
February 4, 2011 
 

 

Radford, VA  
 
 
Service Request: 71-594075736 
Customer Relationship Specialist: Jane West 
 
Dear  
 
Thank you for contacting us recently regarding the special coverage notice you received for your 2005 
Chevrolet Malibu MAXX.  We apologize for any inconvenience you have experienced as a result of this 
special coverage. 
 
At Chevrolet, we believe our customers have the right to expect long-term, reliable performance from our 
products.  There are, however, many variables that affect the life of the vehicle’s parts and appearance.  
Unfortunately, there are times when we identify a motor vehicle defect and release a special coverage 
notice to our loyal customers for their safety and satisfaction. 
 
We have reviewed your request for reimbursement on the power steering 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 $935.53. 
 
At Chevrolet, our commitment to customer satisfaction is a top priority.  We hope you understand our 
position.  If you have future questions, feel free to contact our Chevrolet Customer Assistance Center at 
1-800-222-1020 Monday through Friday between 8:00 a.m. and 11:00 p.m., Eastern Time.  Please refer to 
your service request number above and any of our Customer Relationship Specialists will be happy to 
assist you. 
 
Sincerely,  
 
Chevrolet Customer Assistance Center 
 
 
For more information regarding the maintenance and care of your vehicle, please visit 
www.mygmlink.com.  This free online service offers vehicle and ownership-related information and tools 
tailored to your specific vehicle.
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February 7, 2011 
 

Bellaire, TX  
 
 
Service Request: 71-594830346 
Customer Relationship Specialist: Gavin Sanders 
 
Dear : 
 
Thank you for contacting us recently regarding the special coverage notice you received for your 2005 
Chevrolet Malibu.  We apologize for any inconvenience you have experienced as a result of this special 
coverage. 
 
At Chevrolet, we believe our customers have the right to expect long-term, reliable performance from our 
products.  There are, however, many variables that affect the life of the vehicle’s parts and appearance.  
Unfortunately, there are times when we identify a motor vehicle defect and release a special coverage 
notice to our loyal customers for their safety and satisfaction. 
 
We have reviewed your request for reimbursement on the 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 $623.62. 
 
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
 



March 31, 2011 
 
 

Granite Falls, NC  
 
 
Service request: 71-661001676 
Vehicle Identification Number: 1G8AJ55F26Z
Customer Relationship Specialist: Nicholas Sennema 
 
 
Dear : 
 
Thank you for allowing us the opportunity to review the concerns involving your 2006 Saturn 
ION 2.  Unfortunately, our attempts to reach you by phone on 9/17/2008, 9/18/2008, 9/19/2008 
and 9/22/2008 were unsuccessful.    
 
Therefore, we will not be able to take any further action regarding your concern until we have an 
opportunity to discuss this with you.  We will continue to hold your file open for 10 days.   
 
Please contact our Business Resource Center at 1-800-231-1841 Monday through Friday between 
8:00 a.m. and 5:00 p.m., Eastern Time.  Please refer to your service request number above when 
calling. 
 
Sincerely, 
 
General Motors Corporation 
 
 
 
 
 
 
PA0005 
V05112006
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Privileged and Confidential Information 
 

CASE ASSESSMENT 
 

By: Nick Sennema State: North Carolina 
 

 
Customer Name:   Service Request:  

71-661001676 
BBB Case No.:  SAT0848896 

   
 
Vehicle ID No.:  
1G8AJ55F26Z

In Service 
Date: 
1/24/2006 

Vehicle is: Used BAC Code: 
121806 Saturn 
of Hickory 
(servicing) 

Year, Make & Model: 2006 Saturn ION 2 
Mileage at Time of BBB Filing (56,600) 

Vehicle Purchased Used on: 7/21/07 at odometer 
35,500 

Lien holder:   Other: State Farm Bank Sale Type:   Purchase  
DVM Name: Randy Duffy CAM Name: Aubrey Washington 
Phone/Cell Number: 404082 8815 
Service Managers Name: Rob 

Phone Number: 678-240-9832 

    
VEHICLE REPAIR HISTORY 

 
Throughout the entire form, use an asterisk (*) if day(s) out of service are already counted in another 
category. 
 
PLACE A CHECKMARK IN THE BOX FOR THE MAJOR CONCERN BASED ON REPAIR ORDERS.  USE “N/A” 
IF THERE WERE NO REPAIRS FOR THE COMPONENT GROUP. 
 
HAS TAC BEEN CONTACTED FOR SERVICE HISTORY – NO – REPAIRS WERE NOT COMPLETED, 
ONLY DIAGNOSTIC WAS DONE AND THE CUSTOMER DID NOT WANT TO PAY 
 

 steering warning coming on, hard to turn the wheel 
       

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 
 
Have you file to collect any insurance claims with this vehicle - N/A 
What were the dates 
What was the reason you filed 
 
Are there any Aftermarket Modifications to the Vehicle - N 



Have you confirm this with the customer - Y 
List: 
 
Was a Trade Repurchase offered to the customer    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: Customer is INELIGIBLE due to filing outside of 12/12 
 
Lemon Law Repurchase/Replacement: Customer is INELIGIBLE due to vehicle being used 
 
GM Program Summary Repairs/Reimbursement for past repairs: Customer is INELIGIBLE due to filing outside of 
36/36 

 
THE STATE LEMON LAW READS: 

 
Days out of service:  20 business days during any one year period of the warranty 
Repairs : 4 repair attempts (also needs an FRA) 
Time period: Concern must occur within 2 years/24,000 miles after bumper to 
bumper warranty  
Time period for filing claims: 4 years from the date the defect is discovered.  
Does Lemon Law state nonconformity must continue to exist? Yes 
If applicable, safety-related repairs {# of repair attempts} 
Safety-related time period {# of months} / {# of miles} 
 
Number of repair attempts in the presumption period: N/A 
Total days out of service during the presumption period: N/A 
Total days out of service during customer’s ownership:   N/A 
 

Vehicle Meets Presumption of Lemon Law     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: 100% cost assistance 
 
DSSM sts: N/A 
 
SVM sts: Diagnosed the vehicle free of charge, she called customer assistance and we offered to go half and half with the 
customer. No RO generated so she wouldn’t be charged with a diagnostic fee.  
 
CRS Rationale: Offer of 50% cost assistance remains on the table, the customer rejected this offer wanting to proceed 
further up the chain 
 



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



 
COMPONENT DESCRIPTION 

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

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

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

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

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

Engine/Fuel & 
Exhaust 

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

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

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

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

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

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

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

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



 

 

ADR File Checklist 
  
 
SR Number:71-661001676 BBB Case:   SAT0848896 
Customer:      VIN:1G8AJ55F26Z
Make/Model/Year: Saturn/ION 2/2006 In Service: 1/24/2006  Mileage: 56,600 
Received Date: 9/12/2008 Day 15 Date: 9/27/2008  Goes Active:        
Primary Concern: steering warning coming on, hard to turn the wheel 

 

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

  Initial Calls (72 hrs): 
  Customer Completion Date/Time: 9/12/2008  / 4:20pm 
  Dealer Svc Mgr Completion Date/Time: 9/15/2008  / 8:39am 
  Dealer Finance Mgr Completion Date/Time:        /       
  AVM Completion Date/Time: 9/15/2008  / 8:44am  

  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: 9/30/2008 / 11:14am 
 Executive Summary Completion Date/Time: 9/30/2008 / 11:14am  
 Close Siebel Completion Date/Time: 9/30/2008 / 11:15am  

 
 
DVM:  Randy Duffy Node/Box: 404082 8815  
Service Dealer: SATURN OF HICKORY   Svc Mgr: Rob   
Selling Dealer: SATURN OF HICKORY   Contact:         
 

NOTES:         































March 12, 2009 
 
Brad Riffe, Esq. 
Kahn & Associattes LLC 
55 Public Sq Ste 650 
Cleveland, OH 44113 
 
RE: v. General Motors Corporation 
 Service Request: 71-666366410 

2006 Chevrolet Malibu 
 Vehicle Identification Number: 1G1ZS51F66F

Customer Relationship Specialist: Gina Perez 
 
Dear Mr. Riffe: 
 
Enclosed please find a check in the amount of $5,000.00 made payable to

to settle the above-referenced case.   
 
A 36 months / 45,000 mile (whichever comes first) Steering Component Letter will be sent directly to 
Marlene Schein 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
 



































 
Revised 11/11/08 

Privileged and Confidential Information 
 

CASE ASSESSMENT – LEGAL (NON SMALL CLAIMS) 
 

By:Rocky Farias for Michele Valykeo State: OH 
 

 
Customer Name:   Service Request: 71-666366410 GM Legal File No.:  {Number} 
 
Vehicle ID No.:  1G1ZS51F66F In Service Date: 08/09/2006 Vehicle is: New BAC Code: 113581 
Year, Make & Model: 2006 Chevrolet Malibu Vehicle Purchased Used on: {n/a or 

mm/dd/yy} at odometer {odometer} 
Lien holder:   GMAC     Other : America Credit DVM requests 

involvement?: 
{Yes/No}  

Purchase Price of 
Vehicle: $ 18056.55 Was TAC contacted for this vehicle (Y/N)? : 

 
 

If TAC was contacted, what did they say? No 
 
If TAC was NOT contacted, why?  (Ask Dealership)  
 

VEHICLE REPAIR HISTORY 
 Engine/Fuel/Exhaust 

       

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

09/20/07 314933 1 14322 C/S the Engine Light was on. It went off yesterday. / Code P0442 Small 
Evap Leak at Gas Cap – Replaced gas cap with new one 
 

     
09/20/07 314933 * 14322 C/S that the Temp Gauge seems to go right to a medium temperature at 

start up. Is this normal? / Checked for codes, none found. Gauge is 
working properly. – Could not duplicate customer’s concern.  
 

 
 Steering 

       

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

08/24/07 144818 1 13340 C/S there is a clunking in steering wheel / Road test vehicle and verify 
owners concern. Found steering rack noisy. – Replaced steering rack and 
align vehicle. Road test. OK 
 

     
02/25/06 151689 1 20205 C/S that when they turn there is a clunking, grinding noise in the steering 

wheel / Test drove to verify noise complaint Found noise coming from I-
Shaft in the steering column. – Removed intermediate shaft. Install special 
lubricant, rotate and exercise steering shaft. Reinstalled, road tested and 
rechecked. All OK. 
 

     
05/09/08 154736 1 22606 C/S there is a “knock” in steering when making turns / Performed road 

test and inspection. Found power steering rack binding – Replace power 
steering rack assembly. Bleed system, set toe. Road tested and rechecked.  
 

10/03/08 160320 2 29269 C/S getting a clunk when turning / Found intermediate steering shaft 
making noise. Part has not been made available by GM to correct this 
problem – Customer will be contacted when parts are available.  
 



     
10/03/08 160320 * 29269 C/S getting a rattle in front end / Only noise heard is from intermediate 

shaft – See line 1 for correction.  
 

     
11/12/08 161867 2 30982 C/S getting clunk noise when turning / Performed road test and 

inspection. Found intermediate shaft binding. – Removed intermediate 
shaft, lubricated, reinstalled intermediate steering shaft. Newly designed 
intermediate steering shaft on national back-order. Road tested and 
rechecked. OK.  
 

     
11/12/08 161867 * 30982 C/S getting rattle when driving, seems to come from passenger’s side 

front / This complaint was corrected with correction clunk noise when 
turning. No repairs performed.  
 

 
 Body/Trim 

       

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

02/25/06 151689 * 20205 C/S that passenger side mirror will not stay open / Inspected and found 
passenger side visor mirror lid broken – Removed and installed new mirror 
and rechecked. All OK.  
 

     
10/03/08 160320 * 29269 C/S the cup holder in the back will not shut / Removed cup holder. Found 

piece of rubber locking cup holder and keeping from closing – Removed 
rubber and reinstalled. Operating properly now.  
 

 
 Electrical 

       

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

10/03/08 160320 * 29269 C/S that when turning key, nothing happens. Has to try second time 
before starts. / Checked vehicle for codes, none found. Checked ignition 
operations, no problems found at this time. – Unable to duplicate at 
this time.  
 

     
10/03/08 160320 * 29269 C/S both power outlets in front are not working / Checked system over 

and found blown fuse – Replaced fuse and system operating properly 
now.  
 

 
 Glass 

       

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

10/03/08 160320 * 29269 C/S passenger front window rattles whenever closing door / Checked door 
panel and door operation – Could not find any problem with window 
or door. Could not duplicate concern at this time.  
 

     
11/12/08 161867 * 30982 C/S when passenger side window is about ¾ or the way down it rattles 

when you close the door like glass is loose. / Performed road test and 
inspection including removal of passenger’s front door power window 
regulator. Found regulator with excessive wear. – Replaced passenger’s 
front door power window regulator. Rechecked. Reinstalled interior trim 
panel. Road tested and rechecked. All OK. 
 



 
 
 
 
Accident/Insurance Information: 
 
Has the vehicle ever been involved in an accident Y or N? 
Did you confirm your answer with the dealer/attorney Y or N? 
What type of damage was sustained (example front end collision) 
__________________________________________________ 
Are the RO's attached if the vehicle was in an accident Y or N 
 
Has the customer filed any insurances claims on this Vehicle Y or N 
  
If Yes. Did the insurance company deny the claim? Y or N  
 
Are there any Aftermarket Modifications to the Vehicle Y or N 
Have you confirm this with the dealership Y or N 
 
If “Yes” to aftermarket, please list: 
 
 
 

THE STATE LEMON LAW READS: 
 
Days out of service:  Cumulative total of 30 or more calendar days 
Repairs: The same nonconformity has been subject to repair 3 or more times 
 
Time period : 12 months following date of original delivery or 18,000 miles of operation, 
whichever comes first 
Does Lemon Law state nonconformity must continue to exist? Yes 
If applicable, safety-related repairs: 1 
Safety-related time period: 12 months following date of original delivery or 18,000 miles of 
operation, whichever comes first 

 

 
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. 
 
 
 





















































Privileged and Confidential Information 
CASE ASSESSMENT – LEGAL (NON SMALL CLAIMS) 

By: Michele Valykeo/rf/nd—Gina Perez  State: OH 
 

Customer Name:   Service Request: 71-666366410 GM Legal File No.:  N/A  
 
Vehicle ID No: 1G1ZS51F66F In Service Date: 08/09/2006 Vehicle is: New BAC Code: 113581 
Year, Make & Model: 2006 Chevrolet Malibu Vehicle Purchased Used on: 08/09/06  

at odometer 7 miles  
Lien holder: Other : America Credit DVM requests 

involvement?: Y 
Purchase Price of 
Vehicle: $18,056.55 Was TAC contacted for this vehicle (Y/N)? :  Yes, Case # 

 
 

If TAC was contacted, what did they say? Not steering related so much as related to the knocking in shaft. 
Bulletin stated not to lube. Dealers were to replace the rack and it took a while to come up with a new part for the 
engineering department of GM. The statement from TAC was that the part was still being engineered. The parts are 
made but they are on back order at this time. 
 

VEHICLE REPAIR HISTORY 
 Body/Trim 

       

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

02/25/08 151689 * 20,205 C/S That passenger side mirror will not stay open. Inspected and found 
passenger side visor mirror lid broken. Removed and installed 
new mirror and rechecked. All OK.  
WARRANTY – Jack Matia Chevrolet, Inc. (Elyria, OH) 
2-way courtesy shuttle provided. 

     
10/03/08 160320 * 29,269 C/S The cup holder in the back will not shut. Removed cup holder. 

Found piece of rubber locking cup holder and keeping from 
closing. Removed rubber and reinstalled. Operating properly 
now. 
WARRANTY - Jack Matia Chevrolet, Inc. (Elyria, OH) 

 
 Electrical 

       

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

10/03/08 160320 * 29,269 C/S That when turning key, nothing happens. Has to try second time 
before starts. Checked vehicle for codes, none found. Checked 
ignition operations, no problems found at this time. Unable to 
duplicate at this time. 
OPERATING AS DESIGNED, CONCERN NOT DUPLICATED - Jack Matia 
Chevrolet, Inc. (Elyria, OH) 

     
  *  C/S Both power outlets in front are not working. Checked system over 

and found blown fuse. Replaced fuse and system operating 
properly now.  
WARRANTY - Jack Matia Chevrolet, Inc. (Elyria, OH) 

 
 Glass 

       

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

10/03/08 160320 * 29,269 C/S Passenger front window rattles whenever closing door. Checked 
door panel and door operation. Could not find any problem with 
window or door. Could not duplicate concern at this time.  
OPERATING AS DESIGNED, CONCERN NOT DUPLICATED - Jack Matia 
Chevrolet, Inc. (Elyria, OH) 

     



11/12/08 161867 * 30,982 C/S When passenger side window is about ¾ or the way down it rattles 
when you close the door like glass is loose. Performed road test and 
inspection including removal of passenger’s front door power 
window regulator. Found regulator with excessive wear. 
Replaced passenger’s front door power window regulator. 
Rechecked. Reinstalled interior trim panel. Road tested and 
rechecked. All OK. 
WARRANTY - Jack Matia Chevrolet, Inc. (Elyria, OH) 
1-day courtesy transportation provided 

 
 Engine/Fuel/Exhaust 

       

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

09/20/07 314933 1 14,322 C/S The Engine Light was on. It went off yesterday. Code P0442 Small 
Evap Leak at Gas Cap. Replaced gas cap with new one. 
WARRANTY - Jack Matia Chevrolet, Inc. (Elyria, OH) 

     
  *  C/S That the Temperature Gauge seems to go right to a medium 

temperature at start up. Is this normal? Checked for codes, none 
found. Gauge is working properly. Could not duplicate customer’s 
concern.  
OPERATING AS DESIGNED, CONCERN NOT DUPLICATED - Jack Matia 
Chevrolet, Inc. (Elyria, OH) 

 
 Steering 

       

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

08/24/07 144818 1 13,340 C/S There is a clunking in steering wheel. Road test vehicle and verify 
owners concern. Found steering rack noisy. Replaced steering 
rack and align vehicle. Road test. OK. 
WARRANTY - Jack Matia Chevrolet, Inc. (Elyria, OH) 

     
02/25/08 151689 1 20,205 C/S That when they turn there is a clunking, grinding noise in the steering 

wheel. Test drove to verify noise complaint Found noise coming 
from I-Shaft in the steering column. Removed intermediate shaft. 
Install special lubricant, rotate and exercise steering shaft. 
Reinstalled, road tested and rechecked. All OK. 
WARRANTY - Jack Matia Chevrolet, Inc. (Elyria, OH) 
2-way courtesy shuttle provided. 

     
05/09/08 154736 1 22,606 C/S There is a “knock” in steering when making turns. Performed road 

test and inspection. Found power steering rack binding. Replace 
power steering rack assembly. Bleed system, set toe. Road tested 
and rechecked. 
WARRANTY - Jack Matia Chevrolet, Inc. (Elyria, OH)  

     
10/03/08 160320 2 29,269 C/S Getting a clunk when turning. Found intermediate steering shaft 

making noise. Part has not been made available by GM to correct 
this problem. Customer will be contacted when parts are 
available.  
NO REPAIRS MADE AVAILABLE BY GM ON BACK ORDER - Jack Matia 
Chevrolet, Inc. (Elyria, OH) 

     
  *  C/S Getting a rattle in front end. Only noise heard is from 

intermediate shaft. See line 1 for correction.  
NO REPAIRS MADE AVAILABLE BY GM ON BACK ORDER - Jack Matia 
Chevrolet, Inc. (Elyria, OH) 

     
11/12/08 161867 2 30,982 C/S Getting clunk noise when turning. Performed road test and inspection. 



Found intermediate shaft binding. Removed intermediate shaft, 
lubricated, reinstalled intermediate steering shaft. Newly 
designed intermediate steering shaft on national back order. 
Road tested and rechecked. OK.  
WARRANTY - Jack Matia Chevrolet, Inc. (Elyria, OH) 

     
  *  C/S Getting rattle when driving, seems to come from passenger’s side 

front. This complaint was corrected with correction clunk noise 
when turning. No repairs performed.  
NO REPAIRS MADE ISSUE CORRECTED ON SEPARATE REPAIR (SAME RO) 
- Jack Matia Chevrolet, Inc. (Elyria, OH) 

 
Accident/Insurance Information: 
Has the vehicle ever been involved in an accident? No, not in any accidents to Service Manager’s knowledge. 
Did you confirm your answer with the dealer/attorney? Yes 
What type of damage was sustained (example front end collision)? N/A  
Are the RO's attached if the vehicle was in an accident?  No  
Has the customer filed any insurances claims on this Vehicle?  No 
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 
If “Yes” to aftermarket, please list:  N/A  
 

THE STATE LEMON LAW READS: 
Days out of service:  Cumulative total of 30 or more 
calendar days 
Repairs: 3 to same nonconformity. 

