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February 4, 2011 
 

 

Savannah, GA   
 
 
Service Request: 71-594281508 
Customer Relationship Specialist: Sam Curtis 
 
 
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 that you had repaired.  
We regret that we are unable to reimburse you the amount you requested because the part 
replaced is not the part covered by this special coverage. 
 
At Pontiac, our commitment to customer satisfaction is a top priority.  We hope you understand 
our position.  If you have any future questions, feel free to contact our Pontiac Customer 
Assistance Center at 1-800-762-2737 Monday through Friday between 8:00 a.m. and 11:00 p.m., 
Eastern Time.  Please refer to your service request number above and any of our Customer 
Relationship Specialists will be happy to assist you. 
 
Sincerely,  
 
Pontiac Customer Assistance Center
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Issued by: Certificate No. 1G2ZH528054
Pontiac   
 
Issue Date: April 4, 2011  
 
Issued exclusively for:  
  
 Arlington, TX  
 
Valid through: October 3, 2009 
 
Amount: One Thousand Five Hundred Dollars and Zero Cents 
 ****$1,500.00**** 
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April 4, 2011 
 
 

Arlington, TX  
 
 
Service Request: 71-668451055 
Customer Relationship Specialist: Sharon Turknett 
 
Dear : 
 
Thank you for your recent inquiry.  We are sorry you have experienced concerns with your 2005 
Pontiac G6.  Customer satisfaction is a top priority for us at Pontiac. 
 
Confirming our conversation regarding your Pontiac, vehicle identification number, 
1G2ZH528054  enclosed is the Owner Loyalty Certificate for the amount of $1,500.00.  
This certificate is valid through October 3, 2009, towards the purchase, SmartLease or SmartBuy 
of a new, unused General Motors vehicle.  This certificate may be used in addition to any other 
retail purchase incentive programs available at the time of purchasing a new vehicle. 
 
We are proud you made Pontiac your choice when you purchased your 2005 Pontiac G6 and 
trust you will give us the opportunity to retain you as a valued Pontiac customer.  Should you 
have any questions regarding General Motors’ products and current incentives, please call 
Pontiac Marketing Support at 800-276-6842.  You may also begin your shopping by logging on 
to the GM Vehicle Showroom at www.gm.com to view our products. 
 
We hope you will take advantage of this special incentive offer, and assuming you do, simply 
present the certificate to your dealer after you have negotiated your best deal, sign the certificate 
and your dealer will complete the necessary information and process it for you. 
 
Sincerely,  
 
Pontiac Customer Assistance Center
 



























































CDR File Information
Vehicle Identification Number 1G1ZG57B08F
Investigator Gary L. Dixon                                                   
Case Number 71-669694600                                                    
Investigation Date Monday, October 13 2008                                         
Crash Date Friday, October 3 2008                                          
Filename 10-13-08 71-669694600 1G1ZG57B08F CDR
Saved on Monday, October 13 2008 at 11:16:40 AM 
Collected with CDR version Crash Data Retrieval Tool 3.09
Reported with CDR version Crash Data Retrieval Tool 3.09
EDR Device Type airbag control module
Event(s) recovered None

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

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

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

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

$01  00 01 00 00 4D 00 00 
$02  30 00 00 00 00 00 00 
$03  02 00 00 00 00 00 00 
$04  02 00 00 00 00 00 00 
$05  00 00 00 00 00 00 00 
$06  00 0A 00 00 0A 10 96 
$07  00 29 00 00 00 00 00 
$08  00 FF 00 00 00 00 00 
$09  00 8B 8A 00 00 00 00 
$0A  00 00 00 00 00 00 00 
$0B  1C 06 01 0F 00 00 00 
$0C  80 00 80 00 00 00 00 
$0D  FE B9 40 00 00 00 00 
$0E  00 00 00 00 00 00 00 
$0F  BB 80 00 00 00 00 00 
$10  47 31 5A 47 35 37 42 
$11  30 38 46 31 36 32 36 
$12  37 32 00 00 00 00 00 
$13  01 04 44 00 00 00 00 
$14  06 57 54 BB 00 00 00 
$15  6B 96 CF BF 00 00 00 
$16  08 0A 0D 10 11 07 00 
$17  04 04 03 03 02 02 00 
$18  03 02 00 00 00 07 07 
$19  03 03 00 00 00 00 00 
$1B  FF 30 00 66 00 1A 00 
$1C  FF 30 00 66 00 1A 00 
$1D  4F 4F 00 00 00 00 00 
$1E  4F 4F 00 4F 00 01 00 
$1F  33 C1 00 00 00 00 00 
$20  40 00 00 00 00 00 00 
$21  FF FF 00 00 50 00 00 
$22  00 91 00 00 00 00 00 
$24  00 00 00 00 00 00 00 
$25  00 00 00 00 00 00 00 
$26  00 00 00 00 00 00 00 
$27  FF 00 FF 00 00 00 00 
$2A  00 00 00 00 00 00 00 
$2B  00 00 00 00 00 00 00 
$2D  00 00 00 00 00 00 00 
$2E  00 FF F0 06 D0 00 00 
$2F  00 FE 06 D0 00 00 00 
$30  9D 00 00 00 00 00 00 
$31  FF FF FF FF FF 80 00 
$32  F8 80 FF 80 00 00 00 
$33  FF FF FF FF FF 80 00 
$34  FF FF FF FF FF 80 00 
$35  FF FF FF FF FF 80 00 
$36  FF FF FF FF FF 80 00 
$37  F8 80 F8 0F 0F CA FE 
$38  FF 80 C0 80 FF C0 FC 
$39  FF FF FF FF FF 80 00 
$3A  FF FF FF FF FF 80 00 
$3B  7F 0F 1F 1F 3F 00 00 
$3C  FF FF FF FF FF FF C0 
$3D  FF FF FF FF FF FF 00 
$3E  FF FF FF FF 00 00 00 
$3F  00 00 F0 00 00 00 00 
$40  E0 FF 00 00 00 00 00 
$41  F8 F8 90 00 00 00 00 
$42  80 FF FF FF FF 00 00 
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$43  FF FF FF 00 00 00 00 
$44  FF FF FF FF FF FF 00 
$45  FF FF FF FF FF FF 00 
$46  FF FF FF FF FF FF 00 
$47  FF FF FF FF FF FF 00 
$48  FF FF FF FF FF FF 00 
$49  FF FF FF FF FF FF 00 
$4A  FF FF FF FF FF FF 00 
$4B  FF FF FF FF FF FF 00 
$4C  FF FF FF FF FF FF 00 
$4D  FF FF FF FF FF FF 00 
$4E  FF FF FF FF FF FF 00 
$4F  FF FF FF FF FF FF 00 
$50  FF FF FF FF FF FF 00 
$51  F0 00 00 F0 00 00 00 
$52  81 FF FF FF 00 00 00 
$53  FF FF FF 00 00 00 00 
$54  82 FF FF 00 00 00 00 
$55  FF FF FF FF FF FF 00 
$67  A0 FF 00 00 00 00 00 
$68  F8 F8 90 C0 00 00 00 
$69  80 FF FF FF FF 00 00 
$6A  FF FF FF 00 00 00 00 
$6B  FF FF FF FF FF FF 00 
$6C  FF FF FF FF FF FF 00 
$6D  FF FF FF FF FF FF 00 
$6E  FF FF FF FF FF FF 00 
$6F  FF FF FF FF FF FF 00 
$70  FF FF FF FF FF FF 00 
$71  FF FF FF FF FF FF 00 
$72  FF FF FF FF FF FF 00 
$73  FF FF FF FF FF FF 00 
$74  FF FF FF FF FF FF 00 
$75  FF FF FF FF FF FF 00 
$76  FF FF FF FF FF FF 00 
$77  FF FF FF FF FF FF 00 
$78  F0 00 00 F0 00 00 00 
$79  81 FF FF FF 00 00 00 
$7A  82 FF FF 00 00 00 00 
$7B  FF FF FF FF FF FF 00 

$01  41 55 31 30 39 38 52 30 30 39 45 37 38 35 39 30 
$02  3F 0A 00 00 
$03  41 54 31 30 39 38 52 30 30 31 44 34 38 33 31 30 
$04  3F 0A 00 00 
$05  42 55 00 00 00 00 52 FF FF FF FF FF FF FF FF FF 
$06  FF FF 00 00 
$07  42 54 00 00 00 00 52 FF FF FF FF FF FF FF FF FF 
$08  FF FF 00 00 
$0D  41 48 31 30 39 37 52 30 30 44 34 41 43 30 31 30 
$0E  3F 0A 00 00 
$0F  41 4A 31 30 39 37 52 30 30 36 38 39 34 35 39 30 
$10  3F 0A 00 00 
$13  42 52 33 38 32 30 4A 32 37 32 38 35 34 31 48 39 
$14  4B 18 00 41 
$17  42 54 FF FF FF FF FF FF FF FF FF FF FF FF FF FF 
$18  FF FF FF FF 
$21  27 35 B4 97 0E F2 9E 3F 
$22  10 96 
$23  FA 5A FA FA FA FA FA 
$24  FA 5A FA FA FA FA FA 
$25  FA 5A FA FA FA FA FA 
$26  FA 5A FA FA FA FA FA 
$40  00 00 
$41  FF 30 00 66 00 1A 
$42  D0 E4 
$43  00 00 8E 80 
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$44  C6 08 00 FC C0 C0 
$45  07 01 07 01 05 01 
$46  00 0F 0F 64 64 
$47  0A 64 02 04 04 05 0A 06 04 0A 00 00 FA 00 00 FF 04 64 
$48  18 08 08 
$B0  58 
$B1  FD FE 00 
$B2  FF FF FF FF FF 
$B4  41 53 31 30 39 36 32 31 30 39 36 55 20 20 20 20 
$B7  50 AA 01 02 07 
$B8  44 45 84 05 04 
$C1  30 32 30 37 
$CA  30 32 30 37 
$CB  00 F1 69 28 
$CC  00 F1 69 28 
$D1  00 00 
$DB  00 00 
$DC  00 00 
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CDR File Information
Vehicle Identification Number 1G1ZG57B08F
Investigator Gary L. Dixon                                                   
Case Number 71-669694600                                                    
Investigation Date Monday, October 13 2008                                         
Crash Date Friday, October 3 2008                                          
Filename 10-13-08 71-669694600 1G1ZG57B08F CDR
Saved on Monday, October 13 2008 at 11:16:40 AM 
Collected with CDR version Crash Data Retrieval Tool 3.09
Reported with CDR version Crash Data Retrieval Tool 3.09
EDR Device Type airbag control module
Event(s) recovered None

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

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

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

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

$01  00 01 00 00 4D 00 00 
$02  30 00 00 00 00 00 00 
$03  02 00 00 00 00 00 00 
$04  02 00 00 00 00 00 00 
$05  00 00 00 00 00 00 00 
$06  00 0A 00 00 0A 10 96 
$07  00 29 00 00 00 00 00 
$08  00 FF 00 00 00 00 00 
$09  00 8B 8A 00 00 00 00 
$0A  00 00 00 00 00 00 00 
$0B  1C 06 01 0F 00 00 00 
$0C  80 00 80 00 00 00 00 
$0D  FE B9 40 00 00 00 00 
$0E  00 00 00 00 00 00 00 
$0F  BB 80 00 00 00 00 00 
$10  47 31 5A 47 35 37 42 
$11  30 38 46 31 36 32 36 
$12  37 32 00 00 00 00 00 
$13  01 04 44 00 00 00 00 
$14  06 57 54 BB 00 00 00 
$15  6B 96 CF BF 00 00 00 
$16  08 0A 0D 10 11 07 00 
$17  04 04 03 03 02 02 00 
$18  03 02 00 00 00 07 07 
$19  03 03 00 00 00 00 00 
$1B  FF 30 00 66 00 1A 00 
$1C  FF 30 00 66 00 1A 00 
$1D  4F 4F 00 00 00 00 00 
$1E  4F 4F 00 4F 00 01 00 
$1F  33 C1 00 00 00 00 00 
$20  40 00 00 00 00 00 00 
$21  FF FF 00 00 50 00 00 
$22  00 91 00 00 00 00 00 
$24  00 00 00 00 00 00 00 
$25  00 00 00 00 00 00 00 
$26  00 00 00 00 00 00 00 
$27  FF 00 FF 00 00 00 00 
$2A  00 00 00 00 00 00 00 
$2B  00 00 00 00 00 00 00 
$2D  00 00 00 00 00 00 00 
$2E  00 FF F0 06 D0 00 00 
$2F  00 FE 06 D0 00 00 00 
$30  9D 00 00 00 00 00 00 
$31  FF FF FF FF FF 80 00 
$32  F8 80 FF 80 00 00 00 
$33  FF FF FF FF FF 80 00 
$34  FF FF FF FF FF 80 00 
$35  FF FF FF FF FF 80 00 
$36  FF FF FF FF FF 80 00 
$37  F8 80 F8 0F 0F CA FE 
$38  FF 80 C0 80 FF C0 FC 
$39  FF FF FF FF FF 80 00 
$3A  FF FF FF FF FF 80 00 
$3B  7F 0F 1F 1F 3F 00 00 
$3C  FF FF FF FF FF FF C0 
$3D  FF FF FF FF FF FF 00 
$3E  FF FF FF FF 00 00 00 
$3F  00 00 F0 00 00 00 00 
$40  E0 FF 00 00 00 00 00 
$41  F8 F8 90 00 00 00 00 
$42  80 FF FF FF FF 00 00 
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$43  FF FF FF 00 00 00 00 
$44  FF FF FF FF FF FF 00 
$45  FF FF FF FF FF FF 00 
$46  FF FF FF FF FF FF 00 
$47  FF FF FF FF FF FF 00 
$48  FF FF FF FF FF FF 00 
$49  FF FF FF FF FF FF 00 
$4A  FF FF FF FF FF FF 00 
$4B  FF FF FF FF FF FF 00 
$4C  FF FF FF FF FF FF 00 
$4D  FF FF FF FF FF FF 00 
$4E  FF FF FF FF FF FF 00 
$4F  FF FF FF FF FF FF 00 
$50  FF FF FF FF FF FF 00 
$51  F0 00 00 F0 00 00 00 
$52  81 FF FF FF 00 00 00 
$53  FF FF FF 00 00 00 00 
$54  82 FF FF 00 00 00 00 
$55  FF FF FF FF FF FF 00 
$67  A0 FF 00 00 00 00 00 
$68  F8 F8 90 C0 00 00 00 
$69  80 FF FF FF FF 00 00 
$6A  FF FF FF 00 00 00 00 
$6B  FF FF FF FF FF FF 00 
$6C  FF FF FF FF FF FF 00 
$6D  FF FF FF FF FF FF 00 
$6E  FF FF FF FF FF FF 00 
$6F  FF FF FF FF FF FF 00 
$70  FF FF FF FF FF FF 00 
$71  FF FF FF FF FF FF 00 
$72  FF FF FF FF FF FF 00 
$73  FF FF FF FF FF FF 00 
$74  FF FF FF FF FF FF 00 
$75  FF FF FF FF FF FF 00 
$76  FF FF FF FF FF FF 00 
$77  FF FF FF FF FF FF 00 
$78  F0 00 00 F0 00 00 00 
$79  81 FF FF FF 00 00 00 
$7A  82 FF FF 00 00 00 00 
$7B  FF FF FF FF FF FF 00 

