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May 10, 2011 
 
 

 
 

Vallejo, CA
 
 
Dear  
 
At Saturn, we take pride in the vehicles we produce and appreciate the time you took to contact 
us. 
 
Because customer satisfaction is a top priority for us, please accept this letter worth up to $100 
towards your next maintenance service or repair on your 2006 Saturn ION 3.   
 
This offer is valid towards one service visit on VIN 1G8AK55F86Z  In the event the cost 
of your service exceeds the $100 maximum value, you will be responsible for paying the 
difference.  If the total cost of your services is less than $100, a credit or refund will not be 
issued.  This letter is not transferable and is valid for 12 months from the date of issue.  
 
We hope this gesture demonstrates our appreciation of you as a valued customer.  Simply present 
this letter to any Saturn dealership for redemption.  If you have future questions, please don’t 
hesitate to email us using the Contact Us link at Saturn.com or call us at 1-800-553-6000.   
 
Sincerely,  
 
Saturn Customer Assistance Center 
Service Request 71-758683912 
 
 
For more information regarding the maintenance and care of your vehicle, please visit 
www.gmownercenter.com. This free online service offers vehicle and ownership-related 
information and tools tailored to your specific vehicle. 
 
ATTENTION:  DEALERSHIP SERVICE MANAGER 
When submitting the claim, please use labor op Z7092, insert the amount in the net item column, 
and insert the CAC Service Request number in your comments.  This original letter must be 
surrendered by the customer and retained by the dealer for audit purposes. 
 







May 10, 2011 
 

Elk Grove Village, IL  
 
 
Dear 
 
We sincerely regret that you have experienced a concern with your vehicle.  Because you are a valued 
Pontiac customer, we are pleased to provide you with this Component Coverage Letter.  This coverage 
does not change the manufacturer’s warranty which came standard on your vehicle at the time of 
purchase. 
  
This Component Coverage Letter is valid for VIN 1G2ZF55B064 and will begin on September 
30, 2009 at 57,484 miles and will continue until September 30, 2011 or 86,660 miles, whichever occurs 
first. 
 
The following Steering components will be covered: Gear housing and all internal parts; rack and 
pinion; power steering pump; steering shaft couplings; seals and gaskets; steering column; ignition 
switch; ignition lock cylinder; and steering wheel.. 
 
Pontiac will make repairs to correct any defects related to materials or workmanship on the items listed 
above during the coverage period specified.  Pontiac will not be responsible for conditions arising from 
tampering, abuse, physical damage, improper maintenance or normal wear and tear.  While this coverage 
is not transferable to any other vehicle, it is transferable to any subsequent owner of this vehicle 
(excluding vehicles sold or registered in California, New Hampshire or Vermont). 
 
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, please call us at 1-800-762-2737.  
Any of our Customer Relationship Specialists will be happy to assist you. 
 
Sincerely,  
 
Pontiac Customer Assistance Center 
Service Request 71-759119901 
 
ATTENTION:  DEALERSHIP SERVICE MANAGER 
Please H-route the claim to your Area Service Manager.  Retain a copy of this letter in the customer’s file 
and return the original to the customer.
 



May 10, 2011 
 
 

 
Jackson, MO   
 
 
Dear 
 
At Saturn, we take pride in the vehicles we produce and appreciate the time you took to contact 
us. 
 
Because customer satisfaction is a top priority for us, please accept this letter worth up to $100 
towards your next maintenance service or repair on your 2007 Saturn ION 2.   
 
This offer is valid towards one service visit on VIN 1G8AN15F17Z   In the event the cost 
of your service exceeds the $100 maximum value, you will be responsible for paying the 
difference.  If the total cost of your services is less than $100, a credit or refund will not be 
issued.  This letter is not transferable and is valid for 12 months from the date of issue.  
 
We hope this gesture demonstrates our appreciation of you as a valued customer.  Simply present 
this letter to any Saturn dealership for redemption.  If you have future questions, please don’t 
hesitate to email us using the Contact Us link at Saturn.com or call us at 1-800-553-6000.   
 
Sincerely,  
 
Saturn Customer Assistance Center 
Service Request 71-759797582 
 
 
For more information regarding the maintenance and care of your vehicle, please visit 
www.gmownercenter.com. This free online service offers vehicle and ownership-related 
information and tools tailored to your specific vehicle. 
 
ATTENTION:  DEALERSHIP SERVICE MANAGER 
When submitting the claim, please use labor op Z7092, insert the amount in the net item column, 
and insert the CAC Service Request number in your comments.  This original letter must be 
surrendered by the customer and retained by the dealer for audit purposes. 
 



May 10, 2011 
 
 

 
Meherrin, VA   
 
 
Dear  
 
We have received your request for assistance, but have been unable to contact you using the 
telephone number provided or any listed in our records.  
 
If your situation has been resolved to your satisfaction, no further action is necessary,    If it has 
not, we invite you call us at 1-800-222-1020.  Please refer to the service request number listed 
below when you reach our representative.  
 
Total customer satisfaction is important to us at Chevrolet.  If we can be of any assistance, please 
don’t hesitate to email us using the Contact Us link at Chevrolet.com or call us at 1-800-222-
1020.   
 
Sincerely,  
 
Chevrolet Customer Assistance Center 
Service Request Number: 71-760029951 
 
 
 



May 10, 2011 
 
 

 
Blythe, CA   
 
Service Request: 71-760047933 
 
 
Dear  
 
Thank you for your recent letter regarding the concerns you experienced with your 2005 Pontiac 
G6 and your request for assistance.   
 
At Pontiac, we believe our customers have the right to expect long-term, reliable performance 
from Pontiac products.  There are, however, many variables that affect the life of your vehicle’s 
parts and appearance.  Although we feel we offer an excellent warranty, no manufacturer's 
warranty is unlimited. 
 
The bumper-to-bumper coverage on your 2005 G6 is for 3 years or 36,000 miles, whichever 
occurs first.  Our records show that these warranty parameters have been exceeded which means 
we are unable to cover the cost of your repair.  We hope you understand we must follow the 
warranty requirements of your vehicle.   
 
If you have future questions, please don’t hesitate to email us using the Contact Us link at 
Pontiac.com or call us at 1-800-762-2737.   
 
Sincerely,  
 
Pontiac Customer Assistance Center 
 



May 10, 2011 
 
 

  
Biloxi, MS  
 
 
Dear 
 
We have received your request for assistance, but have been unable to contact you using the 
telephone number provided or any listed in our records.  
 
If your situation has been resolved to your satisfaction, no further action is necessary,    If it has 
not, we invite you call us at 1-800-553-6000.  Please refer to the service request number listed 
below when you reach our representative.  
 
Total customer satisfaction is important to us at Saturn.  If we can be of any assistance, please 
don’t hesitate to email us using the Contact Us link at Saturn.com or call us at 1-800-553-6000.   
 
Sincerely,  
 
Saturn Customer Assistance Center 
Service Request Number: 71-760058719 
 
 
 







May 10, 2011 
 

Hillsboro, OH  
 
 
Dear  
 
We have received your request for assistance, but have been unable to contact you using the 
telephone number provided or any listed in our records.  
 
If your situation has been resolved to your satisfaction, no further action is necessary,    If it has 
not, we invite you call us at 1-800-762-2737.  Please refer to the service request number listed 
below when you reach our representative.  
 
Total customer satisfaction is important to us at Pontiac.  If we can be of any assistance, please 
don’t hesitate to email us using the Contact Us link at Pontiac.com or call us at 1-800-762-2737.   
 
Sincerely,  
 
Pontiac Customer Assistance Center 
Service Request Number: 71-761537049 
 
 
 



May 10, 2011 
 
 

  
Platte City, MO   
 
 
Dear  
 
We have received your request for assistance, but have been unable to contact you using the 
telephone number provided or any listed in our records.  
 
If your situation has been resolved to your satisfaction, no further action is necessary,    If it has 
not, we invite you call us at 1-800-762-2737.  Please refer to the service request number listed 
below when you reach our representative.  
 
Total customer satisfaction is important to us at Pontiac.  If we can be of any assistance, please 
don’t hesitate to email us using the Contact Us link at Pontiac.com or call us at 1-800-762-2737.   
 
Sincerely,  
 
Pontiac Customer Assistance Center 
Service Request Number: 71-764997826 
 
 
 



May 10, 2011 
 
 

 
Tacoma, WA  
 
 
Dear  
 
We have received your request for assistance, but have been unable to contact you using the 
telephone number provided or any listed in our records.  
 
If your situation has been resolved to your satisfaction, no further action is necessary,    If it has 
not, we invite you call us at 1-800-553-6000.  Please refer to the service request number listed 
below when you reach our representative.  
 
Total customer satisfaction is important to us at Saturn.  If we can be of any assistance, please 
don’t hesitate to email us using the Contact Us link at Saturn.com or call us at 1-800-553-6000.   
 
Sincerely,  
 
Saturn Customer Assistance Center 
Service Request Number: 71-765523683 
 
 
 



















May 10, 2011 
 

Fort Myers, FL  
 
 
Dear 
 
We have received your request for assistance, but have been unable to contact you using the 
telephone number provided or any listed in our records.  
 
If your situation has been resolved to your satisfaction, no further action is necessary,    If it has 
not, we invite you call us at 1-800-553-6000.  Please refer to the service request number listed 
below when you reach our representative.  
 
Total customer satisfaction is important to us at Saturn.  If we can be of any assistance, please 
don’t hesitate to email us using the Contact Us link at Saturn.com or call us at 1-800-553-6000.   
 
Sincerely,  
 
Saturn Customer Assistance Center 
Service Request Number: 71-767845134 
 
 
 



May 10, 2011 
 

Forest Hill, MD   
 
 
Dear 
 
At Pontiac, we take pride in the vehicles we produce and appreciate the time you took to contact 
us. 
 
Because customer satisfaction is a top priority for us, please accept this letter worth up to $100 
towards your next maintenance service or repair on your 2006 Pontiac G6.   
 
This offer is valid towards one service visit on VIN 1G2ZG558464  In the event the cost 
of your service exceeds the $100 maximum value, you will be responsible for paying the 
difference.  If the total cost of your services is less than $100, a credit or refund will not be 
issued.  This letter is not transferable and is valid for 12 months from the date of issue.  
 
We hope this gesture demonstrates our appreciation of you as a valued customer.  Simply present 
this letter to any Pontiac dealership for redemption.  If you have future questions, please don’t 
hesitate to email us using the Contact Us link at Pontiac.com or call us at 1-800-762-2737.   
 
Sincerely,  
 
Pontiac Customer Assistance Center 
Service Request 71-768503034 
 
 
For more information regarding the maintenance and care of your vehicle, please visit 
www.gmownercenter.com. This free online service offers vehicle and ownership-related 
information and tools tailored to your specific vehicle. 
 
ATTENTION:  DEALERSHIP SERVICE MANAGER 
When submitting the claim, please use labor op Z7092, insert the amount in the net item column, 
and insert the CAC Service Request number in your comments.  This original letter must be 
surrendered by the customer and retained by the dealer for audit purposes. 
 



May 10, 2011 
 

Athens, GA   
 
 
Dear 
 
We have received your request for assistance, but have been unable to contact you using the 
telephone number provided or any listed in our records.  
 
If your situation has been resolved to your satisfaction, no further action is necessary,    If it has 
not, we invite you call us at 1-800-762-2737.  Please refer to the service request number listed 
below when you reach our representative.  
 
Total customer satisfaction is important to us at Pontiac.  If we can be of any assistance, please 
don’t hesitate to email us using the Contact Us link at Pontiac.com or call us at 1-800-762-2737.   
 
Sincerely,  
 
Pontiac Customer Assistance Center 
Service Request Number: 71-768535608 
 
 
 



May 10, 2011 
 

Nelsonville, OH  
 
 
Dear 
 
We have received your request for assistance, but have been unable to contact you using the 
telephone number provided or any listed in our records.  
 
If your situation has been resolved to your satisfaction, no further action is necessary,    If it has 
not, we invite you call us at 1-800-222-1020.  Please refer to the service request number listed 
below when you reach our representative.  
 
Total customer satisfaction is important to us at Chevrolet.  If we can be of any assistance, please 
don’t hesitate to email us using the Contact Us link at Chevrolet.com or call us at 1-800-222-
1020.   
 
Sincerely,  
 
Chevrolet Customer Assistance Center 
Service Request Number: 71-768959208 
 
 
 



May 10, 2011 
 
 

 
Columbia, TN   
 
 
Dear 
 
We have received your request for assistance, but have been unable to contact you using the 
telephone number provided or any listed in our records.  
 
If your situation has been resolved to your satisfaction, no further action is necessary,    If it has 
not, we invite you call us at 1-800-553-6000.  Please refer to the service request number listed 
below when you reach our representative.  
 
Total customer satisfaction is important to us at Saturn.  If we can be of any assistance, please 
don’t hesitate to email us using the Contact Us link at Saturn.com or call us at 1-800-553-6000.   
 
Sincerely,  
 
Saturn Customer Assistance Center 
Service Request Number: 71-769325488 
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Karyn Yufenu 

Feedback Directive Form 2009 
 

 

Closed Status:   
 
Satisfied       *Dissatisfied requires prior Detroit approval 
 

Dissatisfied 
Approved By: 

 
Select Approver's Name       Willing to Buy GM Again?:  Yes 
 
 

 
 

 
Service 
Request # 

 
71-771361519 

Case Highlights 
 

 
Pre-existing 
File? 

 
Yes 

 
Vehicle Concern:   Customer had power steering failure and 
dealer wanted $900 for repair      
 
 
 
 
 
 
Dealer/ DVM/ FSE/ CAM opinion(s):  Svc Mgr Larry Miller 
feels that a 50% discount is fair enough considering that the 
veh is outside of warranty.  
FFOM John Barrett called in to advise he told dealer we will 
be covering 100% of repair since this is a known issue  
 
 
 
 
 
Final decision:   Apologized for concern and advs3d cust he 
will be getting full coverage on repair  

 
 
Date Assigned 

                            
11/18/2009                

 
Email subject 
line 

 
(Urgent)  Customer 
call from John 
Tuffler ( last name 
maybe spelled 
incorrectly) 

 
Date of 
Contact 

 
11/18/2009  

 
Date Closed 
by agent 

   
11/24/2009  

 
 
Year 

 
2006 

 
Executive CRS 

 
Aureliano Saucedo 

Executive 
Requestor(s) Name  

 
Sheri Tickles 

 
Detroit Requestor:  
 
Special Instructions 
from Detroit: 

 
Sheri Tickles 
 
Please contact the subject customer today. Customer left vme for 
customer on her direct line. Please advise that Sheri is out of the office 
and you handling his case on her behalf 

 
Customer’s Name 
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Make 

 
Saturn  
 

 
 
 
 
 
 
Business Case/Rationale for the decision:  Known concern and 
he is only out of warranty by time  
 
 
 
 
 
Customer’s feedback regarding the decision:  Customer 
satisfied  
 
 
 

 
Model 

 
Ion 2 

 
Mileage 

 
33,000      

 
Type of 
Goodwill: 

 
Full cost assistance  

 
Goodwill 
Generated by?  

 
Dealer 
 

 
Dealer Name 
Contacted: 

 
Suburban of South 
Florida, Llc 

 
DVM Name 
Involved: 

 
John Barrett 

 
 



May 10, 2011 
 
 

 
Brooklyn, CT  
 
 
Dear  
 
At Chevrolet, we take pride in the vehicles we produce and appreciate the time you took to 
contact us. 
 
Because customer satisfaction is a top priority for us, please accept this letter worth up to $100 
towards your next maintenance service or repair on your 2006 Chevrolet Malibu.   
 
This offer is valid towards one service visit on VIN 1G1ZT53866F   In the event the cost 
of your service exceeds the $100 maximum value, you will be responsible for paying the 
difference.  If the total cost of your services is less than $100, a credit or refund will not be 
issued.  This letter is not transferable and is valid for 12 months from the date of issue.  
 
We hope this gesture demonstrates our appreciation of you as a valued customer.  Simply present 
this letter to any Chevrolet dealership for redemption.  If you have future questions, please don’t 
hesitate to email us using the Contact Us link at Chevrolet.com or call us at 1-800-222-1020.   
 
Sincerely,  
 
Chevrolet Customer Assistance Center 
Service Request 71-772007224 
 
 
For more information regarding the maintenance and care of your vehicle, please visit 
www.gmownercenter.com. This free online service offers vehicle and ownership-related 
information and tools tailored to your specific vehicle. 
 
ATTENTION:  DEALERSHIP SERVICE MANAGER 
When submitting the claim, please use labor op Z7092, insert the amount in the net item column, 
and insert the CAC Service Request number in your comments.  This original letter must be 
surrendered by the customer and retained by the dealer for audit purposes. 
 



May 10, 2011 
 

Buena Park, CA   
 
 
Dear 
 
We have received your request for assistance, but have been unable to contact you using the 
telephone number provided or any listed in our records.  
 
If your situation has been resolved to your satisfaction, no further action is necessary,    If it has 
not, we invite you call us at 1-800-553-6000.  Please refer to the service request number listed 
below when you reach our representative.  
 
Total customer satisfaction is important to us at Saturn.  If we can be of any assistance, please 
don’t hesitate to email us using the Contact Us link at Saturn.com or call us at 1-800-553-6000.   
 
Sincerely,  
 
Saturn Customer Assistance Center 
Service Request Number: 71-772148400 
 
 
 



May 10, 2011 
 
 

  
Rockville, MD   
 
 
Dear  
 
At Pontiac, we take pride in the vehicles we produce and appreciate the time you took to contact 
us. 
 
Because customer satisfaction is a top priority for us, please accept this letter worth up to $100 
towards your next maintenance service or repair on your 2006 Pontiac G6.   
 
This offer is valid towards one service visit on VIN 1G2ZH178464   In the event the cost 
of your service exceeds the $100 maximum value, you will be responsible for paying the 
difference.  If the total cost of your services is less than $100, a credit or refund will not be 
issued.  This letter is not transferable and is valid for 12 months from the date of issue.  
 
We hope this gesture demonstrates our appreciation of you as a valued customer.  Simply present 
this letter to any Pontiac dealership for redemption.  If you have future questions, please don’t 
hesitate to email us using the Contact Us link at Pontiac.com or call us at 1-800-762-2737.   
 
Sincerely,  
 
Pontiac Customer Assistance Center 
Service Request 71-772971573 
 
 
For more information regarding the maintenance and care of your vehicle, please visit 
www.gmownercenter.com. This free online service offers vehicle and ownership-related 
information and tools tailored to your specific vehicle. 
 
ATTENTION:  DEALERSHIP SERVICE MANAGER 
When submitting the claim, please use labor op Z7092, insert the amount in the net item column, 
and insert the CAC Service Request number in your comments.  This original letter must be 
surrendered by the customer and retained by the dealer for audit purposes. 
 









May 10, 2011 
 

Pell City, AL 
 
 
Dear 
 
We have received your request for assistance, but have been unable to contact you using the 
telephone number provided or any listed in our records.  
 
If your situation has been resolved to your satisfaction, no further action is necessary,    If it has 
not, we invite you call us at 1-800-553-6000.  Please refer to the service request number listed 
below when you reach our representative.  
 
Total customer satisfaction is important to us at Saturn.  If we can be of any assistance, please 
don’t hesitate to email us using the Contact Us link at Saturn.com or call us at 1-800-553-6000.   
 
Sincerely,  
 
Saturn Customer Assistance Center 
Service Request Number: 71-775798419 
 
 
 



May 10, 2011 
 

Onalaska, WI   
 
 
Dear 
 
We have received your request for assistance, but have been unable to contact you using the 
telephone number provided or any listed in our records.  
 
If your situation has been resolved to your satisfaction, no further action is necessary,    If it has 
not, we invite you call us at 1-800-553-6000.  Please refer to the service request number listed 
below when you reach our representative.  
 
Total customer satisfaction is important to us at Saturn.  If we can be of any assistance, please 
don’t hesitate to email us using the Contact Us link at Saturn.com or call us at 1-800-553-6000.   
 
Sincerely,  
 
Saturn Customer Assistance Center 
Service Request Number: 71-776917055 
 
 
 



















May 10, 2011 
 

Bolivar, PA 
 
 
Dear  
 
At Chevrolet, we take pride in the vehicles we produce and appreciate the time you took to 
contact us. 
 
Because customer satisfaction is a top priority for us, please accept this letter worth up to $100 
towards your next maintenance service or repair on your 2007 Chevrolet Malibu.   
 
This offer is valid towards one service visit on VIN 1G1ZT58F87F   In the event the cost 
of your service exceeds the $100 maximum value, you will be responsible for paying the 
difference.  If the total cost of your services is less than $100, a credit or refund will not be 
issued.  This letter is not transferable and is valid for 12 months from the date of issue.  
 
We hope this gesture demonstrates our appreciation of you as a valued customer.  Simply present 
this letter to any Chevrolet dealership for redemption.  If you have future questions, please don’t 
hesitate to email us using the Contact Us link at Chevrolet.com or call us at 1-800-222-1020.   
 
Sincerely,  
 
Chevrolet Customer Assistance Center 
Service Request 71-778766006 
 
 
For more information regarding the maintenance and care of your vehicle, please visit 
www.gmownercenter.com. This free online service offers vehicle and ownership-related 
information and tools tailored to your specific vehicle. 
 
ATTENTION:  DEALERSHIP SERVICE MANAGER 
When submitting the claim, please use labor op Z7092, insert the amount in the net item column, 
and insert the CAC Service Request number in your comments.  This original letter must be 
surrendered by the customer and retained by the dealer for audit purposes. 
 









May 10, 2011 
 

Milner, GA
 
 
Dear  
 
At Chevrolet, we take pride in the vehicles we produce and appreciate the time you took to 
contact us. 
 
Because customer satisfaction is a top priority for us, please accept this letter worth up to $100 
towards your next maintenance service or repair on your 2005 Chevrolet Malibu.   
 
This offer is valid towards one service visit on VIN 1G1ZS52FX5F   In the event the cost 
of your service exceeds the $100 maximum value, you will be responsible for paying the 
difference.  If the total cost of your services is less than $100, a credit or refund will not be 
issued.  This letter is not transferable and is valid for 12 months from the date of issue.  
 
We hope this gesture demonstrates our appreciation of you as a valued customer.  Simply present 
this letter to any Chevrolet dealership for redemption.  If you have future questions, please don’t 
hesitate to email us using the Contact Us link at Chevrolet.com or call us at 1-800-222-1020.   
 
Sincerely,  
 
Chevrolet Customer Assistance Center 
Service Request 71-783953313 
 
 
For more information regarding the maintenance and care of your vehicle, please visit 
www.gmownercenter.com. This free online service offers vehicle and ownership-related 
information and tools tailored to your specific vehicle. 
 
