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February 3, 2011 
 

Cambridge, MN  
 
 
Service Request: 71-593585397 
Customer Relationship Specialist: Joey Bravo 
 
Dear : 
 
Thank you for contacting us recently regarding the special coverage notice you received for your 2005 
Chevrolet Malibu.  We apologize for any inconvenience you have experienced as a result of this special 
coverage. 
 
At Chevrolet, we believe our customers have the right to expect long-term, reliable performance from our 
products.  There are, however, many variables that affect the life of the vehicle’s parts and appearance.  
Unfortunately, there are times when we identify a motor vehicle defect and release a special coverage 
notice to our loyal customers for their safety and satisfaction. 
 
We have reviewed your request for reimbursement on the steering column that you had repaired 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 $575.39. 
 
At Chevrolet, our commitment to customer satisfaction is a top priority.  If you have future questions, feel 
free to contact our Chevrolet Customer Assistance Center at 1-800-222-1020 Monday through Friday 
between 8:00 a.m. and 11:00 p.m., Eastern Time.  Please refer to your service request number above and 
any of our Customer Relationship Specialists will be happy to assist you. 
 
Sincerely,  
 
Chevrolet Customer Assistance Center 
 
 
For more information regarding the maintenance and care of your vehicle, please visit 
www.mygmlink.com.  This free online service offers vehicle and ownership-related information and tools 
tailored to your specific vehicle.
 

http://www.mygmlink.com/�
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February 4, 2011 
 

Willingboro, NJ  
 
 
Service Request: 71-593960650 
Customer Relationship Specialist: Jasmine Cooper 
 
Dear : 
 
Thank you for contacting us recently regarding the special coverage notice you received for your 2005 
Chevrolet Malibu.  We apologize for any inconvenience you have experienced as a result of this special 
coverage. 
 
At Chevrolet, we believe our customers have the right to expect long-term, reliable performance from our 
products.  There are, however, many variables that affect the life of the vehicle’s parts and appearance.  
Unfortunately, there are times when we identify a motor vehicle defect and release a special coverage 
notice to our loyal customers for their safety and satisfaction. 
 
We have reviewed your request for reimbursement on the power steering assembly 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 $916.46. 
 
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.
 



February 4, 2011 
 

Fort Worth, TX  
 
 
Service Request: 71-593998469 
Customer Relationship Specialist: Jay Williams 
 
Dear  
 
Thank you for contacting us recently regarding the special coverage notice you received for your 2005 
Chevrolet Malibu MAXX.  We apologize for any inconvenience you have experienced as a result of this 
special coverage. 
 
At Chevrolet, we believe our customers have the right to expect long-term, reliable performance from our 
products.  There are, however, many variables that affect the life of the vehicle’s parts and appearance.  
Unfortunately, there are times when we identify a motor vehicle defect and release a special coverage 
notice to our loyal customers for their safety and satisfaction. 
 
We have reviewed your request for reimbursement on the steering column that you had repaired 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 $564.02. 
 
At Chevrolet, our commitment to customer satisfaction is a top priority.  We hope you understand our 
position.  If you have future questions, feel free to contact our Chevrolet Customer Assistance Center at 
1-800-222-1020 Monday through Friday between 8:00 a.m. and 11:00 p.m., Eastern Time.  Please refer to 
your service request number above and any of our Customer Relationship Specialists will be happy to 
assist you. 
 
Sincerely,  
 
Chevrolet Customer Assistance Center 
 
 
For more information regarding the maintenance and care of your vehicle, please visit 
www.mygmlink.com.  This free online service offers vehicle and ownership-related information and tools 
tailored to your specific vehicle.
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April 25, 2011 
 

Newport News, VA 
 
 
 
Dear 
 
We sincerely regret that you experienced a concern with your 2008 Chevrolet Malibu, which 
resulted in an unexpected inconvenience to you.     
 
We value you as a Chevrolet owner and your satisfaction with our products is a high priority.  
After consideration, we believe you are entitled to a reimbursement.  We have enclosed a check 
in the amount of $1,508.40.  We hope this goodwill adjustment will offset, to some degree, the 
inconvenience that you have been caused. 
 
At Chevrolet, our commitment to customer satisfaction is a top priority.  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 Business Resource Center 
Service Request 71-741633358 
 



 

 

  
8/04/09 
 
Rick Milton  
Casey Chevrolet 
PO Box 120588 
Newport News, VA 23612 
                                                                           
Re: 
 Siebel Request: 71-741633358  

2008 Chevrolet Malibu 
 VIN # 1G1ZK57B68F
 
Dear Mr. Milton: 
 
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 within 24 hours.  The specific documents needed are: 

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

orders.  (Please include front and backs of the shop copies).  
 
Please fax them to the number found below.  If there are any fax difficulties or the documents exceed 50 
pages, please contact me as soon as possible. 
 
Your cooperation is greatly appreciated.  If you have any questions, feel free to contact me directly at the 
number below. 
 
Sincerely, 
 
 
 
Shon Brown 
General Motors Business Resource Center  
Customer Relationship Specialist 
Ph# 866-790-5600, extension 31389 
FAX# 866-268-5528 
 
 

 
 
 



 
Privileged and Confidential Information 

 
CASE ASSESSMENT 

 
By: Shon Brown State: VA 

 
Customer Name:  Service Request: 71-

741633358 
BBB Case No.: CHV0942284 

Only customer's last name to be recorded 
 
Vehicle ID No: 
1G1ZK57B68F  

In Service 
Date: 
10/4/2008 

Vehicle is: New BAC Code: 113723 

Year, Make & Model: 2008 Chevrolet Malibu 
Mileage at Time of BBB Filing 16437 

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

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

DVM Name: Gordon Histed CAM Name: Craig Joseph 
Phone Number: 914-244-6130 

 

Phone/Cell Number: 757-876-6622 
Svc Mgr Name: Dave Clements 

 

    
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. 
 
HAS TAC BEEN CONTACTED FOR SERVICE HISTORY Y OR N.?  IF YES PLEASE INCLUDE TAC # AND 
EXPLANATION TAC WAS INVOLVED. IF TAC HAS 
__________________________________________________________________________________ 
  
__________________________________________________________________________________ 
 
IF TAC HAS NOT BEEN CONTACTED WHY NOT?  
No TAC assist required 
__________________________________________________________________________________ 
 
 

 Vibration In Steering/Hard Click at Brake Release  
       
Date: RO #: Days 

Out: 
Mileag
e: 

Description of Complaint and Repair Performed: 

7/28/09 27460
2 

4 16388 Hutchens Chevrolet Line A* Cust sts when steering is all the 
way down and locked vehicle has a violent vibration but if you 
move steering up vibration goes away. Verify cust concern and 
then checked for bulletins. Found PIC4883B Cause: The 
electronic power steering column motor housing is contacting the 
bracket for the adjustable pedals, causing a clunk when letting 
off the brake pedal. Removed booster and installed spacers on 
booster to firewall to stop noise. Test drove and found everything 
working properly. 

     
     
 
Hesitation  
       



Date: RO #: Days 
Out: 

Mileag
e: 

Description of Complaint and Repair Performed: 

5/12/09 20322
1 

6 10115  Casey Chevrolet Cust sts that vehicle made a loud and hard 
jerk motion, then engine light came on and vehicle would barely 
accelerate. P0601 Stored in TCM. Internal failure, checked wiring 
to TCM, good. Replace solenoid valve assembly/ TCM and 
recheck ok. 

7/6/09 21779
5 

1 15366 Casey Chevrolet  Cust sts that vehicle is hesitating really bad, 
worse when A/C is running. Cust notices it more between 2nd-3rd 
gear. Check and advise. Was not able to duplicate at this time. 
Cust is going to return for test drive with tech.  

7/28/09 27460
2 

* 16388 Hutchens Chevrolet Line B Cust sts vehicle hesitates on 
acceleration, also notes that vehicle doesn’t drive the same since 
solenoid valve assembly replaced. Info related to Line A* (see 
above repair for vibration in steering.) 

 
  

       
Date: RO #: Days 

Out: 
Mileag
e: 

Description of Complaint and Repair Performed: 

     
                              
 

 {Symptom} 
       
Date: RO #: Days 

Out: 
Mileag
e: 

Description of Complaint and Repair Performed: 

     
                              
 

 {Symptom} 
       
Date: RO #: Days 

Out: 
Mileag
e: 

Description of Complaint and Repair Performed: 

     
                                 
 

 {Symptom} 
       
Date: RO #: Days 

Out: 
Mileag
e: 

Description of Complaint and Repair Performed: 

     
                              
 

 Recall/Campaign (Not Related to Other Symptoms/Complaints): No Recalls 
       
Date: RO #: Days 

Out: 
Mileag
e: 

Description of Complaint and Repair Performed: 

10/23/0
8 

15107
0 

1 739  #08279 Install two cooling fan jumper harnesses  

     
 
Has the vehicle ever been involved in an accident Y or N? No 
Did you confirm your answer with the customer Y or N? Yes 
What type of damage was sustained (example front end collision) 
__________________________________________________ 
Are the RO's attached if the vehicle was in an accident Y or N? n/a 



 
 
Has the customer filed any insurances claims on this Vehicle Y or N? No 
If Yes obtain the following information below 
Insurance Company________________________________________________     
Insurance Rep (First and Last Name) ____________________________ 
Phone # _____________________  
Claim Made?  Y/N                Claim Status: Pending/Denied/NA  
Claim # _____________________ 
Did Insurance Company refer customer to GM?  Y/N/NA 
 
Are there any Aftermarket Modifications to the Vehicle Y or N? NO 
Have you confirm this with the customer Y or N? Yes 
List: 
 
Was a Trade Repurchase offered to the customer    Y or N? No 
(A Trade Repurchase is to be offered as a settlement before a Straight can be considered)  
Date authorized by the DVM/CAM    ______________ 
 
 

 Other 
       
Date: RO #: Days 

Out: 
Mileag
e: 

Description of Complaint and Repair Performed: 

     
10/10/0
8 

14783
5 

1 301 Casey Chevrolet  Cust sts while driving brakes pull to the right. 
Road-tested for brake pull, could not duplicate brake pull. Road-
tested with cust, had very slight pull to the left at all speeds, 
cross rotated front tires and relearned tire monitoring system. 
Road-tested again found slight pull to the right, rotated right 
front tire with right rear tire and reprogrammed tire monitor 
system. Road tested again, car travels straight and steering 
wheel is centered 

10/23/0
8 

15107
0 

1 739 Casey Chevrolet Cust sts that steering is off center to the left 
and vehicle pulls to right when steering wheel is straight. 
Steering wheel not centered.  Performed steering control module 
set up 

4/6/09 19376
8 

 8417 Casey Chevrolet LOF, inspection 

1/16/09 17317
7 

 4398 Casey Chevrolet LOF, inspection, door stripping coming off.  

 
 
What is the customer eligible for based upon the BBB Program Eligibility Guidelines and the States 
lemon law requirements for meeting presumption?  Explain with some Detail 
 
GM Program Summary Repurchase/Replacement: No customer is outside 12/12 
 
Lemon Law Repurchase/Replacement: Yes customer is within filing period 
 
GM Program Summary Repairs/Reimbursement for past repairs: Yes customer is within manuf. warranty 
 
 

THE STATE LEMON LAW READS: 
 
Days out of service:  30 
Repairs   3  



Time period 18  months following the date of original delivery 
Does Lemon Law state nonconformity must continue to exist? Yes 
 
If applicable, safety-related repairs 1 
Safety-related time period 18  months following the date of original delivery and 
continues to exist 

 

 
Number of repair attempts in the presumption period: Vibration 1, 

Hesitation 3, Pulling 
2 

Total days out of service during the presumption period: 14 
Total days out of service during customer’s ownership:   14 
 

Vehicle Meets Presumption of Lemon Law:     YES or No? 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. 

 
Cust sts: MY PAPERWORK LIST MY CAR AS A V6, HOWEVER THE SERVICE CENTER 
SAID IT IS A 4 CYLINDER, I FEEL I SHOULD RECEIVE SOME TYPE OF 
COMPENSATION FOR ALL THE TROUBLE AND TIME IT HAS CAUSED ME IF 
PAY $503/Mo MY CAR SHOULD RUN. AT THIS POINT I NO LONGER FEEL 
SAFE. THE LAST REPAIR WAS A HUGE SAFETY DEFECT!  
 
 
DVM sts: Would like to test drive with cust to prove conditions still exist 
 
SVM sts: Repairs made 
 
CRS Rationale: CRS offered customer $1508.40 Reimbursement (3 vehicle payment reimbursement of 
$502.80 and 2/30 Smart Care. Cust accepted offer 
 
Business Reason (in detail):  
1) Apologetic gesture for inconvenience caused by having made three repair attempts for hesitation issues 
and accumulating 14 days out 
2) Problem existed within warranty and cust fears will return in future 
3) Avoid arbitration through early resolution 
4) Reimbursement is less than cost of arbitration hearing 
5) To Promote customer satisfaction and keep customer loyal to GM 
 
 
 
What are the 3 main strengths of the customer’s case to win repurchase through Lemon Law  
1. Customer is within filing period 
2. Meets presumption with three repair attempts made for hesitation 
 



 
What are the 3 mains weaknesses of the customer’s case to win repurchase through Lemon Law? 
 
 
 
Decision reached by CRS:     Arbitrate case:                Settle case:   Yes 
 
 

CRS FINAL 
OFFER: GMPP 
Smart Care and 
Reimburement 

 DATE: 
8/18/0
9 

CUST Accepted Offer 

Goodwill: {Type}  Attorney Fees (if applicable): ${Amount}    

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

 
 
 
 

 











2008 MALIBU LTZ                              GENERAL MOTORS CORPORATION
53U  AMBER BRONZE METALLIC          /L4G     & SUBSIDIARIES
342  COCOA/CASHMERE                          RENAISSANCE CENTER
ORDER NO. MTSHHW/TRE      STOCK NO.          DETROIT      MI  48243-1114
VIN 1G1 ZK57 B6 8F                      VEHICLE INVOICE 1AD24335456
***************************************************************13*14096S
MODEL & FACTORY OPTIONS               MSRP    INV AMT  RETAIL - STOCK
1ZK69 MALIBU LTZ                  27095.00   25604.78  INVOICE 06/17/08
CF5 SUNROOF, POWER TILT AND SLIDE   800.00     664.00  SHIPPED 06/17/08
FE9 50-STATE EMISSIONS                 N/C        N/C  EXP I/T 07/02/08
LE5 ENGINE, 2.4L DOHC MFI              N/C        N/C  INT COM 07/02/08
MH8 TRANSMISSION AUTO 6 SPD, HMD       N/C        N/C  PRC EFF 06/17/08
PDZ LTZ SPRING SPECIAL INCLUDES:    825.00-    684.75- KEYS G0949 G0949
    * ENGINE, 2.4L DOHC MFI                            WFP-S QTR  OPT-1
    * 17" WHEELS, CHROMETECH                           BANK: GMAC - 023
      (REPLACES STD/OPT WHEELS)                        CHG-TO    14-096
    * SINGLE CHROME EXHAUST
UE1 1YR ONSTAR DIRECTIONS W/TURN-      N/C        N/C  SHIP WT:  3439
    BY-TURN NAVIGATION(ASK DEALER                      HP:       19.3
    ABOUT GEOGRAPHIC COVERAGE)                         GMS:     25571.93
VK3 FRONT LICENSE PLATE BRACKET       0.00       0.00  SUPPLR:  26715.92
                                                       MRM:     27720.00
                                                       DAN:      LZ4SR
                                                       MEMO     1203.50

TOTAL MODEL & OPTIONS              27070.00  25584.03  ACT 231 25421.93
DESTINATION CHARGE                   650.00    650.00  H/B 261   812.10
DEALER IMR CONTRIBUTION                        270.70  ADV 261   270.70
LMA GROUP CONTRIBUTION                         270.70  EXP 65A   270.70

TOTAL                              27720.00  26775.43  PAY 310 26775.43
MEMO: TOTAL LESS HOLDBACK AND
      APPROX WHOLESALE FINANCE CREDIT        25421.43
***********************************************************************
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. 023
CASEY CHEVROLET                          VIN 1G1ZK57B68F
                                         $  26775.43 INV  1AD24335456
                                         DUE 07/02/08  DEALER  14-096



































































































































 

 

  
8/04/09 
 
Dave Clements  
Hutchens Chevrolet 
12920 Jefferson Ave 
Newport News, VA 23608 
                                                                           
Re: 
 Siebel Request: 71-741633358  

2008 Chevrolet Malibu 
 VIN # 1G1ZK57B68F
 
Dear Mr. Clements: 
 
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 within 24 hours.  The specific documents needed are: 

All service and body shop repair orders including all internal, customer pay, and warranty repair orders.  
(Please include front and backs of the shop copies).  

 
Please fax them to the number found below.  If there are any fax difficulties or the documents exceed 50 
pages, please contact me as soon as possible. 
 
Your cooperation is greatly appreciated.  If you have any questions, feel free to contact me directly at the 
number below. 
 
Sincerely, 
 
 
 
Shon Brown 
General Motors Business Resource Center  
Customer Relationship Specialist 
Ph# 866-790-5600, extension 31389 
FAX# 866-268-5528 
 
 

 
 
 



 
Privileged and Confidential Information 

 
CASE ASSESSMENT 

 
By: Shon Brown State: VA 

 
Customer Name:  Service Request: 71-

741633358 
BBB Case No.: CHV0942284 

Only customer's last name to be recorded 
 
Vehicle ID No: 
1G1ZK57B68F  

In Service 
Date: 
10/4/2008 

Vehicle is: New BAC Code: 113723 

Year, Make & Model: 2008 Chevrolet Malibu 
Mileage at Time of BBB Filing 16437 

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

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

DVM Name: Gordon Histed CAM Name: Craig Joseph 
Phone Number: 914-244-6130 

 

Phone/Cell Number: 757-876-6622 
Svc Mgr Name: Dave Clements 

 

    
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. 
 
HAS TAC BEEN CONTACTED FOR SERVICE HISTORY Y OR N.?  IF YES PLEASE INCLUDE TAC # AND 
EXPLANATION TAC WAS INVOLVED. IF TAC HAS 
__________________________________________________________________________________ 
  
__________________________________________________________________________________ 
 
IF TAC HAS NOT BEEN CONTACTED WHY NOT?  
No TAC assist required 
__________________________________________________________________________________ 
 
 

 Vibration In Steering/Hard Click at Brake Release  
       
Date: RO #: Days 

Out: 
Mileag
e: 

Description of Complaint and Repair Performed: 

7/28/09 27460
2 

4 16388 Hutchens Chevrolet Line A* Cust sts when steering is all the 
way down and locked vehicle has a violent vibration but if you 
move steering up vibration goes away. Verify cust concern and 
then checked for bulletins. Found PIC4883B Cause: The 
electronic power steering column motor housing is contacting the 
bracket for the adjustable pedals, causing a clunk when letting 
off the brake pedal. Removed booster and installed spacers on 
booster to firewall to stop noise. Test drove and found everything 
working properly. 

     
     
 
Hesitation in Transmission 
       



Date: RO #: Days 
Out: 

Mileag
e: 

Description of Complaint and Repair Performed: 

5/12/09 20322
1 

6 10115  Casey Chevrolet Cust sts that vehicle made a loud and hard 
jerk motion, then engine light came on and vehicle would barely 
accelerate. P0601 Stored in TCM. Internal failure, checked wiring 
to TCM, good. Replace solenoid valve assembly/ TCM and 
recheck ok. 

