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Ver.4-9/25/2002 

electronic Preliminary Repurchase Authorization (ePRA) 
(**To go from field to field, use the TAB KEY) 

1.Date (mm/dd/yyyy):  12/03/2004 
2.Customer Name:    
3.Customer Address:   
4.Customer City, State, and Zip: Middleburg Heights, Oh  
5.Primary Customer Phone #: Mobile 
6.Additional Customer Phone #:       Click here for pull-down: 
7.Customer fax  #:         
8. Cust Drivers Licenses #                
9. State tax % rate                            
 
Customer Vehicle Information 
10.Year/Make/Model:  2004 Chevrolet Malibu Ls 
11.VIN (17 Digits):  1G1ZT54804F 12.Current Mileage:  21,000 
13.Purchased:  NEW 
 
Detail your agreement with the Dealer and Customer on the following items: 
Dealership that will handle entire transaction: 
14.Dealership Name:    Halleen 
15.Dealership Phone #:     440-777-7600 
16.Dealership Contact Name and TITLE:Steve Stein 
17.Dealership Contact Phone # (if different than Dealership #):       
18.Dealership Contact Fax #            
19.Dealership BAC:   113610 Region: North Central 
 
20.What GOODWILL TOOLS were offered? 

 Component Coverage Letter   Miscellaneous Reimbursement 
 Maintenance Letter    American Express Check 
 Owner Loyalty Certificate   Other 
 GM SmartCare     NOTHING OFFERED 
 GMPP  

 
21.Was a TRADE Repurchase offered?    YES 
22.If this will not be a Trade Repurchase, Please explain Why? Customer did not want 
 
TAC case number is required and if not available, Please explain why not? 
23.CAC Case Number:  1-149980035  24.TAC Case Number:       
25.If no TAC number, Explain: Dealership thought vehicle was repaired 
26.Reason for Repurchase (Include specific mechanical failure): Noise in steering column - rack & 
cradle not properly torqued, retorqued, replaced upper column and assembly electronic power steering replaced, 
steering column replaced twice  
 
27.This case was resolved by: Field Decision working with open case in Tampa ADR 
28.Does this vehicle meet the presumption of Lemon Law in applicable state?  YES  
29.Recommended Disposition of Repurchased Vehicle:  AUCTION (ready for sale)  (If Rebill, please include 26 digit 
account # or 10 authorization code). 
30.Type of TRANSACTION?  STRAIGHT REPURCHASE 
31.Vehicle Damage (explain what damage is present and who is responsible): Dealership to inspect 
 
32.If a Trade Repurchase, New VIN (17 Digits) or Order Number (6 Digits) NOTE: ePRA CANNOT BE 
PROCESSED WITHOUT THIS INFORMATION:       
33.New Vehicle Year/Make/Model:       
34..Upgrade     Downgrade   Difference Amount(PURCHASED NEW ONLY:Old MSRP to New MSRP):       
 
35.Usage/Depreciation Amount: 
(Standard Usage Formula = Current mileage/100,000 multiplied by purchase price; **NOTE: This may vary by 
individual State Lemon Laws) (If waived, please explain Why) 



 

 

-Please show how you arrived at this usage amount: 6000 miless@$.20/mile = $1200.00 
 
36.Aftermarket Items: No 
 -If GM will be responsible, please supply detail of the items and cost (transfer cost or other):       
37.Lease Termination Terms:       
38.Who will be responsible for the Taxes and/or Fees? General Motors 
 -If GM will be responsible for Taxes and/or Fees, How much (All, % of them, $ Amount, etc.)  

Explain: 100% 
 
39.I have reviewed with the customer what is Negative Equity/Overallowance and if it was in their contract that it 
will negatively impact the numbers presented to them (BRC Repurchase will get detail): YES 
*NO Rebates are to be applied to the replacement vehicle 
*GM Card points are only refunded back to the card; Current points may be applied to replacement vehicle 
Dealer must NOT DELIVER replacement unit until Final Transaction Documents are Completed 
 
40.General Comments/Special Instructions: Straight repurchase, customer receiving back lease payment, 
$141.48 tax, $70.25 license fees, less usage on overage on lease 6000 miles @$.20/mile = $1200.00 
 
41.I personally reviewed all the above items with the Customer and Dealer on (mm/dd/yyyy): 12/02/2004 
42.Authorizer Name: Betsy McGhee & Joe Semock 
43.GM Position:  Area Service Manager 
44.VoiceMail Node: 630092 Mailbox Number: 8198 
45.Email Address: Joe. Semock@GM.com 
Save this document using the customers last name plus the last 8 of the VIN as the Filename. 
Attach this saved file to a Lotus Notes document and E-mail this ePRA to ePRA@GMExpert.com 
Forward any supporting documentation to FAX- 866-827-1129 
 
 
Any questions on lease repurchases or any other unusual 
circumstances, please contact the BRC Repurchase Group in 
Tampa at 1-800-231-1841 prompts 2,1,2 or by e-mail at the address 
listed above. 

mailto:ePRA@GMExpert.com�






August 4, 2011 
 
 
 

Shippensburg, PA   
 
Service Request: 1-161439682 
Customer Relationship Manager: Talvi Watia 
 
Dear Mrs. r: 
 
Thank you for your support of Chevrolet.  As we agreed, the necessary paperwork has been 
completed and forwarded to General Motors Protection Plan (GMPP).  The processing time will 
take approximately eight weeks.  The Smart Care Plan for your 2004 Chevrolet Malibu, Vehicle 
Identification Number 1G1ZT54834F  is for the following: 
 

• 24 months or  24,000 miles, whichever occurs first, beginning on 1/28/2004 and ending on 
1/28/2006, and begins with 7,362 and ends with 31,362 odometer miles 

 
You will be notified by GMPP once the plan has been processed.  This letter will serve as your 
policy until the plan confirmation is received.  Please contact GMPP at 1-800-631-5590 if you 
have additional questions.  Your complete satisfaction is very important to us.  We hope this 
transaction demonstrates our appreciation of you as a valued Chevrolet customer. 
 
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 request number above and any of our Customer Relationship 
Managers will be happy to assist you. 
 
Thank you for allowing us the opportunity to assist you.     
 
Sincerely,  
 
General Motors Corporation
 



 

 

August 4, 2011 
 
 
 

 
Lancaster, PA   
 
Service Request:  1-166679302 
 
Dear Ms.  
 
We are sorry you continue to be dissatisfied with the decision we made concerning your 
2004 Chevrolet Malibu.  We know you are sincere in the position you have taken, and we trust 
we have been able to explain our point of view. 
 
In circumstances such as these, General Motors believes that our customers should have the 
opportunity to deal with unresolved matters in a fast, fair and free dispute resolution process. For 
that reason, we participate in the Better Business Bureau’s BBB AUTO LINE program, an 
independent dispute resolution process administered by the Council of Better Business Bureaus. 
BBB AUTO LINE provides mediation and arbitration for eligible warranty-related disputes. 
 
As a GM customer, BBB AUTO LINE is available to you at no cost.  In certain circumstances, 
you may be required to use this program prior to participation in other resolution methods.  The 
BBB AUTO LINE program is discussed in your vehicle’s “Warranty and Owner Assistance 
Information Booklet.” 
 
To file your case with BBB AUTO LINE, or get more information about the program, call the 
BBB at 1-800-955-5100 (Monday through Friday during normal business hours). You may also 
access the BBB AUTO LINE website at any time (including evenings, weekends and holidays) 
by visiting <http://www.dr.bbb.org/goauto>  
 
Whether you contact them by telephone or Internet, the BBB will provide you with full program 
details, current eligibility standards of the BBB AUTO LINE program and will assist you with 
any questions you have. 
 
Thank you for the opportunity to review this matter. 
 
Sincerely,  
 
 
 
Zachary Sonneborn 
Customer Relationship Manager 



 

 

 
MN0001-T/mm 



 

 

 



 

GM/SITEL Corporation – Confidential & Proprietary                                                                        02/12/2003 
PAR Case Assessment Form                                        

PAR Case Assessment Form 
_______________________________________________________ 
Siebel Request No.: 1-167781602 
Customer Name:
Product Purchased?: X New  Used 
Vehicle Identification Number:1G1ZT52894F
Model:Malibu  Make:Chevy  Year:2004  Mileage:2019 
Service Request Detail Screen X Reviewed and Updated 
Pre-PAR Form X Reviewed and Updated 
PAR Detail Form X Reviewed and Updated 

Allegation and / or Claim 
 

 OnStar (Follow specialized procedure) 
 Credit / Rebill Process (Review Step-by-Step) 

 
 Injury 

 Reviewed Step-by-Step in Webknowledge: 
 Major (Surgery, compensation, current medical treatment, lacerations, sutures, fractures, 

paralysis, loss of consciousness, fatality) 
 Forward file to ESIS. 

 Minor (Bruises, bumps, scratches, abrasions, headaches) - Review with customer for a 
thorough description. 

 Dealer 
 Forward file to EAA 

 Grey Area (Past: medical treatment, surgery and injury.  Pregnancy, numbness) 
 Review file with Team Manager 
 Forward file to ESIS 
 PAR will work file 

 
X Collision (Includes curbs and / or sidewalks):  

 Air Bag/s (Vetronix) –  
 Non-Deployment 

 Forward file to EAA 
 Advised customer on basic air bag function 

 Inadvertent Deployment without collision 
 Advised customer on basic airbag function 
 Dealer (Inspect under-carriage) 
 Forward file to EAA 

 Deployment with Collision 
 Advised customer on basic air bag function 
 Dealer (Inspect vehicle and obtain a repair estimate) 
 Forward file to EAA (Customer is requesting an inspection) 

x Brakes / ABS (Vetronix if applicable) / Suspension / Tires / Wheel Separation / Steering 
 Major Body Damage (Review with customer and/or Dealership, Bodyshop for thorough 

description and vehicle location) 
 Forward file to EAA 
 Advised customer on basic brake/ABS function 

X Minor Body Damage (Review with customer and/or Dealership, Bodyshop for thorough 
description and vehicle location) 

 Advised customer on basic brake/ABS function 
X Dealer 

 Forward file to EAA (Customer is requesting an inspection) 
 
 
 
 
 
 
 
 
 



 

GM/SITEL Corporation – Confidential & Proprietary                                                                        02/12/2003 
PAR Case Assessment Form                                        

 Thermal Event:  
  Major (Entire: vehicle, compartment, component and / or > 2 components) 

 Forward file to EAA. 
 Minor (Centralized / Confined to a small area) – Review with customer and/or Dealership for a 

thorough description. 
 Dealer Inspection and / or Repair Order  
 Forward file to EAA. 

