
 
 
Revised 8/02/2007 

Privileged and Confidential Information 
 

CASE ASSESSMENT 
 

By: Alicia White State: Oklahoma 
 

 
Customer Name:   Service Request: 71-

680121893 
BBB Case No.:  SAT0853782 

   
 
Vehicle ID No.:  
1G8AL55F06Z

In Service 
Date: 
7/19/2005 

Vehicle is: Used BAC Code: 
164339 

Year, Make & Model: 2006 Saturn ION 3 
Mileage at Time of BBB Filing (55,000) 

Vehicle Purchased Used on: January / February 
2008 at odometer 49,000 

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

DVM Name: Daniel Rohring CAM Name: Larry Shields 
Phone/Cell Number: 405-615-1229 
Svc Mgr Name: Steven Cannon 

Phone Number: 972-443-2901 

    

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

 Power Steering failed 
       

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

19/11/08 273452 7 56,304 Customer states – While driving, power steering shut off and service 
power steering came on drive info center. 
Dealer states – Power steering lamp verified. Necessary to replace power 
steering column which includes electric power steering motor. 

 
 Ignition Switch failed 

       

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

19/11/08 273452 * 56,304 Customer states – At times vehicle will not start. After waiting for a bit will 
eventually start. 
Dealer states – Includes 12 month / 12,000 mile warranty. Replaced 
ignition switch and reprogrammed. Cust pay $1138.37. 



 
 Weatherstrip loose (NOT ON CCF) 

       

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

15/03/08 267665 1 50,601 Customer states – Weatherstrip at bottom of left front door is loose. 
Dealer states – Necessary to replace weatherstrip. No work done. 
Repair(s) recommended. 

 
 Headliner loose (NOT ON CCF) 

       

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

15/03/08 267665 * 50,601 Customer states – Headliner is coming loose at left rear corner. 
Dealer states – Necessary to replace headliner. No work done. Repair(s) 
recommended. 

 
 {Symptom} 

       

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

                                 

 
 {Symptom} 

       

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

                              

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

       

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

                              

 
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 (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 Y  
If Yes obtain the following information below 
 
Insurance Company USAA  
Insurance Rep (First and Last Name) Unsure 
Phone # 1-800-531-8722 
Claim Made? Y                Claim Status: Approved 
Claim # Unsure 
Did Insurance Company refer customer to GM? N 
 
Are there any Aftermarket Modifications to the Vehicle N 
Have you confirm this with the customer Y 
List: 
 
Was a Trade Repurchase offered to the customer    N  
(A Trade Repurchase is to be offered as a settlement before a Straight can be considered)  
Date authorized by the DVM/CAM    ______________ 



 
 Other 

       

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

                              

 
 
What is customer eligible for based upon the BBB Program Eligibility Guidelines and the States 
lemon law requirements for meeting presumption?  Explain with some Detail 
 
GM Program Summary Repurchase/Replacement: No – Vehicle is outside of time/mileage parameters (12 months / 
12,000 miles). 
 
 
Lemon Law Repurchase/Replacement: No – Presumption for days out of service / number of repair attempts have not 
been met. Yes – Claim was filed within specified time period. 
 
 
GM Program Summary Repairs/Reimbursement for past repairs: No – Vehicle is outside of time/mileage parameters 
(36 months / 36,000 miles). 
 
 
 

 
 

THE STATE LEMON LAW READS: 
 
Days out of service:  45 
Repairs 4 
Time period 1 year (from in-service date) – 4 years (from in-service date) to file 
Does Lemon Law state nonconformity must continue to exist? Yes 
 
If applicable, safety-related repairs N/A 
Safety-related time period {# of months} / {# of miles} 
 
Number of repair attempts in the presumption period: 0 
Total days out of service during the presumption period: 0 
Total days out of service during customer’s ownership:   7 
 

Vehicle Meets Presumption of Lemon Law     NO   
 

PERTINENT FACTS FROM PREVIOUS SRs WHICH RELATE TO YOUR EVALUATION 
 

Concern: SR # 71-680121893 - power steering & ignition switch 
Date & Offer/Result: Opened 11/17/2008 10:01:59 AM. Closed dissatisfied 11/25/2008 02:30:35 PM. No goodwill 
offered/processed. 
 
Cust sts: I'm experiencing a regular problem with a 2006 Ion I purchased eight months ago.  It doesn't start about once 
every two weeks, and I have to wait at least 15 minutes while I check wires, etc., to get it started again.  A quick internet 
search turns up hundreds of people having exactly the same issue, so I think you should replace the ignition switch 
sensor at your expense.  It's unsafe and poorly engineered to have a car that occasionally doesn't start, especially in the 
winter. 
 
Cust sks: Cost assistance. 



 
Crs adv: Due to the fact that this wasnt a repeated concern and that your outside of the bumper to bumper warranty we 
wouldnt be able to offer any assistance on the veh. 
 
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 sks: December 3, 2008 - Reimbursement for repair. 
 
December 10, 2008 – Customer accepted reimbursement. 
 
December 17, 2008 – Customer received reimbursement check but is not satisfied. The amount of the check was 
$524.21. 50% should have been $569.19 making a difference of $44.98. 
 
DVM sts: December 8, 2008 – I spoke with the Svc Mgr Steven Cannon and we have agreed to offer 50/50 
reimbursement on the repair. If customer does not accept, will defend at arbitration. 
 
December 19, 2008 – Will have dealership complete additional check. 
 
SVM sts: December 5, 2008 – No goodwill assistance - No good reason. Not justified. Customer did not purchase 
extended warranty that was offered. 
 
December 8, 2008 – DVM agreed to 50/50 parts/labor split on RO. Dealership can process. 
 
CRS Rationale: December 8, 2008 – Is DVM in agreement with offering reimbursement? 
 
December 10, 2008 - GM can offer you 50% reimbursement for the RO where you had the power steering and ignition 
repaired. 
 
December 10, 2008 – Advised dealership and DVM customer accepted 50% reimbursement. Dealership to process. 
 
December 17, 2008 – Contact dealer and DVM regarding the difference in the check amount. 
 
December 31, 2008 – Confirmed with customer that both reimbursement checks have been received. 
 
 

 
What are the 3 main strengths of the customer’s case to win repurchase through Lemon Law 
1. Safety of the vehicle may have been affected. 
2. N/A 
3. N/A 
 
What are the 3 mains weaknesses of the customer’s case to win repurchase through Lemon Law 
1. Vehicle is not eligible for Program Summary. 
2. Presumption of Lemon Law for days out of service / number of repair attempts have not been met. 
3. Vehicle is repaired / concern no longer continues to exist. 
 
 



Decision reached by CRS:     Arbitrate case:                Settle case:   X 
 

CRS FINAL 
OFFER: 50% 
reimbursement 

 DATE: 
12/10/08  

CUST Accepted 

Goodwill: 
Reimbursement  

Attorney Fees (if applicable): $N/A    

 

TEAM LEAD APPROVING:  N/A  Date: N/A 

 



 
 
 
 
 
       
Issued by: Certificate No. 1G1ZT548X5F
Chevrolet  
 
Issue Date: April 11, 2011  
 
Issued exclusively for: 
  
 Sergeant Bluff, IA 
 
Valid through: December 15, 2009 
 
Amount: One Thousand  Dollars and Zero Cents 
 ****$1,000.00**** 
 
 
 
 

Arlene.Thomas-Randol
New Stamp



April 11, 2011 
 
 

Sergeant Bluff, IA 
 
Service Request: 71-683962296 
 
 
Dear  
 
Thank you for your recent inquiry.  We are sorry you have experienced concerns with your 
vehicle.  Customer satisfaction is a top priority for us. 
 
Enclosed is the Owner Loyalty Certificate valid towards the purchase, SmartLease or SmartBuy 
of a new, unused General Motors vehicle.  With such a wide selection of vehicles to choose from 
(Buick, Cadillac, Chevrolet, GMC, HUMMER, Pontiac, Saab, Saturn), we are sure you will find 
a vehicle that’s right for you.   
 
To ensure that you have the opportunity to obtain the best value possible, this certificate may be 
used in addition to any other retail purchase incentive programs available at the time you 
purchase your new vehicle.  We hope you will take advantage of this special incentive offer.  
Simply present the certificate to your dealer after you have negotiated your best deal, sign the 
certificate and your dealer will complete the necessary information and process it for you. 
 
We are proud you made Chevrolet your choice when you purchased your 2005 Malibu and trust 
you will give us the opportunity to retain you as a valued Chevrolet customer.  Should you have 
any questions regarding General Motors’ products and current incentives, please call our 
Marketing Support department at 1-800-950-2438.  You may also begin your vehicle shopping 
online by visiting gm.com or any of our divisional websites. 
 
Sincerely,  
 
Chevrolet Customer Assistance Center 
 















April 11, 2011 
 
 

Evansville, IN
 
Service Request: 71-686256456 
 
  
Dear 
 
Thank you for contacting us recently regarding the recall or special coverage notice you received 
for your 2005 Chevrolet Malibu MAXX.  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 
 



 
Privileged and Confidential Information 

 
CASE ASSESSMENT 

 
By: Jason McFadden State: IN 

 
 
Customer Name:   Service Request:  

71-687238591 
BBB Case No.:  
PGM0932074 

   
 
Vehicle ID No.:  
1G2ZH558164

In Service 
Date: 
09/05/2005 

Vehicle is: Used (Demo) BAC Code: 170159 

Year, Make & Model: 2006 Pontiac G6 GT 
Mileage at Time of BBB Filing (53000) 

Vehicle Purchased Used on: 02/27/2006 at 
odometer approx. 5000 

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

DVM Name:na CAM Name: na 
Phone/Cell Number: na 
Svc Mgr Name: na 

Phone Number: na 

    
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 
 
JASON MCFADDEN/BRC/CHATHAM/21861 
 
IF TAC HAS NOT BEEN CONTACTED WHY NOT - NA 
 
 

 Car makes popping noise when steering. 
       
       

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

9-18-07 243213 * 33,264 Cust Sts: Steering wheel thumps when turning all the way to the left. Dlr 
Sts: Found noise in steering gear nuts. Replaced gear.   

 
 

 Tires-Excessive Wear  
       

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

9-28-07 368920 1 33,400 CustSts: Tires Excessive wear. DlrSts: Tires have excessive wear due to 
lack of rotations. Customer declined replacing tires.  

 
 Electrical  

       

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

9-18-07 243213 7 33,264 CustSts: Keyless Remote Entry Inoperative. DlrSts: Replaced transmitter. 
Customer bringing back to reprogram keyless entry.  

 
7-26-07 387349 6 29,972 CustSts: Remote Entry. DlrSts: Transmitter, remote door lock, replaced.    

Arlene.Thomas-Randol
New Stamp



 
 

 Engine 
       

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

9-18-07 243213 * 33,264 CustSts: Low coolant light going on/off intermittently. DlrSts: Coolant tank 
low, pressure test cooling system, no leak found, replaced pressure cap.  

 
 Windows-Noise 

       

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

9-18-07 243213 * 33,264 CustSts: All windows make low moan when rolling down all the way. 
DlrSts: Lubed window run channels.  

 
 Radio  

       

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

2-16-07 381521 2 24,322 CustSts: Speaker Radio, front door, inoperative. DlrSts: Replaced speaker 
radio front door left. 

2-27-06 368995 1 6,176 CustSts:  Radio Inoperative. DlrSts: Radio, removed and replaced.   
 

 Lighting  
       

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

11-26-05 066913 4 3231 CustSts: Exterior lighting. DlrSts: Relay-Exterior lighting replaced 
 
 

 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 - N 
Did you confirm your answer with the customer - Y 
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 - N  
If Yes obtain the following information below 
Insurance Company - NA    
Insurance Rep (First and Last Name) - NA    
Phone # - NA    
Claim Made?  - NA   Claim Status: - 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    - NA    
 
 

 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 must be within 12 months or 12000 
miles of the vehicle’s original delivery, and had 3 repair attempts to be eligible under GMPS.   
 
Lemon Law Repurchase/Replacement: Indiana LL requires 30 days out of service or 4 or more 
repair attempts (and the nonconformity continues to exist) within the warranty term, or one 
year after the vehicle’s original delivery, whichever comes first.   
 
GM Program Summary Repairs/Reimbursement for past repairs:  Cust is not eligible for repairs 
as he is NOT within the new vehicle warranty. 
 
 
 

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

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

Vehicle Meets Presumption of Lemon Law     YES or   NO   
 

PERTINENT FACTS FROM PREVIOUS SRs WHICH RELATE TO YOUR EVALUATION 
 

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

 
RECOMMENDATION AND RATIONALE 

 



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

 
Cust sts: I would like for Pontiac to repurchase my car and pay back money spent on repairs and 
money spent on the car. I want them to pay back all the money I have paid into the loan. 
 
DVM sts: Not needed bc claim is ineligible. 
 
SVM sts: Not needed bc claim is ineligible. 
 
CRS Rationale: Claim is ineligible due to time of filing.  “An action must be commenced within two 
years following the date that the consumer first reports the nonconformity to the manufacturer, its 
agent or authorized dealer.”  Cust’s first report of nonconformity was 9/18/2007 – Steering Gear 
Replacement.  Cust’s veh has an in service date of 09/05/2005.  Also, note that report of first 
conformity did not occur within the 18 month Term of Protection. 
 
