


February 4, 2011 
 

Holland, MI   
 
 
Service Request: 71-593998774 
Customer Relationship Specialist: Jay Williams 
 
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 assembly that you had repaired 
and are happy to inform you that you are being reimbursed for the full amount of the repair. We have 
enclosed a check in the amount of $668.08. 
 
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 

Harrisburg, PA
 
 
Service Request: 71-597848927 
Customer Relationship Specialist: Michael Brent   
 
Dear : 
 
Thank you for contacting us recently regarding the special coverage notice you received for your 
2005 Chevrolet Malibu MAXX.  We apologize for any inconvenience you have experienced as a 
result of this special coverage. 
 
At Chevrolet, we believe our customers have the right to expect long-term, reliable performance 
from our products.  There are, however, many variables that affect the life of the vehicle’s parts 
and appearance.  Unfortunately, there are times when we identify a motor vehicle defect and 
release a special coverage notice to our loyal customers for their safety and satisfaction. 
 
We have reviewed your request for reimbursement on the steering column that you had repaired.  
We regret that we are unable to reimburse you the amount you requested because the 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
 



 
 
Revised 8/02/2007 

Privileged and Confidential Information 
 

CASE ASSESSMENT 
 

By: Marion Lindsey State: Florida 
 

 
Customer Name:  Service Request: 71-

608249058 
BBB Case No.:  
PGM0835011 

   
 
Vehicle ID No.:  
1G2ZH15816

In Service 
Date: 
6/28/2006 

Vehicle is: New BAC Code: 
130566  

Year, Make & Model: Pontiac G6 
Mileage at Time of BBB Filing 21,562 

Vehicle Purchased Used on: N/A 

Lien holder:   GMAC     Other : {Name} Sale Type:   Purchase   Lease    Other  :  
DVM Name:Bill Johnson  CAM Name: Aubrey Washington 
Phone/Cell Number: 954-732-8314, node and mailbox 
# 404082 8019. 

Phone Number: Office Phone: 678-240-9832  
Fax: 678-240-9952  
 

    

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

 Power Steering 
       

Date: RO #: Days Out: Mileage: Description of Complaint and Repair Performed: 
10/25/07 129778 1 day  21,561 Pines Pontiac GMC Buick, Pembroke Pines, FL. Customer states that car 

has no power steering assist. Dealer worked with EAA to inspect for no 
power assist. ESIS reviewed claim and denied to cover repairs to body 
damage from steering complaint. ESIS determined that no GM part failure 
did not cause the accident. Customer referred to his insurance company 
for coverage of accident related repairs. 

     

2/19/08 133637 ****** 21,562 Pines Pontiac GMC Buick, Pembroke Pines, FL. Customer stated that 
steering is hard to turn. Dealer advised that no communication to power 
steering assist motor module. Dealer found internal failure after checking 
grounds and data circuits. Dealer installed power steering assist motor and 
programmed.  

                         
                              
 

 ABS system  
       

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

3/26/07 121873 2 days 12,559 Pines Pontiac GMC Buick, Pembroke Pines, FL. Customer stated ABS light 
comes on while driving. Dealer installed redundant ground to G109 and 
fault codes still present. Dealer replaced EBCM and test drove to verify the 
repairs were completed.  
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 Engine 

       

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

3/26/07 121873 ****** 12,559 Pines Pontiac GMC Buick, Pembroke Pines, FL. Customer stated engine will 
stall while driving. Dealer found loose ground G104 connection at header 
panel. Dealer cleaned and secured ground. Dealer road tested and verified 
repair was completed.  

 
 battery 

       

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

2/19/08 133637 ****** 21,562 Pines Pontiac GMC Buick, Pembroke Pines, FL. Customer states that 
vehicle will not start, battery dead. Dealer replaced battery.  

 
 

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

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

                              

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

THE STATE LEMON LAW READS: 
 
Days out of service:  30  
Repairs 3 plus a final repair notice sent by certified mail 
Time period: 26 months 
Does Lemon Law state nonconformity must continue to exist? Y 
 
If applicable, safety-related repairs N/A 
Safety-related time period N/A 
 
Number of repair attempts in the presumption period: 2 repairs 
Total days out of service during the presumption period: 3 days 
Total days out of service during customer’s ownership:   3 days  
 

Vehicle Meets Presumption of Lemon Law        NO   
 

PERTINENT FACTS FROM PREVIOUS SRs WHICH RELATE TO YOUR EVALUATION 
 

Concern: .  Legal Corr., FL -  FRA file 71-577179503, steering, ABS  
 
Date & Offer/Result: opened on 11/21/2007 and closed on 2-27-08, no goodwill provided. Repairs needed were from 
accident damage and not a GM defect. No repairs made by GM. 
 
Concern: PAR case #71-561906018, steering,  
Date & Offer/Result: opened 10/4/2007 and closed on 11/7/2007, no goodwill provided by PAR. ESIS reviewed claim and 
denied to cover repairs to body damage from steering complaint. ESIS determined that no GM part failure did not cause 
the accident. Customer referred to his insurance company for coverage of accident related repairs. 
 
Concern: {TEXT} 
Date & Offer/Result: {TEXT} 



 
RECOMMENDATION AND RATIONALE 

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

 
Cust sks: vehicle to be repurchased.  
 
DVM sts: On 3-5-08, CRS left a voice mail for DVM, Bill Johnson at node and mailbox #  404082 8019. 
selling and servicing dealer: PINES PONTIAC-GMC-BUICK,  PEMBROKE PINES,  FL BAC # 130566. 
CRS advised that customer has filed with BBB in FL with a live case seeking vehicle to be repurchased due to power 
steering and ABS failure causing an accident and damage to front end of vehicle.  Legal Corr., FL -  FRA file 71-
577179503, steering, ABS opened on 11/21/2007 and closed on 2-27-08, no goodwill provided. Repairs needed were 
from accident damage and not a GM defect. No repairs made by GM.  
PAR case #71-561906018, steering, opened 10/4/2007 and closed on 11/7/2007, no goodwill provided by PAR. ESIS 
reviewed claim and denied to cover repairs to body damage from steering complaint. ESIS determined that no GM part 
failure did not cause the accident. Customer referred to his insurance company for coverage of accident related repairs.  
CRS advised that DVM feedback needed on case. CRS recommends that customer claim be denied as accident damage is 
not responsibility of GM to repair. Claim is a product allegation complaint that was denied by PAR. CRS advised that 
request for repurchase should be denied and no goodwill offered. 
On 3-24-08, CRS left a voice mail for DVM, Bill Johnson at node and mailbox # Johnson 404082 8019. 
selling and servicing dealer, PINES PONTIAC-GMC-BUICK, PEMBROKE PINES, FL, BAC # 130566.  
CRS advised: BBB closed claim as ineligible due to product liability claim not covered under BBB program.  PAR has previously 
declined the claim and FRA was completed.  
No goodwill provided. File will be closed dissatisfied. 
 
 
SVM sts: On 3-05-08, CRS called selling and servicing dealer, PINES PONTIAC-GMC-BUICK, PEMBROKE PINES, FL, BAC # 
130566   at  
(954) 443-2500. 
CRS spoke w/: SVC MGR, John Diaz 
CRS adv: that customer has contacted the BBB and repair info is needed. CRS requested repair and sales docs. to be 
faxed to CRS at 1-866-278-1779 for BBB case assessment.  
 Dlr sts:the last dealer inspection was for an accident damage claim. Customer stated his power steering failed and 
caused his accident damage to front end. ESIS inspected the vehicle and advised that body damage was not caused by 
power steering loss. The body damage was responsibility of customer and his insurance company. The power steering 
system repair was performed by dealer and then insurance company declined to pay dealer in timely manner so the 
customer paid out of pocket to get the vehicle back. Customer then sought reimbursement from his insurance company.  
Dealer has advised Legal Corr. that accident damage was not fault of failed GM parts.  
Vehicle is not at dealer at this time. 
Cust caused or prevented? accident damage  
TAC contacted?  no     Case#?  
Dealer fax #- 1-954-443-2533 for service info 
Sales docs. will need to be requested from GNL MGR, Gary Siegal. SVC MGR advised he will forward the sales info request 
from GNL MGR. 
 
CRS Rationale: request for repurchase be denied and no goodwill should be provided. Vehicle was involved in an accident 
and PAR denied to pay for any of repair cost as the ESIS inspection found that GM was not at fault.  
 
**** On 3-19-08, BBB closed file ineligible: Customer Alleging Product Liability/Personal Injury. These items are not covered under 
BBB program.  
On 3-19-08 Dealer finally provided sales docs. requested.  
***** 
On 3-24-08, CRS left a voice mail for DVM, Bill Johnson at node and mailbox # Johnson 404082 8019. 
selling and servicing dealer, PINES PONTIAC-GMC-BUICK, PEMBROKE PINES, FL, BAC # 130566.  
CRS advised: BBB closed claim as ineligible due to product liability claim not covered under BBB program.  PAR has previously 
declined the claim and FRA was completed.  



No goodwill provided. File will be closed dissatisfied. 
 
 
 
 
CRS FINAL OFFER: Denial DATE: 3-05-08 CUST declined.  
Goodwill: denial Attorney Fees (if applicable): N/A 
 
TEAM LEAD APPROVING:  {Name} Date: {Date} 

 



 
COMPONENT DESCRIPTION 

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

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

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

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

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

Engine/Fuel & 
Exhaust 

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

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

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

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

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

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

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

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











RCMPR010               VEHICLE DELIVERY/INCENTIVE HISTORY             08/11/07
                       PROCESSING SOURCE: PONTIAC                     14:21:17
                                                               PAGE:         1

VIN: 1G2ZH1581 64         SELLG SCE: 16   MDL YR: 06   ORD NO: JVRR9Z

ODATE: 01/21/06 ORDER FAN:           OTYPE: 070  DLVY SS/SITE CD:    16  17053
DDATE: 06/28/06  DLVY FAN:           DTYPE: 010  SRVC TYPE:     MILEAGE:

DLVY DOE:  06/30/06  ORDER BY:
CANC:      06/26/06
CANC DOE:  06/29/06
TRADE:               DLVY TO:    
TRD DOE:                       
SRVC IN:                       PEMBROKE PINES                 FL 
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
 BAT   01  16 17053  00030598591   07/14/06     500.00 DR  OA       0.00     0

PROCESS TYPE:   001  CHECK NO:                   SSN:
DATA SCE:      BARS  INC MEMO NO: 00030598591    AUTH PUR CD:
MISC DATE:           MISC: 0000041724HAA0
POLICY PYMT CMNT:  #190- INCOMPATIBLE WITH XMF -           ACTV TYPE: 1

CODE  PAY  SS/SITE   INV/INC NO      DATE     AMOUNT      MTHD  DLR SHR    STAT
 BAT   01  16 17053  00030487845   06/27/06     500.00     OA       0.00     9

PROCESS TYPE:   001  CHECK NO:                   SSN:
DATA SCE:      DLR   INC MEMO NO: 00030487845    AUTH PUR CD:
MISC DATE: 06/20/06  MISC:
POLICY PYMT CMNT:                                          ACTV TYPE: 6

CODE  PAY  SS/SITE   INV/INC NO      DATE     AMOUNT      MTHD  DLR SHR    STAT
 CSE   01  16 17053  00030598591   07/14/06     750.00 DR  OA       0.00     0

PROCESS TYPE:   001  CHECK NO:                   SSN:
DATA SCE:      BARS  INC MEMO NO: 00030598591    AUTH PUR CD:
MISC DATE:           MISC: 0000041724HAA0
POLICY PYMT CMNT:  #190- INCOMPATIBLE WITH XMF -           ACTV TYPE: 1

CODE  PAY  SS/SITE   INV/INC NO      DATE     AMOUNT      MTHD  DLR SHR    STAT
 CSE   01  16 17053  00030487845   06/27/06     750.00     OA       0.00     9

PROCESS TYPE:   001  CHECK NO:                   SSN:
DATA SCE:      DLR   INC MEMO NO: 00030487845    AUTH PUR CD:
MISC DATE: 06/20/06  MISC:
POLICY PYMT CMNT:                                          ACTV TYPE: 6



RCMPR010               VEHICLE DELIVERY/INCENTIVE HISTORY             08/11/07
                       PROCESSING SOURCE: PONTIAC                     14:21:17
                                                               PAGE:         2

VIN: 1G2ZH1581 64           SELLG SCE: 16   MDL YR: 06   ORD NO: JVRR9Z

CODE  PAY  SS/SITE   INV/INC NO      DATE     AMOUNT      MTHD  DLR SHR    STAT
 FFC   01  16 17053  00030487845   06/27/06      36.29     OA       0.00     9

PROCESS TYPE:   001  CHECK NO:                   SSN:
DATA SCE:      DLVY  INC MEMO NO: 00030487845    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
 PDN   01  16 17053  00030598591   07/14/06     500.00 DR  OA       0.00     0

PROCESS TYPE:   001  CHECK NO:                   SSN:
DATA SCE:      BARS  INC MEMO NO: 00030598591    AUTH PUR CD:
MISC DATE:           MISC: 0000041724HAA0
POLICY PYMT CMNT:  #190- INCOMPATIBLE WITH XMF -           ACTV TYPE: 1

CODE  PAY  SS/SITE   INV/INC NO      DATE     AMOUNT      MTHD  DLR SHR    STAT
 PDN   01  16 17053  00030487845   06/27/06     500.00     OA       0.00     9

PROCESS TYPE:   001  CHECK NO:                   SSN:
DATA SCE:      DLR   INC MEMO NO: 00030487845    AUTH PUR CD:
MISC DATE: 06/20/06  MISC:
POLICY PYMT CMNT:                                          ACTV TYPE: 6

CODE  PAY  SS/SITE   INV/INC NO      DATE     AMOUNT      MTHD  DLR SHR    STAT
 XMF   01  16 17053  165583        07/14/06   5,696.12     OP       0.00     9

PROCESS TYPE:   004  CHECK NO:                   SSN:
DATA SCE:      GMAC  INC MEMO NO: 165583         AUTH PUR CD:
MISC DATE: 06/29/06  MISC: 0000041724HAA0
POLICY PYMT CMNT:                                          ACTV TYPE: 6



































































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

 
Customer Request # 71-608249058 BBB # PGM0835011 

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

 
(+) 22680.00 

 
MSRP: (From BARS Invoice) 

 
(-)   22680.00 

 
DIFFERENCE: 

  
(=)    0 

  
 
TRADE ALLOWANCE:  (from dealer Bill of Sale) 

 
(+) N/A 

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

 
 
 
 
(-)N/A 

 
OVER ALLOWANCE: (Trade more than NADA) 

  
(=)          N/A 

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

  
(=)     N/A 

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

    
(+)      22680.00   

 
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) 

  
 
 
 
 
(-)    0 
               

 
OVERALLOWANCE: (From above) 

  
(-)   0 

 
NEGATIVE EQUITY: (If NOT shown in contract)) 

  
(-)  0 

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

      
   (=)    22680.00   

 



2006 G6 - GT COUPE                           PONTIAC/GMC DIVISION
41U  BLACK                          /V6G     GENERAL MOTORS CORPORATION
19C  EBONY                                   100 RENAISSANCE CENTER
ORDER NO. JVRR9Z/TRE      STOCK NO.          DETROIT      MI  48243-1114
VIN 1G2 ZH15 81 64                      VEHICLE INVOICE 2OD20013320
***************************************************************16*17053S
MODEL & FACTORY OPTIONS               MSRP    INV AMT  RETAIL - STOCK
2ZH37 G6 - GT COUPE               21165.00   20000.93  INVOICE 03/20/06
AP3 REMOTE VEHICLE STARTER SYSTEM   190.00     157.70  SHIPPED 03/20/06
FE9 50-STATE EMISSIONS                 N/C        N/C  EXP I/T 04/03/06
FR9 AXLE RATIO 3.29                    N/C        N/C  INT COM 04/03/06
LX9 ENGINE, 3.5L V6 SFI                N/C        N/C  PRC EFF 03/20/06
MX0 AUTOMATIC TRANSMISSION            0.00       0.00  KEYS G2968 G2968
PGF (4) WHLS, 17" BLACK CHROMETECH  700.00     581.00  WFP-S QTR  OPT-1
R6J CUSTOMER DIALOG NETWORK           0.00      16.50  BANK: COMERICA BA
R8K *******************************    N/C        N/C  CHG-TO    17-053

                                                       SHIP WT:  3347
                                                       HP:       32.9
                                                       GMS:     20794.48
                                                       SUPPLR:  21726.86
                                                       MRM:     22680.00
                                                       DAN:      0121
                                                       MEMO     1027.75

TOTAL MODEL & OPTIONS              22055.00  20756.13  ACT 231 20719.48
DESTINATION CHARGE                   625.00    625.00  H/B 261   661.65
LAM DEALER CONTRIBUTION                        220.55  ADV 261   220.55
LAM GROUP CONTRIBUTION                         220.55  EXP 65A   220.55

TOTAL                              22680.00  21822.23  PAY 310 21822.23
MEMO: TOTAL LESS HOLDBACK AND
      APPROX WHOLESALE FINANCE CREDIT        20843.10
***********************************************************************
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.
***********************************************************************

PINES PONTIAC-GMC-BUICK



arlene.thomas-randol
New Stamp





























 
Revised 1/23/08 

Privileged and Confidential Information 
 

CASE ASSESSMENT – LEGAL – DACO Claim 300018718 
 

By: Miguel Alvear State: PR 
 

 
Customer Name:   Service Request: 71-640211577 GM Legal File No.: 656885 
 
Vehicle ID No.:  1G2ZG558964  In Service Date: 07/05/2006 Vehicle is: New BAC Code: 165485  
Year, Make & Model: 2006 Pontiac G6 Vehicle Purchased Used on: N/A 
Lien holder:   GMAC     Other : N/A DVM requests 

involvement?: No 
Purchase Price of 
Vehicle: $31,851.00 Was TAC contacted for this vehicle (Y/N)? : No 

    

VEHICLE REPAIR HISTORY 
 

 Steering 
       

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

10/30/06 39487 5 3,326 C/S steering wheel locked when turning right, at that time steering wheel 
was hard and there was a power steering message in radio and an alarm 
sound. 
Description: Motor and controller assembly, electronic power steering 
replace (motor). 
Dlr verified programming, ok, dlr found assistance motor inop, dlr replaced 
steering wheel assistance motor. 

03/12/07 42900 10 8,101 C/S steering wheel locks and poser steering message is displayed. 
Description: Wiring and/or connector, steering/suspension/ride control 
repair or replace. 
Dlr removed power steering eng wiring and closed it since it was causing 
false connection. 
*** 
Dlr performed alignment due to part replacement. Toe out of specs. Toe, 
front adjust. Dlr aligned toe according to specs. 
 
C/S there is noise in front left area. 
Cause: rack and pinion bad. 
Description: Gear assembly, power steering replace. 
Dlr found rack and pinion bad, dlr replaced rack and pinion since it had 
play in tie rod ends (terminals). 

03/27/07 43299 16 
(5 day 
court 
transp: 
04/05/07 
to 
04/10/07) 

8,184 C/S when making turns steering wheel locks and does not turn, veh was 
towed into dlrshp. 
Cause: dlr checked veh with Tech 2 and found code C0545. 
Description: Column assembly, steering replace. 
Dlr checked veh with Tech 2 and found code C0545, dlr proceeded to run 
tests in wiring and then performed said code’s table and document 
#1241508 having to replace steering wheel torque input sensor because 
the reference was erratic and unstable, thus causing the concern. 

10/17/07 48593 * 12,774 C/S when attempting to leave parking lot power steering locks. 
Cause: dlr checked and ran veh at both normal and cold temperature but 
dlr was unable to duplicate concern during test. 
Description: No trouble found.  

 



 Electrical 
       

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

10/17/07 48593 7 12,774 C/S veh does not turn on. 
Cause: battery has checked box (celda cruzada) code 3C3NU-S1-BB 
Description: Battery one replace. 
Dlr found battery with checked box code 3C3NU-S1-BB, dlr replaced 
battery since dlr charged battery but it did not retain charge reaching only 
10.54 Volts. 

 
 Body/Trim 

       

Date: RO #: Days Out: Mileage: Description of Complaint and Repair Performed: 
     
12/27/05 128012 N/A 2 Before cust ownership: 

HOBELMAN PORT SERVICES  
9240 BLOUNT ISLAND BLVD  
JACKSONVILLE, FL  32226-4028 
 
A1230 - FRONT SIDE DOOR REFINISH/CLEAR COAT - RIGHT SIDE 
Tech notes: rt frt door scratched. WE REFINISHED RT FRT DOOR 
DAMAGE 

 
 Other 

       

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

03/27/07 L33733 N/A 200 GMVIS ONLY: 
Z2080 - ROADSIDE SERVICE (TOWING) 

03/27/07 R66797 N/A 200 GMVIS ONLY: 
Z2080 - ROADSIDE SERVICE (TOWING) 

 
 
Number of repair attempts: 6 
Total days out of service during customer’s ownership:   38 
 

PERTINENT VEHICLE INFORMATION PROVIDED BY DEALER SERVICE MGR(S) 
 
 

PERTINENT FACTS FROM PREVIOUS SRs WHICH RELATE TO YOUR EVALUATION 
CAC SR 71-498557538: 
Concern with power steering when wheel turns it locks, cust advsd had concern for second time, dlr had performed 
repairs but concern reoccurred, cust was seeking trade, veh used for both personal and business reasons. Dlr performed 
repairs, cust was satisfied with veh, SR closed satisfied. 

 
TRANSLATION OF CUSTOMER’S COMPLAINTS LISTED IN DACO CLAIM 

Cust states steering wheel gets stuck when turning right, is stiff; difficulty to make turns, power steering locks; dlr 
performed alignment; there is noise in front.  Dlr has performed tests in cables, replaced steering wheel, dlr has 
performed four repairs, veh continues to have concerns, this is cust's only means of transp, cust states repair svc and veh 
do not meet expectations. Cust seeks that issue be investigated, trade without further charge, contract cancellation with 
reim, or what may proceed by right. 

 
TRANSLATION OF DACO TECHNICAL INSPECTION REPORT 

Cust did not show. 

 
RECOMMENDATION  

 
 



RATIONALE 
 
 

REASON FOR REMOVAL 
 

 
CRS FINAL OFFER:  DATE:  OFFER TO CUST: $ 
   ATTORNEY FEES: $ 
   OR INCLUSIVE OFFER: $ 

 
PLAINTIFF’S FINAL 
DEMAND: 

 DATE:  AMOUNT TO CUST: $ 

   ATTORNEY FEES: $ 
   OR INCLUSIVE OFFER: $ 

 
 
TEAM MANAGER APPROVING:   Date:  

 



 
COMPONENT DESCRIPTION 

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

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

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

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

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

Engine/Fuel & 
Exhaust 

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

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

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

column, rack and pinion, pump assembly and Quadrasteer. 

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

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

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

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















































































March 24, 2011 
 
 

Piscataway, NJ   
 
Service Request: 71-644886663 
Customer Relationship Specialist: Daniel Czarnievicz 
 
Dear    
 
We would like to discuss your request for assistance regarding your 2005 Pontiac G6, but we 
have been unsuccessful in our attempts to contact you. 
 
If you have outstanding issues, please feel free to contact us at our Pontiac Customer Assistance 
Center at 1-800-762-2737 Monday through Friday between 8:00 a.m. and 11:00 p.m., Eastern 
Time.  Please refer to your service request number above and any of our Customer Relationship 
Specialists will be happy to assist you.  You will have the option to speak with me directly if I 
am available.  If you have already contacted the Customer Assistance Center, please disregard 
this letter. 
 
Pontiac and your dealer’s mutual goal is your total satisfaction with Pontiac products and 
services.  We look forward to talking with you soon. 
 
Sincerely,  
 
Pontiac Customer Assistance Center
 

arlene.thomas-randol
New Stamp







arlene.thomas-randol
New Stamp













March 24, 2011 

Dingmans Ferry, PA 
 
 
Service Request: 71-646709132 
Customer Relationship Specialist: Gavin Sanders 
 
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 intermediate 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 $762.16. 
 
At Chevrolet, our commitment to customer satisfaction is a top priority.  We hope you understand our 
position.  If you have future questions, feel free to contact our Chevrolet Customer Assistance Center at  
1-800-222-1020 Monday through Friday between 8:00 a.m. and 11:00 p.m., Eastern Time.  Please refer to 
your service request number above and any of our Customer Relationship Specialists will be happy to 
assist you. 
 
Sincerely,  
 
Chevrolet Customer Assistance Center 
 
 
For more information regarding the maintenance and care of your vehicle, please visit 
www.mygmlink.com.  This free online service offers vehicle and ownership-related information and tools 
tailored to your specific vehicle.
 





arlene.thomas-randol
New Stamp











arlene.thomas-randol
New Stamp















March 25, 2011 

Mobile, AL  
 
 
Service Request: 71-647464421 
Customer Relationship Specialist: Gavin Sanders 
 
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 intermediate steering shaft that you had 
repaired.  Although we regret that we are unable to reimburse you the full amount you requested, we will 
reimburse you for the amount that pertains to the special coverage.  We have enclosed a check in the 
amount of $247.48. 
 
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.
 



