




December 6, 2010 
 

Dyer, IN  
 
 
Service Request: 71-468965455 
Customer Relationship Specialist: Greta Vanderhoek  
 
Dear : 
 
Thank you for your support of Pontiac.  As we agreed, the necessary paperwork has been 
completed and forwarded to GM Motor Club.  GM Motor Club will send you a membership 
package with your identification card along with a membership benefit guide which contains 
program details.   
 
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, 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 6, 2010 
 
 

Merrillville, IN   
 
Service Request: 71-470137141 
Customer Relationship Specialist: Sarah Goss 
 
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 8, 2010 
 

Fairmont, NC 
 
Service Request: 71-472504155 
Customer Relationship Specialist: David Miller 
 
Dear :   
 
We would like to discuss your request for assistance regarding your 2006 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
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December 8, 2010 
 
 

 

Eaton Rapids, MI  
 
Service Request: 71-482643696 
Customer Relationship Specialist: Jason Jackson 
 
Dear    
 
Chevrolet is pleased to provide service coverage for the steering on your 2005 Chevrolet Malibu MAXX, 
Vehicle Identification Number 1G1ZT62875F   This service coverage will commence upon the 
expiration of the applicable New Vehicle Limited Warranty and will continue until December 13, 2010, 
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 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. 
 

arlene.thomas-randol
New Stamp



 

 

 
1-800-LEMON LAW 

www.lemonlaw.com 
 

CORPORATE HEADQUARTERS 
30 E. Butler Pike 

Ambler, PA 19002 
P  (215) 540-8888 
F  (215) 540-8817 

WESTERN PA OFFICE, 210 Grant Street, Suite 202, Pittsburgh, PA 15219, P (412) 566-1001, F (412) 566-1005 

NEW JERSEY OFFICE, Executive Quarters, 1930 E. Marlton Pike, Suite Q29, Cherry Hill, NJ 08003, P (856) 429-8334, F (856) 216-7344 

MARYLAND OFFICE, 10451 Mill Run Circle, Suite 400, Owings Mills, MD 21117, P (410) 356-8835, F (410) 356-8896 

DELAWARE OFFICE, 501 Silverside Road, Suite 118, Wilmington, DE 19809, P (302) 791-9373, F (302) 791-9476 

MASSACHUSETTS OFFICE, 45 Pond St, Suite 202, Norwell, MA 02061, P (781) 982-9112, F (781) 982-9114 

PLEASE REMIT ALL CORRESPONDENCE TO THE AMBLER OFFICE 

ROBERT M. SILVERMAN+*- 
CRAIG THOR KIMMEL+-^ 
 
+ Member, PA Bar 
* Member, NJ Bar 
x Member, DE Bar 
-  Member, NY Bar 

 ^ Member, MA Bar 
# Member, MD Bar 
♠ Member, OH Bar 
@ Member, DC Bar 
¢ Member, AZ Bar 
£ Member, CO Bar 
¥ Member, VT Bar 
§ Member, MI Bar 

JACQUELINE C. HERRITT+* 
ROBERT A. RAPKIN+ 

HY DAVID RUBENSTEIN-@# 
AMY D. COX+* 

LOUIS DOBI, JR+* 
HILARY WHEATLEY TAYLOR+♠ 

BARRY R. WINDERMAN+ 

                         MELISSA K. FIALA+* 
IRA P. SMADES+ 

DAVID L. LIEBERMAN x+* 

ANGELA K. TROCCOLI^ 

FRED DAVIS+* 

ANNE WARD#¢£ 

JACQUELYN S. KERNECHEL+* 
RONALD ROWLAND#@ 

CHRISTOPHER R. HOLLIDAY^¥§ 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 

December 8, 2010 
VIA EMAIL ONLY 
gmerinfo@gmexpert.com 
 
General Motors Corporation - PA, DE, OH 
c/o MSX International/ BRC Legal 
MC 336-105-000 
Warren, MI 48091 
 
 Re: v. General Motors Corporation 
 Vehicle: 2005  Pontiac G6-GT 
 Date of Purchase: 3/1/2005 

Place of Purchase: Moorman's Pontiac, Dayton 
 VIN: 1G2ZH528254
 
Dear Sir/Madam: 
 

Please be advised that this office represents the above individual against General Motors 
Corporation pursuant to the OH Lemon Law, Uniform Commercial Code, Unfair Trade Practices 
Act, and Magnuson-Moss Warranty Claim.  Kindly acknowledge our firm's representation and 
direct any and all correspondence to this office. 
 
            DO NOT HAVE ANY FURTHER CONTACT WITH OUR CLIENT WITH THE EXCEPTION OF 
COMMUNICATION  NECESSARY TO EFFECTUATE CURRENT REPAIRS. 

 
Thank you for your attention to this matter.  If you have any questions, please do not 

hesitate to contact the undersigned. 
 

Very truly yours, 
 

Robert M. Silverman 
RMS\ TL 
cc: Rachel Sever
 

http://www.lemonlaw.com/�
arlene.thomas-randol
New Stamp
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December 6, 2010 
 

Norwalk, OH   
 
Service Request: 71-471287745 
Customer Relationship Specialist: Ginny Warwick 
 
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 2005 Pontiac G6, Vehicle 
Identification Number 1G2ZH528954 is for the following: 
 

• 12 months or  12,000 miles, whichever occurs first, beginning on March 26, 2007 and 
ending on March 26, 2008, and begins with 8,870 and ends with 20,870 odometer 
miles 

• A $0.00 deductible 
 
You will be notified by GMPP once the plan has been processed.  This letter will serve as your 
policy until the plan confirmation is received.  Please contact your local GM Dealer if you have 
coverage questions.  Your complete satisfaction is very important to us.  We hope this 
transaction demonstrates our appreciation of you as a valued 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 Business Resource Center 
 
For more information regarding the maintenance and care of your vehicle, please visit 
www.mygmlink.com.  This free online service offers vehicle and ownership-related information 
and tools tailored to your specific vehicle.
 

http://www.mygmlink.com/�
Arlene.Thomas-Randol
New Stamp



 

 

 
 
SR#    71-471287745   
  
New/Used: New     Division: Pontiac     Vehicle Style: Car 
 
Complete VIN  1G2ZH528954     Vehicle Year:  2005  
 
Division – Dealer Code: Pontiac  16-32888   
 
General Motors has agreed to: 1. Approve and pay for a new plan    

1. Approve and pay for a new plan – no GMPP Coverage Currently 
2. Authorize a new plan or upgrade; customer will pay total cost 
3. Approve and pay for an upgrade; apply original coverage refund to Division making request. 