 
 
What are the 3 main strengths of the customer’s case to win repurchase through Lemon Law  
1. Multiple repairs on steering component. 
 
 
 
What are the 3 mains weaknesses of the customer’s case to win repurchase through Lemon 
Law? 
1. Cust is ineligible due to time of filing vs original in service date. 
2. Age and Mileage 
 
 
 
Decision reached by CRS:     Arbitrate case: XXX          Settle case:         
 
 

CRS FINAL 
OFFER:  

 DAT
E:  

CUST {Accepted / 
Declined}  

Goodwill: 
{Type}  

Attorney Fees (if applicable): 
${Amount}  

  

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

Start Date:  
SR # 71-695081590        3-5-09 
CUSTOMER:  
VIN#: 1G1ZT61826F
YEAR/MAKE/MODEL: 2006 Chevrolet Malibu MAXX 
STATE: PA 
 
FIRM NAME: Kimmel & Silverman 
ATTORNEY: Robert Silverman 
PH #: 215-540-8888 FAX #: 215-540-8817 
Mary Richards for sales docs 
DEALER:  
 Reedman Toll, Langhorne 

BAC #206432 

SVC MGR: Debbie Todd(actng) PH #  215-757-4961 
Svc Docs Rec’d: 3-6-09 FAX # 215-757-7971 
AVM: Denise Zobel CELL # 610-349-5224 
DATE AVM CALLED: 3-5-09  
SALES MGR: PH # 
Sale Docs Rec’d:  FAX # 
 
2nd DEALER: NorthEast Chevrolet BAC # 113847 
SVC MGR: David Stressman/Leon 
Newman 

PH # (215) 824-0800 

Svc Docs Rec’d: 3-5-09 FAX # 215-637-5933 
AVM: Ivan Hardy  CELL # 610-858-2096 
SALES MGR: PH #  
Sale Docs Rec’d: FAX # 
 

     
     
 

Previous SRs 1-429189364-Mobility claim, Scooter Lift 
DVM to be involved D NO 
CA Questions 3-10-09 



Coversheet 
 

Start Date:  
  
 







RCMPR010               VEHICLE DELIVERY/INCENTIVE HISTORY             05/12/07
                       PROCESSING SOURCE: CHEVROLET                   15:59:58
                                                               PAGE:         1

VIN: 1G1ZT6182 6F             SELLG SCE: 13   MDL YR: 06   ORD NO: JMCG1P

ODATE: 08/26/05 ORDER FAN:           OTYPE: 070  DLVY SS/SITE CD:    13  15547
DDATE: 03/31/06  DLVY FAN:           DTYPE: 010  SRVC TYPE:     MILEAGE:

DLVY DOE:  03/31/06  ORDER BY:
CANC:
CANC DOE:
TRADE:               DLVY TO:    
TRD DOE:                       
SRVC IN:                       PHILADELPHIA                   PA 
SRVC OUT:            CANC SRVC IN:
BFSO ORD DT:               BFSO CUST:
PRICE ASSUR DT:            PRICE ASSUR RT:

                                 --INCENTIVES--

CODE  PAY  SS/SITE   INV/INC NO      DATE     AMOUNT      MTHD  DLR SHR    STAT
 BPH   01  13 15547  00030017684   04/05/06     500.00     OA       0.00     9

PROCESS TYPE:   001  CHECK NO:                   SSN:
DATA SCE:      DLR   INC MEMO NO: 00030017684    AUTH PUR CD:
MISC DATE:           MISC:
POLICY PYMT CMNT:                                          ACTV TYPE: 6

CODE  PAY  SS/SITE   INV/INC NO      DATE     AMOUNT      MTHD  DLR SHR    STAT
 DXP   01  13 15547  00030017684   04/05/06     353.00     OA       0.00     9

PROCESS TYPE:   001  CHECK NO:                   SSN:
DATA SCE:      DLR   INC MEMO NO: 00030017684    AUTH PUR CD:
MISC DATE:           MISC:
POLICY PYMT CMNT:                                          ACTV TYPE: 6

CODE  PAY  SS/SITE   INV/INC NO      DATE     AMOUNT      MTHD  DLR SHR    STAT
 FFC   01  13 15547  00030005489   04/04/06      28.92     OA       0.00     9

PROCESS TYPE:   001  CHECK NO:                   SSN:
DATA SCE:      DLVY  INC MEMO NO: 00030005489    AUTH PUR CD:
MISC DATE:           MISC:
POLICY PYMT CMNT:                                          ACTV TYPE: 6

CODE  PAY  SS/SITE   INV/INC NO      DATE     AMOUNT      MTHD  DLR SHR    STAT
 MOB   02  13 15547  002439905     09/13/06   1,000.00     CA       0.00     9

PROCESS TYPE:   001  CHECK NO:      002439905    SSN:
DATA SCE:      VEND  INC MEMO NO: 00030941413    AUTH PUR CD:
MISC DATE:           MISC:
POLICY PYMT CMNT:                                          ACTV TYPE: A

PAYEE NAME:    FREDERICK GRACE
    STREET: 3410 ASHVILLE ST
      CITY: PHILADELPHIA                   ST/PROV: PA ZIP: 19136-3020



RCMPR010               VEHICLE DELIVERY/INCENTIVE HISTORY             05/12/07
                       PROCESSING SOURCE: CHEVROLET                   15:59:58
                                                               PAGE:         2

VIN: 1G1ZT6182 6F             SELLG SCE: 13   MDL YR: 06   ORD NO: JMCG1P

CODE  PAY  SS/SITE   INV/INC NO      DATE     AMOUNT      MTHD  DLR SHR    STAT
 SZA   01  13 15547  2336138       04/07/06     100.00     OP       0.00     9

PROCESS TYPE:   004  CHECK NO:                   SSN:
DATA SCE:      VEND  INC MEMO NO: 2336138        AUTH PUR CD:
MISC DATE:           MISC:
POLICY PYMT CMNT:                                          ACTV TYPE: A

CODE  PAY  SS/SITE   INV/INC NO      DATE     AMOUNT      MTHD  DLR SHR    STAT
 SZB   01  13 15547  2336134       04/07/06      10.00     OP       0.00     9

PROCESS TYPE:   004  CHECK NO:                   SSN:
DATA SCE:      VEND  INC MEMO NO: 2336134        AUTH PUR CD:
MISC DATE:           MISC:
POLICY PYMT CMNT:                                          ACTV TYPE: A

CODE  PAY  SS/SITE   INV/INC NO      DATE     AMOUNT      MTHD  DLR SHR    STAT
 UDP   01  13 15547  00030017684   04/05/06   3,000.00     OA       0.00     9

PROCESS TYPE:   001  CHECK NO:                   SSN:
DATA SCE:      DLR   INC MEMO NO: 00030017684    AUTH PUR CD:
MISC DATE:           MISC:
POLICY PYMT CMNT:                                          ACTV TYPE: 6

CODE  PAY  SS/SITE   INV/INC NO      DATE     AMOUNT      MTHD  DLR SHR    STAT
 XMC   01  13 15547  145379        04/14/06   1,068.39     OP       0.00     9

PROCESS TYPE:   004  CHECK NO:                   SSN:
DATA SCE:      GMAC  INC MEMO NO: 145379         AUTH PUR CD:
MISC DATE: 03/31/06  MISC: 0000093881MEA0
POLICY PYMT CMNT:                                          ACTV TYPE: 6





















2006 MALIBU MAXX LT                          CHEVROLET MOTOR DIVISION
88U  MEDIUM GRAY METALLIC           /V6G     GENERAL MOTORS CORPORATION
19C  EBONY                                   100 RENAISSANCE CENTER
ORDER NO. JMCG1P/TRE      STOCK NO.          DETROIT      MI  48243-1114
VIN 1G1 ZT61 82 6F                      VEHICLE INVOICE 1AD76711067
***************************************************************13*15547S
MODEL & FACTORY OPTIONS               MSRP    INV AMT  RETAIL - STOCK
1ZT68 MALIBU MAXX LT              21025.00   19448.13  INVOICE 11/04/05
LX9 3.5L V6 ENGINE                     N/C        N/C  SHIPPED 11/04/05
MX0 4-SPEED AUTO TRANSMISSION          N/C        N/C  EXP I/T 11/18/05
NE1 50-STATE EMISSIONS                 N/C        N/C  INT COM 11/18/05
VK3 FRONT LICENSE PLATE BRACKET       0.00       0.00  PRC EFF 11/04/05
                                                       KEYS G0416 G0416
                                                       WFP-S QTR  OPT-1
                                                       BANK: GMAC - 020
                                                       CHG-TO    15-547

                                                       SHIP WT:  3410
                                                       HP:       32.9
                                                       GMS:     19517.38
                                                       SUPPLR:  20392.29
                                                       MRM:     21650.00
                                                       MEMO      976.25

TOTAL MODEL & OPTIONS              21025.00  19448.13  ACT 231 19442.38
DESTINATION CHARGE                   625.00    625.00  H/B 261   630.75
LAM DEALER CONTRIBUTION                        210.25  ADV 261   210.25
LAM GROUP CONTRIBUTION                         210.25  EXP 65A   210.25

TOTAL                              21650.00  20493.63  PAY 310 20493.63
MEMO: TOTAL LESS HOLDBACK AND
      APPROX WHOLESALE FINANCE CREDIT        19547.50
***********************************************************************
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. 020
REEDMAN-TOLL AUTO WORLD                  VIN 1G1ZT61826F
                                         $  20493.63 INV  1AD76711067
                                         DUE 11/18/05  DEALER  15-547





 
Revised 11/11/08 

Privileged and Confidential Information 
 

CASE ASSESSMENT – LEGAL (NON SMALL CLAIMS) 
 

By: Pat Easley State: PA 
 

 
Customer Name:  Service Request: 71-695081590 GM Legal File No.:  N/A 
 
Vehicle ID No.:  1G1ZT61826F  In Service Date: 3/31/2006 Vehicle is: NEW BAC Code: 206432 
Year, Make & Model: 2006 Chevrolet Malibu Maxx Vehicle Purchased Used on: N/A 
Lien holder:   GMAC     Other : {Name} DVM requests 

involvement?: no  
Purchase Price of 
Vehicle: $ 22,684.04 Was TAC contacted for this vehicle NO 

 
 

 
If TAC was NOT contacted, why?  No need to as customer has been in for a concern not duplicated and 
pitted rotors which were repaired. 
    

VEHICLE REPAIR HISTORY 
 Brakes 

       

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

10-2-07 826158 * 7,271 C/S vibration when braking.  Happens at highway speed.  /All 4 rotors 
pitted and have excessive thickness variations.  Road test and inspect.  –
Machine all 4 rotors and road test.  Necessary to replace front rotors due 
to being warped. 

 
 Engine/Fuel/Exhaust 

       

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

1-4-08 840069 * 9,329 C/S that at idle, sound like a percolating coffee pot.-No problem found .  
All noises normal. 

 
 

 Steering 
       

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

12-20-06 717050 1 3,066 C/S when parking in a tight spot power steering hard to steer-Customer 
concern not duplicated.  Normal condition.  No problem found at this 
time. 

     
6-22-07 735340 1 6,221 C/S when at a stop or at a very slow speed, (ie. parking), the power 

steering does not work.  Customer can hardly turn the steering wheel.  
The tires will not turn.  OK when driving at higher speeds.  /Scan power 
steering system.  No codes.  Road test.  Make parking maneuvers.-
Cannot duplicate.  Working Normally.  

     
1-20-09 786635 1 14,528 C/S check power steering.  Inoperative when making parking maneuvers.  

/Scan PSCM.  No codes. Road test.  Cannot duplicate concern. 
 
3/6/09      E9448 - REPOSITION I-SHAFT TO CORRECT NOISE – from GMVIS 
 
 

 Axle 
       



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

1-4-08 840069 1 9,329 C/S when first pulling away and coming to a stop, hears a rubbing sound 
in the rear.-No problem 

 
 
 

 Wheel/Tires 
       

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

10-3-07 826158 1 7,271 C/S power steering does not seem to be operating when driving at low 
speeds.  /Check operation.  All 4 tires 10 PSI low.  –Adjust tire pressures 
and check.  OK. 

     
    C/S torque steering takes wheel out of hands when lane changing at 

highway speed.-See JOB #1. 
 