$01  41 55 31 30 39 38 52 30 30 39 45 37 38 35 39 30 
$02  3F 0A 00 00 
$03  41 54 31 30 39 38 52 30 30 31 44 34 38 33 31 30 
$04  3F 0A 00 00 
$05  42 55 00 00 00 00 52 FF FF FF FF FF FF FF FF FF 
$06  FF FF 00 00 
$07  42 54 00 00 00 00 52 FF FF FF FF FF FF FF FF FF 
$08  FF FF 00 00 
$0D  41 48 31 30 39 37 52 30 30 44 34 41 43 30 31 30 
$0E  3F 0A 00 00 
$0F  41 4A 31 30 39 37 52 30 30 36 38 39 34 35 39 30 
$10  3F 0A 00 00 
$13  42 52 33 38 32 30 4A 32 37 32 38 35 34 31 48 39 
$14  4B 18 00 41 
$17  42 54 FF FF FF FF FF FF FF FF FF FF FF FF FF FF 
$18  FF FF FF FF 
$21  27 35 B4 97 0E F2 9E 3F 
$22  10 96 
$23  FA 5A FA FA FA FA FA 
$24  FA 5A FA FA FA FA FA 
$25  FA 5A FA FA FA FA FA 
$26  FA 5A FA FA FA FA FA 
$40  00 00 
$41  FF 30 00 66 00 1A 
$42  D0 E4 
$43  00 00 8E 80 
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$44  C6 08 00 FC C0 C0 
$45  07 01 07 01 05 01 
$46  00 0F 0F 64 64 
$47  0A 64 02 04 04 05 0A 06 04 0A 00 00 FA 00 00 FF 04 64 
$48  18 08 08 
$B0  58 
$B1  FD FE 00 
$B2  FF FF FF FF FF 
$B4  41 53 31 30 39 36 32 31 30 39 36 55 20 20 20 20 
$B7  50 AA 01 02 07 
$B8  44 45 84 05 04 
$C1  30 32 30 37 
$CA  30 32 30 37 
$CB  00 F1 69 28 
$CC  00 F1 69 28 
$D1  00 00 
$DB  00 00 
$DC  00 00 
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PRODUCT ALLEGATION RESOLUTION 
PRELIMINARY INSPECTION 

FIELD PHOTOGRAPHIC NOTES 
 
Customer’s Name:   Inspection Date: 10/13/2008 
      Vehicle Brand: Chevrolet   Model:  Malibu 
                   File #: 71-669694600   Vin:  1G1ZG57B08F  
 
Inspector:  Gary L. Dixon Page One 
 
Photo #: Description: 
100-8053 VIN PLATE 
100-8054 VIN LABEL B-PILLAR 
100-8055 ODOMETER 
100-8056 FRONT VIEW 
100-8057 RIGHT FRONT QUARTER VIEW 
100-8058 RIGHT SIDE VIEW 
100-8059 RIGH REAR QUARTER VIEW 
100-8060 REAR VIEW 
100-8061 LEFT REAR QUARTER VIEW 
100-8062 LEFT SIDE VIEW 
100-8063 LEFT FRONT QUARTER VIEW 
100-8064 LEFT FRONT FENDER AND WHEEL AREA VIEW 
100-8065 DAMAGED RIGHT FRONT WHEEL COVER 
100-8066 LEFT REAR QUARTER PANEL AND WHEEL AREA VIEW 
100-8067 DAMAGED LEFT REAR WHEEL COVER 
100-8068 ENGINE COMPARTMENT 
100-8069 NO PICTURE 
100-8070 BRAKE FLUID RESERVOR SHOWING FLUID LEVEL 
100-8071 LEFT FRONT INNER WHEEL AND STRUT AREA 
100-8072 LEFT FRONT INNER WHEEL AND STRUT AREA  
100-8073 RIGHT FRONT INNER WHEEL AND STRUT AREA 
100-8074 STEERING RACK RIGHT END 
100-8075 STEERING RACK MIDDLE SECTION 
100-8076 STEERING REAC LEFT END 
100-8077 TECH II – NO DTC CODES FOR STEERING 
100-8078 NO PICTURE 
100-8079 TECH II – NO DTC CODES FOR STEERING 
100-8080 STEERING WHEEL  
100-8081 DRIVERS SEATING AREA 
100-8082 HEADLINER ABOVE FRONT SEATING AREA 
 
 













































PRODUCT ALLEGATION RESOLUTION 
PRELIMINARY INSPECTION 

FIELD PHOTOGRAPHIC NOTES 
 
Customer’s Name:   Inspection Date: 10/13/2008 
      Vehicle Brand: Chevrolet   Model:  Malibu 
                   File #: 71-669694600   Vin:  1G1ZG57B08F  
 
Inspector:  Gary L. Dixon Page One 
 
Photo #: Description: 
100-8053 VIN PLATE 
100-8054 VIN LABEL B-PILLAR 
100-8055 ODOMETER 
100-8056 FRONT VIEW 
100-8057 RIGHT FRONT QUARTER VIEW 
100-8058 RIGHT SIDE VIEW 
100-8059 RIGH REAR QUARTER VIEW 
100-8060 REAR VIEW 
100-8061 LEFT REAR QUARTER VIEW 
100-8062 LEFT SIDE VIEW 
100-8063 LEFT FRONT QUARTER VIEW 
100-8064 LEFT FRONT FENDER AND WHEEL AREA VIEW 
100-8065 DAMAGED RIGHT FRONT WHEEL COVER 
100-8066 LEFT REAR QUARTER PANEL AND WHEEL AREA VIEW 
100-8067 DAMAGED LEFT REAR WHEEL COVER 
100-8068 ENGINE COMPARTMENT 
100-8069 NO PICTURE 
100-8070 BRAKE FLUID RESERVOR SHOWING FLUID LEVEL 
100-8071 LEFT FRONT INNER WHEEL AND STRUT AREA 
100-8072 LEFT FRONT INNER WHEEL AND STRUT AREA  
100-8073 RIGHT FRONT INNER WHEEL AND STRUT AREA 
100-8074 STEERING RACK RIGHT END 
100-8075 STEERING RACK MIDDLE SECTION 
100-8076 STEERING REAC LEFT END 
100-8077 TECH II – NO DTC CODES FOR STEERING 
100-8078 NO PICTURE 
100-8079 TECH II – NO DTC CODES FOR STEERING 
100-8080 STEERING WHEEL  
100-8081 DRIVERS SEATING AREA 
100-8082 HEADLINER ABOVE FRONT SEATING AREA 
 
 



2008 MALIBU 1LS                              GENERAL MOTORS CORPORATION
40U  WHITE                          /L4G     & SUBSIDIARIES
34B  COCOA/CASHMERE                          RENAISSANCE CENTER
ORDER NO. MQQTBM/TDC      STOCK NO.          DETROIT      MI  48243-1114
VIN 1G1 ZG57 BX 84                      VEHICLE INVOICE 1OD94634895
***************************************************************13*07212S
MODEL & FACTORY OPTIONS               MSRP    INV AMT  RETAIL - STOCK
1ZG69 MALIBU 1LS                  19345.00   18377.75  INVOICE 02/26/08
B37 FLOOR MATS                       80.00      66.40  SHIPPED 02/26/08
FE9 50-STATE EMISSIONS                 N/C        N/C  EXP I/T 03/10/08
LE5 ENGINE, 2.4L DOHC MFI              N/C        N/C  INT COM 03/10/08
MN5 4-SPEED AUTO TRANSMISSION         0.00       0.00  PRC EFF 02/26/08
VK3 FRONT LICENSE PLATE BRACKET       0.00       0.00  KEYS G0052 G0052
                                                       WFP-S QTR  OPT-1
                                                       BANK: DAIMLERCHRY
                                                       CHG-TO    07-212

                                                       SHIP WT:  3358
                                                       HP:       19.3
                                                       GMS:     18661.40
                                                       SUPPLR:  19494.41
                                                       MRM:     20075.00
                                                       DAN:      1
                                                       MEMO      821.25

TOTAL MODEL & OPTIONS              19425.00  18444.15  ACT 231 18511.40
DESTINATION CHARGE                   650.00    650.00  H/B 261   582.75
DEALER CO-OP ADVERTISING                        97.13  ADV 261    97.13

TOTAL                              20075.00  19191.28  PAY 310 19191.28
MEMO: TOTAL LESS HOLDBACK AND
      APPROX WHOLESALE FINANCE CREDIT        18221.63
***********************************************************************
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.
***********************************************************************

CONNER AUTO GROUP





















 

Revised 06/04/07 

Overallowance/Negative Equity/Incentives Form (Non-Florida) 
 
Customer: SR #: 71-670176693 BBB#: CHV0854065 

 
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 19191.00 
(from Bill of Sale, before tax, tag, title, etc.)  
MSRP -  20075.00 
(from BARS Invoice screen)  
Subtract the MSRP from the Purchase Price =  -884.00 
(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 11000.00 
(from Bill of Sale)  
Actual Cash Value (ACV) -  11000.00 
(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 11000.00 
(from Bill of Sale)  
Payoff on Trade -  14586.00 
(from Bill of Sale)  
Subtract the Payoff on Trade from the Trade Allowance =  -3586.00 
If negative, the Payoff on the Trade is higher that the Trade Allowance.  This is Negative Equity.  
  
  
Section 4  
Purchase Price 19191.00 
(from Bill of Sale, before tax, tag, title, etc.)  
Incentives not included in the Purchase Price -  1000.00 
(from BARS and Incentive Acknowledgement sheet)  
Do not include fuel-fill credit or Dealer incentives.  GM Card points must be included.  
Overallowance/Negative Equity -  3586.00 
(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). 

=  14605.00 



 

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-

670176693 
BBB Case No.:  CHV0854065 

   
 
Vehicle ID No.:  
1G1ZG57BX84  

In Service 
Date: 
4/5/2008 

Vehicle is: New BAC Code: 
226078 

Year, Make & Model: 2008 Chevrolet Malibu 
Mileage at Time of BBB Filing (21,292) 

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

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

DVM Name: Kimberly McCloud CAM Name: Larry Shields 
Phone/Cell Number: 281-229-9990 
Svc Mgr Name: Dayne Ledford 

Phone Number: 972-443-2901 

    

VEHICLE REPAIR HISTORY 
 
Throughout the entire form, use an asterisk (*) if day(s) out of service are already counted in another 
category. 
 
PLACE A CHECKMARK IN THE BOX FOR THE MAJOR CONCERN BASED ON REPAIR ORDERS.  USE “N/A” 
IF THERE WERE NO REPAIRS FOR THE COMPONENT GROUP. 
 
HAS TAC BEEN CONTACTED FOR SERVICE HISTORY Y.  IF YES PLEASE INCLUDE TAC # 10528096 AND 
EXPLANATION TAC WAS INVOLVED. IF TAC HAS To diagnose power steering concern. 
__________________________________________________________________________________ 
 
IF TAC HAS NOT BEEN CONTACTED WHY 
NOT______________________________________________ 
 
__________________________________________________________________________________ 
 
 

 Power Steering going out 
       

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

26/06/08 004437 1 10,970 Customer states – The electronic steering seems to quit and has a lot of 
resistance, as if has no steering assist. Loses steering without any notice 
and becomes difficult to use. Can shut off and restart and may work. 
Dealer states – Found power steering control module motor failing. 
MOTOR AND CONTROLLER ASSEMBLY, ELECTRONIC POWER 
STEERING -. 

30/09/08 005204 4 18,479 Customer states – Lost power steering and power steering light came on. 
After killing and restarting, power steering came back but feels really 
loose. 
Dealer states – Has Code C0545 stored. Tested system. All test normal. 
Test drove 2-3 times, could not get to reoccur. After clearing code 
contacted GM TAC Case # 10528096. Was advised need to recreate 
problem. Unable to duplicate. CUSTOMER CONCERN NOT DUPLICATED. 



3-DAY COURTESY TRANSPORTATION. 
14/10/08 005330 3 18,807 Customer states – Intermittently power steering light comes and has no 

power steering. When kills engine, it comes back and works. 
Dealer states – Code C0545 stored. System torque sensor. Checked 
terminal tension on all plugs. Checked signal for sens or signal, okay. 
Checked harness and found wire partially broken under insulation for 
steering column. Removed terminal from connector and installed new 
terminal. Reinstalled connector and retest repeatedly as well as rove 
several times with no problem. WIRING AND/OR CONNECTOR - 
INTERIOR/REAR COMPARTMENT LIGHTI. 

 
 Right rear tire losing air (NOT ON CCF) 

       

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

01/05/08 003973 1 4,392 Customer states – Left rear tire lose air continually. 
Dealer states – No signs of impact damage. Remove tire, carry to sublet 
facility, dismount and install new tire. Reinstall and program tire monitor. 
TIRE, UNIROYAL – REPLACE. 

 
 Dash dimmer inoperative (NOT ON CCF) 

       

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

07/11/08 005539 1 21,077 Customer states – Dimmer for dash lighting inoperative since last repair on 
steering. Also back light for radio buttons come on when started but go 
out. 
Dealer states – Checked lights. Has no dash lights. Removed dimmer 
switch and found loose connection at dimmer switch. Tightened terminal 
tension and reinstalled switch and checked okay. 