 
Special Instructions: Check if applicable 

  Transfer all claims to new policy        Endorse selling dealer code to Division code 
 
(Selling dealer to keep profit. Division is debited the dealer's profit) 
 
Delivery Date:  10/26/04     Odometer reading: 8870  
 
Plan Purchase Date: 3/26/07  Customer Ownership: Owner 
 
Business Name:                                                                                                            
 
Customer Name - Title: Mrs.   (First - M.I. - Last): 
 
Address Line 1:  
 
Address Line 2:                                                                                                              
 
City: Norwalk      State: Ohio       Zip: 
 
Plan Type:  SmartCare           # of Months:  12 Months            Mileage:  12,000 
 
Plan Type:                                 # of Months:                                  Mileage:                       
 
           Deductible:  0       MSRP:  200.00                
 
Plan Lien Holder (Select Division): Pontiac 
 
Division Address: P.O. Box  33172  Detroit, MI 48232-5172 
 
CRM (Decision Maker):  Ginny Warwick  
 
Team Manager / Liaison:  Bridget Cazabon 
 
           Team CARS Site:                                           Date: 4/5/07 
 

  AVM Requested 



 
 
 

 
 
 

 
 

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 
 
February 23, 2007 
   
John Frankart 
Baumann Pontiac 
339 Milan Avenue 
Norwalk, OH 44857 
                                                                           
Re: 
 Siebel Request: 71-471287745 
 2005 Pontiac G6 GT Sedan 
 VIN # 1G2ZH528954
 
Dear Mr. Frankart: 
 
This is a letter of notification regarding a Better Business Bureau case involving the above referenced customer.  
 
In order to perform a case assessment, please provide me with copies of all dealer sales and service documents 
regarding this vehicle.  The specific documents needed are: 

• All sales, purchase and finance agreements, including a conversion invoice (if applicable) 
• The incentives acknowledgement form 
• The Actual Cash Value statement of any trade 
• All service and body shop repair orders including all internal, customer pay, and warranty repair orders.  

(Please include front and backs of the shop copies).  
 
Please fax them to the number found below.  If there are any fax difficulties or the documents exceed 50 pages, 
please contact me as soon as possible. 
 
Your cooperation is greatly appreciated.  If you have any questions, feel free to contact me directly at the number 
below. 
 
Sincerely, 
 
 
 
James Kennedy 
BRC Customer Relationship Manager 
Ph# 800-231-1841, prompt 9, prompt 5, extension 11704 
FAX# 866-850-2186 
 
 



 

 

ADR File Checklist 
  
 
SR Number:71-471287745 BBB Case:   PGM0735054 
Customer:       VIN:1G2ZH528954   
Make/Model/Year: Pontiac/G6 GT/2005 In Service: 10/26/04  Mileage: 8167 
Received Date: Feb 22/07 Day 15 Date: Mar 9/07  Goes Active: Apr 24/07  
Primary Concern: panaramic sunroof noise and air leak 

 

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

  Initial Calls (72 hrs): 
  Customer Completion Date/Time: 2/23/07  / 11:08 AM 
  Dealer Svc Mgr Completion Date/Time: 2/23/07  / 11:20 AM 
  Dealer Finance Mgr Completion Date/Time:        /       
  AVM Completion Date/Time: 2/23/07  / 11:21 AM  

  Repair Orders Requested:    Received: Mar 1/07   

  Sales Documents:    Received: Feb 23/07   

  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: May 30/07 (Tamara Hall)  

  Closing Activities: 
 Settlement Completion Date/Time: 6/12/07 / 9:36 AM 
 Executive Summary Completion Date/Time: 6/12/07 / 9:46 AM  
 Close Siebel Completion Date/Time: 6/12/07 / 10:30 AM  

 
 
AVM:  Mike Grudnowski Node/Box: 630092/8225   
Service Dealer: Baumann Pontiac   Svc Mgr: Jay Schafer   
Selling Dealer: Bill Klaus Pontiac   Contact: Jay Schafer   
 

NOTES: file assumed from James Kennedy by Ginny Warwick 3/20/07.  CRS processed 
Smartcare 12/12 on 3/27/07.   



Privileged and Confidential Information 

Team Lead Approval:                      Date: 
 
Revised by c.mallett 09/07/06                

Case Assessment By:Ginny Warwick  Siebel/CARS Request #:71-471287745 
Customer Name:  
Veh year:2005  Make: Pontiac  Model: G6  Current mileage: 8167  
Veh ID 
#:1G2ZH528954

In Service Date:10/26/04 Purchased: new If used:n/a 

What is the customer seeking?replacement  
                                                                                                                                                                                                     
 

VEHICLE REPAIR HISTORY 
 
 
CUSTOMER’S PRIMARY SYMPTOM/CONCERN:  
Date:  RO#:   Mileage:  Days Out:  Description of Repair: 
                                                  Panaramic Sunroof 
5/19/05 173957 2225 16 front sunroof panel discolored, plastic mold discolored. 

sand front panel, refinish satin black. 
8/8/05 381594 4118 32 roof whistles at 60mph, test drove and confirmed cust 

concern. found bulletin PIC3472A--replace sunroof seal.  
some wind noise still present, TAC adv adjust all panels 
on sunroof--adjusted, replaced sunroof seal per bulletin, 
still noise. tech assist adv some wind noise is normal. 

9/7/05 382010 4167 7 cust sts excessive wind noise coming from sunroof. test 
drove, verified concern. TAC adv drop headliner to adjust 
sunroof module--adjusted, test drove, still excessive wind 
noise. taped XM antenna, test drove, still noisy. taped each 
panel of sunroof, test drove, noise slightly better. adjusted 
front roof panel forward and adjusted rest of panels to GM 
spec per doc#1471040, 1575414, 1640177, windnoise ok as 
only wind rush remains. reinstalled headliner and released 
veh. adjust sunroof module and adjusted all panels 

4/4/06 384384 5640 1 cust sts sunroof leaking, verified cust concern, attempted 
to adjust sunroof, #2 panel will not adjust, switch w/ #3, 
readjust sunroof panels and assembly. retest to verify 
repair, now operating within specs. 

9/11/06 385829 7066 1 cust sts sunroof leaks, rattle noise from sunroof while 
driving. sunroof glass panel alignment off, cannot align 
due to gap deficiency.  R&R sunroof module to attempt 
realignment, no success. 

                                                  Leather Seat Heating Button-self activiates 
9/11/06 385829 7066 1 cust sts seat heater comes on by itself at times when 

starting veh, complaint could not be duplicated or verified, 
operating as designed 

                                                                                                                                                        
                                                                                                                                                        
                                                                                                                                                        
 
 
CUSTOMER’S PRIMARY SYMPTOM/CONCERN:  
Date:  RO#:   Mileage:  Days Out:  Description of Repair: 
                                                  Clicking Noise in Front Dash @ Windshield 
11/12/04 55616 785 1 cust hears rattle on driver side roof near window.  verified 

rattle, took off headliner trim and installed padding.  driver 
side window catches on rubber seal, top part of window 
seen from outside, ordered seal. 