 
Privileged and Confidential Information 

 
CASE ASSESSMENT 

 
By: Janet Wallace State: LA 

 
 
Customer Name:  Service Request: 71-646447416 BBB Case No.:  

PGM0837077-1R 
   
 
Vehicle ID No.:
1G2ZH18N674

In Service 
Date: 
11/18/06 

Vehicle is: New BAC Code: 
114321 

Year, Make & Model: 2007, Pontiac G6 
Mileage at Time of BBB Filing (18,400) 

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

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

DVM Name: Kevin Philips CAM Name: Larrry Sheilds 
Phone/Cell Number: 985-312-4752 
Svc Mgr Name: Oneil Granger 

Phone Number:  

    
VEHICLE REPAIR HISTORY 

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

 water leaking through sunroof 
       
Date: RO #: Days 

Out: 
Mileag
e: 

Description of Complaint and Repair Performed: 

     
10/23/07 570613 1 11,713 C/S seat belt soaking wet on passenger side. 

Dlr sts: refit sunroof drain hose 
 

 Water leaking through back passenger glass 
       
Date: RO #: Days 

Out: 
Mileage: Description of Complaint and Repair Performed: 

     
10/22/07 570524 1 11,701 C/S passenger side seatbelt wet water leaking down rear 

passenger window.  Open seam 
Dlr sts: Resealed glass to body R&R body trim cleaned and 
dried. 

 
 water leaking through back passenger glass 

       
Date: RO #: Days 

Out: 
Mileag
e: 

Description of Complaint and Repair Performed: 

     
10/23/07 
03/31/08 

570613 
577966 

* 
1 

11,713 
 
16,595 

C/S passenger side floor board wet.   
Dlr sts: R&R body trim cleaned and dried 
C/S water leaking passenger side B pillar  
Dlr sts: Roof drain hose off R&R roof drain.  Installed hose ext 

Arlene.Thomas-Randol
New Stamp



 
 Brakes Squeaking 

       
Date: RO #: Days 

Out: 
Mileag
e: 

Description of Complaint and Repair Performed: 

     
00/15/07 571274 1 12,104 C/S brakes squeak/squeal worse when backing also when 

stopping when driving.   
Dlr sts: test drove vehicle.  Brakes not squeaking @ this time.  
Brakes front 10MM rear 9MM 

 
 A/C leaking (case overflowing) 

       
Date: RO #: Days 

Out: 
Mileag
e: 

Description of Complaint and Repair Performed: 

     
10/22/07 
 
 
 
03/31/08 

570524 
 
 
 
577966 

* 
 
 
 
* 

11,701 
 
 
 
16,595 

C/S mildew smell from vehicle.  Smell intensifies whe a/c is 
turned on. 
Dlr sts: Water held up @ case.  Disassembled case and removed 
excess seal from drain.  Resealed 
C/S a/c has a musty odor.   
Dlr sts: Water held up in a/c case disassembled case removed 
excess sealer from drain tray.  Resealed 

 
 Mildew/mold smell 

       
Date: RO #: Days 

Out: 
Mileag
e: 

Description of Complaint and Repair Performed: 

     
10/23/07 
 
03/31/08 

570613 
 
577966 

* 
 
* 

11,713 
 
16,595 

C/S odor mildew after rain.  See line 2— 
Dlr sts: R&R body trim cleaned and dried 
C/S musty smell to interior due to leak  
Dlr sts: R&R body trim and cleaned and dried 

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

       
Date: RO #: Days 

Out: 
Mileag
e: 

Description of Complaint and Repair Performed: 

     
10/22/07 570524 * 11,701 C/S recall 07015 interior water leak check roof rear drain hos.  

Re-routed refit hoses per bulletin 
 
Has the vehicle ever been involved in a accident N 
Did you confirm your answer with the customer Y  
What type of damage was sustained (example front end collision) 
 
Are there any Aftermarket Modifications to the Vehicle N 
Have you confirm this with the customer Y  
List: 
 



 
 
 
 
 
 

 Other 
       
Date: RO #: Days 

Out: 
Mileag
e: 

Description of Complaint and Repair Performed: 

     
02/11/08 
02/11/08 
 
02/27/08 

575730 
575730 
 
576552 

1 
* 
 
1 
 

15,292 
15,292 
 
15,612 
 

Customer request to replace wiper blades.  Replaced wiper blade 
C/S left front tire keeps going low.  Nail in left front tire.  
Checked  
C/S replace driver’s lock button.  SOP part.  Customer has paid 
for part.   
Dlr sts: installed special ordered part 

 
 
What is the customer eligible for based upon the BBB Program Eligibility Guidelines and the States 
lemon law requirements for meeting presumption?  Explain with some Detail 
 
GM Program Summary Repurchase/Replacement: must be received by the BBB auto line within one 
year or 12,000 miles whichever comes first from the date the vehicle was first put into use 
 
 
Lemon Law Repurchase/Replacement: must have 4 or more repair attempts in the first year or be out 
of service for 90 calendar days  
 
 
GM Program Summary Repairs/Reimbursement for past repairs: must be received by the BBB auto line 
before the expiration of the GM B/B new vehicle warranty. 
 
 
 
 
 

THE STATE LEMON LAW READS: 
 
Days out of service:  90 
Repairs 4+ 
Time period 12 Months / N/A 
Does Lemon Law state nonconformity must continue to exist? Y 
 
If applicable, safety-related repairs N/A 
Safety-related time period N/A / N/A 
 
Number of repair attempts in the presumption period: 3 
Total days out of service during the presumption period: 7 
Total days out of service during customer’s ownership:   7 
 

Vehicle Meets Presumption of Lemon Law     NO   
 
 
 
 
 
 



PERTINENT FACTS FROM PREVIOUS SRs WHICH RELATE TO YOUR EVALUATION 
 

Concern: 71-615812721 sunroof water leak 
water leaking through back passenger window 
-brakes squeaking 
-a/c leaking/case overflowing  
-mildew/mold smell 
 
all water leaks were repaired  
-brakes squeaking nothing wrong normal to this vehicle 
-mildew odor gone 
 
Date & Offer/Result: 06/19/08 offered customer on month vehicle payment 
-offered customer ccl for sunroof leaking in case it happens again 
-offer customer 24/24 smart care for frustration 
-customer accepted all and case was close 
 
Concern: {TEXT} 
Date & Offer/Result: {TEXT} 
 
Concern: {TEXT} 
Date & Offer/Result: {TEXT} 

 
RECOMMENDATION AND RATIONALE 

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

 
Cust sts: that she wants the vehicle repurchased because the a/c would not shut off and had to take the 
vehicle 2 hours to her dealer to get the vehicle fixed 
 
DVM sts: all the issues she listed on her BBB file were repaired this is a different issue all together and the 
vehicle is being repaired 
 
SVM sts: that the body control module had to be replaced and this is not the same issue as previously and 
all concerns are repaired 
 
CRS Rationale: that this issue that the customer filed for is not the concern with the vehicle all leaks have 
been repaired  
 
 
 
CRS’s opinion regarding the 3 main Strengths of the case 
1. Customer has filed in time 
 
 
 
CRS’s opinion regarding the 3 mains weaknesses of the Case 
1. All leaks are repaired 
2.  This concern is different then what the customer filed for 
 
 
 
Decision reached by CRS:     Arbitrate case:                Settle case:   GM Will not be repurchasing the 
vehicle.  Vehicle is repaired as per the B/B warranty 



 

Component Description 

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

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

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

Chassis All frame, bumper and hitch components. 
 

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

Engine/Fuel & 
Exhaust 

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

Glass All glass and window components. 

HVAC All components related to heating, air conditioning and 
temperature. 

Paint All paint specific issues (Not metal related). 

Restraints All SIR, airbags and seatbelt issues. 

Steering All steering related components including steering wheel & key, 
column, rack and pinion, pump assembly and Quadrasteer. 

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

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

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

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



 
 
 



 
Privileged and Confidential Information 

 
CASE ASSESSMENT 

 
By: Janet Wallace State: LA 

 
 
Customer Name:   Service Request: 71-

647960941 
BBB Case No.:  CHV0845320 

   
 
Vehicle ID No.
1G1ZT51F16F

In Service 
Date: 
06/24/06 

Vehicle is: New BAC Code: 
114281 

Year, Make & Model: 2006, Chevrolet Malibu 
Mileage at Time of BBB Filing 73,000 

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

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

DVM Name: Kevin Philips CAM Name: Larry Sheilds 
Phone/Cell Number: 985-312-4752 
Svc Mgr Name: Craig 

Phone Number: 972-443-2901 

    
VEHICLE REPAIR HISTORY 

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

 Steering 
       
Date: RO #: Days 

Out: 
Mileag
e: 

Description of Complaint and Repair Performed: 

     
07/23/08 451536 1 73,656 Cust sts: power steering is inoperative 

Dlr sts: verified customer concerns DTC C0545 faulty steering 
column.  Customer declined the repair at this time 

 
 Steering 

       
Date: RO #: Days 

Out: 
Mileag
e: 

Description of Complaint and Repair Performed: 

     
02/29/08 438990 2 64,189 Cust sts: hears knocking in the steering wheel 

Dlr sts. Steering shaft was knocking.  R&R steering shaft and 
knocking went away 

 
 Steering rack and pinion 

       
Date: RO #: Days 

Out: 
Mileag
e: 

Description of Complaint and Repair Performed: 

     
04/12/08 434971 1 58,083 Cust sts: hear knocking in the steering wheel 

Dlr sts: Rack and pinion knocking R&R rack and pinion.  Aligned 
front end to set toe.  Retested good. 

 



 Steering 
       
Date: RO #: Days 

Out: 
Mileag
e: 

Description of Complaint and Repair Performed: 

     
10/02/07 426358 3 45,322 Cust sts: hears knocking noise at turns 

Dlr sts: steering shaft lack lube.  R&R steering shaft and lubed.  
Road tested good. 

 
 Steering rack and pinion 

       
Date: RO #: Days 

Out: 
Mileag
e: 

Description of Complaint and Repair Performed: 

     
06/07/07 415965 2 29,790 Cust sts: hears a knocking under front end when turning 

Dlr sts: steering rack and pinion knocking.  R&R rack and pinion.  
Aligned wheels to specs 

 
 Ignition cylinder 

       
Date: RO #: Days 

Out: 
Mileag
e: 

Description of Complaint and Repair Performed: 

     
10/06/07 426745 3 45,322 Cust sts: replaced the ignition cylinder and programmed key 
 
Has the vehicle ever been involved in a accident N 
Did you confirm your answer with the customer Y  
 
Are there any Aftermarket Modifications to the Vehicle N 
Have you confirm this with the customer Y  
List: 
 
 
 
What is the customer eligible for based upon the BBB Program Eligibility Guidelines and the States 
lemon law requirements for meeting presumption?  Explain with some Detail 
 
GM Program Summary Repurchase/Replacement: must be received by the BBB auto line within on year 
or 12,000 miles whichever comes first from the date the vehicle was firs put into use 
 
 
Lemon Law Repurchase/Replacement:  must have 4 or more repair attempts in the first year of the 
new vehicle delivery to the customer or 90 calendar days out of service 
 
 
GM Program Summary Repairs/Reimbursement for past repairs: must be received by the BBB auto line 
before the expiration of the GM B/B new vehicle warranty 
 
 
 
 
 

THE STATE LEMON LAW READS: 
 
Days out of service:  90 
Repairs 4 
Time period 12 months / N/A 



Does Lemon Law state nonconformity must continue to exist? Y 
 
If applicable, safety-related repairs N/A 
Safety-related time period N/A / N/A 
 
Number of repair attempts in the presumption period: 1 
Total days out of service during the presumption period: 2 
Total days out of service during customer’s ownership:   12 
 

Vehicle Meets Presumption of Lemon Law     YES or   NO   
 

PERTINENT FACTS FROM PREVIOUS SRs WHICH RELATE TO YOUR EVALUATION 
 

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

 
RECOMMENDATION AND RATIONALE 

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

 
Cust sts: that the steering on the vehicle has always made a noise and the dealer has repaired it and it 
last for a few more miles and now I am out side of my warranties and wants gm to repair the vehicle 
 
DVM sts: that due to mileage there is nothing more that gm can do for the customer as far as assisting 
with the repair of the vehicle 
 
SVM sts: that the customer is outside all of their warranties and now that they have to pay for the repair 
they are now complaining.  When they brought the vehicle in the last time they declined to repair the 
vehicle 
 
CRS Rationale: Due to the mileage on the vehicle gm will not be able to assist with the repair of the 
vehicle 
 
 
 
CRS’s opinion regarding the 3 main Strengths of the case 
1. Customer filed in time 
 
 
 
CRS’s opinion regarding the 3 mains weaknesses of the Case 
1.  Customer is outside the bumper to bumper warranty by miles 
2.  Customer had only one repair attempt in the first year 
 
 
 
Decision reached by CRS:     Arbitrate case:                Settle case:   Due to mileage on the vehicle 
gm will not be assisting with the repair of the vehicle 



 

Component Description 

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

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

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

Chassis All frame, bumper and hitch components. 
 

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

Engine/Fuel & 
Exhaust 

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

Glass All glass and window components. 

HVAC All components related to heating, air conditioning and 
temperature. 

Paint All paint specific issues (Not metal related). 

Restraints All SIR, airbags and seatbelt issues. 

Steering All steering related components including steering wheel & key, 
column, rack and pinion, pump assembly and Quadrasteer. 

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

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

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

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



 
 
 



 

 

ADR File Checklist 
  
 
SR Number:71-647960941 BBB Case:   CHV0845320 
Customer:      VIN:1G1ZT51F16F    
Make/Model/Year: Chevrolet/Malibu/2006 In Service: 06/24/06  Mileage: 73,000 
Received Date: 07/24/08 Day 15 Date: 08/07/08  Goes Active:        
Primary Concern: The power steering keeps going out 

 

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

  Initial Calls (72 hrs): 
  Customer Completion Date/Time: 07/25/08  / 1:06 PM 
  Dealer Svc Mgr Completion Date/Time: 07/24/08  / 2:26 PM 
  Dealer Finance Mgr Completion Date/Time:        /       
  AVM Completion Date/Time: 07/24/08  / 2:40 PM  

  Repair Orders Requested:    Received: 07/28/08   

  Sales Documents:    Received: 07/28/08   

  BARS / Finance Sheet 

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

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

  Settlement / Goodwill Offered Date:   

  All Documents Attached (by Day 15) 

  Arbitration Date:        

  Closing Activities: 
 Settlement Completion Date/Time: 08/22/08 / 10:25 AM 
 Executive Summary Completion Date/Time: 08/22/08 / 10:20 AM  
 Close Siebel Completion Date/Time: 08/22/08 / 10:45 AM  

 
 
AVM:  Kevin Philips Node/Box: 972075/8387  
Service Dealer: Gerry Lane Chevrolet   Svc Mgr: Craig   
Selling Dealer: Gerry Lane Chevrolet   Contact: (225) 926-4600   
 

NOTES: Due to the mileage on the vehicle GM could not assist with the repair   



 

 

ADR File Checklist 
  
 
SR Number:71-647960941 BBB Case:   CHV0845320 
Customer:      VIN:        
Make/Model/Year: Chevrolet/Malibu/2006 In Service:        Mileage: 73,000 
Received Date: 07/24/08 Day 15 Date: 08/07/08  Goes Active:        
Primary Concern: The power steering keeps going out 

 

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

  Initial Calls (72 hrs): 
  Customer Completion Date/Time:        /       
  Dealer Svc Mgr Completion Date/Time: 07/24/08  / 2:26 PM 
  Dealer Finance Mgr Completion Date/Time:        /       
  AVM Completion Date/Time: 07/24/08  / 2:40 PM  

  Repair Orders Requested:    Received:         

  Sales Documents:    Received:         

  BARS / Finance Sheet 

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

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

  Settlement / Goodwill Offered Date:   

  All Documents Attached (by Day 15) 

  Arbitration Date:        

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

 
 
AVM:  Kevin Philips Node/Box: 972075/8387  
Service Dealer: Gerry Lane Chevrolet   Svc Mgr:         
Selling Dealer: Gerry Lane Chevrolet   Contact:         
 

NOTES:         



2006 MALIBU SEDAN 0LT                        CHEVROLET MOTOR DIVISION
63U  SPORT RED METALLIC             /L4G     GENERAL MOTORS CORPORATION
83C  TITANIUM                                100 RENAISSANCE CENTER
ORDER NO. JZDVWN/TRE      STOCK NO.          DETROIT      MI  48243-1114
VIN 1G1 ZT51 F1 6F                      VEHICLE INVOICE 1AD86513149
***************************************************************13*24447S
MODEL & FACTORY OPTIONS               MSRP    INV AMT  RETAIL - STOCK
1ZT69 MALIBU SEDAN 0LT            17865.00   16882.43  INVOICE 04/21/06
FE9 50-STATE EMISSIONS                 N/C        N/C  SHIPPED 04/21/06
L61 2.2L 4 CYL ENGINE                  N/C        N/C  EXP I/T 05/03/06
MX0 4-SPEED AUTO TRANSMISSION          N/C        N/C  INT COM 05/03/06
R8K *******************************    N/C        N/C  PRC EFF 04/21/06
VK3 FRONT LICENSE PLATE BRACKET       0.00       0.00  KEYS G1253 G1253
                                                       WFP-F QTR  OPT-1
                                                       BANK: GMAC - 084
                                                       CHG-TO    24-447

                                                       SHIP WT:  3067
                                                       HP:       18.4
                                                       GMS:     17046.48
                                                       SUPPLR:  17810.20
                                                       MRM:     18490.00
                                                       DAN:      OLT
                                                       MEMO      818.25

TOTAL MODEL & OPTIONS              17865.00  16882.43  ACT 231 16971.48
DESTINATION CHARGE                   625.00    625.00  H/B 261   535.95
LAM DEALER CONTRIBUTION                        178.65  ADV 261   178.65
LAM GROUP CONTRIBUTION                         178.65  EXP 65A   178.65

TOTAL                              18490.00  17864.73  PAY 310 17864.73
MEMO: TOTAL LESS HOLDBACK AND
      APPROX WHOLESALE FINANCE CREDIT        17060.80
***********************************************************************
INVOICE DOES NOT REFLECT DEALER'S ULTIMATE COST BECAUSE OF MANUFACTURER
REBATES, ALLOWANCES, INCENTIVES, HOLDBACK, FINANCE CREDIT AND RETURN TO
DEALER OF ADVERTISING MONIES, ALL OF WHICH MAY APPLY TO VEHICLE.
***********************************************************************
THIS MOTOR VEHICLE IS SUBJECT TO A SECURITY INTEREST HELD BY GMAC.

                                         REMIT TO GMAC NO. 084
GERRY LANE CHEVROLET                     VIN 1G1ZT51F16F
                                         $  17864.73 INV  1AD86513149
                                         DUE 05/03/06  DEALER  24-447



 
Privileged and Confidential Information 

 
CASE ASSESSMENT 

 
By: Janet Wallace State: LA 

 
 
Customer Name:   Service Request: 71-

647960941 
BBB Case No.:  CHV0845320 

   
 
Vehicle ID No.:  {17 digit VIN} In Service 

Date: 
{mm/dd/yy} 

Vehicle is: New BAC Code: 
{Selling Dealer} 

Year, Make & Model: 2006, Chevrolet Malibu 
Mileage at Time of BBB Filing 73,000 

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

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

DVM Name: Kevin Philips CAM Name: Larry Sheilds 
Phone/Cell Number: 985-312-4752 
Svc Mgr Name:  

Phone Number: 972-443-2901 

    
VEHICLE REPAIR HISTORY 

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

 {Symptom} 
       
Date: RO #: Days 

Out: 
Mileag
e: 

Description of Complaint and Repair Performed: 

     
                              
 

 {Symptom} 
       
Date: RO #: Days 

Out: 
Mileag
e: 

Description of Complaint and Repair Performed: 

     
                              
 

 {Symptom} 
       
Date: RO #: Days 

Out: 
Mileag
e: 

Description of Complaint and Repair Performed: 

     
                              
 

 {Symptom} 
       
Date: RO #: Days 

Out: 
Mileag
e: 

Description of Complaint and Repair Performed: 

     



                              
 

 {Symptom} 
       
Date: RO #: Days 

Out: 
Mileag
e: 

Description of Complaint and Repair Performed: 

     
                                 
 

 {Symptom} 
       
Date: RO #: Days 

Out: 
Mileag
e: 

Description of Complaint and Repair Performed: 

     
                              
 

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

Out: 
Mileag
e: 

Description of Complaint and Repair Performed: 

     
                              
 
Has the vehicle ever been involved in a accident Y or N 
Did you confirm your answer with the customer Y or N 
What type of damage was sustained (example front end collision) 
____________________________________________________ 
Are the RO's attached if the vehicle was in an accident Y or N 
 
Are there any Aftermarket Modifications to the Vehicle Y or N 
Have you confirm this with the customer Y or N 
List: 
 

 Other 
       
Date: RO #: Days 

Out: 
Mileag
e: 

Description of Complaint and Repair Performed: 

     
                              
 
 
What is the customer eligible for based upon the BBB Program Eligibility Guidelines and the States 
lemon law requirements for meeting presumption?  Explain with some Detail 
 
GM Program Summary Repurchase/Replacement: must be received by the BBB auto line within on year 
or 12,000 miles whichever comes first from the date the vehicle was firs put into use 
 
 
Lemon Law Repurchase/Replacement:  must have 4 or more repair attempts in the first year of the 
new vehicle delivery to the customer or 90 calendar days out of service 
 
 
GM Program Summary Repairs/Reimbursement for past repairs: must be received by the BBB auto line 
before the expiration of the GM B/B new vehicle warranty 
 



 
 
 
 

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

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

Vehicle Meets Presumption of Lemon Law     YES or   NO   
 

PERTINENT FACTS FROM PREVIOUS SRs WHICH RELATE TO YOUR EVALUATION 
 

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

 
RECOMMENDATION AND RATIONALE 

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

 
Cust sts: 
 
DVM sts: 
 
SVM sts: 
 
CRS Rationale: 
 
 
 
CRS’s opinion regarding the 3 main Strengths of the case 
 
 
 
 
CRS’s opinion regarding the 3 mains weaknesses of the Case 
 
 
 



 
 
Decision reached by CRS:     Arbitrate case:                Settle case:         



 

Component Description 

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

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

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

Chassis All frame, bumper and hitch components. 
 

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

Engine/Fuel & 
Exhaust 

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

Glass All glass and window components. 

HVAC All components related to heating, air conditioning and 
temperature. 

Paint All paint specific issues (Not metal related). 

Restraints All SIR, airbags and seatbelt issues. 

Steering All steering related components including steering wheel & key, 
column, rack and pinion, pump assembly and Quadrasteer. 

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

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

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

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



 
 
 



 

 

ADR File Checklist 
  
 
SR Number:71-647960941 BBB Case:   CHV0845320 
Customer:      VIN:1G1ZT51F16F    
Make/Model/Year: Chevrolet/Malibu/2006 In Service: 06/24/06  Mileage: 73,000 
Received Date: 07/24/08 Day 15 Date: 08/07/08  Goes Active:        
Primary Concern: The power steering keeps going out 

 

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

  Initial Calls (72 hrs): 
  Customer Completion Date/Time: 07/25/08  / 1:06 PM 
  Dealer Svc Mgr Completion Date/Time: 07/24/08  / 2:26 PM 
  Dealer Finance Mgr Completion Date/Time:        /       
  AVM Completion Date/Time: 07/24/08  / 2:40 PM  

  Repair Orders Requested:    Received: 07/28/08   

  Sales Documents:    Received: 07/28/08   

  BARS / Finance Sheet 

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

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

  Settlement / Goodwill Offered Date:   

  All Documents Attached (by Day 15) 

  Arbitration Date:        

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

 
 
AVM:  Kevin Philips Node/Box: 972075/8387  
Service Dealer: Gerry Lane Chevrolet   Svc Mgr: Craig   
Selling Dealer: Gerry Lane Chevrolet   Contact: (225) 926-4600   
 

NOTES:         



 

Revised 06/04/07 

Overallowance/Negative Equity/Incentives Form (Non-Florida) 
 
Customer:  SR #: 71-647960941 BBB#: CHV0845320 

 
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 18400.00 
(from Bill of Sale, before tax, tag, title, etc.)  
MSRP -  18490.00 
(from BARS Invoice screen)  
Subtract the MSRP from the Purchase Price =  -90.00 
(If positive, look for Overallowance)  
If the Purchase Price is greater than the MSRP but there was no trade-in, have the Dealer explain why 
the customer paid more than MSRP. 

 

  
  
Section 2  
Trade Allowance 0.00 
(from Bill of Sale)  
Actual Cash Value (ACV) -  0.00 
(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 0.00 
(from Bill of Sale)  
Payoff on Trade -  0 
(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 18400.00 
(from Bill of Sale, before tax, tag, title, etc.)  
Incentives not included in the Purchase Price -  1000.00 
(from BARS and Incentive Acknowledgement sheet)  
Do not include fuel-fill credit or Dealer incentives.  GM Card points must be included.  
Overallowance/Negative Equity -  0.00 
(use the Overallowance from Section 2 or the Negative Equity from Section 3, whichever is larger)  
Subtract the Incentives and the Overallowance/Negative Equity from the Purchase 
Price.  This is the Actual price of the vehicle that should be presented to the BBB on 
the Agreement to Arbitrate (ATA). 

=  17400.00 



 

Revised 06/04/07 

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

 

 

















March 28, 2011 
 

Evansville, IN  
 
 
Service Request: 71-649193565 
Customer Relationship Specialist: MJ Mason  
 
Dear  
 
Thank you for contacting us recently regarding the special coverage notice you received for your 2005 
Chevrolet Malibu.  We apologize for any inconvenience you have experienced as a result of this special 
coverage. 
 
