
   
HISTORY OF SETTLEMENT DISCUSSIONS – 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:       Settle case:         
Settlement Type: {GW/Repurchase/Repair} Attorney Fees (if applicable): 

${Amount} 
 

   
Recommendation of Field: Arbitrate case:       Settle case:         
Settlement Type: {GW/Repurchase/Repair} 

 
Attorney Fees (if applicable): 
${Amount} 

   
Final Decision: Arbitrate case:       Settle case:         
Settlement Type: {GW/Repurchase Repair} 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. 







































March 7, 2011 
 

Richwood, TX 
 
 
Service Request: 71-598928510 
Customer Relationship Specialist: Jane West 
 
Dear  
 
Thank you for contacting us recently regarding the special coverage notice you received for your 2005 
Pontiac G6.  We apologize for any inconvenience you have experienced as a result of this special 
coverage. 
 
At Pontiac, we believe our customers have the right to expect long-term, reliable performance from our 
products.  There are, however, many variables that affect the life of the vehicle’s parts and appearance.  
Unfortunately, there are times when we identify a motor vehicle defect and release a special coverage 
notice to our loyal customers for their safety and satisfaction. 
 
We have reviewed your request for reimbursement on the steering column that you had repaired.  
Although we regret that we are unable to reimburse you the full amount you requested, we are happy to 
inform you that we will reimburse you for the amount that pertains to the special coverage.  We have 
enclosed a check in the amount of $100.00. 
 
At Pontiac, our commitment to customer satisfaction is a top priority.  We hope you understand our 
position.  If you have future questions, feel free to contact our Pontiac Customer Assistance Center at      
1-800-762-2737 Monday through Friday between 8:00 a.m. and 11:00 p.m., Eastern Time.  Please refer to 
your service request number above and any of our Customer Relationship Specialists will be happy to 
assist you. 
 
Sincerely,  
 
Pontiac Customer Assistance Center 
 
 
For more information regarding the maintenance and care of your vehicle, please visit 
www.mygmlink.com.  This free online service offers vehicle and ownership-related information and tools 
tailored to your specific vehicle. 
 
 



 
 

 

arlene.thomas-randol
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May 5, 2011 
 

Dickinson, TX   
 
 
 
Dear 
 
Thank you for your support of Chevrolet.  As we agreed, the necessary paperwork has been 
completed and forwarded to General Motors Protection Plan (GMPP) for the Smart Care plan on 
your 2008 Chevrolet Malibu, Vehicle Identification Number 1G1ZH57B08F   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: 71-766920016 
 
 
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
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May 5, 2011 
 

Boca Raton, FL
 
 
Service Request: 71-768102481 
 
 
Dear
 
We sincerely regret that you have experienced a concern with your vehicle.  Because you are a valued 
Pontiac customer, we are pleased to provide you with this Component Coverage Letter.  This coverage 
does not change the manufacturer’s warranty which came standard on your vehicle at the time of 
purchase. 
  
This Component Coverage Letter is valid for VIN 1G2ZH178364 and will begin on 2/10/2010 at 
45,523 miles and will continue until 2/10/2012 or 75,523 miles, whichever occurs first.     
 
The following Steering components will be covered: Gear housing and all internal parts; rack and 
pinion; power steering pump; steering shaft couplings; seals and gaskets; steering column; ignition 
switch; ignition lock cylinder; and steering wheel.. 
 
Pontiac will make repairs to correct any defects related to materials or workmanship on the items listed 
above during the coverage period specified.  Pontiac will not be responsible for conditions arising from 
tampering, abuse, physical damage, improper maintenance or normal wear and tear.  While this coverage 
is not transferable to any other vehicle, it is transferable to any subsequent owner of this vehicle 
(excluding vehicles sold or registered in California, New Hampshire or Vermont).   
 
Should your vehicle require repairs within the coverage period, present this letter to the Service Manager 
of an authorized Pontiac Dealership.  If you have 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 
 
ATTENTION:  DEALERSHIP SERVICE MANAGER 
Please H-route the claim to your Area Service Manager.  Retain a copy of this letter in the customer’s file 
and return the original to the customer. 
 
 











 
 
 
 
 
       
Issued by: Certificate No. 1G1ZS52F15F
Chevrolet  
 
Issue Date: May 5, 2011  
 
Issued exclusively for:  
 
 Newburgh, NY   
 
Valid through: November 23, 2010 
 
Amount: One Thousand Five Hundred Dollars and Zero Cents 
 ****$1,500.00**** 
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May 5, 2011 
 

Newburgh, NY 
 
 
 
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 2005 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: 71-769706024 
 













May 5, 2011 
 

Mahtomedi, MN  
 
 
 
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 2006 Pontiac G6, Vehicle Identification Number 1G2ZH158464   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: 71-773459652 
 
 
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. 
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Issued by: Certificate No. 1G1ZH57B98F  
Chevrolet  
 
Issue Date: May 6, 2011  
 
Issued exclusively for: 
  
 Perry, MI   
 
Valid through: November 25, 2010 
 
Amount: Eight Hundred Dollars and Zero Cents 
 ****$800.00**** 
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May 6, 2011 
 
 

 
Perry, MI
 
 
 
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 2008 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: 71-775546490 
 



January 28, 2010 
 
Susan Landgraf 
Weisberg & Meyers, LLC 
5025 N Central Ave Ste 602 
Phoenix, AZ 85012 
 
 
RE:  v. General Motors 

Service Request: 71-777480692 
2008 Chevrolet Malibu 
Vehicle Identification Number: 1G1ZH57B98F
Customer Relationship Specialist: Shera  

 
 
Dear Ms Landgraf: 
 
Enclosed please find a check in the amount of $4,500.00 made payable to  and 
Weisberg & Meyers LLC 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 
 
 
 
LG0062 
V10132009
 

arlene.thomas-randol
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RCMPR010               VEHICLE DELIVERY/INCENTIVE HISTORY             05/09/09
                       PROCESSING SOURCE: CHEVROLET                   12:02:21
                                                               PAGE:         1

VIN: 1G1ZH57B9 8F             SELLG SCE: 13   MDL YR: 08   ORD NO: MNKVX0

ODATE: 12/12/07 ORDER FAN:           OTYPE: 070  DLVY SS/SITE CD:    13  30712
DDATE: 03/31/08  DLVY FAN:           DTYPE: 016  SRVC TYPE:     MILEAGE:

DLVY DOE:  03/31/08  ORDER BY:
CANC:
CANC DOE:
TRADE:     03/11/08  DLVY TO:  
TRD DOE:   03/11/08            
SRVC IN:                       CORPUS CHRISTI                 TX 
SRVC OUT:            CANC SRVC IN:
BFSO ORD DT:               BFSO CUST:
PRICE ASSUR DT:            PRICE ASSUR RT:

                                 --INCENTIVES--

CODE  PAY  SS/SITE   INV/INC NO      DATE     AMOUNT      MTHD  DLR SHR    STAT
 FFC   01  13 30712  00034181957   04/02/08      34.81     OA       0.00     9

PROCESS TYPE:   001  CHECK NO:                   SSN:
DATA SCE:      DLVY  INC MEMO NO: 00034181957    AUTH PUR CD:
MISC DATE:           MISC:
POLICY PYMT CMNT:                                          ACTV TYPE: 6

CODE  PAY  SS/SITE   INV/INC NO      DATE     AMOUNT      MTHD  DLR SHR    STAT
 GSU   01  13 30712  00034181957   04/02/08     221.68     OA       0.00     9

PROCESS TYPE:   001  CHECK NO:                   SSN:
DATA SCE:      DLR   INC MEMO NO: 00034181957    AUTH PUR CD: 526818731
MISC DATE:           MISC:
POLICY PYMT CMNT:                                          ACTV TYPE: 6



2008 MALIBU 1LT                              GENERAL MOTORS CORPORATION
15U  SANDSTONE METALLIC             /L4G     & SUBSIDIARIES
34B  COCOA/CASHMERE                          RENAISSANCE CENTER
ORDER NO. MNKVX0/TRE      STOCK NO.          DETROIT      MI  48243-1114
VIN 1G1 ZH57 B9 8F                      VEHICLE INVOICE 1AD19394245
***************************************************************13*30072S
MODEL & FACTORY OPTIONS               MSRP    INV AMT  RETAIL - STOCK
1ZH69 MALIBU 1LT                  20630.00   19495.35  INVOICE 01/31/08
B86 BODY COLOR BODYSIDE MOLDINGS    150.00     124.50  SHIPPED 01/31/08
FE9 50-STATE EMISSIONS                 N/C        N/C  EXP I/T 02/12/08
LE5 ENGINE, 2.4L DOHC MFI              N/C        N/C  INT COM 02/12/08
MN5 4-SPEED AUTO TRANSMISSION         0.00       0.00  PRC EFF 01/31/08
VK3 FRONT LICENSE PLATE BRACKET       0.00       0.00  KEYS G3012 G3012
                                                       WFP-F QTR  OPT-1
                                                       BANK: GMAC - 005
                                                       CHG-TO    30-072

                                                       SHIP WT:  3377
                                                       HP:       19.3
                                                       GMS:     19796.45
                                                       SUPPLR:  20680.54
                                                       MRM:     21430.00
                                                       DAN:      1LT
                                                       MEMO      889.00

TOTAL MODEL & OPTIONS              20780.00  19619.85  ACT 231 19646.45
DESTINATION CHARGE                   650.00    650.00  H/B 261   623.40

TOTAL                              21430.00  20269.85  PAY 310 20269.85
MEMO: TOTAL LESS HOLDBACK AND
      APPROX WHOLESALE FINANCE CREDIT        19233.85
***********************************************************************
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
BRASHER-GUNN, INC.                       VIN 1G1ZH57B98F
                                         $  20269.85 INV  1AD19394245
                                         DUE 02/12/08  DEALER  30-072





















PRIVILEGED & CONFIDENTIAL - PREPARED FOR COUNSEL 
BRC CASE ASSESSMENT  

 
Latest Revision Date:  

 
 

All Fields Are Required 
(Do not delete or modify any sections of this form)  
 
SR: 71-777480692 GM Legal File / BBB Case No.:  {Number} 
By: Elisa Ortiz  BRC Legal Research Negotiator: {Negotiator Name} 
 
Customer Last Name:   
Only customer's last name to be recorded. Do not include first name. 

State: TX 
 

Vehicle ID No.:  
1G1ZH57B98F  

In Service Date: 
03/31/08 

Vehicle Purchased: 
New 

BAC Code: 
114898 
 

Year, Make & Model: 2008 Chevrolet Malibu Vehicle Purchased Used on: n/a 
 

Current Mileage: 21,250 Dealer Name : Allen Samuels 
Chevrolet  
 

Sale Type: Purchase X  Lease        Other       : N/A 
 

CAM Name: Paul B Rodarmer 
Phone Number: 972-443-2907 
 

Lien holder:   GMAC          OtherX  : Navy/Army Federal 
Credit Union 

DVM Name: Rose Crookston 
Phone/Cell Number: 972075-8021 
 

Purchase Price of Vehicle: $ 20,680.54  

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

DVM requests involvement?: Yes 

 
Attorney Involvement: Weisberg & Meyers, LLC 
Phone Number : 866-775-3666 
Fax Number : 866-317-2674 
 

 
Service Manager Name: Robert 
Treviño 
Phone Number : 361-884-5234 
 
 

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. 
N/A 
 

 
 

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

 
DVM/DSM Notified Regarding TAC Involvement? Yes 



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: 
     

                              
 

 Engine/Fuel/Exhaust 
       

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

10/12/09 345310 1 21250 C/S veh wont  start just cranks / open in fuel pump had 0 PSI fuel 
pressure had power and ground at pump L1200 2.00 – R&R gas tank and 
replace fuel pump module, sublet for repairs 

 
 Restraints 

       

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

                              

 
 Steering 

       

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

4/3/09 329991 6 14804 C/S the power steering light is on / see history  had C0545 stored had an 
intermit ten open in steering torque sensor E7680 1.30 ran chart for code 
found an intermitten open in steering torque sensor - replaced steering 
column and cleared code test drove operating to specs 
 
5 Day Rental 

05/04/09 332274 1 15792 C/S she still hears a clunk noise in steering in reverse and on turns / parts 
ordered 