Privileged and Confidential Information 

Team Lead Approval:                      Date: 
 
Revised by c.mallett 09/07/06                

3/9/05 56827  1016  1 SO seal is in-driver side window catches on rubber seal 
                                                                                                                                                        
                                                                                                                                                        
                                                                                                                                                        
                                                                                                                                                        
                                                                                                                                                        
                                                                                                                                                        
                                                                                                                                                        
                                                                                                                                                        
 
 
OTHER SYMPTOM/CONCERN:  
Date:  RO#:  Mileage:  Days Out:  Description of Repair: 
                                                  Starter 
3/9/05 56827 1016 * veh battery keeps losing charge, veh won't start, 

intermittent 
5/27/05 380683 2555 1 battery dead, won't start--replaced battery 
                                                                                                                                                        
                                                                                                                                                        
                                                                                                                                                        
                                                  Steering Way Too Loose 
8/8/05 
 
 
 
 
 
 
 
 
 
 
9/7/05 
 
 
 
 
 
4/4/06 

381594 
 
 
 
 
 
 
 
 
 
 
382010 
 
 
 
 
 
384384 

 4118 
 
 
 
 
 
 
 
 
 
 
4167 
 
 
 
 
 
5640 

* 
 
 
 
 
 
 
 
 
 
 
* 
 
 
 
 
 
* 

cust sts steering loose and clunks when turning from side 
to side.  test drove another G6 and felt noticable difference.  
checked suspension and found internal rack looseness-
power steering rack needs to be replaced.  installed new 
power steering rack per tech assist, steering still loose and 
noise still present.  TAC adv replace intermediate shaft--
replaced, clunk still present.  tech assist adv replace 
steering column--replaced, clunk less noticable but 
steering still loose TAC #8436424. performed alignment 
 
cust sts clunking in steering. verified cust concern, clunk 
still coming from steering gear area.  TAC adv replace 
steering gear, b-claim, steering gear already replaced in 
Aug, replaced power steering gear per TAC, performed 
alignment b/c steering wheel not straight 
 
cust had steering gear replaced last year, steering feels 
very loose. operating as designed. 
 

 
 
 
 
 
Total Days Out of Service:   61____(excluding days for customer pay reasons such as; Maintenance and                                  

Collision Repairs) 
 
VEHICLE MEETS PRESUMPTION LEMON LAW? YES:X       NO:      
 
What is customer eligible for (based upon the BBB Program Eligibility Guidelines and the 
States lemon law requirements for meeting presumption)?  
Ohio Lemon Law 
                                                                                                                                                                                    
                                                                                                                                                                                    



Privileged and Confidential Information 

Team Lead Approval:                      Date: 
 
Revised by c.mallett 09/07/06                

                                                                                                                                                                                    
                                                                                                                                                                                    
                                                                                                                                                                                    
 
DVM and/or DEALER RECOMMENDATION(s): have done all that can be done.  DVM declines repurchase 
as veh operating as designed--wind noise is normal characteristic w/ panaramic roof  
 
 
 
 
 
CRS RECOMMENDATION & RATIONALE (EXPLAIN): have declined cust request per DVM. After re-
evaluating ROs and case assessment from previous agent, results differ by days out of service and will 
strongly request trade repurchase thru DVM 
 
 
 
 
 Decision reached by CRS:     Arbitrate case:                Settle case:   X 
                                       
 



Privileged and Confidential Information 

Team Lead Approval:                      Date: 
 
Revised by c.mallett 09/07/06                

Case Assessment By:Ginny Warwick  Siebel/CARS Request #:71-471287745 
Customer Name:  
Veh year:2005  Make: Pontiac  Model: G6  Current mileage: 8167  
Veh ID 
#:1G2ZH528954

In Service Date:10/26/04 Purchased: new If used:n/a 

What is the customer seeking?replacement  
                                                                                                                                                                                                     
 

VEHICLE REPAIR HISTORY 
 
 
CUSTOMER’S PRIMARY SYMPTOM/CONCERN:  
Date:  RO#:   Mileage:  Days Out:  Description of Repair: 
                                                  Panaramic Sunroof 
5/19/05 173957 2225 16 front sunroof panel discolored, plastic mold discolored. 

sand front panel, refinish satin black. 
8/8/05 381594 4118 32 roof whistles at 60mph, test drove and confirmed cust 

concern. found bulletin PIC3472A--replace sunroof seal.  
some wind noise still present, TAC adv adjust all panels 
on sunroof--adjusted, replaced sunroof seal per bulletin, 
still noise. tech assist adv some wind noise is normal. 

9/7/05 382010 4167 7 cust sts excessive wind noise coming from sunroof. test 
drove, verified concern. TAC adv drop headliner to adjust 
sunroof module--adjusted, test drove, still excessive wind 
noise. taped XM antenna, test drove, still noisy. taped each 
panel of sunroof, test drove, noise slightly better. adjusted 
front roof panel forward and adjusted rest of panels to GM 
spec per doc#1471040, 1575414, 1640177, windnoise ok as 
only wind rush remains. reinstalled headliner and released 
veh. adjust sunroof module and adjusted all panels 

4/4/06 384384 5640 1 cust sts sunroof leaking, verified cust concern, attempted 
to adjust sunroof, #2 panel will not adjust, switch w/ #3, 
readjust sunroof panels and assembly. retest to verify 
repair, now operating within specs. 

9/11/06 385829 7066 1 cust sts sunroof leaks, rattle noise from sunroof while 
driving. sunroof glass panel alignment off, cannot align 
due to gap deficiency.  R&R sunroof module to attempt 
realignment, no success. 

                                                                                                                                                        
                                                                                                                                                        
                                                                                                                                                        
                                                                                                                                                        
                                                                                                                                                        
 
 
CUSTOMER’S PRIMARY SYMPTOM/CONCERN:  
Date:  RO#:   Mileage:  Days Out:  Description of Repair: 
                                                  Leather Seat Heating Button-self activiates 
9/11/06 385829 7066 1 cust sts seat heater comes on by itself at times when 

starting veh, complaint could not be duplicated or verified, 
operating as designed 

                                                                                                                                                        
                                                                                                                                                        
                                                                                                                                                        



Privileged and Confidential Information 

Team Lead Approval:                      Date: 
 
Revised by c.mallett 09/07/06                

                                                                                                                                                        
                                                                                                                                                        
                                                                                                                                                        
                                                                                                                                                        
                                                                                                                                                        
                                                                                                                                                        
 
 
OTHER SYMPTOM/CONCERN:  
Date:  RO#:  Mileage:  Days Out:  Description of Repair: 
                                                  Clicking Noise in Front Dash @ Windshield 
11/12/04 55616 785 1 cust hears rattle on driver side roof near window.  verified 

rattle, took off headliner trim and installed padding.  driver 
side window catches on rubber seal, top part of window 
seen from outside, ordered seal. 

3/9/05 56827 1016 1 SO seal is in-driver side window catches on rubber seal 
                                                                                                                                                        
                                                                                                                                                        
                                                                                                                                                        
                                                  Steering Way Too Loose 
8/8/05 
 
 
 
 
 
 
 
 
 
 
9/7/05 
 
 
 
 
 
4/4/06 

381594 
 
 
 
 
 
 
 
 
 
 
382010 
 
 
 
 
 
384384 

 4118 
 
 
 
 
 
 
 
 
 
 
4167 
 
 
 
 
 
5640 

* 
 
 
 
 
 
 
 
 
 
 
* 
 
 
 
 
 
* 

cust sts steering loose and clunks when turning from side 
to side.  test drove another G6 and felt noticable 
difference.  checked suspension and found internal rack 
looseness-power steering rack needs to be replaced.  
installed new power steering rack per tech assist, steering 
still loose and noise still present.  TAC adv replace 
intermediate shaft--replaced, clunk still present.  tech 
assist adv replace steering column--replaced, clunk less 
noticable but steering still loose TAC #8436424. performed 
alignment 
 
cust sts clunking in steering. verified cust concern, clunk 
still coming from steering gear area.  TAC adv replace 
steering gear, b-claim, steering gear already replaced in 
Aug, replaced power steering gear per TAC, performed 
alignment b/c steering wheel not straight 
 
cust had steering gear replaced last year, steering feels 
very loose. operating as designed. 
 