 Smoke / Non-Thermal – 
 Return to Workflow (File reviewed < 24 HRS after assignment). 
 PAR will work file (File is > 24 HRS after assignment). 

 
 

 Property Damage (Includes pets): 
  < $1,000 - Advise Dealership to proceed under PAR Warranty code Z1241 

 > $1,000 - Review with customer and/or Dealership for thorough description.  Obtain estimate 
and attach to file and / or conclude damage may be >$1,000 

 Forward file to ESIS. 
 

 Insurance Subrogation Claim 
 Deductible Claim 
 Compensation Claim with Supporting Documentation – Review with customer and/or caller for 

thorough description. 
 Forward file to ESIS. 

 
 

 Law Enforcement Inquiry without allegation 
 Forward file to Workflow 

 Law Enforcement Inquiry with allegation  
 Review file with Team Manager  

 
 Customer Retracted Allegation:  

 PAR will close file. 

Vehicle Evaluation 
X Inspection requested  

 EAA  
X Dealer 

 Field Personnel 
 Inspection not requested  

 Customer did not authorize inspection 
 Customer accepted explanation and resolution 
 Customer retracted allegation 
 Vehicle not available 
 Customer does not own vehicle 

 
Siebel Actions/Follow-Up 

 
X Documented all actions and events in the PAR file 
X Provided resolution to Dealer and AVM 

CRM Resolution / Recommendation 
 Forward file to ESIS 
 Repair  
 Repurchase 
 Trade Repurchase  
 Law Enforcement Inquiry 
 GM declines responsibility 
 File Closed / Customer Information Request Only 
 File forwarded to the Workflow 
 Non PAR File 

X Other 



August 4, 2011 
 
 
 

 
Clifton Park, NY   
 
Service Request:  1-167791275 
Customer Relationship Manager: Daniel Guibert 
 
Dear Mrs  
 
Thank you for your support of Chevrolet.  As we agreed, the necessary paperwork has been 
completed and forwarded to General Motors Protection Plan (GMPP).  The processing time will 
take approximately eight weeks.  The Smart Care Plan for your 2004 Chevrolet Malibu, Vehicle 
Identification Number 1G1ZT52874F  is for the following: 
 

• 12 months or  12,000 miles, whichever occurs first, beginning on 01/06/2004 and ending on 
01/06/2005, and begins with 2,316 and ends with 14,316 odometer miles 

 
You will be notified by GMPP once the plan has been processed.  This letter will serve as your 
policy until the plan confirmation is received.  Please contact GMPP at 1-800-631-5590 if you 
have additional questions.  Your complete satisfaction is very important to us.  We hope this 
transaction demonstrates our appreciation of you as a valued Chevrolet customer. 
 
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 request number above and any of our Customer Relationship 
Managers will be happy to assist you. 
 
Thank you for allowing us the opportunity to assist you.     
 
Sincerely,  
 
General Motors Corporation
 





 

 

August 4, 2011 
 
 
 

 
Trabuco Canyon, CA  
 
Service Request:  1-168868805 
Customer Relationship Manager: Nikia Kaiza 
 
Dear Ms. :   
 
We would like to discuss your request for assistance regarding your 2004 Chevrolet Malibu, but 
we have been unsuccessful in our attempts to contact you. 
 
To help us review your request in a timely manner, please 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 Managers will be happy to assist you. 
 
Sincerely,  
 
General Motors Corporation 
 



 

 

August 4, 2011 
 
 
 

 
Trabuco Canyon, CA  
 
Service Request:  1-168868805 
Customer Relationship Manager: Nikia Kaiza 
 
Dear Mrs.    
 
We would like to discuss your request for assistance regarding your 2004 Chevrolet Malibu, but 
we have been unsuccessful in our attempts to contact you. 
 
To help us review your request in a timely manner, please 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 Managers will be happy to assist you. 
 
Sincerely,  
 
General Motors Corporation 
 



August 4, 2011 
 
 
 

 
Sterling, VA   
 
Service Request:  1-170271907 
Customer Relationship Manager: Heather Hoots 
 
Dear Mr. : 
 
Thank you for your support of Chevrolet.  As we agreed, the necessary paperwork has been 
completed and forwarded to General Motors Protection Plan (GMPP).  The processing time will 
take approximately eight weeks.  The Smart Care Plan for your 2004 Chevrolet Malibu, Vehicle 
Identification Number 1G1ZU54864F , is for the following: 
 

• 12 months or  12,000 miles, whichever occurs first, beginning on 01/22/2004 and ending on 
01/22/05 and begins with 1900 and ends with 13900 odometer miles 

 
You will be notified by GMPP once the plan has been processed.  This letter will serve as your 
policy until the plan confirmation is received.  Please contact GMPP at 1-800-631-5590 if you 
have additional questions.  Your complete satisfaction is very important to us.  We hope this 
transaction demonstrates our appreciation of you as a valued Chevrolet customer. 
 
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 request number above and any of our Customer Relationship 
Managers will be happy to assist you. 
 
Thank you for allowing us the opportunity to assist you.     
 
Sincerely,  
 
General Motors Corporation
 



 

 

August 4, 2011 
 
 
 

 

Little Rock, AR   
 
Service Request:  1-170317042 
 
Dear Ms. : 
 
We are sorry you continue to be dissatisfied with the decision we made concerning your 2004 
Chevrolet Malibu.  We know you are sincere in the position you have taken, and we trust we 
have been able to explain our point of view. 
 
In circumstances such as these, General Motors believes that our customers should have the 
opportunity to deal with unresolved matters in a fast, fair and free dispute resolution process. For 
that reason, we participate in the Better Business Bureau’s BBB AUTO LINE program, an 
independent dispute resolution process administered by the Council of Better Business Bureaus. 
BBB AUTO LINE provides mediation and arbitration for eligible warranty-related disputes. 
 
As a GM customer, BBB AUTO LINE is available to you at no cost.  In certain circumstances, 
you may be required to use this program prior to participation in other resolution methods.  The 
BBB AUTO LINE program is discussed in your vehicle’s “Warranty and Owner Assistance 
Information Booklet.” 
 
To file your case with BBB AUTO LINE, or get more information about the program, call the 
BBB at 1-800-955-5100 (Monday through Friday during normal business hours). You may also 
access the BBB AUTO LINE website at any time (including evenings, weekends and holidays) 
by visiting <http://www.dr.bbb.org/goauto>  
 
Whether you contact them by telephone or Internet, the BBB will provide you with full program 
details, current eligibility standards of the BBB AUTO LINE program and will assist you with 
any questions you have. 
 
Thank you for the opportunity to review this matter. 
 
Sincerely,  
 
 
 
Bernard Glaser 
Customer Relationship Manager 



 

 

 
MN0001-T/tlc 
 







































 

 

August 4, 2011 
 
 
 

 

Hillside, NJ  
 
Service Request:  1-170696246 
Customer Relationship Manager: Jeremy Beath 
 
Dear Mrs. :   
 
We would like to discuss your request for assistance regarding your 2004 Chevrolet Malibu, but 
we have been unsuccessful in our attempts to contact you. 
 
To help us review your request in a timely manner, please contact me at Chevrolet Customer 
Assistance Center at 1-866-952-4368 x58642 Monday through Friday between 8:00 a.m. and 
4:45 p.m., Eastern Time.  Please refer to your service request number above and any of our 
Customer Relationship Managers will be happy to assist you. 
 
Sincerely,  
 
General Motors Corporation 
 



 

 

August 4, 2011 
 
 
 

 
Harrisville, PA  
 
Service Request:  1-171911408 
Customer Relationship Manager: Paris Sabala 
 
Dear Mr.    
 
We would like to discuss your request for assistance regarding your 2004 Chevrolet Malibu, but 
we have been unsuccessful in our attempts to contact you. 
 
To help us review your request in a timely manner, please 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 Managers will be happy to assist you. 
 
Sincerely,  
 
General Motors Corporation 
 



August 4, 2011 
 
 
 

 
Keller, TX  
 
Service Request: 1-172249516 
Customer Relationship Manager: Joanne Augello 
 
Dear Mr. 
 
Thank you for your support of Chevrolet.  As we agreed, the necessary paperwork has been 
completed and forwarded to General Motors Protection Plan (GMPP).  The processing time will 
take approximately eight weeks.  The Major Guard plan for your 2004 Chevrolet Malibu, 
Vehicle Identification Number 1G1ZU54844F  is for the following: 
 

• 60 months or 100,000 miles, whichever occurs first, beginning on January 20, 2004, 
and ending on January 20, 2010, and begins with 7,525 and ends with 107,525 
odometer miles 

• Standard rental 
• A $0.00 deductible 

 
You will be notified by GMPP once the plan has been processed.  This letter will serve as your 
policy until the plan confirmation is received.  Please contact GMPP at 1-800-631-5590 if you 
have additional questions.  Your complete satisfaction is very important to us.  We hope this 
transaction demonstrates our appreciation of you as a valued Chevrolet customer. 
 
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 request number above and any of our Customer Relationship 
Managers will be happy to assist you. 
 