05/09/09 332779 3 15910 C/S hearing a noise in the steering on turns / parts in, intermediate 
steering shaft popping – lubricate and reposition intermediate steering 
shaft, reposition I-shaft to correct noise per bulletin  
 
1 Day Rental (see RO 334344) 

08/13/09 340610 5 19500 C/S steering moves side to side at low speeds / internal short in power 
steering motor causing steering wheel to move while driving – replaced 
power steering motor assembly and recalibrate module with tech, cruise 
control not working 

10/12/09 345310 * 21250 C/S cruise control not working at times / parts in, steering wheel inflatable 
restraint module coil replacement – R&R steering wheel and replace sir 
coil assembly 

 
 Transmission 

       



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

                              
 

 Axle 
       

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

                              
 

 Body/Trim 
       

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

                              

 
 Chassis 

       

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

                              
 

 Electrical 
       

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

                              

 
 Glass 

       

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

                              

 
 HVAC 

       

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

                              

 
 Paint 

       

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

                              

 
 Suspension 

       

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

                              

 
 Wheel/Tires 

       

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

                              
 

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

4/3/09 329991 * 14804 999 Recall campaign  
 

 Other 
       



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

4/3/09 329991 * 14804 LOF 
 
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) N 
Did you confirm your answer with the dealer/Customer (if 
ADR)/attorney (if Legal)? (Y or N) 

Y 

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

 
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) N/A 
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) N 
 
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 

n/a 

 
Have you confirmed modification with the dealership? (Y or N) Y 
 
PERTINENT FACTS FROM All SR’s RELATED TO THIS VIN: 
Concern: No other files found 
Date & Offer/Result: {TEXT} 
 
Concern: {TEXT} 
Date & Offer/Result: {TEXT} 
 
Concern: {TEXT} 
Date & Offer/Result: {TEXT} 



 
BBB PROGRAM SUMMARY ASSESSMENT: 
(Note: This section only applicable for ADR cases) 
 
What State is BBB Case Filed In? {State} 
 
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: 
{Eligibility Detail} 

 
 
Unique GM Program Summary Requirements for Repairs/Reimbursement for Past Repairs in 
Applicable State: 
{Eligibility Detail} 

 



 
Customer/Plaintiff Seeks: 
{Remedy Sought – include offset if noted} 
 

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. 
{Text} 

 
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? {Number} # of Days out of Service? {Number} 
# of visits for a Safety Complaint? {Number} # of Visits Total? {Number} 
Must Complaint Continue to Exist? {Yes or No} Final Repair/Arbitration Required? {Yes or No} 
Time Period for filing a Claim? {Rights Period / Months/Miles}  

 
 

 
Vehicle Service History (During Presumptive Period) is: 

# of Visits for a Non-Conformity? {Number} # of Days out of Service? {Number} 
# of visits for a Safety Complaint? {Number} # of Visits Total? {Number} 
Complaint appears to Continue? {Yes or No} 

 
Final Repair/Arbitration Complete? {Yes or No} 

 
 
Does History appear Presumptive: {Yes or No} 

 
 

Vehicle Service History (During Limited Warranty Period) is: 
# of Visits for a Non-Conformity? {Number} # of Days out of Service? {Number} 
# of visits for a Safety Complaint? {Number} # of Visits Total? {Number} 
Must Complaint Continue to Exist? {Yes or No} 

 
Final Repair or Arbitration Req’d? {Yes or No} 

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



 
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:  
{TEXT} 

Pertinent vehicle information provided by dealer Service Manager: 
Svc Mgr advsd the FFOM Rose Crookston has come out to the dlrship and met with cust and dlr 
unable to determine cause  

Identify at least three main strengths of the customer’s case? 
{TEXT} 

Identify at least three main weaknesses of the customer’s case? 
{TEXT} 

Are there any considerations to be made under other applicable laws? (Explain in detail) 
{TEXT} 

Recommendation: 
{TEXT} 

Rationale: 
{TEXT} 

Settlement/Defense Strategy: 

{TEXT} 

 



 
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 Intial 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:       Settle case:         
Settlement Type: {GW/Repurchase/Repair} Attorney Fees (if applicable): 

${Amount} 
 

Recommendation of Field: Arbitrate case:       Settle case:         
Settlement Type: {GW/Repurchase/Repair} 

 
Attorney Fees (if applicable): 
${Amount} 

Final Decision: Arbitrate case:       Settle case:         
Settlement Type: {GW/Repurchase Repair} 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. 











PRIVILEGED & CONFIDENTIAL - PREPARED FOR COUNSEL 
BRC CASE ASSESSMENT  

 
Latest Revision Date:  

 
 

All Fields Are Required 
(Do not delete or modify any sections of this form)  
 
SR: 71-777480692 GM Legal File / BBB Case No.:  NA 
By: Elisa Ortiz  BRC Legal Research Negotiator: Mary Schwartz 
 
Customer Last Name:   
Only customer's last name to be recorded. Do not include first name. 

State: TX 
 

Vehicle ID No.:  
1G1ZH57B98F  

In Service Date: 
03/31/08 

Vehicle Purchased: 
New 

BAC Code: 
114898 
 

Year, Make & Model: 2008 Chevrolet Malibu Vehicle Purchased Used on: n/a 
 

Current Mileage: 21,250 Dealer Name : Allen Samuels 
Chevrolet  
 

Sale Type: Purchase X  Lease        Other       : N/A 
 

CAM Name: Paul B Rodarmer 
Phone Number: 972-443-2907 
 

Lien holder:   GMAC          OtherX  : Navy/Army Federal 
Credit Union 

DVM Name: Rose Crookston 
Phone/Cell Number: 972075-8021 
 

Purchase Price of Vehicle: $ 20,680.54  

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

DVM requests involvement?: Yes 

 
Attorney Involvement: Weisberg & Meyers, LLC 
Phone Number : 866-775-3666 
Fax Number : 866-317-2674 
 

 
Service Manager Name: Robert 
Treviño 
Phone Number : 361-884-5234 
 
 

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. 
N/A 
 

 
 

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

 
DVM/DSM Notified Regarding TAC Involvement? Yes 



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: 
     

                              
 

 Engine/Fuel/Exhaust 
       

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

10/12/09 345310 1 21250 C/S veh wont  start just cranks / open in fuel pump had 0 PSI fuel 
pressure had power and ground at pump L1200 2.00 – R&R gas tank and 
replace fuel pump module, sublet for repairs 

 
 Restraints 

       

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

                              

 
 Steering 

       

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

4/3/09 329991 6 14804 C/S the power steering light is on / see history  had C0545 stored had an 
intermit ten open in steering torque sensor E7680 1.30 ran chart for code 
found an intermitten open in steering torque sensor - replaced steering 
column and cleared code test drove operating to specs 
 
5 Day Rental 

05/04/09 332274 1 15792 C/S she still hears a clunk noise in steering in reverse and on turns / parts 
ordered 

05/09/09 332779 3 15910 C/S hearing a noise in the steering on turns / parts in, intermediate 
steering shaft popping – lubricate and reposition intermediate steering 
shaft, reposition I-shaft to correct noise per bulletin  
 
1 Day Rental (see RO 334344) 

08/13/09 340610 5 19500 C/S steering moves side to side at low speeds / internal short in power 
steering motor causing steering wheel to move while driving – replaced 
power steering motor assembly and recalibrate module with tech, cruise 
control not working 

10/12/09 345310 * 21250 C/S cruise control not working at times / parts in, steering wheel inflatable 
restraint module coil replacement – R&R steering wheel and replace sir 
coil assembly 

 
 Transmission 

       



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

                              
 

 Axle 
       

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

                              
 

 Body/Trim 
       

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

                              

 
 Chassis 

       

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

                              
 

 Electrical 
       

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

                              

 
 Glass 

       

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

                              

 
 HVAC 

       

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

                              

 
 Paint 

       

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

                              

 
 Suspension 

       

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

                              

 
 Wheel/Tires 

       

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

                              
 

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

4/3/09 329991 * 14804 999 Recall campaign  
 

 Other 
       



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

4/3/09 329991 * 14804 LOF 
 
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) N 
Did you confirm your answer with the dealer/Customer (if 
ADR)/attorney (if Legal)? (Y or N) 

Y 

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

 
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) N/A 
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) N 
 
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 

n/a 

 
Have you confirmed modification with the dealership? (Y or N) Y 
 
PERTINENT FACTS FROM All SR’s RELATED TO THIS VIN: 
Concern: No other files found 
Date & Offer/Result: {TEXT} 
 
Concern: {TEXT} 
Date & Offer/Result: {TEXT} 
 
Concern: {TEXT} 
Date & Offer/Result: {TEXT} 



 
BBB PROGRAM SUMMARY ASSESSMENT: 
(Note: This section only applicable for ADR cases) 
 
What State is BBB Case Filed In? {State} 
 
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: 
{Eligibility Detail} 

 
 
Unique GM Program Summary Requirements for Repairs/Reimbursement for Past Repairs in 
Applicable State: 
{Eligibility Detail} 

 



 
Customer/Plaintiff Seeks: 
Repurchase 
 

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. 
Non-conformities constitute violations of both Federal and State law, as do the inordinate amount of 
unsuccessful repair attempts to cure the same.   
 
 
Note: This section only applicable for Legal cases 
Is Lemon Law Pled/Alleged?: Yes 

 
Under what State? Tx 

 
Claimed Presumptive? Yes 

 
Does Purchase Qualify? Yes 

 
If not, why? NA 

 
 

State Presumption Is: 
# of Visits for a Non-Conformity? 4 # of Days out of Service? 30 
# of visits for a Safety Complaint? 2 # of Visits Total? 4 
Must Complaint Continue to Exist? Yes Final Repair/Arbitration Required? Yes 
Time Period for filing a Claim? Two of the repair attempts must be made within 12 months or 

12,000 miles, whichever comes first,  The two other repair 
attempts must be made within 12 months or 12,000 miles 
immediately following the date of the 2nd repair 

 
Vehicle Service History (During Presumptive Period) is: 

# of Visits for a Non-Conformity? 4 # of Days out of Service? 16 
# of visits for a Safety Complaint? 0 # of Visits Total? 5 
Complaint appears to Continue? Unknown 

 
Final Repair/Arbitration Complete? No 

 
 
Does History appear Presumptive: NO 

 
 

Vehicle Service History (During Limited Warranty Period) is: 
# of Visits for a Non-Conformity? 4 # of Days out of Service? 0 
# of visits for a Safety Complaint? 0 # of Visits Total? 5 
Must Complaint Continue to Exist? NA 

 
Final Repair or Arbitration Req’d? NA 

 
 
Related Repairs beyond NVLW: NONE 
Customer Pay? NA If no, identify responsible party: NA 
Additional Days out of Service? NA Additional # of Repair Visits? NA 
 
Other Considerations: NO 
Outcome/Findings of Arb/Final Repair: NA 
Prior Goodwill/reimbursement: NA NA 
Out of Pocket Expenses: NA NA 
 



 
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:  
No information received from DVM 

Pertinent vehicle information provided by dealer Service Manager: 
Svc Mgr advsd the FFOM Rose Crookston has come out to the dlrship and met with cust and dlr 
unable to determine cause  

Identify at least three main strengths of the customer’s case? 
{TEXT} 

Identify at least three main weaknesses of the customer’s case? 
{TEXT} 

Are there any considerations to be made under other applicable laws? (Explain in detail) 
{TEXT} 

Recommendation: 
 
$ 20,680.54 
10% $2,068  15% $3,100  20% $4,135 
Rationale: 
Demand is for Tx DTPA, Fed Mag Moss, State LL and UCC.  Vehicle has been out of service for a 
total of 16 days with 4 steering issues(1 pwr steering lite on, 2 steering noise, R&R steering wheel) 
and engine no start issue.  1st steering wheel issue began at 14,804 miles and therefore does not 
appear to be presumptive.  CRS recommends cash settlement of up to $4,000 due to 4 steering 
issues.   
Settlement/Defense Strategy: 

{TEXT} 

 



 
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 Intial 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:       Settle case:         
Settlement Type: {GW/Repurchase/Repair} Attorney Fees (if applicable): 

${Amount} 
 

Recommendation of Field: Arbitrate case:       Settle case:         
Settlement Type: {GW/Repurchase/Repair} 

 
Attorney Fees (if applicable): 
${Amount} 

Final Decision: Arbitrate case:       Settle case:         
Settlement Type: {GW/Repurchase Repair} 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. 