 
 {Symptom} 

       

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

                              
 

 {Symptom} 
       

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

                                 

 
 {Symptom} 

       

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

                              

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

       

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

                              

 
Has the vehicle ever been involved in an accident N 
Did you confirm your answer with the customer Y 
What type of damage was sustained (example front end collision) 

 
Are the RO's attached if the vehicle was in an accident N/A 
 
Has the customer filed any insurances claims on this Vehicle N  



If Yes obtain the following information below 
 
Insurance Company N/A 
Insurance Rep (First and Last Name) N/A 
Phone # N/A 
Claim Made? N                Claim Status: N/A 
Claim # N/A 
Did Insurance Company refer customer to GM? N/A 
 
Are there any Aftermarket Modifications to the Vehicle N 
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: Yes – Claim was filed within specified time period. No – Presumption for days 
out of service / number of repair attempts have not been met.  
 
 
GM Program Summary Repairs/Reimbursement for past repairs: Yes – Vehicle is within 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: 3 
Total days out of service during the presumption period: 8 



Total days out of service during customer’s ownership:   8 
 

Vehicle Meets Presumption of Lemon Law     NO   
 

PERTINENT FACTS FROM PREVIOUS SRs WHICH RELATE TO YOUR EVALUATION 
 

Concern: SR # 71-670176693 - complaint veh-power steering 
Date & Offer/Result: Opened 10/8/2008 08:30:05 PM. Originally closed dissatisfied on 10/15/2008 12:11:18 PM. 
Reopened on 12/5/2008 12:15:41 PM. No goodwill offered/processed. 
 
Cust sts: 
-2nd time at the shop 
-power steering goes out 
-fixed once three months 6-26-2008 
-CONNER AUTO GROUP  
PO BOX 360  
WAURIKA , OK    73573-0360  
(580) 228-3504  
-Dane service advisor 
-Mike service manager 
-dlr could not duplicate the concern 
 
Cust sks: issue to be fixed 
 
Crs adv: 
-already spoke with Mr. Dayne Ladford-svc director at Connor Chevrolet 
-he said we can't duplicate the concern and even after contacting TAC, there is no way that we can get a diagnosis just 
yet 
 
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 5, 2008 - Trade repurchase. 
 
December 11, 2008 – Customer does not want additional coverage on the vehicle. 
 
DVM sts: December 10, 2008 – No repurchase. Vehicle can be fixed. RSE involved. Can offer a vehicle payment or a 
GMPP. 
 
SVM sts: December 9, 2008 – Feels customer should receive goodwill assistance. Owner requested a buyback from DVM 
but doesn’t feel it’s his place to do it through the dealership. 
 
CRS Rationale: December 11, 2008 - I have spoken with the dealership and the DVM. They have involved engineering 
and the RSE. They do have a fix for the vehicle. GM's first priority is to repair the vehicle. At this time, GM will not be 
repurchasing your vehicle or trading you into a different on. Once vehicle is returned to you, I will be looking into 
additional coverage on the steering as well as other components of the vehicle. 
 
 

















 
 
Revised 8/02/2007 

Privileged and Confidential Information 
 

CASE ASSESSMENT 
 

By: Alicia White State: Oklahoma 
 

 
Customer Name:  Service Request: 71-

670176693 
BBB Case No.:  CHV0854065 

   
 
Vehicle ID No.:
1G1ZG57BX84

In Service 
Date: 
4/5/2008 

Vehicle is: New BAC Code: 
226078 

Year, Make & Model: 2008 Chevrolet Malibu 
Mileage at Time of BBB Filing (21,292) 

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

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

DVM Name: Kimberly McCloud CAM Name: Larry Shields 
Phone/Cell Number: 281-229-9990 
Svc Mgr Name: Dayne Ledford 

Phone Number: 972-443-2901 

    

VEHICLE REPAIR HISTORY 
 
Throughout the entire form, use an asterisk (*) if day(s) out of service are already counted in another 
category. 
 
PLACE A CHECKMARK IN THE BOX FOR THE MAJOR CONCERN BASED ON REPAIR ORDERS.  USE “N/A” 
IF THERE WERE NO REPAIRS FOR THE COMPONENT GROUP. 
 
HAS TAC BEEN CONTACTED FOR SERVICE HISTORY Y.  IF YES PLEASE INCLUDE TAC # 10528096 AND 
EXPLANATION TAC WAS INVOLVED. IF TAC HAS To diagnose power steering concern. 
__________________________________________________________________________________ 
 
IF TAC HAS NOT BEEN CONTACTED WHY 
NOT______________________________________________ 
 
__________________________________________________________________________________ 
 
 

 Power Steering going out 
       

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

26/06/08 004437 1 10,970 Customer states – The electronic steering seems to quit and has a lot of 
resistance, as if has no steering assist. Loses steering without any notice 
and becomes difficult to use. Can shut off and restart and may work. 
Dealer states – Found power steering control module motor failing. 
MOTOR AND CONTROLLER ASSEMBLY, ELECTRONIC POWER 
STEERING -. 

30/09/08 005204 4 18,479 Customer states – Lost power steering and power steering light came on. 
After killing and restarting, power steering came back but feels really 
loose. 
Dealer states – Has Code C0545 stored. Tested system. All test normal. 
Test drove 2-3 times, could not get to reoccur. After clearing code 
contacted GM TAC Case # 10528096. Was advised need to recreate 
problem. Unable to duplicate. CUSTOMER CONCERN NOT DUPLICATED. 



3-DAY COURTESY TRANSPORTATION. 
14/10/08 005330 3 18,807 Customer states – Intermittently power steering light comes and has no 

power steering. When kills engine, it comes back and works. 
Dealer states – Code C0545 stored. System torque sensor. Checked 
terminal tension on all plugs. Checked signal for sens or signal, okay. 
Checked harness and found wire partially broken under insulation for 
steering column. Removed terminal from connector and installed new 
terminal. Reinstalled connector and retest repeatedly as well as rove 
several times with no problem. WIRING AND/OR CONNECTOR - 
INTERIOR/REAR COMPARTMENT LIGHTI. 

28/11/08 005698 18 22,732 Customer states - Steering went out again until kill engine and restart. 
Then works fine. 
Dealer states - TAC Case # 10528096. Customer wanted vehicle brought 
back due to reoccurring intermittent problem. Replaced column and 
control motor at same time per engineer Randy Mason. 17 days rental due 
to time for engineer response and motor back-ordered. DVM involved as 
well. POWER STEERING ASSIST MOTOR REPLACEMENT. STEERING 
COLUMN REPLACEMENT. 

 
 Right rear tire losing air (NOT ON CCF) 

       

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

01/05/08 003973 1 4,392 Customer states – Left rear tire lose air continually. 
Dealer states – No signs of impact damage. Remove tire, carry to sublet 
facility, dismount and install new tire. Reinstall and program tire monitor. 
TIRE, UNIROYAL – REPLACE. 

 
 Dash dimmer inoperative (NOT ON CCF) 

       

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

07/11/08 005539 1 21,077 Customer states – Dimmer for dash lighting inoperative since last repair on 
steering. Also back light for radio buttons come on when started but go 
out. 
Dealer states – Checked lights. Has no dash lights. Removed dimmer 
switch and found loose connection at dimmer switch. Tightened terminal 
tension and reinstalled switch and checked okay. 

 
 {Symptom} 

       

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

                              
 

 {Symptom} 
       

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

                                 

 
 {Symptom} 

       

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

                              

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

       

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

                              

 



Has the vehicle ever been involved in an accident N 
Did you confirm your answer with the customer Y 
What type of damage was sustained (example front end collision) 

 
Are the RO's attached if the vehicle was in an accident N/A 
 
Has the customer filed any insurances claims on this Vehicle N  
If Yes obtain the following information below 
 
Insurance Company N/A 
Insurance Rep (First and Last Name) N/A 
Phone # N/A 
Claim Made? N                Claim Status: N/A 
Claim # N/A 
Did Insurance Company refer customer to GM? N/A 
 
Are there any Aftermarket Modifications to the Vehicle N 
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: Yes – Claim was filed within specified time period. No – Presumption for days 
out of service / number of repair attempts have not been met.  
 
 
GM Program Summary Repairs/Reimbursement for past repairs: Yes – Vehicle is within 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: 3 
Total days out of service during the presumption period: 26 
Total days out of service during customer’s ownership:   26 
 

Vehicle Meets Presumption of Lemon Law     NO   
 

PERTINENT FACTS FROM PREVIOUS SRs WHICH RELATE TO YOUR EVALUATION 
 

Concern: SR # 71-670176693 - complaint veh-power steering 
Date & Offer/Result: Opened 10/8/2008 08:30:05 PM. Originally closed dissatisfied on 10/15/2008 12:11:18 PM. 
Reopened on 12/5/2008 12:15:41 PM. No goodwill offered/processed. 
 
Cust sts: 
-2nd time at the shop 
-power steering goes out 
-fixed once three months 6-26-2008 
-CONNER AUTO GROUP  
PO BOX 360  
WAURIKA , OK    73573-0360  
(580) 228-3504  
-Dane service advisor 
-Mike service manager 
-dlr could not duplicate the concern 
 
Cust sks: issue to be fixed 
 
Crs adv: 
-already spoke with Mr. Dayne Ladford-svc director at Connor Chevrolet 
-he said we can't duplicate the concern and even after contacting TAC, there is no way that we can get a diagnosis just 
yet 
 
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 5, 2008 - Trade repurchase. 
 
December 11, 2008 – Customer does not want additional coverage on the vehicle. 
 
DVM sts: December 10, 2008 – No repurchase. Vehicle can be fixed. RSE involved. Can offer a vehicle payment or a 
GMPP. 
 
SVM sts: December 9, 2008 – Feels customer should receive goodwill assistance. Owner requested a buyback from DVM 







 
Revised 1/23/08 

Privileged and Confidential Information 
 

CASE ASSESSMENT – LEGAL (NON SMALL CLAIMS) 
 

By: Dianna Barber State: PA 
 

 
Customer Name:   / contract 
shows   

Service Request: 71-670466289 GM Legal File No.:  N/A 

 
Vehicle ID No.:  1G1ZJ57B58F In Service Date: 5/31/2008 Vehicle is: New BAC Code: 113807 
Year, Make & Model: 2008 Chevrolet Malibu Vehicle Purchased Used on: N/A 
Lien holder:   GMAC     Other : Bank of America, P.O. Box 2759, 
Jacksonville, FL 32203 

DVM requests 
involvement?: 
Yes  

Purchase Price of 
Vehicle: $ 30,005.25 

Was TAC contacted for this vehicle (Y/N)? : Y TAC Case #10524327, 
Loren Coopel 

    

VEHICLE REPAIR HISTORY 
 

 Steering 
       

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

07/28/08 173605 1 2145 On hard turns, can feel shake or binding, seems to loosen around turns / 
road test 15 miles with long left and right turns, no shake or binding felt in 
steering.  Also check BCM for DTC’s & no DTC’s set.  Also no bulletins or 
PI’s found – could not duplicate 

     
08/05/08 173812 1 3020 Ck steering, vibrates a lot, when binds up  

 
Ck for pull on steering wheel when braking & pulling out then lets go right 
away – ordered steering column 

     
08/20/08 174256 * 3565 Ck power steering inop / found motor in column shorting out – replace 

column 
     
09/04/08 174636 * 4135 Steering wheel shakes / found front toe out of adjustment – set front toe 

& road test.  Rotated tires & relearn monitors. 
     
09/08/08 174679 * 4585 Steering gets hard at times / found motor shorted, loss of power assist, 

internal motor malfunction – diag. and replace electric power steering 
motor with adjustable pedals. 

     
10/06/08 175384 4 5002 Steering binds when turning / tires caused excessive drag on electric P/S 

system, wheel & tire combination rapidly overheats steering system in … 
4 calls to TAC (2) 4 test drives with 2 vehicles with DVM (3) swap out 
steering rack from like Malibu of stock #6621 (4) remove sway bar links & 
evaluate font end (5) swap tires form new Malibu to this vehicle (6) 
monitor data on P/S control module between cars (7) customer offered 
tire, not replaced at this time.  Bulletin #02-00-89-002G.  TAC Case 
#10524327, Loren Coopel 
 

11/19/08 176498 2 6578 C/S Check for knock/clunk noise in steering 
Intermediate sterring shaft has excessive play 
E7700 Shaft, Steering intermediate replace 

 
 
 

arlene.thomas-randol
New Stamp



 
 
 
 
 

 Brakes 
       

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

08/20/08 174256 1 3565 Check under dash, brake pedal hits something when letting go / wire 
harness contacting brake pedal – repositioned harness 

     
09/04/08 174636 * 4135 Brake pedal hitting something – could not duplicate 
     
09/08/08 174679 10 4585 Ck brake pedal hitting something / found bulletin #PIC4883A, brake pedal 

assembly contacting steering column due to insufficient clearance – repair 
as per PIC4883A – R & R brake booster and install spacers. 
 

11/19/08 176498 * 6578 Ck for squeak/grind noise in brake pedal 
Change brake fluid and bleed sysem 

 
 Body/Trim 

       

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

05/29/08 171890 * 164 Prior to Purchase  Ck center console, seems loose / found R side anchor 
bolt was cross threaded and only in about ¼” and was not against console 
body – had to retrace threads in anchor nut and bolt, had to remove 
R/Front passenger seat in order to do so, along with console. 

     
07/28/08 173605 * 2145 Trim on P/S on dash pops out while driving – re-secured upper dash 

molding 
     
08/20/08 174256 * 3565 Molding broken on passenger side – ordered molding 
     
09/04/08 174636 2 4135 Ck loose molding / Found trim piece loose & retainer dropped behind dash 

– replace I/P trim, had to R & R dash pad to install. 
     
* * * * Ck panel on steering cracked / ck for loose steering column shroud – 

retainers have pretension – replace upper steering column shroud 
     
09/08/08 174679 * 4585 L/F door noisy when opened / found link loose,  bolts on check link 

excessively loose – reposition & re-torque D/S front door  
 

 Electrical 
       

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

08/05/08 173812 * 3020 See if you can switch to doors not locking when start car – can’t change 
 

 Suspension 
       

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

07/28/08 173605 * 2145 Ck for noise in front end over bumps, like air release sound – air noise 
heard in front struts compressing (normal) 

 
THE STATE LEMON LAW READS: 

 
Days out of service:   
Repairs  
Time period :  
Does Lemon Law state nonconformity must continue to exist?  