ATTENTION:  DEALERSHIP SERVICE MANAGER 
When submitting the claim, please use labor op Z7092, insert the amount in the net item column, 
and insert the CAC Service Request number in your comments.  This original letter must be 
surrendered by the customer and retained by the dealer for audit purposes. 
 



May 10, 2011 
 

Bedford Heights, OH
 
 
Dear  
 
We have received your request for assistance, but have been unable to contact you using the 
telephone number provided or any listed in our records.  
 
If your situation has been resolved to your satisfaction, no further action is necessary,    If it has 
not, we invite you call us at 1-800-222-1020.  Please refer to the service request number listed 
below when you reach our representative.  
 
Total customer satisfaction is important to us at Chevrolet.  If we can be of any assistance, please 
don’t hesitate to email us using the Contact Us link at Chevrolet.com or call us at 1-800-222-
1020.   
 
Sincerely,  
 
Chevrolet Customer Assistance Center 
Service Request Number: 71-784644873 
 
 
 



May 10, 2011 
 
 

 
Brighton, CO  
 
 
Dear , 
 
We have received your request for assistance, but have been unable to contact you using the 
telephone number provided or any listed in our records.  
 
If your situation has been resolved to your satisfaction, no further action is necessary,    If it has 
not, we invite you call us at 1-800-553-6000.  Please refer to the service request number listed 
below when you reach our representative.  
 
Total customer satisfaction is important to us at Saturn.  If we can be of any assistance, please 
don’t hesitate to email us using the Contact Us link at Saturn.com or call us at 1-800-553-6000.   
 
Sincerely,  
 
Saturn Customer Assistance Center 
Service Request Number: 71-784958335 
 
 
 







May 10, 2011 
 

West Des Moines, IA 
 
 
Dear 
 
We have received your request for assistance, but have been unable to contact you using the 
telephone number provided or any listed in our records.  
 
If your situation has been resolved to your satisfaction, no further action is necessary,    If it has 
not, we invite you call us at 1-800-762-2737.  Please refer to the service request number listed 
below when you reach our representative.  
 
Total customer satisfaction is important to us at Pontiac.  If we can be of any assistance, please 
don’t hesitate to email us using the Contact Us link at Pontiac.com or call us at 1-800-762-2737.   
 
Sincerely,  
 
Pontiac Customer Assistance Center 
Service Request Number: 71-786564881 
 
 
 



May 10, 2011 
 

South Orange, NJ 
 
 
Dear 
 
At Saturn, we take pride in the vehicles we produce and appreciate the time you took to contact 
us. 
 
Because customer satisfaction is a top priority for us, please accept this letter worth up to $100 
towards your next maintenance service or repair on your 2007 Saturn ION 3.   
 
This offer is valid towards one service visit on VIN 1G8AL55F47Z   In the event the cost 
of your service exceeds the $100 maximum value, you will be responsible for paying the 
difference.  If the total cost of your services is less than $100, a credit or refund will not be 
issued.  This letter is not transferable and is valid for 12 months from the date of issue.  
 
We hope this gesture demonstrates our appreciation of you as a valued customer.  Simply present 
this letter to any Saturn dealership for redemption.  If you have future questions, please don’t 
hesitate to email us using the Contact Us link at Saturn.com or call us at 1-800-553-6000.   
 
Sincerely,  
 
Saturn Customer Assistance Center 
Service Request 71-786661899 
 
 
For more information regarding the maintenance and care of your vehicle, please visit 
www.gmownercenter.com. This free online service offers vehicle and ownership-related 
information and tools tailored to your specific vehicle. 
 
ATTENTION:  DEALERSHIP SERVICE MANAGER 
When submitting the claim, please use labor op Z7092, insert the amount in the net item column, 
and insert the CAC Service Request number in your comments.  This original letter must be 
surrendered by the customer and retained by the dealer for audit purposes. 
 

























May 10, 2011 
 

Parma Heights, OH
 
 
Dear  
 
At Pontiac, we take pride in the vehicles we produce and appreciate the time you took to contact 
us. 
 
Because customer satisfaction is a top priority for us, please accept this letter worth up to $100 
towards your next maintenance service or repair on your 2006 Pontiac G6.   
 
This offer is valid towards one service visit on VIN 1G2ZH578964   In the event the cost 
of your service exceeds the $100 maximum value, you will be responsible for paying the 
difference.  If the total cost of your services is less than $100, a credit or refund will not be 
issued.  This letter is not transferable and is valid for 12 months from the date of issue.  
 
We hope this gesture demonstrates our appreciation of you as a valued customer.  Simply present 
this letter to any Pontiac dealership for redemption.  If you have future questions, please don’t 
hesitate to contact our Executive Office at 1-313-667-7153.  Please refer to your service request 
number listed above and we will be happy to assist you. 
 
Sincerely,  
 
General Motors Executive Office 
Service Request 71-793593437 
 
 
For more information regarding the maintenance and care of your vehicle, please visit 
www.gmownercenter.com. This free online service offers vehicle and ownership-related 
information and tools tailored to your specific vehicle. 
 
ATTENTION:  DEALERSHIP SERVICE MANAGER 
When submitting the claim, please use labor op Z7092, insert the amount in the net item column, and insert the CAC 
Service Request number in your comments.  This original letter must be surrendered by the customer and retained 
by the dealer for audit purposes. 
 



May 10, 2011 
 

Westland, MI  
 
 
Dear  
 
We have received your request for assistance, but have been unable to contact you using the 
telephone number provided or any listed in our records.  
 
If your situation has been resolved to your satisfaction, no further action is necessary,    If it has 
not, we invite you call us at 1-800-762-2737.  Please refer to the service request number listed 
below when you reach our representative.  
 
Total customer satisfaction is important to us at Pontiac.  If we can be of any assistance, please 
don’t hesitate to email us using the Contact Us link at Pontiac.com or call us at 1-800-762-2737.   
 
Sincerely,  
 
Pontiac Customer Assistance Center 
Service Request Number: 71-795477240 
 
 
 









May 10, 2011 
 

DOUGLASVILLE, GA 
 
 
Dear 
 
We have received your request for assistance, but have been unable to contact you using the 
telephone number provided or any listed in our records.  
 
If your situation has been resolved to your satisfaction, no further action is necessary,    If it has 
not, we invite you call us at 1-800-553-6000.  Please refer to the service request number listed 
below when you reach our representative.  
 
Total customer satisfaction is important to us at Saturn.  If we can be of any assistance, please 
don’t hesitate to email us using the Contact Us link at Saturn.com or call us at 1-800-553-6000.   
 
Sincerely,  
 
Saturn Customer Assistance Center 
Service Request Number: 71-798266094 
 
 
 



May 10, 2011 
 
 

 
Kings Mountain, NC   
 
 
Dear 
 
We have received your request for assistance, but have been unable to contact you using the 
telephone number provided or any listed in our records.  
 
If your situation has been resolved to your satisfaction, no further action is necessary,    If it has 
not, we invite you call us at 1-800-553-6000.  Please refer to the service request number listed 
below when you reach our representative.  
 
Total customer satisfaction is important to us at Saturn.  If we can be of any assistance, please 
don’t hesitate to email us using the Contact Us link at Saturn.com or call us at 1-800-553-6000.   
 
Sincerely,  
 
Saturn Customer Assistance Center 
Service Request Number: 71-799141069 
 
 
 



May 10, 2011 
 
 

Midland, MI 
 
 
Dear  
 
We sincerely regret that you have experienced a concern with your vehicle.  Because you are a valued 
Chevrolet customer, we are pleased to provide you with this Component Coverage Letter.  This coverage 
does not change the manufacturer’s warranty which came standard on your vehicle at the time of 
purchase. 
  
This Component Coverage Letter is valid for VIN 1G1ZJ57B79F  and will begin on February 11, 
2010 at  14,900 miles and will continue until February 11, 2015 or  89,900 miles, whichever occurs first. 
 
The following Steering components will be covered: Gear housing and all internal parts; rack and 
pinion; power steering pump; steering shaft couplings; seals and gaskets; steering column; ignition 
switch; ignition lock cylinder; and steering wheel.. 
 
Chevrolet will make repairs to correct any defects related to materials or workmanship on the items listed 
above during the coverage period specified.  Chevrolet will not be responsible for conditions arising from 
tampering, abuse, physical damage, improper maintenance or normal wear and tear.  While this coverage 
is not transferable to any other vehicle, it is transferable to any subsequent owner of this vehicle 
(excluding vehicles sold or registered in California, New Hampshire or Vermont). 
 
Should your vehicle require repairs within the coverage period, present this letter to the Service Manager 
of an authorized Chevrolet Dealership.  If you have any future questions, please call us at  
1-800-222-1020.  Any of our Customer Relationship Specialists will be happy to assist you. 
 
Sincerely,  
 
Chevrolet Customer Assistance Center 
Service Request 71-800690198 
 
ATTENTION:  DEALERSHIP SERVICE MANAGER 
Please H-route the claim to your Area Service Manager.  Retain a copy of this letter in the customer’s file 
and return the original to the customer.
 



May 10, 2011 
 

Shafter, CA 
 
 
Dear  
 
We have received your request for assistance, but have been unable to contact you using the 
telephone number provided or any listed in our records.  
 
If your situation has been resolved to your satisfaction, no further action is necessary,    If it has 
not, we invite you call us at 1-800-222-1020.  Please refer to the service request number listed 
below when you reach our representative.  
 
Total customer satisfaction is important to us at Chevrolet.  If we can be of any assistance, please 
don’t hesitate to email us using the Contact Us link at Chevrolet.com or call us at 1-800-222-
1020.   
 
Sincerely,  
 
Chevrolet Customer Assistance Center 
Service Request Number: 71-800950361 
 
 
 









May 10, 2011 
 

Lakewood, CA  
 
Service Request: 71-803465000 
 
 
Dear 
 
Thank you for contacting us recently regarding the dissatisfaction you have experienced with 
your vehicle.  At Pontiac, our commitment to customer satisfaction is a top priority and we 
sincerely apologize for any concerns you may have experienced. 
 
Although the need for repairs is unfortunate, motor vehicles are complex machinery and 
sometimes do require repairs.  That is why every vehicle sold is backed by the GM New Car 
Limited Warranty.  During this period, Pontiac will provide for repairs to the vehicle to correct 
any vehicle concerns related to materials or workmanship.  Mechanical concerns arising from 
tampering, abuse, physical damage, improper maintenance or normal wear and tear are not 
covered by the warranty.  
 
Pontiac works to ensure each customer concern is handled in a way that reflects our values and 
we have carefully reviewed the facts surrounding your case.  After careful consideration, 
Pontiac, in conjunction with Uag Cerritos, Llc, has determined that we are unable to offer you 
financial assistance at this time. 
 
We hope you understand our position as it relates to the manufacturer's obligation.  We 
appreciate the opportunity to review this matter.  If you have future questions, please don’t 
hesitate to email us using the Contact Us link at Pontiac.com or call us at 1-800-762-2737.  
 
Sincerely,  
 
Pontiac Customer Assistance Center 
 



December 29, 2010 
 
 

 
 

Waterbury, CT   
 
Service Request: 71-550892464 
Customer Relationship Specialist: Dawn Hart 
 
Dear    
 
We sincerely regret that you experienced a concern with your 2005 Chevrolet Malibu, which 
resulted in an unexpected repair expense to you.     
 
We value you as a Chevrolet owner and your satisfaction with our products is a high priority.  As 
we discussed over the phone, we believe you are entitled to a reimbursement.  We have enclosed 
a check in the amount of $409.26.  We hope this goodwill adjustment will offset, to some degree, 
the inconvenience that this repair may have caused you. 
 
We look forward to keeping you in our Chevrolet family.  If you have any future questions, 
please feel free to contact our Chevrolet Customer Assistance Center at 1-800-222-1020 Monday 
through Friday between 8:00 a.m. and 11:00 p.m., Eastern Time.  Please refer to your service 
request number above and any of our Customer Relationship Specialists will be happy to assist 
you. 
 
Sincerely,  
 
Chevrolet Customer Assistance Center 
 
 
 
For more information regarding the maintenance and care of your vehicle, please visit 
www.mygmlink.com.   This free online service offers vehicle and ownership-related information 
and tools tailored to your specific vehicle.
 

http://www.mygmlink.com/�
arlene.thomas-randol
New Stamp

















 

 

ADR File Checklist 
  
 
SR Number:71-551454899 BBB Case:   CHV0752024 
Customer:       VIN:1G1ZT52835F   
Make/Model/Year: Chevrolet/Malibu/2005 In Service: 6/7/05  Mileage: 46,660 
Received Date: 8/29/07 Day 15 Date: 9/13/07  Goes Active:        
Primary Concern: steering 

 

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

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

  Repair Orders Requested:    Received:         

  Sales Documents:    Received:         

  BARS / Finance Sheet 

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

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

  Settlement / Goodwill Offered Date:   

  All Documents Attached (by Day 15) 

  Arbitration Date:        

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

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

NOTES:         

arlene.thomas-randol
New Stamp





RFS 7336 
 
Revised 8/02/2007 

Privileged and Confidential Information 
 

CASE ASSESSMENT 
 

By: Joel Verburg State: Pennsylvania 
 

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

In Service 
Date: 6/7/05 

Vehicle is: Used BAC Code: 
112174 

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

Vehicle Purchased Used on: n/a 

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

    

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

 {Symptom} 
       

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

                              

 
 {Symptom} 

       

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

                              
 

 {Symptom} 
       

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

                              

 
 {Symptom} 

       

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

                              
 

 {Symptom} 
       

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

                                 

 
 {Symptom} 

       



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

                              

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

       

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

                              

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

 Other 
       

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

                              

 
THE STATE LEMON LAW READS: 

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

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

Vehicle Meets Presumption of Lemon Law: NO   
 

PERTINENT FACTS FROM PREVIOUS SRs WHICH RELATE TO YOUR EVALUATION 
 

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

 
RECOMMENDATION AND RATIONALE 

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

 
{TEXT} 
 
 
 



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



 

























December 29, 2010 
 

New Port Richey, FL  
 
Service Request: 71-551651191 
Customer Relationship Specialist: Adam Labonte 
 
Dear  
 
Thank you for your support of Pontiac.  As we agreed, the necessary paperwork has been completed and 
forwarded to General Motors Protection Plan (GMPP).  The processing time will take approximately 
eight weeks.  The Major Guard plan for your 2005 Pontiac G6, Vehicle Identification Number 
1G2ZH548254  is for the following: 
 

• 60 months or  60,000 miles, whichever occurs first, beginning on 09/12/2007 and ending on 
09/12/2012, and begins with 29,203 and ends with 89,203 odometer miles 

• Standard rental 
• A $0.00 deductible 

 
You will be notified by GMPP once the plan has been processed.  This letter will serve as your policy 
until the plan confirmation is received.  Please contact your local GM Dealer if you have coverage 
questions.  Your complete satisfaction is very important to us.  We hope this transaction demonstrates our 
appreciation of you as a valued Pontiac customer. 
 
If you have any future questions, please feel free to contact our Pontiac Customer Assistance Center at 1-
800-762-2737  Monday through Friday between 8:00 a.m. and 11:00 p.m., Eastern Time.  Please refer to 
your service request number above and any of our Customer Relationship Specialists will be happy to 
assist you. 
 
Thank you for allowing us the opportunity to assist you.     
 
Sincerely,  
 
Pontiac Customer Assistance Center 
 
 
For more information regarding the maintenance and care of your vehicle, please visit 
www.mygmlink.com.  This free online service offers vehicle and ownership-related information and tools 
tailored to your specific vehicle.
 

http://www.mygmlink.com/�
arlene.thomas-randol
New Stamp



2005 G6 - GT SEDAN                           PONTIAC/GMC DIVISION
40U  IVORY WHITE                    /V6G     GENERAL MOTORS CORPORATION
192  EBONY                                   100 RENAISSANCE CENTER
ORDER NO. HNSQGM/TRE      STOCK NO.          DETROIT      MI  48243-1114
VIN 1G2 ZH54 82 54                      VEHICLE INVOICE 2AD49153222
***************************************************************16*17084S
MODEL & FACTORY OPTIONS               MSRP    INV AMT  RETAIL - STOCK
2ZH69 G6 - GT SEDAN               23300.00   21319.50  INVOICE 10/04/04
AP3 REMOTE VEHICLE STARTER SYSTEM   150.00     133.50  SHIPPED 10/04/04
AY0 FRONT SIDE IMPACT AIR BAGS &    690.00     614.10  EXP I/T 10/15/04
    HEAD-CURTAIN SIDE AIR BAGS                         INT COM 10/15/04
A51 LEATHER PACKAGE:               1365.00    1214.85  PRC EFF 10/04/04
    * LEATHER APPOINTED SEATING                        KEYS G2706 G2706
    * 6-WAY POWER DRIVER SEAT                          WFP-S QTR  OPT-1
    * HEATED FRONT SEATS                               BANK: GMAC - 029
    * LEATHER WRAPPED STEERING WHL                     CHG-TO    17-084
    * STEERING WHEEL RADIO CONTROLS
    * LEATHER WRAPPED SHIFT KNOB                       SHIP WT:  3438
      AND PARK BRAKE HANDLE                            HP:       32.9
FE9 50-STATE EMISSIONS                 N/C        N/C  GMS:     24394.30
FR9 AXLE RATIO 3.29                    N/C        N/C  SUPPLR:  25488.67
LX9 ENGINE, 3.5L V6 SFI               0.00       0.00  MRM:     28480.00
MX0 4-SPEED AUTOMATIC TRANSMISSION    0.00       0.00  MEMO     1267.75
PCH PREMIUM VALUE PACKAGE INCLUDES 2345.00    2087.05
    * (4) WHEELS, 17" CHROMETECH
    * AM/FM STEREO 6 DISC CD PLAYER
      (REPLACES STD/OPT/PKG RADIO)
    * SUNROOF, POWER TILT & SLIDE
    * ONSTAR SYSTEM-INCLUDES 1 YEAR
      SAFE & SOUND
R6J CUSTOMER DIALOG NETWORK           0.00      16.50
VK3 LICENSE PLATE BRACKET, FRONT      5.00       4.45
1SZ GT, PCH OPTION PKG DISCOUNT    1000.00-    890.00-

TOTAL MODEL & OPTIONS              26855.00  24499.95  ACT 231 24319.30
DESTINATION CHARGE                   625.00    625.00  H/B 261   805.65
LAM DEALER CONTRIBUTION                        268.55  ADV 261   268.55
LAM GROUP CONTRIBUTION                         268.55  EXP 65A   268.55

TOTAL                              27480.00  25662.05  PAY 310 25662.05
MEMO: TOTAL LESS HOLDBACK AND
      APPROX WHOLESALE FINANCE CREDIT        24506.90
***********************************************************************
INVOICE DOES NOT REFLECT DEALER'S ULTIMATE COST BECAUSE OF MANUFACTURER
REBATES, ALLOWANCES, INCENTIVES, HOLDBACK, FINANCE CREDIT AND RETURN TO
DEALER OF ADVERTISING MONIES, ALL OF WHICH MAY APPLY TO VEHICLE.
***********************************************************************
THIS MOTOR VEHICLE IS SUBJECT TO A SECURITY INTEREST HELD BY GMAC.

                                         REMIT TO GMAC NO. 029
CROWN PONTIAC-GMC TRUCK                  VIN 1G2ZH548254
                                         $  25662.05 INV  2AD49153222
                                         DUE 10/15/04  DEALER  17-084



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

 
Customer Request # 71-551651191 BBB # PGM0751984 

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

 
(+) 

 
MSRP: (From BARS Invoice) 

 
(-)    

 
DIFFERENCE: 

  
(=)     

  
 
TRADE ALLOWANCE:  (from dealer Bill of Sale) 

 
(+)12380.00 

 
Include vehicle retail, accessories and mileage adjustment figures, and attach NADA pages to file. 
NADA Retail Value for:  
VEHICLE:    
ACCESSORIES:    
MILEAGE ADJUSTMENT:  

 
 
 
 
(-) 

 
OVER ALLOWANCE: (Trade more than NADA) 

  
(=)           

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

  
(=)     10900.00 

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

    
(+)          

 
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: 
2: 
3: 
TOTAL INCENTIVES (Not included in Purchase Price) 

  
 
 
 
 
(-) 
               

 
OVERALLOWANCE: (From above) 

  
(-) 

 
NEGATIVE EQUITY: (If NOT shown in contract)) 

  
(-) 

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

      
   (=)     

 



RFS 6224 
 
Revised 8/02/2007 

Privileged and Confidential Information 
 

CASE ASSESSMENT 
 

By: Adam Labonte State: Florida 
 

 
Customer Name:   Service Request: 71-551651191 BBB Case No.:  PGM0751984 
 
Vehicle ID No.:  1G2ZH548254 In Service 

Date: 
04/02/2005 

Vehicle is: Demo BAC Code: 116323  

Year, Make & Model: 2005 Pontiac G6 
Mileage at Time of BBB Filing 29,000 

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: Jorge Lopez-Gonzalez CAM Name: {Name} 
Phone/Cell Number: 813- 480-1388 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. 
 

  Power Steering Went out 
       

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

5/25/07 45646                   
 

 Clicking Noise in Front End 
       

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

                              
 

 {Symptom} 
       

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

                              
 

 {Symptom} 
       

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

                              
 

 {Symptom} 
       

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

                              
 

 {Symptom} 
       

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

                              
 

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



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

                              
 
 

 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: {# 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. 

 
{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} 

 



 

 

ADR File Checklist 
  
 
SR Number:71-551651191 BBB Case:   PGM0751984 
Customer:       VIN:1G2ZH548254   
Make/Model/Year: 2005 /Pontiac /G6 In Service: 04/02/05  Mileage: 29,000 
Received Date: 08/28/07 Day 15 Date:        Goes Active:        
Primary Concern: Power steering went out , clicking noise in front end  

 

  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: 09/12/07 / 12:00 PM 
 Executive Summary Completion Date/Time: 09/26/07 / 5:20 PM  
 Close Siebel Completion Date/Time: 09/26/07 / 5:30 Pm  

 
 
DVM:  Jorge Lopez-Gonzalez Node/Box: 404082 8094   
Service Dealer: Dick Norris/ Autoway   Svc Mgr: Denny Chamberlain , Mark 
Pinto   
Selling Dealer: Crown Buick Pontiac GMC   Contact: Bob Horbet   
 

NOTES:         











RFS 6224 
 
Revised 8/02/2007 

Privileged and Confidential Information 
 

CASE ASSESSMENT 
 

By: Adam Labonte State: Florida 
 

 
Customer Name:   Service Request: 71-551651191 BBB Case No.:  PGM0751984 
 
Vehicle ID No.:  1G2ZH548254 In Service 

Date: 
04/02/2005 

Vehicle is: Demo BAC Code: 116323  

Year, Make & Model: 2005 Pontiac G6 
Mileage at Time of BBB Filing 29,000 

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: Jorge Lopez-Gonzalez CAM Name: Aubrey Washington 
Phone/Cell Number: 813- 480-1388 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. 
 

