
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: power steering torque convertor needs replaced and customer thinks this is a safety concern 
 
DVM sts: n/a 
 
SVM sts: n/a 
 
CRS Rationale: appears vehicle does not meet eligibilty 
 
 
 
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? 
n/a 
 
 
 
 
Decision reached by CRS:     Arbitrate case:                Settle case:         
 
 

CRS FINAL 
OFFER:  

 DATE
:  

CUST {Accepted / Declined}  

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

 

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

 
 
 
 



 
 
 
 
 
 
April 15, 2011 
 

Manahawkin, NJ  
 
Service Request Number: 71-710579982 
 
 
Dear , 
 
We have received your survey and appreciate you taking the time to let us know about your 
concerns.  We tried to contact you directly to discuss your comments but have been unable to 
reach you using the telephone number provided or any listed in our records. 
 
If this 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.  
 
Your complete satisfaction is important to us. 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
 

arlene.thomas-randol
New Stamp







arlene.thomas-randol
New Stamp

















February 4, 2011 
 

Sullivan, IN  
 
 
Service Request: 71-594205330 
Customer Relationship Specialist: Joey Bravo 
 
Dear  
 
Thank you for contacting us recently regarding the special coverage notice you received for your 2005 
Chevrolet Malibu.  We apologize for any inconvenience you have experienced as a result of this special 
coverage. 
 
At Chevrolet, we believe our customers have the right to expect long-term, reliable performance from our 
products.  There are, however, many variables that affect the life of the vehicle’s parts and appearance.  
Unfortunately, there are times when we identify a motor vehicle defect and release a special coverage 
notice to our loyal customers for their safety and satisfaction. 
 
We have reviewed your request for reimbursement on the steering column that you had repaired.  
Although we regret that we are unable to reimburse you the full amount you requested, we are happy to 
inform you that we will reimburse you for the amount that pertains to the special coverage.  We have 
enclosed a check in the amount of $449.80. 
 
At Chevrolet, our commitment to customer satisfaction is a top priority.  We hope you understand our 
position.  If you have future questions, feel free to contact our Chevrolet Customer Assistance Center at 
1-800-222-1020 Monday through Friday between 8:00 a.m. and 11:00 p.m., Eastern Time.  Please refer to 
your service request number above and any of our Customer Relationship Specialists will be happy to 
assist you. 
 
Sincerely,  
 
Chevrolet Customer Assistance Center 
 
 
For more information regarding the maintenance and care of your vehicle, please visit 
www.mygmlink.com.  This free online service offers vehicle and ownership-related information and tools 
tailored to your specific vehicle.
 

http://www.mygmlink.com/�
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April 15, 2011 
 

Nipomo, CA   
 
 
Service Request Number: 71-711902249 
 
 
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 
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Privileged and Confidential Information 

 
CASE ASSESSMENT 

 
By: Amanda Cato State: PA 

 
 
Customer Name:   Service Request: 71-

713236685 
BBB Case No.:  CHV0935372 

Only customer's last name to be recorded 
 
Vehicle ID No.:  
1G1ZT62845F  

In Service 
Date: 
12/9/2005 

Vehicle is: NEW BAC Code: 113502 

Year, Make & Model: 2005 Malibu MAXX 
Mileage at Time of BBB Filing 54,110 Miles 

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

Lien holder:   not Provided Sale Type:   Purchase X  Lease    Other  : 
{Type} 

DVM Name:Pual Racioppo CAM Name: Craig Joseph 
Phone/Cell Number: 914-244-6162  
Svc Mgr Name: Frank Speney 

Phone Number: 914-244-6130 

    
VEHICLE REPAIR HISTORY 

 
Throughout the entire form, use an asterisk (*) if day(s) out of service are already counted in another 
category. 
 
PLACE A CHECKMARK IN THE BOX FOR THE MAJOR CONCERN BASED ON REPAIR ORDERS.  USE “N/A” 
IF THERE WERE NO REPAIRS FOR THE COMPONENT GROUP. 
 
HAS TAC BEEN CONTACTED FOR SERVICE HISTORY Y OR N.?  IF YES PLEASE INCLUDE TAC # AND 
EXPLANATION TAC WAS INVOLVED. IF TAC HAS      TAC CASE #10762520 
 
IF TAC HAS NOT BEEN CONTACTED WHY 
NOT________________N/A______________________________ 
 
__________________________________________________________________________________ 
 
 

 Power Steering 
       
Date: RO #: Days 

Out: 
Mileage: Description of Complaint and Repair Performed: 

     
10/24/07 081960 n/a 34110 Pulled from GMVIS: E7631 - MOTOR AND CONTROLLER 

ASSEMBLY, ELECTRONIC POWER STEERING  
N/A N/A N/A 54,110 From CCF: Customer concern is the Power steering goes out only 

when turning in to park the vehicle. Dlrship found no repair to 
perform on vehicle for the vehicle is operating with in Specs: Per 
TAC #10762520 

 
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) 
____________________N/A______________________________ 
Are the RO's attached if the vehicle was in an accident Y or N                   N/A 
 



 
Has the customer filed any insurances claims on this Vehicle         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?       N                Claim Status:    N/A  
Claim # _________N/A____________ 
Did Insurance Company refer customer to GM?    N/A 
 
Are there any Aftermarket Modifications to the Vehicle             N/A         
Have you confirm this with the customer              N/A 
List: 
 
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_________ 
 
 
 
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 
Vehicle INELIGIBLE due to the age and mileage  
 
GM Program Summary Repurchase/Replacement: 
Vehicle INELIGIBLE due to the age and mileage  
 
 
Lemon Law Repurchase/Replacement: 
Vehicle INELIGIBLE due to the age and mileage  
 
 
GM Program Summary Repairs/Reimbursement for past repairs: 
Vehicle INELIGIBLE due to the age and mileage  
 
 
 
 
 

THE STATE LEMON LAW READS: 
 
Days out of service:  30 Calendar Days out of Service or more 
Repairs 3 or More Repair Attempts to the same non component 
Time period 12 months / 12,000 miles 
Does Lemon Law state nonconformity must continue to exist?   YES 
 
If applicable, safety-related repairs N/A 
Safety-related time period N/A / N/A 
 
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     NO   
 

PERTINENT FACTS FROM PREVIOUS SRs WHICH RELATE TO YOUR EVALUATION 
 



Concern: Customer called in on the concern with her power steering not working only when parking the 
vehicle.  Customer claimed this was from a letter that specified a defect with the power steering: 07126. 
Customer’s vehicle is not included in this recall / special coverage.  TAC #10762520; found no concern on 
the Vehicle per what information was given to them by the dlrshp. No repair for the vehicle. Case was 
closed. 
Date & Offer/Result: 3/30/09 Case closed vehicle operating as designed, within specs 

 
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 have been having concerns with the Power steering ever since I purchased the vehicle and 
nothing has repaired this.  I received a letter in the mail on this and I believe the power steering is 
defective.  I took the vehicle to the dlsrhp and they can not repair the vehicle. The called their TAC people 
who stated the vehicle had no repairs to be done and was operating as designed and within specs.  If this 
is the way GM makes vehicle’s I’ll never purchase gm again, and no I don’t want the BBB number. Thanks 
 
DVM sts: No contact Needed Case ineligible 
 
SVM sts: No contact Needed Case Ineligible 
 
CRS Rationale: Crs reviewed previous SR 71-706932705 Found that TAC was involved and no concern was 
found on this vehicle, no repair needed.  Vehicle operating within specs and as designed.  Crs also found 
that the first occurrence with the Power steering was at 34k miles which make’s the vehicle ineligible for 
the first occurrence.  Vehicle currently ineligible due to the age and mileage at the time of filing 05’ with 
54,110 miles.  Crs adv customer to contact BBB rep Carolyn Hill 800-955-5100 x 509 Cust declined.  Case 
closed Ineligible. 
 
 
 
What are the 3 main strengths of the customer’s case to win repurchase through Lemon Law  
INELIGIBLE 
 
 
 
What are the 3 mains weaknesses of the customer’s case to win repurchase through Lemon Law? 
INELIGIBLE 
 
 
 
 
Decision reached by CRS:     INELIGIBLE 
 
 
 

CRS FINAL OFFER: 
INELIGIBLE 
 

INELIGIBLE 
 

DATE:  
03/31/09 

CUST INELIGIBLE 
 

Goodwill 
INELIGIBLE 
 

Attorney Fees INELIGIBLE 
 

  

 
TEAM LEAD APPROVING:  {Name}  Date: {Date} 
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April 15, 2011 
 
 

Port Richey, FL   
 
Service Request: 71-713715625 
 
  
Dear  
 
Thank you for contacting us recently regarding the recall or special coverage notice you received 
for your 2005 Chevrolet Malibu.  We apologize for any inconvenience you have experienced. 
 
At Chevrolet, we believe our customers have the right to expect long-term, reliable performance 
from our products.  There are, however, many variables that affect the life of the vehicle’s parts 
and performance.  There are times when we identify a motor vehicle defect and release a recall 
or special coverage notice to our loyal customers for their safety and satisfaction. 
 
We have reviewed your request for reimbursement and regret that we are unable to reimburse 
you the amount 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 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 
 



April 15, 2011 
 

Lebanon, IN 
 
 
 
Dear Arthur, 
 
We sincerely regret that you have experienced a concern with your vehicle.  Because you are a valued 
Chevrolet customer, we are pleased to provide you with this Component Coverage Letter.  This coverage 
does not change the manufacturer’s warranty which came standard on your vehicle at the time of 
purchase. 
  
This Component Coverage Letter is valid for VIN 1G1ZU63836F  and will begin on May 8, 2009 
at  34,500 miles and will continue until May 8, 2012 or  79,500 miles, whichever occurs first.     
 
The following Steering components will be covered: Gear housing and all internal parts; rack and 
pinion; power steering pump; steering shaft couplings; seals and gaskets; steering column; ignition 
switch; ignition lock cylinder; and steering wheel.. 
 
Chevrolet will make repairs to correct any defects related to materials or workmanship on the items listed 
above during the coverage period specified.  Chevrolet will not be responsible for conditions arising from 
tampering, abuse, physical damage, improper maintenance or normal wear and tear.  While this coverage 
is not transferable to any other vehicle, it is transferable to any subsequent owner of this vehicle 
(excluding vehicles sold or registered in California, New Hampshire or Vermont).   
 
Should your vehicle require repairs within the coverage period, present this letter to the Service Manager 
of an authorized Chevrolet Dealership.  If you have any future questions, please call us at  
1-800-222-1020.  Any of our Customer Relationship Specialists will be happy to assist you. 
 
Sincerely,  
 
Chevrolet Customer Assistance Center 
Service Request 71-714651056 
 
ATTENTION:  DEALERSHIP SERVICE MANAGER 
Please H-route the claim to your Area Service Manager.  Retain a copy of this letter in the customer’s file 
and return the original to the customer.
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April 15, 2011 
 
 

Lebanon, IN  
 
Service Request Number: 71-714651056 
 
 
Dear , 
 
We have received your survey and appreciate you taking the time to let us know about your 
concerns.  We tried to contact you directly to discuss your comments but have been unable to 
reach you using the telephone number provided or any listed in our records. 
 
If this 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.  
 
Your complete satisfaction is important to us. 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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April 15, 2011 
 
 

 
Beaumont, TX  
 
 
 
Dear 
 
Thank you for your support of Pontiac.  As we agreed, the necessary paperwork has been 
completed and forwarded to General Motors Protection Plan (GMPP) for the Smart Care plan on 
your 2009 Pontiac G6, Vehicle Identification Number 1G2ZG57B594   The processing 
time will take approximately eight weeks.   
 
You will be notified by GMPP once the plan has been processed and you will receive complete 
details on your plan's coverage at that time. This letter will serve as your policy until you receive 
your plan confirmation.  Should you require service prior to receiving your plan confirmation 
from GMPP, simply bring this letter to your local Pontiac Dealership.  Your complete 
satisfaction is very important to us at Pontiac.  We hope the issuance of this GMPP demonstrates 
our appreciation of you as a valued customer. 
 
At Pontiac, our commitment to customer satisfaction is a top priority.  If you have future 
questions, please don’t hesitate to email us using the Contact Us link at Pontiac.com or call us at 
1-800-762-2737.   
 
Sincerely,  
 
Pontiac Customer Assistance Center 
Service Request: 71-715759108 
 
 
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. 1G8AJ55F37Z
Saturn  
 
Issue Date: April 15, 2011  
 
Issued exclusively for:  
  
 El Paso, TX
 
Valid through: April 17, 2010 
 
Amount: One Thousand  Dollars and Zero Cents 
 ****$1,000.00**** 
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April 15, 2011 
 

El Paso, TX 
 
 
 
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 2007 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 Customer Assistance Center 
Service Request: 71-716449470 
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April 15, 2011 
 
 

Sebring, FL 
 
 
 
Dear  
 
Thank you for your support of Chevrolet.  As we agreed, the necessary paperwork has been 
completed and forwarded to General Motors Protection Plan (GMPP) for the Smart Care plan on 
your 2008 Chevrolet Malibu, Vehicle Identification Number 1G1ZK57B98F The 
processing time will take approximately eight weeks.   
 
You will be notified by GMPP once the plan has been processed and you will receive complete 
details on your plan's coverage at that time. This letter will serve as your policy until you receive 
your plan confirmation.  Should you require service prior to receiving your plan confirmation 
from GMPP, simply bring this letter to your local Chevrolet Dealership.  Your complete 
satisfaction is very important to us at Chevrolet.  We hope the issuance of this GMPP 
demonstrates our appreciation of you as a valued customer. 
 
At Chevrolet, our commitment to customer satisfaction is a top priority.  If you have future 
questions, please don’t hesitate to email us using the Contact Us link at Chevrolet.com or call us 
at 1-800-222-1020.   
 
Sincerely,  
 
Chevrolet Customer Assistance Center 
Service Request: 71-716501837 
 
 
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. 
 



 
 
 

 
 
 

 
 

GENERAL MOTORS BUSINESS RESOURCE CENTER  
 

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

VIA  FAX ONLY 
 
05/14/09 
   
PLAZA CHEVROLET 
601 US HWY 27 N 
AVON PARK FL 33825-2637 
                                                                           
Re: 
 Siebel Request: 71-716501837 
 2008 Chevrolet Malibu 
 VIN # 1G1ZK57B98F
 
Dear Mr. Dan Smith & April Marshall: 
 
This is a letter of notification regarding a {Better Business Bureau case/State case}involving the above referenced 
customer.  
 
In order to perform a case assessment, please provide me with copies of all dealer sales and service documents 
regarding this vehicle.  The specific documents needed are: 

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

(Please include front and backs of the shop copies).  
 
Please fax them to the number found below.  If there are any fax difficulties or the documents exceed 50 pages, 
please contact me as soon as possible. 
 
Your cooperation is greatly appreciated.  If you have any questions, feel free to contact me directly at the number 
below. 
 
Sincerely, 
 
 
 
Mario Resendez 
BRC Customer Relationship Specialist 
Ph# 866-790-5700 ext.41300 
FAX# 866-597-4481 
 
 
 



 
 
 

 
 
 

 
 

GENERAL MOTORS BUSINESS RESOURCE CENTER  
 

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

VIA  FAX ONLY 
 
05/14/09 
   
ALAN JAY CHEVROLET BUICK PONTIAC GMC CADILLAC 
441 US HWY 27 N 
SEBRING FL 33870-2151 
                                                                           
Re: 
 Siebel Request: 71-716501837 
 2008 Chevrolet Malibu 
 VIN # 1G1ZK57B98F
 
Dear Mr. Chris Smith: 
 
This is a letter of notification regarding a {Better Business Bureau case/State case}involving the above referenced 
customer.  
 
