
 

 

July 20, 2011 
 
 
 

Coral Springs, FL   
 
Service Request: 1-303939153 
Customer Relationship Manager: Samuel Stewart 
 
Dear Ms.    
 
We are sorry you have experienced concerns with your 2005 Cadillac CTS.  Customer 
satisfaction is a top priority for us at Cadillac. 
 
Because you are a loyal Cadillac customer, we are providing you with one complimentary lube, 
oil, and filter service.  Present this letter to any Cadillac dealership for redemption.  
 
If you have future questions, feel free to contact our Cadillac Customer Assistance Center at 1-
800-458-8006.  We are available to assist you 24 hours a day, 7 days a week.  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.  

rosa.howell
B6



 

 

July 20, 2011 
 
 
 

r 
West Orange, NJ   
 
Service Request:  1-328531116 
Customer Relationship Manager: Heather Jones 
 
Dear Mr.  
 
We are sorry you continue to be dissatisfied with the decision we made concerning your 
2005 Cadillac CTS.  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 
 



July 20, 2011 
 
 
 

 
McKinney, TX   
 
Service Request:  1-418739573 
Customer Relationship Specialist: Courtney Isom 
 
Dear Mr.  
 
We are sorry you continue to be dissatisfied with the decision we made concerning your 
2006 Cadillac CTS.  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,  
 
Cadillac Customer Assistance Center 
 



July 20, 2011 
 
 

 

Memphis, TN   
 
Service Request: 71-495213896 
Customer Relationship Specialist: Talanda Stockwell 
 
Dear Mr.    
 
We would like to discuss your request for assistance regarding your 2006 Cadillac CTS, but we 
have been unsuccessful in our attempts to contact you. 
 
If you have outstanding issues, please feel free to contact us at our Cadillac Customer Assistance 
Center at 1-800-458-8006.  Please refer to your service request number above and any of our 
Customer Relationship Specialists will be happy to assist you 7 days a week, 24 hours a day.  
You will have the option to speak with me directly if I am available.  If you have already 
contacted the Customer Assistance Center, please disregard this letter. 
 
Cadillac and your dealer’s mutual goal is your total satisfaction with Cadillac products and 
services.  We look forward to talking with you soon. 
 
Sincerely,  
 
Cadillac Customer Assistance Center
 











July 20, 2011 
 
 

 
Kansas City, MO  
 
 
 
Dear  
 
Enclosed is the GM Product Recall/Special Coverage Customer Reimbursement Claim Form.  
Please complete the form in its entirety and return it to the address listed on the bottom of the 
form.   
 
We will be happy to review your request for reimbursement for the listed repair once we have 
received this completed form and any additional documentation that may be required (see the 
attached reimbursement claim for details).   
 
After receiving your completed claim form and documentation, we will carefully review the 
documents to confirm the repairs were directly related to the condition described in the 
recall/special coverage.  While we cannot guarantee all reimbursement requests will be honored, 
we will thoroughly review each request carefully for reimbursement consideration. 
 
At Cadillac, our commitment to customer satisfaction is a top priority.  If you have future 
questions, please don’t hesitate to email us using the Contact Us link at Cadillac.com or call us at 
1-800-458-8006.   
 
Sincerely,  
 
Cadillac Customer Assistance Center 
Service Request: 71-933723869 
 
 
 
 
 
 
 
 
 
 



GENERAL MOTORS 
PRODUCT RECALL OR SPECIAL COVERAGE CUSTOMER REIMBURSEMENT 

PROCEDURE 
 
 
If you have paid to have this condition related to the recall or special coverage notification you received 
corrected before March, 2011, you may be eligible to receive reimbursement. 
 
Requests for reimbursement may include parts, labor, fees and taxes.  Reimbursement may be limited to 
the amount the repair would have cost if completed by an authorized General Motors dealer. 
 
Your claim will be acted upon within 60 days of receipt. 
 
If your claim is: 

• Approved, you will receive a check from General Motors,   
 

• Denied, you will receive a letter from General Motors with the reason(s) for the denial, or  
 

• Incomplete, you will receive a letter from General Motors identifying the documentation that is 
needed to complete the claim and offered the opportunity to resubmit the claim when the missing 
documentation is available. 

 
Please follow the instructions on the Claim Form provided on the reverse side to file a claim for 
reimbursement.  If you have questions about this reimbursement procedure, please call the toll-free 
telephone number provided at the bottom of the form.  If you need assistance with any other concern, 
please contact the appropriate Customer Assistance Center at the telephone number listed below: 
 

 
Division 

 
Number 

Deaf, Hearing Impaired 
or Speech Impaired * 

Buick 1-800-521-7300 1-800-832-8425 
Cadillac 1-800-458-8006 1-800-833-2622 

Chevrolet 1-800-222-1020 1-800-833-2438 
GMC 1-800-462-8782 1-800-462-8583 

Pontiac 1-800-762-2737 1-800-833-7668 
Oldsmobile 1-800-442-6537 1-800-833-6537 

Hummer 1-866-486-6376  
Virgin Islands 1-800-496-9994  

GM Medium Duty 1-800-862-4389  
Puerto Rico – English 1-800-496-9992  
Puerto Rico – Español 1-800-496-9993  

