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August 4, 2011 
 
 
 

 

Shelby Township, MI   
 
Service Request: 1-180605842 
Customer Relationship Manager: Kevin Young 
 
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 $ 388.60.  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 
 
 
 
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 
 
 
 

 

Tehachapi, CA  
 
Service Request:  1-180680808 
Customer Relationship Manager:  Michelle Camp 
 
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 1G1ZT54864F  is for the following: 
 

• 12 months or  12,000 miles, whichever occurs first, beginning on March 29, 2004 and ending 
on March 29, 2005, and begins with 6,581 miles and ends with 18,581 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 
 
 
 

 

Burnsville, MN   
 
Service Request: 1-180841530 
Customer Relationship Manager: Amy Preziosi 
 
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 Major Guard plan for your 2004 Chevrolet Malibu, 
Vehicle Identification Number 1G1ZT52854F , is for the following: 
 

• 72 months or 72,000 miles, whichever occurs first, beginning on January 26, 2004, 
and ending on January 26, 2010, and begins with 1,523 miles and ends with 73,523 
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 
 
 
 

 

Dearborn, MI  
 
Service Request:  1-181200645 
Customer Relationship Manager: Ismael Lebron-Bravo 
 
Dear Mrs.  
 
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 
 
 
 

Orlando, FL   
 
Service Request:  1-181550840 
Customer Relationship Manager: Lorrain RaginsYoung 
 
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 
 
 
 

 

Horn Lake, MS  
 
Service Request:  1-181757233 
Customer Relationship Manager: Yvonne Morgan 
 
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 
 
 
 

 
Wellington, FL   
 
Service Request:  1-182093480 
Customer Relationship Manager: Jessica 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 
 
 
 

 
Wellington, FL  
 
Service request: 1-182093480 
 
Dear Mr. : 
 
Thank you for your recent correspondence dated January 23, 2004.  We are sorry you are 
dissatisfied with your 2004 Chevrolet Malibu.  Our continued success depends upon the 
satisfaction our customers receive. 
 
We are concerned when we learn that a Chevrolet owner is dissatisfied with any phase of their 
experience with our product.  For this reason, both our office and the dealer involved will be 
advised of your correspondence. 
 
After we review your concerns we will be in contact with you to discuss this matter further.   
 
Sincerely, 
 
 
 
Jessica Martin 
Customer Relationship Manager 
 
LC0030-T/mm 
 







 
Overallowance / Incentives / Negative Equity Form 

Hollis Simmons 
 

Customer Request # 1-182093480 BBB # CHV0434473 
 

Straight  Trade  Mandated  Mediated  
 

This form may be used to identify possible overallowance 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. 
 

Use the charts below to help determine over allowance and incentives. 
 

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

 
 

 
Purchase Price (from dealer Bill of Sale) -- (Selling Price) 

 
$ 18247.10 

   
MSRP (from BARS Invoice) $ 21075. 
  
Difference $ -2827.90 
(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) 

 
$ 12500. 

  
*NADA Retail Value $ 16400. 
  
(A) Over Allowance $ -3900. 
(If positive)  
  

 
 
Payoff 

 0. 

NADA Retail Value $ 16400. 
(B) Negative Equity (If positive) $ 0. 
  

 
If Over Allowance 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.)  $ 18247.10 
   
Incentives not included in Purchase Price (from BARS) minus  $ 2377.24 
(Do not include fuel fill credit, dealer incentives or GM card credited back to customer) 
 
(A Over Allowance) + (B Negative Equity)          minus  $ 0. 
   
Actual price of Vehicle that should be presented to BBB for ATA  $ 15869.86 

 











2004 MALIBU LS SEDAN                         CHEVROLET MOTOR DIVISION
28U  NAVY BLUE METALLIC             /L4G     GENERAL MOTORS CORPORATION
52C  NEUTRAL                                 100 RENAISSANCE CENTER
ORDER NO. GKCCM9/TRE      STOCK NO.          DETROIT      MI  48243-1114
VIN 1G1 ZT52 82 4F                      VEHICLE INVOICE 1AD22054653
***************************************************************13*26343S
MODEL & FACTORY OPTIONS               MSRP    INV AMT  RETAIL - STOCK
1ZT69 MALIBU LS SEDAN             20370.00   18638.55  INVOICE 08/20/03
B37 FLOOR MATS, FRONT & REAR         80.00      72.00  SHIPPED 08/18/03
FE9 50-STATE EMISSIONS                 N/C        N/C  EXP I/T 09/01/03
LX9 3.5L V6 ENGINE                    0.00       0.00  INT COM 09/02/03
MX0 4-SPEED AUTO TRANSMISSION         0.00       0.00  PRC EFF 08/14/03
                                                       KEYS G0558 G0558
                                                       WFP-F QTR  OPT-1
                                                       BANK: GMAC - 029
                                                       CHG-TO    26-343