In order to perform a case assessment, please provide me with copies of all service documents regarding this vehicle.  
The specific documents needed are: 

 
• All service and body shop repair orders including all internal, customer pay, and warranty repair orders.  

(Please include front and backs of the shop copies).  
 
Please fax them to the number found below.  If there are any fax difficulties or the documents exceed 50 pages, 
please contact me as soon as possible. 
 
Your cooperation is greatly appreciated.  If you have any questions, feel free to contact me directly at the number 
below. 
 
Sincerely, 
 
 
 
Mario Resendez 
BRC Customer Relationship Specialist 
Ph# 866-790-5700 ext.41300 
FAX# 866-597-4481 
 
 
 



 
Privileged and Confidential Information 

 
CASE ASSESSMENT 

 
By: {CRS Name} State: {State} 

 
 
Customer Name:  {Name} Service Request: 71-

717068979 
BBB Case No.:  
PGM0936401 

Only customer's last name to be recorded 
 
Vehicle ID No.:  
1G2ZG558364

In Service 
Date: 
2/27/2006 

Vehicle is: Used BAC Code: n/a 

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

Vehicle Purchased Used on: 2/20/09 at odometer 
32,000 

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

DVM Name:n/a CAM Name: n/a 
Phone/Cell Number:  
Svc Mgr Name:  

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. 
 
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______________________________________________ 
 
__________________________________________________________________________________ 
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Has the vehicle ever been involved in an accident Y or N? N 
Did you confirm your answer with the customer Y or N? Y 
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?  N  
If Yes obtain the following information below 
Insurance Company________________________________________________     
Insurance Rep (First and Last Name) ____________________________ 
Phone # _____________________  
Claim Made?  Y/N                Claim Status: Pending/Denied/NA  
Claim # _____________________ 
Did Insurance Company refer customer to GM?  NA 
 
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?    N  
(A Trade Repurchase is to be offered as a settlement before a Straight can be considered)  
Date authorized by the DVM/CAM    ______________ 
 
 
What is the customer eligible for based upon the BBB Program Eligibility Guidelines and the States 
lemon law requirements for meeting presumption?  Explain with some Detail 
 
GM Program Summary Repurchase/Replacement: 
 
 
Lemon Law Repurchase/Replacement: 
 
 
GM Program Summary Repairs/Reimbursement for past repairs: 
 
 
 
 
 

THE STATE LEMON LAW READS: 
 
Days out of service:  30 
Repairs: 3 to the same nonconformity 
Time period 12 months / 12,000 miles 
Does Lemon Law state nonconformity must continue to exist? Y 
 
If applicable, safety-related repairs n/a 
Safety-related time period {# of months} / {# of miles} 
 
Number of repair attempts in the presumption period: 3 
Total days out of service during the presumption period: 30 
Total days out of service during customer’s ownership:   30 
 
 



Vehicle Meets Presumption of Lemon Law     YES or   NO   
 

PERTINENT FACTS FROM PREVIOUS SRs WHICH RELATE TO YOUR EVALUATION 
 

Concern: Power steering issue 
Date & Offer/Result: 4/22/09 CRS offered nothing due to case ineligible. 
 
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: Bought car from Dodge Chrsler dealer and there is an issue w/ power steering that can’ get fixed 
by Dodge Chrysler dlr. 
 
DVM sts: n/a due to ineligible 
 
SVM sts: n/a due to ineligible 
 
CRS Rationale: n/a due to ineligible. No asst. due to age. 
 
 
 
What are the 3 main strengths of the customer’s case to win repurchase through Lemon Law  
Nothing 
 
 
 
What are the 3 mains weaknesses of the customer’s case to win repurchase through Lemon Law? 
Cust just bought veh in Feb 09 from dodge dlrship, no prev maint, no prev concern. 
 
 
 
 
Decision reached by CRS:     Arbitrate case:                Settle case:         
 
 

CRS FINAL 
OFFER:  

 DATE
:  

CUST {Accepted / Declined}  

Goodwill: {None} Attorney Fees (if applicable): ${n/a}  4/22/
09 

n/a 

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

 
 
 
 







 

 

ADR File Checklist 
  
 
SR Number:71-717068979      BBB Case:   PGM0936401 
Customer:      VIN:1G2ZG558364   
Make/Model/Year: 2006/Pontiac/G6 In Service: 2/27/2006  Mileage: 32,000 
Received Date: 4/17/09 Day 15 Date:        Goes Active:        
Primary Concern: Power steering is acting up 

 

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

  Initial Calls (72 hrs): 
  Customer Completion Date/Time: 4/22/09  / 3:09 PM 
  Dealer Svc Mgr Completion Date/Time: 4/22/09  / 3:20 PM 
  Dealer Finance Mgr Completion Date/Time: 4/22/09  / 3:20 PM 
  AVM Completion Date/Time: 4/22/09  / 3:21 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: 4/23/09 / 12:51 PM 
 Executive Summary Completion Date/Time: 4/23/09 / 12:53 PM  
 Close Siebel Completion Date/Time: 4/23/09 / 12:57 PM  

 
 
DVM:  na Node/Box: na  
Service Dealer: n.a   Svc Mgr: na   
Selling Dealer: na   Contact: na   
 

NOTES:         
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Privileged and Confidential Information 

 
CASE ASSESSMENT 

 
By: Desiree Owens State: Virginia 

 
 
Customer Name:  Service Request: 71-717484627 BBB Case No.:  PGM0936319 
Only customer's last name to be recorded 
 
Vehicle ID No.:  
1G2ZG558964  

In Service 
Date: 
11/26/2005 

Vehicle is: New BAC Code: 
118188 

Year, Make & Model: 2006 Pontiac G6 
Mileage at Time of BBB Filing: 43,600 

Vehicle Purchased Used on: 11/27/2005 
 at odometer {odometer} 

Lien holder:   GMAC     Other : Unknown Sale Type:   Purchase X  Lease    Other  :  
 

DVM Name: Gordon Histed  CAM Name: Wes Preece 
Phone/Cell Number: 757-876-6622 
Svc Mgr Name: John Bolling 

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______________________________________________ 
 
__________________________________________________________________________________ 
 

VEH RAN OUT OF B2B WARRANTY ON 11/26/2008. 
CUST NEEDED TO FILE W/BBB BY 4-26-2008 IN 

ORDER TO BE WITHIN 18 MONTH FILING PERIOD. 
CUST DID NOT FILE DURING FILING PERIOD SO 

CASE IS INELIGIBLE. 
 
 
Has the vehicle ever been involved in an accident? NO 
Did you confirm your answer with the customer? YES 
What type of damage was sustained (example front end collision) 
__________________________________________________ 
Are the RO's attached if the vehicle was in an accident? N/A 
 



 
Has the customer filed any insurances claims on this Vehicle? NO 
If Yes obtain the following information below 
Insurance Company________________________________________________     
Insurance Rep (First and Last Name) ____________________________ 
Phone # _____________________  
Claim Made? NO                Claim Status: N/A 
Claim # _____________________ 
Did Insurance Company refer customer to GM? NO 
 
 
Are there any Aftermarket Modifications to the Vehicle? NO 
Have you confirm this with the customer? YES 
List: 
 
Was a Trade Repurchase offered to the customer? NO 
(A Trade Repurchase is to be offered as a settlement before a Straight can be considered)  
Date authorized by the DVM/CAM    ______________ 
 
 
 
 
What is the customer eligible for based upon the BBB Program Eligibility Guidelines and the States 
lemon law requirements for meeting presumption?  Explain with some Detail 
 

GM Program Summary Repurchase/Replacement: VEH RAN OUT OF B2B WARRANTY ON 11/26/2009. 
CUST NEEDED TO FILE W/BBB BY 4-26-2008 IN ORDER TO BE WITHIN 18 MONTH FILING PERIOD. 

CUST DID NOT FILE DURING FILING PERIOD SO CASE IS INELIGIBLE. 
 
Lemon Law Repurchase/Replacement: VEH RAN OUT OF B2B WARRANTY ON 11/26/2009. CUST NEEED 
TO FILE W/BBB BY 4/26/2008 IN ORDER TO BE WITHIN THE 18 FILING PERIOD. CUST DID NOT FILE 
DURING THIS TIME PERIOD, CASE IS INELIGIBLE 
 
GM Program Summary Repairs/Reimbursement for past repairs: VEH RAN OUT OF B2B WARRANTY ON 
11/26/2009. CUST NEEED TO FILE W/BBB BY 4/26/2008 IN ORDER TO BE WITHIN THE 18 FILING 
PERIOD. CUST DID NOT FILE DURING THIS TIME PERIOD, CASE IS INELIGIBLE 
 
 
 
 
 

THE STATE LEMON LAW READS: 
 
Days out of service:  30 
Repairs: 3 
Time period: 18 Months / no mileage parameters 
Does Lemon Law state nonconformity must continue to exist? NO 
 
If applicable, safety-related repairs: 1 
Safety-related time period: 18 Months / no mileage parameters 
 
Number of repair attempts in the presumption period: 0 
Total days out of service during the presumption period: 0 
Total days out of service during customer’s ownership:   0 
 

Vehicle Meets Presumption of Lemon Law: NO   



 
PERTINENT FACTS FROM PREVIOUS SRs WHICH RELATE TO YOUR EVALUATION 

 
NONE 
 
 
 
 
 
 
 

 
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: Wants veh repaired 
 
DVM sts: CASE INELIGIBLE 
 
SVM sts: CASE INELIGIBLE 
 
CRS Rationale: CASE INELIGIBLE 
 
 
 
What are the 3 main strengths of the customer’s case to win repurchase through Lemon Law  
CASE INELIGIBLE 
 
 
 
What are the 3 mains weaknesses of the customer’s case to win repurchase through Lemon Law? 
CASE INELIGIBLE 
 
 
 
 
Decision reached by CRS:     Arbitrate case:                Settle case:   X 
 
 

CRS FINAL 
OFFER: CASE 
INELIBELE 

 DATE: 
4/21/2009 

CUSTOMER: ACCEPTED  

Goodwill: NONE Attorney Fees (if applicable): N/A   

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

 
 
 
 



Arlene.Thomas-Randol
New Stamp





April 18, 2011 
 
 

La Quinta, CA 
 
 
Dear  
 
At Pontiac, we take pride in the vehicles we produce and appreciate the time you took to contact 
us. 
 
Because customer satisfaction is a top priority for us, please accept this letter worth up to $100 
towards your next maintenance service or repair on your 2005 Pontiac G6.   
 
This offer is valid towards one service visit on VIN 1G2ZG528854  In the event the cost 
of your service exceeds the $100 maximum value, you will be responsible for paying the 
difference.  If the total cost of your services is less than $100, a credit or refund will not be 
issued.  This letter is not transferable and is valid for 12 months from the date of issue.  
 
We hope this gesture demonstrates our appreciation of you as a valued customer.  Simply present 
this letter to any Pontiac dealership for redemption.  If you have future questions, please don’t 
hesitate to email us using the Contact Us link at Pontiac.com or call us at 1-800-762-2737.   
 
Sincerely,  
 
Pontiac Customer Assistance Center 
Service Request 71-718621866 
 
 
For more information regarding the maintenance and care of your vehicle, please visit 
www.gmownercenter.com. This free online service offers vehicle and ownership-related 
information and tools tailored to your specific vehicle. 
 
ATTENTION:  DEALERSHIP SERVICE MANAGER 
When submitting the claim, please use labor op Z7410, insert the amount in the net item column, and insert the CAC 
Service Request number in your comments.  This original letter must be surrendered by the customer and retained 
by the dealer for audit purposes. 
 



April 18, 2011 
 

La Quinta, CA  
 
 
Dear  
 
At Pontiac, we take pride in the vehicles we produce and appreciate the time you took to contact 
us. 
 
Because customer satisfaction is a top priority for us, please accept this letter worth up to $100 
towards your next maintenance service or repair on your 2005 Pontiac G6.   
 
This offer is valid towards one service visit on VIN 1G2ZG528854  In the event the cost 
of your service exceeds the $100 maximum value, you will be responsible for paying the 
difference.  If the total cost of your services is less than $100, a credit or refund will not be 
issued.  This letter is not transferable and is valid for 12 months from the date of issue.  
 
We hope this gesture demonstrates our appreciation of you as a valued customer.  Simply present 
this letter to any Pontiac dealership for redemption.  If you have future questions, please don’t 
hesitate to email us using the Contact Us link at Pontiac.com or call us at 1-800-762-2737.   
 
Sincerely,  
 
Pontiac Customer Assistance Center 
Service Request 71-718621866 
 
 
For more information regarding the maintenance and care of your vehicle, please visit 
www.gmownercenter.com. This free online service offers vehicle and ownership-related 
information and tools tailored to your specific vehicle. 
 
ATTENTION:  DEALERSHIP SERVICE MANAGER 
When submitting the claim, please use labor op Z7410, insert the amount in the net item column, and insert the CAC 
Service Request number in your comments.  This original letter must be surrendered by the customer and retained 
by the dealer for audit purposes. 
 



February 4, 2011 
 

Brooklyn, IA   
 
 
Service Request: 71-594213039 
Customer Relationship Specialist: Jane West 
 
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 $688.01. 
 
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





















 
 
 
 
 
       
Issued by: Certificate No. 1G8AJ55F36Z
Saturn  
 
Issue Date: April 18, 2011  
 
Issued exclusively for:  
  
 Rock Hill, SC
 
Valid through: July 2, 2010 
 
Amount: Eight Hundred Dollars and Zero Cents 
 ****$800.00**** 
 
 
 
 

Arlene.Thomas-Randol
New Stamp



April 18, 2011 
 
 

Rock Hill, SC 
 
 
 
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 2006 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 1-800-522-5000.  You may also begin your vehicle shopping online by 
visiting gm.com or any of our divisional websites. 
 
Sincerely,  
 
Saturn Customer Assistance Center 
Service Request: 71-718635142 
 



 

Arlene.Thomas-Randol
New Stamp



 



April 18, 2011 
 

Raeford, NC 
 
 
 
Dear 
 
Thank you for your support of Pontiac.  As we agreed, the necessary paperwork has been 
completed and forwarded to General Motors Protection Plan (GMPP) for the Smart Care plan on 
your 2005 Pontiac G6, Vehicle Identification Number 1G2ZH528154  The processing 
time will take approximately eight weeks.   
 
You will be notified by GMPP once the plan has been processed and you will receive complete 
details on your plan's coverage at that time. This letter will serve as your policy until you receive 
your plan confirmation.  Should you require service prior to receiving your plan confirmation 
from GMPP, simply bring this letter to your local Pontiac Dealership.  Your complete 
satisfaction is very important to us at Pontiac.  We hope the issuance of this GMPP demonstrates 
our appreciation of you as a valued customer. 
 
At Pontiac, our commitment to customer satisfaction is a top priority.  If you have future 
questions, please don’t hesitate to email us using the Contact Us link at Pontiac.com or call us at 
1-800-762-2737.   
 
Sincerely,  
 
Pontiac Customer Assistance Center 
Service Request: 71-718712056 
 
 
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 19, 2011 
 

Brook Park, OH  
 
 
Service Request Number: 71-720784878 
 
 
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, I 
invite you call me at  Please refer to the service request number listed above.  
 
Total customer satisfaction is important to us at General Motors.  If we can be of any assistance, please 
don’t hesitate to call me at the number listed above.   
 