7/6/09 21779
5 

1 15366 Casey Chevrolet  Cust sts that vehicle is hesitating really bad, 
worse when A/C is running. Cust notices it more between 2nd-3rd 
gear. Check and advise. Was not able to duplicate at this time. 
Cust is going to return for test drive with tech.  

7/28/09 27460
2 

* 16388 Hutchens Chevrolet Line B Cust sts vehicle hesitates on 
acceleration, also notes that vehicle doesn’t drive the same since 
solenoid valve assembly replaced. Info related to Line A* 

 
  

       
Date: RO #: Days 

Out: 
Mileag
e: 

Description of Complaint and Repair Performed: 

     
                              
 

 {Symptom} 
       
Date: RO #: Days 

Out: 
Mileag
e: 

Description of Complaint and Repair Performed: 

     
                              
 

 {Symptom} 
       
Date: RO #: Days 

Out: 
Mileag
e: 

Description of Complaint and Repair Performed: 

     
                                 
 

 {Symptom} 
       
Date: RO #: Days 

Out: 
Mileag
e: 

Description of Complaint and Repair Performed: 

     
                              
 

 Recall/Campaign (Not Related to Other Symptoms/Complaints): No Recalls 
       
Date: RO #: Days 

Out: 
Mileag
e: 

Description of Complaint and Repair Performed: 

10/23/0
8 

15107
0 

1 739  #08279 Install two cooling fan jumper harnesses  

     
 
Has the vehicle ever been involved in an accident Y or N? No 
Did you confirm your answer with the customer Y or N? Yes 
What type of damage was sustained (example front end collision) 
__________________________________________________ 
Are the RO's attached if the vehicle was in an accident Y or N? n/a 
 



 
Has the customer filed any insurances claims on this Vehicle Y or N? No 
If Yes obtain the following information below 
Insurance Company________________________________________________     
Insurance Rep (First and Last Name) ____________________________ 
Phone # _____________________  
Claim Made?  Y/N                Claim Status: Pending/Denied/NA  
Claim # _____________________ 
Did Insurance Company refer customer to GM?  Y/N/NA 
 
Are there any Aftermarket Modifications to the Vehicle Y or N? NO 
Have you confirm this with the customer Y or N? Yes 
List: 
 
Was a Trade Repurchase offered to the customer    Y or N?  
(A Trade Repurchase is to be offered as a settlement before a Straight can be considered)  
Date authorized by the DVM/CAM    ______________ 
 
 

 Other 
       
Date: RO #: Days 

Out: 
Mileag
e: 

Description of Complaint and Repair Performed: 

     
10/10/0
8 

14783
5 

1 301 Casey Chevrolet  Cust sts while driving brakes pull to the right. 
Road-tested for brake pull, could not duplicate brake pull. Road-
tested with cust, had very slight pull to the left at all speeds, 
cross rotated front tires and relearned tire monitoring system. 
Road-tested again found slight pull to the right, rotated right 
front tire with right rear tire and reprogrammed tire monitor 
system. Road tested again, car travels straight and steering 
wheel is centered 

10/23/0
8 

15107
0 

1 739 Casey Chevrolet Cust sts that steering is off center to the left 
and vehicle pulls to right when steering wheel is straight. 
Steering wheel not centered.  Performed steering control module 
set up 

4/6/09 19376
8 

 8417 Casey Chevrolet LOF, inspection 

1/16/09 17317
7 

 4398 Casey Chevrolet LOF, inspection, door stripping coming off.  

 
 
What is the customer eligible for based upon the BBB Program Eligibility Guidelines and the States 
lemon law requirements for meeting presumption?  Explain with some Detail 
 
GM Program Summary Repurchase/Replacement: No customer is outside 12/12 
 
Lemon Law Repurchase/Replacement: Yes customer is within filing period 
 
GM Program Summary Repairs/Reimbursement for past repairs: Yes customer is within manuf. warranty 
 
 

THE STATE LEMON LAW READS: 
 
Days out of service:  30 
Repairs   3  
Time period 18  months following the date of original delivery 



Does Lemon Law state nonconformity must continue to exist? Yes 
 
If applicable, safety-related repairs 1 
Safety-related time period 18  months following the date of original delivery and 
continues to exist 

 

 
Number of repair attempts in the presumption period: Vibration 3, 

Hesitation 2, Pulling 
2 

Total days out of service during the presumption period: 14 
Total days out of service during customer’s ownership:   14 
 

Vehicle Meets Presumption of Lemon Law:     YES or No? No 
 

PERTINENT FACTS FROM PREVIOUS SRs WHICH RELATE TO YOUR EVALUATION 
 

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

 
RECOMMENDATION AND RATIONALE 

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

 
Cust sts: MY PAPERWORK LIST MY CAR AS A V6, HOWEVER THE SERVICE CENTER 
SAID IT IS A 4 CYLINDER, I FEEL I SHOULD RECEIVE SOME TYPE OF 
COMPENSATION FOR ALL THE TROUBLE AND TIME IT HAS CAUSED ME IF 
PAY $503/Mo MY CAR SHOULD RUN. AT THIS POINT I NO LONGER FEEL 
SAFE. THE LAST REPAIR WAS A HUGE SAFETY DEFECT!  
 
 
DVM sts: 
 
SVM sts:  
 
CRS Rationale: 
 
 
 
What are the 3 main strengths of the customer’s case to win repurchase through Lemon Law  
1. Customer is within filing period 
 
 
 
What are the 3 mains weaknesses of the customer’s case to win repurchase through Lemon Law? 

1. Customer does not meet presumption with three repair attempts for any same concern 
2. Customer does not meet presumption with thirty days out of service 

 
 
 
Decision reached by CRS:     Arbitrate case:                Settle case:         
 



 
CRS FINAL 
OFFER:  

 DATE
:  

CUST {Accepted / Declined}  

Goodwill: {Type}  Attorney Fees (if applicable): ${Amount}    

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

 
 
 
 

 













April 25, 2011 
 

Gulfport, MS  
 
 
 
Dear i, 
 
Thank you for your support of Chevrolet.  As we agreed, the necessary paperwork has been 
completed and forwarded to General Motors Protection Plan (GMPP) for the Major Guard plan 
on your 2008 Chevrolet Malibu, Vehicle Identification Number 1G1ZH57BX8F .  The 
processing time will take approximately eight weeks.   
 
You will be notified by GMPP once the plan has been processed and you will receive complete 
details on your plan's coverage at that time. This letter will serve as your policy until you receive 
your plan confirmation.  Should you require service prior to receiving your plan confirmation 
from GMPP, simply bring this letter to your local Chevrolet Dealership.  Your complete 
satisfaction is very important to us at Chevrolet.  We hope the issuance of this GMPP 
demonstrates our appreciation of you as a valued customer. 
 
At Chevrolet, our commitment to customer satisfaction is a top priority.  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: 71-744475488 
 
 
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. 
 

Arlene.Thomas-Randol
New Stamp



 
Privileged and Confidential Information 

 
CASE ASSESSMENT 

 
By: Whitley Ceasar State: MS 

 
 
Customer Name:   Service Request: 71-

744475488 
BBB Case No.:  CHV0941903 

Only customer's last name to be recorded 
 
Vehicle ID No.:  
1G1ZH57BX8F  

In Service 
Date: 
1/31/2008 

Vehicle is: new BAC Code: 
201991  

Year, Make & Model: 2008 Chevrolet Malibu 
Mileage at Time of BBB Filing 29,000 

Vehicle Purchased Used on: 01/31/2009 at 
odometer 308 

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

DVM Name: Don Mills   CAM Name: Larry D. Shields  
Phone/Cell Number: 601-613-9803 
Svc Mgr Name: Preston Hood: Walt Himel 
Turan-Foley: Bill Rivenbark 
 

Phone number: 972-443-2901 (For BRC Use 
Only) 

    
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. 
 
HAS TAC BEEN CONTACTED FOR SERVICE HISTORY Y OR N.?  IF YES PLEASE INCLUDE TAC # AND 
EXPLANATION TAC WAS INVOLVED. IF TAC HAS 
N/A________________________________________________________________________________
__ 
  
__________________________________________________________________________________ 
 
IF TAC HAS NOT BEEN CONTACTED WHY NOT 
N/A______________________________________________ 
 
__________________________________________________________________________________ 
 
 

 Water Leak  
       
Date: RO #: Days 

Out: 
Mileag
e: 

Description of Complaint and Repair Performed: 

     
7/24/09 23820

9 
1 29019 C/S FRONT AND REAR FLOORBOARDS GET WET. CHECK AND 

FOUND PASSENGER FLOORBOARD WE. FRONT AND REAR AND 
EVAPORATOR DRAIN PLU CLOGGED WITH DEBRIS. REMOVED 
A/C DRAIN PLUG AND REPLACED CARPET PADDING AS NEEDED. 

09/08/2
009 

32181
6 

Current 30739 CUSTOMER STATES THERE IS WATER LEAK PASS REAR 
FLOORBOARD GETSWET WATER TEST VERIFIED.  FOUND AC 
DRAIN AREA LEAKING. REPLACED LOWER EVAP CASE AND 
SEAL-LEAKING 
 



CUSTOMER STATED THE CARPET SMELLS SINCE THE LEAK 
REPLACED FRT CARPET MOLDING WET  
REPLACED REAR CARPET-MOLDY-WET 
REPLACED DASH BARRIER-MOLDY-WET 

 
 STEERING 

       
Date: RO #: Days 

Out: 
Mileag
e: 

Description of Complaint and Repair Performed: 

     
7/10/09 23777

2 
5 28605 C/S STEERING WHEEL SHAKES WHILE IN PARK OR NEUTRAL 

WILL BE ALL OVER ROAD WHILE DRIVING WHEN IT OCCURS. 
CHECK AND FOUND NO DTC’S BUT FOUND STEERING COLUMN 
TWITCHING WHILE SITTING STILL AND HARD SPOTS WHILE 
DRIVING. REPLACED STEERING COLUMN ASSEMBLY TEST 
DROVE VEH TWITCH GONE BUT HARD SPOTS STILL PRESENT. 
REPLACED STEERING ASSIST MOTOR AND TEST DROVE. 
WORKING AS DESIGNED.  

7/9/09 23771
1 

* 28596 C/S STEERING IS HARD INTERMITTENTLY AND STEERING 
WHEEL WILL MOVE BACK AND FORTH WHILE IN NUETRAL OR 
PARK. VEH WORKING NORMAL. 

3/18/09 23403
4 

1 22983 C/S BUMP NOISE FROM STEERING COLUMN WHILE TURNING 
LEFT. FOUND I SHAFT BINDING, REPLACED I SHAFT 

 
 POWER LOCKS 

       
Date: RO #: Days 

Out: 
Mileag
e: 

Description of Complaint and Repair Performed: 

     
7/10/09 23777

2 
* 28605 POWER LOCKS INOP  LEFT REAR DOOR. CHECK AND FOUND 

LEFT REAR DOOR LOCK ACTUATOR INOP. REPLACED DOOR 
LOCK ACTUATOR AND VERIFIED REPAIR.  

7/9/09 23771
1 

1 28596 C/S LEFT FRONT DOOR LOCK CYCLED SEVERAL TIMES ONCE. 
OPERATING NORMAL NOW. UNABLE TO DUPLICATE CONCERN. 
C/S LEFT REAR DOOR LOCK IS INOP. FOUND LEFT REAR DOOR 
LOCK ACTUATOR INOP. ORDERED PART. 

6/9/09 23668
4 

1 27712 C/S DRIVER FRONT DOOR LOCK NOT WORKING PROPERLY. 
HAVE TO PRESS UNLOCK BUTTON SEVERAL TIMES TO GET TO 
UNLOCK. WILL NOT LOCK IN GEAR. WILL NOT UNLOCK IN PARK. 
LEFT FRONT DOOR ACTUATOR FAULTY/ REPLACED DOOR LOCK 
ASSEMBLY.  

3/24/09 23421
2 

1 23232 C/S PASS LOCK WILL STICK INTERMITTENTLY AND ALL LOCKS 
WILL INTERMITTENTLY BE INOP. FOUND FAULTY ACTUATOR AND 
REPLACED.  

3/18/09 23403
4 

* 22983 C/S PASS LOCK WILL STICK INTERMITTENTLY AND ALL LOCKS 
INOP INTERMITTENTLY. SOMETIMES WHEN HITTTING KEYFOB 
ONE TIME TO LOCK DOOR ALARM WILL SOUND LIKE YOU HIT IT 
TWICE. ALSO FOUND DRIVER REAR DOOR ACTUATOR STICKING. 
REPLACED AND REPROGRAMED 2 REMOTES AND ORDERED 
ACTUATOR.   

09/08/2
009 

32181
6 

CURREN
T 

30739 CUSTOMER STATED THE PASS FRONT DOOR LOCK IS INOP 
DOOR ACTUATOR WAS NOT WORKING TEST ELECTRICAL 
SYSTEM ITS OK REPLACE R.F. DOOR 

 
 SIGNAL 

       
Date: RO #: Days 

Out: 
Mileag
e: 

Description of Complaint and Repair Performed: 

     
6/9/09 23668 * 27712 C/S TAG LIGHT OUT. REPLACED BLOWN BULB. 



4 
 

 TIRES 
       
Date: RO #: Days 

Out: 
Mileag
e: 

Description of Complaint and Repair Performed: 

     
5/7/09 23566

6 
1 27750 C/S SLOW LEAK IN LF TIRE. PERFORMED DIAGNOSTIC AND 

WATER TESTED NO LEAKS FOUND. REPROGRAMMED TPMS 
 

 SPEAKER  
       
Date: RO #: Days 

Out: 
Mileag
e: 

Description of Complaint and Repair Performed: 

     
10/8/0
8 

2291
07 

1 14413 RIGHT REAR SPEAKER SOUNDS BLOWN. ORDERED 
SPEAKER. 

10/21/0
8 

22947
1 

1 15170 RIGHT REAR SPEAKER DISTORTED. REPLACED SPEAKER  

 
 

 Recall/Campaign (Not Related to Other Symptoms/Complaints) 
       
Date: RO #: Days 

Out: 
Mileag
e: 

Description of Complaint and Repair Performed: 

     
12/12/0
8 

23119
0 

1 18116 RECALL 08102 PERFORMED. REPLACED ALL HUB CAPS.  

 
Has the vehicle ever been involved in an accident Y or N? No 
Did you confirm your answer with the customer Y or N?Yes 
Has the customer filed any insurances claims on this Vehicle No  
Are there any Aftermarket Modifications to the Vehicle No 
Have you confirm this with the customer Yes 
 
Was a Trade Repurchase offered to the customer    No 
(A Trade Repurchase is to be offered as a settlement before a Straight can be considered)  
Date authorized by the DVM/CAM    ______________ 
 
 
 
 
What is the customer eligible for based upon the BBB Program Eligibility Guidelines and the States 
lemon law requirements for meeting presumption?  Explain with some Detail 
 
GM Program Summary Repurchase/Replacement: Under the GM Program Summary the customer is 
eligible for Repurchase/ Replacement.  
 
 
Lemon Law Repurchase/Replacement: Under the MS Lemon Law the Customer is eligible to 
Repurchase/Replacement 
 
 
GM Program Summary Repairs/Reimbursement for past repairs: Under the Gm program Summary the 
Customer is Eligible for Repairs/Reimbursement for past repairs.  
 
 
 



 
 

THE STATE LEMON LAW READS: 
 
Days out of service:  30 
Repairs 4 
Time period 18 / 18 
Does Lemon Law state nonconformity must continue to exist? Y 
 
If applicable, safety-related repairs 2 
Safety-related time period 18 / 18 
 
Number of repair attempts in the presumption period: 1 to steering 

  
Total days out of service during the presumption period: 2 
Total days out of service during customer’s ownership:   16 
 

Vehicle Meets Presumption of Lemon Law     No 
 
 

RECOMMENDATION AND RATIONALE 
 

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

 
Cust sts: I would like for GM to Honor B2B warranty 
 
DVM sts: We are not going to offer Repurchase or Replacement of the vehicle we are going to honor 
warrnaty. 
 
SVM sts: Waiting on Parts (Carpet) 
 
CRS Rationale: Waiting on parts…. GMPP offer not accepted offer still stands BBB case closed  08/28/2009 
 
 
 
What are the main strengths of the customer’s case to win repurchase through Lemon Law  
Power Locks number of repairs 
Currently in the dealer part on back order 
 
 
What are the 3 mains weaknesses of the customer’s case to win repurchase through Lemon Law? 
Days out of service  
Number or repairs attempts 
Concerns has to exist vehicle currently repaired  
 
 
Decision reached by CRS:     Arbitrate case:                Settle case:   XXX 
 
 



CRS FINAL 
OFFER:  

24/30 GMPP Major Guard  DATE
: 
10/0
8/20
09 

CUST Accepted}  

Goodwill: {Type}  Attorney Fees (if applicable): ${Amount}    

 
TEAM LEAD APPROVING:  {Name}  Date: {Date} 
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April 26, 2011 
 

Olathe, KS   
 
 
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: 71-745949916 
 
 
 



arlene.thomas-randol
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April 26, 2011 
 

Kansas City, MO 
 
 
 
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) for the Smart Care plan on 
your 2005 Pontiac G6, Vehicle Identification Number 1G2ZH548754  The processing 
time will take approximately eight weeks.   
 
You will be notified by GMPP once the plan has been processed and you will receive complete 
details on your plan's coverage at that time. This letter will serve as your policy until you receive 
your plan confirmation.  Should you require service prior to receiving your plan confirmation 
from GMPP, simply bring this letter to your local Pontiac Dealership.  Your complete 
satisfaction is very important to us at Pontiac.  We hope the issuance of this GMPP demonstrates 
our appreciation of you as a valued customer. 
 
At Pontiac, our commitment to customer satisfaction is a top priority.  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: 71-749515391 
 
 
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. 
 



April 26, 2011 
 

Avon Lake, OH   
 
 
 
Dear  
 
Thank you for your recent inquiry.  We are sorry you have experienced concerns with your 
vehicle.  Customer satisfaction is a top priority for us. 
 
Enclosed is the Owner Loyalty Certificate valid towards the purchase, SmartLease or SmartBuy 
of a new, unused General Motors vehicle.  With such a wide selection of vehicles to choose from 
(Buick, Cadillac, Chevrolet, GMC, HUMMER, Pontiac, Saab, Saturn), we are sure you will find 
a vehicle that’s right for you.   
 
To ensure that you have the opportunity to obtain the best value possible, this certificate may be 
used in addition to any other retail purchase incentive programs available at the time you 
purchase your new vehicle.  We hope you will take advantage of this special incentive offer.  
Simply present the certificate to your dealer after you have negotiated your best deal, sign the 
certificate and your dealer will complete the necessary information and process it for you. 
 
We are proud you made Chevrolet your choice when you purchased your 2006 Malibu and trust 
you will give us the opportunity to retain you as a valued Chevrolet customer.  Should you have 
any questions regarding General Motors’ products and current incentives, please call our 
Marketing Support department at 1-800-950-2438.  You may also begin your vehicle shopping 
online by visiting gm.com or any of our divisional websites. 
 
Sincerely,  
 
Chevrolet Customer Assistance Center 
Service Request: 71-750525253 
 
 

arlene.thomas-randol
New Stamp



 
 
 
 
 
       
Issued by: Certificate No. 1G1ZU53816F  
Chevrolet  
 
Issue Date: April 26, 2011  
 
Issued exclusively for: 
 
 Avon Lake, OH   
 
Valid through: September 2, 2010 
 
Amount: One Thousand  Dollars and Zero Cents 
 ****$1,000.00**** 
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2009 Feedback Directive Form v.1.0       Page 1 of 2 
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?:  Select Yes or No 
 
 

 
 

 
Service 
Request # 

 
71-750528038 

Case Highlights 
 

 
Pre-existing 
File? 