  * Utilizes Telecommunication Devices for the Deaf/Text Telephones (TDD/TTY) 
 
 
 



Product Recall or Special Coverage Customer Reimbursement Claim Form 
 

This section to be completed by Claimant 
 
Date Claim Submitted:   
 
17-Digit Vehicle Identification Number (VIN):   
 
Current Mileage of Vehicle:   
 
Mileage at Time of Repair:    Date of Repair:   
 
Claimant Name (please print):   
 
Street Address or PO Box Number:   
 
City:    State:    Zip Code:   
 
Daytime Telephone Number (include Area Code):   
 
Evening Telephone Number (include Area Code):   
 
Amount of Reimbursement Requested: $  
 

THE FOLLOWING DOCUMENTATION MUST ACCOMPANY THIS CLAIM FORM. 
 
Original or clear copy of all receipts, invoices and/or repair orders that show: 
 
• The name and address of the person who paid for the repair. 
• The Vehicle Identification Number (VIN) of the vehicle that was repaired. 
• What problem occurred, what repair was done, when it was done and who did it. 
• The total cost of the repair expense that is being claimed. 
• Payment for the repair in question and the date of payment. 

(copy of front and back of cancelled check, or copy of credit card receipt) 
 
My signature to this document attests that all attached documents are genuine and I 
request reimbursement for the expense I incurred for the repair covered by this recall. 
 
Claimant’s Signature:   
 
 

Please mail this claim form and the required documents to: 
General Motors 
PO Box 33170 

Detroit, MI 48232-5170 
All recall and Special Coverage reimbursement questions should be directed to 1-800-204-0261 

 
 







































































































































Privileged and Confidential Information 

Team Lead Appr oval :                       Dat e:  
 
Revi sed by c. mal l et t  09/ 07/ 06                

Case Assessment By:Dawn Gazaway  Siebel/CARS Request #:71-534071447 
Customer  
Veh year:2006  Make:Cadillac  Model:CTS  Current mileage:24590  
Veh ID 
#:1G6DM57T460

In Service Date:4/7/2006 Purchased:4/4/06 If used:      

What is the customer seeking?Customer wants the manufacturer to buy the vehicle back and refund her money.  
                                                                                                                                                                                                     
 

VEHICLE REPAIR HISTORY 
 
 
CUSTOMER’S PRIMARY SYMPTOM/CONCERN: Service Airbag light on 
Dat e:   RO#:    Mi l eage:   Days Out :   Descr i pt i on of  Repai r :  
7/17/07 145951 24210 1 (Lynn Layton Cadillac) Cust sts: Check airbag message 

(part in) Cause: internal failure. C8870 inflatable restraint 
passenger seat suppression module replacement. 

7/5/07 145636 23133 5 (Lynn Layton Cadillac) Cust sts: Airbag light on (part in). 
Customer did not have time to repair. Will bring back 
later. 

7/21/07 145257 22529 6 (Lynn Layton Cadillac) Cust sts: Check service air bag 
message. Parts on order. 

11/21/06 139220 12403 2 (Lynn Layton Cadillac) Cust sts: Service air bag message. 
Cause: internal failure. C8870 module assembly, inflatable 
restraint passenger seat suppression replace. Subl 
Upholstery Plus. 

11/9/06 138863 11799 5 (Lynn Layton Cadillac) Cust sts: Check airbag light on. 
Parts on order. 

8/7/06 136053 5440 3 (Lynn Layton Cadillac) Cust sts: Service airbag light on. 
Cuase: internal failure. C8870 module assembly, inflatable 
restraint passenger seat suppression replace. 

7/27/06 135749 5150 1 (Lynn Layton Cadillac) Cust sts: Check service airbag 
light on. Parts on order. 

                                                                                                                                                        
                                                                                                                                                        
                                                                                                                                                        
                                                                                                                                                        
 
 
CUSTOMER’S PRIMARY SYMPTOM/CONCERN: Wind noise from front windshield 
Dat e:   RO#:    Mi l eage:   Days Out :   Descr i pt i on of  Repai r :  
7/17/07 145951 24210 * (Lynn Layton Cadillac) Cust sts: Lot of air noise around 

front glass at 50 MPH and higher. NC no charge. 
1/16/07 140739 12403 2 (Lynn Layton Cadillac) Cust sts: Check whistle noise from 

front glass. Cause: improperly sealed. C0020 glass, 
windshield reseal. Subl King Auto Glass. 

                                                                                                                                                        
                                                                                                                                                        
                                                                                                                                                        
                                                                                                                                                        
                                                                                                                                                        
                                                                                                                                                        
                                                                                                                                                        
 



Privileged and Confidential Information 

Team Lead Appr oval :                       Dat e:  
 
Revi sed by c. mal l et t  09/ 07/ 06                

 
OTHER SYMPTOM/CONCERN: Driver seat upholstery loose, radio cover replaced, rear head liner loose 
Dat e:   RO#:   Mi l eage:   Days Out :   Descr i pt i on of  Repai r :  
2/28/07 141925 17334 15 (Lynn Layton Cadillac) Cust sts: Check driver seat back 

seperating (material on side). Cover and/or pad, front seat 
back cushion. Left R&R or replace. Subl Upholstery Plus. 