Sincerely,  
 
General Motors Executive Office, Rochelle Pettis 
 



arlene.thomas-randol
New Stamp



July 31, 2009 
 
Angelina Russo, Esq. 
Consumer Legal Services 
30928 Ford Rd 
Garden City, MI 48135 
 
 
RE: v. General Motors Corporation 

Service Request: 71-721957815 
2006 Chevrolet Malibu 
Vehicle Identification Number: 1G1ZT51F96F
Customer Relationship Specialist: Daniel Villela 

 
 
Dear Ms. Russo: 
 
Enclosed please find a check in the amount of $5,000.00 made payable to 

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







 
Privileged and Confidential Information 

 
CASE ASSESSMENT – LEGAL (NON SMALL CLAIMS) 

 
By: Michele Valykeo State: IL 

Amended by: Mark Valverde 
 
Customer Name:   Service Request: 71-721957815 GM Legal File No.:  N/A  
 
Vehicle ID No.:  1G1ZT51F96F  In Service Date: 1/10/2006 Vehicle is: Used  BAC Code: 113182 
Year, Make & Model: 2006 Chevrolet Malibu Vehicle Purchased Used on: 09/02/06 at 

odometer 15,578 
Lien holder: Fifth Third Bank   DVM requests 

involvement?: N    
Purchase Price of 
Vehicle: $16,995 Was TAC contacted for this vehicle (Y/N)? : N 

 
If TAC was NOT contacted, why?  (Ask Dealership) Per Service Manager Mike Frantzen of Westphal dealer, not 
necessary to involve TAC.     

VEHICLE REPAIR HISTORY 
 Brakes 

       

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

05-04-09 304621 * 52398 Dealer add-on: brake noise\ pulsation  
 
-Per Service Manager Mike Frantzen of Westphal dealership the 
dealer observed  this and customer decline repair 

 
 Engine/Fuel/Exhaust 

       

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

01-10-08 282393 1 24737 c/s inspect for an oil leak under hood, valve cover gasket leak.\  
 
-from GMVIS j0318 - cover and/or gasket, camshaft housing - one piece – 
replace.  

  *  c/s fuel gauge reading erratic\fuel  gage operation  
 
-order cluster.   

  * 
 
 

 c/s inspect for a fluttering noise heard at speeds over 40 miles per hour. 
Seems to be coming from passenger side where windshield meets 
dash\road test. Repair as per bulletin #1891671.    
 
From GMVIS Y comments: inspect for a fluttering noise heard at speeds 
over 40 mph--flutter noise heard-- went thru and re-secured the air inlet 
grille panel per tech. 
 
Westphal dealer service manager Mike Frantzen states: [Regarding 
apparent part # 15234618 written on repair order]: not coming up, RO 
from old system, it is not a TAC case #  

     
01/30/08 283265 1 35529 c/s fuel gauge inaccurate\replace IPC 

 
- From GMVIS; n4180 - instrument cluster replacement/ 
 
From GMVIS Y comments: fuel gauge inaccurate sop cluster here fuel 
gauge erratic replaced the dash cluster and reprogrammed cluster to 
vehicle 

     



02-06-08 283552 1 
 
 

35628  
Per service Manager: Put fuel pump module in. GMVIS is correct 
regarding the cause complaint correction info  
 
From GMVIS Y Comments fuel gauge goes from 1-4 to empty when 
tank is filled to 1-2defective fuel module r-r the fuel tank to replace the 
fuel pump module. 
 
-From GMVIS L1200 - FUEL TANK FUEL PUMP MODULE 
REPLACEMENT 
 

     
02-06-08 283584 1 

 
 

35628 c/s defective fuel pump module/see repair order 283552. R & R fuel tank 
twice, check for problem, float hanging up or something else? Reads full. 
 
-replace defective fuel pump.  
 
From GMVIS Y comments: fuel gauge goes from 1-4 to empty when 
tank is filled to 1-2defective fuel module r-r the fuel tank to replace the 
fuel pump module 
 
CRS note: In gmvis the ticket shows it was written on 02-07-08 and on 
repair order it shows 02-06-08 ask dealer how long vehicle was down for 
this – it may be split time between RO #283552 & this RO 283584 
 
Per service manager Mike Frantzen the vehicle was down for 1 day on 
this RO the days down total for both ROs is 2 days.  

     
01-29-09 300707 * 49047 c/s towed in by roadside, runs rough, no power and exhaust is red. 

Advise.\scan test, PCM, P2119; throttle closed position performance. 
P0300: engine misfires detected.  Misfires 2-3 cylinder. Tested DIS 
module, circuit shorted for cylinder’s #2-3 and causing rough running 
condition. Replace DIS module to repair rough running.  
 
-replace ignition module: ok.  

     
03-10-09 302359 1 50392 c/s service engine light stays on, running ok\P0420 bank 1. Faulty 

converter (manifold)  
 
-parts on order Car out back.  

     
03/20/009 302824 1  50713 Install ordered catalytic converter. SES light on\ 

 
-installed catalytic converter. OK 
 
From GMVIS J0108 - MANIFOLD, EXHAUST – REPLACE 

 
 Restraints 

       

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

03-20-08 285499 * 35702 c/s air bag light is on.\B0012 04, B0012 OD History not current  
 
- unable to duplicate, clear codes.  

     
03-27-08 285840 1 37153 c/s air bag light is on.\Code B0012 install special ordered SIR coil.  

 
-replace air bag & clear codes.  



 
 Steering 

       

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

03-20-08 285499 1 35702 c/s check noise in steering\clink noise – like a tie rod – when turning 
wheel. Replace power steering rack? 
 
-From  GMVIS E9740 - steering gear replacement. 
 
From GMVIS check click noise in steering, steering gear is making 
internal clunk noise replace steering gear rack assembly and set toe as 
necessary 

     
04-22-08 286894 1 38599 c/s knocking felt and heard with steering, left & right slower parking lot 

speeds.\ Road test. Checks OK. GMPP Certified Mg, used.  
 
-replace steering intermediate steering shaft.  

     
05-04-09 304621 1 52398 c/s check steering vibration in steering and at stop, steering wheel turned 

on it’s own.\diagnose no communication with power steering control 
module. 
 
-replace PSCM program and set up. OK.  
 
 
From GMVIS: E7631 - motor and controller assembly, electronic power 
steering. 

     
05-13-09 305021 2 

 
 

52598 c/s noise in steering and also shake in steering when raking and also 
power steering message appeared in radio screen.\C0545: steering wheel 
torque impact sensor. Tow charges. Diagnosed: replace steering column & 
program. C) steering wheel squeaks  
 
-replace SIR coil . ok.  Replace SIR coil to repair squeak in steering  
 
Service manager states: Opened 05-13-08 and invoiced on the 
14th 

 
 

 Electrical 
       

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

03-20-08 285499 * 35702 c/s remote transmitter inoperative\Clear codes. Needs front bolts.  
 
- order remote 03-20-08   

     
03-27-08 285840 * 37153 c/s one remote is inoperative\reprogram remotes. Remote in car [CRS 

note: CRS asked service manager to read illegible word here] 
bad remote not found here.  
 
-customer to bring back in.  
 
Service manager Mike Frantzen states replaced remote and programmed 
to vehicle customer only brought one and needed to bring the other. Tech 
note visible to svc mgr  

01/29/09 300740 1 49049 c/s remote transmitter inoperative\transmitter shorted. Replace and 
program remote transmitter to repair operation.  
-program key fobs.  
From GMVIS r4490 - remote control door lock transmitter replacement. 



 
06-08-09 306031 1 

 
 

53533 c/s driver’s side front door will not unlock or lock, advise\Cause: tested 
power lock circuit on driver’s side front door. Cycled power lock on driver’s 
side front door numerous times.  
-lock is working as designed  

 
 Other/certified used inspection  

       

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

08-25-06 260974 * 13540 Certified used car inspection\internal.  
-Lube, oil, filter, inspection  

 
 Other/Towing just prior to a repair order 300707 

       

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

01/28/09 073645 * 49047 GM roadside assistance/ccas 
From GMVIS: Z2080 - roadside service (towing) 

 
 Other/Repair order sent by dealer does not belong to this customer  

       

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

04-22-08 266915 * 
 

38609  c/s check for oil leakage. 
 
Service manager Mike Frantzen of Westphal dealer states: this 
repair order should not be in the group sent it is for a different customer 
altogether, sent in error should not have been sent – not this customer at 
all 
 

  *  c/s hissing noise in engine area and also in steering column noise is 
evident.\GMPP K D cares called.  
 
Not this cust accidently sent  
 
Service manager states CRS received this Ro in error not this 
customers RO   

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

THE STATE LEMON LAW READS: 
Days out of service:  30 
Repairs 4  
Time period: 12/12  
Does Lemon Law state nonconformity must continue to exist? yes   
If applicable, safety-related repairs not specified  
Safety-related time period not specified  
Usage: wear and tear from first report of non-conformity.  

 

 



 
Number of repair attempts in the presumption period: 0 
Total days out of service during the presumption period: 0 
Total days out of service during customer’s ownership:   14 
 

      PERTINENT VEHICLE INFORMATION PROVIDED BY District Service Manager 
 
DVM Paul McNair’s response to email:  
paul.mcnair@gm.com  
06/17/2009 07:49 AM  
To michele_valykeo@gmexpert.com cc bcc Subject  
Re: VIN: 1G1ZT51F96F /Customer: Hedlof Wilde/BRC LEGAL N.I.S.M.  
 
D. I am not aware of this customer’s concerns.  
 
Please do what you need to do. Thanks  
 
 
 
 
 

   PERTINENT VEHICLE INFORMATION PROVIDED BY DEALER SERVICE MGR(S) 
Nothing beyond what is already on case assessment.  
   
 service manager/ mike franzin said  that last time vehicle was at dealer was june 9,2009 ro 306031 on locks and were 
not able to duplicate concern.  no other concerns.  

 
 
 

PERTINENT FACTS FROM PREVIOUS SRs WHICH RELATE TO YOUR EVALUATION 
Concern:  
 
Vehicle was originally a fleet vehicle  
Delivering dealer:  
CAR/TRUCK CITY - VANGUARD  
6929 N LAKEWOOD AVE  
TULSA , OK    74117-1823 
 
NATIONAL/ALAMO CAR RENTAL  
6929 N LAKEWOOD AVE SUITE 100  
TULSA, OK  74117-1824 
Date & Offer/Result:  
 
Concern: 
 
 No other service requests in the system at this time.  
 

 
RECOMMENDATION  

Crs does recommend cash offer $2,000 to $4,000 inclusive. 
Settled for $5,000 inclusive 
 
 
 
 
 
 

mailto:paul.mcnair@gm.com�


RATIONALE 
Cust vehicle may have a breach of warranty concern.  Vehicle has had zero repairs and zero days out in presumption.  
Vehicle was purchased used and was an Alamo rental vehicle.  Vehicle was purchased certified used.  Repairs outside of 
presumption engine 7, restraints 2, steering 4, and electrical 4.  Engine repairs did start in warranty and continued 
outside of warranty.  Vehicle has been repaired since 6/9/09 no other concerns.  Vehicle is outside of factory warranty 
but does have 60/50 MG till 65 k or 9-2-2011.  GMVIS repairs $5300. 

 
REASON FOR REMOVAL 

N/A 
 
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. 
 
 
 











Coversheet 
 

Start Date: 06-16-09  
SR # 71-721957815 
CUSTOMER:    
VIN#: 1G1ZT51F96F
YEAR/MAKE/MODEL:  2006 Chevrolet Malibu  
STATE: IL  
  
FIRM NAME: Consumer Legal Services  
ATTORNEY: Angelina R. Russo Attorney at Law  
PH #: 630-834-4100  FAX #: 630-834-2196 
 
DEALER:. NATIONAL/ALAMO CAR RENTAL  of  
TULSA, OK   

BAC #N/A  

SVC MGR: N/A  PH # N/A 
Svc Docs Rec’d:N/A  FAX # N/A 
AVM: N/A  MBOX # N/A 
DATE AVM CALLED: N/A  N/A 
SALES MGR:N/A  PH # N/A 
Sale Docs Rec’d:N/A  FAX # N/A 
 
2nd DEALER: RON WESTPHAL CHEVROLET, 
INC. of  AURORA, IL    
/first visit 34787 miles  

BAC #  

SVC MGR: Mike  Frantzen PH # (630) 898-9630 
Svc Docs Rec’d: FAX # 630.898.9673 
AVM: McNair, Paul/called 06-16-
09 

MBOX #630092 8144 

SALES MGR: PH # 
Sale Docs Rec’d: FAX # 
 
Acknowledgement 

Date - AVM 
Acknowledgement 
Date - Svc Mgr 

Acknowledgement 
Date - Sales Mgr 

Acknowledgement 
Date - Atty 

Date Rec’d Doc’s 
 from Atty 

06-16-09 06-16-09  06-16-09   
 
15-day deadline:  
45-day deadline:  
 



Coversheet 
 

Start Date: 06-16-09  
 
 
 
 





2006 MALIBU SEDAN 0LT                        CHEVROLET MOTOR DIVISION
63U  SPORT RED METALLIC             /L4G     GENERAL MOTORS CORPORATION
19C  EBONY                                   100 RENAISSANCE CENTER
ORDER NO. JRVMCJ/FDR      STOCK NO.          DETROIT      MI  48243-1114
VIN 1G1 ZT51 F9 6F                      VEHICLE INVOICE 1OD82728105
***************************************************************13*04443S
MODEL & FACTORY OPTIONS               MSRP    INV AMT  FLEET
1ZT69 MALIBU SEDAN 0LT            18725.00   16758.88  INVOICE 01/09/06
B37 FLOOR MATS                       80.00      64.00  SHIPPED 01/09/06
FE9 50-STATE EMISSIONS                 N/C        N/C  EXP I/T 01/30/06
KCV ALAMO RENT A CAR                  0.00       0.00  INT COM 02/06/06
L61 2.2L 4 CYL ENGINE                  N/C        N/C  PRC EFF 11/16/05
MX0 4-SPEED AUTO TRANSMISSION          N/C        N/C  KEYS G0401 G0401
VK3 FRONT LICENSE PLATE BRACKET       0.00       0.00  WFP-S QTR  OPT-1
VN9 DAILY RENTAL REPURCHASE PROGRAM   0.00       0.00  FAN:   000820524
V2G FULL FUEL FILL CREDIT             0.00      26.42- BANK: CHRYSLER FI
YT1 DAILY RENTAL FLAT RATE DEPREC.    0.00       0.00  CHG-TO    04-443
                                                       SHIP-TO   45-146
                                                       NATIONAL CAR RENT
                                                       RICHMOND       VA

                                                       SHIP WT:  3068
                                                       HP:       18.4
                                                       MRM:     19430.00
                                                       CUST PO NUMBER:
                                                       60146136
                                                       DAN:      34731
                                                       MEMO      940.25

TOTAL MODEL & OPTIONS              18805.00  16796.46  ACT 231 17421.46
DESTINATION CHARGE                   625.00    625.00

TOTAL                              19430.00  17421.46  PAY 310 17421.46
***********************************************************************
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.
***********************************************************************

CAR/TRUCK CITY - VANGUARD
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 Service Request Detail

Account
SR No.

Daytime #

Consumer Legal Services, PC
71-721957815

Last Name

Involved Dlr Ron Westphal Chevrolet, Inc.