  Power Steering Went out 
       

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

07/03/06 520525 1 16,016 Cust sts – SES light and power steering comes on info center 
Dlr sts- Out of calibration – scanned and tested system recalibrated 
steering position sensor 

09/15/06 526770 4 17,762 Cust sts – Service steering light still goes on today. Had no power steering 
had to shut off and restart.  
Dlr sts – Scan data diagnose electric steering intermittent no power 
steering 2 codes perform diagnostic for both codes. Measure resistance of 
torque sensor and steering sensor. Check circuits from steering column to 
power steering control module. No shorts or opens.  
TAC case 9186931 ( Matt Coleman ) Instructed to replace steering column 
assembly. Replaced steering column assembly and road tested.  

08/17/06 524267 1 17,150 Cust sts – Power steering keeps going out and light comes on dash. Had 
recalibration on 07/03/06 now goes out every time driven.  
Dlr sts – Code c0545 c0460 Pump motor and module intermittent inop. 
Scan data diagnose electronic steering pump . Check power grounds test 
voltage at position sensor . replaced pump and module and recalibrate 
 

 
 Clicking Noise in Front End 

       

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

                              
 

 {Symptom} 
       

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

                              
 



 {Symptom} 
       

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

                              
 

 {Symptom} 
       

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

                              
 

 {Symptom} 
       

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

                              
 

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

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

                              
 
 

 Other 
       

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

                              
 

THE STATE LEMON LAW READS: 
 
Days out of service:  30 
Repairs 3 plus FRA  
Time period 2 yrs 60 days  /  
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: 6 
Total days out of service during customer’s ownership:   6 
 

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 met with DVM and DVM offered the Major Guard package. CRS was offered 60/60 major guard $0 deductible . 
Customer accepted and satisfied.  
GMPP is in the system. Closing file 
 
 
 
 
CRS FINAL OFFER: GMPP  DATE: 09/12/07 CUST Accepted 
Goodwill: GMPP Major Guard 60,60,000m 0$ 
deductible 

Attorney Fees (if applicable): ${Amount} 

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

 



RFS 6224 
 
Revised 8/02/2007 

Privileged and Confidential Information 
 

CASE ASSESSMENT 
 

By: Adam Labonte State: Florida 
 

 
Customer Name:   Service Request: 71-551651191 BBB Case No.:  PGM0751984 
 
Vehicle ID No.:  1G2ZH548254 In Service 

Date: 
04/02/2005 

Vehicle is: Demo BAC Code: 116323  

Year, Make & Model: 2005 Pontiac G6 
Mileage at Time of BBB Filing 29,000 

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: Jorge Lopez-Gonzalez CAM Name: {Name} 
Phone/Cell Number: 813- 480-1388 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. 
 

  Power Steering Went out 
       

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

07/03/06 520525 1 16,016 Customer states SES light and power steering comes on info center. Out 
of calibration – scanned and tested system recalibrated steering position 
sensor. 

08/17/06 524267 1 17,150 Power steering keeps going out and light comes on dash. Had 
recalibration on 07/03/06 Now goes out every time driven. Code C0545 
C0460 Pump motor and module intermittent inoperable. Scan data. 
Diagnose electronic steering pump. Codes C0545 C0460 Check power 
grounds test voltage at position sensor. replaced pump and module and 
recalibrate 

09/18/06 526770 4 17,762 Service steering light still goes on today. Had no power steering had to 
shut off and restart. Had pump and module 8/17/06 17150 miles RO 
524267 codes C01460-00 C0545-00 Steering column intermittent MD-*3-
Z5000 $30.69 WPM Dealer trade part purch from Dimmit. Scvan data, 
diagnose electric steering intermittent. No power steering. 2 codes 
perform diagnostic for both codes. Measure resistance of torque sensor 
and steering sensor. Check circuits from steering column to power steering 
control module. No shorts or opens. Technical Assistance Case # 9186931 
(Matt Coleman) Instructed to replace steering column assembly and road-
tested.   

     
 

 Clicking Noise in Front End 
       

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

8/28/07 320305 7 28544 Customer states clicking in steering and clunking over bumpers when 
turning and stopping hears clicking. Bulletin # 06-02-32-007A Re-position 
or replace gear as needed. Verified clunks while turning at slow speeds 
over uneven pavement E9448 .3 Lubricated and cycled intermediate shaft, 



clunk is gone 
 
X Brakes 
       

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

8/28/07 320305 * 28544 Customer states when braking car will shake. Cause: Warped. H0122 
Front brake rotor re-finishing. Verified, front rotors run-out H0122 2.1 Re-
surface both front rotors.  

 
X Electrical 
       

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

5/11/07 547174 1 24,263 Lights- Hazards inoperable. Connector came out switch. Pulled dash face 
plate off to get at switch plugged back in. 

 
X Exterior Trim 
       

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

5/11/07 547174 * 24,263 Passenger front door sounds like its going to fall off. Makes a lot of noise 
when opening, door check loose. Tightened door check. 

5/11/07 547174 * 24,263 C on Pontiac on back falling off. Ordered emblem 
2/4/06 506425 * 13,003 Visors mirror broken. Right side sun-visor broken. Replaced right side 

lighted visor 
 
X Electrical- Radio 
       

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

7/3/2006 520525 * 16,016 Radio locks up after you shut vehicle off and re-start. Can’t do anything to 
shut-off. Re-start, it works. Internal problem with CD player. Scan system. 
2 codes. Replaced radio reprogram with Tech 2 

 
X Battery 
       

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

2/4/06 506425 1 13,003 Customer states vehicle hard to start up. Battery went dead. Check and 
advise. Alternator- etc. Battery failed. Load test- Code 355R7-RL Replace 
battery and checked charging system 

 
 
X Recall 
       

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

2/4/06 506425 * 13,003 Water intrusion recall. # 040888 Water intrusion recall. Completed. 
 

THE STATE LEMON LAW READS: 
 
Days out of service:  30 
Repairs 3 + Final Repair Attempt 
Time period 24 months + 60 days / 24,000 miles 
Does Lemon Law state nonconformity must continue to exist? Y 
 
If applicable, safety-related repairs NA 
Safety-related time period NA / NA 
 
Number of repair attempts in the presumption period: 3 
Total days out of service during the presumption period: 7 
Total days out of service during customer’s ownership:   15 
 



Vehicle Meets Presumption of Lemon Law     NO 
 

PERTINENT FACTS FROM PREVIOUS SRs WHICH RELATE TO YOUR EVALUATION 
 

Concern: There are no additional Service Requests documenting concerns 
Date & Offer/Result:  NA 

 
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: GMPP Major Attorney Fees (if applicable): ${Amount} 
 
TEAM LEAD APPROVING:  {Name} Date: {Date} 

 



PAR GMWA 
 Pre-Authorization/Warranty Claim Tracking Form 

 

 

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

Dealer and Claim Information 
Dealer Name Stateline Auto Group, Inc.     
Dealer Svc Mgr Mike Uzarski Dlr Warranty Admin: Cheryl Sanislo  
Dealer Phone (440) 293-7656 Dealer Fax  866-215-0477  
Dealer BAC 186693       
   
Dealer Division and Code 13-Chevy-28525            
Repair Order Number 119974       
Repair Order Close Date 10/8/2007       
Labor Op. Code  Z1242 Dollar Amt:            
Labor Op. Code  Z1243 Dollar Amt:  3,247.73     
Cause Code (CC) MJ         
Failure Code (FC) 98         
            
PUT EVERYTHING IN NET 
AMOUNT          
Labor Hours and OLH: DO NOT PUT IN HOURS      
Parts and Labor Costs: DO NOT PUT IN COSTS      
Net Amount:       3,247.73      
DO NOT H ROUTE THIS CLAIM         
Authorization Code: DO NOT PUT IN AN AUTH CODE     
Additional Comments for Dealer:        
IF THIS CLAIM SHOULD REJECT FOR ANY REASON, PLEASE CONTACT ME ASAP 
AND FAX A COPY OF THE REJECTION W/TRACKING FORM TO (866) 775-9478     

Retain Copy with Dealer Repair Order 
Internal PAR Information 

           
Complaint: 

Steering   
Cause: 

n/a   
Correction: 

        
Justification: Repair vehicle 
            
PAR CRS: Alyson Hollar     

Additional Comments: n/a     

arlene.thomas-randol
New Stamp



PAR GMWA 
 Pre-Authorization/Warranty Claim Tracking Form 

 

 

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

Dealer and Claim Information 
Dealer Name Stateline Auto Group, Inc.     
Dealer Svc Mgr Mike Uzarski Dlr Warranty Admin: Cheryl Sanislo  
Dealer Phone (440) 293-7656 Dealer Fax  866-215-0477  
Dealer BAC 186693       
   
Dealer Division and Code 13-Chevy-28525            
Repair Order Number 119974       
Repair Order Close Date 10/8/2007       
Labor Op. Code  Z1242 Dollar Amt:            
Labor Op. Code  Z1243 Dollar Amt:  3,997.32     
Cause Code (CC) MJ         
Failure Code (FC) 98         
            
PUT EVERYTHING IN NET 
AMOUNT          
Labor Hours and OLH: DO NOT PUT IN HOURS      
Parts and Labor Costs: DO NOT PUT IN COSTS      
Net Amount:       3,997.32      
DO NOT H ROUTE THIS CLAIM         
Authorization Code: DO NOT PUT IN AN AUTH CODE     
Additional Comments for Dealer:        
IF THIS CLAIM SHOULD REJECT FOR ANY REASON, PLEASE CONTACT ME ASAP 
AND FAX A COPY OF THE REJECTION W/TRACKING FORM TO (866) 775-9478     

Retain Copy with Dealer Repair Order 
Internal PAR Information 

           
Complaint: 

Steering   
Cause: 

n/a   
Correction: 

        
Justification: Repair vehicle 
            
PAR CRS: Alyson Hollar     

Additional Comments: n/a     
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January 6, 2011 
 

 
 

Montgomery, PA   
 
Service Request: 71-569743371 
Customer Relationship Specialist: Adina Reaume 
 
Dear    
 
Pontiac is pleased to provide service coverage for the front suspension and steering on your 2006 Pontiac 
G6, Vehicle Identification Number 1G2ZH158X64   This service coverage will commence upon 
the expiration of the applicable New Vehicle Limited Warranty and will continue until July 15, 2010, or  
60,000 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.   
 
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.   
 
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.
 

















April 29, 2011 

Butler, PA 
 
 
Service Request: 71-584688333 
Customer Relationship Specialist: MJ Mason  
 
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 assembly 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 $673.98. 
 
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.
 



January 31, 2011 
 

Port Washington, WI  
 
 
Service Request: 71-589425739 
Customer Relationship Specialist: Jerry Robinson 
 
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 $368.28. 
 
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.
 

Arlene.Thomas-Randol
New Stamp

















Arlene.Thomas-Randol
New Stamp

















February 7, 2011 
 

Corinth, MS  
 
 
Service Request: 71-595090141 
Customer Relationship Specialist: Joey Bravo 
 
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.  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/�




December 22, 2010 
 
 
 

 
Long Beach, NY  
 
 
Service request: 71-536668450 
Vehicle Identification Number: 1G1ZS51F86F
Customer Relationship Specialist: Lindsay Warzocha 
 
 
Dear : 
 
Thank you for allowing us the opportunity to review the Better Business Bureau claim involving 
your 2006 Chevrolet Malibu.  Unfortunately, our attempts to reach you by phone on September 5, 
11 and 14th were unsuccessful.    
 
Therefore, we will not be able to take any further action regarding your concern until we have an 
opportunity to discuss this with you.  We will continue to hold your file open for 10 days.   
 
Please contact our Business Resource Center at 1-800-231-1841 Monday through Friday between 
8:00 a.m. and 5:00 p.m., Eastern Time.  Please refer to your service request number above when 
calling. 
 
Sincerely, 
 
General Motors Corporation 
 
 
 
 
 
 
PA0005 
V05112006
 

arlene.thomas-randol
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2006 MALIBU SEDAN LS                         CHEVROLET MOTOR DIVISION
67U  SILVERSTONE METALLIC           /L4G     GENERAL MOTORS CORPORATION
83B  TITANIUM                                100 RENAISSANCE CENTER
ORDER NO. JJNQRD/TRE      STOCK NO.          DETROIT      MI  48243-1114
VIN 1G1 ZS51 F8 6F                      VEHICLE INVOICE 1AD72711368
***************************************************************13*02326S
MODEL & FACTORY OPTIONS               MSRP    INV AMT  RETAIL - STOCK
1ZS69 MALIBU SEDAN LS             17365.00   16409.93  INVOICE 09/13/05
L61 2.2L 4 CYL ENGINE                  N/C        N/C  SHIPPED 09/13/05
MX0 4-SPEED AUTO TRANSMISSION          N/C        N/C  EXP I/T 09/30/05
NE1 50-STATE EMISSIONS                 N/C        N/C  INT COM 09/30/05
VK3 FRONT LICENSE PLATE BRACKET       0.00       0.00  PRC EFF 09/13/05
                                                       KEYS G1278 G1278
                                                       WFP-S QTR  OPT-1
                                                       BANK: GMAC - 103
                                                       CHG-TO    02-326

                                                       SHIP WT:  3039
                                                       HP:       18.4
                                                       GMS:     16588.98
                                                       SUPPLR:  17332.11
                                                       MRM:     17990.00
                                                       MEMO      793.25

TOTAL MODEL & OPTIONS              17365.00  16409.93  ACT 231 16513.98
DESTINATION CHARGE                   625.00    625.00  H/B 261   520.95
LAM DEALER CONTRIBUTION                        173.65  ADV 261   173.65
LAM GROUP CONTRIBUTION                         173.65  EXP 65A   173.65

TOTAL                              17990.00  17382.23  PAY 310 17382.23
MEMO: TOTAL LESS HOLDBACK AND
      APPROX WHOLESALE FINANCE CREDIT        16600.80
***********************************************************************
INVOICE DOES NOT REFLECT DEALER'S ULTIMATE COST BECAUSE OF MANUFACTURER
REBATES, ALLOWANCES, INCENTIVES, HOLDBACK, FINANCE CREDIT AND RETURN TO
DEALER OF ADVERTISING MONIES, ALL OF WHICH MAY APPLY TO VEHICLE.
***********************************************************************
THIS MOTOR VEHICLE IS SUBJECT TO A SECURITY INTEREST HELD BY GMAC.

                                         REMIT TO GMAC NO. 103
PERFORMANCE CHEVROLET, LLC               VIN 1G1ZS51F86F
                                         $  17382.23 INV  1AD72711368
                                         DUE 09/30/05  DEALER  02-326











 

Revised 06/04/07 

Overallowance/Negative Equity/Incentives Form (Non-Florida) 
 
Customer: SR #: 71-536668450 BBB#: CHV0750986 

 
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 16571.57 
(from Bill of Sale, before tax, tag, title, etc.)  
MSRP -  17990.00 
(from BARS Invoice screen)  
Subtract the MSRP from the Purchase Price =  -1418.43 
(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 1450.00 
(from Bill of Sale)  
Actual Cash Value (ACV) -  1450.00 
(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 1450.00 
(from Bill of Sale)  
Payoff on Trade -  0.00 
(from Bill of Sale)  
Subtract the Payoff on Trade from the Trade Allowance =  1450.00 
If negative, the Payoff on the Trade is higher that the Trade Allowance.  This is Negative Equity.  
  
  
Section 4  
Purchase Price 16751.57 
(from Bill of Sale, before tax, tag, title, etc.)  
Incentives not included in the Purchase Price -  1000.00 
(from BARS and Incentive Acknowledgement sheet)  
Do not include fuel-fill credit or Dealer incentives.  GM Card points must be included.  
Overallowance/Negative Equity -  0.00 
(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). 

=  15741.57 



 

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: Lindsey Warzocha  State: New York 

 
 
Customer Name:  Service Request: 71-

536668450 
BBB Case No.:  CHV0750986 

   
 
Vehicle ID No.:  
1G1ZS51F86F  

In Service 
Date: 
11/14/2005 

Vehicle is: New BAC Code: 
111259 

Year, Make & Model: 2006 Chevrolet Malibu 
Mileage at Time of BBB Filing 24750 

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

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

DVM Name: John Daly CAM Name: Craig Joseph 
Phone/Cell Number: {Number - Cell Number 
Preferred} 

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. 
 

 Metallic noise under the vehicle while going over bumps 
       

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

19/05/0
6 

22756 4 8324 Replaced steering column 

07/12/07 13131 1 24490 Duplicated noise. Called TAC and went through diagnostic check out-No 
problem found. 

07/18/07 12213 1 24606 SOP 
08/01/07 12656 1 24700 Replaced front stabilizer links. 
                              
                              
 

 Grinding noise from the power steering 
       

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

06/04/07 29997 1 20669 SOP-Strut bushings. 
05/03/07 10348 1 21772 Replaced left strut mount and performed wheel alignment. 

Replaced right strut mount. 
07/18/07 24606 1* 24606 Performed TSB doc#197398 installed insulation 
08/01/07 12656 1* 24700 Not tested 
                              
                              
 

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

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

07/18/07 24606 1* 24606 SOP Paint 



 
 

 Other 
       

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

27/12/05 145089 1 1949 C/S vehicle pulls to the Left 
Road tested vehicle found the alignment to be fine. The electronic steering 
is operating properly at this time. 

19/05/06 22756 4* 8324 Order LF lower seat cover. 
02/06/06 23013 1 8833 Replaced Vanity mirror. Replaced seat cover. 
08/08/06 150498 1 10690 Tire make high pitch noise- Normal condition 

Noise from exhaust- normal Condition 
06/04/07 29997 1* 20669 Replaced RS turn signal. Replaced mirror assembly. 
05/03/07 10348 1* 21772 Paint on order, placed reggy on window 
07/18/07 24606 1* 24606 Lubricated RS front and rear window tracks 
                              
 

THE STATE LEMON LAW READS: 
 
Days out of service:  30 
Repairs 4 or more 
Time period 24 months / 18,000 miles 
Does Lemon Law state nonconformity must continue to exist? Yes 
 
 
 
Number of repair attempts in the presumption period: 1 
Total days out of service during the presumption period: 4 
Total days out of service during customer’s ownership:   12 
 

Vehicle Meets Presumption of Lemon Law     NO   
 

RECOMMENDATION AND RATIONALE 
 

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

 
Customer is getting repairs complete. Then after repairs are complete the customer will be receiving a MG 36/36 0$ 
 
 
 
 
 
CRS FINAL OFFER: {REPAIR/REP/TRADE}: DATE: {Date} CUST {Accepted / Declined} 
Goodwill: {Type} Attorney Fees (if applicable): ${Amount} 
 



 









































Revised 8/02/2007 
Privileged and Confidential Information 

 
CASE ASSESSMENT 

 
By: Lindsey Warzocha  State: New York 

 
 
Customer Name:  Service Request: 71-

536668450 
BBB Case No.:  CHV0750986 

   
 
Vehicle ID No.:  
1G1ZS51F86F

In Service 
Date: 
11/14/2005 

Vehicle is: New BAC Code: 
111259 

Year, Make & Model: 2006 Chevrolet Malibu 
Mileage at Time of BBB Filing 24750 

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

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

DVM Name: John Daly CAM Name: Craig Joseph 
Phone/Cell Number: {Number - Cell Number 
Preferred} 

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. 
 

 Metallic noise under the vehicle while going over bumps 
       

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

19/05/0
6 

22756 4 8324 Replaced steering column 

07/12/07 13131 1 24490 Duplicated noise. Called TAC and went through diagnostic check out-No 
problem found. 

07/18/07 12213 1 24606 SOP 
08/01/07 12656 1 24700 Replaced front stabilizer links. 
 

 Grinding noise from the power steering 
       

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

06/04/07 29997 1 20669 SOP-Strut bushings. 
05/03/07 10348 1 21772 Replaced left strut mount and performed wheel alignment. 

Replaced right strut mount. 
07/18/07 24606 1* 24606 Performed TSB doc#197398 installed insulation 
08/01/07 12656 1* 24700 Not tested 
 

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

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

07/18/07 24606 1* 24606 SOP Paint 
 
 

 Other 
       

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



     

27/12/05 145089 1 1949 C/S vehicle pulls to the Left 
Road tested vehicle found the alignment to be fine. The electronic steering 
is operating properly at this time. 

19/05/06 22756 4* 8324 Order LF lower seat cover. 
02/06/06 23013 1 8833 Replaced Vanity mirror. Replaced seat cover. 
08/08/06 150498 1 10690 Tire make high pitch noise- Normal condition 

Noise from exhaust- normal Condition 
06/04/07 29997 1* 20669 Replaced RS turn signal. Replaced mirror assembly. 
05/03/07 10348 1* 21772 Paint on order, placed reggy on window 
07/18/07 24606 1* 24606 Lubricated RS front and rear window tracks 
                              
 

THE STATE LEMON LAW READS: 
 
Days out of service:  30 
Repairs 4 or more 
Time period 24 months / 18,000 miles 
Does Lemon Law state nonconformity must continue to exist? Yes 
 
 
 
Number of repair attempts in the presumption period: 1 
Total days out of service during the presumption period: 4 
Total days out of service during customer’s ownership:   12 
 

Vehicle Meets Presumption of Lemon Law     NO   
 

RECOMMENDATION AND RATIONALE 
 

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

 
If the customer chooses to contact the better business bureau that is her choice. We have not denied repairs. The 
customer is not being compliant with the settlement. 
 