 
 
Accident/Insurance Information: 
 
Has the vehicle ever been involved in an accident?No 
Did you confirm your answer with the dealer?Yes 
What type of damage was sustained (example front end collision)N/A 
__________________________________________________ 
Are the RO's attached if the vehicle was in an accident? N/A 
 
Has the customer filed any insurances claims on this Vehicle? N/A 
  
If Yes. Did the insurance company deny the claim? N/A  
 
Are there any Aftermarket Modifications to the Vehicle?NO 
Have you confirm this with the dealership? Yes  
 
 
 
 

THE STATE LEMON LAW READS: 
 
Days out of service:  30 
Repairs 3 
Time period : 12 months, 12,000 miles 
Does Lemon Law state nonconformity must continue to exist? Yes 
If applicable, safety-related repairs  
Safety-related time period  

 

 
Number of repair attempts in the presumption period: 2 
Total days out of service during the presumption period: 1 
Total days out of service during customer’s ownership:   5 
 

      PERTINENT VEHICLE INFORMATION PROVIDED BY District Service Manager 
 
 
 



 
 
 
 
 
 

   PERTINENT VEHICLE INFORMATION PROVIDED BY DEALER SERVICE MGR(S) 
 
 
 
 
 
 

 
 
 

PERTINENT FACTS FROM PREVIOUS SRs WHICH RELATE TO YOUR EVALUATION 
 

Concern:  Previous SR found related to mobility scooter lift placed on vehicle 
Date & Offer/Result:  
 
Concern:  
Date & Offer/Result:  
 
Concern:  
Date & Offer/Result:  

 
RECOMMENDATION  

 
Denial 
 
 
 
 
 

RATIONALE 
 
1 actual repair rotors were replaced in 2007 
The next several visits to the dealer yielded either operating as designed or no problem found  
Tire pressure adjusted 
 
 
 
 
 

REASON FOR REMOVAL 
 
 
 
 
 
 
 
CRS FINAL OFFER:  DATE:  OFFER TO CUST: $ 
   ATTORNEY FEES: $ 



   OR INCLUSIVE OFFER: $ 
 
PLAINTIFF’S FINAL 
DEMAND: 

 DATE:  AMOUNT TO CUST: $ 

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



 
COMPONENT DESCRIPTION 

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

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

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

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

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

Engine/Fuel & 
Exhaust 

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

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

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

column, rack and pinion, pump assembly and Quadrasteer. 

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

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

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

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





















































 
Revised 11/11/08 

Privileged and Confidential Information 
 

CASE ASSESSMENT – LEGAL (NON SMALL CLAIMS) 
 

By: Pat Easley State: PA 
 

 
Customer Name:  Service Request: 71-695081590 GM Legal File No.:  N/A 
 
Vehicle ID No.:  1G1ZT61826F  In Service Date: 3/31/2006 Vehicle is: NEW BAC Code: 206432 
Year, Make & Model: 2006 Chevrolet Malibu Maxx Vehicle Purchased Used on: N/A 
Lien holder:   GMAC     Other : {Name} DVM requests 

involvement?: no  
Purchase Price of 
Vehicle: $ 22,684.04 Was TAC contacted for this vehicle NO 

 
 

 
If TAC was NOT contacted, why?  No need to as customer has been in for a concern not duplicated and 
pitted rotors. 
    

VEHICLE REPAIR HISTORY 
 Brakes 

       

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

10-2-07 826158 * 7,271 C/S vibration when braking.  Happens at highway speed.  /All 4 rotors 
pitted and have excessive thickness variations.  Road test and inspect.  –
Machine all 4 rotors and road test.  Necessary to replace front rotors due 
to being warped. 

 
 Engine/Fuel/Exhaust 

       

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

1-4-08 840069 * 9,329 C/S that at idle, sound like a percolating coffee pot.-No problem found .  
All noises normal. 

 
 

 Steering 
       

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

12-20-06 717050 1 3,066 C/S when parking in a tight spot power steering hard to steer-Customer 
concern not duplicated.  Normal condition.  No problem found at this 
time. 

     
6-22-07 735340 1 6,221 C/S when at a stop or at a very slow speed, (ie. parking), the power 

steering does not work.  Customer can hardly turn the steering wheel.  
The tires will not turn.  OK when driving at higher speeds.  /Scan power 
steering system.  No codes.  Road test.  Make parking maneuvers.-
Cannot duplicate.  Working Normally.  

     
1-20-09 786635 1 14,528 C/S check power steering.  Inoperative when making parking maneuvers.  

/Scan PSCM.  No codes. Road test.  Cannot duplicate concern. 
 
 
 
 

 Axle 
       



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

1-4-08 840069 1 9,329 C/S when first pulling away and coming to a stop, hears a rubbing sound 
in the rear.-No problem 

 
 
 

 Wheel/Tires 
       

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

10-3-07 826158 1 7,271 C/S power steering does not seem to be operating when driving at low 
speeds.  /Check operation.  All 4 tires 10 PSI low.  –Adjust tire pressures 
and check.  OK. 

     
    C/S torque steering takes wheel out of hands when lane changing at 

highway speed.-See JOB #1. 
 
 
 
Accident/Insurance Information: 
 
Has the vehicle ever been involved in an accident?No 
Did you confirm your answer with the dealer?Yes 
What type of damage was sustained (example front end collision)N/A 
__________________________________________________ 
Are the RO's attached if the vehicle was in an accident? N/A 
 
Has the customer filed any insurances claims on this Vehicle? N/A 
  
If Yes. Did the insurance company deny the claim? N/A  
 
Are there any Aftermarket Modifications to the Vehicle?NO 
Have you confirm this with the dealership? Yes  
 
 
 
 

THE STATE LEMON LAW READS: 
 
Days out of service:  30 
Repairs 3 
Time period : 12 months, 12,000 miles 
Does Lemon Law state nonconformity must continue to exist? Yes 
If applicable, safety-related repairs  
Safety-related time period  

 

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

      PERTINENT VEHICLE INFORMATION PROVIDED BY District Service Manager 
 
 
 



 
 
 
 
 
 

   PERTINENT VEHICLE INFORMATION PROVIDED BY DEALER SERVICE MGR(S) 
 
 
 
 
 
 

 
 
 

PERTINENT FACTS FROM PREVIOUS SRs WHICH RELATE TO YOUR EVALUATION 
 

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

 
RECOMMENDATION  

 
 
 
 
 
 
 

RATIONALE 
 
 
 
 
 
 
 

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



PLAINTIFF’S FINAL 
DEMAND: 

 DATE:  AMOUNT TO CUST: $ 

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



 
COMPONENT DESCRIPTION 

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

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

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

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

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

Engine/Fuel & 
Exhaust 

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

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

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

column, rack and pinion, pump assembly and Quadrasteer. 

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

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

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

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







May 5, 2009 
 
Connie Postelli, Esq. 
Law Offices of Connie J Postelli 
19952 Torrence Ave 
Lynwood, IL 60411 
 
 
RE:  v. General Motors Corporation 

Service Request: 71-701759847 
2006 Pontiac G6 
Vehicle Identification Number: 1G2ZG558964
Customer Relationship Specialist: Shera Vasquez 

 
 
Dear Ms. Postelli: 
 
Enclosed please find a check in the amount of $6,500.00 made payable to and 

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



































 

 

       VIA FAX ONLY 
March 12, 2009 
 
Gregory Moss, Esq. 
Krohn & Moss, Ltd. 
120 West Madison Street 10th Floor 
Chicago, IL 60602 
 
RE:  
 Service Request: 71-701759847 

2006 Pontiac G6 
 Vehicle Identification Number: 1G2ZG558964
 Customer Relationship Specialist: Edna Rodriguez 
 
Dear Mr. Moss: 
 
We regret that your client(s) is dissatisfied with her 2006 Pontiac G6 and that several attempts by the 
dealer to resolve the concerns have not met your client(s) expectations.  General Motors takes great pride 
in the service we provide to our customers, and we apologize for any inconvenience and frustration 
experienced by your client(s). 
 
After careful review of this case, Pontiac Division of General Motors would like to make the following 
voluntary settlement offer for all defendants.  This offer is being made in an effort to reach an early 
resolution that will be equitable to your client(s) and reinforce General Motors’ commitment to its 
customers. General Motors requests you make this offer available to your client(s) at the earliest possible 
opportunity. 
 
A cash settlement of $ 4,000.00. 
 
The above offer is inclusive of any and all costs, fees, expenses, and attorney’s fees, known or unknown, 
that are associated with the above-referenced vehicle and is contingent upon receipt of a copy of the 
current registration (valid for at least 30 days beyond the date this letter is signed by your client) to show 
proof of ownership. 
 
Your client(s) would retain the vehicle.   
 
If this offer is acceptable to your client(s), please have your client(s) sign this offer letter as well as the 
attached release and return them to us at the fax number shown on the fax cover sheet.  This offer is good 
for 10 calendar days from the date of this letter.  If your client(s) do not agree with the terms of this offer, 
we ask that you contact us immediately to further discuss resolution of this matter.   
 



Page 2 
 

 

Furthermore, this settlement offer is contingent upon General Motors receiving a completed W-9 
containing your Federal Tax ID.  Failure to return the W-9 will result in a delay of processing this offer.  
To assist in ensuring the security of this information, the W-9 form needs to be faxed back to 
GM separately from all other settlement documents.  The W-9 form can be downloaded from the IRS 
website at www.irs.gov.  In addition, the IRS website will provide instructions for completing the W-9. 
 
Please refer to the service request number above when contacting our Business Resource Center at 1-800-
231-1841 Monday through Friday between 8:00 a.m. and 5:00 p.m., Eastern Time.   
 
Sincerely, 
 
General Motors Corporation 
 
 
cc:  FILE 
 
LG0044 
V01032008 
 
Attach. 
 
 
 
 
_____________________________________ 
  Odometer 
 
_____________________________________ ____________________________________ 

Client’s Signature    Client’s Signature 
 
_____________________________________ ____________________________________ 

Date       Date 
 





































































































































































































































 
Revised 11/11/08 

Privileged and Confidential Information 
 

CASE ASSESSMENT – LEGAL (NON SMALL CLAIMS) 
By: Cynthia Reyes State: IL 

 
Customer Name:  Service Request: 71-701759847 GM Legal File No.:  668219 
Vehicle ID No.:  1G2ZG558964  In Service Date: 2/28/2006 Vehicle is: Used BAC Code: 116079 
Year, Make & Model: 2006 Pontiac G6 Vehicle Purchased Used on: 6/16/08 at 

odometer 20,735  
Lien holder:   GMAC     Other :  Drive Financial Services DVM requests 

involvement?: N 
Purchase Price of 
Vehicle: $ 13,564.69 Was TAC contacted for this vehicle (Y/N)? : Y - #10471803 Yes, TAC 

states Normal condition. 
 
   

VEHICLE REPAIR HISTORY 
 STEERING 

       

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

09/03/08 298231 2 22,942 C/S AT TIMES STEERING WHEEL BINDS WHEN DRIVING & TURNING. / 
TEST DOVE THE VEHICLE, FOUND CONDITION NORMAL. – CALLED TAC. 
CUSTOMER ADVISED NORMAL CONDITION.  1 DAY RENTAL PER 
CUSTOMER SATISFACTION. *(PER SVC. MGR. FRANK DEKRUIFF TAC 
CASE#10471803). 
 

12/22/08 306271 5* 24,344 C/S POWER STEERING LIGHT COMES ON AND ENGINE DIES, RESTARTS 
BACK UP. / SHORTED. – POWER STEERING ASSIST MOTOR 
REPLACEMENT. 4 RENTAL. *(PER SVC. MGR. FRANK DEKRUIFF DAYS 
OUT VERIFIED). 
 

01/22/09 308379 14* 24,623 C/S THE STEERING WILL BE VERY TIGHT AND DIFFICULT TO TURN 
WITH WARNING DISPLAYING ACROSS RADIO. IT WILL FREE UP TO 
MOVE NOT TOO OFTEN AT ALL IT IS MORE DIFFICULT THEN EASY. – 
RECALIBRATED AND RELEARNED SYSTEM DUE TO STEERING NOT 
RESPONDING TO SIGNALS. REPLACED THE STEERING COLUMN 12/22/08 
BY TECH #2 AT 24,344 AND BEFORE THAT THE CUSTOMER HAD SAME 
CONCERNS 9/4/08 AT 22,942 RO#298231 WITH TECH #33 AND CAR 
WAS RECALIBRATED AT THAT TIME WITH NO HISTORY CODES 
IN THE SYSTEM AS WELL. TEST DRIVEN TWICE WITH NO 
CONCERNS DUPLICATED AFTERWARDS. 3 DAYS RENTAL. *(PER 
SVC. MGR. FRANK DEKRUIFF UNABLE TO VERIFY DAYS OUT OF 
SERVICE. “I THINK CUSTOMER REFUSED TO PICK IT UP”).  

 
 BODY/TRIM 

       

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

06/30/08 293366 2 21,247 PER WE OWE DRIVER DOOR HINGES SQUEAK. – METRO BODY SHOP. 
WE OWE REPAIR REAR BUMPER. – METRO BODY SHOP.RENTAL. 

 
 WHEEL/TIRES 

       

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



     

06/30/08 293366 * 21,247 LH FRONT TIRE IS LOOSING AIR. – NO LEAKS FOUND AT THE TIME 
OF SERVICE.  

 
 

 Other 
       

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

03/06/06 228114 N/A 3 PRIOR TO SALE - FLOOR MATS PER WE OWE ATTACHED. CUSTOMER 
WILL RETURN ANOTHER DAY FOR DETAIL. NOT PERFORMING TODAY.   
 

05/07/08 289279 NA 19,460 PRIOR TO SALE LOF. 6,000 MILES MAINTENANCE. – REPLACE FRONT 
AND REAR BRAKE PADS – RESURFACE FRONT & REAR ROTORS. 
 

08/16/08 296990 * 22,512 3K GM QUICK LUBE PLUS 28 POINT INSPECTION.  
 