 
 
 

        VIA FAX ONLY 
December 21, 2009 
 
Susan Landgraf, Esq. 
Weisberg & Meyers, LLC 
5025 N Central Ave 
Phoenix, AZ 85012 
 
RE:   
 Service Request: 71-777480692 

2008 Chevrolet Malibu 
 Vehicle Identification Number: 1G1ZH57B98F
 Customer Relationship Specialist: Mary  
 
Dear Ms. Landgraf: 
 
We regret that your client(s) is dissatisfied with his 2008 Chevrolet Malibu and that several attempts by 
the dealer to resolve the concerns have not met your client(s) expectations.  General Motors takes great 
pride in the service we provide to our customers, and we apologize for any inconvenience and frustration 
experienced by your client(s). 
 
After careful review of this case, General Motors would like to make the following voluntary settlement 
offer for all defendants.  This offer is being made in an effort to reach an early resolution that will be 
equitable to your client(s) and reinforce General Motors’ commitment to its customers. General Motors 
requests you make this offer available to your client(s) at the earliest possible opportunity. 
 
A cash settlement of $3,000.00. 
 
The above offer is inclusive of any and all costs, fees, expenses, and attorney’s fees, known or unknown, 
that are associated with the above-referenced vehicle and is contingent upon receipt of a copy of the 
current registration (valid for at least 30 days beyond the date this letter is signed by your client) to show 
proof of ownership. 
 
Your client(s) would retain the vehicle.   
 
If this offer is acceptable to your client(s), please have your client(s) sign this offer letter as well as the 
attached release and return them to us at the fax number shown on the fax cover sheet.  This offer is good 
for 10 calendar days from the date of this letter.  If your client(s) do not agree with the terms of this offer, 
we ask that you contact us immediately to further discuss resolution of this matter.   
 
Furthermore, this settlement offer is contingent upon General Motors receiving a completed W-9 
containing your Federal Tax ID.  Failure to return the W-9 will result in a delay of processing this offer.  
To assist in ensuring the security of this information, the W-9 form needs to be faxed back to 
GM separately from all other settlement documents.  The W-9 form can be downloaded from the IRS 
website at www.irs.gov.  In addition, the IRS website will provide instructions for completing the W-9. 
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Please refer to the service request number above when contacting our Business Resource Center at 1-800-
231-1841 Monday through Friday between 8:00 a.m. and 5:00 p.m., Eastern Time.   
 
Sincerely, 
 
General Motors 
 
 
cc:  FILE 
 
LG0044 
V10142009 
 
Attach. 
 
 
 
 
_____________________________________ 
  Odometer 
 
_____________________________________ ____________________________________ 

Client’s Signature    Client’s Signature 
 
_____________________________________ ____________________________________ 

Date       Date 
 









RELEASE OF CLAIM 
 
I,  (hereinafter referred to as “Releasor(s)”), on behalf of myself/ourselves and my/our 
assigns, heirs and executors, in consideration of $3,000.00 paid by General Motors Company, hereby 
release(s) and discharge(s) General Motors Corporation, Motors Liquidation Company, General Motors 
Company,  their subsidiaries, their authorized independent dealers, any designers and suppliers of 
vehicles, parts and components that are distributed by them, and their respective agents and employees 
(hereinafter referred to as "Releasees") from any and all claims, causes of action, demands, damages, and 
claims for attorney’s fees and costs which directly or indirectly arise from, are related to, or are in any 
way associated with the purchase, repair, maintenance, operation, alteration, or use of Releasor(s) 2008 
Chevrolet Malibu bearing Vehicle Identification Number 1G1ZH57B98F (“Subject Vehicle”), 
including but not limited to any claims based on any alleged defects in the subject vehicle.  This Release 
of Claim shall not be construed to release any of the above named persons or entities from any liability 
regarding claims of personal injury or products liability arising out of the use or operation of the Subject 
Vehicle after the date of execution of this release.  Notwithstanding the above, General Motors Company 
agrees to honor the remaining term of the manufacturer’s express limited warranty and any applicable 
GM Protection Plans which accompanied the sale of the subject vehicle.  If Releasor(s) has/have initiated 
any court, arbitration or other proceeding against Releasees, Releasor(s) immediately will dismiss the 
proceeding with prejudice.         
 
The subject vehicle’s mileage is                              on the date of the signing of this release. 
 
Releasor(s) has/have carefully read and understand(s) this release.  Releasor(s) agree(s) and 
acknowledge(s) that this Release constitutes the entire agreement between Releasor(s) and Releasees, 
and Releasor(s) is/are not relying on any representations, promises or inducements other than those stated 
in this release. 
 
               PLEASE READ CAREFULLY BEFORE SIGNING.  BY SIGNING THIS RELEASE, 
YOU ARE SIGNIFYING THAT YOU HAVE READ IT, UNDERSTAND IT, AND AGREE TO 
ITS TERMS. 
 
                I/We agree to the terms of this Release of All Claims 
 
 
DATE SIGNED: ___________________     
 
______________________________________     _________________________________ 
  Claimant’s Signature     Claimant’s Signature 
 
______________________________________   _________________________________ 
             Address              Address 
 
______________________________________ _________________________________ 
    City, State, Zip Code       City, State, Zip Code 
 
 
 
STATE OF ____________________ 

COUNTY OF ___________________ 



 

              Sworn to (or affirmed) and subscribed before me this ________ day of _____________, 20____, 
by      

                                            _______________________________________________ 
     Signature of Notary Public          
 
 

                         _______________________________________________  
                          Print, type or stamp Commissioned Name of Notary Public 

 
                                             Personally Known __________OR Produced identification __________ 
                                              
           Type of identification _____________________________ 
 
           My commission expires: ___________________________  
 
 
CC:  File 
 
 
 
LG0024 
V6302006
 











 
 
 

        VIA FAX ONLY 
December 30, 2009 
 
Susan Landgraf, Esq. 
Weisberg & Meyers, LLC 
5025 N Central Ave 
Phoenix, AZ 85012 
 
RE:   
 Service Request: 71-777480692 

2008 Chevrolet Malibu 
 Vehicle Identification Number: 1G1ZH57B98F
 Customer Relationship Specialist: Mary  
 
Dear Ms. Landgraf: 
 
We regret that your client(s) is dissatisfied with his 2008 Chevrolet Malibu and that several attempts by 
the dealer to resolve the concerns have not met your client(s) expectations.  General Motors takes great 
pride in the service we provide to our customers, and we apologize for any inconvenience and frustration 
experienced by your client(s). 
 
After careful review of this case, General Motors would like to make the following voluntary settlement 
offer for all defendants.  This offer is being made in an effort to reach an early resolution that will be 
equitable to your client(s) and reinforce General Motors’ commitment to its customers. General Motors 
requests you make this offer available to your client(s) at the earliest possible opportunity. 
 
A cash settlement of $4,000.00. 
 
The above offer is inclusive of any and all costs, fees, expenses, and attorney’s fees, known or unknown, 
that are associated with the above-referenced vehicle and is contingent upon receipt of a copy of the 
current registration (valid for at least 30 days beyond the date this letter is signed by your client) to show 
proof of ownership. 
 
Your client(s) would retain the vehicle.   
 
If this offer is acceptable to your client(s), please have your client(s) sign this offer letter as well as the 
attached release and return them to us at the fax number shown on the fax cover sheet.  This offer is good 
for 10 calendar days from the date of this letter.  If your client(s) do not agree with the terms of this offer, 
we ask that you contact us immediately to further discuss resolution of this matter.   
 
Furthermore, this settlement offer is contingent upon General Motors receiving a completed W-9 
containing your Federal Tax ID.  Failure to return the W-9 will result in a delay of processing this offer.  
To assist in ensuring the security of this information, the W-9 form needs to be faxed back to 
GM separately from all other settlement documents.  The W-9 form can be downloaded from the IRS 
website at www.irs.gov.  In addition, the IRS website will provide instructions for completing the W-9. 
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Please refer to the service request number above when contacting our Business Resource Center at 1-800-
231-1841 Monday through Friday between 8:00 a.m. and 5:00 p.m., Eastern Time.   
 
Sincerely, 
 
General Motors 
 
 
cc:  FILE 
 
LG0044 
V10142009 
 
Attach. 
 
 
 
 
_____________________________________ 
  Odometer 
 
_____________________________________ ____________________________________ 

Client’s Signature    Client’s Signature 
 
_____________________________________ ____________________________________ 

Date       Date 
 
 











RELEASE OF CLAIM 
 
I,   (hereinafter referred to as “Releasor(s)”), on behalf of myself/ourselves and my/our 
assigns, heirs and executors, in consideration of $4,000.00 paid by General Motors Company, hereby 
release(s) and discharge(s) General Motors Corporation, Motors Liquidation Company, General Motors 
Company,  their subsidiaries, their authorized independent dealers, any designers and suppliers of 
vehicles, parts and components that are distributed by them, and their respective agents and employees 
(hereinafter referred to as "Releasees") from any and all claims, causes of action, demands, damages, and 
claims for attorney’s fees and costs which directly or indirectly arise from, are related to, or are in any 
way associated with the purchase, repair, maintenance, operation, alteration, or use of Releasor(s) 2008 
Chevrolet Malibu bearing Vehicle Identification Number 1G1ZH57B98F (“Subject Vehicle”), 
including but not limited to any claims based on any alleged defects in the subject vehicle.  This Release 
of Claim shall not be construed to release any of the above named persons or entities from any liability 
regarding claims of personal injury or products liability arising out of the use or operation of the Subject 
Vehicle after the date of execution of this release.  Notwithstanding the above, General Motors Company 
agrees to honor the remaining term of the manufacturer’s express limited warranty and any applicable 
GM Protection Plans which accompanied the sale of the subject vehicle.  If Releasor(s) has/have initiated 
any court, arbitration or other proceeding against Releasees, Releasor(s) immediately will dismiss the 
proceeding with prejudice.         
 
The subject vehicle’s mileage is                              on the date of the signing of this release. 
 
Releasor(s) has/have carefully read and understand(s) this release.  Releasor(s) agree(s) and 
acknowledge(s) that this Release constitutes the entire agreement between Releasor(s) and Releasees, 
and Releasor(s) is/are not relying on any representations, promises or inducements other than those stated 
in this release. 
 
               PLEASE READ CAREFULLY BEFORE SIGNING.  BY SIGNING THIS RELEASE, 
YOU ARE SIGNIFYING THAT YOU HAVE READ IT, UNDERSTAND IT, AND AGREE TO 
ITS TERMS. 
 
                I/We agree to the terms of this Release of All Claims 
 
 
DATE SIGNED: ___________________     
 
______________________________________     _________________________________ 
  Claimant’s Signature     Claimant’s Signature 
 
______________________________________   _________________________________ 
             Address              Address 
 
______________________________________ _________________________________ 
    City, State, Zip Code       City, State, Zip Code 
 
 
 
STATE OF ____________________ 

COUNTY OF ___________________ 



 

              Sworn to (or affirmed) and subscribed before me this ________ day of _____________, 20____, 
by      

                                            _______________________________________________ 
     Signature of Notary Public          
 
 

                         _______________________________________________  
                          Print, type or stamp Commissioned Name of Notary Public 

 
                                             Personally Known __________OR Produced identification __________ 
                                              
           Type of identification _____________________________ 
 
           My commission expires: ___________________________  
 
 
CC:  File 
 
 
 
LG0024 
V6302006
 













PRIVILEGED & CONFIDENTIAL - PREPARED FOR COUNSEL 
BRC CASE ASSESSMENT  

 
Latest Revision Date:  

 
 

All Fields Are Required 
(Do not delete or modify any sections of this form)  
 
SR: 71-777480692 GM Legal File / BBB Case No.:  NA 
By: Elisa Ortiz  BRC Legal Research Negotiator: Mary Schwartz 
 
Customer Last Name:   
Only customer's last name to be recorded. Do not include first name. 