Time period : 12 months / 18,000 miles  
Does Lemon Law state nonconformity must continue to exist? Yes 
If applicable, safety-related repairs: 1 
Safety-related time period: 12 months / 18,000 miles  

 

 
Number of repair attempts in the presumption period: 0 
Total days out of service during the presumption period: 0 
Total days out of service during customer’s ownership:   8 

 

      PERTINENT VEHICLE INFORMATION PROVIDED BY District Service Manager 
Concern: 71-666366410 – NISM (current) 
Date & Offer/Result:  
09/29/08 – Spoke to DVM Joe J. Semock –  
DVM: Do you have any more files from Matia? CRS: Yes, this customer is complaining of knocking/noise in the vehicle 
and Richard is stating that she needs a new steering shaft. He mentioned that GM is coming out with a new I-shaft and 
wanted the customer to wait until then. The customer has had 2 steering gears replaced already as well. DVM: I see that, 
okay, I’ll contact him on this and I’ll get back to you. I’m checking the newest Bulletin and if doesn’t say anything about a 
new I-shaft coming out. CRS: Great, thanks for your time. 
09/30/08 – Spoke to DVM Joe J. Semock –  
DVM: Hey Chad, I spoke with Richard about this 2006 Malibu and the customer’s complaint about a steering clunk. 
Supposedly he did find another bulletin. There is a new I-shaft coming, but it doesn’t say how soon. I reviewed the other 
Bulletin with him and advised to have her come back in and go through it. If she wants to bring it in, Richard would work 
on it. We’ll re-grease it if needed. You can give her a CCL. It might be in our best interest to be proactive here. Call me 
back if needed. 
12/24/08 – DVM Ken Whitfield Involvement Response –  
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.  
 
Ken whitfield 
North Central Region 



DVM/Cleveland, OH B-P-G 
PH: (800) 823-0055 (8197) FAX: (440) 846-6239 EMAIL: Ken.Whitfield@GM.com 
01/21/09 – DVM Paul Aardal Involvement Response –  
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). 
 

PERTINENT VEHICLE INFORMATION PROVIDED BY DEALER SERVICE MGR(S) 
Concern: 71-666366410 – NISM (current) 
Date & Offer/Result:  
09/25/08 – Spoke to Tammy Pruchinsky –  
DLR: DIAGNOSIS September 05, 2008 gear assembly, power steering replaced. February 25, 2008 repositioned I-shaft to 
correct noise. August 24, 2007 gear assembly, power steering replaced. MAINTENANCE AT DLR: No, mainly warranty 
work. MISUSE/ABUSE/LACK OF MAINTENANCE: No, we have issues with two components replaced. CUST CAUSED OR 
PREVENTED: No. PREVIOUS OUT OF POCKET EXPENSES: No. RELATED TO AGE/MILEAGE: No. GENERAL CONDITION OF 
VEHICLE: Good. 
09/26/08 – Spoke to Rich Vacca, Service Manager –  
CRS: Calling with regards to this customer, wanted to verify if you’re familiar with her? DLR: Yes, I was talking to her 
yesterday, I believe. She’s complaining of the noise in the vehicle and I explained to her that there is a new I-shaft 
coming out, but we don’t have an ETA. As well, she’s scheduled to come in on the 3rd of October for another issue, but I 
can’t remember what it is, but we have a rental waiting for her. 
12/23/08 – Spoke to Service Manager Richard Vacca –  
CRS: Advised that customer has retained attorney. DLR: States he is familiar with this. Noisy intermediate steering shaft. 
Only complaint. Put a steering rack in vehicle, that steering rack was replaced at 13,341 miles. Vehicle was not in any 
accidents to his knowledge. TAC has been called. Good notes on it. Not steering related so much as related to the 
knocking in shaft. Bulletin stated not to lube. We were to replace the rack and it took a while to come up with a new part 
for the engineering department of GM. One of the RO #’s has the Bulletin number on it. The statement from TAC was 
that the part was still being engineered. The parts are made but they are on back order at this time. No aftermarket. 
01/21/09 – Spoke with Dave in Service –  
Called dlr to verify customer’s last date of service. Spoke to Dave in Service and he advised that the last time he saw the 
customer was on 11/12/08. I then inquired about the newly designed intermediate steering shaft that was on national 
back order. Dave informed me that he would have to check with the parts department regarding that. He placed me on 
hold while he researched the part. He then came back online and informed me that they had 2 in the truck that were 
being scanned in now. He then asked if she need one what this was for? I informed him that she filed for lemon law 
regarding this vehicle and issue. He then said, so we don’t want to work on this vehicle or we don’t? I informed him that 
we still have to repair the vehicle while under warranty. I informed him that they noted that the newly designed one was 
on back order. I then asked if there were other vehicle’s waiting for this part to be placed on their vehicle’s before 

 He informed me that that was a good question and he did not know. I then asked if she calls in again for the 
clunk/knock in steering issue, if they would replace her I-shaft with the new one and he said yes they would make the 
repair if they still had the part. Thanked Dave for his time and informed him that if I had additional questions that I 
would give him a call back. 

 
PERTINENT FACTS FROM PREVIOUS SR’s WHICH RELATE TO YOUR EVALUATION 

Concern: 71-666366410 – NISM (current) 
Date & Offer/Result:  
09/24/08 – Spoke to Customer Marlene Schein –  
CUST: Concerned with the noise in the steering. Dlr cannot fix. States GM is aware of the problem. Wondering if a part 
will be ready of if there’s a recall on the part. ORIGINAL OWNER: Yes. PRIMARY DRIVER: Yes. PERSONAL/BUSINESS: 
Personal. WHERE PURCHASED: Jack Matia Chevrolet, Inc. EXTENDED SERVICE CONTRACT: No. CONCERN:  4th Repair on 
steering shaft. WHERE DIAGNOSED: Dlr (Jack Matia) ESTIMATED COST OF REPAIR: Warranty. CURRENT LOCATION OF 
VEHICLE: With customer. WHERE MAINTENANCE PERFORMED: Wal-Mart PREVIOUS GM VEHICLE: Yes, Cavalier. 
PREVIOUS RELATED REPAIRS: 08/24/07 CUST: Seeks to know when the vehicle will be fixed or if the warranty could be 
extended.  
09/30/08 – Spoke to Customer Marlene Schein –  
CRS: Calling you back wit regards to your concern. I have spoke with the DVM who has reviewed the file with the 
dealership. At this point and time, if you’re still experiencing the noise, the dealership will re-grease it for now. There is a 
new I-shaft being processed, but I do not have an ETA on it’s release. However, we are willing to offer you a coverage 
letter for the issues you’ve experienced for additional coverage outside of your warranty. CUST: That’s great, I’ll think 
about it and call you back on Thursday. CRS: Understood, feel free to do so. Supplied contract information. If you call 

mailto:Ken.Whitfield@GM.com�


back and need to leave me a voice mail, please quote your SR and give me your exact mileage. Customer verified home 
address. 

 
RECOMMENDATION & RATIONALE 

Recommend Cash. $2,500 to 5,000 inclusive with Steering CCL for 36/45. 
10% = $1,805.66      15% = $2,708.48      20% = $3,611.31 

Warranty Totals = $1,142.47 
Not presumptive. Possible breach regarding clunk in steering. Total of 5 repair attempts. 1st at 13,340 (08/24/07) dlr 
found steering rack noisy and replaced. 2nd at 20,205 (02/25/08) dlr found noise in I-shaft, removed, lubed, rotated & 
exercised then reinstalled.  3rd at 22,606 (05/09/08) dlr found power steering rack binding and replaced the assembly. 4th 
at 29,269 (10/03/08) dlr found I-shaft making noise. Part for repair was not available, on national back order, no repairs 
made at this time. 5th at 30,982 (11/12/08) dlr found I-shaft binding again, however part was still not available and still 
on back order, no repairs made. Checked with dlr today and part is now available, got shipment of 2 today (01/21/09). 
Dlr is to call customer regarding repair to vehicle as part is now available.  
 

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. 
 
 
 
 















































RCMPR010               VEHICLE DELIVERY/INCENTIVE HISTORY             06/09/07
                       PROCESSING SOURCE: PONTIAC                     14:58:42
                                                               PAGE:         1

VIN: 1G2ZG558X 64             SELLG SCE: 16   MDL YR: 06   ORD NO: JMPHHJ

ODATE: 09/02/05 ORDER FAN:           OTYPE: 070  DLVY SS/SITE CD:    16  15286
DDATE: 04/22/06  DLVY FAN:           DTYPE: 015  SRVC TYPE:     MILEAGE:

DLVY DOE:  04/22/06  ORDER BY:
CANC:
CANC DOE:
TRADE:               DLVY TO:  K  KOCK
TRD DOE:                       907 S NEWCOMB #107
SRVC IN:                       SIOUX FALLS                    SD 57106
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
 DXP   01  16 15286  00030121566   04/25/06     468.00     OA       0.00     9

PROCESS TYPE:   001  CHECK NO:                   SSN:
DATA SCE:      DLR   INC MEMO NO: 00030121566    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  16 15286  00030121566   04/25/06      29.64     OA       0.00     9

PROCESS TYPE:   001  CHECK NO:                   SSN:
DATA SCE:      DLVY  INC MEMO NO: 00030121566    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
 XJC   01  16 15286  082088        05/16/06   2,984.75     OP       0.00     9

PROCESS TYPE:   004  CHECK NO:                   SSN:
DATA SCE:      GMAC  INC MEMO NO: 082088         AUTH PUR CD:
MISC DATE: 04/21/06  MISC: 0000010880HAA0
POLICY PYMT CMNT:                                          ACTV TYPE: 6



ADR File Checklist 
  
 
SR Number: 71-668582701 BBB Case:   PGM0850266 
Customer:      VIN: 1G2ZG558X64    
Make/Model/Year: Pontiac/G6/2006 In Service: 4/22/2006  Mileage: 32,300 
Received Date: 10/2/2008 Day 15 Date: 10/17/2008  Goes Active:        
Primary Concern: Steering 

 

  Case Scan / Acknowledgement (24 hrs) Completion Date/Time: 10/3/2008 01:05PM    

  Initial Calls (72 hrs): 
  Customer Completion Date/Time: 10/3/2008 / 01:05PM   
  Dealer Svc Mgr Completion Date/Time: 10/3/2008 / 01:50PM   
  Dealer Finance Mgr Completion Date/Time:        /       
  AVM Completion Date/Time: 10/3/2008 / 03:39PM   

  Repair Orders Requested: 10/3/2008 02:28 PM  Received: 10/7/2008 03:26:05 PM   

  Sales Documents: 10/3/2008 02:04:56 PM   Received: 10/7/2008 03:24:24 PM   

X  BARS / Finance Sheet 

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

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

  Settlement / Goodwill Offered Date:   

  All Documents Attached (by Day 15) 

  Arbitration Date:       

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

 
 
AVM:  Jean Bowman (selling) Node/Box: 630092 8059  
Service Dealer: PONTIAC CADILLAC OF SIOUX FALLS   Svc Mgr: Paul Sundvold   
Service Dealer: PROSTROLLO MOTOR COMPANY Svc Mgr: Joel Husher 
Selling Dealer: DELL RAPIDS   Contact: Tom Bush   
 

NOTES:         



Privileged and Confidential Information 
 

CASE ASSESSMENT 
 

By: Rose Willimot State: SD 
 

 
Customer Name:   Service Request:  

71-668582701 
BBB Case No.:  
PGM0850266 

   
 
Vehicle ID No.:  
1G2ZG558X64  

In Service 
Date: 
4/22/2006 

Vehicle is: New BAC Code: 
195371 

Year, Make & Model: 2006 Pontiac G6 
Mileage at Time of BBB Filing 32,300 

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

Lien holder:   GMAC x    Other : SmartLease Sale Type:   Purchase   Lease X   Other  : 
{Type} 

DVM Name: Jean Bowman 
Mike Manzo 

CAM Name: Rob Johnson 

Phone/Cell Number: Bowman: 712-276-0921 
Manzo 952-913-5499 
Svc Mgr Name: DELL RAPIDS: Tom Bush 
SIOUX FALLS: Paul Sundvold 
PROSTROLLO: Joel Husher 

Phone Number: 630-961-6817   

    
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. 
 
HAS TAC BEEN CONTACTED FOR SERVICE HISTORY Y OR N.  IF YES PLEASE INCLUDE TAC # AND 
EXPLANATION TAC WAS INVOLVED. IF TAC HAS 
__________________________________________________________________________________ 
  
__________________________________________________________________________________ 
 
IF TAC HAS NOT BEEN CONTACTED WHY NOT? TSB’s relating to concern.  
______________________________________________ 
 
__________________________________________________________________________________ 
 
 

 Sunroof 
 
Date: RO #: Days 

Out: 
Mileage: Description of Complaint and Repair Performed: 

    **WARRANTY START DATE: 4/22/2006 
7/6/2006 103245 1 4,046 C/S rattle in sunroofr over bumps and RR tracks.  Also 

switch is sticking.  Not letting roof close right.  Rattle in 
interior cover on headliner trim.  Normal condfition.  
Switch is very sensitive.  Must be in exact right area to 
close peroperly.  Working as manufacturer designed 
for us. 

    **END OF LL RIGHTS PERIOD 4/22/2007 



10/20/2007 284497 4 21,606 Inspect sunroof drain hose.  Potential interior water leak.  
Veh not involved in recall as per VISS 10/20/2007. 

12/5/2007 109319 36 23,179 C/S sunroof seems to have a lot of air noise.  Checked and 
found noise.  Repaired as per Doc # 050867014G.  
Installed cross glass seals on panels.  Adjusted glass.  
Panels down. 

    **END OF PRESUMPTION PERIOD 
8/29/2008 112989 19 30,959 C/S check wind noise and rattle in the sunroof area.  

Checked for noise and rattle.  Found that they are coming 
from the sunroof area.  Diagnosed using doc # 2093429.  
Performed condition # 1.  Installed mylar washers and 
lubricated fasteners, for a creaking noise.  Found a 
windnoise and performed condition # 2 installing cross 
sealing strips on the glass panels, and adjusting panels.  
Found windnoise coming from outside the veh and 
performed condition #3 adjusting the module seal 
compression to the roof, also the sunroof module seal is 
not sealing due to being warped.  Replaced seal.  Adjusted 
the glass panel retention pins for a rattling noise, condition 
#4.  Lowered the headliner and checked and adjusted the 
rear mounting bolts on the sunroof, condition #5.  Cleaned 
module seal and applied GM weatherstrip lubricant for an 
itching noise between panels, condition #7.  Light coming 
through the panels is normal condition #9.  Checks ok at 
this time. 

 
 Popping noise when turning steering wheel 

  
Date: RO #: Days 

Out: 
Mileage: Description of Complaint and Repair Performed: 

    **WARRANTY START DATE: 4/22/2006 
    **END OF LL RIGHTS PERIOD 4/22/2007 
8/28/2007 107886 1 19,840 C/S there is a popping noise when turning and backing.  

Test drove and found that there is a popping noise in the 
front.  Tightened front sups.  Bolts, struts, and sway bar 
links.  Noise is still there.  Lubed steering shaft as per doc 
# 1973984.  Lubed and added foam pads.  Checks ok now. 

9/20/2007 108227 14 20,659 C/S there is a clunking noise in the front end.  Checked 
and found that the noise is coming from the backlash in 
the steering gear.  Replaced gear.  Checks ok now. 

10/10/2007 108516 3 21,352 C/S check noise when turning.  Noise heard is normal in 
all G6 veh’s. 

10/20/2007 284497 4 21,606 Clunk noise when turning at slow speeds.  Replace the 
steering gear to correct condition.  Excessive play or 
clearance. 

1/3/2008 288250 6 23,746 Check noise in steering at slow speeds.  Front lower air 
deflector loose; and internal steering gear fault.  Reinstall 
air deflector—replace steering gear assembly.  Set front 
toe. 

2/25/2008 290894 3 25,215 Check for noise in front when turning and over bumps.  
Lubricate I-shaft and reposition bolt. 

    **END OF PRESUMPTION PERIOD 4/22/2008 
3/18/2008 292033 X 25,778 Lease payment reimbursement.  Reimbursement for 

one lease payment.  Goodwill due to chronic steering 
noise issues--$337.00 

4/28/2008 293989 3 26,942 Check for noise in front when turning and over bumps.  
Intermediate steering shaft sticking.  R&I intermediate 
steering shaft to lube. 

6/14/2008 296438 10 28,401 Clunk noise in front when going over bumps.  Lack of lube 



on intermediate steering shaft and interference from clamp 
on steering gear input shaft.  Perform correction #1 and 
#2 from TSB # 06-02-32-007D. 

 
 Hood 

    
Date: RO #: Days 

Out: 
Mileage: Description of Complaint and Repair Performed: 

    **WARRANTY START DATE: 4/22/2006 
    **END OF LL RIGHTS PERIOD 4/22/2007 

**END OF PRESUMPTION PERIOD 4/22/2008 
6/13/2008 111987 1 28,369 C/S clear coat is peeling off of the hood.  R&R hood and 

had refinished as the clearcoat is peeling off.  Checks ok 
now. 

 
 Starter/Long Crank 

    
Date: RO #: Days 

Out: 
Mileage: Description of Complaint and Repair Performed: 

    **WARRANTY START DATE: 4/22/2006 
    **END OF LL RIGHTS PERIOD 4/22/2007 

**END OF PRESUMPTION PERIOD 4/22/2008 
8/2/2008 298844 1 30,079 Check for long crank time.  Warm or cold—Inter.  Clean 

and inspect grounds; ok—reprogram PCM per TSB 06-06-
04-049 – Customer to monitor. 

9/12/2008 300869 16 31,559 Starter is noisy on engagement.  Starter makes excessive 
noise.  Replaced starter assembly. 

 
 Fog-lamp 

    
Date: RO #: Days 

Out: 
Mileage: Description of Complaint and Repair Performed: 

    **WARRANTY START DATE: 4/22/2006 
    **END OF LL RIGHTS PERIOD 4/22/2007 

**END OF PRESUMPTION PERIOD 4/22/2008 
9/12/2008 300869 * 31,559 Fog-lamp button doesn’t light up.  Diag. to find open in 

switch assembly.  Replaced fog-lamp switch. 
 

 Weather-strip (NOT ON CCF) 
    
Date: RO #: Days 

Out: 
Mileage: Description of Complaint and Repair Performed: 

    **WARRANTY START DATE: 4/22/2006 
    **END OF LL RIGHTS PERIOD 4/22/2007 
12/5/2007 109319 * 23,179 C/S left rear door weather-strip is loose.  Checked and 

found that the weather-strip is warped.  Replaced w/ strip.  
Checks ok now. 

    **END OF PRESUMPTION PERIOD 4/22/2008 
 

 Key Fob (NOT ON CCF) 
   
Date: RO #: Days 

Out: 
Mileage: Description of Complaint and Repair Performed: 

    **WARRANTY START DATE: 4/22/2006 
    **END OF LL RIGHTS PERIOD 4/22/2007 
12/5/2007 109319 * 23,179 C/S one remote FOB will not unlock the doors.  Checked 

and found that the remotes are working properly at 
this time.  No trouble found. 

    **END OF PRESUMPTION PERIOD 4/22/2008 



8/29/2008 112989 * 30,959 C/S remote transmitter does not work at times.  Checked 
and found that the transmitter has failed internally.  
Replaced and reprogrammed transmitter.  Checks ok now. 

 
 Ignition (NOT ON CCF) 

   
Date: RO #: Days 

Out: 
Mileage: Description of Complaint and Repair Performed: 

    **WARRANTY START DATE: 4/22/2006 
    **END OF LL RIGHTS PERIOD 4/22/2007 
3/4/2008 291354 3 25,430 Can’t remove ignition key.  Adjuster on park lock cable 

broken, won’t hold adjustment, and ignition lock cylinder 
binds.  Replaced park lock cable assembly.  Replace 
ignition cylinder and recode. 