Thank you for allowing us the opportunity to assist you.     
 
Sincerely,  
 
General Motors Corporation 



 

 

August 4, 2011 
 
 
 

 
Keller, TX  
 
Service Request:  1-172249516 
Customer Relationship Manager: Donald Stailey 
 
Dear Mr.  
 
We are sorry you continue to be dissatisfied with the decision we made concerning your 
2004 Chevrolet Malibu.  We know you are sincere in the position you have taken, and we trust 
we have been able to explain our point of view. 
 
In circumstances such as these, General Motors believes that our customers should have the 
opportunity to deal with unresolved matters in a fast, fair and free dispute resolution process. For 
that reason, we participate in the Better Business Bureau’s BBB AUTO LINE program, an 
independent dispute resolution process administered by the Council of Better Business Bureaus. 
BBB AUTO LINE provides mediation and arbitration for eligible warranty-related disputes. 
 
As a GM customer, BBB AUTO LINE is available to you at no cost.  In certain circumstances, 
you may be required to use this program prior to participation in other resolution methods.  The 
BBB AUTO LINE program is discussed in your vehicle’s “Warranty and Owner Assistance 
Information Booklet.” 
 
To file your case with BBB AUTO LINE, or get more information about the program, call the 
BBB at 1-800-955-5100 (Monday through Friday during normal business hours). You may also 
access the BBB AUTO LINE website at any time (including evenings, weekends and holidays) 
by visiting <http://www.dr.bbb.org/goauto>  
 
Whether you contact them by telephone or Internet, the BBB will provide you with full program 
details, current eligibility standards of the BBB AUTO LINE program and will assist you with 
any questions you have. 
 
Thank you for the opportunity to review this matter. 
 
Sincerely,  
 
General Motors Corporation 
 



 

 

August 4, 2011 
 
 
 

 

Lakemore, OH   
 
Service Request:  1-172276864 
Customer Relationship Manager: Ismael Lebron-Bravo 
 
Dear Mrs.    
 
We would like to discuss your request for assistance regarding your 2004 Chevrolet Malibu, but 
we have been unsuccessful in our attempts to contact you. 
 
To help us review your request in a timely manner, please 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 Managers will be happy to assist you. 
 
Sincerely,  
 
General Motors Corporation 
 



August 4, 2011 
 
 
 

Alexandria, VA  
 
Service Request:  1-172436408 
Executive Office: Ann Marie Tomlinson 
 
Dear Ms. : 
 
Thank you for your support of Chevrolet.  As we agreed, the necessary paperwork has been 
completed and forwarded to General Motors Protection Plan (GMPP).  The processing time will 
take approximately eight weeks.  The Smart Care Plan for your 2004 Chevrolet Malibu, Vehicle 
Identification Number 1G1ZT54834F  is for the following: 
 

• 36 months or  36,000 miles, whichever occurs first, beginning on April 9, 2004 and ending on 
April 9, 2007, and begins with 3,977 and ends with 39,977 odometer miles 

• A $0.00 deductible 
 
You will be notified by GMPP once the plan has been processed.  This letter will serve as your 
policy until the plan confirmation is received.  Please contact GMPP at 1-800-631-5590 if you 
have additional questions.  Your complete satisfaction is very important to us.  We hope this 
transaction demonstrates our appreciation of you as a valued Chevrolet customer. 
 
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 request number above and any of our Customer Relationship 
Managers will be happy to assist you. 
 
Thank you for allowing us the opportunity to assist you.     
 
Sincerely,  
 
General Motors Corporation 
 
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/�




































































 

 

August 4, 2011 
 
 
 

 
 

Fruitport, MI  
 
Service Request:  1-172807913 
Customer Relationship Manager: Tamara Whittaker 
 
Dear Ms.    
 
We would like to discuss your request for assistance regarding your 2004 Chevrolet Malibu, but 
we have been unsuccessful in our attempts to contact you. 
 
To help us review your request in a timely manner, please 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 Managers will be happy to assist you. 
 
Sincerely,  
 
General Motors Corporation 
 



 

 

August 4, 2011 
 
 
 

 

Fruitport, MI   
 
Service Request:  1-172807913 
Customer Relationship Manager: Tamara Whittaker 
 
Dear Ms.    
 
We would like to discuss your request for assistance regarding your 2004 Chevrolet Malibu, but 
we have been unsuccessful in our attempts to contact you. 
 
To help us review your request in a timely manner, please 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 Managers will be happy to assist you. 
 
Sincerely,  
 
General Motors Corporation 
 



August 4, 2011 
 
 
 

 

Fruitport, MI   
 
Service Request: 1-172807913 
Customer Relationship Manager: Tamara Whittaker 
 
Dear Ms.  
 
Thank you for your support of Chevrolet.  As we agreed, the necessary paperwork has been 
completed and forwarded to General Motors Protection Plan (GMPP).  The processing time will 
take approximately eight weeks.  The Value Guard plan for your 2004 Chevrolet Malibu, 
Vehicle Identification Number 1G1ZU54824F102324, is for the following: 
 

• 72 months or 72,000 miles, whichever occurs first, beginning on March 29, 2004 and 
ending on March 29, 2010, and begins with 6,232 and ends with 78,232 odometer 
miles 

• Standard rental 
• A $0.00 deductible 

 
You will be notified by GMPP once the plan has been processed.  This letter will serve as your 
policy until the plan confirmation is received.  Please contact GMPP at 1-800-631-5590 if you 
have additional questions.  Your complete satisfaction is very important to us.  We hope this 
transaction demonstrates our appreciation of you as a valued Chevrolet customer. 
 
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 request number above and any of our Customer Relationship 
Managers will be happy to assist you. 
 
Thank you for allowing us the opportunity to assist you.     
 
Sincerely,  
 
General Motors Corporation 
 
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/�






 

 

August 4, 2011 
 
 
 

 

Fruitport, MI   
 
Service Request:  1-172807913 
Customer Relationship Manager: Tamara Whittaker 
 
Dear Ms.    
 
We would like to discuss your request for assistance regarding your 2004 Chevrolet Malibu, but 
we have been unsuccessful in our attempts to contact you. 
 
To help us review your request in a timely manner, please 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 Managers will be happy to assist you. 
 
Sincerely,  
 
General Motors Corporation 
 



















 

 

August 4, 2011 
 
 
 

Waterford, MI  
 
Service Request: 1-173231524 
Customer Relationship Manager: Brian Somwaru 
 
Dear Ms.    
 
We sincerely regret that you experienced a concern with your 2004 Chevrolet Malibu, which 
resulted in an unexpected repair expense to you.     
 
We value you as a Chevrolet owner and your satisfaction with our products is a high priority.  As 
we discussed over the phone, we believe you are entitled to a reimbursement.  We have enclosed 
a check in the amount of $171.53.  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 Managers will be happy to assist 
you. 
 
Sincerely,  
 
General Motors Corporation 
 



 

 

August 4, 2011 
 
 
 

Gilbert, AZ   
 
Service Request:  1-173997128 
Customer Relationship Manager: Tamara Whittaker 
 
Dear Mr.    
 
We are sorry you have experienced concerns with your 2004 Chevrolet Malibu.  Customer 
satisfaction is a top priority for us at Chevrolet. 
 
Because you are a loyal Chevrolet customer, we are providing you with one complimentary lube, 
oil, and filter service.  Present this letter to any Chevrolet dealership for redemption.  
 
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 Managers will 
be happy to assist you. 
 
Sincerely,  
 
General Motors Corporation 
 
 
ATTENTION:  DEALERSHIP SERVICE MANAGER 
Complimentary lube, oil, and filter service 
 
Submit the claim for the reasonable/customary price using labor operation number Z7410, failure 
code 98, authorization code “G” and insert the amount in the net item column.  This original 
letter should be retained in the customer's file. 
 







 
 
 
 
 
 
August 4, 2011 
 
 
 
Steven Kantrowitz, Esq. 
Kantrowitz & Phillippi 
Suite 4210 Centre Square West, 1500 Market Street 
Philadelphia, PA 19102 
 
RE:  v. General Motors Corporation 
 Service Request: 1-174328171 

2004 Chevrolet Malibu 
 Vehicle Identification Number: 1G1ZU548X4F

Customer Relationship Manager: Betty Kennedy 
 
 
Dear Mr. Kantrowitz: 
 
Enclosed please find two checks to settle the above-referenced case.  The first is in the amount of 
$6,000.00 made payable to .  The second is in the amount of $2,500.00 
made payable to Kimmel & Silverman, P.C. 
 
A 84 month/100,000 mile (whichever comes first) Steering Component Letter will be sent 
directly to after processing. 
 
If you need further assistance please contact our Business Resource Center at 1-800-231-1841, 
prompt 1, and then prompt 4. 
 
Sincerely, 
 
General Motors Corporation 
 
LG0008T
 















































 

 

August 4, 2011 
 
 
 

Detroit, MI  
 
Service Request:  1-175093831 
Customer Relationship Manager: Anthony McGraw 
 
Dear Ms. :   
 
We would like to discuss your request for assistance regarding your 2004 Chevrolet Malibu, but 
we have been unsuccessful in our attempts to contact you. 
 
To help us review your request in a timely manner, please 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 Managers will be happy to assist you. 
 
Sincerely,  
 
General Motors Corporation 
 



 

 

August 4, 2011 
 
 
 

 
Detroit, MI  
 
Service Request:  1-175093831 
Customer Relationship Manager: Kurjural Newell 
 
Dear    
 
We would like to discuss your request for assistance regarding your 2004 Chevrolet Malibu, but 
we have been unsuccessful in our attempts to contact you. 
 
To help us review your request in a timely manner, please contact me at 866-952-4368 extension 
57605 Monday through Friday during the hours of 8:30 a.m. and 5:15 p.m.  Please refer to your 
service request number above and I will be happy to assist you.  If I am not available when you 
call, please leave me a voicemail with your phone number and the best time you can be reached.   
 