 
 
 
 
CRS FINAL OFFER: {REPAIR/REP/TRADE}: DATE: {Date} CUST {Accepted / Declined} 
Goodwill: {Type} Attorney Fees (if applicable): ${Amount} 
 



 



STRAIGHT-PAYMENT-LEASE REPURCHASE WORKSHEET - BRC COMMON
File Number

71-536668450 Yvonne C.
Draft-Add question marks beside category (not in dollar fields) to indicate incomplete information 

Date:
1G1ZS51F86F February 18, 2008

1 1 Base Price $16,579.57 1 Down Pmt / Cap Cost Reduction $0.00
2 2 Tire Fee $12.50 2 Pmts (includes 1st month if lease) $0.00
3 3 Reg./Lic./Title Fees $60.00 3 Reg/Lic/Title Fees (leases only) $0.00
4 4 State Fees $10.00 4 Tax (leases only) $0.00
5 A. USAGE USING L.L. FORMULA 5 Dealer Fee $45.00 5 Aftermarket Items $0.00
6 Base Price/Total Repurch Price $15,579.57 6 Sales Tax $0.00 6 Other-Explain $0.00
7 Mileage 19,248 7 Finance Charges  $0.00 7 Other-Explain $0.00
8 Denominator 100,000 8 GMPP (* only for WI) $0.00 8 Other-Explain $0.00
9 Usage $2,998.76 9 Other-Explain $0.00 9 Other-Explain $0.00

10 10 Total Purchase Price $16,707.07 10 Total Additions $0.00
11 B. USAGE - NEGOTIATED $0.00 11 11
12 12 * Usage/Depreciation $2,998.76 12 * Usage/Depreciation $2,998.76
13 13 Damage $0.00 13 Damage $0.00
14 C. USAGE USING CENTS/MILE 14 Late charges $0.00 14 Late charges $0.00
15 Mileage 0 15 Over-Allowance $0.00 15 Over-Allowance $0.00
16 Cents per mile $0.000 16 Negative Equity $0.00 16 Negative Equity $0.00
17 Usage $0.00 17 Incentives $1,000.00 17 Incentives $0.00
18 18 Other-Explain $0.00 18 Sec. Dep. (leases) if reimbursing above $0.00
19 19 Other-Explain $0.00 19 Extended Service Contract $0.00
20 D. USAGE-CALIFORNIA ONLY 20 Other-Explain $0.00 20 Gap Insurance $0.00
21 Base price section-Used when NOT financed. 21 Other-Explain $0.00 21 Over Mileage Penalty $0.00
22 "Actual Price Paid" (Base) $15,662.07 22 Total Deductions $3,998.76 22 Total Deductions $2,998.76
23 Mileage 0 23 23
24 Usage $0.00 24 Repurchase Subtotal $12,708.31 24 Total Refund to Customer -$2,998.76
25 OR 25 Loan Payoff good thru xx/xx/xx $0.00 25 Dlr Buyout (lease) or Loan Payoff $0.00
26 Payment/Lease-Used when financed. 26 Total Refund to Customer $12,708.31 26 (GMAC=DL quote) good thru xx/xx/xx
27 "Actual Price Paid" (Pmt/Lease) $0.00 27 Attorney's Fees $0.00 27 Attorney's Fees $0.00
28 Mileage 0 28 Total Repurchase $12,708.31 28 Total Repurchase -$2,998.76
29 Any ext service contract (CA only) 0 29 NADA (Legal Only) $0.00 29 NADA (Legal Only) $0.00
30 Usage $0.00 30 Estimated Auction Value $0.00 30 Estimated Auction Value $0.00
31 31 Projected Loss $12,708.31 31 Projected Loss -$2,998.76

PURCHASE PRICE (before t/t/t) 16,579.57$     TRADE ALLOWANCE 1,850.00$      PURCHASE PRICE 16,579.57$     
MSRP ( FROM BARS INVOICE) 17,990.00$     PAYOFF OF TRADE -$               INCENTIVE* (from BARS) 1,000.00$       
DIFFERENCE (1,410.43)$      DIFFERENCE 1,850.00$      OVERALLOWANCE -$                
if positive look for over allowance if negative=negative equity ACTUAL PRICE 15,579.57$     

TRADE ALLOWANCE 1,850.00$      
ACV OF TRADE 1,850.00$      Do not include fuel fill credit

Authorized Signature Date DIFFERENCE -$               Include GM card points
ACV=actual cash value Form Rev. 04/28/2006  

Worksheet Filled Out By:

STRAIGHT REPURCHASE - BASE PAYMENT (CA, FL & WV) OR LEASE REPURCHASE

 To calculate usage:
Use ONLY one of the 4 methods in this column or 
follow applicable lemon law formula for your state

USAGE FORMULAS

Vehicle VIN:

Customer Name



No Lien holder





















































 

 

ADR REPURCHASE CHECKLIST 
 
Once completed, this document should be attached to the SR. 
 
 

 Cover sheet denoting a Request # and whether the case is a Voluntary or Mandatory 
Repurchase with information completed (on front of file) 
 

 PRA FORM (Voluntary Repurchase only) 
 

 Both VINS on Trade Repurchase Or vehicle order number.  Need order # or VIN on all cases 
except Mandates 
 

 Invoice on original vehicle (from BARS)-old VIN & new VIN if a trade 
 

 Incentive Acknowledgement Form 
 

 Signed Bill of Sale on original vehicle  
 

 Copy of the title or registration, if unobtainable, then copy of Title Need current registration 
in CA  
 

 Agreement to Arbitrate (For CA cases, attach the CCF) 
 

 Repair Orders (KY and FL only) 
 

 Invoice for any conversion package (if applicable) 
 

 Receipts for any after-market items (if applicable) 
 

 BBB ruling/lemon law ruling and/or BBB settlement letter (if applicable) 
 

 Signed customer acceptance of decision for Mandatory Repurchases 
 

 Financial Institution information including: account #, phone # & Institution name 
  

 Overallowance/Incentives/Negative Equity Form 
 

 ACV on trade-in documented  
 

 Copy of the Customer Claim Form (CCF) only on Mandates 
 

 Applicable Attorney Information:  Firm Name, Contact Person, Federal Tax I.D., Phone # 



Revised 8/02/2007 
Privileged and Confidential Information 

 
CASE ASSESSMENT 

 
By: Lindsey Warzocha  State: New York 

 
 
Customer Name:  Service Request: 71-

536668450 
BBB Case No.:  CHV0750986 

   
 
Vehicle ID No.
1G1ZS51F86F

In Service 
Date: 
11/14/2005 

Vehicle is: New BAC Code: 
111259 

Year, Make & Model: 2006 Chevrolet Malibu 
Mileage at Time of BBB Filing 24750 

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

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

DVM Name: John Daly CAM Name: Craig Joseph 
Phone/Cell Number: {Number - Cell Number 
Preferred} 

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. 
 

 Metallic noise under the vehicle while going over bumps 
       

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

19/05/0
6 

22756 4 8324 Replaced steering column 

07/12/07 13131 1 24490 Duplicated noise. Called TAC and went through diagnostic check out-No 
problem found. 

07/18/07 12213 1 24606 SOP 
08/01/07 12656 1 24700 Replaced front stabilizer links. 
11/26/07 217159 5 28920 Replaced front shocks and rear shocks. Operating as designed 
 
 

 Grinding noise from the power steering 
       

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

06/04/07 29997 1 20669 SOP-Strut bushings. 
05/03/07 10348 1 21772 Replaced left strut mount and performed wheel alignment. 

Replaced right strut mount. 
07/18/07 24606 1* 24606 Performed TSB doc#197398 installed insulation 
08/01/07 12656 1* 24700 Not tested 
11/26/07 217159 * 28920 Replaced lower steering shaft 
     
 
 

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

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



07/18/07 24606 1* 24606 SOP Paint 
 
 

 Other 
       

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

27/12/05 145089 1 1949 C/S vehicle pulls to the Left 
Road tested vehicle found the alignment to be fine. The electronic steering 
is operating properly at this time. 

19/05/06 22756 4* 8324 Order LF lower seat cover. 
02/06/06 23013 1 8833 Replaced Vanity mirror. Replaced seat cover. 
08/08/06 150498 1 10690 Tire make high pitch noise- Normal condition 

Noise from exhaust- normal Condition 
06/04/07 29997 1* 20669 Replaced RS turn signal. Replaced mirror assembly. 
05/03/07 10348 1* 21772 Paint on order, placed reggy on window 
07/18/07 24606 1* 24606 Lubricated RS front and rear window tracks 
                              
 

THE STATE LEMON LAW READS: 
 
Days out of service:  30 
Repairs 4 or more 
Time period 24 months / 18,000 miles 
Does Lemon Law state nonconformity must continue to exist? Yes 
 
 
 
Number of repair attempts in the presumption period: 1 
Total days out of service during the presumption period: 4 
Total days out of service during customer’s ownership:   12 
 

Vehicle Meets Presumption of Lemon Law     NO   
 

RECOMMENDATION AND RATIONALE 
 

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

 
If the customer chooses to contact the better business bureau that is her choice. We have not denied repairs. The 
customer is not being compliant with the settlement. 
 
CRS FINAL OFFER: Repairs: DATE: {Date} CUST {Accepted / Declined} 
Goodwill: {Type} Attorney Fees (if applicable): ${Amount} 
 



 



 

 

ADR File Checklist 
  
 
SR Number:71-536668450 BBB Case:   CHV0750986 
Customer:       VIN:1G1ZS51F86F   
Make/Model/Year: Chevrolet /Malibu/2006 In Service: 11/14/2005  Mileage: 
24750 
Received Date: 08/18 Day 15 Date:        Goes Active:        
Primary Concern: Metallic sound fron under the car when going over bumps, Grinding 

noise from the power steering. 

 

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

  Initial Calls (72 hrs): 
  Customer Completion Date/Time: 08/21  / 10:21am 
  Dealer Svc Mgr Completion Date/Time: 08/20  / 3:56pm 
  Dealer Finance Mgr Completion Date/Time: 08/20  / 3:56pm 
  AVM Completion Date/Time: 08/20  / 4:00pm  

  Repair Orders Requested:    Received:         

  Sales Documents:    Received:         

  BARS / Finance Sheet 

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

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

  Settlement / Goodwill Offered Date:   

  All Documents Attached (by Day 15) 

  Arbitration Date:        

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

 
 
AVM:  John Daly Node/Box: 914055/8501  
Service Dealer: 86th Street Chevrolet Sabb   Svc Mgr: Tom Palladino   
Selling Dealer: Paul Conte Chevrolet   Contact: N/A   
 

NOTES:         





 

Revised 06/04/07 

Overallowance/Negative Equity/Incentives Form (Non-Florida) 
 
Customer: SR #: 71-536668450 BBB#: CHV0750986-1R 

 
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 16571.57 
(from Bill of Sale, before tax, tag, title, etc.)  
MSRP -  17990.00 
(from BARS Invoice screen)  
Subtract the MSRP from the Purchase Price =  1418.43 
(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 1450.00 
(from Bill of Sale)  
Actual Cash Value (ACV) -  1450.00 
(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 1450.00 
(from Bill of Sale)  
Payoff on Trade -  0.00 
(from Bill of Sale)  
Subtract the Payoff on Trade from the Trade Allowance =  0.00 
If negative, the Payoff on the Trade is higher that the Trade Allowance.  This is Negative Equity.  
  
  
Section 4  
Purchase Price 16571.57 
(from Bill of Sale, before tax, tag, title, etc.)  
Incentives not included in the Purchase Price -  1000.00 
(from BARS and Incentive Acknowledgement sheet)  
Do not include fuel-fill credit or Dealer incentives.  GM Card points must be included.  
Overallowance/Negative Equity -  0.00 
(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). 

=  15571.57 



 

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. 

 

 



12/22/10 

Mandatory Repurchase 
 
 
 
BBB Case                                Straight 
  
 
 
 
 
 
COMPLIANCE DATE _______03/12/08____ 
 
 
ADR REQUEST NUMBER____________ 71-536668450______________ 
 
 
CUSTOMER NAME ___________ 
 
 
LAST SIX OF VIN ______ 126834____________ 
 
 
ADR CRS __Lindsey Warzocha_____ EXT. __11548_____ 
 
 
DVM ___John Daly___ PHONE _____N/A__ 
 
 
DATE ACCEPTANCE RECEIVED _________02/12/08__ 
 
 
NUMBER OF DAYS FOR COMPLIANCE ________30_ 
 
 
TEAM LEAD’S SIGNATURE __N. MacDonald_____ 
 
ADR Exceptions that need to be paid i.e. over allowance and negative equity. 
 
COMMENTS/REASON FOR EXCEPTION: 
 
 
 
File will be returned without all information above completed. 



 

 

ADR File Checklist 
  
 
SR Number:71-536668450 BBB Case:   CHV0750986 
Customer:       VIN:1G1ZS51F86F
Make/Model/Year: Chevrolet /Malibu/2006 In Service: 11/14/2005  Mileage: 
24750 
Received Date: 08/18 Day 15 Date:        Goes Active:        
Primary Concern: Metallic sound fron under the car when going over bumps, Grinding 

noise from the power steering. 

 

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

  Initial Calls (72 hrs): 
  Customer Completion Date/Time: 08/21  / 10:21am 
  Dealer Svc Mgr Completion Date/Time: 08/20  / 3:56pm 
  Dealer Finance Mgr Completion Date/Time: 08/20  / 3:56pm 
  AVM Completion Date/Time: 08/20  / 4:00pm  

  Repair Orders Requested:    Received: Yes   

  Sales Documents:    Received: Yes   

  BARS / Finance Sheet 

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

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

  Settlement / Goodwill Offered Date:   

  All Documents Attached (by Day 15) 

  Arbitration Date:        

  Closing Activities: 
 Settlement Completion Date/Time: 11/13 / 4pm 
 Executive Summary Completion Date/Time: 11/13 / 4pm  
 Close Siebel Completion Date/Time: 11/13 / 4pm  

 
 
AVM:  John Daly Node/Box: 914055/8501  
Service Dealer: 86th Street Chevrolet Sabb   Svc Mgr: Tom Palladino   
Selling Dealer: Paul Conte Chevrolet   Contact: N/A   
 

NOTES:         



 
 
 

 
 
 

 
 

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 
 
August 18, 2007 
   
Tom Palladino 
Paul Conte Chevrolet 
68 E Sunrise Hwy 
Freeport NY 
                                                                           
 
 
Re: 
 Siebel Request: 71-536668450 
 2006 Chevrolet Malibu 
 VIN # 1G1ZS51F86F
 
 
 
Dear Mr. Tom Palladino:  
 
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).  
• Any and all TSB or TAC information (Case number,forms.etc) 

 
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, 
 
 
 
Lindsey Warzocha 
BRC Customer Relationship Specialist 
Ph# 800-231-1841 extension 11548 
FAX# 866-893-7514 
 
 



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

VIN: 1G1ZS51F8 6F             SELLG SCE: 13   MDL YR: 06   ORD NO: JJNQRD

ODATE: 08/01/05 ORDER FAN:           OTYPE: 070  DLVY SS/SITE CD:    13  02309
DDATE: 11/14/05  DLVY FAN:           DTYPE: 010  SRVC TYPE:     MILEAGE:

DLVY DOE:  11/14/05  ORDER BY:
CANC:
CANC DOE:
TRADE:     11/14/05  DLVY TO:  
TRD DOE:   11/14/05            
SRVC IN:                       LONG BEACH                     NY 
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
 CNE   01  13 02309  00029182455   11/15/05   1,000.00     OA       0.00     9

PROCESS TYPE:   001  CHECK NO:                   SSN:
DATA SCE:      DLR   INC MEMO NO: 00029182455    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
 DSN   01  13 02309  00029214422   11/19/05     400.00     OA       0.00     9

PROCESS TYPE:   001  CHECK NO:                   SSN:
DATA SCE:      DLR   INC MEMO NO: 00029214422    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
 FFC   01  13 02309  00029182455   11/15/05      35.21     OA       0.00     9

PROCESS TYPE:   001  CHECK NO:                   SSN:
DATA SCE:      DLVY  INC MEMO NO: 00029182455    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
 SMR   01  13 02309  2077598       12/02/05      50.00     OP       0.00     9

PROCESS TYPE:   004  CHECK NO:                   SSN:
DATA SCE:      VEND  INC MEMO NO: 2077598        AUTH PUR CD:
MISC DATE:           MISC:
POLICY PYMT CMNT:                                          ACTV TYPE: A



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

VIN: 1G1ZS51F8 6F           SELLG SCE: 13   MDL YR: 06   ORD NO: JJNQRD

CODE  PAY  SS/SITE   INV/INC NO      DATE     AMOUNT      MTHD  DLR SHR    STAT
 SNP   01  13 02309  2077599       12/02/05     150.00     OP       0.00     9

PROCESS TYPE:   004  CHECK NO:                   SSN:
DATA SCE:      VEND  INC MEMO NO: 2077599        AUTH PUR CD:
MISC DATE:           MISC:
POLICY PYMT CMNT:                                          ACTV TYPE: A



Case Number: 146048
Originator Name: Lindsey Warzocha 866-790-5600 11548 warzocli@gmexpert.com
Created Date: 02/12/2008
Vehicle Info

*VIN: 1G1ZS51F86F MSRP: 17990.0 *TAC #: 9106850
Year: 2006 Make: Chevrolet Model: Malibu
Vehicle Comments & TAC Explanation:
Advised customer condition was normal

*Date Reviewed with Customer: 02/11/2008 *Repurchase Mileage: 31248
Original Purchase Date: 11/14/2005 * Original Purchase Condition: New

Vehicle Owner(s)
Entity Type Person 
* Names(s) on Title: * Title State: NY
* Primary Owner:
* Address
* City long Beach * State NY * ZIP Code:
* Day Phone: * Home Phone: * Cell Phone:
* E-mail: * Fax Phone:

* Reason Repurchase Power steering cuts out, metalic noises under the vehicle

UCC Codes (M0105) Steering  - General - Inoperative
(F1008) Suspension - Front Suspension General - Squeaks

Vehicle Lien Holder
Type of Secured Interest: No Lien * Company: Account #:
Contact or Attention:
Address
City State ZIP Code:
Day Phone: Fax: E-mail:

Original Selling Dealer
* Dealer #: 111259 Dealer Name: PAUL CONTE CHEVROLET INC
Region: 40 District: 4452
* Phone: (516) 623-9600 Fax: (516) 623-9730
* Contact Name: Steve Skullnick * Contact Title:Sales manager E-Mail:

Repurchasing Dealer: -
Repair

* Contact Name: Anthony Squeo * Contact Title:Service Manager

Vehicle Location: -

February 12, 2008 Page 1 of 2



Case Number: 146048
Originator Name: Lindsey Warzocha 866-790-5600 11548 warzocli@gmexpert.com
Created Date: 02/12/2008

Transaction
Details:

Siebel Request #: 71-536668450 * Disposition:Auction 
State: NY * Type: Straight Repurchase 
Source: ADR BBB Mandated 
Replacement VIN: -
Compliance Date: 2008-03-12 Compliance Type:BBB Mandate 
MSRP: 0.0 Order #:

Repurchase:

* Processing Instructions:
Please process this mandated repurchase under the LL and according to the mandated 
deicion.

Disposition:

* Processing Instructions:
Auction

Transaction Details
Group Responsible Formula Additional Explanation Value
Usage
Sales Tax
State/Gov Fees
After Market Item(s)
Negative Equity
Over Allowance Amount

Use Lemon Law
Customer
Customer
Does Not Apply
Customer
Customer

19248/100000*155...
NA
NA
NA
NA
NA

Usage per Lemon Law
Sales Tax
Fees
No Aftermarket Items
Negative Equity
Over Allowance

2998.7
5
0
0
0
0
0

February 12, 2008 Page 2 of 2





 

 

ADR File Checklist 
  
 
SR Number:71-536668450 BBB Case:   CHV0750986 
Customer:       VIN:1G1ZS51F86F
Make/Model/Year: Chevrolet /Malibu/2006 In Service: 11/14/2005  Mileage: 
24750 
Received Date: 08/18 Day 15 Date:        Goes Active:        
Primary Concern: Metallic sound fron under the car when going over bumps, Grinding 

noise from the power steering. 

 

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

  Initial Calls (72 hrs): 
  Customer Completion Date/Time: 08/21  / 10:21am 
  Dealer Svc Mgr Completion Date/Time: 08/20  / 3:56pm 
  Dealer Finance Mgr Completion Date/Time: 08/20  / 3:56pm 
  AVM Completion Date/Time: 08/20  / 4:00pm  

  Repair Orders Requested:    Received: Yes   

  Sales Documents:    Received: Yes   

  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:       /        

 
 
AVM:  John Daly Node/Box: 914055/8501  
Service Dealer: 86th Street Chevrolet Sabb   Svc Mgr: Tom Palladino   
Selling Dealer: Paul Conte Chevrolet   Contact: N/A   
 

NOTES:         



Revised 8/02/2007 
Privileged and Confidential Information 

 
CASE ASSESSMENT 

 
By: Lindsey Warzocha  State: New York 

 
 
Customer Name:  Service Request: 71-

536668450 
BBB Case No.:  CHV0750986 

   
 
Vehicle ID No.:  
1G1ZS51F86F

In Service 
Date: 
11/14/2005 

Vehicle is: New BAC Code: 
111259 

Year, Make & Model: 2006 Chevrolet Malibu 
Mileage at Time of BBB Filing 24750 

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

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

DVM Name: John Daly CAM Name: Craig Joseph 
Phone/Cell Number: {Number - Cell Number 
Preferred} 

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. 
 

 Metallic noise under the vehicle while going over bumps 
       

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

                              

 
 Grinding noise from the power steering 

       

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

                              
 

 {Symptom} 
       

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

                              

 
 {Symptom} 

       

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

                              
 

 {Symptom} 
       

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

                              

 



 {Symptom} 
       

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

                              

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

       

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

                              

 
 

 Other 
       

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

                              

 
THE STATE LEMON LAW READS: 

 
Days out of service:  30 
Repairs 4 or more 
Time period 24 months / 18,000 miles 
Does Lemon Law state nonconformity must continue to exist? Yes 
 
If applicable, safety-related repairs {# of repair attempts} 
Safety-related time period {# of months} / {# of miles} 
 
Number of repair attempts in the presumption period: {# 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. 

 
{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. 
 



December 22, 2010 
 
 
 

San Leandro, CA
 
 
Service request: 71-537277622 
Vehicle Identification Number: 1G2ZG528854
Customer Relationship Specialist: Alicia Schneider 
 
 
Dear  
 
Thank you for allowing us the opportunity to review your case regarding your 2005 Pontiac G6.  
Unfortunately, our attempts to reach you were unsuccessful.    
 
Therefore, we will not be able to take any further action regarding your concern until we have an 
opportunity to discuss this with you.  We will continue to hold your file open for 10 days.   
 
Please contact our Business Resource Center at 1-800-231-1841 Monday through Friday between 
8:00 a.m. and 5:00 p.m., Eastern Time.  Please refer to your service request number above when 
calling. 
 