Accident/Insurance Information: 
Has the vehicle ever been involved in an accident Y or N? Unaware 
Did you confirm your answer with the dealer Y or N? Yes 
Are there any Aftermarket Modifications to the Vehicle Y or N? No  
Have you confirm this with the dealership Y or N? Yes 
 

THE STATE LEMON LAW READS: 
Days out of service:  30 or more 
Repairs:  4 or more 
Time period:   18 months from original delivery 
Does Lemon Law state nonconformity must continue to exist?  Yes 
If applicable, safety-related repairs   NA 
Safety-related time period  

 

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:   23 
 

      PERTINENT VEHICLE INFORMATION PROVIDED BY District 
Service Manager 
 
DVM James Cocking responded with option “D” to e-mail request.  
 

   PERTINENT VEHICLE INFORMATION PROVIDED BY DEALER 
SERVICE MGR(S) 
 
CRS spoke to service manager Frank Dekruiff, he states the customer has not been back to the dealership since last 
repair. There is no further information. 
 

PERTINENT FACTS FROM PREVIOUS SRs WHICH RELATE TO YOUR 
EVALUATION 

 
NISM Negotiations: 
3/2/09 – Empowerment  $2500 up to $4k inclusive 



3/10/09 – Offer out $2,500 inclusive  
3/12/09 – Counteroffer $9,100 
3/12/09 – Offer out $4,000 inclusive  
3/12/09 – Counteroffer from Cassie Yates  $8,100 inclusive. 
 

 
 
 
 
 
 
 
 

RECOMMENDATION  
 

Cash  $4,600.00 inclusive  
3/17/09 – Counteroffer from PC $8,000 inclusive. 
3/17/09 – Recommend final offer $5,000 inclusive for reasons specified below. 
3/18/09 – Offer out $5,000 inclusive – counteroffer $7,000 inclusive  
3/19/09 – recommend no further adjustment  for reasons specified below –No concerns duplicated on last visit 1/22/09 
 
3/30/09 – Recommend removal to LC – PC rejects final offer of $5,000 inclusive -10 day letter was sent 3/20 and no 
response from PC   
 

 
RATIONALE 

 
Vehicle was purchased used (not certified) at 20,735 miles.  Has had 3 repairs to steering the last 
being 1/22/09 when steering column was replaced.  Svc mgr states no repairs since.  Vehicle had 
no prior history of steering repairs prior to this purchase.  23 days out since ownership.  Total 
price paid $13,564.69. 

 
 

REASON FOR REMOVAL 
 

PC demand not reasonable for this non-certified used vehicle with no history of steering concerns 
prior to sale at 20,735 miles.  Vehicle purchase price $13,564.69.  Steering column replaced on 
3rd repair visit and no warranty repairs since.  Does not appear to meet LL presumption.  Vehicle 
is still under warranty and GM has discharged its obligations under its limited warranty. 

 
Removed to LC and settled for $6500 due to steering issues. 
 



 
Revised 11/11/08 

Privileged and Confidential Information 
 

CASE ASSESSMENT – LEGAL (NON SMALL CLAIMS) 
By: Cynthia Reyes State: IL 

 
Customer Name:   Service Request: 71-701759847 GM Legal File No.:  N/A 
Vehicle ID No.:  1G2ZG558964  In Service Date: 2/28/2006 Vehicle is: Used BAC Code: 116079 
Year, Make & Model: 2006 Pontiac G6 Vehicle Purchased Used on: 6/16/08 at 

odometer 20,735  
Lien holder:   GMAC     Other :  Drive Financial Services DVM requests 

involvement?: N 
Purchase Price of 
Vehicle: $ 13,564.69 Was TAC contacted for this vehicle (Y/N)? : Y - #10471803 Yes, TAC 

states Normal condition. 
 
   

VEHICLE REPAIR HISTORY 
 STEERING 

       

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

09/03/08 298231 2 22,942 C/S AT TIMES STEERING WHEEL BINDS WHEN DRIVING & TURNING. / 
TEST DOVE THE VEHICLE, FOUND CONDITION NORMAL. – CALLED TAC. 
CUSTOMER ADVISED NORMAL CONDITION.  1 DAY RENTAL PER 
CUSTOMER SATISFACTION. *(PER SVC. MGR. FRANK DEKRUIFF TAC 
CASE#10471803). 
 

12/22/08 306271 5* 24,344 C/S POWER STEERING LIGHT COMES ON AND ENGINE DIES, RESTARTS 
BACK UP. / SHORTED. – POWER STEERING ASSIST MOTOR 
REPLACEMENT. 4 RENTAL. *(PER SVC. MGR. FRANK DEKRUIFF DAYS 
OUT VERIFIED). 
 

01/22/09 308379 14* 24,623 C/S THE STEERING WILL BE VERY TIGHT AND DIFFICULT TO TURN 
WITH WARNING DISPLAYING ACROSS RADIO. IT WILL FREE UP TO 
MOVE NOT TOO OFTEN AT ALL IT IS MORE DIFFICULT THEN EASY. – 
RECALIBRATED AND RELEARNED SYSTEM DUE TO STEERING NOT 
RESPONDING TO SIGNALS. REPLACED THE STEERING COLUMN 12/22/08 
BY TECH #2 AT 24,344 AND BEFORE THAT THE CUSTOMER HAD SAME 
CONCERNS 9/4/08 AT 22,942 RO#298231 WITH TECH #33 AND CAR 
WAS RECALIBRATED AT THAT TIME WITH NO HISTORY CODES 
IN THE SYSTEM AS WELL. TEST DRIVEN TWICE WITH NO 
CONCERNS DUPLICATED AFTERWARDS. 3 DAYS RENTAL. *(PER 
SVC. MGR. FRANK DEKRUIFF UNABLE TO VERIFY DAYS OUT OF 
SERVICE. “I THINK CUSTOMER REFUSED TO PICK IT UP”).  

 
 BODY/TRIM 

       

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

06/30/08 293366 2 21,247 PER WE OWE DRIVER DOOR HINGES SQUEAK. – METRO BODY SHOP. 
WE OWE REPAIR REAR BUMPER. – METRO BODY SHOP.RENTAL. 

 
 WHEEL/TIRES 

       

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

06/30/08 293366 * 21,247 LH FRONT TIRE IS LOOSING AIR. – NO LEAKS FOUND AT THE TIME OF 
SERVICE.  

 



 
 Other 

       

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

03/06/06 228114 N/A 3 PRIOR TO SALE - Floor mats per we owe attached. Customer will return 
another day for detail. Not performing today.   
 

05/07/08 289279 NA 19,460 PRIOR TO SALE LOF. 6,000 miles maintenance. – Replace front and rear 
brake pads – Resurface front & rear rotors. 
 

08/16/08 296990 * 22,512 3K GM quick lube plus 28 point inspection.  
 
Accident/Insurance Information: 
Has the vehicle ever been involved in an accident Y or N? Unaware 
Did you confirm your answer with the dealer Y or N? Yes 
Are there any Aftermarket Modifications to the Vehicle Y or N? No  
Have you confirm this with the dealership Y or N? Yes 
 

THE STATE LEMON LAW READS: 
Days out of service:   
Repairs: 
Time period:  
Does Lemon Law state nonconformity must continue to exist?  
If applicable, safety-related repairs  
Safety-related time period  

 

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:   12 
 

      PERTINENT VEHICLE INFORMATION PROVIDED BY District Service Manager 
 
DVM James Cocking responded with option “D” to e-mail request.  
 

   PERTINENT VEHICLE INFORMATION PROVIDED BY DEALER SERVICE MGR(S) 
 
CRS spoke to service manager Frank Dekruiff, he states the customer has not been back to the dealership since last 
repair. There is no further information. 
 

PERTINENT FACTS FROM PREVIOUS SRs WHICH RELATE TO YOUR EVALUATION 
 

3/2/09 – Empowerment  $2500 up to $4k inclusive 
3/10/09 – Offer out $2,500 inclusive  
3/12/09 – Counteroffer $9,100 
3/12/09 – Offer out $4,000 inclusive  

 
RECOMMENDATION  

 
None pending response to last offer out 3/12/09 
 

 
 
 
 



RATIONALE 
 
 
 

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

 DATE:  AMOUNT TO CUST: $ 

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



 
COMPONENT DESCRIPTION 

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

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

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

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

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

Engine/Fuel & 
Exhaust 

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

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

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

column, rack and pinion, pump assembly and Quadrasteer. 

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

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

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

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



 

 

       VIA FAX ONLY 
March 10, 2009 
 
Gregory Moss, Esq. 
Krohn & Moss, Ltd. 
120 West Madison Street 10th Floor 
Chicago, IL 60602 
 
RE:  
 Service Request: 71-701759847 

2006 Pontiac G6 
 Vehicle Identification Number: 1G2ZG558964  
 Customer Relationship Specialist: Edna Rodriguez 
 
Dear Mr. Moss: 
 
We regret that your client(s) is dissatisfied with her 2006 Pontiac G6 and that several attempts by the 
dealer to resolve the concerns have not met your client(s) expectations.  General Motors takes great pride 
in the service we provide to our customers, and we apologize for any inconvenience and frustration 
experienced by your client(s). 
 
After careful review of this case, Pontiac Division of General Motors would like to make the following 
voluntary settlement offer for all defendants.  This offer is being made in an effort to reach an early 
resolution that will be equitable to your client(s) and reinforce General Motors’ commitment to its 
customers. General Motors requests you make this offer available to your client(s) at the earliest possible 
opportunity. 
 
A cash settlement of $ 2,500.00. 
 
The above offer is inclusive of any and all costs, fees, expenses, and attorney’s fees, known or unknown, 
that are associated with the above-referenced vehicle and is contingent upon receipt of a copy of the 
current registration (valid for at least 30 days beyond the date this letter is signed by your client) to show 
proof of ownership. 
 
Your client(s) would retain the vehicle.   
 
If this offer is acceptable to your client(s), please have your client(s) sign this offer letter as well as the 
attached release and return them to us at the fax number shown on the fax cover sheet.  This offer is good 
for 10 calendar days from the date of this letter.  If your client(s) do not agree with the terms of this offer, 
we ask that you contact us immediately to further discuss resolution of this matter.   
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Furthermore, this settlement offer is contingent upon General Motors receiving a completed W-9 
containing your Federal Tax ID.  Failure to return the W-9 will result in a delay of processing this offer.  
To assist in ensuring the security of this information, the W-9 form needs to be faxed back to 
GM separately from all other settlement documents.  The W-9 form can be downloaded from the IRS 
website at www.irs.gov.  In addition, the IRS website will provide instructions for completing the W-9. 
 
Please refer to the service request number above when contacting our Business Resource Center at 1-800-
231-1841 Monday through Friday between 8:00 a.m. and 5:00 p.m., Eastern Time.   
 
Sincerely, 
 
General Motors Corporation 
 
 
cc:  FILE 
 
LG0044 
V01032008 
 
Attach. 
 
 
 
 
_____________________________________ 
  Odometer 
 
_____________________________________ ____________________________________ 

Client’s Signature    Client’s Signature 
 
_____________________________________ ____________________________________ 

Date       Date 
 

























































 
Revised 11/11/08 

Privileged and Confidential Information 
 

CASE ASSESSMENT – LEGAL (NON SMALL CLAIMS) 
By: Cynthia Reyes State: IL 

 
Customer Name:   Service Request: 71-701759847 GM Legal File No.:  668219 
Vehicle ID No.:  1G2ZG558964  In Service Date: 2/28/2006 Vehicle is: Used BAC Code: 116079 
Year, Make & Model: 2006 Pontiac G6 Vehicle Purchased Used on: 6/16/08 at 

odometer 20,735  
Lien holder:   GMAC     Other :  Drive Financial Services DVM requests 

involvement?: N 
Purchase Price of 
Vehicle: $ 13,564.69 Was TAC contacted for this vehicle (Y/N)? : Y - #10471803 Yes, TAC 

states Normal condition. 
 
   

VEHICLE REPAIR HISTORY 
 STEERING 

       

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

09/03/08 298231 2 22,942 C/S AT TIMES STEERING WHEEL BINDS WHEN DRIVING & TURNING. / 
TEST DOVE THE VEHICLE, FOUND CONDITION NORMAL. – CALLED TAC. 
CUSTOMER ADVISED NORMAL CONDITION.  1 DAY RENTAL PER 
CUSTOMER SATISFACTION. *(PER SVC. MGR. FRANK DEKRUIFF TAC 
CASE#10471803). 
 

12/22/08 306271 5* 24,344 C/S POWER STEERING LIGHT COMES ON AND ENGINE DIES, RESTARTS 
BACK UP. / SHORTED. – POWER STEERING ASSIST MOTOR 
REPLACEMENT. 4 RENTAL. *(PER SVC. MGR. FRANK DEKRUIFF DAYS 
OUT VERIFIED). 
 