If you are experiencing an urgent concern and I am not available, please contact our Chevrolet at 
1-800-222-1020 and any of our representatives will assist you. 
 
Sincerely,  
 
General Motors Corporation 
 













































































 

 

August 4, 2011 
 
 
 

 
Tujunga, CA  
 
Service Request:  1-176007945 
Customer Relationship Manager: Paris Sabala 
 
Dear Ms. 
 
We are sorry you continue to be dissatisfied with the decision we made concerning your 2004 
Chevrolet Malibu.  We know you are sincere in the position you have taken, and we trust we 
have been able to explain our point of view. 
 
In circumstances such as these, General Motors believes that our customers should have the 
opportunity to deal with unresolved matters in a fast, fair and free dispute resolution process. For 
that reason, we participate in the Better Business Bureau’s BBB AUTO LINE program, an 
independent dispute resolution process administered by the Council of Better Business Bureaus. 
BBB AUTO LINE provides mediation and arbitration for eligible warranty-related disputes. 
 
As a GM customer, BBB AUTO LINE is available to you at no cost.  In certain circumstances, 
you may be required to use this program prior to participation in other resolution methods.  The 
BBB AUTO LINE program is discussed in your vehicle’s “Warranty and Owner Assistance 
Information Booklet.” 
 
To file your case with BBB AUTO LINE, or get more information about the program, call the 
BBB at 1-800-955-5100 (Monday through Friday during normal business hours). You may also 
access the BBB AUTO LINE website at any time (including evenings, weekends and holidays) 
by visiting <http://www.dr.bbb.org/goauto>  
 
Whether you contact them by telephone or Internet, the BBB will provide you with full program 
details, current eligibility standards of the BBB AUTO LINE program and will assist you with 
any questions you have. 
 
Thank you for the opportunity to review this matter. 
 
Sincerely,  
 
General Motors Corporation 
 



 

 

August 4, 2011 
 
 
 

 

Lake Villa, IL  
 
Service Request:  1-176408099 
Customer Relationship Manager:  James Mullen 
 
Dear Ms.    
 
We are sorry you have experienced concerns with your 2004 Chevrolet Malibu.  Customer 
satisfaction is a top priority for us at Chevrolet. 
 
Because you are a loyal Chevrolet customer, we are providing you with one complimentary lube, 
oil, and filter service.  Present this letter to any Chevrolet dealership for redemption.  
 
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 
Managers will be happy to assist you. 
 
Sincerely,  
 
General Motors Corporation 
 
 
ATTENTION:  DEALERSHIP SERVICE MANAGER 
Complimentary lube, oil, and filter service 
 
Submit the claim for the reasonable/customary price using labor operation number Z7410, failure 
code 98, authorization code “G” and insert the amount in the net item column.  This original 
letter should be retained in the customer's file. 
 



 

 

August 4, 2011 
 
 
 

Lake Villa, IL   
 
Service Request:  1-176408099 
Customer Relationship Manager: James Mullen 
 
Dear Ms. :   
 
We would like to discuss your request for assistance regarding your 2004 Chevrolet Malibu, but 
we have been unsuccessful in our attempts to contact you. 
 
To help us review your request in a timely manner, please 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 Managers will be happy to assist you. 
 
Sincerely,  
 
General Motors Corporation 
 



 

GM/SITEL Corporation – Confidential & Proprietary                                                                        02/12/2003 
PAR Case Assessment Form                                        

PAR Case Assessment Form 
_______________________________________________________ 
Siebel Request No.: 1-176677253 
Customer Name:  
Product Purchased?: x New  Used 
Vehicle Identification Number: 1G1ZT52834F
Model: Malibu  Make: Chevrolet  Year: 2004  Mileage: 5000 
Service Request Detail Screen x Reviewed and Updated 
Pre-PAR Form x Reviewed and Updated 
PAR Detail Form x Reviewed and Updated 

Allegation and / or Claim 
 

 OnStar (Follow specialized procedure) 
 Credit / Rebill Process (Review Step-by-Step) 

 
x Injury 

x Reviewed Step-by-Step in Webknowledge: 
 Major (Surgery, compensation, current medical treatment, lacerations, sutures, fractures, 

paralysis, loss of consciousness, fatality) 
 Forward file to ESIS. 

x Minor (Bruises, bumps, scratches, abrasions, headaches) - Review with customer for a thorough 
description. 

 Dealer 
 Forward file to EAA 

 Grey Area (Past: medical treatment, surgery and injury.  Pregnancy, numbness) 
 Review file with Team Manager 
 Forward file to ESIS 
 PAR will work file 

 
 Collision (Includes curbs and / or sidewalks):  

 Air Bag/s (Vetronix) –  
 Non-Deployment 

 Forward file to EAA 
 Advised customer on basic air bag function 

 Inadvertent Deployment without collision 
 Advised customer on basic airbag function 
 Dealer (Inspect under-carriage) 
 Forward file to EAA 

 Deployment with Collision 
 Advised customer on basic air bag function 
 Dealer (Inspect vehicle and obtain a repair estimate) 
 Forward file to EAA (Customer is requesting an inspection) 

 Brakes / ABS (Vetronix if applicable) / Suspension / Tires / Wheel Separation / Steering 
 Major Body Damage (Review with customer and/or Dealership, Bodyshop for thorough 

description and vehicle location) 
 Forward file to EAA 
 Advised customer on basic brake/ABS function 

 Minor Body Damage (Review with customer and/or Dealership, Bodyshop for thorough 
description and vehicle location) 

 Advised customer on basic brake/ABS function 
 Dealer 
 Forward file to EAA (Customer is requesting an inspection) 

 
 
 
 
 
 
 
 
 



 

GM/SITEL Corporation – Confidential & Proprietary                                                                        02/12/2003 
PAR Case Assessment Form                                        

 Thermal Event:  
  Major (Entire: vehicle, compartment, component and / or > 2 components) 

 Forward file to EAA. 
 Minor (Centralized / Confined to a small area) – Review with customer and/or Dealership for a 

thorough description. 
 Dealer Inspection and / or Repair Order  
 Forward file to EAA. 

 Smoke / Non-Thermal – 
 Return to Workflow (File reviewed < 24 HRS after assignment). 
 PAR will work file (File is > 24 HRS after assignment). 

 
 

 Property Damage (Includes pets): 
  < $1,000 - Advise Dealership to proceed under PAR Warranty code Z1241 

 > $1,000 - Review with customer and/or Dealership for thorough description.  Obtain estimate 
and attach to file and / or conclude damage may be >$1,000 

 Forward file to ESIS. 
 

 Insurance Subrogation Claim 
 Deductible Claim 
 Compensation Claim with Supporting Documentation – Review with customer and/or caller for 

thorough description. 
 Forward file to ESIS. 

 
 

 Law Enforcement Inquiry without allegation 
 Forward file to Workflow 

 Law Enforcement Inquiry with allegation  
 Review file with Team Manager  

 
 Customer Retracted Allegation:  

 PAR will close file. 

Vehicle Evaluation 
 Inspection requested  

 EAA  
 Dealer 
 Field Personnel 

x Inspection not requested  
 Customer did not authorize inspection 
 Customer accepted explanation and resolution 
 Customer retracted allegation 
 Vehicle not available 
 Customer does not own vehicle 

 
Siebel Actions/Follow-Up 

 
x Documented all actions and events in the PAR file 
x Provided resolution to Dealer and AVM 

CRM Resolution / Recommendation 
 Forward file to ESIS 
 Repair  
 Repurchase 
 Trade Repurchase  
 Law Enforcement Inquiry 
 GM declines responsibility 
 File Closed / Customer Information Request Only 
 File forwarded to the Workflow 
 Non PAR File 



 

GM/SITEL Corporation – Confidential & Proprietary                                                                        02/12/2003 
PAR Case Assessment Form                                        

x Other—Customer not seeking medical and no  other Par criteria-Cust seeks repurchase only wanted to 
know how to apply.. 



 

 

August 4, 2011 
 
 
 

Snowflake, AZ  
 
Service Request:  1-176738462 
Customer Relationship Manager: Yvonne Morgan 
 
Dear Mr.  
 
We are sorry you continue to be dissatisfied with the decision we made concerning your 
2004 Chevrolet Malibu.  We know you are sincere in the position you have taken, and we trust 
we have been able to explain our point of view. 
 
In circumstances such as these, General Motors believes that our customers should have the 
opportunity to deal with unresolved matters in a fast, fair and free dispute resolution process. For 
that reason, we participate in the Better Business Bureau’s BBB AUTO LINE program, an 
independent dispute resolution process administered by the Council of Better Business Bureaus. 
BBB AUTO LINE provides mediation and arbitration for eligible warranty-related disputes. 
 
As a GM customer, BBB AUTO LINE is available to you at no cost.  In certain circumstances, 
you may be required to use this program prior to participation in other resolution methods.  The 
BBB AUTO LINE program is discussed in your vehicle’s “Warranty and Owner Assistance 
Information Booklet.” 
 
To file your case with BBB AUTO LINE, or get more information about the program, call the 
BBB at 1-800-955-5100 (Monday through Friday during normal business hours). You may also 
access the BBB AUTO LINE website at any time (including evenings, weekends and holidays) 
by visiting <http://www.dr.bbb.org/goauto>  
 
Whether you contact them by telephone or Internet, the BBB will provide you with full program 
details, current eligibility standards of the BBB AUTO LINE program and will assist you with 
any questions you have. 
 
Thank you for the opportunity to review this matter. 
 
Sincerely,  
 
General Motors Corporation 
 



 

 

August 4, 2011 
 
 
 

Melrose, NY  
 
Service Request: 1-177153647 
Customer Relationship Manager: Daniel Guibert 
 
Dear Mr :   
 
We sincerely regret that you experienced a concern with your 2004 Chevrolet Malibu, which 
resulted in an unexpected repair expense to you.     
 