8/7/06 136053 5440 * (Lynn Layton Cadillac) Cust sts: Check radio trim 
bubbling up. Cause: front trim bubbled. R0760 receiver, 
radio remove, repair, and replace. 

7/27/076 135749 5150 * (Lynn Layton Cadillac) Cust sts: Check spot on CD player 
(bubbled up). Parts on order. 

7/27/06 135749 5150 * (Lynn Layton Cadillac) Cust sts: Check headliner sagging 
in rear. NPF technical/shop foreman road tested/inspected 
under customer stated conditions and the vehicle 
performed as designed. 

6/13/06 134397 3221 2 (Lynn Layton Cadillac) Cust sts: Check headliner loose 
(part in) right side. Cause: loose. C3182 trim, center pillar 
right upper r&r or replace. 

6/13/06 134397 3221 * (Lynn Layton Cadillac) Cust sts: Check left side molding 
loose at headliner. Cause: loose. C3192 trim, center pillar 
left uper r&r or replace. 

5/24/06 133828 2741 1 (Lynn Layton Cadillac) Cust sts: Check headliner down at 
rear. 

                                                                                                                                                        
 
 
 
 
 
Total Days Out of Service:        43       ____(excluding days for customer pay reasons such as; Maintenance 

and                                  Collision Repairs) 
 
VEHICLE MEETS PRESUMPTION LEMON LAW? YES:XXX       NO:      
 
What is customer eligible for (based upon the BBB Program Eligibility Guidelines and the 
States lemon law requirements for meeting presumption)?  
Customer meets the requirements for meeting presumption of the Alabama State Lemon Law 
by having more than 3 repair attempts to the same concern and being out of service of their 
veh for 43 days.                                                                                                                                                                    
                                                                                                                                                                                    
                                                                                                                                                                                    
                                                                                                                                                                                    
                                                                                                                                                                                    
                                                                                                                                                                                    
 
DVM and/or DEALER RECOMMENDATION(s): Wyatt Dehnke, DVM spoke w/owner.  The airbag light has 
not come on since the last repair.  She has future concerns for light coming on bc apparently it has 
been in 3 times for repairs over last 25,000 miles or life of the veh.  She's going to speak w/ her husband 
but it looks like we're going to do a voluntary trade.  We are in the process of that.  She will contact me 
after she speaks w/her husband.  We're not going to give her money back or trade keys.  She will be 
responsible for time and mileage on veh. 
 
 
 



Privileged and Confidential Information 

Team Lead Appr oval :                       Dat e:  
 
Revi sed by c. mal l et t  09/ 07/ 06                

 
 
CRS RECOMMENDATION & RATIONALE (EXPLAIN):      
 
 
 
 
 Decision reached by CRS:     Arbitrate case:                Settle case:   XXX 
                                       
 



Revised 8/02/2007 
Privileged and Confidential Information 

 
CASE ASSESSMENT 

 
By: Dawn Gazaway State: AL 

 
 
Customer Name:   Service Request: 71-

534071447 
BBB Case No.:  CAD0748614 

   
 
Vehicle ID No.:  
1G6DM57T460

In Service 
Date: 
4/7/2006 

Vehicle is: NEW BAC Code: 
112654 

Year, Make & Model: 2006 CADILLAC CTS 
Mileage at Time of BBB Filing (24590) 

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

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

DVM Name:DONALD WALKER CAM Name: AUBREY WASHINGTON 
Phone/Cell Number: 256-426-8919 Phone Number: 678-240-9832  

    

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

 CHECK AIRBAG LIGHT ON 
       

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

7/17/07 145951 1 24210 (LYNN LAYTON) CUST STS: CHECK AIRBAG MESSAGE PART IN. CAUSE: 
INTERNAL FAILURE. INFLATABLE RESTRAINT PASSENGER SEAT 
SUPPRESSION MODULE REPLACEMENT. 
 

7/5/07 145636 5 23133 (LYNN LAYTON) CUST STS: CHECK AIRBAG LIGHT ON (PART IN). 
CUSTOMER DID NOT HAVE TIME TO REPAIR. WILL BRING BACK LATER. 
 

6/21/07 145257 6 22529 (LYNN LAYTON) CUST STS: CHECK SERVICE AIRBAG MESSAGE. PARTS 
ON ORDER. 
 

11/21/06 139220 2 12403 (LYNN LAYTON) CUST STS: SERVICE AIRBAG MESSAGE. CAUSE: 
INTERNAL FAILURE. MODULE ASSEMBLY, INFLATABLE RESTRAINT. 
PASSENGER SEAT SUPPRESSION REPLACE. SUBL UPHOLSTERY PLUS. 
 