01/22/09 308379 14* 24,623 C/S THE STEERING WILL BE VERY TIGHT AND DIFFICULT TO TURN 
WITH WARNING DISPLAYING ACROSS RADIO. IT WILL FREE UP TO 
MOVE NOT TOO OFTEN AT ALL IT IS MORE DIFFICULT THEN EASY. – 
RECALIBRATED AND RELEARNED SYSTEM DUE TO STEERING NOT 
RESPONDING TO SIGNALS. REPLACED THE STEERING COLUMN 12/22/08 
BY TECH #2 AT 24,344 AND BEFORE THAT THE CUSTOMER HAD SAME 
CONCERNS 9/4/08 AT 22,942 RO#298231 WITH TECH #33 AND CAR 
WAS RECALIBRATED AT THAT TIME WITH NO HISTORY CODES 
IN THE SYSTEM AS WELL. TEST DRIVEN TWICE WITH NO 
CONCERNS DUPLICATED AFTERWARDS. 3 DAYS RENTAL. *(PER 
SVC. MGR. FRANK DEKRUIFF UNABLE TO VERIFY DAYS OUT OF 
SERVICE. “I THINK CUSTOMER REFUSED TO PICK IT UP”).  

 
 BODY/TRIM 

       

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

06/30/08 293366 2 21,247 PER WE OWE DRIVER DOOR HINGES SQUEAK. – METRO BODY SHOP. 
WE OWE REPAIR REAR BUMPER. – METRO BODY SHOP.RENTAL. 

 
 WHEEL/TIRES 

       

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

06/30/08 293366 * 21,247 LH FRONT TIRE IS LOOSING AIR. – NO LEAKS FOUND AT THE TIME 
OF SERVICE.  

 



 
 Other 

       

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

03/06/06 228114 N/A 3 PRIOR TO SALE - FLOOR MATS PER WE OWE ATTACHED. CUSTOMER 
WILL RETURN ANOTHER DAY FOR DETAIL. NOT PERFORMING TODAY.   
 

05/07/08 289279 NA 19,460 PRIOR TO SALE LOF. 6,000 MILES MAINTENANCE. – REPLACE FRONT 
AND REAR BRAKE PADS – RESURFACE FRONT & REAR ROTORS. 
 

08/16/08 296990 * 22,512 3K GM QUICK LUBE PLUS 28 POINT INSPECTION.  
 
Accident/Insurance Information: 
Has the vehicle ever been involved in an accident Y or N? Unaware 
Did you confirm your answer with the dealer Y or N? Yes 
Are there any Aftermarket Modifications to the Vehicle Y or N? No  
Have you confirm this with the dealership Y or N? Yes 
 

THE STATE LEMON LAW READS: 
Days out of service:  30 or more 
Repairs:  4 or more 
Time period:   18 months from original delivery 
Does Lemon Law state nonconformity must continue to exist?  Yes 
If applicable, safety-related repairs   NA 
Safety-related time period  

 

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:   23 
 

      PERTINENT VEHICLE INFORMATION PROVIDED BY District Service Manager 
 
DVM James Cocking responded with option “D” to e-mail request.  
 

   PERTINENT VEHICLE INFORMATION PROVIDED BY DEALER SERVICE MGR(S) 
 
CRS spoke to service manager Frank Dekruiff, he states the customer has not been back to the dealership since last 
repair. There is no further information. 
 

PERTINENT FACTS FROM PREVIOUS SRs WHICH RELATE TO YOUR EVALUATION 
 

NISM Negotiations: 
3/2/09 – Empowerment  $2500 up to $4k inclusive 
3/10/09 – Offer out $2,500 inclusive  
3/12/09 – Counteroffer $9,100 
3/12/09 – Offer out $4,000 inclusive  
3/12/09 – Counteroffer from Cassie Yates  $8,100 inclusive. 
 

 
 
 
 
 
 



 
 

RECOMMENDATION  
 

Cash  $4,600.00 inclusive  
3/17/09 – Counteroffer from PC $8,000 inclusive. 
3/17/09 – Recommend final offer $5,000 inclusive for reasons specified below. 
3/18/09 – Offer out $5,000 inclusive – counteroffer $7,000 inclusive  
3/19/09 – recommend no further adjustment  for reasons specified below –No concerns duplicated on last visit 1/22/09 
 

 
RATIONALE 

 
Vehicle was purchased used (not certified) at 20,735 miles.  Has had 3 repairs to steering the last being 1/22/09 when 
steering column was replaced.  Svc mgr states no repairs since.  Vehicle had no prior history of steering repairs prior 
to this purchase.  23 days out since ownership.  Total price paid $13,564.69. 

 
 

REASON FOR REMOVAL 
 

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

 DATE:  AMOUNT TO CUST: $ 

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



 
COMPONENT DESCRIPTION 

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

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

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

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

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

Engine/Fuel & 
Exhaust 

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

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

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

column, rack and pinion, pump assembly and Quadrasteer. 

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

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

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

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























 
Revised 11/11/08 

Privileged and Confidential Information 
 

CASE ASSESSMENT – LEGAL (NON SMALL CLAIMS) 
By: Cynthia Reyes State: IL 

 
Customer Name:   Service Request: 71-701759847 GM Legal File No.:  N/A 
Vehicle ID No.:  1G2ZG558964  In Service Date: 2/28/2006 Vehicle is: Used BAC Code: 116079 
Year, Make & Model: 2006 Pontiac G6 Vehicle Purchased Used on: 6/16/08 at 

odometer 20,735  
Lien holder:   GMAC     Other :  Drive Financial Services DVM requests 

involvement?: N 
Purchase Price of 
Vehicle: $ 13,564.69 Was TAC contacted for this vehicle (Y/N)? : Y - #10471803 

 
If TAC was NOT contacted, why? Yes, TAC states Normal condition. 
    

VEHICLE REPAIR HISTORY 
 Steering 

       

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

09/03/08 298231 2 22,942 C/S At times steering wheel binds when driving & turning. / Test dove the 
vehicle, found condition normal. – Called TAC. Customer advised 
normal condition.  
1 day rental per customer satisfaction. *(Per Svc. Mgr. Frank Dekruiff TAC 
Case#10471803). 

12/22/08 306271 5* 24,344 C/S Power steering light comes on and engine dies, restarts back up. / 
Shorted. – Power steering assist motor replacement.  
4 Rental. *(Per Svc. Mgr. Frank Dekruiff days out verified). 

01/22/09 308379 14* 24,623 C/S The steering will be very tight and difficult to turn with warning 
displaying across radio. It will free up to move not too often at all it is 
more difficult then easy. – Recalibrated and relearned system due to 
steering not responding to signals. Replaced the steering column 12/22/08 
by tech #2 at 24,344 and before that the customer had same concerns 
9/4/08 at 22,942 RO#298231 with tech #33 and car was recalibrated at 
that time with no history codes in the system as well. Test driven twice 
with no concerns duplicated afterwards.  
3 days rental. *(Per Svc. Mgr. Frank Dekruiff unable to verify days out of 
service. “I think customer refused to pick it up”).  

 
 Body/Trim 

       

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

06/30/08 293366 2 21,247 Per we owe driver door hinges squeak. – Metro Body Shop.  
We owe repair rear bumper. – Metro Body Shop. 
Rental. 

 
 Wheel/Tires 

       

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

06/30/08 293366 * 21,247 LH front tire is loosing air. – No leaks found at the time of service.  
 

 Other 
       

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

03/06/06 228114 N/A 3 Floor mats per we owe attached. Customer will return another day for 
detail. Not performing today.  
*Prior to sale. 

05/07/08 289279 * 19,460 LOF. 6,000 miles maintenance. – Replace front and rear brake pads – 



Resurface front & rear rotors.  
*Prior to sale. 

08/16/08 296990 * 22,512 3K GM quick lube plus 28 point inspection.  
 
Accident/Insurance Information: 
Has the vehicle ever been involved in an accident Y or N? Unaware 
Did you confirm your answer with the dealer Y or N? Yes 
Are there any Aftermarket Modifications to the Vehicle Y or N? No  
Have you confirm this with the dealership Y or N? Yes 
 

THE STATE LEMON LAW READS: 
Days out of service:   
Repairs: 
Time period:  
Does Lemon Law state nonconformity must continue to exist?  
If applicable, safety-related repairs  
Safety-related time period  

 

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:   12 
 

      PERTINENT VEHICLE INFORMATION PROVIDED BY District Service Manager 
DVM James Cocking responded with option “D” to e-mail request.  
 

   PERTINENT VEHICLE INFORMATION PROVIDED BY DEALER SERVICE MGR(S) 
CRS spoke to service manager Frank Dekruiff, he states the customer has not been back to the dealership since last 
repair. There is no further information. 
 

PERTINENT FACTS FROM PREVIOUS SRs WHICH RELATE TO YOUR EVALUATION 
Concern: No other related SR’s. 

 
RECOMMENDATION  

CRS recommends $2,500.00 to $4,000.00 
 

RATIONALE 
Ms. White purchased a USED 2006 Pontiac G6 with 20,735 miles on 6/16/08. In service date of vehicle is 2/28/06. 
Customer had 3 complaints regarding steering, with 2 repairs. Repairs included replacing power steering motor and 
recalibrating/relearning system. As of last complaint on 1/22/09 vehicle had 24,623 miles. 
 

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

 DATE:  AMOUNT TO CUST: $ 

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



 
COMPONENT DESCRIPTION 

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

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

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

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

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

Engine/Fuel & 
Exhaust 

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

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

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

column, rack and pinion, pump assembly and Quadrasteer. 

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

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

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

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

























May 27, 2009 
 
Laura Applegate, Esq. 
David J Gorberg & Associates 
32 Parking Plz Ste 700 
Ardmore, PA 19003 
 
RE: v. General Motors Corporation 
 Service Request: 71-710264833 

2006 Chevrolet Malibu MAXX 
 Vehicle Identification Number: 1G1ZT61846F

Customer Relationship Specialist: Michael Nordstrom 
 
Dear Ms. Applegate: 
 
Enclosed please find a check in the amount of $3,400.00 inclusive made payable to and 

and David J Gorberg & Associates, PC to settle the above-referenced case.   
 
A 36 month/ 45,000 mile (whichever comes first) Steering Component Letter will be sent directly to 

after processing. 
 
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 
 
 
LG0008 
V07092007
 



























 

 

March 28, 2009       VIA FAX ONLY 
 
Rich Caswell, Service Manager 
WASHINGTON CHEVROLET  
Washington, PA  
 
RE:  
 Service Request: 71-710264833 

2006 Chevrolet Malibu MAXX 
 Vehicle Identification Number: 1G1ZT61846F
 Customer Relationship Specialist: Mary Greer 
 
Dear 
 

Mr. Caswell:  

This is a letter of notification regarding a legal matter involving the above referenced customer.  Please 
provide us with copies of all dealer sales and service documents regarding this vehicle. The specific 
documents needed are: 
 
• Service and body shop repair orders of all internal, customer pay, and warranty repair orders, 

(to include front and back as well as technician notes).  Also, include any receipts for 
aftermarket or dealer add-ons. 

 
Please fax them, right away, to the number on the fax cover sheet.  If there are any fax difficulties or the 
documents exceed 50 pages, please split the fax and send two or more faxes as appropriate. 
 
In addition, should you be contacted by another party regarding this matter, you may want to consult your 
own attorney for further direction.  Your cooperation is greatly appreciated.  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.   
 
Sincerely, 
 
General Motors Corporation 
 











Privileged and Confidential Information 
 

CASE ASSESSMENT – LEGAL (NON SMALL CLAIMS) 
 

Last updated by Michael Nordstrom on 5/19/09 
Settled for 3400k incl and 36/45 Steering CCL 

By: Dianna Barber  State: PA 
 

Customer Name:  Service Request: 71-710264833 GM Legal File No.:  N/A 
 
Vehicle ID No.:  1G1ZT61846F  In Service Date: 10/26/2006 Vehicle is: NEW BAC Code: 204396  
Year, Make & Model: 2006 Chevrolet Malibu MAXX Vehicle Purchased Used on: N/A 
Lien holder:   GMAC     Other : paid cash DVM requests 

involvement? 
Option D - 

Purchase Price of 
Vehicle: $ 20,333.41 Was TAC contacted for this vehicle (Y/N)? :  NO, not needed 

 
VEHICLE REPAIR HISTORY 

 
If TAC was contacted, what did they say?  
If TAC was NOT contacted, why?  (Ask Dealership) no need for assistance with diagnostics  
 
 

 BODY/TRIM 
       

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

3/3/08 54593 2 6697 C/S Right front outside mirror rattles 
/ Glass is loose 

- Replaced right front outside mirror assembly  
- Paint right front outside mirror 
 

3/20/08 55151 1 6697 C/S Front outside mirror rattles, glass is loose 
/ Right outside mirror loose, defective part 

- Replaced right front outside mirror 
- Paint right front outside mirror  
 

12/04/08 68090 1 13600 C/S that the cover on the driver’s side vanity mirror on the sun visor is 
disconnected – ordered part, will call when in 

     
12/17/08 68521 1 13917 C/S that the cover on the vanity mirror is loose / loose – replace visor 

vanity mirror 
     
03/02/09 65394 1 15342 C/S screws at hatch rusted, parts in – replace screws on tailgate chrome 

strip, rusting, clean off strip 
 

3/7/09 65605 1 15487 C/S Left front visor for mirror broken 
/ Lid not staying open 

- Replaced left front sun shade 
 

 
 

 ELECTRICAL 
       

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

12/04/08 68090 * 13600 C/S that the one key fob does not work as far away as the other one, 
sometimes it will not start the car / internal fault in transmitter – replace 
transmitter remote door/rear compartment lock 
 