 
Yes 

 
Vehicle Concern:   Steering concern resulting in the locking 
up of the vehicle while driving…inability to turn…there is a 
SP on simialr vehs for the same concern but this vehicle was 
not included      
 
 
 
 
 
 
Dealer/ DVM/ FSE/ CAM opinion(s):  N/A 
 
 
 
 
 
Final decision:   50% cost assistance 
 
 
 
 

 
 
Date Assigned 

                            
9/14/09                

 
Email subject 
line 

 
Re: Fw: 2005 Malibu 
Owner - received 
9/14/09 - SR# 71-
750528038  

 
Date of 
Contact 

 
9/14/09 

 
Date Closed 
by agent 

   
9/29/09 

 
 
Year 

 
2005 

 
Make 

 
Chevrolet 

 
Executive CRS 

 
Jonathan Wilson 

Executive 
Requestor(s) Name  

 
Scott Lawson 

 
Detroit Requestor:  
 
Special Instructions 
from Detroit: 

 
Christine Stein 
 
N/A 

 
Customer’s Name 

 
 



 

2009 Feedback Directive Form v.1.0       Page 2 of 2 
Karyn Yufenu 

 
Model 

 
Cobalt 

 
 
Business Case/Rationale for the decision:  Based upon the 
diagnosis of the dealership, Customer value ( previous GM 
vehs ) and the fact that this is a concern with similar vehs I 
was able to provide 50% cost assistance 
 
 
 
 
 
Customer’s feedback regarding the decision:  Very pleased 
this action by Chevrolet reinforced their loyalty to GM 
 
 
 

 
Mileage 

 
75000 

 
Type of 
Goodwill: 

 
cost assistance 

 
Goodwill 
Generated by?  

 
CARS 
 

 
Dealer Name 
Contacted: 

 
Vandergriff 
Chevrolet II, LP 

 
DVM Name 
Involved: 

 
N/A 

 
 





April 26, 2011 
 

Arlington, TX 
 
 
Service Request: 71-750528038 
 
 
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.  
After consideration, we believe you are entitled to a reimbursement.  We have enclosed a check 
in the amount of $445.59.  We hope this goodwill adjustment will offset, to some degree, the 
inconvenience that this repair may have caused you. 
 
At Chevrolet, our commitment to customer satisfaction is a top priority.  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 
 
 



September 3, 2009 
 
Keith Rose, Esq. 
The Rose Law Firm PLLC 
501 New Karner Rd Ste 11 
Albany, NY 12205 
 
 
RE:  v. General Motors Corporation 

Service Request: 71-750988939, GM Case #677395 
2006 Pontiac G6 
Vehicle Identification Number: 1G2ZG558764
Customer Relationship Specialist: Patricia Spacek 

 
 
Dear Mr. Rose: 
 
Enclosed please find a check in the amount of $4,500.00 made payable to  and 

, to settle the above-referenced case. 
 
If you have further questions, please contact our Business Resource Center at 1-800-231-1841 
Monday through Friday between 8:00 a.m. and 5:00 p.m., Eastern Time.  Please refer to the 
service request number above and a Customer Relationship Specialist will be happy to assist 
you. 
 
Sincerely, 
 
General Motors Corporation 
 
 
 
LG0062 
V07092007
 

arlene.thomas-randol
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71-720509674 prev. NISM 
 

Coversheet 
    Start Date: 08/20/09 

SR#: 71-750988939, GM Case #677395 
Customer:  
VIN: 1G2ZG558764  
Year/Make/Model: 2006 Pontiac G6 
State: NC 
 
Firm Name: Kahn & Assoiciates 
Attorney: Rick McNeil, Esq. 
Ph: 216-621-6101 Fax:  216-621-6006 
 
Dealer:  
HENDRICK PONTIAC-BUICK-GMC  
90 MACKENAN DR  
CARY , NC    27511-7911  

BAC: 178465 

Svc Mgr: Robert Rudloff PH#: (919) 380-8267  
Svc Docs Rec’d: 04/29/09 FAX#: (919) 388-4739 
DVM: Duff Marjorie  
marjorie.duff@gm.com 

Node: 404082 
Mailbox: 8173 

Sales Docs Rec’d: 04/29/09  
 
Acknowledgement 
Date - DVM 

Acknowledgement 
Date - Svc Mgr 

Acknowledgement 
Date- Atty 

08/20/09 08/20/09 08/20/09 
 
15 day deadline:  
45 day deadline:  
 
Negotiator:  





















Service of Process
Transmittal
08/17/2009
CT Log Number 515291665

111111 11111111 III 11111 11111 11111 11111 11111 11111 11111 11111 liii liii

CT Corporation

TO:	 Rosemarie Williams
General Motors Legal Staff
400 Renaissance Center, Mail Code 482-038-210
Detroit, MI 48265-4000

RE:	 Process Served in Ohio

FOR: General Motors Company (Domestic State: DE)

ENCLOSED ARE COPIES OF LEGAL PROCESS RECEIVED BY THE STATUTORY AGENT OF THE ABOVE COMPANY AS FOLLOWS:

TITLE OF ACTION:

DOCUMENT(S) SERVED:

COURTIAGENCY:

NATURE OF ACTION:

ON WHOM PROCESS WAS SERVED:

DATE AND HOUR OF SERVICE:

APPEARANCE OR ANSWER DUE:

ATTORNEY(S) I SENDER(S):

 PLtf. vs. General Motors Company, Dit.

Summons, Return form, Complaint

Wake County Superior Court, NC
Case # 09CVS1 5826

Product Liability Litigation - Breach of Warranty - re to correct and/or repair
defects on a 2006 Pontiac G6, VIN: 1G2ZG5587642

C T Corporation System, Cleveland, OH

By Certified Mail on 08/17/2009 postmarked on 08/14/2009

Within 30 days after you have been served

Richard Anthony McNeil
Kahn Fi Associates, L.L.C.
4030 Wake Forest Road
Suite 300
Raleigh, NC 27609
888-536-6671

ACTION ITEMS:	 SOP Papers with Transmittal, via Fed Ex 2 Day, 791237239610
Image SOP
Fax Transmittal, Rosemarie Williams 313-665-7572
CC Recipient(s)
Rosemarie Williams, via Regular Mail

SIGNED:	 C T Corporation System
PER:	 Ronnie Strickland
ADDRESS:	 150 Fayetteville St.

Box 1011
Raleigh, NC 27601

TELEPHONE:	 919-821-7139

Page 1 of 1 / RS
Information displayed on this transmittal is for CT Corporations
record keeping purposes only and is provided to the recipient for
quick reference. This information does not constitute a legal
opinion as to the nature of action, the amount of damages, the
answer date, or any information contained in the documents
themselves. Recipient Is responsible for interpreting said
documents and for taking appropriate action. Signatures on
certified mail receipts confirm receipt of package only, not
contents.



ft9CVOj582,
STATE OF NORTH CAROLINA 	 File No.

WAKE County

	

	 In The General Court Of Justice
[1 District Z Superior Court Division

Name of Plaintiff!

Address	 CIVIL SUMMONS
	 ALIAS AND PLURIES SUMMONS

City, State. Zip
Holly Springs, NC

	

	 G.S. IA-I, Rules 3,4
VERSUS

Name of Defendant(s)	 Date Original Summons Issued
GENERAL MOTORS COMPANY

Date(s) Subsequent Summons(es) Issued

To Each of The Defendant(s) Named Below:
Name And Address of Defendant / 	 Name And Address of Defendant 2
GENERAL MOTORS COMPANY
do CT Corporation System
150 Fayetteville Street, Box 1011
Raleigh, NC 27601

A Civil Action Has Been Commenced Against You!

You are notified to appear and answer the complaint of the plaintiff as follows:
1. Serve a copy of your written answer to the complaint upon the plaintiff or plaintiff's attorney within thirty (30) days

after you have been served. You may serve your answer by delivering a copy to the plaintiff or by mailing it to the
plaintiff's last known address, and

2. File the original of the written answer with the Clerk of Superior Court of the county named above.

If you fail to answer the complaint, the plaintiff will apply to the Court for the relief demanded in the complaint.

Name And Address Of Plaintiff's Attorney (If None, Address Of Plaintiff) 	 Date Issued	 Time
[]AM IPM

Richard Anthony McNeil, Esq. 	 (NC# 35441)	 i&	 'f	 3d?' ( 0 (
4030 Wake Forest Road, Suite 300	 Signature

Raleigh, NC 27609
Deputy CS LI Assistant CSC 0 Clerk Of Superior Court

Date Of Endorsement	 Time

LI ENDORSEMENT	 LIAM []PM
This Summons was originally issued on the date indicated above
and returned not served. At the request of the plaintiff, the time	 Signature

within which this Summons must be served is extended sixty
(60) days.

0 Deputy CS 0 Assistant CSC 0 Clerk Of Superior Court

NOTE TO PARTIES: Many counties have MANDA TORYARBITRA TION programs in which most cases where the amount in controversy is
$15,000 or less are heard by an arbitrator before a trial. The parties will be notified if this case is assigned for
mandatory arbitration, and, if so, what procedure is to be followed.

AOC-CV-100, Rev. 10/01	 (Over)
0 2001 Administrative Office of the Courts



:	 ____	 RETURN OF SERVICE
I Certify that this Summons and a copy of the complaint were received and served as follows:

DEFENDANT 1
Date Served	 Time ServedName Of Defendant

El AM El 
PM

By delivering to the defendant named above a copy of the summons and complaint.

By leaving a copy of the summons and complaint at the dwelling house or usual place of abode of the defendant named
above with a person of suitable age and discretion then residing therein.

As the defendant is a corporation, service was effected by delivering a copy of the summons and complaint to the
person named below.

Name And Address Of Person With Whom Copies Left (f corporation, give title ofperson copies left with)

Fj Other manner of service (specify)

Defendant WAS NOT served for the following reason:

DEFENDANT 2
Date Served	 Time Served	 Name Of Defendant

LIAM EPM

LI By delivering to the defendant named above a copy of the summons and complaint.

By leaving a copy of the summons and complaint at the dwelling house or usual place of abode of the defendant named
above with a person of suitable age and discretion then residing therein.

As the defendant is a corporation, service was effected by delivering a copy of the summons and complaint to the
person named below.

Name And Address Of Person With Whom Copies Left (f corporation, give title ofperson copies left with)

[] Other manner of service (specify)

Defendant WAS NOT served for the following reason:

Service Fee Paid	 Signature Of Deputy SherMaking Return
$
Date Received	 Name Of Sheriff (Type Or Print)

Date Of Return	 County Of Sheriff

AOC-CV-100, Side Two, Rev. 10/0 1
0 2001 Administrative Office of the Courts



O9C y 15826

NORTH CAROLINA
WAKE COUNTY

Holly Springs, NC 
Plaintiff,

IN THE GENERAL COURT OF JU$TIC,
SUPERIOR COURT DIVISION

<ji	 '--	 2L

FILE NO.	 •'• 4'
S *

(

N •

vs.	 COMPLAINT•

GENERAL MOTORS COMPANY
do CT Corporation System
150 Fayetteville Street, Box 1011
Raleigh, NC 27601

Defendant.

(Jury Demand Endorsed Hereon)

Now comes Plaintiff, Tara Johnson, by and'through undersigned counsel and states as

follows:

BACKGROUND

1
	

Plaintiff, , is an adult individual citizen and legal resident of the

State of North Carolina, residing at Holly Springs, NC 

2
	

Defendant, General Motors Company, is a business corporation qualified to do

and regularly conducting business in the State of North Carolina, with its

principal place of business located in Michigan and can be served at its local

residence do CT Corporation System, 150 Fayetteville Street, Box 1011, Raleigh,

NC 27601.

3
	

On or about July 3, 2008, Plaintiff purchased or leased a 2006 Pontiac G6,

manufactured and warranted by Defendant, from Hendrick Pontiac-Buick-GMC



(90 Maôkenan Drive, Cary, North Carolina 27511), bearing the Vehicle

Identification Number 1G2ZG558764 (hereinafter the "vehicle").

4. The vehicle was purchased or leased in the State of North Carolina and is

registered in North Carolina

5. The price of the vehicle and/or the total of payments is approximately $2 1,055-63.

6. Plaintiff states that as a result of the ineffective repair attempts made by

Defendant, through its authorized dealer(s), the vehicle cannot be utilized for the

purposes intended by Plaintiff at the time of acquisition and hence, the vehicle is

worthless and/or substantially impaired.

7. In consideration for the purchase of the above vehicle, Defendant issued to

Plaintiff one or more written warranties on particular items.

8. Plaintiff notified the Defendant and/or its Authorized Dealer(s) on one or more

occasions, and/or formally notified the Defendant by letter of Plaintiff's present

intention to revoke acceptance of the vehicle and requested the return of all funds

paid toward the vehicle.

COUNT!
MAGNUSON-MOSS FEDERAL TRADE COMMISSION ACT

9. Plaintiff hereby reavers and incorporates by reference all statements and

allegations previously set forth as if fully rewritten herein.

10. Plaintiff is a "Consumer" as defined by 15 U.S.C. § 2301(3).

11. Defendant is a "Supplier" and a "Warrantor" as defined by 15 U.S.C. § 2301(4) &

(5).

12. The vehicle is a "Consumer Product" as defined by 15 U.S.C. 2301 (1).



13. One or more of the warranties given to Plaintiff by Defendant was a "Written

Warranty" as defined by 15 U.S.C. § 230 1(6).

14. Defendant, through its authorized dealer(s), has been unable, unwilling and/or has

refused to conform the motor vehicle to the written warranty by repairing one or

more nonconformities within a reasonable number of attempts or a reasonable

amount of time.

15. Plaintiff states that Defendant has been afforded a reasonable opportunity to cure

the vehicle's nonconformities pursuant to 15 U.S.C. § 2310 (e).

16. Section 15 U.S.C: § 2310 (d) (1) provides:

Subject to subsections (a)(3) and (e) of this section, a consumer who is damaged
by the failure of a supplier, warrantor, or service contractor to comply with any
obligation under this chapter, or under a written warranty, implied warranty, or
service contract, may bring suit for damages and other legal and equitable
relief....

17. 1 As a direct and proximate result of Defendant's failure to comply with

Defendant's express written and implied warranties, Plaintiff has and continues to

suffer damages..

18. If Defendant maintains a qualified Informal Dispute Resolution Mechanism,

Plaintiff has resorted to it at least forty (40) days prior to filing this Complaint

and/or has pursued that process to its completion, as required by 15 U.S.C. § 2310

(a) and rules promulgated thereunder.

19. Pursuant to 15 U.S.C. § 2310 (d)(2), plaintiff seeks all Costs, including attorney's

fees and expert witness fees.



WHEREFORE, Plaintiff respectfully demands:

1. The full purchase price of thevehicle, collateral charges, finance charges,
incidental and consequential damages;

2. Costs, including expert witness fees and reasonable attorney's fees; and

3. For such other relief as this court deems just and proper.

COUNT!!
NORTH CAROLINA UNIFORM COMMERCIAL CODE

20..	 Plaintiff hereby reavers and incorporates by reference all statements and

allegations previously set forth as if fully rewritten herein.

21. The defects and nonconformities exhibited by the vehicle constitute a breach of

contractual and statutory obligations of Defendant, including, but not limited to,

the following:

a. . Express Warranty.

22. At the time delivery of the vehicle to Plaintiff and at all times subsequent thereto,

Plaintiff has justifiably relied on Defendant's express warranties, obligations and

representations with regard to the vehicle.

23. At the time of delivery of the vehicle and at all times subsequent thereto,

Defendant was aware that Plaintiff was relying on Defendant's express

warranties, obligations and representations with .regard to the vehicle.

24. Plaintiff has incurred damage as .a direct and proximate result of the Defendant's

breach and. failure to honor its express warranties, obligations and representations

with regard to the vehicle. 	 .



25.	 Plaintiff has incurred damage as a direct and proximate result of the failure of

essential purpose of Defendant's express warranties, obligations and

representations with regard to the vehicle.

WHEREFORE, Plaintiff respectfully demands:

1. The full purchase price Of the vehicle, collateral charges, finance charges,
incidental and consequential damages;

2. Costs, including expert witness fees and reasonable attorney's fees; and

3. For such other relief as this court deems just and proper.

Respectfully submitted,

•	 KAHN & ASSOCIATES, L.L.C.

Rjd Anthony McNeil I (NC Bar # 35441)
Attorney for Plaintiff•



JURY TRIAL

A trial by jury in the within action is hereby demanded on all issues except the
determination of reasonable attorney's fees and costs, which are reserved for determination by
the Court in the event that Plaintiff prevails at a trial on the merits.

KAIN & ASSOCIATES, L.L.C.

yard Anthony McNeil / (NC Bar # 35441)
Attorney for Plaintiff

Dated: ____________

Kahn & Associates, L.L.C.
Richard Anthony McNeil / (NC Bar # 35441)
55 Public Square, Suite 650
Cleveland, Ohio 44113
Ph.: (216).6216101
Fax: (216) 621-6006

And

Kahn & Associates, L.L.C.
Richard Anthony McNeil / (NC Bar # 35441)
4030 Wake Forest Road, Suite 300
Raleigh, NC 27609
Ph: (888)536-6671
Fax: (888)868-6671

**please send copies of all items to both addresses.
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Electronic Return Receipt Requested

General Motors Company
do CT Corporation System
150 Fayetteville St., Box 1011
Raleigh, NC 27601
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 Service Request Detail

Account
SR No.

Daytime #

Kahn and Associates Attys. at Law
71-720509674

Last Name

Involved Dlr Mackenan Automotive Company

Serial #/VIN 1G2ZG558764

Model G6
Make Pontiac

Model Year 2006

Ref No.
Site Tx
First Name

Con Acct Source White Mail

Warr. Start 02/08/2006
Mileage 46599

BRC Type Legal
Bus. Unit BRC

Goodwill

Area LegalApproval Not Initiated
Sub-Area NISMUCC Steering  - General
Safety No

Owner
Status Closed Opened 4/28/2009 04:19:30 PM

Sub-Status Dissatisfied Closed 5/11/2009 11:09:51 AM

This is a BRC Legal Case. Do not assume case. Forward any attorney inquires to Emily Butler at x11331. If caller is a customer, refer them to their attorney.Customer
Description

NC BRC Legal ER NISMAbstract

Updated 5/11/2009 11:10:16 AM

Pre-PAR

PAR Detail
Collision

Veh Damage
Description

Vehicle
Speed

Veh Est
Repair Cost
Primary
Veh Use

Property
Damage
Weather
Condition

Non Collision Thermal Evt

Prop Owner Property
Type

Property
Location

Inspection
Date/Time

Spec Equip

Loc Last
Service

Prop Damage
Description

Explain Other

Spec Equip
Installer

Last Service
Date

Inspected ByInspection
Type

Prop Est
Repair Cost

Evening #

NC
Address
State

City
ZipCd

Holly Springs

PAR Notifier Incident Date/Time Fire Report# Police Report#Injuries # Other Veh # People in Veh Road Surface Road Cond.