At Chevrolet, we believe our customers have the right to expect long-term, reliable performance from our 
products.  There are, however, many variables that affect the life of the vehicle’s parts and appearance.  
Unfortunately, there are times when we identify a motor vehicle defect and release a special coverage 
notice to our loyal customers for their safety and satisfaction. 
 
We have reviewed your request for reimbursement on the steering column that you had repaired and are 
happy to inform you that you are being reimbursed for the full amount of the repair. We have enclosed a 
check in the amount of $100.00. 
 
At Chevrolet, our commitment to customer satisfaction is a top priority.  We hope you understand our 
position.  If you have future questions, feel free to contact our Chevrolet Customer Assistance Center at  
1-800-222-1020 Monday through Friday between 8:00 a.m. and 11:00 p.m., Eastern Time.  Please refer to 
your service request number above and any of our Customer Relationship Specialists will be happy to 
assist you. 
 
Sincerely,  
 
Chevrolet Customer Assistance Center 
 
 
For more information regarding the maintenance and care of your vehicle, please visit 
www.mygmlink.com.  This free online service offers vehicle and ownership-related information and tools 
tailored to your specific vehicle.
 



Arlene.Thomas-Randol
New Stamp









March 28, 2011 
 
 

Dracut, MA
 
Service Request: 71-650058590 
Customer Relationship Specialist: Colette Main 
 
Dear    
 
Chevrolet is pleased to provide service coverage for the steering on your 2005 Chevrolet Malibu MAXX, 
Vehicle Identification Number 1G1ZT64815F   This service coverage will commence upon the 
expiration of the applicable New Vehicle Limited Warranty and will continue until August 17, 2010, or 
75,010 miles, whichever occurs first.  Chevrolet will make repairs to correct defects related to materials 
or workmanship occurring during the coverage period specified above.  The following item(s) are 
covered: 
 
Steering – Gear housing and all internal parts; rack and pinion; power steering pump; steering shaft 
couplings; seals and gaskets.   
 
 
Chevrolet will not be responsible for conditions arising from tampering, abuse, physical damage, or 
improper maintenance.  This coverage is not transferable to any other vehicle or subsequent owner of 
your vehicle.  Please keep this letter with your Malibu MAXX.  Should your vehicle require repairs 
within the coverage period, present this letter to the Service Manager of an authorized Chevrolet 
Dealership. 
 
If you have any future questions, feel free to contact our Chevrolet Customer Assistance Center at 1-800-
222-1020 Monday through Friday between 8:00 a.m. and 11:00 p.m., Eastern Time.  Please refer to your 
service request number above and any of our Customer Relationship Specialists will be happy to assist 
you. 
 
Sincerely,  
 
Chevrolet Customer Assistance Center 
 
 
ATTENTION:  DEALERSHIP SERVICE MANAGER 
Component Service Coverage 
 
Submit the claim with all the appropriate authorization codes and H route it to your Area Service 
Manager.  Be sure to retain a copy of this letter in the customer’s file and return the original to the 
customer. 
 



February 4, 2011 
 

 

Seneca, IL   
 
 
Service Request: 71-594115015 
Customer Relationship Specialist: Paula Miller  
 
Dear : 
 
Thank you for contacting us recently regarding the special coverage notice you received for your 2005 
Pontiac G6.  We apologize for any inconvenience you have experienced as a result of this special 
coverage. 
 
At Pontiac, we believe our customers have the right to expect long-term, reliable performance from our 
products.  There are, however, many variables that affect the life of the vehicle’s parts and appearance.  
Unfortunately, there are times when we identify a motor vehicle defect and release a special coverage 
notice to our loyal customers for their safety and satisfaction. 
 
We have reviewed your request for reimbursement on the instrument panel cluster 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 $690.23. 
 
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
New Stamp















Arlene.Thomas-Randol
New Stamp











 
March 28, 2011 
 

Bradshaw, NE   
 
Service Request: 71-651423000 
 
 
Dear  
 
Enclosed is the GM Product Special Coverage Customer Reimbursement Claim Form.  
Please complete the form in its entirety and return it to the address listed on the bottom of 
the form.  We will be happy to review your request for reimbursement for the listed repair 
once we have received this completed form. 
 
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 
 
 

 
 

 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 

 

Arlene.Thomas-Randol
New Stamp



GENERAL MOTORS 
PRODUCT SPECIAL COVERAGE CUSTOMER REIMBURSEMENT PROCEDURE 

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

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

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

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

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

 
Division 

 
Number 

Deaf, Hearing Impaired 
or Speech Impaired * 

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

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

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

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

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

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

 



GENERAL MOTORS 
PRODUCT SPECIAL COVERAGE CUSTOMER REIMBURSEMENT CLAIM FORM 

 
THIS SECTION TO BE COMPLETED BY CLAIMANT 

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

THE FOLLOWING DOCUMENTATION MUST ACCOMPANY THIS CLAIM FORM 
 

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

Please mail this claim form and the required documents to: 
 

General Motors Corporation 
P.O. Box 33170 

Detroit, MI 48232-5170 
 

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

 
 













Arlene.Thomas-Randol
New Stamp
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New Stamp
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New Stamp



























March 28, 2011 
 

Apalachicola, FL  
 
 
Service Request: 71-653093928 
Customer Relationship Specialist: Beau Casset  
 
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 $507.38. 
 
At Chevrolet, our commitment to customer satisfaction is a top priority.  We hope you understand our 
position.  If you have future questions, feel free to contact our Chevrolet Customer Assistance Center at  
1-800-222-1020 Monday through Friday between 8:00 a.m. and 11:00 p.m., Eastern Time.  Please refer to 
your service request number above and any of our Customer Relationship Specialists will be happy to 
assist you. 
 
Sincerely,  
 
Chevrolet Customer Assistance Center 
 
 
For more information regarding the maintenance and care of your vehicle, please visit 
www.mygmlink.com.  This free online service offers vehicle and ownership-related information and tools 
tailored to your specific vehicle.
 

http://www.mygmlink.com/�


 
March 28, 2011 
 
 

 

Apalachicola, FL  
 
Service Request:  71-653093928 
Customer Relationship Specialist: Megan Dyck 
 
Dear    
 
Enclosed is the GM Product Special Coverage Customer Reimbursement Claim Form.  
Please complete the form in its entirety and return it to the address listed on the bottom of 
the form.  We will be happy to review your request for reimbursement on the loss of power 
steering assist that you had repaired once we have received this completed form. 
 
If you have any future questions, please feel free to contact our Chevrolet Customer 
Assistance Center at 1-800-204-0261 Monday through Friday between 8:00 a.m. and  
11:00 p.m., Eastern Time.  Please refer to your service request number above and any of 
our Customer Relationship Managers will be happy to assist you. 
 
Sincerely,  
 
Chevrolet Customer Assistance Center 
 
 

 
 

 
 

 
 
 
 
 
 
 
 
 
 
 
 

 

 



GENERAL MOTORS 
SPECIAL COVERAGE CUSTOMER REIMBURSEMENT PROCEDURE 

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

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

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

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

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

 
Division 

 
Number 

Deaf, Hearing Impaired 
or Speech Impaired * 

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

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

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

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

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

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

 
 



GENERAL MOTORS 
PRODUCT SPECIAL COVERAGE CUSTOMER REIMBURSEMENT CLAIM FORM 

 
THIS SECTION TO BE COMPLETED BY CLAIMANT 

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

THE FOLLOWING DOCUMENTATION MUST ACCOMPANY THIS CLAIM FORM 
 

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

Please mail this claim form and the required documents to: 
 

General Motors Corporation 
P.O. Box 33170 

Detroit, MI 48232-5170 
          All recall reimbursement questions should be directed to the following number: 

           1-800-204-0261 
 



















March 28, 2011 

Pittsburgh, CA  
 
 
Service Request: 71-654297321 
Customer Relationship Specialist: Tim Boonen 
 
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 $200.00. 
 
At Chevrolet, our commitment to customer satisfaction is a top priority.  We hope you understand our 
position.  If you have future questions, feel free to contact our Chevrolet  Customer  Assistance  Center  at     
1-800-222-1020 Monday through Friday between 8:00 a.m. and 11:00 p.m., Eastern Time.  Please refer to 
your service request number above and any of our Customer Relationship Specialists will be happy to 
assist you. 
 
Sincerely,  
 
Chevrolet Customer Assistance Center 
 
 
For more information regarding the maintenance and care of your vehicle, please visit 
www.mygmlink.com.  This free online service offers vehicle and ownership-related information and tools 
tailored to your specific vehicle.
 



 
 
 
 
 
 
March 29, 2011 
 
 

 
Washington, DC  
 
Service Request Number: 71-655744838 
 
 
Dear  
 
We have received your request for assistance, but have been unable to contact you using the telephone 
number provided or any listed in our records.  
 
If your situation has been resolved to your satisfaction, no further action is necessary,    If it has not, we 
invite you call us at 1-800-222-1020.  Please refer to the service request number listed above when you 
reach our representative.  
 
Total customer satisfaction is important to us at Chevrolet.  If we can be of any assistance, please don’t 
hesitate to email us using the Contact Us link at www.Chevrolet.com or call us at 1-800-222-1020.  
 
Sincerely,  
 
Chevrolet Customer Assistance Center 
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March 29, 2011 
 
 

 
Washington, DC  
 
Service Request Number: 71-655744838 
 
 
Dear  
 
We have received your request for assistance, but have been unable to contact you using the telephone 
number provided or any listed in our records.  
 
If your situation has been resolved to your satisfaction, no further action is necessary,    If it has not, we 
invite you call us at 1-800-222-1020.  Please refer to the service request number listed above when you 
reach our representative.  
 
Total customer satisfaction is important to us at Chevrolet.  If we can be of any assistance, please don’t 
hesitate to email us using the Contact Us link at www.Chevrolet.com or call us at 1-800-222-1020.   
 
Sincerely,  
 
Chevrolet Customer Assistance Center 
 



 
Anthony Casada 
2301 Ferguson Road 
Cincinnati, OH 45238 
 
 
RE:  

Service Request: 71-656248724 
2006 Saturn - GM ION 2 
Vehicle Identification Number: 1G8AN15FX6Z
Customer Relationship Specialist: Fabiola Garcia 

 
 
Dear Mr. Casada: 
 
Enclosed please find a check in the amount of $799.47 made payable to Saturn of Western Hills 
to settle the above-referenced case. 
 
If you have further questions, please contact our Business Resource Center at 1-800-231-1841 
Monday through Friday between 8:00 a.m. and 5:00 p.m., Eastern Time.  Please refer to the 
service request number above and a Customer Relationship Specialist will be happy to assist 
you. 
 
Sincerely, 
 
General Motors Corporation 
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March 31, 2011 

Los Angeles, CA 
 
 
Service Request: 71-664386606 
 
Dear  
 
Thank you for contacting us recently about the notice you received for your 2005 Chevrolet Malibu.  We 
apologize for any inconvenience you may have experienced as a result of this action. 
 
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 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 $50.00. 
 
If your vehicle has not been inspected by your local GM dealership, we request you set up an appointment 
to insure all necessary steps have been taken to repair your vehicle.   
 
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 www.Chevrolet.com or call us at  
1-800-222-1020.   
 
Sincerely,  
 
Chevrolet Customer Assistance Center 
 
 
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. 
 
 



March 31, 2011 
 

Altoona, PA  
 
 
Service Request: 71-665053989 
Customer Relationship Specialist: Penny Mercer 
 
Dear  
 
Thank you for your recent inquiry.  We are sorry you have experienced concerns with your 2005 
Pontiac G6.  Customer satisfaction is a top priority for us at Pontiac. 
 
Confirming our conversation regarding your Pontiac, vehicle identification number, 
1G2ZG528854  enclosed is the Owner Loyalty Certificate for the amount of $1,000.00.  
This certificate is valid through September 30, 2009, towards the purchase, SmartLease or 
SmartBuy of a new, unused General Motors vehicle.  This certificate may be used in addition to 
any other retail purchase incentive programs available at the time of purchasing a new vehicle. 
 
We are proud you made Pontiac your choice when you purchased your 2005 Pontiac G6 and 
trust you will give us the opportunity to retain you as a valued Pontiac customer.  Should you 
have any questions regarding General Motors’ products and current incentives, please call 
Pontiac Marketing Support at 800-276-6842.  You may also begin your shopping by logging on 
to the GM Vehicle Showroom at www.gm.com to view our products. 
 
We hope you will take advantage of this special incentive offer, and assuming you do, simply 
present the certificate to your dealer after you have negotiated your best deal, sign the certificate 
and your dealer will complete the necessary information and process it for you. 
 
Sincerely,  
 
Pontiac Customer Assistance Center
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Issued by: Certificate No. 1G2ZG528854
Pontiac   
 
Issue Date: March 31, 2011  
 
Issued exclusively for:
 
 Altoona, PA  
 
Valid through: September 30, 2009 
 
Amount: One Thousand  Dollars and Zero Cents 
 ****$1,000.00**** 
 
 
 
 



February 4, 2011 
 

Columbus, GA   
 
 
Service Request: 71-594148286 
Customer Relationship Specialist: Pinkie Smith 
 
Dear 
 
Thank you for contacting us recently regarding the special coverage notice you received for your 2005 
Chevrolet Malibu.  We apologize for any inconvenience you have experienced as a result of this special 
coverage. 
 
At Chevrolet, we believe our customers have the right to expect long-term, reliable performance from our 
products.  There are, however, many variables that affect the life of the vehicle’s parts and appearance.  
Unfortunately, there are times when we identify a motor vehicle defect and release a special coverage 
notice to our loyal customers for their safety and satisfaction. 
 
We have reviewed your request for reimbursement on the steering column that you had repaired and are 
happy to inform you that you are being reimbursed for the full amount of the repair. We have enclosed a 
check in the amount of $648.11. 
 
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 31, 2011 
 

Charleston, WV  
 
Service Request Number: 71-665251456 
 
 
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 above 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 www.Pontiac.com or call us at 1-800-762-2737.   
 
Sincerely,  
 
Pontiac Customer Assistance Center 
 





March 31, 2011 
 

Charleston, WV
 
Service Request: 71-665251456 
 
 
Dear  
 
We sincerely regret that you experienced a concern with your 2005 Pontiac G6, which resulted in 
an unexpected repair expense to you.     
 
We value you as a Pontiac owner and your satisfaction with our products is a high priority.  After 
consideration, we believe you are entitled to a reimbursement.  We have enclosed a check in the 
amount of $696.19.  We hope this goodwill adjustment will offset, to some degree, the 
inconvenience that this repair may have caused you. 
 
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 
 
 







RCMPR010               VEHICLE DELIVERY/INCENTIVE HISTORY             11/11/06
                       PROCESSING SOURCE: CHEVROLET                   14:16:06
                                                               PAGE:         1

VIN: 1G1ZS51F0 6F          SELLG SCE: 13   MDL YR: 06   ORD NO: JJHNS2

ODATE: 07/29/05 ORDER FAN:           OTYPE: 070  DLVY SS/SITE CD:    13  26700
DDATE: 09/19/05  DLVY FAN:           DTYPE: 010  SRVC TYPE:     MILEAGE:

DLVY DOE:  09/20/05  ORDER BY:
CANC:
CANC DOE:
TRADE:               DLVY TO:    
TRD DOE:                       
SRVC IN:                       TALLAHASSEE                    FL 
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
 CSE   01  13 26700  00028876632   09/21/05     500.00     OA       0.00     9

PROCESS TYPE:   001  CHECK NO:                   SSN:
DATA SCE:      DLR   INC MEMO NO: 00028876632    AUTH PUR CD:
MISC DATE: 09/19/05  MISC:
POLICY PYMT CMNT:                                          ACTV TYPE: 6

CODE  PAY  SS/SITE   INV/INC NO      DATE     AMOUNT      MTHD  DLR SHR    STAT
 FFC   01  13 26700  00028876632   09/21/05      30.25     OA       0.00     9

PROCESS TYPE:   001  CHECK NO:                   SSN:
DATA SCE:      DLVY  INC MEMO NO: 00028876632    AUTH PUR CD:
MISC DATE:           MISC:
POLICY PYMT CMNT:                                          ACTV TYPE: 6
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FLORIDA : 8/1/2005 
Overallowance / Incentives / Negative Equity Form 

 
Customer Not required on 

ineligible cases 
Request #  BBB #  

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

 
(+) 

 
MSRP: (From BARS Invoice) 

 
(-)    

 
DIFFERENCE: 

  
(=)     

  
 
TRADE ALLOWANCE:  (from dealer Bill of Sale) 

 
(+) 

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

 
 
 
 
(-) 

 
OVER ALLOWANCE: (Trade more than NADA) 

  
(=)           

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

  
(=)      

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

    
(+)          

 
GM CARD POINTS:  

     
    DO NOT INCLUDE 

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

  
 
 
 
 
(-) 
               

 
OVERALLOWANCE: (From above) 

  
(-) 

 
NEGATIVE EQUITY: (If NOT shown in contract)) 

  
(-) 

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

      
   (=)     



 





 
Privileged and Confidential Information 

 
CASE ASSESSMENT 

 
By: LaRon Prosser State: FL 

 
 
Customer Name:   Service Request: 71-

665716193 
BBB Case No.:  CHV0849541 

   
 
Vehicle ID No.:  
1G1ZS51F06F

In Service 
Date: 
9/19/05 

Vehicle is: New BAC Code: 173148 

Year, Make & Model: 2006 Chevrolet Malibu 
Mileage at Time of BBB Filing (39,750) 

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

Lien holder:   GMAC     Other : N/A Sale Type:   Purchase   Lease    Other  : 
{Type} 

DVM Name: Randall Jordan CAM Name: Aubrey Washington 
Phone/Cell Number: 404082/8136 
Svc Mgr Name: Jody Tidwell 

Phone Number: 678-240-9832 

    
VEHICLE REPAIR HISTORY 

 
Throughout the entire form, use an asterisk (*) if day(s) out of service are already counted in another 
category. 
 
PLACE A CHECKMARK IN THE BOX FOR THE MAJOR CONCERN BASED ON REPAIR ORDERS.  USE “N/A” 
IF THERE WERE NO REPAIRS FOR THE COMPONENT GROUP. 
 
HAS TAC BEEN CONTACTED FOR SERVICE HISTORY N.  IF YES PLEASE INCLUDE TAC # AND 
EXPLANATION TAC WAS INVOLVED. IF TAC HAS 
N/A_______________________________________________________________________________
___ 
  
__________________________________________________________________________________ 
 
IF TAC HAS NOT BEEN CONTACTED WHY 
NOTN/A______________________________________________ 
 
__________________________________________________________________________________ 
 
 

 Steering gear went out 
       
Date: RO #: Days 

Out: 
Mileag
e: 

Description of Complaint and Repair Performed: 

     
1/18/08 13939    1 29,340 C/S bumping/clicking noise in left front of vehicle. CK steering 

shaft, ck position of shaft, tried to lube shaft as per document id 
#1973984, Necessary to remove steering shaft & install lube kit 
& reinstall, road test. Noise gone. (University) 

1/29/08 14406    1 30,434 C/S feeling a vibration from steering since last repair. Some tire 
& wheel vibration notice/no abnormal noise heard or felt. 
(University) 

 



 Knocking sound under vehicle 
       
Date: RO #: Days 

Out: 
Mileag
e: 

Description of Complaint and Repair Performed: 

     
                        N/A 

 
 Power steering malfunctioning 

       
Date: RO #: Days 

Out: 
Mileag
e: 

Description of Complaint and Repair Performed: 

     
2/15/07 89256    1 18,925 C/S clicking noise in steering when turning. Steering gear worn. 

Replaced steering gear, Align front end. (Univeristy) 
2/15/07 89256    * 18,925 C/S power steering seems stiff. See line 51. 
7/5/07 95344    1 22,920 C/S there is a noise in the front end when driving & turning. 

Incorrect pressure. Replaced steering gear. (University) 
11/10/0
7 

11200    3 28,406 C/S there is a knocking in steering when turning & feels unstable 
at hwy speed…History—steering gear loose. Replace power 
steering gear assembly. (University) 

 
 
Has the vehicle ever been involved in a accident N 
Did you confirm your answer with the customer 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 N/A 
 
Are there any Aftermarket Modifications to the Vehicle N 
Have you confirm this with the customer Y  
List: N/A 
 
Was a Trade Repurchase offered to the customer    N  
(A Trade Repurchase is to be offered as a settlement before a Straight can be considered)  
Date authorized by the DVM/CAM    N/A______________ 
 
 
 
What is the customer eligible for based upon the BBB Program Eligibility Guidelines and the States 
lemon law requirements for meeting presumption?  Explain with some Detail 
 
GM Program Summary Repurchase/Replacement: Not eligible for any remedies 
 
 
Lemon Law Repurchase/Replacement: Not eligible for any remedies 
 
 
GM Program Summary Repairs/Reimbursement for past repairs: Not eligible for any remedies 
 
 
 
 
 

THE STATE LEMON LAW READS: 
 
Days out of service:  30 days plus FRA 



Repairs 3 plus FRA after receiving consumer’s notice 
Time period 24 months from original delivery plus 60 days 
Does Lemon Law state nonconformity must continue to exist? N/A 
 
If applicable, safety-related repairs N/A 
Safety-related time period N/A 
 
Number of repair attempts in the presumption period: 3 
Total days out of service during the presumption period: 5 
Total days out of service during customer’s ownership:   5 
 

Vehicle Meets Presumption of Lemon Law   NO   
 

PERTINENT FACTS FROM PREVIOUS SRs WHICH RELATE TO YOUR EVALUATION 
 

Concern: 71-593221263 Legal Corr. FRA  for steering gear replacement.  
Date & Offer/Result: Opened on 1/15/08 & closed satisfied on 2/18/08 
 
Concern: {TEXT} 
Date & Offer/Result: {TEXT} 
 
Concern: {TEXT} 
Date & Offer/Result: {TEXT} 

 
RECOMMENDATION AND RATIONALE 

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

 
Cust sts: Seeking repurchase/replacement 
 
DVM sts: As of 9/30/08 l/m stating concerns came to my attention in Decmeber/January time frame that 
University's technician was misdiagnosing the knock feel in the steering wheel as a bad steering gear & 
had replaced 2-3 gears on several 06 malibu's. That was the incorrect repair. It was a misdiagnosis. If this 
lady has her steering knocked returned there is a new steering intermediate shaft out to correct this field 
knock problem. The knock itself is not a durability or safety issue. It's just a customer satisfaction issue. 
What I would like to do is redirect this customer to Champion & have them put one of the new steering I-
shafts in her vehicle & that will alleviate her knocking 
 
As of 9/30/08 Direct call to DVM: DVM states he spoke with svc manger Lamar after message was left on 
CRS voicemail this morning. Dlr is aware of new I-shaft. They may have to order the part. He will have dlr 
explain to her there was a misdiagnosis by previous technician. 
 
As of 10/1/08 l/m stating I'm not sure if I left you this information yesterday afternoon or not. I spoke 
with Lamar yesterday afternoon & he tells me he road tested her vehicle with the shop foreman. The only 
issue this vehicle has at present time is the front brake rotors have a little run out. There is a little brake 
pulsation in the front end. They test drove her vehicle for her stated complaints the vehicle was over there 
for. They could not duplicate them. Lamar & the shop formean was going to speak back with yesterday 
afternoon personally & review her situation. The front shock powers had a little movement to them & they 
lubricated those which was a maintenance issue. I don't think they are going to charge her for that. I 
have given Lamar the authority that I will pay for 2/3 of refinishing the front rotors on her vehicle if she 
wants to. There are no priors on that. 
 
SVM sts: Svc manager faxed Ro’s but did not provide any additional info 
 
CRS Rationale: Based on the repairs history the CRS does not feel the vehicle should be 
replaced/repurchased. In reviewing the time frame in which the cust filed the BBB claim it appears the 



customer is not eligible for the BBB or GM program summary.  
 
As of 9/25/08 CRS received email from BBB Eric Oglesby advising case is ineligible for both Lemon law 
and GM’s National Program 
 
As of 9/25/08 BBB closed claim Ineligible: Vehicle Inel Due To Age 
 
Cust has svc appointment with Champion Chevrolet on 9/30/08 
 
CRS will continue work with cust to verify new I-shaft was installed & assistance was provided towards 
refinishing the front rotors. Once repairs are completed the CRS & DVM agreed that no additional 
assistance should be provided unless requested by the customer. If the customer does request additional 
assistance CRS will escalate to DVM to seek approval. 
 
As of 10/3/08 CRS contacted customer to discuss service visit & verify satisfaction. The customer advised 
she was dissatisfied & had already taken the appropriate actions. The customer no longer wanted 
assistance from the CRS & disconnected call. 
 
CRS will close file dissatisfied 
 
 
 
What are the 3 main strengths of the customer’s case to win repurchase through Lemon Law  
N/A 
 
 
 
What are the 3 mains weaknesses of the customer’s case to win repurchase through Lemon Law 
1. Claim file outside of filing period 
2. Vehicle ineligible due to age 
3. Only 3 repair attempts including FRA 
4. Vehicle has not been to a GM dealership for steering concerns since January 2008 
 
 
Decision reached by CRS:     Arbitrate case:                Settle case:   X 



 

Component Description 

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

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

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

Chassis All frame, bumper and hitch components. 
 

