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December 30, 2010 
 

 

Upper Marlboro, MD  
 
Service Request: 71-553193994 
Customer Relationship Specialist: Melissa Tobin 
 
Dear    
 
We are sorry you have experienced concerns with your 2006 Chevrolet Malibu.  Customer 
satisfaction is a top priority for us at Chevrolet. 
 
Because you are a loyal Chevrolet customer, we are providing you with one complimentary 
maintenance service visit, not to exceed $200.00.  Present to any Chevrolet dealer for 
redemption.   
 
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 
Complimentary other 
 
Submit the claim for the reasonable/customary price using labor operation number Z7410, failure 
code 98, authorization code “G” and insert the amount in the net item column.  This original 
letter should be retained in the customer's file.
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File Number
71-565063809 Aaron Pearsall

Old Vehicle VIN:
1G2ZG558X64 1G2ZG58B274 December 4, 2007

TRADE REPURCHASE
Replacement Veh.Cost (231/237) $18,369.65 G (18419.65-50)
Conversion / Upfit Cost $0.00 E
State Sales Tax $0.00 N
State Inspection & Deputy Fee $28.75 E (23.75+5)
Reg./Lic./Title Fees (opt) $105.30 R (72.3+33)
Taxes Reimbursed on old vehicle $0.00 A
Doc Fee $50.00 L
Inventory Tax $44.31 M (18369.65*0.002412)
Items below not shown on new Bill of Sale O
Cost to transfer Aftermarket Items $0.00 T
Unused portion of non-GMPP $0.00 O
H/B, ADV, EXP $0.00 R
Transportation Fees $0.00 S
Misc. (Explain) $0.00

Total Replacement Price $18,598.01

State Sales Tax $208.94 (18369.65-14985.65)*0.0625
Additional Tax $0.00
Reg./Lic./Title Fees (opt) $0.00 C
New Aftermarket Items $0.00 U
Fees (Explain) $0.00 S
State Fees $0.00 T
Items below contibute to trade-in allowance O
Usage/Depreciation $3,384.00 M
Damage $0.00 E
MSRP Upgrade $0.00 R Old  20190.00
MSRP Downgrade (deducted) $41.00 New 20149.00
Reimb. of Aft. Mkts on Old Unit $0.00
Misc. Customer Credit $0.00
Less Dealer Contribution to Cust $0.00

Total Customer Cost $3,551.94

Trade Repurchase Amount $15,255.01
  

Attorney Fees $0.00

Total Repurchase Amount $15,255.01

Less Dealer Contribution to GM $0.00

(30-day) Lien Payoff $22,257.94 Lien w/ Nuvell Financial Services Corp
Good Through (12/24/07)  

Dealer Due to GM $7,002.93
GM Due to Dealer NA Authorized Signature Date

NADA (Legal Only) $0.00 **This is a "work in process" until approved 
Est. Auction Price (Legal Only) $0.00 by a Authorized Representative**
Projected (Loss) -$15,255.01 (Repurchase Group Only)

Form Rev 11/11/2005

STANDARD TRADE REPURCHASE WORKSHEET
Customer Name Worksheet filled out by:

New Vehicle VIN: Date:



Purchase Price (New Unit) $18,369.65

State Sales Tax $208.94
  
State Inspection & Deputy Fee $28.75

Reg./Lic./Title Fees (opt) $105.30

New Aftermarket Items $0.00

Inventory Tax $44.31

Doc Fee $50.00

Less Dealer Contribution to Cust $0.00

Subtotal $18,806.95

Trade-In Allowance $15,026.65

Loan Payoff $22,257.94

Net Allowance -$7,231.29

Cash on Delivery (Paid by GM) $228.36

Total Balance Due $25,809.88

Amount to Dealer for additional Fees $0.00

New Vehicle VIN:
1G2ZG58B274

Form Rev 11/11/2005

BILL OF SALE





























Revised 8/02/2007 
Privileged and Confidential Information 

 
CASE ASSESSMENT 

 
By: Lu'Andrea Dudley State: TX 

 
 
Customer Name:   Service Request: 71-

565063809 
BBB Case No.:  
PGM0756209 

   
 
Vehicle ID No.:  
1G2ZG558X64

In Service 
Date: 
06/23/06 

Vehicle is: New BAC Code: 
116639 

Year, Make & Model: 2006 Pontiac G6 
Mileage at Time of BBB Filing (23,000) 

Vehicle Purchased Used on: {n/a or mm/dd/yy} 
at odometer {odometer} 

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

DVM Name: Carmaleta McKinnis-Williams  CAM Name: Larry Shields 
Phone/Cell Number: 512-569-6180 Phone Number: 972-443-2901 

    

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 Popping Noise 
       

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

10/17/07 416721 3 23,266 c/s hears a popping noise coming from front end when turning right or 
left. STEERING GEAR ASSY MAKING NOISE ON PINION SIDE. REPLACED 
STEERING GEAR. SET TOE AND VERIFY OPERATION.  

10/17/07 416721 * 23,266 c/s when driving power steering came on DIC and had no power steering 
had to turn off car and had to restart. REPLACED STEERING COLUMN. 

 
 Veh Vibrates at Hwy Speeds  

       

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

9/06/07 414359 2 21,485 c/s when driving on highway car shakes and pulled to left. TRACED AND 
DIAGNOSED CUSTOMERS CONCERN TO FAULTY ELECTRONIC POWER 
STEERING MOTOR ASSIST. REPLACED POWER STEERING ASSIST 
MOTOR AND RELEARNED SYSTEM AND TEST DROVE VEHICLE AS 
NECESSARY. 

10/01/07 415767 4 22,590 c/s coming to a stop off highway car shakes thru steering wheel. FRONT 
ROTORS HAD EXCESSIVE LRO. NEEDS TO BE RESURFACED. R&R FRONT 
ROTORS FOR RESURFACE SERVICE. VERIFY OPERATION W/ 
ROAD TEST  

10/09/07 416246 4 22,946 c/s while driving on highway gas pedal vibrates. TEST DROVE VEHICLE 
NO CODES PRESENT AT THIS TIME. NOTE THE THROTTLE BODY HAS 



CARBON NEEDS SERVICE. CLEAN THROTTLE BODY AND SERVICE 
FUEL INJECTORS W/ GM FUEL INJECTOR CLEANER.  

10/18/07 416991 1 23,348 c/s feels a vibration on acceleration; rear mount bracket’s bolt came loose. 
RETORQUED FRONT SUSPENTION HARDWARE, VERIFY 
OPERATION. 

 
 Accessory Out is Inoperative 

       

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

8/02/06 390778 1 2,228 c/s lighter is inoperative. WIRE TO CIGARETTE LIGHTER PINCHED, 
REMOVED RADIO BEZEL AND LOOSED CENTER CONSOLE TO SEARCH 
FOR SHORT TO GROUND. REPARIED WIRE 

09/06/06 392929 1 3,783 c/s accessory outlets inoperative. FUSE BLOWN. REPLACED FUSE.  
 

 Battery Lost Power 
       

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

9/06/06 392929 * 3,783 c/s battery lost power. Having to reset clock and stations. TIGHTENED 
CONNECTIONS.  

 
 Running Lights Inop 

       

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

2/19/07 402523 1 10,957 c/s day running light will not shut down. Checked all power and ground for 
drl circuit. All ok. FOUND RELAY STICKING. REPLACED RELAY. 

2/19/07 402523 * 10,957 c/s buzzing noise engine area when day running lights are stuck on. SEE 
PREVIOUS REPAIR. 

 
 Transmission premature engagement 

       

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

10/09/07 416246 * 22,946 c/s on passing gear transmission engaged three times before shifting. 
TEST DROVE VEHICLE TO DUPLICATE CUSTOMER CONCERN. NO 
PROBLEM FOUND AT THIS TIME.  

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

THE STATE LEMON LAW READS: 
 
Days out of service:  30 
Repairs 4 
Time period 2 / 24 
Does Lemon Law state nonconformity must continue to exist? Y 
 
If applicable, safety-related repairs 2 
Safety-related time period 2 / 24 
 
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     YES or   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. 

 
Cust sks: replacement veh  
 
DVM sts: 10/23/07, Prior to your notice, I've not be aware or involved with customer situation.  My brief overview 
indicates the mileage is too far for the customer to be eligible for repurchase.    
 
11/05/07, DVM sts that we should offer this customer a trade replacement and we should start at 25 cents a mile, but crs 
can work down to the LL formula if need be; the steering is a serious saftey hazard, so we should replace the veh; the 
cust should be responsible for the usage as well as any upgrades in MSRP. 
SVM sts: Rick Lawver: This lady has had several issues with this G6 as you can see in the history. But things started 
getting worse in September when she brought the car in for a vibration and pulling problem. It was diagnosed as a power 
steering assist motor and it was replaced. 3 weeks later she comes in and says the vehicle is “shaking” when you come 
off the highway. This turned out to be brake pulsation and the rotors were machined and corrected the problem. Then on 
10/15/07 she came in with a complaint of a popping noise. Tony (service advisor) went for a road test with her to hear 
the popping noise, while they were driving the power steering went out and they had to shut the car off and restart it to 
get the power steering working. After that she said she was afraid of the car. I told her we needed to fix the car and we 
were very concerned for her safety and we would do all we could to make sure the car was safe. We worked with TAC 
extensively and was advised to replace the steering column and rack assembly. We did that and here we are. I will be out 
of town 10/22 thru 10/24 if you need any more information on this please contact Mike Kane he was the one working 
with TAC. 
 
CRS Rationale: 11/08/07,  was advised that she could pick her vehicle up on 10/19. I offered her a MSRP trade 
replacement on 11/05. The MSRP on her vehicle is $20190. She was also advised that she would be responsible for usage 
in the amount of $4500. GM is willing to negotiate the usage. She advised that she would need to discuss this with her 
husband and follow up w/ me. 
 
Replacement accepted 11/08/07 
 
CRS FINAL OFFER: {REPAIR/REP/TRADE}: DATE: {Date} CUST {Accepted / Declined} 
Goodwill: {Type} Attorney Fees (if applicable): ${Amount} 
 
TEAM LEAD APPROVING:  {Name} Date: {Date} 



 
 



























January 7, 2011 
 
 

Trenton, MI  
 
Service Request: 71-571039779 
Customer Relationship Specialist: Elizabeth Crossen 
 
Dear    
 
Chevrolet is pleased to provide service coverage for the front suspension and steering on your 2005 
Chevrolet Malibu MAXX, Vehicle Identification Number 1G1ZU64885F   This service coverage 
will commence upon the expiration of the applicable New Vehicle Limited Warranty and will continue 
until September 9, 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(s) are covered: 
 
Steering – Gear housing and all internal parts; rack and pinion; power steering pump; steering shaft 
couplings; seals and gaskets.   
 
Front Suspension – Upper mount and bearing; upper and lower control arms; springs; control arm shafts 
and bushings; upper and lower ball joints; steering knuckles; seals; stabilizer shaft; stabilizer bushings; 
and wheel bearings.   
 
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. 
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January 7, 2011 
 
 

Sterling Heights, MI   
 
Service Request: 71-571737964 
Customer Relationship Specialist: Ashley Burnham 
 
Dear    
 
Chevrolet is pleased to provide service coverage for the Steering on your 2005 Chevrolet Malibu, Vehicle 
Identification Number 1G1ZU54885F   This service coverage will commence upon the expiration 
of the applicable New Vehicle Limited Warranty and will continue until February 23, 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(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. 
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Revised 8/02/2007 

Privileged and Confidential Information 
 

CASE ASSESSMENT 
 

By: Yajaira Acosta State: Arizona  
 

 
Customer Name:   Service Request:  

71-572462980 
BBB Case No.:  CHV0758280 

   
 
Vehicle ID No.:  
1G1ZT54865F  

In Service 
Date: 
7/25/2005 

Vehicle is: New  BAC Code: 
114667  

Year, Make & Model: 2005 Chevrolet Malibu  
Mileage at Time of BBB Filing  38,000 

Vehicle Purchased Used on: NA at odometer NA 

Lien holder:   GMAC     Other :  Sale Type:   Purchase   Lease    Other  :  
DVM Name:  CAM Name:  
Phone/Cell 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. 
 

 Power Steering Gear Assembly – Locks Up  
       

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

9-21-06 265869 1 20,018 CustSts: Pop Sound coming from driver side of vehicle with gear assembly. 
DlrSts: Knock noise, road tested, replaced steering gear assembly. Set toe 
and road test.  

 
1-02-07 278871 1 25,055 CustSts: The steering grinds, intermittent DlrSts: inspected and found left 

front strut mount and bearing. Noisy. Replaced Mount and bearing.  
 
1-04-07 279085 2 25,075 CustSts: Can hear a clunk from left front rack and pinion. DlrSts: Replaced 

rack and pinion, set alignment and road tested.   
 
5-21-07 297679 1 30,116 CustSts: The steering grinds, intermittent DlrSts: Inspected, reposition I-

Shaft to correct noise.   
 
1-02-07 278871 1 25,055 CustSts: The steering grinds, intermittent DlrSts: inspected and found left 

front strut mount and bearing. Noisy. Replaced Mount and bearing.  
 
7-20-07 305323 1 32,149 CustSts: The steering grinds, intermittent DlrSts: Intermediate Steering 

Shaft-Replaced. .  
 
NA NA NA NA CURRENT REPAIR ORDER NOT OBTAINED FROM DEALERSHIP!!  
 
Verified with customer if the vehicle has ever been involved in an accident   YES 
If yes are the RO’s attached   NA  



 
 

THE STATE LEMON LAW READS: 
 
Days out of service:  {# of Days} 
Repairs {# of repair attempts} 
Time period {# of months} / {# of miles} 
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     YES or   NO   
 

PERTINENT FACTS FROM PREVIOUS SRs WHICH RELATE TO YOUR EVALUATION 
 

Concern: 71-572462980  
Date & Offer/Result:  Same current SR being worked on by CAC, no goodwill was offered to the customer.  

 
RECOMMENDATION AND RATIONALE 

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

 
Cust sks: To repair the vehicle or to replace the vehicle.  
 
DVM sts: No DVM input on this case.  
 
SVM sts: Since the customer has had multiple repairs before to the same concern, we might as well go ahead and 
goodwill this for him.  
 
CRS Rationale: Customer did not want to stay in his vehicle anymore. CRS advised that if repairs were made to his 
vehicle to customer satisfaction CRS can offer car payment. If he dislikes the way the vehicle is running, CRS can offer a 
OLC in the amount of $1200.  
 
 
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. 
 
 



January 10, 2011 
 

 
 

Sunset Beach, NC  
 
 
Service Request: 71-572564007 
Customer Relationship Specialist: Alex Page 
 
Dear  
 
Thank you for contacting us recently regarding the special coverage notice you received for your 
2005 Pontiac G6.  We apologize for any inconvenience you have experienced as a result of this 
special coverage. 
 
At Pontiac, we believe our customers have the right to expect long-term, reliable performance 
from our products.  There are, however, many variables that affect the life of the vehicle’s parts 
and appearance.  Unfortunately, there are times when we identify a motor vehicle defect and 
release a special coverage notice to our loyal customers for their safety and satisfaction. 
 
We have reviewed your request for reimbursement on the electronic power steering controller 
motor that you had repaired.  We regret that we are unable to reimburse you the amount you 
requested because the part replaced is not the part covered by this special coverage. 
 
At Pontiac, our commitment to customer satisfaction is a top priority.  We hope you understand 
our position.  If you have any future questions, feel free to contact our Pontiac Customer 
Assistance Center at 1-800-762-2737 Monday through Friday between 8:00 a.m. and 11:00 p.m., 
Eastern Time.  Please refer to your service request number above and any of our Customer 
Relationship Specialists will be happy to assist you. 
 
Sincerely,  
 
Pontiac Customer Assistance Center
 

Arlene.Thomas-Randol
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January 10, 2011 
 

Hinesville, GA  
 
Service Request: 71-572698432 
Customer Relationship Specialist: Annette LeMay 
 
Dear : 
 
Thank you for your support of Chevrolet.  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 Chevrolet Malibu, Vehicle Identification Number 
1G1ZT54805F is for the following: 
 

• 36 months or  45,000 miles, whichever occurs first, beginning on November 8, 2007 and 
ending on November 8, 2010 and begins with 40,258 and ends with 85,258 odometer miles 

• Standard rental 
• A $50.00 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 Chevrolet customer. 
 
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. 
 
Thank you for allowing us the opportunity 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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January 10, 2011 
 
 

Gastonia, NC  
 
Service Request: 71-575591240 
Customer Relationship Specialist: Jennifer Decan 
 
Dear   
 
Chevrolet is pleased to provide service coverage for the steering on your 2005 Chevrolet Malibu, Vehicle 
Identification Number 1G1ZT52895F   This service coverage will commence upon the expiration 
of the applicable New Vehicle Limited Warranty and will continue until May 14, 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(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. 
 



November 26, 2007 
 

Sunny Isles Beach, FL 
 
Service request:  71-577179503 
VIN:  1G2ZH158164
Customer Relationship Specialist: Miguel Alvear 
 
Dear  
 
We acknowledge receipt of your Motor Vehicle Defect Notification received November 19, 2007 
regarding your 2006 Pontiac G6.  We are sorry you are dissatisfied with your Pontiac.  Our 
continued success depends upon the satisfaction our customers receive from their vehicles.  
  
 
We are concerned when we learn that a Pontiac owner is dissatisfied with any phase of their 
experience with our product.  This letter is to advise you that we have received your request for a 
final repair opportunity.  As you are aware, you have already opened a file with our Product 
Allegation Department.  That file has been referred to E.S.I.S. due to the nature of the claims.  
Unfortunately, this office will be unable to schedule the inspection/repair of your vehicle until those prior 
claims have been fully investigated and addressed.  At this time, we must refer any further 
correspondence to our E.S.I.S group.  E.S.I.S. can be reached at the following address: 

E.S.I.S. 
GM Central Claims Unit 
300 Renaissance Center 
Mail Code 482 C20 D71 
Detroit, MI 48265-3000 

 
We regret the need to delay your request, but believe that our goal of customer satisfaction will 
be best achieved by allowing your file to remain with the specialists handling that matter through 
its resolution. After the Product Allegation claims made in your E.S.I.S. file have been resolved, 
if you still feel that your vehicle is in need of repair, we invite you to again contact this 
department for the scheduling of those services.  We will be happy to assist you at that time. 
 