Driver Last Name Driver First Name Height DOB Disabilities

Insurance Agent Last Name Insurance Agent First Name Insurance AgencyPhone #

Incident
Desc

Add'l Info

Damage
Desc

Incident
Loc

Component

Vehicle
Loc

Emgcy Svc
Names Maint Loc

Priority License #

GW SubType

Medium PONTIAC
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 Service Request Detail

Activities

5/11/2009 11:09:50 AM SR Closed - Dissatisfied Done Service Request has been Closed
Dissatisfied.

Assigned To Activity Type Status DescriptionCreated Activity Sub-Type CompletedCreated By
5/11/2009 11:09:51 AMBUTLEREM BUTLEREM

Comments

Contact Last Name Contact First Name Account BAC Code

Confidential Comments

Kahn and Associates Attys. at Law Tx

5/11/2009 11:06:34 AM Outbound Email Done DVM  Marjorie DuffDVM/CAM/Field

Sent DVM resolution email

Emily Butler/brc/atx/11331

Assigned To Activity Type Status DescriptionCreated Activity Sub-Type CompletedCreated By
5/11/2009 11:07:19 AMBUTLEREM BUTLEREM

Comments

Contact Last Name Contact First Name Account BAC Code

Confidential Comments

Kahn and Associates Attys. at Law Tx

5/11/2009 11:00:54 AM SR Opened Done SR in Status of Closed has been Re-
Opened by BUTLEREM

Assigned To Activity Type Status DescriptionCreated Activity Sub-Type CompletedCreated By
5/11/2009 11:00:54 AMBUTLEREM BUTLEREM

Comments

Contact Last Name Contact First Name Account BAC Code

Confidential Comments

Kahn and Associates Attys. at Law Tx

5/11/2009 08:22:51 AM SR Closed - Dissatisfied Done Service Request has been Closed
Dissatisfied.

Assigned To Activity Type Status DescriptionCreated Activity Sub-Type CompletedCreated By
5/11/2009 08:22:51 AMBUTLEREM BUTLEREM

Comments

Contact Last Name Contact First Name Account BAC Code

Confidential Comments

Kahn and Associates Attys. at Law Tx
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 Service Request Detail

Activities

5/11/2009 08:20:59 AM BRC LEGAL Done ClosingClosed- Denied

Empowered
Faxed to PC

Emily Butler/BRC/ATX/11331

Denied

Assigned To Activity Type Status DescriptionCreated Activity Sub-Type CompletedCreated By
5/11/2009 08:21:43 AMBUTLEREM BUTLEREM

Comments

Contact Last Name Contact First Name Account BAC Code

Confidential Comments

Kahn and Associates Attys. at Law Tx

5/11/2009 08:20:24 AM Correspondence Done Fulfilled:BRCLEG_LG0007. SR#71-
720509674

Assigned To Activity Type Status DescriptionCreated Activity Sub-Type CompletedCreated By
5/11/2009 08:20:24 AMBUTLEREM BUTLEREM

Comments

Contact Last Name Contact First Name Account BAC Code

Confidential Comments

McNeil Rick Kahn and Associates Attys. at Law Tx

5/11/2009 08:09:52 AM Correspondence Done Created:BRCLEG_LG0007. SR#71-
720509674

Assigned To Activity Type Status DescriptionCreated Activity Sub-Type CompletedCreated By
5/11/2009 08:09:52 AMBUTLEREM BUTLEREM

Comments

Contact Last Name Contact First Name Account BAC Code

Confidential Comments

Kahn and Associates Attys. at Law Tx
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 Service Request Detail

Activities

5/8/2009 02:26:23 PM GM PreApproval Done EmpoweredGM PreAppd

Empowered

Agree with denial decision. 

Elizabeth Martin 
Legal Coordinator 
South East and South Central Regions 
General Motors Legal Staff 
Ext #69748

Assigned To Activity Type Status DescriptionCreated Activity Sub-Type CompletedCreated By
5/8/2009 02:26:54 PMBOOTHE1 CASHAPR2

Comments

Contact Last Name Contact First Name Account BAC Code

Confidential Comments

Kahn and Associates Attys. at Law Tx

5/8/2009 02:26:05 PM Notify CRM Done Case Review CompleteCase Review Complete
Assigned To Activity Type Status DescriptionCreated Activity Sub-Type CompletedCreated By

5/11/2009 08:07:39 AMBOOTHE1 BUTLEREM

Comments

Contact Last Name Contact First Name Account BAC Code

Confidential Comments

Kahn and Associates Attys. at Law Tx

5/8/2009 12:50:27 PM BRC Case Review Done Awaiting case review from Legal
Coordinator

Case Review Approved
Assigned To Activity Type Status DescriptionCreated Activity Sub-Type CompletedCreated By

5/8/2009 02:26:04 PMBUTLEREM BRCSECAS
EREVIEW

Comments

Contact Last Name Contact First Name Account BAC Code

Confidential Comments

Kahn and Associates Attys. at Law Tx

5/8/2009 12:46:30 PM BRC Case Review Done Case review submitted for review and
assigned to the region queue.

CRS recommends a denial at this time.
The vehicle is a Certified Used Vehicle purchased at over 30K miles and is currently out of warranty. The main concern appears to be the steering that began
with the previous owner, but still after 30K miles. At 46K the intermediate steering shaft was diagnosed as worn and replaced.

Assigned To Activity Type Status DescriptionCreated Activity Sub-Type CompletedCreated By
5/8/2009 12:50:14 PMBUTLEREM BUTLEREM

Comments

Contact Last Name Contact First Name Account BAC Code

Confidential Comments

Kahn and Associates Attys. at Law Tx
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 Service Request Detail

Activities

5/8/2009 12:09:26 PM BRC LEGAL Done There are no other SRs at this time.VIN Scan Completed
Assigned To Activity Type Status DescriptionCreated Activity Sub-Type CompletedCreated By

5/8/2009 12:09:49 PMBUTLEREM BUTLEREM

Comments

Contact Last Name Contact First Name Account BAC Code

Confidential Comments

Kahn and Associates Attys. at Law Tx

5/5/2009 11:14:41 AM Notify CRM Done escalated to Emily Butler
Assigned To Activity Type Status DescriptionCreated Activity Sub-Type CompletedCreated By

5/8/2009 11:37:04 AMWEIGELKR BUTLEREM

Comments

Contact Last Name Contact First Name Account BAC Code

Confidential Comments

Kahn and Associates Attys. at Law Tx

5/5/2009 11:14:26 AM BRC LEGAL Done escalated to Emily ButlerEscalate to Negotiator
Assigned To Activity Type Status DescriptionCreated Activity Sub-Type CompletedCreated By

5/8/2009 11:37:01 AMWEIGELKR BUTLEREM

Comments

Contact Last Name Contact First Name Account BAC Code

Confidential Comments

Kahn and Associates Attys. at Law Tx

5/5/2009 11:14:21 AM Ownership Changed Done Service Request Ownership has
changed FROM: SHEPPARL  TO:
BUTLEREM

Assigned To Activity Type Status DescriptionCreated Activity Sub-Type CompletedCreated By
5/5/2009 11:14:21 AMWEIGELKR BUTLEREM

Comments

Contact Last Name Contact First Name Account BAC Code

Confidential Comments

Kahn and Associates Attys. at Law Tx
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 Service Request Detail

Activities

5/5/2009 08:28:02 AM Notify CRM Done NC KahnOther

Case assessment is ready for escalation

Dianna Barber / ATX / BRC Legal / 21116

Assigned To Activity Type Status DescriptionCreated Activity Sub-Type CompletedCreated By
5/5/2009 11:14:49 AMSHEPPARL WEIGELKR

Comments

Contact Last Name Contact First Name Account BAC Code

Confidential Comments

Kahn and Associates Attys. at Law Tx

5/5/2009 08:26:54 AM BRC LEGAL Done Audit,Case Assessment
Complete

Case assessment completed and attached

Confirmed top 5 documents attached YES
Confirmed Case Assessment is correct form and complete YES
Most recent form per Service Center YES
Number of RO’s on CA matches GMVIS YES
RO’s provided by Attorney included in assessment  NA
DVM Response attached YES
Vehicle Age/Mileage verified YES

Dianna Barber / ATX / BRC Legal / 21116

Assigned To Activity Type Status DescriptionCreated Activity Sub-Type CompletedCreated By
5/5/2009 08:28:01 AMSHEPPARL SHEPPARL

Comments

Contact Last Name Contact First Name Account BAC Code

Confidential Comments

Kahn and Associates Attys. at Law Tx
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 Service Request Detail

Activities

5/5/2009 08:11:44 AM Outbound Call Dealer Done call dlr to follow up on docsMade Contact

BAC 178465
HENDRICK PONTIAC-BUICK-GMC 
90 MACKENAN DR 
CARY , NC    27511-7911 
(919) 388-4727 
(919) 388-4739 fax
Svc. Mgr. Robert Rudloff, Provided cust info, CRS advised dlr that I need to confirm days out and the rental information, nothing on the docs to show the days out
of svc, or days of rental provided.
Dlr confirmed the days out on repair orders as well as rental info.  CRS will turn in case assessment.
200107	1 / 1 day rental
190374	2 / 2 day rental
192161	1 / 1 day rental
190693	1 / 1 day rental
192161	1 / 1 day rental
192994	2 / 3 day rental

Dianna Barber / ATX / BRC Legal / 21116

Assigned To Activity Type Status DescriptionCreated Activity Sub-Type CompletedCreated By
5/5/2009 08:26:46 AMSHEPPARL SHEPPARL

Comments

Contact Last Name Contact First Name Account BAC Code

Confidential Comments

Kahn and Associates Attys. at Law Tx

5/4/2009 04:14:09 PM Outbound Call Dealer Done call dlr to follow up on docsLeft Message

BAC 178465
HENDRICK PONTIAC-BUICK-GMC 
90 MACKENAN DR 
CARY , NC    27511-7911 
(919) 388-4727 
(919) 388-4739 fax
Svc. Mgr. Robert Rudloff, left msg.  CRS advised dlr that I did receive the docs today, but I need to confirm days out and the rental information, nothing on the
docs to show the days out of svc, or days of rental provided.
CRS provided contact info for a call back.

Dianna Barber / ATX / BRC Legal / 21116

Assigned To Activity Type Status DescriptionCreated Activity Sub-Type CompletedCreated By
5/4/2009 04:17:43 PMSHEPPARL SHEPPARL

Comments

Contact Last Name Contact First Name Account BAC Code

Confidential Comments

Kahn and Associates Attys. at Law Tx
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 Service Request Detail

Activities

5/4/2009 01:32:48 PM Outbound Call Dealer Done call dlr to follow up on docsMade Contact

BAC 178465
HENDRICK PONTIAC-BUICK-GMC 
90 MACKENAN DR 
CARY , NC    27511-7911 
(919) 388-4727 
(919) 388-4739 fax
Svc. Mgr. Robert Rudloff, CRS advised dlr that I did receive the sales docs today, but as of today I have still not rec'd the svc. docs.  Dlr sts that he had his office
girl send them thursday.  CRS advsied that I checked last week and today and I have not rec'd the repair orders.  CRS provided fax # again and request he dlr
have them refaxed.
CRS provided ph/fax's for call back.
Dianna Barber / ATX / BRC Legal / 21116

Assigned To Activity Type Status DescriptionCreated Activity Sub-Type CompletedCreated By
5/4/2009 01:36:03 PMSHEPPARL SHEPPARL

Comments

Contact Last Name Contact First Name Account BAC Code

Confidential Comments

Kahn and Associates Attys. at Law Tx

5/1/2009 04:06:15 PM Outbound Call Dealer Done call dlr to follow up on docsLeft Message

BAC 178465
HENDRICK PONTIAC-BUICK-GMC 
90 MACKENAN DR 
CARY , NC    27511-7911 
(919) 388-4727 
(919) 388-4739 fax
Svc. Mgr. Robert Rudloff, not available, left msg  CRS advised dlr of customer info.  CRS advised that the message gave me the impression he was faxing the
documents last night.  CRS advised the dlr that I have not rec'd them at this time.   CRS provided ph/fax's for call back.
Dianna Barber / ATX / BRC Legal / 21116

Assigned To Activity Type Status DescriptionCreated Activity Sub-Type CompletedCreated By
5/1/2009 04:09:03 PMSHEPPARL SHEPPARL

Comments

Contact Last Name Contact First Name Account BAC Code

Confidential Comments

Kahn and Associates Attys. at Law Tx
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 Service Request Detail

Activities

5/1/2009 11:44:37 AM Scheduled Follow-up Done call dlr on docsOther

BAC 178465
HENDRICK PONTIAC-BUICK-GMC 
90 MACKENAN DR 
CARY , NC    27511-7911 
(919) 380-8267 
(919) 388-4739 fax
Svc. Mgr. Robert Rudloff, left msg.

Call for docs, rec'd the sales docs, however no svc docs.

Dianna Barber / ATX / BRC Legal / 21116

Assigned To Activity Type Status DescriptionCreated Activity Sub-Type CompletedCreated By
5/4/2009 01:37:18 PMSHEPPARL SHEPPARL

Comments

Contact Last Name Contact First Name Account BAC Code

Confidential Comments

Kahn and Associates Attys. at Law Tx

5/1/2009 08:30:51 AM Outbound Call Dealer Done call dlr to follow up on docsLeft Message

BAC 178465
HENDRICK PONTIAC-BUICK-GMC 
90 MACKENAN DR 
CARY , NC    27511-7911 
(919) 388-4727 
(919) 388-4739 fax
Svc. Mgr. Robert Rudloff, not available, left msg  CRS advised dlr of customer info.  Advised dlr that I appreciate his calling back.  CRS advised that the message
gave me the impression he was faxing the documents last night.  CRS advised the dlr that I have not rec'd them at this time.  CRS asked the dlr if TAC was
contacted, any accident damage any aftermarket installed on vehicle? CRS provided ph/fax's for call back.
Dianna Barber / ATX / BRC Legal / 21116

Assigned To Activity Type Status DescriptionCreated Activity Sub-Type CompletedCreated By
5/1/2009 08:45:51 AMSHEPPARL SHEPPARL

Comments

Contact Last Name Contact First Name Account BAC Code

Confidential Comments

Kahn and Associates Attys. at Law Tx
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 Service Request Detail

Activities

5/1/2009 08:27:30 AM Inbound Call Dealer Done followup on doc requestVoice Mail Received

BAC 178465
HENDRICK PONTIAC-BUICK-GMC 
90 MACKENAN DR 
CARY , NC    27511-7911 
(919) 380-8267 
(919) 388-4739 fax
Svc. Mgr. Robert Rudloff, left msg.
Dlr sts he got my request, had pulled the file and has faxed the requested docs to me.  If I need to speak to him, I can call 919-388-4727.
Rec'd 4:45 pm 04/30/09
Dianna Barber / ATX / BRC Legal / 21116

Assigned To Activity Type Status DescriptionCreated Activity Sub-Type CompletedCreated By
5/1/2009 08:29:00 AMSHEPPARL SHEPPARL

Comments

Contact Last Name Contact First Name Account BAC Code

Confidential Comments

Kahn and Associates Attys. at Law Tx

4/30/2009 03:59:11 PM Outbound Call Dealer Done follow on doc requestLeft Message

BAC 178465
HENDRICK PONTIAC-BUICK-GMC 
90 MACKENAN DR 
CARY , NC    27511-7911 
(919) 380-8267 
(919) 388-4739 fax
Svc. Mgr. Robert Rudloff, left msg.
CRS advised dlr of the Cust info. CRS advised dlr doing a follow up on my VM and letter yesterday.  CRS advised dlr that I need to request copies of service and
sales docs.  CRS provided ph #'s to dlr. Need docs asap.  
Dianna Barber / ATX / BRC Legal / 21116

Assigned To Activity Type Status DescriptionCreated Activity Sub-Type CompletedCreated By
4/30/2009 04:03:33 PMSHEPPARL SHEPPARL

Comments

Contact Last Name Contact First Name Account BAC Code

Confidential Comments

Kahn and Associates Attys. at Law Tx
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 Service Request Detail

Activities

4/30/2009 11:40:02 AM Inbound Email Done DVM Duff Marjorie  404082 8173
marjorie.duff@gm.com

Field Rep/Wholesale

marjorie.duff@gm.com on 04/30/2009 08:20:34 AM To: levetta_sheppard@gmexpert.com cc: Subject: Re: Email notification on Johnson, SR 71-720509674,
2006 Pontiac G6, VIN:1G2ZG558764

 b. I am not aware of this vehice, but would like to be keep in the loop

Thanks Marjorie Duff District Service Manager (919) 270-8049 marjorie.duff@gm.com levetta_sheppard@gmexpert.com 04/29/2009 01:30 PM To
marjorie.duff@gm.com cc Subjec t Email notification on  SR 71-720509674, 2006 Pontiac G6, VIN:1G2ZG558764 DVM Ms.Duff: Hi, my name is
Dianna Barber. This email is to follow up on my voicemail regarding Service Request 71-720509674 for customer Johnson. The customer ’ s vehicle is a 2006
Pontiac G6, VIN:1G2ZG558764 with @38,372 miles. The customer has been working with HENDRICK PONTIAC-BUICK-GMC, CARY, NC E. Due to
time constraints, your response to this e-mail is required within 24 hours. This is a Not in Suit Matter. This means a demand letter has been sent to our office by
the customer ’ s attorney indicating that the customer may pursue a lawsuit unless GM can resolve the customer ’ s vehicle concern. We are reviewing this case
for possible settlement in our Early Resolution program. The settlements offers can range from denial up to repurchase, depending on the severity of the
concerns. Because of this, we would like you to review the following options:

Assigned To Activity Type Status DescriptionCreated Activity Sub-Type CompletedCreated By
4/30/2009 11:40:43 AMSHEPPARL SHEPPARL

Comments

Contact Last Name Contact First Name Account BAC Code

Confidential Comments

Kahn and Associates Attys. at Law Tx

4/30/2009 11:22:03 AM Scheduled Follow-up Done call dlr on docsOther

BAC 178465
HENDRICK PONTIAC-BUICK-GMC 
90 MACKENAN DR 
CARY , NC    27511-7911 
(919) 380-8267 
(919) 388-4739 fax
Svc. Mgr. Robert Rudloff, left msg.

Call for docs

Dianna Barber / ATX / BRC Legal / 21116

Assigned To Activity Type Status DescriptionCreated Activity Sub-Type CompletedCreated By
5/1/2009 11:44:34 AMSHEPPARL SHEPPARL

Comments

Contact Last Name Contact First Name Account BAC Code

Confidential Comments

Kahn and Associates Attys. at Law Tx
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 Service Request Detail

Activities

4/30/2009 11:17:44 AM Outbound Call Dealer Done follow on doc requestLeft Message

BAC 178465
HENDRICK PONTIAC-BUICK-GMC 
90 MACKENAN DR 
CARY , NC    27511-7911 
(919) 380-8267 
(919) 388-4739 fax
Svc. Mgr. Robert Rudloff, left msg.
CRS advised dlr of the Cust info. CRS advised dlr doing a follow up on my VM and letter yesterday.  CRS advised dlr that I need to request copies of service and
sales docs.  CRS provided ph/fax #'s to dlr. Need docs asap.  
Dianna Barber / ATX / BRC Legal / 21116

Assigned To Activity Type Status DescriptionCreated Activity Sub-Type CompletedCreated By
4/30/2009 11:21:45 AMSHEPPARL SHEPPARL

Comments

Contact Last Name Contact First Name Account BAC Code

Confidential Comments

Kahn and Associates Attys. at Law Tx

4/29/2009 04:16:14 PM Inbound White Mail Done BRC LEGAL Scanned: 2009-04-29-
13.31.00.000000, MSXDocNum:
SHE49F856C

Assigned To Activity Type Status DescriptionCreated Activity Sub-Type CompletedCreated By
4/30/2009 11:16:51 AMSADMIN SHEPPARL

Comments

Contact Last Name Contact First Name Account BAC Code

Confidential Comments

Kahn and Associates Attys. at Law Tx

4/29/2009 04:16:13 PM Inbound White Mail Done BRC LEGAL Scanned: 2009-04-29-
13.11.00.000000, MSXDocNum:
SHE49F851F

Assigned To Activity Type Status DescriptionCreated Activity Sub-Type CompletedCreated By
4/30/2009 11:16:48 AMSADMIN SHEPPARL

Comments

Contact Last Name Contact First Name Account BAC Code

Confidential Comments

Kahn and Associates Attys. at Law Tx
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 Service Request Detail

Activities

4/29/2009 01:32:15 PM Scheduled Follow-up Done call dlr on docsOther

BAC 178465
HENDRICK PONTIAC-BUICK-GMC 
90 MACKENAN DR 
CARY , NC    27511-7911 
(919) 380-8267 
(919) 388-4739 fax
Svc. Mgr. Robert Rudloff, left msg.