11/9/06 138863 5 11799 (LYNN LAYTON) CUST STS: CHECK AIRBAG LIGHT ON. PARTS ON ORDER. 
 

8/7/06 136053 3 5440 (LYNN LAYTON) CUST STS: SERVICE AIRBAG LIGHT. CAUSE: INTERNAL 
FAILURE. MODULE ASSEMBLY, INFLATABLE RESTRAINT PASSENGER 
SEAT SUPPRESSION REPLACE. 
 

7/27/06 135749 1 5150 (LYNN LAYTON) CUST STS: SERVICE AIRBAG LIGHT ON. PARTS ON 
ORDER. 
 

 
 WIND NOISE FROM FONT WINDSHIELD 

       



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

7/17/07 145951 * 24210 (LYNN LAYTON) CUST STS: LOT OF AIR NOISE AROUND FRONT GLASS 
AT 50 MPH AND HIGHER. NO CHARGE. 
 

1/16/07 140739 2 12403 (LYNN LAYTON) CUST STS: CHECK WHISTLE NOISE FROM FRONT GLASS. 
CAUSE: IMPROPERLY SEALED. GLASS, WINDSHIELD RESEAL. SUBL KING 
AUTO GLASS. 
 

 
 DRIVER SEAT UPHOLSTERY LOOSE 

       

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

2/28/07 141925 15 17334 (LYNN LAYTON) CUST STS: CHECK DRIVER SEAT BACK SEPARATING 
(MATERIAL ON SIDE) CAUSE: MATERIAL SEPARATING. COVER AND/OR 
PAD, FRONT SEAT BACK CUSHION. LEFT R&R OR REPLACE. SUBL 
UPHOLSTERY PLUS. 
 

 
 MAINTENANCE 

       

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

10/2/06 137684 11 8934 (LYNN LAYTON) OIL & FILTER CHANGE. CAUSE: COMPLIMENTARY LOF, 
ROTATION AND AIR FILTER. FIRST COMPLIMENTARY LOF, ROTATION 
AND AIR FILTER FROM GM. 
 

10/2/06 137684 * 8934 (LYNN LAYTON) ROTATE TIRES. 
 

10/2/06 137684 * 8934 (LYNN LAYTON) AIR FILTER. 
 

8/10/06 136163 * 5493 (LYNN LAYTON) ROTATE TIRES. 
 

 
 XM RADIO INOPERATIVE 

       

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

8/10/06 136163 1 5493 (LYNN LAYTON) CUST STS: CHECK RADIO XM DON’T WORK. 
REPROGRAMMED DRR AND RESET UP RADIO DUE TO XM RADIO NOT 
RESPONDING. 
 

8/7/06 136053 * 5440 (LYNN LAYTON) CUST STS: CHECK RADIO TRIM BUBBLING UP. CAUSE: 
FRONT TRIM BUBBLED. RECEIVER, RADIO REMOVE, REPAIR, AND 
REPLACE. 
 

7/27/06 135749 * 5150 (LYNN LAYTON) CUST STS: CHECK SPOT ON C.D. PLAYER (BUBBLED UP). 
PARTS ON ORDER. 
 

 
 REAR HEADLINER COMING DOWN 

       

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

7/27/06 135749 * 5150 (LYNN LAYTON) CUST STS: CHECK HEADLINER SAGGING IN REAR. NPF 
TECHNICIAN/SHOP FOREMAN ROAD TESTED/INSPECTED UNDER 
CUSTOMER STATED CONDITIONS AND THE VEHICLE PERFORMED AS 
DESIGNED. 
 

6/13/06 134397 2 3221 (LYNN LAYTON) CUST STS: CHECK HEADLINER LOOSE (PART IN) RIGHT 
SIDE. CAUSE: LOOSE. TRIM, CENTER PILLAR RIGHT UPPER R&R OR 
REPLACE. 
 



5/24/06 133828 1 2741 (LYNN LAYTON) CUST STS: CHECK HEADLINER DOWN AT REAR. PARTS 
ON ORDER. 
 

 
 LEFT SIDE POST MOLDING PROBLEMS 

       

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

6/13/06 134397 * 3221 (LYNN LAYTON) CUST STS: CHECK LEFT SIDE MOLDING LOOSE AT 
HEADLINER. CAUSE: LOOSE. TRIM, CENTER PILLAR LEFT UPPER R&R OR 
REPLACE.  
 

5/24/06 133828 * 2741 (LYNN LAYTON) CUST STS: CHECK RATTLE AT INSIDE FRONT POST 
MODLING. PARTS ON ORDER. 
 

5/24/06 133828 * 2741 (LYNN LAYTON) CUST STS: CHECK LEFT FRONT SIDE POST MOLDING 
LOOSE AND RATTLES. PARTS ON ORDER. 
 

 
 

 BODY 
       

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

5/22/06 133688 3 2600 (LYNN LAYTON) CUST STS: REPAIR AS PER EST. BODY REPAIR AS PER 
EST. MISC BODY SUPPLIES. 
 

5/22/06 133688 * 2600 (LYNN LAYTON) CUST STS: REFINISH AS PER EST. PAINT REFINISH AS 
PER EST. MISC PAINT AND MATERIALS. MISC HAZ WASTE REMOVAL. 
 