    **END OF PRESUMPTION PERIOD 4/22/2008 
 

 Brakes (NOT ON CCF) 
   
Date: RO #: Days 

Out: 
Mileage: Description of Complaint and Repair Performed: 

    **WARRANTY START DATE: 4/22/2006 
    **END OF LL RIGHTS PERIOD 4/22/2007 

**END OF PRESUMPTION PERIOD 4/22/2008 
4/28/2008 293989 * 26,942 Check for vibration on brake apply.  Rotor variation.  Re-

machine front brake rotors. 
 

 Tires (NOT ON CCF) 
   
Date: RO #: Days 

Out: 
Mileage: Description of Complaint and Repair Performed: 

    **WARRANTY START DATE: 4/22/2006 
    **END OF LL RIGHTS PERIOD 4/22/2007 

**END OF PRESUMPTION PERIOD 4/22/2008 
4/28/2008 293989 * 26,942 Check for vibration at highway speeds.  Balance all tires.  

Note: front tires have chopped outside edges and veh has 
slight drift to left. 

 
 Turn Signal (NOT ON CCF) 

   
Date: RO #: Days 

Out: 
Mileage: Description of Complaint and Repair Performed: 

    **WARRANTY START DATE: 4/22/2006 
    **END OF LL RIGHTS PERIOD 4/22/2007 

**END OF PRESUMPTION PERIOD 4/22/2008 
9/8/2008 207332 1 31,400 LR turn signal inop.  Replaced bulb. 
 

 Grill (NOT ON CCF) 
   
Date: RO #: Days 

Out: 
Mileage: Description of Complaint and Repair Performed: 

    **WARRANTY START DATE: 4/22/2006 
    **END OF LL RIGHTS PERIOD 4/22/2007 

**END OF PRESUMPTION PERIOD 4/22/2008 
9/8/2008 207332 * 31,400 Advise on cost to replace damaged grill insert.  Reinstalled 

grill into bumper. 
 



 
 Drivers door (NOT ON CCF) 

   
Date: RO #: Days 

Out: 
Mileage: Description of Complaint and Repair Performed: 

    **WARRANTY START DATE: 4/22/2006 
    **END OF LL RIGHTS PERIOD 4/22/2007 

**END OF PRESUMPTION PERIOD 4/22/2008 
9/8/2008 207332 * 31,400 Nuts for driver door check link keep coming loose.  

Removed nuts and applied lock tite to both door check 
links. 

 
 Headliner (NOT ON CCF) 

   
Date: RO #: Days 

Out: 
Mileage: Description of Complaint and Repair Performed: 

    **WARRANTY START DATE: 4/22/2006  
    **END OF LL RIGHTS PERIOD 4/22/2007 

**END OF PRESUMPTION PERIOD 4/22/2008 
9/12/2008 300869 * 31,559 Drivers sun-visor mirror lid won’t stay shut.  Parts ordered. 
 

 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 a accident N 
Did you confirm your answer with the customer Y 
What type of damage was sustained (example front end collision) 
Did have a chip in the paint that was smaller than the size of a dime.  Also, 
cust has cracked windshield.  Cust adv that a rock hit it, but she’s going to 
repair that as well. 
Are the RO's attached if the vehicle was in an accident N/A 
 
Have you filed to collect any insurance claims with this vehicle N 
What were the dates N/A 
What was the reason you filed N/A 
 
Are there any Aftermarket Modifications to the Vehicle  or N 
Have you confirm this with the customer Y  
List: 
 
Was a Trade Repurchase offered to the customer    Y or N  
(A Trade Repurchase is to be offered as a settlement before a Straight can be considered)  
Date authorized by the DVM/CAM    ______________ 
 



 
 Other 

  
Date: RO #: Days 

Out: 
Mileage: 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: 
The customer does not appear to be eligible as the claim was filed beyond the first 12/12. 
 
Lemon Law Repurchase/Replacement: 
The cust does not appear to be eligible as the only concern with 4 repair attempts within the first 24/24 
does not have an occurrence within the first 12/12. 
 
GM Program Summary Repairs/Reimbursement for past repairs: 
The customer appears to be eligible as the claim was filed while still within the bumper to bumper 
warranty. 
 
 
 
 
 

THE STATE LEMON LAW READS: 
 
Days out of service:  30 
Repairs 4 
Time period 24 months / 24,000 miles (First occurrence must be in 12/12) 
Does Lemon Law state nonconformity must continue to exist? Y 
 
If applicable, safety-related repairs N/A 
Safety-related time period N/A 
 
Number of repair attempts in the presumption period: Sunroof—3 

Steering—6 (0 
during LL rights) 
Weather Strip—1 (0 
during LL rights) 
Key Fob—1 (0 
during LL rights) 
Ignition—1 (0 
during LL rights) 

Total days out of service during the presumption period: 41 
Total days out of service during customer’s ownership:   126 (for everything) 
 

Vehicle Meets Presumption of Lemon Law     Yes   
 

PERTINENT FACTS FROM PREVIOUS SRs WHICH RELATE TO YOUR EVALUATION 
 

Concern: 71-602708780 (Recall info) 
Date & Offer/Result: Cust Sts:  I just want to know if there is any recalls. I have been to the dealership 4 
times and I am sick of it. It is not having any problems at this time. They did fix the problem. I was just 
woundering if there is any problem. That would be ok it is something for my time. I am satisfied with the 
oil change. 





 
Outbound Call Customer, 9/17/2008 
Customer states: Not satisfied with the offer of the OLC. Customer not able the amount that is owed on 
the current vehicle. Mentioned that previous CRS made an offer to provide an extended warranty. 
Provided address and mileage. 
 
Cust provided 36/45 Value Guard 
 
Case closed satisfied 9/24/2008. 

 



 
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 some compensation for the additional miles that I have to put on my veh going back 
& forth to the dlr.  I was never offered additional mileage or extended coverage.  For me to go to the dlr it 
is 100 miles round trip. 
 
DVM sts: Jean Bowman calling about .  My dlr’s Dell Robinson; I suggest you take the case w/ 
the Pontiac store.  I will remind you that the period for LL is 24/24.   
 
SVM sts: Steering is a cosmetic noise.  We did put a steering gear in it, at 21,000 & 23,000 miles.  After 
that, we haven’t put in anymore; we’ve been lubricating the steering shaft.  It’ll take care of it for a while 
& then after another 3 months she’ll bring it back. 
 
In Oct 07 we replaced the steering gear & then again in Jan 08.  I personally rode w/ her to make sure it 
was ok.  She admitted that it’s ok, but then comes back.  She came back again 2/08 for the same thing.   
 
She complained about it to me then, & I did give her a reim for a veh payment March 08 
processed through the dlr to try to take care of this. 
 
No defect.  Gears were put on right away, & since then, it’s just lubing the shaft.  Had an issue w/ starter 
that took 2 times to fix because it was intermittent.  We followed a bulletin for one.  One repair was for a 
long crank, next was for a noise.  The problem just started in Aug & Sept.   
 
Should cust receive assistance?  It’s hard to say.  She’s mad at the car, but it’s a cosmetic noise & seems 
to be characteristic of the veh.  She probably should receive something, but I don’t know what. 
 
CRS Rationale: Based on RO’s, cust has been without veh for substantial period of time.  However, cust 
has already been provided reim of a veh payment, GMPP VG, & maint cert.  Possible GMPP SC for period 
of lease or reim of lease payments. 
 
 
 
What are the 3 main strengths of the customer’s case to win repurchase through Lemon Law  
Days out of service 
Concerns have continued to recur after presumption period 
Sunroof issue originated during LL rights period. 
 
What are the 3 mains weaknesses of the customer’s case to win repurchase through Lemon Law 
Mileage indicates that veh has not been substantially impaired 
No FRA 
Sunroof seems to be the only concern that was originally reported to GM during the LL rights period & 
cust only has 3 repair attempts to this concern 
 
 
Decision reached by CRS:     Arbitrate case:                Settle case:         



Component Description 
Axle Includes all components related to the axle, differential, driveline, 

& rear end. 
Body/ Trim All body panels & associated mechanical hardware, including 

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

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

Chassis All frame, bumper and hitch components. 
 

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

Engine/Fuel & 
Exhaust 

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

Glass All glass and window components. 

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

Paint All paint specific issues (Not metal related). 

Restraints All SIR, airbags and seatbelt issues. 

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

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

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

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

 

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



























































































2006 G6 - 6CYL SEDAN                         PONTIAC/GMC DIVISION
27U  CRIMSON RED                    /V6G     GENERAL MOTORS CORPORATION
19B  EBONY                                   100 RENAISSANCE CENTER
ORDER NO. JMPHHJ/TRE      STOCK NO.          DETROIT      MI  48243-1114
VIN 1G2 ZG55 8X 64                      VEHICLE INVOICE 2AD52906771
***************************************************************16*15286S
MODEL & FACTORY OPTIONS               MSRP    INV AMT  RETAIL - STOCK
2ZG69 G6 - 6CYL SEDAN             20030.00   18527.75  INVOICE 10/14/05
AP3 REMOTE VEHICLE STARTER SYSTEM   190.00     157.70  SHIPPED 10/14/05
FE9 50-STATE EMISSIONS                 N/C        N/C  EXP I/T 10/25/05
F83 AXLE RATIO 3.05                    N/C        N/C  INT COM 10/25/05
K05 ENGINE BLOCK HEATER              35.00      29.05  PRC EFF 10/13/05
LX9 ENGINE, 3.5L V6 SFI                N/C        N/C  KEYS G0241 G0241
MX0 AUTOMATIC TRANSMISSION            0.00       0.00  WFP-S QTR  OPT-1
PCH PREMIUM VALUE PACKAGE INCLUDES 2275.00    1888.25  BANK: GMAC - 007
    * (4) 16" PAINTED ALLOY WHEELS                     CHG-TO    15-286
    * AM/FM STEREO 6 DISC CD PLAYER
      (REPLACES STD/OPT/PKG RADIO)                     SHIP WT:  3417
    * PANORAMIC ROOF, POWER                            HP:       32.9
                                                       GMS:     20866.85
PDD CONVENIENCE PACKAGE INCLUDES:   250.00     207.50  SUPPLR:  21802.48
    * POWER ADJ BRAKES & ACCEL.                        MRM:     23955.00
      PEDALS                                           DAN:      G6BAR
    * FLOOR MATS, CARPET                               MEMO     1066.50
    * CARGO NET
T43 SPOILER                         225.00     186.75
U2K XM SATELITE RADIO - SERVICE     325.00     269.75
    FEE EXTRA  1ST 3 MONTHS INCL.
VK3 LICENSE PLATE BRACKET, FRONT       N/C        N/C
1SZ PREMIUM PACKAGE DISCOUNT        500.00-    415.00-

TOTAL MODEL & OPTIONS              22830.00  20851.75  ACT 231 20791.85
DESTINATION CHARGE                   625.00    625.00  H/B 261   684.90
LAM DEALER CONTRIBUTION                        114.15  ADV 261   114.15
LAM GROUP CONTRIBUTION                         114.15  EXP 65A   114.15

TOTAL                              23455.00  21705.05  PAY 310 21705.05
MEMO: TOTAL LESS HOLDBACK AND
      APPROX WHOLESALE FINANCE CREDIT        20719.70
***********************************************************************
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. 007
DELL RAPIDS CHEVROLET PONTIAC            VIN 1G2ZG558X64
                                         $  21705.05 INV  2AD52906771
                                         DUE 10/25/05  DEALER  15-286



Privileged and Confidential Information 
 

CASE ASSESSMENT 
 

By: Rose Willimot State: SD 
 

 
Customer Name:   Service Request:  

71-668582701 
BBB Case No.:  
PGM0850266 

   
 
Vehicle ID No.:  
1G2ZG558X64  

In Service 
Date: 
4/22/2006 

Vehicle is: New BAC Code: 
195371 

Year, Make & Model: 2006 Pontiac G6 
Mileage at Time of BBB Filing 32,300 

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

Lien holder:   GMAC x    Other : SmartLease Sale Type:   Purchase   Lease X   Other  : 
{Type} 

DVM Name: Jean Bowman 
Mike Manzo 

CAM Name: Rob Johnson 

Phone/Cell Number: Bowman: 712-276-0921 
Manzo 952-913-5499 
Svc Mgr Name: DELL RAPIDS: Tom Bush 
SIOUX FALLS: Paul Sundvold 
PROSTROLLO: Joel Husher 

Phone Number: 630-961-6817   

    
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. 
 
HAS TAC BEEN CONTACTED FOR SERVICE HISTORY Y OR N.  IF YES PLEASE INCLUDE TAC # AND 
EXPLANATION TAC WAS INVOLVED. IF TAC HAS 
__________________________________________________________________________________ 
  
__________________________________________________________________________________ 
 
IF TAC HAS NOT BEEN CONTACTED WHY NOT? TSB’s relating to concern.  
______________________________________________ 
 
__________________________________________________________________________________ 
 
 

 Sunroof 
 
Date: RO #: Days 

Out: 
Mileage: Description of Complaint and Repair Performed: 

    **WARRANTY START DATE: 4/22/2006 
7/6/2006 103245 1 4,046 C/S rattle in sunroofr over bumps and RR tracks.  Also 

switch is sticking.  Not letting roof close right.  Rattle in 
interior cover on headliner trim.  Normal condfition.  
Switch is very sensitive.  Must be in exact right area to 
close peroperly.  Working as manufacturer designed 
for us. 

    **END OF LL RIGHTS PERIOD 4/22/2007 



10/20/2007 284497 4 21,606 Inspect sunroof drain hose.  Potential interior water leak.  
Veh not involved in recall as per VISS 10/20/2007. 

12/5/2007 109319 36 23,179 C/S sunroof seems to have a lot of air noise.  Checked and 
found noise.  Repaired as per Doc # 050867014G.  
Installed cross glass seals on panels.  Adjusted glass.  
Panels down. 

    **END OF PRESUMPTION PERIOD 
8/29/2008 112989 19 30,959 C/S check wind noise and rattle in the sunroof area.  

Checked for noise and rattle.  Found that they are coming 
from the sunroof area.  Diagnosed using doc # 2093429.  
Performed condition # 1.  Installed mylar washers and 
lubricated fasteners, for a creaking noise.  Found a 
windnoise and performed condition # 2 installing cross 
sealing strips on the glass panels, and adjusting panels.  
Found windnoise coming from outside the veh and 
performed condition #3 adjusting the module seal 
compression to the roof, also the sunroof module seal is 
not sealing due to being warped.  Replaced seal.  Adjusted 
the glass panel retention pins for a rattling noise, condition 
#4.  Lowered the headliner and checked and adjusted the 
rear mounting bolts on the sunroof, condition #5.  Cleaned 
module seal and applied GM weatherstrip lubricant for an 
itching noise between panels, condition #7.  Light coming 
through the panels is normal condition #9.  Checks ok at 
this time. 

 
 Popping noise when turning steering wheel 

  
Date: RO #: Days 

Out: 
Mileage: Description of Complaint and Repair Performed: 

    **WARRANTY START DATE: 4/22/2006 
    **END OF LL RIGHTS PERIOD 4/22/2007 
8/28/2007 107886 1 19,840 C/S there is a popping noise when turning and backing.  

Test drove and found that there is a popping noise in the 
front.  Tightened front sups.  Bolts, struts, and sway bar 
links.  Noise is still there.  Lubed steering shaft as per doc 
# 1973984.  Lubed and added foam pads.  Checks ok now. 

9/20/2007 108227 14 20,659 C/S there is a clunking noise in the front end.  Checked 
and found that the noise is coming from the backlash in 
the steering gear.  Replaced gear.  Checks ok now. 

10/10/2007 108516 3 21,352 C/S check noise when turning.  Noise heard is normal in 
all G6 veh’s. 

10/20/2007 284497 4 21,606 Clunk noise when turning at slow speeds.  Replace the 
steering gear to correct condition.  Excessive play or 
clearance. 

1/3/2008 288250 6 23,746 Check noise in steering at slow speeds.  Front lower air 
deflector loose; and internal steering gear fault.  Reinstall 
air deflector—replace steering gear assembly.  Set front 
toe. 

2/25/2008 290894 3 25,215 Check for noise in front when turning and over bumps.  
Lubricate I-shaft and reposition bolt. 

    **END OF PRESUMPTION PERIOD 4/22/2008 
3/18/2008 292033 X 25,778 Lease payment reimbursement.  Reimbursement for 

one lease payment.  Goodwill due to chronic steering 
noise issues--$337.00 

4/28/2008 293989 3 26,942 Check for noise in front when turning and over bumps.  
Intermediate steering shaft sticking.  R&I intermediate 
steering shaft to lube. 

6/14/2008 296438 10 28,401 Clunk noise in front when going over bumps.  Lack of lube 



on intermediate steering shaft and interference from clamp 
on steering gear input shaft.  Perform correction #1 and 
#2 from TSB # 06-02-32-007D. 

 
 Hood 

    
Date: RO #: Days 

Out: 
Mileage: Description of Complaint and Repair Performed: 

    **WARRANTY START DATE: 4/22/2006 
    **END OF LL RIGHTS PERIOD 4/22/2007 

**END OF PRESUMPTION PERIOD 4/22/2008 
6/13/2008 111987 1 28,369 C/S clear coat is peeling off of the hood.  R&R hood and 

had refinished as the clearcoat is peeling off.  Checks ok 
now. 

 
 Starter/Long Crank 

    
Date: RO #: Days 

Out: 
Mileage: Description of Complaint and Repair Performed: 

    **WARRANTY START DATE: 4/22/2006 
    **END OF LL RIGHTS PERIOD 4/22/2007 

**END OF PRESUMPTION PERIOD 4/22/2008 
8/2/2008 298844 1 30,079 Check for long crank time.  Warm or cold—Inter.  Clean 

and inspect grounds; ok—reprogram PCM per TSB 06-06-
04-049 – Customer to monitor. 

9/12/2008 300869 16 31,559 Starter is noisy on engagement.  Starter makes excessive 
noise.  Replaced starter assembly. 

 
 Fog-lamp 

    
Date: RO #: Days 

Out: 
Mileage: Description of Complaint and Repair Performed: 

    **WARRANTY START DATE: 4/22/2006 
    **END OF LL RIGHTS PERIOD 4/22/2007 

**END OF PRESUMPTION PERIOD 4/22/2008 
9/12/2008 300869 * 31,559 Fog-lamp button doesn’t light up.  Diag. to find open in 

switch assembly.  Replaced fog-lamp switch. 
 

 Weather-strip (NOT ON CCF) 
    
Date: RO #: Days 

Out: 
Mileage: Description of Complaint and Repair Performed: 

    **WARRANTY START DATE: 4/22/2006 
    **END OF LL RIGHTS PERIOD 4/22/2007 
12/5/2007 109319 * 23,179 C/S left rear door weather-strip is loose.  Checked and 

found that the weather-strip is warped.  Replaced w/ strip.  
Checks ok now. 

    **END OF PRESUMPTION PERIOD 4/22/2008 
 

 Key Fob (NOT ON CCF) 
   
Date: RO #: Days 

Out: 
Mileage: Description of Complaint and Repair Performed: 

    **WARRANTY START DATE: 4/22/2006 
    **END OF LL RIGHTS PERIOD 4/22/2007 
12/5/2007 109319 * 23,179 C/S one remote FOB will not unlock the doors.  Checked 

and found that the remotes are working properly at 
this time.  No trouble found. 

    **END OF PRESUMPTION PERIOD 4/22/2008 



8/29/2008 112989 * 30,959 C/S remote transmitter does not work at times.  Checked 
and found that the transmitter has failed internally.  
Replaced and reprogrammed transmitter.  Checks ok now. 

 
 Ignition (NOT ON CCF) 

   
Date: RO #: Days 

Out: 
Mileage: Description of Complaint and Repair Performed: 

    **WARRANTY START DATE: 4/22/2006 
    **END OF LL RIGHTS PERIOD 4/22/2007 
3/4/2008 291354 3 25,430 Can’t remove ignition key.  Adjuster on park lock cable 

broken, won’t hold adjustment, and ignition lock cylinder 
binds.  Replaced park lock cable assembly.  Replace 
ignition cylinder and recode. 