Call for docs

Dianna Barber / ATX / BRC Legal / 21116

Assigned To Activity Type Status DescriptionCreated Activity Sub-Type CompletedCreated By
4/30/2009 11:17:09 AMSHEPPARL SHEPPARL

Comments

Contact Last Name Contact First Name Account BAC Code

Confidential Comments

Kahn and Associates Attys. at Law Tx

4/29/2009 01:32:00 PM Correspondence Done Fulfilled:BRCLEG_LG0040. SR#71-
720509674

Assigned To Activity Type Status DescriptionCreated Activity Sub-Type CompletedCreated By
4/29/2009 01:32:00 PMSHEPPARL SHEPPARL

Comments

Contact Last Name Contact First Name Account BAC Code

Confidential Comments

Kahn and Associates Attys. at Law Tx

4/29/2009 01:28:53 PM Correspondence Done Created:BRCLEG_LG0040. SR#71-
720509674

Assigned To Activity Type Status DescriptionCreated Activity Sub-Type CompletedCreated By
4/29/2009 01:28:53 PMSHEPPARL SHEPPARL

Comments

Contact Last Name Contact First Name Account BAC Code

Confidential Comments

Kahn and Associates Attys. at Law Tx
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 Service Request Detail

Activities

4/29/2009 01:26:12 PM Outbound Email Done DVM Duff Marjorie  404082 8173
marjorie.duff@gm.com

DVM/CAM/Field

Levetta Sheppard 04/29/2009 12:21 PM To: marjorie.duff@gm.com cc: Subject: Email notification on Johnson, SR 71-720509674, 2006 Pontiac G6,
VIN:1G2ZG558764 DVM Ms.Duff: Hi, my name is Dianna Barber. This email is to follow up on my voicemail regarding Service Request 71-720509674 for
customer Johnson. The customer ’ s vehicle is a 2006 Pontiac G6, VIN:1G2ZG558764 with @38,372 miles. The customer has been working with
HENDRICK PONTIAC-BUICK-GMC, CARY, NC E. Due to time constraints, your response to this e-mail is required within 24 hours. This is a Not in Suit Matter.
This means a demand letter has been sent to our office by the customer ’ s attorney indicating that the customer may pursue a lawsuit unless GM can resolve
the customer ’ s vehicle concern. We are reviewing this case for possible settlement in our Early Resolution program. The settlements offers can range from
denial up to repurchase, depending on the severity of the concerns. Because of this, we would like you to review the following options: A) I have information on
this case that may assist in your review (please provide in your reply) and would like to review any potential offer of repurchase before it is made. B) I am not
aware of this vehicle or customer ’ s concerns. However, I would like to review any potential offer of repurchase before it is made. C) I have information on this
case that may assist in your review (please provide in your reply). However, I agree to cede the final decision on t

Assigned To Activity Type Status DescriptionCreated Activity Sub-Type CompletedCreated By
4/29/2009 01:26:26 PMSHEPPARL SHEPPARL

Comments

Contact Last Name Contact First Name Account BAC Code

Confidential Comments

Kahn and Associates Attys. at Law Tx
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 Service Request Detail

Activities

4/29/2009 01:20:02 PM BRC LEGAL Done DVM Duff Marjorie  404082 8173
marjorie.duff@gm.com

Acknowledgement - AVM

My name is Dianna Barber calling you from the General Motors BRC Legal Department. This is to advise you that General Motors has received a demand letter
from an attorney representing a consumer. This means the consumer may file a lawsuit unless we address their vehicle concerns.
 
Customer Name: 
Service Request: 71-720509674
Vehicle: 2006 Pontiac G6
VIN:1G2ZG558764
Vehicle Concern in Demand Letter: engine, steering & remote access

DLRS:HENDRICK PONTIAC-BUICK-GMC 
CARY , NC    

The dealership(s) involved in the sale and/or servicing of the vehicle are being contacted and asked to provide sales and service documents.
 
This call to you is to request your desired level of involvement in this case.  Due to time constraints I will need your reply within 24 hours.
Please advise if you have any information concerning this customer and their concerns.  I am sending you an email and request you respond to my email as this
is a process requirement.  
You may contact me at (866) 790-5700 (X21116).
  
Thank you

Dianna Barber / ATX / BRC Legal / 21116

Assigned To Activity Type Status DescriptionCreated Activity Sub-Type CompletedCreated By
4/29/2009 01:28:19 PMSHEPPARL SHEPPARL

Comments

Contact Last Name Contact First Name Account BAC Code

Confidential Comments

Kahn and Associates Attys. at Law Tx
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 Service Request Detail

Activities

4/29/2009 01:14:28 PM BRC LEGAL Done Dlr AckAcknowledgement -
Dealer

BAC 178465
HENDRICK PONTIAC-BUICK-GMC 
90 MACKENAN DR 
CARY , NC    27511-7911 
(919) 380-8267 
(919) 388-4739 fax
Svc. Mgr. Robert Rudloff, left msg.
CRS advised dlr of the Cust info. CRS advised dlr that I need to request copies of service and sales docs, will send ltr.  CRS provided ph/fax #'s to dlr. Need docs
asap.  
Dianna Barber / ATX / BRC Legal / 21116

Assigned To Activity Type Status DescriptionCreated Activity Sub-Type CompletedCreated By
4/29/2009 01:20:00 PMSHEPPARL SHEPPARL

Comments

Contact Last Name Contact First Name Account BAC Code

Confidential Comments

Kahn and Associates Attys. at Law Tx

4/29/2009 01:12:09 PM BRC LEGAL Done Atty Ack LtrAcknowledgement -
Atty/Cust

Kahn & Assoiciates
Rick McNeil, Esq.
216-621-6101
216-621-6006

Dianna Barber / ATX / BRC Legal / 21116

Assigned To Activity Type Status DescriptionCreated Activity Sub-Type CompletedCreated By
4/29/2009 01:14:26 PMSHEPPARL SHEPPARL

Comments

Contact Last Name Contact First Name Account BAC Code

Confidential Comments

Kahn and Associates Attys. at Law Tx

4/29/2009 01:11:38 PM Correspondence Done Fulfilled:BRCLEG_LG0006. SR#71-
720509674

Assigned To Activity Type Status DescriptionCreated Activity Sub-Type CompletedCreated By
4/29/2009 01:11:38 PMSHEPPARL SHEPPARL

Comments

Contact Last Name Contact First Name Account BAC Code

Confidential Comments

Kahn and Associates Attys. at Law Tx
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 Service Request Detail

Activities

4/29/2009 01:06:26 PM Correspondence Done Created:BRCLEG_LG0006. SR#71-
720509674

Assigned To Activity Type Status DescriptionCreated Activity Sub-Type CompletedCreated By
4/29/2009 01:06:26 PMSHEPPARL SHEPPARL

Comments

Contact Last Name Contact First Name Account BAC Code

Confidential Comments

Kahn and Associates Attys. at Law Tx

4/29/2009 09:39:39 AM Ownership Changed Done Service Request Ownership has
changed FROM: WEIGELKR  TO:
SHEPPARL

Assigned To Activity Type Status DescriptionCreated Activity Sub-Type CompletedCreated By
4/29/2009 09:39:39 AMWEIGELKR SHEPPARL

Comments

Contact Last Name Contact First Name Account BAC Code

Confidential Comments

4/29/2009 09:39:24 AM BRC LEGAL Done VIN Scan CompletedVIN Scan Completed

VIN scan found no prior SR

Kristina Weigel/ATX/BRC Legal

Assigned To Activity Type Status DescriptionCreated Activity Sub-Type CompletedCreated By
4/29/2009 01:03:18 PMWEIGELKR SHEPPARL

Comments

Contact Last Name Contact First Name Account BAC Code

Confidential Comments

4/29/2009 09:38:37 AM BRC LEGAL Done BRC Legal ER NISMAssigned NISM ER

VIN scan found no prior SR

Kristina Weigel/ATX/BRC Legal

Assigned To Activity Type Status DescriptionCreated Activity Sub-Type CompletedCreated By
4/29/2009 01:03:11 PMWEIGELKR SHEPPARL

Comments

Contact Last Name Contact First Name Account BAC Code

Confidential Comments
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 Service Request Detail

Activities

4/29/2009 09:38:31 AM Ownership Changed Done Ownership Escalated to BRCOwnership Escalated to
BRC

Assigned To Activity Type Status DescriptionCreated Activity Sub-Type CompletedCreated By
4/29/2009 09:38:31 AMWEIGELKR WEIGELKR

Comments

Contact Last Name Contact First Name Account BAC Code

Confidential Comments

4/28/2009 04:19:38 PM Inbound White Mail Done BRC LEGAL  Scanned: 2009-04-28-
08.52.00.000000, MSXDocNum:
0000D876

Assigned To Activity Type Status DescriptionCreated Activity Sub-Type CompletedCreated By
4/29/2009 12:00:01 PMSADMIN SHEPPARL

Comments

Contact Last Name Contact First Name Account BAC Code

Confidential Comments

UCC Information
Symptom DescriptionUCC Code
No Symptom Indicated Engine - GeneralJ01
No Symptom Indicated Steering  - GeneralM01
No Symptom Indicated Electrical Start/Charge - Ignition System Wiring / Remote Start/ SwitchesN03
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 Service Request Detail

Account
SR No.

Daytime #

71-750988939

Last Name

Involved Dlr Mackenan Automotive Company

Serial #/VIN 1G2ZG558764

Model G6
Make Pontiac

Model Year 2006

Ref No.
Site Tx
First Name

Con Acct Source White Mail

Warr. Start 02/08/2006
Mileage 46599

BRC Type Legal
Bus. Unit BRC

Goodwill

Area LegalApproval Not Initiated
Sub-Area LawsuitUCC
Safety

Owner
Status Open Opened 8/18/2009 04:41:42 PM

Sub-Status Closed

Kahn - NCCustomer
Description

NC BRC Legal ER LawsuitAbstract

Updated 8/20/2009 09:27:36 AM

Pre-PAR

PAR Detail
Collision

Veh Damage
Description

Vehicle
Speed

Veh Est
Repair Cost
Primary
Veh Use

Property
Damage
Weather
Condition

Non Collision Thermal Evt

Prop Owner Property
Type

Property
Location

Inspection
Date/Time

Spec Equip

Loc Last
Service

Prop Damage
Description

Explain Other

Spec Equip
Installer

Last Service
Date

Inspected ByInspection
Type

Prop Est
Repair Cost

Evening #

NC
Address
State

City
ZipCd

109 Gillyweed Ct Holly Springs

PAR Notifier Incident Date/Time Fire Report# Police Report#Injuries # Other Veh # People in Veh Road Surface Road Cond.

Driver Last Name Driver First Name Height DOB Disabilities

Insurance Agent Last Name Insurance Agent First Name Insurance AgencyPhone #

Incident
Desc

Add'l Info

Damage
Desc

Incident
Loc

Component

Vehicle
Loc

Emgcy Svc
Names Maint Loc

Priority License #

GW SubType

Medium PONTIAC
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 Service Request Detail

Activities

8/20/2009 09:20:03 AM Ownership Changed Done Service Request Ownership has
changed FROM: MERRILJO  TO:
SHEPPARL

Assigned To Activity Type Status DescriptionCreated Activity Sub-Type CompletedCreated By
8/20/2009 09:20:03 AMMERRILJO SHEPPARL

Comments

Contact Last Name Contact First Name Account BAC Code

Confidential Comments

Kahn and Associates Attys. at Law Tx

8/20/2009 09:19:34 AM BRC LEGAL In Progress Assigned Lawsuit ERAssigned Lawsuit ER

Assigned Lawsuit ER

Joe Merrill / BRC Legal / ATX

Assigned To Activity Type Status DescriptionCreated Activity Sub-Type CompletedCreated By
MERRILJO SHEPPARL

Comments

Contact Last Name Contact First Name Account BAC Code

Confidential Comments

Kahn and Associates Attys. at Law Tx

8/20/2009 09:18:38 AM BRC LEGAL In Progress VIN Scan CompletedVIN Scan Completed

VIN Scan Performed.

prior SR found.

71-720509674

Joe Merrill / BRC Legal / ATX

Assigned To Activity Type Status DescriptionCreated Activity Sub-Type CompletedCreated By
MERRILJO SHEPPARL

Comments

Contact Last Name Contact First Name Account BAC Code

Confidential Comments

Kahn and Associates Attys. at Law Tx
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 Service Request Detail

Activities

8/20/2009 09:18:22 AM Ownership Changed Done Ownership Escalated to BRCOwnership Escalated to
BRC

Assigned To Activity Type Status DescriptionCreated Activity Sub-Type CompletedCreated By
8/20/2009 09:18:22 AMMERRILJO MERRILJO

Comments

Contact Last Name Contact First Name Account BAC Code

Confidential Comments

Kahn and Associates Attys. at Law Tx

8/18/2009 04:42:06 PM Inbound White Mail Done BRC LEGAL  Scanned: 2009-08-18-
15.52.00.000000, MSXDocNum:
000176B8

Assigned To Activity Type Status DescriptionCreated Activity Sub-Type CompletedCreated By
8/20/2009 09:32:55 AMSADMIN SHEPPARL

Comments

Contact Last Name Contact First Name Account BAC Code

Confidential Comments

Kahn and Associates Attys. at Law Tx

















































Privileged and Confidential Information 
 

CASE ASSESSMENT – LEGAL (NON SMALL CLAIMS) 
 

By: Dianna Barber  State: NC 
 

Customer Name:    Service Request: 71-720509674 GM Legal File No.:  N/A 
 
Vehicle ID No.:  1G2ZG558764  In Service Date: 02/08/2006 Vehicle is: USED BAC Code: 178465  
Year, Make & Model: 2006 Pontiac G6 Vehicle Purchased Used on: 07/03/08 at  

30,636 miles CUV vehicle 
Lien holder:   GMAC     Other :  DVM requests 

involvement?: 
YES (option B) 

Purchase Price of 
Vehicle: $ 17,030.00 Was TAC contacted for this vehicle (Y/N)? : NO 

 
VEHICLE REPAIR HISTORY 

 
If TAC was contacted, what did they say?  NO 
If TAC was NOT contacted, why?  (Ask Dealership) Concerns diagnosed and repaired TAC assist not 
required. 
 

 BODY/TRIM 
       

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

02/14/06 128092 * 166 Previous Owner 
Install mud flaps, tail pipe & floor mats per sales 

     
03/14/07 153384 * 14035 Previous Owner 

C/S sunroof is rattling  
 

 BRAKES  
       

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

03/02/09 200107 1 46,599 C/S that brake lights stay on at all times when leaving vehicle / performed 
brake lamp circuit diag., codes B3950 – B3905 – B2585 stored. BCM 
keeping brake lamp relay on – removed BCM & replace for internal 
electrical failure 
C/S L/R brake lamp in-op – replace worn bulb 
*one day rental* 

 
 ELECTRICAL 

       

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

09/22/08 190374 2 36500 C/S that vehicle needs to be jumped to start battery light has been coming 
on and vehicle is hard to start / vehicle car part tested battery - replaced 
battery 
C/S both of the key fobs are in-op intermittent – customer is going to drop 
other fob off tomorrow / verified in-op, tested key fobs, fail test the key 
fobs, tried new battery still in-op, performed program key fobs, replaced 
key fobs system new 
*two days rental* 

 
 ENGINE/FUEL & EXHAUST 

       

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

10/21/08 192161 1 38372 C/S at times engine doesn’t want to turn over, engine light comes on / no 
codes, not duplicated during testing – updated w/latest programming for 
starting concern. 
*one day rental* 



 
 

 STEERING 
       

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

06/11/08 183928 * 30478 Previous owner 
C/S there is a moaning groaning noise from steering column on 
turns / found noise from steering rack 
C/S steering feels loose / found L/outer tie rod worn & R/outer 
tie rod worn 
C/S clunk in steering / found clunk from steering shaft, lubricate 
intermediate steering shaft. 
Reset front toe 

     
09/22/08 190374 * 36500 C/S steering is very difficult to turn intermittent at slow tight turns – no 

problem found, steering ok. 
     
09/26/08 190693 1 36811 C/S that steering is stiff and hard to turn at times / code C0475, electric 

steering motor circuit, followed diag. in Doc. #156680 (replace motor) – 
Replaced power steering assist motor. 
*one day rental* 

     
10/21/08 192161 1 38372 C/S that steering feels stiff at times / no codes in system for steering, test 

driven concern not duplicated w/ multiple times.  Document attached for 
electric steering Doc. #2096333  Wiring and connections good condition 
– concern not duplicated at this time. *one day rental* 

     
11/03/08 192994 2 39085 C/S that steering was lost again and steering message came on message 

center / loss of steering, DTC steering message, Bulletin #2041891 
found for concern (wiring internal to steering column) – replaced steering 
column 
*three days internal rental* 

     
03/02/09 200107 * 46,599 C/S clunk in steering / worn steering intermediate shaft – replace 

intermediate steering shaft  
 

 Other 
       

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

06/14/08 184128 * 30521 Perform CUV inspection 
 

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:  
Total days out of service during the presumption period:  
Total days out of service during customer’s ownership:    
 
 
 
 
 



 
 
 
Accident/Insurance Information: 
 
Has the vehicle ever been involved in an accident?   NO 
Did you confirm your answer with the dealer/attorney?   YES 
What type of damage was sustained (example front end collision):  N/ A 
Are the RO's attached if the vehicle was in an accident?   N/ A 
Has the customer filed any insurances claims on this Vehicle?   N/ A 
If Yes. Did the insurance company deny the claim? N/ A 
Are there any Aftermarket Modifications to the Vehicle?   NO 
Have you confirmed this with the dealership?  YES 
If “Yes” to aftermarket, please list: N/ A 
 

 
      PERTINENT VEHICLE INFORMATION PROVIDED BY District Service Manager 
 
Subject: Re: Email notification on  SR 71-720509674, 2006 Pontiac G6, VIN:1G2ZG558764
 
b.  I am not aware of this vehice, but would like to be keep in the loop  
 
Thanks  
 
Marjorie Duff 
District Service Manager 
(919) 270-8049 
marjorie.duff@gm.com  
 
 

   PERTINENT VEHICLE INFORMATION PROVIDED BY DEALER SERVICE MGR(S) 
 
Dlr confirmed the days out on repair orders as well as rental info.  CRS will turn in case assessment. 
200107 1 / 1 day rental 
190374 2 / 2 day rental 
192161 1 / 1 day rental 
190693 1 / 1 day rental 
192161 1 / 1 day rental 
192994 2 / 3 day rental 
 
 
 
 
 

PERTINENT FACTS FROM PREVIOUS SRs WHICH RELATE TO YOUR EVALUATION 
 

Concern:  
Date & Offer/Result:  
 
Concern:  
Date & Offer/Result:  
 
Concern:  
Date & Offer/Result:  

 
 



 
RECOMMENDATION AND RATIONALE 

 
CRS recommends a denial at this time. 
 