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

Engine/Fuel & 
Exhaust 

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

Glass All glass and window components. 

HVAC All components related to heating, air conditioning and 
temperature. 

Paint All paint specific issues (Not metal related). 

Restraints All SIR, airbags and seatbelt issues. 

Steering All steering related components including steering wheel & key, 
column, rack and pinion, pump assembly and Quadrasteer. 

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

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

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

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



2006 MALIBU SEDAN LS                         CHEVROLET MOTOR DIVISION
15U  SANDSTONE METALLIC             /L4G     GENERAL MOTORS CORPORATION
33B  CASHMERE                                100 RENAISSANCE CENTER
ORDER NO. JJHNS2/TRE      STOCK NO.          DETROIT      MI  48243-1114
VIN 1G1 ZS51 F0 6F                      VEHICLE INVOICE 1AD71875552
***************************************************************13*26700S
MODEL & FACTORY OPTIONS               MSRP    INV AMT  RETAIL - STOCK
1ZS69 MALIBU SEDAN LS             17365.00   16409.93  INVOICE 08/30/05
FE9 50-STATE EMISSIONS                 N/C        N/C  SHIPPED 08/30/05
L61 2.2L 4 CYL ENGINE                  N/C        N/C  EXP I/T 09/11/05
MX0 4-SPEED AUTO TRANSMISSION          N/C        N/C  INT COM 09/12/05
VK3 FRONT LICENSE PLATE BRACKET       0.00       0.00  PRC EFF 08/30/05
                                                       KEYS G2816 G2816
                                                       WFP-S QTR  OPT-1
                                                       BANK: GMAC - 029
                                                       CHG-TO    26-700

                                                       SHIP WT:  3039
                                                       HP:       18.4
                                                       GMS:     16588.98
                                                       SUPPLR:  17332.11
                                                       MRM:     17990.00
                                                       DAN:      15S4
                                                       MEMO      793.25

TOTAL MODEL & OPTIONS              17365.00  16409.93  ACT 231 16513.98
DESTINATION CHARGE                   625.00    625.00  H/B 261   520.95
LAM DEALER CONTRIBUTION                        173.65  ADV 261   173.65
LAM GROUP CONTRIBUTION                          86.83  EXP 65A    86.83

TOTAL                              17990.00  17295.41  PAY 310 17295.41
MEMO: TOTAL LESS HOLDBACK AND
      APPROX WHOLESALE FINANCE CREDIT        16513.98
***********************************************************************
INVOICE DOES NOT REFLECT DEALER'S ULTIMATE COST BECAUSE OF MANUFACTURER
REBATES, ALLOWANCES, INCENTIVES, HOLDBACK, FINANCE CREDIT AND RETURN TO
DEALER OF ADVERTISING MONIES, ALL OF WHICH MAY APPLY TO VEHICLE.
***********************************************************************
THIS MOTOR VEHICLE IS SUBJECT TO A SECURITY INTEREST HELD BY GMAC.

                                         REMIT TO GMAC NO. 029
UNIVERSITY CHEVROLET, INC.               VIN 1G1ZS51F06F
                                         $  17295.41 INV  1AD71875552
                                         DUE 09/12/05  DEALER  26-700



Revised 01/10/2007 7

General Motors Protection Plan (GMPP) 

GMPP
Definition: 

Purpose:

When to use: 

When NOT to use: 

Parameters of use: 

Example:

A service contract (not an “extended warranty”) covering various vehicle 
components & systems and issued for various time and mileage intervals, & 
deductibles

To restore a customer’s confidence in their vehicle as a result of an 
unsatisfactory service experience &/or to provide added value for deserving 
customers to offset an inconvenience 

� The customer has concerns regarding repeated failures 
� The customer has concerns about potential out of warranty expenses 
� As an alternative to a vehicle repurchase 

� As a way to get coverage for a current repair 
� In conjunction with other goodwill tools 
� In cases of property damage or personal injury 
� When the vehicle has a branded or salvaged title 
� If customer has pursued third party intervention (BBB or legal) 

� Should be issued during the original New Vehicle Warranty 
� Match terms to the owners purchase cycle 
� Transferable to subsequent owners 
� If cancelled, GM receives refund 
� Coverage begins at plan purchase date & mileage, NOT in-service 

date

� Customer’s overall ownership experience has been less-than-
satisfactory and is deserving of a more substantive goodwill gesture, 
&/or is concerned about potential out of warranty expenses 

NOTES:  1) Please be sure that GMPP is the appropriate goodwill offer, as there are more cost effective alternatives 
(component coverage letter)  2) Select the plan, time/mileage & deductible that best fits the customer’s needs, and is most 
appropriate for the situation (consider Basic Guard before Value Guard, before Major Guard)  3) Since GMPP selection can 
be complex, prior to committing to the customer, we suggest you contact the GM Call Center @ 1-800-231-1841 (prompt 3, 
prompt 2) to determine current plan availability and cost  4) Time and mileage will be calculated from the “current” date 
and vehicle mileage, not from the original in-service date  5) A GMPP has substantial value so always communicate to your 
customer your investment in their loyalty  6) If the customer wants to upgrade from situation appropriate plan and is willing 
to pay the cost of the upgrade, contact your DVM

Arlene.Thomas-Randol
New Stamp
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2007 Model Year
Available GMPP parameters for all vehicles appearing on the Vehicle Model Group Classification Guide 

In service up to 12 months and 12,000 odometer miles (classified as a NEW vehicle)
Note: 36/45,000, 36/54,000, & 48/48,000 plans are unavailable for ALL Buick, Cadillac and Hummer vehicles 

  Value Guard             Major Guard            
36 Months 48 Months 60 Months 

 45,000  48,000  40,000 
 54,000  60,000  50,000 
 60,000  72,000  60,000 
 75,000  80,000  75,000 
 100,000  100,000  90,000 

 100,000 
Available Deductible:   $0             $100             $200

2007 Model Year / In service 12 or more months and with 0 - 24,000 odometer miles 
  Value Guard             Major Guard           

24 Months 36 Months 48 Months 60 Months 
 56,000  24,000  32,000  40,000 
 70,000  30,000  40,000  50,000 
 84,000  36,000  48,000  60,000 

 45,000  60,000  75,000 
 54,000  72,000  
 60,000   
 75,000   

Available Deductible:   $0             $100             $200

2007 Model Year / In service 12 or more months and with 24,000 – 36,000 odometer miles 
  Value Guard             Major Guard           

12 Months 24 Months 36 Months 48 Months 60 Months 
 12,000  24,000  24,000  32,000  50,000 
 20,000  30,000  30,000  40,000  60,000 

 36,000  36,000  48,000  75,000 
 50,000  45,000  60,000  

 54,000  72,000  
 60,000   
 75,000   

Available Deductible:   $0             $100             $200

2007 Model Year / In service 12 or more months and with 36,000 – 50,000 odometer miles 
  Value Guard             Major Guard            

12 Months 24 Months 36 Months 48 Months 60 Months 
 12,000  24,000  24,000  32,000  40,000 
 15,000  30,000  30,000  40,000  50,000 
 20,000  36,000  36,000  48,000  

 40,000  45,000   
 50,000  54,000   

Available Deductible:   $0             $100             $200
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General Motors Dealership Empowerment Process 
(Dealership Service Management Template – Revised 01/10/2007) 

 
1) Please complete this template by either typing or legibly writing in all required information 
2) Either fax the completed template to 1-866-430-2718, or attach it to any e-mail and send to 

AVM.TEAM@GMEXPERT.COM 
o It is NOT necessary to FAX all 13 pages; only those that apply to your request 

3) Place a copy of the completed template in your VIN history file for future reference 
 
NOTE:  Questions pertaining to potential goodwill options (prior to committing to the customer), value &/or the 
status of a pending request can be directed to the GM Call Center at 1-800-231-1841 (prompt 3, prompt 2) 
 
 
Region  NEast  SEast  NCentral  SCentral  Western 
 
Service Manager Name & Phone 
Number 

Ty Johnson 801-693-7077 

Dealership Name, Location & 
BAC Number  

Jerry Seiner Pontiac, Buick, GMC      BAC: 118754 
957 North 400 East 
North Salt Lake, UT 84054 

CAC Case (SR) Number (if 
known) 

n/a 

Customer Name (Mr., Ms., Mrs., 
Last, First, MI) 

Customer Complete Mailing 
Address West Jordan, UT 

Daytime Phone Number 

Evening Phone Number 

FULL VIN 1G2ZF58BX74  

Current Mileage 20,397 

District Service Manager’s 
Name & Phone Number  

Steve Robinson 801-699-1087 

Customer’s Concern(s) And 
Business Reason(s) For Offering 
Goodwill 
 
 
 
 
 
 

Major electrical problems, electric steering would fail, gauges would stop working, 
odometer would read ERROR and chimer would keep on off. The customer had 
taken his G6 into another Pontiac dealership four times before he brought it into us. 
We found the failure and repaired the problem in August on repair order number 
300967.  

Additional Information, Such As 
RO #s And Used Vehicle 
Purchase Information (date & 
mileage at purchase, and seller) 

Customer wanted to wait to see if the problem was fixed before he asked General 
Motors to do something to help with all of the unsuccessful repairs. 
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Important Notes: 
 

 Questions pertaining to any of these goodwill options should be directed to the GM Call Center at 1-800-231-1841(prompt 
3, prompt 2) or your District Service Manager (DVM) 

 Since GMPP selection is complex and plan availability can change, we ask that you ALWAYS contact the GM Call 
Center @ 1-800-231-1841(prompt 3, prompt 2) prior to offering a plan to the customer 

 These tools are NOT available on SAAB, Saturn, Hummer H1 or medium duty trucks 
 The customer MUST have verbally agreed to accept the goodwill gesture as a resolution to their concern before you 

submit this template 
 All information in this template must be fully and accurately completed before processing can begin 
 Always communicate the value of the goodwill to your customer so they recognize your investment in their loyalty 
 The dealership should also ALWAYS take credit for providing the goodwill (NOT GM) 
 An Owner Loyalty Certificate (OLC) provides GM funds towards a new GM vehicle purchase, and is the preferred 

goodwill offering for deserving, loyal, appreciative customers with high mileage situations (everyone wins when the 
customer purchases a new GM vehicle) 

o You can recommend an OLC to your DVM, but your DVM MUST agree with your recommendation and MUST 
process the OLC with the call center (do not commit to the customer until your DVM approves your request) 

o The call center mails the OLC to the customer, and the OLC can be used at any GM dealership to purchase a 
NEW GM vehicle 

o An OLC CAN NOT be offered when the vehicle is still within base new vehicle warranty parameters 
o Do NOT finalize the new vehicle sales transaction, execute the documents or deliver the new vehicle prior to the 

customer receiving the OLC and providing the original to the dealership, or the dealership may not receive the 
OLC credit amount from GM 
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OnStar 
 
 
 
 

 OnStar 
Definition: 
 
Purpose: 
 
 
When to use: 
 
 
 
When NOT to use: 
 
 
 
 
Parameters of use: 
 
 
 
Examples: 

A complimentary one year plan extension to an active OnStar account 
 
To provide added value for deserving customers to offset an 
inconvenience 
 

 Vehicle must be OnStar equipped & account must be active 
 Vehicle must be 2004 or newer 
 As an alternative to other goodwill tools 

 
 In conjunction with other goodwill tools 
 In cases of property damage or personal injury 
 When the vehicle has a branded or salvaged title 
 If customer has pursued third party intervention (BBB or legal) 

 
 GMVIS must be checked to see if the vehicle has an active 

account that is in good standing 
 The extension begins at the expiration of the existing plan 

 
 The relationship between the customer and dealer is strained 
 Other goodwill tools are inappropriate 
 The customer has been inconvenienced 

 
Matrix of Available OnStar Plans 

 Safe & Sound 
(1 Year Extension)  Directions & Connections 

(1 Year Extension) 
 

(An extension of Luxury & Leisure is not available.) 
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Maintenance Certificate 
 

 
 
 
X Maintenance Certificate 
Definition: 
 
 
Purpose: 
 
 
When to use: 
 
When NOT to use: 
 
 
 
 
 
Parameters of use: 
 
 
 
Examples: 

A letter authorizing a complimentary, specified future maintenance 
service 
 
To provide added value for deserving customers to offset an 
inconvenience 
 

 To cover a specified maintenance service 
 

 In conjunction with other goodwill tools 
 For multiple oil changes 
 When customer already has Smart Care 
 When the vehicle has a branded or salvaged title 
 If customer has pursued third party intervention (BBB or legal) 

 
 Can be offered in or out of warranty 
 Never indicate a dollar value by itself, must indicate a service 
 The value of the services must not exceed $200 (see examples) 

 
 “One tire rotation and wheel balance, not to exceed $100” 
 “One front end alignment, not to exceed $50” 

 
X Lube, oil, and filter Tire balancing service 

 Coolant system flush X Tire rotation 
 Differential fluid change Wheel alignment 
 Transmission service Other (Please specify)       

 
 
 
 
 
 
 
 
 
 



Revised 01/10/2007 5

 
 

GMPP Smart Care 
 
 
 
 

 GMPP Smart Care 
Definition: 
 
 
Purpose: 
 
When to use: 
 
 
 
When NOT to use: 
 
 
 
 
Parameters of use: 
 
 
 
 
 
Examples: 

A complimentary plan providing basic maintenance services for a variety of 
time and mileage intervals 
 
To provide added value for deserving customers to offset an inconvenience 
 

 To recognize & thank a customer for their cooperation &/or patience 
 To promote normal maintenance 
 As an alternative to a maintenance letter or component letter 

 
 In conjunction with other goodwill tools 
 In cases of property damage or personal injury 
 When the vehicle has a branded or salvaged title 
 If customer has pursued third party intervention (BBB or legal) 

 
 Can be offered in or out of warranty 
 Match terms to the owners purchase cycle 
 Smart Care will not pay any claims past 100,000 miles 
 Coverage begins at the plan purchase date & mileage, NOT in-

service date 
 

 The diagnostic/repair process took longer then normal, and the 
customer was cooperative 

 A “one-time” maintenance offer is insufficient 
 

Matrix of Available GMPP Smart Care Plans 
 12/12,000 36/45,000 
 12/15,000 36/54,000 
 24/24,000 36/60,000 
 24/30,000 48/48,000 
 36/36,000 48/60,000 
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Component Coverage Letter 
 
 
 

 Component Coverage Letter 
Definition: 
 
 
Purpose: 
 
 
When to use: 
 
 
 
 
When NOT to use: 
 
 
 
 
 
 
Parameters of use: 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
Examples: 

A letter that covers a specific component for a defined period of time and 
mileage. 
 
To restore a customer’s confidence in a component as a result of an 
unsatisfactory service experience. 
 

 The customer has concerns regarding repeat failure(s) of a specific 
component 

 The customer has concerns about potential out of warranty expenses 
on a specific component 

 
 For the “complete vehicle” 
 For a system (“electrical system”) 
 The vehicle has a salvage or branded title 
 Wear and maintenance items (tires, brake pads, wiper blades, etc.) 
  If customer has pursued third party intervention (BBB or legal) 
 In conjunction with other goodwill tools 

 
 Can be written up to and not to exceed 84 months/100,000 miles 

from the original in-service date 
o For Diesel Engines, it can be written up to and not to exceed 

84 months/150,000 miles from the original in-service date 
o For Cold Start Knock, it should be written for 72/100,000. If 

it falls w/in the parameters noted in TSB #01-06-01-022 or 
01-06-01-028A a transferable component letter will be issued 
(only exception).  

 NOT transferable to subsequent owners (except cold start knock) 
 Electrical components MUST be specific (alternator, radio), NEVER 

the entire system 
 Should be offered while the vehicle is still within warranty 
 Match terms to the customer’s ownership cycle 
 Preferred over GMPP due to cost & focus application 

 
 A catastrophic engine failure within the warranty period - customer 

is offered a 84/100,000 component letter 
 The second alternator failure within the warranty period - customer 

is offered a 72/75,000 component letter 
 

Time limit (months): 
      

Mileage limit: 
      

Specific component(s) (i.e. transmission): 
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General Motors Protection Plan (GMPP) 
 
 

 GMPP  
Definition: 
 
 
 
Purpose: 
 
 
 
When to use: 
 
 
 
 
When NOT to use: 
 
 
 
 
 
Parameters of use: 
 
 
 
 
 
 
 
Example: 

A service contract (not an “extended warranty”) covering various vehicle 
components & systems and issued for various time and mileage intervals, & 
deductibles 
 
To restore a customer’s confidence in their vehicle as a result of an 
unsatisfactory service experience &/or to provide added value for deserving 
customers to offset an inconvenience 

 
 The customer has concerns regarding repeated failures 
 The customer has concerns about potential out of warranty expenses 
 As an alternative to a vehicle repurchase 

 
 As a way to get coverage for a current repair 
 In conjunction with other goodwill tools 
 In cases of property damage or personal injury 
 When the vehicle has a branded or salvaged title 
 If customer has pursued third party intervention (BBB or legal) 

 
 Should be issued during the original New Vehicle Warranty 
 Match terms to the owners purchase cycle 
 Transferable to subsequent owners 
 If cancelled, GM receives refund 
 Coverage begins at plan purchase date & mileage, NOT in-service 

date 
 
 

 Customer’s overall ownership experience has been less-than-
satisfactory and is deserving of a more substantive goodwill gesture, 
&/or is concerned about potential out of warranty expenses 

 
 
NOTES:  1) Please be sure that GMPP is the appropriate goodwill offer, as there are more cost effective alternatives 
(component coverage letter)  2) Select the plan, time/mileage & deductible that best fits the customer’s needs, and is most 
appropriate for the situation (consider Basic Guard before Value Guard, before Major Guard)  3) Since GMPP selection can 
be complex, prior to committing to the customer, we suggest you contact the GM Call Center @ 1-800-231-1841 (prompt 3, 
prompt 2) to determine current plan availability and cost  4) Time and mileage will be calculated from the “current” date 
and vehicle mileage, not from the original in-service date  5) A GMPP has substantial value so always communicate to your 
customer your investment in their loyalty  6) If the customer wants to upgrade from situation appropriate plan and is willing 
to pay the cost of the upgrade, contact your DVM 
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2007 Model Year 
 

Available GMPP parameters for all vehicles appearing on the Vehicle Model Group Classification Guide 
In service up to 12 months and 12,000 odometer miles (classified as a NEW vehicle) 

Note: 36/45,000, 36/54,000, & 48/48,000 plans are unavailable for ALL Buick, Cadillac and Hummer vehicles 
  Value Guard             Major Guard            

36 Months 48 Months 60 Months 
 45,000  48,000  40,000 
 54,000  60,000  50,000 
 60,000  72,000  60,000 
 75,000  80,000  75,000 
 100,000  100,000  90,000 

   100,000 
Available Deductible:    $0             $100             $200 

 
2007 Model Year / In service 12 or more months and with 0 - 24,000 odometer miles 

  Value Guard             Major Guard            
24 Months 36 Months 48 Months 60 Months 

 56,000  24,000  32,000  40,000 
 70,000  30,000  40,000  50,000 
 84,000  36,000  48,000  60,000 

  45,000  60,000  75,000 
  54,000  72,000  
  60,000   
  75,000   

Available Deductible:    $0             $100             $200 

 
2007 Model Year / In service 12 or more months and with 24,000 – 36,000 odometer miles 

  Value Guard             Major Guard            
12 Months 24 Months 36 Months 48 Months 60 Months 

 12,000  24,000  24,000  32,000  50,000 
 20,000  30,000  30,000  40,000  60,000 

  36,000  36,000  48,000  75,000 
  50,000  45,000  60,000  
   54,000  72,000  
   60,000   
   75,000   

Available Deductible:    $0             $100             $200 

 
2007 Model Year / In service 12 or more months and with 36,000 – 50,000 odometer miles 

  Value Guard             Major Guard            
12 Months 24 Months 36 Months 48 Months 60 Months 

 12,000  24,000  24,000  32,000  40,000 
 15,000  30,000  30,000  40,000  50,000 
 20,000  36,000  36,000  48,000  

  40,000  45,000   
  50,000  54,000   

Available Deductible:    $0             $100             $200 
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2004 – 2006 Model Years 
 
 

Available GMPP parameters for all vehicles appearing on the Vehicle Model Group Classification Guide 
In service up to 12 months and 12,000 odometer miles (classified as a NEW vehicle) 

Notes: 1) 36/45,000, 36/54,000, & 48/48,000 plans are unavailable for ALL 2006 Buick, ALL 2006 Hummer & 
ALL 2004-2006 Cadillac vehicles  2) Only plans available for Aveo & Cobalt are $0 & $100 deductible Major 

Guard ($200 deductible Major Guard, ALL Basic Guard & ALL Value Guard plans are unavailable) 
  Basic Guard    Value Guard             Major Guard            

36 Months 48 Months 60 Months 
 45,000  48,000  40,000 
 54,000  60,000  50,000 
 60,000  72,000  60,000 
 75,000  80,000  75,000 
 100,000  100,000  90,000 

   100,000 
Available Deductible:    $0             $100             $200 

 
2004-2006 Model Years / In service 12 months or more and with 0 - 24,000 odometer miles 

Note: Only plans available for Aveo & Cobalt are $0 & $100 deductible Major Guard ($200 deductible Major 
Guard, ALL Basic Guard & ALL Value Guard plans are unavailable) 

  Basic Guard             Value Guard             Major Guard 
12 Months 24 Months 36 Months 48 Months 60 Months 

 12,000  24,000  24,000  32,000  40,000 
 15,000  30,000  30,000  40,000  50,000 
 18,000  36,000  36,000  48,000  60,000 
 20,000  40,000  45,000  60,000  75,000 

  50,000  54,000  72,000  
   60,000   
   75,000   

Available Deductible:    $0             $100             $200 
 

2004-2006 Model Years / In service 12 months or more and with 24,001 – 36,000 odometer miles 
Note: Only plans available for Aveo & Cobalt are $0 & $100 deductible Major Guard ($200 deductible Major 

Guard, ALL Basic Guard & ALL Value Guard plans are unavailable) 
  Basic Guard             Value Guard             Major Guard 

12 Months 24 Months 36 Months 48 Months 60 Months 
 12,000  24,000  24,000  32,000  40,000 
 15,000  30,000  30,000  40,000  50,000 
 18,000  36,000  36,000  48,000  60,000 
 20,000  40,000  45,000  60,000  75,000 

  50,000  54,000  72,000  
   60,000   
   75,000   

Available Deductible:    $0             $100             $200 
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2004 – 2006 Model Years (continued) 
 
 

2004-2006 Model Years / In service 12 months or more and with 36,001 – 50,000 odometer miles 
Note: Only plans available for Aveo & Cobalt are $0 & $100 deductible Major Guard ($200 deductible Major 

Guard, ALL Basic Guard & ALL Value Guard plans are unavailable) 
  Basic Guard             Value Guard             Major Guard 

12 Months 24 Months 36 Months 48 Months 60 Months 
 12,000  24,000  24,000  32,000  40,000 
 15,000  30,000  30,000  40,000  50,000 
 18,000  36,000  36,000  48,000  
 20,000  40,000  45,000   

  50,000  54,000   
Available Deductible:    $0             $100             $200 

 
2004-2006 Model Years / In service 12 months or more and with 50,001 – 60,000 odometer miles 

  Basic Guard             Value Guard             Major Guard 
12 Month 24 Months 36 Months 48 Months 60 Months 

 12,000  24,000  24,000  32,000  40,000 
 15,000  30,000  30,000  40,000  
 18,000  36,000  36,000  48,000  
 20,000  40,000  45,000   

Available Deductible:    $0             $100             $200 
 

2004-2006 Model Years / In service 12 months or more and with 60,001 – 75,000 odometer miles 
  Basic Guard             Value Guard             Major Guard 

12 Months 24 Months 36 Months 48 Months 
 12,000  24,000  24,000  32,000 
 15,000  30,000  30,000  
 18,000    
 20,000    

Available Deductible:    $50        $100        $200 
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2002 & 2003 Model Years 
 
 

Available GMPP parameters for all vehicles appearing on the Vehicle Model Group Classification Guide 
2002 & 2003 Model Year vehicle with 0 – 24,000 odometer miles 

  Basic Guard             Value Guard             Major Guard 
12 Months 24 Months 36 Months 48 Months 60 Months 

 12,000  24,000  24,000  32,000  40,000 
 15,000  30,000  30,000  40,000  50,000 
 18,000  36,000  36,000  48,000  60,000 
 20,000  40,000  45,000  60,000  75,000 

 50,000  54,000  72,000 
 60,000  

Major Guard 
Value Guard 

& 
Basic Guard 

 
 

 75,000 
 

Value Guard 
& 

Basic Guard  
Only 

 

Available Deductible:    $50        $100        $200 
 

2002 & 2003 Model Year vehicle with 24,001 – 36,000 odometer miles 
  Basic Guard             Value Guard             Major Guard 

12 Months 24 Months 36 Months 48 Months 60 Months 
 12,000  24,000  24,000  32,000  40,000 
 15,000  30,000  30,000  40,000  50,000 
 18,000  36,000  36,000  48,000  60,000 
 20,000  40,000  45,000  60,000  75,000 

 50,000  54,000  72,000 
 60,000  

Major Guard 
Value Guard 

& 
Basic Guard 

 
 

 75,000 
 

Value Guard 
& 

Basic Guard  
Only 

 

Available Deductible:    $50        $100        $200 
 

2002 & 2003 Model Year vehicle with 36,001 – 50,000 odometer miles 
  Basic Guard             Value Guard             Major Guard 

12 Months 24 Months 36 Months 48 Months 60 Months 
 12,000  24,000  24,000  32,000  40,000 
 15,000  30,000  30,000  40,000  50,000 
 18,000  36,000  36,000  48,000 
 20,000  40,000  45,000 

Major Guard 
Value Guard 

& 
Basic Guard 

  50,000  54,000 
 

Value Guard 
& 

Basic Guard  
Only  

Available Deductible:    $50        $100        $200 
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2002 & 2003 Model Years (continued) 
 
 

2002 & 2003 Model Year vehicle with 50,001 – 60,000 Odometer miles 
  Basic Guard             Value Guard             Major Guard 

12 Months 24 Months 36 Months 48 Months 60 Months 
 12,000  24,000  24,000  32,000  40,000 
 15,000  30,000  30,000  40,000 
 18,000  36,000  36,000  48,000 

Major Guard 
Value Guard 

& 
Basic Guard 

 20,000  40,000  45,000  

Value Guard 
& 

Basic Guard  
Only  

Available Deductible:    $50        $100        $200 
 

2002 & 2003 Model Year vehicle with 
60,001 – 75,000 Odometer miles 

 Basic Guard   Value Guard   Major Guard 
12 Months 24 Months 36 Months 48 Months 
 12,000  24,000  24,000  32,000 
 15,000  30,000  30,000 
 18,000 
 20,000 

  
 

Available Deductible:    $50        $100        $200 
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2000 & 2001 Model Years 
 
 

Available GMPP parameters for all vehicles appearing on the Vehicle Model Group Classification Guide 
2000 & 2001 Model Year vehicle with  

0 – 24,000 odometer miles 
2000 & 2001 Model Year vehicle with  

24,001 – 36,000 odometer miles 
 Basic Guard   Value Guard   Major Guard  Basic Guard   Value Guard   Major Guard 

12 Months 24 Months 36 Months 12 Months 24 Months 36 Months 
 12,000  24,000  24,000  12,000  24,000  24,000 
 15,000  30,000  30,000  15,000  30,000  30,000 
 18,000  36,000  36,000  18,000  36,000  36,000 
 20,000  40,000  45,000  20,000  40,000  45,000 

 50,000  54,000  50,000  54,000 
 60,000 

 
 

 75,000 

 
  

Available Deductible:    $50      $100      $200 Available Deductible:   $50      $100      $200 
 

2000 & 2001 Model Year vehicle with 
36,001 – 50,000 odometer miles 

2000 & 2001 Model Year vehicle with 
50,001 – 60,000 odometer miles 

 Basic Guard   Value Guard   Major Guard  Basic Guard   Value Guard   Major Guard 
12 Months 24 Months 36 Months 12 Months 24 Months 36 Months 
 12,000  24,000  24,000  12,000  24,000  24,000 
 15,000  30,000  30,000  15,000  30,000  30,000 
 18,000  36,000  36,000  18,000  36,000  36,000 
 20,000  40,000  45,000  20,000  40,000  45,000 

  50,000  54,000    
Available Deductible:    $50      $100      $200 Available Deductible:    $50      $100      $200 

 
2000 & 2001 Model Year vehicle with 

60,001 – 75,000 odometer miles 
 Basic Guard   Value Guard   Major Guard 

12 Months 24 Months 36 Months 
 12,000  24,000  24,000 

 15,000  30,000  30,000 

 18,000 
 20,000 

  

Available Deductible:    $50        $100        $200 
 
 
 
 
NOTE:  We do offer a limited selection of GMPP plans for 1997 – 1999 model year vehicles, but a 
customer’s circumstances would need to be very special to consider a GMPP for a vehicle of that age.  If 
you believe your customer’s situation merits consideration, please contact your GM District Service 
Manager. 