If you have any further questions, please contact me at 1-866-790-5600 extension 11336 between 
8:00 a.m. and 4:00 p.m. Eastern Time weekdays, and I will be happy to assist you. 
 

arlene.thomas-randol
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Thank you again for your correspondence.  We appreciate the opportunity to assist you in this 
matter. 
 
Sincerely, 
Pontiac Business Resource Center
 



January 12, 2011 
 
 

Sunny Isles Beach, FL  
 
 
Service request: 71-577179503 
VIN:  1G2ZH158164
Customer Relationship Specialist: Michael Adams 
 
Dear  
 
Thank you for your recent correspondence regarding your 2006 Pontiac G6.  We are sorry you 
are dissatisfied with your Pontiac.  Our continued success depends upon the satisfaction our 
customers receive from their vehicles.    
 
We are concerned when we learn that a Pontiac owner is dissatisfied with any phase of their 
experience with our product. 
 
This letter is to confirm your scheduled repair opportunity at Zinn Companies, Inc. located in 
Pembroke Pines, FL.  This repair opportunity will take place on May 16, 2008.   
 
If you have further questions, please contact our Pontiac Customer Assistance Center at 1-800-
762-2737 Monday through Friday between 8:00 a.m. and 5:00 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 again for your correspondence.  We appreciate the opportunity to assist you in this 
matter. 
 
Sincerely, 
 
Pontiac Customer Assistance Center 
 



















































arlene.thomas-randol
New Stamp















January 12, 2011 
 
 

Kemp, TX  
 
Service Request: 71-580371181 
Customer Relationship Specialist: Jennifer Decan 
 
Dear    
 
Pontiac is pleased to provide service coverage for the steering on your 2006 Pontiac G6, Vehicle 
Identification Number 1G2ZH158064   This service coverage will commence upon the expiration 
of the applicable New Vehicle Limited Warranty and will continue until August 24, 2012, or 72,175 
miles, whichever occurs first.  Pontiac will make repairs to correct defects related to materials or 
workmanship occurring during the coverage period specified above.  The following item(s) are covered: 
 
Steering - Gear housing and all internal parts; rack and pinion; power steering motor; steering shaft 
couplings; seals and gaskets; inner and outer tie rod ends 
 
Pontiac will not be responsible for conditions arising from tampering, abuse, physical damage, or 
improper maintenance.  This coverage is not transferable to any other vehicle or subsequent owner of 
your vehicle.  Please keep this letter with your G6.  Should your vehicle require repairs within the 
coverage period, present this letter to the Service Manager of an authorized Pontiac Dealership. 
 
If you have any future questions, feel free to contact our Pontiac Customer Assistance Center at 1-800-
762-2737 Monday through Friday between 8:00 a.m. and 11:00 p.m., Eastern Time.  Please refer to your 
service request number above and any of our Customer Relationship Specialists will be happy to assist 
you. 
 
Sincerely,  
 
Pontiac Customer Assistance Center 
 
 
ATTENTION:  DEALERSHIP SERVICE MANAGER 
Component Service Coverage 
 
Submit the claim with all the appropriate authorization codes and H route it to your Area Service 
Manager.  Be sure to retain a copy of this letter in the customer’s file and return the original to the 
customer. 
 



January 12, 2011 
 

Clearwater, FL   
 
Service Request: 71-581527359 
Customer Relationship Specialist: Adam Labonte 
 
Dear : 
 
Thank you for your support of Chevrolet.  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 Chevrolet Malibu, Vehicle Identification Number 
1G1ZT52865F , is for the following: 
 

• 36 months or  36,000 miles, whichever occurs first, beginning on 01/15/08 and ending on 
01/15/11, and begins with 34,150 and ends with 70,150 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 Chevrolet customer. 
 
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. 
 
Thank you for allowing us the opportunity 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
New Stamp



RFS 7336 
 
Revised 8/02/2007 

Privileged and Confidential Information 
 

CASE ASSESSMENT 
 

By: Adam Labonte State: Florida 
 

 
Customer Name:   Service Request: 71-

581527359 
BBB Case No.:  CHV0760332 

   
 
Vehicle ID No.:  
1G1ZT52865F

In Service 
Date: 
12/30/2005 

Vehicle is: New BAC Code: 
114779  

Year, Make & Model: 2005 Chevrolet Malibu 
Mileage at Time of BBB Filing 32,873 

Vehicle Purchased Used on: {n/a or mm/dd/yy} 
at odometer {odometer} 

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

DVM Name: Steve Gilley CAM Name: Aubrey Washington  
Phone/Cell Number: 813-541-5613 Phone Number: 678-240-9832 

    

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 locks up when making a turn and accelerating 
       

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

01/18/07 481852 3 17,111 Cust sts – There is a rubbing noise coming from the steering when turning 
and when doing a U-Turn. It seems like the wheel is locking. Please check 
and advise 
Dlr sts – Check system with tech 11. Found code C0900. Found internal 
failure in steering module. Replace steering control module and program.  

03/06/07 484971 1 18,407 Cust sts – There is a steering noise in the front end 
Dlr sts – Couldn’t duplicate  

06/08/07 227807 1 23,106 Cust sts – When doing U-turns ( mainly left ) then the steering locks into 
that position and then locked makes a dinging noise. 
Dlr sts – Test drove – Scan system. No codes. Checked for bulletins and 
PI’s. Found none. Unable to duplicate concern at this time. 

10/26/07 232390 ?  29,910 Cust sts – Steering locks up when making sharp right turns and accel then 
there is a loud dinging. Steering will finally unlock on deceleration 
Dlr sts – Code C0900 and C0176 store in history. Road tested and Unable 
to verify. Ran circuit checks as per bulletin. Charging rate and voltage drop 
circuit #2 between generator and started ok. Necessary to order revised 
Voltage regulator and pigtail. No inventory available. May be several days. 
Overnighter part to try to get here before cust left for Florida but part still 
did not arrive in time. Customer left to Florida. 

 
 Ignition starter stays engaged after starting  

       

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

08/25/07 218733 1 10,589 Cust sts – At times starter seems to stay engaged after veh is startred 



Dlr sts – No Charge. New calibration still being developed by engineering 
per PIP35500D 

09/05/07 219001 1 11,199 Cust sts – There is a pulsation when braking at highway speeds. 
Dlr sts – Machined both rotors and added shims. Rear disc brake pads 
R&R or replace. 

01/18/07 481852 * 17,111 Cust sts – When in start position cust sts the starter keeps running. Cust 
has to turn veh on and then back off to turn starter. 
Dlr sts – Could not duplicate concern 

06/08/07 227807 * 23,106 Cust sts – at times the starter stays engaged and won’t start. 
Dlr sts – recalibrated PCM per PIP3550F., Updated PCM with latest 
updated calibration. 

 
 Brakes pulsate and have been replaced numerous times 

       

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

01/31/06 457479 9 1,043 Cust sts – Pulsation when braking from 50-60 mph. 
Dlr sts – Advise road test. Front brake vibration at 70-40. Resurface front 
rotors and roadtest again. OK 

08/25/07 218733 * 10,589 Cust sts – There is a pulsation when braking at 50mph and higher 
Dlr sts – Disc brake pads – R & R or replace. Machined both rear rotors. 
Checked run-out and shim-right rear and left rear  

10/26/07 232390 ?  29,910 Cust sts – There is a pulsation when braking at any speed. Road test 
noted slight rear pulsation R&R wheels and check brakes. Front brakes 
approx 40% wear remaining. Rear brakes approx 2 % wear remaining. 
Needs rear brakes . Cust declined repairs.  

 
 {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:  {# of Days} 
Repairs {# of repair attempts} 
Time period {# of months} / {# of miles} 
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: 16 
Total days out of service during customer’s ownership:   16 
 

Vehicle Meets Presumption of Lemon Law     YES  or   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:  {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 
 
December 10 2007   
John Nezdoba 
DIANE SAUER CHEVROLET, INC.  
PO BOX 710  
WARREN, OH  44482-0710  
Fax # 330-393-9703 
                                                                           
Re: 
 Siebel Request: 71-581527359 
 200 Chevrolet Malibu 
 VIN # 1G1ZT52865F
 
Dear Mr. Nezdoba: 
 
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, 
 
 
 
Adam Labonte 
BRC Customer Relationship Specialist 
Ph#1-866-790-5700, Ext 21830 
FAX# 1-866-554-4009 
 
 

















































































































 



 
 
 

 
 
 

 
 

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 
 
December 7 2007   
Robert Graham 
AUTOWAY CHEVROLET  
PO BOX 5500 
CLEARWATER, FL    33758-5500  
Fax # 727-532-0047 
                                                                           
Re: 
 Siebel Request: 71-581527359 
 2005 Chevrolet Malibu 
 VIN # 1G1ZT52865F
 
Dear Mr. Graham: 
 
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, 
 
 
 
Adam Labonte 
BRC Customer Relationship Specialist 
Ph#1-866-790-5700, Ext 21830 
FAX# 1-866-554-4009 
 
 



FLORIDA : 8/1/2005 
Overallowance / Incentives / Negative Equity Form 

 
Customer Request # 71-581527359 BBB # CHV0760332 

 
PURCHASE PRICE: (From dealer Bill of Sale) -- (Selling Price) 

 
(+) $ 19,589.13 

 
MSRP: (From BARS Invoice) 

 
(-)  $ 21,970.00 

 
DIFFERENCE: 

  
(=)  -$2,380.87    

  
 
TRADE ALLOWANCE:  (from dealer Bill of Sale) 

 
(+) $ 6,150.00 

 
Include vehicle retail, accessories and mileage adjustment figures, and attach NADA pages to file. 
NADA Retail Value for: 2003 Dodge Intrepid 2B3HD46R53H   
VEHICLE:   $10,200 
ACCESSORIES:  CD +150  
MILEAGE ADJUSTMENT:  63,010m  -1025 

 
 
 
 
(-) $ 9,325.00 

 
OVER ALLOWANCE: (Trade more than NADA) 

  
(=) $ -3,175.00         

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

  
(=)   $ 13,295.41   

  
 
PURCHASE PRICE (From dealer Bill of Sale) – (before tax, tag, etc.) 

    
(+)$ 19,589.13         

 
GM CARD POINTS:  

     
    DO NOT INCLUDE 

 
INCENTIVES (from BARS):  
(Do not include fuel fill credit, dealer incentives or GM card credited back to customer) 
1: GMS 
2: 
3: 
TOTAL INCENTIVES (Not included in Purchase Price) 

  
 
 
 
 
(-) $ 3250.00 
               

 
OVERALLOWANCE: (From above) 

  
(-) $ 0.00 

 
NEGATIVE EQUITY: (If NOT shown in contract)) 

  
(-) $ 3,970.41 

   
 
Actual price of Vehicle that should be presented to BBB for ATA 

      
   (=)  $12,368.72   

 



 

 

 
 
SR#    71-581527359   
  
New/Used: New     Division: Chevrolet     Vehicle Style: Car 
 
Complete VIN  1G1ZT52865F     Vehicle Year:  2005  
 
Division – Dealer Code: Chevrolet  13-32888   
 
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:  12/28/05     Odometer reading: 34,150  
 
Plan Purchase Date: 12/28/07  Customer Ownership: Owner 
 
Business Name:                                                                                                            
 
Customer Name - Title: Mr.   (First - M.I. - Last):                          
 
Address Line 1:  
 
Address Line 2:                                                                                                              
 
City: Clearwater      State: Florida       Zip: 
 
Plan Type:  Major Guard           # of Months:  36 Months            Mileage:  36,000 
 
Plan Type:                                 # of Months:                                  Mileage:                       
 
           Deductible:  0       MSRP:  $1,375      
 
Plan Lien Holder (Select Division): Chevrolet 
 
Division Address: P.O. Box  33170  Detroit, MI 48232-5170 
 
CRS (Decision Maker): Adam Labonte 
 
Team Lead / Liaison:  Natalie MacDonald                                                                                         
   
 
           Team CARS Site:  Chatham                     Date: 01/15/08 
 

  DVM Requested 



RFS 7336 
 
Revised 8/02/2007 

Privileged and Confidential Information 
 

CASE ASSESSMENT 
 

By: Adam Labonte State: Florida 
 

 
Customer Name:   Service Request: 71-

581527359 
BBB Case No.:  CHV0760332 

   
 
Vehicle ID No.
1G1ZT52865F

In Service 
Date: 
12/30/2005 

Vehicle is: New BAC Code: 
114779  

Year, Make & Model: 2005 Chevrolet Malibu 
Mileage at Time of BBB Filing 32,873 

Vehicle Purchased Used on: {n/a or mm/dd/yy} 
at odometer {odometer} 

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

DVM Name: Steve Gilley CAM Name: Aubrey Washington  
Phone/Cell Number: 813-541-5613 Phone Number: 678-240-9832 

    

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 locks up when making a turn and accelerating 
       

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

01/18/07 481852 3 17,111 Cust sts – There is a rubbing noise coming from the steering when turning 
and when doing a U-Turn. It seems like the wheel is locking. Please check 
and advise 
Dlr sts – Check system with tech 11. Found code C0900. Found internal 
failure in steering module. Replace steering control module and program.  

03/06/07 484971 1 18,407 Cust sts – There is a steering noise in the front end 
Dlr sts – Couldn’t duplicate  

06/08/07 227807 1 23,106 Cust sts – When doing U-turns ( mainly left ) then the steering locks into 
that position and then locked makes a dinging noise. 
Dlr sts – Test drove – Scan system. No codes. Checked for bulletins and 
PI’s. Found none. Unable to duplicate concern at this time. 

10/26/07 232390 3  29,910 Cust sts – Steering locks up when making sharp right turns and accel then 
there is a loud dinging. Steering will finally unlock on deceleration 
Dlr sts – Code C0900 and C0176 store in history. Road tested and Unable 
to verify. Ran circuit checks as per bulletin. Charging rate and voltage drop 
circuit #2 between generator and started ok. Necessary to order revised 
Voltage regulator and pigtail. No inventory available. May be several days. 
Overnighter part to try to get here before cust left for Florida but part still 
did not arrive in time. Customer left to Florida. 

11/21/07 501209 1 32,123 Cust sts – While turning and accelerating the power steering locks up. 
Check and advise 
Dlr sts – Scanned vehicle found no codes in module. Test drove was 
unable to verify concern. test drove vehicle with customer observed that 
vehicle under heavy acceleration around turn would not return to center 



by itself. This is from acceleration tourque from tires grabbing the road. 
Under normal driving conditions the vehicle operates as designed 

 
 Ignition starter stays engaged after starting  

       

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

08/25/07 218733 1 10,589 Cust sts – At times starter seems to stay engaged after veh is startred 
Dlr sts – No Charge. New calibration still being developed by engineering 
per PIP35500D 

09/05/07 219001 1 11,199 Cust sts – There is a pulsation when braking at highway speeds. 
Dlr sts – Machined both rotors and added shims. Rear disc brake pads 
R&R or replace. 

01/18/07 481852 * 17,111 Cust sts – When in start position cust sts the starter keeps running. Cust 
has to turn veh on and then back off to turn starter. 
Dlr sts – Could not duplicate concern 

06/08/07 227807 * 23,106 Cust sts – at times the starter stays engaged and won’t start. 
Dlr sts – recalibrated PCM per PIP3550F., Updated PCM with latest 
updated calibration. 

 
 Brakes pulsate and have been replaced numerous times 

       

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

01/31/06 457479 9 1,043 Cust sts – Pulsation when braking from 50-60 mph. 
Dlr sts – Advise road test. Front brake vibration at 70-40. Resurface front 
rotors and roadtest again. OK 

08/25/07 218733 * 10,589 Cust sts – There is a pulsation when braking at 50mph and higher 
Dlr sts – Disc brake pads – R & R or replace. Machined both rear rotors. 
Checked run-out and shim-right rear and left rear  

10/26/07 232390 ?  29,910 Cust sts – There is a pulsation when braking at any speed. Road test 
noted slight rear pulsation R&R wheels and check brakes. Front brakes 
approx 40% wear remaining. Rear brakes approx 2 % wear remaining. 
Needs rear brakes . Cust declined repairs.  

11/21/07 501209 1 32,123 Cust sts – there is a pulsation while braking. Check and advise 
Dlr sts – Test drove vehicle no pulsation observed even under heavy pedal 
stop from 55 mph. Inspected brakes. All good. No excessive runout. 
Customer stated that the brakes were replaced recently by others. All 
around vehicle right now unable to verify concerns 

 
 Steering clunk noise ( not on claim form 

       

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

06/08/07 227807 * 23,106 Cust sts – When turning the steering wheel there is a clunk  
Dlr sts – Checked front end components – noted worn steering rack – 
cause of clunk concern  -- Power steering gear assembly replace 

 
 {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:  {# of Days} 
Repairs {# of repair attempts} 
Time period {# of months} / {# of miles} 
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: 19 
Total days out of service during customer’s ownership:   19 
 

Vehicle Meets Presumption of Lemon Law     YES  or   NO   
 

PERTINENT FACTS FROM PREVIOUS SRs WHICH RELATE TO YOUR EVALUATION 
 

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

 
RECOMMENDATION AND RATIONALE 

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

 
DVM sts – Offer GMPP to settle case 
Dlr sts – Customers concern is working as designed. When doing U-turns you have 2 parts working against each other. 
T.E. came back and all concerns of the customers were either non-existent or normal operating conditions. 
DVM advised to re-offer GMPP Major Guard 3/36,000m to settle case – Customer accepted and was satisfied 
 
 
CRS FINAL OFFER: GMPP : DATE: 12/28/07 CUST Accepted 
Goodwill: Major Guard 36/36,000m Attorney Fees (if applicable): ${Amount} 
 
TEAM LEAD APPROVING:  {Name} Date: {Date} 



 



 
COMPONENT DESCRIPTION 

Axle Includes all components related to the axle, differential, 
driveline, & rear end. 

Body/ Trim All body panels & associated mechanical hardware, 
including sunroof and T-tops (no Paint issues). 
All interior or exterior mirrors, moldings, cup holders, 
weather strips, cloth & leather fabric, seats & associated 
hardware components. 

Brakes All mechanical, electrical, or fluid related components of the 
Brake system. 