If applicable, safety-related repairs  
Safety-related time period  

 

 
Number of repair attempts in the presumption period: 7 
Total days out of service during the presumption period: 22 
Total days out of service during customer’s ownership:   22 
 
 
 

      PERTINENT VEHICLE INFORMATION PROVIDED BY District Service Manager 
 
10/23  DVM Bob Kramer calling back concerning cust , he sts the cust is not operating the vehicle properly.  
Cust is causing his steering problem with improper operation and treatment of his vehicle.  Call him if I have any more 
questions. 
DVM sts that he drove the customer vehicle and he did have a steering concern.  DVM offered to do a trade repurchase, 
customer wanted to get a more expensive vehicle with electronic steering, DVM had offered him the repurchase, no cost 
to customer except the difference in the MSRP, dlr wasn't going to charge him mileage, taxes, etc. only the difference in 
MSRP of the veh he wanted and cust refused.  Retained atty. 
 
10/27  I have reviewed this customer's concern and have personally driven his 2008 Malibu.   My road test involved 
operating both vehicle and a comparable 2008 Malibu from Deichman-Walker's dealership inventory.  
After the roadtest, I have determined that  vehicle is operating normally...that is, within the vehicle 
manufacturer's design parameters.   concern appears to be of his own making as he is operating the 
vehicle in an abnormal manner by turning the steering wheel from lock-to-lock six or more times while the vehicle is at a 
standstill.  When advised by Deichman-Walker dealership personnel that believed an uplevel new Malibu 
performed more to his liking, I offered to assist him with a vehicle trade into the the uplevel vehicle.  All  
would be required to pay would be the difference in MSRP between his vehicle and the uplevel vehicle.   Ergo,  

would pay neither a mileage usage amount, nor any sales tax on the MSRP difference, nor any title transfer 
fees.  This offer was made in a good faith attempt to satisfy a valued Chevrolet customer. After being made aware of my 
trade assist offer, advised Deichman-Walker dealership personnel that he did not want to pay anything for 
the higher-priced vehicle and would pursue litigation to resolve his situation. If you have any further questions regarding 
this customer's concern, please let me know. 
 
 
 
 
 
 

   PERTINENT VEHICLE INFORMATION PROVIDED BY DEALER SERVICE MGR(S) 
 
10/10/08  CRS spoke w/:Bill  
Dlr sts: 
-we have different tires on his veh 
-it caused steering to be staff 
-we did the ateering rack and column 
 
10/13  dlr states cust has different tires on his veh; it caused steering to be staff; we did the steering rack and column; 
as far as you are concerned the vehicle if fixed 
Dlr sts:  cust has factory tires on veh which causing the steering to overheat - electric power steering; everything in the 
steering system has been replaced; TAC said to have your Rep drive the vehicle; took tires of another Malibu and the 
issue did not happen as quickly but still did happen, Rep was in Thursday and he said he would replace all the tires on 
the veh and cust decline, this is not a cure.  Working with cust to get him out of the vehicle.   
DS adv:  Rep and General Manager of dlrship working with cust to get him out of the veh, now in the hands of Rep and 
Rep and General Manager; I can not do anything else about this file 
Dlr sts:  that is correct, thank you 
10/13  Cust sts:   I spoke to the manager and I was not satisfied, they want to trade in and I am loosing about $4000 in 
money 



10/22  Dlr sts that the DVM had offered the customer a buyback and customer refused because he wanted a more 
expensive vehicle and didn't want to pay the difference.   
 
11/4/08 empowered $3,000 to $5,000 
11/4/08 offer out $3,000 
11/14/08  Vehicle returned to dealership for steering issues 
 
 
 

PERTINENT FACTS FROM PREVIOUS SRs WHICH RELATE TO YOUR EVALUATION 
 

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

 
RECOMMENDATION  

 
CRS recommends 
 
$3,000 - $5,000 
 
12/8/08  Trade/Repurchase 
 
MSRP:  $ 30,005 
10%  $3,000  15%  $4,500  20%  $6,000 
 
 
 

RATIONALE 
 
CRS recommends cash settlement for 5 repairs on steering iss. DVM sts that he problem is caused by customer, however 
a trade was offered by DVM.  Customer declined as he wanted to have costs paid for an upgrade. 
 
12/8/08  CRS recommends repurchase for 7 repairs on steering issue and 4 to brakes during presumptive period.  DVM 
sts that the problem is caused by customer however a trade was offered by DVM.  Customer declined as he wanted to 
have costs paid for an upgrade.  CRS recommends to offer repurchase or trade according to states lemon law.   
 
 
 
 
 

 
 
 
 
 
 

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:  
 



 



























 

 

       VIA FAX ONLY 
October 22, 2008 
 
Jody Burton, Esq. 
Lemberg & Associates 
30 Oak St Ste 401 
Stamford, CT 06905-5310 
 
RE:   
 Service Request: 71-670466289 

2008 Chevrolet Malibu 
 Vehicle Identification Number: 1G1ZJ57B58F

Customer Relationship Specialist: Dianna Barber 
 
Dear Ms. Burton: 
 
This is to advise that General Motors is in receipt of the above referenced case dated October 10, 2008.  
This case file has been assigned to General Motors’ Early Resolution program, and you will be contacted 
in the next 10-15 calendar days for review.  The Early Resolution program is designed to facilitate an 
early settlement of warranty matters within a 45-day timeframe. 
 
In order to do a thorough review and assessment of this case, General Motors would appreciate your 
prompt assistance in having the attached Release of Lien Information form completed and faxed to the 
number on the fax coversheet within the next five (5) days.   
 
In addition, if any of the items below are marked, please send the requested information either to the fax 
number on the fax cover sheet, or to the address below as soon as possible.   
 

 Copy of owner’s current title and/or registration    Finance agreement 
        Other:  {Other}  

 General Motors Corporation 
 Buyer’s agreement 

 ATTN: BRC Legal 
 P.O. Box 33170 
 Detroit, MI 48232 
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 



 

 

RELEASE OF LIEN INFORMATION 
 
 
I ____________________________________________________________________________,  
 (Client’s Name)     
 
hereby authorize ________________________________________________________________ 
   (Lien holder Name) 
 
______________________________________________________________________________ 
 (Lien holder Address)     (Lien holder Phone Number) 
 
to release any and all information regarding my loan account # ___________________________ 
        (Account Number) 
 
with __________________________________________________________________________ 
  (Lien holder Name) 
 
to General Motors Corporation, including but not limited to a complete payment history of my account, a 
loan payoff amount, and per diem information. 
 
 
Date _______________________. 
 
 
 
 

VEHICLE INFORMATION 
 
 
 
The current vehicle mileage is _________________ Date mileage read: ________________. 
 
 
 
 
_________________________________ _________________________________ 
Signature     Signature 
 
 
 
 
 
 























































 

 

       VIA FAX ONLY 
January 23, 2009 
 
Sergei Lemberg, Esq. 
Lemberg & Associates 
1100 Summer St 3rd Fl 
Stamford, CT 06905 
 
RE:   
 Service Request: 71-670466289 

2008 Chevrolet Malibu 
 Vehicle Identification Number: 1G1ZJ57B58F
 Customer Relationship Specialist: Mary Schwartz 
 
Dear Mr. Lemberg: 
 
Regarding the above case, General Motors Corporation would like to make the following repurchase 
offer on your client’s 2008 Chevrolet Malibu for all defendants.  This offer is contingent upon receipt of 
a copy of the current registration (valid for at least 30 days beyond the date this letter is signed by your 
client) to show proof of ownership
 

. 

General Motors Corporation requires a vehicle inspection be performed at a General Motors dealership 
prior to the issuance of any funds.  The vehicle inspection will take place at the selling dealership. The 
vehicle must be without any undisclosed damage and/or damage beyond normal wear and tear for the 
year/mileage of the vehicle. Appropriate repurchase documents will be sent to the selling dealership who 
will then contact you to arrange an inspection at a mutually agreeable date and time.  If for some reason 
the selling dealership is unacceptable to your client, please let me know immediately. Once the 
inspection has been completed satisfactorily and the necessary documents have been returned, the 
following repurchase offer will be processed: 
 
Base Price      $ 
License/Title/Registration     $        33.50 

29,180.00   

Sales or use tax      $      304.80 

Subtotal:       $ 30,477.27 
Finance Charges     $      958.97 

 
 
Less Rebates/Incentives                                                 -  $    1,000.00 

Subtotal                                                                                 $ 1,214.50 
Less Usage/Depreciation                                                - $       214.50 
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* Minus Payoff to lien holder (good through 1/30/09)      $ 26,715.89 
* Check amounts are subject to change if this offer letter is not received in time for the current payoff 
amount to be processed. 
 
Subtotal                                                                             $     
 

2,546.88 

Attorney’s Fees                                                                 $     1,500.00    
Total due to attorney and client:                                       $     4,046.88 
 
The financial information, pre-repurchase inspection and receipt of release documents must all be 
completed within 30 calendar days from the date of your acceptance of our offer.   All aftermarket items 
(if applicable) must be present on the vehicle at the point of inspection.  Any damages beyond normal 
wear and tear that is noted during the inspection must be repaired and paid for by your client before 
proceeding. 

Furthermore, this settlement offer is contingent upon General Motors receiving a completed W-9 
containing your Federal Tax ID.  Failure to return the W-9 will result in a delay of processing this offer.  
To assist in ensuring the security of this information, the W-9 form needs to be faxed back to 
GM separately from all other settlement documents.  The W-9 form can be downloaded from the IRS 
website at www.irs.gov.  In addition, the IRS website will provide instructions for completing the W-9. 
 
General Motors requests you make this offer available to your client at the earliest possible opportunity. 
If this offer is acceptable to your client(s), please have your client(s) sign this offer letter as well as the 
attached release and return them to us via the facsimile number shown on the fax cover sheet.  This offer 
is good for 10 calendar days from the date of this letter.  Please refer to the service request number above 
when calling our Business Resource Center at 1-800-231-1841 Monday through Friday between 8:00 
a.m. and 5:00 p.m., Eastern Time. 
 
Sincerely, 
 
General Motors Corporation 
 
cc:  FILE 
LG0074 V12212007 
Attach. 
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CURRENT VEHICLE MILEAGE:  _____________________ 
 
____________________________________      __________________________________ 

Client’s Signature    Client’s Signature 
 
___________________________________      ____________________________________ 

Date      Date
 

























































 
Revised 1/23/08 

Privileged and Confidential Information 
 

CASE ASSESSMENT – LEGAL (NON SMALL CLAIMS) 
 

By: Dianna Barber State: PA 
 

 
Customer Name:   / contract 
shows   

Service Request: 71-670466289 GM Legal File No.:  N/A 

 
Vehicle ID No.:  1G1ZJ57B58F  In Service Date: 5/31/2008 Vehicle is: New BAC Code: 113807 
Year, Make & Model: 2008 Chevrolet Malibu Vehicle Purchased Used on: N/A 
Lien holder:   GMAC     Other : Bank of America, P.O. Box 2759, 
Jacksonville, FL 32203 

DVM requests 
involvement?: 
Yes  

Purchase Price of 
Vehicle: $ 30,005.25 

Was TAC contacted for this vehicle (Y/N)? : Y TAC Case #10524327, 
Loren Coopel 

    

VEHICLE REPAIR HISTORY 
 

 Steering 
       

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

07/28/08 173605 1 2145 On hard turns, can feel shake or binding, seems to loosen around turns / 
road test 15 miles with long left and right turns, no shake or binding felt in 
steering.  Also check BCM for DTC’s & no DTC’s set.  Also no bulletins or 
PI’s found – could not duplicate 

     
08/05/08 173812 1 3020 Ck steering, vibrates a lot, when binds up  

 
Ck for pull on steering wheel when braking & pulling out then lets go right 
away – ordered steering column 

     
08/20/08 174256 * 3565 Ck power steering inop / found motor in column shorting out – replace 

column 
     
09/04/08 174636 * 4135 Steering wheel shakes / found front toe out of adjustment – set front toe 

& road test.  Rotated tires & relearn monitors. 
     
09/08/08 174679 * 4585  

Steering gets hard at times / found motor shorted, loss of power assist, 
internal motor malfunction – diag. and replace electric power steering 
motor with adjustable pedals. 

     
10/06/08 175384 4 5002 Steering binds when turning / tires caused excessive drag on electric P/S 

system, wheel & tire combination rapidly overheats steering system in … 
4 calls to TAC (2) 4 test drives with 2 vehicles with DVM (3) swap out 
steering rack from like Malibu of stock #6621 (4) remove sway bar links & 
evaluate font end (5) swap tires form new Malibu to this vehicle (6) 
monitor data on P/S control module between cars (7) customer offered 
tire, not replaced at this time.  Bulletin #02-00-89-002G.  TAC Case 
#10524327, Loren Coopel 

 
 
 
 
 
 



 
 

 Brakes 
       

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

08/20/08 174256 1 3565 Check under dash, brake pedal hits something when letting go / wire 
harness contacting brake pedal – repositioned harness 

     
09/04/08 174636 * 4135 Brake pedal hitting something – could not duplicate 
     
09/08/08 174679 10 4585 Ck brake pedal hitting something / found bulletin #PIC4883A, brake pedal 

assembly contacting steering column due to insufficient clearance – repair 
as per PIC4883A – R & R brake booster and install spacers. 

 
 Body/Trim 

       

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

05/29/08 171890 * 164 Prior to Purchase  Ck center console, seems loose / found R side anchor 
bolt was cross threaded and only in about ¼” and was not against console 
body – had to retrace threads in anchor nut and bolt, had to remove 
R/Front passenger seat in order to do so, along with console. 

     
07/28/08 173605 * 2145 Trim on P/S on dash pops out while driving – re-secured upper dash 

molding 
     
08/20/08 174256 * 3565 Molding broken on passenger side – ordered molding 
     
09/04/08 174636 2 4135 Ck loose molding / Found trim piece loose & retainer dropped behind dash 

– replace I/P trim, had to R & R dash pad to install. 
     