Serial #/VIN 1G1ZT51F96F

Model Malibu
Make Chevrolet

Model Year 2006

Ref No.
Site Illinois
First Name

Con Acct Source White Mail

Warr. Start 01/10/2006
Mileage 52598

BRC Type Legal
Bus. Unit BRC

Goodwill No Goodwill Offered

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

Owner
Status Open Opened 5/4/2009 06:32:54 PM

Sub-Status Dissatisfied Closed

This is a BRC Legal Case. Forward any Attorney inquiries to Michele Valykeo at ext 21359. If the caller is a customer, refer them to their attorney.Customer
Description

IL BRC Legal ER NISMAbstract

Updated 6/16/2009 03:07:28 PM

Pre-PAR

PAR Detail
Collision

Veh Damage
Description

Vehicle
Speed

Veh Est
Repair Cost
Primary
Veh Use

Property
Damage
Weather
Condition

Non Collision Thermal Evt

Prop Owner Property
Type

Property
Location

Inspection
Date/Time

Spec Equip

Loc Last
Service

Prop Damage
Description

Explain Other

Spec Equip
Installer

Last Service
Date

Inspected ByInspection
Type

Prop Est
Repair Cost

Evening #

IL
Address
State

City
ZipCd

Montgomery

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

Driver Last Name Driver First Name Height DOB Disabilities

Insurance Agent Last Name Insurance Agent First Name Insurance AgencyPhone #

Incident
Desc

Add'l Info

Damage
Desc

Incident
Loc

Component

Vehicle
Loc

Emgcy Svc
Names Maint Loc

Priority License #

GW SubType

Esc to T2 - CHEVROL



Report Generated for valykem1  on 6/17/2009 Page  2 of  29

 Service Request Detail

Activities

6/17/2009 09:24:00 AM Inbound Email Done paul.mcnair@gm.com /DVM Paul
McNair selected option D

Field Rep/Wholesale

paul.mcnair@gm.com 

D.  I am not aware of this customers concerns.  Please do what you need to do.  Thanks

Option D information: 

 
D)  I am not aware of this vehicle or customer’s concerns. I agree to cede the final decision on this case to the Early Resolution program (You will be notified of
the resolution after the settlement has been reached). 

michele valykeo/atx/brc legal 21359

Assigned To Activity Type Status DescriptionCreated Activity Sub-Type CompletedCreated By
6/17/2009 09:25:37 AMVALYKEM1 VALYKEM1

Comments

Contact Last Name Contact First Name Account BAC Code

Confidential Comments

Consumer Legal Services, PC Illinois

6/16/2009 06:58:37 PM Inbound White Mail Done BRC LEGAL Scanned: 2009-06-16-
16.18.00.000000, MSXDocNum:
VAL4A37C5E

CRS generated doc. 

michele valykeo/atx/brc legal 21359

Assigned To Activity Type Status DescriptionCreated Activity Sub-Type CompletedCreated By
6/17/2009 09:23:21 AMSADMIN VALYKEM1

Comments

Contact Last Name Contact First Name Account BAC Code

Confidential Comments

Consumer Legal Services, PC Illinois

6/16/2009 04:19:07 PM Scheduled Follow-up Scheduled Alarm Call dlr if no docs / **DVM responded to
email**

Assigned To Activity Type Status DescriptionCreated Activity Sub-Type CompletedCreated By
VALYKEM1 VALYKEM1

Comments

Contact Last Name Contact First Name Account BAC Code

Confidential Comments

Consumer Legal Services, PC Illinois
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 Service Request Detail

Activities

6/16/2009 04:16:49 PM Correspondence Done Fulfilled:BRCLEG_LG0040. SR#71-
721957815

Assigned To Activity Type Status DescriptionCreated Activity Sub-Type CompletedCreated By
6/16/2009 04:16:49 PMVALYKEM1 VALYKEM1

Comments

Contact Last Name Contact First Name Account BAC Code

Confidential Comments

Consumer Legal Services, PC Illinois

6/16/2009 04:13:30 PM Correspondence Done Created:BRCLEG_LG0040. SR#71-
721957815

Assigned To Activity Type Status DescriptionCreated Activity Sub-Type CompletedCreated By
6/16/2009 04:13:30 PMVALYKEM1 VALYKEM1

Comments

Contact Last Name Contact First Name Account BAC Code

Confidential Comments

Consumer Legal Services, PC Illinois

6/16/2009 04:12:04 PM Outbound Fax Done Fax to Mik Frantzen svc mgr of RON
WESTPHAL CHEVROLET, INC for
used sales and svc

Dealer

RON WESTPHAL CHEVROLET, INC. of  AURORA, IL   

SVC MGR Mike  Frantzen 

fax #630.898.9673

michele valykeo/atx/brc legal/21359

Assigned To Activity Type Status DescriptionCreated Activity Sub-Type CompletedCreated By
6/16/2009 04:13:12 PMVALYKEM1 VALYKEM1

Comments

Contact Last Name Contact First Name Account BAC Code

Confidential Comments

Consumer Legal Services, PC Illinois
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 Service Request Detail

Activities

6/16/2009 04:00:47 PM BRC LEGAL Done Acknowledgement - DealerAcknowledgement -
Dealer

RON WESTPHAL CHEVROLET, INC. of  AURORA, IL   
(630) 898-9630

SVC MGR Mike  Frantzen 

fax #630.898.9673 

CRS advd cust retained atty over veh, CRS would like to know if the veh has after market, accidents, or TAC 

SVC MGR sts svc mgr is familiar, veh is used, svc mgr sts no accidents that he is aware of, no after market parts. TAC not involved. SVC MGR sts nothing
stands out been to dlr a lot for different things.

SVC MGR sts this is the used selling dlr. 

michele valykeo/atx/brc legal 21359

Assigned To Activity Type Status DescriptionCreated Activity Sub-Type CompletedCreated By
6/16/2009 04:12:01 PMVALYKEM1 VALYKEM1

Comments

Contact Last Name Contact First Name Account BAC Code

Confidential Comments

Consumer Legal Services, PC Illinois

6/16/2009 03:53:56 PM Inbound White Mail Done BRC LEGAL Scanned: 2009-06-16-
15.24.00.000000, MSXDocNum:
VAL4A37B91

CRS generated doc 

michele valykeo/atx/brc legal 21359

Assigned To Activity Type Status DescriptionCreated Activity Sub-Type CompletedCreated By
6/16/2009 04:20:23 PMSADMIN VALYKEM1

Comments

Contact Last Name Contact First Name Account BAC Code

Confidential Comments

Consumer Legal Services, PC Illinois

6/16/2009 03:41:04 PM Outbound Email Done Sent email to dvm Paul McNair
requesting desired level of involvement
in case.

DVM/CAM/Field

michele valykeo/atx/brc legal 21359

Assigned To Activity Type Status DescriptionCreated Activity Sub-Type CompletedCreated By
6/16/2009 03:41:49 PMVALYKEM1 VALYKEM1

Comments

Contact Last Name Contact First Name Account BAC Code

Confidential Comments

Consumer Legal Services, PC Illinois
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 Service Request Detail

Activities

6/16/2009 03:24:20 PM BRC LEGAL Done Acknowledgment to DVM: McNair, Paul
630092 8144

Acknowledgement - AVM

This is a msg for DVM 

My name is Michele Valykeo calling you from the General Motors BRC Legal Department. This is to advise you that General Motors has received a demand letter
from a consumer represented by an attorney. This means the consumer may file a lawsuit unless we address their vehicle concerns.

Customer Name: 
Service Request:71-721957815
Vehicle 2006 Chevrolet Malibu 
Vehicle Identification Number: VIN last 8: 6F
Vehicle Concern in Demand Letter: 12 different visits to the dealer. 
Dealership Name: RON WESTPHAL CHEVROLET, INC. of  AURORA, IL  , this veh is a former Nat'l Alamo Rental Veh. 
 
A separate email has been sent to you requesting your desired level of involvement in this case.  Due to time constraints we will need your reply to the email
within 24 hours.

The dealership(s) involved in the sale and/or servicing of the vehicle will also be contacted and asked to provide sales and service documents. If you do not
receive the email I refer to here you may contact us at 866-790-5700 extension 21359

michele valykeo/atx/brc legal 21359

Assigned To Activity Type Status DescriptionCreated Activity Sub-Type CompletedCreated By
6/16/2009 03:40:53 PMVALYKEM1 VALYKEM1

Comments

Contact Last Name Contact First Name Account BAC Code

Confidential Comments

Consumer Legal Services, PC Illinois

6/16/2009 03:22:57 PM Correspondence Done Fulfilled:BRCLEG_LG0006. SR#71-
721957815

Assigned To Activity Type Status DescriptionCreated Activity Sub-Type CompletedCreated By
6/16/2009 03:22:57 PMVALYKEM1 VALYKEM1

Comments

Contact Last Name Contact First Name Account BAC Code

Confidential Comments

Consumer Legal Services, PC Illinois
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 Service Request Detail

Activities

6/16/2009 03:13:42 PM Correspondence Done Created:BRCLEG_LG0040. SR#71-
721957815

Assigned To Activity Type Status DescriptionCreated Activity Sub-Type CompletedCreated By
6/16/2009 03:13:42 PMVALYKEM1 VALYKEM1

Comments

Contact Last Name Contact First Name Account BAC Code

Confidential Comments

Consumer Legal Services, PC Illinois

6/16/2009 03:12:43 PM BRC LEGAL Done Acknowledgement - Atty Angelina R.
Russo Attorney at Law @ 630-834-
2196

Acknowledgement -
Atty/Cust

michele valykeo/brc legal/21359

Assigned To Activity Type Status DescriptionCreated Activity Sub-Type CompletedCreated By
6/16/2009 03:13:28 PMVALYKEM1 VALYKEM1

Comments

Contact Last Name Contact First Name Account BAC Code

Confidential Comments

Consumer Legal Services, PC Illinois

6/16/2009 10:12:06 AM Ownership Changed Done Service Request Ownership has
changed FROM: WEIGELKR  TO:
VALYKEM1

Assigned To Activity Type Status DescriptionCreated Activity Sub-Type CompletedCreated By
6/16/2009 10:12:06 AMWEIGELKR VALYKEM1

Comments

Contact Last Name Contact First Name Account BAC Code

Confidential Comments

6/16/2009 10:11:49 AM BRC LEGAL Done VIN Scan CompletedVIN Scan Completed

VIN scan found no prior SR

Kristina Weigel/ATX/BRC Legal

Assigned To Activity Type Status DescriptionCreated Activity Sub-Type CompletedCreated By
6/16/2009 03:12:02 PMWEIGELKR VALYKEM1

Comments

Contact Last Name Contact First Name Account BAC Code

Confidential Comments
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 Service Request Detail

Activities

6/16/2009 10:11:08 AM BRC LEGAL Done BRC Legal ER NISMAssigned NISM ER

VIN scan found no prior SR

Kristina Weigel/ATX/BRC Legal

Assigned To Activity Type Status DescriptionCreated Activity Sub-Type CompletedCreated By
6/16/2009 03:11:53 PMWEIGELKR VALYKEM1

Comments

Contact Last Name Contact First Name Account BAC Code

Confidential Comments

6/15/2009 02:01:57 PM Inbound White Mail Done BRC LEGAL  Scanned: 2009-06-15-
10.51.00.000000, MSXDocNum:
0001238D

Attorney

2. demand letter with ROs  and sales

michele valykeo/atx/brc legal 21359

Assigned To Activity Type Status DescriptionCreated Activity Sub-Type CompletedCreated By
6/16/2009 03:11:47 PMSADMIN VALYKEM1

Comments

Contact Last Name Contact First Name Account BAC Code

Confidential Comments

6/15/2009 02:00:04 PM SR Opened Done SR in Status of Closed has been Re-
Opened by WEIGELKR

Assigned To Activity Type Status DescriptionCreated Activity Sub-Type CompletedCreated By
6/15/2009 02:00:04 PMWEIGELKR WEIGELKR

Comments

Contact Last Name Contact First Name Account BAC Code

Confidential Comments

6/15/2009 02:00:01 PM SR Closed - Dissatisfied Done Service Request has been Closed
Dissatisfied.

Assigned To Activity Type Status DescriptionCreated Activity Sub-Type CompletedCreated By
6/15/2009 02:00:01 PMWEIGELKR WEIGELKR

Comments

Contact Last Name Contact First Name Account BAC Code

Confidential Comments
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 Service Request Detail

Activities

6/15/2009 01:59:34 PM Ownership Changed Done Ownership Escalated to BRCOwnership Escalated to
BRC

Assigned To Activity Type Status DescriptionCreated Activity Sub-Type CompletedCreated By
6/15/2009 01:59:34 PMWEIGELKR WEIGELKR

Comments

Contact Last Name Contact First Name Account BAC Code

Confidential Comments

6/15/2009 01:59:07 PM Ownership Changed Done Service Request Ownership has
changed FROM: GLOVERMI  TO:
WEIGELKR

Assigned To Activity Type Status DescriptionCreated Activity Sub-Type CompletedCreated By
6/15/2009 01:59:07 PMWEIGELKR WEIGELKR

Comments

Contact Last Name Contact First Name Account BAC Code

Confidential Comments

6/10/2009 06:41:04 PM Scheduled Outbound Call
Cust

Done follow up with offer utc considerationFollow-up Attempt

ds sts. I just wanted to follow up to see if you and your husband came to a descion.  for the 12/12 smart care.  I would like to follow up with you between 5-7 pm
06/17/09 @ 

Michael Glover/cac/stj/tier2

Assigned To Activity Type Status DescriptionCreated Activity Sub-Type CompletedCreated By
6/15/2009 01:58:52 PMGLOVERMI GLOVERMI

Comments

Contact Last Name Contact First Name Account BAC Code

Confidential Comments
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 Service Request Detail

Activities

6/10/2009 06:40:06 PM Outbound Call Customer Done followu pLeft Message

ds sts. I just wanted to follow up to see if you and your husband came to a descion.  for the 12/12 smart care.  I would like to follow up with you between 5-7 pm
06/17/09 @ 

Michael Glover/cac/stj/tier2

Assigned To Activity Type Status DescriptionCreated Activity Sub-Type CompletedCreated By
6/10/2009 06:41:00 PMGLOVERMI GLOVERMI

Comments

Contact Last Name Contact First Name Account BAC Code

Confidential Comments

6/3/2009 02:21:04 PM Scheduled Outbound Call
Cust

Done 12/12 smart careFollow-up Attempt

ds sts. I just wanted to follow up to see if you and your husband came to a descion.  for the 12/12 smart care.  I would like to follow up with you between 5-7 pm
06/10/09 @ 

Michael Glover/cac/stj/tier2

Assigned To Activity Type Status DescriptionCreated Activity Sub-Type CompletedCreated By
6/10/2009 06:40:00 PMGLOVERMI GLOVERMI

Comments

Contact Last Name Contact First Name Account BAC Code

Confidential Comments

6/3/2009 02:18:46 PM Outbound Call Customer Done 12/12 smart careLeft Message

ds sts. I just wanted to follow up to see if you and your husband came to a descion.  for the 12/12 smart care.  I would like to follow up with you between 5-7 pm
06/10/09 @ 

Michael Glover/cac/stj/tier2

Assigned To Activity Type Status DescriptionCreated Activity Sub-Type CompletedCreated By
6/3/2009 02:20:56 PMGLOVERMI GLOVERMI

Comments

Contact Last Name Contact First Name Account BAC Code

Confidential Comments
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 Service Request Detail

Activities

6/2/2009 06:06:32 PM Scheduled Outbound Call
Cust

Done 12/12 smart careFollow-up Attempt

ds sts. I just wanted to follow up to see if you and your husband came to a descion.  for the 12/12 smart care.  I would like to follow up with you between 3-5 pm
06/03/09 @ 

Michael Glover/cac/stj/tier2

Assigned To Activity Type Status DescriptionCreated Activity Sub-Type CompletedCreated By
6/3/2009 02:18:44 PMGLOVERMI GLOVERMI

Comments

Contact Last Name Contact First Name Account BAC Code

Confidential Comments

6/2/2009 06:04:55 PM Outbound Call Customer Done 12/12 smart careMade Contact

ds sts. I just wanted to follow up to see if you and your husband came to a descion.  for the 12/12 smart care.  I would like to follow up with you between 3-5 pm
06/03/09 @ 