Chassis All frame, bumper and hitch components. 
*Electrical Specific electrical components of a vehicle.                                              

All indicators that provide the driver with operating 
characteristics of a vehicle. 
All Electrical lights that illuminate.                                                                                                            
All radio, CD/DVD, navigation, video, speakers, 
reception/antenna related components. 
All battery, spark plug/wire, glow plug, starting or charging 
system components. 

Engine/Fuel & 
Exhaust 

Internal and external mechanical components.                                                         
Cooling system components including radiator, gaskets, 
thermostat, and water pump.                                                                                                                                                                                                  
All computers and sensors that affect or monitor engine 
operation.                                                                         
All air and fuel related components including tank, 
injectors, and lines. 
All exhaust related components, pipes, mufflers and cat 
converters. 

Glass All glass and window components. 
HVAC All components related to heating, air conditioning and 

temperature. 
Paint All paint specific issues (Not metal related). 
Restraints All SIR, airbags and seatbelt issues. 
Steering All steering related components including steering wheel & 

key, column, rack and pinion, pump assembly and 
Quadrasteer. 

Suspension All suspension related components including ball joints, 
shocks, struts, tie rods, wheel bearings and alignment 
issues. 

Transmission All automatic & manual transmission, transfer case and 4 
wheel drive component issues. 

Wheels/Tires All wheel covers, rims, hub caps, lug nuts, tire jack, regular 
and spare tire. 

 
 
* SES light is to be captured under affected component above. 
 



 

 

ADR File Checklist 
  
 
SR Number:71-581527359 BBB Case:   CHV0760332 
Customer:       VIN:1G1ZT52865F
Make/Model/Year: 2005/Chevrolet/Malibu In Service: 12/30/05  Mileage: 32,873 
Received Date: 12/05/07 Day 15 Date: 11/19/07  Goes Active: 12/05/07  
Primary Concern:       

 

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

  Initial Calls (72 hrs): 
  Customer Completion Date/Time:        /       
  Dealer Svc Mgr Completion Date/Time:        /       
  Dealer Finance Mgr Completion Date/Time:        /       
  AVM Completion Date/Time:        /        

  Repair Orders Requested:    Received: 12/12/07   

  Sales Documents:    Received: 12/12/07   

  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:        

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

 
 
DVM:  Steve Gilley Node/Box: 404082 8026   
Service Dealer: Autoway chevrolet / Diane Sauer   Svc Mgr:         
Selling Dealer: Autoway Chevrolet Clearwater   Contact: Robert Graham   
 

NOTES:         



December 30, 2010 
 
 

Edwards, MS   
 
Service Request: 71-553746054 
Customer Relationship Specialist: Luke Berkley 
 
Dear : 
 
Thank you for your recent inquiry.  We are sorry you have experienced concerns with your 2006 
Pontiac G6.  Customer satisfaction is a top priority for us at Pontiac. 
 
Confirming our conversation regarding your Pontiac, vehicle identification number, 
1G2ZF55B864 enclosed is the Owner Loyalty Certificate for the amount of $500.00.  
This certificate is valid through October 1, 2008, towards the purchase, SmartLease or SmartBuy 
of a new, unused Pontiac.  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 Pontiac your choice when you purchased your 2006 Pontiac G6 and 
trust you will give us the opportunity to retain you as a valued Pontiac customer.  Should you 
have any questions regarding General Motors’ products and current incentives, please call 
Pontiac Marketing Support at 1-800-276-6842.  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,  
 
Pontiac Customer Assistance Center
 

http://www.gm.com/�
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Issued by: Certificate No. 1G2ZF55B864
Pontiac   
 
Issue Date: December 30, 2010  
 
Issued exclusively for: 
  
 Edwards, MS 
 
Valid through: October 1, 2008 
 
Amount: Five Hundred Dollars and Zero Cents 
 ****$500.00**** 
 
 
 
 



January 12, 2011 
 

Indianapolis, IN  
 
Service Request: 71-582925992 
Customer Relationship Specialist: Alicia Robinson 
 
Dear  
 
Thank you for your support of Chevrolet.  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 Chevrolet Malibu, Vehicle Identification Number 
1G1ZS52F55F , is for the following: 
 

• 36 months or  60,000 miles, whichever occurs first, beginning on December.10, 2007 and 
ending on December.10, 2010, and begins with 30,552 and ends with 90,552 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 Chevrolet customer. 
 
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. 
 
Thank you for allowing us the opportunity 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/�
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January 12, 2011 
 

 
Aurora, IL   
 
 
Service Request: 71-583576754 
Customer Relationship Specialist: Dean Winchester 
 
Dear  
 
Thank you for contacting us recently regarding the special coverage notice you received for your 
2005 Pontiac G6.  We apologize for any inconvenience you have experienced as a result of this 
special coverage. 
 
At Pontiac, we believe our customers have the right to expect long-term, reliable performance 
from our products.  There are, however, many variables that affect the life of the vehicle’s parts 
and appearance.  Unfortunately, there are times when we identify a motor vehicle defect and 
release a special coverage notice to our loyal customers for their safety and satisfaction. 
 
We have reviewed your request for reimbursement on the steering shaft that you had repaired.  
We regret that we are unable to reimburse you the amount you requested because the part 
replaced is not the part covered by this special coverage. 
 
At Pontiac, our commitment to customer satisfaction is a top priority.  We hope you understand 
our position.  If you have any future questions, feel free to contact our Pontiac Customer 
Assistance Center at 1-800-762-2737 Monday through Friday between 8:00 a.m. and 11:00 p.m., 
Eastern Time.  Please refer to your service request number above and any of our Customer 
Relationship Specialists will be happy to assist you. 
 
Sincerely,  
 
Pontiac Customer Assistance Center

 



January 12, 2011 
 

Round Lake, IL 
 
 
Service Request: 71-583881879 
Customer Relationship Specialist: Lance Evans 
 
Dear  
 
Thank you for contacting us recently regarding the special coverage notice you received for your 
2005 Pontiac G6.  We apologize for any inconvenience you have experienced as a result of this 
special coverage. 
 
At Pontiac, we believe our customers have the right to expect long-term, reliable performance 
from our products.  There are, however, many variables that affect the life of the vehicle’s parts 
and appearance.  Unfortunately, there are times when we identify a motor vehicle defect and 
release a special coverage notice to our loyal customers for their safety and satisfaction. 
 
We have reviewed your request for reimbursement on the gear kit that you had repaired.  We 
regret that we are unable to reimburse you the amount you requested because the part replaced is 
not the part covered by this special coverage. 
 
At Pontiac, our commitment to customer satisfaction is a top priority.  We hope you understand 
our position.  If you have any future questions, feel free to contact our Pontiac Customer 
Assistance Center at 1-800-762-2737 Monday through Friday between 8:00 a.m. and 11:00 p.m., 
Eastern Time.  Please refer to your service request number above and any of our Customer 
Relationship Specialists will be happy to assist you. 
 
Sincerely,  
 
Pontiac Customer Assistance Center
 

arlene.thomas-randol
New Stamp















arlene.thomas-randol
New Stamp













January 12, 2011 
 

Russellville, AR 
 
 
Service Request: 71-584135717 
Customer Relationship Specialist: John Schnitzer 
 
Dear 
 
Thank you for contacting us recently regarding the special coverage notice you received for your 2005 
Pontiac G6.  We apologize for any inconvenience you have experienced as a result of this special 
coverage. 
 
At Pontiac, we believe our customers have the right to expect long-term, reliable performance from our 
products.  There are, however, many variables that affect the life of the vehicle’s parts and appearance.  
Unfortunately, there are times when we identify a motor vehicle defect and release a special coverage 
notice to our loyal customers for their safety and satisfaction. 
 
We have reviewed your request for reimbursement on the instrument cluster panel that you had repaired.  
Although we regret that we are unable to reimburse you the full amount you requested, we are happy to 
inform you that you are being reimbursed for the amount that pertains to the special coverage.  We have 
enclosed a check in the amount of $454.62. 
 
At Pontiac, our commitment to customer satisfaction is a top priority.  We hope you understand our 
position.  If you have future questions, feel free to contact our Pontiac Customer Assistance Center at 1-
800-762-2737 Monday through Friday between 8:00 a.m. and 11:00 p.m., Eastern Time.  Please refer to 
your service request number above and any of our Customer Relationship Specialists will be happy to 
assist you. 
 
Sincerely,  
 
Pontiac Customer Assistance Center 
 
 
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. 
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January 12, 2011 
 
 

Chattanooga, TN 
 
 
Service Request: 71-584145018 
Customer Relationship Specialist: John Wayne 
 
Dear  
 
Thank you for contacting us recently regarding the special coverage notice you received for your 2005 
Chevrolet Malibu MAXX.  We apologize for any inconvenience you have experienced as a result of this 
special coverage. 
 
At Chevrolet, we believe our customers have the right to expect long-term, reliable performance from our 
products.  There are, however, many variables that affect the life of the vehicle’s parts and appearance.  
Unfortunately, there are times when we identify a motor vehicle defect and release a special coverage 
notice to our loyal customers for their safety and satisfaction. 
 
We have reviewed your request for reimbursement on the Loss of Power Steering Assist that you had 
repaired and are happy to inform you that you are being reimbursed for the full amount of the repair. We 
have enclosed a check in the amount of $591.37. 
 
At Chevrolet, our commitment to customer satisfaction is a top priority.  We hope you understand our 
position.  If you have 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 
 
 
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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January 12, 2011 
 

Dallas, TX  
 
 
Service Request: 71-584192908 
Customer Relationship Specialist: Katrina Blake 
 
Dear  
 
Thank you for contacting us recently regarding the special coverage notice you received for your 2005 
Chevrolet Malibu.  We apologize for any inconvenience you have experienced as a result of this special 
coverage. 
 
At Chevrolet, we believe our customers have the right to expect long-term, reliable performance from our 
products.  There are, however, many variables that affect the life of the vehicle’s parts and appearance.  
Unfortunately, there are times when we identify a motor vehicle defect and release a special coverage 
notice to our loyal customers for their safety and satisfaction. 
 
We have reviewed your request for reimbursement on the instrument panel cluster that you had repaired.  
Although we regret that we are unable to reimburse you the full amount you requested, we will reimburse 
you for the amount that pertains to the special coverage.  We have enclosed a check in the amount of 
$633.28. 
 
At Chevrolet, our commitment to customer satisfaction is a top priority.  We hope you understand our 
position.  If you have 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 
 
 
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.
 











January 12, 2011 
 

Chattanooga, TN  
 
 
Service Request: 71-584204134 
Customer Relationship Specialist: Pinkie Smith 
 
Dear  
 
Thank you for contacting us recently regarding the special coverage notice you received for your 2005 
Chevrolet Malibu MAXX.  We apologize for any inconvenience you have experienced as a result of this 
special coverage. 
 
At Chevrolet, we believe our customers have the right to expect long-term, reliable performance from our 
products.  There are, however, many variables that affect the life of the vehicle’s parts and appearance.  
Unfortunately, there are times when we identify a motor vehicle defect and release a special coverage 
notice to our loyal customers for their safety and satisfaction. 
 
We have reviewed your request for reimbursement on the steering column that you had repaired.  
Although we regret that we are unable to reimburse you the full amount you requested, we are happy to 
inform you that we will reimburse you for the amount that pertains to the special coverage. We have 
enclosed a check in the amount of $399.10. 
 
At Chevrolet, our commitment to customer satisfaction is a top priority.  We hope you understand our 
position.  If you have 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 
 
 
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.
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January 12, 2011 
 

Bradenton, FL  
 
 
Service Request: 71-584214378 
Customer Relationship Specialist: Lance Evans 
 
Dear  
 
Thank you for contacting us recently regarding the special coverage notice you received for your 2005 
Chevrolet Malibu.  We apologize for any inconvenience you have experienced as a result of this special 
coverage. 
 
At Chevrolet, we believe our customers have the right to expect long-term, reliable performance from our 
products.  There are, however, many variables that affect the life of the vehicle’s parts and appearance.  
Unfortunately, there are times when we identify a motor vehicle defect and release a special coverage 
notice to our loyal customers for their safety and satisfaction. 
 
We have reviewed your request for reimbursement on the steering column that you had repaired and are 
happy to inform you that you are being reimbursed for the full amount of the repair. We have enclosed a 
check in the amount of $705.42. 
 
At Chevrolet, our commitment to customer satisfaction is a top priority.  We hope you understand our 
position.  If you have 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 
 
 
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.
 



















January 12, 2011 
 

Toledo, OH  
 
 
Service Request: 71-584247892 
Customer Relationship Specialist: Pinkie Smith 
 
Dear  
 
Thank you for contacting us recently regarding the special coverage notice you received for your 2005 
Chevrolet Malibu.  We apologize for any inconvenience you have experienced as a result of this special 
coverage. 
 
At Chevrolet, we believe our customers have the right to expect long-term, reliable performance from our 
products.  There are, however, many variables that affect the life of the vehicle’s parts and appearance.  
Unfortunately, there are times when we identify a motor vehicle defect and release a special coverage 
notice to our loyal customers for their safety and satisfaction. 
 
We have reviewed your request for reimbursement on the steering column that you had repaired and are 
happy to inform you that you are being reimbursed for the full amount of the repair. We have enclosed a 
check in the amount of $100.00. 
 
At Chevrolet, our commitment to customer satisfaction is a top priority.  We hope you understand our 
position.  If you have 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 
 
 
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.
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January 12, 2011 
 

 
Swanville, MN  
 
 
Service Request: 71-584408093 
Customer Relationship Specialist: Joey Bravo 
 
Dear  
 
Thank you for contacting us recently regarding the special coverage notice you received for your 2005 
Chevrolet Malibu.  We apologize for any inconvenience you have experienced as a result of this special 
coverage. 
 
At Chevrolet, we believe our customers have the right to expect long-term, reliable performance from our 
products.  There are, however, many variables that affect the life of the vehicle’s parts and appearance.  
Unfortunately, there are times when we identify a motor vehicle defect and release a special coverage 
notice to our loyal customers for their safety and satisfaction. 
 
We have reviewed your request for reimbursement on the steering column that you had repaired.  
Although we regret that we are unable to reimburse you the full amount you requested, we are happy to 
inform you that we will reimburse you for the amount that pertains to the special coverage.  We have 
enclosed a check in the amount of $509.62. 
 
At Chevrolet, our commitment to customer satisfaction is a top priority.  If you have 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 
 
 
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 30, 2010 
 

Janesaw, WI   
 
Service Request: 71-555510918 
Customer Relationship Specialist: Kevin Wallace 
 
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 1G2ZF55B264  is for the following: 
 

• 12 months or  12,000 miles, whichever occurs first, beginning on September 29, 2007 
and ending on September 29, 2008 and begins with 42,470 and ends with 54,470 
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/�


RFS 6224 
Revised 8/02/2007 

Privileged and Confidential Information 
 

BRC ADR - CASE ASSESSMENT 
 

By: PAULO M. SALVADOR State: VIRGINIA Thursday, January 13, 2011 
 

 
Customer Name:   

 
Service Request: 
 71-584475768 

BBB Case No.:  
CHV0761013 

 
Vehicle ID No.:  
1G1ZT51866F

In Service Date: 
{mm/dd/yy} 

Vehicle is: 
 USED 

BAC Code:  
 {Selling Dealer} 

Year, Make & Model: 2006 CHEVROLET MALIBU 
Mileage at Time of BBB Filing 58,000+  MILES 

Vehicle Purchased Used on: {mm/dd/yy}  
at odometer 24,000+ miles 

 
Lien holder:   GMAC     Other : {Name} 

Sale Type:  
 Purchase   Lease   Other  : {Type} 

 
DVM Name: NOT APPLICABLE 

 
CAM Name: {Name} 

 
NODE Mailbox/Cell#: NOT APPLICABLE 

 
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: 
     

                    
 

 {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 NEVER BEEN INVOLVED IN AN ACCIDENT:    YES/NO 
IF YES, THE REPAIR ORDERS MUST BE ATTACHED. 

 
 Other 

       

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

                              
 

THE STATE LEMON LAW READS: 
Days out of service:  30 business days out of service 
Repairs: 4 repair attempts 
Time period: Express warranty period or 1 year, whichever is first. 
Does Lemon Law state nonconformity must continue to exist? YES 

arlene.thomas-randol
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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     YES / NO   
 

PERTINENT FACTS FROM PREVIOUS SRs WHICH RELATE TO YOUR EVALUATION 
Concern: {TEXT} 
Date & Offer/Result: {TEXT} 

 
RECOMMENDATION AND RATIONALE 

Reminder: Take into consideration:  
• 1) DVM/Service Manager insight  
• 2) if there are any un-repaired defects, or;  
• 3) Are the problems alone or cumulatively a “substantial impairment” of the vehicle’s use, value or safety. 

 
CUST seeks:  Customer is looking to get the vehicle repaired. 
 
DVM states:  
 
SM states: HALL CHEVROLET - Service Manager - Jack Doherty – Vehicle has no codes, and they just can’t seem to find 
the problem. CUST has an extended warranty on the vehicle and they replaced the steering column and steering motor 
and the DLR covered that.  Central warranty is an in house coverage through the dealer.  DLR did cover the cost of some 
items and at this time they cannot find the problem and advised that they will cover the rental as well but it’s being cut 
off at this point. 
 
CRS rationale: CRS explained to the CUST that I have spoken to the SM and he advised that they just cannot seem to 
duplicate the problem.  They advised that they have not been able to find any codes or anything that would assist in 
correcting the concern and advised that they have already put over 55 miles test driving the vehicle.  Until they duplicate 
the problem there really is nothing more that can be done at this time.  CUST advised that she is confused with what her 
options are.  No one can seem to fix the vehicle and all she wants is to have the vehicle repaired.  Feels that it’s a safety 
issue.  CRS agreed that its a safety issue but until the dealer diagnosis the concern there really is nothing that can be 
done.  Advised that maybe she could call the dealer and request if a Recorder may assist with finding the source of the 
problem.  Sure that the dealer has thought of that but never hurts to ask.  Until the issue is duplicated there is nothing 
more that can be done.  Advised to call me again once the vehicle acts up. 
 