    **END OF PRESUMPTION PERIOD 4/22/2008 
 

 Brakes (NOT ON CCF) 
   
Date: RO #: Days 

Out: 
Mileage: Description of Complaint and Repair Performed: 

    **WARRANTY START DATE: 4/22/2006 
    **END OF LL RIGHTS PERIOD 4/22/2007 

**END OF PRESUMPTION PERIOD 4/22/2008 
4/28/2008 293989 * 26,942 Check for vibration on brake apply.  Rotor variation.  Re-

machine front brake rotors. 
 

 Tires (NOT ON CCF) 
   
Date: RO #: Days 

Out: 
Mileage: Description of Complaint and Repair Performed: 

    **WARRANTY START DATE: 4/22/2006 
    **END OF LL RIGHTS PERIOD 4/22/2007 

**END OF PRESUMPTION PERIOD 4/22/2008 
4/28/2008 293989 * 26,942 Check for vibration at highway speeds.  Balance all tires.  

Note: front tires have chopped outside edges and veh has 
slight drift to left. 

 
 Turn Signal (NOT ON CCF) 

   
Date: RO #: Days 

Out: 
Mileage: Description of Complaint and Repair Performed: 

    **WARRANTY START DATE: 4/22/2006 
    **END OF LL RIGHTS PERIOD 4/22/2007 

**END OF PRESUMPTION PERIOD 4/22/2008 
9/8/2008 207332 1 31,400 LR turn signal inop.  Replaced bulb. 
 

 Grill (NOT ON CCF) 
   
Date: RO #: Days 

Out: 
Mileage: Description of Complaint and Repair Performed: 

    **WARRANTY START DATE: 4/22/2006 
    **END OF LL RIGHTS PERIOD 4/22/2007 

**END OF PRESUMPTION PERIOD 4/22/2008 
9/8/2008 207332 * 31,400 Advise on cost to replace damaged grill insert.  Reinstalled 

grill into bumper. 
 



 
 Drivers door (NOT ON CCF) 

   
Date: RO #: Days 

Out: 
Mileage: Description of Complaint and Repair Performed: 

    **WARRANTY START DATE: 4/22/2006 
    **END OF LL RIGHTS PERIOD 4/22/2007 

**END OF PRESUMPTION PERIOD 4/22/2008 
9/8/2008 207332 * 31,400 Nuts for driver door check link keep coming loose.  

Removed nuts and applied lock tite to both door check 
links. 

 
 Headliner (NOT ON CCF) 

   
Date: RO #: Days 

Out: 
Mileage: Description of Complaint and Repair Performed: 

    **WARRANTY START DATE: 4/22/2006  
    **END OF LL RIGHTS PERIOD 4/22/2007 

**END OF PRESUMPTION PERIOD 4/22/2008 
9/12/2008 300869 * 31,559 Drivers sun-visor mirror lid won’t stay shut.  Parts ordered. 
 

 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 a accident N 
Did you confirm your answer with the customer Y 
What type of damage was sustained (example front end collision) 
Did have a chip in the paint that was smaller than the size of a dime.  Also, 
cust has cracked windshield.  Cust adv that a rock hit it, but she’s going to 
repair that as well. 
Are the RO's attached if the vehicle was in an accident N/A 
 
Have you filed to collect any insurance claims with this vehicle N 
What were the dates N/A 
What was the reason you filed N/A 
 
Are there any Aftermarket Modifications to the Vehicle  or 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 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: 
The customer does not appear to be eligible as the claim was filed beyond the first 12/12. 
 
Lemon Law Repurchase/Replacement: 
The cust does not appear to be eligible as the veh is leased (Delivery Type 015) & the lemon law 
does not appear to cover a lessee.  Also, the only concern with 4 repair attempts within the first 
24/24 does not have an occurrence within the first 12/12. 
 
GM Program Summary Repairs/Reimbursement for past repairs: 
The customer appears to be eligible as the claim was filed while still within the bumper to bumper 
warranty. 
 
 
 
 
 

THE STATE LEMON LAW READS: 
 
Days out of service:  30 
Repairs 4 
Time period 24 months / 24,000 miles (First occurrence must be in 12/12) 
Does Lemon Law state nonconformity must continue to exist? Y 
 
If applicable, safety-related repairs N/A 
Safety-related time period N/A 
 
Number of repair attempts in the presumption period: Sunroof—3 

Steering—6 (0 
during LL rights) 
Weather Strip—1 (0 
during LL rights) 
Key Fob—1 (0 
during LL rights) 
Ignition—1 (0 
during LL rights) 

Total days out of service during the presumption period: 41 
Total days out of service during customer’s ownership:   126 (for everything) 
 

Vehicle Meets Presumption of Lemon Law     Yes   



 
PERTINENT FACTS FROM PREVIOUS SRs WHICH RELATE TO YOUR EVALUATION 

 
Concern: 71-602708780 (Recall info) 
Date & Offer/Result: Cust Sts:  I just want to know if there is any recalls. I have been to the dealership 4 
times and I am sick of it. It is not having any problems at this time. They did fix the problem. I was just 
woundering if there is any problem. That would be ok it is something for my time. I am satisfied with the 
oil change. 
CRS adv: At this time we are not able to assist because you are not having any problems. What I can do 
for you is give you my number that way you can get back in contact with me. I can offer you a free oil 
change for having the problem. 
 
Cust provided Maint Letter for inconvenience. 
 
Case closed., 2/15/2008, Reopened 2/19/2008 
Inbound Call Customer, 2/19/2008 
Cust sts: It is making a poping noise when I turn the steering wheel. The drive gear I have replaced 
already 5 times. The dealership replaced it agian but it is going out agian. They said to call you and see 
what you had to say. 
 
Outbound Call Dealer, 2/20/2008 
It was a steering noise. Have kelli call me when she makes a time to work with me.  
Diagnosis?Steering gear accembilt (Rack and pinion) 
 
Closed dissatisfied 2/26/2008 
 
 
Concern: 71-638410568 (Steering) 
Date & Offer/Result: Inbound Call Customer, 6/23/2008 
Cust said that her  issue with the veh is an on going one and she wants compensation for the trouble she 
is into for bringing the veh to the dealership for the concern that the dealership wasn’t able to fix. 
 
Outbound Call Dealer, 6/23/2008 
Dlr sts: Intermediate steering shaft. 
Diagnosis? replaced the steering shaft and lubed it. 
 
Outbound Call Customer (should be dlr), 6/25/2008 
Dlr advised:  Well we replaced it and have to keep lubing it.  I gave her a car payment, even her selling 
dlrship wouldn't do that.  Well if it's still happening we will have to get her back here to do a ride along. 
 
Inbound Call Customer, 7/11/2008 
Cust offered CCL for steering, cust declined. 
 
Outbound Call Dealer, 7/15/2008 
Discussed GMPP. 
 
Outbound Call Customer, 7/17/2008 
Cust offered GMPP Value Guard 24/24 with $50 deductible 
Cust declined offer, made rude remarks, disconnected call. 
 
Case closed dissatisfied 9/11/2008. 
 
Concern: 71-656637760 (Steering) 
Date & Offer/Result: Inbound Call Customer, 8/22/2008 
Restated previous concerns 
 
Case closed dissatisfied 9/10/2008 
 
Concern: 71-661508902 



Date & Offer/Result: Inbound Call Customer, 9/8/2008 
Cust Sts: cust said she is having a lot of issues with her veh, she has to go to dealership almost every 
week & spend $250, current issue is with sunroof, it is very noisy, air leaks in, lots of wind noise in back, 
cust can see right through the panel, 
 
Inbound Call Customer, 9/11/2008 
Crs states:  Well the only thing I can think of to do is to look at offering you and OLC for about $2000 
once the vehicle is repaired and you figure out what you want to do in terms of trading etc. 
 
Outbound Call Customer, 9/17/2008 
Customer states: Not satisfied with the offer of the OLC. Customer not able the amount that is owed on 
the current vehicle. Mentioned that previous CRS made an offer to provide an extended warranty. 
Provided address and mileage. 
 
Cust provided 36/45 Value Guard 
 
Case closed satisfied 9/24/2008. 

 



 
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 some compensation for the additional miles that I have to put on my veh going back 
& forth to the dlr.  I was never offered additional mileage or extended coverage.  For me to go to the dlr it 
is 100 miles round trip. 
 
DVM sts: Jean Bowman calling about .  My dlr’s Dell Robinson; I suggest you take the case w/ 
the Pontiac store.  I will remind you that the period for LL is 24/24.   
 
SVM sts: Steering is a cosmetic noise.  We did put a steering gear in it, at 21,000 & 23,000 miles.  After 
that, we haven’t put in anymore; we’ve been lubricating the steering shaft.  It’ll take care of it for a while 
& then after another 3 months she’ll bring it back. 
 
In Oct 07 we replaced the steering gear & then again in Jan 08.  I personally rode w/ her to make sure it 
was ok.  She admitted that it’s ok, but then comes back.  She came back again 2/08 for the same thing.   
 
She complained about it to me then, & I did give her a reim for a veh payment March 08 
processed through the dlr to try to take care of this. 
 
No defect.  Gears were put on right away, & since then, it’s just lubing the shaft.  Had an issue w/ starter 
that took 2 times to fix because it was intermittent.  We followed a bulletin for one.  One repair was for a 
long crank, next was for a noise.  The problem just started in Aug & Sept.   
 
Should cust receive assistance?  It’s hard to say.  She’s mad at the car, but it’s a cosmetic noise & seems 
to be characteristic of the veh.  She probably should receive something, but I don’t know what. 
 
CRS Rationale: Based on RO’s, cust has been without veh for substantial period of time.  However, cust 
has already been provided reim of a veh payment, GMPP VG, & maint cert.  Possible GMPP SC for period 
of lease or reim of lease payments. 
 
 
 
What are the 3 main strengths of the customer’s case to win repurchase through Lemon Law  
Days out of service 
Concerns have continued to recur after presumption period 
Sunroof issue originated during LL rights period. 
 
What are the 3 mains weaknesses of the customer’s case to win repurchase through Lemon Law 
Mileage indicates that veh has not been substantially impaired 
No FRA 
Sunroof seems to be the only concern that was originally reported to GM during the LL rights period & 
cust only has 3 repair attempts to this concern 
 
 
Decision reached by CRS:     Arbitrate case:                Settle case:         



Component Description 
Axle Includes all components related to the axle, differential, driveline, 

& rear end. 
Body/ Trim All body panels & associated mechanical hardware, including 

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

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

Chassis All frame, bumper and hitch components. 
 

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

Engine/Fuel & 
Exhaust 

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

Glass All glass and window components. 

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

Paint All paint specific issues (Not metal related). 

Restraints All SIR, airbags and seatbelt issues. 

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

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

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

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

 

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



Revised 053107  
 

Overallowance/Incentives/Negative Equity Form (non-Florida) 
 
Customer:     Request #: 71-668582701  BBB#: PGM0850266 
 

This form may be used to identify possible overallowance or negative equity and to determine any customer 
incentives which were paid, but may not be easily identifiable on a Bill of Sale. 
 
You must determine the TRUE purchase price of a vehicle and identify any over allowance and/or incentives 
prior to arbitration or voluntary repurchase. 
 

* PLEASE NOTE: IF BALANCE OWED / LOAN CLOSEOUT AMOUNT IS HIGHER THAN 
ACV, THIS IS CONSIDERED NEGATIVE EQUITY! 

 
 
Purchase Price (from dealer Bill of Sale before tax, tag, etc) 

 
$23,454.50 

   
MSRP (from BARS Invoice) $23,455.00 
  
Difference $.50 
(If positive, look for Over Allowance)  If no Trade in, have Dealer 
explain why customer paid more than MSRP. 

 

  
 

 
Trade Allowance  (from dealer Bill of Sale) 

 
$6,000.00 

  
Actual Cash Value Statement $4,000.00 
  
Difference (if positive, this is the overallowance) $2,000.00 
  

 
 
Trade Allowance  

 
$6,000.00 

  
Minus…Payoff of Trade $5,225.00 
  
Difference (if negative = negative equity) $775.00 
  

 
If Over Allowance/Negative Equity and/or Incentives (not included in Purchase Price) are found, verify with 

Team Lead before submitting information to BBB 
 

Purchase Price (from dealer Bill of Sale before tax, tag, etc.)  $23,454.50 
   
Incentives not included in Purchase Price (from BARS) minus  $0.00 
(Do not include fuel fill credit or dealer incentives. GM Card Points must be included) 
 
Overallowance and/or Negative Equity minus  $2,000.00 
   
Actual price of Vehicle that should be presented to BBB for ATA  $21,454.50 
   

 

































ADR File Checklist 
  
 
SR Number: 71-668582701 BBB Case:   PGM0850266 
Customer:      VIN: 1G2ZG558X64    
Make/Model/Year: Pontiac/G6/2006 In Service: 4/22/2006  Mileage: 32,300 
Received Date: 10/2/2008 Day 15 Date: 10/17/2008  Goes Active: 10/24/08  
Primary Concern: Steering 

 

  Case Scan / Acknowledgement (24 hrs) Completion Date/Time: 10/3/2008 01:05PM    

  Initial Calls (72 hrs): 
  Customer Completion Date/Time: 10/3/2008 / 01:05PM   
  Dealer Svc Mgr Completion Date/Time: 10/3/2008 / 01:50PM   
  Dealer Finance Mgr Completion Date/Time:        /       
  AVM Completion Date/Time: 10/3/2008 / 03:39PM   

  Repair Orders Requested: 10/3/2008 02:28 PM  Received: 10/7/2008 03:26:05 PM   

  Sales Documents: 10/3/2008 02:04:56 PM   Received: 10/7/2008 03:24:24 PM   

X  BARS / Finance Sheet 

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

  GM Position – Customer / BBB Due Date (7-10 days):  10/31/2008 04:04:33 PM 

  Settlement / Goodwill Offered Date:  No Assistance / 11/17/2008 

  All Documents Attached (by Day 15) 

  Arbitration Date: N/A  

  Closing Activities: 
 Settlement Completion Date/Time: 11/18/2008/ 08:45AM 
 Executive Summary Completion Date/Time: 11/18/2008/ 08:40AM 
 Close Siebel Completion Date/Time: 11/18/2008 / 12:00PM  

 
 
AVM:  Jean Bowman (selling) Node/Box: 630092 8059  
Service Dealer: PONTIAC CADILLAC OF SIOUX FALLS   Svc Mgr: Paul Sundvold   
Service Dealer: PROSTROLLO MOTOR COMPANY Svc Mgr: Joel Husher 
Selling Dealer: DELL RAPIDS   Contact: Tom Bush   
 

NOTES: Cust has been provided a maint letter & a 36/45000GMPP VG by Pontiac 
CAC.  She has been reim’d a lease payment by the dlr.  CAM & crs agreed that no 



further assistance was necessary as the cust’s use of the veh has not been impaired 
based on the mileage. 









Privileged and Confidential Information 
 

CASE ASSESSMENT 
 

By: Rose Willimot State: SD 
 

 
Customer Name:   Service Request:  

71-668582701 
BBB Case No.:  
PGM0850266 

   
 
Vehicle ID No.:  
1G2ZG558X64  

In Service 
Date: 
4/22/2006 

Vehicle is: New BAC Code: 
195371 

Year, Make & Model: 2006 Pontiac G6 
Mileage at Time of BBB Filing 32,300 

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

Lien holder:   GMAC x    Other : SmartLease Sale Type:   Purchase   Lease X   Other  : 
{Type} 

DVM Name: Jean Bowman 
Mike Manzo 

CAM Name: Rob Johnson 

Phone/Cell Number: Bowman: 712-276-0921 
Manzo 952-913-5499 
Svc Mgr Name: DELL RAPIDS: Tom Bush 
SIOUX FALLS: Paul Sundvold 
PROSTROLLO: Joel Husher 

Phone Number: 630-961-6817   

    
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. 
 
HAS TAC BEEN CONTACTED FOR SERVICE HISTORY Y OR N.  IF YES PLEASE INCLUDE TAC # AND 
EXPLANATION TAC WAS INVOLVED. IF TAC HAS 
__________________________________________________________________________________ 
  
__________________________________________________________________________________ 
 
IF TAC HAS NOT BEEN CONTACTED WHY NOT? TSB’s relating to concern.  
______________________________________________ 
 
__________________________________________________________________________________ 
 
 

 Sunroof 
 
Date: RO #: Days 

Out: 
Mileage: Description of Complaint and Repair Performed: 

    **WARRANTY START DATE: 4/22/2006 
7/6/2006 103245 1 4,046 C/S rattle in sunroofr over bumps and RR tracks.  Also 

switch is sticking.  Not letting roof close right.  Rattle in 
interior cover on headliner trim.  Normal condfition.  
Switch is very sensitive.  Must be in exact right area to 
close peroperly.  Working as manufacturer designed 
for us. 

    **END OF LL RIGHTS PERIOD 4/22/2007 



10/20/2007 284497 4 21,606 Inspect sunroof drain hose.  Potential interior water leak.  
Veh not involved in recall as per VISS 10/20/2007. 

12/5/2007 109319 36 
Dlr 
adv 1 
 

23,179 C/S sunroof seems to have a lot of air noise.  Checked and 
found noise.  Repaired as per Doc # 050867014G.  
Installed cross glass seals on panels.  Adjusted glass.  
Panels down. 

    **END OF PRESUMPTION PERIOD: 4/22/2008 
8/29/2008 112989 19 

Dlr 
adv 1 

30,959 C/S check wind noise and rattle in the sunroof area.  
Checked for noise and rattle.  Found that they are coming 
from the sunroof area.  Diagnosed using doc # 2093429.  
Performed condition # 1.  Installed mylar washers and 
lubricated fasteners, for a creaking noise.  Found a 
windnoise and performed condition # 2 installing cross 
sealing strips on the glass panels, and adjusting panels.  
Found windnoise coming from outside the veh and 
performed condition #3 adjusting the module seal 
compression to the roof, also the sunroof module seal is 
not sealing due to being warped.  Replaced seal.  Adjusted 
the glass panel retention pins for a rattling noise, condition 
#4.  Lowered the headliner and checked and adjusted the 
rear mounting bolts on the sunroof, condition #5.  Cleaned 
module seal and applied GM weatherstrip lubricant for an 
itching noise between panels, condition #7.  Light coming 
through the panels is normal condition #9.  Checks ok at 
this time. 

10/22/2008 210505 9 
Dlr 
adv 2 

33,086 Check for wind-noise from sunroof.  Road tested and 
verified concern.  Sunroof seal is not touching roof & is 
now torn.  Module has no mylar washers between it & 
roofs.  Installed mylar washers, replaced sunroof seal.  
Adjusted all 4 glass panels.  Adjusted sunroof module 
compression to roof.  Properly torqued all sunroof and 
sunroof motor mounting bolts.  Applied weather-strip 
lubricant to glass panel seals & installed squeak reduction 
tape between metal frame & plastic housing of sunroof 
module per bulletin # 05-08-67-014K.  Conditions # 1, 2, 
3A, 3C, 7 & 11.  Road tested again.  Roof still whistles.  
Rechecked seal & glass panel adjustments—ok.  Examined 
sunroof glass panels & found panels 2,3,& 4 fit properly in 
the center of the roof but not on the ends.  Not curved 
properly.  Replaced 2, 3 & 4 sunroof glass panels & road 
tested again—no more wind noise. 

 
 Popping noise when turning steering wheel 

  
Date: RO #: Days 

Out: 
Mileage: Description of Complaint and Repair Performed: 

    **WARRANTY START DATE: 4/22/2006 
    **END OF LL RIGHTS PERIOD 4/22/2007 
8/28/2007 107886 1 19,840 C/S there is a popping noise when turning and backing.  

Test drove and found that there is a popping noise in the 
front.  Tightened front sups.  Bolts, struts, and sway bar 
links.  Noise is still there.  Lubed steering shaft as per doc 
# 1973984.  Lubed and added foam pads.  Checks ok now. 

9/20/2007 108227 14 
Dlr 
adv 1 

20,659 C/S there is a clunking noise in the front end.  Checked 
and found that the noise is coming from the backlash in 
the steering gear.  Replaced gear.  Checks ok now. 

10/10/2007 108516 3 21,352 C/S check noise when turning.  Noise heard is normal in 
all G6 veh’s. 