The vehicle is a Certified Used Vehicle purchased at over 30K miles and is currently out of warranty. The main concern 
appears to be the steering that began with the previous owner, but still after 30K miles. At 46K the intermediate steering 
shaft was diagnosed as worn and replaced.  

 

 
REASON FOR REMOVAL 

 
 
 
 
 
 
 
CRS FINAL OFFER: : DATE:  OFFER TO CUST: $ 
   ATTORNEY FEES: $ 
   OR INCLUSIVE OFFER: $ 
 
PLAINTIFF’S FINAL 
DEMAND: 

: DATE:  AMOUNT TO CUST: $ 

   ATTORNEY FEES: $ 
   OR INCLUSIVE OFFER: $ 
 
 
TEAM LEAD APPROVING:   Date:  
 



 

 















Privileged and Confidential Information 
 

CASE ASSESSMENT – LEGAL (NON SMALL CLAIMS) 
 

By: Dianna Barber  State: NC 
Revised 9/1/09      LAWSUIT  OFFER ACCEPTED 9/2/09 
Customer Name:    Service Request: 71-750988939 GM Legal File No.:  677395 
 
Vehicle ID No.:  1G2ZG558764  In Service Date: 02/08/2006 Vehicle is: USED BAC Code: 178465  
Year, Make & Model: 2006 Pontiac G6 Vehicle Purchased Used on: 07/03/08 at  

30,636 miles CUV vehicle 
Lien holder:   GMAC     Other :  DVM requests 

involvement?: 
YES (option B) 

Purchase Price of 
Vehicle: $ 17,030.00 Was TAC contacted for this vehicle (Y/N)? : NO 

 
VEHICLE REPAIR HISTORY 

 
If TAC was contacted, what did they say?  NO 
If TAC was NOT contacted, why?  (Ask Dealership) Concerns diagnosed and repaired TAC assist not 
required. 
 

 BODY/TRIM 
       

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

02/14/06 128092 * 166 Previous Ow ner 
Install mud flaps, tail pipe & floor mats per sales 

     
03/14/07 153384 * 14035 Previous Ow ner 

C/ S sunroof is rattling  
 

 BRAKES  
       

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

03/02/09 200107 1 46,599 C/S that brake lights stay on at all times when leaving vehicle / 
performed brake lamp circuit diag., codes B3950 – B3905 – 
B2585 stored. BCM keeping brake lamp relay on – removed BCM 
& replace for internal electrical failure.  
 
C/S L/R brake lamp in-op – replace worn bulb 
*one day rental* 

 
 ELECTRICAL 

       

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

09/22/08 190374 2 36500 C/S that vehicle needs to be jumped to start battery light has been coming 
on and vehicle is hard to start / vehicle car part tested battery - replaced 
battery 
C/S both of the key fobs are in-op intermittent – customer is going to drop 
other fob off tomorrow / verified in-op, tested key fobs, fail test the key 
fobs, tried new battery still in-op, performed program key fobs, replaced 
key fobs system new 
*two days rental* 

 
 ENGINE/FUEL & EXHAUST 

       

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

10/21/08 192161 1 38372 C/S at times engine doesn’t want to turn over, engine light comes on / no 
codes, not duplicated during testing – updated w/latest programming for 
starting concern. 



*one day rental* 
 

 STEERING 
       

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

06/11/08 183928 * 30478 Previous owner 
C/S there is a moaning groaning noise from steering column on 
turns / found noise from steering rack 
C/S steering feels loose / found L/outer tie rod worn & R/outer 
tie rod worn 
C/S clunk in steering / found clunk from steering shaft, lubricate 
intermediate steering shaft. 
Reset front toe 

     
09/22/08 190374 * 36500 C/S steering is very difficult to turn intermittent at slow tight turns – no 

problem found, steering ok. 
     
09/26/08 190693 1 36811 C/S that steering is stiff and hard to turn at times / code C0475, electric 

steering motor circuit, followed diag. in Doc. #156680 (replace motor) – 
Replaced power steering assist motor. 
*one day rental* 

     
10/21/08 192161 1 38372 C/S that steering feels stiff at times / no codes in system for steering, test 

driven concern not duplicated w/ multiple times.  Document attached for 
electric steering Doc. #2096333  Wiring and connections good condition 
– concern not duplicated at this time. *one day rental* 

     
11/03/08 192994 2 39085 C/S that steering was lost again and steering message came on message 

center / loss of steering, DTC steering message, Bulletin #2041891 
found for concern (wiring internal to steering column) – replaced steering 
column 
*three days internal rental* 

     
03/02/09 200107 * 46,599 C/S clunk in steering / worn steering intermediate shaft – replace 

intermediate steering shaft  
 

 Other 
       

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

06/14/08 184128 * 30521 Perform CUV inspection 
 

THE STATE LEMON LAW READS: 
 
Days out of service:  20 or more business days during any one year period of the warranty 
Repairs 4 or more times for same non-conformity 
Time period 24 /24,000 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: 0 
Total days out of service during the presumption period: 0 
Total days out of service during customer’s ownership:   8 
 
 
 
 
 



 
Accident/Insurance Information: 
 
Has the vehicle ever been involved in an accident?   NO 
Did you confirm your answer with the dealer/attorney?   YES 
What type of damage was sustained (example front end collision):  N/ A 
Are the RO's attached if the vehicle was in an accident?   N/ A 
Has the customer filed any insurances claims on this Vehicle?   N/ A 
If Yes. Did the insurance company deny the claim? N/ A 
Are there any Aftermarket Modifications to the Vehicle?   NO 
Have you confirmed this with the dealership?  YES 
If “Yes” to aftermarket, please list: N/ A 
 

 
      PERTINENT VEHICLE INFORMATION PROVIDED BY District Service Manager 
 
Subject: Re: Email notification on  SR 71-720509674, 2006 Pontiac G6, VIN:1G2ZG558764
b.  I am not aware of this vehice, but would like to be kept in the loop  
Thanks  
Marjorie Duff 
District Service Manager 
(919) 270-8049 
marjorie.duff@gm.com  
 
 

   PERTINENT VEHICLE INFORMATION PROVIDED BY DEALER SERVICE MGR(S) 
 
Dlr confirmed the days out on repair orders as well as rental info.  CRS will turn in case assessment. 
200107 1 / 1 day rental 
190374 2 / 2 day rental 
192161 1 / 1 day rental 
190693 1 / 1 day rental 
192161 1 / 1 day rental 
192994 2 / 3 day rental 
 

PERTINENT FACTS FROM PREVIOUS SRs WHICH RELATE TO YOUR EVALUATION 
 

Concern: 71-720509674 BRC NISM – closed denied 
Date & Offer/Result:  

 
RECOMMENDATION AND RATIONALE 

 
*Initial offer - $3,200 – 9/1 
*Counter demand - $5,200 – 9/2 
*Counter Offer - $4,500 – 9/2 
 
OFFER ACCEPTED FOR $4,500.00 9/2/09 
 
CRS recommends VERY small cash offer - $3,200 - $4,500.  If not accepted – remove to Local Counsel.  Customer purchased used 
@ 30,636 miles.  Reason for cash offer would be the prior owner’s issue with steering, which began 2 months after purchase.  This 
continued up to 3/2/09.  May be able to make case for excessive repairs, to include prior ownership, even though issue appeared to 
begin outside presumption period.  Patricia Spacek/BRC Legal – 9/1/09 
NISM Recommendation & Rationale 
 
CRS recommends a denial at this time. 
 



The vehicle is a Certified Used Vehicle purchased at over 30K miles and is currently out of warranty. The main concern 
appears to be the steering that began with the previous owner, but still after 30K miles. At 46K the intermediate steering 
shaft was diagnosed as worn and replaced.  – Emily Butler 

   

 
REASON FOR REMOVAL 

 
 
 
 
 
 
 
CRS FINAL OFFER: : $4,500.00 DATE: 9/2/09 OFFER TO CUST: $ 
   ATTORNEY FEES: $ 
   OR INCLUSIVE OFFER: $ 
 
PLAINTIFF’S FINAL 
DEMAND: 

: Offer accepted for 
$4,500.00  

DATE:  9/2/09 AMOUNT TO CUST: $ 

   ATTORNEY FEES: $ 
   OR INCLUSIVE OFFER: $ 
 
TEAM LEAD APPROVING:   Date:  
 















February 4, 2011 
 

Bowdon, GA   
 
 
Service Request: 71-593586064 
Customer Relationship Specialist: Roxy King 
 
Dear : 
 
Thank you for contacting us recently regarding the special coverage notice you received for your 2005 
Chevrolet Malibu MAXX.  We apologize for any inconvenience you have experienced as a result of this 
special coverage. 
 
At Chevrolet, we believe our customers have the right to expect long-term, reliable performance from our 
products.  There are, however, many variables that affect the life of the vehicle’s parts and appearance.  
Unfortunately, there are times when we identify a motor vehicle defect and release a special coverage 
notice to our loyal customers for their safety and satisfaction. 
 
We have reviewed your request for reimbursement on the steering column kit 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 $200.00. 
 
At Chevrolet, our commitment to customer satisfaction is a top priority.  We hope you understand our 
position.  If you have future questions, feel free to contact our Chevrolet Customer Assistance Center at 
1-800-222-1020 Monday through Friday between 8:00 a.m. and 11:00 p.m., Eastern Time.  Please refer to 
your service request number above and any of our Customer Relationship Specialists will be happy to 
assist you. 
 
Sincerely,  
 
Chevrolet Customer Assistance Center 
 
 
For more information regarding the maintenance and care of your vehicle, please visit 
www.mygmlink.com.  This free online service offers vehicle and ownership-related information and tools 
tailored to your specific vehicle.
 

arlene.thomas-randol
New Stamp













arlene.thomas-randol
New Stamp









PRIVILEGED & CONFIDENTIAL - PREPARED FOR COUNSEL 
BRC CASE ASSESSMENT  

 
Latest Revision Date: 11/25/09 

 
 

All Fields Are Required 
(Do not delete or modify any sections of this form)  
 
SR: 71-703081327 GM Legal File / BBB Case No.:  CHV0935033 
By: REGINA TREVINO - ADR Negotiator: {Negotiator Name} 
 
Customer Last Name:   
Only customer's last name to be recorded. Do not include first name. 

State: OKLAHOMA 
 

Vehicle ID No.:  
1G1ZH57B48F  

In Service Date: 
03/07/08 

Vehicle Purchased: 
NEW 

BAC Code: 
167909 
 

Year, Make & Model: 2008 CHEVROLET MALIBU Vehicle Purchased Used on: N/A 
 

Current Mileage: 21,000 Dealer Name : LAKE COUNTRY 
CHEVROLET 

Sale Type: Purchase X Lease        Other        
 

CAM Name: LARRY D SHIELDS 
Phone Number: (972) 443-2901 
 

Lien holder:   GMACX     Other        FOMM Name: TONY DIPIERO 
Phone/Cell Number: (918) 418-9742 
 

Purchase Price of Vehicle: $ 23,434.54  

Was TAC contacted for this vehicle (Y/N)? : NO 
 

DVM requests involvement?: YES 

 
Attorney Involvement: N/A 
Phone Number : N/A 
Fax Number : N/A 
 

 
Service Manager Name: KEVIN 
BENTON 
Phone Number : (918) 481-8000 
 
 

Are there additional field personnel involved? If Yes, List the name, including role (DVM, DSM, etc.) 
and phone number. Repeat as necessary. 
N/A 
 
Are there additional dealerships involved? If Yes, List the dealership name, contact name, and phone 
number. Repeat as necessary. 
SOUTH POINTE CHEVROLET, KEVIN BENTON, (918) 481-8000 
LAKE COUNTRY CHEVROLET, SCOTT BALDWIN, (918) 683-0311 
RIVERSIDE CHEVROLET, TAMMIE GWIN, (918) 446-2200 
 

 
 

If TAC was contacted, what did they say? (Include TAC case #) 
N/A 

 
If TAC was NOT contacted, why?  (Ask Dealership) DVM/DSM MUST be notified if TAC has not been involved, 
regardless of dealership explanation. 
DLRSHP DID NOT NEED TO CONTACT TAC TO DIAGNOSE OR REPAIR THE VEHICLE. 

 
DVM/DSM Notified Regarding TAC Involvement? N/A 



VEHICLE REPAIR HISTORY: 
Throughout the entire form, use an asterisk (*) if day(s) out of service are already counted in another 
category. 
 
X Verified: Once completed, please enter an “X” in this box to verify that the following 
listing has been compared to GMVIS for accuracy.  
 
X Verified: Once completed, please enter an “X” in this box to verify that the following 
listing has been compared to GWM for accuracy.  
 
 
PLACE A CHECKMARK IN THE BOX FOR THE PRIMARY CONCERN(S) AND BOLD THE REPAIR ORDER 
INFORMATION. BASED ON REPAIR ORDERS AND CUSTOMER/PLAINTIFF DEMAND.  USE “N/A” IF THERE 
WERE NO REPAIRS FOR THE COMPONENT GROUP. 
 

 Brakes 
       

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

08/20/08 365917 3 9,146 RIVERSIDE CHEVROLET 
C/S BRAKE PEDAL SNAPS BACK WHEN FOOT LETS OFF BRAKES MAKES A 
POPPING NOISE/ POWER VACCUM BRAKE BOOSTER – DIAGNOSED AND 
REMOVED AND REPLACED BRAKE BOOSTER WITH ADJUSTABLE PEDALS 
AND INSTALLED SPACERS AS PER SPECIAL BULLETIN PIC4883A. TEST 
DROVE OK. 
 
NOTE: RENTAL PROVIDED 

     
02/17/09 301303 1 21,107 SPEEDWAY CHEVROLET 

C/S THERE IS A VIBRATION IN BRAKE PEDAL WHEN BRAKING AT TIMES. 
PEDAL IS NOT SMOOTH, FLUID LEVEL IS LOW – UNABLE TO DUPLICATE 
CUSTOMER’S CONCERN. CUSTOMER DECLINED TO RIDE WITH TECH ON 
BRAKE PEDAL ISSUE.  
C/S BRAKES ARE MAKING A SQUEAKING NOISE WHEN STOPPING – 
UNABLE TO DUPLICATE CUSTOMER’S CONCERN AT THIST TIME. 
OPERATING WITHIN SPECS. NO PROBLEM FOUND. 

     
02/27/09 307804 1 21,731 SOUTH POINTE CHEVROLET 

C/S BRAKES SQUEAKING A LOT/ PADS, DISC BRAKE IN FRONT – 
REPLACED WITH UPDATED PADS DUE TO REPEAT RETURN FROMA 
NOTHER DLR. FOUND THAT THE LAST DLR LEFT CHATTER MARKS IN 
ROTORS.  
C/S BRAKE PEDAL WILL GET REAL HARD AT TIMES – SEE ABOVE. 

     
03/13/09 308332 2 22,602 SOUTH POINTE CHEVROLET 

C/S 10-12 TIMES YESTERDAY BRAKE PEDAL GOT REAL HARD – SPECIAL 
ORDERED MASTER CYLINDER/BOOSTER 
 
NOTE: RENTAL PROVIDED 

     
04/21/09 309590 1 24,003 SOUTH POINTE CHEVROLET 

C/S THERE IS AN INTERMITENT POP/SNAP NOISE YOU HEAR WHEN 
BRAKE PEDAL IS RELEASED TO COME BACK UP – SPECIAL ORDERED 
PART.  

     
04/29/09 309885 1 24,440 SOUTH POINTE CHEVROLET 

INSTALLED SOP PER PIC4883B TO CORRECT THE NOISE FROM BRAKE 
PEDAL HITTING THE POWER STEERING COLUMN ASSEMBLT. TEST 
DROVE AFTER RELEARNING BPP. NOISE IS GONE 

 



 Steering 
       

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

12/02/08 297925 2 16,253 SPEEDWAY CHEVROLET 
C/S STEERING WHEEL VIBRATES WHEN BRAKING AT HIGHWAY SPEEDS/ 
FRONT BRAKE ROTORS – STEERING WHEEL SHUTTER WHEN BRAKING. 
ROAD TESTED. FOUND FRONT ROTORS OUT OF ROUND AND CAUSING 
THE SHUTTER TURNED BOTH FRONT ROTORS. 
 
NOTE: RENTAL PROVIDED 

     
09/08/09 81999 1 32,920 LAKE COUNTRY CHEVROLET 

C/S A POPPING OR CLUNKING NOISE ON ACCL TURNING – 
REPOSITIONED I-SHAFT TO CORRECT NOISE.  

 
 Transmission 

       

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

04/29/09 309885 * 24,440 SOUTH POINTE CHEVROLET 
C/S CHECK TRANS FOR LATE SHIFTS 3RD AND 4TH GEARS – NO DTC 
CODES CURRENT OR HISTORY. SHIFT ADAPTS ARE ALL NORMAL AND 
WITHIN SPECS AT THIS TIME. ADVISOR TEST DROVE APPROX 7.5 
MILES. TRANS SHIFTED PROPERLY FOR THE AMOUNT OF GIVEN 
THROTTLE PRESSURE AT THIS TIME. 

 
 Body/Trim 

       

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

12/02/08 297925 * 16,253 SPEEDWAY CHEVROLET 
C/S STEERING WHEEL IS PEELING ON BOTTOM – NO REPAIRS 
PERFORMED AT THIS TIME. CUSTOMER TO RETURN VEHICLE TO 
SELLING DLRSHP PER SVC MGR. 

     
02/27/09 307804 * 21,731 SOUTH POINTE CHEVROLET 

C/S STEERING WHEEL IS DISCOLORED IN THE MIDDLE FO THE WHEEL  - 
ORDERED PART AND INSTALLED ON 3/13/09  PER KEVIN (SVC MGR) 

     
03/23/09 308332 1 22,602 SOUTH POINTE CHEVROLET 

STEERING WHEEL WAS DISCOLORED. REPLACED THE STEERING WHEEL 
PER KEVIN (SVC MGR) 

 
 Electrical 

       

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

3/30/09 308827 2 22,937 SOUTH POINTE CHEVROLET 
C/S SINCE CAR PICKED UP LAST MONDAY, BRAKE LIGHTS STAY ON 
INTERMITTENTLY AND CRUISE DOES NOT WORK. – FOUND BRAKE 
PEDAL POSITION WOULD NOT ALLOW DUE TO THE VOLTAGE WAS NOT 
WITHIN .37-1.47 VOLTS PER PIC4330B. MINE WAS DISPLAYED .6 VOLTS 
ON TECH 2 HAD TO ADJUST THE ROD GOING IN BETWEEN THE LEGS OF 
THE BPPS TO CORRECT VALUES TO BE IN BETWEEN THE SPECIFIED 
VOLTAGE. REPLACED PEDAL POSITION CLEARED DTC AND TH CONCERN 
IS CORRECTED. BRAKE PEDAL POSITION SENSOR LEG BROKEN COULD 
NOT FIND BROKEN LEG ON THE FLOOR BOARD. REPLACED THE BROKEN 
SENSOR. BRAKE PEDAL POSITION WOULD NOT ALLOW DUE TO THE 
VOLTAGE WAS NOT WITHIN .73-1.47 VOLTS PER PIC4330B. MINE WAS 
DISPLAYED . 6 VOLTS ON TECH2 HAD TO ADJUST THE ROD GOING IN 
BETWEEN TE LEGS OF THE BPPS TO CORRECT VALUES TO BE IN 
BETWEEN THE SPECIFIED VOLTAGE. REPLACED PEDAL POSITION 



CLEARED DTC AND THE CONCERN IS CORRECTED. 
 