 
 
 
 
 
Total Days Out of Service:   60____(excluding days for customer pay reasons such as; Maintenance and                                  

Collision Repairs) 
 
VEHICLE MEETS PRESUMPTION LEMON LAW? YES:X       NO:      
 
What is customer eligible for (based upon the BBB Program Eligibility Guidelines and the 
States lemon law requirements for meeting presumption)?  
Ohio Lemon Law 
                                                                                                                                                                                    
                                                                                                                                                                                    



Privileged and Confidential Information 
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DVM and/or DEALER RECOMMENDATION(s): have done all that can be done.  DVM declines repurchase 
as veh operating as designed--wind noise is normal characteristic w/ panaramic roof  
 
 
 
 
 
CRS RECOMMENDATION & RATIONALE (EXPLAIN): have declined cust request per DVM. After re-
evaluating ROs and case assessment from previous agent, results differ by days out of service and will 
strongly request trade repurchase thru DVM 
 
 
 
 
 Decision reached by CRS:     Arbitrate case:                Settle case:   X 
                                       
 



 

 

ARB SPECIALIST FORM 
 

ARBITRATION DATE: May 20/07 
 
ARB SPECIALIST: Tamara Hall   REVIEW DATE: <DATE> 
 
CUSTOMER: 
 
COREPOINT/SIEBEL#: 71-471287745 
 
BBB CASE#: PGM0735054   STATE: OH 
 
CRM: Ginny Warwick 
REQUIRED DOCUMENTS:      COMPLETED DOCUMENTS 
 

 CCF          

 REPAIR ORDERS        

 CASE ASSESSMENT        

 GMVIS         

 ATA (COMPLETED)         

  ACV         

  SALES DOCUMENTS       

  NEGATIVE EQUITY/OVERALLOWANCE    

  GM POSITION       

  GOODWILL OFFERED      

  CASE SCAN        

 TSB (IF PERTAINS)        

 
 SHOULD FILE BE ARBITRATED?  (Circle) 

BRC  YES  

AVM  YES  

AVM NAME: Mike Grudnowski 

 
SUGGESTIONS/NOTES (IF BOX CHECKED-ACTION REQUIRED): 

 REVIEW POSSIBLE OUTCOMES OF ARB WITH CUSTOMERS 

  (I.E. MILEAGE/USAGE OR NEGATIVE EQUITY) 

 NEW GOODWILL OFFER 

 
<NOTES> 
 

 RETURNED TO CRM - ARB CRM’s RECOMMENDATION:  <DATE>   
 
 <NOTES>   
 
RETURN TO ARB SPECIALIST BY: <DATE> 
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2005 G6 - GT SEDAN                           PONTIAC/GMC DIVISION
41U  BLACK                          /V6G     GENERAL MOTORS CORPORATION
192  EBONY                                   100 RENAISSANCE CENTER
ORDER NO. HJVS6P/TRE      STOCK NO.          DETROIT      MI  48243-1114
VIN 1G2 ZH52 89 54                      VEHICLE INVOICE 2AD48959900
***************************************************************16*06887S
MODEL & FACTORY OPTIONS               MSRP    INV AMT  RETAIL - STOCK
2ZH69 G6 - GT SEDAN               23300.00   21319.50  INVOICE 09/20/04
AP3 REMOTE VEHICLE STARTER SYSTEM   150.00     133.50  SHIPPED 09/19/04
A51 LEATHER PACKAGE:               1365.00    1214.85  EXP I/T 09/24/04
    * LEATHER APPOINTED SEATING                        INT COM 09/24/04
    * 6-WAY POWER DRIVER SEAT                          PRC EFF 09/15/04
    * HEATED FRONT SEATS                               KEYS G2140 G2140
    * LEATHER WRAPPED STEERING WHL                     WFP-S QTR  OPT-1
    * STEERING WHEEL RADIO CONTROLS                    BANK: GMAC - 010
    * LEATHER WRAPPED SHIFT KNOB                       CHG-TO    06-887
      AND PARK BRAKE HANDLE
FE9 50-STATE EMISSIONS                 N/C        N/C  SHIP WT:  3443
FR9 AXLE RATIO 3.29                    N/C        N/C  HP:       32.9
LX9 ENGINE, 3.5L V6 SFI               0.00       0.00  GMS:     24488.90
MX0 4-SPEED AUTOMATIC TRANSMISSION    0.00       0.00  SUPPLR:  25587.53
PCH PREMIUM VALUE PACKAGE INCLUDES 3145.00    2799.05  MRM:     28590.00
    * WHEELS, 17" CHROMETECH                           MEMO     1273.25
    * AM/FM STEREO 6 DISC CD PLAYER
      (REPLACES STD/OPT/PKG RADIO)
    * PANORAMIC ROOF, POWER
    * ONSTAR SYSTEM-INCLUDES 1 YEAR
      SAFE & SOUND
R6J CUSTOMER DIALOG NETWORK           0.00      16.50
VK3 LICENSE PLATE BRACKET, FRONT      5.00       4.45
1SZ GT, PCH OPTION PKG DISCOUNT    1000.00-    890.00-

TOTAL MODEL & OPTIONS              26965.00  24597.85  ACT 231 24413.90
DESTINATION CHARGE                   625.00    625.00  H/B 261   808.95
DEALER CO-OP ADVERTISING                       269.65  ADV 261   269.65

TOTAL                              27590.00  25492.50  PAY 310 25492.50
MEMO: TOTAL LESS HOLDBACK AND
      APPROX WHOLESALE FINANCE CREDIT        24334.05
***********************************************************************
INVOICE DOES NOT REFLECT DEALER'S ULTIMATE COST BECAUSE OF MANUFACTURER
REBATES, ALLOWANCES, INCENTIVES, HOLDBACK, FINANCE CREDIT AND RETURN TO
DEALER OF ADVERTISING MONIES, ALL OF WHICH MAY APPLY TO VEHICLE.
***********************************************************************
THIS MOTOR VEHICLE IS SUBJECT TO A SECURITY INTEREST HELD BY GMAC.

                                         REMIT TO GMAC NO. 010
JIM PACE PONTIAC, INC.                   VIN 1G2ZH528954
                                         $  25492.50 INV  2AD48959900
                                         DUE 09/24/04  DEALER  06-887

arlene.thomas-randol
New Stamp



05/22/2007 at 01:01 PM Job Number: 4033
20213

ANGIE'S BODY AND FRAME INC.