 



April 4, 2011 
 
 

 
West Jordon, UT  
 
Service Request: 71-667707212 
Customer Relationship Specialist: Amy Lipinski 
 
Dear : 
 
Thank you for your support of Pontiac.  As we agreed, the necessary paperwork has been completed and 
forwarded to General Motors Protection Plan (GMPP).  The processing time will take approximately 
eight weeks.  The Major Guard plan for your 2007 Pontiac G6, Vehicle Identification Number 
1G2ZF58BX74  is for the following: 
 

• 48 months or  72,000 miles, whichever occurs first, beginning on September 30, 2008 and 
ending on September 30, 2012  and begins with 22,855 and ends with 94,855 odometer miles 

• Standard rental 
• A $0.00 deductible 

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

http://www.mygmlink.com/�


Arlene.Thomas-Randol
New Stamp















PAR GMWA 
Pre-Authorization/Warranty Claim Tracking Form 

 

 

Customer and Vehicle Information 
Date 10/30/08 Service Request #  71-668089615 
Customer Name 
VIN 1G2ZG558564
In-Service Date 1/20/2006  Service Contract? No 
Current Mileage 55000 Purchased New/Used? New 
Warranty Blocked?  No     
Branded Title?  No Mileage at Purchase 0 

Dealer and Claim Information 
Dealer Name Nucar Motors, Inc. 
Dealer Svc Mgr Brett Orth Dlr Warranty Admin: Brett Orth 
Dealer Phone (302) 738-6161 Dealer Fax  (302) 738-7833 
Dealer BAC 115567       
   
Dealer Division and Code 16-Pont-03027       
Repair Order Number 388809       
Repair Order Close Date 10/23/08       
Labor Op. Code  Z1242 Dollar Amt:  1359.12     
Labor Op. Code  Z1243 Dollar Amt:            
Cause Code (CC) MJ         
Failure Code (FC) 98         
            
PUT EVERYTHING IN NET 
AMOUNT          
Labor Hours and OLH: DO NOT PUT IN HOURS      
Parts and Labor Costs: DO NOT PUT IN COSTS      
Net Amount:       1359.12      
DO NOT H ROUTE THIS CLAIM         
Authorization Code: DO NOT PUT IN AN AUTH CODE     
Additional Comments for Dealer:        
IF THIS CLAIM SHOULD REJECT FOR ANY REASON, PLEASE CONTACT ME ASAP 
AND FAX A COPY OF THE REJECTION W/TRACKING FORM TO  (     )                   

Retain Copy with Dealer Repair Order 
Internal PAR Information 

           
Complaint: 

steering failed caused accident   
Cause: 

internal part failure   
Correction: 

repair steering system   
Justification: repair is less than 50% of value 
            
PAR CRS: Mark Valverde     
    
Additional Comments:         













 
 
 
 
 
 
       
Issued by: Certificate No. 1G8AJ52F75Z
Saturn   
 
Issue Date: April 5, 2011  
 
Issued exclusively for: 
 
 Cape Coral, FL   
 
Valid through: October 23, 2009 
 
Amount: Five Hundred Dollars and Zero Cents 
 ****$500.00**** 
 
 
 
 

arlene.thomas-randol
New Stamp



April 5, 2011 
 
 

 
 

Cape Coral, FL  
 
Service Request: 71-668609622 
 
 
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 Saturn your choice when you purchased your 2005 ION 2 and trust you 
will give us the opportunity to retain you as a valued Saturn customer.  Should you have any 
questions regarding General Motors’ products and current incentives, please call our Marketing 
Support department at 1-800-553-6000.  You may also begin your vehicle shopping online by 
visiting gm.com or any of our divisional websites. 
 
Sincerely,  
 
Saturn Business Resource Center 
 







Privileged and Confidential Information 
 

CASE ASSESSMENT 
 

By: Lisa Bernarduci  State: FL 
 

 
Customer Name:   Service Request: 71-

668609622 
BBB Case No.:  SAT0850437 

   
 
Vehicle ID No.:  
1G8AJ52F75Z

In Service 
Date: 
6/7/2005  

Vehicle is: USED BAC Code:  
 
Vehicle 
purchased in PA 

Year, Make & Model: 2005 Saturn Ion 2 
Mileage at Time of BBB Filing 48,700 

Vehicle Purchased Used on: 1/27/07 at odometer 
11,000 

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

DVM Name: No DVM  Saturn case DSSM CAM Name: Aubrey Washington 
Phone/Cell Number:  
Svc Mgr Name:  

Phone Number: 678-240-9832 

    
VEHICLE REPAIR HISTORY 

 
Throughout the entire form, use an asterisk (*) if day(s) out of service are already counted 
in another category. 
 
PLACE A CHECKMARK IN THE BOX FOR THE MAJOR CONCERN BASED ON REPAIR ORDERS.  
USE “N/A” IF THERE WERE NO REPAIRS FOR THE COMPONENT GROUP. 
 
HAS TAC BEEN CONTACTED FOR SERVICE HISTORY Y OR N.  IF YES PLEASE INCLUDE TAC 
# AND EXPLANATION TAC WAS INVOLVED. IF TAC HAS 
_________________________________________________________________________
_________ 
  
IF TAC HAS NOT BEEN CONTACTED WHY 
NOT______________________________________________ 
 

  
       
Date: RO #: Days 

Out: 
Mileag
e: 

Description of Complaint and Repair Performed: 

     
     
     
     
 

  
       
Date: RO #: Days 

Out: 
Mileag
e: 

Description of Complaint and Repair Performed: 

     
     
 



  
       
Date: RO #: Days 

Out: 
Mileag
e: 

Description of Complaint and Repair Performed: 

     
     
 
 

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

Out: 
Mileag
e: 

Description of Complaint and Repair Performed: 

     
                              
 
Has the vehicle ever been involved in a accident Y  
Did you confirm your answer with the customer Y  
What type of damage was sustained (example front end collision) 
__Cust sts that is just knocked off the 
headlight.______________________________________________ 
Are the RO's attached if the vehicle was in an accident N 
Cust it was done  through Safe Auto 
 
Have you file to collect any isurance claims with this vehicle Y  
What were the dates 
What was the reason you filed 
 
Are there any Aftermarket Modifications to the Vehicle N 
Have you confirm this with the customer Y  
List: 
 
Was a Trade Repurchase offered to the customer    Y or N  
(A Trade Repurchase is to be offered as a settlement before a Straight can be 
considered)  
Date authorized by the DVM/CAM    ______________ 
 
 

 Other 
       
Date: RO #: Days 

Out: 
Mileag
e: 

Description of Complaint and Repair Performed: 

     
                              
 
 
What is the customer eligible for based upon the BBB Program Eligibility Guidelines and the 
States lemon law requirements for meeting presumption?  Explain with some Detail 
 
GM Program Summary Repurchase/Replacement: 
 
 



Lemon Law Repurchase/Replacement: 
 
 
GM Program Summary Repairs/Reimbursement for past repairs: 
 
 
 
 
 

THE STATE LEMON LAW READS: 
 
Days out of service:  30 
Repairs 3 + FRA 
Time period 26 
Does Lemon Law state nonconformity must continue to exist? yes 
 
If applicable, safety-related repairs N/A 
Safety-related time period N/A 
 
Number of repair attempts in the presumption period: {# of repair 

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

Vehicle Meets Presumption of Lemon Law     YES or   NO   
 

PERTINENT FACTS FROM PREVIOUS SRs WHICH RELATE TO YOUR EVALUATION 
 

Concern: 71-668609622 CAC file opened and assumed by CRS for BBB file 
Date & Offer/Result: {TEXT} 
 
Concern: {TEXT} 
Date & Offer/Result: {TEXT} 
 
Concern: {TEXT} 
Date & Offer/Result: {TEXT} 

 
RECOMMENDATION AND RATIONALE 

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

 
Cust sts:  I would like the car replaced at equal value or trade in.  Cust this has been an ongoing issue to 
get my car fixed.  The power steering has been going out.  The Saturn corporation will not do anything 
after the vehicle loosing power.  He was told that they are not able to pin point the problem on this.  He 
states that they have put over 30,000 dollars in repairs on this vehicle.   
Cust sts I have been told by several dealers not to bring the vehicle back 
DVM sts:   
 
SVM sts: 
 
CRS Rationale: Customer is over the time period for filing.  In service date is 6/7/2005.  Customer has 26 
months to file.  Customer would have had until 8/7/2007 to file. 
 



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



Privileged and Confidential Information 
 

CASE ASSESSMENT 
 

By: Patricia Alarcon   State: FL 
 

 
Customer Name:   Service Request: 71-

668609622 
BBB Case No.:  
SAT0850437 

   
 

Vehicle ID No.:  
1G8AJ52F75Z

In Service 
Date: 
6/7/2005 

Vehicle is: Used BAC Code: 
{Selling 
Dealer} 

Year, Make & Model: 2005 Saturn ION 2 
Mileage at Time of BBB Filing 48,000 

Vehicle Purchased Used on: 1/27/07 at 
odometer 11,500 

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

DVM Name: No DVM DSSM CAM Name: Aubrey Washington 
Phone/Cell Number: n/a 
Svc Mgr Name:  

Phone Number: 678-260-9832 

    
VEHICLE REPAIR HISTORY 

 
Throughout the entire form, use an asterisk (*) if day(s) out of service are already counted 
in another category. 
 
PLACE A CHECKMARK IN THE BOX FOR THE MAJOR CONCERN BASED ON REPAIR ORDERS.  
USE “N/A” IF THERE WERE NO REPAIRS FOR THE COMPONENT GROUP. 
 
HAS TAC BEEN CONTACTED FOR SERVICE HISTORY Y.  IF YES PLEASE INCLUDE TAC # 
AND EXPLANATION TAC WAS INVOLVED. IF TAC HAS __ TAC told to ck voltage 6 to 
ground shorted – 14 to ground shorted 2-2.5 volts replaced BCM. 
 
IF TAC HAS NOT BEEN CONTACTED WHY? 
NOT______________________________________________ 
 
 

 Steering  
Date: RO #: Days 

Out: 
Mileag
e: 

Description of Complaint and Repair Performed: 

11/19/07 155789 2 35639 CS power steering inop & power steering showing on 
odometer display. OBD system chk – no 
communication to the EPSCM w/either of our 
scanners. Ck’d fuse for Power steering. Ck’d 
power supply conn @ P/ST assembly. Found 
EPSCM FAILED. Replaced electronic P/ST 
assembly & performed align to level steering 
wheel toe set. 
 

11/21/07 155823 12 35648 CS power steering inop warning light on. Tech found 
power supply connector popped loose @ EPSCM 
secured connector. 
 

11/21/07 155823 * 35648 CS SES light on. Called TAC told to ck voltage 6 to 
ground shorted – 14 to ground shorted 2-2.5 
volts replaced BCM. 
 
CS engine seems to miss at times on one, two shift & 
trans seems slow to shift in drive. Tech found pin in 



the TCM damaged. Replace TCM & programmed. 
 

12/6/07 156143 1 35675 CS engine seems tomiss at times on on one, two shift 
& trans seems slow to shift in drive. Tech found pin 
#5 in TCM backed 3/16” into the TCM. Road 
tested veh late shift into 3rd/4th. Slight miss @ 
idle. OBD system chk P-0300. Ck’d misfire 
history cylinder 2 high. Ck’d misfire graphic syl 
2 building slowly (mild) Performed crank 
variation learn insp inj harness & ing coil 
module & sparkplugs – all have no obvios faults 
– switched plug #2 w/ #3 miss stayed in 
cylinder #2. TSB search doc#1817949 & 
1986740 related recall the PCM per 
doc#1817949. Road tested & eval fully warm up 
(190) – Intermittent miss @ idle gone still has 
late 3rd gear & no 4th now. Inspect trans data 
w/tech II no 4th gear trans adaptive all other 
data appeared correct TCM approx 3/16”. 
Pulled pin back out to its correct position. Road 
tested veh approx 12 miles (this trip) – shift 
patterns correct – trans function now per 
design at this time. Total road testing 32 miles. 
Q/C by #417 there were no trans codes present 
ever. All doc’s & reference materials used are 
attached. 
 

12/18/07 156419 4 36520 CS veh starting chugging & stalled. Tech found 
code P0117. Replaced ECM & program also 
cleaned connector. 
 

 
 Engine 

Date: RO #: Days 
Out: 

Mileag
e: 

Description of Complaint and Repair Performed: 

10/10/07 154903 2 33849 CS SES light is on. Tech found a connector & 2 
wires hanging in the cooling fan – knock sensor 
harness became unpinned & got into the fan – 
connector was cut off. Replace the knock sensor 
& secured the harness. 
 
CS heard noise in engine when driving. Found 
connector & 2 wires hanging in cooling fan. See 
above repair. 
 

11/5/07 155456 1 35164 CS veh idling high surges at stops & has no power on 
accell. Tech found code PO300 – misfire. Cleared 
code. Code did not reset. Operating as designed 
at this time. 
 
CS veh cranks & won’t start after stalling. See above 
repair. 
 
CS smoke coming from connectors on PCM in front of 
underhood fuse box & fan staying on after attempting 
to start for a few min’s. See above repair. 

4/16/08 159561 * 40525 CS oil leak. Tech found seal at oil filter cartridge 
cap leaking. Replaced cap to correct. 
 
CS veh stalls. Tech ck’d for codes found none 
present. Veh was low on fuel, added gas & test 



drove approx 50 miles. Veh did not stall or run 
bad. Everything operated as designed. 
 

 
 
 
 
Has the vehicle ever been involved in a accident:  Y  
Did you confirm your answer with the customer:  Y  
What type of damage was sustained (example front end collision) 
Front end fender bender.  It just knocked off the headlight. 
___________________________________                   __ 
Are the RO's attached if the vehicle was in an accident: Y or N 
 
Questions regarding Insurance Claims 
Insurance Company: Safe Auto 
___________________________________________     
Insurance Rep(First and Last Name)____________________________ 
Phone # _____________________  
Claim Made?  Y                Claim Status: No  
Claim # _____________________ 
Did Insurance Company refer customer to GM?  N 
 
Are there any Aftermarket Modifications to the Vehicle: N 
Have you confirm this with the customer Y or N 
List: 
 
Was a Trade Repurchase offered to the customer    N  
(A Trade Repurchase is to be offered as a settlement before a Straight can be 
considered)  
Date authorized by the DVM/CAM    ______________ 
 
 
 

 Other: Electrical 
Date: RO #: Days 

Out: 
Mileag
e: 

Description of Complaint and Repair Performed: 

6/6/07 152477 1 27700 CS R/F turn signal out. Tech found bulb had 
shorted. Bulb replaced. 
 

8/3/07 153585 1 31214 CS high mount brake bulb out. Found bulb burnt 
out. Replaced high mount stop bulb. 
 

10/10/07 154903 * 33849 CS headlamp on drivers’ side missing retaining rods 
since replaced. Tech installed new retaining pins 
for the left headlamp. 
 

10/22/07 155146 1 34282 CS L/R brake light is out. Tech found bulb burnt 
out. Replaced L/R brake bulb. 
 

4/16/08 159561 * 40525 CS hazard button inop. Tech found connector loose 
at flasher ASM. Reconnect to correct. No charge. 
 

 
 



 Other: HVAC 
Date: RO #: Days 

Out: 
Mileag
e: 

Description of Complaint and Repair Performed: 

6/13/07 152621 2 28353 CS water leaking in on PASS floor from AC. Tech 
found water entering from drain tube opening 
from AC evap drain hole. Installed auxiliary 
drain tube w/90 angle. Removed carpet to dry & 
cleaned water from PASS side foot well area 
bulletin #03-01-39-011B. 
 

2/27/08 158400 1 38779 CS A/C blower level won’t adjust. Ordered new AC 
control head & cable. 
 

3/27/08 159140 2 39371 CS parts are in. Please install. AC mode selection is 
inop. Tech verified concern. Found bent cable in 
evap. Housing repaired mode selection. Replace 
cable to correct. 
 

 
 

 Other: Transmission 
Date: RO #: Days 

Out: 
Mileag
e: 

Description of Complaint and Repair Performed: 

8/3/07 153585 * 31214 CS trans delays on accell before shifting. Ckd for 
codes none present. Test drove, veh shifting. 
Operation normal at this time. Could not verify 
concern. 
 

11/19/07 155789 * 35639 Cust called back in to state veh int jerks when shifting 
gears. Could not dup cust’s concern at this time. 
 

4/16/08 159561 5 40525 CS veh is jerking between shifts. Tech test drove 
veh shifted normal. No DTC’s present. Let sit 
overnight test drove again. Normal. NPF. 
 

4/23/08 300675 3 40604 CS veh shifts hard when driving & makes rattle noise 
from under veh when changing from drive to reverse 
to park. Test drove veh for 175 miles after veh 
dropped off w/no occurrence of concern, owner 
wants documented on first test drove w/tech 
when owner arrived at dlrshp tech noted harsh 
up shift, concern not dup again, adv owner not 
to return to Saturn dlrshp in Naples. Ft. Myers or 
Cape Coral for service or repair.  
 

 
 

 Other: Brakes 
Date: RO #: Days 

Out: 
Mileag
e: 

Description of Complaint and Repair Performed: 

10/22/07 155146 * 34282 CS brake pedal feels spongy. Tech found air in 
hydraulic system. Road test - inspect brake 
system – Bleed hydraulic system. 
 

2/27/08 158400 * 38779 CS pulsation felt when braking. Replaced front 
brake pads & resurfaced rotors. 
 

 
 



 Other: Wheels/Tires 
Date: RO #: Days 

Out: 
Mileag
e: 

Description of Complaint and Repair Performed: 

8/23/07 153950 * 32060 CS L/F tire went flat when driving. No leaks found at 
this time. Dismounted tire & replaced valve 
stem. Reinstalled on veh & installed spare & jack 
in trunk. 
 

11/19/07 155789 * 35639 CS R/F tire went flat. Tech aired up tire chk’d for 
leaks no leaks were found. Tire held 40 lbs over 
night. Correct PSI. 
 

 
 

 Other: Body/Trim 
Date: RO #: Days 

Out: 
Mileag
e: 

Description of Complaint and Repair Performed: 

6/21/07 152786 1 28699 CS R/F headlamp filling w/water during heavy rains 
(obstructing lighting). Tech found housing seam 
broken. Replaced R/F headlamp assembly. 
 

7/10/07 153102 1 30185 CS PASS lock on dash came on. Tech found PASS 
lock signal valid but incorrect. Replaced the 
ignition switch & learn the PASS lock. 
 

7/11/07 153122 4 30239 CS PASS lock came on & veh stalled at red light. Tech 
road tested the veh on separate occasions & 
could not dup the owner concern at this time. 
There are no bulletins or PI’s that relate to this 
condition. 
 

7/19/07 153314 1 30500 CS L/F headlamp holding moisture restricting light 
from shinning through. Tech found moisture 
getting in through seal of headlamp. Replaced 
L/F headlamp assembly. 
 

11/5/07 155456 * 35164 CS key won’t unlock PASS door. Tech lubricated 
PASS door cylinder. Test OK. 
 

4/16/08 159561 * 40525 CS key comes out of ign when running. Tech verified 
concern found lock cyl worn, coded new cyl & 
reassembled. Test ok at this time. 
 

 
 

 Other: Maintenance 
Date: RO #: Days 

Out: 
Mileag
e: 

Description of Complaint and Repair Performed: 

6/13/07 152621 * 28353 27,000 REC Maintenance 
 

8/3/07 153585 * 31214 33,000 REC Maintenance 
 

10/22/07 155146 * 34282 33,000 REC Maintenance 
 

2/27/08 158400 * 38779 LOF 
 

 
 
 



What is the customer eligible for based upon the BBB Program Eligibility Guidelines and the 
States lemon law requirements for meeting presumption?  Explain with some Detail 
 
GM Program Summary Repurchase/Replacement: Customer does not meet the BBB 
program nor the FL LL since vehicle was purchased in PA and not FL. BBB closed 
out claim as of 10/21/08. 
 
 
Lemon Law Repurchase/Replacement: Customer does not meet the BBB program nor 
the FL LL since vehicle was purchased in PA and not FL. BBB closed out claim as of 
10/21/08. 
 
GM Program Summary Repairs/Reimbursement for past repairs: Customer does not meet 
the BBB program nor the FL LL since vehicle was purchased in PA and not FL. BBB 
closed out claim as of 10/21/08. 
 
 

THE STATE LEMON LAW READS: 
 
Days out of service:  30 days or more for one or more non-conformities 
Repairs 3 Repairs + FRA 
Time period 24 months after original delivery of vehicle. Unlimited mlg. 
Does Lemon Law state nonconformity must continue to exist? Y 
 
If applicable, safety-related repairs N/A 
Safety-related time period N/A / N/A 
 
Number of repair attempts in the presumption period: 5 
Total days out of service during the presumption period: 45 
Total days out of service during customer’s ownership:   45 
 

Vehicle Meets Presumption of Lemon Law     NO   
Customer does not meet the BBB program nor the FL LL since vehicle was 
purchased in PA and not FL. BBB closed out claim as of 10/21/08. 

 
 
 
 

PERTINENT FACTS FROM PREVIOUS SRs WHICH RELATE TO YOUR EVALUATION 
 

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

 
RECOMMENDATION AND RATIONALE 

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

 
Cust sts: He would like the car replaced at equal value or trade in 
 
DVM sts: 
 
SVM sts: 



 
CRS Rationale:  Customer does not meet the BBB program nor the FL LL since 
vehicle was purchased in PA and not FL. BBB closed out claim as of 10/21/08. 
 