NOTE: RENTAL PROVIDED 

     
04/13/09 309252 2 23,674 SOUTH POINTE CHEVROLET 

C/S SATURDAY CRUISE WOULD SET THEN DROP OUT, SUNDAY WON’T 
SET ALL. BRAKES LIGHTS ARE NOT STAYING ON. /CRUISE CONTROL 
ENGAGEMENT SWITCH – FOUND WITH SCAN TOOL CONNECTED AND 
EACH CRUISE BUTTON DEPRESSED NO SIGNAL WHILE LOOKING AT THE 
TECH2. TESTED LH SIDE STEERING WHEEL SWITCH 5034 R1260 WHICH 
IS THE CRUISE AND TESTED RESISTANCE VALVES BETWEEN TERMINALS 
4 AND 5 AND MEASURED OL FOR ALL BUTTON DEPRESSES AT THE 
ON/OFF – SET-RES REPLACED SWITCH TEST DROVE AFTER CRUISE 
ENGAGED EVERYTIME AND DID NOT DROP OUT 
 
NOTE: RENTAL PROVIDED 

     
08/28/09 314553 1 31,618 SOUTH POINTE CHEVROLET 

C/S ONLY WHEN BRIGHTS ARE ON AND YOU MAKE RIGHT TURN, THE 
BRIGHTS WILL GO OFF AND/OR FLASH (CUST DUPLICATED ON DRIVE, 
YOU CAN WIGGLE TURN SIGNAL LEVER ALITTLE AND IT DOES IT)/TURN 
SIGNAL MULTIFUNCTION SWITCH – INTERNAL OPEN IN TURN SIGNAL 
SWITCH WHEN MOVED. REPLACED SWITCH 

 
 Wheel/Tires 

       

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

12/02/08 297925 * 16,253 SPEEDWAY CHEVROLET 
C/S WHEEL COVER HAS PLASTIC TAB STICKING OUT INTO TIRE - 
REALIGNED LEFT FRONT WHEEL COVER. 

     
03/13/09 308332 * 22,602 SOUTH POINTE CHEVROLET 

C/S WHEEL COVER PEELING/ CRACKING – REPLACED RF COVER 
     
3/30/09 308827 * 22,937 SOUTH POINTE CHEVROLET 

C/S SINCE CAR PICKED UP LAST MONDAY, NONE OF THE TIRE 
PRESSURE READ OUT. IT DID READ 3 OF THEM, NOW NONE – NO WORK 
PERFORMED. SEE BELOW. 
INSTALLED CUST PROVIDED TIRE PRESSURE MONITOR SENSOR(DLR 
PROVIDED NEW STEM N/C) - INSTALLED AND RESET SYSTEM 

 
 Recalls / Campaigns 

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

08/20/08 365917 * 9,146 RIVERSIDE CHEVROLET 
CAMPAIGN 08102 – WHEEL COVER APPEARANCE. REPLACED COVERS 

 
Important: SES light is to be captured under affected component above. 



 
ACCIDENT / INSURANCE INFORMATION: 
Repeat as necessary 
 
Has the vehicle ever been involved in an accident? (Y or N) NO 
Did you confirm your answer with the dealer/Customer (if 
ADR)/attorney (if Legal)? (Y or N) 

YES 

What type of damage was sustained (example: front end collision)?  
N/A 

 
Are the RO's attached if the vehicle was in an accident? (Y or N)  
Has the customer filed any insurances claims on this Vehicle? (Y or N) NO 
If Yes obtain the following information below  
   
Insurance Company: N/A  
   
Insurance Rep : N/A  
(First and Last Name) 
 

  

Phone # N/A  
   
Claim Made? (Y or N): N/A  
   
Claim Status: N/A  
Pending/Denied/NA 
 

  

Claim # N/A  
  
Did Insurance Company refer customer to GM? (Y or N)   N/A 
  
If Yes. Did the insurance company deny the claim? (Y or N) N/A 
 
AFTERMARKET MODIFICATIONS:  
Are there any Aftermarket Modifications to the Vehicle? (Y or N) NO 
 
If “Yes” to aftermarket, please list: 
Be sure to note retailer installed or third party installed as well as date and mileage if 
known. Repeat as necessary. Include the name of the third party installer. 

 

{List Aftermarket Modification} 

 
Have you confirmed modification with the dealership? (Y or N) NO 
 
PERTINENT FACTS FROM All SR’s RELATED TO THIS VIN: 
Concern: BRAKE ISSUE 
Date & Offer/Result: DENIAL 
 
Concern: POPPING NOISE / NO ACCELERATION 
Date & Offer/Result: REPAIRED 
 
Concern: FRA 
Date & Offer/Result: CUSTOMER REFUSED TO TAKE VEH TO DLRSHP 



 
BBB PROGRAM SUMMARY ASSESSMENT: 
(Note: This section only applicable for ADR cases) 
 
What State is BBB Case Filed In? OKLAHOMA 
 
What is the customer eligible for based on the BBB Program Eligibility Guidelines and 
the specific states lemon law requirements for meeting presumption? (Explain in Detail) 
 
Unique GM Program Summary Requirements for Repurchase/Replacement in Applicable State: 
CUSTOMER DID FILE WITHIN THE TIME PERIOD TO PURSUE REPURCHASE OR REPLACEMENT 
THROUGH ARBITRATION. 
 
 
Unique GM Program Summary Requirements for Repairs/Reimbursement for Past Repairs in 
Applicable State: 
CUSTOMER IS NOT ELIGIBLE TO PURSUE REPAIRS OR REIMBURSMENT SINCE THE CUSTOMER IS 
NO LONGER WITHIN THE NEW VEHICLE WARRANTY. 

 



 
Customer/Plaintiff Seeks: 
REPURCHASE/REPLACEMENT 
 

Customer/Plaintiff Theory:  
Describe customer’s theory of case from Demand and CAC notes (if applicable), include any specific 
allegations regarding # of repair visits, days out of service, or specific alleged violations. 
HAS HAD SEVERAL CONCERNS FOR THE SAME ISSUE 

 
Note: This section only applicable for Legal cases 
Is Lemon Law Pled/Alleged?: {Yes or No} 

 
Under what State? {State} 

 
Claimed Presumptive? {Yes or No} 

 
Does Purchase Qualify? {Yes or No} 

 
If not, why? {Used/Lease/GVWR/Etc} 

 
 

State Presumption Is: 
# of Visits for a Non-Conformity? 4 or more  # of Days out of Service? 45 or more 

calendar days 
# of visits for a Safety Complaint? N/A # of Visits Total? N/A 
Must Complaint Continue to Exist? YES Final Repair/Arbitration Required? YES 
Time Period for filing a Claim? 4 YEARS FROM THE DATE THE 

ALLEGED DEFECT IS DISCOVERED 
 
 

 

 
Vehicle Service History (During Presumptive Period) is: 

# of Visits for a Non-Conformity? 3 - BRAKES # of Days out of Service? 5- BRAKES 
7- TOTAL 

# of visits for a Safety Complaint? N/A # of Visits Total? 4 
Complaint appears to Continue? YES 

 
Final Repair/Arbitration Complete? YES 

 
 
Does History appear Presumptive: NO – FRA did not take place 

within the presumption period 
 
 

Vehicle Service History (During Limited Warranty Period) is: 
# of Visits for a Non-Conformity? 6 – BRAKES # of Days out of Service? 7 
# of visits for a Safety Complaint? N/A # of Visits Total? 12 
Must Complaint Continue to Exist? YES 

 
Final Repair or Arbitration Req’d? YES 

 
 
Related Repairs beyond NVLW: NO 
Customer Pay? N/A If no, identify responsible party: N/A 
Additional Days out of Service? N/A Additional # of Repair Visits? N/A 
 
Other Considerations: YES 
Outcome/Findings of Arb/Final Repair: {Date and Summary} 
Prior Goodwill/reimbursement: NO N/A 
Out of Pocket Expenses: NO N/A 
 



 
RECOMMENDATION AND RATIONALE: 
Reminder: This section must reflect the data and evaluations above. Take into consideration Field and Service 
Manager information and recommendations. 
 
Pertinent vehicle information provided by DVM/DSM/CAM:  
WE WILL NOT BE REPURCHASING OR REPLACING THE VEHICLE. CUST HAS BEEN TO SEVERAL 
DLRSHPS WITH CONCERNS THAT CANNOT BE DUPLICATED. BELIEVE THAT THE CUST HAS BUYERS 
REMORSE.  
Pertinent vehicle information provided by dealer Service Manager: 
SOUTH POINTE CHEVROLET SVC MGR KEVIN BENTON – CALLED ENGINEERING, THERE IS A 
BULLETIN, THOUGHT IT WAS THE CARRIAGE MOVING, LOOSENED THE CARRIAGE BOLTS. DROVE 
VEHICLE FOR A LONG TIME AND CONCERN DID NO LONGER EXIST. DROVE VEHICEL MYSELF AND 
HEARD THINGS IN THE BACKSEAT RUSTLING. SHE SAID IT DUPLICATED 6X WHILE SHE WAS 
DRIVING. WHEN SHE WAS GETTING THE VEHICLE TO “DUPLICATE” SHE WAS DOING PRETTY 
SHARP TURNS AND STOPS.  
 
Identify at least three main strengths of the customer’s case? 
FILED WITHIN TIME PERIOD 

Identify at least three main weaknesses of the customer’s case? 
3 REPAIRS TO BRAKES 
FRA NOT DONE 
 
Are there any considerations to be made under other applicable laws? (Explain in detail) 
N/A 

Recommendation: 
DENIAL 

Rationale: 
BRAKES AND ROTORS ARE MAINTENANCE ISSUE. DLRSHP BELIEVES THE CONCERNS ARE 
CUSTOMER CAUSED – LACK OF MAINTENANCE.  

Settlement/Defense Strategy: 

N/A 

 



 
HISTORY OF SETTLEMENT DISCUSSIONS – Applicable for Legal Cases Only 

Record all recommendation throughout the life of the case. Each offer or counter offer should be recorded in order to review case 
progression. 
*Trade Repurchase offers should specify Trade Retail, Trade Collateral, or Trade New Finance. 
*Add additional lines for additional offers/counter offers. 
Plaintiff’s Original Demand: 
Amount to Plaintiff/Atty: ${Amount}/${Amount} 
Inclusive Offer: ${Amount} 

 

Settlement Type: 
{Goodwill Type} 

Date: 
{mm/dd/yy} 

{Accepted / Countered} 

CRS Initial Offer: 
Amount to Plaintiff/Atty: ${Amount}/${Amount} 
Inclusive Offer: ${Amount} 
  

 

Settlement Type: 
{Goodwill Type} 

Date: 
{mm/dd/yy} 

{Accepted / Countered} 

Plaintiff Counter:: 
Amount to Plaintiff/Atty: ${Amount}/${Amount} 
Inclusive Offer: ${Amount} 

 

Settlement Type: 
{Goodwill Type} 

Date: 
{mm/dd/yy} 

{Accepted / Countered} 

CRS Counter: 
Amount to Plaintiff/Atty: ${Amount}/${Amount} 
Inclusive Offer: ${Amount} 

 

Settlement Type: 
{Goodwill Type} 

Date: 
{mm/dd/yy} 

{Accepted / Countered} 

PLAINTIFF Final Offer: 
Amount to Plaintiff/Atty: ${Amount}/${Amount} 
Inclusive Offer: ${Amount} 

 

Settlement Type: 
{Goodwill Type} 

Date: 
{mm/dd/yy} 

{Accepted / Declined} 

CRS Final Offer: 
Amount to Plaintiff/Atty: ${Amount}/${Amount} 
Inclusive Offer: ${Amount} 

 

Settlement Type: 
{Goodwill Type} 

Date: 
{mm/dd/yy} 

{Accepted / Declined} 



   
HISTORY OF SETTLEMENT DISCUSSIONS – Applicable for ADR Cases Only 
Record all recommendation throughout the life of the case. Each offer or counter offer should be recorded in order to review case 
progression. 
*Trade Repurchase offers should specify Trade Retail, Trade Collateral, or Trade New Finance. 
*Add additional lines for additional offers/counter offers. 
Recommendation of CRS: Arbitrate case: X Settle case:         
Settlement Type: DENIAL Attorney Fees (if applicable): 

${Amount} 
 

Recommendation of Field: Arbitrate case: X Settle case:         
Settlement Type: DENIAL 

 
Attorney Fees (if applicable): 
${Amount} 

Final Decision: Arbitrate case: X Settle case:         
Settlement Type: DENIAL Attorney Fees (if applicable): 

${Amount} 
 

   
TEAM LEAD APPROVING: {Name} Date:{mm/dd/yy} 

 



 

 

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. 





 

Revised 06/04/07 

Overallowance/Negative Equity/Incentives Form (Non-Florida) 
 
Customer:  SR #: 71-752883737 BBB#: CHV0943593 

 
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 23434.54 
(from Bill of Sale, before tax, tag, title, etc.)  
MSRP -  22930.00 
(from BARS Invoice screen)  
Subtract the MSRP from the Purchase Price =  1504 
(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 15500.00 
(from Bill of Sale)  
Actual Cash Value (ACV) -  14000.00 
(from ACV Statement)  
Subtract the ACV from the Trade Allowance =  1500.00 
If positive, the Trade Allowance is higher than the ACV of the trade-in.  This is Overallowance.  
  
  
Section 3  
Trade Allowance 15500.00 
(from Bill of Sale)  
Payoff on Trade -  15500.00 
(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 23434.54 
(from Bill of Sale, before tax, tag, title, etc.)  
Incentives not included in the Purchase Price -  0.00 
(from BARS and Incentive Acknowledgement sheet)  
Do not include fuel-fill credit or Dealer incentives.  GM Card points must be included.  
Overallowance/Negative Equity -  1500.00 
(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). 

=  21934.54 



 

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. 

 

 





2008 MALIBU 1LT                              GENERAL MOTORS CORPORATION
15U  SANDSTONE METALLIC             /L4G     & SUBSIDIARIES
34B  COCOA/CASHMERE                          RENAISSANCE CENTER
ORDER NO. MNDSGF/TRE      STOCK NO.          DETROIT      MI  48243-1114
VIN 1G1 ZH57 B4 8F                      VEHICLE INVOICE 1AD19914448
***************************************************************13*05225S
MODEL & FACTORY OPTIONS               MSRP    INV AMT  RETAIL - STOCK
1ZH69 MALIBU 1LT                  20630.00   19495.35  INVOICE 02/12/08
B86 BODY COLOR BODYSIDE MOLDINGS    150.00     124.50  SHIPPED 02/12/08
CF5 SUNROOF, POWER TILT AND SLIDE   800.00     664.00  EXP I/T 02/18/08
FE9 50-STATE EMISSIONS                 N/C        N/C  INT COM 02/19/08
LE5 ENGINE, 2.4L DOHC MFI              N/C        N/C  PRC EFF 02/12/08
MN5 4-SPEED AUTO TRANSMISSION         0.00       0.00  KEYS G1419 G1419
PDC POWER CONVENIENCE PACKAGE:      515.00     427.45  WFP-S QTR  OPT-1
    *POWER 6-WAY DRIVER SEAT                           BANK: GMAC - 005
    *REMOTE START                                      CHG-TO    05-225
    *POWER ADJUSTABLE PEDALS
                                                       SHIP WT:  3415
PDM PREMIUM MAT PACKAGE:            185.00     153.55  HP:       19.3
    *PREMIUM CARPETED FLOOR MATS,                      GMS:     20996.45
     FRONT/BACK                                        SUPPLR:  21934.54
    *TRUNK MAT                                         MRM:     22930.00
    *CARGO NET                                         MEMO      964.00

VK3 FRONT LICENSE PLATE BRACKET       0.00       0.00

TOTAL MODEL & OPTIONS              22280.00  20864.85  ACT 231 20846.45
DESTINATION CHARGE                   650.00    650.00  H/B 261   668.40
LAM DEALER CONTRIBUTION                        222.80  ADV 261   222.80
LAM GROUP CONTRIBUTION                         111.40  EXP 65A   111.40

TOTAL                              22930.00  21849.05  PAY 310 21849.05
MEMO: TOTAL LESS HOLDBACK AND
      APPROX WHOLESALE FINANCE CREDIT        20768.05
***********************************************************************
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. 005
RIVERSIDE CHEVROLET                      VIN 1G1ZH57B48F
                                         $  21849.05 INV  1AD19914448
                                         DUE 02/19/08  DEALER  05-225







PRIVILEGED & CONFIDENTIAL - PREPARED FOR COUNSEL 
BRC CASE ASSESSMENT  

 
Latest Revision Date: 11/25/09 

 
 

All Fields Are Required 
(Do not delete or modify any sections of this form)  
 
SR: 71-703081327 GM Legal File / BBB Case No.:  CHV0935033 
By: REGINA TREVINO - ADR Negotiator: N/A 
 
Customer Last Name:  
Only customer's last name to be recorded. Do not include first name. 

State: OKLAHOMA 
 

Vehicle ID No.:  
1G1ZH57B48F  

In Service Date: 
03/07/08 

Vehicle Purchased: 
NEW 

BAC Code: 
167909 
 

Year, Make & Model: 2008 CHEVROLET MALIBU Vehicle Purchased Used on: N/A 
 

Current Mileage: 21,000 Dealer Name : LAKE COUNTRY 
CHEVROLET 

Sale Type: Purchase X Lease N/A  Other N/A   
 

CAM Name: LARRY D SHIELDS 
Phone Number: (972) 443-2901 
 

Lien holder:   GMACX     Other N/A   FOMM Name: TONY DIPIERO 
Phone/Cell Number: (918) 418-9742 
 

Purchase Price of Vehicle: $ 23,434.54  

Was TAC contacted for this vehicle (Y/N)? : NO 
 

DVM requests involvement?: YES 

 
Attorney Involvement: N/A 
Phone Number : N/A 
Fax Number : N/A 
 

 
Service Manager Name: KEVIN 
BENTON 
Phone Number : (918) 481-8000 
 
 

Are there additional field personnel involved? If Yes, List the name, including role (DVM, DSM, etc.) 
and phone number. Repeat as necessary. 
N/A 
 
Are there additional dealerships involved? If Yes, List the dealership name, contact name, and phone 
number. Repeat as necessary. 
SOUTH POINTE CHEVROLET, KEVIN BENTON, (918) 481-8000 
LAKE COUNTRY CHEVROLET, SCOTT BALDWIN, (918) 683-0311 
RIVERSIDE CHEVROLET, TAMMIE GWIN, (918) 446-2200 
 

 
 

If TAC was contacted, what did they say? (Include TAC case #) 
N/A 

 
If TAC was NOT contacted, why?  (Ask Dealership) DVM/DSM MUST be notified if TAC has not been involved, 
regardless of dealership explanation. 
DLRSHP DID NOT NEED TO CONTACT TAC TO DIAGNOSE OR REPAIR THE VEHICLE. 