SUPPLEMENT OF RECORD 1 WITH SUMMARY

Insured: Claim #
Owner: Policy #

Address: Deductible:
Date of Loss:

Evening: Type of Loss:
Point of Impact:

Inspect Business:
Location:

Insurance Business:
Company:

License #:44857002 Federal ID #:341340045
121 N PLEASANT ST.

P O Box 29
NORWALK, OH 44857

(419)668-2959 Fax: (419)668-5401

Written By: TERRI RANDLEMAN  09/13/2005 08:16 AM
Adjuster:  Gary Goskins  

Norwalk, OH 

12.  Front

(419)668-2959ANGIE'S BODY AND FRAME INC.
121 N PLEASANT ST.
P O Box 29
NORWALK, OH 44857

(419)668-3316
3 Days to Repair

2005 PONT G6 GT 6-3.5L-FI 4D SED Black Int:
VIN: Lic: Prod Date: Odometer:1G2ZH528954 DJY G6 OH 09/2004 4139
Condition: Excellent
Air Conditioning Rear Defogger Tilt Wheel
Cruise Control Intermittent Wipers Keyless Entry
Theft Deterrent/Alarm Steering Wheel Controls Tinted Glass
Body Side Moldings Dual Mirrors Roof Console
Electric Glass Sunroof Traction Control Fog Lamps
Rear Spoiler Clear Coat Paint Power Steering
Power Brakes Power Windows Power Locks
Power Driver Seat Power Mirrors Power Trunk/Tailgate
AM Radio FM Radio Stereo
Search/Seek CD Player Anti-Lock Brakes (4)
Driver Air Bag Passenger Air Bag 4 Wheel Disc Brakes
Leather Seats Bucket Seats Recline/Lounge Seats
Automatic Transmission Overdrive Aluminum/Alloy Wheels
-------------------------------------------------------------------------------

NO. OP. DESCRIPTION QTY EXT. PRICE LABOR PAINT
-------------------------------------------------------------------------------

1# S01 1            "FINAL BILL"
2    FRONT BUMPER
3 2.2O/H front bumper
4* Repl 1 0.00 Incl. 2.8Bumper cover
5 1.1Add for Clear Coat
6 R&I 0.2License bracket
7* Repl 1 0.00 Incl.Emblem

1



05/22/2007 at 01:01 PM Job Number: 4033
20213

SUPPLEMENT OF RECORD 1 WITH SUMMARY
2005 PONT G6 GT 6-3.5L-FI 4D SED Black Int:

-------------------------------------------------------------------------------
NO. OP. DESCRIPTION QTY EXT. PRICE LABOR PAINT

-------------------------------------------------------------------------------
8    GRILLE
9* Repl 1 0.00 Incl.RT Grille

10* Repl 1 0.00 Incl.RT Trim ring
11    FRONT LAMPS
12 R&I Incl.RT Headlamp assy
13 R&I Incl.LT Headlamp assy
14 R&I Incl.RT Fog lamp assy
15 R&I Incl.LT Fog lamp assy
16 Repl 1 0.4Aim headlamps
17    HOOD
18* Repl 1 0.00 1.0 2.8Hood
19 1.1Add for Clear Coat
20 1.4Add for Underside(Complete)
21 R&I Incl.Insulator
22# 1       Misc.
23# 1 3.00HAZARDOUS WASTE REMOVAL
24# 1 0.5COLOR MATCH & TINT
25# 1 5.00 0.5MASK FOR OVERSPRAY
26# S01
27# S01 1NO WAX FOR 90 DAYS

-------------------------------------------------------------------------------
Subtotals ==> 8.00 4.3 9.7

Parts 8.00
Body Labor 4.3 hrs @ $ 38.00/hr 163.40
Paint Labor 9.7 hrs @ $ 38.00/hr 368.60
Paint Supplies 9.7 hrs @ $ 22.00/hr 213.40
----------------------------------------------------
SUBTOTAL $ 753.40
----------------------------------------------------
GRAND TOTAL $ 753.40

ANGIE'S BODY & FRAME, INC. GUARANTEES PARTS AND WORKMANSHIP OF ALL
 REPAIRS PERFORMED BY OUR SHOP. THIS GUARANTEE WILL CONTINUE 
DURING YOUR OWNERSHIP OF THE VEHICLE IDENTIFIED ON THE ESTIMATE.
THIS ESTIMATE HAS BEEN PREPARED BASED UPON THE USE OF ONE OR MORE
AFTERMARKET CRASH PARTS SUPPLIED BY A SOURCE OTHER THAN THE MANUFACTURER OF 
YOUR MOTOR VEHICLE 
WARRANTIES APPLICABLE TO THESE
AFTERMARKET CRASH PARTS ARE PROVIDED BY THE PARTS MANUFACTURER OR
DISTRIBUTOR RATHER THAN BY YOUR OWN MOTOR VEHICLE MANUFACTURER.
      SIGNATURE................................DATE...............
    FED TAX ID # 34-1340045
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05/22/2007 at 01:01 PM Job Number: 4033
20213

SUPPLEMENT OF RECORD 1 WITH SUMMARY
2005 PONT G6 GT 6-3.5L-FI 4D SED Black Int:

Estimate based on MOTOR CRASH ESTIMATING GUIDE.  Unless otherwise noted all items are derived
from the Guide DR1FQ05 Database Date 08/2005, CCC Data Date 08/2005, and the parts selected 
are OEM-parts manufactured by the vehicles Original Equipment Manufacturer.  OEM parts are 
available at OE/Vehicle dealerships. OPT OEM parts are OEM parts that are provided by or 

through alternate sources other than the OE/Vehicle dealerships.  OPT OEM parts may reflect 
some specific, special, or unique pricing or discount.  Asterisk (*) or Double Asterisk (**) 
indicates that the parts and/or labor information provided by MOTOR may have been modified or

may have come from an alternate data source.  Tilde sign (~) items indicate MOTOR 
Not-Included Labor operations.  Non-Original Equipment Manufacturer aftermarket parts are 

described as AM, Qual Repl Parts or Comp Repl Parts which stands for Competitive Replacement 
Parts.  Used parts are described as LKQ, Qual Recy Parts, RCY, or USED.  Reconditioned parts 
are described as Recon.  Recored parts are described as Recore.  NAGS Part Numbers and Prices

are provided by National Auto Glass Specifications, Inc.  Pound sign (#) items indicate 
manual entries.    Some 2006 vehicles contain minor changes from the previous year.  For 
those vehicles, prior to receiving updated data from the vehicle manufacturer, labor and 

parts data from the previous year may be used.  The Pathways estimator has a complete list of
applicable vehicles.  Parts numbers and prices should be confirmed with the local dealership.