We value you as a Chevrolet owner and your satisfaction with our products is a high priority.  As 
we discussed over the phone, we believe you are entitled to a reimbursement.  We have enclosed 
a check in the amount of $177.69.  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 Managers will be happy to assist 
you. 
 
Sincerely,  
 
General Motors Corporation 
 

















 

 

August 4, 2011 
 
 
 

 
District Heights, MD  
 
Service Request:  1-177312444 
Customer Relationship Manager: Amy Preziosi 
 
Dear Mr.    
 
We would like to discuss your request for assistance regarding your 2004 Chevrolet Malibu, but 
we have been unsuccessful in our attempts to contact you. 
 
To help us review your request in a timely manner, please contact me at 1-866-952-4368 
extension 58111 on Monday through Friday during the hours of 9:00 a.m. and 5:45 p.m. EST.  
Please refer to your service request number above and I will be happy to assist you.  If I am not 
available when you call, please leave me a voicemail with your phone number and the best time 
you can be reached.   
 
If you are experiencing an urgent concern and I am not available, please contact our Chevrolet 
Customer Assistance Center at 1-800-222-1020 and any of our representatives will assist you. 
 
Sincerely,  
 
General Motors Corporation 
 



 

 

August 4, 2011 
 
 
 

 
District Heights, MD  
 
Service Request:  1-177312444 
Customer Relationship Manager: Amy Preziosi 
 
Dear Mr.  
 
We are sorry you continue to be dissatisfied with the decision we made concerning your 
2004 Chevrolet Malibu.  We know you are sincere in the position you have taken, and we trust 
we have been able to explain our point of view. 
 
In circumstances such as these, General Motors believes that our customers should have the 
opportunity to deal with unresolved matters in a fast, fair and free dispute resolution process. For 
that reason, we participate in the Better Business Bureau’s BBB AUTO LINE program, an 
independent dispute resolution process administered by the Council of Better Business Bureaus. 
BBB AUTO LINE provides mediation and arbitration for eligible warranty-related disputes. 
 
As a GM customer, BBB AUTO LINE is available to you at no cost.  In certain circumstances, 
you may be required to use this program prior to participation in other resolution methods.  The 
BBB AUTO LINE program is discussed in your vehicle’s “Warranty and Owner Assistance 
Information Booklet.” 
 
To file your case with BBB AUTO LINE, or get more information about the program, call the 
BBB at 1-800-955-5100 (Monday through Friday during normal business hours). You may also 
access the BBB AUTO LINE website at any time (including evenings, weekends and holidays) 
by visiting <http://www.dr.bbb.org/goauto>  
 
Whether you contact them by telephone or Internet, the BBB will provide you with full program 
details, current eligibility standards of the BBB AUTO LINE program and will assist you with 
any questions you have. 
 
Thank you for the opportunity to review this matter. 
 
Sincerely,  
 
General Motors Corporation 
 



 

 

August 4, 2011 
 
 
 

District Heights, MD  
 
Service Request:  1-177312444 
Customer Relationship Manager: Amy Preziosi 
 
Dear Mr.    
 
We would like to discuss your request for assistance regarding your 2004 Chevrolet Malibu, but 
we have been unsuccessful in our attempts to contact you. 
 
To help us review your request in a timely manner, please contact me at 1-866-952-4368 
extension 58111 Monday through Friday during the hours of 9:00a.m. and 5:45 p.m. EST.  
Please refer to your service request number above and I will be happy to assist you.  If I am not 
available when you call, please leave me a voicemail with your phone number and the best time 
you can be reached.   
 
If you are experiencing an urgent concern and I am not available, please contact our Chevrolet at 
1-800-222-1020 and any of our representatives will assist you. 
 
Sincerely,  
 
General Motors Corporation 
 



 

 

August 4, 2011 
 
 
 

East Haven, CT   
 
Service Request:  1-177487451 
Customer Relationship Manager: Gregory Martin 
 
Dear Mr.  
 
We are sorry you continue to be dissatisfied with the decision we made concerning your 2004 
Chevrolet Malibu.  We know you are sincere in the position you have taken, and we trust we 
have been able to explain our point of view. 
 
In circumstances such as these, General Motors believes that our customers should have the 
opportunity to deal with unresolved matters in a fast, fair and free dispute resolution process. For 
that reason, we participate in the Better Business Bureau’s BBB AUTO LINE program, an 
independent dispute resolution process administered by the Council of Better Business Bureaus. 
BBB AUTO LINE provides mediation and arbitration for eligible warranty-related disputes. 
 
As a GM customer, BBB AUTO LINE is available to you at no cost.  In certain circumstances, 
you may be required to use this program prior to participation in other resolution methods.  The 
BBB AUTO LINE program is discussed in your vehicle’s “Warranty and Owner Assistance 
Information Booklet.” 
 
To file your case with BBB AUTO LINE, or get more information about the program, call the 
BBB at 1-800-955-5100 (Monday through Friday during normal business hours). You may also 
access the BBB AUTO LINE website at any time (including evenings, weekends and holidays) 
by visiting <http://www.dr.bbb.org/goauto>  
 
Whether you contact them by telephone or Internet, the BBB will provide you with full program 
details, current eligibility standards of the BBB AUTO LINE program and will assist you with 
any questions you have. 
 
Thank you for the opportunity to review this matter. 
 
Sincerely,  
 
General Motors Corporation 



 

 

 



August 4, 2011 
 
 
 

Warren, OH   
 
Service Request:  1-177773385 
Customer Relationship Manager:  Daniel Hamilton 
 
Dear Mr.  
 
Thank you for your support of Chevrolet.  As we agreed, the necessary paperwork has been 
completed and forwarded to General Motors Protection Plan (GMPP).  The processing time will 
take approximately eight weeks.  The Smart Care Plan for your 2004 Chevrolet Malibu, Vehicle 
Identification Number 1G1ZU54834F , is for the following: 
 

• 12 months or  12,000 miles, whichever occurs first, beginning on January 21, 2004 and 
ending on January 21, 2005, and begins with 2,243 miles and ends with 14,243 odometer 
miles 

• A $0.00 deductible 
 
You will be notified by GMPP once the plan has been processed.  This letter will serve as your 
policy until the plan confirmation is received.  Please contact GMPP at 1-800-631-5590 if you 
have additional questions.  Your complete satisfaction is very important to us.  We hope this 
transaction demonstrates our appreciation of you as a valued Chevrolet customer. 
 
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 request number above and any of our Customer Relationship 
Managers will be happy to assist you. 
 
Thank you for allowing us the opportunity to assist you.     
 
Sincerely,  
 
General Motors Corporation
 



























































































 

 

August 4, 2011 
 
 
 

 
Columbus, OH  
 
Service Request:  1-177956508 
Customer Relationship Manager: Yvonne Morgan 
 
Dear Ms.   
 
We would like to discuss your request for assistance regarding your 2004 Chevrolet Malibu, but 
we have been unsuccessful in our attempts to contact you. 
 
To help us review your request in a timely manner, please 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 Managers will be happy to assist you. 
 
Sincerely,  
 
General Motors Corporation 
 











 

 

August 4, 2011 
 
 
 

Cleveland, OH  
 
Service Request:  1-178057425 
Customer Relationship Manager: Ismael Lebron-Bravo 
 
Dear Ms. s:   
 
We would like to discuss your request for assistance regarding your 2004 Chevrolet Malibu, but 
we have been unsuccessful in our attempts to contact you. 
 
To help us review your request in a timely manner, please 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 Managers will be happy to assist you. 
 
Sincerely,  
 
General Motors Corporation 
 



August 4, 2011 
 
 
 

 
Cleveland, OH 
 
Service request:  1-178057425 
 
Dear Ms. : 
 
Thank you for your recent correspondence regarding your 2004 Chevrolet Malibu.  We are sorry 
you are dissatisfied with your Chevrolet.  Our continued success depends upon the satisfaction 
our customers receive from their vehicles. 
 
We are concerned when we learn that a Chevrolet owner is dissatisfied with any phase of their 
experience with our product. 
 
Unfortunately, my attempts to contact you have been unsuccessful to schedule a repair 
opportunity for your vehicle. As soon as you are available, I need you to contact me to schedule a 
repair opportunity for your vehicle.  
 
Please contact me at 1-800-231-1841 Extension 58154 Monday through Friday Eastern Standard 
Time 8:00 a.m. to 4:00 p.m. and I would be happy to assist you.  
 
Sincerely, 
 
 
 
Shalini Nequinto 
Customer Relationship Manager 
 
LC0033-T/deh
 















Confidential Information 

Team Manager  Appr oval :                       Dat e:  
 
Revi sed by A.  Al l en Payne 050203             

CASE ASSESSMENT BY: Laura Salter  CARS Request No: 1-178211842 
 

Customer Name:  
 
Year of Vehicle: 2004 Make: Chevrolet  Model: Malibu Current Mileage: 5,283 
 
Vehicle ID No.: 1G1ZT52884F In Service Date: 10-20-03 Purchased: New/Used NEW 
          If used: (date/miles) 
 
What is customer seeking: Replacement    What is customer eligible for: Repairs/Non-Lemon Law 
Remedies 
 

VEHICLE REPAIR HISTORY 
 

CUSTOMER’S PRIMARY SYMPTOM / COMPLAINT SES Light/Service Power Steering/Car Shut Off And Then Went 
Back To Normal 
Dat e:       Mi l eage:      Days Out :  Descr i pt i on of  Repai r :                            .  
01-06-04         4,468                    2                        Unable to duplicate customer’s concern 
01-22-04         5,283                  29                        Replaced BCM and reprogrammed   
02-20-04         5,341                    7                        Replaced BCM and reprogrammed 
 
OTHER SYMPTOM / COMPLAINT: Brakes Are Squeaking When Applied 
Dat e:       Mi l eage:      Days Out :  Descr i pt i on of  Repai r :                            . 
01-06-04         4,468                     2                        Lubed slide pins and front brake pads 
01-22-04         5,283                   29                        Removed glazed surface from rear rotors 
 
Cruise Control Inop 
02-20-04         5,341                   7                         Repaired connector to the brake switch 
 
Total Days Reported Out of Service:   38 
 
VEHICLE MEETS PRESUMPTION: YES:  NO: X  
 
Arbitrate case:    N    Settle case: Y     
 
Case Recommendation for Customer Satisfaction (based on a review of documentation): 
Dealership will issue a car payment reimbursement if the customer is satisfied with the vehicle after 
driving for 30 days. 
 