2/23/09 65184 * 15230 C/S Key FOB inoperable 
/ Tested on tester and failed, found battery hold down loose from board 



- Replace transmitter 
 

 
 
 
 
 

 STEERING 
       

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

     
02/18/08 54172 2 6389 C/S power steering assist in-op, sitting still feels like no assist / working ok 

now, system overload – replaced steering column 
     
02/25/08 54357 1 6400 C/S power steering seems stiff / motor supplies insufficient torque – 

replace power steering assist motor 
     
12/04/08 68090 1 13600 C/S that the power steering gets very hard to turn at times ( intermittent ) 

–ordered parts, will call when parts come in 
     
12/17/08 68521 * 13917 C/S that the power steering gets very hard to turn / parts are in – replace 

coil and ground as per bulletin 08-02-32-005 
     
2/23/09 65184 1 15230 C/S Binds at slow speeds 

- operating as designed at this time 
 

03/02/09 65394 * 15342 C/S power steering binds and clunking in front end / excessive spline 
clearance – replace I shaft 
 
Order visor mirror 
 

     
     
 
 

THE STATE LEMON LAW READS: 
 
Days out of service:  30 or more calendar days 
Repairs 3 or more 
Time period: 12/12k miles 
Does Lemon Law state nonconformity must continue to exist? YES 
 
If applicable, safety-related repairs: 
Safety-related time period n/a 
 
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:   12 
 
 
Accident/Insurance Information: 
 
Has the vehicle ever been involved in an accident?   Y or N       NO 
Did you confirm your answer with the dealer/attorney?   Y or N    YES 
What type of damage was sustained (example front end collision):  N/A 
Are the RO's attached if the vehicle was in an accident?   Y or N    N/A 
Has the customer filed any insurances claims on this Vehicle?   Y or N   N/A 
If Yes. Did the insurance company deny the claim? Y or N       N/A 
Are there any Aftermarket Modifications to the Vehicle?   Y or N      NO 



Have you confirmed this with the dealership?  Y or N          YES  
If “Yes” to aftermarket, please list: 

      PERTINENT VEHICLE INFORMATION PROVIDED BY District Service Manager 
 
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 .   jack.h.adams@gm.com  
 
 
 

   PERTINENT VEHICLE INFORMATION PROVIDED BY DEALER SERVICE MGR(S) 
 
Svc mgr went through his ROs - he stated that customer has brought the vehicle to the dealership 3 times since the 
Intermediate Steering shaft was replaced, and he has not mentioned having concerns with the steering. Svc mgr states it 
appears that the steering concern is repaired.  He also mentioned that one visit when the customer was complaining of 
the steering being stiff, they checked the air pressure in his tires, and it was very low, and that was causing his steering 
to be stiff. 
 
 

PERTINENT FACTS FROM PREVIOUS SRs WHICH RELATE TO YOUR EVALUATION 
 

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

 
RECOMMENDATION AND RATIONALE 

 
CRS recommends denial at this time. LS rejected recommendation 
 
Empowered for 2400k to 3400k incl and 36/45 Steering CCL 
 
PC accepted 3400k incl and 36/45 Steering CCL 
 

REASON FOR REMOVAL 
 
The vehicle does not appear to meet PA LL. The vehicle has experienced 0 repairs within presumptive period and all other 
repairs are minor. There was one bulletin 08-02-32-005 which resulted in replacing of the steering coil, ground and shaft, 
all covered under b2b and appears to have been repaired. The vehicle has 16k miles and the last time at the dealership 
was on 3/7/09 for a replacement of a sun shade. There does not appear to be any significant impairment to the vehicles 
use value or safety. 
 
 
 
 
 
CRS FINAL OFFER: :3400k incl DATE: 5/18/09 OFFER TO CUST: $ 
   ATTORNEY FEES: $ 
   OR INCLUSIVE OFFER: $3400k 

incl 
 
PLAINTIFF’S FINAL : DATE:  AMOUNT TO CUST: $ 



DEMAND: 
   ATTORNEY FEES: $ 
   OR INCLUSIVE OFFER: $ 
 
 
TEAM LEAD 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. 











DVM Jack Adams: 
  
Hi, my name is Mary Greer. This email is to follow up on my voicemail 
regarding Service Request 71-710264833 for customer . 
The customer’s vehicle is a 2006 Chevrolet Malibu Maxx with 15,487 miles.  
The customer has been working with Washington Chevrolet in Washington, 
PA.  Due to time constraints, your response to this e-mail is required within 
24 hours.  
  
This is a Not in Suit Matter. This means a demand letter has been sent to our 
office by the customer’s attorney indicating that the customer may pursue a 
lawsuit unless GM can resolve the customer’s vehicle concern.  We are 
reviewing this case for possible settlement in our Early Resolution program.  
The settlements offers can range from denial up to repurchase, depending on 
the severity of the concerns. Because of this, we would like you to review the 
following options: 
  
A)  I have information on this case that may assist in your review (please 
provide in your reply) and would like to review any potential offer of 
repurchase before it is made. 
  
B)  I am not aware of this vehicle or customer’s concerns.  However, I would 
like to review any potential offer of repurchase before it is made. 
  
C)  I have information on this case that may assist in your review (please 
provide in your reply).  However, I agree to cede the final decision on this 
case to the Early Resolution program (You will be notified of the resolution 
after the settlement has been reached). 
  
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). 
  
Please reply only by email with one of the above options within 24 hours.  
Your written feedback will be documented and e-mail attached to our case, 
and is an important step in our accurate and timely case resolution.   
  
  
Thank you, 
  
Mary Greer 
Email: mary_greer@gmexpert.com 
Phone: 866-790-5600 X 11135 
  
 

mailto:mary_greer@gmexpert.com�










































May 27, 2009 
 
Laura Applegate, Esq. 
David J Gorberg & Associates 
32 Parking Plz Ste 700 
Ardmore, PA 19003 
 
RE: v. General Motors Corporation 
 Service Request: 71-710264833 

2006 Chevrolet Malibu MAXX 
 Vehicle Identification Number: 1G1ZT61846F

Customer Relationship Specialist: Michael Nordstrom 
 
Dear Ms. Applegate: 
 
Enclosed please find a check in the amount of $3,400.00 inclusive made payable to 

and David J Gorberg & Associates, PC to settle the above-referenced case.   
 
A 36 month/ 45,000 mile (whichever comes first) Steering Component Letter will be sent directly to 

after processing. 
 
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 
 
 
LG0008 
V07092007
 



























 

 

March 28, 2009       VIA FAX ONLY 
 
Rich Caswell, Service Manager 
WASHINGTON CHEVROLET  
Washington, PA  
 
RE:  
 Service Request: 71-710264833 

2006 Chevrolet Malibu MAXX 
 Vehicle Identification Number: 1G1ZT61846F
 Customer Relationship Specialist: Mary Greer 
 
Dear 
 

Mr. Caswell:  

This is a letter of notification regarding a legal matter involving the above referenced customer.  Please 
provide us with copies of all dealer sales and service documents regarding this vehicle. The specific 
documents needed are: 
 
• Service and body shop repair orders of all internal, customer pay, and warranty repair orders, 

(to include front and back as well as technician notes).  Also, include any receipts for 
aftermarket or dealer add-ons. 

 
Please fax them, right away, to the number on the fax cover sheet.  If there are any fax difficulties or the 
documents exceed 50 pages, please split the fax and send two or more faxes as appropriate. 
 
In addition, should you be contacted by another party regarding this matter, you may want to consult your 
own attorney for further direction.  Your cooperation is greatly appreciated.  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.   
 
Sincerely, 
 
General Motors Corporation 
 











Privileged and Confidential Information 
 

CASE ASSESSMENT – LEGAL (NON SMALL CLAIMS) 
 

Last updated by Michael Nordstrom on 5/19/09 
Settled for 3400k incl and 36/45 Steering CCL 

By: Dianna Barber  State: PA 
 

Customer Name:  Service Request: 71-710264833 GM Legal File No.:  N/A 
 
Vehicle ID No.:  1G1ZT61846F  In Service Date: 10/26/2006 Vehicle is: NEW BAC Code: 204396  
Year, Make & Model: 2006 Chevrolet Malibu MAXX Vehicle Purchased Used on: N/A 
Lien holder:   GMAC     Other : paid cash DVM requests 

involvement? 
Option D - 

Purchase Price of 
Vehicle: $ 20,333.41 Was TAC contacted for this vehicle (Y/N)? :  NO, not needed 

 
VEHICLE REPAIR HISTORY 

 
If TAC was contacted, what did they say?  
If TAC was NOT contacted, why?  (Ask Dealership) no need for assistance with diagnostics  
 
 

 BODY/TRIM 
       

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

3/3/08 54593 2 6697 C/S Right front outside mirror rattles 
/ Glass is loose 

- Replaced right front outside mirror assembly  
- Paint right front outside mirror 
 

3/20/08 55151 1 6697 C/S Front outside mirror rattles, glass is loose 
/ Right outside mirror loose, defective part 

- Replaced right front outside mirror 
- Paint right front outside mirror  
 

12/04/08 68090 1 13600 C/S that the cover on the driver’s side vanity mirror on the sun visor is 
disconnected – ordered part, will call when in 

     
12/17/08 68521 1 13917 C/S that the cover on the vanity mirror is loose / loose – replace visor 

vanity mirror 
     
03/02/09 65394 1 15342 C/S screws at hatch rusted, parts in – replace screws on tailgate chrome 

strip, rusting, clean off strip 
 

3/7/09 65605 1 15487 C/S Left front visor for mirror broken 
/ Lid not staying open 

- Replaced left front sun shade 
 

 
 

 ELECTRICAL 
       

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

12/04/08 68090 * 13600 C/S that the one key fob does not work as far away as the other one, 
sometimes it will not start the car / internal fault in transmitter – replace 
transmitter remote door/rear compartment lock 
 

2/23/09 65184 * 15230 C/S Key FOB inoperable 
/ Tested on tester and failed, found battery hold down loose from board 



- Replace transmitter 
 

 
 
 
 
 

 STEERING 
       

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

     
02/18/08 54172 2 6389 C/S power steering assist in-op, sitting still feels like no assist / working ok 

now, system overload – replaced steering column 
     
02/25/08 54357 1 6400 C/S power steering seems stiff / motor supplies insufficient torque – 

replace power steering assist motor 
     
12/04/08 68090 1 13600 C/S that the power steering gets very hard to turn at times ( intermittent ) 

–ordered parts, will call when parts come in 
     
12/17/08 68521 * 13917 C/S that the power steering gets very hard to turn / parts are in – replace 

coil and ground as per bulletin 08-02-32-005 
     
2/23/09 65184 1 15230 C/S Binds at slow speeds 

- operating as designed at this time 
 

03/02/09 65394 * 15342 C/S power steering binds and clunking in front end / excessive spline 
clearance – replace I shaft 
 
Order visor mirror 
 

     
     
 
 

THE STATE LEMON LAW READS: 
 
Days out of service:  30 or more calendar days 
Repairs 3 or more 
Time period: 12/12k miles 
Does Lemon Law state nonconformity must continue to exist? YES 
 
If applicable, safety-related repairs: 
Safety-related time period n/a 
 
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:   12 
 
 
Accident/Insurance Information: 
 
Has the vehicle ever been involved in an accident?   Y or N       NO 
Did you confirm your answer with the dealer/attorney?   Y or N    YES 
What type of damage was sustained (example front end collision):  N/A 
Are the RO's attached if the vehicle was in an accident?   Y or N    N/A 
Has the customer filed any insurances claims on this Vehicle?   Y or N   N/A 
If Yes. Did the insurance company deny the claim? Y or N       N/A 
Are there any Aftermarket Modifications to the Vehicle?   Y or N      NO 



Have you confirmed this with the dealership?  Y or N          YES  
If “Yes” to aftermarket, please list: 

      PERTINENT VEHICLE INFORMATION PROVIDED BY District Service Manager 
 
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 .   jack.h.adams@gm.com  
 
 
 

   PERTINENT VEHICLE INFORMATION PROVIDED BY DEALER SERVICE MGR(S) 
 
Svc mgr went through his ROs - he stated that customer has brought the vehicle to the dealership 3 times since the 
Intermediate Steering shaft was replaced, and he has not mentioned having concerns with the steering. Svc mgr states it 
appears that the steering concern is repaired.  He also mentioned that one visit when the customer was complaining of 
the steering being stiff, they checked the air pressure in his tires, and it was very low, and that was causing his steering 
to be stiff. 
 
 

PERTINENT FACTS FROM PREVIOUS SRs WHICH RELATE TO YOUR EVALUATION 
 

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

 
RECOMMENDATION AND RATIONALE 

 
CRS recommends denial at this time. LS rejected recommendation 
 
Empowered for 2400k to 3400k incl and 36/45 Steering CCL 
 
PC accepted 3400k incl and 36/45 Steering CCL 
 

REASON FOR REMOVAL 
 
The vehicle does not appear to meet PA LL. The vehicle has experienced 0 repairs within presumptive period and all other 
repairs are minor. There was one bulletin 08-02-32-005 which resulted in replacing of the steering coil, ground and shaft, 
all covered under b2b and appears to have been repaired. The vehicle has 16k miles and the last time at the dealership 
was on 3/7/09 for a replacement of a sun shade. There does not appear to be any significant impairment to the vehicles 
use value or safety. 
 