CCC Pathways - A product of CCC Information Services Inc.  
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05/22/2007 at 01:01 PM Job Number: 4033
20213

SUPPLEMENT OF RECORD 1 WITH SUMMARY
2005 PONT G6 GT 6-3.5L-FI 4D SED Black Int:

-------------------------------------------------------------------------------
NO. OP. DESCRIPTION QTY EXT. PRICE LABOR PAINT

-------------------------------------------------------------------------------
------- DELETED ITEMS -------

1# 1REPAIRS WILL TAKE APPROX 3
DAYS
------- ADDED ITEMS -------

1# S01 1            "FINAL BILL"
26# S01
27# S01 1NO WAX FOR 90 DAYS

-------------------------------------------------------------------------------
Subtotals ==> 0.00 0.0 0.0

Parts 0.00
----------------------------------------------------
SUBTOTAL $ 0.00

Estimate 753.40 WILLIAM TRACHT
Supplement S01 0.00 TERRI RANDLEMAN

--------
Job Total $ 753.40

ANGIE'S BODY & FRAME, INC. GUARANTEES PARTS AND WORKMANSHIP OF ALL
 REPAIRS PERFORMED BY OUR SHOP. THIS GUARANTEE WILL CONTINUE 
DURING YOUR OWNERSHIP OF THE VEHICLE IDENTIFIED ON THE ESTIMATE.
THIS ESTIMATE HAS BEEN PREPARED BASED UPON THE USE OF ONE OR MORE
AFTERMARKET CRASH PARTS SUPPLIED BY A SOURCE OTHER THAN THE MANUFACTURER OF 
YOUR MOTOR VEHICLE 
WARRANTIES APPLICABLE TO THESE
AFTERMARKET CRASH PARTS ARE PROVIDED BY THE PARTS MANUFACTURER OR
DISTRIBUTOR RATHER THAN BY YOUR OWN MOTOR VEHICLE MANUFACTURER.
      SIGNATURE................................DATE...............
    FED TAX ID # 34-1340045
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05/22/2007 at 01:01 PM Job Number: 4033
20213

SUPPLEMENT OF RECORD 1 WITH SUMMARY
2005 PONT G6 GT 6-3.5L-FI 4D SED Black Int:

Estimate based on MOTOR CRASH ESTIMATING GUIDE.  Unless otherwise noted all items are derived
from the Guide DR1FQ05 Database Date 08/2005, CCC Data Date 08/2005, and the parts selected 
are OEM-parts manufactured by the vehicles Original Equipment Manufacturer.  OEM parts are 
available at OE/Vehicle dealerships. OPT OEM parts are OEM parts that are provided by or 

through alternate sources other than the OE/Vehicle dealerships.  OPT OEM parts may reflect 
some specific, special, or unique pricing or discount.  Asterisk (*) or Double Asterisk (**) 
indicates that the parts and/or labor information provided by MOTOR may have been modified or

may have come from an alternate data source.  Tilde sign (~) items indicate MOTOR 
Not-Included Labor operations.  Non-Original Equipment Manufacturer aftermarket parts are 

described as AM, Qual Repl Parts or Comp Repl Parts which stands for Competitive Replacement 
Parts.  Used parts are described as LKQ, Qual Recy Parts, RCY, or USED.  Reconditioned parts 
are described as Recon.  Recored parts are described as Recore.  NAGS Part Numbers and Prices

are provided by National Auto Glass Specifications, Inc.  Pound sign (#) items indicate 
manual entries.    Some 2006 vehicles contain minor changes from the previous year.  For 
those vehicles, prior to receiving updated data from the vehicle manufacturer, labor and 

parts data from the previous year may be used.  The Pathways estimator has a complete list of
applicable vehicles.  Parts numbers and prices should be confirmed with the local dealership.

CCC Pathways - A product of CCC Information Services Inc.  
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December 7, 2010 
 
 

The Colony, TX   
 
Service Request: 71-474864281 
Customer Relationship Specialist: Barbara Micallef 
 
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



December 7, 2010 
 
Kevin Le, Esq. 
Law Offices of Kevin Le, PLLC 
1700 Commerce St Ste 1340 
Dallas, TX 75201-5131 
 
 
RE: v. General Motors Corporation 

Service Request: 71-474864281 
2006 Pontiac G6 
Vehicle Identification Number: 1G2ZG558364
Customer Relationship Specialist: Brion Stevens 

 
Dear Mr. Le: 
 
Enclosed please find two checks to settle the above-referenced case.  The first is in the amount of 
$ 5,000.00 made payable to   The second is in the amount of $ 1,500.00 made 
payable to Law Offices of Kevin Le, PLLC. 
 
If you have further questions, please contact our Business Resource Center at 1-800-231-1841 
Monday through Friday between 8:00 a.m. and 5:00 p.m., Eastern Time.  Please refer to the 
service request number above and a Customer Relationship Specialist will be happy to assist 
you. 
 
Sincerely, 
 
General Motors Corporation 
 
 
 
LG0063 
V6302006
 



Revised 6/1/2006 
Privileged and Confidential Information 

 
CASE ASSESSMENT – LEGAL (NON SMALL CLAIMS) 

 
By: Pat Easley State: TX 

 
 
Customer Name:   Service Request: 71-474864281 GM Legal File No.:  {Number} 
 
Vehicle ID No.:  1G2ZG558364 In Service Date: 12/08/2005 Vehicle is: NEW BAC Code: 116565 
Year, Make & Model: 2006 Pont G6 Vehicle Purchased Used on: {n/a or 

mm/dd/yy} at odometer {odometer} 
Lien holder:   GMAC     Other : {Name}   

    

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: 
     

1-29-07 381632 * 18,298 C/S hears a pop noise, when you turn the steering wheel back and forth, 
also when turning steering wheel gets really hard either direction..  While 
driving veh pulls to the right. 
D/S gear assembly-power steering replace-Found play in steering 
gear causing popping .  Remove both outer tie rods from old gear 
to install on new steering gear, set front toe.  Check for bulletins  
and found bulletin #06-02-32-007. 

     
2-10-07 382303 2 18,621 C/S when making hard turns steering seems hard 

D/S Motor and controller assembly, electronic power steering 
replace.  Road tested veh and felt stiff steering in both 
directions(steering module)Toe set twice due to gear swap from 
stock unit total.  Raised veh and inspected for possible damage 
and possible mis-alignment of steering shaft boot and seen no 
problems.  Checked for possible bulletins and contacted TAC and 
spoke to David Lehman.  Was instructed since no DTC codes 
stored to replace steering module.after approval from GM Rep 
John Jacobs.  Road tested veh again  and did not change 
condition.  Raised veh again and swapped gears and reset front . 
Replace steering column per TAC  and set  toe.  Calibrated 
steering wheel and steering module  and road tested veh w/ 
Brent Alyea(SVM)  and felt no binding or stiff steering . 

 
 
 

 Body/Trim 
       

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

8-14-06 373417 2 9,109 C/S that there is a rattling noise in the roof area on a rough road-check 
and report (SOP) 
D/S housing assembly, sunroof-replace-subletted to Specialty 
shop. 

     



8-14-06 373417 * 9,109 C/S that the passenger side air bag light fell out of the dash-check and 
report. 
D/S instrument panel inflatable restraint module indicator 
replacement-Lamp assembly loose-reinstall lamp assembly. 