* * * * Ck panel on steering cracked / ck for loose steering column shroud – 

retainers have pretension – replace upper steering column shroud 
     
09/08/08 174679 * 4585 L/F door noisy when opened / found link loose,  bolts on check link 

excessively loose – reposition & re-torque D/S front door  
 

 Electrical 
       

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

08/05/08 173812 * 3020 See if you can switch to doors not locking when start car – can’t change 
 

 Suspension 
       

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

07/28/08 173605 * 2145 Ck for noise in front end over bumps, like air release sound – air noise 
heard in front struts compressing (normal) 

 
THE STATE LEMON LAW READS: 

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

 

 
Number of repair attempts in the presumption period:  
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:  
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RELEASE OF CLAIM 
 
 
1. I, (hereinafter referred to as "Releasor(s)"), as buyer of a certain 2008 Chevrolet 
Malibu, bearing Vehicle Identification Number 1G1ZJ57B58F (hereinafter referred to as 
"Vehicle") and in consideration of payment by General Motors Corporation (hereinafter referred to as 
"GMC") of $ 30,762.77, said payment to be made as outlined below, does for herself and each and all of 
her representatives, heirs, successors and assigns, hereby releases and discharges GMC, its subsidiaries, 
divisions, officers, representatives, employees, stockholders, authorized dealers, successors and assigns 
and all other persons, firms or corporations, who are or might be claimed to be liable, of and from any 
and every claim, demand or right, including but not limited to those for diminution in value, repair costs, 
or any other economic or non-economic injuries, losses, breach of warranty damages and/or punitive 
damages, cost of suit and attorney(s) fees resulting or alleged to have resulted from the promotion, use or 
sale of, or any defect and/or nonconformities in the design or manufacture or assembly in the aforesaid 
Vehicle, including but not limited to those alleged in or that may be inferred from allegations set forth in 
any pleading or any claims made by the Releasor(s). 
 
2.  As consideration for this Release, and for the payment described above to be tendered in the form of 
two checks: the first, in the amount of $ 2,546.88, made payable to  the second in the 
amount of $ 26,715.89, made payable to Bank of America. 
 
Note: These checks are subject to change if current registration, signed offer letter and signed Release(s) 
are not received in time for current payoff to be processed.  Additionally, a penalty charge will be 
imposed if conditions are not met as outlined on the original letter.  It is also expressly agreed: 
 
 (a) That upon receipt of the consideration described above, Releasor(s) will convey clear and 
unencumbered title of the vehicle to GMC, will execute a limited Power of Attorney in favor of GMC to 
correct any errors in title, and will execute an Odometer Statement. 
 
 (b) In the event the Vehicle is damaged, disabled, driven excessively or destroyed in any manner up 
to and including after Releasor(s) executes this Release, but before GMC tenders payment of the 
consideration described above, payment of the consideration above shall be modified as follows: 
 
  (i) If the estimated cost of repair of the aforementioned Vehicle is less than the value of said 
Vehicle, said value to be determined as outlined in Paragraph (iii) below, Releasor(s) shall tender said 
Vehicle with clear title to GMC upon receipt of $ 30,762.77, less the estimated cost of repair to said 
Vehicle, 
 
  (ii) If the estimated cost of repair of said Vehicle exceeds the value of said Vehicle, said 
value to be determined as outlined in Paragraph (iii) below, GMC shall make payment of said 
consideration to Releasor(s) of $ 30,762.77, less said value of said Vehicle, and, 
 
  (iii) For purposes of i, ii, and iii, the value of said Vehicle is the average retail value of a 
2008 Chevrolet Malibu as determined by the Edmunds book, at the time this Release is executed by 
Releasor(s). 
 
  (iv) That the Vehicle shall not exceed 9,000 plus 1,000 miles on the odometer at time of 
exchange.  In the event the Vehicle does exceed the above stated mileage, the payment of the 
consideration above shall be modified as follows: a reduction of payment of 44.5 cents per mile in excess 



Initials: _____ 
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of the agreed upon mileage.  This shall not apply if a delay in the transaction is caused by GMC or its 
authorized dealer. 
 
 (c) That Releasor(s) fully understands that this is a final settlement and disposition of all disputes as 
to legal liability for and as to the nature and extent of any damages claimed from GMC by Releasor(s); 
 
 (d) That neither GMC’s payment of the consideration recited above nor the negotiations preliminary 
to the execution of this Release shall be considered an admission of liability or wrongdoing by GMC to 
any of the claims or causes of actions alleged in or to be inferred from allegations set forth in the matter 
indicated above; 
 
 (e) That Releasor(s) and her attorneys have reviewed the provisions of this Release and that the 
contents of this Release have been explained to Releasor(s) by counsel prior to its execution; 
 
 (f)  That Releasor(s) represents and warrant(s) that she is entitled to give a full and complete release 
of the claims which are the subject hereof; 
 
 (g) That Releasor(s) has not assigned or otherwise transferred any interest in any claims which are 
the subject hereof; 
 
 (h) That Releasor(s) shall not at any time hereafter commence, maintain or prosecute, or cause 
encourage or advise be commenced, maintained or prosecuted any action, suit, proceeding or claim based 
in whole or in part upon or arising out of or in any way connected with any of the matters released 
herein; 
 
 (i)  That Releasor(s) does hereby for herself, her heirs, executors, administrators, successors and 
assigns covenant to defend, indemnify and save harmless GMC from any of the claims or causes of 
actions alleged in or to be inferred from allegations set forth in the matter indicated above; 
 
 (j) That no promise, agreement, statement or representation except as expressed in this release has 
been made to been relied upon by Releasor(s) and that this document of 3 pages contains the entire 
agreement between Releasor(s) and GMC. 
 
INTENDING TO BE LEGALLY BOUND BY THE TERMS OF THIS RELEASE THE  
UNDERSIGNED HAS AFFIXED HIS/HER SIGNATURE THIS _____________ DAY OF 
___________________, 20_________. 
 
The undersigned has carefully read and understands this release and signs it to resolve the claim 
described above. 
 
CURRENT VEHICLE MILEAGE ______________  DATE SIGNED: _________________ 
 
WITNESS: _____________________________________________ 
 
 
______________________________________       ______________________________________ 
  Claimant’s Signature     Claimant’s Signature 
 
______________________________________       ______________________________________ 
             Address                 Address 
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______________________________________       ______________________________________ 
    City, State, Zip Code       City, State, Zip Code 
 
    
 
STATE OF ________________________  
 
COUNTY OF ___________________  
 
 Sworn to (or affirmed) and subscribed before me this __________ day of ___________________, 
20_____, by ,    
 
                                                      ___________________________________________________ 
                                                                                                              Signature of Notary Public 
 
                                                      ___________________________________________________ 
                                                       Print, type or stamp Commissioned Name of Notary Public 
 
                                                     Personally Known ______ OR Produced identification ____ 
 
                                                     Type of identification ________________________________ 
 
                                                     My commission expires: ______________________________ 
 
 
 
 
CC:  File 
LG0025-T 
Rev 05/01/07 
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       VIA FAX ONLY 
 
September 8, 2008 
 
Jody Burton, Esq. 
Lemberg & Associates 
30 Oak St, Ste 401 
Samford, Ct.  06905-5310 
 
RE:  
 Service Request: 71-670466289 

2008 Chevrolet Malibu 
 Vehicle Identification Number: 1G1ZJ57B58F
 Customer Relationship Specialist: Mary Williamson 
 
Dear Ms. Burton: 
 
Regarding the above case, General Motors would like to submit for your consideration the terms of a 
trade repurchase offer for all defendants: 
 
A trade-out of the present vehicle into a comparable replacement vehicle.  It is agreed that the MSRP of 
the original vehicle is $ 24,380.00. 
 
General Motors will pay reasonable attorney fees. 
 
Your client will be responsible for any difference in MSRP, any applicable costs for taxes, tag, license, 
title and registration, as well as a deduction for usage.  If there is any damage other than normal wear and 
tear to the current vehicle, your client will be responsible for those damages. 
 
This offer is contingent upon receipt of a copy of the current registration (valid for at least 30 days 
beyond the date this letter is signed by your client) to show proof of ownership of the original vehicle. 
 
Please respond within 5 business days if your client is interested in a replacement vehicle.  
 
If your client is interested in the terms of this offer, your client can then set an appointment with , 
Deichman-Walker to pick a replacement vehicle.  Once your client has selected the vehicle, please 
complete and return this letter with the Vehicle Identification Number of the replacement as well as the 
exact mileage of the current vehicle.  Please return this to the fax number shown on the fax cover sheet 
within 2 business days of selecting the replacement vehicle.  An offer letter will be sent upon receipt of 
the below information. 
 
 
Replacement VIN: _____________________________________ 
 
Mileage of current vehicle: ______________________________ 
 
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.   
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Sincerely, 
 
General Motors Corporation 
 
 
 
 
cc:  FILE 
 
LG0105 
V7092007
 









Case Number: 155789

Originator Name: Mary Williamson (+91)9971189901 cynthia_costello@gmexpert.com
Created Date: 02/02/2009
Vehicle Info

*VIN: 1G1ZJ57B58F MSRP: 24380.0 *TAC #: 10524327
Year: 2008 Make: Chevrolet Model: Malibu
Vehicle Comments & TAC Explanation:

* Repurchase Mileage: 8771Original Purchase Date: 05/31/2008
* Original Purchase Condition: NewVehicle Owner(s)

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

* Reason Repurchase Steering Loose

UCC Codes (M0107) Steering  - General - Loose

Repurchasing Dealer: -
* Dealer #: 113807 Dealer Name: DEICHMAN-WALKER CHEVROLET INC
Region: 40 District: 4314
* Phone: (610) 258-2386 Fax: (610) 258-4611
* Contact Name: Karen Yurkonis * Contact Title: General Manager E-Mail:

Repair
* Contact Name: * Contact Title:

Vehicle Location: -

Customer's Attorney
Legal Case Ref. #: 71-670466289 Tax Id: 65-1270631 Tax Id Type: Fed ID
Firm Name: Lemberg & Associates Contact: Elizabeth Tylawsky 1099: Y
Address: 1100 Summer Street, 3rd ..
City: Stamford State: CT Zip Code: 06905
Phone: (203) 653-2250 x102 Fax: (877) 795-3666 E-mail: etylawsky@lemberglaw.co..

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

February 23, 2009 Page 1 of 2



Case Number: 155789

Originator Name: Mary Williamson (+91)9971189901 cynthia_costello@gmexpert.com
Created Date: 02/02/2009
Vehicle Lien Holder

Type of Secured Interest: Standard Lien * Company: Bank of America Account #:
Payoff Amount: 26892.19 Per Diem: 4.3 Payoff Date: 2009-03-13
Contact or Attention: Payoff Processing Address 9000 Southside Blvd, Bld ..
City Jacksonville State FL ZIP Code: 32256
Day Phone: 800-386-4017 Fax: E-mail:

Transaction Details
Siebel Request #: 71-670466289 * Disposition: Auction Trans. State: PA
* Trans. Type: Straight Trans. Source: Early Res - NISM - Vol Mediated 
Compliance Type: Compliance Date:
* Closing Date: 1900-03-02 Money to Dealer: 0.0 Money to Manuf.: 0.0

Repurchase Vehicle
Replacement VIN:

Disposition:
* Processing Instructions: Auction

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

Lemberg & Associates 3870.58
26892.19

February 23, 2009 Page 2 of 2



 

 

       VIA FAX ONLY 
November 4, 2008 
 
Sergei Lemberg, Esq. 
Lemberg & Associates 
1100 Summer St 3rd Fl 
Stamford, CT 06905-5534 
 
RE:   
 Service Request: 71-670466289 

2008 Chevrolet Malibu 
 Vehicle Identification Number: 1G1ZJ57B58F
 Customer Relationship Specialist: Mary Williamson 
 
Dear Mr. Lemberg: 
 
We regret that your client(s) is dissatisfied with her 2008 Chevrolet Malibu and that several attempts by 
the dealer to resolve the concerns have not met your client(s) expectations.  General Motors takes great 
pride in the service we provide to our customers, and we apologize for any inconvenience and frustration 
experienced by your client(s). 
 
After careful review of this case, Chevrolet Division of General Motors would like to make the following 
voluntary settlement offer for all defendants.  This offer is being made in an effort to reach an early 
resolution that will be equitable to your client(s) and reinforce General Motors’ commitment to its 
customers. General Motors requests you make this offer available to your client(s) at the earliest possible 
opportunity. 
 
A cash settlement of $ 3,000.00. 
 
The above offer is inclusive of any and all costs, fees, expenses, and attorney’s fees, known or unknown, 
that are associated with the above-referenced vehicle and is contingent upon receipt of a copy of the 
current registration (valid for at least 30 days beyond the date this letter is signed by your client) to show 
proof of ownership. 
 
Your client(s) would retain the vehicle.   
 
If this offer is acceptable to your client(s), please have your client(s) sign this offer letter as well as the 
attached release and return them to us at the fax number shown on the fax cover sheet.  This offer is good 
for 10 calendar days from the date of this letter.  If your client(s) do not agree with the terms of this offer, 
we ask that you contact us immediately to further discuss resolution of this matter.   
 



Page 2 
 

 

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

Client’s Signature    Client’s Signature 
 
_____________________________________ ____________________________________ 

Date       Date 
 













RELEASE OF CLAIM 
 
I,  (hereinafter referred to as “Releasor(s)”), on behalf of myself/ourselves and 
my/our assigns, heirs and executors, in consideration of:  $ 3,000.00  paid by General Motors 
Corporation, hereby release(s) and discharge(s) General Motors Corporation, its subsidiaries, its 
authorized independent dealers, any designers and suppliers of vehicles, parts and components that are 
distributed by General Motors Corporation, and their respective agents and employees from any and all 
claims, causes of action, demands, damages, and claims for attorney’s fees and costs which directly or 
indirectly arise from, are related to, or are in any way associated with the purchase, repair, maintenance, 
operation, alteration, or use of Releasor(s) 2008 Chevrolet Malibu bearing Vehicle Identification Number 
1G1ZJ57B58F (“Subject Vehicle”), including but not limited to any claims based on any alleged 
defects in the subject vehicle.  This Release of Claim shall not be construed to release any of the above 
named persons or entities from any liability regarding claims of personal injury or products liability 
arising out of the use or operation of the Subject Vehicle after the date of execution of this release.  
Notwithstanding the above, General Motors Corporation agrees to honor the remaining term of the 
manufacturer’s express limited warranty and any applicable GM Protection Plans which accompanied the 
sale of the subject vehicle.  If Releasor(s) has/have initiated any court, arbitration or other proceeding 
against General Motors Corporation, Releasor(s) immediately will dismiss the proceeding with prejudice. 
 
As consideration for the payment described above to be tendered in the form of one check in the amount 
of $ 3,000.00, made payable to  and Lemberg & Associates.   
 
The subject vehicle’s mileage is                              on the date of the signing of this release. 
 
Releasor(s) has/have carefully read and understand(s) this release.  Releasor(s) agree(s) and 
acknowledge(s) that this Release constitutes the entire agreement between Releasor(s) and General 
Motors Corporation, and Releasor(s) is/are not relying on any representations, promises or inducements 
other than those stated in this release. 
 