 
 
CRS FINAL OFFER: REPAIR DATE: 12/17/07 CUST: {Accepted / Declined} 

Goodwill: NONE Attorney Fees (if applicable): ${Amount} 

 
TEAM LEAD APPROVING:  KIM SINCLAIR/BRIDGET CAZABON Date: Thursday, January 13, 2011 

 







 
 
 

 
 
 
 

GENERAL MOTORS BUSINESS RESOURCE CENTER  

 

 
 
 
Fax 

To: Attention: Service Manager - Jack Doherty 
HALL CHEVROLET   BAC 221822 
3412 WESTERN BRANCH BLD 
CHESAPEAKE, VA  23321-5108 
757-233-8120 

From: Paulo M. Salvador 
GM Business Resource Center 
tel. 1-866-790-5600 x11824 
fax. 1-866-597-4470 
paulo_salvador@gmexpert.com 

Fax: (757) 483-9260 Fax: 866-597-4470 

Phone:  Pages:  

Subject: Request for Documentation Date: Thursday, January 13, 2011 

Comments: Your assistance in obtaining this information is appreciated, and will assist in the General Motors BRC 
complete all required documentation and forms to address the BBB claim that the customer has recently 
filed against General Motors.  Thank you again for all your assistance and a prompted reply. 

 



 
 
 

 
 
 
 

GENERAL MOTORS BUSINESS RESOURCE CENTER  

 

 
VIA FAX ONLY 

 
Thursday, January 13, 2011 
 
   
Attention: Service Manager - Jack Doherty  
HALL CHEVROLET   BAC 221822 
3412 WESTERN BRANCH BLD 
CHESAPEAKE, VA  23321-5108 
757-233-8120 
                                                                           
Re: 
 Siebel Request: 71-584475768 
 1ZT69 -2006 MALIBU SEDAN 2LT 
 VIN # 1G1ZT51866F
 
Dear Attention: Service Manager - Jack Doherty: 
 
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, 
 
 
 
Mr. Paulo M. Salvador 
GM BRC Customer Relationship Specialist 
Ph# 866-790-5600, prompt 9, prompt 5, extension 11824 
FAX# 866-597-4470 
paulo_salvador@gmexpert.com
 



RCMPR010               VEHICLE DELIVERY/INCENTIVE HISTORY             12/09/06
                       PROCESSING SOURCE: CHEVROLET                   12:52:23
                                                               PAGE:         1

VIN: 1GCHK232X 6F           SELLG SCE: 13   MDL YR: 06   ORD NO: JJMD1J

ODATE: 07/30/05 ORDER FAN:           OTYPE: 070  DLVY SS/SITE CD:    13  47585
DDATE: 10/21/05  DLVY FAN:           DTYPE: 010  SRVC TYPE:     MILEAGE:

DLVY DOE:  10/24/05  ORDER BY:
CANC:
CANC DOE:
TRADE:     10/19/05  DLVY TO:  MT RYZCEK
TRD DOE:   10/19/05            E6840 N. DEWEY AVE
SRVC IN:                       REEDSBURG                      WI 53959
SRVC OUT:            CANC SRVC IN:
BFSO ORD DT:               BFSO CUST:
PRICE ASSUR DT:            PRICE ASSUR RT:

                                 --INCENTIVES--

CODE  PAY  SS/SITE   INV/INC NO      DATE     AMOUNT      MTHD  DLR SHR    STAT
 CNC   01  13 47585  00029065631   10/25/05   2,500.00     OA       0.00     9

PROCESS TYPE:   001  CHECK NO:                   SSN:
DATA SCE:      DLR   INC MEMO NO: 00029065631    AUTH PUR CD:
MISC DATE: 10/21/05  MISC:
POLICY PYMT CMNT:                                          ACTV TYPE: 6

CODE  PAY  SS/SITE   INV/INC NO      DATE     AMOUNT      MTHD  DLR SHR    STAT
 FFC   01  13 47585  00029065631   10/25/05      61.32     OA       0.00     9

PROCESS TYPE:   001  CHECK NO:                   SSN:
DATA SCE:      DLVY  INC MEMO NO: 00029065631    AUTH PUR CD:
MISC DATE:           MISC:
POLICY PYMT CMNT:                                          ACTV TYPE: 6

CODE  PAY  SS/SITE   INV/INC NO      DATE     AMOUNT      MTHD  DLR SHR    STAT
 GCB   01  13 47585  00029065631   10/25/05   1,000.00     OA       0.00     9

PROCESS TYPE:   001  CHECK NO:                   SSN:
DATA SCE:      DLR   INC MEMO NO: 00029065631    AUTH PUR CD:
MISC DATE: 10/21/05  MISC:
POLICY PYMT CMNT:                                          ACTV TYPE: A

CODE  PAY  SS/SITE   INV/INC NO      DATE     AMOUNT      MTHD  DLR SHR    STAT
 GNG   01  13 47585  PER C-E       01/14/06   1,000.00     OP       0.00     9

PROCESS TYPE:   004  CHECK NO:                   SSN:
DATA SCE:      BARS  INC MEMO NO: PER C-E        AUTH PUR CD:
MISC DATE:           MISC: INC - GAS CARD SENT TO CUSTOMER      JAM
POLICY PYMT CMNT:                                          ACTV TYPE: A



RCMPR010               VEHICLE DELIVERY/INCENTIVE HISTORY             12/09/06
                       PROCESSING SOURCE: CHEVROLET                   12:52:23
                                                               PAGE:         2

VIN: 1GCHK232X 6F           SELLG SCE: 13   MDL YR: 06   ORD NO: JJMD1J

CODE  PAY  SS/SITE   INV/INC NO      DATE     AMOUNT      MTHD  DLR SHR    STAT
 GNH   01  13 47585  00029360150   12/16/05       0.00     OA       0.00     9

PROCESS TYPE:   001  CHECK NO:                   SSN:
DATA SCE:      BARS  INC MEMO NO: 00029360150    AUTH PUR CD:
MISC DATE:           MISC: INC-RESUBMIT #110 ERROR/C. FINEGAN  JAM
POLICY PYMT CMNT:                                          ACTV TYPE: 6



2006 SILVERADO LT3 2500HD 4WD CREW           CHEVROLET MOTOR DIVISION
50U  SUMMIT WHITE                   /V8D     GENERAL MOTORS CORPORATION
692  DARK CHARCOAL                           100 RENAISSANCE CENTER
ORDER NO. JJMD1J/TRE      STOCK NO.          DETROIT      MI  48243-1114
VIN 1GC HK23 2X 6F                      VEHICLE INVOICE 1OD80954646
***************************************************************13*04843S
MODEL & FACTORY OPTIONS               MSRP    INV AMT  RETAIL - STOCK
CK25743 SILVERADO LT3 2500HD 4WD  40005.00   35404.43  INVOICE 09/09/05
C6W GVW RATING - 9,200 LBS             N/C        N/C  SHIPPED 09/09/05
DPN CAMPER MIRROR WITH CONVEX GLASS  55.00      45.65  EXP I/T 09/22/05
     (REPLACES OPT/PKG MIRROR)                         INT COM 09/22/05
FE9 50-STATE EMISSIONS                 N/C        N/C  PRC EFF 09/09/05
GT4 REAR AXLE - 3.73 RATIO             N/C        N/C  KEYS S735A S735A
MW7 ALLISON 6 SPD AUTOMATIC TRANS     0.00       0.00  WFP-S QTR  OPT-1
NZZ OFF ROAD - SKID PLATES           95.00      78.85  BANK: WELLS FARGO
PDB ONSTAR PLUS PACKAGE:           1020.00     846.60  CHG-TO    04-843
    * ONSTAR SERVICE: INCLUDES                         SHIP-TO   04-071
      1 YEAR SAFE & SOUND PLAN                         KEYES CHEVROLET,
    * XM SATELLITE RADIO - SERVICE                     MENOMONIE      WI
      FEE EXTRA. 1ST 3 MONTHS INCL.
PDN HEAVY DUTY POWER PACKAGE:      6805.00    5648.15  SHIP WT:  6670
     DURAMAX DIESEL 6600 V8 ENGINE                     HP:       52.7
      310 HP, 605 LB - FT TORQUE                       GVWR:     9200
     ALLISON 6 SPD AUTOMATIC TRANS                     GAWR.FT:  4670
     LOCKING DIFFERENTIAL-REAR AXLE                    GAWR.RR:  6084
QIW LT245/75R16/E OOR BW TIRES       55.00      45.65  GMS:     41150.28
SAF SPARE TIRE LOCK                  15.00      12.45  SUPPLR:  42998.67
UY2 CAMPER/5TH WHEEL TRAILER WIRING  35.00      29.05  MRM:     49225.00
      PROVISIONS                                       NTR: 3/4
V10 DIESEL ENGINE WINTER COVER       55.00      45.65  DAN:      7-30
Z82 HD TRAILERING EQUIPMENT         210.00     174.30  MEMO     2300.00
1SZ HEAVY DUTY POWER PKG. DISCOUNT  850.00-    705.50-
3LT LT3 DECOR INCLUDES:                N/C        N/C
    * 10 WAY POWER HEATED BUCKET
      SEATS WITH DRIVER MEMORY
    * LEATHER APPOINTED SEATING
      SURFACES
    * OSRV MIRRORS W/DRIVER SIDE
      AUTO DIMMING, PWR FOLD & ADJ.
      HEAT, TILT & TURN SIGNAL
    * AUTOMATIC AIR CONDITIONING
    * TINTED GLASS
    * FRONT FOG LAMPS
    * REDUNDANT RADIO CONTROLS
    * POWER LOCKS & WINDOWS
    * REMOTE KEYLESS ENTRY WITH
      CONTENT THEFT ALARM
    * ISRV MIRROR W/COMPASS & TEMP
    * LEATHER WRAPPED STEERING WHL
    * ELECTRONIC SHIFT TRANSFER
      CASE

** CONTINUED ON PAGE  2 **

VILLAGE CHEVROLET CO.



2006 SILVERADO LT3 2500HD 4WD CREW           CHEVROLET MOTOR DIVISION
50U  SUMMIT WHITE                   /V8D     GENERAL MOTORS CORPORATION
692  DARK CHARCOAL                           100 RENAISSANCE CENTER
ORDER NO. JJMD1J/TRE      STOCK NO.          DETROIT      MI  48243-1114
VIN 1GC HK23 2X 6F                      VEHICLE INVOICE 1OD80954646
***************************************************************13*04843S
MODEL & FACTORY OPTIONS               MSRP    INV AMT  RETAIL - STOCK
** CONTINUED FROM PAGE  1 **

TOTAL MODEL & OPTIONS              47500.00  41625.28  ACT 237 41075.28
DESTINATION CHARGE                   875.00    875.00  H/B 261  1425.00
LAM DEALER CONTRIBUTION                        475.00  ADV 261   475.00
LAM GROUP CONTRIBUTION                         237.50  EXP 65A   237.50

TOTAL                              48375.00  43212.78  PAY 310 43212.78
MEMO: TOTAL LESS HOLDBACK AND
      APPROX WHOLESALE FINANCE CREDIT        41187.70
***********************************************************************
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.
***********************************************************************

VILLAGE CHEVROLET CO.





























RFS 6224 
Revised 8/02/2007 

Privileged and Confidential Information 
 

BRC ADR - CASE ASSESSMENT 
 

By: PAULO M. SALVADOR State: VIRGINIA Thursday, January 13, 2011 
 

 
Customer Name:   

 
Service Request: 
 71-584475768 

BBB Case No.:  
CHV0761013 

 
Vehicle ID No.:  
1G1ZT51866F

In Service Date: 
9/17/2005 

Vehicle is: 
 USED 

BAC Code:  
 {Selling Dealer} 

Year, Make & Model: 2006 CHEVROLET MALIBU 
Mileage at Time of BBB Filing 58,000+  MILES 

Vehicle Purchased Used on: {mm/dd/yy}  
at odometer 24,000+ miles 

 
Lien holder:   GMAC     Other : {Name} 

Sale Type:  
 Purchase   Lease   Other  : {Type} 

 
DVM Name: NOT APPLICABLE 

 
CAM Name: {Name} 

 
NODE Mailbox/Cell#: NOT APPLICABLE 

 
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: 
     

09/20/07 244878 1 50,000 Customer states power steering got stiff and began to vibrate 
intermittently, and now there is no power steering at all.  Diagnosed and 
checked.  Power steering was fine when vehicle was driven into lane this 
morning.  Extensive diagnosis time completed and found that needed a 
new steering column.  No repairs completed at this time as customer 
refused to complete. 

11/06/07 247954  52,868 Customer states while driving power steering became inoperative after 
restarting later power steering working but grinding during turns.  
Diagnosed and checked.  Checked for poor steering in the rack.  Removed 
and replaced power steering rack to correct.  Correction completed and no 
repairs completed at this time. 

 
VERIFIED WITH CUSTOMER IF THE VEHICLE HAS NEVER BEEN INVOLVED IN AN ACCIDENT:    YES/NO 
IF YES, THE REPAIR ORDERS MUST BE ATTACHED. 

 
THE STATE LEMON LAW READS: 

Days out of service:  30 business days out of service 
Repairs: 4 repair attempts 
Time period: Express warranty period or 1 year, whichever is first. 
Does Lemon Law state nonconformity must continue to exist? YES 
If applicable, safety-related repairs {# of repair attempts} 
Safety-related time period {# of months} / {# of miles} 
 
Number of repair attempts in the presumption period: {# 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     YES / NO   

 
PERTINENT FACTS FROM PREVIOUS SRs WHICH RELATE TO YOUR EVALUATION 

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

 
RECOMMENDATION AND RATIONALE 

Reminder: Take into consideration:  
• 1) DVM/Service Manager insight  
• 2) if there are any un-repaired defects, or;  
• 3) Are the problems alone or cumulatively a “substantial impairment” of the vehicle’s use, value or safety. 

 
CUST seeks:  Customer is looking to get the vehicle repaired. 
 
DVM states: No DVM reply on claim 
 
SM states: HALL CHEVROLET - Service Manager - Jack Doherty – Vehicle has no codes, and they just can’t seem to find 
the problem. CUST has an extended warranty on the vehicle and they replaced the steering column and steering motor 
and the DLR covered that.  Central warranty is an in house coverage through the dealer.  DLR did cover the cost of some 
items and at this time they cannot find the problem and advised that they will cover the rental as well but it’s being cut 
off at this point. 
 
CRS rationale: CRS explained to the CUST that I have spoken to the SM and he advised that they just cannot seem to 
duplicate the problem.  They advised that they have not been able to find any codes or anything that would assist in 
correcting the concern and advised that they have already put over 55 miles test driving the vehicle.  Until they duplicate 
the problem there really is nothing more that can be done at this time.  CUST advised that she is confused with what her 
options are.  No one can seem to fix the vehicle and all she wants is to have the vehicle repaired.  Feels that it’s a safety 
issue.  CRS agreed that its a safety issue but until the dealer diagnosis the concern there really is nothing that can be 
done.  Advised that maybe she could call the dealer and request if a Recorder may assist with finding the source of the 
problem.  Sure that the dealer has thought of that but never hurts to ask.  Until the issue is duplicated there is nothing 
more that can be done.  Advised to call me again once the vehicle acts up.  CRS keeping case open until claim closed by 
BBB ineligible or as referral for customer satisfaction. 
 
CRS FINAL OFFER: REPAIR DATE: 12/17/07 CUST: NOT APPLICABLE 

Goodwill: NONE Attorney Fees (if applicable): ${Amount} 

 
TEAM LEAD APPROVING:  KIM SINCLAIR/BRIDGET CAZABON Date: Thursday, January 13, 2011 
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January 13, 2011 
 

 
 

MT Morris, MI  
 
 
Service Request: 71-584523646 
Customer Relationship Specialist: Mark Smith 
 
Dear 
 
Thank you for contacting us recently regarding the special coverage notice you received for your 
2005 Chevrolet Malibu MAXX.  We apologize for any inconvenience you have experienced as a 
result of this special coverage. 
 
At Chevrolet, we believe our customers have the right to expect long-term, reliable performance 
from our products.  There are, however, many variables that affect the life of the vehicle’s parts 
and appearance.  Unfortunately, there are times when we identify a motor vehicle defect and 
release a special coverage notice to our loyal customers for their safety and satisfaction. 
 
We have reviewed your request for reimbursement on the steering column that you had repaired.  
We regret that we are unable to reimburse you the amount you requested because the conditions 
exhibited by the vehicle did not reflect the symptoms specified in the special coverage letter. 
 
At Chevrolet, our commitment to customer satisfaction is a top priority.  We hope you 
understand our position.  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
 















 
January 13, 2011 
 
 

 
Muskegon, MI   
 
Service Request:  71-584526772 
Customer Relationship Specialist: Jimmy Johnson/ CAC/ BA 
 
Dear    
 
Enclosed is the GM Product Special Coverage Customer Reimbursement Claim Form.  
Please complete the form in its entirety and return it to the address listed on the bottom of 
the form.  We will be happy to review your request for reimbursement on the steering loss 
of power that you had repaired once we have received this completed form. 
 
 
If you have any future questions, please feel free to contact our Pontiac Customer 
Assistance Center at 1-800-204-0261 Monday through Friday between 8:00 a.m. and 11:00 
p.m., Eastern Time.  Please refer to your service request number above and any of our 
Customer Relationship Managers will be happy to assist you. 
 
Sincerely,  
 
Pontiac Customer Assistance Center 
 
 

 
 

 
 

 
 
 
 
 
 
 
 
 
 
 
 

 



GENERAL MOTORS 
PRODUCT SPECIAL COVERAGE CUSTOMER REIMBURSEMENT PROCEDURE 

 
 
If you have paid to have this special coverage condition corrected before December 2007, you may 
be eligible to receive reimbursement. 
 
Requests for reimbursement may include parts, labor, fees and taxes.  Reimbursement may be 
limited to the amount the repair would have cost if completed by an authorized General Motors 
dealer. 
 
Your claim will be acted upon within 60 days of receipt. 
 
If your claim is: 

• Approved, you will receive a check from General Motors,   
 

• Denied, you will receive a letter from General Motors with the reason(s) for the denial, or  
 

• Incomplete, you will receive a letter from General Motors identifying the documentation 
that is needed to complete the claim and offered the opportunity to resubmit the claim when 
the missing documentation is available. 