     
10-16-06 376649 1 12,185 C/S hears a rattle noise coming from the roof area, mainly in the corners 

of the roof, when driving on uneven surface and when turning left or right. 
D/S headlining assembly one piece R&R or replace.- resecure 
rear sunroof cross member. Reinstall headliner.  Recheck for 
noise 

     
1-18-07 381145 2 17,743 C/S there is a popping  in the headliner 

D/S housing assembly, sunroof(module) replace.  Sunroof 
creeking at module and at front 2 corners where headlining was 
rubbing sunroof housing-test drove and traced noises.  Removed 
and found milar washers on mounting bolts where under 
torqued.  Retorqued mounting bolts.  Also insulated front 
mounting clips  and placed foam between headlining and sunroof 
housing to stop rubbing.  Test drove and noises heard had 
stopped.   

     
1-18-07 381145 * 17,743 C/S there is a noise in the dash when the heat is on. 

D/S NPF veh working as designed at this time. Performed system 
check.  Checked and no bulletin found for concern. 

     
1-29-07 381632 8 18,298 C/S hears a rattle coming from the sunroof around the driver side visor 

D/S housing rubbing headlining and weatherstrips between glass 
panels creeking.  Installed felt patches and lubed seals.  Called 
TAC and started case#9444200. 

     
2-10-07 382303 * 18,621 C/S 4 panel sunroof still rattles a lot. 

D/S weatherstrip creeking at top of driver’s door.  Test drove and 
no abnormal noises heard from sunroof.  Did hear creeking noise 
from topof driver’s door and traced to weatherstrip.  Cleaned and 
coated w/GM weatherstrip lubricant. 

 
 

 HVAC 
       

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

1-29-07 381632 * 18,298 C/S when the nlower motor is on and heater is on, hear like  a 
clattering/thumping noise coming from the blower motor area. 
D/S veh working as designed at this time.  

     
2-10-07 382303 * 18,621 C/S that there is a weird noise when heater is on. 

 
D/S unable to duplicate at this time. 

 
 Glass 

       

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

10-16-06 376649 * 12,185 C/S that window lock switch does not lock the other windows.  Check and 
report. 
D/S veh working as designed at this time. 

     
1-29-07 381632 * 18,298 C/S front panel has excess wind rush noises at 60 mph  

D/S seal-sunroof sliding glass –replace.-Sunroof seal not sealing. 
B-2770-1.4. Replaced w/updated seal per bulletin #05-08-67-
014E. 



 
 

THE STATE LEMON LAW READS: 
 
Days out of service:  30 or more days within earlier of 24/24K, with at least 2 attempts made within 
12/12 
Repairs 4 or more attempts to same nonconformity, 2 attempts made within earlier of 12/12 
and another made within 12/12 following repair attempts. 
Time period 6 months following earlier of 1)expiration of warranty or 2) 24 months/24k miles 
following original delivery date  
Does Lemon Law state nonconformity must continue to exist? Yes 
 
If applicable, safety-related repairs if same nonconformity creates a serious safety hazard and 
has caused the veh to have been subject to repair 2 or more times by manufacturer,converter, 
or any of their agents, or franchised dealers. 
Safety-related time period 2 or more to same w/at least 1 attempt made within earlier of 
12/12 and another one within earlier of 12/12 after first attempt. 
 
Number of repair attempts in the presumption period: 9 
Total days out of service during the presumption period: 15 
Total days out of service during customer’s ownership:   15 
 

PERTINENT FACTS FROM PREVIOUS SRs WHICH RELATE TO YOUR EVALUATION 
 

Concern: {TEXT} Prior SR 1-430940834-Frame Rattles,   NO RECALLS , Cust does maint at dlr. 
Date & Offer/Result: {TEXT} 
 
Concern: {TEXT} 
Date & Offer/Result: {TEXT} 
 
Concern: {TEXT} 
Date & Offer/Result: {TEXT} 

 
RECOMMENDATION AND RATIONALE 

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

 
{TEXT} 
 
 
 
 
 

REASON FOR REMOVAL 
 
{TEXT} 
 
 
 
 
 
CRS FINAL OFFER: {CASH/REP/TRADE}: DATE: {Date} OFFER TO CUST: ${Amount} 
   ATTORNEY FEES: ${Amount} 
   OR INCLUSIVE OFFER: ${Amount} 
 



PLAINTIFF’S FINAL 
DEMAND: 

{CASH/REP/TRADE}: DATE: {Date} AMOUNT TO CUST: ${Amount} 

   ATTORNEY FEES: ${Amount} 
   OR INCLUSIVE OFFER: ${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. 



arlene.thomas-randol
New Stamp



























































































































































































































































December 8, 2010 
 
 

Kokomo, IN  
 
Service Request: 71-479004728 
Customer Relationship Specialist: Clint Rodreick 
 
Dear :   
 
We would like to discuss your request for assistance regarding your 2005 Chevrolet Malibu 
MAXX, 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 8, 2010 
 
 

Kokomo, IN  
 
Service Request: 71-479004728 
Customer Relationship Specialist: Heather Heard 
 
Dear :   
 
We would like to discuss your request for assistance regarding your 2005 Chevrolet Malibu 
MAXX, 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
 



December 8, 2010 
 
 

Kokomo, IN  
 
Service Request: 71-479004728 
Customer Relationship Specialist: Amanda Mollett 
 
Dear :   
 
We would like to discuss your request for assistance regarding your 2005 Chevrolet Malibu 
MAXX, 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
 



December 8, 2010 
 

Saint Louis, MO   
 
Service Request: 71-483600316 
Customer Relationship Specialist: Henry Starling  Jr 
 
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 2006 Pontiac G6, Vehicle Identification Number 
1G2ZH578464 is for the following: 
 

• 72 months or  72,000 miles, whichever occurs first, beginning on 04/02/2007 and ending on 
04/02/2013, and begins with 21,000 and ends with 93,000 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



Privileged and Confidential Information 

Team Manager Approval:                      Date: 
 
Revised by c.mallett 09/07/06                

Case Assessment By:Henry Starling  Siebel/CARS Request #:71-483600316 
Customer Name:  
Veh year:2006  Make:Pontiac  Model:G6  Current mileage:21,000  
Veh ID 
#:1G2ZH578464

In Service Date:7/16/2005 Purchased:New If used:                

What is the customer seeking?Repurchase  
 

VEHICLE REPAIR HISTORY 
 
 
CUSTOMER’S PRIMARY SYMPTOM/CONCERN: Driver side speaker 
Date:  RO#:   Mileage:  Days Out:  Description of Repair: 
01/06/2006 955010 6,822 * Unable to duplicate concern. 
02/22/2006 958206 8,136 1 Get speaker from parts, Remove old speaker, take new 

speaker out of box, wrong part, reorder speaker. 
05/03/2006 963065 10,063 1 Sop in. 
     
     
     
     
     
     
     
      
 
 
CUSTOMER’S PRIMARY SYMPTOM/CONCERN: mirror covers 
Date:  RO#:   Mileage:  Days Out:  Description of Repair: 
08/20/2005 944203 1,099 1 Sop visor 
09/06/2005 945702 1.663 1 Replace right side visor. 
02/10/2006 957461 7,654 * Recall #05094 performed. 
     