AVM and/or DEALER RECOMMENDATION:                                               
 AVM agrees with CRM’s position 









Revised 2/27/04 
 

Overallowance/Incentives/Negative Equity Form 
 
Customer:     Request #: 1-178211842 BBB#: CHV0434613 
 

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

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

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

 
$24,507.50 

   
MSRP (from BARS Invoice) $21,075.00 
  
Difference $  3,432.50 
(If positive, look for Over Allowance)  If no Trade in, have Dealer 
explain why customer paid more than MSRP. 

 

  
 

 
Trade Allowance  (from dealer Bill of Sale) 

 
$  7,874.08 

  
Actual Cash Value Statement $  4,100.00 
  
Difference (if positive, this is the overallowance) $  3,774.08 
  

 
 
Payoff or Lien amount from Bill of Sale 

 
$ 9,124.08 

  
Actual Cash Value Statement $ 4,100.00 
  
Difference (if possible, this is the negative equity ) $ 5,024.08 
  

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

Team Manager before submitting information to BBB 
 

Purchase Price (from dealer Bill of Sale before tax, tag, etc.)  $24,507.50 
   
Incentives not included in Purchase Price (from BARS) minus  $  2,250.00 
(Do not include fuel fill credit, dealer incentives) 
 
Overallowance and/or Negative Equity minus  $  8,798.16 
   
Actual price of Vehicle that should be presented to BBB for ATA  $13,459.34 
   

 

















































August 4, 2011 
 
 
 

Farmers Branch, TX  
 
Service Request:  1-178314041 
Customer Relationship Manager: Gregory Billings 
 
Dear Ms. : 
 
Thank you for your support of Chevrolet.  As we agreed, the necessary paperwork has been 
completed and forwarded to General Motors Protection Plan (GMPP).  The processing time will 
take approximately eight weeks.  The Smart Care Plan for your 2004 Chevrolet Malibu, Vehicle 
Identification Number 1G1ZT54814F  is for the following: 
 

• 12 months or  12,000 miles, whichever occurs first, beginning on January 26, 2004 and 
ending on January 26, 2005, and begins with 4,488 and ends with 16,488 odometer miles 

 
You will be notified by GMPP once the plan has been processed.  This letter will serve as your 
policy until the plan confirmation is received.  Please contact GMPP at 1-800-631-5590 if you 
have additional questions.  Your complete satisfaction is very important to us.  We hope this 
transaction demonstrates our appreciation of you as a valued Chevrolet customer. 
 
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 request number above and any of our Customer Relationship 
Managers will be happy to assist you. 
 
Thank you for allowing us the opportunity to assist you.     
 
Sincerely,  
 
General Motors Corporation
 



 

 

August 4, 2011 
 
 
 

 

Long Beach, NY  
 
Service Request: 1-178439836 
Customer Relationship Manager: Yolanda Garrett 
 
Dear Mrs :   
 
We would like to discuss your request for assistance regarding your 2004 Chevrolet Malibu, but 
we have been unsuccessful in our attempts to contact you. 
 
To help us review your request in a timely manner, please contact our Chevrolet Customer 
Assistance Center at 1-800-222-1020.  We are available Monday through Friday between 8:00 
a.m. and 11:00 p.m., Eastern Time.  Please refer to your service request number above and any 
of our Customer Relationship Managers will be happy to assist you. 
 
Sincerely,  
 
General Motors Corporation 



 

 

August 4, 2011 
 
 
 

Mundelein, IL   
 
Service Request: 1-178481948 
Customer Relationship Manager: Kathy Sawyer 
 
Dear Mr.   
 
We are sorry you have experienced concerns with your 2004 Chevrolet Malibu.  Customer 
satisfaction is a top priority for us at Chevrolet. 
 
Because you are a loyal Chevrolet customer, we are providing you with one complimentary lube, 
oil, and filter service.  Present this letter to any Chevrolet dealership for redemption.  
 
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 
Managers will be happy to assist you. 
 
Sincerely,  
 
General Motors Corporation 
 
 
ATTENTION:  DEALERSHIP SERVICE MANAGER 
Complimentary lube, oil, and filter service 
 
Submit the claim for the reasonable/customary price using labor operation number Z7410, failure 
code 98, authorization code “G” and insert the amount in the net item column.  This original 
letter should be retained in the customer's file. 
 



 

 

August 4, 2011 
 
 
 

 
Allen Park, MI   
 
Service Request:  1-178652102 
Customer Relationship Manager: Brianne Mosher 
 
Dear Mrs. :   
 
We would like to discuss your request for assistance regarding your 2004 Chevrolet Malibu, but 
we have been unsuccessful in our attempts to contact you. 
 
To help us review your request in a timely manner, please 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 Managers will be happy to assist you. 
 
Sincerely,  
1-866-952-4368 Ext.57722 
 
General Motors Corporation 
 



 

 

August 4, 2011 
 
 
 

Dewitt, MI   
 
Service Request:  1-179068482 
Customer Relationship Manager: Brianne Mosher 
 
Dear Mr.    
 
We would like to discuss your request for assistance regarding your 2004 Chevrolet Malibu, but 
we have been unsuccessful in our attempts to contact you. 
 
To help us review your request in a timely manner, please 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 Managers will be happy to assist you. 
 
Sincerely,  
1-866-952-4368 Ext:57722 
 
General Motors Corporation 
 



 

 

August 4, 2011 
 
 
 

Charlotte, NC  
 
Service Request:  1-179405347 
Customer Relationship Manager: Bianca Sherman 
 
Dear Mr.    
 
We would like to discuss your request for assistance regarding your 2004 Chevrolet Malibu, but 
we have been unsuccessful in our attempts to contact you. 
 
To help us review your request in a timely manner, please 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 Managers will be happy to assist you. 
 
Sincerely,  
 
General Motors Corporation 
 



Privileged and Confidential Information 

Team Manager  Appr oval :                       Dat e:  
 
Revi sed by r . f i ck 09/ 28/ 04                

CASE ASSESSMENT BY:  Betsy McGhee Siebel/CARS Request No:  1- 
 

Customer Name:  
 
Year of Vehicle:  2004  Make: Chevrolet   Model: Malibu  Current Mileage:  34,677 
 
Vehicle ID No.: 1G1ZU54834F    In Service Date:  10/25/03 Purchased:  New 
 
What is customer seeking:  Replacement/Repurchase 
 

VEHICLE REPAIR HISTORY 
 

CUSTOMER’S PRIMARY SYMPTOM/CONCERN:  Car Drifts  
Dat e:     Mi l eage:   Days Out :  Descr i pt i on of  Repai r :                            .  
See steering goes out intermittently 
 
CUSTOMER’S PRIMARY SYMPTOM/CONCERN:  Knocking Noise When Turning 
Dat e:     Mi l eage:   Days Out :  Descr i pt i on of  Repai r :                            .  
See steering goes out intermittently 
 
CUSTOMER’S PRIMARY SYMPTOM/CONCERN:  Steering Goes Out Intermittently 
Dat e:     Mi l eage:   Days Out :  Descr i pt i on of  Repai r :                            .  
02/05/04 5727  2 C/S steering, cruise control goes out – replace column assembly 
11/15/04 28,217   E7631 Motor & Control assembly, electronic power steering 
01/15/05 33,351  1 C/S pulls left – replace column steering & motor & controller  

assembly electronic power steering 
01/18/05 33,539  2 C/S clunks & knocks on turns – replace steering column 
02/04/05 34,677  1 C/S column clunks & car drifts to left – replace steering column 
 
OTHER SYMPTOM/CONCERN:  
Dat e:    Mi l eage:   Days Out :   Descr i pt i on of  Repai r :                            . 
01/15/04 5625  1 C/S service wrench light on – reprogram PCM 
12/20/04 30,649   N0200 Horn Assembly replace 
12/23/04 31,100   N0681 Bulbs, park & turn signal replace 
     N9995 Unable to duplicate concern 
01/18/05 33,539  x C/S replace wiper blades  
 
Total Days Out of Service:   __7__(excluding days for customer pay reasons such as; Maintenance and                                  

Collision Repairs) 
 
VEHICLE MEETS PRESUMPTION LEMON LAW? YES:xx  NO:   
 
What is customer eligible for (based upon the BBB Program Eligibility Guidelines and the 
States lemon law requirements for meeting presumption)? __All remedies____________  
 
 
AVM and/or DEALER RECOMMENDATION(s):  
AVM recommends upgrading GMPP, but would consider replacement/repurchase if necessary. 
 
CRM RECOMMENDATION & RATIONALE (EXPLAIN): 
CRM recommends offering customer replacement/repurchase of vehicle, due to number of steering 
columns replaced.  AVM agrees with decision. 
 