 
Please follow the instructions on the Claim Form provided on the reverse side to file a claim for 
reimbursement.  If you have questions about this reimbursement procedure, please call the toll-free 
telephone number provided at the bottom of the form.  If you need assistance with any other 
concern, please contact the appropriate Customer Assistance Center at the telephone number listed 
below: 
 

 
Division 

 
Number 

Deaf, Hearing Impaired 
or Speech Impaired * 

Buick 1-800-521-7300 1-800-832-8425 
Cadillac 1-800-458-8006 1-800-833-2622 

Chevrolet 1-800-222-1020 1-800-833-2438 
GMC 1-800-462-8782 1-800-462-8583 

Pontiac 1-800-762-2737 1-800-833-7668 
Oldsmobile 1-800-442-6537 1-800-833-6537 

Hummer 1-866-486-6376  
Virgin Islands 1-800-496-9994  

GMICT 1-800-862-4389  
Puerto Rico – English 1-800-496-9992  
Puerto Rico – Español 1-800-496-9993  

  * Utilizes Telecommunication Devices for the Deaf/Text Telephones (TDD/TTY) 
 
 
 

 
GENERAL MOTORS 



PRODUCT SPECIAL COVERAGE CUSTOMER REIMBURSEMENT CLAIM FORM 
 

THIS SECTION TO BE COMPLETED BY CLAIMANT 
 
Date Claim Submitted:  ____________________ 
 
Vehicle Identification Number (VIN):________________________________________ 
 
Mileage at Time of Repair: _________________Date of Repair: _____________________ 
 
Claimant Name (please print):______________________________________________ 
 
Street  Address or PO Box Number:_________________________________________ 
 
City: _________________________ State: __________ ZIP Code____________  
 
Daytime Telephone Number (include Area Code):____________________________ 
 
Evening Telephone Number (include Area Code):____________________________ 
 
Amount of Reimbursement Requested: $____________________ 
 

THE FOLLOWING DOCUMENTATION MUST ACCOMPANY THIS CLAIM FORM 
 

Original or clear copy of all receipts, invoices and/or repair orders that show: 
 
• The name and address of the person who paid for the repair. 
• The Vehicle Identification Number (VIN) of the vehicle that was repaired. 
• What problem occurred, what repair was done, when it was done and who did it. 
• The total cost of the repair expense that is being claimed. 
• Payment for the repair in question and the date of payment. 
               (copy of front and back of cancelled check, or copy of credit card receipt) 
 
My signature to this document attests that all attached documents are genuine and I request 
reimbursement for the expense I incurred for the repair covered by this recall. 
 
Claimant’s Signature: ________________________________________________________ 
 
 

Please mail this claim form and the required documents to: 
 

General Motors Corporation 
P.O. Box 33170 

Detroit, MI 48232-5170 
 

All recall reimbursement questions should be directed to the following number: 
1-800-204-0261

 



January 13, 2011 

Muskegon, MI 
 
 
Service Request: 71-584526772 
Customer Relationship Specialist: Diana Smith 
 
Dear  
 
Thank you for contacting us recently regarding the special coverage notice you received for your 2005 
Pontiac G6.  We apologize for any inconvenience you have experienced as a result of this special 
coverage. 
 
At Pontiac, we believe our customers have the right to expect long-term, reliable performance from our 
products.  There are, however, many variables that affect the life of the vehicle’s parts and appearance.  
Unfortunately, there are times when we identify a motor vehicle defect and release a special coverage 
notice to our loyal customers for their safety and satisfaction. 
 
We have reviewed your request for reimbursement on the steering column that you had repaired and are 
happy to inform you that you are being reimbursed for the full amount of the repair. We have enclosed a 
check in the amount of $100.00. 
 
At Pontiac, our commitment to customer satisfaction is a top priority.  We hope you understand our 
position.  If you have future questions, feel free to contact our Pontiac Customer Assistance Center at 1-
800-762-2737 Monday through Friday between 8:00 a.m. and 11:00 p.m., Eastern Time.  Please refer to 
your service request number above and any of our Customer Relationship Specialists will be happy to 
assist you. 
 
Sincerely,  
 
Pontiac Customer Assistance Center 
 
 
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/�












January 13, 2011 
 

Beloit, WI  
 
 
Service Request: 71-584705437 
Customer Relationship Specialist: Reggie Militech 
 
Dear : 
 
Thank you for contacting us recently regarding the special coverage notice you received for your 2005 
Chevrolet Malibu.  We apologize for any inconvenience you have experienced as a result of this special 
coverage. 
 
At Chevrolet, we believe our customers have the right to expect long-term, reliable performance from our 
products.  There are, however, many variables that affect the life of the vehicle’s parts and appearance.  
Unfortunately, there are times when we identify a motor vehicle defect and release a special coverage 
notice to our loyal customers for their safety and satisfaction. 
 
We have reviewed your request for reimbursement on the steering column that you had repaired and are 
happy to inform you that you are being reimbursed for the full amount of the repair. We have enclosed a 
check in the amount of $721.33. 
 
At Chevrolet, our commitment to customer satisfaction is a top priority.  We hope you understand our 
position.  If you have 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 
 
 
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.
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January 13, 2011 
 

Sanford, FL   
 
 
Service Request: 71-584923097 
Customer Relationship Specialist: Wendy Saunders 
 
Dear  
 
Thank you for contacting us recently regarding the special coverage notice you received for your 
2005 Pontiac G6.  We apologize for any inconvenience you have experienced as a result of this 
special coverage. 
 
At Pontiac, we believe our customers have the right to expect long-term, reliable performance 
from our products.  There are, however, many variables that affect the life of the vehicle’s parts 
and appearance.  Unfortunately, there are times when we identify a motor vehicle defect and 
release a special coverage notice to our loyal customers for their safety and satisfaction. 
 
We have reviewed your request for reimbursement on the ignition switch and fuse block that you 
had repaired.  We regret that we are unable to reimburse you the amount you requested because 
the parts replaced are not the parts covered by this special coverage.  
 
At Pontiac, our commitment to customer satisfaction is a top priority.  We hope you understand 
our position.  If you have any future questions, feel free to contact our Pontiac Customer 
Assistance Center at 1-800-762-2737 Monday through Friday between 8:00 a.m. and 11:00 p.m., 
Eastern Time.  Please refer to your service request number above and any of our Customer 
Relationship Specialists will be happy to assist you. 
 
Sincerely,  
 
Pontiac Customer Assistance Center 
 



 
 
 
 
 
 
       
Issued by: Certificate No. 1G1ZU548X5F
Chevrolet   
 
Issue Date: January 13, 2011  
 
Issued exclusively for: 
  
 Palm Beach Gardens, FL 
 
Valid through: December 21, 2008 
 
Amount: Two Thousand  Dollars and Zero Cents 
 ****$2,000.00**** 
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January 13, 2011 
 
 

 
 

Palm Beach Gardens, FL 
 
Service Request: 71-584939475 
Customer Relationship Specialist: Greg Cafferata 
 
Dear  
 
Thank you for your recent inquiry.  We are sorry you have experienced concerns with your 2005 
Chevrolet Malibu.  Customer satisfaction is a top priority for us at Chevrolet. 
 
Confirming our conversation regarding your Chevrolet, vehicle identification number, 
1G1ZU548X5F enclosed is the Owner Loyalty Certificate for the amount of $2,000.00.  
This certificate is valid through December 21, 2008, towards the purchase, SmartLease or 
SmartBuy of a new, unused Chevrolet.  This certificate may be used in addition to any other 
retail purchase incentive programs available at the time of purchasing a new vehicle. 
 
We are proud you made Chevrolet your choice when you purchased your 2005 Chevrolet Malibu 
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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January 13, 2011 
 

 

Trinity, NC  27370-7711 
 
 
Service Request: 71-584955429 
Customer Relationship Specialist: CJ Parker 
  
Dear  
 
Thank you for contacting us recently regarding the special coverage notice you received for your 
2005 Pontiac G6.  We apologize for any inconvenience you have experienced as a result of this 
special coverage. 
 
At Pontiac, we believe our customers have the right to expect long-term, reliable performance 
from our products.  There are, however, many variables that affect the life of the vehicle’s parts 
and appearance.  Unfortunately, there are times when we identify a motor vehicle defect and 
release a special coverage notice to our loyal customers for their safety and satisfaction. 
 
We have reviewed your request for reimbursement on the steering column that you had repaired.  
We regret that we are unable to reimburse you the amount you requested because the part 
replaced is not the part covered by this special coverage. 
 
At Pontiac, our commitment to customer satisfaction is a top priority.  We hope you understand 
our position.  If you have any future questions, feel free to contact our Pontiac Customer 
Assistance Center at 1-800-762-2737 Monday through Friday between 8:00 a.m. and 11:00 p.m., 
Eastern Time.  Please refer to your service request number above and any of our Customer 
Relationship Specialists will be happy to assist you. 
 
Sincerely,  
 
Pontiac Customer Assistance Center
 



















January 13, 2011 
 

Thornton, AR 
 
 
Service Request: 71-584969533 
Customer Relationship Specialist: Jim Goldberg 
 
Dear :   
 
We received your request for reimbursement of the special coverage repairs you had performed on 
your 2005 Pontiac G6.  Unfortunately, our attempts to contact you have been unsuccessful.  
Additional documentation is required in order to process your reimbursement.  
 
Please submit the following to:  
 
 Pontiac 
 P.O. Box 33172 
 Detroit, MI 48232-5172 
 

• Original or clear copy of the repair order/customer receipt(s) as proof that the steering 
column has been replaced/repaired even if it was done for free since you already sent us 
the invoice for the diagnosis.  Please make a photocopy for your records. 

 
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. 
 
As soon as we receive all of the information, we will continue to review your request. 
 
Sincerely,  
 
Pontiac Customer Assistance Center
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January 13, 2011 
 

Thornton, AR 
 
 
Service Request: 71-584969533 
Customer Relationship Specialist: Jim Goldberg 
 
Dear  
 
Thank you for contacting us recently regarding the special coverage notice you received for your 2005 
Pontiac G6.  We apologize for any inconvenience you have experienced as a result of this special 
coverage. 
 
At Pontiac, we believe our customers have the right to expect long-term, reliable performance from our 
products.  There are, however, many variables that affect the life of the vehicle’s parts and appearance.  
Unfortunately, there are times when we identify a motor vehicle defect and release a special coverage 
notice to our loyal customers for their safety and satisfaction. 
 
We have reviewed your request for reimbursement on the steering column that you had repaired and are 
happy to inform you that you are being reimbursed for the full amount of the diagnosis charge. We have 
enclosed a check in the amount of $81.37. 
 
At Pontiac, our commitment to customer satisfaction is a top priority.  We hope you understand our 
position.  If you have future questions, feel free to contact our Pontiac Customer Assistance Center at 1-
800-762-2737 Monday through Friday between 8:00 a.m. and 11:00 p.m., Eastern Time.  Please refer to 
your service request number above and any of our Customer Relationship Specialists will be happy to 
assist you. 
 
Sincerely,  
 
Pontiac Customer Assistance Center 
 
 
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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January 13, 2011 
 

 

Conley, GA  
 
 
Service Request: 71-584983233 
Customer Relationship Specialist: John Schnitzer 
 
Dear  
 
Thank you for contacting us recently regarding the special coverage notice you received for your 2005 
Chevrolet Malibu.  We apologize for any inconvenience you have experienced as a result of this special 
coverage. 
 
At Chevrolet, we believe our customers have the right to expect long-term, reliable performance from our 
products.  There are, however, many variables that affect the life of the vehicle’s parts and appearance.  
Unfortunately, there are times when we identify a motor vehicle defect and release a special coverage 
notice to our loyal customers for their safety and satisfaction. 
 
We have reviewed your request for reimbursement on the power steering issue that you had repaired and 
are happy to inform you that you are being reimbursed for the full amount of the repair. We have enclosed 
a check in the amount of $100.00. 
 
At Chevrolet, our commitment to customer satisfaction is a top priority.  We hope you understand our 
position.  If you have 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 
 
 
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. 
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January 13, 2011 
 

Stroudsburg, PA  
 
 
Service Request: 71-585008149 
Customer Relationship Specialist: Anne Parks 
 
Dear  
 
Thank you for contacting us recently regarding the special coverage notice you received for your 2005 
Pontiac G6.  We apologize for any inconvenience you have experienced as a result of this special 
coverage. 
 
At Pontiac, we believe our customers have the right to expect long-term, reliable performance from our 
products.  There are, however, many variables that affect the life of the vehicle’s parts and appearance.  
Unfortunately, there are times when we identify a motor vehicle defect and release a special coverage 
notice to our loyal customers for their safety and satisfaction. 
 
We have reviewed your request for reimbursement on the steering column that you had repaired and are 
happy to inform you that you are being reimbursed for the full amount of the repair. We have enclosed a 
check in the amount of $100.00. 
 
At Pontiac, our commitment to customer satisfaction is a top priority.  We hope you understand our 
position.  If you have future questions, feel free to contact our Pontiac Customer Assistance Center at        
1-800-762-2737 Monday through Friday between 8:00 a.m. and 11:00 p.m., Eastern Time.  Please refer to 
your service request number above and any of our Customer Relationship Specialists will be happy to 
assist you. 
 
Sincerely,  
 
Pontiac Customer Assistance Center 
 
 
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.
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 Vehicle Brand: Chevrolet                                     Model       Malibu  
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Inspector EDWARD J LAPOSTA Number of Rolls  DIGITAL 
 
Roll Number DIGITAL 
 
Neg.#  Description 
     
    1. 1 VIN LABEL 
    2. 2 ODOMETER 
    3. 3 FRONT EXTERIOR 
    4. 4 LF EXTERIOR 
    5. 5 L EXTERIOR 
    6. 6 LR EXTERIOR 
    7. 7 REAR EXTERIOR 
    8. 8 RR EXTERIOR 
    9. 9 R EXTERIOR 
   10. 10 RF EXTERIOR 
   11. 11 INTERIOR-LEFT FRONT 
   12. 12 INTERIOR- LEFT REAR 
   13. 13 INTERIOR-RIGHT FRONT 
   14. 14 INTERIOR-RIGHT REAR 
   15. 15 STEERING WHEEL 
   16. 16 DASH-RIGHT 
   17. 17 FRONT SEAT BACKS 
   18. 18 ACCELERATOR AND BRAKE PEDALS 
   19. 19 DASH-CENTER 
   20. 20 TIRE AND WHEEL-LEFT FRONT 
   21. 21 TIRE AND WHEEL-LEFT FRONT 
   22. 22 ENGINE-CENTER 
   23. 23 ENGINE-LEFT 
   24. 24 ENGINE-RIGHT 
   25. 25 UNDER CARRIAGE-REAR 
   26. 26 BRAKE MASTER CYLINDER 
   27, 27 BRAKE MASTER CYLINDER CAP 
   28. 28 FUSE PANEL-ENGINE COMPARTMENT 
   29. 29 LEFT FRONT DOOR  
   30. 30 LEFT REAR DOOR 
   31. 31 LEFT FRONT DOOR-INTERIOR 
   32. 32 LEFT FRONT DOOR  
   33. 33 RIGHT FRONT SUSPENSION 
   34. 34 LEFT FRONT SUSPENSION 
   35. 35 UNDER CARRIAGE-FRONT 
   36. 36 STEERING SHAFT 
   37. 37 RIGHT REAR SUSPENSION 

38 LEFT REAR SUSPENSION 
39 CONTROL ARM-LEFT FRONT  
40 CONTROL ARM-RIGHT FRONT 
41 STEERING GEAR 
42 TIRE AND LOADING LABEL 
43 AXLE-RIGHT FRONT 
44 AXLE-LEFT FRONT 
45 TIRE AND WHEEL-LEFT FRONT 
46 TIRE AND WHEEL-LEFT FRONT 
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47 TIRE AND WHEEL-LEFT FRONT 
48 TIRE AND WHEEL-LEFT FRONT-INNER 
49 WHEEL-LEFT FRONT 
50 TIRE-LEFT FRONT 
51 TIRE-LEFT FRONT-INNER 
52 TIRE TREAD-LEFT FRONT 
53 TIRE AND WHEEL-LEFT FRONT 
54 LEFT FRONT FENDER 
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                                                          PRELIMINARY INSPECTION 
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 Customer’s Name:   Inspection Date:             10/4/2007 
 Vehicle Brand: Chevrolet                                                    Model: Malibu  
 File # 71-558097965                                                   VIN:  1G1ZT51F06F
 
  

Confidential GM/PAR  Rev  04-19-2004 

 Mileage at Inspection: 34186  Inspection Location: Bobb Chevrolet 
     567 E Livingston Ave, Columbus, OH  43215 
                Phone: 614-228-4567 
 
Inspector's phone number: 740-632-0875           Inspected By: EDWARD J LAPOSTA 
       
Section 1                                             INSPECTION SUMMARY  

BRIEFLY Describe the customer’s ALLEGATION below:    
Driver/Owner states the following: I was traveling west on I 70, Columbus, OH at 65MPH, I lost 
control of my vehicle, veered off the left side of the road and hit the center concrete divider barrier. 
  
Following the inspection, summarize the facts and observations: (Additional cmts may be placed in section 9)  
 
The front bumper cover paint is scraped from the left front corner to the left front wheel well. The left front fender 
is dented in 2 inches at the belt line along the entire length of the fender. The left front door skin is peeled back 
from the front edge to the middle of the door and dented in 4 inches from the mid point of the door along the belt 
line (photo 5). The left rear door paint is scraped along the lower part of the door along the length of the door. 
The left quarter panel paint is scraped around the wheel well. The left front tire is cut 3 inches from the mounting 
flange 8 inches around the outer side wall of the tire. The left front wheel is bent in 6 inches at the tire mounting 
flange 14 inches around the flange (see photos 45 thru 53). The left door glass is missing. 
 
There is no visible damage to the engine compartment or under carriage of the vehicle. All steering components 
are in place and connected. The steering wheel rotates lock to lock smoothly and with moderate effort and 
appropriate movement of front wheels. There is no binding, sticking or uneven feel. The steering linkage is tight 
and there are no loose connections. There are no visible scrapes, abrasions or signs of contact with any linkage. 
There are no visible leaks at steering rack and pinion. There is no visible damage to the boots on the steering 
rack or contact by foreign objects. The steering column, ignition switch and intermediate shaft are tight and there 
are no loose connections. The steering column unlocks with ignition key correctly. All steering column fasteners 
are clean and tight. The steering assist assembly and connections are clean and tight. The steering wheel rotates 
lock to lock smoothly and with moderate effort. The electronic steering assist operates smoothly and with 
moderate effort. All attachments to the steering knuckles are secure and proper.   
 