 
 

 RECALL 
       

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

3/17/06 131834 5 2 (LYNN LAYTON) RECALL 05111 REPROGRAM. CAUSE: RECALL. RECALL-
REPROGRAM PCM. 
 

 
THE STATE LEMON LAW READS: 

 
Days out of service:  30 
Repairs 3 OR MORE 
Time period 12 / 12,000 
Does Lemon Law state nonconformity must continue to exist? Y 
 
If applicable, safety-related repairs N/A 
Safety-related time period N/A / N/A 
 
Number of repair attempts in the presumption period: 8 
Total days out of service during the presumption period: 21 
Total days out of service during customer’s ownership:   29 
 

Vehicle Meets Presumption of Lemon Law     YES   
 

PERTINENT FACTS FROM PREVIOUS SRs WHICH RELATE TO YOUR EVALUATION 
 

Concern: N/A 



Date & Offer/Result: N/A 
 
Concern: N/A 
Date & Offer/Result: N/A 
 
Concern: N/A 
Date & Offer/Result: N/A 

 
RECOMMENDATION AND RATIONALE 

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

 
WYATT DEHNKE, DVM STS: THERE’S REALLY NOTHING WRONG W/THAT VEHICLE AND IF THIS GOES TO ARBITRATION 
I WILL FIGHT DOING A STRAIGHT REPURCHASE AND IF IT DOES GET AWARDED I’LL MAKE SURE TO UPHOLD THE 
DECISION TO THE LETTER OF THE LAW. 
 
ADR STS: I TALKED W/MS. JONES ON THURS OR FRI AND I KNOW YOU’VE BEEN TALKING TO HER HUSBAND AND I 
DON’T KNOW WHAT ALL HAS GONE ON W/THAT, BUT WHAT SHE TOLD ME WAS THAT THEY WOULD REALLY LIKE TO 
HAVE MORE OPTIONS OF VEHICLES TO CHOOSE FROM. I ASSUME LYNN LAYTON ONLY HANDLES CADILLAC AND 
CHEVROLET AS FAR AS GM PRODUCTS GO. WHAT I WAS WONDERING IS, COULD THEY GO TO A DIFFERENT 
DEALERSHIP LIKE A BUICK DEALERSHIP?  DVM STS: THEY POSSIBLE COULD BUT YOU’RE GOING TO HAVE TO WORK 
W/A DIFFERENT DEALERSHIP THAT I DON’T WORK W/BC I DON’T HAVE ANY MORE STORES IN THAT AREA AND I 
DON’T KNOW IF THE DEALERSHIP WOULD AGREE TO IT. AS FAR AS EVERYTHNG GOES THE VEHICLE IS FIXED AND 
OPERATIONAL SO ANY DEALERSHIP WOULD BE HAPPY TO GET IT. 
 
DVM STS: I SPOKE W/THE OWNER THIS AFTERNOONG. THE AIRBAG LIGHT HAS NOT COME ON SINCE THE LAST 
REPAIR. SHE HAS FUTURE CONCERNS FOR THE LIGHT COMING ON BC APPARENTLY IT HAS BEEN IN 3 TIMES FOR 
REPAIRS OVER THE LAST 25,000 MILE LIFE OF THE VEHICLE. SHE’S GOING TO SPEAK W/HER HUSBAND BUT IT LOOKS 
LIKE WE’RE GOING TO DO A VOLUNTARY TRADE. WE ARE IN THE PROCESS OF THAT. SHE WILL CONTACT ME 
TOMORROW AFTER SHE SPEAKS W/HER HUSBAND. WE’RE NOT GOING TO GIVE HER MONEY BACK OR TRADE KEYS. 
SHE WILL BE RESPONSIBLE FOR TIME AND MILEAGE ON VEHICLE. I WILL KEEP YOU UPDATED ABOUT WHERE THEY 
WISH TO GO MOVING FORWARD. 
 
 
 
 
CRS FINAL OFFER: NO REPAIRS NEEDED 

AT THIS TIME 
DATE: 8/13/07 CUST DECLINED 

Goodwill: 60/50,000 GMPP MAJOR GUARD Attorney Fees (if applicable): $N/A 
 
TEAM LEAD APPROVING:  {Name} Date: {Date} 

 



 
COMPONENT DESCRIPTION 

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

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

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

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

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

Engine/Fuel & 
Exhaust 

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

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

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

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

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

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

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

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













 
 
 

 
 
 

 
 

GENERAL MOTORS BUSINESS RESOURCE CENTER  
 

General Motors Corp. – CARS – Legal, c/o MSX International, MC 336-105-000 
1426 Pacific Drive, Auburn Hills, MI 48326 

VIA  FAX ONLY 
 
8/13/07 
   
William Clopton 
800-955-5100 ext. 502 
Alabama 
                                                                           
Re:   
 BBB case # CAD0748614 
 2006 Cadillac CTS 
 1G6DM57T460
 
Dear Mr. Clopton,  
 
 
General Motors does apologize for the concerns Ms. has experienced with her 2006 Cadillac CTS 
and any inconvenience this may have caused her. 
 