 
 



Privileged and Confidential Information 

Team Manager  Appr oval :                       Dat e:  
 
Revi sed by r . f i ck 09/ 28/ 04                

 Decision reached by CRM:     Arbitrate case:               Settle case:   xx         
                                       







2004 MALIBU LT SEDAN                         CHEVROLET MOTOR DIVISION
41U  BLACK                          /V6G     GENERAL MOTORS CORPORATION
142  GRAY                                    100 RENAISSANCE CENTER
ORDER NO. GQFGTH/TRE      STOCK NO.          DETROIT      MI  48243-1114
VIN 1G1 ZU54 83 4F                      VEHICLE INVOICE 1AD25542753
***************************************************************13*28233S
MODEL & FACTORY OPTIONS               MSRP    INV AMT  RETAIL - STOCK
1ZU69 MALIBU LT SEDAN             22870.00   20926.05  INVOICE 10/03/03
LX9 3.5L V6 ENGINE                    0.00       0.00  SHIPPED 10/03/03
MX0 4-SPEED AUTO TRANSMISSION         0.00       0.00  EXP I/T 10/12/03
NE1 50-STATE EMISSIONS                 N/C        N/C  INT COM 10/14/03
VK3 FRONT LICENSE PLATE BRACKET       0.00       0.00  PRC EFF 10/01/03
                                                       KEYS G0972 G0972
                                                       WFP-S QTR  OPT-1
                                                       BANK: GMAC - 010
                                                       CHG-TO    28-233

                                                       SHIP WT:  3202
                                                       HP:       32.9
                                                       GMS:     20889.95
                                                       SUPPLR:  21830.00
                                                       MRM:     23495.00
                                                       DAN:      LTPCA
                                                       MEMO     1118.50

TOTAL MODEL & OPTIONS              22870.00  20926.05  ACT 231 20864.95
DESTINATION CHARGE                   625.00    625.00  H/B 261   686.10
LAM DEALER CONTRIBUTION                        228.70  ADV 261   228.70
LAM GROUP CONTRIBUTION                         114.35  EXP 65A   114.35

TOTAL                              23495.00  21894.10  PAY 310 21894.10
MEMO: TOTAL LESS HOLDBACK AND
      APPROX WHOLESALE FINANCE CREDIT        20864.95
***********************************************************************
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. 010
HALLEEN CHEVROLET, INC.                  VIN 1G1ZU54834F
                                         $  21894.10 INV  1AD25542753
                                         DUE 10/14/03  DEALER  28-233











RCMPR010               VEHICLE DELIVERY/INCENTIVE HISTORY             12/11/04
                       PROCESSING SOURCE: CHEVROLET                   15:37:34
                                                               PAGE:         1

VIN: 1G1ZU5483 4F             SELLG SCE: 13   MDL YR: 04   ORD NO: GQFGTH

ODATE: 09/05/03 ORDER FAN:           OTYPE: 070  DLVY SS/SITE CD:    13  28352
DDATE: 10/25/03  DLVY FAN:           DTYPE: 021  SRVC TYPE:     MILEAGE:

DLVY DOE:  10/27/03  ORDER BY:
CANC:
CANC DOE:
TRADE:     10/20/03  DLVY TO:  
TRD DOE:   10/22/03            
SRVC IN:                       NORTH OLMSTED                  OH 
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
 FFC   01  13 28352  00024666726   10/28/03      22.66     OA       0.00     9

PROCESS TYPE:   001  CHECK NO:                   SSN:
DATA SCE:      DLVY  INC MEMO NO: 00024666726    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
 GMS   01  13 28352  00024666726   10/28/03   1,118.50     OA       0.00     9

PROCESS TYPE:   001  CHECK NO:                   SSN:
DATA SCE:      DLR   INC MEMO NO: 00024666726    AUTH PUR CD: 511075967
MISC DATE:           MISC:
POLICY PYMT CMNT:                                          ACTV TYPE: 6

CODE  PAY  SS/SITE   INV/INC NO      DATE     AMOUNT      MTHD  DLR SHR    STAT
 SBH   01  13 28352  1533766       12/05/03     150.00     OP       0.00     9

PROCESS TYPE:   004  CHECK NO:                   SSN: 275-54-7436
DATA SCE:      VEND  INC MEMO NO: 1533766        AUTH PUR CD:
MISC DATE:           MISC:
POLICY PYMT CMNT:                                          ACTV TYPE: A

CODE  PAY  SS/SITE   INV/INC NO      DATE     AMOUNT      MTHD  DLR SHR    STAT
 SMN   01  13 28352  1533767       12/05/03      30.00     OP       0.00     9

PROCESS TYPE:   004  CHECK NO:                   SSN: 287-72-5328
DATA SCE:      VEND  INC MEMO NO: 1533767        AUTH PUR CD:
MISC DATE:           MISC:
POLICY PYMT CMNT:                                          ACTV TYPE: A



RCMPR010               VEHICLE DELIVERY/INCENTIVE HISTORY             12/11/04
                       PROCESSING SOURCE: CHEVROLET                   15:37:34
                                                               PAGE:         2

VIN: 1G1ZU5483 4F             SELLG SCE: 13   MDL YR: 04   ORD NO: GQFGTH

CODE  PAY  SS/SITE   INV/INC NO      DATE     AMOUNT      MTHD  DLR SHR    STAT
 VBC   01  13 28352  00024694513   10/31/03     750.00     OA       0.00     9

PROCESS TYPE:   001  CHECK NO:                   SSN:
DATA SCE:      DLR   INC MEMO NO: 00024694513    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
 VGE   01  13 28352  00024751703   11/07/03     250.00     OA       0.00     9

PROCESS TYPE:   001  CHECK NO:                   SSN:
DATA SCE:      HOU   INC MEMO NO: 00024751703    AUTH PUR CD:
MISC DATE:           MISC:
POLICY PYMT CMNT:                                          ACTV TYPE: 6

CODE  PAY  SS/SITE   INV/INC NO      DATE     AMOUNT      MTHD  DLR SHR    STAT
 XMC   01  13 28352  481192        10/30/03   1,499.86     OP       0.00     9

PROCESS TYPE:   004  CHECK NO:                   SSN:
DATA SCE:      GMAC  INC MEMO NO: 481192         AUTH PUR CD:
MISC DATE: 10/25/03  MISC: 0000010173MEA0
POLICY PYMT CMNT:                                          ACTV TYPE: 6





















RCMPR028               VEHICLE EVENT SELECTION                        12/11/04
                       PROCESSING SOURCE: CHEVROLET                   15:38:05
                                                                PAGE:        1

VIN: 1G1ZU5483 4F             SELLG SCE: 13   MDL YR: 04   ORD NO: GQFGTH
VIN TYPE: N
                 SS/       DOCUMENT      I          INC
 EVENT DESC      SITE CD   NUMBER        S EVENT DT CD          AMOUNT
 INCTV APPLICATN 13 28352  1533767         12/13/03 SMN          30.00
 INCTV APPLICATN 13 28352  1533766         12/09/03 SBH         150.00
 INCENTIVE MEMO  13 28352  1533767         12/05/03 SMN          30.00
 INCTV PAYMENT   13 28352  1533767         12/05/03 SMN          30.00
 INCENTIVE MEMO  13 28352  1533766         12/05/03 SBH         150.00
 INCTV PAYMENT   13 28352  1533766         12/05/03 SBH         150.00
 INCENTIVE MEMO  13 28352  00024751703     11/07/03 VGE         250.00
 INCTV PAYMENT   13 28352  00024751703     11/07/03 VGE         250.00
 INCTV APPLICATN 13 28352  00024751703     11/07/03 VGE         250.00
 INCENTIVE MEMO  13 28352  00024694513     10/31/03 VBC         750.00
 INCTV PAYMENT   13 28352  00024694513     10/31/03 VBC         750.00
 INCTV APPLICATN 13 28352  00024694513     10/31/03 VBC         750.00
 INCENTIVE MEMO  13 28352  481192          10/30/03 XMC       1,499.86
 INCTV PAYMENT   13 28352  481192          10/30/03 XMC       1,499.86
 INCTV APPLICATN 13 28352  481192          10/30/03 XMC       1,499.86
 INCENTIVE MEMO  13 28352  00024666726     10/28/03 GMS       1,118.50
 INCTV PAYMENT   13 28352  00024666726     10/28/03 GMS       1,118.50
 INCTV APPLICATN 13 28352  00024666726     10/28/03 GMS       1,118.50
 INCENTIVE MEMO  13 28352  00024666726     10/28/03 FFC          22.66
 INCTV PAYMENT   13 28352  00024666726     10/28/03 FFC          22.66
 INCTV APPLICATN 13 28352  00024666726     10/28/03 FFC          22.66
 DELIVERY D.O.E. 13 28352                  10/27/03               0.00
 DELIVERY TO CUS 13 28352                  10/25/03               0.00
 DLR TRADE D.O.E 13 28352                  10/22/03               0.00
 DEALER TRADE (P 13 28352                  10/20/03               0.00
 SETTLEMENT DATE 13 28233   1AD25542753    10/14/03          21,894.10 CR
 EXPIRATION TRAN 13 28233   1AD25542753    10/12/03               0.00
 ORIGINAL INVOIC 13 28233   1AD25542753    10/03/03          21,894.10
 COV/NVIS DATE   13 28233   1AD25542753    10/03/03               0.00
 SHIPMENT DATE   13 28233                  10/03/03               0.00
 PRODUCTION (BUI 13 28233                  10/01/03               0.00
 PREFERENCE TO P 13 28233                  09/09/03               0.00
 GM ORDER ACCEPT 13 28233                  09/05/03               0.00
 GM ORDER ACCEPT                           09/05/03               0.00
 GM ORDER ACCEPT                           09/05/03               0.00























































 

 

Revised 7/21/04 
 

Overallowance/Incentives/Negative Equity Form (non-Florida) 
 
Customer:     Request #: 1-180023902  BBB#: CHV0563002 
 

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

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

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

 
$20,889.95 

   
MSRP (from BARS Invoice) $23,495.00 
Note: If GMS price, use in place of MSRP price 
 

 

Difference $2,605.05 
(If positive, look for Over Allowance)  If no Trade in, have Dealer 
explain why customer paid more than MSRP. 