Michael Glover/cac/stj/tier2

Assigned To Activity Type Status DescriptionCreated Activity Sub-Type CompletedCreated By
6/2/2009 06:06:31 PMGLOVERMI GLOVERMI

Comments

Contact Last Name Contact First Name Account BAC Code

Confidential Comments

5/29/2009 06:31:59 PM Scheduled Outbound Call
Cust

Done 12/12 smart care offerFollow-up Attempt

s sts. I just wanted to follow up to see if you and your husband came to a descion.  for the 12/12 smart care.  I would like to follow up with you between 5-7 pm
06/02/09 @ 

Michael Glover/cac/stj/tier2

Assigned To Activity Type Status DescriptionCreated Activity Sub-Type CompletedCreated By
6/2/2009 06:04:54 PMGLOVERMI GLOVERMI

Comments

Contact Last Name Contact First Name Account BAC Code

Confidential Comments
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 Service Request Detail

Activities

5/29/2009 06:30:26 PM Outbound Call Customer Done cust follow upMade Contact

ds sts. I just wanted to follow up to see if you and your husband came to a descion.  for the 12/12 smart care.  I would like to follow up with you between 5-7 pm
06/02/09 @ 

Michael Glover/cac/stj/tier2

Assigned To Activity Type Status DescriptionCreated Activity Sub-Type CompletedCreated By
5/29/2009 06:31:54 PMGLOVERMI GLOVERMI

Comments

Contact Last Name Contact First Name Account BAC Code

Confidential Comments

5/28/2009 06:57:04 PM Scheduled Outbound Call
Cust

Done Ron westphal cheverolet 12/12 smart
care offer acceptance

Follow-up Attempt

ds sts. I just wanted to follow up to see if you and your husband came to a descion.  for the 12/12 smart care.  I would like to follow up with you between 5-7 pm
05/29/09 @ (63

Michael Glover/cac/stj/tier2

Assigned To Activity Type Status DescriptionCreated Activity Sub-Type CompletedCreated By
5/29/2009 06:30:25 PMGLOVERMI GLOVERMI

Comments

Contact Last Name Contact First Name Account BAC Code

Confidential Comments

5/27/2009 02:12:50 PM Scheduled Outbound Call
Cust

Done Ron westphal cheverolet 12/12 smart
care offer acceptance

Follow-up Attempt

ds sts. I just wanted to follow up to see if you and your husband came to a descion.  for the 12/12 smart care.  I would like to follow up with you between 5-7 pm
05/28/09 @ 

Michael Glover/cac/stj/tier2

Assigned To Activity Type Status DescriptionCreated Activity Sub-Type CompletedCreated By
5/28/2009 06:56:52 PMGLOVERMI GLOVERMI

Comments

Contact Last Name Contact First Name Account BAC Code

Confidential Comments
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 Service Request Detail

Activities

5/27/2009 02:07:31 PM Outbound Call Customer Done Ron westphal cheverolet 12/12 smart
care offer acceptance

Left Message

ds sts. I just wanted to follow up to see if you and your husband came to a descion.  for the 12/12 smart care.  I would like to follow up with you between 5-7 pm
05/28/09 @ 

Michael Glover/cac/stj/tier2

Assigned To Activity Type Status DescriptionCreated Activity Sub-Type CompletedCreated By
6/15/2009 01:59:57 PMGLOVERMI GLOVERMI

Comments

Contact Last Name Contact First Name Account BAC Code

Confidential Comments

5/26/2009 05:14:18 PM Scheduled Outbound Call
Cust

Done check acceptanmce of 12/12 or 12/15Follow-up Attempt

Ds sts. I wanted to insure that you vehicle is now repaired and if it is what do you think aout the 12/12 smart care.  I would like to follow up with  you on 05/27/09
2-4pm est @ toi see what you and your husband has decided.

Michael Glover/cac/stj/tier2

Assigned To Activity Type Status DescriptionCreated Activity Sub-Type CompletedCreated By
5/27/2009 02:10:43 PMGLOVERMI GLOVERMI

Comments

Contact Last Name Contact First Name Account BAC Code

Confidential Comments

5/26/2009 05:12:34 PM Outbound Call Customer Done check to see if they are going to accept
offer.

Made Contact

Ds sts. I wanted to insure that you vehicle is now repaired and if it is what do you think aout the 12/12 smart care.  I would like to follow up with  you on 05/27/09
2-4pm est @ toi see what you and your husband has decided.

Michael Glover/cac/stj/tier2

Assigned To Activity Type Status DescriptionCreated Activity Sub-Type CompletedCreated By
5/26/2009 05:14:13 PMGLOVERMI GLOVERMI

Comments

Contact Last Name Contact First Name Account BAC Code

Confidential Comments
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 Service Request Detail

Activities

5/22/2009 01:39:59 PM Scheduled Outbound Call
Cust

Done offer 12/12 smart careFollow-up Attempt

Ds sts. I wanted to insure that you vehicle is now repaired and if it is what do you think aout the 12/12 smart care.  I would like to follow up with  you on 05/26/09
4-6 pm est @  toi see what you and your husband has decided.

Cust sts.  I don't think it is enough however I will talk to my husband before makeiong a descion can you call me on tuesday

Michael Glover/cac/stj/tier2

Assigned To Activity Type Status DescriptionCreated Activity Sub-Type CompletedCreated By
5/26/2009 05:12:30 PMGLOVERMI GLOVERMI

Comments

Contact Last Name Contact First Name Account BAC Code

Confidential Comments

5/22/2009 01:36:19 PM Outbound Call Customer Done offer 12/12 smart careMade Contact

Ds sts. I wanted to insure that you vehicle is now repaired and if it is what do you think aout the 12/12 smart care.  I would like to follow up with  you on 05/26/09
4-6 pm est @  toi see what you and your husband has decided.

Cust sts.  I don't think it is enough however I will talk to my husband before makeiong a descion can you call me on tuesday

Michael Glover/cac/stj/tier2

Assigned To Activity Type Status DescriptionCreated Activity Sub-Type CompletedCreated By
5/22/2009 01:39:55 PMGLOVERMI GLOVERMI

Comments

Contact Last Name Contact First Name Account BAC Code

Confidential Comments

y

5/21/2009 05:02:02 PM Outbound Call Dealer Done dealer confirmation of offerMade Contact

speaking with rick kruse service assistant manger

ds sts. will a 12/12 smart care for the problem she has had sound alright or a 12/15 smart care

dealership sts.  Ya that would be a great idea.

Michael Glover/cac/stj/tier2

Assigned To Activity Type Status DescriptionCreated Activity Sub-Type CompletedCreated By
5/21/2009 05:03:52 PMGLOVERMI GLOVERMI

Comments

Contact Last Name Contact First Name Account BAC Code

Confidential Comments
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 Service Request Detail

Activities

5/21/2009 05:00:18 PM Scheduled Outbound Call
Cust

Done offer 12/12 smart careFollow-up Attempt

hello I wanted to talk to you about your vehicle to see how the repair was. You canc all me between est @ 18667905700 ext 42137. I will try to call you between
2-4pm est on 05/22/09 @ 

research a little more to see what else I can offer.
call deaelrship
******verify current mileage as may have changed since file opened
verify address

Michael Glover/cac/stj/tier1

Assigned To Activity Type Status DescriptionCreated Activity Sub-Type CompletedCreated By
5/22/2009 01:40:58 PMGLOVERMI GLOVERMI

Comments

Contact Last Name Contact First Name Account BAC Code

Confidential Comments

5/21/2009 04:59:15 PM Outbound Call Customer Done cust follow upLeft Message

hello I wanted to talk to you about your vehicle to see how the repair was. You canc all me between est @ 18667905700 ext 42137. I will try to call you between
2-4pm est on 05/22/09 @ (

research a little more to see what else I can offer.
call deaelrship
******verify current mileage as may have changed since file opened
verify address

Michael Glover/cac/stj/tier1

Assigned To Activity Type Status DescriptionCreated Activity Sub-Type CompletedCreated By
5/21/2009 05:00:12 PMGLOVERMI GLOVERMI

Comments

Contact Last Name Contact First Name Account BAC Code

Confidential Comments
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 Service Request Detail

Activities

5/21/2009 12:22:44 PM Notify CRM Done please verify with dealer SM if GW
appropriate

please verify with dealer SM if GW appropriate

dealer buy-in?

Tanya Kane/TL/STJ

Assigned To Activity Type Status DescriptionCreated Activity Sub-Type CompletedCreated By
5/21/2009 03:45:43 PMKANETA GLOVERMI

Comments

Contact Last Name Contact First Name Account BAC Code

Confidential Comments

5/20/2009 05:29:09 PM Scheduled Outbound Call
Cust

Done call dealershp for sm buy inFollow-up Attempt

hello I wanted to talk to you about your vehicle to see how the repair was. You canc all me between est @ 18667905700 ext 42137. I will try to call you between
4-6pm est on 05/21/09 @ (

research a little more to see what else I can offer.
call deaelrship
******verify current mileage as may have changed since file opened
verify address

Michael Glover/cac/stj/tier1

Assigned To Activity Type Status DescriptionCreated Activity Sub-Type CompletedCreated By
5/21/2009 04:58:59 PMGLOVERMI GLOVERMI

Comments

Contact Last Name Contact First Name Account BAC Code

Confidential Comments

5/19/2009 08:09:44 PM Notify CRM Done please include MSRP for GMPP to
manager review for MEYERSGI

Tanya Kane/TL/STJ

Assigned To Activity Type Status DescriptionCreated Activity Sub-Type CompletedCreated By
5/20/2009 05:23:20 PMKANETA GLOVERMI

Comments

Contact Last Name Contact First Name Account BAC Code

Confidential Comments
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 Service Request Detail

Activities

5/19/2009 08:09:13 PM Manager Review Done smart care 12/12

smart care 12/12

Business Case:

-to offset inconvenience of multiple veh complaints, with mulitple visits to dlr in the last 16 months. 8 visits in total with 12 repairs
-previous GM vehs
-to promote GM/dlr loyalty

Nicole Downton DS/STJ/Lvl2
**********
approved Tanya Kane/TL/STJ

seeking approval for GMPP outside warranty from OM

Assigned To Activity Type Status DescriptionCreated Activity Sub-Type CompletedCreated By
5/20/2009 05:23:38 PMKANETA MEYERSGI

Comments

Contact Last Name Contact First Name Account BAC Code

Confidential Comments

5/19/2009 01:46:07 PM Scheduled Outbound Call
Cust

Done smart care 12/12 offerFollow-up Attempt

hello I wanted to talk to you about your vehicle to see how the repair was. You canc all me between 10:30am-7pm est @ 18667905700 ext 42137. I will try to call
you between 4-6pm est on 05/20/09 @ (630) 440-8221.

Michael Glover/cac/stj/tier1

Assigned To Activity Type Status DescriptionCreated Activity Sub-Type CompletedCreated By
5/20/2009 05:27:34 PMGLOVERMI GLOVERMI

Comments

Contact Last Name Contact First Name Account BAC Code

Confidential Comments

5/19/2009 01:40:56 PM Outbound Call Customer Done repair completed?Left Message

hello I wanted to talk to you about your vehicle to see how the repair was. You canc all me between 10:30am-7pm est @ 18667905700 ext 42137. I will try to call
you between 4-6pm est on 05/20/09 @ 

Michael Glover/cac/stj/tier1

Assigned To Activity Type Status DescriptionCreated Activity Sub-Type CompletedCreated By
5/19/2009 01:46:03 PMGLOVERMI GLOVERMI

Comments

Contact Last Name Contact First Name Account BAC Code

Confidential Comments
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 Service Request Detail

Activities

5/19/2009 01:30:57 PM Manager Review Done case assessment for smart care 12/12Case Assessment

smart care 12/12

Business Case:

-to offset inconvenience of multiple veh complaints, with mulitple visits to dlr in the last 16 months. 8 visits in total with 12 repairs
-previous GM vehs
-to promote GM/dlr loyalty

Nicole Downton DS/STJ/Lvl2
**********
approved Tanya Kane/TL/STJ

seeking approval for GMPP outside warranty from OM

Assigned To Activity Type Status DescriptionCreated Activity Sub-Type CompletedCreated By
5/19/2009 08:09:12 PMGLOVERMI KANETA

Comments

Contact Last Name Contact First Name Account BAC Code

Confidential Comments

5/18/2009 07:17:30 PM Scheduled Outbound Call
Cust

DoneFollow-up Attempt

5/19/2009 01:-

follow up on the repair & advise that the reaason  she didnt get a rental was because she did not pay the $50 deposit.

susansmith stj d sl2

Assigned To Activity Type Status DescriptionCreated Activity Sub-Type CompletedCreated By
5/19/2009 01:40:53 PMSMITHSU GLOVERMI

Comments

Contact Last Name Contact First Name Account BAC Code

Confidential Comments
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 Service Request Detail

Activities

5/18/2009 07:16:53 PM Outbound Call Customer DoneReceived No Answer

there was no answer after aprox 10 rings will set for tomorrow 1-3 (not comitted.) 

susan smith stj d sl2

Assigned To Activity Type Status DescriptionCreated Activity Sub-Type CompletedCreated By
5/18/2009 07:17:28 PMSMITHSU SMITHSU

Comments

Contact Last Name Contact First Name Account BAC Code

Confidential Comments

5/18/2009 01:52:16 PM Outbound Call Dealer Done customerMade Contact

speaking with dan gargo service advisor

ds sts.  How was the customer whe she left?  How long was she out of a vehicle?   Has she had multiple repairs.

dealersthip sts.  She was fine when she left.  she was with out her vehicle for a day and a half.  She coulnd't get a rental because she couldn't pay for the 50
dollar security deposite.

Michael Glover/cac/stj/tier2

Assigned To Activity Type Status DescriptionCreated Activity Sub-Type CompletedCreated By
5/18/2009 02:02:42 PMGLOVERMI GLOVERMI

Comments

Contact Last Name Contact First Name Account BAC Code

Confidential Comments

5/18/2009 12:44:01 PM Ownership Changed Done Service Request Ownership has
changed FROM: DOWNTONI  TO:
GLOVERMI

Assigned To Activity Type Status DescriptionCreated Activity Sub-Type CompletedCreated By
5/18/2009 12:44:01 PMKANETA GLOVERMI

Comments

Contact Last Name Contact First Name Account BAC Code

Confidential Comments
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 Service Request Detail

Activities

5/13/2009 06:18:54 PM Scheduled Outbound Call
Cust

DoneFollow-up Attempt

re: dlr info on diagnosis and potential of goodwill

daytime number

Nicole Downton DS/STJ/Lvl2
************
DOWNTONI is no longer in same department.  All forward activities assigned to GLOVERMI

Tanya Kane/TL/STJ

Assigned To Activity Type Status DescriptionCreated Activity Sub-Type CompletedCreated By
5/18/2009 07:16:44 PMDOWNTONI GLOVERMI

Comments

Contact Last Name Contact First Name Account BAC Code

Confidential Comments

5/13/2009 06:17:52 PM Scheduled Outbound Call
Dlr

Done Ron Westphal
SM Mike Frampton

discuss diagnosis
see about buy in for CCL for steering, build case from there

see if repairs can be covered based on history of steering issues

Nicole Downton Ds/STJ/Lvl2
************
DOWNTONI is no longer in same department.  All forward activities assigned to GLOVERMI

Tanya Kane/TL/STJ

Assigned To Activity Type Status DescriptionCreated Activity Sub-Type CompletedCreated By
5/18/2009 01:51:32 PMDOWNTONI GLOVERMI

Comments

Contact Last Name Contact First Name Account BAC Code

Confidential Comments
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 Service Request Detail

Activities

5/13/2009 06:12:42 PM Outbound Call Customer Done follow upMade Contact

DS States: following up with you on the smartcare offer

Cust States: Well no. Veh had to get towed back into the dlr. Power steering went out. Just in last week for power steering. 