The accelerator pedal, cruise control system and wiring are properly routed and work easily and return at rest. 
The service brake system on the vehicle holds the vehicle while racing engine in gear. All brake lines are 
properly routed and there are no leaks in the system. The master cylinder is operational with no leakage and is 
full of fluid. Brake fluid is full and shows no sign of contamination. Brake pedal feel is firm and positive and does 
not leak down while holding constant pressure with engine running or off. The power brake booster functions 
and only light pressure is needed to hold vehicle in drive. The brake pedal operates easily and is not bound or 
sticking. The pedal returns to normal position at rest. No ABS warning lights are on with engine running and no 
active or stored codes are in ABS system. The vehicle is not drivable. The park brake system was tested with 
engine in drive and reverse and the park brake held vehicle in all gears. All park brake cables and controls are 
operational and the cables are adjusted and routed correctly.  
 
The shifter at the transmission and the BTSI solenoid and shift cable worked correctly. The shifter lever at the 
transmission was worked manually and engages parking pawl and locks in place. A Tech II was used to check 
Park, Reverse, Neutral and Drive positions and all readings were correct in each gear. No open recalls were 
found on this vehicle.  
{________________________________________________________________________________________________ 
{________________________________________________________________________________________________ 
{_______________________________________________________________________________________________ 
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 Customer’s Name:   Inspection Date:             10/4/2007 
 Vehicle Brand: Chevrolet                                                    Model: Malibu  
 File # 71-558097965                                                   VIN:  1G1ZT51F06F
 
  

Confidential GM/PAR  Rev  04-19-2004 

{________________________________________________________________________________________________ 
{________________________________________________________________________________________________ 
{________________________________________________________________________________________________ 
 
Section 2                                                 INTERVIEW - INCIDENT DETAILS 
Obtain all of the information for this section from the Driver/Claimant 
  
Provide a complete description of the incident according to the DRIVER / CLAIMANT 
  
Interview mode:   By Telephone     In Person Incident Date and Time: 9/19/2007    12:00AM 
 Interview date: 10/3/2007 
Was a police/fire department report obtained?  Yes Police report attached      No 
Provide driver/claimant's description of incident. If there was a collision,  describe all collision events; include description 
of other vehicles involved; describe all objects contacted and the sequence in which they were contacted. (Additional cmts 
may be placed in section 9) 
Driver/Owner states the following: I was traveling west on I 70 at 65MPH, lost control of my 
vehicle, veered off the left side of the road and hit the center concrete divider barrier. There was a slight mist on 
the highway and I was wearing my seat belt. I was traveling in the left lane next to the concrete divider and 
attempted to steer into the right lane. The vehicle continued to go left and I drove the vehicle into the concrete 
divider. The vehicle bounced off the barrier and I managed to steer the vehicle into the right lane and then took 
the route 215 exit ramp. I drove to the end of the exit ramp and then pulled off the road. I called my son 

and he came in about 35 minutes. I called the police and they came but did not file a report because 
no other vehicles were involved. I called Bobb Chevrolet and they towed my vehicle to the dealership. My air 
bags did not deploy and I was not injured in the incident. There were no other passengers in the vehicle. 
{________________________________________________________________________________________________ 
{________________________________________________________________________________________________ 
{________________________________________________________________________________________________ 
{________________________________________________________________________________________________ 
 
Driver/other occupant's physical description (include name, gender, height, weight, & disabilities ): 
Driver/Owner  male, age 73, 5’8”, 175 lbs no disabilities. 
 
If there was a collision:  
Describe extent of any injuries to the Driver: Driver/Owner  was not injured in the accident. 
{________________________________________________________________________________________________ 
Describe where other occupants were seated & extent of any injuries: There were no other passengers in the vehicle. 
{________________________________________________________________________________________________ 
{________________________________________________________________________________________________ 
 
What was the exact location of the incident. Interstate 70 west near Route 215 exit ramp.  
Driving conditions at the time of the incident: 
  Weather conditions & Visibility: overcast, cloudy, not raining Approximate Temp (oF): 65 
Road Surface:   Concrete     Asphalt  Gravel     Crushed rock    Dirt 
Road Condition:   Dry             Wet   Icy           Other: {___________________ 
Shoulder  Curb :  Concrete     Asphalt  Gravel     Crushed rock    Dirt 
Shoulder/Curb Condition:  Dry             Wet   Icy           Other: {___________________ 
Posted Speed Limit  65 
Any objects in the road? (rocks, scrap metal, pothole, speed bump, etc.) No objects in the road.     
  
Length of Drive Prior to incident: 
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Total Time (hrs. & mins.): 0 hrs 30 mins Distance (miles): 30   
  Estimate of vehicle speed 65 mph  Source of est. Driver 
 Estimated vehicle speed at impact: 65 mph Source of est. Driver 
 (Do Not report speed information from the Vetronix data here) 
  
If the driver/claimant description of the vehicle operation prior to and during the incident does not include the 
following information, please obtain it. 
 
Steering Normal    Other        Describe   Driver/Owner William Preston alleges the vehicle 
pulled to the left causing him to hit the center concrete highway divider. 
 
Suspension Normal   Other        Describe {__________________________________________ 
Brakes  Normal   Other        Describe {__________________________________________ 
Engine  Normal   Other        Describe {__________________________________________ 
Electrical    Normal   Other        Describe {__________________________________________ 
 
Were any warning lights illuminated or driver information center messages displayed?  Yes     No If “Yes”, get 
the details and describe the event(s). 
 
Has the vehicle behavior noted during this incident ever been noted prior to this incident?  Yes     No If “Yes”, get the 
details and describe the event(s). 
 
Also, determine whether there were any warning lights illuminated, messages on driver information panel, unusual noises, 
smoke or steam observed. No warning lights illuminated, no messages on driver information panel, no unusual 
noises, smoke or steam observed. 
 
Describe any evasive action:  Turning Braking  Accelerating  Other: {_________________ 
 
Describe cargo (in the vehicle interior, trunk and/or trailer (if any): None 
Estimated total weight of cargo: {___________________  Estimated weight of the trailer, if any. {___________________ 
 
If a trailer was being towed, photograph the hitch structure, both on the trailer and towing vehicle. 
 
Did the vehicle leave the roadway?:  Yes     No Describe: Driver/Owner alleges he was in the left 
lane of a four lane highway, signaled to go into the right lane and the vehicle pulled to the left causing him to 
drive the vehicle off the highway to the left into the center median and he scraped the left side of the vehicle 
against the concrete divider barrier. 
 
 Objects Impacted: Driver/Owner alleges he struck the left side of the vehicle against the 
concrete divider barrier in the center of the highway. 
 
 
How was the vehicle transported from the incident site to the present location? The vehicle was towed to Bobb 
Chevrolet, 567 East Livingston Ave, Columbus, OH 43215    phone: 614-228-4567  Tow Truck      Flat Bed     
Other 
 
Additional comments concerning the incident: None 
{________________________________________________________________________________________________ 
{________________________________________________________________________________________________ 
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Section 3                                                 INTERVIEW - VEHICLE HISTORY 
 
Source of information (name, address, phone number, & relationship), if other than claimant: 
Driver/Owner  , Pickerington, OH    phone:  
Comments: (Additional cmts may be placed in section 9)     
None 
  
Did the owner purchase the vehicle new?  
  Yes     No    Date   Used?  Yes      No   Date 9/15/2007 
 
VEHICLE MODIFICATIONS / ALTERATIONS      
Are any vehicle modifications or alterations present, and has any after-market equipment been installed? 
(e.g., objects attached to the steering wheel or instrument panel, controls for disabled persons, shock absorbers, springs, 
modified body, electrical components, powertrain, wheels or tires, after-market seats, etc..) Describe: 
No visible modifications, alterations or after-market equipment installed. 
{________________________________________________________________________________________________ 
{________________________________________________________________________________________________ 
VEHICLE REPAIR / SERVICE HISTORY     
Prior electrical system service?  No     Yes   If yes, describe: {________________________________________ 
{________________________________________________________________________________________________ 
Prior collision repair?  No     Yes   If yes, describe: {________________________________________ 
{________________________________________________________________________________________________ 
Repaired by whom? (name, address, phone) {___________________________________________________________ 
{________________________________________________________________________________________________ 
Prior chassis system service, repair, or replacement?  No     Yes   If yes, describe what was done: 
{________________________________________________________________________________________________ 
Prior electrical system components serviced, repaired, or replaced by whom? ( name, address, phone number) 
{________________________________________________________________________________________________ 
Any other pertinent vehicle history information (from interview, GM warranty or dealership history files)?  No     Yes  
 If yes, describe: {_______________________________________________________________________________ 
{________________________________________________________________________________________________ 
 
Section 4                                     VEHICLE INSPECTION – VISUAL/PHOTO 
 THE VEHICLE VISUAL INSPECTION DOCUMENTS THE PHYSICAL EVIDENCE USING PHOTOS AND WRITTEN 
OBSERVATIONS.  RECORD YOUR OBSERVATIONS IN THE APPROPRIATE SECTION. 
PHOTOGRAPH THE EXTERIOR OF THE VEHICLE AS FOLLOWS: VIN PLATE, QUARTER VIEWS FROM LEFT FRONT, RIGHT 
REAR ARE REQUIRED, AND DOCUMENT FURTHER EXTERIOR DAMAGE WITH MANY PHOTOS. 
 
 
 DESCRIBE ANY DAMAGE TO THE VEHICLE BODY: 
The front bumper cover paint is scraped from the left front corner to the left front wheel well. The left front fender 
is dented in 2 inches at the belt line along the entire length of the fender. The left front door skin is peeled back 
from the front edge to the middle of the door and dented in 4 inches from the mid point of the door along the belt 
line. The left rear door paint is scraped along the lower part of the door along the length of the door. The left 
quarter panel paint is scraped around the wheel well. The left door glass is missing. 
{________________________________________________________________________________________________ 
UNDERBODY / FRAME / CHASSIS AREA:  Describe any damage to the underside of the vehicle.  Note the condition of the 
bumpers, frame, suspension, tires, wheels, brake and fuel lines & engine mount(s)/crossmember. Photograph and comment on any 
contact between vehicle components and the underbody.  Photograph if damage is present. 
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No visible damage to underbody/frame/chassis. The rear bumper, frame, engine mounts and cross members are 
intact and show no visible damage. 
 
The brake system on the vehicle holds the vehicle while racing engine in gear. All brake lines are properly routed 
and there are no leaks in the system. The master cylinder is operational with no leakage and is full of fluid. Brake 
fluid is full and shows no sign of contamination. Brake pedal feel is firm and positive and does not leak down 
while holding constant pressure with engine running or off. The power brake booster functions and only light 
pressure is needed to hold vehicle in drive. The brake pedal operates easily and is not bound or sticking. The 
pedal returns to normal position at rest. No ABS warning lights are on with engine running and no active or 
stored codes are in ABS system. The park brake system was tested with engine in drive and reverse and the park 
brake held vehicle in all gears. All park brake cables and controls are operational and the cables are adjusted and 
routed correctly.  
 
{_______________________________________________________________________________________________ 
{________________________________________________________________________________________________ 
 
CORNER ASSEMBLIES 
 Struts/shocks    Ball joints  Tire/wheel assemblies 
 Springs     Steering knuckles 
 Control arms    Axle assemblies 
Comments: . The left front tire is cut 3 inches from the mounting flange 8 inches around the outer side wall of the 
tire. The left front wheel is bent in 6 inches at the tire mounting flange 14 inches around the flange (see photos 45 
thru 53). There is no visible damage to struts/shocks, springs, control arms, ball joints, steering knuckles, axle 
assemblies and right front, right rear and left rear tire/wheel assemblies. 
{________________________________________________________________________________________________ 
 
UNDERHOOD 
 Engine compartment   Power steering lines, hoses, clamps and connections 
 Brake fluid level and condition  Power steering fluid level and condition 
Comments: 
No visible damage in the engine compartment. Brake fluid is full and shows no sign of contamination. The 
vehicle has electronic power assist. The power steering assist system is intact and operational, mounting is 
clean and tight. 
{________________________________________________________________________________________________ 
 
 
GENERAL OBSERVATIONS 

Photograph and comment on any aftermarket equipment found, vehicle modifications or items that are unusual or 
out of place. 

Comments: 
 
No visible after-market equipment, vehicle modifications or items that are unusual or out of place. 
{________________________________________________________________________________________________ 
{________________________________________________________________________________________________ 
 
Section 5                                   VEHICLE INSPECTION - PASSENGER COMPARTMENT     
 
INTERIOR 
 Instrument panel   Odometer 
 Controls    Steering wheel and column 
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 Overall view of seat position  Driver and passenger seat back angle (inclinometer measurement) 
 Photo of options label-glove box/trunk Sunvisors and headliner 
 Personal items/cargo 
 
 
INTERIOR INSPECTION (Describe any damage and photograph )       
There is no visible damage to interior. The odometer and instrument panel controls are operational. There is no 
visible damage to the steering wheel and column.  
{________________________________________________________________________________________________  
{________________________________________________________________________________________________  
{________________________________________________________________________________________________  
{________________________________________________________________________________________________  
{________________________________________________________________________________________________  
{________________________________________________________________________________________________  
{________________________________________________________________________________________________  
{________________________________________________________________________________________________  
{________________________________________________________________________________________________  
        
Section 6                           STEERING, SUSPENSION, TIRE AND WHEEL SYSTEM INSPECTION  
 
Use the following table to identify what you did and what you found during the inspection. Identify the tests and test results 
for the applicable items.  Describe anything relevant to the allegation that is not in normal working condition, does not 
function properly or is a non production part.  Take appropriate photographs. 
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ITEM OBSERVATIONS/TEST RESULTS 

Steering system-Are all 
components in place and 
connected in a normal manner?  
Can the steering wheel be 
rotated lock to lock with 
appropriate movement of the 
front wheels.  Is there any 
binding, sticking or uneven feel? 

All component in place and connected. Steering wheel rotates lock to lock 
smoothly and with moderate effort and appropriate movement of front 
wheels. No binding, sticking or uneven feel. 

Steering linkage-Is the linkage 
free from cracks, bends, 
fractures, etc. Are there any 
scrapes, abrasions, signs of 
contact with any of the linkage?  

Steering linkage tight and no loose connections. No visible scrapes, 
abrasions or signs of contact with any linkage. 

Gear/rack and pinion-Any sign 
of leakage, damage to boots on 
the rack, contact by foreign 
objects?   

No visible leaks at steering rack and pinion. No visible damage to boots on 
rack or contact by foreign objects. 

Steering column, ignition switch, 
intermediate shaft.  Does the 
column unlock with the ignition 
key “on”? Is the steering column 
properly fastened to the dash?   

Steering column, ignition switch and intermediate shaft tight and no loose 
connections. Column unlocks with ignition key correctly. Steering column 
fasteners clean and tight.  

Steering pump, drive, hoses, 
connections, flow, pressure.  If 
possible, start the engine and 
rotate the steering wheel lock to 
lock.  Is power assist normal?  If 
not, it may be necessary to 
check pressure and flow. 

Steering assist assembly and connections clean and tight. Steering wheel 
rotates lock to lock smoothly and with moderate effort.  

PS fluid level and condition-
Color, contamination, odor 

Electronic steering assist operates smoothly and with moderate effort. 

Steering knuckle-All 
attachments secure and 
proper?  

 All attachments to steering knuckles are secure and proper. 

Suspension components – LF 
Strut attachments, springs 
intact; control arms properly 
attached, deformed, broken, 
scraped, etc. Sway bars 
properly attached. 

LF strut attachments, springs and control arms intact and properly attached, 
no scrapes or deformities. 

 Strut attachments, springs 
intact; control arms properly 
attached, deformed, broken, 
scraped, etc.                          RF  

RF Strut attachments and springs intact and properly attached no scrapes or 
deformities.  

 Strut attachments, springs 
intact; control arms properly 
attached, deformed, broken, 

LR Strut attachments, springs, control arms and rear sway bars intact and 
properly attached, no scrapes or deformities.   
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scraped, etc Rear sway bars, 
trailing arms properly attached 
and undamaged.                  LR  
 Strut attachments, springs 
intact; control arms properly 
attached, deformed, broken, 
scraped, etc.                         RR  

RR Strut attachments, springs, control arms and rear sway bars intact and 
properly attached, no scrapes or deformities.   

Rear axle assembly-deformed, 
signs of impact, properly 
located, etc. 

Rear axle intact and no signs of impact, properly located. 

Deformation to the frame No visible deformation of frame. 
Describe and photograph 
evidence of axle/ suspension/ 
tire contact with frame, body or 
components 

No visible evidence of axle/suspension/tire contact with frame, body or 
components. 

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

No visible contact of the under-carriage with road surface, shoulder, curb or 
grass. 

Stability Enhancement 
system/components-check for 
codes with Tech ll 

Not available. 

Engine (normal, other)-Obtain 
codes using a Tech ll. 

No engine or drive train active or stored Tech II codes. 

Electrical (normal, other) No electrical Tech II codes.  
Warning lights/messages 
displayed?  Describe and obtain 
codes using a Tech ll  

No warning lights/messages displayed or Tech II codes. 

 Anything components missing? No visible components missing. 
 Other None 
 
If the vehicle is drivable, conduct a road test to evaluate the concern expressed by the customer.  Describe the results of 
the road test.  If the concern is observed during the road test, it would be desirable to get a Tech ll “snapshot”.  
 
The shifter at the transmission and the BTSI solenoid and shift cable worked correctly. The shifter lever at the 
transmission was worked manually and engages parking pawl and locks in place. A Tech II was used to check 
Park, Reverse, Neutral and Drive positions and all readings were correct in each gear. The transmission was not 
disassembled for inspection. No open recalls were found on this vehicle. The Park brake system was tested with 
transmission in Drive and Reverse and the Park brake held at wide open throttle in all gears. All Park brake 
cables and controls are operational and the cables are adjusted and routed correctly. The vehicle is not drivable. 
  