I have investigated the concerns which Ms. has expressed in her claim form with her Cadillac CTS.   Based on 
the information I have collected from the dealership, the service airbag light being on, the wind noise from the front 
windshield, the rear headliner falling down, the upholstery on the driver’s side seat coming unstitched, and the 
bubble on the radio cover have all been fixed.  As of the last time the vehicle was in a General Motors dealer the 
vehicle was operating as designed when released.  We do not believe there has been significant loss of use, value, or 
safety of the vehicle.  
 
 
We do believe that based on the information we have compiled, the vehicle does meet presumption for the Alabama 
State Lemon Law.  Therefore, at the time of filing with the Better Business Bureau, the customer was already in 
negotiations for a trade replacement with the district service manager.  At present, the customer has been unable to 
find a suitable replacement vehicle.  Based on our information we do not believe this warrants a straight repurchase 
of the vehicle because the vehicle is currently operating as designed. 
 
Sincerely, 
 
 
 
Dawn Gazaway 
General Motors 
Business Resource Center 
Phone: 866-790-5600 ext. 11058 
Fax# 866-660-2737 
 
 
 



Revised 8/02/2007 
Privileged and Confidential Information 

 
CASE ASSESSMENT 

 
By: Dawn Gazaway State: AL 

 
 
Customer Name:   Service Request: 71-

534071447 
BBB Case No.:  CAD0748614 

   
 
Vehicle ID No.:  
1G6DM57T460

In Service 
Date: 
4/7/2006 

Vehicle is: NEW BAC Code: 
112654 

Year, Make & Model: 2006 CADILLAC CTS 
Mileage at Time of BBB Filing (24590) 

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

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

DVM Name:DONALD WALKER CAM Name: AUBREY WASHINGTON 
Phone/Cell Number: 256-426-8919 Phone Number: 678-240-9832  

    

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

 CHECK AIRBAG LIGHT ON 
       

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

7/17/07 145951 1 24210 (LYNN LAYTON) CUST STS: CHECK AIRBAG MESSAGE PART IN. CAUSE: 
INTERNAL FAILURE. INFLATABLE RESTRAINT PASSENGER SEAT 
SUPPRESSION MODULE REPLACEMENT. 
 

7/5/07 145636 5 23133 (LYNN LAYTON) CUST STS: CHECK AIRBAG LIGHT ON (PART IN). 
CUSTOMER DID NOT HAVE TIME TO REPAIR. WILL BRING BACK LATER. 
 

6/21/07 145257 6 22529 (LYNN LAYTON) CUST STS: CHECK SERVICE AIRBAG MESSAGE. PARTS 
ON ORDER. 
 

11/21/06 139220 2 12403 (LYNN LAYTON) CUST STS: SERVICE AIRBAG MESSAGE. CAUSE: 
INTERNAL FAILURE. MODULE ASSEMBLY, INFLATABLE RESTRAINT. 
PASSENGER SEAT SUPPRESSION REPLACE. SUBL UPHOLSTERY PLUS. 
 

11/9/06 138863 5 11799 (LYNN LAYTON) CUST STS: CHECK AIRBAG LIGHT ON. PARTS ON ORDER. 
 

8/7/06 136053 3 5440 (LYNN LAYTON) CUST STS: SERVICE AIRBAG LIGHT. CAUSE: INTERNAL 
FAILURE. MODULE ASSEMBLY, INFLATABLE RESTRAINT PASSENGER 
SEAT SUPPRESSION REPLACE. 
 

7/27/06 135749 1 5150 (LYNN LAYTON) CUST STS: SERVICE AIRBAG LIGHT ON. PARTS ON 
ORDER. 
 

 
 WIND NOISE FROM FONT WINDSHIELD 

       



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

8/27/07 147195 10 29949 (LYNN LAYTON) CUST STS: CHECK WINDSHIELD AIR NOISE (SEE MAC) 
CND VEHICLE TEST DROVE/INSPECTED BY TECH/SHOP FOREMAN UNDER 
COLD/HOT CONDITIONS AND VEHICLE PERFORMED AS DESIGNED. 
 

7/17/07 145951 * 24210 (LYNN LAYTON) CUST STS: LOT OF AIR NOISE AROUND FRONT GLASS 
AT 50 MPH AND HIGHER. NO CHARGE. 
 

1/16/07 140739 2 12403 (LYNN LAYTON) CUST STS: CHECK WHISTLE NOISE FROM FRONT GLASS. 
CAUSE: IMPROPERLY SEALED. GLASS, WINDSHIELD RESEAL. SUBL KING 
AUTO GLASS. 
 

 
 DRIVER SEAT UPHOLSTERY LOOSE 

       

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

2/28/07 141925 15 17334 (LYNN LAYTON) CUST STS: CHECK DRIVER SEAT BACK SEPARATING 
(MATERIAL ON SIDE) CAUSE: MATERIAL SEPARATING. COVER AND/OR 
PAD, FRONT SEAT BACK CUSHION. LEFT R&R OR REPLACE. SUBL 
UPHOLSTERY PLUS. 
 