CRS going to offer the customer an OLC from $500 to $1,000. 
Customer has accepted the offer of OLC in the amount of $500.  After CRS processed OLC 
and then contacted customer to let him know that it was approved.  Customer requested to 
speak with manager because he didn’t want the OLC on a new GM vehicle.  He wanted it on 
a used GM vehicle.  CRS explained that was not possible and TL did as well.  Customer then 
declined the offer of the OLC.  Letter was already sent at that time. 
 
 
What are the 3 main strengths of the customer’s case to win repurchase through Lemon 
Law  
Customer is not eligible to pursue LL due to not purchasing the vehicle in FL  
Days out of service 
Number of repair attempts 
 
What are the 3 mains weaknesses of the customer’s case to win repurchase through Lemon 
Law 
Not eligible for LL.  Did not purchase the vehicle in FL. 
 
 
 
 
Decision reached by CRS:     Arbitrate case:                Settle case:   x 
 





April 5, 2011 

Gadsden, AL 
 
 
Service Request: 71-669555932 
 
Dear 
 
Thank you for contacting us recently about the notice you received for your 2005 Chevrolet Malibu 
MAXX.  We apologize for any inconvenience you may have experienced as a result of this action. 
 
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 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 $651.31. 
 
If your vehicle has not been inspected by your local GM dealership, we request you set up an appointment 
to insure all necessary steps have been taken to repair your vehicle.   
 
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 www.Chevrolet.com or call us at                         
1-800-222-1020.   
 
Sincerely,  
 
Chevrolet Customer Assistance Center 
 
 
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





















 
April 6, 2011 
 

Goldsboro, NC 
 
Service Request:  71-670965096 
Customer Relationship Specialist: Matt Robinson 
 
Dear    
 
Enclosed is the GM Product Special Coverage Customer Reimbursement Claim Form.  
Please complete the form in its entirety and return it to the address listed on the bottom of 
the form.  We will be happy to review your request for reimbursement on the loss of power 
steering assist that you had repaired once we have received this completed form. 
 
 
If you have any future questions, please feel free to contact our Chevrolet Customer 
Assistance Center at 1-800-204-0261 Monday through Friday between 8:00 a.m. and  
11:00 p.m., Eastern Time.  Please refer to your service request number above and any of 
our Customer Relationship Managers will be happy to assist you. 
 
Sincerely,  
 
Chevrolet Customer Assistance Center 
 
 

 
 

 
 

 
 
 
 
 
 
 
 
 
 
 
 

 



GENERAL MOTORS 
PRODUCT SPECIAL COVERAGE CUSTOMER REIMBURSEMENT PROCEDURE 

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

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

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

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

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

 
Division 

 
Number 

Deaf, Hearing Impaired 
or Speech Impaired * 

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

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

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

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

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

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

 
 



GENERAL MOTORS 
PRODUCT SPECIAL COVERAGE CUSTOMER REIMBURSEMENT CLAIM FORM 

 
THIS SECTION TO BE COMPLETED BY CLAIMANT 

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

THE FOLLOWING DOCUMENTATION MUST ACCOMPANY THIS CLAIM FORM 
 

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

Please mail this claim form and the required documents to: 
 

General Motors Corporation 
P.O. Box 33170 

Detroit, MI 48232-5170 
 

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

 
 



April 6, 2011 

Pemberton, NJ  
 
Service Request: 71-670965096 
 
 
Dear 
 
Thank you for contacting us recently about the notice you received for your 2005 Chevrolet 
Malibu.  We apologize for any inconvenience you may have experienced as a result of this 
action. 
 
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 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 
$104.33. 
 
If your vehicle has not been inspected by your local GM dealership, we request you set up an 
appointment to insure all necessary steps have been taken to repair your vehicle.   
 
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 
 
 
For more information regarding the maintenance and care of your vehicle, please visit 
www.gmownercenter.com.  This free online service offers vehicle and ownership-related 
information and tools tailored to your specific vehicle.
 



 
April 6, 2011 
 

Pemberton, NJ  
 
Service Request: 71-670965096 
 
 
Dear 
 
Enclosed is the GM Product Special Coverage Customer Reimbursement Claim Form.  
Please complete the form in its entirety and return it to the address listed on the bottom of 
the form.  We will be happy to review your request for reimbursement for the listed repair 
once we have received this completed form. 
 
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 
 
 

 
 

 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 

 



GENERAL MOTORS 
PRODUCT SPECIAL POLICY CUSTOMER REIMBURSEMENT PROCEDURE 

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

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

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

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

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

 
Division 

 
Number 

Deaf, Hearing Impaired 
or Speech Impaired * 

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

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

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

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

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

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

 



GENERAL MOTORS 
PRODUCT SPECIAL POLICY CUSTOMER REIMBURSEMENT CLAIM FORM 

 
THIS SECTION TO BE COMPLETED BY CLAIMANT 

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

THE FOLLOWING DOCUMENTATION MUST ACCOMPANY THIS CLAIM FORM 
 

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

Please mail this claim form and the required documents to: 
 

General Motors Corporation 
P.O. Box 33170 

Detroit, MI 48232-5170 
 

All recall reimbursement questions should be directed to the following number: 
1-800-204-0261
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April 6, 2011 

Elizabeth City, NC  
 
Service Request: 71-671881805 
2005 Pontiac G6 
Vehicle Identification Number: 1G2ZH528054
Customer Relationship Specialist: Martin Fischman 
 
Dear    
 
We are sorry you have experienced concerns with your 2005 Pontiac G6.  At Pontiac, we take 
pride in the vehicles we produce and are thankful you took the time to contact us. 
 
Because customer satisfaction is a top priority for us, we are providing you with one 
complimentary maintenance letter to be used on your 2005 Pontiac G6.  This offer will cover the 
cost of an oil change for the oil type (conventional or synthetic) provided in your vehicle at the 
time delivery.  We hope this gesture demonstrates our appreciation of you as a valued customer.  
Simply, present this letter to any Pontiac dealership for redemption.  
 
If you have any future questions, feel free to contact our Pontiac Customer Assistance Center at 
1-800-762-2737 Monday through Friday between 8:00 a.m. and 11:00 p.m., Eastern Time.  
Please refer to your service request number above and any of our Customer Relationship 
Specialists will be happy to assist you. 
 
Sincerely,  
 
Pontiac Customer Assistance Center 
 
 
 
ATTENTION:  DEALERSHIP SERVICE MANAGER 
Complimentary maintenance letter not to exceed $200.00 
 
Submit the claim for the reasonable/customary price using labor operation number Z7410, failure 
code 98, authorization code “G” and insert the amount in the net item column.  This original 
letter should be retained in the customer's file. 
 



April 6, 2011 
 

Indianapolis, IN  
 
Service Request: 71-673787685 
 
  
Dear  
 
Thank you for contacting us recently regarding the recall or special coverage notice you received 
for your 2005 Pontiac G6.  We apologize for any inconvenience you have experienced. 
 
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 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 you requested.  The reason behind our decision is based on one of the following 
factors: 1) the part that was replaced for which you are seeking reimbursement is not the part 
covered by this recall or special coverage, 2) the documentation provided did not substantiate 
your request, or 3) your vehicle is not included in this recall or special coverage. 
 
At Pontiac, 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 Pontiac.com or call us at 1-800-762-2737.   
 
Sincerely,  
 
Pontiac Customer Assistance Center 
 

arlene.thomas-randol
New Stamp











1 of 8 
PRODUCT ALLEGATION RESOLUTION 

                                                          PRELIMINARY INSPECTION 
                                              STEERING, SUSPENSION, AXLE, TIRE AND WHEEL SYSTEMS 
 
 Customer’s Name: { ______   Inspection Date: {11-05-08___________ 
 Vehicle Brand: {Pontiac______ Model: {G6_________________  
 File # {71-676150655_ VIN:  {1G2ZG58N074 __ 
 
  

Confidential GM/PAR  Rev  04-19-2004 

 Mileage at Inspection: {17343________  Inspection Location: {Walker Pontiac,8457 Springboro Pike,____ 
     {Miamisburg,OH 45342,937-433-4950________ 
Inspector's phone number: {317-258-4959__           Inspected By: {Donald Wade/EAA_____________________________ 
       
Section 1                                             INSPECTION SUMMARY  

BRIEFLY Describe the customer’s ALLEGATION below:    
{The Owner alledged that his steering system tightened up and wouldn't move when he tried to turn the steering 
{wheel causing his vehicle to veer across the roadway to the left and he collided with the concrete curb. 
  
Following the inspection, summarize the facts and observations: (Additional cmts may be placed in section 9)  
{The vehicle had damage to the two left side tire and wheel assemblies. The left front tire/wheel assembly 
{had scrapes and broken lip area of wheel,scuffed tire,the left rear tire was gouged and the wheel sustained 
{deep scrape marks on circumference area of the wheel,wheel damaged from contact with roadway curbing. 
{There was no damage to steering components. The vehicle was equipped with rack and pinion steering with 
{hydraulic assist. The powersteering reservoir was full,there was no leaks in the powersteering system. The 
{steering wheel turned lock to lock in both directions with no obstruction,no resistance. There was no damage 
{to the interior. There was no damage to any body panels. The vehicle was drivable,except for damage to left 
{front tire/wheel assembly. There were no diagnostic trouble codes found in any of the vehicle's systems. 
{Completed Vetronix CDR download._________________________________________________________ 
{________________________________________________________________________________________________ 
 
Section 2                                                 INTERVIEW - INCIDENT DETAILS 
Obtain all of the information for this section from the Driver/Claimant 
  
Provide a complete description of the incident according to the DRIVER / CLAIMANT 
  
Interview mode:  x By Telephone     In Person Incident Date and Time: {10-25-08,5:30pm______ 
 Interview date: {11-04-08_____________ 
Was a police/fire department report obtained?  Yes     x No 
Provide driver/claimant's description of incident. If there was a collision,  describe all collision events; include description 
of other vehicles involved; describe all objects contacted and the sequence in which they were contacted. (Additional cmts 
may be placed in section 9) 
{The Driver/Rob McCollaugh stated that he was driving south down Breil Blvd in Middletown,OH ,he stated that  
{he was driving approximately 45 mph when his vehicle started veering to the left,he stated that his steering 
{felt stiff and would not respond when he tried to steer in the opposite direction he stated that the front of his 
{vehicle made contact with the curb with the left front wheel and his left rear wheel slid into the curb as he tried 
{to steer away. The Owner stated that he was able to turn the wheel to the right after contact but it was stiff.  
 
Driver/other occupant's physical description (include name, gender, height, weight, & disabilities ): 
{Male,45yrs old,5ft 8inches tall,165lbs,no disabilities._______________________________________ 
If there was a collision:  
Describe extent of any injuries to the Driver: {No injuries__________________________________________________ 
{________________________________________________________________________________________________ 
Describe where other occupants were seated & extent of any injuries: {No other occupants______________________ 
{________________________________________________________________________________________________ 
{________________________________________________________________________________________________ 
 
What was the exact location of the incident. {Owner didn't know exact location on Breil Blvd,Middletown,OH 
Driving conditions at the time of the incident: 
  Weather conditions & Visibility: {Clear and dry_____Approximate Temp (oF): {75_________________ 

arlene.thomas-randol
New Stamp
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Road Surface:   Concrete     xAsphalt  Gravel     Crushed rock    Dirt 
Road Condition:  x Dry             Wet   Icy           Other: {___________________ 
Shoulder  Curb x: x Concrete     Asphalt  Gravel     Crushed rock    Dirt 
Shoulder/Curb Condition:x  Dry             Wet   Icy           Other: {___________________ 
Posted Speed Limit  {45_________________ 
Any objects in the road? (rocks, scrap metal, pothole, speed bump, etc.) {No ___________________________________________ 
      
Length of Drive Prior to incident: 

Total Time (hrs. & mins.): {10 minutes________ Distance (miles): {1 1/2 miles_____________  
  Estimate of vehicle speed: {45_ mph  Source of est. {Driver____________________________________ 
 Estimated vehicle speed at impact: {45_ mph Source of est. {Driver____________________________________ 
 (Do Not report speed information from the Vetronix data here) 
  
If the driver/claimant description of the vehicle operation prior to and during the incident does not include the 
following information, please obtain it. 
 
Steering Normal  x  Other        Describe {Owner stated steering was normal prior to incident 
Suspension Normal x  Other        Describe {__________________________________________ 
Brakes  Normal x  Other        Describe {__________________________________________ 
Engine  Normalx   Other        Describe {__________________________________________ 
Electrical    Normalx   Other        Describe {__________________________________________ 
 
Were any warning lights illuminated or driver information center messages displayed?  Yes    x No If “Yes”, get 
the details and describe the event(s). 
 
Has the vehicle behavior noted during this incident ever been noted prior to this incident?  Yes   x  No If “Yes”, get the 
details and describe the event(s). 
 
Also, determine whether there were any warning lights illuminated, messages on driver information panel, unusual noises, 
smoke or steam observed. {No warning lights_________________________________________________ 
 
Describe any evasive action: x Turning xBraking  Accelerating  Other: {_________________ 
 
Describe cargo (in the vehicle interior, trunk and/or trailer (if any): {No cargo or 
trailer_______________________________________________ 
Estimated total weight of cargo: {___________________  Estimated weight of the trailer, if any. {___________________ 
 
If a trailer was being towed, photograph the hitch structure, both on the trailer and towing vehicle. 
 
Did the vehicle leave the roadway?:  Yes     xNo Describe:   {Driver stated vehicle didn't leave roadway____ 
 Objects Impacted: {__________________________________________________________________________ 
 
How was the vehicle transported from the incident site to the present location?  Tow Truck      Flat Bed     xOther 
 
Additional comments concerning the incident: {The Driver drove the vehicle home after the incident. No___ 
{Police report was made._________________________________________________________________________ 
{________________________________________________________________________________________________ 
     
Section 3                                                 INTERVIEW - VEHICLE HISTORY 
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Source of information (name, address, phone number, & relationship), if other than claimant: 
{Driver/Rob  McCollaugh,314 Ardmore Drive,Middletown,OH 45042____________________________________ 
Comments: (Additional cmts may be placed in section 9)     
{________________________________________________________________________________________________ 
  
Did the owner purchase the vehicle new? x Yes     No    Date7-9-07  Yes      No   Date      
 
VEHICLE MODIFICATIONS / ALTERATIONS      
Are any vehicle modifications or alterations present, and has any after-market equipment been installed? 
(e.g., objects attached to the steering wheel or instrument panel, controls for disabled persons, shock absorbers, springs, 
modified body, electrical components, powertrain, wheels or tires, after-market seats, etc..) Describe: 
{No modifications________________________________________________________________________________ 
{________________________________________________________________________________________________ 
{________________________________________________________________________________________________ 
VEHICLE REPAIR / SERVICE HISTORY     
Prior electrical system service? x No     Yes   If yes, describe: {________________________________________ 
{________________________________________________________________________________________________ 
Prior collision repair? x No     Yes   If yes, describe: {________________________________________ 
{________________________________________________________________________________________________ 
Repaired by whom? (name, address, phone) {___________________________________________________________ 
{________________________________________________________________________________________________ 
Prior chassis system service, repair, or replacement? x No     Yes   If yes, describe what was done: 
{________________________________________________________________________________________________ 
Prior electrical system components serviced, repaired, or replaced by whom? ( name, address, phone number) 
{________________________________________________________________________________________________ 
Any other pertinent vehicle history information (from interview, GM warranty or dealership history files)? x No     Yes  
 If yes, describe: {_______________________________________________________________________________ 
{________________________________________________________________________________________________ 
 
Section 4                                     VEHICLE INSPECTION – VISUAL/PHOTO 
 THE VEHICLE VISUAL INSPECTION DOCUMENTS THE PHYSICAL EVIDENCE USING PHOTOS AND WRITTEN 
OBSERVATIONS.  RECORD YOUR OBSERVATIONS IN THE APPROPRIATE SECTION. 
PHOTOGRAPH THE EXTERIOR OF THE VEHICLE AS FOLLOWS: VIN PLATE, QUARTER VIEWS FROM LEFT FRONT, RIGHT 
REAR ARE REQUIRED, AND DOCUMENT FURTHER EXTERIOR DAMAGE WITH MANY PHOTOS. 
 
 
 DESCRIBE ANY DAMAGE TO THE VEHICLE BODY: 
{There was no damage to the vehicles body______________________________________________________ 
{________________________________________________________________________________________________ 
UNDERBODY / FRAME / CHASSIS AREA:  Describe any damage to the underside of the vehicle.  Note the condition of the 
bumpers, frame, suspension, tires, wheels, brake and fuel lines & engine mount(s)/crossmember. Photograph and comment on any 
contact between vehicle components and the underbody.  Photograph if damage is present. 
{There was damage to left front and left rear tire/wheel assemblies._________________________ 
{________________________________________________________________________________________________ 
{________________________________________________________________________________________________ 
{________________________________________________________________________________________________ 
 
CORNER ASSEMBLIES 
 Struts/shocks    Ball joints  Tire/wheel assemblies 
 Springs     Steering knuckles 
 Control arms    Axle assemblies 
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Comments: 
{________________________________________________________________________________________________ 
{________________________________________________________________________________________________ 
 
UNDERHOOD 
 Engine compartment   Power steering lines, hoses, clamps and connections 
 Brake fluid level and condition  Power steering fluid level and condition 
Comments: 
{The brake,powersteering and coolant reservoirs were full. There were no leaks in the power steering system. 
{________________________________________________________________________________________________ 
 
 
GENERAL OBSERVATIONS 

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

Comments: 
{There was no aftermarket equipment. Nothing out of place or unusual.____________________________ 
{________________________________________________________________________________________________ 
{________________________________________________________________________________________________ 
{________________________________________________________________________________________________ 
 
Section 5                                   VEHICLE INSPECTION - PASSENGER COMPARTMENT     
 
INTERIOR 
 Instrument panel   Odometer 
 Controls    Steering wheel and column 
 Overall view of seat position  Driver and passenger seat back angle (inclinometer measurement) 
 Photo of options label-glove box/trunk Sunvisors and headliner 
 Personal items/cargo 
 
 
INTERIOR INSPECTION (Describe any damage and photograph )       
{There was no damage to the interior,pictures taken_____________________________________________  
{________________________________________________________________________________________________  
{________________________________________________________________________________________________  
{________________________________________________________________________________________________  
{________________________________________________________________________________________________  
{________________________________________________________________________________________________  
{________________________________________________________________________________________________  
{________________________________________________________________________________________________  
{________________________________________________________________________________________________  
{________________________________________________________________________________________________  
        
Section 6                           STEERING, SUSPENSION, TIRE AND WHEEL SYSTEM INSPECTION  
 
Use the following table to identify what you did and what you found during the inspection. Identify the tests and test results 
for the applicable items.  Describe anything relevant to the allegation that is not in normal working condition, does not 
function properly or is a non production part.  Take appropriate photographs. 
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ITEM OBSERVATIONS/TEST RESULTS 
Steering system-Are all 
components in place and 
connected in a normal manner?  
Can the steering wheel be 
rotated lock to lock with 
appropriate movement of the 
front wheels.  Is there any 
binding, sticking or uneven feel? 

{The steering wheel could be turned from lock to lock,left and right with 
proper movement of wheel. There was no binding or sticking,no uneven feel. 

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

{There was no damage to the steering system,all components in place and 
properly fastened._______ 

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

{There was no signs of leakage from the rack and pinion,no damage to boots 
or controls.__________ 

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

{The ignition switch was mounted on the dash,the column didn't lock or 
unlock with the ignition switch. The steering column was properly fastened. 

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

{The steering system has power assist when engine was running,assist was 
normal___________ 

PS fluid level and condition-
Color, contamination, odor 

{Power steering reservoir was full,fluid clean and 
clear_________________________________________ 

Steering knuckle-All 
attachments secure and 
proper?  

{_Steering knuckles properly attached and 
secured.______________________________________________ 

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

{All components properly attached and in good condition._Struts 
etc._____________________ 

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

{All components properly attached and in good condition Struts 
etc_______________________ 

 Strut attachments, springs 
intact; control arms properly 
attached, deformed, broken, 
scraped, etc Rear sway bars, 

{_All components properly attached and in good condition._Shocks,control 
arms springs etc._______ 
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trailing arms properly attached 
and undamaged.                  LR  
 Strut attachments, springs 
intact; control arms properly 
attached, deformed, broken, 
scraped, etc.                         RR  

{All components properly attached and in good conditions,shock,springs 
etc.______________________ 

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

{No damage ,no deformation. Properly 
located.____________________________________________________ 

Deformation to the frame {__________________________________________________________________
______________________________ 

Describe and photograph 
evidence of axle/ suspension/ 
tire contact with frame, body or 
components 

{No tire contact with frame or body. 
__________________________________________________________ 

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

{There was no evidence of undercarriage contact with road 
surfaces.______________________________ 

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

{There were no diagnostic trouble codes in any 
system_________________________________________ 

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

{Normal,no diagnostic trouble codes. 
___________________________________________________________ 

Electrical (normal, other) {Electrical system normal. 
__________________________________________________________________
_ 

Warning lights/messages 
displayed?  Describe and obtain 
codes using a Tech ll  

{No warning lights. No diagnostic trouble codes. 
______________________________________________ 

 Anything components missing? {No component missing. 
__________________________________________________________________
________ 

 Other {_NO 
__________________________________________________________________
__________________________ 

 
If the vehicle is driveable, conduct a road test to evaluate the concern expressed by the customer.  Describe the results of 
the road test.  If the concern is observed during the road test, it would be desirable to get a Tech ll “snapshot”. {Vehicle 
could not be road tested on the street due to damage to tires and wheels. The vehicle was driven into the garage 
{area,no steering problem was evident.__________________________________________________________ 
   
If the vehicle is equipped with an ABS/Traction Control/Stability Enhancement System, use a Tech ll to obtain any codes 
stored as current and/or history.  Document via photos and include the code description.  Follow the procedures in the 
service manual to determine the cause of each stored code which relates to the allegation.  State which procedures were 
followed, record results of each test and state the root cause of each code.  Consult with the CRM or Team Manager of 
the PAR group if this process leads to a disassembly of components.  Follow the procedure in the General Guidelines for 
parts that need to be assembled for evaluation. There were no diagnostic trouble codes found in any vehicle system. 
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Inspect the system wiring, connections and components for damage.  Note if the damage was the result of the incident. 
 
TIRE AND WHEEL INSPECTION    
 
1.  IDENTIFICATION: 
 

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

LF Hankook____ Optimo_______ P225/50R17__ 10__ 9/32 5mlppdyh4806 
RF Hankook____ Optimo_______ P225/50R17__ 36__ 9/32 5mlppdyh4806 
LR Hankook____ Optimo_______ P225/50R17__ 34__ 8/32 5mlppdyh4806 
RR Hankook____ Optimo_______ P225/50R17__ 36__ 8/32 5mlppdyh4806 
 
Note:  DOT numbers may be found on the inside of each tire adjacent to the rim. 
  
Describe and photograph any damage to tires and wheels, such as scrapes, marks due to impact, cuts, tread separation, 
flat spots, bead separation, embedded grass/dirt,  etc.  Photographs should include inner and outer views of the damaged 
tire/wheel assemblies with chalk marks on each assembly to denote position on vehicle (RF, LF. RR and LR). 
LF The left front tire was scuffed and scraped ,the wheel cracked/broken and scraped at outer edges 
RF 
___________________________________________________________________________________________ 
LR The left rear wheel was heavily scraped and scarred,the tire gouged on sidewall__________ 
RR 
___________________________________________________________________________________________ 
 
2.  TIRE PLACARD DATA: 
     Record the following data: (located on driver’s door edge or inside the decklid) 
 SIZE PRESSURE (psi) PRESSURE AT MAXIMUM LOAD(psi) 
TIRES P225/50R17_________ 30___ 30___ 
SPARE TIRE T125/70R16__________ 60___ 60___ 
 
Section 7                                                        SITE INSPECTION 
 
SITE INSPECTION - PERFORM THE FOLLOWING IF ADDITIONAL INFORMATION MAY BE FOUND:   
 Check the incident scene for tire marks, gouges in the pavement, debris, or any other marks.   
 Measure location and photograph.      
       

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

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

       
Photograph the scene and property if involved.       
       
Comments:       
{I could not locate accident scene,unable to find intersection and street information as described by Driver. 
{________________________________________________________________________________________________  
{________________________________________________________________________________________________  
{________________________________________________________________________________________________  
{________________________________________________________________________________________________  
    
Section 8                                                COMMENT OVERFLOW 
    
Please use this page if needed for additional comments from the inspection form.  Please note the section and 
area the comments are continued from prior to each comment.       
 
{________________________________________________________________________________________________  
{________________________________________________________________________________________________  
{________________________________________________________________________________________________  
{________________________________________________________________________________________________  
{________________________________________________________________________________________________  
  
Section 9                                         OTHER REPORT INFORMATION         
       

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

Attachments:  (Check all that apply) 
x  Photographs x  Data Downloads   Other Records 
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FIELD PHOTOGRAPHIC NOTES 

 Customer’s Name: { _____  Inspection Date: {11-05-08          __________ 
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 File # {71-676150655           _VIN:  {1G2ZG58N074                           _ 
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Inspector Donald Wade Number of Rolls  1 
 
Digital pictures. 
 