               PLEASE READ CAREFULLY BEFORE SIGNING.  BY SIGNING THIS RELEASE, 
YOU ARE SIGNIFYING THAT YOU HAVE READ IT, UNDERSTAND IT, AND AGREE TO 
ITS TERMS. 
 
                I/We agree to the terms of this Release of All Claims 
 
 
DATE SIGNED: ___________________     
 
______________________________________    _________________________________ 
  Claimant’s Signature                Claimant’s Signature 
 
______________________________________   _________________________________ 
             Address              Address 
 
______________________________________ _________________________________ 
    City, State, Zip Code       City, State, Zip Code 
 
 
 
STATE OF ______________________________ 



 
COUNTY OF ____________________________ 
 
 
 Sworn to (or affirmed) and subscribed before me this _______ day of ______________, 
20_____, by . 

 
 

_______________________________________________________ 
Signature of Notary Public 

 
_______________________________________________________ 

Print, type or stamp Commissioned Name of Notary Public 
 

                                          Personally Known ________  OR Produced identification ________ 
 

Type of identification______________________________________ 
 

My commission expires: ___________________________________ 
 
CC:  File 
 
 
 
LG0029 
V6302006
 







































































































































































































































April 27, 2011 
 

Kent, MA  
 
 
RE: Service Request: 71-753205641 

2009 Malibu  
Vehicle Identification Number: 1G1ZH57B99F
Customer Relationship Specialist: Monica Marquez 

 
 
Dear  
 
Thank you for taking the time to contact General Motors regarding your vehicle.  I am aware of the 
concern you are having with your 2009 Malibu; however, I have been unsuccessful in my attempts to 
reach you.  At your earliest convenience, please contact the General Motors Product Allegation 
Resolution Assistance Center at 1-800-231-1841 Monday through Friday between 8:00 a.m. and 5:00 
p.m., Eastern Time and ask for Monica Marquez. 
 
Thank you for giving General Motors this opportunity to be of assistance.  We hope to earn your trust 
and respect with every contact you have with General Motors Product Allegation Resolution 
Department.   
 
Sincerely, 
 

arlene.thomas-randol
New Stamp



April 27, 2011 
 
 
 

Kent, MA  
 
 
Service request: 71-753205641 
Vehicle Identification Number: 1G1ZH57B99F  
Customer Relationship Specialist: Monica Marquez 
 
 
Dear  
 
Thank you for allowing us the opportunity to review the product allegation involving your 2009 
Chevrolet Malibu.  Unfortunately, our attempts to reach you by phone on 8/27/2009, 8/28/2009, 
8/28/2009 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 1-866-790-5700 ext.21072 Monday through 
Friday between 9:00 a.m. and 5:30 p.m., Eastern Time.  Please refer to your service request 
number above when calling. 
 
Sincerely, 
 
General Motors Corporation 
 
 
 
 
 
 
PA0005 
V05112006
 



Arlene.Thomas-Randol
New Stamp











February 7, 2011 
 

 
 

Columbia, MS  
 
 
Service Request: 71-594289771 
Customer Relationship Specialist: Anne Parks 
 
Dear  
 
Thank you for contacting us recently regarding the special coverage notice you received for your 
2005 Pontiac G6.  We apologize for any inconvenience you have experienced as a result of this 
special coverage. 
 
At Pontiac, we believe our customers have the right to expect long-term, reliable performance 
from our products.  There are, however, many variables that affect the life of the vehicle’s parts 
and appearance.  Unfortunately, there are times when we identify a motor vehicle defect and 
release a special coverage notice to our loyal customers for their safety and satisfaction. 
 
We have reviewed your request for reimbursement on the steering control module 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
 

















Arlene.Thomas-Randol
New Stamp















February 7, 2011 
 

 
Waterbury, CT  
 
 
Service Request: 71-594320947 
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 upper strut mounts that you had 
repaired.  We regret that we are unable to reimburse you the amount you requested because the 
part replaced is not the part covered by this special coverage. 
 
At Chevrolet, our commitment to customer satisfaction is a top priority.  We hope you 
understand our position.  If you have any future questions, feel free to contact our Chevrolet 
Customer Assistance Center at 1-800-222-1020 Monday through Friday between 8:00 a.m. and 
11:00 p.m., Eastern Time.  Please refer to your service request number above and any of our 
Customer Relationship Specialists will be happy to assist you. 
 
Sincerely,  
 
Chevrolet Customer Assistance Center
 



February 7, 2011 
 

 

Humboldt, TN  
 
 
Service Request: 71-594371281 
Customer Relationship Specialist: Pinkie Smith 
 
Dear  
 
Thank you for contacting us recently regarding the special coverage notice you received for your 2005 
Chevrolet Malibu.  We apologize for any inconvenience you have experienced as a result of this special 
coverage. 
 
At Chevrolet, we believe our customers have the right to expect long-term, reliable performance from our 
products.  There are, however, many variables that affect the life of the vehicle’s parts and appearance.  
Unfortunately, there are times when we identify a motor vehicle defect and release a special coverage 
notice to our loyal customers for their safety and satisfaction. 
 
We have reviewed your request for reimbursement on the steering column that you had repaired.  
Although we regret that we are unable to reimburse you the full amount you requested, we are happy to 
inform you that we will reimburse you for the amount that pertains to the special coverage. We have 
enclosed a check in the amount of $650.37. 
 
At Chevrolet, our commitment to customer satisfaction is a top priority.  We hope you understand our 
position.  If you have future questions, feel free to contact our Chevrolet Customer Assistance Center at 
1-800-222-1020 Monday through Friday between 8:00 a.m. and 11:00 p.m., Eastern Time.  Please refer to 
your service request number above and any of our Customer Relationship Specialists will be happy to 
assist you. 
 
Sincerely,  
 
Chevrolet Customer Assistance Center 
 
 
For more information regarding the maintenance and care of your vehicle, please visit 
www.mygmlink.com.  This free online service offers vehicle and ownership-related information and tools 
tailored to your specific vehicle.
 

Arlene.Thomas-Randol
New Stamp



















March 30, 2011 
 

Houston, TX  
 
 
Service Request: 71-660212523 
Customer Relationship Specialist: Wine Summers 
 
Dear : 
 
Thank you for contacting us recently regarding the special coverage notice you received for your 
2005 Chevrolet Malibu MAXX.  We apologize for any inconvenience you have experienced as a 
result of this special coverage. 
 
At Chevrolet, we believe our customers have the right to expect long-term, reliable performance 
from our products.  There are, however, many variables that affect the life of the vehicle’s parts 
and appearance.  Unfortunately, there are times when we identify a motor vehicle defect and 
release a special coverage notice to our loyal customers for their safety and satisfaction. 
 
We have reviewed your request for reimbursement on the steering column that you had repaired.  
We regret that we are unable to reimburse you the amount you requested because the part vehicle 
was beyond the mileage parameter of the special coverage 07126 when the repair was done. The 
special coverage 07126 covers replacement of the steering column for a period of 7 years or 
70,000 miles whichever occurs first from the date the vehicle was originally placed in service. 
 
At Chevrolet, our commitment to customer satisfaction is a top priority.  We hope you 
understand our position.  If you have any future questions, feel free to contact our Chevrolet 
Customer Assistance Center at 1-800-222-1020 Monday through Friday between 8:00 a.m. and 
11:00 p.m., Eastern Time.  Please refer to your service request number above and any of our 
Customer Relationship Specialists will be happy to assist you. 
 
Sincerely,  
 
Chevrolet Customer Assistance Center
 

arlene.thomas-randol
New Stamp















March 30, 2011 
 

Bay Minette, AL  
 
Service Request: 71-660215571 
Customer Relationship Specialist: Stephanie Stewart 
 
Dear :   
 
We sincerely regret that you experienced a concern with your 2008 Chevrolet Malibu, which 
resulted in an unexpected repair.     
 
We value you as a Chevrolet owner and your satisfaction with our products is a high priority.  As 
we discussed over the phone, we believe you are entitled to a reimbursement.  We have enclosed 
a check in the amount of $371.00.  We hope this goodwill adjustment will offset, to some degree, 
the inconvenience that this repair may have caused you. 
 
We look forward to keeping you in our Chevrolet family.  If you have any future questions, 
please feel free to contact our Chevrolet Customer Assistance Center at 1-800-222-1020 Monday 
through Friday between 8:00 a.m. and 11:00 p.m., Eastern Time.  Please refer to your service 
request number above and any of our Customer Relationship Specialists will be happy to assist 
you. 
 
Sincerely,  
 
Chevrolet Customer Assistance Center 
 
 
 
For more information regarding the maintenance and care of your vehicle, please visit 
www.mygmlink.com.   This free online service offers vehicle and ownership-related information 
and tools tailored to your specific vehicle.
 

http://www.mygmlink.com/�
arlene.thomas-randol
New Stamp





 

 

  
September 9, 2008 
   
Jason Morris 
Terry Thompson 
1402 US HWY 98 
Daphne, AL 36526 
 
Fax: (251) 626-8810 
                                                                           
Re: 
 Siebel Request: 71-660215571 
 2008 Chevrolet Malibu 
 VIN # 1G1ZH57B38F
 
Dear Mr. Morris: 
 
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. 
 
Your cooperation is greatly appreciated.  If you have any questions, feel free to contact me directly at the 
number below. 
 
Sincerely, 
 
 
 
Stephanie Stewart 
BRC Customer Relationship Specialist 
Ph# 800-231-1841, prompt 9, prompt 5, extension 41501 
FAX# 866-300-4972 
 
 

 
 
 





















































































 
Privileged and Confidential Information 

 
CASE ASSESSMENT 

 
By: Stephanie Stewart State: AL 

 
 
Customer Name:   Service Request: 71-

660215571 
BBB Case No.:  CHV0848530 

   
 
Vehicle ID No.:  
1G1ZH57B38F

In Service 
Date: 
1/17/2008 

Vehicle is: Used BAC Code: 
112625 
U-J Chevrolet 

Year, Make & Model: 2008 Chevrolet Malibu 
Mileage at Time of BBB Filing 5,217 

Vehicle Purchased Used on: 4/18/08 at odometer 
1,361 

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

DVM Name: Larry Adler CAM Name: Aubrey Washington 
Phone/Cell Number: 404082 8119 
Svc Mgr Name:  

Phone Number: 678-240-9832 

    
VEHICLE REPAIR HISTORY 

 
Throughout the entire form, use an asterisk (*) if day(s) out of service are already counted in another 
category. 
 
PLACE A CHECKMARK IN THE BOX FOR THE MAJOR CONCERN BASED ON REPAIR ORDERS.  USE “N/A” 
IF THERE WERE NO REPAIRS FOR THE COMPONENT GROUP. 
 
HAS TAC BEEN CONTACTED FOR SERVICE HISTORY Y OR N.  IF YES PLEASE INCLUDE TAC # AND 
EXPLANATION TAC WAS INVOLVED. IF TAC HAS 1410260 and 10258219 
 
 

 #1 Air Conditioner Compressor 
       
Date: RO #: Days 

Out: 
Mileag
e: 

Description of Complaint and Repair Performed: 

     
04/22/0
8 – 
04/25/0
8 

26513
2 

5 1,579 U-J – C/S a/c will blow cold then start to blow warm…Have to 
cut a/c off…Then cut back on…Advise…Variable displacement 
compressor losing high side pressure after approx 6-7 miles of 
operation…Road tested vehicle while monitoring HVAC data and 
found that when A/C started to get warm, high side pressure 
read 100lbs of pressure and may or may not rise after 
stopping…Performed EVAC and recharge to ensure proper 
refrigerant change in vehicle…Charge was exactly 1.1lbs this is 
the specified amount…Contacted TAC and spoke with Casey 
McCure (case 10258219)…Who advised replacement of TXV and 
road test…Remove and replace TXV…EVAC and recharge 
system…Vehicle was road tested overnight by shop foreman and 
condition still existed aft approx 7-8 miles of 
operation…Contacted TAC second time and spoke with Ken Cole 
who advised compressor replacement and retest…Remove and 
replaced monitoring HVAC data and found high side pressure 
maintained minimum pressure of 136 PSI and cooled during 
entire road test…Out mileage 1,647. 



 
 

 #2 Steering 
       
Date: RO #: Days 

Out: 
Mileag
e: 

Description of Complaint and Repair Performed: 

     
08/30/0
8 

19461
4 

8 5,579 Terry Thompson – C/S steering is hard to steer, sitting at light 
steering wheel shimmies back and forth…Test drove to 
verify…Connect Tech 2…No DTC’s stored…Contacted 
TAC…Instructed to perform power steering control module set-
up…Doc 1410260…Performed Module set-up…Test drove and still 
shimmies at stop…Necessary to replace column…Rental provided. 
 

09/03/0
8 – 
09/10/0
8 

19487
5 

8 5,599 Terry Thompson – C/S car will not steer…Steering wheel 
wobbles…Diagnosed steering jerks oscillates…No DTC’s 
stored…No TSB’s or PI’s contacted TAC…Instructed to perform 
Doc* 1774856…Performed doc…Found power steering 
motor/module internal failure…Replaced power steering 
module/motor…Test drove to verify repair…Operating as 
designed…Customer  received enterprise rental. 
 

 
 

 Maintenance 
       
Date: RO #: Days 

Out: 
Mileag
e: 

Description of Complaint and Repair Performed: 

     
04/15/0
8 – 
04/16/0
8 

26482
4 

2 1,350 U-J – Customer request LOF…Changed oil and filter and lubed 
chassis when applicable.  

08/09/0
8 – 
08/11/0
8 

27093
9 

3 5,047 U-J - Customer request LOF…Oil and filter change w/ lube 2.4L 

08/11/0
8 

27093
9 

* 5,047 U-J – Customer declined recommended service tire rotations. 

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

       
Date: RO #: Days 

Out: 
Mileag
e: 

Description of Complaint and Repair Performed: 

     
08/11/0
8 

27093
9 

* 5,047 U-J – Perform campaign 08102 ordered wheel covers. 

08/30/0
8 

19461
4 

* 5,579 Terry Thompson – C/S campaign 08102…Replace wheel covers 
to complete recall. 
 