Sincerely, 
 
General Motors Corporation 
 
 
 
 
 

arlene.thomas-randol
New Stamp







 December 22, 2010 
 

San Leandro, CA   
 
Service Request: 71-537277622 
Customer Relationship Specialist: Alicia Schneider 
 
Dear  
 
Thank you for your support of Pontiac.  As we agreed, the necessary paperwork has been completed and 
forwarded to General Motors Protection Plan (GMPP).  The processing time will take approximately 
eight weeks.  The Value Guard plan for your 2005 Pontiac G6, Vehicle Identification Number 
1G2ZG528854  is for the following: 
 

• 48 months or  72,000 miles, whichever occurs first, beginning on July 24, 2007 and ending 
on July 24, 2011 and begins with 28,906 and ends with 100,906 odometer miles 

• Standard rental 
• A $0.00 deductible 

 
You will be notified by GMPP once the plan has been processed.  This letter will serve as your policy 
until the plan confirmation is received.  Please contact your local GM Dealer if you have coverage 
questions.  Your complete satisfaction is very important to us.  We hope this transaction demonstrates our 
appreciation of you as a valued Pontiac customer. 
 
If you have any future questions, please feel free to contact our Pontiac Customer Assistance Center at 1-
800-762-2737  Monday through Friday between 8:00 a.m. and 11:00 p.m., Eastern Time.  Please refer to 
your service request number above and any of our Customer Relationship Specialists will be happy to 
assist you. 
 
Thank you for allowing us the opportunity to assist you.     
 
Sincerely,  
 
Pontiac Customer Assistance Center 
 
 
For more information regarding the maintenance and care of your vehicle, please visit 
www.mygmlink.com.  This free online service offers vehicle and ownership-related information and tools 
tailored to your specific vehicle.
 

http://www.mygmlink.com/�
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Case Assessment By: Alicia Schneider  Siebel/CARS Request #:  71-537277622 
Customer Name:  
Veh year:  2005 Make:  GMC Model:  G6 Current mileage:  28400 
Veh ID #: 
1G2ZG528854

In Service Date: 6/7/05 Lease:  9/6/06 If used: 14000 

What is the customer seeking? Customer does not indicate. 
 

VEHICLE REPAIR HISTORY 
 
CUSTOMER’S PRIMARY SYMPTOM/CONCERN:    Power Steering 
Date:  RO#:    Mileage:     Days Out:     Description of Repair: 
7/7/07 001225 28642 6 C/S to chk steering is sloppy most of the time at times it 

binds & is hard to turn. Found C0545 STEERING WHEEL 
TORQUE INPUT SENSOR. Performed diagnostic as per 
doc#1241508. Lowered the bolster panel & inspected the 
wiring & connectors. Found wiring Ok. But noticed grease 
leaking from steering column where the torque sensors are 
housed. Cleared DTC & road tested the veh. Performing 
several parking lot maneuvers. Code did not return. Called 
TAC spk w/ Bill Webber. He recommends steering column 
replacement. Case#9741171. Removed the knee bolster 
column trim panels, clam shell trim, SIR module. SIR 
module coil. Adjustable brake pedal brackets. Removed the 
steering column. Removed the electric motor & P/S module 
assy & transferred parts onto new steering column. 
Installed steering column into veh. Installed interm shaft. 
Installed multifunction switch SIR module coil. SIR module. 
Steering wheel, all trim pieces road test the veh.  

 
CUSTOMER’S PRIMARY SYMPTOM/CONCERN:    Front Brakes 
Date:  RO#:      Mileage:    Days Out:    Description of Repair: 
10/10/06 70356 15842 11 C/S squeaking noise heard from left front. Verified same 

noise as before. Called TAC & spk w/ Lauren Wenger & 
advised by him of bulletin #04-05-23-004. Which the veh 
working on is not part of this bulletin but has the same 
concern. Was advised to perform bulletin on veh. If this 
does not fix the concern then replace the calipers, ordered 
fluid for repair. Tech 692 (10/10/06). Performed bulletin as 
per TAC. Stopped noise for a little bit but then the noise 
returned as per TAC 2 front calipers w/ be ordered. Tech 
692 (10/10/06) tech 692 (10/12/06). Removed & replaced 
both front calipers. Road tested veh through parking lot 
veh is quite at this time. Recommend road test overnight 
to verify the noise is gone for good. Advised Svc Writer of 
condition. Tech 692 (10/12/06). Tech 692 car was road 
tested overnight & noise came back. Called ATC & spk w/ 
Tim Hooper. Advised him of repairs was advised to 
compare this to a like veh. Closest veh on the lot was a 06. 
No noise heard from that veh on drive was advised to get 
AVM involved w/ veh. Tech 692 (10/13/06) tech 692 spk w/ 
tech 549 about veh. Road tested w/ Tech 549 & the noise 
was verified. Racked veh & removed both front rims. Tech 
549 advised to remove & machine rotors. While cleaning 
HUB surface & rotor surfaces for machine. Found that the 
surfaces of the rotor HUB uneven. Showed to tech 549. 
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Advised to call TAC & advised of findings & recommend to 
replace front rotors & HUBs. Called TAC & advised them 
of condition. Was advised to call AVM to get approval of 
front rotors & HUB’s. When parking the veh noticed that 
the noise is gone again. But w/ return. Tech 692 (10/13/06) 
tech 692 removed & replaced the front rotors & HUBs. 
After AVM approval. Road tested overnight to verify fix. 
Tech 692 (10/19/06) the veh was road tested overnight & 
the noise did not return. The fix is verified.  Tech 692 
(10/20/06). 

9/30/06 70094 15458 * C/S squeaking/squealing noise heard from left front when 
braking: Verified cust’s concern. Found that the left front 
caliper was making some noise. Removed caliper & 
lubricated slides & guides fro brake pads. After that the 
noise was traced down to the sway bar link. The sway bar 
link was removed & the noise went way on the drivers side 
& the PASS side started making noise. Lubricated sway 
bar bushings & noise remained a sway bar links. Sway Bar 
links order3ed tech 692 (9/30/06) Tech 692 removed & 
replaced the sway bar chassis ears to veh & road tested 
again. Noise was heard loud at both front calipers. Noise 
seemed to bounce back & fourth between front calipers. 
Called TAC & spk w/ Wes Nichols case#9223055. Advised 
him of condition was told to lubricate front brake pads. 
This had already been done was advised to replace the 
front brake pads. Removed & replaced the front brake 
pads. No noise heard after repair the fix is verified tech 
692 (10/4/06). 

 
OTHER SYMPTOM/CONCERN:  
Date:  RO#:  Mileage:  Days Out:  Description of Repair: 
4/7/07 75135 24266 1 C/S the PASS side visor light is inop. Broken mirror on 

visor. 4/21/07 replace visor mirror assy as needed.  
 
C/S the front diver side back seat cover is coming off. 
Drivers side rear seat tray coming off, verified the 
concern & inspected the cover, found tht the top of the 
cover slipped off its retaining clips. Also saw that the 
right rear mounting bracket on the cover was broken. 
Reattached the top of the cover & ordered a new cover.  
 
Replaced drivers side mirror – original broken – SOP 
here. L/F mirror 4/14/07 replace L/F broken outside 
mirror & chk operation & all ok. 
Note: Bolt cover on door panel by door latch broken & 
missing so ordered new on. 4/21/07 install missing 
button.  

9/30/06 70094 15458 6 C/S remote transmitter inop. Reprogrammed remote 
transmitter – rear door compartment lock.  
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Total Days Out of Service:   24____(excluding days for customer pay reasons such as; Maintenance and                                  

Collision Repairs) 
 
VEHICLE MEETS PRESUMPTION LEMON LAW? YES:            NO: NO 
 
What is customer eligible for (based upon the BBB Program Eligibility Guidelines and the 
States lemon law requirements for meeting presumption)?  
Customer does not meet remedies. 
 
 
DVM and/or DEALER RECOMMENDATION(s):   Offer customer a GMPP w/ not offer a Repurchase customer 
was already offer car pmt reimb’s w/not do any more reimb’s. If customer declines offer w/not offer anything else 
other than the GMPP. 
 
 
CRS RECOMMENDATION & RATIONALE (EXPLAIN):   Customer does not meet presumption only repair 
submitted for steering had been with Michael Stead dlrshp. Since there has not been any current concern on 
brakes cust was already awarded 2 car pmt reimb’s w/not offer any more car pmt reimb’s. Wil offer a GMPP 
Value Guard need to check first to see for how long is her lease. Dlrshp is not a GM dlr but a Ford dlr. 
 
OFFER: GMPP Value Guard 48/72 
 
Note: Previous BBB Case PGM0665466 – 10/19/06 – 12/6/06 – SR#1-439191207 - Gracie had case 
regarding brake issue.  Settled w/cust on 11/6/07 w/ 2 car pmt reimb’s of $798.00 (399.00)  
 
 
 Decision reached by CRS:     Arbitrate case:                Settle case:   7/24/07 
                                       
 
 







































































 

 

 
 
SR#    71-537277622   
  
New/Used: New     Division: Pontiac     Vehicle Style: Car 
 
Complete VIN  1G2ZG528854      Vehicle Year:  2005  
 
Division – Dealer Code:                                                      
 
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:  6/7/05     Odometer reading: 28,906  
 
Plan Purchase Date: 7/24/07  Customer Ownership: Owner 
 
Business Name:                                                                                                            
 
Customer Name - Title: Ms.   (First - M.I. - Last):
 
Address Line 1:   
 
Address Line 2:                                                                                                              
 
City: San Leandro      State: CA       Zip:
 
Plan Type:  Value Guard           # of Months:  48 Months            Mileage:  72,000 
 
Plan Type:                                 # of Months:                                  Mileage:                       
 
           Deductible:  0       MSRP:  $2515                
 
Plan Lien Holder (Select Division):                                                    
 
Division Address: P.O. Box                   Detroit, MI 48232-                
 
CRM (Decision Maker): Alicia Schneider 
 
Team Manager / Liaison:  Vanessa Bueno 
 
           Team CARS Site:                                           Date: 7/25/07 
 

  AVM Requested 
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Case Assessment By: Alicia Schneider  Siebel/CARS Request #:  71-537277622 
Customer Name:  
Veh year:  2005 Make:  GMC Model:  G6 Current mileage:  28400 
Veh ID #: 
1G2ZG528854  

In Service Date: 6/7/05 Lease:  9/6/06 If used: 14000 

What is the customer seeking? Customer does not indicate. 
 

VEHICLE REPAIR HISTORY 
 
CUSTOMER’S PRIMARY SYMPTOM/CONCERN:    Power Steering 
Date:     RO#:    Mileage:  Days Out:  Description of Repair: 
     
 
CUSTOMER’S PRIMARY SYMPTOM/CONCERN:    Front Brakes 
Date:  RO#:      Mileage:    Days Out:    Description of Repair: 
10/10/06 70356 15842 21 C/S squeaking noise heard from left front. Contacted TAC 

and adv of bulletin 04-05-23-004. This stopped noise from 
a while. Replaced calipers, noise came back. Replaced 
rotors & hub assym. Noise gone. Note: 6 day rental 
provided. 

9/30/06 70094 15458 * C/S squeaking/squealing noise heard from left front when 
braking: TAC case#9223055; removed & replaced the front 
brake pads, no noise heard after repair. 

 
OTHER SYMPTOM/CONCERN:  
Date:  RO#:  Mileage:  Days Out:  Description of Repair: 
4/7/07 75135 24266 1 C/S the PASS side visor light are inop. Broken mirror on 

visor. 4/21/07 replace visor mirror assy as needed.  
 
C/S the front diver side back seat cover is coming off. 
Drivers side rear seat tray coming off, verified the 
concern & inspected the cover, found tht the top of the 
cover slipped off its retaining clips. Also saw tha the 
right rear mounting bracket on the cover was broken. 
Reattached the top of the cover & ordered a new cover.  
 
Replaced drivers side mirror – original broken – SOP 
here. L/F mirror 4/14/07 replace L/F broken outside 
mirror & chk operation & all ok. 
Note: Bolt cover on door panel by door latch broken & 
missing so ordered new on. 4/21/07 install missing 
button.  

9/30/06 70094 15458 6 C/S remote transmitter inop. Reprogrammed remote 
transmitter – rear door compartment lock.  

 
Total Days Out of Service:   28____(excluding days for customer pay reasons such as; Maintenance and                                  

Collision Repairs) 
 
VEHICLE MEETS PRESUMPTION LEMON LAW? YES:            NO: NO 
 
What is customer eligible for (based upon the BBB Program Eligibility Guidelines and the 
States lemon law requirements for meeting presumption)?  
Customer does not meet remedies. 
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DVM and/or DEALER RECOMMENDATION(s):       
 
 
CRS RECOMMENDATION & RATIONALE (EXPLAIN):    
 
Note: Previous BBB Case PGM0665466 – 10/19/06 – 12/6/06 – SR#1-439191207 - Gracie had case 
regarding brake issue.  Settled w/cust on 11/6/07 w/ 2 car pmt reimb’s of $798.00 (399.00)  
 
 
 Decision reached by CRS:     Arbitrate case:                Settle case:         
                                       
 





December 23, 2010 
 
 

 
Rochester, NY   
 
Service Request: 71-537610962 
Customer Relationship Specialist: Michael Metcalf 
 
Dear :   
 
We would like to discuss your request for assistance regarding your 2005 Chevrolet Malibu 
MAXX, but we have been unsuccessful in our attempts to contact you. 
 
If you have outstanding issues, please feel free to contact us at our Chevrolet Customer 
Assistance Center at 1-800-222-1020 Monday through Friday between 8:00 a.m. and 11:00 p.m., 
Eastern Time.  Please refer to your service request number above and any of our Customer 
Relationship Specialists will be happy to assist you.  You will have the option to speak with me 
directly if I am available.  If you have already contacted the Customer Assistance Center, please 
disregard this letter. 
 
Chevrolet and your dealer’s mutual goal is your total satisfaction with Chevrolet products and 
services.  We look forward to talking with you soon. 
 
Sincerely,  
 
Chevrolet Customer Assistance Center
 

arlene.thomas-randol
New Stamp



December 23, 2010 
 

 
Rochester, NY   
 
Service Request: 71-537610962 
Customer Relationship Specialist: Michael Metcalf 
 
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 Smart Care Plan for your 2005 Chevrolet Malibu MAXX, 
Vehicle Identification Number 1G1ZT64815F , is for the following: 
 

• 24 months or  24,000 miles, whichever occurs first, beginning on 08/23/2007 and 
ending on 08/23/2009 and begins with 39,900 and ends with 63,900 odometer miles 

• A $0.00 deductible 
 
You will be notified by GMPP once the plan has been processed.  This letter will serve as your 
policy until the plan confirmation is received.  Please contact your local GM Dealer if you have 
coverage questions.  Your complete satisfaction is very important to us.  We hope this 
transaction demonstrates our appreciation of you as a valued 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/�


December 23, 2010 
 
 

 

Maple Heights, OH   
 
Service Request: 71-540107616 
Customer Relationship Specialist: Laura Connor 
 
Dear    
 
We would like to discuss your request for assistance regarding your 2005 Chevrolet Malibu, but 
we have been unsuccessful in our attempts to contact you. 
 
If you have outstanding issues, please feel free to contact us at our Chevrolet Business Resource 
Center at 1-800-231-1841 Monday through Friday between 8:00 a.m. and 6:00 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 Business Resource 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 Business Resource Center
 

arlene.thomas-randol
New Stamp
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Case Assessment By: Laura Connor Siebel/CARS Request #: 71-540107616 
Customer Name: 
Veh year: 2005 Make: Chevrolet Model: Malibu Current mileage: 22,000 
Veh ID #: 
1G1ZT52835F

In Service Date: 9/30/2005 Purchased: New-09/30/05 If used: n/a 

What is the customer seeking? Repurchase 
 

VEHICLE REPAIR HISTORY 
 
CUSTOMER’S PRIMARY SYMPTOM/CONCERN: Front end problems (shaking) 
Date:  RO#:   Mileage:  Days Out:  Description of Repair: 
03/20/06 35079 5507  Howling in frt end – operating as designed 
03/20/06 35079 5507  Vibration in front end – operating as designed 
03/20/06 35079 5507  Lt turns have a light scrubbing in frt end – operating as 

designed 
 
CUSTOMER’S PRIMARY SYMPTOM/CONCERN: Steering problems 
Date:  RO#:   Mileage:  Days Out:  Description of Repair: 
09/22/06 160122 12100  Replaced power steering gear assy  
 
CUSTOMER’S PRIMARY SYMPTOM/CONCERN: Popping noise 
Date:  RO#:   Mileage:  Days Out:  Description of Repair: 
03/16/07 164858 17436  Popping noise when turning – replaced intermediate 

steering shaft 
 
CUSTOMER’S PRIMARY SYMPTOM/CONCERN: Brakes and rotor problems 
Date:  RO#:   Mileage:  Days Out:  Description of Repair: 
03/20/06 35079 5507  Brake pulsation – operating as designed 
09/22/06 160122 12100  Brake vibration – machine frt and rear rotors 
 
CUSTOMER’S PRIMARY SYMPTOM/CONCERN: Vehicle leaking fluids 
Date:  RO#:   Mileage:  Days Out:  Description of Repair: 
03/20/06 35079 5507 1 Oil leak – no leaks found 
 
CUSTOMER’S PRIMARY SYMPTOM/CONCERN: Transmission revs up 
Date:  RO#:   Mileage:  Days Out:  Description of Repair: 
03/20/06 35079 5507  Shifting too easily – operating as designed 
 
CUSTOMER’S PRIMARY SYMPTOM/CONCERN: Front wheels wobble when driving or braking 
Date:  RO#:   Mileage:  Days Out:  Description of Repair: 
03/20/06 35079 5507  Pulls to right – operating as designed 
03/16/07 164858 17436  Wheel wobble when driving – unable to duplicate 
 
CUSTOMER’S PRIMARY SYMPTOM/CONCERN: Vehicle acts like it does not want to start 
Date:  RO#:   Mileage:  Days Out:  Description of Repair: 
03/20/06 35079 5507  When starting will not crank first time – operating as 

designed 
09/22/06 160122 12100 1 Hard start – unable to duplicate 
03/16/07 164858 17436 1 Hard start – reprogrammed PCM 
 
CUSTOMER’S PRIMARY SYMPTOM/CONCERN: ABS light on when it shouldn’t be 
Date:  RO#:   Mileage:  Days Out:  Description of Repair: 
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03/20/06 35079 5507  ABS kicks in when stopping on dry, clear roads – operating 
as designed 

 
CUSTOMER’S PRIMARY SYMPTOM/CONCERN: SES light on and vehicle will not move 
Date:  RO#:   Mileage:  Days Out:  Description of Repair: 
03/20/06 35079 5507  Feels like engine wants to stall – could not duplicate 
06/02/06 40128 7903 1 SES light on and running rough – found #4 cylinder 

missing – found stock injector – add cleaner to fuel 
 
OTHER SYMPTOM/CONCERN:  
Date:  RO#:  Mileage:  Days Out:  Description of Repair: 

09/22/06 160122 12100  Traction ctrl light – unable to duplicate 
03/16/07 164858 17436  Odor coming from A/C – normal operation 
 
ATA Days Out of Service: ____ 
 
Total Days Out of Service:   ____(excluding days for customer pay reasons such as; Maintenance and                                  

Collision Repairs) 
 
VEHICLE MEETS PRESUMPTION LEMON LAW? YES:       NO:X 
 
What is customer eligible for (based upon the BBB Program Eligibility Guidelines and the 
States lemon law requirements for meeting presumption)?  
This vehicle does meet eligibility for the state laws. 
 
AVM and/or DEALER RECOMMENDATION(s):  
 
 
 
 
 
CRM RECOMMENDATION & RATIONALE (EXPLAIN):  
 
 
 
 

 Decision reached by CRM:     Arbitrate case:              Settle case:         
                                       
 



 

Revised 06/04/07 

Overallowance/Negative Equity/Incentives Form (Non-Florida) 
 
Customer:  SR #: -71540107616 BBB#: 748253 

 
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 22700.03 
(from Bill of Sale, before tax, tag, title, etc.)  
MSRP -  22040.00 
(from BARS Invoice screen)  
Subtract the MSRP from the Purchase Price =  660.03 
(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 5300.00 
(from Bill of Sale)  
Actual Cash Value (ACV) -  1000.00 
(from ACV Statement)  
Subtract the ACV from the Trade Allowance =  4300.00 
If positive, the Trade Allowance is higher than the ACV of the trade-in.  This is Overallowance.  
  
  
Section 3  
Trade Allowance 5300.00 
(from Bill of Sale)  
Payoff on Trade -  5300.00 
(from Bill of Sale)  
Subtract the Payoff on Trade from the Trade Allowance =  0.00 
If negative, the Payoff on the Trade is higher that the Trade Allowance.  This is Negative Equity.  
  
  
Section 4  
Purchase Price 22700.03 
(from Bill of Sale, before tax, tag, title, etc.)  
Incentives not included in the Purchase Price -  4095.75 
(from BARS and Incentive Acknowledgement sheet)  
Do not include fuel-fill credit or Dealer incentives.  GM Card points must be included.  
Overallowance/Negative Equity -  4300.00 
(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). 