The safety belt emergency locking system was tested for the driver and passenger belts. The driver and 
passenger belts were rapidly pulled from their retractors and each belt locked and held tension. On release of 
tension, each belt retracted into the retractor cover smoothly and quickly. The driver and passenger seat belt 
buckles latched easily and firmly and released easily. The seat belt webbing was not stressed or stretched and 
there were no visible witness marks on the belt webbing. 
   
{________________________________________________________________________________________________ 
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                                                          PRELIMINARY INSPECTION 
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 Vehicle Brand: Chevrolet                                                    Model: Malibu  
 File # 71-558097965                                                   VIN:  1G1ZT51F06F
 
  

Confidential GM/PAR  Rev  04-19-2004 

If the vehicle is equipped with an ABS/Traction Control/Stability Enhancement System, use a Tech ll to obtain any codes 
stored as current and/or history.  Document via photos and include the code description.  Follow the procedures in the 
service manual to determine the cause of each stored code which relates to the allegation.  State which procedures were 
followed, record results of each test and state the root cause of each code.  Consult with the CRM or Team Manager of 
the PAR group if this process leads to a disassembly of components.  Follow the procedure in the General Guidelines for 
parts that need to be assembled for evaluation.  No current or history DTC’s in ABS module.      
 
Inspect the system wiring, connections and components for damage.  Note if the damage was the result of the incident. 
No visible damage to ABS system wiring, connections or components.     
  
 
TIRE AND WHEEL INSPECTION    
 
1.  IDENTIFICATION: 
 

     AVE. TREAD DOT 
 TIRE BRAND TIRE TYPE TIRE SIZE PRESSURE DEPTH Numbers 
 (Goodyear) (Eagle GA) (P205/70R15) (psi) 32nds of inch   

LF Bridgestone Insignia SE P215/60R16 0 8/32 OBX8E204205 
RF Bridgestone Insignia SE P215/60R16 29 8/32 OBX8E204205 
LR Bridgestone Insignia SE P215/60R16 31 8/32 OBX8E204205 
RR Bridgestone Insignia SE P215/60R16 30 8/32 OBX8E204205 
 
Note:  DOT numbers may be found on the inside of each tire adjacent to the rim. 
  
Describe and photograph any damage to tires and wheels, such as scrapes, marks due to impact, cuts, tread separation, 
flat spots, bead separation, embedded grass/dirt,  etc.  Photographs should include inner and outer views of the damaged 
tire/wheel assemblies with chalk marks on each assembly to denote position on vehicle (RF, LF. RR and LR). 
LF The left front tire is cut 3 inches from the mounting flange 8 inches around the outer side wall of the tire. 
The left front wheel is bent in 6 inches at the tire mounting flange 14 inches around the flange ( see photos 45 
thru  53). 
RF No visible damage to wheel or tire.. 
__________________________________________________________________________________________ 
LR No visible damage to wheel or tire. 
RR No visible damage to wheel or tire. 
______________________________________________________________________________________ 
 
2.  TIRE PLACARD DATA: 
     Record the following data: (located on driver’s door edge or inside the decklid) 
 SIZE PRESSURE (psi) PRESSURE AT MAXIMUM LOAD(psi) 
TIRES P215/60R16 30 30 
SPARE TIRE T125/70D15 60 60 
 
Section 7                                                        SITE INSPECTION 
 
SITE INSPECTION - PERFORM THE FOLLOWING IF ADDITIONAL INFORMATION MAY BE FOUND:   
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 Check the incident scene for tire marks, gouges in the pavement, debris, or any other marks.   
 Measure location and photograph.      
       

Identify evidence of whether the vehicle left the road prior to, during, or after the incident.  Document all locations, 
distances, stationary objects (guard rails, telephone poles, fences,buildings,etc), nearest posted speed limit signs 
in the direction of travel, etc…      

       
 Identify evidence & photograph any object struck by the vehicle on or off the road prior to, during or after incident. 
     
 Inspect roadway & shoulder surfaces in the area of the incident site for telltale signs of loss of control, excessive 

speed, severe braking, etc.     
       
Photograph the scene and property if involved.       
       
Comments:       
Site not available.  
{________________________________________________________________________________________________  
{________________________________________________________________________________________________  
{________________________________________________________________________________________________  
{________________________________________________________________________________________________  
    
Section 8                                                COMMENT OVERFLOW 
    
Please use this page if needed for additional comments from the inspection form.  Please note the section and 
area the comments are continued from prior to each comment.       
 
The safety belt emergency locking system was tested for the driver and passenger belts. The driver and 
passenger belts were rapidly pulled from their retractors and each belt locked and held tension. On release of 
tension, each belt retracted into the retractor cover smoothly and quickly. The driver and passenger seat belt 
buckles latched easily and firmly and released easily. The seat belt webbing was not stressed or stretched and 
there were no visible witness marks on the belt webbing. No open recalls on the vehicle. 
 
 
  
  
{________________________________________________________________________________________________  
{________________________________________________________________________________________________  
{________________________________________________________________________________________________  
  
Section 9                                         OTHER REPORT INFORMATION         
       

  Check here if there was evidence of a “Fire-Related” event.   
According to NHTSA, “fire” means combustion or burning of material in or from a vehicle as evidenced by flame.  
The term also includes, but is not limited to, thermal events and fire-related phenomena such as smoke, sparks or 
smoldering, but does not include events and phenomena associated with a normally functioning vehicle, such as 
combustion of fuel within an engine or exhaust from an engine. 
   

Attachments:  (Check all that apply) 
  Photographs   Data Downloads   Other Records 

 



CDR File Information
Vehicle Identification Number 1G1ZT51F06F
Investigator EDWARD LAPOSTA                                                  
Case Number 71-558097965                                                    
Investigation Date Thursday, October 4 2007                                        
Crash Date Wednesday, September 19 2007                                    
Filename 1G1ZT51F06F .CDR
Saved on Thursday, October 4 2007 at 03:28:08 PM 
Collected with CDR version Crash Data Retrieval Tool 2.9016
Reported with CDR version Crash Data Retrieval Tool 2.9016
EDR Device Type airbag module
Event(s) recovered None

SDM Data Limitations
SDM Recorded Crash Events:
There are two types of SDM recorded crash events.  The first is the Non-Deployment Event.  A Non-Deployment Event is an 
event severe enough to “wake up” the sensing algorithm but not severe enough to deploy the air bag(s).  It can contain Pre-
Crash and Crash data.  The SDM can store up to one Non-Deployment Event.  This event can be overwritten by an event that 
has a greater SDM recorded vehicle forward velocity change.  This event will be cleared by the SDM after the ignition has been 
cycled 250 times.
The second type of SDM recorded crash event is the Deployment Event.  It also can contain Pre-Crash and Crash data.  The 
SDM can store up to two different Deployment Events, if they occur within five seconds of one another.  Deployment Events 
cannot be overwritten or cleared from the SDM.  Once the SDM has deployed the air bag, the SDM must be replaced.
The data in the Non-Deployment Event file will be locked after a Deployment Event, if the Non-Deployment Event occurred 
within 5 seconds before the Deployment Event unless a Deployment Level Event occurs within 5 seconds after the Deployment 
Event, then the Deployment Level Event will overwrite the Non-Deployment Event file.

SDM Data Limitations:
-SDM Recorded Vehicle Forward Velocity Change reflects the change in forward velocity that the sensing system experienced 
during the recorded portion of the event.  SDM Recorded Vehicle Forward Velocity Change is the change in velocity during the 
recording time and is not the speed the vehicle was traveling before the event, and is also not the Barrier Equivalent Velocity.  
This data should be examined in conjunction with other available physical evidence from the vehicle and scene when assessing 
occupant or vehicle forward velocity change.  For Deployment Events and Deployment Level Events, the SDM will record 220 
milliseconds of data after deployment criteria is met and up to 70 milliseconds before deployment criteria is met.  For Non-
Deployment Events, the SDM will record up to the first 300 milliseconds of data after algorithm enable.  The minimum SDM 
Recorded Vehicle Forward Velocity Change, that is needed to record a Non-Deployment Event, is 5 MPH.
-Maximum Recorded Vehicle Velocity Change is the maximum recorded velocity change in the vehicle’s combined “X” and “Y” 
axis.
-Event Recording Complete will indicate if data from the recorded event has been fully written to the SDM memory or if it has 
been interrupted and not fully written.
-SDM Recorded Vehicle Speed accuracy can be affected if the vehicle has had the tire size or the final drive axle ratio changed 
from the factory build specifications.
-Brake Switch Circuit Status indicates the status of the brake switch circuit.
-Pre-Crash Electronic Data Validity Check Status indicates “Data Invalid” if the SDM receive an invalid message from the 
module sending the pre-crash data.
-Driver’s and Passenger’s Belt Switch Circuit Status indicates the status of the seat belt switch circuit.  The Passenger Belt 
Switch Circuit Status for 2005 vehicles is only available on the Cadillac STS.  Also, the Passenger Belt Switch Circuit Status for 
2006 Chevrolet Cobalt Sport Coupe (AP) model vehicles, with the option package that includes Recaro brand seats (RPO ALV), 
will always report a default value of “Buckled”.  
-The Time Between Non-Deployment and Deployment Events is displayed in seconds.  If the time between the two events is 
greater than 5 seconds, “N/A” is displayed in place of the time.  If the value is negative, then the Deployment Event occurred 
first.  If the value is positive, then the Non-Deployment Event occurred first.
-If power to the SDM is lost during a crash event, all or part of the crash record may not be recorded.
-The ignition cycle counter relies upon the transitions through OFF->RUN->CRANK power-moding messages, on the GMLAN 
communication bus, to increment the counter.  Applying and removing of battery power to the module will not increment the 
ignition counter.
-Steering Wheel Angle data is displayed as a positive value, when the steering wheel is turned to the right, and a negative 
value, when the steering wheel is turned to the left.
SDM Data Source:
All SDM recorded data is measured, calculated, and stored internally, except for the following:
-Vehicle Status Data (Pre-Crash) is transmitted to the SDM, by various vehicle control modules, via the vehicle’s 
communication network.
-The Belt Switch Circuit is wired directly to the SDM.   
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Hexadecimal Data

$01  00 03 00 00 58 00 00 
$02  30 00 00 00 00 00 00 
$03  02 00 00 00 00 00 00 
$04  02 00 00 00 00 00 00 
$05  00 00 00 00 00 00 00 
$06  00 0A 00 00 0A 69 67 
$07  00 00 00 00 00 00 00 
$08  00 FF 00 00 00 00 00 
$09  00 91 91 00 00 00 00 
$0A  00 00 00 00 00 00 00 
$0B  00 00 05 0F 00 00 00 
$0C  80 00 80 00 00 00 00 
$0D  00 00 C0 00 00 00 00 
$0E  00 00 00 00 00 00 00 
$0F  A2 00 00 00 00 00 00 
$10  47 31 5A 54 35 31 46 
$11  30 36 46 31 35 36 33 
$12  38 38 00 00 00 00 00 
$13  00 00 00 00 00 00 00 
$14  00 00 00 00 00 00 00 
$15  00 00 00 00 00 00 00 
$16  03 06 0C 16 34 00 00 
$17  03 04 03 03 00 00 00 
$18  03 03 00 00 00 00 00 
$19  07 07 00 00 00 00 00 
$1B  3F 00 00 66 00 78 00 
$1C  3F 00 00 06 00 18 00 
$1D  00 00 00 00 00 00 00 
$1E  4F 4F 00 00 00 00 00 
$1F  20 00 00 00 00 00 00 
$20  40 00 00 00 00 00 00 
$21  FF 01 00 00 70 00 00 
$22  00 91 00 00 00 00 00 
$24  00 00 00 00 00 00 00 
$25  00 00 00 00 00 00 00 
$26  00 00 00 00 00 00 00 
$27  FF 00 FF 00 00 00 00 
$2A  00 00 00 00 00 00 00 
$2B  00 00 00 00 00 00 00 
$2D  00 00 00 00 00 00 00 
$2E  00 FF F0 0D 3F 00 00 
$2F  FE FE 0F 78 00 00 00 
$30  9D 00 00 00 00 00 00 
$31  FF FF FF FF FF 80 00 
$32  F8 80 FF 80 00 00 00 
$33  FF FF FF FF FF 80 00 
$34  FF FF FF FF FF 80 00 
$35  FF FF FF FF FF 80 00 
$36  FF FF FF FF FF 80 00 
$37  F8 80 F8 0F 0F CA FE 
$38  FF 80 C0 80 FF C0 FC 
$39  FF FF FF FF FF 80 00 
$3A  FF FF FF FF FF 80 00 
$3B  7F 0F 1F 1F 3F 00 00 
$3C  FF FF FF FF FF FF C0 
$3D  FF FF FF FF FF FF 00 
$3E  FF FF FF FF 00 00 00 
$3F  00 00 F0 00 00 00 00 
$40  E0 FF 00 00 00 00 00 
$41  F8 F8 90 00 00 00 00 
$42  80 FF FF FF FF 00 00 
$43  FF FF FF 00 00 00 00 

1G1ZT51F06F Page 2 of 4 Printed on:  Thursday, October 4 2007 at 03:28:57 PM 



$44  FF FF FF FF FF FF 00 
$45  FF FF FF FF FF FF 00 
$46  FF FF FF FF FF FF 00 
$47  FF FF FF FF FF FF 00 
$48  FF FF FF FF FF FF 00 
$49  FF FF FF FF FF FF 00 
$4A  FF FF FF FF FF FF 00 
$4B  FF FF FF FF FF FF 00 
$4C  FF FF FF FF FF FF 00 
$4D  FF FF FF FF FF FF 00 
$4E  FF FF FF FF FF FF 00 
$4F  FF FF FF FF FF FF 00 
$50  FF FF FF FF FF FF 00 
$51  F0 00 00 F0 00 00 00 
$52  81 FF FF FF 00 00 00 
$53  FF FF FF 00 00 00 00 
$54  82 FF FF 00 00 00 00 
$55  FF FF FF FF FF FF 00 
$67  A0 FF 00 00 00 00 00 
$68  F8 F8 90 C0 00 00 00 
$69  80 FF FF FF FF 00 00 
$6A  FF FF FF 00 00 00 00 
$6B  FF FF FF FF FF FF 00 
$6C  FF FF FF FF FF FF 00 
$6D  FF FF FF FF FF FF 00 
$6E  FF FF FF FF FF FF 00 
$6F  FF FF FF FF FF FF 00 
$70  FF FF FF FF FF FF 00 
$71  FF FF FF FF FF FF 00 
$72  FF FF FF FF FF FF 00 
$73  FF FF FF FF FF FF 00 
$74  FF FF FF FF FF FF 00 
$75  FF FF FF FF FF FF 00 
$76  FF FF FF FF FF FF 00 
$77  FF FF FF FF FF FF 00 
$78  F0 00 00 F0 00 00 00 
$79  81 FF FF FF 00 00 00 
$7A  82 FF FF 00 00 00 00 
$7B  FF FF FF FF FF FF 00 

$01  41 55 01 02 03 04 52 53 41 32 03 09 01 AA AA 01 
$02  01 02 03 04 
$03  41 54 01 02 03 04 52 53 41 32 03 09 01 AA AA 01 
$04  01 02 03 04 
$05  42 55 FF FF FF FF FF FF FF FF FF FF FF FF FF FF 
$06  FF FF FF FF 
$07  42 54 FF FF FF FF FF FF FF FF FF FF FF FF FF FF 
$08  FF FF FF FF 
$0D  41 48 37 31 31 32 52 35 32 32 31 32 33 34 31 53 
$0E  01 59 D3 B3 
$0F  41 4A 37 31 31 32 52 35 32 32 34 31 33 35 54 4C 
$10  01 59 D3 B3 
$13  42 52 FF FF FF FF FF FF FF FF FF FF FF FF FF FF 
$14  FF FF FF FF 
$17  42 54 FF FF FF FF FF FF FF FF FF FF FF FF FF FF 
$18  FF FF FF FF 
$21  32 16 B8 0B D0 2E 91 9A 
$22  69 67 
$23  31 5A FA FA FA FA FA 
$24  31 5A FA FA FA FA FA 
$25  31 5A FA FA FA FA FA 
$26  31 5A FA FA FA FA FA 
$40  00 00 
$41  3F 00 00 06 00 18 
$42  10 E4 
$43  00 00 8E 80 
$44  C6 00 00 FC 80 C0 
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$45  07 01 07 01 05 01 
$46  00 0F 0F 64 64 
$47  0A 64 06 04 04 05 0A 06 04 0A 00 00 FA 00 00 FF 04 64 
$48  18 08 08 
$B0  58 
$B1  FD FE 00 
$B2  FF FF FF FF FF 
$B4  41 53 36 39 36 37 32 31 31 35 5A 54 20 20 20 20 
$B7  50 AA 01 0F 02 
$B8  53 42 67 10 17 
$C1  30 46 30 32 
$CA  30 46 30 32 
$CB  00 F1 0A E7 
$CC  00 F1 0A E7 
$D1  00 00 
$DB  00 00 
$DC  00 00 
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EAA Inspection Request 

REVISED 10/5/06 – Updated main toll free number and CRM telephone exchange. 