                                                       SHIP WT:  3167
                                                       HP:       18.4
                                                       GMS:     18747.05
                                                       SUPPLR:  19496.93
                                                       MRM:     21075.00
                                                       MEMO      997.50

TOTAL MODEL & OPTIONS              20450.00  18710.55  ACT 231 18722.05
DESTINATION CHARGE                   625.00    625.00  H/B 261   613.50
LAM DEALER CONTRIBUTION                        204.50  ADV 261   204.50
LAM GROUP CONTRIBUTION                         102.25  EXP 65A   102.25

TOTAL                              21075.00  19642.30  PAY 310 19642.30
MEMO: TOTAL LESS HOLDBACK AND
      APPROX WHOLESALE FINANCE CREDIT        18723.25
***********************************************************************
INVOICE DOES NOT REFLECT DEALER'S ULTIMATE COST BECAUSE OF MANUFACTURER
REBATES, ALLOWANCES, INCENTIVES, HOLDBACK, FINANCE CREDIT AND RETURN TO
DEALER OF ADVERTISING MONIES, ALL OF WHICH MAY APPLY TO VEHICLE.
***********************************************************************
THIS MOTOR VEHICLE IS SUBJECT TO A SECURITY INTEREST HELD BY GMAC.

                                         REMIT TO GMAC NO. 029
MAROONE CHEVROLET OF GREENACRES          VIN 1G1ZT52824F
                                         $  19642.30 INV  1AD22054653
                                         DUE 09/02/03  DEALER  26-343



Confidential Information 

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

CASE ASSESSMENT BY:  HOLLIS SIMMONS  Siebel Request No: 1-182093480 
 

Customer Name: 
 
Year of Vehicle: 2004  Make: Chevrolet Model: Malibu  Current Mileage: 5900k 
 
Vehicle ID No.: 1G1ZT52824F  In Service Date: 09/20/03 Purchased: New 
          If used:  
 
What is customer seeking: Replacement   
What is customer eligible for: ALL 
 
 

VEHICLE REPAIR HISTORY 
 

CUSTOMER’S PRIMARY SYMPTOM / COMPLAINT: Steering  
Dat e:       Mi l eage:      Days Out :  Descr i pt i on of  Repai r :                             
01/05/04 4334  23  6+ DAY COURTESY TRANSPORTATION 
  *  *  COLUMN ASSEMBLY, STEERING – REPLACE 
      TAC #7045800 
      Power steering inoperative 
 
12/26/04 *  *  UNABLE TO DUPLICATE CUST CONCERN 
      steering wheel will jerk in C hand when sitting still 
CUSTOMER’S PRIMARY SYMPTOM / COMPLAINT: SES light 
Dat e:       Mi l eage:      Days Out :  Descr i pt i on of  Repai r :        
 
 NO REPAIRS ADDRESSED FOR CONCERN 
  
CUSTOMER’S PRIMARY SYMPTOM / COMPLAINT: Misc. 
Dat e:       Mi l eage:      Days Out :  Descr i pt i on of  Repai r :        
11/07/03 1901  1  SUNSHADE AND/OR SUPPORT - RIGHT - R&R OR  

REPLACE ---SOP IN 
      Vanity mirror on RT sunshade loose  
  *  *  CENTER CONSOLE ---SOP IN 
      center console is scratched 
 
12/26/03 4003  6  SUNSHADE AND/OR SUPPORT - LEFT - R&R OR  

REPLACE 
  *  *  3-DAY COURTESY TRANSPORTATION  
      drivers sunshade loose 
 
01/05/04 *  *  WHEEL ALIGNMENT - CHECK AND/OR ADJUST 
      veh misaligned 
 
02/06/04 4783  1  WHEEL ALIGNMENT - CHECK AND/OR ADJUST ---FRA 
      veh pulls to the right 
    
Total Days Reported Out of Service:   _31__ 
 
VEHICLE MEETS PRESUMPTION: YES: X  NO:   
 
Arbitrate case:        Settle case:  X  
 
CASE RECOMMENDATION FOR CUSTOMER SATISFACTION (based on a review of documentation): 



Confidential Information 

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

Veh does meet presumption per FL LL, C submitted his MVDN.  Crm recommends a voluntary trade 
replacement based on DOS.  AVM agrees w/decision. 
 
AVM and/or DEALER RECOMMENDATION:  
Initial contact made to AVM Carl Cook.   
 