 
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 Y or 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: 
Mileag
e: 

Description of Complaint and Repair Performed: 

     
                              
 
 
What is the customer eligible for based upon the BBB Program Eligibility Guidelines and the States 
lemon law requirements for meeting presumption?  Explain with some Detail 
 
GM Program Summary Repurchase/Replacement: A claim seeking repurchase or replacement must be 
received by BBB AUTO LINE within one year or 12,000 miles — whichever comes first — from the date 
the vehicle was first put into use. 
 
Lemon Law Repurchase/Replacement: The Alabama lemon law creates a presumption that a 
manufacturer has had a reasonable number of repair attempts if, during the period of two years 
following the vehicle’s delivery or 24,000 miles, whichever comes first. Actions must be commenced 
within three years following the date of original delivery of the motor vehicle to the consumer. 
 
GM Program Summary Repairs/Reimbursement for past repairs: A claim seeking repairs or 
reimbursement for past repairs must be received by BBB AUTO LINE before the expiration of the 
General Motors Bumper-to-Bumper new vehicle warranty. 
 
 
 

THE STATE LEMON LAW READS: 
 
Days out of service:  30 or more calendar days 
Repairs 3 or more and continues to exist. 
Time period 24 / 24,000 
Does Lemon Law state nonconformity must continue to exist? Y 
 
If applicable, safety-related repairs {# of repair attempts} 
Safety-related time period {# of months} / {# of miles} 
 
Number of repair attempts in the presumption period: 2 
Total days out of service during the presumption period: 21 
Total days out of service during customer’s ownership:   21 
 

Vehicle Meets Presumption of Lemon Law     NO 
 

PERTINENT FACTS FROM PREVIOUS SRs WHICH RELATE TO YOUR EVALUATION 
 

Concern: Steering…Previously in SR. Dlr was unable to duplicate the concern. Customer wished to take it 
to a different dlrship 
Date & Offer/Result: 9/4/2008 – BRC CRS took over file 

 



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: Feels that it is a safety concern.  
 
DVM sts: Doesn’t believe that the vehicle should be repurchased. 
 
SVM sts: Doesn’t believe that it is a safety concern. The steering is still there, it is just more difficult. 
 
CRS Rationale: The customer has stated the steering is going out. The dealership said that it is the power 
assist. You can still steer, it is just more difficult. The DVM doesn’t believe this vehicle is unsafe or should 
be repurchased. DVM does feel it warrants a vehicle payment. The vehicle payment is $371.00. Customer 
accepts offer. CRS verified customer received payment. 
 
 
 
What are the 3 main strengths of the customer’s case to win repurchase through Lemon Law  
- Age and mileage 
- Customer does have steering concerns that could potentially be considered a safety item. 
 
 
What are the 3 mains weaknesses of the customer’s case to win repurchase through Lemon Law 
- Amount of repairs that have taken place. 
 
 
 
 
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. 



 

 

  
September 10, 2008 
   
Jerry Smith 
U-J Chevrolet 
7581 Airport Blvd 
Mobile, AL 36608 
 
Fax: (251) 452-0692 
                                                                           
Re: 
 Siebel Request: 71-660215571 
 2008 Chevrolet Malibu 
 VIN # 1G1ZH57B38F
 
Dear Mr. Smith: 
 
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 sales, purchase and finance agreements, including a conversion invoice (if applicable) 
• The incentives acknowledgement form 
• Copy of the Title and Registration 
• 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, 
 
 
 
Stephanie Stewart 
BRC Customer Relationship Specialist 
Ph# 800-231-1841, prompt 9, prompt 5, extension 41501 
FAX# 866-300-4972 
 
 

 
 
 



2008 MALIBU 1LT                              GENERAL MOTORS CORPORATION
58U  BLACK GRANITE METALLIC         /L4G     & SUBSIDIARIES
83B  TITANIUM                                RENAISSANCE CENTER
ORDER NO. MMGQ40/TRE      STOCK NO.          DETROIT      MI  48243-1114
VIN 1G1 ZH57 B3 8F                      VEHICLE INVOICE 1AD17436105
***************************************************************13*24017S
MODEL & FACTORY OPTIONS               MSRP    INV AMT  RETAIL - STOCK
1ZH69 MALIBU 1LT                  20305.00   19188.23  INVOICE 12/07/07
B86 BODY COLOR BODYSIDE MOLDINGS    150.00     124.50  SHIPPED 12/07/07
FE9 50-STATE EMISSIONS                 N/C        N/C  EXP I/T 12/19/07
LE5 ENGINE, 2.4L DOHC MFI              N/C        N/C  INT COM 12/19/07
MN5 4-SPEED AUTO TRANSMISSION         0.00       0.00  PRC EFF 12/07/07
PDC POWER CONVENIENCE PACKAGE:      515.00     427.45  KEYS G0590 G0590
    *POWER 6-WAY DRIVER SEAT                           WFP-F QTR  OPT-1
    *REMOTE START                                      BANK: GMAC - 029
    *POWER ADJUSTABLE PEDALS                           CHG-TO    24-017

PDM PREMIUM MAT PACKAGE:            185.00     153.55  SHIP WT:  3377
    *PREMIUM CARPETED FLOOR MATS,                      HP:       19.3
     FRONT/BACK                                        GMS:     20135.08
    *TRUNK MAT                                         SUPPLR:  21034.41
    *CARGO NET                                         MRM:     21900.00
                                                       MEMO      912.50
VK3 FRONT LICENSE PLATE BRACKET       0.00       0.00
58U BLACK GRANITE METALLIC           95.00      78.85

TOTAL MODEL & OPTIONS              21250.00  19972.58  ACT 231 19985.08
DESTINATION CHARGE                   650.00    650.00  H/B 261   637.50
LAM DEALER CONTRIBUTION                        212.50  ADV 261   212.50
LAM GROUP CONTRIBUTION                         106.25  EXP 65A   106.25

TOTAL                              21900.00  20941.33  PAY 310 20941.33
MEMO: TOTAL LESS HOLDBACK AND
      APPROX WHOLESALE FINANCE CREDIT        19999.25
***********************************************************************
INVOICE DOES NOT REFLECT DEALER'S ULTIMATE COST BECAUSE OF MANUFACTURER
REBATES, ALLOWANCES, INCENTIVES, HOLDBACK, FINANCE CREDIT AND RETURN TO
DEALER OF ADVERTISING MONIES, ALL OF WHICH MAY APPLY TO VEHICLE.
***********************************************************************
THIS MOTOR VEHICLE IS SUBJECT TO A SECURITY INTEREST HELD BY GMAC.

                                         REMIT TO GMAC NO. 029
U-J CHEVROLET CO., INCORPORATED          VIN 1G1ZH57B38F
                                         $  20941.33 INV  1AD17436105
                                         DUE 12/19/07  DEALER  24-017







 

 

ADR File Checklist 
  
 
SR Number:71-660215571 BBB Case:   CHV0848530 
Customer:      VIN:1G1ZH57B38F    
Make/Model/Year: Chevrolet/Malibu/2008 In Service: 1/17/2008  Mileage: 5,217 
Received Date: 9/8/2008 12:18 Day 15 Date: 9/22/08  Goes Active: 9/9/2008 04:18  
Primary Concern: Steering assist becomes inoperable. 

 

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

  Initial Calls (72 hrs): 
  Customer Completion Date/Time: 9/8/2008  / 05:52pm 
  Dealer Svc Mgr Completion Date/Time: 9/8/2008  / 02:56pm 
  Dealer Finance Mgr Completion Date/Time:        /       
  AVM Completion Date/Time: 9/9/2008  / 12:05pm  

  Repair Orders Requested:    Received: X   

  Sales Documents:    Received: 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: 10/7/2008 / 05:16pm 
 Executive Summary Completion Date/Time: 10/7/2008 / 05:18pm  
 Close Siebel Completion Date/Time: 10/9/2008 / 12:30pm  

 
 
DVM:  Larry Adler Node/Box: 404082 8119  
Service Dealer: Terry Thompson   Svc Mgr: Jason Moris   
Selling Dealer: U-J Chevrolet   Contact: Jerry Smith   
 

NOTES: Customer received a payment in the amount of $371.00.   



 
Privileged and Confidential Information 

 
CASE ASSESSMENT 

 
By: Stephanie Stewart State: AL 

 
 
Customer Name:   Service Request: 71-

660215571 
BBB Case No.:  CHV0848530 

   
 
Vehicle ID No.:  
1G1ZH57B38F  

In Service 
Date: 
1/17/2008 

Vehicle is: Used BAC Code: 
112625 
U-J Chevrolet 

Year, Make & Model: 2008 Chevrolet Malibu 
Mileage at Time of BBB Filing 5,217 

Vehicle Purchased Used on: 4/18/08 at odometer 
1,361 

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

DVM Name: Larry Adler CAM Name: Aubrey Washington 
Phone/Cell Number: 404082 8119 
Svc Mgr Name:  

Phone Number: 678-240-9832 

    
VEHICLE REPAIR HISTORY 

 
Throughout the entire form, use an asterisk (*) if day(s) out of service are already counted in another 
category. 
 
PLACE A CHECKMARK IN THE BOX FOR THE MAJOR CONCERN BASED ON REPAIR ORDERS.  USE “N/A” 
IF THERE WERE NO REPAIRS FOR THE COMPONENT GROUP. 
 
HAS TAC BEEN CONTACTED FOR SERVICE HISTORY Y OR N.  IF YES PLEASE INCLUDE TAC # AND 
EXPLANATION TAC WAS INVOLVED. IF TAC HAS 1410260 and 10258219 
 
 

 #1 Air Conditioner Compressor 
       
Date: RO #: Days 

Out: 
Mileag
e: 

Description of Complaint and Repair Performed: 

     
04/22/0
8 – 
04/25/0
8 

26513
2 

5 1,579 U-J – C/S a/c will blow cold then start to blow warm…Have to 
cut a/c off…Then cut back on…Advise…Variable displacement 
compressor losing high side pressure after approx 6-7 miles of 
operation…Road tested vehicle while monitoring HVAC data and 
found that when A/C started to get warm, high side pressure 
read 100lbs of pressure and may or may not rise after 
stopping…Performed EVAC and recharge to ensure proper 
refrigerant change in vehicle…Charge was exactly 1.1lbs this is 
the specified amount…Contacted TAC and spoke with Casey 
McCure (case 10258219)…Who advised replacement of TXV and 
road test…Remove and replace TXV…EVAC and recharge 
system…Vehicle was road tested overnight by shop foreman and 
condition still existed aft approx 7-8 miles of 
operation…Contacted TAC second time and spoke with Ken Cole 
who advised compressor replacement and retest…Remove and 
replaced monitoring HVAC data and found high side pressure 
maintained minimum pressure of 136 PSI and cooled during 
entire road test…Out mileage 1,647. 



 
 

 #2 Steering 
       
Date: RO #: Days 

Out: 
Mileag
e: 

Description of Complaint and Repair Performed: 

     
08/30/0
8 

19461
4 

8 5,579 Terry Thompson – C/S steering is hard to steer, sitting at light 
steering wheel shimmies back and forth…Test drove to 
verify…Connect Tech 2…No DTC’s stored…Contacted 
TAC…Instructed to perform power steering control module set-
up…Doc 1410260…Performed Module set-up…Test drove and still 
shimmies at stop…Necessary to replace column…Rental provided. 
 

09/03/0
8 – 
09/10/0
8 

19487
5 

8 5,599 Terry Thompson – C/S car will not steer…Steering wheel 
wobbles…Diagnosed steering jerks oscillates…No DTC’s 
stored…No TSB’s or PI’s contacted TAC…Instructed to perform 
Doc* 1774856…Performed doc…Found power steering 
motor/module internal failure…Replaced power steering 
module/motor…Test drove to verify repair…Operating as 
designed…Customer  received enterprise rental. 
 

 
 

 Maintenance 
       
Date: RO #: Days 

Out: 
Mileag
e: 

Description of Complaint and Repair Performed: 

     
04/15/0
8 – 
04/16/0
8 

26482
4 

2 1,350 U-J – Customer request LOF…Changed oil and filter and lubed 
chassis when applicable.  

08/09/0
8 – 
08/11/0
8 

27093
9 

3 5,047 U-J - Customer request LOF…Oil and filter change w/ lube 2.4L 

08/11/0
8 

27093
9 

* 5,047 U-J – Customer declined recommended service tire rotations. 

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

       
Date: RO #: Days 

Out: 
Mileag
e: 

Description of Complaint and Repair Performed: 

     
08/11/0
8 

27093
9 

* 5,047 U-J – Perform campaign 08102 ordered wheel covers. 

08/30/0
8 

19461
4 

* 5,579 Terry Thompson – C/S campaign 08102…Replace wheel covers 
to complete recall. 
 

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

 Other 
       
Date: RO #: Days 

Out: 
Mileag
e: 

Description of Complaint and Repair Performed: 

     
                              
 
 
What is the customer eligible for based upon the BBB Program Eligibility Guidelines and the States 
lemon law requirements for meeting presumption?  Explain with some Detail 
 
GM Program Summary Repurchase/Replacement: Yes. The customer is with 12/12,000 
 
Lemon Law Repurchase/Replacement: Yes. The customer is within 24/24,000 
 
GM Program Summary Repairs/Reimbursement for past repairs: Yes. The customer is within B2B 
 
 
 

THE STATE LEMON LAW READS: 
 
Days out of service:  30 or more calendar days 
Repairs 3 or more and continues to exist. 
Time period 24 / 24,000 
Does Lemon Law state nonconformity must continue to exist? N 
 
If applicable, safety-related repairs {# of repair attempts} 
Safety-related time period {# of months} / {# of miles} 
 
Number of repair attempts in the presumption period: 2 
Total days out of service during the presumption period: 21 
Total days out of service during customer’s ownership:   21 
 

Vehicle Meets Presumption of Lemon Law     NO 
 

PERTINENT FACTS FROM PREVIOUS SRs WHICH RELATE TO YOUR EVALUATION 
 

Concern: Steering…Previously in SR. Dlr was unable to duplicate the concern. Customer wished to take it 
to a different dlrship 
Date & Offer/Result: 9/4/2008 – BRC CRS took over file 

 
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: Feels that it is a safety concern.  



 
DVM sts: 
 
SVM sts: Doesn’t believe that it is a safety concern. The steering is still there, it is just more difficult. 
 
CRS Rationale: Believes that it could potential be viewed as a safety concern. 
 