=  14304.28 



 

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. 
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Case Assessment By: Laura Connor Siebel/CARS Request #: 71-540107616 
Customer Name: 
Veh year: 2005 Make: Chevrolet Model: Malibu Current mileage: 22,000 
Veh ID #: 
1G1ZT52835F

In Service Date: 9/30/2005 Purchased: New-09/30/05 If used: n/a 

What is the customer seeking? Repurchase 
 

VEHICLE REPAIR HISTORY 
 
CUSTOMER’S PRIMARY SYMPTOM/CONCERN: Front end problems (shaking) 
Date:  RO#:   Mileage:  Days Out:  Description of Repair: 
10/11/05 99659 414 1 Vibration at hwy speeds – operating as designed 
03/20/06 35079 5507  Howling in frt end – operating as designed 
03/20/06 35079 5507  Vibration in front end – operating as designed 
03/20/06 35079 5507  Lt turns have a light scrubbing in frt end – operating as 

designed 
 
CUSTOMER’S PRIMARY SYMPTOM/CONCERN: Steering problems 
Date:  RO#:   Mileage:  Days Out:  Description of Repair: 
09/22/06 160122 12100  Replaced power steering gear assy  
 
CUSTOMER’S PRIMARY SYMPTOM/CONCERN: Popping noise 
Date:  RO#:   Mileage:  Days Out:  Description of Repair: 
03/16/07 164858 17436  Popping noise when turning – replaced intermediate 

steering shaft 
07/16/07 168051 22,585  Popping noise in front end when turning – replaced 

intermediate steering shaft 
 
CUSTOMER’S PRIMARY SYMPTOM/CONCERN: Brakes and rotor problems 
Date:  RO#:   Mileage:  Days Out:  Description of Repair: 
10/11/05 99659 414  Brake pulsation – turned frt and rear rotors 
10/17/05 99873 732  Brake squeek – no problems found 
03/20/06 35079 5507  Brake pulsation – operating as designed 
09/22/06 160122 12100  Brake vibration – machine frt and rear rotors 
 
CUSTOMER’S PRIMARY SYMPTOM/CONCERN: Vehicle leaking fluids 
Date:  RO#:   Mileage:  Days Out:  Description of Repair: 
03/20/06 35079 5507 1 Oil leak – no leaks found 
 
CUSTOMER’S PRIMARY SYMPTOM/CONCERN: Transmission revs up 
Date:  RO#:   Mileage:  Days Out:  Description of Repair: 
03/20/06 35079 5507  Shifting too easily – operating as designed 
 
CUSTOMER’S PRIMARY SYMPTOM/CONCERN: Front wheels wobble when driving or braking 
Date:  RO#:   Mileage:  Days Out:  Description of Repair: 
10/17/05 99873 732  Wheels wobble at highway speeds – no problem found 
03/20/06 35079 5507  Pulls to right – operating as designed 
07/16/07 168051 22,585  Wheel wobble when driving – unable to duplicate 
 
CUSTOMER’S PRIMARY SYMPTOM/CONCERN: Vehicle acts like it does not want to start 
Date:  RO#:   Mileage:  Days Out:  Description of Repair: 
10/17/05 99873 732 1 Stalled twice – No problem found 
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03/20/06 35079 5507  When starting will not crank first time – operating as 
designed 

09/22/06 160122 12100 1 Hard start – unable to duplicate 
07/16/07 168051 22,585 1 Hard start – reprogrammed PCM 
 
CUSTOMER’S PRIMARY SYMPTOM/CONCERN: ABS light on when it shouldn’t be 
Date:  RO#:   Mileage:  Days Out:  Description of Repair: 
03/20/06 35079 5507  ABS kicks in when stopping on dry, clear roads – operating 

as designed 
 
CUSTOMER’S PRIMARY SYMPTOM/CONCERN: SES light on and vehicle will not move 
Date:  RO#:   Mileage:  Days Out:  Description of Repair: 
03/20/06 35079 5507  Feels like engine wants to stall – could not duplicate 
06/02/06 40128 7903 1 SES light on and running rough – found #4 cylinder 

missing – found stock injector – add cleaner to fuel 
 
OTHER SYMPTOM/CONCERN:  
Date:  RO#:  Mileage:  Days Out:  Description of Repair: 

10/11/05 99659 414  Ignition off center – operating as designed 
10/11/05 99659 414  Burning smell – operating as designed 
10/17/05 99873 732  Burns excessive fuel – no problem found 
10/17/05 99873 732  Lights dim when idling – no problem found 
09/22/06 160122 12100  Traction ctrl light – unable to duplicate 
07/16/07 168051 22,585  Odor coming from A/C – normal operation 
 
ATA Days Out of Service: __6__ 
 
Total Days Out of Service:   __6__(excluding days for customer pay reasons such as; Maintenance and                                  

Collision Repairs) 
 
VEHICLE MEETS PRESUMPTION LEMON LAW? YES:       NO:X 
 
What is customer eligible for (based upon the BBB Program Eligibility Guidelines and the 
States lemon law requirements for meeting presumption)?  
This vehicle does meet eligibility for the state laws. 
 
AVM and/or DEALER RECOMMENDATION(s):  
Srv Mgrs are not familiar with the customer. They will forward information to BRC for decision to be 
made on assistance. 
 
CRM RECOMMENDATION & RATIONALE (EXPLAIN):  
CRS has been unable to contact customer. UTC has been sent. Cust has now made case live and made 
contact with CRS. CRS offered GMPP VG 36/36 $0 ded. Cust is considering offer. Cust has declined 
offer. 
 

 Decision reached by CRM:     Arbitrate case:              Settle case:         
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Case Assessment By: Laura Connor Siebel/CARS Request #: 71-540107616 
Customer Name: 
Veh year: 2005 Make: Chevrolet Model: Malibu Current mileage: 22,000 
Veh ID #: 
1G1ZT52835F

In Service Date: 9/30/2005 Purchased: New-09/30/05 If used: n/a 

What is the customer seeking? Repurchase 
 

VEHICLE REPAIR HISTORY 
 
CUSTOMER’S PRIMARY SYMPTOM/CONCERN: Front end problems (shaking) 
Date:  RO#:   Mileage:  Days Out:  Description of Repair: 
10/11/05 99659 414 1 Vibration at hwy speeds – operating as designed 
03/20/06 35079 5507  Howling in frt end – operating as designed 
03/20/06 35079 5507  Vibration in front end – operating as designed 
03/20/06 35079 5507  Lt turns have a light scrubbing in frt end – operating as 

designed 
 
CUSTOMER’S PRIMARY SYMPTOM/CONCERN: Steering problems 
Date:  RO#:   Mileage:  Days Out:  Description of Repair: 
09/22/06 160122 12100  Replaced power steering gear assy  
 
CUSTOMER’S PRIMARY SYMPTOM/CONCERN: Popping noise 
Date:  RO#:   Mileage:  Days Out:  Description of Repair: 
03/16/07 164858 17436  Popping noise when turning – replaced intermediate 

steering shaft 
 
CUSTOMER’S PRIMARY SYMPTOM/CONCERN: Brakes and rotor problems 
Date:  RO#:   Mileage:  Days Out:  Description of Repair: 
10/11/05 99659 414  Brake pulsation – turned frt and rear rotors 
10/17/05 99873 732  Brake squeek – no problems found 
03/20/06 35079 5507  Brake pulsation – operating as designed 
09/22/06 160122 12100  Brake vibration – machine frt and rear rotors 
 
CUSTOMER’S PRIMARY SYMPTOM/CONCERN: Vehicle leaking fluids 
Date:  RO#:   Mileage:  Days Out:  Description of Repair: 
03/20/06 35079 5507 1 Oil leak – no leaks found 
 
CUSTOMER’S PRIMARY SYMPTOM/CONCERN: Transmission revs up 
Date:  RO#:   Mileage:  Days Out:  Description of Repair: 
03/20/06 35079 5507  Shifting too easily – operating as designed 
 
CUSTOMER’S PRIMARY SYMPTOM/CONCERN: Front wheels wobble when driving or braking 
Date:  RO#:   Mileage:  Days Out:  Description of Repair: 
10/17/05 99873 732  Wheels wobble at highway speeds – no problem found 
03/20/06 35079 5507  Pulls to right – operating as designed 
03/16/07 164858 17436  Wheel wobble when driving – unable to duplicate 
 
CUSTOMER’S PRIMARY SYMPTOM/CONCERN: Vehicle acts like it does not want to start 
Date:  RO#:   Mileage:  Days Out:  Description of Repair: 
10/17/05 99873 732 1 Stalled twice – No problem found 
03/20/06 35079 5507  When starting will not crank first time – operating as 

designed 
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09/22/06 160122 12100 1 Hard start – unable to duplicate 
03/16/07 164858 17436 1 Hard start – reprogrammed PCM 
 
CUSTOMER’S PRIMARY SYMPTOM/CONCERN: ABS light on when it shouldn’t be 
Date:  RO#:   Mileage:  Days Out:  Description of Repair: 
03/20/06 35079 5507  ABS kicks in when stopping on dry, clear roads – operating 

as designed 
 
CUSTOMER’S PRIMARY SYMPTOM/CONCERN: SES light on and vehicle will not move 
Date:  RO#:   Mileage:  Days Out:  Description of Repair: 
03/20/06 35079 5507  Feels like engine wants to stall – could not duplicate 
06/02/06 40128 7903 1 SES light on and running rough – found #4 cylinder 

missing – found stock injector – add cleaner to fuel 
 
OTHER SYMPTOM/CONCERN:  
Date:  RO#:  Mileage:  Days Out:  Description of Repair: 

10/11/05 99659 414  Ignition off center – operating as designed 
10/11/05 99659 414  Burning smell – operating as designed 
10/17/05 99873 732  Burns excessive fuel – no problem found 
10/17/05 99873 732  Lights dim when idling – no problem found 
09/22/06 160122 12100  Traction ctrl light – unable to duplicate 
03/16/07 164858 17436  Odor coming from A/C – normal operation 
 
ATA Days Out of Service: ____ 
 
Total Days Out of Service:   ____(excluding days for customer pay reasons such as; Maintenance and                                  

Collision Repairs) 
 
VEHICLE MEETS PRESUMPTION LEMON LAW? YES:       NO:X 
 
What is customer eligible for (based upon the BBB Program Eligibility Guidelines and the 
States lemon law requirements for meeting presumption)?  
This vehicle does meet eligibility for the state laws. 
 
AVM and/or DEALER RECOMMENDATION(s):  
Srv Mgrs are not familiar with the customer. They will forward information to BRC for decision to be 
made on assistance. 
 
 
 
 
CRM RECOMMENDATION & RATIONALE (EXPLAIN):  
CRS has been unable to contact customer. UTC has been sent. 
 
 
 

 Decision reached by CRM:     Arbitrate case:              Settle case:         
                                       
 



 

 

ARB SPECIALIST FORM 
 

ARBITRATION DATE: 9/24/07 - 11am 
 
ARB SPECIALIST: Tamara Hall   REVIEW DATE: 9/18/07 
 
CUSTOMER: 
 
COREPOINT/SIEBEL#: 71-540107616 
 
BBB CASE#: CHV0748253   STATE: Ohio 
 
CRS: Nick Sennema 
REQUIRED DOCUMENTS:      COMPLETED DOCUMENTS 
 

 CCF          

 REPAIR ORDERS        

 CASE ASSESSMENT        

 GMVIS         

 ATA (COMPLETED)         

  ACV         

  SALES DOCUMENTS       

  NEGATIVE EQUITY/OVERALLOWANCE    

  GM POSITION       

  GOODWILL OFFERED      

  CASE SCAN        

 TSB (IF PERTAINS)        

 
 SHOULD FILE BE ARBITRATED?  (Circle) 

BRC  YES  

DVM  YES  

DVM NAME: Paul Aardal - 630092 820067 

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

 REVIEW POSSIBLE OUTCOMES OF ARB WITH CUSTOMERS 

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

 NEW GOODWILL OFFER 

 
<NOTES> 
 

 RETURNED TO CRS - ARB CRS’s RECOMMENDATION:  <DATE>   
 
 <NOTES>   
 
RETURN TO ARB SPECIALIST BY: <DATE> 
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Overallowance/Negative Equity/Incentives Form (Non-Florida) 
 
Customer:  SR #: -71540107616 BBB#: 748253 

 
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 23299.03 
(from Bill of Sale, before tax, tag, title, etc.)  
MSRP -  22040.00 
(from BARS Invoice screen)  
Subtract the MSRP from the Purchase Price =  1259.03 
(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 5300.00 
(from Bill of Sale)  
Actual Cash Value (ACV) -  1000.00 
(from ACV Statement)  
Subtract the ACV from the Trade Allowance =  4300.00 
If positive, the Trade Allowance is higher than the ACV of the trade-in.  This is Overallowance.  
  
  
Section 3  
Trade Allowance 5300.00 
(from Bill of Sale)  
Payoff on Trade -  5300.00 
(from Bill of Sale)  
Subtract the Payoff on Trade from the Trade Allowance =  0.00 
If negative, the Payoff on the Trade is higher that the Trade Allowance.  This is Negative Equity.  
  
  
Section 4  
Purchase Price 23299.03 
(from Bill of Sale, before tax, tag, title, etc.)  
Incentives not included in the Purchase Price -  4000.00 
(from BARS and Incentive Acknowledgement sheet)  
Do not include fuel-fill credit or Dealer incentives.  GM Card points must be included.  
Overallowance/Negative Equity -  4300.00 
(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). 

=  14999.03 



 

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. 
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Case Assessment By: Patricia Chandler Siebel/CARS Request #: 71-540107616 
Customer Name: 
Veh year: 2005 Make: Chevrolet Model: Malibu Current mileage: 22,000 
Veh ID #: 
1G1ZT52835F

In Service Date: 9/30/2005 Purchased: New-09/30/05 If used: n/a 

What is the customer seeking? Repurchase 
 
PRIMARY SYMPTOM/CONCERN: SHAKING IN FRONT END/STEERING  
                                                                             
 

VEHICLE REPAIR HISTORY 
 
 
CUSTOMER’S PRIMARY SYMPTOM/CONCERN: 
Date:  RO#:   Mileage:  Days Out:  Description of Repair: 
    WILL BE COMPLETED WHEN RO’s ARE RECEIVED 
     
                                                                           
                                                                         
                                                                       

                                                                           

                                                                           

                                                                           

                                                                           

                                                                           
 
 
 
 
OTHER SYMPTOM/CONCERN:  
Date:  RO#:  Mileage:  Days Out:  Description of Repair: 
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Total Days Out of Service:        ____(excluding days for customer pay reasons such as; Maintenance and                                  

Collision Repairs) 
 
VEHICLE MEETS PRESUMPTION LEMON LAW? YES:            NO:      
 
What is customer eligible for (based upon the BBB Program Eligibility Guidelines and the 
States lemon law requirements for meeting presumption)? 
                                                                                          
                                                                                          
                                                                                          
                                                                                          
                                              
 
 
AVM and/or DEALER RECOMMENDATION(s):  
 
 
 
 
 
 
CRM RECOMMENDATION & RATIONALE (EXPLAIN):      
 
 
 
 

 Decision reached by CRM:     Arbitrate case:            Settle case:         
                                       
 



Privileged and Confidential Information 

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

Case Assessment By: Laura Connor Siebel/CARS Request #: 71-540107616 
Customer Name: 
Veh year: 2005 Make: Chevrolet Model: Malibu Current mileage: 22,000 
Veh ID #: 
1G1ZT52835F

In Service Date: 9/30/2005 Purchased: New-09/30/05 If used: n/a 

What is the customer seeking? Repurchase 
 

VEHICLE REPAIR HISTORY 
 
CUSTOMER’S PRIMARY SYMPTOM/CONCERN: Front end problems (shaking) 
Date:  RO#:   Mileage:  Days Out:  Description of Repair: 
10/11/05 99659 414 1 Vibration at hwy speeds – operating as designed 
03/20/06 35079 5507  Howling in frt end – operating as designed 
03/20/06 35079 5507  Vibration in front end – operating as designed 
03/20/06 35079 5507  Lt turns have a light scrubbing in frt end – operating as 

designed 
 
CUSTOMER’S PRIMARY SYMPTOM/CONCERN: Steering problems 
Date:  RO#:   Mileage:  Days Out:  Description of Repair: 
09/22/06 160122 12100  Replaced power steering gear assy  
 
CUSTOMER’S PRIMARY SYMPTOM/CONCERN: Popping noise 
Date:  RO#:   Mileage:  Days Out:  Description of Repair: 
03/16/07 164858 17436  Popping noise when turning – replaced intermediate 

steering shaft 
 
CUSTOMER’S PRIMARY SYMPTOM/CONCERN: Brakes and rotor problems 
Date:  RO#:   Mileage:  Days Out:  Description of Repair: 
10/11/05 99659 414  Brake pulsation – turned frt and rear rotors 
10/17/05 99873 732  Brake squeek – no problems found 
03/20/06 35079 5507  Brake pulsation – operating as designed 
09/22/06 160122 12100  Brake vibration – machine frt and rear rotors 
 
CUSTOMER’S PRIMARY SYMPTOM/CONCERN: Vehicle leaking fluids 
Date:  RO#:   Mileage:  Days Out:  Description of Repair: 
03/20/06 35079 5507 1 Oil leak – no leaks found 
 
CUSTOMER’S PRIMARY SYMPTOM/CONCERN: Transmission revs up 
Date:  RO#:   Mileage:  Days Out:  Description of Repair: 
03/20/06 35079 5507  Shifting too easily – operating as designed 
 
CUSTOMER’S PRIMARY SYMPTOM/CONCERN: Front wheels wobble when driving or braking 
Date:  RO#:   Mileage:  Days Out:  Description of Repair: 
10/17/05 99873 732  Wheels wobble at highway speeds – no problem found 
03/20/06 35079 5507  Pulls to right – operating as designed 
03/16/07 164858 17436  Wheel wobble when driving – unable to duplicate 
 
CUSTOMER’S PRIMARY SYMPTOM/CONCERN: Vehicle acts like it does not want to start 
Date:  RO#:   Mileage:  Days Out:  Description of Repair: 
10/17/05 99873 732 1 Stalled twice – No problem found 
03/20/06 35079 5507  When starting will not crank first time – operating as 

designed 
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09/22/06 160122 12100 1 Hard start – unable to duplicate 
03/16/07 164858 17436 1 Hard start – reprogrammed PCM 
 
CUSTOMER’S PRIMARY SYMPTOM/CONCERN: ABS light on when it shouldn’t be 
Date:  RO#:   Mileage:  Days Out:  Description of Repair: 
03/20/06 35079 5507  ABS kicks in when stopping on dry, clear roads – operating 

as designed 
 
CUSTOMER’S PRIMARY SYMPTOM/CONCERN: SES light on and vehicle will not move 
Date:  RO#:   Mileage:  Days Out:  Description of Repair: 
03/20/06 35079 5507  Feels like engine wants to stall – could not duplicate 
06/02/06 40128 7903 1 SES light on and running rough – found #4 cylinder 

missing – found stock injector – add cleaner to fuel 
 
OTHER SYMPTOM/CONCERN:  
Date:  RO#:  Mileage:  Days Out:  Description of Repair: 

10/11/05 99659 414  Ignition off center – operating as designed 
10/11/05 99659 414  Burning smell – operating as designed 
10/17/05 99873 732  Burns excessive fuel – no problem found 
10/17/05 99873 732  Lights dim when idling – no problem found 
09/22/06 160122 12100  Traction ctrl light – unable to duplicate 
03/16/07 164858 17436  Odor coming from A/C – normal operation 
 
ATA Days Out of Service: __6__ 
 
Total Days Out of Service:   __6__(excluding days for customer pay reasons such as; Maintenance and                                  

Collision Repairs) 
 
VEHICLE MEETS PRESUMPTION LEMON LAW? YES:       NO:X 
 
What is customer eligible for (based upon the BBB Program Eligibility Guidelines and the 
States lemon law requirements for meeting presumption)?  
This vehicle does meet eligibility for the state laws. 
 
AVM and/or DEALER RECOMMENDATION(s):  
Srv Mgrs are not familiar with the customer. They will forward information to BRC for decision to be 
made on assistance. 
 
CRM RECOMMENDATION & RATIONALE (EXPLAIN):  
CRS has been unable to contact customer. UTC has been sent. Cust has now made case live and made 
contact with CRS. CRS offered GMPP VG 36/36 $0 ded. Cust is considering offer. Cust has declined 
offer. 
 

 Decision reached by CRM:     Arbitrate case:              Settle case:         





























 

 

ADR File Checklist 
  
 
SR Number:71-540107616 BBB Case:   CHV0748253 
Customer:       VIN:1G1ZT52835F   
Make/Model/Year: Chevrolet/Malibu/2005 In Service: 9/30/2005  Mileage: 22,900 
Received Date: 7/23/2007 Day 15 Date: 8/07/2007  Goes Active: 8/20/2007  
Primary Concern: Steering shake 

 

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

  Initial Calls (72 hrs): 
  Customer Completion Date/Time: 7/26/2007  / 12:13pm 
  Dealer Svc Mgr Completion Date/Time: 7/24/2007  / 12:47pm 
  Dealer Finance Mgr Completion Date/Time:        /       
  AVM Completion Date/Time: 7/24/2007  / 12:54pm  

  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: 09/24/07 - 11am  

  Closing Activities: 
 Settlement Completion Date/Time: 10/12/2007 / 4:10pm 
 Executive Summary Completion Date/Time: 10/12/2007 / 4:09pm  
 Close Siebel Completion Date/Time: 10/12/2007 / 4:20pm  

 
 
DVM:  Paul Aardal Node/Box: 216-337-0996  
Service Dealer: LAKESHORE CHEVROLET   Svc Mgr:         
Selling Dealer: BASS CHEVROLET   Contact:         
 

NOTES: **CUSTOMER AWARDED A REPAIR IN ARBITRATION BUT DID NOT 
RETURN FORM**   
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Case Assessment By: Laura Connor Siebel/CARS Request #: 71-540107616 
Customer Name: 
Veh year: 2005 Make: Chevrolet Model: Malibu Current mileage: 22,000 
Veh ID #: 
1G1ZT52835F3

In Service Date: 9/30/2005 Purchased: New-09/30/05 If used: n/a 

What is the customer seeking? Repurchase 
 

VEHICLE REPAIR HISTORY 
 
CUSTOMER’S PRIMARY SYMPTOM/CONCERN: Front end problems (shaking) 
Date:  RO#:   Mileage:  Days Out:  Description of Repair: 
10/11/05 99659 414 1 Vibration at hwy speeds – operating as designed 
03/20/06 35079 5507  Howling in frt end – operating as designed 
03/20/06 35079 5507  Vibration in front end – operating as designed 
03/20/06 35079 5507  Lt turns have a light scrubbing in frt end – operating as 

designed 
 
CUSTOMER’S PRIMARY SYMPTOM/CONCERN: Steering problems 
Date:  RO#:   Mileage:  Days Out:  Description of Repair: 
09/22/06 160122 12100  Replaced power steering gear assy  
 
CUSTOMER’S PRIMARY SYMPTOM/CONCERN: Popping noise 
Date:  RO#:   Mileage:  Days Out:  Description of Repair: 
07/16/07 168051 22,585  Popping noise in front end when turning – replaced 

intermediate steering shaft 
 
CUSTOMER’S PRIMARY SYMPTOM/CONCERN: Brakes and rotor problems 
Date:  RO#:   Mileage:  Days Out:  Description of Repair: 
10/11/05 99659 414  Brake pulsation – turned frt and rear rotors 
10/17/05 99873 732  Brake squeek – no problems found 
03/20/06 35079 5507  Brake pulsation – operating as designed 
09/22/06 160122 12100  Brake vibration – machine frt and rear rotors 
 
CUSTOMER’S PRIMARY SYMPTOM/CONCERN: Vehicle leaking fluids 
Date:  RO#:   Mileage:  Days Out:  Description of Repair: 
03/20/06 35079 5507 1 Oil leak – no leaks found 
 
CUSTOMER’S PRIMARY SYMPTOM/CONCERN: Transmission revs up 
Date:  RO#:   Mileage:  Days Out:  Description of Repair: 
03/20/06 35079 5507  Shifting too easily – operating as designed 
 
CUSTOMER’S PRIMARY SYMPTOM/CONCERN: Front wheels wobble when driving or braking 
Date:  RO#:   Mileage:  Days Out:  Description of Repair: 
10/17/05 99873 732  Wheels wobble at highway speeds – no problem found 
03/20/06 35079 5507  Pulls to right – operating as designed 
07/16/07 168051 22,585  Wheel wobble when driving – unable to duplicate 
 
CUSTOMER’S PRIMARY SYMPTOM/CONCERN: Vehicle acts like it does not want to start 
Date:  RO#:   Mileage:  Days Out:  Description of Repair: 
10/17/05 99873 732 1 Stalled twice – No problem found 
03/20/06 35079 5507  When starting will not crank first time – operating as 

designed 



Privileged and Confidential Information 

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

09/22/06 160122 12100 1 Hard start – unable to duplicate 
07/16/07 168051 22,585 1 Hard start – reprogrammed PCM 
 
CUSTOMER’S PRIMARY SYMPTOM/CONCERN: ABS light on when it shouldn’t be 
Date:  RO#:   Mileage:  Days Out:  Description of Repair: 
03/20/06 35079 5507  ABS kicks in when stopping on dry, clear roads – operating 

as designed 
 
CUSTOMER’S PRIMARY SYMPTOM/CONCERN: SES light on and vehicle will not move 
Date:  RO#:   Mileage:  Days Out:  Description of Repair: 
03/20/06 35079 5507  Feels like engine wants to stall – could not duplicate 
06/02/06 40128 7903 1 SES light on and running rough – found #4 cylinder 

missing – found stock injector – add cleaner to fuel 
 
OTHER SYMPTOM/CONCERN:  
Date:  RO#:  Mileage:  Days Out:  Description of Repair: 

10/11/05 99659 414  Ignition off center – operating as designed 
10/11/05 99659 414  Burning smell – operating as designed 
10/17/05 99873 732  Burns excessive fuel – no problem found 
10/17/05 99873 732  Lights dim when idling – no problem found 
09/22/06 160122 12100  Traction ctrl light – unable to duplicate 
07/16/07 168051 22,585  Odor coming from A/C – normal operation 
 
ATA Days Out of Service: __6__ 
 
Total Days Out of Service:   __6__(excluding days for customer pay reasons such as; Maintenance and                                  

Collision Repairs) 
 
VEHICLE MEETS PRESUMPTION LEMON LAW? YES:       NO:X 
 
What is customer eligible for (based upon the BBB Program Eligibility Guidelines and the 
States lemon law requirements for meeting presumption)?  
This vehicle does meet eligibility for the state laws. 
 