State: TX 
 

Vehicle ID No.:  
1G1ZH57B98F  

In Service Date: 
03/31/08 

Vehicle Purchased: 
New 

BAC Code: 
114898 
 

Year, Make & Model: 2008 Chevrolet Malibu Vehicle Purchased Used on: n/a 
 

Current Mileage: 21,250 Dealer Name : Allen Samuels 
Chevrolet  
 

Sale Type: Purchase X  Lease        Other       : N/A 
 

CAM Name: Paul B Rodarmer 
Phone Number: 972-443-2907 
 

Lien holder:   GMAC          OtherX  : Navy/Army Federal 
Credit Union 

DVM Name: Rose Crookston 
Phone/Cell Number: 972075-8021 
 

Purchase Price of Vehicle: $ 20,680.54  

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

DVM requests involvement?: Yes 

 
Attorney Involvement: Weisberg & Meyers, LLC 
Phone Number : 866-775-3666 
Fax Number : 866-317-2674 
 

 
Service Manager Name: Robert 
Treviño 
Phone Number : 361-884-5234 
 
 

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. 
N/A 
 

 
 

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

 
DVM/DSM Notified Regarding TAC Involvement? Yes 



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: 
     

                              
 

 Engine/Fuel/Exhaust 
       

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

10/12/09 345310 1 21250 C/S veh wont  start just cranks / open in fuel pump had 0 PSI fuel 
pressure had power and ground at pump L1200 2.00 – R&R gas tank and 
replace fuel pump module, sublet for repairs 

 
 Restraints 

       

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

                              

 
 Steering 

       

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

4/3/09 329991 6 14804 C/S the power steering light is on / see history  had C0545 stored had an 
intermit ten open in steering torque sensor E7680 1.30 ran chart for code 
found an intermitten open in steering torque sensor - replaced steering 
column and cleared code test drove operating to specs 
 
5 Day Rental 

05/04/09 332274 1 15792 C/S she still hears a clunk noise in steering in reverse and on turns / parts 
ordered 

05/09/09 332779 3 15910 C/S hearing a noise in the steering on turns / parts in, intermediate 
steering shaft popping – lubricate and reposition intermediate steering 
shaft, reposition I-shaft to correct noise per bulletin  
 
1 Day Rental (see RO 334344) 

08/13/09 340610 5 19500 C/S steering moves side to side at low speeds / internal short in power 
steering motor causing steering wheel to move while driving – replaced 
power steering motor assembly and recalibrate module with tech, cruise 
control not working 

10/12/09 345310 * 21250 C/S cruise control not working at times / parts in, steering wheel inflatable 
restraint module coil replacement – R&R steering wheel and replace sir 
coil assembly 

 
 Transmission 

       



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

                              
 

 Axle 
       

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

                              
 

 Body/Trim 
       

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

                              

 
 Chassis 

       

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

                              
 

 Electrical 
       

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

                              

 
 Glass 

       

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

                              

 
 HVAC 

       

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

                              

 
 Paint 

       

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

                              

 
 Suspension 

       

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

                              

 
 Wheel/Tires 

       

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

                              
 

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

4/3/09 329991 * 14804 999 Recall campaign  
 

 Other 
       



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

4/3/09 329991 * 14804 LOF 
 
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) N 
Did you confirm your answer with the dealer/Customer (if 
ADR)/attorney (if Legal)? (Y or N) 

Y 

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

 
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) N/A 
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) N 
 
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 

n/a 

 
Have you confirmed modification with the dealership? (Y or N) Y 
 
PERTINENT FACTS FROM All SR’s RELATED TO THIS VIN: 
Concern: No other files found 
Date & Offer/Result: {TEXT} 
 
Concern: {TEXT} 
Date & Offer/Result: {TEXT} 
 
Concern: {TEXT} 
Date & Offer/Result: {TEXT} 



 
BBB PROGRAM SUMMARY ASSESSMENT: 
(Note: This section only applicable for ADR cases) 
 
What State is BBB Case Filed In? {State} 
 
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: 
{Eligibility Detail} 

 
 
Unique GM Program Summary Requirements for Repairs/Reimbursement for Past Repairs in 
Applicable State: 
{Eligibility Detail} 

 



 
Customer/Plaintiff Seeks: 
Repurchase 
 

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. 
Non-conformities constitute violations of both Federal and State law, as do the inordinate amount of 
unsuccessful repair attempts to cure the same.   
 
 
Note: This section only applicable for Legal cases 
Is Lemon Law Pled/Alleged?: Yes 

 
Under what State? Tx 

 
Claimed Presumptive? Yes 

 
Does Purchase Qualify? Yes 

 
If not, why? NA 

 
 

State Presumption Is: 
# of Visits for a Non-Conformity? 4 # of Days out of Service? 30 
# of visits for a Safety Complaint? 2 # of Visits Total? 4 
Must Complaint Continue to Exist? Yes Final Repair/Arbitration Required? Yes 
Time Period for filing a Claim? Two of the repair attempts must be made within 12 months or 

12,000 miles, whichever comes first,  The two other repair 
attempts must be made within 12 months or 12,000 miles 
immediately following the date of the 2nd repair 

 
Vehicle Service History (During Presumptive Period) is: 

# of Visits for a Non-Conformity? 4 # of Days out of Service? 16 
# of visits for a Safety Complaint? 0 # of Visits Total? 5 
Complaint appears to Continue? Unknown 

 
Final Repair/Arbitration Complete? No 

 
 
Does History appear Presumptive: NO 

 
 

Vehicle Service History (During Limited Warranty Period) is: 
# of Visits for a Non-Conformity? 4 # of Days out of Service? 0 
# of visits for a Safety Complaint? 0 # of Visits Total? 5 
Must Complaint Continue to Exist? NA 

 
Final Repair or Arbitration Req’d? NA 

 
 
Related Repairs beyond NVLW: NONE 
Customer Pay? NA If no, identify responsible party: NA 
Additional Days out of Service? NA Additional # of Repair Visits? NA 
 
Other Considerations: NO 
Outcome/Findings of Arb/Final Repair: NA 
Prior Goodwill/reimbursement: NA NA 
Out of Pocket Expenses: NA NA 
 



 
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:  
No information received from DVM 

Pertinent vehicle information provided by dealer Service Manager: 
Svc Mgr advsd the FFOM Rose Crookston has come out to the dlrship and met with cust and dlr 
unable to determine cause  

Identify at least three main strengths of the customer’s case? 
{TEXT} 

Identify at least three main weaknesses of the customer’s case? 
{TEXT} 

Are there any considerations to be made under other applicable laws? (Explain in detail) 
{TEXT} 

Recommendation: 
CRS recommends cash settlement of up to $4,000 
 
1/6/09  CRS recommends offer of $4,500 to settle case. 
 
$ 20,680.54 
10% $2,068  15% $3,100  20% $4,135 
Rationale: 
Demand is for Tx DTPA, Fed Mag Moss, State LL and UCC.  Vehicle has been out of service for a 
total of 16 days with 4 steering issues(1 pwr steering lite on, 2 steering noise, R&R steering wheel) 
and engine no start issue.  1st steering wheel issue began at 14,804 miles and therefore does not 
appear to be presumptive.  CRS recommends cash settlement of up to $4,000 due to 4 steering 
issues.   
 
1/6/09  Recd counterdemand of $4,500 from attorney.  CRS recommends offer of $4,500 to settle 
case. 
Settlement/Defense Strategy: 

{TEXT} 

 



 
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: NA 
Inclusive Offer: NA 

 

Settlement Type: 
Repurchase 

Date: 11/11/09 
Countered 

CRS Intial Offer: 
Amount to Plaintiff/Atty: NA 
Inclusive Offer: $2,000.00 
  

 

Settlement Type: 
Cash Settlement 
Date: 12/10/09 

Countered 

Plaintiff Counter:: 
Amount to Plaintiff/Atty: NA 
Inclusive Offer: $5,500 

 

Settlement Type: 
Cash Settlement 
Date: 12/21/09 

Countered 

CRS Counter: 
Amount to Plaintiff/Atty: NA 
Inclusive Offer: $3,000 

 

Settlement Type: 
Cash Settlement 
Date: 12/21/09 

Countered 

Plaintiff Counter:: 
Amount to Plaintiff/Atty: NA 
Inclusive Offer: $5,000 

 

Settlement Type: 
Cash Settlement 
Date: 12/24/09 

Countered 

CRS Counter: 
Amount to Plaintiff/Atty: NA 
Inclusive Offer: $4,000 

 

Settlement Type: 
Cash Settlement 
Date: 12/30/09 

Countered 

PLAINTIFF Final Offer: 
Amount to Plaintiff/Atty: NA 
Inclusive Offer: $4,500 

 

Settlement Type: 
Cash Settlement 

Date: 1/5/10 
{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:       Settle case:         
Settlement Type: {GW/Repurchase/Repair} Attorney Fees (if applicable): 

${Amount} 
 

Recommendation of Field: Arbitrate case:       Settle case:         
Settlement Type: {GW/Repurchase/Repair} 

 
Attorney Fees (if applicable): 
${Amount} 

Final Decision: Arbitrate case:       Settle case:         
Settlement Type: {GW/Repurchase Repair} 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. 



 
 
 

        VIA FAX ONLY 
January 7, 2010 
 
Susan Landgraf, Esq. 
Weisberg & Meyers, LLC 
5025 N Central Ave 
Phoenix, AZ 85012 
 
RE:   
 Service Request: 71-777480692 

2008 Chevrolet Malibu 
 Vehicle Identification Number: 1G1ZH57B98F
 Customer Relationship Specialist: Mary  
 
Dear Ms. Landgraf: 
 
We regret that your client(s) is dissatisfied with his 2008 Chevrolet Malibu and that several attempts by 
the dealer to resolve the concerns have not met your client(s) expectations.  General Motors takes great 
pride in the service we provide to our customers, and we apologize for any inconvenience and frustration 
experienced by your client(s). 
 
After careful review of this case, General Motors would like to make the following voluntary settlement 
offer for all defendants.  This offer is being made in an effort to reach an early resolution that will be 
equitable to your client(s) and reinforce General Motors’ commitment to its customers. General Motors 
requests you make this offer available to your client(s) at the earliest possible opportunity. 
 
A cash settlement of $4,500.00. 
 
The above offer is inclusive of any and all costs, fees, expenses, and attorney’s fees, known or unknown, 
that are associated with the above-referenced vehicle and is contingent upon receipt of a copy of the 
current registration (valid for at least 30 days beyond the date this letter is signed by your client) to show 
proof of ownership. 
 
Your client(s) would retain the vehicle.   
 
If this offer is acceptable to your client(s), please have your client(s) sign this offer letter as well as the 
attached release and return them to us at the fax number shown on the fax cover sheet.  This offer is good 
for 10 calendar days from the date of this letter.  If your client(s) do not agree with the terms of this offer, 
we ask that you contact us immediately to further discuss resolution of this matter.   
 
Furthermore, this settlement offer is contingent upon General Motors receiving a completed W-9 
containing your Federal Tax ID.  Failure to return the W-9 will result in a delay of processing this offer.  
To assist in ensuring the security of this information, the W-9 form needs to be faxed back to 
GM separately from all other settlement documents.  The W-9 form can be downloaded from the IRS 
website at www.irs.gov.  In addition, the IRS website will provide instructions for completing the W-9. 
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Please refer to the service request number above when contacting our Business Resource Center at 1-800-
231-1841 Monday through Friday between 8:00 a.m. and 5:00 p.m., Eastern Time.   
 
Sincerely, 
 
General Motors 
 
 
cc:  FILE 
 
LG0044 
V10142009 
 
Attach. 
 
 
 
 
_____________________________________ 
  Odometer 
 
_____________________________________ ____________________________________ 

Client’s Signature    Client’s Signature 
 
_____________________________________ ____________________________________ 

Date       Date 
 















RELEASE OF CLAIM 
 
I,   (hereinafter referred to as “Releasor(s)”), on behalf of myself/ourselves and my/our 
assigns, heirs and executors, in consideration of $4,500.00 paid by General Motors Company, hereby 
release(s) and discharge(s) General Motors Corporation, Motors Liquidation Company, General Motors 
Company,  their subsidiaries, their authorized independent dealers, any designers and suppliers of 
vehicles, parts and components that are distributed by them, and their respective agents and employees 
(hereinafter referred to as "Releasees") from any and all claims, causes of action, demands, damages, and 
claims for attorney’s fees and costs which directly or indirectly arise from, are related to, or are in any 
way associated with the purchase, repair, maintenance, operation, alteration, or use of Releasor(s) 2008 
Chevrolet Malibu bearing Vehicle Identification Number 1G1ZH57B98F (“Subject Vehicle”), 
including but not limited to any claims based on any alleged defects in the subject vehicle.  This Release 
of Claim shall not be construed to release any of the above named persons or entities from any liability 
regarding claims of personal injury or products liability arising out of the use or operation of the Subject 
Vehicle after the date of execution of this release.  Notwithstanding the above, General Motors Company 
agrees to honor the remaining term of the manufacturer’s express limited warranty and any applicable 
GM Protection Plans which accompanied the sale of the subject vehicle.  If Releasor(s) has/have initiated 
any court, arbitration or other proceeding against Releasees, Releasor(s) immediately will dismiss the 
proceeding with prejudice.         
 