10/20/2007 284497 4 21,606 Clunk noise when turning at slow speeds.  Replace the 



steering gear to correct condition.  Excessive play or 
clearance. 

1/3/2008 288250 6 
Dlr 
adv 2 

23,746 Check noise in steering at slow speeds.  Front lower air 
deflector loose; and internal steering gear fault.  Reinstall 
air deflector—replace steering gear assembly.  Set front 
toe. 

2/25/2008 290894 3 25,215 Check for noise in front when turning and over bumps.  
Lubricate I-shaft and reposition bolt. 

    **END OF PRESUMPTION PERIOD 4/22/2008 
3/18/2008 292033 X 25,778 Lease payment reimbursement.  Reimbursement for 

one lease payment.  Goodwill due to chronic steering 
noise issues--$337.00 

4/28/2008 293989 3 26,942 Check for noise in front when turning and over bumps.  
Intermediate steering shaft sticking.  R&I intermediate 
steering shaft to lube. 

6/14/2008 296438 10 
Dlr 
adv 3 

28,401 Clunk noise in front when going over bumps.  Lack of lube 
on intermediate steering shaft and interference from clamp 
on steering gear input shaft.  Perform correction #1 and 
#2 from TSB # 06-02-32-007D. 

10/22/2008 210505 * 33,086 Check for clunking noise in steering.  Per bulletin # 06-02-
32-007D exercise & lube I-Shaft. 

 
 Hood 

    
Date: RO #: Days 

Out: 
Mileage: Description of Complaint and Repair Performed: 

    **WARRANTY START DATE: 4/22/2006 
    **END OF LL RIGHTS PERIOD 4/22/2007 

**END OF PRESUMPTION PERIOD 4/22/2008 
6/13/2008 111987 1 28,369 C/S clear coat is peeling off of the hood.  R&R hood and 

had refinished as the clearcoat is peeling off.  Checks ok 
now. 

 
 Starter/Long Crank 

    
Date: RO #: Days 

Out: 
Mileage: Description of Complaint and Repair Performed: 

    **WARRANTY START DATE: 4/22/2006 
    **END OF LL RIGHTS PERIOD 4/22/2007 

**END OF PRESUMPTION PERIOD 4/22/2008 
8/2/2008 298844 1 30,079 Check for long crank time.  Warm or cold—Inter.  Clean 

and inspect grounds; ok—reprogram PCM per TSB 06-06-
04-049 – Customer to monitor. 

9/12/2008 300869 16 
Dlr 
adv 4 

31,559 Starter is noisy on engagement.  Starter makes excessive 
noise.  Replaced starter assembly. 

 
 Fog-lamp 

    
Date: RO #: Days 

Out: 
Mileage: Description of Complaint and Repair Performed: 

    **WARRANTY START DATE: 4/22/2006 
    **END OF LL RIGHTS PERIOD 4/22/2007 

**END OF PRESUMPTION PERIOD 4/22/2008 
9/12/2008 300869 * 31,559 Fog-lamp button doesn’t light up.  Diag. to find open in 

switch assembly.  Replaced fog-lamp switch. 
 



 
 Weather-strip (NOT ON CCF) 

    
Date: RO #: Days 

Out: 
Mileage: Description of Complaint and Repair Performed: 

    **WARRANTY START DATE: 4/22/2006 
    **END OF LL RIGHTS PERIOD 4/22/2007 
12/5/2007 109319 * 23,179 C/S left rear door weather-strip is loose.  Checked and 

found that the weather-strip is warped.  Replaced w/ strip.  
Checks ok now. 

    **END OF PRESUMPTION PERIOD 4/22/2008 
 

 Key Fob (NOT ON CCF) 
   
Date: RO #: Days 

Out: 
Mileage: Description of Complaint and Repair Performed: 

    **WARRANTY START DATE: 4/22/2006 
    **END OF LL RIGHTS PERIOD 4/22/2007 
12/5/2007 109319 * 23,179 C/S one remote FOB will not unlock the doors.  Checked 

and found that the remotes are working properly at 
this time.  No trouble found. 

    **END OF PRESUMPTION PERIOD 4/22/2008 
8/29/2008 112989 * 30,959 C/S remote transmitter does not work at times.  Checked 

and found that the transmitter has failed internally.  
Replaced and reprogrammed transmitter.  Checks ok now. 

 
 Ignition (NOT ON CCF) 

   
Date: RO #: Days 

Out: 
Mileage: Description of Complaint and Repair Performed: 

    **WARRANTY START DATE: 4/22/2006 
    **END OF LL RIGHTS PERIOD 4/22/2007 
3/4/2008 291354 3 25,430 Can’t remove ignition key.  Adjuster on park lock cable 

broken, won’t hold adjustment, and ignition lock cylinder 
binds.  Replaced park lock cable assembly.  Replace 
ignition cylinder and recode. 

    **END OF PRESUMPTION PERIOD 4/22/2008 
 

 Brakes (NOT ON CCF) 
   
Date: RO #: Days 

Out: 
Mileage: Description of Complaint and Repair Performed: 

    **WARRANTY START DATE: 4/22/2006 
    **END OF LL RIGHTS PERIOD 4/22/2007 

**END OF PRESUMPTION PERIOD 4/22/2008 
4/28/2008 293989 * 26,942 Check for vibration on brake apply.  Rotor variation.  Re-

machine front brake rotors. 
 

 Tires (NOT ON CCF) 
   
Date: RO #: Days 

Out: 
Mileage: Description of Complaint and Repair Performed: 

    **WARRANTY START DATE: 4/22/2006 
    **END OF LL RIGHTS PERIOD 4/22/2007 

**END OF PRESUMPTION PERIOD 4/22/2008 
4/28/2008 293989 * 26,942 Check for vibration at highway speeds.  Balance all tires.  

Note: front tires have chopped outside edges and veh has 
slight drift to left. 

 



 Turn Signal (NOT ON CCF) 
   
Date: RO #: Days 

Out: 
Mileage: Description of Complaint and Repair Performed: 

    **WARRANTY START DATE: 4/22/2006 
    **END OF LL RIGHTS PERIOD 4/22/2007 

**END OF PRESUMPTION PERIOD 4/22/2008 
9/8/2008 207332 1 31,400 LR turn signal inop.  Replaced bulb. 
 

 Grill (NOT ON CCF) 
   
Date: RO #: Days 

Out: 
Mileage: Description of Complaint and Repair Performed: 

    **WARRANTY START DATE: 4/22/2006 
    **END OF LL RIGHTS PERIOD 4/22/2007 

**END OF PRESUMPTION PERIOD 4/22/2008 
9/8/2008 207332 * 31,400 Advise on cost to replace damaged grill insert.  Reinstalled 

grill into bumper. 
 

 Drivers door (NOT ON CCF) 
   
Date: RO #: Days 

Out: 
Mileage: Description of Complaint and Repair Performed: 

    **WARRANTY START DATE: 4/22/2006 
    **END OF LL RIGHTS PERIOD 4/22/2007 

**END OF PRESUMPTION PERIOD 4/22/2008 
9/8/2008 207332 * 31,400 Nuts for driver door check link keep coming loose.  

Removed nuts and applied lock tite to both door check 
links. 

 
 Headliner (NOT ON CCF) 

   
Date: RO #: Days 

Out: 
Mileage: Description of Complaint and Repair Performed: 

    **WARRANTY START DATE: 4/22/2006  
    **END OF LL RIGHTS PERIOD 4/22/2007 

**END OF PRESUMPTION PERIOD 4/22/2008 
9/12/2008 300869 * 31,559 Drivers sun-visor mirror lid won’t stay shut.  Parts ordered. 
 

 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 a accident N 
Did you confirm your answer with the customer Y 
What type of damage was sustained (example front end collision) 
Did have a chip in the paint that was smaller than the size of a dime.  Also, 
cust has cracked windshield.  Cust adv that a rock hit it, but she’s going to 
repair that as well. 
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: 
 
Questions regarding Insurance Claims 
Insurance Company N/A_______________________________________________     
Insurance Rep (First and Last Name) N/A ____________________________ 
Phone # N/A _____________________  
Claim Made?  N                Claim Status: N/A 
Claim # N/A _____________________ 
Did Insurance Company refer customer to GM?  NA 
 
Are there any Aftermarket Modifications to the Vehicle  or 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 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: 
The customer does not appear to be eligible as the claim was filed beyond the first 12/12. 
 
Lemon Law Repurchase/Replacement: 
The cust does not appear to be eligible as the veh is leased (Delivery Type 015) & the lemon law 
does not appear to cover a lessee.  Also, the only concern with 4 repair attempts within the first 
24/24 does not have an occurrence within the first 12/12. 
 
GM Program Summary Repairs/Reimbursement for past repairs: 
The customer appears to be eligible as the claim was filed while still within the bumper to bumper 
warranty. 
 



 
 

THE STATE LEMON LAW READS: 
 
 
Days out of service:  30 
Repairs 4 
Time period 24 months / 24,000 miles (First occurrence must be in 12/12) 
Does Lemon Law state nonconformity must continue to exist? Y 
 
If applicable, safety-related repairs N/A 
Safety-related time period N/A 
 
Number of repair attempts in the presumption period: Sunroof—3 

Steering—6 (0 
during LL rights) 
Weather Strip—1 (0 
during LL rights) 
Key Fob—1 (0 
during LL rights) 
Ignition—1 (0 
during LL rights) 

Total days out of service during the presumption period: 41 
Dlr adv 6 

Total days out of service during customer’s ownership:   135 (for everything) 
Dlr adv 39 (for 
everything) 

 
Vehicle Meets Presumption of Lemon Law     Yes  (Veh appears to meet presumption 

requirements based on RO’s, but dlr has verified those dates are inaccurate.  Also, veh 
appears to be ineligible to file under SD LL as the veh is leased.) 

 
 
 

PERTINENT FACTS FROM PREVIOUS SRs WHICH RELATE TO YOUR EVALUATION 
 
 

Concern: 71-602708780 (Recall info) 
Date & Offer/Result: Cust Sts:  I just want to know if there is any recalls. I have been to the dealership 4 
times and I am sick of it. It is not having any problems at this time. They did fix the problem. I was just 
woundering if there is any problem. That would be ok it is something for my time. I am satisfied with the 
oil change. 
CRS adv: At this time we are not able to assist because you are not having any problems. What I can do 
for you is give you my number that way you can get back in contact with me. I can offer you a free oil 
change for having the problem. 
 
Cust provided Maint Letter for inconvenience. 
 
Case closed., 2/15/2008, Reopened 2/19/2008 
Inbound Call Customer, 2/19/2008 
Cust sts: It is making a poping noise when I turn the steering wheel. The drive gear I have replaced 
already 5 times. The dealership replaced it agian but it is going out agian. They said to call you and see 
what you had to say. 
 
Outbound Call Dealer, 2/20/2008 
It was a steering noise. Have kelli call me when she makes a time to work with me.  
Diagnosis?Steering gear accembilt (Rack and pinion) 
Closed dissatisfied 2/26/2008 



 
 
Concern: 71-638410568 (Steering) 
Date & Offer/Result: Inbound Call Customer, 6/23/2008 
Cust said that her  issue with the veh is an on going one and she wants compensation for the trouble she 
is into for bringing the veh to the dealership for the concern that the dealership wasn’t able to fix. 
 
Outbound Call Dealer, 6/23/2008 
Dlr sts: Intermediate steering shaft. 
Diagnosis? replaced the steering shaft and lubed it. 
 
Outbound Call Customer (should be dlr), 6/25/2008 
Dlr advised:  Well we replaced it and have to keep lubing it.  I gave her a car payment, even her selling 
dlrship wouldn't do that.  Well if it's still happening we will have to get her back here to do a ride along. 
 
Inbound Call Customer, 7/11/2008 
Cust offered CCL for steering, cust declined. 
 
Outbound Call Dealer, 7/15/2008 
Discussed GMPP. 
 
Outbound Call Customer, 7/17/2008 
Cust offered GMPP Value Guard 24/24 with $50 deductible 
Cust declined offer, made rude remarks, disconnected call. 
 
Case closed dissatisfied 9/11/2008. 
 
Concern: 71-656637760 (Steering) 
Date & Offer/Result: Inbound Call Customer, 8/22/2008 
Restated previous concerns 
 
Case closed dissatisfied 9/10/2008 
 
Concern: 71-661508902 
Date & Offer/Result: Inbound Call Customer, 9/8/2008 
Cust Sts: cust said she is having a lot of issues with her veh, she has to go to dealership almost every 
week & spend $250, current issue is with sunroof, it is very noisy, air leaks in, lots of wind noise in back, 
cust can see right through the panel, 
 
Inbound Call Customer, 9/11/2008 
Crs states:  Well the only thing I can think of to do is to look at offering you and OLC for about $2000 
once the vehicle is repaired and you figure out what you want to do in terms of trading etc. 
 
Outbound Call Customer, 9/17/2008 
Customer states: Not satisfied with the offer of the OLC. Customer not able the amount that is owed on 
the current vehicle. Mentioned that previous CRS made an offer to provide an extended warranty. 
Provided address and mileage. 
 
Cust provided 36/45 Value Guard 
 
Case closed satisfied 9/24/2008. 

 



 
 

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 some compensation for the additional miles that I have to put on my veh going back 
& forth to the dlr.  I was never offered additional mileage or extended coverage.  For me to go to the dlr it 
is 100 miles round trip. 
 
Give it a couple of weeks [for concerns to re-surface].  It could be back to the same spot in a couple of 
weeks.  I don’t trust myself going to point A to point B at this point.  I don’t feel safe at this point.  It still 
sounds bad from the front end. 
 
Well, I just want to let you know that when the veh does fall apart & I die, it will come back on you guys.  
I’m done dealing w/ that dealership; they treat me badly & I’m done dealing w/ them.  I’ll never buy 
another one & I’ll keep filing claims against you guys. 
 
DVM sts: Jean Bowman calling about .  My dlr’s Dell Robinson; I suggest you take the case w/ 
the Pontiac store.  I will remind you that the period for LL is 24/24.   
 
CAM sts: When you verify what she’s eligible for, then maybe you can pull that out [increasing her GMPP 
plan]; but if she’s only eligible for repairs, then I don’t think she needs any more gwl. 
 
SVM sts: Steering is a cosmetic noise.  We did put a steering gear in it, at 21,000 & 23,000 miles.  After 
that, we haven’t put in anymore; we’ve been lubricating the steering shaft.  It’ll take care of it for a while 
& then after another 3 months she’ll bring it back. 
 
In Oct 07 we replaced the steering gear & then again in Jan 08.  I personally rode w/ her to make sure it 
was ok.  She admitted that it’s ok, but then comes back.  She came back again 2/08 for the same thing.   
 
She complained about it to me then, & I did give her a reim for a veh payment March 08 
processed through the dlr to try to take care of this. 
 
No defect.  Gears were put on right away, & since then, it’s just lubing the shaft.  Had an issue w/ starter 
that took 2 times to fix because it was intermittent.  We followed a bulletin for one.  One repair was for a 
long crank, next was for a noise.  The problem just started in Aug & Sept.   
 
Should cust receive assistance?  It’s hard to say.  She’s mad at the car, but it’s a cosmetic noise & seems 
to be characteristic of the veh.  She probably should receive something, but I don’t know what. 
 
I don’t know anything about that [noise in the front end].  All we did was lube the I shaft.  The tech said 
that there’d been 3/4 jobs for lubing the shaft, but it was bone dry & didn’t look like it had ever been 
lubed. 
 
CRS Rationale: Based on RO’s, cust has been without veh for substantial period of time.  However, cust 
has already been provided reim of a veh payment, GMPP VG, & maint cert.  Crs discussed case w/ CAM in 
light of amount of GWL cust had received.  CAM & crs agreed to deny further assistance as she is only 
eligible for repairs & she has already been provided a substantial amount of gwl for her inconvenience. 
 
 
 
 
 
 
 





Component Description 
Axle Includes all components related to the axle, differential, driveline, 

& rear end. 
Body/ Trim All body panels & associated mechanical hardware, including 

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

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

Chassis All frame, bumper and hitch components. 
 

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

Engine/Fuel & 
Exhaust 

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

Glass All glass and window components. 

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

Paint All paint specific issues (Not metal related). 

Restraints All SIR, airbags and seatbelt issues. 

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

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

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

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

 

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











Privileged and Confidential Information 
 

CASE ASSESSMENT 
 

By: Rose Willimot State: SD 
 

 
Customer Name:   Service Request:  

71-668582701 
BBB Case No.:  
PGM0850266 

   
 
Vehicle ID No.:  
1G2ZG558X64  

In Service 
Date: 
4/22/2006 

Vehicle is: New BAC Code: 
195371 

Year, Make & Model: 2006 Pontiac G6 
Mileage at Time of BBB Filing 32,300 

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

Lien holder:   GMAC x    Other : SmartLease Sale Type:   Purchase   Lease X   Other  : 
{Type} 

DVM Name: Jean Bowman 
Mike Manzo 

CAM Name: Rob Johnson 

Phone/Cell Number: Bowman: 712-276-0921 
Manzo 952-913-5499 
Svc Mgr Name: DELL RAPIDS: Tom Bush 
SIOUX FALLS: Paul Sundvold 
PROSTROLLO: Joel Husher 

Phone Number: 630-961-6817   

    
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. 
 
HAS TAC BEEN CONTACTED FOR SERVICE HISTORY Y OR N.  IF YES PLEASE INCLUDE TAC # AND 
EXPLANATION TAC WAS INVOLVED. IF TAC HAS 
__________________________________________________________________________________ 
  
__________________________________________________________________________________ 
 
IF TAC HAS NOT BEEN CONTACTED WHY NOT? TSB’s relating to concern.  
______________________________________________ 
 
__________________________________________________________________________________ 
 
 

 Sunroof 
 
Date: RO #: Days 

Out: 
Mileage: Description of Complaint and Repair Performed: 

    **WARRANTY START DATE: 4/22/2006 
7/6/2006 103245 1 4,046 C/S rattle in sunroofr over bumps and RR tracks.  Also 

switch is sticking.  Not letting roof close right.  Rattle in 
interior cover on headliner trim.  Normal condfition.  
Switch is very sensitive.  Must be in exact right area to 
close peroperly.  Working as manufacturer designed 
for us. 

    **END OF LL RIGHTS PERIOD 4/22/2007 



10/20/2007 284497 4 21,606 Inspect sunroof drain hose.  Potential interior water leak.  
Veh not involved in recall as per VISS 10/20/2007. 

12/5/2007 109319 36 
Dlr 
adv 1 
 

23,179 C/S sunroof seems to have a lot of air noise.  Checked and 
found noise.  Repaired as per Doc # 050867014G.  
Installed cross glass seals on panels.  Adjusted glass.  
Panels down. 

    **END OF PRESUMPTION PERIOD: 4/22/2008 
8/29/2008 112989 19 

Dlr 
adv 1 

30,959 C/S check wind noise and rattle in the sunroof area.  
Checked for noise and rattle.  Found that they are coming 
from the sunroof area.  Diagnosed using doc # 2093429.  
Performed condition # 1.  Installed mylar washers and 
lubricated fasteners, for a creaking noise.  Found a 
windnoise and performed condition # 2 installing cross 
sealing strips on the glass panels, and adjusting panels.  
Found windnoise coming from outside the veh and 
performed condition #3 adjusting the module seal 
compression to the roof, also the sunroof module seal is 
not sealing due to being warped.  Replaced seal.  Adjusted 
the glass panel retention pins for a rattling noise, condition 
#4.  Lowered the headliner and checked and adjusted the 
rear mounting bolts on the sunroof, condition #5.  Cleaned 
module seal and applied GM weatherstrip lubricant for an 
itching noise between panels, condition #7.  Light coming 
through the panels is normal condition #9.  Checks ok at 
this time. 