     
     
     
     
     
     
      
 
CUSTOMER’S PRIMARY SYMPTOM/CONCERN: engine 
Date:  RO#:   Mileage:  Days Out:  Description of Repair: 
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CUSTOMER’S PRIMARY SYMPTOM/CONCERN: sunvisor 
Date:  RO#:   Mileage:  Days Out:  Description of Repair: 
08/20/2005 944203 1,099 * See repair above for mirror 
09/06/2005 945702 1.663 * See repair above for mirror 
09/13/2005 946358 2,067 1 Install sop sun visor 
02/10/2006 957461 7,654 * See recall repair above. 
     
     
     
     
     
     
      
 
CUSTOMER’S PRIMARY SYMPTOM/CONCERN: sunroof 
Date:  RO#:   Mileage:  Days Out:  Description of Repair: 
09/20/2005 946904 2,393 1 R/r visors, ab & c pillars, sunroof trim, seat belts, drop 

h/liner adjust glass panels and sunroof. Roadtest noise 
gone. 

01/06/2006 955010 6,822 1 Adjust retainer at sunroof. 
05/03/2006 963065 10,063 * Sop mylar washers. 
05/18/2006 965460 11,377 1 Sop in. 
12/19/2006 977927 18,241 * Adjusted sunroof assembly to seal tighter to roof, align 

and adjust glass panels for panoramic roof. Test ok. 
     
     
     
     
     
      
 
CUSTOMER’S PRIMARY SYMPTOM/CONCERN: lower grille molding 
Date:  RO#:   Mileage:  Days Out:  Description of Repair: 
09/20/2005 946904 2,393 * Retape and secure. 
     
     
     
     
     
     
     
     
     
      
 
CUSTOMER’S PRIMARY SYMPTOM/CONCERN: power steering 
Date:  RO#:   Mileage:  Days Out:  Description of Repair: 
12/07/2005 952806 6,378 14 Replace right and left lower control arms 
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CUSTOMER’S PRIMARY SYMPTOM/CONCERN: Wire inside driver door 
Date:  RO#:   Mileage:  Days Out:  Description of Repair: 
05/03/2006 963065 10,063 * Repair loose wire at retainer. 
     
     
     
     
     
     
     
     
     
      
 
CUSTOMER’S PRIMARY SYMPTOM/CONCERN: Screw cover on driver door handle 
Date:  RO#:   Mileage:  Days Out:  Description of Repair: 
06/09/2006 965460 11,377 1 Part ordered. 
08/07/2006 969414 13,290 1 Sop in 
     
     
     
     
     
     
     
     
      
 
CUSTOMER’S PRIMARY SYMPTOM/CONCERN: Steering gear 
Date:  RO#:   Mileage:  Days Out:  Description of Repair: 
10/24/2006 974480 16,169 1 Replaced steering gear, set toe 
     
     
     
     
     
     
     
     
     
      
 
CUSTOMER’S PRIMARY SYMPTOM/CONCERN: Windshield 
Date:  RO#:   Mileage:  Days Out:  Description of Repair: 
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CUSTOMER’S PRIMARY SYMPTOM/CONCERN: Lock tabs at dash mount area 
Date:  RO#:   Mileage:  Days Out:  Description of Repair: 
     
     
     
     
     
     
     
     
     
     
      
 
CUSTOMER’S PRIMARY SYMPTOM/CONCERN: Right side pillar post 
Date:  RO#:   Mileage:  Days Out:  Description of Repair: 
11/29/2006 976668 17,717 1 Ordered part, applied Velcro to dash until part arrives 
12/19/2006 977927 18,241 1 Install sop. 
     
     
     
     
     
     
     
     
      
 
CUSTOMER’S PRIMARY SYMPTOM/CONCERN: Interior cover 
Date:  RO#:   Mileage:  Days Out:  Description of Repair: 
     
     
     
     
     
     
     
     
     
     
      
 
 
OTHER SYMPTOM/CONCERN:  
Date:  RO#:  Mileage:  Days Out:  Description of Repair: 
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09/20/2005 946904 2,393 * Drivers door noise – unable to duplicate 
02/10/2006 957461 7,654 1 Passenger window scratches – No problem found 
05/03/2006 963065 10,063 * Seat noise – no problem found. 
08/07/2006 969414 13,290 * Wheel stud – Drilled out wheel stud and nut, removed 

caliper mount, rotor to press in new stud, nut. 
10/24/2006 974480 16,169 * Trunk – Adjusted striker and latch of trunk lid. 
     
     
     
 
 
 
 
 
Total Days Out of Service:   28____(excluding days for customer pay reasons such as; Maintenance and                                  

Collision Repairs) 
 
VEHICLE MEETS PRESUMPTION LEMON LAW? YES:X       NO:      
 
What is customer eligible for (based upon the BBB Program Eligibility Guidelines and the 
States lemon law requirements for meeting presumption)? Repair/repurchase under program 
eligibility guidelines. 
                                                                                 
                                                                                 
                                                                                 
                                                                                 
                                                                             
 
 
AVM and/or DEALER RECOMMENDATION(s):       
 
 
 
 
 
CRM RECOMMENDATION & RATIONALE (EXPLAIN):Crs is creating case assessment due to settlement 
was reached before case was assumed by crs. 
 
 
 
 
 Decision reached by CRM:     Arbitrate case:                Settle case:   X 
                                       



 

 

 
 
SR#    71-483600316   
  
New/Used: New     Division: Pontiac     Vehicle Style: Car 
 
Complete VIN  1G2ZH578464     Vehicle Year:  2006  
 
Division – Dealer Code: Pontiac  16-32888   
 
General Motors has agreed to: 1. Approve and pay for a new plan    

1. Approve and pay for a new plan – no GMPP Coverage Currently 
2. Authorize a new plan or upgrade; customer will pay total cost 
3. Approve and pay for an upgrade; apply original coverage refund to Division making request. 

 
Special Instructions: Check if applicable 

  Transfer all claims to new policy        Endorse selling dealer code to Division code 
 
(Selling dealer to keep profit. Division is debited the dealer's profit) 
 
Delivery Date:  7/16/2005     Odometer reading: 21,000  
 
Plan Purchase Date: 04/02/2007  Customer Ownership: Owner 
 
Business Name:                                                                                                            
 
Customer Name - Title: Mrs.   (First - M.I. - Last): 
 
Address Line 1:  
 
Address Line 2:                                                                                                              
 
City: St. Louis      State: MO       Zip:  
 
Plan Type:  Major Guard           # of Months:  72 Months            Mileage:  72,000 
 
Plan Type:                                 # of Months:                                  Mileage:                       
 
           Deductible:  0       MSRP:  3,555.00                
 
Plan Lien Holder (Select Division): Pontiac 
 
Division Address: P.O. Box  33172  Detroit, MI 48232-5172 
 
CRM (Decision Maker): Henry Starling 
 
Team Manager / Liaison:  Veronica Charles 
 
           Team CARS Site:  Austin                     Date: 04/03/2007 
 

  AVM Requested 
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