The subject vehicle’s mileage is                              on the date of the signing of this release. 
 
Releasor(s) has/have carefully read and understand(s) this release.  Releasor(s) agree(s) and 
acknowledge(s) that this Release constitutes the entire agreement between Releasor(s) and Releasees, 
and Releasor(s) is/are not relying on any representations, promises or inducements other than those stated 
in this release. 
 
               PLEASE READ CAREFULLY BEFORE SIGNING.  BY SIGNING THIS RELEASE, 
YOU ARE SIGNIFYING THAT YOU HAVE READ IT, UNDERSTAND IT, AND AGREE TO 
ITS TERMS. 
 
                I/We agree to the terms of this Release of All Claims 
 
 
DATE SIGNED: ___________________     
 
______________________________________     _________________________________ 
  Claimant’s Signature     Claimant’s Signature 
 
______________________________________   _________________________________ 
             Address              Address 
 
______________________________________ _________________________________ 
    City, State, Zip Code       City, State, Zip Code 
 
 
 
STATE OF ____________________ 

COUNTY OF ___________________ 



 

              Sworn to (or affirmed) and subscribed before me this ________ day of _____________, 20____, 
by      

                                            _______________________________________________ 
     Signature of Notary Public          
 
 

                         _______________________________________________  
                          Print, type or stamp Commissioned Name of Notary Public 

 
                                             Personally Known __________OR Produced identification __________ 
                                              
           Type of identification _____________________________ 
 
           My commission expires: ___________________________  
 
 
CC:  File 
 
 
 
LG0024 
V6302006
 



































PRIVILEGED & CONFIDENTIAL - PREPARED FOR COUNSEL 
BRC CASE ASSESSMENT  

 
Latest Revision Date:  

 
 

All Fields Are Required 
(Do not delete or modify any sections of this form)  
 
SR: 71-777480692 GM Legal File / BBB Case No.:  NA 
By: Elisa Ortiz  BRC Legal Research Negotiator: Mary Schwartz 
 
Customer Last Name:   
Only customer's last name to be recorded. Do not include first name. 

State: TX 
 

Vehicle ID No.:  
1G1ZH57B98F  

In Service Date: 
03/31/08 

Vehicle Purchased: 
New 

BAC Code: 
114898 
 

Year, Make & Model: 2008 Chevrolet Malibu Vehicle Purchased Used on: n/a 
 

Current Mileage: 21,250 Dealer Name : Allen Samuels 
Chevrolet  
 

Sale Type: Purchase X  Lease        Other       : N/A 
 

CAM Name: Paul B Rodarmer 
Phone Number: 972-443-2907 
 

Lien holder:   GMAC          OtherX  : Navy/Army Federal 
Credit Union 

DVM Name: Rose Crookston 
Phone/Cell Number: 972075-8021 
 

Purchase Price of Vehicle: $ 20,680.54  

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

DVM requests involvement?: Yes 

 
Attorney Involvement: Weisberg & Meyers, LLC 
Phone Number : 866-775-3666 
Fax Number : 866-317-2674 
 

 
Service Manager Name: Robert 
Treviño 
Phone Number : 361-884-5234 
 
 

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. 
N/A 
 

 
 

If TAC was contacted, what did they say? (Include TAC case #) N/A 
Svc mgr not aware of TAC contact but the Dlr advsd cust has met with FFOM Rose Crookston 

 
If TAC was NOT contacted, why?  (Ask Dealership) DVM/DSM MUST be notified if TAC has not been involved, 
regardless of dealership explanation. 
N/A 

 
DVM/DSM Notified Regarding TAC Involvement? Yes 



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: 
     

                              
 

 Engine/Fuel/Exhaust 
       

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

10/12/09 345310 1 21250 C/S veh wont  start just cranks / open in fuel pump had 0 PSI fuel 
pressure had power and ground at pump L1200 2.00 – R&R gas tank and 
replace fuel pump module, sublet for repairs 

 
 Restraints 

       

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

                              

 
 Steering 

       

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

4/3/09 329991 6 14804 C/S the power steering light is on / see history  had C0545 stored had an 
intermit ten open in steering torque sensor E7680 1.30 ran chart for code 
found an intermitten open in steering torque sensor - replaced steering 
column and cleared code test drove operating to specs 
 
5 Day Rental 

05/04/09 332274 1 15792 C/S she still hears a clunk noise in steering in reverse and on turns / parts 
ordered 

05/09/09 332779 3 15910 C/S hearing a noise in the steering on turns / parts in, intermediate 
steering shaft popping – lubricate and reposition intermediate steering 
shaft, reposition I-shaft to correct noise per bulletin  
 
1 Day Rental (see RO 334344) 

08/13/09 340610 5 19500 C/S steering moves side to side at low speeds / internal short in power 
steering motor causing steering wheel to move while driving – replaced 
power steering motor assembly and recalibrate module with tech, cruise 
control not working 

10/12/09 345310 * 21250 C/S cruise control not working at times / parts in, steering wheel inflatable 
restraint module coil replacement – R&R steering wheel and replace sir 
coil assembly 

 
 Transmission 

       



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

                              
 

 Axle 
       

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

                              
 

 Body/Trim 
       

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

                              

 
 Chassis 

       

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

                              
 

 Electrical 
       

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

                              

 
 Glass 

       

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

                              

 
 HVAC 

       

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

                              

 
 Paint 

       

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

                              

 
 Suspension 

       

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

                              

 
 Wheel/Tires 

       

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

                              
 

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

4/3/09 329991 * 14804 999 Recall campaign  
 

 Other 
       



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

4/3/09 329991 * 14804 LOF 
 
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) N 
Did you confirm your answer with the dealer/Customer (if 
ADR)/attorney (if Legal)? (Y or N) 

Y 

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

 
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) N/A 
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) N 
 
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 

n/a 

 
Have you confirmed modification with the dealership? (Y or N) Y 
 
PERTINENT FACTS FROM All SR’s RELATED TO THIS VIN: 
Concern: No other files found 
Date & Offer/Result: {TEXT} 
 
Concern: {TEXT} 
Date & Offer/Result: {TEXT} 
 
Concern: {TEXT} 
Date & Offer/Result: {TEXT} 



 
BBB PROGRAM SUMMARY ASSESSMENT: 
(Note: This section only applicable for ADR cases) 
 
What State is BBB Case Filed In? {State} 
 
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: 
{Eligibility Detail} 

 
 
Unique GM Program Summary Requirements for Repairs/Reimbursement for Past Repairs in 
Applicable State: 
{Eligibility Detail} 

 



 
Customer/Plaintiff Seeks: 
Repurchase 
 

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. 
Non-conformities constitute violations of both Federal and State law, as do the inordinate amount of 
unsuccessful repair attempts to cure the same.   
 
 
Note: This section only applicable for Legal cases 
Is Lemon Law Pled/Alleged?: Yes 

 
Under what State? Tx 

 
Claimed Presumptive? Yes 

 
Does Purchase Qualify? Yes 

 
If not, why? NA 

 
 

State Presumption Is: 
# of Visits for a Non-Conformity? 4 # of Days out of Service? 30 
# of visits for a Safety Complaint? 2 # of Visits Total? 4 
Must Complaint Continue to Exist? Yes Final Repair/Arbitration Required? Yes 
Time Period for filing a Claim? Two of the repair attempts must be made within 12 months or 

12,000 miles, whichever comes first,  The two other repair 
attempts must be made within 12 months or 12,000 miles 
immediately following the date of the 2nd repair 

 
Vehicle Service History (During Presumptive Period) is: 

# of Visits for a Non-Conformity? 4 # of Days out of Service? 16 
# of visits for a Safety Complaint? 0 # of Visits Total? 5 
Complaint appears to Continue? Unknown 

 
Final Repair/Arbitration Complete? No 

 
 
Does History appear Presumptive: NO 

 
 

Vehicle Service History (During Limited Warranty Period) is: 
# of Visits for a Non-Conformity? 4 # of Days out of Service? 0 
# of visits for a Safety Complaint? 0 # of Visits Total? 5 
Must Complaint Continue to Exist? NA 

 
Final Repair or Arbitration Req’d? NA 

 
 
Related Repairs beyond NVLW: NONE 
Customer Pay? NA If no, identify responsible party: NA 
Additional Days out of Service? NA Additional # of Repair Visits? NA 
 
Other Considerations: NO 
Outcome/Findings of Arb/Final Repair: NA 
Prior Goodwill/reimbursement: NA NA 
Out of Pocket Expenses: NA NA 
 



 
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:  
No information received from DVM 

Pertinent vehicle information provided by dealer Service Manager: 
Svc Mgr advsd the FFOM Rose Crookston has come out to the dlrship and met with cust and dlr 
unable to determine cause  

Identify at least three main strengths of the customer’s case? 
Vehicle had 4 steering issues 
Vehicle appears to meet Mag Moss 

Identify at least three main weaknesses of the customer’s case? 
Vehicle does not appear to be presumptive 
Vehicle has been out of service for a total of 14 days 

Are there any considerations to be made under other applicable laws? (Explain in detail) 
None 

Recommendation: 
CRS recommends cash settlement of up to $4,000 
 
1/6/09  CRS recommends offer of $4,500 to settle case. 
 
CASE SETTLED FOR $4,500 
 
$ 20,680.54 
10% $2,068  15% $3,100  20% $4,135 
Rationale: 
Demand is for Tx DTPA, Fed Mag Moss, State LL and UCC.  Vehicle has been out of service for a 
total of 16 days with 4 steering issues(1 pwr steering lite on, 2 steering noise, R&R steering wheel) 
and engine no start issue.  1st steering wheel issue began at 14,804 miles and therefore does not 
appear to be presumptive.  CRS recommends cash settlement of up to $4,000 due to 4 steering 
issues.   
 
1/6/09  Recd counterdemand of $4,500 from attorney.  CRS recommends offer of $4,500 to settle 
case. 
Settlement/Defense Strategy: 

Cash settlement 

 



 
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: NA 
Inclusive Offer: NA 

 

Settlement Type: 
Repurchase 

Date: 11/11/09 
Countered 

CRS Intial Offer: 
Amount to Plaintiff/Atty: NA 
Inclusive Offer: $2,000.00 
  

 

Settlement Type: 
Cash Settlement 
Date: 12/10/09 

Countered 

Plaintiff Counter:: 
Amount to Plaintiff/Atty: NA 
Inclusive Offer: $5,500 

 

Settlement Type: 
Cash Settlement 
Date: 12/21/09 

Countered 

CRS Counter: 
Amount to Plaintiff/Atty: NA 
Inclusive Offer: $3,000 

 

Settlement Type: 
Cash Settlement 
Date: 12/21/09 

Countered 

Plaintiff Counter:: 
Amount to Plaintiff/Atty: NA 
Inclusive Offer: $5,000 

 

Settlement Type: 
Cash Settlement 
Date: 12/24/09 

Countered 

CRS Counter: 
Amount to Plaintiff/Atty: NA 
Inclusive Offer: $4,000 

 

Settlement Type: 
Cash Settlement 
Date: 12/30/09 

Countered 

PLAINTIFF Final Offer: 
Amount to Plaintiff/Atty: NA 
Inclusive Offer: $4,500 

 

Settlement Type: 
Cash Settlement 

Date: 1/5/10 
Accepted 

CRS Final Offer: 
Amount to Plaintiff/Atty: NA 
Inclusive Offer: $4,500 

 

Settlement Type: 
Cash Settlement 

Date: 1/7/10 
Accepted 



   
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:       Settle case:         
Settlement Type: {GW/Repurchase/Repair} Attorney Fees (if applicable): 

${Amount} 
 

Recommendation of Field: Arbitrate case:       Settle case:         
Settlement Type: {GW/Repurchase/Repair} 

 
Attorney Fees (if applicable): 
${Amount} 

Final Decision: Arbitrate case:       Settle case:         
Settlement Type: {GW/Repurchase Repair} 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. 
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May 6, 2011 
 

Streamwood, IL
 
 
Dear 
 
We sincerely regret that you have experienced a concern with your vehicle.  Because you are a valued 
Chevrolet customer, we are pleased to provide you with this Component Coverage Letter.  This coverage 
does not change the manufacturer’s warranty which came standard on your vehicle at the time of 
purchase. 
  