10/22/2008 210505 9 
Dlr 
adv 2 

33,086 Check for wind-noise from sunroof.  Road tested and 
verified concern.  Sunroof seal is not touching roof & is 
now torn.  Module has no mylar washers between it & 
roofs.  Installed mylar washers, replaced sunroof seal.  
Adjusted all 4 glass panels.  Adjusted sunroof module 
compression to roof.  Properly torqued all sunroof and 
sunroof motor mounting bolts.  Applied weather-strip 
lubricant to glass panel seals & installed squeak reduction 
tape between metal frame & plastic housing of sunroof 
module per bulletin # 05-08-67-014K.  Conditions # 1, 2, 
3A, 3C, 7 & 11.  Road tested again.  Roof still whistles.  
Rechecked seal & glass panel adjustments—ok.  Examined 
sunroof glass panels & found panels 2,3,& 4 fit properly in 
the center of the roof but not on the ends.  Not curved 
properly.  Replaced 2, 3 & 4 sunroof glass panels & road 
tested again—no more wind noise. 

 
 Popping noise when turning steering wheel 

  
Date: RO #: Days 

Out: 
Mileage: Description of Complaint and Repair Performed: 

    **WARRANTY START DATE: 4/22/2006 
    **END OF LL RIGHTS PERIOD 4/22/2007 
8/28/2007 107886 1 19,840 C/S there is a popping noise when turning and backing.  

Test drove and found that there is a popping noise in the 
front.  Tightened front sups.  Bolts, struts, and sway bar 
links.  Noise is still there.  Lubed steering shaft as per doc 
# 1973984.  Lubed and added foam pads.  Checks ok now. 

9/20/2007 108227 14 
Dlr 
adv 1 

20,659 C/S there is a clunking noise in the front end.  Checked 
and found that the noise is coming from the backlash in 
the steering gear.  Replaced gear.  Checks ok now. 

10/10/2007 108516 3 21,352 C/S check noise when turning.  Noise heard is normal in 
all G6 veh’s. 

10/20/2007 284497 4 21,606 Clunk noise when turning at slow speeds.  Replace the 



steering gear to correct condition.  Excessive play or 
clearance. 

1/3/2008 288250 6 
Dlr 
adv 2 

23,746 Check noise in steering at slow speeds.  Front lower air 
deflector loose; and internal steering gear fault.  Reinstall 
air deflector—replace steering gear assembly.  Set front 
toe. 

2/25/2008 290894 3 25,215 Check for noise in front when turning and over bumps.  
Lubricate I-shaft and reposition bolt. 

    **END OF PRESUMPTION PERIOD 4/22/2008 
3/18/2008 292033 X 25,778 Lease payment reimbursement.  Reimbursement for 

one lease payment.  Goodwill due to chronic steering 
noise issues--$337.00 

4/28/2008 293989 3 26,942 Check for noise in front when turning and over bumps.  
Intermediate steering shaft sticking.  R&I intermediate 
steering shaft to lube. 

6/14/2008 296438 10 
Dlr 
adv 3 

28,401 Clunk noise in front when going over bumps.  Lack of lube 
on intermediate steering shaft and interference from clamp 
on steering gear input shaft.  Perform correction #1 and 
#2 from TSB # 06-02-32-007D. 

10/22/2008 210505 * 33,086 Check for clunking noise in steering.  Per bulletin # 06-02-
32-007D exercise & lube I-Shaft. 

 
 Hood 

    
Date: RO #: Days 

Out: 
Mileage: Description of Complaint and Repair Performed: 

    **WARRANTY START DATE: 4/22/2006 
    **END OF LL RIGHTS PERIOD 4/22/2007 

**END OF PRESUMPTION PERIOD 4/22/2008 
6/13/2008 111987 1 28,369 C/S clear coat is peeling off of the hood.  R&R hood and 

had refinished as the clearcoat is peeling off.  Checks ok 
now. 

 
 Starter/Long Crank 

    
Date: RO #: Days 

Out: 
Mileage: Description of Complaint and Repair Performed: 

    **WARRANTY START DATE: 4/22/2006 
    **END OF LL RIGHTS PERIOD 4/22/2007 

**END OF PRESUMPTION PERIOD 4/22/2008 
8/2/2008 298844 1 30,079 Check for long crank time.  Warm or cold—Inter.  Clean 

and inspect grounds; ok—reprogram PCM per TSB 06-06-
04-049 – Customer to monitor. 

9/12/2008 300869 16 
Dlr 
adv 4 

31,559 Starter is noisy on engagement.  Starter makes excessive 
noise.  Replaced starter assembly. 

 
 Fog-lamp 

    
Date: RO #: Days 

Out: 
Mileage: Description of Complaint and Repair Performed: 

    **WARRANTY START DATE: 4/22/2006 
    **END OF LL RIGHTS PERIOD 4/22/2007 

**END OF PRESUMPTION PERIOD 4/22/2008 
9/12/2008 300869 * 31,559 Fog-lamp button doesn’t light up.  Diag. to find open in 

switch assembly.  Replaced fog-lamp switch. 
 



 
 Weather-strip (NOT ON CCF) 

    
Date: RO #: Days 

Out: 
Mileage: Description of Complaint and Repair Performed: 

    **WARRANTY START DATE: 4/22/2006 
    **END OF LL RIGHTS PERIOD 4/22/2007 
12/5/2007 109319 * 23,179 C/S left rear door weather-strip is loose.  Checked and 

found that the weather-strip is warped.  Replaced w/ strip.  
Checks ok now. 

    **END OF PRESUMPTION PERIOD 4/22/2008 
 

 Key Fob (NOT ON CCF) 
   
Date: RO #: Days 

Out: 
Mileage: Description of Complaint and Repair Performed: 

    **WARRANTY START DATE: 4/22/2006 
    **END OF LL RIGHTS PERIOD 4/22/2007 
12/5/2007 109319 * 23,179 C/S one remote FOB will not unlock the doors.  Checked 

and found that the remotes are working properly at 
this time.  No trouble found. 

    **END OF PRESUMPTION PERIOD 4/22/2008 
8/29/2008 112989 * 30,959 C/S remote transmitter does not work at times.  Checked 

and found that the transmitter has failed internally.  
Replaced and reprogrammed transmitter.  Checks ok now. 

 
 Ignition (NOT ON CCF) 

   
Date: RO #: Days 

Out: 
Mileage: Description of Complaint and Repair Performed: 

    **WARRANTY START DATE: 4/22/2006 
    **END OF LL RIGHTS PERIOD 4/22/2007 
3/4/2008 291354 3 25,430 Can’t remove ignition key.  Adjuster on park lock cable 

broken, won’t hold adjustment, and ignition lock cylinder 
binds.  Replaced park lock cable assembly.  Replace 
ignition cylinder and recode. 

    **END OF PRESUMPTION PERIOD 4/22/2008 
 

 Brakes (NOT ON CCF) 
   
Date: RO #: Days 

Out: 
Mileage: Description of Complaint and Repair Performed: 

    **WARRANTY START DATE: 4/22/2006 
    **END OF LL RIGHTS PERIOD 4/22/2007 

**END OF PRESUMPTION PERIOD 4/22/2008 
4/28/2008 293989 * 26,942 Check for vibration on brake apply.  Rotor variation.  Re-

machine front brake rotors. 
 

 Tires (NOT ON CCF) 
   
Date: RO #: Days 

Out: 
Mileage: Description of Complaint and Repair Performed: 

    **WARRANTY START DATE: 4/22/2006 
    **END OF LL RIGHTS PERIOD 4/22/2007 

**END OF PRESUMPTION PERIOD 4/22/2008 
4/28/2008 293989 * 26,942 Check for vibration at highway speeds.  Balance all tires.  

Note: front tires have chopped outside edges and veh has 
slight drift to left. 

 



 Turn Signal (NOT ON CCF) 
   
Date: RO #: Days 

Out: 
Mileage: Description of Complaint and Repair Performed: 

    **WARRANTY START DATE: 4/22/2006 
    **END OF LL RIGHTS PERIOD 4/22/2007 

**END OF PRESUMPTION PERIOD 4/22/2008 
9/8/2008 207332 1 31,400 LR turn signal inop.  Replaced bulb. 
 

 Grill (NOT ON CCF) 
   
Date: RO #: Days 

Out: 
Mileage: Description of Complaint and Repair Performed: 

    **WARRANTY START DATE: 4/22/2006 
    **END OF LL RIGHTS PERIOD 4/22/2007 

**END OF PRESUMPTION PERIOD 4/22/2008 
9/8/2008 207332 * 31,400 Advise on cost to replace damaged grill insert.  Reinstalled 

grill into bumper. 
 

 Drivers door (NOT ON CCF) 
   
Date: RO #: Days 

Out: 
Mileage: Description of Complaint and Repair Performed: 

    **WARRANTY START DATE: 4/22/2006 
    **END OF LL RIGHTS PERIOD 4/22/2007 

**END OF PRESUMPTION PERIOD 4/22/2008 
9/8/2008 207332 * 31,400 Nuts for driver door check link keep coming loose.  

Removed nuts and applied lock tite to both door check 
links. 

 
 Headliner (NOT ON CCF) 

   
Date: RO #: Days 

Out: 
Mileage: Description of Complaint and Repair Performed: 

    **WARRANTY START DATE: 4/22/2006  
    **END OF LL RIGHTS PERIOD 4/22/2007 

**END OF PRESUMPTION PERIOD 4/22/2008 
9/12/2008 300869 * 31,559 Drivers sun-visor mirror lid won’t stay shut.  Parts ordered. 
 

 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 a accident N 
Did you confirm your answer with the customer Y 
What type of damage was sustained (example front end collision) 
Did have a chip in the paint that was smaller than the size of a dime.  Also, 
cust has cracked windshield.  Cust adv that a rock hit it, but she’s going to 
repair that as well. 
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: 
 
Questions regarding Insurance Claims 
Insurance Company N/A_______________________________________________     
Insurance Rep (First and Last Name) N/A ____________________________ 
Phone # N/A _____________________  
Claim Made?  N                Claim Status: N/A 
Claim # N/A _____________________ 
Did Insurance Company refer customer to GM?  NA 
 
Are there any Aftermarket Modifications to the Vehicle  or 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 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: 
The customer does not appear to be eligible as the claim was filed beyond the first 12/12. 
 
Lemon Law Repurchase/Replacement: 
The cust does not appear to be eligible as the veh is leased (Delivery Type 015) & the lemon law 
does not appear to cover a lessee.  Also, the only concern with 4 repair attempts within the first 
24/24 does not have an occurrence within the first 12/12. 
 
GM Program Summary Repairs/Reimbursement for past repairs: 
The customer appears to be eligible as the claim was filed while still within the bumper to bumper 
warranty. 
 
 
 





Closed dissatisfied 2/26/2008 
 
 
Concern: 71-638410568 (Steering) 
Date & Offer/Result: Inbound Call Customer, 6/23/2008 
Cust said that her  issue with the veh is an on going one and she wants compensation for the trouble she 
is into for bringing the veh to the dealership for the concern that the dealership wasn’t able to fix. 
 
Outbound Call Dealer, 6/23/2008 
Dlr sts: Intermediate steering shaft. 
Diagnosis? replaced the steering shaft and lubed it. 
 
Outbound Call Customer (should be dlr), 6/25/2008 
Dlr advised:  Well we replaced it and have to keep lubing it.  I gave her a car payment, even her selling 
dlrship wouldn't do that.  Well if it's still happening we will have to get her back here to do a ride along. 
 
Inbound Call Customer, 7/11/2008 
Cust offered CCL for steering, cust declined. 
 
Outbound Call Dealer, 7/15/2008 
Discussed GMPP. 
 
Outbound Call Customer, 7/17/2008 
Cust offered GMPP Value Guard 24/24 with $50 deductible 
Cust declined offer, made rude remarks, disconnected call. 
 
Case closed dissatisfied 9/11/2008. 
 
Concern: 71-656637760 (Steering) 
Date & Offer/Result: Inbound Call Customer, 8/22/2008 
Restated previous concerns 
 
Case closed dissatisfied 9/10/2008 
 
Concern: 71-661508902 
Date & Offer/Result: Inbound Call Customer, 9/8/2008 
Cust Sts: cust said she is having a lot of issues with her veh, she has to go to dealership almost every 
week & spend $250, current issue is with sunroof, it is very noisy, air leaks in, lots of wind noise in back, 
cust can see right through the panel, 
 
Inbound Call Customer, 9/11/2008 
Crs states:  Well the only thing I can think of to do is to look at offering you and OLC for about $2000 
once the vehicle is repaired and you figure out what you want to do in terms of trading etc. 
 
Outbound Call Customer, 9/17/2008 
Customer states: Not satisfied with the offer of the OLC. Customer not able the amount that is owed on 
the current vehicle. Mentioned that previous CRS made an offer to provide an extended warranty. 
Provided address and mileage. 
 
Cust provided 36/45 Value Guard 
 
Case closed satisfied 9/24/2008. 

 



 
 

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 some compensation for the additional miles that I have to put on my veh going back 
& forth to the dlr.  I was never offered additional mileage or extended coverage.  For me to go to the dlr it 
is 100 miles round trip. 
 
DVM sts: Jean Bowman calling about .  My dlr’s Dell Robinson; I suggest you take the case w/ 
the Pontiac store.  I will remind you that the period for LL is 24/24.   
 
SVM sts: Steering is a cosmetic noise.  We did put a steering gear in it, at 21,000 & 23,000 miles.  After 
that, we haven’t put in anymore; we’ve been lubricating the steering shaft.  It’ll take care of it for a while 
& then after another 3 months she’ll bring it back. 
 
In Oct 07 we replaced the steering gear & then again in Jan 08.  I personally rode w/ her to make sure it 
was ok.  She admitted that it’s ok, but then comes back.  She came back again 2/08 for the same thing.   
 
She complained about it to me then, & I did give her a reim for a veh payment March 08 
processed through the dlr to try to take care of this. 
 
No defect.  Gears were put on right away, & since then, it’s just lubing the shaft.  Had an issue w/ starter 
that took 2 times to fix because it was intermittent.  We followed a bulletin for one.  One repair was for a 
long crank, next was for a noise.  The problem just started in Aug & Sept.   
 
Should cust receive assistance?  It’s hard to say.  She’s mad at the car, but it’s a cosmetic noise & seems 
to be characteristic of the veh.  She probably should receive something, but I don’t know what. 
 
CRS Rationale: Based on RO’s, cust has been without veh for substantial period of time.  However, cust 
has already been provided reim of a veh payment, GMPP VG, & maint cert.  Possible GMPP SC for period 
of lease or reim of lease payments. 
 
 
 
What are the 3 main strengths of the customer’s case to win repurchase through Lemon Law  
Days out of service 
Concerns have continued to recur after presumption period 
Sunroof issue originated during LL rights period. 
 
What are the 3 mains weaknesses of the customer’s case to win repurchase through Lemon Law 
Mileage indicates that veh has not been substantially impaired 
No FRA 
Sunroof seems to be the only concern that was originally reported to GM during the LL rights period & 
cust only has 3 repair attempts to this concern 
 
 
 
Decision reached by CRS:     Arbitrate case: x         Settle case:         



Component Description 
Axle Includes all components related to the axle, differential, driveline, 

& rear end. 
Body/ Trim All body panels & associated mechanical hardware, including 

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

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

Chassis All frame, bumper and hitch components. 
 

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

Engine/Fuel & 
Exhaust 

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

Glass All glass and window components. 

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

Paint All paint specific issues (Not metal related). 

Restraints All SIR, airbags and seatbelt issues. 

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

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

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

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

 

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











 

Privileged and Confidential Information 
 

CASE ASSESSMENT 
 

By: Ashley McMillan State: NY 
 

 
Customer Name:  Service Request: 71-

670385425 
BBB Case No.:  
CHV0851140 

   
 
Vehicle ID No.:  
1G1ZT62815F

In Service 
Date: 
3/11/2005 

Vehicle is: Used BAC Code: 
115338 

Year, Make & Model: 2005 Chevrolet Malibu 
Maxx 
Mileage at Time of BBB Filing (40000) 

Vehicle Purchased Used on: 3/15/06 at 
odometer 14000 

Lien holder:   GMAC     Other : {Name} Sale Type:   Purchase   Lease    Other  :  
DVM Name: Shawn Andren CAM Name: Craig Joseph 
Phone/Cell Number: 315-727-4106 
Svc Mgr Name: Todd Johnston 

Phone Number: 914-244-6130 

    
VEHICLE REPAIR HISTORY 

 
Throughout the entire form, use an asterisk (*) if day(s) out of service are already counted in 
another category. 
 
PLACE A CHECKMARK IN THE BOX FOR THE MAJOR CONCERN BASED ON REPAIR 
ORDERS.  USE “N/A” IF THERE WERE NO REPAIRS FOR THE COMPONENT GROUP. 
 
HAS TAC BEEN CONTACTED FOR SERVICE HISTORY? N IF YES PLEASE INCLUDE TAC # 
AND EXPLANATION WHY TAC WAS   INVOLVED? _____________________________ 
_____________________________________________________________________________________ 
  
IF TAC HAS NOT BEEN CONTACTED WHY NOT?_The repair was an intermediate steering 
shaft and the dealer knew that, therefore there was no need to involve TAC  
 

 Steering Shaft 
       
Date: RO #: Days 

Out: 
Mileag
e: 

Description of Complaint and Repair Performed: 

     
3/6/07 72065 1 27912 CLUNK IN STEERING – ORDERED SHAFT – INSTALLED 

SHAFT AND VERIFIED REPAIR 
2/18/0
8 

80859 *** 35766 RATTLE OVER BUMPS – INTERNAL RACK NOISE / 
ELECTRONIC RACK – REPLACE DEFECTIVE RACK AND 
ADJUST TOE ALIGN CAMBER AND CASTER 

http://32.243.2.32/KMLookuptools_PRIORITYONE/dealerFieldPersonnelSearchAction.do?selectedBacCode=115338&method=displayBacInfo�
arlene.thomas-randol
New Stamp



10/30/
08 

87062 1 40518 NOISE IN FRONT END. TEST DROVE W/ CUSTOMER, 
DIAGNOSIS FOUND I – SHAFT RATTLES. REPLACE 
INTERMEDIATE STEERING SHAFT FOR PAST HISTORY – 
CUSTOMER SATISFEACTION GOODWILL. 

 
 {Symptom} 

       
Date: RO #: Days 

Out: 
Mileag
e: 

Description of Complaint and Repair Performed: 

     
                              
 
 

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

Out: 
Mileag
e: 

Description of Complaint and Repair Performed: 

     
                              

 
Has the vehicle ever been involved in a accident?  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 NA 
 
Have you ever filed any insurance claims on this vehicle? N 
 
Questions regarding Insurance Claims NA 
Insurance Company________________________________________________     
Insurance Rep (First and Last Name) ____________________________ 
Phone # _____________________  
Claim Made?  Y/N                Claim Status: Pending/Denied/NA  
Claim # _____________________ 
Did Insurance Company refer customer to GM?  Y/N/NA 
 
Are there any Aftermarket Modifications to the Vehicle ?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 - Drivability 
       
Date: RO #: Days Mileag Description of Complaint and Repair Performed: 



Out: e: 
     
7/6/06 66075 1 22507 IDLES ROUGH – NO DFECT FOUND 

 
 
CAR STARTER STAYS ENGAGED – NO DEFECT FOUND  

8/3/07 75959 6 29704 CUSTOMER COMPLAINT OF ROUGH IDLE – SCAN TOOL 
CHECK NO CODES, NO MISFIRE, CHECK FOR VACUUM 
LEAKS, CLEAN MAF SENSOR AND UPDATE PCM/ 
CLEAN INJECTORS. NEED ST TIME TO CLEAN ALL 
COMPONENTS, CALL TAC CENTER SAID TO 
REPROGRAM PCM AND CLEAN INJECTORS 

                        

 
 Other - Seat 

       
Date: RO #: Days 

Out: 
Mileag
e: 

Description of Complaint and Repair Performed: 

     
7/6/06 66075 *** 22507 RR SEAT KNOW 

RIGHT RR RECLINER KNOB BROKEN - REPLACE 
 

 Other – Headlight 
       
Date: RO #: Days 

Out: 
Mileag
e: 

Description of Complaint and Repair Performed: 

     
12/6/0
6 

70070 1 26947 LEFT FRT H/LIGHT BULB BLOWN – REPLACE 

 
 Other - Radio 

       
Date: RO #: Days 

Out: 
Mileag
e: 

Description of Complaint and Repair Performed: 

     
2/18/0
8 

80859 11 35766 CLICKING NOISE IN RADIO, CD CLICKING – INSTALL 
EXCHANGE UNIT – SET UP AND REPROGRAM 

 
 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 (Can Customer go?) 