 

Date: 10/1/07 
TO: EAA 
 EAA/SPX Field Coordinator 
Phone: 586-582-5835 
Fax: 586-582-5840 
Email: eaafc@servicesolutions.spx.com 
 
From: Fabiola Garcia 
 PAR Customer Relations Mgr 
 
Email:  fabiola_garcia@gmexpert.com 
Phone: 866-790-5600 ext.      
     or   866-790-5700 ext.41006 
Fax: 866-775-9474 
Mailing Address: 
 GM PAR Investigations 
 7401 E. Ben White 
 Building 3 
 Austin, TX 78741 
 
 
 

 
Vehicle Information 
VIN#: 1G1ZT51F06F
Year/Make:  2006/Chevrolet 
Model:   Malibu 
Contact’s Name: Edward Knack 
Contact’s Number: (614) 228-4567 
Vehicle Location: Bobb Chevrolet 
  567 E LIVINGSTON AVE 
  COLUMBUS, OH  43215 
If located at a Salvage/Auction Yard:  
Ins. Adj. Name:       
Phone #:       
Claim or Salvage ID #:       
 
Claimant Information 
PAR File #: 71-558097965 
Claimant Name: 
Claimant Home #:  
Claimant Work #:       
Claimant Cell #:       
Address: (Street Address) 
      (City, ST ZIP)

Required Actions:  Advise PAR CRM via voicemail/email of inspection date. 
     Repair Estimate Required 
     Review All PAR File information 

 Contact PAR CRM After Inspection 
Please Use Form(s):            

 Accelerator /Throttle Control  Restraint-SIR/Seatbelts   Seats 
 Brake/ABS/TCS/VSES  Side Impact  Power Sliding Door 
 Steer ing/Suspension/Tires/Wheels  Inadvertent Deployment  OnStar 
 Engine Exhaust/Odor   Transmission/Transaxle  OTHER:       
 Engine Stalling  Thermal Events 

 

Special Instructions: 
Interview Owner?     Yes     No  Vetronix Requested  Obtain Fire/Police Report 

 Other (define) 
 

Investigations can only be rushed if e-mailed by one of the following: 

 RUSH   (Name of Team Manager or Ops Mgr Approving the Rush):       
 

EAA Internal Use Only 
To: SA:       Date E-Mailed to SA:       
From:  EAA Field Coordinator Due Date:       
 

EAA SA Use Only 
Case Acceptance/Investigation:  YES   NO 
Please acknowledge acceptance of this case promptly by phone, fax or email. 
Date Report Uploaded to EAA FTP SITE:       
 

mailto:eaafc@servicesolutions.spx.com�
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January 13, 2011 
 

 

Orange, TX  
 
 
Service Request: 71-585082759 
Customer Relationship Specialist: Lance Evans 
 
Dear  
 
Thank you for contacting us recently regarding the special coverage notice you received for your 2005 
Chevrolet Malibu.  We apologize for any inconvenience you have experienced as a result of this special 
coverage. 
 
At Chevrolet, we believe our customers have the right to expect long-term, reliable performance from our 
products.  There are, however, many variables that affect the life of the vehicle’s parts and appearance.  
Unfortunately, there are times when we identify a motor vehicle defect and release a special coverage 
notice to our loyal customers for their safety and satisfaction. 
 
We have reviewed your request for reimbursement on the column that you had repaired.  Although we 
regret that we are unable to reimburse you the full amount you requested, we are happy to inform you that 
we will reimburse you for the amount that pertains to the special coverage. We have enclosed a check in 
the amount of $638.13. 
 
At Chevrolet, our commitment to customer satisfaction is a top priority.  We hope you understand our 
position.  If you have 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 
 
 
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.
 



December 30, 2010 
 
 

Omaha, NE  
 
Service Request: 71-558191476 
Customer Relationship Specialist: Adam Labonte 
 
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
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ADR File Checklist 
  
 
SR Number:71-558191476 BBB Case:   CHV0754148 
Customer:       VIN:1G1ZT51876F   
Make/Model/Year: 2006/Chevrolet/Malibu In Service: 04/22/06  Mileage: 28,000 
Received Date: 09/21/07 Day 15 Date:        Goes Active:        
Primary Concern: Veh was hard t osteer , brakes lock up on car components swell 

 

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

  Initial Calls (72 hrs): 
  Customer Completion Date/Time:        /       
  Dealer Svc Mgr Completion Date/Time:        /       
  Dealer Finance Mgr Completion Date/Time:        /       
  AVM Completion Date/Time:        /        

  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: 10/31/07 / 5:18 PM 
 Executive Summary Completion Date/Time: 11/01/07 / 5:45 PM  
 Close Siebel Completion Date/Time: 11/01/07 / 6:00 PM  

 
 
DVM:  Irwin Ross Node/Box:  972075 8284   
Service Dealer: Gregg young   Svc Mgr: Tom Finch   
Selling Dealer: Gregg Young independant   Contact:         
 

NOTES:         



Revised 8/02/2007 
Privileged and Confidential Information 

 
CASE ASSESSMENT 

 
By: Adam Labonte State: Florida 

 
 
Customer Name:   Service Request: 71-

558191476 
BBB Case No.:  CHV0754148 

   
 
Vehicle ID No.:  
1G1ZT51876F  

In Service 
Date: 
04/22/2006  

Vehicle is: USED BAC Code: N/A 

Year, Make & Model: 2006 Chevrolet Malibu 28,000 
Mileage at Time of BBB Filing (odometer) 

Vehicle Purchased Used on: 11/21/06 at 
odometer 6,000m 

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

DVM Name: Irwin Ross CAM Name: {Name} 
Phone/Cell Number: 972075 8284 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. 
 

 Vehicle was hard to steer 
       

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

07/24/07 183958 2 24,806 Cust sts – No power steering very hard to turn wheel scan CK found 
CO545-00 so followed flow chart Doc # 1241508 and found steering 
column has internal malfunction in torque sensor-replaced steering column 

 
 Brakes lock up on car-components swell 

       

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

08/01/07 184319 ?  25,441 Cust sts – No power on acceleration. Will chug and hesitate on take offs.  
Dlr sts – Brake fluid contaminated with oil based product. Most likely 
causeing rubber component to swell applying brakes.  
Suggest Replace all components to brake systm – No work performed. Not 
warranteable concern 

 
 {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: 
     

                              

 
 

 Other 
       

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

                              

 
THE STATE LEMON LAW READS: 

 
Days out of service:  30 
Repairs 3 + FRA  
Time period 2 yrs 60 days / N/A 
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: 2 
Total days out of service during customer’s ownership:   2 
 

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. 

 
Customer took veh to Jiffy Lube for oil change. Oil based substance was found in brake fluid  therefore dlr will not do 



repairs on braking system  
Customer is stating that she would get a sample of the contaminated fluid to prove that jiffy lube did not contaminate  
The brake fluid. Customer did not send back in documents to BBB. Cust did not contact CRS back and UC was sent 
Closing file with no goodwill. 
 
 
CRS FINAL OFFER: Denied at this time DATE: {Date} CUST {Accepted / Declined} 
Goodwill: Denied Attorney Fees (if applicable): $ N/A 
 
TEAM LEAD APPROVING:  {Name} Date: {Date} 

 



 
COMPONENT DESCRIPTION 

Axle Includes all components related to the axle, differential, 
driveline, & rear end. 

Body/ Trim All body panels & associated mechanical hardware, 
including sunroof and T-tops (no Paint issues). 
All interior or exterior mirrors, moldings, cup holders, 
weather strips, cloth & leather fabric, seats & associated 
hardware components. 

Brakes All mechanical, electrical, or fluid related components of the 
Brake system. 

Chassis All frame, bumper and hitch components. 
*Electrical Specific electrical components of a vehicle.                                              

All indicators that provide the driver with operating 
characteristics of a vehicle. 
All Electrical lights that illuminate.                                                                                                            
All radio, CD/DVD, navigation, video, speakers, 
reception/antenna related components. 
All battery, spark plug/wire, glow plug, starting or charging 
system components. 

Engine/Fuel & 
Exhaust 

Internal and external mechanical components.                                                         
Cooling system components including radiator, gaskets, 
thermostat, and water pump.                                                                                                                                                                                                  
All computers and sensors that affect or monitor engine 
operation.                                                                         
All air and fuel related components including tank, 
injectors, and lines. 
All exhaust related components, pipes, mufflers and cat 
converters. 

Glass All glass and window components. 
HVAC All components related to heating, air conditioning and 

temperature. 
Paint All paint specific issues (Not metal related). 
Restraints All SIR, airbags and seatbelt issues. 
Steering All steering related components including steering wheel & 

key, column, rack and pinion, pump assembly and 
Quadrasteer. 

Suspension All suspension related components including ball joints, 
shocks, struts, tie rods, wheel bearings and alignment 
issues. 

Transmission All automatic & manual transmission, transfer case and 4 
wheel drive component issues. 

Wheels/Tires All wheel covers, rims, hub caps, lug nuts, tire jack, regular 
and spare tire. 

 
 
* SES light is to be captured under affected component above. 
 



 

Revised 06/04/07 

Overallowance/Negative Equity/Incentives Form (Non-Florida) 
 
Customer:  SR #: 71-558191476 BBB#: CHV0754148 

 
This form may be used to identify possible Overallowance or Negative Equity and to determine any 
customer incentives which were paid but may not be easily identifiable on a Bill of Sale. 
 
You must determine the TRUE purchase price of a vehicle and identify any Overallowance, Negative 
Equity, and/or Incentives prior to arbitration or voluntary repurchase. 
 
 
Section 1  
Purchase Price       
(from Bill of Sale, before tax, tag, title, etc.)  
MSRP -  20665 
(from BARS Invoice screen)  
Subtract the MSRP from the Purchase Price =        
(If positive, look for Overallowance)  
If the Purchase Price is greater than the MSRP but there was no trade-in, have the Dealer explain why 
the customer paid more than MSRP. 

 

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

=        



 

Revised 06/04/07 

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

 

 



 
 
 

 
 
 

 
 

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 24 2007   
Tom Finch 
GREGG YOUNG CHEVROLET, INC 
17750 BURT ST  
OMAHA, NE  68118-3311 
                                                                          
Re: 
 Siebel Request: 71-558191476 
 2006 Chevrolet Malibu 
 VIN # 1G1ZT51876F
 
Dear Mr. Finch: 
 
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, 
 
 
 
{Adam Labonte} 
BRC Customer Relationship Specialist 
Ph# 800-231-1841, prompt 9, prompt 5, extension {21830} 
FAX# 866-554-4009 
 



January 3, 2011 
 
 

Ellettsville, IN  
 
Service Request: 71-558746369 
Customer Relationship Specialist: Marion Lindsey 
 
Dear    
 
Chevrolet is pleased to provide service coverage for the Steering – Gear housing and all internal parts; 
rack and pinion; power steering pump; steering shaft on your 2005 Chevrolet Malibu MAXX, Vehicle 
Identification Number 1G1ZT64815F   This service coverage will commence upon the expiration 
of the applicable New Vehicle Limited Warranty and will continue until April 20, 2010, or 100,000 miles, 
whichever occurs first.  Chevrolet will make repairs to correct defects related to materials or 
workmanship occurring during the coverage period specified above.  The following item(s) are covered: 
 
Steering – Gear housing and all internal parts; rack and pinion; power steering pump; steering shaft 
couplings; seals and gaskets.   
 
 
Chevrolet will not be responsible for conditions arising from tampering, abuse, physical damage, or 
improper maintenance.  This coverage is not transferable to any other vehicle or subsequent owner of 
your vehicle.  Please keep this letter with your Malibu MAXX.  Should your vehicle require repairs 
within the coverage period, present this letter to the Service Manager of an authorized Chevrolet 
Dealership. 
 
If you have any future questions, feel free to contact our Chevrolet Customer Assistance Center at 1-800-
222-1020 Monday through Friday between 8:00 a.m. and 11:00 p.m., Eastern Time.  Please refer to your 
service request number above and any of our Customer Relationship Specialists will be happy to assist 
you. 
 
Sincerely,  
 
Chevrolet Customer Assistance Center 
 
 
ATTENTION:  DEALERSHIP SERVICE MANAGER 
Component Service Coverage 
 
Submit the claim with all the appropriate authorization codes and H route it to your Area Service 
Manager.  Be sure to retain a copy of this letter in the customer’s file and return the original to the 
customer. 
 



 
 















































 
 
 

 
 
 

 
 

GENERAL MOTORS BUSINESS RESOURCE CENTER  
 

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

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

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



 

Revised 06/04/07 

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

 
This form may be used to identify possible Overallowance or Negative Equity and to determine any 
customer incentives which were paid but may not be easily identifiable on a Bill of Sale. 
 
You must determine the TRUE purchase price of a vehicle and identify any Overallowance, Negative 
Equity, and/or Incentives prior to arbitration or voluntary repurchase. 
 
 
Section 1  
Purchase Price 14945.00 
(from Bill of Sale, before tax, tag, title, etc.)  
MSRP -  23545.00 
(from BARS Invoice screen)  
Subtract the MSRP from the Purchase Price =  8600.00 
(If positive, look for Overallowance)  
If the Purchase Price is greater than the MSRP but there was no trade-in, have the Dealer explain why 
the customer paid more than MSRP. 

 

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

=  13949.00 



 

Revised 06/04/07 

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

 

 





 
 
Revised 8/02/2007 

Privileged and Confidential Information 
 

CASE ASSESSMENT 
 

By: Felicia Williams/Marion Lindsey State: IN 
 

 
Customer Name:   Service Request: 71-

558746369 
BBB Case No.:  CHV0761555 

   
 
Vehicle ID No.:  
1G1ZT64815F  

In Service 
Date: 
4/20/2005 

Vehicle is: Used  BAC Code: 
166405 

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

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

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

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

 
    

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

 Steering gear noise 
       

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

5/30/07 600643
1 

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

 8/9/07 600977
1 

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

10/16/07 600932
8 

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

 
THE STATE LEMON LAW READS: 

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



Vehicle Meets Presumption of Lemon Law    NO   
 

 
RECOMMENDATION AND RATIONALE 

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

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

Steering component 
letter  

DATE: 2-07-08 CUST accepted.  

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

Attorney Fees (if applicable):N/A 

 
TEAM LEAD APPROVING:  {Name} Date: {Date} 



 



 
COMPONENT DESCRIPTION 

Axle Includes all components related to the axle, differential, 
driveline, & rear end. 

Body/ Trim All body panels & associated mechanical hardware, 
including sunroof and T-tops (no Paint issues). 
All interior or exterior mirrors, moldings, cup holders, 
weather strips, cloth & leather fabric, seats & associated 
hardware components. 

Brakes All mechanical, electrical, or fluid related components of the 
Brake system. 

Chassis All frame, bumper and hitch components. 
*Electrical Specific electrical components of a vehicle.                                              

All indicators that provide the driver with operating 
characteristics of a vehicle. 
All Electrical lights that illuminate.                                                                                                            
All radio, CD/DVD, navigation, video, speakers, 
reception/antenna related components. 
All battery, spark plug/wire, glow plug, starting or charging 
system components. 

Engine/Fuel & 
Exhaust 

Internal and external mechanical components.                                                         
Cooling system components including radiator, gaskets, 
thermostat, and water pump.                                                                                                                                                                                                  
All computers and sensors that affect or monitor engine 
operation.                                                                         
All air and fuel related components including tank, 
injectors, and lines. 
All exhaust related components, pipes, mufflers and cat 
converters. 

Glass All glass and window components. 
HVAC All components related to heating, air conditioning and 

temperature. 
Paint All paint specific issues (Not metal related). 
Restraints All SIR, airbags and seatbelt issues. 
Steering All steering related components including steering wheel & 

key, column, rack and pinion, pump assembly and 
Quadrasteer. 

Suspension All suspension related components including ball joints, 
shocks, struts, tie rods, wheel bearings and alignment 
issues. 

Transmission All automatic & manual transmission, transfer case and 4 
wheel drive component issues. 

Wheels/Tires All wheel covers, rims, hub caps, lug nuts, tire jack, regular 
and spare tire. 

 
 
* SES light is to be captured under affected component above. 
 
 



Arlene.Thomas-Randol
New Stamp





January 3, 2011 
 
 

Marion, AR  
 
Service Request: 71-558914897 
Customer Relationship Specialist: Jennifer Decan 
 
Dear :   
 
Pontiac is pleased to provide service coverage for the steering gear on your 2006 Pontiac G6, Vehicle 
Identification Number 1G2ZG558164   This service coverage will commence upon the expiration 
of the applicable New Vehicle Limited Warranty and will continue until April 16, 2012, or 100,000 miles, 
whichever occurs first.  Pontiac will make repairs to correct defects related to materials or workmanship 
occurring during the coverage period specified above.  The following item(s) are covered: 
 
Steering - Gear housing and all internal parts; rack and pinion; power steering pump; steering shaft couplings; 
seals and gaskets.  

 
Pontiac will not be responsible for conditions arising from tampering, abuse, physical damage, or 
improper maintenance.  This coverage is not transferable to any other vehicle or subsequent owner of 
your vehicle.  Please keep this letter with your G6.  Should your vehicle require repairs within the 
coverage period, present this letter to the Service Manager of an authorized Pontiac Dealership. 
 
If you have any future questions, feel free to contact our Pontiac Customer Assistance Center at 1-800-
762-2737 Monday through Friday between 8:00 a.m. and 11:00 p.m., Eastern Time.  Please refer to your 
service request number above and any of our Customer Relationship Specialists will be happy to assist 
you. 
 
Sincerely,  
 
Pontiac Customer Assistance Center 
 
 
ATTENTION:  DEALERSHIP SERVICE MANAGER 
Component Service Coverage 
 
Submit the claim with all the appropriate authorization codes and H route it to your Area Service 
Manager.  Be sure to retain a copy of this letter in the customer’s file and return the original to the 
customer. 
 



Arlene.Thomas-Randol
New Stamp





January 3, 2011 
 
 

 

Bayview, FL  
 
 
Service request: 71-558976935 
VIN:  1G1ZT61826F  
Customer Relationship Specialist: Ashley Burnham 
 
Dear  
 
Thank you for your correspondence dated September 24, 2007 regarding your 2006 Chevrolet 
Malibu MAXX.  We are sorry you are dissatisfied with your Chevrolet.  Our continued success 
depends upon the satisfaction our customers receive from their vehicles.    
 
We are concerned when we learn that a Chevrolet owner is dissatisfied with any phase of their 
experience with our product. 
 
This letter is to confirm that  your scheduled repair opportunity at Kelley Chevrolet, Inc. located 
in Hallandale, FL As per our conversation on September 25, 2007  this repair opportunity was 
scheduled and agreed to take place on September 26, 2007. 
 
This letter is for your reference if you have further questions; please contact me 1-866-790-5700 
extension 21181 Monday through Friday between 10:00 a.m. and 6:00 p.m., Eastern Time.   
 
Thank you again for your correspondence 
 
Sincerely, 
 
Business Resource Correspondence 
 
 
 



Arlene.Thomas-Randol
New Stamp





January 3, 2011 
 
 

 

Valley Springs, CA  
 
Service Request: 71-559213313 
Customer Relationship Specialist: Thomas Merchent 
 
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
 



January 3, 2011 
 
 

 

Valley Springs, CA   
 
Service Request: 71-559213313 
Customer Relationship Specialist: Thomas Merchent 
 
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
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