AVM and/or DEALER RECOMMENDATION(s):  
Srv Mgrs are not familiar with the customer. They will forward information to BRC for decision to be 
made on assistance. 
 
CRM RECOMMENDATION & RATIONALE (EXPLAIN):  
CRS has been unable to contact customer. UTC has been sent. Cust has now made case live and made 
contact with CRS. CRS offered GMPP VG 36/36 $0 ded. Cust is considering offer. Cust has declined 
offer. 
 

 Decision reached by CRM:     Arbitrate case:   X           Settle case:         
 
 
**CUSTOMER AWARDED A REPAIR IN ARBITRATION BUT DID NOT RETURN FORM** 



Case Number: 140557
Originator Name: Nick Sennema 866-790-5600 11706 sennemni@gmexpert.com

Created Date: 09/18/2007

Vehicle Info

*VIN: 1G1ZT52805F MSRP: 21970.0 *TAC #: N/A

Year: 2005 Make: Chevrolet Model: Malibu

Vehicle Comments & TAC Explanation:

TAC not involved, dealership was working with TSB's to try and correct the problem

*Date Reviewed with Customer: 09/18/2007 *Repurchase Mileage: 26872

Original Purchase Date: 06/16/2005 * Original Purchase Condition: New

Vehicle Owner(s)

Entity Type Person

* Names(s) on Title: * Title State: FL

* Primary Owner:

* Address

* City FT Lauderdale * State FL * ZIP Code:

* Day Phone: * Home Phone: * Cell Phone:

* E-mail: * Fax Phone:

UCC Codes

UCC 1 UCC 2 UCC 3 UCC 4 UCC 5

M0110

Vehicle Lien Holder

Type of Secured Interest: No Lien * Company: Account #:

Contact or Attention:

Address

City State ZIP Code:

Day Phone: Fax: E-mail:

Original Selling Dealer

* Dealer #: 158644 Dealer Name: MAROONE CHEVROLET OF FORT LAUDERDALE

Region: 30 District: 1152

* Phone: (954) 567-7000 Fax: (954) 567-7346

* Contact Name: Paul Bradshaw * Contact Title:Sales Manager E-Mail:

Repurchasing Dealer: -

Repair

* Contact Name: Brad Heine * Contact Title:Service Manager

Vehicle Location: -

September 21, 2007 Page 1 of 2

Arlene.Thomas-Randol
New Stamp



Repurchase

* Reason Steering shaft noise

Transaction

Details:

Siebel Request #: 71-541336113 * Disposition:Auction

State: FL * Type: Trade - New Finance 

Source: ADR BBB Mediated 

Replacement VIN: 2G1WT58K489 Year: 2008 Make: Chevrolet Model: Impala

Order #:

MSRP: 22945.0

Repurchase:

* Processing

Instructions:

Deal with Paul Bradshaw at Maroone Chevrolet of Fort Lauderdale. Customer is responsible for MSRP 
upgrade/usage, and necessary upgrade taxes. All other taxes/fees will be a wash.

Disposition:

* Processing

Instructions:

N/A

Transaction Details

Group Responsible Formula Additional Explanation Value

Usage
Sales Tax
State/Gov Fees
After Market Item(s)
Negative Equity
Over Allowance Amount

Customer
Customer
Customer
Does Not Apply
Does Not Apply
Does Not Apply

26,872/120,000*1...
customer is resp...
NA
NA
NA
NA

Usage per Lemon Law
Sales Tax
Fees
No Aftermarket Items
Negative Equity
Over Allowance

4386.6
6
TBD
0
0
0
0

September 21, 2007 Page 2 of 2
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12/27/10 

Voluntary/ Mandatory Repurchase 
 
 
 
 BBB Case                        Trade                                 
 
 
 
 
COMPLIANCE DATE __________N/A______________________________________ 
 
 
ADR REQUEST NUMBER______________71-541336113______________________ 
 
 
CUSTOMER NAME _________William Chalan______________________________ 
 
 
LAST SIX OF VIN ___________292650_____________________________________ 
 
 
ADR CRS _____Nick Sennema_____________ EXT. ______11706_______________ 
 
 
DVM _______Odell Garrett________________ PHONE _____615-390-9894_______ 
 
 
DATE ACCEPTANCE RECEIVED _________9/17/2007_______________________ 
 
 
NUMBER OF DAYS FOR COMPLIANCE _______N/A_______________________ 
 
 
TEAM LEAD’S SIGNATURE ___________Bridget Cazabon___________________ 
 
ADR Exceptions that need to be paid i.e. over allowance and negative equity. 
 
COMMENTS/REASON FOR EXCEPTION: 
 
 
 
File will be returned without all information above completed. 



Revised 8/02/2007 
Privileged and Confidential Information 

 
CASE ASSESSMENT 

 
By: Nick Sennema State: Florida 

 
 
Customer Name:   Service Request: 71-

541336113 
BBB Case No.:  CHV0749928 

   
 
Vehicle ID No.
1G1ZT52805F

In Service 
Date: 
6/16/2005 

Vehicle is: New BAC Code: 158644 

Year, Make & Model: 2005 Chevrolet Malibu 
Mileage at Time of BBB Filing (25,000) 

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: Odell Garrett CAM Name: {Name} 
Phone/Cell Number: 404082 8157 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. 
 

 Noise From Engine Area 
       

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

10/05/06 202596 *** 13,675 - Customer states rattle noise in dash, top center ac vent area, louder at 
times, happens a lot – customer concern not duplicated. Test drove 
vehicle for 5 miles 

11/13/06 204515 *** 15,101 - Customer states flutter/ticking noise when driving 45mph and up from 
the dash area – outside wiper cowl cover flapping at the wind. Secured 
cowl 

03/29/07 211245 *** 19,641 - Customer states light rattle noise in left center dash area while driving 
40-50 mph – found PIC#4337 to reseal cowl area for concern 

                              
 

 Steering Column Makes a Popping Sound, Vehicle Shakes 
       

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

10/05/06 202596 2 13,675 - Customer states slip/click feel in steering at times, driving / turning / 
parking – normal operation, no condition that merited repair. 

11/13/06 204515 1 15,101 - Customer states click type noise while driving and turning – steering gear 
internal failure. Found steering gear was making the sound the customer 
stated with the chassis ears. R&R steering gear and set toe. 

03/29/07 211245 1 19,641 - Customer states thump feel (noise) in steering when turning – found 
bulletin#06-02-32-007A, reposition the I-shaft to correct noise. 

07/27/07 216861 1 24,517 - Customer states popping sound (feel) in steering wheel when turning – 
intermediate steering shaft binding, R&R shaft 

08/01/07 217142 3 24,650 - Customer states popping sound (feel) in steering when turning – we 
diagnosed your vehicle as you requested and found no condition that 
merited a repair 

08/28/07 218558 2 26,013 - Customer states clunk in steering – performed inspection and roadtest. 



Perform operations as per bulletin 06-02-32-007B, noise still present when 
wheel turned, replace steering shaft. 

     
 
 

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

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

08/23/05 182501 1 1,810 - Recall#05548, engine harmonic balancer not seated. Torque balancer 
03/20/06 192768 1 7,704 - Recall #05094, replace sunvisor per campaign #5485. Replace 1 lighted, 

and 1 non-lighted visor 
                              
 
 

 Other 
       

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

09/06/05 183029 1 2,018 - Customer states check engine light on – P0455, stored loose connection 
at purge valve #5485. Diagnose to find large leak P0455 stored. Perform 
visual inspection, perform smoke test to isolate leak. Found evap purge 
valve hose not fully seated on line connection. Replaced evaporative 
emission canister purge control solenoid valve. 

10/05/06 202596 *** 13,675 - Found excessive rust build on rear rotors on multi-point safety 
inspection. – resurfaced rear rotors and R&R rear pads. 

07/27/07 216861 *** 24,517 - Customer states vibration/shaking in vehicle when braking – resurface 
rear rotors, ok at this time 

08/01/07 217142 *** 24,650 - Customer states growling noise and bad vibration – rear pads bad, R&R 
rear pads, resurface rotors. Test, ok at this time 

08/28/07 218558 *** 26,013 - Customer states high speed vibration 70mph and up – perform tire 
balance 
- Customer states while backing up, steering wheel shakes – diagnosed to 
find steering wheel shaking when reversing due to internal malfunction in 
column unit. Replaced with updated steering column 

     
 

THE STATE LEMON LAW READS: 
 
Days out of service:  30 
Repairs 3 + FRA 
Time period 24 months + 60 days / unlimited miles 
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: 6 
Total days out of service during the presumption period: 13 
Total days out of service during customer’s ownership:   13 
 

Vehicle Meets Presumption of Lemon Law     YES   
 

PERTINENT FACTS FROM PREVIOUS SRs WHICH RELATE TO YOUR EVALUATION 
 

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



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

 
RECOMMENDATION AND RATIONALE 

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

 
Settled case currently with an FRA to be completed for the customer 
 
 
 
 
 
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. 
 



File Number
71-541336113 J.Robertson

Old Vehicle VIN:
1G1ZT52805F 2G1WT58K489 October 10, 2007

TRADE REPURCHASE
Replacement Veh.Cost (231/237) $21,007.48 G
Conversion / Upfit Cost $0.00 E
State Sales Tax $0.00 N 6%
Additional Tax $0.00 E
Reg./Lic./Title Fees (opt) $150.00 R
Taxes Reimbursed on old vehicle $0.00 A
Fees (Explain) $0.00 L
Tire & Battery $6.50 M
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 $21,163.98

State Sales Tax $321.70 $5,361.66 * 6%
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 $4,386.66 M
Damage $0.00 E
MSRP Upgrade $975.00 R
MSRP Downgrade (deducted) $0.00
Reimb. of Aft. Mkts on Old Unit $0.00
Misc. Customer Credit $0.00
Less Dealer Contribution to Cust $0.00

Total Customer Cost $5,683.36

Trade Repurchase Amount $15,802.32
  

Attorney Fees $0.00

Total Repurchase Amount $15,802.32

Less Dealer Contribution to GM $0.00

(30-day) Lien Payoff $0.00 No lien
Good Through (mm/dd/yy)  

Dealer Due to GM NA
GM Due to Dealer $15,802.32 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) -$15,802.32 (Repurchase Group Only)

Form Rev 11/11/2005

STANDARD TRADE REPURCHASE WORKSHEET
Customer Name Worksheet filled out by:

New Vehicle VIN: Date:



Revised 8/02/2007 
Privileged and Confidential Information 

 
CASE ASSESSMENT 

 
By: Nick Sennema State: Florida 

 
 
Customer Name:   Service Request: 71-

541336113 
BBB Case No.:  CHV0749928 

   
 
Vehicle ID No.:  
1G1ZT52805F

In Service 
Date: 
6/16/2005 

Vehicle is: New BAC Code: 158644 

Year, Make & Model: 2005 Chevrolet Malibu 
Mileage at Time of BBB Filing (25,000) 

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: Odell Garrett CAM Name: {Name} 
Phone/Cell Number: 404082 8157 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. 
 

 Noise From Engine Area 
       

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

10/05/06 202596 *** 13,675 - Customer states rattle noise in dash, top center ac vent area, louder at 
times, happens a lot – customer concern not duplicated. Test drove 
vehicle for 5 miles 

11/13/06 204515 *** 15,101 - Customer states flutter/ticking noise when driving 45mph and up from 
the dash area – outside wiper cowl cover flapping at the wind. Secured 
cowl 

03/29/07 211245 *** 19,641 - Customer states light rattle noise in left center dash area while driving 
40-50 mph – found PIC#4337 to reseal cowl area for concern 

                              
 

 Steering Column Makes a Popping Sound, Vehicle Shakes 
       

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

10/05/06 202596 2 13,675 - Customer states slip/click feel in steering at times, driving / turning / 
parking – normal operation, no condition that merited repair. 

11/13/06 204515 1 15,101 - Customer states click type noise while driving and turning – steering gear 
internal failure. Found steering gear was making the sound the customer 
stated with the chassis ears. R&R steering gear and set toe. 

03/29/07 211245 1 19,641 - Customer states thump feel (noise) in steering when turning – found 
bulletin#06-02-32-007A, reposition the I-shaft to correct noise. 

07/27/07 216861 1 24,517 - Customer states popping sound (feel) in steering wheel when turning – 
intermediate steering shaft binding, R&R shaft 

08/01/07 217142 3 24,650 - Customer states popping sound (feel) in steering when turning – we 
diagnosed your vehicle as you requested and found no condition that 
merited a repair 

                              



 
 {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: 
     

08/23/05 182501 1 1,810 - Recall#05548, engine harmonic balancer not seated. Torque balancer 
03/20/06 192768 1 7,704 - Recall #05094, replace sunvisor per campaign #5485. Replace 1 lighted, 

and 1 non-lighted visor 
                              
 
 

 Other 
       

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

09/06/05 183029 1 2,018 - Customer states check engine light on – P0455, stored loose connection 
at purge valve #5485. Diagnose to find large leak P0455 stored. Perform 
visual inspection, perform smoke test to isolate leak. Found evap purge 
valve hose not fully seated on line connection. Replaced evaporative 
emission canister purge control solenoid valve. 

10/05/06 202596 *** 13,675 - Found excessive rust build on rear rotors on multi-point safety 
inspection. – resurfaced rear rotors and R&R rear pads. 

07/27/07 216861 *** 24,517 - Customer states vibration/shaking in vehicle when braking – resurface 
rear rotors, ok at this time 

08/01/07 217142 *** 24,650 - Customer states growling noise and bad vibration – rear pads bad, R&R 
rear pads, resurface rotors. Test, ok at this time 

                              
 

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: {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. 

 
Settled case currently with an FRA to be completed for the customer 
 
 
 
 
 
CRS FINAL OFFER: {REPAIR/REP/TRADE}: DATE: {Date} CUST {Accepted / Declined} 
Goodwill: {Type} Attorney Fees (if applicable): ${Amount} 
 
TEAM LEAD APPROVING:  {Name} Date: {Date} 

 



 
COMPONENT DESCRIPTION 

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

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

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

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

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

Engine/Fuel & 
Exhaust 

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

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

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

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

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

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

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

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







 

 

ADR REPURCHASE CHECKLIST 
 
Once completed, this document should be attached to the SR. 
 
 

 Cover sheet denoting a Request # and whether the case is a Voluntary or Mandatory 
Repurchase with information completed (on front of file) 
 

 PRA FORM (Voluntary Repurchase only) 
 

 Both VINS on Trade Repurchase Or vehicle order number.  Need order # or VIN on all cases 
except Mandates 
 

 Invoice on original vehicle (from BARS)-old VIN & new VIN if a trade 
 

 Incentive Acknowledgement Form 
 

 Signed Bill of Sale on original vehicle  
 

 Copy of the title or registration, if unobtainable, then copy of Title Need current registration 
in CA  
 

 Agreement to Arbitrate (For CA cases, attach the CCF) 
 

 Repair Orders (KY and FL only) 
 

 Invoice for any conversion package (if applicable) 
 

 Receipts for any after-market items (if applicable) 
 

 BBB ruling/lemon law ruling and/or BBB settlement letter (if applicable) 
 

 Signed customer acceptance of decision for Mandatory Repurchases 
 

 Financial Institution information including: account #, phone # & Institution name 
  

 Overallowance/Incentives/Negative Equity Form 
 

 ACV on trade-in documented  
 

 Copy of the Customer Claim Form (CCF) only on Mandates 
 

 Applicable Attorney Information:  Firm Name, Contact Person, Federal Tax I.D., Phone # 
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Revised 8/02/2007 
Privileged and Confidential Information 

 
CASE ASSESSMENT 

 
By: Nick Sennema State: Florida 

 
 
Customer Name:   Service Request: 71-

541336113 
BBB Case No.:  CHV0749928 

   
 
Vehicle ID No.:  
1G1ZT52805F  

In Service 
Date: 
6/16/2005 

Vehicle is: New BAC Code: 158644 

Year, Make & Model: 2005 Chevrolet Malibu 
Mileage at Time of BBB Filing (25,000) 

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: Odell Garrett CAM Name: {Name} 
Phone/Cell Number: 404082 8157 Phone Number: {Phone Number} 

    

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

 {Symptom} 
       

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

                              

 
 {Symptom} 

       

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

                              
 

 {Symptom} 
       

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

                              

 
 {Symptom} 

       

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

                              
 

 {Symptom} 
       

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

                              

 
 {Symptom} 

       



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

                              

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

       

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

                              

 
 

 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: {# 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. 

 
{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. 
 



2008 IMPALA LT SEDAN                         GENERAL MOTORS CORPORATION
51U  GOLD MIST METALLIC             /V6G     & SUBSIDIARIES
52C  NEUTRAL                                 RENAISSANCE CENTER
ORDER NO. KZTW0D/TRE      STOCK NO.          DETROIT      MI  48243-1114
VIN 2G1 WT58 K4 89                      VEHICLE INVOICE 1AD09385195
***************************************************************13*26202S
MODEL & FACTORY OPTIONS               MSRP    INV AMT  RETAIL - STOCK
1WT19 IMPALA LT SEDAN             21865.00   20662.43  INVOICE 06/28/07
AM9 REAR FLIP & FOLD FLAT SEAT      295.00     244.85  SHIPPED 06/28/07
B86 BODY COLOR BODY SIDE MOLDING    100.00      83.00  EXP I/T 07/09/07
FE9 50-STATE EMISSIONS                 N/C        N/C  INT COM 07/09/07
LZE ENGINE, 3.5L V6                   0.00       0.00  PRC EFF 06/28/07
     FLEX-FUEL CAPABILITY                              KEYS G1832 G1832
MX0 4 SPEED AUTO TRANSMISSION         0.00       0.00  WFP-S QTR  OPT-1
                                                       BANK: GMAC - 029
                                                       CHG-TO    26-202

                                                       SHIP WT:  3490
                                                       HP:       34.7
                                                       GMS:     21157.48
                                                       SUPPLR:  22102.82
                                                       MRM:     22945.00
                                                       DAN:      LT1BS
                                                       MEMO      963.00

TOTAL MODEL & OPTIONS              22260.00  20990.28  ACT 231 21007.48
DESTINATION CHARGE                   685.00    685.00  H/B 261   667.80
LAM DEALER CONTRIBUTION                        222.60  ADV 261   222.60
LAM GROUP CONTRIBUTION                         222.60  EXP 65A   222.60

TOTAL                              22945.00  22120.48  PAY 310 22120.48
MEMO: TOTAL LESS HOLDBACK AND
      APPROX WHOLESALE FINANCE CREDIT        21124.70
***********************************************************************
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.
***********************************************************************
THIS MOTOR VEHICLE IS SUBJECT TO A SECURITY INTEREST HELD BY GMAC.

                                         REMIT TO GMAC NO. 029
MAROONE CHEVROLET OF FORT LAUDERDALE     VIN 2G1WT58K489
                                         $  22120.48 INV  1AD09385195
                                         DUE 07/09/07  DEALER  26-202











File Number
71-541336113 J.Robertson

Old Vehicle VIN:
1G1ZT52805F 2G1WT58K489 October 10, 2007

TRADE REPURCHASE
Replacement Veh.Cost (231/237) $21,007.48 G
Conversion / Upfit Cost $0.00 E
State Sales Tax $0.00 N 6%
Additional Tax $0.00 E
Reg./Lic./Title Fees (opt) $150.00 R
Taxes Reimbursed on old vehicle $0.00 A
Fees (Explain) $0.00 L
Tire & Battery $6.50 M
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 $21,163.98

State Sales Tax $321.70 $5,361.66 * 6%
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 $4,386.66 M
Damage $0.00 E
MSRP Upgrade $975.00 R
MSRP Downgrade (deducted) $0.00
Reimb. of Aft. Mkts on Old Unit $0.00
Misc. Customer Credit $0.00
Less Dealer Contribution to Cust $0.00

Total Customer Cost $5,683.36

Trade Repurchase Amount $15,802.32
  

Attorney Fees $0.00

Total Repurchase Amount $15,802.32

Less Dealer Contribution to GM $0.00

(30-day) Lien Payoff $0.00 No lien
Good Through (mm/dd/yy)  

Dealer Due to GM NA
GM Due to Dealer $15,802.32 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) -$15,802.32 (Repurchase Group Only)

Form Rev 11/11/2005

STANDARD TRADE REPURCHASE WORKSHEET
Customer Name Worksheet filled out by:

New Vehicle VIN: Date:



Revised 8/02/2007 
Privileged and Confidential Information 

 
CASE ASSESSMENT 

 
By: Nick Sennema State: Florida 

 
 
Customer Name:   Service Request: 71-

541336113 
BBB Case No.:  CHV0749928 

   
 
Vehicle ID No.:  
1G1ZT52805F

In Service 
Date: 
6/16/2005 

Vehicle is: New BAC Code: 158644 

Year, Make & Model: 2005 Chevrolet Malibu 
Mileage at Time of BBB Filing (25,000) 

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: Odell Garrett CAM Name: {Name} 
Phone/Cell Number: 404082 8157 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. 
 