 
GM Program Summary Repurchase/Replacement: No, as customer is outside of 12/12 parameters 
 
 
Lemon Law Repurchase/Replacement: Yes as they have 4 years from the in service date to file a 
claim 
 
 
GM Program Summary Repairs/Reimbursement for past repairs: No, as customer is outside of 
B2B warranty 
 
 
 
 
 

THE STATE LEMON LAW READS: 
(Can Customer Win?) 

 
Days out of service:  30 Calendar  Days 
Repairs 4 
Time period 24 Months / 18000 Miles 
Does Lemon Law state nonconformity must continue to exist? Y 
 
If applicable, safety-related repairs NA 
Safety-related time period NA 
 
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:   20 
 

Vehicle Meets Presumption of Lemon Law     NO   
 

PERTINENT FACTS FROM PREVIOUS SRs WHICH RELATE TO YOUR EVALUATION 
 

71-552562600 
RFI-vehicle 
8/31/2007 03:16:23 PM 
8/31/2007 04:35:47 PM 
No GW 
 
 
 

 
RECOMMENDATION AND RATIONALE 

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



 
Cust sts: I have had issues with this in the past, it is not my fault if they did not install it properly , or 
if GM has a problem with these, the dealership offered me 50% saying that if I brought it there more 
they could have done maintenance to the shaft, I read through my owner’s manual and no where 
does it say this is a required maintenance 
 
DVM sts: - Waiting for reply, however it is not necessary as dlr principal agreed to cover repair 
 
SVM sts: He doesn't bring it here for service; it could have needed to be greased. We wouldn't have 
been able to adv him that it needs greased if he brought it here for anything other than warranty. The 
last steering shaft that was done was a different part.  
 
CRS Rationale: We should be covering this repair as the customer has had concerns in the past while 
within warranty, this is a known concern and there is nothing he could have done to caused this, it’s 
not his fault that we didn’t have the updated part the last time it was done. Dealership Principal has 
offered to cover repair at no cost. The repair has been completed and the customer is satisfied with 
the repair. 
 
 

FINAL GOODWILL OFFER 
_________Dealership offered to cover repair 100% _________________________________________ 
 
What are the 3 main strengths of the customer’s case  
- 1 exact repair within B2B 
- 2 steering repairs 
 
 
What are the 3 mains weaknesses of the customer’s case  
- used vehicle 
- out of presumption 
- out of warranty 
 
 
Decision reached by CRS:     Arbitrate case:                Settle case:   x 



 

Component Description 

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

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

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

Chassis All frame, bumper and hitch components. 
 

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

Engine/Fuel & 
Exhaust 

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

Glass All glass and window components. 

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

Paint All paint specific issues (Not metal related). 

Restraints All SIR, airbags and seatbelt issues. 

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

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

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

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

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



 
 
 

 
 
 

 
 

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 
 
10/20/2008 
   
Todd Johnston 
STEET/PONTE CHEVROLET OLDSMOBILE, INC.  
3036 STATE RTE 28 
HERKIMER NY 13350-0790 
 
Fax # 3158665143 
                                                                           
Re: 
 Siebel Request: 71-670385425 
 2005 Chevrolet Malibu Maxx 
 VIN # 1G1ZT62815F
 
Todd, 
 
This is a letter of notification regarding a Better Business Bureau case involving the above referenced customer.  
 
In order to perform a case assessment, please provide me with copies of all dealer sales and service documents 
regarding this vehicle within 24 hours.  The specific documents needed are: 

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

 
Please fax them to the number found below.  If there are any fax difficulties or the documents exceed 50 pages, 
please contact me as soon as possible. Please black out any of the customer’s personal information such as SSN. 
 
Your cooperation is greatly appreciated.  If you have any questions, feel free to contact me directly at the number 
below. 
 
Sincerely, 
 
Ashley McMillan 
BRC Customer Relationship Specialist 
Ph# 800-231-1841, prompt 9, prompt 5, extension 41736 
FAX# 866-874-5904 
 
 





2005 MALIBU LS MAXX                          CHEVROLET MOTOR DIVISION
92U  SILVER GREEN METALLIC          /V6G     GENERAL MOTORS CORPORATION
52E  NEUTRAL CUSTOM CLOTH                    100 RENAISSANCE CENTER
ORDER NO. HXMTT5/FDR      STOCK NO.          DETROIT      MI  48243-1114
VIN 1G1 ZT62 81 5F                      VEHICLE INVOICE 1AD61505383
***************************************************************13*04023S
MODEL & FACTORY OPTIONS               MSRP    INV AMT  FLEET
1ZT68 MALIBU LS MAXX              21465.00   18996.53  INVOICE 03/10/05
B37 FLOOR MATS                       80.00      69.60  SHIPPED 03/10/05
KCV ALAMO RENT A CAR                  0.00       0.00  EXP I/T 03/20/05
LX9 3.5L V6 ENGINE                    0.00       0.00  INT COM 03/21/05
MX0 4-SPEED AUTO TRANSMISSION         0.00       0.00  PRC EFF 02/02/05
NE1 50-STATE EMISSIONS                 N/C        N/C  KEYS G1800 G1800
VK3 FRONT LICENSE PLATE BRACKET       0.00       0.00  WFP-S QTR  OPT-1
VN9 DAILY RENTAL REPURCHASE PROGRAM   0.00       0.00  FAN:   000820524
V2G FULL FUEL FILL CREDIT             0.00      21.29- BANK: GMAC - 007
YT1 DAILY RENTAL FLAT RATE DEPREC.    0.00       0.00  CHG-TO    04-023
                                                       SHIP-TO   46-450
                                                       NATIONAL CAR RENT
                                                       CHEEKTOWAGA    NY

                                                       SHIP WT:  3360
                                                       HP:       32.9
                                                       MRM:     22170.00
                                                       CUST PO NUMBER:
                                                       50075925
                                                       DAN:      ALAMO
                                                       MEMO     1077.25

TOTAL MODEL & OPTIONS              21545.00  19044.84  ACT 231 19669.84
DESTINATION CHARGE                   625.00    625.00

TOTAL                              22170.00  19669.84  PAY 310 19669.84
***********************************************************************
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. 007
WALDEN FLEET GROUP, INC.                 VIN 1G1ZT62815F
                                         $  19669.84 INV  1AD61505383
                                         DUE 03/21/05  DEALER  04-023





































 

Privileged and Confidential Information 
 

CASE ASSESSMENT 
 

By: Ashley McMillan State: NY 
 

 
Customer Name:  Service Request: 71-

670385425 
BBB Case No.:  
CHV0851140 

   
 
Vehicle ID No.:  
1G1ZT62815F

In Service 
Date: 
3/11/2005 

Vehicle is: Used BAC Code: 
115338 

Year, Make & Model: 2005 Chevrolet Malibu 
Maxx 
Mileage at Time of BBB Filing (40000) 

Vehicle Purchased Used on: 3/15/06 at 
odometer 14000 

Lien holder:   GMAC     Other : {Name} Sale Type:   Purchase   Lease    Other  :  
DVM Name: Shawn Andren CAM Name: Craig Joseph 
Phone/Cell Number: 315-727-4106 
Svc Mgr Name: Todd Johnston 

Phone Number: 914-244-6130 

    
VEHICLE REPAIR HISTORY 

 
Throughout the entire form, use an asterisk (*) if day(s) out of service are already counted in 
another category. 
 
PLACE A CHECKMARK IN THE BOX FOR THE MAJOR CONCERN BASED ON REPAIR 
ORDERS.  USE “N/A” IF THERE WERE NO REPAIRS FOR THE COMPONENT GROUP. 
 
HAS TAC BEEN CONTACTED FOR SERVICE HISTORY? N IF YES PLEASE INCLUDE TAC # 
AND EXPLANATION WHY TAC WAS   INVOLVED? _____________________________ 
_____________________________________________________________________________________ 
  
IF TAC HAS NOT BEEN CONTACTED WHY NOT?_The repair was an intermediate steering 
shaft and the dealer knew that, therefore there was no need to involve TAC  
 

 Steering Shaft 
       
Date: RO #: Days 

Out: 
Mileag
e: 

Description of Complaint and Repair Performed: 

     
3/6/07 72065 1 27912 CLUNK IN STEERING – ORDERED SHAFT – INSTALLED 

SHAFT AND VERIFIED REPAIR 
2/18/0
8 

80859 *** 35766 RATTLE OVER BUMPS – INTERNAL RACK NOISE / 
ELECTRONIC RACK – REPLACE DEFECTIVE RACK AND 
ADJUST TOE ALIGN CAMBER AND CASTER 

http://32.243.2.32/KMLookuptools_PRIORITYONE/dealerFieldPersonnelSearchAction.do?selectedBacCode=115338&method=displayBacInfo�


10/30/
08 

87062 1 40518 NOISE IN FRONT END. TEST DROVE W/ CUSTOMER, 
DIAGNOSIS FOUND I – SHAFT RATTLES. REPLACE 
INTERMEDIATE STEERING SHAFT FOR PAST HISTORY – 
CUSTOMER SATISFEACTION GOODWILL. 

 
 {Symptom} 

       
Date: RO #: Days 

Out: 
Mileag
e: 

Description of Complaint and Repair Performed: 

     
                              
 
 

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

Out: 
Mileag
e: 

Description of Complaint and Repair Performed: 

     
                              

 
Has the vehicle ever been involved in a accident?  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 NA 
 
Have you ever filed any insurance claims on this vehicle? N 
 
Questions regarding Insurance Claims NA 
Insurance Company________________________________________________     
Insurance Rep (First and Last Name) ____________________________ 
Phone # _____________________  
Claim Made?  Y/N                Claim Status: Pending/Denied/NA  
Claim # _____________________ 
Did Insurance Company refer customer to GM?  Y/N/NA 
 
Are there any Aftermarket Modifications to the Vehicle ?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 - Drivability 
       
Date: RO #: Days Mileag Description of Complaint and Repair Performed: 



Out: e: 
     
7/6/06 66075 1 22507 IDLES ROUGH – NO DFECT FOUND 

 
 
CAR STARTER STAYS ENGAGED – NO DEFECT FOUND  

8/3/07 75959 6 29704 CUSTOMER COMPLAINT OF ROUGH IDLE – SCAN TOOL 
CHECK NO CODES, NO MISFIRE, CHECK FOR VACUUM 
LEAKS, CLEAN MAF SENSOR AND UPDATE PCM/ 
CLEAN INJECTORS. NEED ST TIME TO CLEAN ALL 
COMPONENTS, CALL TAC CENTER SAID TO 
REPROGRAM PCM AND CLEAN INJECTORS 

                        

 
 Other - Seat 

       
Date: RO #: Days 

Out: 
Mileag
e: 

Description of Complaint and Repair Performed: 

     
7/6/06 66075 *** 22507 RR SEAT KNOW 

RIGHT RR RECLINER KNOB BROKEN - REPLACE 
 

 Other – Headlight 
       
Date: RO #: Days 

Out: 
Mileag
e: 

Description of Complaint and Repair Performed: 

     
12/6/0
6 

70070 1 26947 LEFT FRT H/LIGHT BULB BLOWN – REPLACE 

 
 Other - Radio 

       
Date: RO #: Days 

Out: 
Mileag
e: 

Description of Complaint and Repair Performed: 

     
2/18/0
8 

80859 11 35766 CLICKING NOISE IN RADIO, CD CLICKING – INSTALL 
EXCHANGE UNIT – SET UP AND REPROGRAM 

 
 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 (Can Customer go?) 



 
GM Program Summary Repurchase/Replacement: No, as customer is outside of 12/12 parameters 
 
 
Lemon Law Repurchase/Replacement: Yes as they have 4 years from the in service date to file a 
claim 
 
 
GM Program Summary Repairs/Reimbursement for past repairs: No, as customer is outside of 
B2B warranty 
 
 
 
 
 

THE STATE LEMON LAW READS: 
(Can Customer Win?) 

 
Days out of service:  30 Calendar  Days 
Repairs 4 
Time period 24 Months / 18000 Miles 
Does Lemon Law state nonconformity must continue to exist? Y 
 
If applicable, safety-related repairs NA 
Safety-related time period NA 
 
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:   20 
 

Vehicle Meets Presumption of Lemon Law     NO   
 

PERTINENT FACTS FROM PREVIOUS SRs WHICH RELATE TO YOUR EVALUATION 
 

71-552562600 
RFI-vehicle 
8/31/2007 03:16:23 PM 
8/31/2007 04:35:47 PM 
No GW 
 
 
 

 
RECOMMENDATION AND RATIONALE 

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



 
Cust sts: I have had issues with this in the past, it is not my fault if they did not install it properly , or 
if GM has a problem with these, the dealership offered me 50% saying that if I brought it there more 
they could have done maintenance to the shaft, I read through my owner’s manual and no where 
does it say this is a required maintenance 
 
DVM sts: - Waiting for reply, however is no necessary as dlr principal agreed to cover repair 
 
SVM sts: He doesn't bring it here for service; it could have needed to be greased. We wouldn't have 
been able to adv him that it needs greased if he brought it here for anything other than warranty. The 
last steering shaft that was done was a different part.  
 
CRS Rationale: We should be covering this repair as the customer has had concerns in the past while 
within warranty, this is a known concern and there is nothing he could have done to caused this, it’s 
not his fault that we didn’t have the updated part the last time it was done. Dealership Principal has 
offered to cover repair at no cost. 
 
 

FINAL GOODWILL OFFER 
_________Dealership offered to cover repair 100% _________________________________________ 
 
What are the 3 main strengths of the customer’s case  
- 1 exact repair within B2B 
- 2 steering repairs 
 
 
What are the 3 mains weaknesses of the customer’s case  
- used vehicle 
- out of presumption 
- out of warranty 
 
 
Decision reached by CRS:     Arbitrate case:                Settle case:   x 



 

Component Description 

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

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

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

Chassis All frame, bumper and hitch components. 
 

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

Engine/Fuel & 
Exhaust 

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

Glass All glass and window components. 

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

Paint All paint specific issues (Not metal related). 

Restraints All SIR, airbags and seatbelt issues. 

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

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

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

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

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

















April 6, 2011 

Hartselle, AL  
 
 
Service Request: 71-671684401 
Customer Relationship Specialist: Michelle Rivers 
 
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 that you had repaired.  
We regret that we are unable to reimburse you the amount you requested because the vehicle is 
outside the mileage parameter at the time of repair. 
 
At Chevrolet, our commitment to customer satisfaction is a top priority.  We hope you 
understand our position.  If you have any future questions, feel free to contact our Chevrolet 
Customer Assistance Center at 
 1-800-222-1020 Monday through Friday between 8:00 a.m. and 11:00 p.m., Eastern Time.  
Please refer to your service request number above and any of our Customer Relationship 
Specialists will be happy to assist you. 
 
Sincerely,  
 
Chevrolet Customer Assistance Center 
 
 





Case Number: 155898
Originator Name: Mario Resendez 1866 790 5600 mario_resendez@gmexpert.com
Created Date: 02/09/2009
Vehicle Info

*VIN: 1G1ZT51856F MSRP: 20490.0 *TAC #: N/A
Year: 2006 Make: Chevrolet Model: Malibu
Vehicle Comments & TAC Explanation:
N/A

*Date Reviewed with Customer: 01/29/2009 *Repurchase Mileage: 24313
Original Purchase Date: 03/13/2007 * Original Purchase Condition: New

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

* Reason Repurchase Noise in the Steering/Suspension

UCC Codes (M0110) Steering  - General - Noise
(F1008) Suspension - Front Suspension General - Squeaks

Vehicle Lien Holder
Type of Secured Interest: Standard Lien * Company:Nuvell Account #:
Contact or Attention:
Address
City State FL ZIP Code:
Day Phone: 877 688 3555 Fax: E-mail:

Original Selling Dealer
* Dealer #: 114744 Dealer Name: BILL SHULTZ CHEVROLET INC
Region: 30 District: 3114
* Phone: (772) 461-4800 Fax: (772) 465-9172
* Contact Name: John Sheperd * Contact Title:Service Manager E-Mail:

Repurchasing Dealer: -
Repair

* Contact Name: * Contact Title:

Vehicle Location: -

February 09, 2009 Page 1 of 2



Case Number: 155898
Originator Name: Mario Resendez 1866 790 5600 mario_resendez@gmexpert.com
Created Date: 02/09/2009

Transaction Details

Siebel Request #: 71-679590782 * Disposition:Auction 
State: FL * Type: Straight Repurchase 
Source: ADR BBB Mandated 
Replacement VIN: -
Compliance Date: 2009-03-01 Compliance Type:BBB Mandate 
MSRP: 0.0 Order #:

Repurchase:

* Processing Instructions:
As per Decision Letter

Disposition:

* Processing Instructions:
N/A

Transaction Details
Group Responsible Formula Additional Explanation Value
Usage
Sales Tax
State/Gov Fees
After Market Item(s)
Negative Equity
Over Allowance Amount

Use Lemon Law
Customer
Customer
Does Not Apply
Customer
Customer

NA
NA
NA
NA
NA
NA

Usage per Lemon Law
Sales Tax
Fees
No Aftermarket Items
Negative Equity
Over Allowance

0
0
0
0
0
0

February 09, 2009 Page 2 of 2





 
 
 

 
 
 

 
 

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 
 

January 23, 2009 
   
To: Carol – Hearing Site 
      Mr. William J. Wadsworth – Arbitrator 
      Fax# (561) 721-9252 
 
Re: 
      Case# CHV0852741-1R 
       
   
 
From: Shendanna M. Boykin 
BRC Arbitration Specialist  
Ph# 866-790-5700, extension 21231 
Fax# 866-485-4472 
 
Cover Sheet plus __1___ 
 
Notes: 
 
Chevrolet Malibu Owners Manual Page 3-29 ref Recirculation 
Mode 
 
 
 
 
 



























































































 
 
Revised 8/02/2007 

Privileged and Confidential Information 
 

CASE ASSESSMENT 
 

By: Mario Resendez State: FL 
 

 
Customer Name:   Service Request: 71-

679590782 
BBB Case No.:  
CHV0852741-1R 

   
 
Vehicle ID No.:  
1G1ZT51856F  

In Service 
Date: 
3/13/2007 

Vehicle is: New BAC Code: 
114744 

Year, Make & Model: 2006 Chevrolet Malibu 
Mileage at Time of BBB Filing 20,000 

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

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

DVM Name:Cook Carl CAM Name: Wes Preece 
Phone/Cell Number: 561-254-8398 Phone Number: 678-240-9832 

    

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

 Steering  noise 
       

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

FRA 
12/08/08 

327992 1 21,212 FRA Noise in Steering/Suspension 
 
Vehicle was road tested by GM Area Service Manager for 13 miles. No 
problem of any sort was observed on road test relating to steering or 
suspension noise also overall operating performance with steering and 
suspension was ok. 
 
NOTE: Front tires show wear on out side edge needs rotation as routine 
maintenanca at 5,000-7,000 mile intervals. 
 

10/13/08 326507 1 20,753 Customer states till has clicking noise in front end on turns especially left 
rurns 
 
DLR replaced the steering intermediate shaft. 
 

08/28/08 325443 1 19,839 Customer states clicking noise in steering wheel when turning 
 
DLR verified concer-replaced left and right upper strut mounts 
 

05/02/08 322512 1 16,014 Customer states clicking noise in steering on turns, clunking noise backing 
up and turning see keith. 
 



Checked steering - lubed steering shaft as per GM doc #2084819, shaft is 
still noisy replaced the intermediate steering shaft. 
 

12/13/07 318195 1 10,451 Customer claims noise in steering on sharp turns clunking noise. 
 
Road tested vehicle - check for service bulletins and updates - performed 
repairs as described in GM doc #1973984. This did not repair concern - 
replaced the steering rack and set toe. 
 
Customer compain of noise in steernig lcunking sound 
 
Performed bulletin do 1973984 no help. Replaced steering gear and reset 
toe to Specs. 

                              
 
 
 

 Suspension noise 
       

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

08/2808 325443 * 19839 Customer states knocking noise in frotn end when going straight or 
turning 
 
DLR verified concern lubed intermediate shaft 

                              
                              
                              
 
 
 

 Cooling System issues/Low Coolant message 
       

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

06/04/08 323324 1 17,017 customer claims low coolant message appears 
 
DLR special ordered parts coolant lever sensor bad replaced the coolant 
reservoir with sensor. 
 