 
 
 
 
CRS FINAL OFFER: :3400k incl DATE: 5/18/09 OFFER TO CUST: $ 
   ATTORNEY FEES: $ 
   OR INCLUSIVE OFFER: $3400k 

incl 
 
PLAINTIFF’S FINAL : DATE:  AMOUNT TO CUST: $ 



DEMAND: 
   ATTORNEY FEES: $ 
   OR INCLUSIVE OFFER: $ 
 
 
TEAM LEAD 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. 











DVM Jack Adams: 
  
Hi, my name is Mary Greer. This email is to follow up on my voicemail 
regarding Service Request 71-710264833 for customer . 
The customer’s vehicle is a 2006 Chevrolet Malibu Maxx with 15,487 miles.  
The customer has been working with Washington Chevrolet in Washington, 
PA.  Due to time constraints, your response to this e-mail is required within 
24 hours.  
  
This is a Not in Suit Matter. This means a demand letter has been sent to our 
office by the customer’s attorney indicating that the customer may pursue a 
lawsuit unless GM can resolve the customer’s vehicle concern.  We are 
reviewing this case for possible settlement in our Early Resolution program.  
The settlements offers can range from denial up to repurchase, depending on 
the severity of the concerns. Because of this, we would like you to review the 
following options: 
  
A)  I have information on this case that may assist in your review (please 
provide in your reply) and would like to review any potential offer of 
repurchase before it is made. 
  
B)  I am not aware of this vehicle or customer’s concerns.  However, I would 
like to review any potential offer of repurchase before it is made. 
  
C)  I have information on this case that may assist in your review (please 
provide in your reply).  However, I agree to cede the final decision on this 
case to the Early Resolution program (You will be notified of the resolution 
after the settlement has been reached). 
  
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). 
  
Please reply only by email with one of the above options within 24 hours.  
Your written feedback will be documented and e-mail attached to our case, 
and is an important step in our accurate and timely case resolution.   
  
  
Thank you, 
  
Mary Greer 
Email: mary_greer@gmexpert.com 
Phone: 866-790-5600 X 11135 
  
 

mailto:mary_greer@gmexpert.com�
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February 4, 2011 
 

Redlands, CA   
 
 
Service Request: 71-594275667 
Customer Relationship Specialist: Gavin Sanders 
 
Dear : 
 
Thank you for contacting us recently regarding the special coverage notice you received for your 2005 
Pontiac G6.  We apologize for any inconvenience you have experienced as a result of this special 
coverage. 
 
At Pontiac, we believe our customers have the right to expect long-term, reliable performance from our 
products.  There are, however, many variables that affect the life of the vehicle’s parts and appearance.  
Unfortunately, there are times when we identify a motor vehicle defect and release a special coverage 
notice to our loyal customers for their safety and satisfaction. 
 
We have reviewed your request for reimbursement on the 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 $630.11. 
 
At Pontiac, our commitment to customer satisfaction is a top priority.  We hope you understand our 
position.  If you have future questions, feel free to contact our Pontiac Customer Assistance Center at 1-
800-762-2737 Monday through Friday between 8:00 a.m. and 11:00 p.m., Eastern Time.  Please refer to 
your service request number above and any of our Customer Relationship Specialists will be happy to 
assist you. 
 
Sincerely,  
 
Pontiac Customer Assistance Center 
 
 
For more information regarding the maintenance and care of your vehicle, please visit 
www.mygmlink.com.  This free online service offers vehicle and ownership-related information and tools 
tailored to your specific vehicle.
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February 4, 2011 
 

 
Victorville, CA   
 
 
Service Request: 71-594280261 
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 $100.00. 
 
At Chevrolet, our commitment to customer satisfaction is a top priority.  We hope you understand our 
position.  If you have future questions, feel free to contact our Chevrolet Customer Assistance Center at 
1-800-222-1020 Monday through Friday between 8:00 a.m. and 11:00 p.m., Eastern Time.  Please refer to 
your service request number above and any of our Customer Relationship Specialists will be happy to 
assist you. 
 
Sincerely,  
 
Chevrolet Customer Assistance Center 
 
 
For more information regarding the maintenance and care of your vehicle, please visit 
www.mygmlink.com. This free online service offers vehicle and ownership-related information and tools 
tailored to your specific vehicle.
 















February 14, 2011 
 

 
Budd Lake, NJ   
 
 
Service Request: 71-595647102 
Customer Relationship Specialist: MJ Mason  
 
Dear  
 
Thank you for contacting us recently regarding the special coverage notice you received for your 
2005 Pontiac G6.  We apologize for any inconvenience you have experienced as a result of this 
special coverage. 
 
At Pontiac, we believe our customers have the right to expect long-term, reliable performance 
from our products.  There are, however, many variables that affect the life of the vehicle’s parts 
and appearance.  Unfortunately, there are times when we identify a motor vehicle defect and 
release a special coverage notice to our loyal customers for their safety and satisfaction. 
 
We have reviewed your request for reimbursement on the power steering assist that you had 
repaired.  We regret that we are unable to reimburse you the amount you requested because the 
part replaced is not the part covered by this special coverage. 
 
At Pontiac, our commitment to customer satisfaction is a top priority.  We hope you understand 
our position.  If you have any future questions, feel free to contact our Pontiac Customer 
Assistance Center at 1-800-762-2737 Monday through Friday between 8:00 a.m. and 11:00 p.m., 
Eastern Time.  Please refer to your service request number above and any of our Customer 
Relationship Specialists will be happy to assist you. 
 
Sincerely,  
 
Pontiac Customer Assistance Center
 



February 17, 2011 
 

Sun City, AZ 
 
 
Service Request: 71-596594318 
Customer Relationship Specialist: Jim Goldberg 
 
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 $709.87. 
 
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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March 10, 2011 
 

San Antonio, TX  
 
Service Request:  71-602651902 
Customer Relationship Specialist: Athena Faraday 
 
Dear    
 
Enclosed is the GM Product Special Coverage Customer Reimbursement Claim Form.  
Please complete the form in its entirety and return it to the address listed on the bottom of 
the form.  We will be happy to review your request for reimbursement on the power 
steering gear box that you had repaired once we have received this completed form. 
 
 
If you have any future questions, please feel free to contact our Pontiac Customer 
Assistance Center at 1-800-204-0261 Monday through Friday between 8:00 a.m. and 
11:00 p.m., Eastern Time.  Please refer to your service request number above and any of 
our Customer Relationship Managers will be happy to assist you. 
 
Sincerely,  
 
Pontiac Customer Assistance Center 
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GENERAL MOTORS 
PRODUCT SPECIAL COVERAGE CUSTOMER REIMBURSEMENT PROCEDURE 

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

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

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

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

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

 
Division 

 
Number 

Deaf, Hearing Impaired 
or Speech Impaired * 

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

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

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

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

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

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

 
 



GENERAL MOTORS 
PRODUCT SPECIAL COVERAGE CUSTOMER REIMBURSEMENT CLAIM FORM 

 
THIS SECTION TO BE COMPLETED BY CLAIMANT 

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

THE FOLLOWING DOCUMENTATION MUST ACCOMPANY THIS CLAIM FORM 
 

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

Please mail this claim form and the required documents to: 
 

General Motors Corporation 
P.O. Box 33170 

Detroit, MI 48232-5170 
 

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

 
 











March 10, 2011 
 

San Antonio, TX   
 
 
Service Request: 71-602651902 
Customer Relationship Specialist: Beau Casset  
 
Dear : 
 
Thank you for contacting us recently regarding the special coverage notice you received for your 
2005 Pontiac G6.  We apologize for any inconvenience you have experienced as a result of this 
special coverage. 
 
At Pontiac, we believe our customers have the right to expect long-term, reliable performance 
from our products.  There are, however, many variables that affect the life of the vehicle’s parts 
and appearance.  Unfortunately, there are times when we identify a motor vehicle defect and 
release a special coverage notice to our loyal customers for their safety and satisfaction. 
 
We have reviewed your request for reimbursement on the steering gear box that you had 
repaired.  We regret that we are unable to reimburse you the amount you requested because the 
part replaced is not the part covered by this special coverage. 
 
At Pontiac, our commitment to customer satisfaction is a top priority.  We hope you understand 
our position.  If you have any future questions, feel free to contact our Pontiac Customer 
Assistance Center at 1-800-762-2737 Monday through Friday between 8:00 a.m. and 11:00 p.m., 
Eastern Time.  Please refer to your service request number above and any of our Customer 
Relationship Specialists will be happy to assist you. 
 
Sincerely,  
 
Pontiac Customer Assistance Center
 

















March 10, 2011 

San Antonio, TX  
 
 
Service Request: 71-602651902 
Customer Relationship Specialist: Karl McTaggert 
 
Dear  
 
Thank you for contacting us recently regarding the special coverage notice you received for your 
2005 Pontiac G6.  We apologize for any inconvenience you have experienced as a result of this 
special coverage. 
 
At Pontiac, we believe our customers have the right to expect long-term, reliable performance 
from our products.  There are, however, many variables that affect the life of the vehicle’s parts 
and appearance.  Unfortunately, there are times when we identify a motor vehicle defect and 
release a special coverage notice to our loyal customers for their safety and satisfaction. 
 
We have reviewed your request for reimbursement on the front wheel hub that you had repaired.  
We regret that we are unable to reimburse you the amount you requested because the part 
replaced is not the part covered by this special coverage. 
 
At Pontiac, our commitment to customer satisfaction is a top priority.  We hope you understand 
our position.  If you have any future questions, feel free to contact our Pontiac Customer 
Assistance Center at 1-800-762-2737 Monday through Friday between 8:00 a.m. and 11:00 p.m., 
Eastern Time.  Please refer to your service request number above and any of our Customer 
Relationship Specialists will be happy to assist you. 
 
Sincerely,  
 
Pontiac Customer Assistance Center
 



 
 
Revised 8/02/2007 

Privileged and Confidential Information 
 

CASE ASSESSMENT 
 

By: Barclee Huggins   State: Minessota 
 

 
Customer Name:   Service Request: 71-

619324793 
BBB Case No.:  CHV0838069 

   
 
Vehicle ID No.:  
1G1ZT54815F

In Service 
Date: 
6/28/2005 

Vehicle is: nEW BAC Code: 132755 

Year, Make & Model: 2005 Chevrolet Malibu 
Mileage at Time of BBB Filing : 55,000 

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

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

DVM Name: Barry Tice CAM Name: Rob Johnson 
Phone/Cell Number: 612-799-4459 Phone Number: 630-961-6817 or 8-530-6817 

    

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

 Steering Noise 
       

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

06/26/07 473148 2 39,976 Customer States: There is a cracking noise coming from steering when 
turning. 
Goodwilled repair per Neal Olsen, steering gear has internal clunking when 
returning the steering wheel back to center.  Replaced the steering rack, 
performed a front end alignment, test drove vehicle and found no other 
clunking at this time. 

09/11/07 478289 2 44,674 Customer States: There is a cracking noise from the front when turning 
the wheel.  See history 
Advise: Found an internal clunk from the steering rack, rack needs to be 
replaced, parts warranty, replaced steering rack, performed front end 
alignment.  Test drove vehicle and found no further clunking at this time. 

10/16/07 480803 2 46767 Customer states: Clunk in the steering-history 
Test drove the vehicle and found the steering wheel is clunking around 
turns.  Shaft needs to be lubed and reinstalled.  R/R steering shaft and 
lubed, worked the lube deep in the slip shaft, test drove the vehicle and 
found no further clunking around turns at slow speeds. 
Added operation: Performing steering/suspension diagnosis 
Clunk in the steering over bumps, test drove vehicle, I-shaft is clunking 
around turns, performed steering/suspension diagnosis 

 
 Gas Cap Issue 

       

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

9/08/05 416306 1 3925 Customer States: the check gas cap warning light is on, fuel cap not 

arlene.thomas-randol
New Stamp



sealing 
Verified cust concern, connect scan tool – code P0455 present, test and 
diag. found fuel cap not sealing, replaced cap, retested-ok. 

 
 Oil Leak 

       

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

12/12/06 457310 1 27811 Customer States: We told her the right front axle seal is leaking 
Repair: Found oil leak from engine area, not axle seal, front main seal 
leaking will need new seal.  R&R front main seal, cleaned and checked oil 
level-ok. 