 Noise From Engine Area 
       

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

10/05/06 202596 *** 13,675 - Customer states rattle noise in dash, top center ac vent area, louder at 
times, happens a lot – customer concern not duplicated. Test drove 
vehicle for 5 miles 

11/13/06 204515 *** 15,101 - Customer states flutter/ticking noise when driving 45mph and up from 
the dash area – outside wiper cowl cover flapping at the wind. Secured 
cowl 

03/29/07 211245 *** 19,641 - Customer states light rattle noise in left center dash area while driving 
40-50 mph – found PIC#4337 to reseal cowl area for concern 

                              
 

 Steering Column Makes a Popping Sound, Vehicle Shakes 
       

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

10/05/06 202596 2 13,675 - Customer states slip/click feel in steering at times, driving / turning / 
parking – normal operation, no condition that merited repair. 

11/13/06 204515 1 15,101 - Customer states click type noise while driving and turning – steering gear 
internal failure. Found steering gear was making the sound the customer 
stated with the chassis ears. R&R steering gear and set toe. 

03/29/07 211245 1 19,641 - Customer states thump feel (noise) in steering when turning – found 
bulletin#06-02-32-007A, reposition the I-shaft to correct noise. 

07/27/07 216861 1 24,517 - Customer states popping sound (feel) in steering wheel when turning – 
intermediate steering shaft binding, R&R shaft 

08/01/07 217142 3 24,650 - Customer states popping sound (feel) in steering when turning – we 
diagnosed your vehicle as you requested and found no condition that 
merited a repair 

08/28/07 218558 2 26,013 - Customer states clunk in steering – performed inspection and roadtest. 



Perform operations as per bulletin 06-02-32-007B, noise still present when 
wheel turned, replace steering shaft. 

     
 
 

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

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

08/23/05 182501 1 1,810 - Recall#05548, engine harmonic balancer not seated. Torque balancer 
03/20/06 192768 1 7,704 - Recall #05094, replace sunvisor per campaign #5485. Replace 1 lighted, 

and 1 non-lighted visor 
                              
 
 

 Other 
       

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

09/06/05 183029 1 2,018 - Customer states check engine light on – P0455, stored loose connection 
at purge valve #5485. Diagnose to find large leak P0455 stored. Perform 
visual inspection, perform smoke test to isolate leak. Found evap purge 
valve hose not fully seated on line connection. Replaced evaporative 
emission canister purge control solenoid valve. 

10/05/06 202596 *** 13,675 - Found excessive rust build on rear rotors on multi-point safety 
inspection. – resurfaced rear rotors and R&R rear pads. 

07/27/07 216861 *** 24,517 - Customer states vibration/shaking in vehicle when braking – resurface 
rear rotors, ok at this time 

08/01/07 217142 *** 24,650 - Customer states growling noise and bad vibration – rear pads bad, R&R 
rear pads, resurface rotors. Test, ok at this time 

08/28/07 218558 *** 26,013 - Customer states high speed vibration 70mph and up – perform tire 
balance 
- Customer states while backing up, steering wheel shakes – diagnosed to 
find steering wheel shaking when reversing due to internal malfunction in 
column unit. Replaced with updated steering column 

     
 

THE STATE LEMON LAW READS: 
 
Days out of service:  30 
Repairs 3 + FRA 
Time period 24 months + 60 days / unlimited miles 
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: 6 
Total days out of service during the presumption period: 13 
Total days out of service during customer’s ownership:   13 
 

Vehicle Meets Presumption of Lemon Law     YES   
 

PERTINENT FACTS FROM PREVIOUS SRs WHICH RELATE TO YOUR EVALUATION 
 

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



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

 
RECOMMENDATION AND RATIONALE 

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

 
DVM has offered to replace the customers vehicle for him. 
 
 
 
 
 
CRS FINAL OFFER: Trade: DATE: 9/17/07 CUST Accepted 
Goodwill: Trade Attorney Fees (if applicable): ${Amount} 
 
TEAM LEAD APPROVING:  Bridget Cazabon Date: 9/17/07 

 



 
COMPONENT DESCRIPTION 

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

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

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

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

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

Engine/Fuel & 
Exhaust 

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

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

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

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

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

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

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

 
 
* SES light is to be captured under affected component above. 
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  Manufacturer's Case Lookup System     

CHV0749928  Details For Case: CHV0749928 

Case Number  CHV0749928 / 71-541336113

VIN  1G1ZT52805F

Name  

City-State-Zip  Fort Lauderdale, FL

Phone #  

Specialist  Rhonda Eakins reakins@cbbb.bbb.org ext: 240

Start Date  08/08/07

Close Date  08/22/07

Days Elapsed  14

Attorney  

Arbitrator  

 FTP Info passed to IBM
 Req  Type  Sent  Event Information (Location)
 NEW  A02  08/08/2007 VIN Taken with initial claim ... Rhonda Eakins Ext 
 UPDATE  A04  08/22/2007 Repair was accepted 
 UPDATE  A09  08/22/2007 Performance Due by 09/22/07 

 
 Time Line
 Step Dated  Description  Dated By
 Not Yet Dated First Performance Attempt  N/A
 09/22/07  Promised Performance Date rhonda
 08/22/07  Send Settlement Letter  rhonda
 08/22/07  Cust Accepts/Rejects Offer  rhonda
 08/22/07  Mfr Offered Adjustment  rhonda
 08/22/07  Call Manufacturer  rhonda
 08/22/07  Call Customer  rhonda
 08/08/07  Date Claim Opened  yvette
 08/08/07  Claim Sent to Mfr  yvette
 08/08/07  Date Claim Taken  yvette

 

 Documents
 Select  Type  Description  Date

  FLSET  Florida Settlement Letter  08/22/07

  m09  Updated CCF/Documentation Letter  08/08/07

  mrf  Manufacturer Response Form  08/08/07

  ccf  Customer Claim Form  08/08/07

  ccf  Customer Claim Form  08/08/07

  prgm  Program Summary  08/08/07

 View Selected DocumentsView Selected DocumentsView Selected DocumentsView Selected Documents  
  Help   |   Contact Us

  © 2004 Council of Better Business Bureau, Inc. All Rights Reserved.

Page 1 of 1Manufacturer's Report Page

9/21/2007https://www.auto.bbb.org/scripts/cgiip.exe/WService=wsbroker1/b2bmain?uid=gmweb&p...
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FLORIDA : 8/1/2005 
Overallowance / Incentives / Negative Equity Form 

 
Customer Request # 71-541336113 BBB # CHV0749928 

 
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) 

 
(+) 0.00 

 
Include vehicle retail, accessories and mileage adjustment figures, and attach NADA pages to file. 
NADA Retail Value for:  
VEHICLE:    
ACCESSORIES:    
MILEAGE ADJUSTMENT:  

 
 
 
 
(-) 0.00 

 
OVER ALLOWANCE: (Trade more than NADA) 

  
(=) 0.00        

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

  
(=)  0.00    

  
 
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: 
2: 
3: 
TOTAL INCENTIVES (Not included in Purchase Price) 

  
 
 
 
 
(-) 2,000.00 
               

 
OVERALLOWANCE: (From above) 

  
(-) 0.00 

 
NEGATIVE EQUITY: (If NOT shown in contract)) 

  
(-) 0.00 

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

      
   (=) 17,589.13    

 



2005 MALIBU LS SEDAN                         CHEVROLET MOTOR DIVISION
41U  BLACK                          /V6G     GENERAL MOTORS CORPORATION
14E  GRAY CUSTOM CLOTH                       100 RENAISSANCE CENTER
ORDER NO. JCBRW1/TRE      STOCK NO.          DETROIT      MI  48243-1114
VIN 1G1 ZT52 80 5F                      VEHICLE INVOICE 1AD64162034
***************************************************************13*26202S
MODEL & FACTORY OPTIONS               MSRP    INV AMT  RETAIL - STOCK
1ZT69 MALIBU LS SEDAN             21265.00   19457.48  INVOICE 04/26/05
B37 FLOOR MATS                       80.00      72.00  SHIPPED 04/26/05
FE9 50-STATE EMISSIONS                 N/C        N/C  EXP I/T 05/09/05
LX9 3.5L V6 ENGINE                    0.00       0.00  INT COM 05/09/05
MX0 4-SPEED AUTO TRANSMISSION         0.00       0.00  PRC EFF 04/26/05
VK3 FRONT LICENSE PLATE BRACKET       0.00       0.00  KEYS G2978 G2978
                                                       WFP-S QTR  OPT-1
                                                       BANK: GMAC - 029
                                                       CHG-TO    26-202

                                                       SHIP WT:  3157
                                                       HP:       32.9
                                                       GMS:     19589.13
                                                       SUPPLR:  20467.27
                                                       MRM:     21970.00
                                                       DAN:      C1
                                                       MEMO      992.25

TOTAL MODEL & OPTIONS              21345.00  19529.48  ACT 231 19514.13
DESTINATION CHARGE                   625.00    625.00  H/B 261   640.35
LAM DEALER CONTRIBUTION                        213.45  ADV 261   213.45
LAM GROUP CONTRIBUTION                         213.45  EXP 65A   213.45

TOTAL                              21970.00  20581.38  PAY 310 20581.38
MEMO: TOTAL LESS HOLDBACK AND
      APPROX WHOLESALE FINANCE CREDIT        19622.05
***********************************************************************
INVOICE DOES NOT REFLECT DEALER'S ULTIMATE COST BECAUSE OF MANUFACTURER
REBATES, ALLOWANCES, INCENTIVES, HOLDBACK, FINANCE CREDIT AND RETURN TO
DEALER OF ADVERTISING MONIES, ALL OF WHICH MAY APPLY TO VEHICLE.
***********************************************************************
THIS MOTOR VEHICLE IS SUBJECT TO A SECURITY INTEREST HELD BY GMAC.

                                         REMIT TO GMAC NO. 029
MAROONE CHEVROLET OF FORT LAUDERDALE     VIN 1G1ZT52805F
                                         $  20581.38 INV  1AD64162034
                                         DUE 05/09/05  DEALER  26-202







Revised 8/02/2007 
Privileged and Confidential Information 

 
CASE ASSESSMENT 

 
By: Nick Sennema State: Florida 

 
 
Customer Name:   Service Request: 71-

541336113 
BBB Case No.:  CHV0749928 

   
 
Vehicle ID No.:  
1G1ZT52805F

In Service 
Date: 
6/16/2005 

Vehicle is: New BAC Code: 158644 

Year, Make & Model: 2005 Chevrolet Malibu 
Mileage at Time of BBB Filing (25,000) 

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: Odell Garrett CAM Name: {Name} 
Phone/Cell Number: 404082 8157 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. 
 

 Noise From Engine Area 
       

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

10/05/06 202596 *** 13,675 - Customer states rattle noise in dash, top center ac vent area, louder at 
times, happens a lot – customer concern not duplicated. Test drove 
vehicle for 5 miles 

11/13/06 204515 *** 15,101 - Customer states flutter/ticking noise when driving 45mph and up from 
the dash area – outside wiper cowl cover flapping at the wind. Secured 
cowl 

03/29/07 211245 *** 19,641 - Customer states light rattle noise in left center dash area while driving 
40-50 mph – found PIC#4337 to reseal cowl area for concern 

                              
 

 Steering Column Makes a Popping Sound, Vehicle Shakes 
       

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

10/05/06 202596 2 13,675 - Customer states slip/click feel in steering at times, driving / turning / 
parking – normal operation, no condition that merited repair. 

11/13/06 204515 1 15,101 - Customer states click type noise while driving and turning – steering gear 
internal failure. Found steering gear was making the sound the customer 
stated with the chassis ears. R&R steering gear and set toe. 

03/29/07 211245 1 19,641 - Customer states thump feel (noise) in steering when turning – found 
bulletin#06-02-32-007A, reposition the I-shaft to correct noise. 

07/27/07 216861 1 24,517 - Customer states popping sound (feel) in steering wheel when turning – 
intermediate steering shaft binding, R&R shaft 

08/01/07 217142 3 24,650 - Customer states popping sound (feel) in steering when turning – we 
diagnosed your vehicle as you requested and found no condition that 
merited a repair 

                              



 
 {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: 
     

08/23/05 182501 1 1,810 - Recall#05548, engine harmonic balancer not seated. Torque balancer 
03/20/06 192768 1 7,704 - Recall #05094, replace sunvisor per campaign #5485. Replace 1 lighted, 

and 1 non-lighted visor 
                              
 
 

 Other 
       

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

09/06/05 183029 1 2,018 - Customer states check engine light on – P0455, stored loose connection 
at purge valve #5485. Diagnose to find large leak P0455 stored. Perform 
visual inspection, perform smoke test to isolate leak. Found evap purge 
valve hose not fully seated on line connection. Replaced evaporative 
emission canister purge control solenoid valve. 

10/05/06 202596 *** 13,675 - Found excessive rust build on rear rotors on multi-point safety 
inspection. – resurfaced rear rotors and R&R rear pads. 

07/27/07 216861 *** 24,517 - Customer states vibration/shaking in vehicle when braking – resurface 
rear rotors, ok at this time 

08/01/07 217142 *** 24,650 - Customer states growling noise and bad vibration – rear pads bad, R&R 
rear pads, resurface rotors. Test, ok at this time 

                              
 

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: {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. 
 







































arlene.thomas-randol
New Stamp









December 29, 2010 
 
 

Grapevine, TX  
 
Service Request: 71-548303570 
Customer Relationship Specialist: Rinny Smith 
 
Dear    
 
Chevrolet is pleased to provide service coverage for the steering on your 2005 Chevrolet Malibu, Vehicle 
Identification Number 1G1ZT54805F  This service coverage will commence upon the expiration 
of the applicable New Vehicle Limited Warranty and will continue until October 20, 2012, or 100,000 
miles, whichever occurs first.  Chevrolet will make repairs to correct defects related to materials or 
workmanship occurring during the coverage period specified above.  The following item(s) are covered: 
 
Steering –  
Gear housing and all internal parts; rack and pinion; power steering pump; steering shaft couplings; seals 
and gaskets.   
 
Chevrolet will not be responsible for conditions arising from tampering, abuse, physical damage, or 
improper maintenance.  This coverage is not transferable to any other vehicle or subsequent owner of 
your vehicle.  Please keep this letter with your Malibu.  Should your vehicle require repairs within the 
coverage period, present this letter to the Service Manager of an authorized Chevrolet Dealership. 
 
If you have any future questions, feel free to contact our Chevrolet Customer Assistance Center at 1-800-
222-1020 Monday through Friday between 8:00 a.m. and 11:00 p.m., Eastern Time.  Please refer to your 
service request number above and any of our Customer Relationship Specialists will be happy to assist 
you. 
 
Sincerely,  
 
Chevrolet Customer Assistance Center 
 
 
ATTENTION:  DEALERSHIP SERVICE MANAGER 
Component Service Coverage 
 
Submit the claim with all the appropriate authorization codes and H route it to your Area Service 
Manager.  Be sure to retain a copy of this letter in the customer’s file and return the original to the 
customer. 
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December 29, 2010 
 
 

Powder Springs, GA  
 
Service Request: 71-548410033 
Customer Relationship Specialist: Jane Miller 
 
Dear :   
 
We would like to discuss your request for assistance regarding your 2005 Pontiac G6, but we 
have been unsuccessful in our attempts to contact you. 
 
If you have outstanding issues, please feel free to contact us at our Pontiac Customer Assistance 
Center at 1-800-762-2737 Monday through Friday between 8:00 a.m. and 11:00 p.m., Eastern 
Time.  Please refer to your service request number above and any of our Customer Relationship 
Specialists will be happy to assist you.  You will have the option to speak with me directly if I 
am available.  If you have already contacted the Customer Assistance Center, please disregard 
this letter. 
 
Pontiac and your dealer’s mutual goal is your total satisfaction with Pontiac products and 
services.  We look forward to talking with you soon. 
 
Sincerely,  
 
Pontiac Customer Assistance Center
 



December 29, 2010 
 
 
 

 
White Bear Lake, MN   
 
Service Request:  71-548894553 
Customer Relationship Specialist: Christopher Carter 
 
Dear : 
 
Thank you again for making us aware of the situation with your 2005 Chevrolet Malibu.  We 
know you are sincere in the position you have taken, and we trust we have been able to explain 
our point of view. 
 
In circumstances such as these, Chevrolet believes that our customers should have the 
opportunity to deal with unresolved matters in a fast and fair resolution process. For that reason, 
we participate in the Better Business Bureau’s BBB AUTO LINE program, an independent 
resolution process administered by the Council of Better Business Bureaus. BBB AUTO LINE 
provides mediation and arbitration for eligible warranty-related issues. 
 
As a Chevrolet customer, BBB AUTO LINE is available to you at no cost.  The BBB AUTO 
LINE program is discussed in your vehicle’s “Warranty and Owner Assistance Information 
Booklet.” 
 
To contact the BBB AUTO LINE, or get more information about the program, call the BBB at 1-
800-955-5100 (Monday through Friday during normal business hours). You may also access the 
BBB AUTO LINE website at any time (including evenings, weekends and holidays) by visiting 
<http://www.dr.bbb.org/goauto>  
 
Whether you contact them by telephone or Internet, the BBB will provide you with full program 
details, current eligibility standards of the BBB AUTO LINE program and will assist you with 
any questions you have. 
 
Thank you for the opportunity to review this matter. 
 
Sincerely,  
 
 
Chevrolet Customer Assistance Center 
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Revised 8/02/2007 
Privileged and Confidential Information 

 
CASE ASSESSMENT 

 
By: Angelina Moncivais State: MN 

 
 
Customer Name:   Service Request: 71-

548894553 
BBB Case No.:  CHV0755134 

   
 
Vehicle ID No.:  
1G1ZS52F65F  

In Service 
Date: 
2/9/2005 

Vehicle is: New BAC Code: 
111544   

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

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

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

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

    

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

 Steering 
       

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

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

       

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

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

       

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

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

       

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

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

 
 No start 

       

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

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

 
 



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

Vehicle Meets Presumption of Lemon Law     YES   
 

PERTINENT FACTS FROM PREVIOUS SRs WHICH RELATE TO YOUR EVALUATION 
 

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

 
RECOMMENDATION AND RATIONALE 

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

 
Crs just rec’d the ro’s from the dlr and performed the case assessment and the cust has 4 repair attempts to the steering 
concern and could possibly meet presumption based on the # of repair attempts. Crs will call the dvm for his input. 
 
 
 
 
 
CRS FINAL OFFER: {REPAIR/REP/TRADE}: DATE: {Date} CUST {Accepted / Declined} 
Goodwill: {Type} Attorney Fees (if applicable): ${Amount} 
 
TEAM LEAD APPROVING:  {Name} Date: {Date} 

 



 
COMPONENT DESCRIPTION 

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

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

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

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

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

Engine/Fuel & 
Exhaust 

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

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

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

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

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

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

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

 
 
* SES light is to be captured under affected component above. 
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	{Symptom}
	Recall/Campaign (Not Related to Other Symptoms/Complaints)
	Other
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	VEHICLE REPAIR HISTORY
	Power Steering Went out
	Clicking Noise in Front End
	{Symptom}
	{Symptom}
	{Symptom}
	{Symptom}
	Recall/Campaign (Not Related to Other Symptoms/Complaints)
	Other


	71-551651191.05
	71-551651191.06
	71-551651191.07
	VEHICLE REPAIR HISTORY
	Power Steering Went out
	Clicking Noise in Front End
	{Symptom}
	{Symptom}
	{Symptom}
	{Symptom}
	Recall/Campaign (Not Related to Other Symptoms/Complaints)
	Other


	71-551651191.08
	VEHICLE REPAIR HISTORY
	Power Steering Went out
	Clicking Noise in Front End
	X Brakes
	X Electrical
	X Exterior Trim
	X Electrical- Radio
	X Battery
	X Recall



	Binder13
	71-557757271.01
	71-557757271.02
	71-557757271.03
	71-557757271.04
	71-557757271.05
	71-557757271.06

	Binder14
	71-569743371.01
	71-569743371.02

	Binder15
	71-584688333.01
	71-584688333.02
	71-584688333.03

	Binder16
	71-589425739.01
	71-589425739.02
	71-589425739.03

	Binder17
	71-595090141.01
	71-595090141.02
	71-595090141.03

	Binder2
	71-536668450.01
	71-536668450.02
	71-536668450.03
	71-536668450.04
	71-536668450.05
	71-536668450.06
	VEHICLE REPAIR HISTORY
	Metallic noise under the vehicle while going over bumps
	Grinding noise from the power steering
	Recall/Campaign (Not Related to Other Symptoms/Complaints)
	Other


	71-536668450.07
	71-536668450.08
	VEHICLE REPAIR HISTORY
	Metallic noise under the vehicle while going over bumps
	Grinding noise from the power steering
	Recall/Campaign (Not Related to Other Symptoms/Complaints)
	Other


	71-536668450.09
	71-536668450.10
	71-536668450.11
	Financial Institution information including: account #, phone # & Institution name

	71-536668450.12
	VEHICLE REPAIR HISTORY
	Metallic noise under the vehicle while going over bumps
	Grinding noise from the power steering
	Recall/Campaign (Not Related to Other Symptoms/Complaints)
	Other


	71-536668450.13
	71-536668450.14
	71-536668450.15
	71-536668450.16
	BBB Case                                Straight

	71-536668450.17
	71-536668450.18
	Tom Palladino
	Paul Conte Chevrolet
	68 E Sunrise Hwy
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	DESCRIPTION
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	CUSTOMER: Jeanette Brown
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	CRS: Nick Sennema
	REQUIRED DOCUMENTS:      COMPLETED DOCUMENTS
	SUGGESTIONS/NOTES (IF BOX CHECKED-ACTION REQUIRED):
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	Noise From Engine Area
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	Other

	DESCRIPTION
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	VEHICLE REPAIR HISTORY
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	Steering Column Makes a Popping Sound, Vehicle Shakes
	{Symptom}
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	Other

	DESCRIPTION
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	71-541336113.12
	Financial Institution information including: account #, phone # & Institution name
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	DESCRIPTION
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	DESCRIPTION
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	DESCRIPTION
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	Binder9
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	71-548894553.02
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	Steering
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