05/02/08 322512 * 16,014 Customer claims low coolant message appears on morning start up. Parts 
have SOP. 

                              
                              
 
 
 

 Fuel gauge inop 
       

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

05/02/08 322512 * 16,014 Customer claims after fill up with fuel. Fuel gauge drops to empty and low 
fuel message appears  
 
DLR scanned P.C.M. for trouble codes. code P0463 was stored and 
replaced the fuel level sensor 

                              
                              
                              



 
 
 

 No start with key issue 
       

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

08/28/08 325443 * 19,839 Customer states intermittent when (GM key turned, just clicks wont start 
but auto start work ok every time. 
 
DLR was not able to duplicate customer concern at this time. Checked for 
trouble codes none were stored. 

                              
                              
                              
 
 
 

 Car darts while driving/hesitation 
       

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 a 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 
 
Are there any Aftermarket Modifications to the Vehicle N 
Have you confirm this with the customer Y 
List: N/A 
 
 
 

 Other 
       

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

10/13/08 326507 * 20,753 Customer states front end pull 
 
Replaced right outer tie rod and set toe. 

                              



                              
                              
                              

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

 
 
 

THE STATE LEMON LAW READS: 
 
Days out of service:  out of service for 30 days plus an opportunity for a final repair 
attempt 
Repairs three times plus a final attempt after receiving consumer’s notice 
Time period 24 months from original delivery plus 60 days / not specified 
Does Lemon Law state nonconformity must continue to exist? Yes 
 
If applicable, safety-related repairs not specified 
Safety-related time period not specified / not specified 
 
Number of repair attempts in the presumption period: 5 
Total days out of service during the presumption period: 6 
Total days out of service during customer’s ownership:   6 
 

Vehicle Meets Presumption of Lemon Law     YES  
 

PERTINENT FACTS FROM PREVIOUS SRs WHICH RELATE TO YOUR EVALUATION 
 

Concern: Legal SR (71-671839146) 
Date & Offer/Result: No GW offered 
 
Concern: FRA SR (71-683800265) 
Date & Offer/Result: No GW offered 
 
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: Straight Repurchase 
 
DVM sts: he will not be able to attend to the hearing to defend it. DVM stated in message that case can be defended 
based on final repair attempt. DVM states that there is no current problem with vehicle and that that should be GM 
position in defending the case. DVM also stated that the owner could not show the service manager any problem while 
on the road test prior to the road test he made. DVM stated that no problem was duplicated as documented in the FRA. 
 
SVM sts: FRA has been completed and that the DVM Mr. Cook test drove the vehicle for about 13 miles and was not able 
to to find anything wrong with the vehicle 
 
CRS Rationale: Vehicle seems to meet presumption of the LL. Based on repair history regarding suspension and clunk 
noise, CRS suggests to offer a trade/straight repurchase to settle case. CRS will escalate request to DVM for approval on 
offering 
 
DVM is not authorizing to offer the customer a trade or a straight repurchase. CRS will now escalate case to TL for proper 
CAM escalation 
 
 
What are the 3 main strengths of the customer’s case to win repurchase through Lemon Law  
 
 
 
 
What are the 3 mains weaknesses of the customer’s case to win repurchase through Lemon Law 
Vehicle seems to meet presumption of the LL by Repairs 
4 out of 5 visits has the vehicle undergone some sort of repair or adjustement 
FRA has been completed 
 
 
Decision reached by CRS:     Arbitrate case:                Settle case:   X 



 
COMPONENT DESCRIPTION 

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

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

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

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

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

Engine/Fuel & 
Exhaust 

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

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

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

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

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

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

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

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



 
 
 

 
 
 

 
 

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 
 
11/14/08 
   
BILL SHULTZ CHEVROLET, INC. 
4200 S US 1 
FORT PIERCE FL 34982-6904 
                                                                           
Re:  
 Siebel Request: 
 2006 Chevrolet Malibu 
 VIN # 1G1ZT51856F
 
Dear Mr. John Sheperd & Sales Manager: 
 
This is a letter of notification regarding a {Better Business Bureau case/State case}involving the above referenced 
customer.  
 
In order to perform a case assessment, please provide me with copies of all dealer sales and service documents 
regarding this vehicle.  The specific documents needed are: 

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

(Please include front and backs of the shop copies).  
 
Please fax them to the number found below.  If there are any fax difficulties or the documents exceed 50 pages, 
please contact me as soon as possible. 
 
Your cooperation is greatly appreciated.  If you have any questions, feel free to contact me directly at the number 
below. 
 
Sincerely, 
 
 
 
Mario Resendez 
BRC Customer Relationship Specialist 
Ph# 866-790-5600 ext.41300 
FAX# 866-597-4481 
 
 
 





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

 
Customer  Request # 71-679590782 BBB # CHV0852741 

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

 
(+) $20,490.00 

 
MSRP: (From BARS Invoice) 

 
(-) $20,490.00    

 
DIFFERENCE: 

  
(=) N/A     

  
 
TRADE ALLOWANCE:  (from dealer Bill of Sale) 

 
(+) $4,600.00 

 
Include vehicle retail, accessories and mileage adjustment figures, and attach NADA pages to file. 
NADA Retail Value for: 2003 KIA Spectra KNAFB121435  
VEHICLE: $4,325.00   
ACCESSORIES: ***vehicle is not GM cannot verify accessories***   
MILEAGE ADJUSTMENT: + $375.00 

 
 
 
 
(-) $4,700.00 

 
OVER ALLOWANCE: (Trade more than NADA) 

  
(=) N/A           

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

  
(=) $6,956.03     

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

    
(+) $20,490.00         

 
GM CARD POINTS:  

     
    DO NOT INCLUDE 

 
INCENTIVES (from BARS):  
(Do not include fuel fill credit, dealer incentives or GM card credited back to customer) 
1: CSE = $1,000.00 
2: 
3: 
TOTAL INCENTIVES (Not included in Purchase Price) 

  
 
 
 
 
(-) $1,000.00 
               

 
OVERALLOWANCE: (From above) 

  
(-) N/A 

 
NEGATIVE EQUITY: (If NOT shown in contract)) 

  
(-) $2,356.03 

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

      
   (=) $17,133.97     

 



 
 
 
Thursday, February 12, 2009 
 

 
Port Saint Lucie, FL  

      
 
Subject:  Repurchase of  2006 Chevrolet Malibu 
VIN: 1G1ZT51856F  
Ref SR:71-679590782 V-155898 
 
Dear : 
 
We regret that you are dissatisfied with your 2006 Chevrolet Malibu, VIN 1G1ZT51856F and that 
our attempts to resolve your concerns have not met your expectations. Chevrolet will repurchase this 
vehicle in exchange for the release of liability stemming from warranties, express or implied, covering this 
vehicle. 
 
Per the Better Business Bureau’s decision, Chevrolet will repurchase your vehicle for $24,786.47. Your 
responsibilities are outlined below. This  was calculated by using the following figures. 
 
 Total Repurchase Amount      $24,786.47  
  

Base Price       $20,490.00 
State Fees       $6.50 

 Prorated GAP        $162.78 
 Sales Tax       $1,091.46 
 Finance Charges       $7,585.52 
 Dlr Servie Fee       $399.00 
 

Less Usage       $3,948.84 
Less Incentives       $1,000.00 

  
Less Payoff of Original Vehicle-Good until 02/28/09   $21,583.90 

   
 Total Amount to Customer     $3,202.52 
 
 
 
The requirements of the straight repurchase are as follows: 
 
⇒ Vehicle Damage - vehicle is free from any abnormal damage, which impair its resale value. Vehicle 

must be inspected by a General Motors dealership at time of closing. 
⇒ Vehicle Alterations - if this vehicle has been altered or modified from its original factory condition, it 

must be restored to its original condition before the scheduled repurchase appointment 
⇒ A “Power of Attorney” form - supplied by General Motors must be signed and notarized at the time 

of repurchase (used only for titling purposes).  
⇒ An “Odometer Disclosure Statement” form - supplied by General Motors must be signed at the time 

of the repurchase  
⇒ Factory installed equipment – needs to be intact and functional. 
⇒ Title – if no lien on this vehicle, a free and clear title must be provided at time of repurchase. 
⇒ Cash backs rebates or incentives– no cash backs rebates or incentives of any kind are applicable 

towards this transaction. 
 
If all above requirements are met, the dealership will proceed with the repurchase and transfer of funds.  



*155898* 

 
 
 
      Sincerely, 
  
 
      General Motors RVDC 
      2717 Schust 
      Saginaw, MI 48603  
 
 
 
 
 
 

























































































STRAIGHT-PAYMENT-LEASE REPURCHASE WORKSHEET - BRC COMMON
File Number

71-679590782 Chris Wilsey
Draft-Add question marks beside category (not in dollar fields) to indicate incomplete information 

Date:
1G1ZT51856F February 10, 2009

1 1 Base Price $20,490.00 1 Down Pmt / Cap Cost Reduction $0.00
2 2 Conversion / Upfit cost $0.00 2 Pmts (includes 1st month if lease) $0.00
3 3 Reg./Lic./Title Fees $0.00 3 Reg/Lic/Title Fees (leases only) $0.00
4 4 State Fees $6.50 4 Tax (leases only) $0.00
5 A. USAGE USING L.L. FORMULA 5 Prorated Gap $162.78 5 Aftermarket Items $0.00
6 Base Price/Total Repurch Price $0.00 6 Sales Tax/Other Tax $1,091.46 6 Other-Explain $0.00
7 Mileage 0 7 Finance Charges  $7,585.52 7 Other-Explain $0.00 Accrued thru 2/11 $260.61 - from 2/12 thru 2/28 = 17 days x 9.65 per diem = 164.05 - (from payt history 7160.86 + 260.61 + 164.05 =7585.52) 
8 Denominator 100,000 8 GMPP (* only for WI) $0.00 8 Other-Explain $0.00
9 Usage $0.00 9 Dlr Service Fee $399.00 9 Other-Explain $0.00

10 10 Total Purchase Price $29,735.26 10 Total Additions $0.00
11 B. USAGE - NEGOTIATED $3,948.84 11 11
12 12 * Usage/Depreciation $3,948.84 12 * Usage/Depreciation $3,948.84
13 13 Damage $0.00 13 Damage $0.00
14 C. USAGE USING CENTS/MILE 14 Late charges $0.00 14 Late charges $0.00
15 Mileage 0 15 Over-Allowance $0.00 15 Over-Allowance $0.00
16 Cents per mile $0.000 16 Negative Equity $0.00 16 Negative Equity $0.00
17 Usage $0.00 17 Incentives $1,000.00 17 Incentives $0.00
18 18 Other-Explain $0.00 18 Sec. Dep. (leases) if reimbursing above $0.00
19 19 Other-Explain $0.00 19 Extended Service Contract $0.00
20 D. USAGE-CALIFORNIA ONLY 20 Other-Explain $0.00 20 Gap Insurance $0.00
21 Base price section-Used when NOT financed. 21 Other-Explain $0.00 21 Over Mileage Penalty $0.00
22 "Actual Price Paid" (Base) $28,572.48 22 Total Deductions $4,948.84 22 Total Deductions $3,948.84
23 Mileage 0 23 23
24 Usage $0.00 24 Repurchase Subtotal $24,786.42 24 Total Refund to Customer -$3,948.84
25 OR 25 Loan Payoff good thru 02/28/09 $21,583.90 25 Dlr Buyout (lease) or Loan Payoff $0.00
26 Payment/Lease-Used when financed. 26 Total Refund to Customer $3,202.52 26 (GMAC=DL quote) good thru xx/xx/xx
27 "Actual Price Paid" (Pmt/Lease) $0.00 27 Attorney's Fees $0.00 27 Attorney's Fees $0.00
28 Mileage 0 28 Total Repurchase $24,786.42 28 Total Repurchase -$3,948.84
29 Any ext service contract (CA only) 0 29 NADA (Legal Only) $0.00 29 NADA (Legal Only) $0.00
30 Usage $0.00 30 Estimated Auction Value $0.00 30 Estimated Auction Value $0.00
31 31 Projected Loss $24,786.42 31 Projected Loss -$3,948.84

PURCHASE PRICE (before t/t/t) 20,490.00$     TRADE ALLOWANCE 4,500.00$      PURCHASE PRICE 20,490.00$     
MSRP ( FROM BARS INVOICE) 20,490.00$     PAYOFF OF TRADE 6,956.03$      INCENTIVE* (from BARS) 1,000.00$       
DIFFERENCE -$               DIFFERENCE (2,456.03)$     OVERALLOWANCE (200.00)$         
if positive look for over allowance if negative=negative equity ACTUAL PRICE 19,690.00$     

TRADE ALLOWANCE 4,500.00$      
ACV OF TRADE 4,700.00$      Do not include fuel fill credit

Authorized Signature Date DIFFERENCE (200.00)$        Include GM card points
ACV=actual cash value Form Rev. 04/28/2006  

ACV per OAOE form

Worksheet Filled Out By:

STRAIGHT REPURCHASE - BASE PAYMENT (CA, FL & WV) OR LEASE REPURCHASE

 To calculate usage:
Use ONLY one of the 4 methods in this column or 
follow applicable lemon law formula for your state

USAGE FORMULAS

Vehicle VIN:

Customer Name



  
  Manufacturer's Case Lookup System     

CHV0852741-1R  Details For Case: CHV0852741-1R 

Case Number  CHV0852741-1R / 71-679590782

VIN  1G1ZT51856F

Name  

City-State-Zip  Port St Lucie, FL 

Phone #  

Specialist  Rhonda Eakins reakins@council.bbb.org ext: 240

Start Date  12/19/08

Close Date  01/28/09

Days Elapsed  40

Attorney  

Arbitrator  Mr. William J. Wadsworth

 FTP Info passed to IBM
 Req  Type  Sent  Event Information (Location)
 NEW  A02  12/19/2008 VIN Taken with initial claim ... Rhonda Eakins Ext 
 UPDATE  A06  01/08/2009 Arbitration Scheduled for 2:30 pm on 01/23/09 
 UPDATE  A06  01/08/2009 Arbitration Scheduled for 2:30 pm on 01/23/09 
 UPDATE  A06  01/08/2009 Arbitration Scheduled for 2:30 pm on 01/23/09 
 UPDATE  A07  01/28/2009 Repurchase was awarded 
 UPDATE  A08  01/29/2009 Customer Accepts Final Decision 
 UPDATE  A09  01/29/2009 Performance Due by 03/01/09 

 
 Time Line
 Step Dated  Description  Dated By
 Not Yet Dated First Performance Attempt  N/A
 03/01/09  Fin Dec Promised Perf Date  rhonda
 01/29/09  Send Fin Acc/Rej to Mfr  rhonda
 01/29/09  Cust Accepts/Rejects Fin Dec  rhonda
 01/29/09  Call Customer re: ARD  rhonda
 01/28/09  Send Fin Dec/Reasons to Mfr  todd
 01/28/09  Send Fin Dec Acc/Rej to Cust  todd
 01/28/09  Decision Finalized  todd
 01/28/09  Decision Review Outcome  todd
 01/28/09  Decision Rcvd-Not Reviewed  todd
 01/28/09  Send Arb Email for Decision  todd
 01/28/09  Dt Arb got all info for dec  todd
 01/23/09  Arb Requests Additional Info  todd
 01/23/09  Go to Hrng/Dt M Makes Offer  rhonda
 01/08/09  Send ATA/NOH to C,Mfr,Arb  nichelle
 01/08/09  Enter Hrg/Inspect Info  rhonda
 01/08/09  Date HSB Checklist Rcvd  rhonda
 01/07/09  Cust Accepts/Rejects Offer  rhonda
 01/07/09  Mrf Offered Adjustment  rhonda
 01/07/09  Send HSB Checklist  rhonda
 01/07/09  Draft ATA  rhonda
 01/07/09  Contact C & Mfr/Sched Call  rhonda
 01/07/09  Cust Accepts/Rejects Offer  rhonda
 01/06/09  Mfr Offered Adjustment  rhonda
 01/06/09  Call Manufacturer  rhonda
 01/06/09  Call Customer / Review Notes rhonda
 12/19/08  Date Claim Opened  rhonda
 12/19/08  Claim Sent to Mfr  rhonda
 12/19/08  Date Claim Taken  rhonda
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 Documents
 Select  Type  Description  Date

  M05  Customer's ARD To Manufacturer  01/29/09

  ARD  Acceptance or Rejection of Decision  01/29/09

  ard  Acceptance or Rejection of Decision  01/28/09

  m04  Decision Letter To Manufacturer  01/28/09

  F-DEC  Decision  01/28/09

  csla  Customer's SLA  01/29/09

  m03  ATA To Manufacturer  01/08/09

  als  Arbitrator Listing Sheet  01/08/09

  als  Arbitrator Listing Sheet  01/08/09

  arbir  Arbitrator's Inspection Report  01/08/09

  noh  Notice of Hearing  01/08/09

  opn  Opening Statements  01/08/09

  sug  Suggested Hearing Format  01/08/09

  map  Map to Hearing Site  01/08/09

  ata  Agreement to Arbitrate  01/07/09

  veh  Vehicle Registration  12/22/08

  csdoc  Customer's suprt docs  12/22/08

  CCF  Customer Claim Form  12/22/08

  mrf  Manufacturer Response Form  12/19/08

  ccf  Customer Claim Form  12/19/08

  m01re  Customer Reopened Claim  12/19/08

  ccf  Customer Claim Form  11/13/08

  ccf  Customer Claim Form  11/13/08

  prgm  Program Summary  12/19/08

 View Selected DocumentsView Selected DocumentsView Selected DocumentsView Selected Documents  
  Help   |   Contact Us

  © 2004 Council of Better Business Bureau, Inc. All Rights Reserved.
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Revised 06/04/07 

Overallowance/Negative Equity/Incentives Form (Non-Florida) 
 
Customer: SR #: 71-680121893 BBB#: SAT0853782 

 
This form may be used to identify possible Overallowance or Negative Equity and to determine any 
customer incentives which were paid but may not be easily identifiable on a Bill of Sale. 
 
You must determine the TRUE purchase price of a vehicle and identify any Overallowance, Negative 
Equity, and/or Incentives prior to arbitration or voluntary repurchase. 
 
 
Section 1  
Purchase Price 10998.00 
(from Bill of Sale, before tax, tag, title, etc.)  
MSRP -  15225.00 
(from BARS Invoice screen)  
Subtract the MSRP from the Purchase Price =  -4227.00 
(If positive, look for Overallowance)  
If the Purchase Price is greater than the MSRP but there was no trade-in, have the Dealer explain why 
the customer paid more than MSRP. 

 

  
  
Section 2  
Trade Allowance 0.00 
(from Bill of Sale)  
Actual Cash Value (ACV) -  0.00 
(from ACV Statement)  
Subtract the ACV from the Trade Allowance =  0.00 
If positive, the Trade Allowance is higher than the ACV of the trade-in.  This is Overallowance.  
  
  
Section 3  
Trade Allowance 0.00 
(from Bill of Sale)  
Payoff on Trade -  0.00 
(from Bill of Sale)  
Subtract the Payoff on Trade from the Trade Allowance =  0.00 
If negative, the Payoff on the Trade is higher that the Trade Allowance.  This is Negative Equity.  
  
  
Section 4  
Purchase Price 10998.00 
(from Bill of Sale, before tax, tag, title, etc.)  
Incentives not included in the Purchase Price -  0.00 
(from BARS and Incentive Acknowledgement sheet)  
Do not include fuel-fill credit or Dealer incentives.  GM Card points must be included.  
Overallowance/Negative Equity -  0.00 
(use the Overallowance from Section 2 or the Negative Equity from Section 3, whichever is larger)  
Subtract the Incentives and the Overallowance/Negative Equity from the Purchase 
Price.  This is the Actual price of the vehicle that should be presented to the BBB on 
the Agreement to Arbitrate (ATA). 

=  10998.00 



 

Revised 06/04/07 

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

 

 















































































 
 
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. 
 
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. 
 
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. 
 
 

 
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: $524.21 
reimbursement 

 DATE: 
12/10/08  

CUST Accepted 

Goodwill: 
Reimbursement  

Attorney Fees (if applicable): $N/A    

 

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

 

















 
 
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 
 