This Component Coverage Letter is valid for VIN 1G1ZT52805F  and will begin on November 
27, 2009 at 25,000 miles and will continue until November 27, 2010 or 40,000 miles, whichever occurs 
first. 
 
The following Steering components will be covered: Gear housing and all internal parts; rack and 
pinion; power steering pump; steering shaft couplings; seals and gaskets; steering column; ignition 
switch; ignition lock cylinder; and steering wheel.. 
 
Chevrolet will make repairs to correct any defects related to materials or workmanship on the items listed 
above during the coverage period specified.  Chevrolet will not be responsible for conditions arising from 
tampering, abuse, physical damage, improper maintenance or normal wear and tear.  While this coverage 
is not transferable to any other vehicle, it is transferable to any subsequent owner of this vehicle 
(excluding vehicles sold or registered in California, New Hampshire or Vermont). 
 
Should your vehicle require repairs within the coverage period, present this letter to the Service Manager 
of an authorized Chevrolet Dealership.  If you have any future questions, please call us at  
1-800-222-1020. Any of our Customer Relationship Specialists will be happy to assist you. 
 
Sincerely,  
 
Chevrolet Customer Assistance Center 
Service Request 71-777608324 
 
ATTENTION:  DEALERSHIP SERVICE MANAGER 
Please H-route the claim to your Area Service Manager.  Retain a copy of this letter in the customer’s file 
and return the original to the customer. 
 
 



 
 
 
 
 
       
Issued by: Certificate No. 1G1ZT62885F
Chevrolet  
 
Issue Date: May 6, 2011  
 
Issued exclusively for: 
 
 West Haven, CT   
 
Valid through: February 10, 2011 
 
Amount: One Thousand  Dollars and Zero Cents 
 ****$1,000.00**** 
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May 6, 2011 
 

West Haven, CT   
 
 
 
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 2005 Malibu MAXX 
and trust you will give us the opportunity to retain you as a valued Chevrolet customer.  Should 
you have any questions regarding General Motors’ products and current incentives, please call 
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: 71-779115726 
 









 
 
 
 
 
       
Issued by: Certificate No. 1G1ZT62885F  
Chevrolet  
 
Issue Date: February 10, 2010  
 
Issued exclusively for: 
  
 West Haven, CT   
 
Valid through: February 10, 2011 
 
Amount: One Thousand  Dollars and Zero Cents 
 ****$1,000.00**** 
 
 
 
 



February 10, 2010 
 

West Haven, CT   
 
 
 
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 2005 Malibu MAXX 
and trust you will give us the opportunity to retain you as a valued Chevrolet customer.  Should 
you have any questions regarding General Motors’ products and current incentives, please call 
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: 71-779115726 
 



May 9, 2011 
 
 
 

 
C/O 

Chicago, IL
 
Service request: 71-779530829 
Vehicle Identification Number: 1G1ZH57B48F  
Customer Relationship Specialist: Crystal  
 
Dear : 
 
Thank you for allowing us the opportunity to review the product allegation involving your 2008 
Chevrolet Malibu.  Unfortunately, our attempts to reach you by phone on 11/25/2009 at 3:46 PM, 
11/27/2009 at 12:02 PM, and 11/27/2009 at 4:46 PM were unsuccessful.    
 
Therefore, we will not be able to take any further action regarding your concern until we have an 
opportunity to discuss this with you.  We will continue to hold your file open for 10 days.   
 
Please contact our Business Resource Center at 1-800-231-1841 Monday through Friday between 
8:00 a.m. and 5:00 p.m., Eastern Time.  Please refer to your service request number above when 
calling. 
 
Sincerely, 
 
General Motors 
 
cc:  FILE 
 
 
PA0005 
V10202009
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PRIVILEGED & CONFIDENTIAL - PREPARED FOR COUNSEL 
BRC CASE ASSESSMENT  

 
Latest Revision Date: 11/30/09 

 
 

All Fields Are Required 
(Do not delete or modify any sections of this form)  
 
SR: 71-771543623 GM Legal File / BBB Case No.:  CHV0949165 
By: Crystal McIntyre-BRC ADR Negotiator:  
 
Customer Last Name:   
Only customer's last name to be recorded. Do not include first name. 

State: Florida 
 

Vehicle ID No.:  
 
1G1ZH57B48F  

In Service Date: 
03/21/08 

Vehicle Purchased: 
New 

BAC Code: 
166420 
 

Year, Make & Model: 2008 Chevrolet Malibu Vehicle Purchased Used on: NA at 
odometer NA 
 

Current Mileage: 21,000 Dealer Name : Starling Chevrolet 
Sale Type: Purchase X  Lease        Other       : {Type} 
 

CAM Name: Wes Preece 
Phone Number: 678-240-9832 
 

Lien holder:   GMACX     Other       : {Name} DVM Name: Bruce Christianson 
Phone/Cell Number: 404-082-8131 
 

Purchase Price of Vehicle: $ 20,463.45  

Was TAC contacted for this vehicle (Y/N)? : Yes 
 

DVM requests involvement?: Yes 

 
Attorney Involvement: Matthew Kiverts  /Krohn & Moss 
Phone Number : 312-578-9428 
Fax Number : 866-431-5576 
 

 
Service Manager Name: Jim Cokos 
Phone Number : 407-892-5144 
 
 

Are there additional field personnel involved? If Yes, List the name, including role (DVM, DSM, etc.) 
and phone number. Repeat as necessary. 
NA 
 
Are there additional dealerships involved? If Yes, List the dealership name, contact name, and phone 
number. Repeat as necessary. 
NA 
 

 
 

If TAC was contacted, what did they say? (Include TAC case #) 
TAC case #10886330 (Dan West)-Replaced module case #10886330 (Dan West). Power steering motor/ 
module replace. Operation #E8434, add 0.3 diag.  Replace power steering assist motor 
 
If TAC was NOT contacted, why?  (Ask Dealership) DVM/DSM MUST be notified if TAC has not been involved, 
regardless of dealership explanation. 
NA 

 
DVM/DSM Notified Regarding TAC Involvement? Yes 



 
 
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.  
 
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. 
 

 Steering 
       

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

4/24/09 25465 1 13,584 C/S power steering went out  
DLR adv: Found DTC C0545-00 due to failing torque sensor signal #2.  
DLR repaired: Steering column assembly replace. Operation #E7680, add 
0.3 adjust pedal, add 0.2 elec. motor, add 0.3 OLD for diag. 

     
5/26/09 26377 2 14,877 C/S steering hard. 

DLR repaired: Recalibrated steering module. Test drove vehicle 35 miles. 
Vehicle never acted up when tested after the calibration.  
 

     
6/04/09 26632 2 15,295 C/S steering jerks at times 

DLR adv: Recalibrated power steering motor to fix concern. Vehicle still 
acted up after calibration.  
DLR repaired: Replaced module case #10886330 (Dan West). Power 
steering motor/ module replace. Operation #E8434, add 0.3 diag.   
 
Replace power steering assist motor 
TAC case #10886330 (Dan West) 

     
7/11/09 27707 5 16,687 C/S steering wheel shakes at times  

DLR adv: Found steering wheel shaking and working against driver.  
DLR repaired: Replaced steering column per case #10886330 (Mr. 
Ratcliff). Steering column replace. Operation #E7680, add 0.2 electric 
motor, add 0.3 electric pedal.  

 
 Electrical 

       

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

7/11/09 27707 * 16,687 C/S  RKE FOB inop  
DLR adv: Transmitter inoperative due to broken battery clip on circuit 
board  
DLR repaired: Replace remote control door lock transmitter 

 
 Body 

       

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

7/11/09 27707 * 16,687 C/S water leak in right rear of vehicle  
DLR adv: Sublet information RR rear seat right side, removed door panel 
DLR repaired: Sealed vapor barriers, sealed all door panel fasteners. 
Remove and refit upper window run channel 
 
Cost $88.94. 



 
 

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

11/06/08 20597 * 8,421 Recall 08102 – Inspect wheel covers and replace if required 
 
 
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)?  
NA 

 
Are the RO's attached if the vehicle was in an accident? (Y or N) NA 
Has the customer filed any insurances claims on this Vehicle? (Y or N) NA 
If Yes obtain the following information below  
   
Insurance Company: NA  
   
Insurance Rep : NA  
(First and Last Name) 
 

  

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

  

Claim # NA  
  
Did Insurance Company refer customer to GM? (Y or N)   NA 
  
If Yes. Did the insurance company deny the claim? (Y or N) NA 
 
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. 

 

NA 
 
Have you confirmed modification with the dealership? (Y or N) Yes 
 
PERTINENT FACTS FROM All SR’s RELATED TO THIS VIN: 
Concern: FRA opened 11/5/09 - SR 71-773781430 – FRA request for the Defective steering, power 
steering going out, difficulty turning steering wheel, the jerking of the steering wheel, the noise and the shacking of the 
steering wheel. And water leak in the rear right area of the veh.  Customer took the vehicle in but the customer and the 
dealer were unable to duplicate any of the concerns so there’s not much more that we can do.. I am closing my file since the 
FRA was done on 11/24/09.  File closed 11/25.    
 
CONCERN:  Steering – Legal File SR# 71-771543623 



 
BBB PROGRAM SUMMARY ASSESSMENT: 
(Note: This section only applicable for ADR cases) 
 
What State is BBB Case Filed In? Florida 
 
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: 
Eligible for all remedies 

 
 
Unique GM Program Summary Requirements for Repairs/Reimbursement for Past Repairs in 
Applicable State: 
Eligible for all remedies 

 



 
Customer/Plaintiff Seeks: 
Vehicle repurchased and attorney fee’s 
 

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. 
4 repair attempts and concern still exist 

 
Note: This section only applicable for Legal cases 
Is Lemon Law Pled/Alleged?:  
Under what State?  

 
Claimed Presumptive?  

 
Does Purchase Qualify?  If not, why?  
 