 

  
 

 
Trade Allowance  (from dealer Bill of Sale) 

 
$n/a 

  
Actual Cash Value Statement $n/a 
  
Difference (if positive, this is the overallowance) $n/a 
  

 
 
Payoff or Lien amount from Bill of Sale 

 
$n/1 

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

 

Actual Cash Value Statement $n/1 
  
Difference (if positive, this is the negative equity ) $n/1 
  

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

Team Manager before submitting information to BBB 
 

Purchase Price (from dealer Bill of Sale before tax, tag, etc.)  $20,889.95 
   
Incentives not included in Purchase Price (from BARS) minus  $1000.00 
(Do not include fuel fill credit or dealer incentives. GM Card Points must be included) 
 



 

 

Overallowance and/or Negative Equity minus  $n/a 
   
Actual price of Vehicle that should be presented to BBB for ATA  $19,889.95 
   

 



 

 

Ver.4-9/25/2002 

electronic Preliminary Repurchase Authorization (ePRA) 
(**To go from field to field, use the TAB KEY) 

1.Date (mm/dd/yyyy):  02/09/2005 
2.Customer Name:   
3.Customer Address:    
4.Customer City, State, and Zip: Westlake, Oh  
5.Primary Customer Phone #: Work 
6.Additional Customer Phone #: Home 
7.Customer fax  #:         
8. Cust Drivers Licenses #                
9. State tax % rate                            
 
Customer Vehicle Information 
10.Year/Make/Model:  2004 Chevrolet Malibu 
11.VIN (17 Digits):  1G1ZU54834F 12.Current Mileage:  34,677 
13.Purchased:  NEW 
 
Detail your agreement with the Dealer and Customer on the following items: 
Dealership that will handle entire transaction: 
14.Dealership Name:    Joe Firments-Lupe Chevrolet 
15.Dealership Phone #:     440-933-1651 
16.Dealership Contact Name and TITLE:Gary Dietrick - Sales Manager 
17.Dealership Contact Phone # (if different than Dealership #):       
18.Dealership Contact Fax #            
19.Dealership BAC:   158828 Region: North Central 
 
20.What GOODWILL TOOLS were offered? 

 Component Coverage Letter   Miscellaneous Reimbursement 
 Maintenance Letter    American Express Check 
 Owner Loyalty Certificate   Other 
 GM SmartCare     NOTHING OFFERED 
 GMPP  

 
21.Was a TRADE Repurchase offered?    YES 
22.If this will not be a Trade Repurchase, Please explain Why? Customer did not want 
 
TAC case number is required and if not available, Please explain why not? 
23.CAC Case Number:  1-180023902  24.TAC Case Number: N/A 
25.If no TAC number, Explain: Dealership thought vehicle was repaired 
26.Reason for Repurchase (Include specific mechanical failure): Steering column, replaced four 
times 
 
27.This case was resolved by: Field Decision working with open case in Tampa ADR 
28.Does this vehicle meet the presumption of Lemon Law in applicable state?  YES  
29.Recommended Disposition of Repurchased Vehicle:  AUCTION (ready for sale)  (If Rebill, please include 26 digit 
account # or 10 authorization code). 
30.Type of TRANSACTION?  STRAIGHT REPURCHASE 
31.Vehicle Damage (explain what damage is present and who is responsible): Dealership to inspect 
 
32.If a Trade Repurchase, New VIN (17 Digits) or Order Number (6 Digits) NOTE: ePRA CANNOT BE 
PROCESSED WITHOUT THIS INFORMATION:       
33.New Vehicle Year/Make/Model:       
34..Upgrade     Downgrade   Difference Amount(PURCHASED NEW ONLY:Old MSRP to New MSRP):       
 
35.Usage/Depreciation Amount: 
(Standard Usage Formula = Current mileage/100,000 multiplied by purchase price; **NOTE: This may vary by 
individual State Lemon Laws) (If waived, please explain Why) 

-Please show how you arrived at this usage amount: $.05/miles @34,677 = $1,733.85 



 

 

 
36.Aftermarket Items: No 
 -If GM will be responsible, please supply detail of the items and cost (transfer cost or other):       
37.Lease Termination Terms:       
38.Who will be responsible for the Taxes and/or Fees? General Motors 
 -If GM will be responsible for Taxes and/or Fees, How much (All, % of them, $ Amount, etc.)  

Explain: 100% 
 
39.I have reviewed with the customer what is Negative Equity/Overallowance and if it was in their contract that it 
will negatively impact the numbers presented to them (BRC Repurchase will get detail): YES 
*NO Rebates are to be applied to the replacement vehicle 
*GM Card points are only refunded back to the card; Current points may be applied to replacement vehicle 
Dealer must NOT DELIVER replacement unit until Final Transaction Documents are Completed 
 
40.General Comments/Special Instructions: Voluntary repurchase, customer to received back purchase price, all 
taxes, fees, cost of GMPP, less incentives and usage of $1,733.85 
 
41.I personally reviewed all the above items with the Customer and Dealer on (mm/dd/yyyy): 02/09/2005 
42.Authorizer Name: Betsy McGhee & AVM Joe Semock 
43.GM Position:  Area Vehicle Manager 
44.VoiceMail Node: 630092 Mailbox Number: 8198 
45.Email Address: Joe.Semock@GM.com 
Save this document using the customers last name plus the last 8 of the VIN as the Filename. 
Attach this saved file to a Lotus Notes document and E-mail this ePRA to ePRA@GMExpert.com 
Forward any supporting documentation to FAX- 866-827-1129 
 
 
Any questions on lease repurchases or any other unusual 
circumstances, please contact the BRC Repurchase Group in 
Tampa at 1-800-231-1841 prompts 2,1,2 or by e-mail at the address 
listed above. 

mailto:ePRA@GMExpert.com�






















































































































 

 

August 4, 2011 
 
 
 

 

Mayfield Heights, OH  
 
Service Request:  1-180132016 
Customer Relationship Manager: Joseph McElwee 
 
Dear Ms. : 
 
We are sorry you continue to be dissatisfied with the decision we made concerning your 
2004 Chevrolet Malibu.  We know you are sincere in the position you have taken, and we trust 
we have been able to explain our point of view. 
 
In circumstances such as these, General Motors believes that our customers should have the 
opportunity to deal with unresolved matters in a fast, fair and free dispute resolution process. For 
that reason, we participate in the Better Business Bureau’s BBB AUTO LINE program, an 
independent dispute resolution process administered by the Council of Better Business Bureaus. 
BBB AUTO LINE provides mediation and arbitration for eligible warranty-related disputes. 
 
As a GM customer, BBB AUTO LINE is available to you at no cost.  In certain circumstances, 
you may be required to use this program prior to participation in other resolution methods.  The 
BBB AUTO LINE program is discussed in your vehicle’s “Warranty and Owner Assistance 
Information Booklet.” 
 
To file your case with BBB AUTO LINE, or get more information about the program, call the 
BBB at 1-800-955-5100 (Monday through Friday during normal business hours). You may also 
access the BBB AUTO LINE website at any time (including evenings, weekends and holidays) 
by visiting <http://www.dr.bbb.org/goauto>  
 
Whether you contact them by telephone or Internet, the BBB will provide you with full program 
details, current eligibility standards of the BBB AUTO LINE program and will assist you with 
any questions you have. 
 
Thank you for the opportunity to review this matter. 
 
Sincerely,  
 
General Motors Corporation 
 



August 4, 2011 
 
 
 

 

Fair Lawn, NJ  
 
Service Request:  1-180227627 
Customer Relationship Manager:  Daniel Guibert 
 
Dear Ms.  
 
Thank you for your support of Chevrolet.  As we agreed, the necessary paperwork has been 
completed and forwarded to General Motors Protection Plan (GMPP).  The processing time will 
take approximately eight weeks.  The Smart Care Plan for your 2004 Chevrolet Malibu, Vehicle 
Identification Number 1G1ZT54844F  is for the following: 
 

• 12 months or  12,000 miles, whichever occurs first, beginning on January 23, 2004 and 
ending on January 23, 2005,  and begins with 3,500 odometer miles and ends with 15,500 
odometer miles 

• A $0.00 deductible 
 
You will be notified by GMPP once the plan has been processed.  This letter will serve as your 
policy until the plan confirmation is received.  Please contact GMPP at 1-800-631-5590 if you 
have additional questions.  Your complete satisfaction is very important to us.  We hope this 
transaction demonstrates our appreciation of you as a valued Chevrolet customer. 
 
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 request number above and any of our Customer Relationship 
Managers will be happy to assist you. 
 
Thank you for allowing us the opportunity to assist you.     
 
Sincerely,  
 
General Motors Corporation



August 4, 2011 
 
 
 

 

Fair Lawn, NJ  
 
Service Request:  1-180227627 
Customer Relationship Manager: Daniel Guibert 
 
Dear Ms.  
 
Thank you for your support of Chevrolet.  As we agreed, the necessary paperwork has been 
completed and forwarded to General Motors Protection Plan (GMPP).  The processing time will 
take approximately eight weeks.  The Smart Care Plan for your 2004 Chevrolet Malibu, Vehicle 
Identification Number 1G1ZT54844F  is for the following: 
 

• 12 months or  12,000 miles, whichever occurs first, beginning on <Date> and ending on 
<Date>, and begins with <# of miles> and ends with <# of miles> odometer miles 

• A $0.00 deductible 
 
You will be notified by GMPP once the plan has been processed.  This letter will serve as your 
policy until the plan confirmation is received.  Please contact GMPP at 1-800-631-5590 if you 
have additional questions.  Your complete satisfaction is very important to us.  We hope this 
transaction demonstrates our appreciation of you as a valued Chevrolet customer. 
 
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 request number above and any of our Customer Relationship 
Managers will be happy to assist you. 
 
Thank you for allowing us the opportunity to assist you.     
 
Sincerely,  
 
General Motors Corporation
 