AVM suggest crm do an assessment of the case.  If there’s more than 30 DOS, we should offer C a trade 
replacement. 
 









































































































 

 

August 4, 2011 
 
 
 

Rochester, NY   
 
Service Request: 1-182127744 
Customer Relationship Manager: Gregory Billings 
 
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 and tire rotation.  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 and tire rotation 
 
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 
 
 
 

Chicago, IL   
 
Service Request:  1-182127774 
Customer Relationship Manager: Gregory Billings 
 
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 
 
 
 

 
Garden City, MI  
 
Service Request:  1-182735024 
Customer Relationship Manager: James Richey 
 
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 
 
 
 

 
Garden City, MI  
 
Service Request:  1-182735024 
Customer Relationship Manager: James Richey 
 
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 
 
 
 

Cleveland, OH  
 
Service Request:  1-184356309 
Customer Relationship Manager: Sandra Taylor 
 
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 
 
 
 

 

Staten Island, NY  
 
Service Request:  1-184363329 
Customer Relationship Manager: Katie Guthrie 
 
Dear Mrs. : 
 
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 
 
 
 

 

Paterson, NJ  
 
Service Request:  1-184366543 
Customer Relationship Manager: Brianne Mosher 
 
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.: 1-186476087 
Customer Name: Theresa Diebold 
Product Purchased?:  New  Used 
Vehicle Identification Number: 1G1ZT52824F
Model: Malibu  Make: Chevrolet  Year: 2004  Mileage: 3200 
Service Request Detail Screen  Reviewed and Updated 
Pre-PAR Form  Reviewed and Updated 
PAR Detail Form  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 

 
 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 

 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 

 
 Documented all actions and events in the PAR file 
 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 
 Other 



 

 

August 4, 2011 
 
 
 

Sandusky, OH   
 
Service Request:  1-186957118 
Customer Relationship Manager: Yvonne Morgan 
 
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 
 
 
 

Sandusky, OH   
 
Service Request:  1-186957118 
Customer Relationship Manager: Yvonne Morgan 
 
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 
 
 
 

Plymouth Meeting, PA  
 
Service Request:  1-187522832 
Customer Relationship Manager: Andrew Mills 
 
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 
 
 
 

 

Washington, DC  
 
Service Request: 1-188779230 
Customer Relationship Manager: Sissy Medina 
 
Dear Mrs.    
 
We sincerely regret that you experienced a concern with your 2004 Chevrolet Malibu, which 
resulted in an unexpected repair visit for 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 in the interest of 
customer satisfaction.  We have enclosed a check in the amount of $  498.06.  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 Business Resource Center at 1-800-222-1020 Monday 
through Friday between 8:00 a.m. and 4:45 p.m., Eastern Time.  Please refer to your service 
request number above and I will be happy 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 
 
 
 

Mansfield, OH  
 
Service Request:  1-189616649 
Customer Relationship Manager: Daniel Hamilton 
 
Dear Miss :   
 
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 
 
 
 

Muncie, IN  0 
 
Service Request:  1-189630106 
Customer Relationship Manager: Brianne Mosher 
 
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 
1-866-952-4368 Extension 57722 
 



 

 

August 4, 2011 
 
 
 

Gary, IN  
 
Service Request:  1-190081497 
Customer Relationship Manager: Thomas Green 
 
Dear Mrs.  
 
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 
 
 
 

 
Detroit, MI  
 
Service Request:  1-191191504 
Customer Relationship Manager: Lorrain RaginsYoung 
 
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 
 



 

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

PAR Case Assessment Form 
_______________________________________________________ 
Siebel Request No.: 1-191637023 
Customer Name:  
Product Purchased?: x New  Used 
Vehicle Identification Number: 1G1ZU54894F
Model: Malibu  Make: Chevrolet  Year: 2004  Mileage: 7,689 
Service Request Detail Screen  Reviewed and Updated 
Pre-PAR Form  Reviewed and Updated 
PAR Detail Form  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 

 
 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 
 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  
x 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(cust is not seeking to f/u at this time) 





























 

 

August 4, 2011 
 
 
 

 
Athens, AL   
 
Service Request:  1-191682928 
Customer Relationship Manager: Amy Preziosi 
 
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 
 
 
 

 

Sugar Land, TX  
 
Service Request: 1-192380624 
Customer Relationship Manager: Sarah Bradley 
 
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 
 
 
 

 

Sugar Land, TX  
 
Service Request:  1-192380624 
Customer Relationship Manager: Sarah Bradley 
 
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 
 



 

 

May 3, 2004 
 
 
 

 

Sugar Land, TX  
 
Service Request:  1-192380624 
Customer Relationship Manager: Katherine Stafford 
 
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 Business 
Resource Center 1-800-231-1841, ext. 57758 Monday through Friday between 8:00 am to 4:45 
pm EST.  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 
 


































