 
 MAINTENANCE 

       

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

10/2/06 137684 11 8934 (LYNN LAYTON) OIL & FILTER CHANGE. CAUSE: COMPLIMENTARY LOF, 
ROTATION AND AIR FILTER. FIRST COMPLIMENTARY LOF, ROTATION 
AND AIR FILTER FROM GM. 
 

10/2/06 137684 * 8934 (LYNN LAYTON) ROTATE TIRES. 
 

10/2/06 137684 * 8934 (LYNN LAYTON) AIR FILTER. 
 

8/10/06 136163 * 5493 (LYNN LAYTON) ROTATE TIRES. 
 

 
 XM RADIO INOPERATIVE 

       

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

8/10/06 136163 1 5493 (LYNN LAYTON) CUST STS: CHECK RADIO XM DON’T WORK. 
REPROGRAMMED DRR AND RESET UP RADIO DUE TO XM RADIO NOT 
RESPONDING. 
 

8/7/06 136053 * 5440 (LYNN LAYTON) CUST STS: CHECK RADIO TRIM BUBBLING UP. CAUSE: 
FRONT TRIM BUBBLED. RECEIVER, RADIO REMOVE, REPAIR, AND 
REPLACE. 
 

7/27/06 135749 * 5150 (LYNN LAYTON) CUST STS: CHECK SPOT ON C.D. PLAYER (BUBBLED UP). 
PARTS ON ORDER. 
 

 
 REAR HEADLINER COMING DOWN 

       

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

8/27/07 147195 * 29949 (LYNN LAYTON) CUST STS: CHECK REAR HEADLINER LOOSE TRIM 
LOOSER (SEE MAC) CAUSE: LOOSE. TRIM ASSEMBLY, QUARTER LEFT 
R&R OR REPLACE. 
 

7/27/06 135749 * 5150 (LYNN LAYTON) CUST STS: CHECK HEADLINER SAGGING IN REAR. NPF 



TECHNICIAN/SHOP FOREMAN ROAD TESTED/INSPECTED UNDER 
CUSTOMER STATED CONDITIONS AND THE VEHICLE PERFORMED AS 
DESIGNED. 
 

6/13/06 134397 2 3221 (LYNN LAYTON) CUST STS: CHECK HEADLINER LOOSE (PART IN) RIGHT 
SIDE. CAUSE: LOOSE. TRIM, CENTER PILLAR RIGHT UPPER R&R OR 
REPLACE. 
 

5/24/06 133828 1 2741 (LYNN LAYTON) CUST STS: CHECK HEADLINER DOWN AT REAR. PARTS 
ON ORDER. 
 

 
 LEFT SIDE POST MOLDING PROBLEMS 

       

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

6/13/06 134397 * 3221 (LYNN LAYTON) CUST STS: CHECK LEFT SIDE MOLDING LOOSE AT 
HEADLINER. CAUSE: LOOSE. TRIM, CENTER PILLAR LEFT UPPER R&R OR 
REPLACE.  
 

5/24/06 133828 * 2741 (LYNN LAYTON) CUST STS: CHECK RATTLE AT INSIDE FRONT POST 
MODLING. PARTS ON ORDER. 
 

5/24/06 133828 * 2741 (LYNN LAYTON) CUST STS: CHECK LEFT FRONT SIDE POST MOLDING 
LOOSE AND RATTLES. PARTS ON ORDER. 
 

 
 

 BODY 
       

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

5/22/06 133688 3 2600 (LYNN LAYTON) CUST STS: REPAIR AS PER EST. BODY REPAIR AS PER 
EST. MISC BODY SUPPLIES. 
 

5/22/06 133688 * 2600 (LYNN LAYTON) CUST STS: REFINISH AS PER EST. PAINT REFINISH AS 
PER EST. MISC PAINT AND MATERIALS. MISC HAZ WASTE REMOVAL. 
 

 
 

 OTHER (TRIM) 
       

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

8/27/07 147195 * 29949 (LYNN LAYTON) CUST STS: CHECK CENTER CONSOLE FLAKING (PART 
IN). CAUSE: PEELING. PLATE OR BOOT, CONSOLE FLOOR SHIFT 
REPLACE. 
 

8/27/07 147195 * 29949 (LYNN LAYTON) CUST STS: CHECK DOOR BEZEL FLAKING (PART IN). 
POO PARTS ON ORDER. 
 

8/27/07 147195 * 29949 (LYNN LAYTON) CUST STS: CHECK A/C VENTS PEELIG (PART IN). CAUSE: 
PEELING. DUCT AND/OR HOSES, AIR DISTRIBUTION REPAIR. 
 

 
 
 

 RECALL 
       

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

3/17/06 131834 5 2 (LYNN LAYTON) RECALL 05111 REPROGRAM. CAUSE: RECALL. RECALL-
REPROGRAM PCM. 



