
 

2009 Feedback Directive Form v.1.0       Page 1 of 2 
Karyn Yufenu 

Feedback Directive Form 2009 
 

 

Closed Status:   
 
Dissatisfied       *Dissatisfied requires prior Detroit approval 
 

Dissatisfied 
Approved By: 

 
Christine Stein       Willing to Buy GM Again?:  Select Yes or No 
 
 

 
 

 
Service 
Request # 

 
71-859763801 

Case Highlights 
 

 
Pre-existing 
File? 

 
71-859763801 

 
Vehicle Concern:   Vehicle is 2003 and has had to have all 
the brake lines replaced because of rust that cause a line to 
blow out.       
 
 
 
 
 
 
Dealer/ DVM/ FSE/ CAM opinion(s):  Dealer feels the 
concern is from Age,time and salt water and that this would 
not be covered by warranty.  
the brake lines are gone and just not sure we can do anything 
on this.  with not know how long far the rust damage has 
gone and what will happen when we start working on it and 
cost.  Thats good do not have a problem with giving OLC to 
customer   
 
 
 
 
 

 
 
Date Assigned 

                            
8-17-10                

 
Email subject 
line 

 
vehicle complaint, 
from Libby, cust 
Randy Bayn 

 
Date of 
Contact 

 
8-17-10 

 
Date Closed 
by agent 

   
9-3-10 

 
 
Year 

 
2003 

 
Make 

 
GMC 

 
Model 

 

 
Executive CRS 

 
Sharon Turknett 

Executive 
Requestor(s) Name  

 
Libby Tomasko  

 
Detroit Requestor:  
 
Special Instructions 
from Detroit: 

 
Christine Stein 
 
F/U with me when have updates  

 
Customer’s Name 

 
 

Rosa.Howell
B6
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Yukon Denali Final decision:   GM will not be able to assist on repair cost 
but did offer $1500 OLC to customer  
 
 
 
 
 
 
Business Case/Rationale for the decision:  vehicle is 8 years 
old and has been in area with snow for a time and then in FL 
with salt water condition for the last 7 years  
 
 
 
 
 
Customer’s feedback regarding the decision:  CUST not 
happy that GM will not Assist with the repairs.   
 
 
 

 
Mileage 

 
74,000 

 
Type of 
Goodwill: 

 
$1500 OLC  

 
Goodwill 
Generated by?  

 
CARS 
 

 
Dealer Name 
Contacted: 

 
Cox Chevrolet  

 
DVM Name 
Involved: 

 
Robert Kreefer 

 
 



 
 
 
 
 
       
Issued by: Certificate No. 1GKEK63U03J  
GMC  
 
Issue Date: August 11, 2011  
 
Issued exclusively for: 
 
 Ellenton, FL  
 
Valid through: October 21, 2011 
 
Amount: One Thousand Five Hundred Dollars and Zero Cents 
 ****$1,500.00**** 
 
 
 
 



August 11, 2011 
 
 

Ellenton, FL  
 
 
 
Dear  
 
Thank you for your recent inquiry.  We are sorry you have experienced concerns with your 
vehicle.  Customer satisfaction is a top priority for us. 
 
Enclosed is the Owner Loyalty Certificate valid towards the purchase, SmartLease or SmartBuy 
of a new, unused Chevrolet, Buick, GMC, or Cadillac vehicle.  With such a wide selection of 
vehicles to choose from, we are sure you will find a vehicle that’s right for you.   
 
To ensure that you have the opportunity to obtain the best value possible, this certificate may be 
used in addition to any other retail purchase incentive programs available at the time you 
purchase your new vehicle.  We hope you will take advantage of this special incentive offer.  
Simply present the certificate to your dealer after you have negotiated your best deal, sign the 
certificate and your dealer will complete the necessary information and process it for you. 
 
We are proud you made GMC your choice when you purchased your 2003 Yukon Denali and 
trust you will give us the opportunity to retain you as a valued GMC customer.  Should you have 
any questions regarding GMC products and current incentives, please call our Marketing Support 
department at 1-888-988-7267.  You may also begin your vehicle shopping online by visiting 
GMC.com or any of our other divisional websites. 
 
Sincerely,  
 
GMC Executive Office 
Service Request: 71-859763801
 

























August 11, 2011 
 
 

Niantic, CT  
 
 
 
Dear  
 
Thank you for your support of Chevrolet.  As we agreed, the necessary paperwork has been 
completed and forwarded to General Motors Protection Plan (GMPP) for the Smart Care plan on 
your 2003 Chevrolet Silverado, Vehicle Identification Number 1GCHK24113E   The 
processing time will take approximately eight weeks.   
 