State Presumption Is: 
# of Visits for a Non-Conformity? 3 repairs-

same issue 
plus FRA 

# of Days out of Service? 30 days for all 
issues 

# 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? 24 months + 60 days   

 
 

 
Vehicle Service History (During Presumptive Period) is: 

# of Visits for a Non-Conformity? Steering-4 
Elect-1 
Body-1 

# of Days out of Service? 10 

# of visits for a Safety Complaint? NA Total # of Visits? 5 
Complaint appears to Continue? NO 

 
Final Repair/Arbitration Complete? Yes 

 
Does History appear Presumptive: Yes 

 
 

Vehicle Service History (During Limited Warranty Period) is: 
# of Visits for a Non-Conformity? Steering-4 

Elect-1 
Body-1 

# of Days out of Service? 10 

# of visits for a Safety Complaint? NA Total # of Visits? 5 
Must Complaint Continue to Exist? YES 

 
Final Repair or Arbitration Req’d? YES 

 
 
Related Repairs beyond NVLW: NO – still under warranty 
Customer Pay? {Yes or No} If no, identify responsible party: {Payee} 
Additional Days out of Service? {Number} Additional # of Repair Visits? {Number} 
 
Other Considerations: NO 
Outcome/Findings of Arb/Final Repair: {Date and Summary} 
Prior Goodwill/reimbursement: {Yes or No} {Date and Summary} 
Out of Pocket Expenses: {Yes or No} {Date and Summary} 
 



 
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:  
 

Pertinent vehicle information provided by dealer Service Manager: 
 

Identify at least three main strengths of the customer’s case? 
1.  4 repairs for steering (3 different concerns – 2 replacement of steering column, 1 recalibrated 
steering module & 1 replacement of Power Steering assist motor) 
2. Customer sts concern still exist 
 
Identify at least three main weaknesses of the customer’s case? 
1.  10 days out of service 
2.  No concerns appear to be current during FRA 
 
Are there any considerations to be made under other applicable laws? (Explain in detail) 
No 

Recommendation: 
 

Rationale: 
Although 4 repairs were made to steering, it appears that all issues were resolved.  Minimal days 
out of service (10 total). Vehicle does not appear to have suffered from substantial loss of use, 
value or safety and non-conformities no longer exist.  CRS does not feel this is a repurchase 
situation.  FRA took place 11/24 – no duplication of issues.   
Settlement/Defense Strategy: 

{TEXT} 

 



 
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 Intial 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:       Settle case:         
Settlement Type: {GW/Repurchase/Repair} Attorney Fees (if applicable): 

${Amount} 
 

Recommendation of Field: Arbitrate case:       Settle case:         
Settlement Type: {GW/Repurchase/Repair} 

 
Attorney Fees (if applicable): 
${Amount} 

Final Decision: Arbitrate case:       Settle case:         
Settlement Type: {GW/Repurchase Repair} Attorney Fees (if applicable): 

${Amount} 
 

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

 
 



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

 
Customer Request # 71-779530829 BBB # 

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

 
(+) 20164.00 

 
MSRP: (From BARS Invoice) 

 
(-) 21890.00 

 
DIFFERENCE: 

  
(=)  -1726.00  

  
 
TRADE ALLOWANCE:  (from dealer Bill of Sale) 

 
(+) 500.00 

 
Include vehicle retail, accessories and mileage adjustment figures, and attach NADA pages to file. 
NADA Retail Value for:  
VEHICLE:   1995 Chevrolet Monte Carlo-No NADA info Available 
ACCESSORIES:     
MILEAGE ADJUSTMENT: 161,514 

 
 
 
 
(-) NA 

 
OVER ALLOWANCE: (Trade more than NADA) 

  
(=)  NA        

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

  
(=) NA    

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

    
(+)  20164.00 

 
GM CARD POINTS:  

     
    DO NOT INCLUDE 

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

  
 
 
 
 
(-) NA 
               

 
OVERALLOWANCE: (From above) 

  
(-) NA 

 
NEGATIVE EQUITY: (If NOT shown in contract)) 

  
(-) NA 

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

      
   (=) 20400.00 

 



















































Case Number: 162045

Originator Name: Patricia Spacek 866-790-5700 21338 patricia_spacek@gmexpert.com
Created Date: 12/29/2009
Vehicle Info

*VIN: 1G1ZH57B48F MSRP: 21890.0 *TAC #: 10886330
Year: 2008 Make: Chevrolet Model: Malibu
Vehicle Comments & TAC Explanation:

Replace Powqer steering assist motor

* Repurchase Mileage: 25000Original Purchase Date: 03/21/2008
* Original Purchase Condition: NewVehicle Owner(s)

Entity Type Person 
* Names(s) on Title: * Title State: FL
* Primary Owner:
* Address
* City St. Cloud * State FL * ZIP Code:
* Day Phone: * Home Phone: * Cell Phone:
* E-mail: * Fax Phone:

* Reason Repurchase Replaced 2 steering columns which were inoperative, replaced module for varial effort system due to lack of power, 
replaced steering wheel module due to vibration and excessive effort, replace inoperative remote controld door lock 
transmitter

UCC Codes (N4602) Electrical - Power Keyless Remote Lock System - Inoperative
(M2209) Steering - Variable Effort System - Power - Lack of
(M4007) Steering - Wheel / Touch Controls - Vibration / Balance
(M4105) Steering - Column / Ignition Lock / Parts - Inoperative

Repurchasing Dealer: -
* Dealer #: 242070 Dealer Name: STARLING CHEVROLET-CADILLAC, LLC
Region: 30 District: 3315
* Phone: (407) 892-5144 Fax: (407) 957-4828
* Contact Name: Jim Cokos * Contact Title: Svc. Dir E-Mail:

Repair
* Contact Name: * Contact Title:

Vehicle Location: -

Customer's Attorney
Legal Case Ref. #: Tax Id: 364065555 Tax Id Type: Fed ID
Firm Name: Krohn & Moss, Ltd. Contact: Matthew Kiverts 1099: N
Address: 120 W. Madison Street 10t..
City: Chicago State: IL Zip Code: 60602
Phone: (312) 578-9428 Fax: (866) 431-5576 E-mail: mkiverts@consumerlawce..

Local Counsel
Firm Name: Contact Person:
Address:
City: State: Zip Code:
Phone: Fax: E-mail:

December 29, 2009 Page 1 of 2



Case Number: 162045

Originator Name: Patricia Spacek 866-790-5700 21338 patricia_spacek@gmexpert.com
Created Date: 12/29/2009
Vehicle Lien Holder

Type of Secured Interest: Standard Lien * Company: GMAC Account #: 029911821018
Payoff Amount: 8702.7 Per Diem: 0.0 Payoff Date: 2010-01-23
Contact or Attention: Payment Services Address 6716 Grade Ln., Bldg. 9, S..
City Louisville State KY ZIP Code: 40213
Day Phone: (800) 200-4622 Fax: E-mail:

Transaction Details
Siebel Request #: 71771543623 * Disposition: Auction Trans. State: FL
* Trans. Type: Straight Trans. Source: Early Res - NISM - Vol Mediated 
Compliance Type: Compliance Date:
* Closing Date: 2010-01-12 Money to Dealer: 0.0 Money to Manuf.: 0.0

Repurchase Vehicle
Replacement VIN:

Disposition:
* Processing Instructions: Customer's address on the signed Release of Claim and vehicle registration is the correct address.  

Title has customer's old address on it.

Disbursement(s)
Payment Type Payee Payee Line 2 Amount 
Lien Payoff
Joint Customer/Attorney Repurchase

GMAC
Krohn & Moss, Ltd.

8702.7
14188.78
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March 7, 2011 
 

South Bend, IN  
 
 
Service Request: 71-598989459 
Customer Relationship Specialist: Michael Brent  
 
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 $588.05. 
 
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.
 

















 
 
 
 
 
       
Issued by: Certificate No. 1G1ZT62865F
Chevrolet  
 
Issue Date: May 9, 2011  
 
Issued exclusively for: 
 
 Orlando, Florida   
 
Valid through: 12/15/2010 
 
Amount: A thousand dollars 
 ****$1,000.00**** 
 
 
 
 

Arlene.Thomas-Randol
New Stamp



May 9, 2011 
 
 

 

Orlando, Florida   
 
 
 
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 2005 Malibu MAXX 
and trust you will give us the opportunity to retain you as a valued Chevrolet customer.  Should 
you have any questions regarding General Motors’ products and current incentives, please call 
our Marketing Support department at 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: 71-780095598 
 



Arlene.Thomas-Randol
New Stamp









 
 
 
 
 
       
Issued by: Certificate No. 1G1ZT61816F
Chevrolet  
 
Issue Date: May 9, 2011  
 
Issued exclusively for:  
 
 Dansville, NY  
 
Valid through: December 22, 2010 
 
Amount: Two Thousand  Dollars and Zero Cents 
 ****$2,000.00**** 
 
 
 
 

Arlene.Thomas-Randol
New Stamp



May 9, 2011 
 
 

 
Dansville, NY   
 
 
 
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 MAXX 
and trust you will give us the opportunity to retain you as a valued Chevrolet customer.  Should 
you have any questions regarding General Motors’ products and current incentives, please call 
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: 71-781439141 
 



Arlene.Thomas-Randol
New Stamp









May 9, 2011 
 

Rockledge, FL 
 
 
Dear  
 
Thank you for contacting us recently regarding the recall or special coverage notice you received 
for your 2005 Chevrolet Malibu.  We apologize for any inconvenience you have experienced. 
 
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 performance.  There are times when we identify a motor vehicle defect and release a recall 
or special coverage notice to our loyal customers for their safety and satisfaction. 
 
We have reviewed your request for reimbursement and regret that we are unable to reimburse 
you the amount requested.  The reason (s) for this decision is:  
 

• The repair that was performed is not the repair covered by the special coverage. 
 
At Chevrolet, our commitment to customer satisfaction is a top priority.  We hope you 
understand our position.  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: 71-782396389 
 



May 9, 2011 
 

Burbank, IL  
 
 
Dear , 
 
We have received your request for assistance, but have been unable to contact you using the 
telephone number provided or any listed in our records.  
 
If your situation has been resolved to your satisfaction, no further action is necessary,    If it has 
not, we invite you call us at 1-800-762-2737.  Please refer to the service request number listed 
below when you reach our representative.  
 
Total customer satisfaction is important to us at Pontiac.  If we can be of any assistance, please 
don’t hesitate to email us using the Contact Us link at Pontiac.com or call us at 1-800-762-2737.   
 
Sincerely,  
 
Pontiac Customer Assistance Center 
Service Request Number: 71-784219924 
 
 
 

Arlene.Thomas-Randol
New Stamp



May 9, 2011 
 
 

  
Burbank, IL  60459 
 
 
Dear  
 
We have received your request for assistance, but have been unable to contact you using the 
telephone number provided or any listed in our records.  
 
If your situation has been resolved to your satisfaction, no further action is necessary,    If it has 
not, we invite you call us at 1-800-762-2737.  Please refer to the service request number listed 
below when you reach our representative.  
 
Total customer satisfaction is important to us at Pontiac.  If we can be of any assistance, please 
don’t hesitate to email us using the Contact Us link at Pontiac.com or call us at 1-800-762-2737.   
 
Sincerely,  
 
Pontiac Customer Assistance Center 
Service Request Number: 71-784219924 
 
 
 



May 9, 2011 
 
 

  
Burbank, IL
 
 
Dear  
 
We have received your request for assistance, but have been unable to contact you using the 
telephone number provided or any listed in our records.  
 
If your situation has been resolved to your satisfaction, no further action is necessary,    If it has 
not, we invite you call us at 1-800-762-2737.  Please refer to the service request number listed 
below when you reach our representative.  
 
Total customer satisfaction is important to us at Pontiac.  If we can be of any assistance, please 
don’t hesitate to email us using the Contact Us link at Pontiac.com or call us at 1-800-762-2737.   
 
Sincerely,  
 
Pontiac Customer Assistance Center 
Service Request Number: 71-784219924 
 
 
 



23 de febrero de 2010 
 

Arecibo, PR
 
 
Ref.: vs. General Motors 

Expediente de servicio: 71-786082270 
Vehículo: 2005 Chevrolet Malibu 
Número de Identificación del Vehículo (VIN): 1G1ZS52F65F
Especialista de Atención al Cliente: Julia  

 
 
Estimado(a)  
 
Incluimos un cheque por el total de $700.00 a nombre de  para resolver el 
caso en referencia. 
 
Caso requiera información adicional por favor no dude en ponerse en contacto con nuestro Business 
Resource Center al número 1-800-231-1841, de lunes a viernes de 8:00 AM. a 5:00 PM, tiempo del Este.  
Favor hacer referencia al número de expediente de servicio y uno de nuestros Especialistas de Atención al 
Cliente le asistirá. 
 
Atentamente, 
 
General Motors 
 
 
 

Arlene.Thomas-Randol
New Stamp













































































































May 9, 2011 
 

Glen Mills, PA 
 
 
 
Dear  
 
Thank you for your support of Chevrolet.  As we agreed, the necessary paperwork has been 
completed and forwarded to General Motors Protection Plan (GMPP) for the Smart Care plan on 
your 2006 Chevrolet Malibu MAXX, Vehicle Identification Number 1G1ZU63846F   
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: 71-787760329 
 
 
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



 



 



 



 
 
 
 
 



Arlene.Thomas-Randol
New Stamp





























May 9, 2011 
 

Las Vegas, NV   
 
Service Request: 71-787813478 
 
 
Dear  
 
Thank you for your recent letter regarding the concerns you experienced with your 2007 Saturn 
ION 2 and your request for assistance.   
 
At Saturn, we believe our customers have the right to expect long-term, reliable performance 
from Saturn products.  There are, however, many variables that affect the life of your vehicle’s 
parts and appearance.  Although we feel we offer an excellent warranty, no manufacturer's 
warranty is unlimited. 
 