DS States: Im so sorry, I didn't realize that I will follow up with the dlr and find out what's going on with this. 

Cust States: Ok. I mean, this isn't your fault, or the dlrs. it's the car! Just getting so frustrated and upset with this. 

Nicole Downton DS/STJ/Lvl2

Assigned To Activity Type Status DescriptionCreated Activity Sub-Type CompletedCreated By
5/13/2009 06:17:51 PMDOWNTONI DOWNTONI

Comments

Contact Last Name Contact First Name Account BAC Code

Confidential Comments

5/8/2009 07:24:56 PM Manager Review Done 12/12 Smart CareEmpowered

Business Case:

-to offset inconvenience of multiple veh complaints, with mulitple visits to dlr in the last 16 months. 8 visits in total with 12 repairs
-previous GM vehs
-to promote GM/dlr loyalty

Nicole Downton DS/STJ/Lvl2

Assigned To Activity Type Status DescriptionCreated Activity Sub-Type CompletedCreated By
5/8/2009 07:27:03 PMDOWNTONI DOWNTONI

Comments

Contact Last Name Contact First Name Account BAC Code

Confidential Comments

5/8/2009 07:24:32 PM Scheduled Outbound Call
Cust

DoneFollow-up Attempt

ensure cust has made decision on 12/12 Smart Care

Nicole Downton DS/STJ/Lvl2

Assigned To Activity Type Status DescriptionCreated Activity Sub-Type CompletedCreated By
5/13/2009 06:12:36 PMDOWNTONI DOWNTONI

Comments

Contact Last Name Contact First Name Account BAC Code

Confidential Comments
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 Service Request Detail

Activities

5/8/2009 07:19:25 PM Outbound Call Customer Done follow upMade Contact

DS States: I am following up with you on your Malibu. I have discussed the sitaution with dlr management, given the fact that the repairs have been covered with
no out of pocket expense, and given the fact that your veh is outside of the B2B warranty, we would like to offer you a 12/12 Smartcare to offset the
inconveniences you've experienced. 

Cust States: OK, I'd like to talk that over with my husband before I accept or decline that. 

DS adv that is fine, asked for callback when decision made, adv will contact back on Wed if no return call

Nicole Downton DS/STJ/Lvl2

Assigned To Activity Type Status DescriptionCreated Activity Sub-Type CompletedCreated By
5/8/2009 07:24:28 PMDOWNTONI DOWNTONI

Comments

Contact Last Name Contact First Name Account BAC Code

Confidential Comments

5/8/2009 02:04:31 PM Outbound Call Dealer Done SM Mike Frampton
Ron Westphal

Made Contact

DS States: Cust has contacted us regarding multiple complaints on the veh and is seeking some form of compensation for all her issues

DLR States: Well, I see no out of pocket expense, she's got the major guard, she bought the veh used. No repeat repairs. I don't think she's owed anything. 

Also, she refuses to do recommended maint with us, like she needs brakes right now, and she's declined the work. Again, I don't feel us or GM should be giving
her anything. 

Nicole Downton DS/STJ/Lvl2

Assigned To Activity Type Status DescriptionCreated Activity Sub-Type CompletedCreated By
5/8/2009 02:19:21 PMDOWNTONI DOWNTONI

Comments

Contact Last Name Contact First Name Account BAC Code

Confidential Comments



Report Generated for valykem1  on 6/17/2009 Page  22 of  29

 Service Request Detail

Activities

5/6/2009 07:43:48 PM Scheduled Outbound Call
Cust

DoneFollow-up Attempt

follow up
re: dlr discussions on goodwill/repairs

daytime number
Nicole Downton DS/STJ/Lvl2

Assigned To Activity Type Status DescriptionCreated Activity Sub-Type CompletedCreated By
5/8/2009 07:19:20 PMDOWNTONI DOWNTONI

Comments

Contact Last Name Contact First Name Account BAC Code

Confidential Comments

5/6/2009 07:42:47 PM Scheduled Outbound Call
Dlr

Done Ron Westphal

discuss repair history
see about buy in for CCL for steering
that is the only repeat issue in VIS. 
will need TL sign off prior to offer

discuss downtime, see if dlr is willing to provide payment if no buy in for CCL. 

Nicole Downton DS/STJ/Lvl2

Assigned To Activity Type Status DescriptionCreated Activity Sub-Type CompletedCreated By
5/8/2009 02:04:19 PMDOWNTONI DOWNTONI

Comments

Contact Last Name Contact First Name Account BAC Code

Confidential Comments
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 Service Request Detail

Activities

5/6/2009 07:16:36 PM Outbound Call Customer Done Initial ContactMade Contact

DS States: I am the DS assigned your file. I wanted to introduce myself as well as verify your veh issues. I understand that youa re concerned due to the high
number of repairs you have had to the veh recently. Most recently being a power steering issue from last week, that has been an ongoing issue. As well as other
major repairs that have been completed to your veh. 

Cust States: That's right. Got the veh back two days ago from that repair. Just so unhappy with these issues. Love the veh, but dont' feel like it's reliable. I have
small children in this veh, and it spends so much time in the shop. I still owe $15,000 on the veh. Worried about what will happen when my warranty is up. I don't
know what to ask for here. I'd liket o know what my options are.

DS States: I apologize for all of this. I can see the veh repair history. What I'd like to do is review this history more carefully, go through any and all system
resources bulletins, anything that relates back to your vehs repairs, and speak with dlr service management. From there I will contact you back and then we can
discuss what options we have based on my research. 

Cust States that sounds excellent thanks!

Nicole Downton DS/STJ/Lvl2

Assigned To Activity Type Status DescriptionCreated Activity Sub-Type CompletedCreated By
5/6/2009 07:42:47 PMDOWNTONI DOWNTONI

Comments

Contact Last Name Contact First Name Account BAC Code

Confidential Comments

5/6/2009 11:45:27 AM Dealer Notification Done Dlr Notify on T2 EscalationAction Required

This is to notify you that this case was sent to your District Specialist (Tier 2) CRS.  They may reach out to you shortly to discuss the customer’s concerns.  If
possible, you may want to reach out to the customer to attempt to resolve.

Assigned To Activity Type Status DescriptionCreated Activity Sub-Type CompletedCreated By
5/6/2009 11:45:27 AMQUERIJDA DOWNTONI

Comments

Contact Last Name Contact First Name Account BAC Code

Confidential Comments

5/6/2009 11:45:27 AM Ownership Changed Done Service Request Ownership has
changed FROM: QUERIJDA  TO:
DOWNTONI

Assigned To Activity Type Status DescriptionCreated Activity Sub-Type CompletedCreated By
5/6/2009 11:45:27 AMQUERIJDA DOWNTONI

Comments

Contact Last Name Contact First Name Account BAC Code

Confidential Comments
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 Service Request Detail

Activities

5/6/2009 11:45:26 AM T2 Initial
Acknowledgement

Done Initial Customer Contact after
escalation

Assigned To Activity Type Status DescriptionCreated Activity Sub-Type CompletedCreated By
5/6/2009 07:16:30 PMQUERIJDA DOWNTONI

Comments

Contact Last Name Contact First Name Account BAC Code

Confidential Comments

5/6/2009 11:40:58 AM Other Done Reason for EscalationReason for Escalation

Reasons for Escalation:

1.) what the cust is requesting would be beyond our level of empowerment w/c is an extension of her warranty 

2.) dlr has verified that the veh has been at the shop numerous times for warranty repairs

3.) vh is fairly new and is only out of warranty by a few thousand miles

Daniel Evans CAC Tier 1/MLA/Lvl 1 Emp

Assigned To Activity Type Status DescriptionCreated Activity Sub-Type CompletedCreated By
5/6/2009 11:45:22 AMQUERIJDA QUERIJDA

Comments

Contact Last Name Contact First Name Account BAC Code

Confidential Comments
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 Service Request Detail

Activities

5/6/2009 11:12:13 AM Outbound Call Dealer Done dlr funnelMade Contact

dlr funnel

CRS spoke w/: 
- Richard Kruz - service advisor

CRS adv: 
- calling dlr to gather info 

Dlr sts:
- steering gears are bad
- intermediate shaft repaired in April 2008
- knocking noise on the steering in April 2008
- engine was making noise in April 2008
- cylinder that shorted out in january 2009
- has a transmitter that was shorted out 
- converter was replaced --.> 3-20-09
- power steering shorted out --> 5-4-2009

Diagnosis? - pls see previous notes
Estimated cost? -all under repair
When will complete? -n/a
Maint at dlr? -n
Misuse/Abuse/Lack of maint? -n
Cust caused or prevented? -n
Prev out of pocket expense at dlr? -n
Dlr provided prev GW? -n
Prev related repairs? -n
Related to age/mlg? -n
General condition of vehicle? -ok
Did you ride-along or test drive with the Cust? -n/a
TAC contacted? Case#? -n
Should cust receive asst? (clarify why or why not) -that would be for my SVM to decide
Will dlr be offering GW Asst on behalf of GM?/Dlr willing to participate? -n/a
DVM contacted by dlr? What was decision? -n

CRS ADVICE:
- thanked the service advisor for his time

Daniel Evans CAC Tier 1/MLA/Lvl 1 Emp

Assigned To Activity Type Status DescriptionCreated Activity Sub-Type CompletedCreated By
5/6/2009 11:40:46 AMQUERIJDA QUERIJDA

Comments

Contact Last Name Contact First Name Account BAC Code

Confidential Comments
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 Service Request Detail

Activities

5/5/2009 08:06:19 PM Scheduled Outbound Call
Dlr

Done dlr funnel

dlr funnel

Assigned To Activity Type Status DescriptionCreated Activity Sub-Type CompletedCreated By
5/6/2009 11:12:11 AMQUERIJDA QUERIJDA

Comments

Contact Last Name Contact First Name Account BAC Code

Confidential Comments

5/5/2009 11:56:27 AM Outbound Call Dealer Done dlr funnelLeft Message

CRS ADVICE:
- dlr was not available 
- left a msg
- we'll call back again tomorrow

Daniel Evans CAC Tier 1/MLA/Lvl 1 

Assigned To Activity Type Status DescriptionCreated Activity Sub-Type CompletedCreated By
5/5/2009 08:06:18 PMQUERIJDA QUERIJDA

Comments

Contact Last Name Contact First Name Account BAC Code

Confidential Comments

5/4/2009 06:36:38 PM Scheduled Outbound Call
Dlr

Done dlr funnel

dlr funnel

Assigned To Activity Type Status DescriptionCreated Activity Sub-Type CompletedCreated By
5/5/2009 11:56:26 AMQUERIJDA QUERIJDA

Comments

Contact Last Name Contact First Name Account BAC Code

Confidential Comments
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 Service Request Detail

Activities

5/4/2009 06:34:41 PM Other Done in continuation of the previous activity

continuation...2/2

Business Decision:

Where maint performed? - we do our maintenance
Prev GM veh? - this is the first
Prev related repairs? When? -n
Out of Pocket expense (document repairs & cost):
- n

CST SKS :
- seeks assistance

CRS ADVICE:
- we'll call the dlrship and verify the repair history and endorse the case to our DS

Daniel Evans CAC Tier 1/MLA/Lvl 1 Emp

Assigned To Activity Type Status DescriptionCreated Activity Sub-Type CompletedCreated By
5/4/2009 06:36:37 PMQUERIJDA QUERIJDA

Comments

Contact Last Name Contact First Name Account BAC Code

Confidential Comments
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 Service Request Detail

Activities

5/4/2009 06:34:18 PM Inbound Call Customer Done complaint veh - multiple concernsComplex Request

CUST STS:
- I have a 2006 Malibu w/c was purchased 2 and a half years ago 
- its been at the shop 13 times for major stuffs
- I just took the car from the shop today
- power steering shorted out
- last month the catalytic converter went --> 3-23-2009
- all of the repairs were done under warranty 
- I'm still paying 15 grand
- my extended warranty is almost up 
- is it really normal for a veh to go in and out of the shop in just 2yrs?

Owner Specific:

Orig owner? -y
Primary driver? -y
Personal or business use? -personal

Veh Specific:

Where purchased? -RON WESTPHAL CHEVROLET, INC. 
If 2nd Owner of Veh, when/what mlg? -n 
Current approx mlg? -52407
Ext Svc Plan? -60/50000 GM CERTIFIED MAJOR GUARD USED 

Concern Specific:

Concern? - power steering shorted out
When 1st notice concern? - steering would shake when you stop 
- this happened last week
What conditions does concern occur?
- when you stop and when the veh is parked
Where diagnosed? RON WESTPHAL CHEVROLET, INC. 
Est cost of the repair? -under warranty 
Current location of veh? -with the cust
Veh repaired? If yes, cost & where completed? -y
If not GM dlr, phone # of repair facility? -n/a
What has Dlr told you about a diagnosis? Who was working with you? -Richard Kruz - service advisor but normally its Mike that does the servicing for us

continued...1/2

Assigned To Activity Type Status DescriptionCreated Activity Sub-Type CompletedCreated By
5/4/2009 06:35:58 PMQUERIJDA QUERIJDA

Comments

Contact Last Name Contact First Name Account BAC Code

Confidential Comments
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 Service Request Detail

UCC Information
Symptom DescriptionUCC Code
No Symptom Indicated Steering  - GeneralM01





























































































































April 19, 2011 
 
 

 

Kokomo, IN
 
 
 
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: 71-723508626 
 

arlene.thomas-randol
New Stamp



 
 
 
 
 
       
Issued by: Certificate No. 1G2ZG558664
Pontiac 
 
Issue Date: April 19, 2011  
 
Issued exclusively for:  
 
 Kokomo, IN   
 
Valid through: May 19, 2010 
 
Amount: One Thousand  Dollars and Zero Cents 
 ****$1,000.00**** 
 
 
 
 



arlene.thomas-randol
New Stamp



















arlene.thomas-randol
New Stamp







April 19, 2011 
 

Hurricane, WV  
 
 
 
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 $800.48.  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 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 71-725316047 
 





















April 19, 2011 
 
 

Carmichael, CA
 
 
 
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 1-800-522-5000.  You may also begin your vehicle shopping online by 
visiting gm.com or any of our divisional websites. 
 
Sincerely,  
 
Saturn Customer Assistance Center 
Service Request: 71-726072021 
 

arlene.thomas-randol
New Stamp



 
 
 
 
 
       
Issued by: Certificate No. 1G8AN12F75Z
Saturn 
 
Issue Date: April 19, 2011  
 
Issued exclusively for:  
 
 Carmichael, CA   
 
Valid through: July 16, 2010 
 
Amount: One Thousand Six Hundred Dollars and Zero Cents 
 ****$1,600.00**** 
 
 
 
 



April 19, 2011 
 
 

 
Carmichael, CA   
 
 
Dear  
 
At Saturn, we take pride in the vehicles we produce and appreciate the time you took to contact 
us. 
 
Because customer satisfaction is a top priority for us, please accept this letter worth up to $100 
towards your next maintenance service or repair on your 2005 Saturn ION 2.   
 
This offer is valid towards one service visit on VIN 1G8AN12F75Z   In the event the cost 
of your service exceeds the $100 maximum value, you will be responsible for paying the 
difference.  If the total cost of your services is less than $100, a credit or refund will not be 
issued.  This letter is not transferable and is valid for 12 months from the date of issue.  
 
We hope this gesture demonstrates our appreciation of you as a valued customer.  Simply present 
this letter to any Saturn dealership for redemption.  If you have future questions, please don’t 
hesitate to email us using the Contact Us link at Saturn.com or call us at 1-800-553-6000.   
 