You will be notified by GMPP once the plan has been processed and you will receive complete 
details on your plan's coverage at that time. This letter will serve as your policy until you receive 
your plan confirmation.  Should you require service prior to receiving your plan confirmation 
from GMPP, simply bring this letter to your local Chevrolet Dealership.  Your complete 
satisfaction is very important to us at Chevrolet.  We hope the issuance of this GMPP 
demonstrates our appreciation of you as a valued customer. 
 
At Chevrolet, our commitment to customer satisfaction is a top priority.  If you have future 
questions, please don’t hesitate to email us using the Contact Us link at Chevrolet.com or call us 
at 1-800-222-1020.   
 
Sincerely,  
 
Chevrolet Customer Assistance Center 
Service Request: 71-868472028 
 
 
For more information regarding the maintenance and care of your vehicle, please visit 
www.gmownercenter.com.  This free online service offers vehicle and ownership-related 
information and tools tailored to your specific vehicle. 
 



 

Report Vehicle GMPP: Summary
Current as of: 09/27/2010 - 9:08 AM EDT

----------------------------------------------------------------------------------------------------------------------------------

Transaction Mode: Online

User ID: 1w5bhn

User Role: Central Office Administrator

Timestamp Date: 2010-09-27 09:07:59.272

Status Pending

Vehicle Identifier Customer Information

Vehicle Category: GM, Used Plan Customer: Individual

VIN: 1GCHK24113E181189 Customer Type: Owner

                 

Sales Information

Dealer Code: 32888 Niantic , Connecticut , United States

   

Action: Add Protection Plan Evening Phone: 

Odometer: 61000 Daytime Phone: 

Delivery Date: 09/15/2010 Ext: 

Reference number: Primary Language: English

Secondary Language: 

----------------------------------------------------------------------------------------------------------------------------------
Plan Lienholder

Lienholder Type: Other

Chevrolet

PO Box 33170

Detroit, Michigan 48232

----------------------------------------------------------------------------------------------------------------------------------
Protection Plans

Plan Purchase Date: 09/15/2010

In Service Date: 09/15/2010

Schedule Type GMPP Retail

Promotion Code: 

----------------------------------------------------------------------------------------------------------------------------------

Plan Type: Smart Care Retail

Term: 24

Mileage Limit: 24000

Deductible: 0

© 2008 General Motors. All Rights Reserved. Page 1 of 2



 

Rental Type: None

Plan Price: $0.00

Tax: $0.00

Total: $0.00

© 2008 General Motors. All Rights Reserved. Page 2 of 2









 
 
 
 
 
       
Issued by: Certificate No. 1GCEK14T53Z  
Chevrolet  
 
Issue Date: September 20, 2010  
 
Issued exclusively for: 
  
 Greer, SC  
 
Valid through: September 20, 2011 
 
Amount: One Thousand Five Hundred Dollars and Zero Cents 
 ****$1,500.00**** 
 
 
 
 



August 11, 2011 
 
 

 

Greer, SC   
 
 
 
Dear Leon, 
 
Thank you for your support of Chevrolet.  We are sorry you have experienced concerns with 
your vehicle.  Customer satisfaction is a top priority for us. 
 
Enclosed is the Owner Loyalty Certificate valid towards the purchase, SmartLease or SmartBuy 
of a new, unused Chevrolet, Buick, GMC, or Cadillac vehicle.  With such a wide selection of 
vehicles to choose from, we are sure you will find a vehicle that’s right for you.   
 
To ensure that you have the opportunity to obtain the best value possible, this certificate may be 
used in addition to any other retail purchase incentive programs available at the time you 
purchase your new vehicle.  We hope you will take advantage of this special incentive offer.  
Simply present the certificate to your dealer after you have negotiated your best deal, sign the 
certificate and your dealer will complete the necessary information and process it for you. 
 
We are proud you made Chevrolet your choice when you purchased your 2003 Silverado and 
trust you will give us the opportunity to retain you as a valued Chevrolet customer.  Should you 
have any questions regarding General Motors’ products and current incentives, please call our 
Marketing Support department at 1-800-950-2438.  You may also begin your vehicle shopping 
online by visiting Chevrolet.com or any of our other divisional websites. 
 