The bumper-to-bumper coverage on your 2007 ION 2 is for 3 years or 36,000 miles, whichever 
occurs first.  Our records show that these warranty parameters have been exceeded which means 
we are unable to cover the cost of your repair.  We hope you understand we must follow the 
warranty requirements of your vehicle.   
 
If you have future questions, please don’t hesitate to email us using the Contact Us link at 
Saturn.com or call us at 1-800-553-6000.   
 
Sincerely,  
 
Saturn Customer Assistance Center 
 



Arlene.Thomas-Randol
New Stamp

























 

Revised 06/04/07 

Overallowance/Negative Equity/Incentives Form (Non-Florida) 
 
Customer: SR #: 71-788435228 BBB#: 

 
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 26208.50 
(from Bill of Sale, before tax, tag, title, etc.)  
MSRP -  25710.00 
(from BARS Invoice screen)  
Subtract the MSRP from the Purchase Price =  498.50 
(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 3550.00 
(from Bill of Sale)  
Actual Cash Value (ACV) -  3550.00 
(from ACV Statement)  
Subtract the ACV from the Trade Allowance =  0.00 
If positive, the Trade Allowance is higher than the ACV of the trade-in.  This is Overallowance.  
  
  
Section 3  
Trade Allowance 3550.00 
(from Bill of Sale)  
Payoff on Trade -  0.00 
(from Bill of Sale)  
Subtract the Payoff on Trade from the Trade Allowance =  0.00 
If negative, the Payoff on the Trade is higher that the Trade Allowance.  This is Negative Equity.  
  
  
Section 4  
Purchase Price 26208.50 
(from Bill of Sale, before tax, tag, title, etc.)  
Incentives not included in the Purchase Price -  3550.00 
(from BARS and Incentive Acknowledgement sheet)  
Do not include fuel-fill credit or Dealer incentives.  GM Card points must be included.  
Overallowance/Negative Equity -  0.00 
(use the Overallowance from Section 2 or the Negative Equity from Section 3, whichever is larger)  
Subtract the Incentives and the Overallowance/Negative Equity from the Purchase 
Price.  This is the Actual price of the vehicle that should be presented to the BBB on 
the Agreement to Arbitrate (ATA). 

=  22658.50 



 

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. 

 

 



PRIVILEGED & CONFIDENTIAL - PREPARED FOR COUNSEL 
BRC CASE ASSESSMENT  

 
Latest Revision Date:  

 
 

All Fields Are Required 
(Do not delete or modify any sections of this form)  
 
SR: 71-788435228 GM Legal File / BBB Case No.:  CHV0950374 
By: Bryan Owen ADR Negotiator: {Negotiator Name} 
 
Customer Last Name:  Thums 
Only customer's last name to be recorded. Do not include first name. 

State: GA 
 

Vehicle ID No.:  
1G1ZJ57B39F  

In Service Date: 
10/31/08 

Vehicle Purchased: 
New 

BAC Code: 
112590 
 

Year, Make & Model: 2009 Chevrolet Malibu Vehicle Purchased Used on: n/a at 
odometer n/a 
 

Current Mileage: 5118 Dealer Name : Dan Vaden Chevrolet 
Sale Type: Purchase X  Lease        Other       : {Type} 
 

CAM Name: Wes Preece 
Phone Number: 678-240-9832 
 

Lien holder:   GMACX     Other       : {Name} DVM Name: Bill Taylor 
Phone/Cell Number: 912-429-9089 
 

Purchase Price of Vehicle: $ 26,208.50  

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

DVM requests involvement?: No 

 
Attorney Involvement: n/a 
Phone Number : n/a 
Fax Number : n/a 
 

 
Service Manager Name: Charles Allen 
Phone Number : 912-925-9393 
 
 

Are there additional field personnel involved? If Yes, List the name, including role (DVM, DSM, etc.) 
and phone number. Repeat as necessary. 
no 
 
Are there additional dealerships involved? If Yes, List the dealership name, contact name, and phone 
number. Repeat as necessary. 
no 
 

 
 

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. 
Not necessary, dealer was able to determine that the vehicle is operating as designed 

 
DVM/DSM Notified Regarding TAC Involvement? Yes 
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. 
 
 

 Engine/Fuel/Exhaust 
       

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

11/12/09 437320 1 2079 Dan Vaden Chevrolet 
Complaint:  C/S that the check engine light is on 
 
Cause/Correction:  EVAP system has large leak, replaced gas cap and 
tested. 

 
 
X Steering 
       

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

11/12/0
9 

43732
0 

* 2079 Dan Vaden Chevrolet 
 
Complaint:  C/S that the steering feels loose 
 
Cause/Correction:  no problem found 

11/02/0
9 

43637
8 

2 1808 Dan Vaden Chevrolet 
 
Complaint:  C/S that the steering is loose, has a lot of play in it 
 
Cause/Correction:  checked alignment.  Adjusted camber. 
Caster & toe on the front and rear axle.  4 wheel alignment.  
Felt no loose or abnormal play in steering.  Test drove with 
service manager Charles Allen 

 
 

 Body/Trim 
       

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

11/12/09 437320 * 2079 Dan Vaden Chevrolet 
Complaint:  C/S that the padding around the rear back glass is coming off. 
 
Cause/Correction:  Pad between glass is peeling, replaced trim panel 
above rear deck from rear seats to back glass 

 
 

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

07/21/09 427320 1 10 Dan Vaden Chevrolet 
 
Perform recall #09041.  Completed recall, performed inspection ONLY.  

 
 



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) N 
Did you confirm your answer with the dealer/Customer (if 
ADR)/attorney (if Legal)? (Y or N) 

Y 

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) n/a 
Has the customer filed any insurances claims on this Vehicle? (Y or N) N 
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 
   
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) N 
 
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) n/a 
 
PERTINENT FACTS FROM All SR’s RELATED TO THIS VIN: 
Concern: n/a 
Date & Offer/Result: n/a 
 
Concern: n/a 
Date & Offer/Result: n/a 
 
Concern: n/a 
Date & Offer/Result: n/a 



 
BBB PROGRAM SUMMARY ASSESSMENT: 
(Note: This section only applicable for ADR cases) 
 
What State is BBB Case Filed In? GA 
 
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: 
If the manufacturer, agent, or dealer is unable to repair or correct any nonconformity after a 
reasonable number of attempts, the consumer must notify the manufacturer by certified mail. 
The manufacturer is then entitled to a final repair attempt, as long as the manufacturer notifies 
the consumer of a reasonably accessible repair facility within seven days of receiving the 
consumer’s notice. Within fourteen days after the consumer has delivered the vehicle to that 
facility, the nonconformity must be corrected. If it is not corrected, the consumer must request, 
by certified mail, that the manufacturer either replace or repurchase the vehicle. The 
manufacturer must, within 30 days of receipt of this last request, replace or repurchase the 
vehicle. 
If the motor vehicle is leased, the lessor elects either a replacement or repurchase. The consumer 
must send the lessor a written notice that this election is desired. If the lessor fails to make the 
election within 30 days, the consumer may make the election and the lessor will be bound to the 
consumer’s choice. 
 
 
Unique GM Program Summary Requirements for Repairs/Reimbursement for Past Repairs in 
Applicable State: 
If the consumer reports the nonconformity to the manufacturer, agent or dealer during the 
lemon law rights period, the vehicle must be repaired at the manufacturer’s expense to correct 
the nonconformity, even if the repairs are made after the lemon law rights period. 

 



 
Customer/Plaintiff Seeks: 
Repurchase 
 

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. 
{Text} 

 
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? 3 # of Days out of Service? 30 
# of visits for a Safety Complaint? 1 – braking, 

steering  
2 – other 
components 

# of Visits Total? 1, 2, or 3 

Must Complaint Continue to Exist? Yes Final Repair/Arbitration Required? Yes 
Time Period for filing a Claim? None  

 
 

 
Vehicle Service History (During Presumptive Period) is: 

# of Visits for a Non-Conformity? 2 # of Days out of Service? 2 
# of visits for a Safety Complaint? 0 # of Visits Total? 3 
Complaint appears to Continue? No 

 
Final Repair/Arbitration Complete? No 

 
 
Does History appear Presumptive: No 

 
 

Vehicle Service History (During Limited Warranty Period) is: 
# of Visits for a Non-Conformity? 2 # of Days out of Service? 2 
# of visits for a Safety Complaint? 0 # of Visits Total? 3 
Must Complaint Continue to Exist? Yes 

 
Final Repair or Arbitration Req’d? Yes 

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



 
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:  
none 

Pertinent vehicle information provided by dealer Service Manager: 
SVM Charles Allen states “We had a brand new Malibu sitting on our show room floor that handles 
the exact same.  He was able to move the wheel 1/4-1/2 an inch and the tires did not respond.  No 
vehicle is going to react to such a slight wheel movement.  We've only had this vehicle in the one 
time.” 
Identify at least three main strengths of the customer’s case? 
Vehicle still in new vehicle warranty 
Customer continues to claim non-conformity 

Identify at least three main weaknesses of the customer’s case? 
FRA not completed 
Number of repair attempts/days out of service does not meet state definition 

Are there any considerations to be made under other applicable laws? (Explain in detail) 
n/a 

Recommendation: 
Trade Repurchase 
 

Rationale: 
Allow customer to remain a loyal General Motors customer while in a vehicle that he feels more 
confident in 

Settlement/Defense Strategy: 

General Motors has determined that this vehicle is operating as designed, yet has extended 
voluntary trade repurchase in the interest of customer service 

 



 
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 Intial 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:       Settle case:   X 
Settlement Type: Offered 36 months / 45,000 miles steering 

Component Coverage Letter, cust denied 
Attorney Fees (if applicable): 
${Amount} 
 

Recommendation of Field: Arbitrate case:       Settle case:         
Settlement Type: {GW/Repurchase/Repair} 

 
Attorney Fees (if applicable): 
${Amount} 

Final Decision: Arbitrate case:       Settle case:         
Settlement Type: {GW/Repurchase Repair} 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. 
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May 9, 2011 
 
 

Augusta, GA   
 
 
 
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: 71-790006449 
 



March 7, 2011 
 

 

Cortland, OH  
 
 
Service Request: 71-599074740 
Customer Relationship Specialist: Jane West 
 
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 $261.46. 
 
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.
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March 7, 2011 

Kissimmee, FL  
 
 
Service Request: 71-599420367 
Customer Relationship Specialist: Jane West 
 
Dear 
 
Thank you for contacting us recently regarding the special coverage notice you received for your 
2005 Pontiac G6.  We apologize for any inconvenience you have experienced as a result of this 
special coverage. 
 
At Pontiac, we believe our customers have the right to expect long-term, reliable performance 
from our products.  There are, however, many variables that affect the life of the vehicle’s parts 
and appearance.  Unfortunately, there are times when we identify a motor vehicle defect and 
release a special coverage notice to our loyal customers for their safety and satisfaction. 
 
We have reviewed your request for reimbursement on the steering column that you had repaired.  
We regret that we are unable to reimburse you the amount you requested because the part 
replaced is not the part covered by this special coverage. 
  
At Pontiac, our commitment to customer satisfaction is a top priority.  We hope you understand 
our position.  If you have any future questions, feel free to contact our Pontiac Customer 
Assistance Center at 1-800-762-2737 Monday through Friday between 8:00 a.m. and 11:00 p.m., 
Eastern Time.  Please refer to your service request number above and any of our Customer 
Relationship Specialists will be happy to assist you. 
 
Sincerely,  
 
Pontiac Customer Assistance Center
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March 7, 2011 

Phillipsburg, NJ  
 
 
Service Request: 71-599437538 
Customer Relationship Specialist: Michael Brent   
 
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.  
We regret that we are unable to reimburse you the amount you requested because the part 
replaced is not the part covered by this special coverage. 
  
At Chevrolet, our commitment to customer satisfaction is a top priority.  We hope you 
understand our position.  If you have any future questions, feel free to contact our Chevrolet 
Customer Assistance Center at 1-800-222-1020 Monday through Friday between 8:00 a.m. and 
11:00 p.m., Eastern Time.  Please refer to your service request number above and any of our 
Customer Relationship Specialists will be happy to assist you. 
 
Sincerely,  
 
Chevrolet Customer Assistance Center
 