 
 {Symptom} 

       

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

                              
 

 {Symptom} 
       

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

                                 

 
 {Symptom} 

       

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

                              

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

       

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

8/27/05 415152 1 3450 Recall # 05548 Engine Harmonic Balancer not seated 
Recall to retorque harmonic balancer retorqued 

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

 Other 
       

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

                              

 
THE STATE LEMON LAW READS: 

 
Days out of service:  30 or more business days 
Repairs : 4 or more repair attempts  
Time period: within the written warranty terms or 2 years from the original delivery 
date to the customer.  
Does Lemon Law state nonconformity must continue to exist? yes 
If applicable, safety-related repairs :  nonconformity that results in complete failure 
of the braking or steering system of the vehicle, and is likely to cause death or 
serious bodily injury if the vehicle is driven, has been subject to repair at least once 
by the manufacturer, its agents or its authorized dealer, and the nonconformity 
continues to exist. 
Safety-related time period : 2 years after the original delivery date to the consumer 
or the remainder of the new veh warranty 
 



Number of repair attempts in the presumption period: 3 
Total days out of service during the presumption period: 9 
Total days out of service during customer’s ownership:   9 
 

Vehicle Meets Presumption of Lemon Law     NO   
 
 

RECOMMENDATION AND RATIONALE 
 

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

 
Cust sks: repurchase on vehicle 
 
DVM sts: Dahlberg, ’05 steering concern 
She has a CCL, she is not happy, as far as I can tell, it has been in there twice and we are covering all repairs, I do not 
see us buying anything back, especially since we have been covering the concerns. 
 
SVM sts: No maintenance at DLR, previous goodwill of steering CCL already given, all concerns covered under warranty 
 
CRS Rationale: No assistance, previously given assistance. 
 
 
CRS FINAL OFFER: No assistance DATE: 4/17/08 CUST: n/a 
Goodwill: n/a Attorney Fees (if applicable): ${Amount} 
 
TEAM LEAD APPROVING:  {Name} Date: {Date} 

 



 
COMPONENT DESCRIPTION 

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

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

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

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

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

Engine/Fuel & 
Exhaust 

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

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

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

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

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

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

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

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



 

 

ADR File Checklist 
  
 
SR Number:71-619324793 BBB Case:   CHV0838069 
Customer:       VIN:1G1ZT54815F
Make/Model/Year: Chevrolet/Malibu/2005 In Service: 6/28/2005  Mileage: 55,000 
Received Date: 4/11/08 Day 15 Date:        Goes Active:        
Primary Concern: Steering Concern 

 

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

  Initial Calls (72 hrs): 
  Customer Completion Date/Time: 4/14/08  / 10:20 AM 
  Dealer Svc Mgr Completion Date/Time: 4/11/08  / 4:12 PM 
  Dealer Finance Mgr Completion Date/Time:        /       
  AVM Completion Date/Time: 4/11/08  / 4:30 PM  

  Repair Orders Requested:    Received: 4/15/08   

  Sales Documents:    Received: 4/15/08   

  BARS / Finance Sheet 

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

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

  Settlement / Goodwill Offered Date:   

  All Documents Attached (by Day 15) 

  Arbitration Date:        

  Closing Activities: 
 Settlement Completion Date/Time: 5/22/08 / 9:49 AM 
 Executive Summary Completion Date/Time: 5/22/08 / 9:51 AM  
 Close Siebel Completion Date/Time: 5/22/08 / 9:52 AM  

 
 
DVM:  Barry Tice Node/Box: 630092 8170     
Service Dealer: LUPIENT CHEVROLET   Svc Mgr: Mike Suelter   
Selling Dealer: LUPIENT CHEVROLET   Contact: Mike Suelter   
 

NOTES:         



 
 
Revised 8/02/2007 

Privileged and Confidential Information 
 

CASE ASSESSMENT 
 

By: Barclee Huggins   State: Minessota 
 

 
Customer Name:   Service Request: 71-

619324793 
BBB Case No.:  CHV0838069 

   
 
Vehicle ID No.:  
1G1ZT54815F

In Service 
Date: 
6/28/2005 

Vehicle is: nEW BAC Code: 132755 

Year, Make & Model: 2005 Chevrolet Malibu 
Mileage at Time of BBB Filing : 55,000 

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

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

DVM Name: Barry Tice CAM Name: Rob Johnson 
Phone/Cell Number: 612-799-4459 Phone Number: 630-961-6817 or 8-530-6817 

    

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

 Steering Noise 
       

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

06/26/07 473148 2 39,976 Customer States: There is a cracking noise coming from steering when 
turning. 
Goodwilled repair per Neal Olsen, steering gear has internal clunking when 
returning the steering wheel back to center.  Replaced the steering rack, 
performed a front end alignment, test drove vehicle and found no other 
clunking at this time. 

09/11/07 478289 2 44,674 Customer States: There is a cracking noise from the front when turning 
the wheel.  See history 
Advise: Found an internal clunk from the steering rack, rack needs to be 
replaced, parts warranty, replaced steering rack, performed front end 
alignment.  Test drove vehicle and found no further clunking at this time. 

10/16/07 480803 2 46767 Customer states: Clunk in the steering-history 
Test drove the vehicle and found the steering wheel is clunking around 
turns.  Shaft needs to be lubed and reinstalled.  R/R steering shaft and 
lubed, worked the lube deep in the slip shaft, test drove the vehicle and 
found no further clunking around turns at slow speeds. 
Added operation: Performing steering/suspension diagnosis 
Clunk in the steering over bumps, test drove vehicle, I-shaft is clunking 
around turns, performed steering/suspension diagnosis 

 
 Gas Cap Issue 

       

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

9/08/05 416306 1 3925 Customer States: the check gas cap warning light is on, fuel cap not 



sealing 
Verified cust concern, connect scan tool – code P0455 present, test and 
diag. found fuel cap not sealing, replaced cap, retested-ok. 

 
 Oil Leak 

       

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

12/12/06 457310 1 27811 Customer States: We told her the right front axle seal is leaking 
Repair: Found oil leak from engine area, not axle seal, front main seal 
leaking will need new seal.  R&R front main seal, cleaned and checked oil 
level-ok. 

 
 {Symptom} 

       

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

                              
 

 {Symptom} 
       

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

                                 

 
 {Symptom} 

       

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

                              

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

       

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

8/27/05 415152 1 3450 Recall # 05548 Engine Harmonic Balancer not seated 
Recall to retorque harmonic balancer retorqued 

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

 Other 
       

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

                              

 
THE STATE LEMON LAW READS: 

 
Days out of service:  30 or more business days 
Repairs : 4 or more repair attempts  
Time period: within the written warranty terms or 2 years from the original delivery 
date to the customer.  
Does Lemon Law state nonconformity must continue to exist? yes 
If applicable, safety-related repairs :  nonconformity that results in complete failure 
of the braking or steering system of the vehicle, and is likely to cause death or 
serious bodily injury if the vehicle is driven, has been subject to repair at least once 
by the manufacturer, its agents or its authorized dealer, and the nonconformity 
continues to exist. 
Safety-related time period : 2 years after the original delivery date to the consumer 
or the remainder of the new veh warranty 
 



Number of repair attempts in the presumption period: 3 
Total days out of service during the presumption period: 9 
Total days out of service during customer’s ownership:   9 
 

Vehicle Meets Presumption of Lemon Law     NO   
 

PERTINENT FACTS FROM PREVIOUS SRs WHICH RELATE TO YOUR EVALUATION 
 

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

 
RECOMMENDATION AND RATIONALE 

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

 
Cust sks: 
 
DVM sts: 
 
SVM sts: 
 
CRS Rationale: 
 
 
CRS FINAL OFFER: {REPAIR/REP/TRADE} DATE: {Date} CUST: {Accepted / Declined} 
Goodwill: {Type} Attorney Fees (if applicable): ${Amount} 
 
TEAM LEAD APPROVING:  {Name} Date: {Date} 

 



 
COMPONENT DESCRIPTION 

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

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

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

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

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

Engine/Fuel & 
Exhaust 

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

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

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

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

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

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

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

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



 

 

ADR File Checklist 
  
 
SR Number:71-619324793 BBB Case:   CHV0838069 
Customer:       VIN:1G1ZT54815F   
Make/Model/Year: Chevrolet/Malibu/2005 In Service: 6/28/2005  Mileage: 55,000 
Received Date: 4/11/08 Day 15 Date:        Goes Active:        
Primary Concern: Steering Concern 

 

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

  Initial Calls (72 hrs): 
  Customer Completion Date/Time:        /       
  Dealer Svc Mgr Completion Date/Time: 4/11/08  / 4:12 PM 
  Dealer Finance Mgr Completion Date/Time:        /       
  AVM Completion Date/Time: 4/11/08  / 4:30 PM  

  Repair Orders Requested:    Received:         

  Sales Documents:    Received:         

  BARS / Finance Sheet 

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

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

  Settlement / Goodwill Offered Date:   

  All Documents Attached (by Day 15) 

  Arbitration Date:        

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

 
 
DVM:        Node/Box:        
Service Dealer:         Svc Mgr:         
Selling Dealer:         Contact:         
 

NOTES:         



 
 
Revised 8/02/2007 

Privileged and Confidential Information 
 

CASE ASSESSMENT 
 

By: Barclee Huggins   State: Minessota 
 

 
Customer Name:   Service Request: 71-

619324793 
BBB Case No.:  CHV0838069 

   
 
Vehicle ID No.:  
1G1ZT54815F

In Service 
Date: 
6/28/2005 

Vehicle is: nEW BAC Code: 132755 

Year, Make & Model: 2005 Chevrolet Malibu 
Mileage at Time of BBB Filing : 55,000 

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

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

DVM Name: Barry Tice CAM Name: Rob Johnson 
Phone/Cell Number: 612-799-4459 Phone Number: 630-961-6817 or 8-530-6817 

    

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

 {Symptom} 
       

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

                              

 
 {Symptom} 

       

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

                              
 

 {Symptom} 
       

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

                              

 
 {Symptom} 

       

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

                              
 

 {Symptom} 
       

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

                                 

 



 {Symptom} 
       

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

                              

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

       

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

                              

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

 Other 
       

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

                              

 
THE STATE LEMON LAW READS: 

 
Days out of service:  30 or more business days 
Repairs : 4 or more repair attempts  
Time period: within the written warranty terms or 2 years from the original delivery 
date to the customer.  
Does Lemon Law state nonconformity must continue to exist? yes 
If applicable, safety-related repairs :  nonconformity that results in complete failure 
of the braking or steering system of the vehicle, and is likely to cause death or 
serious bodily injury if the vehicle is driven, has been subject to repair at least once 
by the manufacturer, its agents or its authorized dealer, and the nonconformity 
continues to exist. 
Safety-related time period : 2 years after the original delivery date to the consumer 
or the remainder of the new veh warranty 
 
Number of repair attempts in the presumption period: {# of repair 

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

Vehicle Meets Presumption of Lemon Law     YES or   NO   
 

PERTINENT FACTS FROM PREVIOUS SRs WHICH RELATE TO YOUR EVALUATION 
 

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

 
RECOMMENDATION AND RATIONALE 

 



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

 
Cust sks: 
 
DVM sts: 
 
SVM sts: 
 
CRS Rationale: 
 
 
CRS FINAL OFFER: {REPAIR/REP/TRADE} DATE: {Date} CUST: {Accepted / Declined} 
Goodwill: {Type} Attorney Fees (if applicable): ${Amount} 
 
TEAM LEAD APPROVING:  {Name} Date: {Date} 

 



 
COMPONENT DESCRIPTION 

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

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

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

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

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

Engine/Fuel & 
Exhaust 

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

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

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

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

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

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

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

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



 

 

ADR File Checklist 
  
 
SR Number:71-619324793 BBB Case:   CHV0838069 
Customer:       VIN:1G1ZT54815F
Make/Model/Year: Chevrolet/Malibu/2005 In Service: 6/28/2005  Mileage: 55,000 
Received Date: 4/11/08 Day 15 Date:        Goes Active:        
Primary Concern: Steering Concern 

 

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

  Initial Calls (72 hrs): 
  Customer Completion Date/Time: 4/14/08  / 10:20 AM 
  Dealer Svc Mgr Completion Date/Time: 4/11/08  / 4:12 PM 
  Dealer Finance Mgr Completion Date/Time:        /       
  AVM Completion Date/Time: 4/11/08  / 4:30 PM  

  Repair Orders Requested:    Received: 4/15/08   

  Sales Documents:    Received:         

  BARS / Finance Sheet 

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

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

  Settlement / Goodwill Offered Date:   

  All Documents Attached (by Day 15) 

  Arbitration Date:        

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

 
 
DVM:        Node/Box:        
Service Dealer:         Svc Mgr:         
Selling Dealer:         Contact:         
 

NOTES:         



 
 
 

 
 
 

 
 

GENERAL MOTORS BUSINESS RESOURCE CENTER  
 

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

VIA  FAX ONLY 
 
April 11, 2008 
 
To:  Mike Suelter 

LUPIENT CHEVROLET  
1601 SOUTHTOWN DR  
BLOOMINGTON, MN  55431-1431  
(952) 884-3333 

                                                                           
Re: 
 Siebel Request: 71-619324793 
 2005 Chevrolet Malibu 
 VIN # 1G1ZT54815F
 
Dear Mr.: Mike Suelter: 
 
This is a letter of notification regarding a Better Business Bureau Case involving the above referenced customer.  
 
In order to perform a case assessment, please provide me with copies of all dealer sales and service documents 
regarding this vehicle.  The specific documents needed are: 

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

orders.  (Please include front and backs of the shop copies).  
 

**For customer privacy purposes, please block out all social security numbers that appear on sales documentation** 
 
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, 
 
Barclee Huggins 
 
Barclee Huggins 
BRC Customer Relationship Specialist 
Ph# 800-231-1841, prompt 9, prompt 5, extension 11801 
FAX# 866-256-2829 
barclee_huggins@gmexpert.com 
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