or  24,000 miles, whichever occurs first, beginning on July 27, 2007 and ending 
on July 27, 2009, and begins with 24,881 and ends with 48,881 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





December 27, 2010 
 
 

Benbrook, TX  
 
Service Request: 71-541224554 
Customer Relationship Specialist: Sarah Ploegman 
 
Dear   
 
Chevrolet is pleased to provide service coverage for the steering on your 2006 Chevrolet Malibu, Vehicle 
Identification Number 1G1ZS51F76F   This service coverage will commence upon the expiration 
of the applicable New Vehicle Limited Warranty and will continue until October 29, 2011, or 75,000 
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.  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. 
 



December 27, 2010 
 
 

 
Colorado Springs, CO   
 
Service Request: 71-542359221 
Customer Relationship Specialist: Daniel Nyhan 
 
Dear    
 
We would like to discuss your request for assistance regarding your 2005 Chevrolet Malibu, but 
we have been unsuccessful in our attempts to contact you. 
 
If you have outstanding issues, please feel free to contact us at 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.  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. 
 
Chevrolet and your dealer’s mutual goal is your total satisfaction with Chevrolet products and 
services.  We look forward to talking with you soon. 
 
Sincerely,  
 
Chevrolet Customer Assistance Center
 

Arlene.Thomas-Randol
New Stamp



December 27, 2010 
 
 

Colorado Springs, CO  
 
Service Request: 71-542359221 
Customer Relationship Specialist: Daniel Nyhan 
 
Dear    
 
Chevrolet is pleased to provide service coverage for the Steering on your 2005 Chevrolet Malibu, Vehicle 
Identification Number 1G1ZT52825F   This service coverage will commence upon the expiration 
of the applicable New Vehicle Limited Warranty and will continue until February 24, 2011, 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 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, 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. 



 



 
 



Arlene.Thomas-Randol
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December 27, 2010 
 

 

Marion, AR   
 
Service Request: 71-545992264 
Customer Relationship Specialist: Judy Kilgore 
 
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 Smart Care Plan for your 2006 Pontiac G6, Vehicle 
Identification Number 1G2ZG558164  is for the following: 
 

• 12 months or  12,000 miles, whichever occurs first, beginning on August 09, 2007 
and ending on August 09, 2008 and begins with 40,000 and ends with 52,000 
odometer miles 

 
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/�
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December 27, 2010 
 
 

Tacoma, WA  
 
Service Request: 71-546276566 
Customer Relationship Specialist: Bryan Cook 
 
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, 
1G1ZU64865F , enclosed is the Owner Loyalty Certificate for the amount of $1,500.00.  
This certificate is valid through August 15, 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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December 27, 2010 
 
 
 

 
Bend, OR  
 
Service Request:  71-546512643 
Customer Relationship Specialist: Tresha Ellison 
 
Dear  
 
Thank you again for making us aware of the situation with 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, 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 
 



Arlene.Thomas-Randol
New Stamp







































PAR GMWA 
 Pre-Authorization/Warranty Claim Tracking Form 

 

 

Customer and Vehicle Information 
Date 09/17/07 Service Request #  71-547341262 
Customer Name 
VIN 1G2ZG558064
In-Service Date 1/3/2006 Service Contract? No 
Current Mileage 36716 Purchased New/Used? New 
Warranty Blocked?  No     
Branded Title?  No Mileage at Purchase       

Dealer and Claim Information 
Dealer Name Jim Causley 
Dealer Svc Mgr Don Kersey Dlr Warranty Admin: Nicole Vivier 
Dealer Phone (586) 465-1281 Dealer Fax  (586) 463-0604 
Dealer BAC 115912       
   
Dealer Division and Code 16-Pontiac-07100       
Repair Order Number 848879       
Repair Order Close Date 09/14/07       
Labor Op. Code  Z1242 Dollar Amt:  $4920.78     
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:       $4920.78      
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: 

Collision   
Cause: 

Steering failure   
Correction: 

Repair   
Justification: Power steering failure resulting in collision 
            
PAR CRS: Thaddeus Kinzer     

Additional Comments:           
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