 
DVM/DSM Notified Regarding TAC Involvement? N/A 



VEHICLE REPAIR HISTORY: 
Throughout the entire form, use an asterisk (*) if day(s) out of service are already counted in another 
category. 
 
X Verified: Once completed, please enter an “X” in this box to verify that the following 
listing has been compared to GMVIS for accuracy.  
 
X Verified: Once completed, please enter an “X” in this box to verify that the following 
listing has been compared to GWM for accuracy.  
 
 
PLACE A CHECKMARK IN THE BOX FOR THE PRIMARY CONCERN(S) AND BOLD THE REPAIR ORDER 
INFORMATION. BASED ON REPAIR ORDERS AND CUSTOMER/PLAINTIFF DEMAND.  USE “N/A” IF THERE 
WERE NO REPAIRS FOR THE COMPONENT GROUP. 
 

 Brakes 
       

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

08/20/08 365917 3 9,146 RIVERSIDE CHEVROLET 
C/S BRAKE PEDAL SNAPS BACK WHEN FOOT LETS OFF BRAKES MAKES A 
POPPING NOISE/ POWER VACCUM BRAKE BOOSTER – DIAGNOSED AND 
REMOVED AND REPLACED BRAKE BOOSTER WITH ADJUSTABLE PEDALS 
AND INSTALLED SPACERS AS PER SPECIAL BULLETIN PIC4883A. TEST 
DROVE OK. 
 
NOTE: RENTAL PROVIDED 

     
02/17/09 301303 1 21,107 SPEEDWAY CHEVROLET 

C/S THERE IS A VIBRATION IN BRAKE PEDAL WHEN BRAKING AT TIMES. 
PEDAL IS NOT SMOOTH, FLUID LEVEL IS LOW – UNABLE TO DUPLICATE 
CUSTOMER’S CONCERN. CUSTOMER DECLINED TO RIDE WITH TECH ON 
BRAKE PEDAL ISSUE.  
C/S BRAKES ARE MAKING A SQUEAKING NOISE WHEN STOPPING – 
UNABLE TO DUPLICATE CUSTOMER’S CONCERN AT THIST TIME. 
OPERATING WITHIN SPECS. NO PROBLEM FOUND. 

     
02/27/09 307804 1 21,731 SOUTH POINTE CHEVROLET 

C/S BRAKES SQUEAKING A LOT/ PADS, DISC BRAKE IN FRONT – 
REPLACED WITH UPDATED PADS DUE TO REPEAT RETURN FROMA 
NOTHER DLR. FOUND THAT THE LAST DLR LEFT CHATTER MARKS IN 
ROTORS.  
C/S BRAKE PEDAL WILL GET REAL HARD AT TIMES – SEE ABOVE. 

     
03/13/09 308332 2 22,602 SOUTH POINTE CHEVROLET 

C/S 10-12 TIMES YESTERDAY BRAKE PEDAL GOT REAL HARD – SPECIAL 
ORDERED MASTER CYLINDER/BOOSTER 
 
NOTE: RENTAL PROVIDED 

     
04/21/09 309590 1 24,003 SOUTH POINTE CHEVROLET 

C/S THERE IS AN INTERMITENT POP/SNAP NOISE YOU HEAR WHEN 
BRAKE PEDAL IS RELEASED TO COME BACK UP – SPECIAL ORDERED 
PART.  

     
04/29/09 309885 1 24,440 SOUTH POINTE CHEVROLET 

INSTALLED SOP PER PIC4883B TO CORRECT THE NOISE FROM BRAKE 
PEDAL HITTING THE POWER STEERING COLUMN ASSEMBLT. TEST 
DROVE AFTER RELEARNING BPP. NOISE IS GONE 

 



 Steering 
       

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

12/02/08 297925 2 16,253 SPEEDWAY CHEVROLET 
C/S STEERING WHEEL VIBRATES WHEN BRAKING AT HIGHWAY SPEEDS/ 
FRONT BRAKE ROTORS – STEERING WHEEL SHUTTER WHEN BRAKING. 
ROAD TESTED. FOUND FRONT ROTORS OUT OF ROUND AND CAUSING 
THE SHUTTER TURNED BOTH FRONT ROTORS. 
 
NOTE: RENTAL PROVIDED 

     
09/08/09 81999 1 32,920 LAKE COUNTRY CHEVROLET 

C/S A POPPING OR CLUNKING NOISE ON ACCL TURNING – 
REPOSITIONED I-SHAFT TO CORRECT NOISE.  

 
 Transmission 

       

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

04/29/09 309885 * 24,440 SOUTH POINTE CHEVROLET 
C/S CHECK TRANS FOR LATE SHIFTS 3RD AND 4TH GEARS – NO DTC 
CODES CURRENT OR HISTORY. SHIFT ADAPTS ARE ALL NORMAL AND 
WITHIN SPECS AT THIS TIME. ADVISOR TEST DROVE APPROX 7.5 
MILES. TRANS SHIFTED PROPERLY FOR THE AMOUNT OF GIVEN 
THROTTLE PRESSURE AT THIS TIME. 

 
 Body/Trim 

       

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

12/02/08 297925 * 16,253 SPEEDWAY CHEVROLET 
C/S STEERING WHEEL IS PEELING ON BOTTOM – NO REPAIRS 
PERFORMED AT THIS TIME. CUSTOMER TO RETURN VEHICLE TO 
SELLING DLRSHP PER SVC MGR. 

     
02/27/09 307804 * 21,731 SOUTH POINTE CHEVROLET 

C/S STEERING WHEEL IS DISCOLORED IN THE MIDDLE FO THE WHEEL  - 
ORDERED PART AND INSTALLED ON 3/13/09  PER KEVIN (SVC MGR) 

     
03/23/09 308332 1 22,602 SOUTH POINTE CHEVROLET 

STEERING WHEEL WAS DISCOLORED. REPLACED THE STEERING WHEEL 
PER KEVIN (SVC MGR) 

 
 Electrical 

       

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

3/30/09 308827 2 22,937 SOUTH POINTE CHEVROLET 
C/S SINCE CAR PICKED UP LAST MONDAY, BRAKE LIGHTS STAY ON 
INTERMITTENTLY AND CRUISE DOES NOT WORK. – FOUND BRAKE 
PEDAL POSITION WOULD NOT ALLOW DUE TO THE VOLTAGE WAS NOT 
WITHIN .37-1.47 VOLTS PER PIC4330B. MINE WAS DISPLAYED .6 VOLTS 
ON TECH 2 HAD TO ADJUST THE ROD GOING IN BETWEEN THE LEGS OF 
THE BPPS TO CORRECT VALUES TO BE IN BETWEEN THE SPECIFIED 
VOLTAGE. REPLACED PEDAL POSITION CLEARED DTC AND TH CONCERN 
IS CORRECTED. BRAKE PEDAL POSITION SENSOR LEG BROKEN COULD 
NOT FIND BROKEN LEG ON THE FLOOR BOARD. REPLACED THE BROKEN 
SENSOR. BRAKE PEDAL POSITION WOULD NOT ALLOW DUE TO THE 
VOLTAGE WAS NOT WITHIN .73-1.47 VOLTS PER PIC4330B. MINE WAS 
DISPLAYED . 6 VOLTS ON TECH2 HAD TO ADJUST THE ROD GOING IN 
BETWEEN TE LEGS OF THE BPPS TO CORRECT VALUES TO BE IN 
BETWEEN THE SPECIFIED VOLTAGE. REPLACED PEDAL POSITION 



CLEARED DTC AND THE CONCERN IS CORRECTED. 
 
NOTE: RENTAL PROVIDED 

     
04/13/09 309252 2 23,674 SOUTH POINTE CHEVROLET 

C/S SATURDAY CRUISE WOULD SET THEN DROP OUT, SUNDAY WON’T 
SET ALL. BRAKES LIGHTS ARE NOT STAYING ON. /CRUISE CONTROL 
ENGAGEMENT SWITCH – FOUND WITH SCAN TOOL CONNECTED AND 
EACH CRUISE BUTTON DEPRESSED NO SIGNAL WHILE LOOKING AT THE 
TECH2. TESTED LH SIDE STEERING WHEEL SWITCH 5034 R1260 WHICH 
IS THE CRUISE AND TESTED RESISTANCE VALVES BETWEEN TERMINALS 
4 AND 5 AND MEASURED OL FOR ALL BUTTON DEPRESSES AT THE 
ON/OFF – SET-RES REPLACED SWITCH TEST DROVE AFTER CRUISE 
ENGAGED EVERYTIME AND DID NOT DROP OUT 
 
NOTE: RENTAL PROVIDED 

     
08/28/09 314553 1 31,618 SOUTH POINTE CHEVROLET 

C/S ONLY WHEN BRIGHTS ARE ON AND YOU MAKE RIGHT TURN, THE 
BRIGHTS WILL GO OFF AND/OR FLASH (CUST DUPLICATED ON DRIVE, 
YOU CAN WIGGLE TURN SIGNAL LEVER ALITTLE AND IT DOES IT)/TURN 
SIGNAL MULTIFUNCTION SWITCH – INTERNAL OPEN IN TURN SIGNAL 
SWITCH WHEN MOVED. REPLACED SWITCH 

 
 Wheel/Tires 

       

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

12/02/08 297925 * 16,253 SPEEDWAY CHEVROLET 
C/S WHEEL COVER HAS PLASTIC TAB STICKING OUT INTO TIRE - 
REALIGNED LEFT FRONT WHEEL COVER. 

     
03/13/09 308332 * 22,602 SOUTH POINTE CHEVROLET 

C/S WHEEL COVER PEELING/ CRACKING – REPLACED RF COVER 
     
3/30/09 308827 * 22,937 SOUTH POINTE CHEVROLET 

C/S SINCE CAR PICKED UP LAST MONDAY, NONE OF THE TIRE 
PRESSURE READ OUT. IT DID READ 3 OF THEM, NOW NONE – NO WORK 
PERFORMED. SEE BELOW. 
INSTALLED CUST PROVIDED TIRE PRESSURE MONITOR SENSOR(DLR 
PROVIDED NEW STEM N/C) - INSTALLED AND RESET SYSTEM 

 
 Recalls / Campaigns 

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

08/20/08 365917 * 9,146 RIVERSIDE CHEVROLET 
CAMPAIGN 08102 – WHEEL COVER APPEARANCE. REPLACED COVERS 

 
Important: SES light is to be captured under affected component above. 



 
ACCIDENT / INSURANCE INFORMATION: 
Repeat as necessary 
 
Has the vehicle ever been involved in an accident? (Y or N) NO 
Did you confirm your answer with the dealer/Customer (if 
ADR)/attorney (if Legal)? (Y or N) 

YES 

What type of damage was sustained (example: front end collision)?  
N/A 

 
Are the RO's attached if the vehicle was in an accident? (Y or N)  
Has the customer filed any insurances claims on this Vehicle? (Y or N) NO 
If Yes obtain the following information below  
   
Insurance Company: N/A  
   
Insurance Rep : N/A  
(First and Last Name) 
 

  

Phone # N/A  
   
Claim Made? (Y or N): N/A  
   
Claim Status: N/A  
Pending/Denied/NA 
 

  

Claim # N/A  
  
Did Insurance Company refer customer to GM? (Y or N)   N/A 
  
If Yes. Did the insurance company deny the claim? (Y or N) N/A 
 
AFTERMARKET MODIFICATIONS:  
Are there any Aftermarket Modifications to the Vehicle? (Y or N) NO 
 
If “Yes” to aftermarket, please list: 
Be sure to note retailer installed or third party installed as well as date and mileage if 
known. Repeat as necessary. Include the name of the third party installer. 

 

N/A 

 
Have you confirmed modification with the dealership? (Y or N) NO 
 
PERTINENT FACTS FROM All SR’s RELATED TO THIS VIN: 
Concern: BRAKE ISSUE 
Date & Offer/Result: DENIAL 
 
Concern: POPPING NOISE / NO ACCELERATION 
Date & Offer/Result: REPAIRED 
 
Concern: FRA 
Date & Offer/Result: CUSTOMER REFUSED TO TAKE VEH TO DLRSHP 



 
BBB PROGRAM SUMMARY ASSESSMENT: 
(Note: This section only applicable for ADR cases) 
 
What State is BBB Case Filed In? OKLAHOMA 
 
What is the customer eligible for based on the BBB Program Eligibility Guidelines and 
the specific states lemon law requirements for meeting presumption? (Explain in Detail) 
 
Unique GM Program Summary Requirements for Repurchase/Replacement in Applicable State: 
CUSTOMER DID FILE WITHIN THE TIME PERIOD TO PURSUE REPURCHASE OR REPLACEMENT 
THROUGH ARBITRATION. 
 
 
Unique GM Program Summary Requirements for Repairs/Reimbursement for Past Repairs in 
Applicable State: 
CUSTOMER IS NOT ELIGIBLE TO PURSUE REPAIRS OR REIMBURSMENT SINCE THE CUSTOMER IS 
NO LONGER WITHIN THE NEW VEHICLE WARRANTY. 

 



 
Customer/Plaintiff Seeks: 
REPURCHASE/REPLACEMENT 
 

Customer/Plaintiff Theory:  
Describe customer’s theory of case from Demand and CAC notes (if applicable), include any specific 
allegations regarding # of repair visits, days out of service, or specific alleged violations. 
HAS HAD SEVERAL CONCERNS FOR THE SAME ISSUE 

 
Note: This section only applicable for Legal cases 
Is Lemon Law Pled/Alleged?: N/A 

 
Under what State? N/A 

 
Claimed Presumptive? N/A 

 
Does Purchase Qualify? N/A 

 
If not, why? N/A 

 
 

State Presumption Is: 
# of Visits for a Non-Conformity? 4 or more  # of Days out of Service? 45 or more 

calendar days 
# of visits for a Safety Complaint? N/A # of Visits Total? N/A 
Must Complaint Continue to Exist? YES Final Repair/Arbitration Required? YES 
Time Period for filing a Claim? 4 YEARS FROM THE DATE THE 

ALLEGED DEFECT IS DISCOVERED 
 
 

 

 
Vehicle Service History (During Presumptive Period) is: 

# of Visits for a Non-Conformity? 3 - BRAKES # of Days out of Service? 5- BRAKES 
7- TOTAL 

# of visits for a Safety Complaint? N/A # of Visits Total? 4 
Complaint appears to Continue? YES 

 
Final Repair/Arbitration Complete? YES 

 
 
Does History appear Presumptive: NO – FRA did not take place 

within the presumption period 
 
 

Vehicle Service History (During Limited Warranty Period) is: 
# of Visits for a Non-Conformity? 6 – BRAKES # of Days out of Service? 7 
# of visits for a Safety Complaint? N/A # of Visits Total? 12 
Must Complaint Continue to Exist? YES 

 
Final Repair or Arbitration Req’d? YES 

 
 
Related Repairs beyond NVLW: NO 
Customer Pay? N/A If no, identify responsible party: N/A 
Additional Days out of Service? N/A Additional # of Repair Visits? N/A 
 
Other Considerations: YES 
Outcome/Findings of Arb/Final Repair: N/A 
Prior Goodwill/reimbursement: NO N/A 
Out of Pocket Expenses: NO N/A 
 



 
RECOMMENDATION AND RATIONALE: 
Reminder: This section must reflect the data and evaluations above. Take into consideration Field and Service 
Manager information and recommendations. 
 
Pertinent vehicle information provided by DVM/DSM/CAM:  
WE WILL NOT BE REPURCHASING OR REPLACING THE VEHICLE. CUST HAS BEEN TO SEVERAL 
DLRSHPS WITH CONCERNS THAT CANNOT BE DUPLICATED. BELIEVE THAT THE CUST HAS BUYERS 
REMORSE.  
Pertinent vehicle information provided by dealer Service Manager: 
SOUTH POINTE CHEVROLET SVC MGR KEVIN BENTON – CALLED ENGINEERING, THERE IS A 
BULLETIN, THOUGHT IT WAS THE CARRIAGE MOVING, LOOSENED THE CARRIAGE BOLTS. DROVE 
VEHICLE FOR A LONG TIME AND CONCERN DID NO LONGER EXIST. DROVE VEHICEL MYSELF AND 
HEARD THINGS IN THE BACKSEAT RUSTLING. SHE SAID IT DUPLICATED 6X WHILE SHE WAS 
DRIVING. WHEN SHE WAS GETTING THE VEHICLE TO “DUPLICATE” SHE WAS DOING PRETTY 
SHARP TURNS AND STOPS.  
 
Identify at least three main strengths of the customer’s case? 
FILED WITHIN TIME PERIOD 

Identify at least three main weaknesses of the customer’s case? 
3 REPAIRS TO BRAKES 
FRA NOT DONE 
 
Are there any considerations to be made under other applicable laws? (Explain in detail) 
N/A 

Recommendation: 
DENIAL 

Rationale: 
BRAKES AND ROTORS ARE MAINTENANCE ISSUE. DLRSHP BELIEVES THE CONCERNS ARE 
CUSTOMER CAUSED – LACK OF MAINTENANCE.  

Settlement/Defense Strategy: 

N/A 

 



 
HISTORY OF SETTLEMENT DISCUSSIONS – Applicable for Legal Cases Only 

Record all recommendation throughout the life of the case. Each offer or counter offer should be recorded in order to review case 
progression. 
*Trade Repurchase offers should specify Trade Retail, Trade Collateral, or Trade New Finance. 
*Add additional lines for additional offers/counter offers. 
Plaintiff’s Original Demand: 
Amount to Plaintiff/Atty: N/A 
Inclusive Offer: N/A 

 

Settlement Type: 
N/A 

Date: N/A 
N/A 

CRS Initial Offer: 
Amount to Plaintiff/Atty: N/A 
Inclusive Offer: N/A 
  

 

Settlement Type: 
N/A 

Date: N/A 
N/A 

Plaintiff Counter:: 
Amount to Plaintiff/Atty: N/A 
Inclusive Offer: N/A 

 

Settlement Type: 
N/A 

Date: N/A 
N/A 

CRS Counter: 
Amount to Plaintiff/Atty: N/A 
Inclusive Offer: N/A 

 

Settlement Type: 
N/A 

Date: N/A 
N/A 

PLAINTIFF Final Offer: 
Amount to Plaintiff/Atty: N/A 
Inclusive Offer: N/A 

 

Settlement Type: 
N/A 

Date: N/A 
N/A 

CRS Final Offer: 
Amount to Plaintiff/Atty: N/A 
Inclusive Offer: N/A 

 

Settlement Type: 
N/A 

Date: N/A 
N/A 



   
HISTORY OF SETTLEMENT DISCUSSIONS – Applicable for ADR Cases Only 
Record all recommendation throughout the life of the case. Each offer or counter offer should be recorded in order to review case 
progression. 
*Trade Repurchase offers should specify Trade Retail, Trade Collateral, or Trade New Finance. 
*Add additional lines for additional offers/counter offers. 
Recommendation of CRS: Arbitrate case: X Settle case:   N/A 
Settlement Type: DENIAL Attorney Fees (if applicable): 

$ N/A 
 

Recommendation of Field: Arbitrate case: X Settle case:   N/A 
Settlement Type: DENIAL 

 
Attorney Fees (if applicable): 
$ N/A 

Final Decision: Arbitrate case: X Settle case:   N/A 
Settlement Type: DENIAL Attorney Fees (if applicable): 

$ N/A 
 

   
TEAM LEAD APPROVING: Michelle Mock Date:1/05/09 

 



 

 

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. 


































































































