Sincerely,  
 
Chevrolet Customer Assistance Center 
Service Request: 71-871632370 
 



Fixed Operations Manager Authorization  
(Dealership Service Management Template) 

(Must be received from a GM.COM Address() 
 

1) Please complete this template by typing all required information 
2) Email this template to your Area Fixed Operations Manager  
3) Place a copy of the completed template in your VIN history file for future reference 
 

IMPORTANT NOTE:  If you have questions pertaining to Warranty coverage, goodwill adjustments, warranty 
claim processing, policy and procedures, please call the WSC  
 

Region  NEast  SEast  NCentral  SCentral  Western 
 
Service Manager Name & Phone 
Number 

Ken Harris  

Dealership Name, Location & 
BAC Number  

Bradshaw Automotive  
 

RO Number 343164 

Current Mileage 47345 

Full VIN 
1GCEK14T53Z   2003 Chevrolet  Si9lverado , 47354 Miles 

Labor operation and time 
(Regular hours/Other labor 
hours) 

 

Part Number/Description  

Technical Assistance 
Case/Customer Assistance Case 
(If available) 

 

Zone/District  Zone 3512               District 3231 

District Service Manager’s 
Name & Cell Phone Number  

Tom Myers 205-532-2309 

Customer’s Concern(s) 
And Business Reason(s) 
For Offering 
Warranty/Goodwill to 
this Loyal, Appreciative, 
Deserving Customer 
 
 
 

OLC request in the amount of  $ 1500.00 
 
Customer has been very loyal to GM products. Relocated to upstate S.C. from  
northern state. Steel brake lines on vehicle very corroded and leaking. Customer 
requests GM assist because of loyalty and brake line corrosion issue.  

 
 

Greer S.C. 

 

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

 

 









August 11, 2011 
 
 

 
 

Concord, MA  
 
 
Dear  
 
We have received your request for assistance, but have been unable to contact you using the 
telephone number provided or any listed in our records.  
 
If your situation has been resolved to your satisfaction, no further action is necessary,    If it has 
not, we invite you call us at 1-800-462-8782.  Please refer to the service request number listed 
below when you reach our representative.  
 
Total customer satisfaction is important to us at GMC.  If we can be of any assistance, please 
don’t hesitate to email us using the Contact Us link at GMC.com or call us at 1-800-462-8782.   
 
Sincerely,  
 
GMC Customer Assistance Center 
Service Request Number: 71-873065371 
 
 
 



August 11, 2011 
 
 

 
 

Concord, MA  
 
 
Dear  
 
At GMC, we take pride in the vehicles we produce and appreciate the time you took to contact 
us. 
 
Because customer satisfaction is a top priority for us, please accept this letter worth up to $100 
towards your next maintenance service or repair on your 2003 GMC Sierra HD.   
 
This offer is valid towards one service visit on VIN 1GTHK29U93E .  In the event the 
cost of your service exceeds the $100 maximum value, you will be responsible for paying the 
difference.  If the total cost of your services is less than $100, a credit or refund will not be 
issued.  This letter is not transferable and is valid for 12 months from the date of issue.  
 
We hope this gesture demonstrates our appreciation of you as a valued customer.  Simply present 
this letter to any GMC dealership for redemption.  If you have future questions, please don’t 
hesitate to email us using the Contact Us link at GMC.com or call us at 1-800-462-8782.   
 
Sincerely,  
 
GMC Customer Assistance Center 
Service Request 71-873065371 
 
 
For more information regarding the maintenance and care of your vehicle, please visit 
www.gmownercenter.com. This free online service offers vehicle and ownership-related 
information and tools tailored to your specific vehicle. 
 
ATTENTION:  DEALERSHIP SERVICE MANAGER 
When submitting the claim, please use labor op Z7092, insert the amount in the net item column, 
and insert the CAC Service Request number in your comments.  This original letter must be 
surrendered by the customer and retained by the dealer for audit purposes. 
 



 
 
 
 
 
       
Issued by: Certificate No. 1GCHK24192E  
Chevrolet  
 
Issue Date: October 19, 2010  
 
Issued exclusively for: 
 
 Sandy Hook, CT  
 
Valid through: October 19, 2011 
 
Amount: One Thousand Seven Hundred Dollars and Zero Cents 
 ****$1,700.00**** 
 
 
 
 



August 11, 2011 
 
 

 
 
 
 
Dear 
 
Thank you for your recent inquiry.  We are sorry you have experienced concerns with your 
vehicle.  Customer satisfaction is a top priority for us. 
 
Enclosed is the Owner Loyalty Certificate valid towards the purchase, SmartLease or SmartBuy 
of a new, unused Chevrolet, Buick, GMC, or Cadillac vehicle.  With such a wide selection of 
vehicles to choose from, we are sure you will find a vehicle that’s right for you.   
 
To ensure that you have the opportunity to obtain the best value possible, this certificate may be 
used in addition to any other retail purchase incentive programs available at the time you 
purchase your new vehicle.  We hope you will take advantage of this special incentive offer.  
Simply present the certificate to your dealer after you have negotiated your best deal, sign the 
certificate and your dealer will complete the necessary information and process it for you. 
 