Sincerely,  
 
Saturn Customer Assistance Center 
Service Request 71-726072021 
 
 
For more information regarding the maintenance and care of your vehicle, please visit 
www.gmownercenter.com. This free online service offers vehicle and ownership-related 
information and tools tailored to your specific vehicle. 
 
ATTENTION:  DEALERSHIP SERVICE MANAGER 
When submitting the claim, please use labor op Z7092, insert the amount in the net item column, 
and insert the CAC Service Request number in your comments.  This original letter must be 
surrendered by the customer and retained by the dealer for audit purposes. 
 



arlene.thomas-randol
New Stamp





April 19, 2011 
 
 

Toledo, OH 
 
 
 
Dear , 
 
We sincerely regret that you have experienced a concern with your vehicle.  Because you are a valued 
Pontiac customer, we are pleased to provide you with this Component Coverage Letter.  This coverage 
does not change the manufacturer’s warranty which came standard on your vehicle at the time of 
purchase. 
  
This Component Coverage Letter is valid for VIN 1G2ZH558364  and will begin on June 10, 
2009 at  33,000 miles and will continue until June 10, 2012 or  78,000 miles, whichever occurs first.     
 
The following Steering components will be covered: Gear housing and all internal parts; rack and 
pinion; power steering pump; steering shaft couplings; seals and gaskets; steering column; ignition 
switch; ignition lock cylinder; and steering wheel.. 
 
Pontiac will make repairs to correct any defects related to materials or workmanship on the items listed 
above during the coverage period specified.  Pontiac will not be responsible for conditions arising from 
tampering, abuse, physical damage, improper maintenance or normal wear and tear.  While this coverage 
is not transferable to any other vehicle, it is transferable to any subsequent owner of this vehicle 
(excluding vehicles sold or registered in California, New Hampshire or Vermont).   
 
Should your vehicle require repairs within the coverage period, present this letter to the Service Manager 
of an authorized Pontiac Dealership.  If you have any future questions, please call us at 1-800-762-2737.  
Any of our Customer Relationship Specialists will be happy to assist you. 
 
Sincerely,  
 
Pontiac Customer Assistance Center 
Service Request 71-726094879 
 
ATTENTION:  DEALERSHIP SERVICE MANAGER 
Please H-route the claim to your Area Service Manager.  Retain a copy of this letter in the customer’s file 
and return the original to the customer.
 



April 19, 2011 
 

Fair Lawn, NJ
 
 
 
Dear , 
 
We sincerely regret that you have experienced a concern with your vehicle.  Because you are a valued 
Chevrolet customer, we are pleased to provide you with this Component Coverage Letter.  This coverage 
does not change the manufacturer’s warranty which came standard on your vehicle at the time of 
purchase. 
  
This Component Coverage Letter is valid for VIN 1G1ZT518X6F  and will begin on May 27, 
2009 at  18,444 miles and will continue until May 27, 2011 or  48,444 miles, whichever occurs first.     
 
The following Steering components will be covered: Gear housing and all internal parts; rack and 
pinion; power steering pump; steering shaft couplings; seals and gaskets; steering column; ignition 
switch; ignition lock cylinder; and steering wheel.. 
 
Chevrolet will make repairs to correct any defects related to materials or workmanship on the items listed 
above during the coverage period specified.  Chevrolet will not be responsible for conditions arising from 
tampering, abuse, physical damage, improper maintenance or normal wear and tear.  While this coverage 
is not transferable to any other vehicle, it is transferable to any subsequent owner of this vehicle 
(excluding vehicles sold or registered in California, New Hampshire or Vermont).   
 
Should your vehicle require repairs within the coverage period, present this letter to the Service Manager 
of an authorized Chevrolet Dealership.  If you have any future questions, please call us at 1-800-222-
1020.  Any of our Customer Relationship Specialists will be happy to assist you. 
 
Sincerely,  
 
Chevrolet Customer Assistance Center 
Service Request 71-727536641 
 
ATTENTION:  DEALERSHIP SERVICE MANAGER 
Please H-route the claim to your Area Service Manager.  Retain a copy of this letter in the customer’s file 
and return the original to the customer.
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February 4, 2011 
 

 
Hookerton, NC   
 
 
Service Request: 71-594279139 
Customer Relationship Specialist: Katrina Blake 
 
Dear  
 
Thank you for contacting us recently regarding the special coverage notice you received for your 
2005 Chevrolet Malibu.  We apologize for any inconvenience you have experienced as a result 
of this special coverage. 
 
At Chevrolet, we believe our customers have the right to expect long-term, reliable performance 
from our products.  There are, however, many variables that affect the life of the vehicle’s parts 
and appearance.  Unfortunately, there are times when we identify a motor vehicle defect and 
release a special coverage notice to our loyal customers for their safety and satisfaction. 
 
We have reviewed your request for reimbursement on the motor that you had repaired.  We 
regret that we are unable to reimburse you the amount you requested because the part replaced is 
not the part covered by this special coverage. 
 
At 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
 

arlene.thomas-randol
New Stamp













 

arlene.thomas-randol
New Stamp



 



April 19, 2011 
 

Lakeland, FL 
 
 
 
Dear 
 
Thank you for your support of Saturn.  As we agreed, the necessary paperwork has been 
completed for the Saturn Basic Care Service Plan on your 2006 Saturn ION 2, Vehicle 
Identification Number 1G8AJ55FX6Z   The processing time will take approximately 
eight weeks.   
 
You will be notified once the plan has been processed and you will receive complete details on 
your plan's coverage at that time. This letter will serve as your policy until you receive your plan 
confirmation.  Should you require service prior to receiving your plan confirmation, simply bring 
this letter to your local Saturn dealership.  Your complete satisfaction is very important to us at 
Saturn.  We hope the issuance of this plan demonstrates our appreciation of you as a valued 
customer. 
 
At Saturn, 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 Saturn.com or call us at 
1-800-553-6000.   
 
Sincerely,  
 
Saturn Customer Assistance Center 
Service Request Number 71-727547698 
 
 
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 20, 2011 
 

Maysville, KY   
 
 
Dear  
 
We have received your request for assistance, but have been unable to contact you using the 
telephone number provided or any listed in our records.  
 
If your situation has been resolved to your satisfaction, no further action is necessary,    If it has 
not, we invite you call us at 1-800-762-2737.  Please refer to the service request number listed 
below when you reach our representative.  
 
Total customer satisfaction is important to us at Pontiac.  If we can be of any assistance, please 
don’t hesitate to email us using the Contact Us link at Pontiac.com or call us at 1-800-762-2737.   
 
Sincerely,  
 
Pontiac Customer Assistance Center 
Service Request Number: 71-728054558 
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April 20, 2011 
 

Maysville, KY   
 
 
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 Pontiac.com or call us at 1-800-762-2737.   
 
Sincerely,  
 
Pontiac Customer Assistance Center 
Service Request Number: 71-728054558 
 



 
Privileged and Confidential Information 

 
CASE ASSESSMENT 

 
By: Elizabeth Gonzalez State: New York 

 
 
Customer Name:  Service Request: 71-

731470594 
BBB Case No.: PGM0939213  

Only customer's last name to be recorded 
 
Vehicle ID No.: 
1G2ZF58B074

In Service 
Date: 
2/15/2007 

Vehicle is: New BAC Code: 
115818 

Year, Make & Model: 2007 Pontiac G6 
Mileage at Time of BBB Filing 29,256 

Vehicle Purchased new on: 2/15/07. 

Lien holder:   GMAC     Other :  Sale Type:   Purchase   Lease    Other  :  
DVM Name: Dan Oldham CAM Name:  
Phone/Cell Number: 716-807-8758 
Svc Mgr Name: Andy Luksch 

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

 Engine-Stalls 
       
Date: RO #: Days 

Out: 
Mileag
e: 

Description of Complaint and Repair Performed: 

     
04/16/0
8 

32654 10 14,901 Cust sts: Intermittent engine stall while driving—Hot or cold—
while driving at approximately 30 MPH. 
   -Customer concern not duplicated. Road tested for 
approximately 60 miles. Could not duplicate customer concern.  
3 hrs necessary to inspect stalling condition 4-17-09 Tech to take 
home PU9ZJ9995. 
 
(Note: 1 day rental) 

5/08/08 33597 2 15,682 Cust sts: Check for intermittent stalling—driving at 30 MPH, hot 
or cold, 2 days after filling tank, loose gas cap light comes on at 
times.  
    -Road test vehicle 35 miles, unable to duplicate condition. 
Inspect fuses, relays, grounds and battery connections, all check 
good at this time.  Road test vehicle 35 miles, unable to 
duplicate condition. Inspect fuses relays, grounds and batter 
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connections, all check good at this time. Scan for diagnostic 
trouble codes, none stored at this time, current or history. Gas 
cap light comes on at times. 
 
(Note: 2 days car rental.) 

06/08/0
9 

48782 * 29,271 Cust sts: Car stalls when driving.  
  Cause: No problem found. 
    -Customer concern not duplicated. Engine controls and fuel. 
Tech road tested for 5 miles…Did not stall. Scanned for codes. No 
codes present or stored.  

 
 Brakes 

       
Date: RO #: Days 

Out: 
Mileag
e: 

Description of Complaint and Repair Performed: 

     
01/10/0
8 

28709 1 11,857 Cust sts: A brakes require excessive effort to stop. Road test 
and advice. 
  Cause: Front rotors have excessive thickness variation.  
    -Front brake rotor refinishing. 

9/25/08 39,61
9 

1 20,821 Cust sts: Brakes pulse when applied. 
   Cause: Front brakes rusted 
     -Front brake rotor refinishing and rear brake rotor refinishing. 
Front rotors rusted. Turned front rotors and test drove. Brakes 
still pulse when applied. Turned rear rotors and test drove. 
Vehicle is now operating as designed.  

 
 Steering 

       
Date: RO #: Days 

Out: 
Mileag
e: 

Description of Complaint and Repair Performed: 

     
07/23/0
7 

21588 1 35 Cust sts: check for vehicle pulling right.  
  Cause: Out of spec. 
    -Wheel alignment check and/or adjust. 

06/08/0
9 

48782 1 29,271 Cust sts: Clunking noise when turning. 
  Cause: Technical bulletin 
     -Reposition shaft per bulletin. Tech repositioned and 
lubricated intermediate steering shaft as per DOC #2244461.  

 
 Warning Lamps: Airbag 

       
Date: RO #: Days 

Out: 
Mileag
e: 

Description of Complaint and Repair Performed: 

     
12/14/0
7 

27873 1 11,107 Cust sts: Airbag light is staying on, passenger side air bag “off”. 
Light stays on when there is a passenger in vehicle.  
  Cause: Scan for codes, one stored in history. 
     -Scan for codes, one stored in history. Clear code, check all 
sensors, all operating as designed.  
 
Cust sts: Check gas cap and brake warning lamps come on at 
times.  
   Cause: Scan for codes, one stored in history. 
     -Scan for codes, one stored in history. Clear code, check all 
sensors, all operating as designed. Bulletin 06-09-41-008B 
Possible cushions rust at one time. No problem found at current 
time.  

 



 Body 
       
Date: RO #: Days 

Out: 
Mileag
e: 

Description of Complaint and Repair Performed: 

     
02/27/0
8 

30552 * 13,400 Cust sts: Check for wind noise from left front door.  
  Cause: Door not aligned. 
     -Door assembly, front left align.  

 
 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?  No 
Did you confirm your answer with the customer Y or N?  Yes 
What type of damage was sustained (example front end collision) NA 
__________________________________________________ 
Are the RO's attached if the vehicle was in an accident Y or N? NA 
 
 
Has the customer filed any insurances claims on this Vehicle Y or N? No 
If Yes obtain the following information below: 
Insurance Company___________________ NA _____________________________     
Insurance Rep (First and Last Name) _____ NA _______________________ 
Phone # ________ NA _____________  
Claim Made?  No      Claim Status: NA 
Claim # _________ NA ____________ 
Did Insurance Company refer customer to GM?  NA 
 
Are there any Aftermarket Modifications to the Vehicle Y or N? No 
Have you confirm this with the customer Y or N? Yes 
List: 
 
Was a Trade Repurchase offered to the customer, Y or N? Yes/No 
(A Trade Repurchase is to be offered as a settlement before a Straight can be considered)  
Date authorized by the DVM/CAM    ______________ 
 
 

 Other 
       
Date: RO #: Days 

Out: 
Mileag
e: 

Description of Complaint and Repair Performed: 

     
02/14/0
7 

14343 * 35 -New York State Safety Inspection. 
-Car cleaning 
-Fill gas 

07/23/0
7 

21588 * 35 - (Maintenance) Service Advisor mileage op code tech type 
description: 6000 mile service. Lube oil and filter change, tire 
rotation, brake inspection, set tire pressure, check all fluids. 
 
Cust sts: For cigarette lighter inoperative.  
    Cause: Wire Shorted. 
      -Wiring and/or connector power and grounds distribution 



repair or replace. 
 

11/13/0
7 

26688 * 10,185 - (Maintenance) Service Advisor mileage op code tech type 
description: 6000 mile service. Lube oil and filter change with 
genuine GM quality parts, Lube chassis, Check and top off fluid 
levels, set tire pressure. Includes up to 6 quarts of oil. Misc. 
Shop charges. Wheel alignment check and/or adjust wiring 
and/or connector power and grounds DI 
-New York State Safety Inspection. 
 

02/27/0
8 

30552 * 13,400 - (Maintenance) New York State Safety Inspection 
- 6000 mile service. Lube oil and filter change, tire rotation, 
brake inspection, set tire pressure, check all fluids. 
 

9/25/08 39619 * 20,821 Cust sts: Request to replace front and rear pads 
(maintenance) 

6/08/09 48782 * 29,271 - (Maintenance) Lube, oil, filter, change engine oil and filter 
with genuine GM quality parts. Lube chassis, check and top off 
fluid levels, set tire pressure. Includes up to 6 quarts of oil.  

 
 
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: NA 
 
Lemon Law Repurchase/Replacement: The vehicle is eligible for Repurchase/Replacement under the NY 
LL. 
 
GM Program Summary Repairs/Reimbursement for past repairs: The customer is eligible for 
repairs/reimbursement within the 3/36 parameters. 
 
 

THE STATE LEMON LAW READS: 
 
Days out of service:  30 
Repairs same nonconformity 4 or more times and the problem continues to exist 
Time period 24 months / 18,000 miles 
Does Lemon Law state nonconformity must continue to exist? Yes 
 
If applicable, safety-related repairs NA 
Safety-related time period N / A 
 
Number of repair attempts in the presumption period: 7 
Total days out of service during the presumption period: 17 
Total days out of service during customer’s ownership:   17 
 

Vehicle Meets Presumption of Lemon Law     YES  
 

PERTINENT FACTS FROM PREVIOUS SRs WHICH RELATE TO YOUR EVALUATION 
 

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

 



RECOMMENDATION AND RATIONALE 
 

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

 
Cust sts: Car stalled 7 times, last year I wanted to return the car. Left messages with Mike Murphy, 
general message no callbacks. Seemed to be okay until 5/09 stalled and again on 6/1/09 6/5/09, brake 
issures-5746 miles. Dangerous situation. I want a replacement car. Appointment 6/07 for last 3 stalls and 
steering.  
 
DVM sts: No repurchase. Any goodwill will be fine to offer. 
 
SVM sts: NA 
 
CRS Rationale: Vehicle’s concerns were not able to be duplicated. CRS's first offer to customer was on 
6/23/2009. Offer was a 1 month vehicle payment of $285 in addition to a 12/12 GMPP Smart Care. 
Customer declined offer  
 
CRS's second offer to customer was on 6/26/2009. Customer currently has a GMPP 72/60000 GMPP Major 
Guard. CRS explained to customer if that plan was cancelled, would offer it to her again and it would be 
updated from the time and mileage customer accepted. Customer contact CRS and left message declining 
offer on 7.2.09. 
 