 
 
What are the 3 main strengths of the customer’s case to win repurchase through Lemon Law  
 
 
 
 
What are the 3 mains weaknesses of the customer’s case to win repurchase through Lemon Law 
 
 
 
 
 
Decision reached by CRS:     Arbitrate case:                Settle case:         



 

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 06/04/07 

Overallowance/Negative Equity/Incentives Form (Non-Florida) 
 
Customer: SR #: 71-660215571 BBB#: CHV 

 
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 – Used Vehicle 22995.00 
(from Bill of Sale, before tax, tag, title, etc.)  
MSRP -  21900.00 
(from BARS Invoice screen)  
Subtract the MSRP from the Purchase Price =  1095.00 
(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 15800.00 
(from Bill of Sale)  
Actual Cash Value (ACV) -  12000.00 
(from ACV Statement)  
Subtract the ACV from the Trade Allowance =  3800.00 
If positive, the Trade Allowance is higher than the ACV of the trade-in.  This is Overallowance.  
  
  
Section 3  
Trade Allowance 15800.00 
(from Bill of Sale)  
Payoff on Trade -  15241.58 
(from Bill of Sale)  
Subtract the Payoff on Trade from the Trade Allowance =  338.42 
If negative, the Payoff on the Trade is higher that the Trade Allowance.  This is Negative Equity.  
  
  
Section 4  
Purchase Price 22995.00 
(from Bill of Sale, before tax, tag, title, etc.)  
Incentives not included in the Purchase Price -  00.00 
(from BARS and Incentive Acknowledgement sheet)  
Do not include fuel-fill credit or Dealer incentives.  GM Card points must be included.  
Overallowance/Negative Equity -  3800.00 
(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). 

=  19195.00 

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

 

 



arlene.thomas-randol
New Stamp















2006 MALIBU SEDAN LS                         CHEVROLET MOTOR DIVISION
88U  MEDIUM GRAY METALLIC           /L4G     GENERAL MOTORS CORPORATION
83B  TITANIUM                                100 RENAISSANCE CENTER
ORDER NO. JQBP61/TRE      STOCK NO.          DETROIT      MI  48243-1114
VIN 1G1 ZS51 F7 6F                      VEHICLE INVOICE 1AD78461265
***************************************************************13*30417S
MODEL & FACTORY OPTIONS               MSRP    INV AMT  RETAIL - STOCK
1ZS69 MALIBU SEDAN LS             17365.00   16409.93  INVOICE 12/02/05
FE9 50-STATE EMISSIONS                 N/C        N/C  SHIPPED 12/02/05
L61 2.2L 4 CYL ENGINE                  N/C        N/C  EXP I/T 12/20/05
MX0 4-SPEED AUTO TRANSMISSION          N/C        N/C  INT COM 12/20/05
VK3 FRONT LICENSE PLATE BRACKET       0.00       0.00  PRC EFF 12/02/05
                                                       KEYS G0042 G0042
                                                       WFP-S QTR  OPT-1
                                                       BANK: GMAC - 084
                                                       CHG-TO    30-417

                                                       SHIP WT:  3036
                                                       HP:       18.4
                                                       GMS:     16588.98
                                                       SUPPLR:  17332.11
                                                       MRM:     17990.00
                                                       DAN:      10132
                                                       MEMO      793.25

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

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

                                         REMIT TO GMAC NO. 084
NEESSEN CHEVROLET, BUICK, PONTIAC, G     VIN 1G1ZS51F76F
                                         $  17295.41 INV  1AD78461265
                                         DUE 12/20/05  DEALER  30-417

































 
Revised 1/23/08 

Privileged and Confidential Information 
 

CASE ASSESSMENT – LEGAL (NON SMALL CLAIMS) 
 

By: Amy Scott/Anthony Coney State: Texas 
 

 
Customer Name:   Service Request: 71-665664242 GM Legal File No.:  N/A 
 
Vehicle ID No.:  1G1ZS51F76F In Service Date: 02/14/06 Vehicle is: New BAC Code: 114908 

Al Willeford 
Chevrolet 

Year, Make & Model: 2006 Chevrolet Malibu Vehicle Purchased Used on: N/A at 
odometer N/A 

Lien holder:   GMAC     Other X: Horizon Credit Union DVM requests 
involvement?: Y  

Purchase Price of 
Vehicle: $ 16478.29 Was TAC contacted for this vehicle (Y/N)? : N 

    

VEHICLE REPAIR HISTORY 
 Brakes 

       

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

03/12/07 285820 2 24740 (Bradfords Motor Cars)  C/S noise heard when braking.  Back brakes have 
a grinding noise.  / Checked rear brakes and rotors.  Ok.  Needs parking 
brake bushing.  Special ordered parts. 
 

04/02/07 286280 * 26228 (Bradfords Motor Cars)  C/S noise when braking.  Back brakes have a 
grinding noise in rear.  / Special ordered parts here.  Right rear brake 
cable insulator is worn out.  Replaced right rear brake cable insulator and 
recheck. 
 

 
 Steering 

       

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

10/27/06 123643 * 15972 (Al Willeford Chevrolet)  C/S pop under vehicle when turning.  / Replaced 
power steering and gear assembly. 
 

03/12/07 285820 * 24740 (Bradfords Motor Cars)  C/S hearing a popping noise while turning.  / 
Needs intermediate steering shaft.  Special ordered parts. 
 

04/02/07 286280 2 26228 (Bradfords Motor Cars)  C/S rattle in steering column.  / Special ordered 
parts here.  Steering intermediate steering shaft rattling.  Replaced 
steering shaft and rechecked for rattles.  None heard. 
 

10/13/07 132254 2 39013 (Al Willeford Chevrolet)  C/S popping noise in steering.  / Excess play in 
steering gear.  Replaced gear assembly. 
 

01/14/08 134940 1 44100 (Al Willeford Chevrolet)  C/S pop in front end when driving and turning.  / 
Excess slack in steering gear.  Replaced power steering and steering gear. 
 

 
 
 
 
 



 Body/Trim 
       

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

10/27/06 123643 1 15972 (Al Willeford Chevrolet)  C/S door hard to close, drags when opening.  / 
Misadjusted.  Align front door assembly. 
 
(Al Willeford Chevrolet)  C/S squeak in right side of dash.  / Unable to 
duplicate concern. 
 

03/12/07 285820 * 24740 (Bradfords Motor Cars)  C/S driver’s door has to be slammed to shut 
properly.  / Driver’s rear door check strap freezing up.  Need check strap.  
Special ordered parts. 
 
(Bradfords Motor Cars)  C/S headlights are out of adjustment, not lined up 
even.  / Adjusted headlights to proper level. 
 

04/02/07 286280 * 26228 (Bradfords Motor Cars)  C/S driver’s side door has to be slammed to be 
shut.  / Special ordered parts are here.  / Driver’s rear door check strap is 
binding.  Replaced left rear door check strap and rechecked door 
operation.  Ok. 
 

05/29/07 287439 1 29188 (Bradfords Motor Cars)  C/S hearing a rattling noise in dash while driving.  
/ Test drove and verified complaint.  Found noise coming from outside 
window cowl.  Removed cowl.  Cleaned and applied two sided tape to 
cowl.  Reassembled.  Test drove to verify repairs.  Ok at this time. 
 

 
 Suspension 

       

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

09/24/07 131955 1 38472 (Al Willeford Chevrolet)  C/S pop in front end when turning wheel.  / Tie 
rod end worn, excess play.  Replace tie rod end and adjust sleeve. 

 
 Other 

       

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

09/24/07 131955 * 38472 (Al Willeford Chevrolet)  Maintenance: Lube, oil, and filter. 
 

 
THE STATE LEMON LAW READS: 

 
Days out of service:  30 or more days within earlier of 24/24k, with at least 2 attempts made 
within 12/12 
Repairs 4 or more repair attempts to same nonconformity, 2 attempts made within earlier of 
12/12 and another 2 made within 12/12 following repair attempts 
Time period : 6 months following earlier of 1) expiration of warranty or 2) 24 months/24k miles 
following original delivery date 
Does Lemon Law state nonconformity must continue to exist? N/A 
If applicable, safety-related repairs Y 
Safety-related time period 2 or more to same with at least one attempt made within earlier of 
12/12 and another one within earlier of 12/12 after first attempt. 

 

 
Number of repair attempts in the presumption period: 1 
Total days out of service during the presumption period: 1 
Total days out of service during customer’s ownership:   10 
 
     
 



  PERTINENT VEHICLE INFORMATION PROVIDED BY District Service Manager 
 
Wasn’t aware of the case, but will be in contact with dealership to discuss case.  Please keep informed during process. 
 
 
 
 
 
 
 

   PERTINENT VEHICLE INFORMATION PROVIDED BY DEALER SERVICE MGR(S) 
 
Service Manager Brian Harrison (Al Willeford Chevrolet) 
 
--Has helped customer a couple of times.  
--Not much of a history. 
--Noise in front end and couple of oil changes. 
--Steering gear replaced three times in about three years. 
--Have seen other steering concern with similar vehicles, not uncommon. 
--Haven't heard from customer since January of 2008. 
--If had given the dealer some sort of heads up, would have been able to give her some sort of component letter. 
 
**Please note: Bradfords Motor Cars is no longer in business.  Dealership is now Vence Lone Star Chevrolet 
(Alice, TX).  Could not verify anything on ROs (days out of service, parts delay, etc). 
 
 
 
 

 
 
 

PERTINENT FACTS FROM PREVIOUS SRs WHICH RELATE TO YOUR EVALUATION 
 

Concern: 71-71-665664242 
Date & Offer/Result: 9/23/08 Steering –Gear Rack and pinion  No symptoms 
 
Concern:  
Date & Offer/Result:  
 
Concern:  
Date & Offer/Result:  

 
RECOMMENDATION  

 
I recommend denial 
 
 
 
 
 

RATIONALE 
 
This customer did have issues with vehicle concerning steering gear, steering shaft, gear assembly, front door alignment, 
door check strap and adjusted headlights. BUT, only one concern during presumption period.  
 



 
 
 
 

REASON FOR REMOVAL 
 
Nothing follows 
 
 
 
 
 
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             04/14/07
                       PROCESSING SOURCE: CHEVROLET                   13:55:56
                                                               PAGE:         1

VIN: 1G1ZS51F7 6F          SELLG SCE: 13   MDL YR: 06   ORD NO: JQBP61

ODATE: 10/13/05 ORDER FAN:           OTYPE: 070  DLVY SS/SITE CD:    13  30120
DDATE: 02/14/06  DLVY FAN:           DTYPE: 010  SRVC TYPE:     MILEAGE:

DLVY DOE:  02/14/06  ORDER BY:
CANC:
CANC DOE:
TRADE:     01/05/06  DLVY TO:  
TRD DOE:   01/06/06            
SRVC IN:                       SANDIA                         TX 
SRVC OUT:            CANC SRVC IN:
BFSO ORD DT:               BFSO CUST:
PRICE ASSUR DT:            PRICE ASSUR RT:

                                 --INCENTIVES--

CODE  PAY  SS/SITE   INV/INC NO      DATE     AMOUNT      MTHD  DLR SHR    STAT
 CSR   01  13 30120  00029717777   02/15/06     500.00     OA       0.00     9

PROCESS TYPE:   001  CHECK NO:                   SSN:
DATA SCE:      DLR   INC MEMO NO: 00029717777    AUTH PUR CD:
MISC DATE:           MISC:
POLICY PYMT CMNT:                                          ACTV TYPE: 6

CODE  PAY  SS/SITE   INV/INC NO      DATE     AMOUNT      MTHD  DLR SHR    STAT
 DXP   01  13 30120  00029717777   02/15/06     900.00     OA       0.00     9

PROCESS TYPE:   001  CHECK NO:                   SSN:
DATA SCE:      DLR   INC MEMO NO: 00029717777    AUTH PUR CD:
MISC DATE:           MISC:
POLICY PYMT CMNT:                                          ACTV TYPE: 6

CODE  PAY  SS/SITE   INV/INC NO      DATE     AMOUNT      MTHD  DLR SHR    STAT
 FFC   01  13 30120  00029717777   02/15/06      27.35     OA       0.00     9

PROCESS TYPE:   001  CHECK NO:                   SSN:
DATA SCE:      DLVY  INC MEMO NO: 00029717777    AUTH PUR CD:
MISC DATE:           MISC:
POLICY PYMT CMNT:                                          ACTV TYPE: 6



RCMPR028               VEHICLE EVENT SELECTION                        04/14/07
                       PROCESSING SOURCE: CHEVROLET                   13:59:15
                                                                PAGE:        1

VIN: 1G1ZS51F7 6F           SELLG SCE: 13   MDL YR: 06   ORD NO: JQBP61
VIN TYPE: N
                 SS/       DOCUMENT      I          INC
 EVENT DESC      SITE CD   NUMBER        S EVENT DT CD          AMOUNT
 INCENTIVE MEMO  13 30120  00029717777     02/15/06 FFC          27.35
 INCTV PAYMENT   13 30120  00029717777     02/15/06 FFC          27.35
 INCTV APPLICATN 13 30120  00029717777     02/15/06 FFC          27.35
 INCENTIVE MEMO  13 30120  00029717777     02/15/06 DXP         900.00
 INCTV PAYMENT   13 30120  00029717777     02/15/06 DXP         900.00
 INCTV APPLICATN 13 30120  00029717777     02/15/06 DXP         900.00
 INCENTIVE MEMO  13 30120  00029717777     02/15/06 CSR         500.00
 INCTV PAYMENT   13 30120  00029717777     02/15/06 CSR         500.00
 INCTV APPLICATN 13 30120  00029717777     02/15/06 CSR         500.00
 DELIVERY D.O.E. 13 30120                  02/14/06               0.00
 DELIVERY TO CUS 13 30120                  02/14/06               0.00
 DLR TRADE D.O.E 13 30120                  01/06/06               0.00
 DEALER TRADE (P 13 30120                  01/05/06               0.00
 EXPIRATION TRAN 13 30417   1AD78461265    12/20/05               0.00
 SETTLEMENT DATE 13 30417   1AD78461265    12/20/05          17,295.41 CR
 ORIGINAL INVOIC 13 30417   1AD78461265    12/02/05          17,295.41
 COV/NVIS DATE   13 30417   1AD78461265    12/02/05               0.00
 SHIPMENT DATE   13 30417                  12/02/05               0.00
 PRODUCTION (BUI 13 30417                  12/02/05               0.00
 PREFERENCE TO P 13 30417                  10/18/05               0.00
 GM ORDER ACCEPT 13 30417                  10/13/05               0.00
 GM ORDER ACCEPT                           10/13/05               0.00
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