Neg.#  Description 
    0  
    1. DSCN0001 VIN PLATE 
    2. DSCN0002 FRONT OF VEHICLE 
    3. DSCN0003 LEFT SIDE OF VEHICLE FROM THE FRONT  
    4. DSCN0004 RIGHT SIDE OF VEHICLE FROM THE FRONT 
    5. DSCN0005 LEFT SIDE OF VEHICLE FROM THE REAR 
    6. DSCN0006 RIGHT SIDE OF VEHICLE FROM THE REAR 
    7. DSCN0007 REAR OF VEHICLE 
    8. DSCN0008 DAMAGED LEFT FRONT TIRE/WHEEL ASSEMBLY 
    9. DSCN0009 CLOSEUP OF DAMAGE TO LEFT FRONT TIRE/WHEEL ASSEMBLY 
   10. DSCN0010  CLOSEUP OF DAMAGE TO LEFT FRONT TIRE/WHEEL ASSEMBLY 
   11. DSCN0011 DAMAGED LEFT REAR TIRE/WHEEL ASSEMBLY 
   12. DSCN0012 CLOSEUP OF DAMAGE TO LEFT REAR TIRE/WHEEL ASSEMBLY 
   13. DSCN0013 RIGHT FRONT TIRE/WHEEL ASSEMBLY 
   14. DSCN0014 RIGHT REAR TIRE/WHEEL ASSEMBLY 
   15. DSCN0015 ENGINE COMPARTMENT FROM THE FRONT 
   16. DSCN0016 SERPENTINE BELT AND POWER STEERING RESERVOIR 
   17. DSCN0017 BRAKE AND WIPER FLUID RESERVOIR 
   18. DSCN0018 FRONT INTERIOR FROM THE LEFT 
   19. DSCN0020 FRONT INTERIOR FROM THE RIGHT 
   20. DSCN0021 STEERING WHEEL,IGNITION AND CENTER DASH CONTROLS 
   21. DSCN0022 OPTION LABEL 
   22. DSCN0023 TIRE PLACARD 
   23. DSCN0029 TECH 2 BODY CONTROL MODULE DTC STATUS 
   24. DSCN0032 TECH 2 SIR DTC STATUS SCREEN 
   25. DSCN0036 TECH 2 TCM DTC STATUS SCREEN 
   26. DSCN0038 TECH 2 ECU DTC STATUS SCREEN 
   27, DSCN0040 TECH 2 ECU DTC STATUS SCREEN 
   28. DSCN0041 INSTRUMENT PANEL 
   29. DSCN0043 CENTER DASH CONTROLS 
   30. DSCN0047 POWER STEERING RESERVOIR AND DIPSTICK 
   31. DSCN0048 FRONT UNDERCARRIAGE 
   32. DSCN0049 RIGHT FRONT SUSPENSION 
   33. DSCN0050 LEFT FRONT SUSPENSION 
   34. DSCN0051 REAR SUSPENSION 
   35. DSCN0052 REAR SUSPENSION 
   36. DSCN0053 LEFT REAR SUSPENSION 
   37. DSCN0054 RIGHT REAR SUSPENSION 

DSCN0062 RACK/PINION CONTROL ARM 
DSCN0063 LEFT FRONT STEERING CONTROL ARM 
DSCN0065 RACK AND PINION 
DSCN0066 LEFT FRONT TIRE/WHEEL ASSEMBLY 
DSCN0067 LEFT REAR TIRE/WHEEL ASSEMBLY 
 

 



CDR File Information
Vehicle Identification Number 1G2ZG58N074
Investigator DONALD WADE                                                     
Case Number 71-676150655                                                    
Investigation Date Wednesday, November 5 2008                                      
Crash Date Saturday, October 25 2008                                       
Filename 1G2ZG58N074 CDR
Saved on Wednesday, November 5 2008 at 11:50:29 AM 
Collected with CDR version Crash Data Retrieval Tool 3.09
Reported with CDR version Crash Data Retrieval Tool 3.09
EDR Device Type airbag control module
Event(s) recovered None

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

SDM Data Limitations:
-SDM Recorded Vehicle Forward Velocity Change reflects the change in forward velocity that the sensing system experienced 
during the recorded portion of the event.  SDM Recorded Vehicle Forward Velocity Change is the change in velocity during the 
recording time and is not the speed the vehicle was traveling before the event, and is also not the Barrier Equivalent Velocity.  
This data should be examined in conjunction with other available physical evidence from the vehicle and scene when assessing 
occupant or vehicle forward velocity change.  For Deployment Events and Deployment Level Events, the SDM will record 220 
milliseconds of data after deployment criteria is met and up to 70 milliseconds before deployment criteria is met.  For Non-
Deployment Events, the SDM will record up to the first 300 milliseconds of data after algorithm enable.  The minimum SDM 
Recorded Vehicle Forward Velocity Change, that is needed to record a Non-Deployment Event, is 5 MPH.
-Maximum Recorded Vehicle Velocity Change is the maximum recorded velocity change in the vehicle’s combined “X” and “Y” 
axis.  It is calculated every ten ms by taking the square of the “X” axis value and adding it to the square of the “Y” axis value and 
then taking the square root of the sum.  The greatest calculated value is the one that is stored.
-Event Recording Complete will indicate if data from the recorded event has been fully written to the SDM memory or if it has 
been interrupted and not fully written.
-SDM Recorded Vehicle Speed accuracy can be affected if the vehicle has had the tire size or the final drive axle ratio changed 
from the factory build specifications.
-Brake Switch Circuit Status indicates the status of the brake switch circuit.
-Pre-Crash Electronic Data Validity Check Status indicates “Data Invalid” if the SDM receive an invalid message from the 
module sending the pre-crash data.

-Driver’s and Passenger’s Belt Switch Circuit Status indicates the status of the seat belt switch circuit.  The Passenger Belt 
Switch Circuit Status for 2005 vehicles is only available on the Cadillac STS.  Also, the Passenger Belt Switch Circuit Status for 
2006 Chevrolet Cobalt Sport Coupe (AP) model vehicles, with the option package that includes Recaro brand seats (RPO ALV), 
will always report a default value of “Buckled”.
-The Time Between Non-Deployment and Deployment Events is displayed in seconds.  If the time between the two events is 
greater than 5 seconds, “N/A” is displayed in place of the time.  If the value is negative, then the Deployment Event occurred 
first.  If the value is positive, then the Non-Deployment Event occurred first.
-If power to the SDM is lost during a crash event, all or part of the crash record may not be recorded.
-The ignition cycle counter relies upon the transitions through OFF->RUN->CRANK power-moding messages, on the GMLAN 
communication bus, to increment the counter.  Applying and removing of battery power to the module will not increment the 
ignition counter.
-Steering Wheel Angle data is displayed as a positive value, when the steering wheel is turned to the right, and a negative 
value, when the steering wheel is turned to the left.  For Cadillac STS models with Stabilatrac 3 systems, the Steering Wheel 
Angle data will be displayed just the opposite.  When the steering wheel is turned to the right, a negative value will be displayed 
and when the steering wheel is turned to the left, a positive value will be displayed.

SDM Data Source:
All SDM recorded data is measured, calculated, and stored internally, except for the following:
-Vehicle Status Data (Pre-Crash) is transmitted to the SDM, by various vehicle control modules, via the vehicle’s 
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communication network.
-The Belt Switch Circuit is wired directly to the SDM.
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Hexadecimal Data
All of the data that the vehicle manufacturer has requested to be retrieved is shown in the hexadecimal data 
section of the CDR report.  It may contain data that is not converted by the CDR program.

$01  00 03 00 00 48 00 00 
$02  30 00 00 00 00 00 00 
$03  02 00 00 00 00 00 00 
$04  02 00 00 00 00 00 00 
$05  00 00 00 00 00 00 00 
$06  00 0A 00 00 0A 60 06 
$07  00 09 00 00 00 00 00 
$08  00 FF 00 00 00 00 00 
$09  00 79 5E 00 00 00 00 
$0A  00 00 00 00 00 00 00 
$0B  00 00 05 0F 00 00 00 
$0C  80 00 80 00 00 00 00 
$0D  00 00 80 00 00 00 00 
$0E  00 00 00 00 00 00 00 
$0F  A2 00 00 00 00 00 00 
$10  47 32 5A 47 35 38 4E 
$11  30 37 34 32 36 37 37 
$12  39 32 00 00 00 00 00 
$13  00 00 00 00 00 00 00 
$14  00 00 00 00 00 00 00 
$15  00 00 00 00 00 00 00 
$16  03 06 0C 16 34 00 00 
$17  03 03 03 03 00 00 00 
$18  02 02 00 00 00 00 00 
$19  03 03 00 00 00 00 00 
$1B  3F 30 00 67 00 7A 00 
$1C  3F 30 00 66 00 1A 00 
$1D  4F 4F 00 00 00 00 00 
$1E  4F 4F 00 4F 00 01 00 
$1F  3B C0 00 00 00 00 00 
$20  40 00 00 00 00 00 00 
$21  01 01 00 00 F0 00 00 
$22  00 8F 00 00 00 00 00 
$24  00 00 00 00 00 00 00 
$25  00 00 00 00 00 00 00 
$26  00 00 00 00 00 00 00 
$27  FF 00 FF 00 00 00 00 
$2A  00 00 00 00 00 00 00 
$2B  00 00 00 00 00 00 00 
$2D  00 00 00 00 00 00 00 
$2E  00 FF F0 08 7C 00 00 
$2F  00 FE 08 7D 00 00 00 
$30  9D 00 00 00 00 00 00 
$31  FF FF FF FF FF 80 00 
$32  F8 80 FF 80 00 00 00 
$33  FF FF FF FF FF 80 00 
$34  FF FF FF FF FF 80 00 
$35  FF FF FF FF FF 80 00 
$36  FF FF FF FF FF 80 00 
$37  F8 80 F8 0F 0F CA FE 
$38  FF 80 C0 80 FF C0 FC 
$39  FF FF FF FF FF 80 00 
$3A  FF FF FF FF FF 80 00 
$3B  7F 0F 1F 1F 3F 00 00 
$3C  FF FF FF FF FF FF C0 
$3D  FF FF FF FF FF FF 00 
$3E  FF FF FF FF 00 00 00 
$3F  00 00 F0 00 00 00 00 
$40  E0 FF 00 00 00 00 00 
$41  F8 F8 90 00 00 00 00 
$42  80 FF FF FF FF 00 00 
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$43  FF FF FF 00 00 00 00 
$44  FF FF FF FF FF FF 00 
$45  FF FF FF FF FF FF 00 
$46  FF FF FF FF FF FF 00 
$47  FF FF FF FF FF FF 00 
$48  FF FF FF FF FF FF 00 
$49  FF FF FF FF FF FF 00 
$4A  FF FF FF FF FF FF 00 
$4B  FF FF FF FF FF FF 00 
$4C  FF FF FF FF FF FF 00 
$4D  FF FF FF FF FF FF 00 
$4E  FF FF FF FF FF FF 00 
$4F  FF FF FF FF FF FF 00 
$50  FF FF FF FF FF FF 00 
$51  F0 00 00 F0 00 00 00 
$52  81 FF FF FF 00 00 00 
$53  FF FF FF 00 00 00 00 
$54  82 FF FF 00 00 00 00 
$55  FF FF FF FF FF FF 00 
$67  A0 FF 00 00 00 00 00 
$68  F8 F8 90 C0 00 00 00 
$69  80 FF FF FF FF 00 00 
$6A  FF FF FF 00 00 00 00 
$6B  FF FF FF FF FF FF 00 
$6C  FF FF FF FF FF FF 00 
$6D  FF FF FF FF FF FF 00 
$6E  FF FF FF FF FF FF 00 
$6F  FF FF FF FF FF FF 00 
$70  FF FF FF FF FF FF 00 
$71  FF FF FF FF FF FF 00 
$72  FF FF FF FF FF FF 00 
$73  FF FF FF FF FF FF 00 
$74  FF FF FF FF FF FF 00 
$75  FF FF FF FF FF FF 00 
$76  FF FF FF FF FF FF 00 
$77  FF FF FF FF FF FF 00 
$78  F0 00 00 F0 00 00 00 
$79  81 FF FF FF 00 00 00 
$7A  82 FF FF 00 00 00 00 
$7B  FF FF FF FF FF FF 00 

$01  41 55 36 34 37 32 52 37 30 31 35 32 41 37 4A 35 
$02  41 05 94 61 
$03  41 54 36 34 37 32 52 37 30 31 33 31 41 31 37 44 
$04  41 05 94 61 
$05  42 55 FF FF FF FF FF FF FF FF FF FF FF FF FF FF 
$06  FF FF FF FF 
$07  42 54 FF FF FF FF FF FF FF FF FF FF FF FF FF FF 
$08  FF FF FF FF 
$0D  41 48 36 34 37 33 52 37 30 31 36 33 50 53 56 36 
$0E  01 5A 39 A4 
$0F  41 4A 36 34 37 33 52 37 30 31 36 33 50 54 4C 4E 
$10  01 5A 39 A4 
$13  42 52 39 35 32 38 44 33 37 31 35 32 41 37 44 34 
$14  16 46 3D 35 
$17  42 54 FF FF FF FF FF FF FF FF FF FF FF FF FF FF 
$18  FF FF FF FF 
$21  32 16 B8 0B 5E 11 91 9A 
$22  60 06 
$23  32 5A FA FA FA FA FA 
$24  32 5A FA FA FA FA FA 
$25  32 5A FA FA FA FA FA 
$26  32 5A FA FA FA FA FA 
$40  00 00 
$41  3F 30 00 66 00 1A 
$42  D0 E4 
$43  00 00 8E 80 

1G2ZG58N074 Page 4 of 6 Printed on:  Wednesday, November 5 2008 at 11:51:12 AM 



$44  C6 00 00 FC 80 C0 
$45  07 01 07 01 05 01 
$46  00 0F 0F 64 64 
$47  0A 64 02 04 04 05 0A 06 04 0A 00 00 FA 00 00 FF 04 64 
$48  18 08 08 
$B0  58 
$B1  FD FE 00 
$B2  FF FF FF FF FF 
$B4  41 53 36 30 30 36 32 31 33 46 58 31 20 20 20 20 
$B7  50 AA 01 0F 02 
$B8  4C 54 69 09 30 
$C1  30 46 30 32 
$CA  30 46 30 32 
$CB  00 E8 C9 C6 
$CC  00 E8 C9 C6 
$D1  00 00 
$DB  00 00 
$DC  00 00 
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Comments
THE VEHICLE WAS INSPECTED AT WALKER PONTIAC,8457 SPRINGBORO PIKE,MIAMISBURG,OH 45342. THE 
VEHICLE HAD SUSTAINED IMPACT DAMAGE TO BOTH LEFT SIDE TIRE/WHEEL ASSEMBLIES. NO VEHICLE BODY 
PANEL DAMAGE.
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February 4, 2011 
 

Summerfield, FL  
 
 
Service Request: 71-594177162 
Customer Relationship Specialist: Jason David 
 
Dear  
 
Thank you for contacting us recently regarding the special coverage notice you received for your 
2005 Pontiac G6.  We apologize for any inconvenience you have experienced as a result of this 
special coverage. 
 
At Pontiac, we believe our customers have the right to expect long-term, reliable performance 
from our products.  There are, however, many variables that affect the life of the vehicle’s parts 
and appearance.  Unfortunately, there are times when we identify a motor vehicle defect and 
release a special coverage notice to our loyal customers for their safety and satisfaction. 
 
We have reviewed your request for reimbursement on the steering column assembly that you had 
repaired.  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 and the vehicle has exceeded 
mileage parameters. 
 
At Pontiac, our commitment to customer satisfaction is a top priority.  We hope you understand 
our position.  If you have any future questions, feel free to contact our Pontiac Customer 
Assistance Center at 1-800-762-2737 Monday through Friday between 8:00 a.m. and 11:00 p.m., 
Eastern Time.  Please refer to your service request number above and any of our Customer 
Relationship Specialists will be happy to assist you. 
 
Sincerely,  
 
Pontiac Customer Assistance Center
 

arlene.thomas-randol
New Stamp















April 6, 2011 
 

Hialeah, FL 
 
 
Service Request: 71-676908118 
2007 Saturn ION 2  
Vehicle Identification Number: 1G8AJ55F47Z
 
Dear : 
 
This letter is a follow-up to our telephone conversation on November 7, 2008, concerning your 
Saturn, specifically the recent concerns with your vehicle shutting down.  Thank you for giving 
Saturn the opportunity to address these issues.  We regret any inconvenience this matter may 
have caused you.   
 
As we previously agreed, in the interest of goodwill and customer enthusiasm, Saturn and 
Williamson Saturn of Miami Lakes, Inc. will place a 4 yr / 60,000 Saturn Extended Vehicle 
Service Plan on your vehicle.  Please note this plan does not, in any way, alter or limit the Saturn 
New Car Limited Warranty currently in effect on your vehicle.   
 
If you have any further questions or comments, I may be reached at 1-800-553-6000.  Again, 
thank you for providing Saturn the opportunity to assist in this matter.  We hope to earn your 
trust and respect with each contact you have with us.   
 
Sincerely,  
 
Saturn Customer Assistance Center 
 
 
 
Enclosures 
 
 
 
 
 

arlene.thomas-randol
New Stamp



 



 



April 7, 2011 
 

Attn:  

Napoleon, OH  
 
Service Request: 71-677880369 
 
  
Dear  
 
Thank you for contacting us recently regarding the recall or special coverage notice you received 
for your 2005 Pontiac G6.  We apologize for any inconvenience you have experienced. 
 
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 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 you requested.  The reason behind our decision is based on one of the following 
factors: 1) the part that was replaced for which you are seeking reimbursement is not the part 
covered by this recall or special coverage, 2) the documentation provided did not substantiate 
your request, or 3) your vehicle is not included in this recall or special coverage. 
 
At Pontiac, 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 Pontiac.com or call us at 1-800-762-2737.   
 
Sincerely,  
 
Pontiac Customer Assistance Center 
 
 

arlene.thomas-randol
New Stamp
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Privileged and Confidential Information 

 
CASE ASSESSMENT 

 
By: Sandra Slone State: Oregon 

 
 
Customer Name:  Service Request: 71-

680511560 
BBB Case No.:  CHV0852917 

   
 
Vehicle ID No.:  
1G1ZT51816F

In Service 
Date: 
11/19/2005 

Vehicle is: Used BAC Code: 
225833 

Year, Make & Model: 2006 Chevrolet Malibu 
Mileage at Time of BBB Filing    (53,726) 

Vehicle Purchased Used on: 02/26/2007 at 
odometer 30,966 

Lien holder:   GMAC     Other :  
N/A 

Sale Type:   Purchase   Lease    Other  :  

DVM Name: N/A CAM Name: Mick Gonzalez 
Phone/Cell Number: N/A 
Svc Mgr Name: N/A 

Phone Number:  805-373-8417 

    
VEHICLE REPAIR HISTORY 

 
Throughout the entire form, use an asterisk (*) if day(s) out of service are already counted 
in another category. 
 
PLACE A CHECKMARK IN THE BOX FOR THE MAJOR CONCERN BASED ON REPAIR ORDERS.  
USE “N/A” IF THERE WERE NO REPAIRS FOR THE COMPONENT GROUP. 
 
HAS TAC BEEN CONTACTED FOR SERVICE HISTORY - IF YES PLEASE INCLUDE TAC # AND 
EXPLANATION TAC WAS INVOLVED.    NO 
TAC HAS NOT BEEN CONTACTED: NO CONTACT REQUIRED.  BASED ON AGE AND MLG VEH 
APPEARS NOT TO MEET ELIGIBILITY 
  
 
IF TAC HAS NOT BEEN CONTACTED WHY NOT 
NO CONTACT REQUIRED.  BASED ON AGE AND MLG VEH APPEARS NOT TO MEET 
ELIGIBILITY. 
 
 

 Brakes / Power Steering 
       
Date: RO #: Days 

Out: 
Mileag
e: 

Description of Complaint and Repair Performed: 

     
N/A N/A N/A N/A N/A 
 
 
Has the vehicle ever been involved in an accident:    YES. 
Did you confirm your answer with the customer:       YES. 
What type of damage was sustained :  
     MINOR FRONT END DAMAGE. 
__________________________________________________ 
Are the RO's attached if the vehicle was in an accident:    NO 
 
 



 
 
Has the customer filed any insurances claims on this Vehicle: N/A  
If Yes obtain the following information below 
Insurance Company   N/A  
Insurance Rep (First and Last Name) N/A 
Phone # N/A  
Claim Made? NO                Claim Status: N/A  
Claim # N/A 
Did Insurance Company refer customer to GM?  NA 
 
Are there any Aftermarket Modifications to the Vehicle  YES 
Have you confirm this with the customer : YES 
List: 
SNOW TIRES PLACED ON ORGINAL RIMS AND ORGINAL TIRES PLACED ON 
CHROME RIMS. 
 
Was a Trade Repurchase offered to the customer     NO 
(A Trade Repurchase is to be offered as a settlement before a Straight can be 
considered)  
Date authorized by the DVM/CAM    N/A 
 
 
      
Date: RO #: Days 

Out: 
Mileag
e: 

Description of Complaint and Repair Performed: 

     
N/A N/A N/A N/A N/A 
 
 
What is the customer eligible for based upon the BBB Program Eligibility Guidelines and the 
States lemon law requirements for meeting presumption?  Explain with some Detail 
INELIGIBLE 
 
GM Program Summary Repurchase/Replacement:  INELIGIBLE 
 
 
Lemon Law Repurchase/Replacement:  INELIGIBLE 
 
 
GM Program Summary Repairs/Reimbursement for past repairs:  INELIGIBLE 
 
 
 
 
 
 

THE STATE LEMON LAW READS: 
 
Days out of service:  30 Business Days 
Repairs:  4 Repairs 
Time period 12 / 12,000 miles 
Does Lemon Law state nonconformity must continue to exist? NO 
 
If applicable, safety-related repairs  N/A 
Safety-related time period   N/A 



 
Number of repair attempts in the presumption period: N/A 
Total days out of service during the presumption period: NONE 
Total days out of service during customer’s ownership:   N/A 
 

Vehicle Meets Presumption of Lemon Law       NO   
 

PERTINENT FACTS FROM PREVIOUS SRs WHICH RELATE TO YOUR EVALUATION 
 

NO PREVIOUS SR’S 
 
 
 
 
 
 
 

 
RECOMMENDATION AND RATIONALE 

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

 
Cust sts: HAVE HAD BRAKE AND POWER STEERING ISSUES SINCE PURCHASE OF VEH, USED AT 30,966 
MLG.  I JUST WANT A CAR THAT WORKS AND HAS NO PROBLEMS. 
 
DVM sts: NO CONTACT NEEDED.  BASED ON AGE AND MLG VEH APPEARS NOT TO MEET EILGIBALITY. 
 
SVM sts: NO CONTACT NEEDED.  BASED ON AGE AND MLG VEH APPEARS NOT TO MEET EILGIBALITY. 
 
CRS Rationale:.  BASED ON AGE AND MLG VEH APPEARS NOT TO MEET EILGIBALITY. 
 
 
 
What are the 3 main strengths of the customer’s case to win repurchase through Lemon 
Law  
10 REPAIR ISSUES WITH POWER STEERING/ ELECTRICAL CAUSED PROBLEM. 
4 REPAIR ISSUES WITH BRAKES. 
BRAKE FAILURE CAUSED MINOR ACCIDENT WITH VEHICLE. 
 
What are the 3 mains weaknesses of the customer’s case to win repurchase through Lemon 
Law? 
VEH AGE/ MLG IS OUTSIDE LEMON LAW ELIGIBILITY. 
FIRST OCCURANCE OF ISSUE BEGAN OUTSIDE LEMON LAW ELIGIBILITY. 
VEH PURCHASED USED AT 30,900 MLG – OUTSIDE LEMON LAW ELIGIBILITY. 
 
 
Decision reached by CRS:     Arbitrate case: N/A          Settle case:   N/A 
 
 

CRS FINAL 
OFFER:  

N/A DAT
E:  

CUST {Accepted / 
Declined}  N/A 

Goodwill: 
{Type} N/A 

Attorney Fees (if applicable): 
${Amount} N/A 

  

 



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

 
 
 
 



April 7, 2011 

Plymouth, PA 
 
Service Request: 71-683737437 
 
 
Dear 
 
Thank you for contacting us recently about the notice you received for your 2005 Chevrolet 
Malibu.  We apologize for any inconvenience you may have experienced as a result of this 
action. 
 
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 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 
$106.00. 
 
If your vehicle has not been inspected by your local GM dealership, we request you set up an 
appointment to insure all necessary steps have been taken to repair your vehicle.   
 
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 
 
 
 

arlene.thomas-randol
New Stamp

























April 11, 2011 
 

Lakeland, FL 
 
 
Service Request: 71-686667298 
 
Dear  
 
Thank you for contacting us recently about the notice you received for your 2005 Chevrolet 
Malibu.  We apologize for any inconvenience you may have experienced as a result of this 
action. 
 
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 are happy to inform you that you are 
being reimbursed for your repair based on the amount the repair would have cost if completed by 
an authorized General Motors dealer.  Additionally, the reimbursement only includes elements of 
the repair which pertain to the specific recall or special coverage notice.  With this in place, we 
have enclosed a check in the amount of $742.23. 
 
If your vehicle has not been inspected by your local GM dealership, we request you set up an 
appointment to insure all necessary steps have been taken to repair your vehicle.   
 
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 
 
 
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. 
 