 
 
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? 
Customer’s concerns could not be duplicated. 
 
 
 
 
Decision reached by CRS:     Arbitrate case: x          Settle case:         
 
 

CRS FINAL 
OFFER:  

72/60000 GMPP Major Guard DATE
: 
7/2/
09 

CUST Declined  

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

 
TEAM LEAD APPROVING:  Laura Forster  Date: July 28, 2009 

 
 
 
 













































 

Revised 06/04/07 

Overallowance/Negative Equity/Incentives Form (Non-Florida) 
 
Customer:  SR #: 71-731470594 BBB#: PGM0939213 

 
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 17330.23 
(from Bill of Sale, before tax, tag, title, etc.)  
MSRP -  17790.00 
(from BARS Invoice screen)  
Subtract the MSRP from the Purchase Price =  -459.77 
(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 1622.18 
(from Bill of Sale)  
Actual Cash Value (ACV) -  1622.18 
(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 1622.18 
(from Bill of Sale)  
Payoff on Trade -  0 
(from Bill of Sale)  
Subtract the Payoff on Trade from the Trade Allowance =  1622.18 
If negative, the Payoff on the Trade is higher that the Trade Allowance.  This is Negative Equity.  
  
  
Section 4  
Purchase Price 17330.23 
(from Bill of Sale, before tax, tag, title, etc.)  
Incentives not included in the Purchase Price -  2000.00 
(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). 

=  15330.23 



 

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. 

 

 



2007 G6 - 1SV SEDAN                          GENERAL MOTORS CORPORATION
38U  EMERALD GREEN METALLIC         /L4G     & SUBSIDIARIES
19B  EBONY                                   RENAISSANCE CENTER
ORDER NO. KJQK4W/TDC      STOCK NO.          DETROIT      MI  48243-1114
VIN 1G2 ZF58 B0 74                      VEHICLE INVOICE 2AD55997587
***************************************************************16*06067S
MODEL & FACTORY OPTIONS               MSRP    INV AMT  RETAIL - STOCK
2ZF69 G6 - 1SV SEDAN              17060.00   16121.70  INVOICE 09/12/06
B37 FLOOR MATS, FRONT/REAR           80.00      66.40  SHIPPED 09/12/06
FAD TRIM, SIMULATED WALNUT BURL        N/C        N/C  EXP I/T 09/15/06
FX2 AXLE RATIO 3.91                    N/C        N/C  INT COM 09/15/06
LE5 ENGINE, 2.4L HO 4-CYL DOHC MFI     N/C        N/C  PRC EFF 09/12/06
NE1 50-STATE EMISSIONS                 N/C        N/C  KEYS G2987 G2987
R6J CUSTOMER DIALOG NETWORK           0.00      16.50  WFP-S QTR  OPT-1
VK3 LICENSE PLATE BRACKET, FRONT       N/C        N/C  BANK: GMAC - 004
                                                       CHG-TO    06-067

                                                       SHIP WT:  3232
                                                       HP:       19.3
                                                       GMS:     16490.40
                                                       SUPPLR:  17225.72
                                                       MRM:     17790.00
                                                       MEMO      707.00

TOTAL MODEL & OPTIONS              17140.00  16204.60  ACT 231 16340.40
DESTINATION CHARGE                   650.00    650.00  H/B 261   514.20
LAM DEALER CONTRIBUTION                        171.40  ADV 261   171.40
LAM GROUP CONTRIBUTION                         171.40  EXP 65A   171.40

TOTAL                              17790.00  17197.40  PAY 310 17197.40
MEMO: TOTAL LESS HOLDBACK AND
      APPROX WHOLESALE FINANCE CREDIT        16427.30
***********************************************************************
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. 004
JACK HAYES PONTIAC/GM RESALE CENTER      VIN 1G2ZF58B074
                                         $  17197.40 INV  2AD55997587
                                         DUE 09/15/06  DEALER  06-067





























































































































April 20, 2011 
 

Red Hook, NY   
 
 
Service Request: 71-735398268 
 
 
Dear  
 
We sincerely regret that you experienced a concern with your 2006 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 $243.38.  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 
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April 20, 2011 
 

Oklahoma City, OK  
 
 
Dear  
 
Thank you for contacting us recently about the notice you received for your 2005 Pontiac G6.  
We apologize for any inconvenience you may have experienced as a result of this action. 
 
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 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 
$522.33. 
 
At Pontiac, our commitment to customer satisfaction is a top priority.  If you have future 
questions, please don’t hesitate to email us using the Contact Us link at Pontiac.com or call us at 
1-800-762-2737.   
 
Sincerely,  
 
Pontiac Customer Assistance Center 
Service Request: 71-737659928 
 
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 20, 2011 
 

Oklahoma City, 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 Pontiac, our commitment to customer satisfaction is a top priority.  If you have future 
questions, please don’t hesitate to email us using the Contact Us link at Pontiac.com or call us at 
1-800-762-2737.   
 
Sincerely,  
 
Pontiac Customer Assistance Center 
Service Request: 71-737659928 
 
 

 
 

 
 

 
 
 
 
 
 
 
 
 
 



GENERAL MOTORS 
PRODUCT RECALL OR 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 Recall or 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 

 
 



 
 
 
 
 
       
Issued by: Certificate No. 1G8AL55F26Z
Saturn 
 
Issue Date: April 20, 2011  
 
Issued exclusively for: 
 
 Westover, MD  
 
Valid through: July 30, 2010 
 
Amount: One Thousand  Dollars and Zero Cents 
 ****$1,000.00**** 
 
 
 
 

arlene.thomas-randol
New Stamp



April 20, 2011 
 

Westover, MD  
 
 
 
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 2006 ION 3 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 1-800-522-5000.  You may also begin your vehicle shopping online by 
visiting gm.com or any of our divisional websites. 
 
Sincerely,  
 
Saturn Customer Assistance Center 
Service Request: 71-738051900 
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April 20, 2011 
 

Lemon Grove, CA 
 
 
 
Dear , 
 
Thank you for your support of Pontiac.  As we agreed, the necessary paperwork has been 
completed and forwarded to General Motors Protection Plan (GMPP) for the Smart Care plan on 
your 2006 Pontiac G6, Vehicle Identification Number 1G2ZG558264   The processing 
time will take approximately eight weeks.   
 
You will be notified by GMPP once the plan has been processed and you will receive complete 
details on your plan's coverage at that time. This letter will serve as your policy until you receive 
your plan confirmation.  Should you require service prior to receiving your plan confirmation 
from GMPP, simply bring this letter to your local Pontiac Dealership.  Your complete 
satisfaction is very important to us at Pontiac.  We hope the issuance of this GMPP demonstrates 
our appreciation of you as a valued customer. 
 
At Pontiac, our commitment to customer satisfaction is a top priority.  If you have future 
questions, please don’t hesitate to email us using the Contact Us link at Pontiac.com or call us at 
1-800-762-2737.   
 
Sincerely,  
 
Pontiac Customer Assistance Center 
Service Request: 71-738194131 
 
 
For more information regarding the maintenance and care of your vehicle, please visit 
www.gmownercenter.com.  This free online service offers vehicle and ownership-related 
information and tools tailored to your specific vehicle. 
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April 20, 2011 
 

Dewey, OK  
 
 
 
Dear 
 
Thank you for your support of Pontiac.  As we agreed, the necessary paperwork has been 
completed and forwarded to General Motors Protection Plan (GMPP) for the Smart Care plan on 
your 2006 Pontiac G6, Vehicle Identification Number 1G2ZF55B464   The processing 
time will take approximately eight weeks.   
 
You will be notified by GMPP once the plan has been processed and you will receive complete 
details on your plan's coverage at that time. This letter will serve as your policy until you receive 
your plan confirmation.  Should you require service prior to receiving your plan confirmation 
from GMPP, simply bring this letter to your local Pontiac Dealership.  Your complete 
satisfaction is very important to us at Pontiac.  We hope the issuance of this GMPP demonstrates 
our appreciation of you as a valued customer. 
 
At Pontiac, our commitment to customer satisfaction is a top priority.  If you have future 
questions, please don’t hesitate to email us using the Contact Us link at Pontiac.com or call us at 
1-800-762-2737.   
 
Sincerely,  
 
Pontiac Customer Assistance Center 
Service Request: 71-738516540 
 
 
For more information regarding the maintenance and care of your vehicle, please visit 
www.gmownercenter.com.  This free online service offers vehicle and ownership-related 
information and tools tailored to your specific vehicle. 
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Privileged and Confidential Information 

 
CASE ASSESSMENT 

 
By: Heather Morris State: FL 

 
 
Customer Name:  
  

Service Request:  
71-739770370 

BBB Case No.:   
SAT0940963 

Only customer's last name to be recorded 
 
Vehicle ID No.:  
1G8AL52FX5Z

In Service 
Date: 
5/20/2005 

Vehicle is: New BAC Code: 
122019 

Year, Make & Model: 05 Saturn Ion 3 
Mileage at Time of BBB Filing: 67,000 

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

Lien holder:  unknown Sale Type:   Purchase    
DVM Name: N/A-ineligible case  CAM Name: N/A-ineligible case 
Phone/Cell Number: N/A 
Svc Mgr Name: N/A-ineligible case 

Phone Number: N/A 

    
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 NOT: N/A 
 
 

 NO REPAIR ORDERS, INELIGIBLE CASE 
       
Date: RO #: Days 

Out: 
Mileag
e: 

Description of Complaint and Repair Performed: 

     
                              
 
 
Has the vehicle ever been involved in an accident N 
Did you confirm your answer with the customer Y  
What type of damage was sustained: N/A 
Are the RO's attached if the vehicle was in an accident N 
 
 
Has the customer filed any insurances claims on this Vehicle N  
If Yes obtain the following information below 
Insurance Company________________________________________________     
Insurance Rep (First and Last Name) ____________________________ 
Phone # _____________________  
Claim Made?  Y/N                Claim Status: Pending/Denied/NA  
Claim # _____________________ 



Did Insurance Company refer customer to GM?  NA 
 
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    ______________ 
 
 

 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: Cust filed outside time period for claim. 
 
 
Lemon Law Repurchase/Replacement: Cust filed outside time period for claim. 
 
 
GM Program Summary Repairs/Reimbursement for past repairs: Cust filed outside time period for claim. 
 
 
 
 
 

THE STATE LEMON LAW READS: 
 
Days out of service:  30 days 
Repairs: 3 plus fra 
Time period: 6 mos after warranty / 1 yr from original del. 
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: Ineligible 
Total days out of service during the presumption period: Ineligible 
Total days out of service during customer’s ownership:   Ineligible 
 

Vehicle Meets Presumption of Lemon Law     NO   
 

PERTINENT FACTS FROM PREVIOUS SRs WHICH RELATE TO YOUR EVALUATION 
 

Concern: No previous SRs. 
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: Looking for GM to complete repairs. 
 
DVM sts: No input, ineligible case. 
 
SVM sts: No input, ineligible case. 
 
CRS Rationale: Denied assistance due to time/mileage for claim. Adv cust to contact CAC for further 
assistance. 
 
 
 
What are the 3 main strengths of the customer’s case to win repurchase through Lemon Law  
Ineligible case. 
 
 
 
What are the 3 mains weaknesses of the customer’s case to win repurchase through Lemon Law? 
Ineligible case. 
 
 
 
 
Decision reached by CRS:     Settle case:   ineligible case 
 
 

CRS FINAL 
OFFER:  

No GW offered, ineligible case. DATE
: 7-
10-9 

CUST {Accepted / Declined}  

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

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

 
 
 
 



April 20, 2011 
 

Montgomery, AL 
 
 
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 $488.40. 
 
If your vehicle has not been inspected by your local GM dealership, we request you set up an 
appointment to ensure 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 
Service Request: 71-740494177 
 
For more information regarding the maintenance and care of your vehicle, please visit 
www.gmownercenter.com.  This free online service offers vehicle and ownership-related 
information and tools tailored to your specific vehicle. 
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April 20, 2011 
 

Montgomery, AL 
 
 
 
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: 71-740494177 
 
 

 
 

 
 

 
 
 
 
 
 
 
 
 
 



GENERAL MOTORS 
PRODUCT RECALL OR 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 Recall or 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 

 
 













February 4, 2011 
 

 
Pueblo, CO   
 
 
Service Request: 71-594280399 
Customer Relationship Specialist: Alex Page 
 
Dear  
 
Thank you for contacting us recently regarding the special coverage notice you received for your 2005 
Chevrolet Malibu.  We apologize for any inconvenience you have experienced as a result of this special 
coverage. 
 
At Chevrolet, we believe our customers have the right to expect long-term, reliable performance from our 
products.  There are, however, many variables that affect the life of the vehicle’s parts and appearance.  
Unfortunately, there are times when we identify a motor vehicle defect and release a special coverage 
notice to our loyal customers for their safety and satisfaction. 
 
We have reviewed your request for reimbursement on the power steering assist that you had repaired and 
are happy to inform you that you are being reimbursed for the full amount of the repair. We have enclosed 
a check in the amount of $559.58. 
 
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.
 



April 22, 2011 
 
 

 
Inver Grove Heights, MN  
 
 
 
Dear , 
 
Thank you for your support of Pontiac.  As we agreed, the necessary paperwork has been 
completed and forwarded to General Motors Protection Plan (GMPP) for the Smart Care plan on 
your 2006 Pontiac G6, Vehicle Identification Number 1G2ZG558564   The processing 
time will take approximately eight weeks.   
 
You will be notified by GMPP once the plan has been processed and you will receive complete 
details on your plan's coverage at that time. This letter will serve as your policy until you receive 
your plan confirmation.  Should you require service prior to receiving your plan confirmation 
from GMPP, simply bring this letter to your local Pontiac Dealership.  Your complete 
satisfaction is very important to us at Pontiac.  We hope the issuance of this GMPP demonstrates 
our appreciation of you as a valued customer. 
 
At Pontiac, our commitment to customer satisfaction is a top priority.  If you have future 
questions, please don’t hesitate to email us using the Contact Us link at Pontiac.com or call us at 
1-800-762-2737.   
 
Sincerely,  
 
Pontiac Customer Assistance Center 
Service Request: 71-740781675 
 
 
For more information regarding the maintenance and care of your vehicle, please visit 
www.gmownercenter.com.  This free online service offers vehicle and ownership-related 
information and tools tailored to your specific vehicle. 
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Issued by: Certificate No. 1G2ZF55B564  
Pontiac  
 
Issue Date: April 22, 2011  
 
Issued exclusively for: 
  
 Ansonia, CT  
 
Valid through: July 28, 2010 
 
Amount: Seven Hundred Dollars and Zero Cents 
 ****$700.00**** 
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April 22, 2011 
 
 

 
Ansonia, CT  
 
 
 
Dear 
 
Thank you for your recent inquiry.  We are sorry you have experienced concerns with your 
vehicle.  Customer satisfaction is a top priority for us. 
 
Enclosed is the Owner Loyalty Certificate valid towards the purchase, SmartLease or SmartBuy 
of a new, unused General Motors vehicle.  With such a wide selection of vehicles to choose from 
(Buick, Cadillac, Chevrolet, GMC, HUMMER, Pontiac, Saab, Saturn), we are sure you will find 
a vehicle that’s right for you.   
 
To ensure that you have the opportunity to obtain the best value possible, this certificate may be 
used in addition to any other retail purchase incentive programs available at the time you 
purchase your new vehicle.  We hope you will take advantage of this special incentive offer.  
Simply present the certificate to your dealer after you have negotiated your best deal, sign the 
certificate and your dealer will complete the necessary information and process it for you. 
 
We are proud you made 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: 71-741464696 
 