We are proud you made Chevrolet your choice when you purchased your 2002 Silverado and 
trust you will give us the opportunity to retain you as a valued Chevrolet customer.  Should you 
have any questions regarding Chevrolet products and current incentives, please call our 
Marketing Support department at 1-800-950-2438.  You may also begin your vehicle shopping 
online by visiting Chevrolet.com or any of our other divisional websites. 
 
Sincerely,  
 
Chevrolet Executive Office 
Service Request: 71-878596641
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Feedback Directive Form 2009 
 

 

Closed Status:   
 
Dissatisfied       *Dissatisfied requires prior Detroit approval 
 

Dissatisfied 
Approved By: 

 
Sheri Tickles       Willing to Buy GM Again?:  No 
 
 

 
 

 
Service 
Request # 

 
71-902383390 

Case Highlights 
 

 
Pre-existing 
File? 

 
N/A 

 
Vehicle Concern:   Cust has corroded brake lines on a 2003 
Silverado with 75,000 miles. One of the brake lines started to 
leak and caused the cust to lose power to his brakes, causing 
him to run a stop sign. The cust is asking for 100% cost 
assistance as well as us to replace with third party stainless 
steel brake lines.        
 
 
 
 
 
 
Dealer/ DVM/ FSE/ CAM opinion(s):  The diagnosis is that 
the corrossion is due to lack of use of the vehicle, because it 
has spent the majority of time sitting. All the lines are 
showing severe corrossion about the BPMV valve, so in 
order to fix, the dlr feels like all the lines need to be replaced.  
 
 
 
 
 

 
 
Date Assigned 

                            
1/3/11                

 
Email subject 
line 

 
Fw: A very 
dissapointed 
Customer 

 
Date of 
Contact 

 
1/3/11 

 
Date Closed 
by agent 

   
1/13/11 

 
 
Year 

 
2003 

 
Make 

 
Chevrolet 

 
Model 

 

 
Executive CRS 

 
Rachel Watson  

Executive 
Requestor(s) Name  

 
Viv Costello 

 
Detroit Requestor:  
 
Special Instructions 
from Detroit: 

 
Sheri Tickles 
 
N/A 

 
Customer’s Name 
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Silverado Final decision:   The DDMA have worked out a deal to cover 
50% of the the $1551 repair and use standard GM parts. That 
would have the customer paying $775.50. If the cust does 
not accept 50/50 split, offer $2000 OLC.  
 
 
 
 
 
 
Business Case/Rationale for the decision:  The business case 
for this is the fact that the customer has no relationship with 
a GM dlrship, he is not a loyal GM customer, and there has 
not been out of pocket expense since the vehicle left 
warranty.  
 
 
 
 
 
Customer’s feedback regarding the decision:  Cust declined 
both the 50/50 cost assistance as well as the $2000 OLC 
offered. Cust believes that this should be 100% covered and 
states he will not purchase General Motors again unless we 
cover the replacement of all of the brake lines.  
 
 
 

 
Mileage 

 
75,200 

 
Type of 
Goodwill: 

 
50/50 Cost 
Assistance offered, as 
well as $2000 OLC, 
Cust Declined both 
offers 

 
Goodwill 
Generated by?  

 
Select Dealer or CARS 
 

 
Dealer Name 
Contacted: 

 
Phillips Chevrolet Inc    

 
DVM Name 
Involved: 

 
Brent Palmer, 
DDMA 

 
 















































August 11, 2011 
 
 

  
Howell, NJ  
 
 
Dear  
 
We have received your request for assistance, but have been unable to contact you using the 
telephone number provided or any listed in our records.  
 
If your situation has been resolved to your satisfaction, no further action is necessary,    If it has 
not, we invite you call us at 1-800-222-1020.  Please refer to the service request number listed 
below when you reach our representative.  
 
Total customer satisfaction is important to us at Chevrolet.  If we can be of any assistance, please 
don’t hesitate to email us using the Contact Us link at Chevrolet.com or call us at 1-800-222-
1020.   
 
Sincerely,  
 
Chevrolet Customer Assistance Center 
Service Request Number: 71-913471529 
 
 
 























August 11, 2011 
 
 

 
Auburn, NY  
 
 
Dear  
 
We sincerely apologize for the concerns that you are experiencing with your 2002 GMC Sierra.  
We understand this can be very frustrating and would like the opportunity to assist you further.  
Due to the nature of your concern, it is necessary to continue this communication via 
telephone.                                   
 
Total customer satisfaction is important to us at GMC.  If your situation has been resolved to 
your satisfaction, no further action is necessary,    If it has not, we invite you call us at 1-800-
462-8782.  Please refer to the service request number listed below when you reach our 
representative.  
 
Sincerely,  
 
GMC Customer Assistance Center 
Service Request Number: 71-932453163 
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