 
 
 
 
 
       
Issued by: Certificate No. 1G2ZG558364
Pontiac  
 
Issue Date: April 11, 2011  
 
Issued exclusively for: 
 
 Dyess, AR 
 
Valid through: March 27, 2010 
 
Amount: One Thousand  Dollars and Zero Cents 
 ****$1,000.00**** 
 
 
 
 

Arlene.Thomas-Randol
New Stamp



April 11, 2011 
 

Dyess, AR  
 
 
 
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 Pontiac your choice when you purchased your 2006 G6 and trust you 
will give us the opportunity to retain you as a valued Pontiac customer.  Should you have any 
questions regarding General Motors’ products and current incentives, please call our Marketing 
Support department at 1-800-276-6842.  You may also begin your vehicle shopping online by 
visiting gm.com or any of our divisional websites. 
 
Sincerely,  
 
Pontiac Customer Assistance Center 
Service Request: 71-687667147 
 



April 11, 2011 

Hibbing, MN 
 
Service Request: 71-690670568 
 
 
Dear 
 
Thank you for contacting us recently about the notice you received for your 2005 Chevrolet 
Malibu.  We apologize for any inconvenience you may have experienced as a result of this 
action. 
 
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 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 
$544.88. 
 
If your vehicle has not been inspected by your local GM dealership, we request you set up an 
appointment to insure all necessary steps have been taken to repair your vehicle.   
 
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 
 
 
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



















April 11, 2011 

Portsmouth, NH 
 
Service Request: 71-691848656 
 
 
Dear
 
Thank you for contacting us recently about the notice you received for your 2005 Chevrolet 
Malibu MAXX.  We apologize for any inconvenience you may have experienced as a result of 
this action. 
 
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 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 
$590.21. 
 
If your vehicle has not been inspected by your local GM dealership, we request you set up an 
appointment to insure all necessary steps have been taken to repair your vehicle.   
 
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 
 
 
For more information regarding the maintenance and care of your vehicle, please visit 
www.gmownercenter.com.  This free online service offers vehicle and ownership-related 
information and tools tailored to your specific vehicle.
 



 
April 11, 2011 
 

Portsmouth, NH 
 
Service Request: 71-691848656 
 
 
Dear 
 
Enclosed is the GM Product Recall/Special Coverage Customer Reimbursement Claim 
Form.  Please complete the form in its entirety and return it to the address listed on the 
bottom of the form.  We will be happy to review your request for reimbursement for the 
listed repair once we have received this completed form. 
 
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 
 
 

 
 

 
 

 
 
 
 
 
 
 
 
 
 
 
 

 

 
 



GENERAL MOTORS 
PRODUCT SPECIAL COVERAGE CUSTOMER REIMBURSEMENT PROCEDURE 

 
 
If you have paid to have this Special Coverage condition corrected before December 2008, you may 
be eligible to receive reimbursement. 
 
Requests for reimbursement may include parts, labor, fees and taxes.  Reimbursement may be 
limited to the amount the repair would have cost if completed by an authorized General Motors 
dealer. 
 
Your claim will be acted upon within 60 days of receipt. 
 
If your claim is: 

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

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

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

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

 
Division 

 
Number 

Deaf, Hearing Impaired 
or Speech Impaired * 

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

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

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

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

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

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

 
GENERAL MOTORS 



PRODUCT SPECIAL COVERAGE CUSTOMER REIMBURSEMENT CLAIM FORM 
 

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

THE FOLLOWING DOCUMENTATION MUST ACCOMPANY THIS CLAIM FORM 
 

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

Please mail this claim form and the required documents to: 
 

General Motors Corporation 
P.O. Box 33170 

Detroit, MI 48232-5170 
 

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

 









April 11, 2011 
 

Ashland, MA
 
Service Request: 71-693839355 
 
  
Dear  
 
Thank you for contacting us recently regarding your 2005 Pontiac G6.  We apologize for any 
inconvenience you have experienced. 
 
We have reviewed your request for reimbursement and regret that we are unable to reimburse 
you the amount you requested 
 
At Pontiac, 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 Pontiac.com or call us at 1-800-762-2737.   
 
Sincerely,  
 
Pontiac Customer Assistance Center 
 



April 11, 2011 
 
 

  
Miami, FL 
 
 
Service Request Number: 71-695213616 
 
 
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 1-800-533-6000.  Please refer to the service request number listed 
above when you reach our representative.  
 
Total customer satisfaction is important to us at Saturn.  If we can be of any assistance, please 
don’t hesitate to email us using the Contact Us link at Saturn.com or call us at 1-800-533-6000.   
 
Sincerely,  
 
Saturn Customer Assistance Center 
 

Arlene.Thomas-Randol
New Stamp

























February 4, 2011 
 

Kirtland, NM  
 
 
Service Request: 71-594199925 
Customer Relationship Specialist: Diana Smith 
 
Dear  
 
Thank you for contacting us recently regarding the special coverage notice you received for your 2005 
Chevrolet Malibu MAXX.  We apologize for any inconvenience you have experienced as a result of this 
special coverage. 
 
At Chevrolet, we believe our customers have the right to expect long-term, reliable performance from our 
products.  There are, however, many variables that affect the life of the vehicle’s parts and appearance.  
Unfortunately, there are times when we identify a motor vehicle defect and release a special coverage 
notice to our loyal customers for their safety and satisfaction. 
 
We have reviewed your request for reimbursement on the steering column that you had repaired 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 $615.85. 
 
At Chevrolet, our commitment to customer satisfaction is a top priority.  We hope you understand our 
position.  If you have future questions, feel free to contact our Chevrolet Customer Assistance Center at 
1-800-222-1020 Monday through Friday between 8:00 a.m. and 11:00 p.m., Eastern Time.  Please refer to 
your service request number above and any of our Customer Relationship Specialists will be happy to 
assist you. 
 
Sincerely,  
 
Chevrolet Customer Assistance Center 
 
 
For more information regarding the maintenance and care of your vehicle, please visit 
www.mygmlink.com.  This free online service offers vehicle and ownership-related information and tools 
tailored to your specific vehicle. 
 
 

http://www.mygmlink.com/�


April 11, 2011 
 

Rochester, NY 
 
 
Service Request Number: 71-696480497 
 
 
Dear  
 
We have received your request for assistance, but have been unable to contact you using the 
telephone number provided or any listed in our records.  
 
If your situation has been resolved to your satisfaction, no further action is necessary,    If it has 
not, we invite you call us at 1-800-222-1020.  Please refer to the service request number listed 
above when you reach our representative.  
 
Total customer satisfaction is important to us at Chevrolet.  If we can be of any assistance, please 
don’t hesitate to email us using the Contact Us link at Chevrolet.com or call us at 1-800-222-
1020.   
 
Sincerely,  
 
Chevrolet Customer Assistance Center 
 

Arlene.Thomas-Randol
New Stamp







April 11, 2011 
 
 
 

Saint Louis, MO 
 
 
Service request: 71-700786140 
Vehicle Identification Number: 1G1ZS58F67F
Customer Relationship Specialist: Michelle Oglesby 
 
 
Dear : 
 
Thank you for allowing us the opportunity to review the product allegation involving your 2007 
Chevrolet Malibu.  Unfortunately, our attempts to reach you by phone on 2/11 AM, 2/11 PM, and 
2/12 AM were unsuccessful.    
 
Therefore, we will not be able to take any further action regarding your concern until we have an 
opportunity to discuss this with you.  We will continue to hold your file open for 10 days.   
 
Please contact our Business Resource Center at 1-800-231-1841 Monday through Friday between 
8:00 a.m. and 5:00 p.m., Eastern Time.  Please refer to your service request number above when 
calling. 
 
Sincerely, 
 
General Motors Corporation 
 
 
 
 
 
 
PA0005 
V05112006
 

Arlene.Thomas-Randol
New Stamp















PAR GMWA 
 Pre-Authorization/Warranty Claim Tracking Form 

 

 

Customer and Vehicle Information 
Date 2/27/09 Service Request #  71-700786140 
Customer Name 
VIN 1G1ZS58F67F
In-Service Date 5/18/2007 Service Contract? No 
Current Mileage 27830 Purchased New/Used? New 
Warranty Blocked?  No     
Branded Title?  No Mileage at Purchase 0 

Dealer and Claim Information 
Dealer Name Johnny Londoff Chevrolet 
Dealer Svc Mgr Bruce Weiner Dlr Warranty Admin: Bill Lee 
Dealer Phone (314) 837-1800 Dealer Fax  314-831-8395 
Dealer BAC 111331       
   
Dealer Division and Code 13-Chevy-03509       
Repair Order Number 319617       
Repair Order Close Date 2/27/09       
Labor Op. Code  Z1242 Dollar Amt:  317.52     
Labor Op. Code  Z1243 Dollar Amt:            
Cause Code (CC) MJ         
Failure Code (FC) 98         
            
PUT EVERYTHING IN NET 
AMOUNT          
Labor Hours and OLH: DO NOT PUT IN HOURS      
Parts and Labor Costs: DO NOT PUT IN COSTS      
Net Amount:       317.52      
DO NOT H ROUTE THIS CLAIM         
Authorization Code: DO NOT PUT IN AN AUTH CODE     
Additional Comments for Dealer:        
IF THIS CLAIM SHOULD REJECT FOR ANY REASON, PLEASE CONTACT ME ASAP 
AND FAX A COPY OF THE REJECTION W/TRACKING FORM TO (866) 857-3114     

Retain Copy with Dealer Repair Order 
Internal PAR Information 

           
Complaint: Power steering failure caused cust to collide with another vehicle, 

breaking her tail light.   
Cause: 

n/a   
Correction: 

Repair tail light since cause was not customer's fault.   
Justification: Repair vehicle 
            
PAR CRS: Michelle Oglesby     

Additional Comments: Thank You!     



PAR GMWA 
 Pre-Authorization/Warranty Claim Tracking Form 

 

 

Customer and Vehicle Information 
Date 2/27/09 Service Request #  71-700786140 
Customer Name 
VIN 1G1ZS58F67F
In-Service Date 5/18/2007 Service Contract? No 
Current Mileage 27830 Purchased New/Used? New 
Warranty Blocked?  No     
Branded Title?  No Mileage at Purchase 0 

Dealer and Claim Information 
Dealer Name Johnny Londoff Chevrolet 
Dealer Svc Mgr Bruce Weiner Dlr Warranty Admin: Bill Lee 
Dealer Phone (314) 837-1800 Dealer Fax  314-831-8395 
Dealer BAC 111331       
   
Dealer Division and Code 13-Chevy-03509       
Repair Order Number 319617       
Repair Order Close Date 2/27/09       
Labor Op. Code  Z1242 Dollar Amt:  297.12     
Labor Op. Code  Z1243 Dollar Amt:            
Cause Code (CC) MJ         
Failure Code (FC) 98         
            
PUT EVERYTHING IN NET 
AMOUNT          
Labor Hours and OLH: DO NOT PUT IN HOURS      
Parts and Labor Costs: DO NOT PUT IN COSTS      
Net Amount:       297.12      
DO NOT H ROUTE THIS CLAIM         
Authorization Code: DO NOT PUT IN AN AUTH CODE     
Additional Comments for Dealer:        
IF THIS CLAIM SHOULD REJECT FOR ANY REASON, PLEASE CONTACT ME ASAP 
AND FAX A COPY OF THE REJECTION W/TRACKING FORM TO (866) 857-3114     

Retain Copy with Dealer Repair Order 
Internal PAR Information 

           
Complaint: Power steering failure caused cust to collide with another vehicle, 

breaking her tail light.   
Cause: 

n/a   
Correction: 

Repair tail light since cause was not customer's fault.   
Justification: Repair vehicle 
            
PAR CRS: Michelle Oglesby     

Additional Comments: Thank You!     



PAR GMWA 
 Pre-Authorization/Warranty Claim Tracking Form 

 

 

Customer and Vehicle Information 
Date 2/27/09 Service Request #  71-700786140 
Customer Name 
VIN 1G1ZS58F67F
In-Service Date 5/18/2007 Service Contract? No 
Current Mileage 27830 Purchased New/Used? New 
Warranty Blocked?  No     
Branded Title?  No Mileage at Purchase 0 

Dealer and Claim Information 
Dealer Name Johnny Londoff Chevrolet 
Dealer Svc Mgr Bruce Weiner Dlr Warranty Admin: Bill Lee 
Dealer Phone (314) 837-1800 Dealer Fax  314-831-8395 
Dealer BAC 111331       
   
Dealer Division and Code 13-Chevy-03509       
Repair Order Number 319869       
Repair Order Close Date 2/27/09       
Labor Op. Code  Z1242 Dollar Amt:  254.50     
Labor Op. Code  Z1243 Dollar Amt:            
Cause Code (CC) MJ         
Failure Code (FC) 98         
            
PUT EVERYTHING IN NET 
AMOUNT          
Labor Hours and OLH: DO NOT PUT IN HOURS      
Parts and Labor Costs: DO NOT PUT IN COSTS      
Net Amount:       254.50      
DO NOT H ROUTE THIS CLAIM         
Authorization Code: DO NOT PUT IN AN AUTH CODE     
Additional Comments for Dealer:        
IF THIS CLAIM SHOULD REJECT FOR ANY REASON, PLEASE CONTACT ME ASAP 
AND FAX A COPY OF THE REJECTION W/TRACKING FORM TO (866) 857-3114     

Retain Copy with Dealer Repair Order 
Internal PAR Information 

           
Complaint: Power steering failure caused cust to collide with another vehicle, 

breaking her tail light.   
Cause: 

n/a   
Correction: 

Repair tail light since cause was not customer's fault.   
Justification: Repair vehicle 
            
PAR CRS: Michelle Oglesby     

Additional Comments: Thank You!     









cynthia.wells
(b)(6)









April 13, 2011 
 
 

 
Tulsa, OK   
 
 
 
Dear  
 
Enclosed is the GM Product Recall/Special Coverage Customer Reimbursement Claim Form.  
Please complete the form in its entirety and return it to the address listed on the bottom of the 
form.  We will be happy to review your request for reimbursement for the listed repair once we 
have received this completed form. 
 
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: 71-703138577 
 
 

 
 

 
 

 
 
 
 
 
 
 
 
 
 



GENERAL MOTORS 
PRODUCT SPECIAL COVERAGE CUSTOMER REIMBURSEMENT PROCEDURE 

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

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

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

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

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

 
Division 

 
Number 

Deaf, Hearing Impaired 
or Speech Impaired * 

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

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

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

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

GM Medium Duty 1-800-862-4389  
Puerto Rico – English 1-800-496-9992  
Puerto Rico – Español 1-800-496-9993  

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



Product Special Coverage Customer Reimbursement Claim Form 
 

This section to be completed by Claimant 
 
Date Claim Submitted:   
 
17-Digit Vehicle Identification Number (VIN):   
 
Current Mileage of Vehicle:   
 
Mileage at Time of Repair:    Date of Repair:   
 
Claimant Name (please print):   
 
Street Address or PO Box Number:   
 
City:    State:    Zip Code:   
 
Daytime Telephone Number (include Area Code):   
 
Evening Telephone Number (include Area Code):   
 
Amount of Reimbursement Requested: $  
 

THE FOLLOWING DOCUMENTATION MUST ACCOMPANY THIS CLAIM FORM. 
 
Original or clear copy of all receipts, invoices and/or repair orders that show: 
 
• The name and address of the person who paid for the repair. 
• The Vehicle Identification Number (VIN) of the vehicle that was repaired. 
• What problem occurred, what repair was done, when it was done and who did it. 
• The total cost of the repair expense that is being claimed. 
• Payment for the repair in question and the date of payment. 

(copy of front and back of cancelled check, or copy of credit card receipt) 
 
My signature to this document attests that all attached documents are genuine and I 
request reimbursement for the expense I incurred for the repair covered by this recall. 
 
Claimant’s Signature:   
 
 

Please mail this claim form and the required documents to: 
General Motors 
PO Box 33170 

Detroit, MI 48232-5170 
All recall and Special Coverage reimbursement questions should be directed to 1-800-204-0261 

 
 









April 13, 2011 
 

Lake Charles, LA 
 
 
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 2007 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: 71-703303156 
 

arlene.thomas-randol
New Stamp



 
 
 
 
 
       
Issued by: Certificate No. 1G1ZT58N37F
Chevrolet  
 
Issue Date: April 13, 2011  
 
Issued exclusively for: 
 
 Lake Charles, LA  
 
Valid through: April 14, 2010 
 
Amount: Two Thousand  Dollars and Zero Cents 
 ****$2,000.00**** 
 
 
 
 







April 13, 2011 
 

Glendale, AZ 
 
 
Service Request Number: 71-705273815 
 
 
Dear  
 
We have received your request for assistance, but have been unable to contact you using the 
telephone number provided or any listed in our records.  
 
If your situation has been resolved to your satisfaction, no further action is necessary,    If it has 
not, we invite you call us at 1-800-222-1020.  Please refer to the service request number listed 
above when you reach our representative.  
 
Total customer satisfaction is important to us at Chevrolet.  If we can be of any assistance, please 
don’t hesitate to email us using the Contact Us link at Chevrolet.com or call us at 1-800-222-
1020.   
 
Sincerely,  
 
Chevrolet Customer Assistance Center 
 

arlene.thomas-randol
New Stamp







cynthia.wells
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April 13, 2011 
 
 

Palatine, IL  
 
 
Service Request: 71-705565919 
 
 
Dear 
 
We sincerely regret that you experienced a concern with your 2005 Chevrolet Malibu, which 
resulted in an unexpected repair expense to you.     
 
We value you as a Chevrolet owner and your satisfaction with our products is a high priority.  
After consideration, we believe you are entitled to a reimbursement.  We have enclosed a check 
in the amount of $1,167.28.  We hope this goodwill adjustment will offset, to some degree, the 
inconvenience that this repair may have caused you. 
 
At Chevrolet, our commitment to customer satisfaction is a top priority.  If you have future 
questions, please don’t hesitate to contact our Executive Office at 1-313-667-7153.  Please refer 
to your service request number listed above and we will be happy to assist you. 
 
Sincerely,  
 
General Motors Executive Office 
 
 























cynthia.wells
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April 15, 2011 
 

Uniontown, PA  
 
 
 
Dear  
 
Enclosed is the GM Product Recall/Special Coverage Customer Reimbursement Claim Form.  
Please complete the form in its entirety and return it to the address listed on the bottom of the 
form.  We will be happy to review your request for reimbursement for the listed repair once we 
have received this completed form. 
 
At GM, 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 GM.com or call us at 1-800-222-
1020.   
 
Sincerely,  
 
GM Customer Assistance Center 
Service Request: 71-709889929 
 
 

 
 

 
 

 
 
 
 
 
 
 
 
 
 



GENERAL MOTORS 
PRODUCT SPECIAL COVERAGE CUSTOMER REIMBURSEMENT PROCEDURE 

 
 
If you have paid to have this condition related to the special coverage notification you received corrected 
within a period of 7 years or 70,000, you may be eligible to receive reimbursement. 
 
Requests for reimbursement may include parts, labor, fees and taxes.  Reimbursement may be limited to 
the amount the repair would have cost if completed by an authorized General Motors dealer. 
 
Your claim will be acted upon within 60 days of receipt. 
 
If your claim is: 

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

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

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

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

 
Division 

 
Number 

Deaf, Hearing Impaired 
or Speech Impaired * 

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

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

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

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

GM Medium Duty 1-800-862-4389  
Puerto Rico – English 1-800-496-9992  
Puerto Rico – Español 1-800-496-9993  

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



 Special Coverage Customer Reimbursement Claim Form 
 

This section to be completed by Claimant 
 
Date Claim Submitted:   
 
17-Digit Vehicle Identification Number (VIN):   
 
Current Mileage of Vehicle:   
 
Mileage at Time of Repair:    Date of Repair:   
 
Claimant Name (please print):   
 
Street Address or PO Box Number:   
 
City:    State:    Zip Code:   
 
Daytime Telephone Number (include Area Code):   
 
Evening Telephone Number (include Area Code):   
 
Amount of Reimbursement Requested: $  
 

THE FOLLOWING DOCUMENTATION MUST ACCOMPANY THIS CLAIM FORM. 
 
Original or clear copy of all receipts, invoices and/or repair orders that show: 
 
• The name and address of the person who paid for the repair. 
• The Vehicle Identification Number (VIN) of the vehicle that was repaired. 
• What problem occurred, what repair was done, when it was done and who did it. 
• The total cost of the repair expense that is being claimed. 
• Payment for the repair in question and the date of payment. 

(copy of front and back of cancelled check, or copy of credit card receipt) 
 
My signature to this document attests that all attached documents are genuine and I 
request reimbursement for the expense I incurred for the repair covered by this recall. 
 
Claimant’s Signature:   
 
 

Please mail this claim form and the required documents to: 
General Motors 
PO Box 33170 

Detroit, MI 48232-5170 
All recall and Special Coverage reimbursement questions should be directed to 1-800-204-0261 

 
 



arlene.thomas-randol
New Stamp





 
Privileged and Confidential Information 

 
CASE ASSESSMENT 

 
By: Glenissa Stewart  State: Texas 

 
 
Customer Name:   Service Request: 71-

710374230 
BBB Case No.:  
PGM0934662 

Only customer's last name to be recorded 
 
Vehicle ID No.:  
1G2ZG558964  

In Service 
Date: 
12/3/2005 

Vehicle is: New BAC Code: 
119650 

Year, Make & Model: 2006 Pontiac G6 
Mileage at Time of BBB Filing 56,000 

Vehicle Purchased Used on: n/a 

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

DVM Name: Joshua Campbell  CAM Name: Larry Shields 
Phone/Cell Number: 210-807-0165 
Svc Mgr Name: n/a 

Phone Number: 972-443-2901 

    
VEHICLE REPAIR HISTORY 

 
Throughout the entire form, use an asterisk (*) if day(s) out of service are already counted in another 
category. 
 
PLACE A CHECKMARK IN THE BOX FOR THE MAJOR CONCERN BASED ON REPAIR ORDERS.  USE “N/A” 
IF THERE WERE NO REPAIRS FOR THE COMPONENT GROUP. 
 
HAS TAC BEEN CONTACTED FOR SERVICE HISTORY Y OR N.?  IF YES PLEASE INCLUDE TAC # AND 
EXPLANATION TAC WAS INVOLVED. IF TAC HAS 
__N/A______________________________________________________________________________
__ 
  
__________________________________________________________________________________ 
 
IF TAC HAS NOT BEEN CONTACTED WHY 
NOT______________________________________________ 
 
__________________________________________________________________________________ 
 
 

 Steering 
       
Date: RO #: Days 

Out: 
Mileag
e: 

Description of Complaint and Repair Performed: 

     
                        Power steering torque convertor 

 
 {Symptom} 

       
Date: RO #: Days 

Out: 
Mileag
e: 

Description of Complaint and Repair Performed: 

     
                              
 



 {Symptom} 
       
Date: RO #: Days 

Out: 
Mileag
e: 

Description of Complaint and Repair Performed: 

     
                              
 

 {Symptom} 
       
Date: RO #: Days 

Out: 
Mileag
e: 

Description of Complaint and Repair Performed: 

     
                              
 

 {Symptom} 
       
Date: RO #: Days 

Out: 
Mileag
e: 

Description of Complaint and Repair Performed: 

     
                                 
 

 {Symptom} 
       
Date: RO #: Days 

Out: 
Mileag
e: 

Description of Complaint and Repair Performed: 

     
                              
 

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

Out: 
Mileag
e: 

Description of Complaint and Repair Performed: 

     
                              
 
Has the vehicle ever been involved in an accident Y or N? n/a 
Did you confirm your answer with the customer Y or N? n/a 
What type of damage was sustained (example front end collision) 
__________________________________________________ 
Are the RO's attached if the vehicle was in an accident Y or N 
 
 
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 (First and Last Name) ____________________________ 
Phone # _____________________  
Claim Made?  Y/N                Claim Status: NA  
Claim # _____________________ 
Did Insurance Company refer customer to GM?  NA 
 
Are there any Aftermarket Modifications to the Vehicle Y or N n/a 
Have you confirm this with the customer Y or N n/a 
List: 



 
Was a Trade Repurchase offered to the customer    Y or N n/a 
(A Trade Repurchase is to be offered as a settlement before a Straight can be considered)  
Date authorized by the DVM/CAM    ______________ 
 
 

 Other 
       
Date: RO #: Days 

Out: 
Mileag
e: 

Description of Complaint and Repair Performed: 

     
                              
 
 
What is the customer eligible for based upon the BBB Program Eligibility Guidelines and the States 
lemon law requirements for meeting presumption?  Explain with some Detail 
 
GM Program Summary Repurchase/Replacement: n/a 
 
 
Lemon Law Repurchase/Replacement: n/a 
 
 
GM Program Summary Repairs/Reimbursement for past repairs: n/a 
 
 
 
 
 

THE STATE LEMON LAW READS: 
 
Days out of service:  30 
Repairs 4 
Time period 12 months / 12,000 miles 
Does Lemon Law state nonconformity must continue to exist? yes 
 
If applicable, safety-related repairs 2 
Safety-related time period 12 months / 12,000 miles 
 
Number of repair attempts in the presumption period: n/a 
Total days out of service during the presumption period: n/a 
Total days out of service during customer’s ownership:   n/a 
 

Vehicle Meets Presumption of Lemon Law     YES or   NO   
 

PERTINENT FACTS FROM PREVIOUS SRs WHICH RELATE TO YOUR EVALUATION 
 

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

 
RECOMMENDATION AND RATIONALE 

 