 
 

THE STATE LEMON LAW READS: 
 
Days out of service:  30 
Repairs 3 OR MORE 
Time period 24 / 24,000 
Does Lemon Law state nonconformity must continue to exist? NO 
 
If applicable, safety-related repairs N/A 
Safety-related time period N/A / N/A 
 
Number of repair attempts in the presumption period: 20 
Total days out of service during the presumption period: 51 
Total days out of service during customer’s ownership:   62 
 

Vehicle Meets Presumption of Lemon Law     YES   
 

PERTINENT FACTS FROM PREVIOUS SRs WHICH RELATE TO YOUR EVALUATION 
 

Concern: N/A 
Date & Offer/Result: N/A 
 
Concern: N/A 
Date & Offer/Result: N/A 
 
Concern: N/A 
Date & Offer/Result: N/A 

 
RECOMMENDATION AND RATIONALE 

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

 
WYATT DEHNKE, DVM STS: THERE’S REALLY NOTHING WRONG W/THAT VEHICLE AND IF THIS GOES TO ARBITRATION 
I WILL FIGHT DOING A STRAIGHT REPURCHASE AND IF IT DOES GET AWARDED I’LL MAKE SURE TO UPHOLD THE 
DECISION TO THE LETTER OF THE LAW. 
 
ADR STS: I TALKED W/MS. JONES ON THURS OR FRI AND I KNOW YOU’VE BEEN TALKING TO HER HUSBAND AND I 
DON’T KNOW WHAT ALL HAS GONE ON W/THAT, BUT WHAT SHE TOLD ME WAS THAT THEY WOULD REALLY LIKE TO 
HAVE MORE OPTIONS OF VEHICLES TO CHOOSE FROM. I ASSUME LYNN LAYTON ONLY HANDLES CADILLAC AND 
CHEVROLET AS FAR AS GM PRODUCTS GO. WHAT I WAS WONDERING IS, COULD THEY GO TO A DIFFERENT 
DEALERSHIP LIKE A BUICK DEALERSHIP?  DVM STS: THEY POSSIBLE COULD BUT YOU’RE GOING TO HAVE TO WORK 
W/A DIFFERENT DEALERSHIP THAT I DON’T WORK W/BC I DON’T HAVE ANY MORE STORES IN THAT AREA AND I 
DON’T KNOW IF THE DEALERSHIP WOULD AGREE TO IT. AS FAR AS EVERYTHNG GOES THE VEHICLE IS FIXED AND 
OPERATIONAL SO ANY DEALERSHIP WOULD BE HAPPY TO GET IT. 
 
DVM STS: I SPOKE W/THE OWNER THIS AFTERNOONG. THE AIRBAG LIGHT HAS NOT COME ON SINCE THE LAST 
REPAIR. SHE HAS FUTURE CONCERNS FOR THE LIGHT COMING ON BC APPARENTLY IT HAS BEEN IN 3 TIMES FOR 
REPAIRS OVER THE LAST 25,000 MILE LIFE OF THE VEHICLE. SHE’S GOING TO SPEAK W/HER HUSBAND BUT IT LOOKS 
LIKE WE’RE GOING TO DO A VOLUNTARY TRADE. WE ARE IN THE PROCESS OF THAT. SHE WILL CONTACT ME 
TOMORROW AFTER SHE SPEAKS W/HER HUSBAND. WE’RE NOT GOING TO GIVE HER MONEY BACK OR TRADE KEYS. 
SHE WILL BE RESPONSIBLE FOR TIME AND MILEAGE ON VEHICLE. I WILL KEEP YOU UPDATED ABOUT WHERE THEY 
WISH TO GO MOVING FORWARD. 
 



TL made contact with the DVM Wyatt Dehnke. TL advsd would like to discuss case going to arbitration. TL advsd 
concerned with case details, cust appears to meet presumption on number of repair attempts and days out of service. 
also advsd concern with airbag could be deemed as serious safety concern. DVM states he did offer the cust a voluntary 
replacement due to previous history and in order to retain the cust. States the cust does not meet standards for the LL. 
States there were 3 repair attempts and the FRA. DVM states since the FRA there have been no addt'l concerns with the 
airbag light. DVM states days out of service can be argued with the rentals that were provided. states there will be a 
drastic reduction in days out of service. DVM states he will provide testimony on facts of the case as the cust does not 
meet standards for a repurchase. DVM states cust has expressed deeply that they will not go into another GM veh, and 
they have always been Ford oriented. DVM states we should take our chances at this point. TL advsd arbitrator also has 
program summary to fall back on, and under the program summary it is not necessary to have specific # of days/repair 
attempts. We believe that the chances to win this are not in our favor. DVM states he feels we have a good chance and 
would like the opportunity to assist in representing GM. TL advsd would followup with arb specialist and have him 
followup to discuss defense for tomorrow... 
Vanessa Bueno/ATX/ADR-TL 
 
 
CRS FINAL OFFER: NO REPAIRS NEEDED 

AT THIS TIME 
DATE: 8/13/07 CUST DECLINED 

Goodwill: 60/50,000 GMPP MAJOR GUARD Attorney Fees (if applicable): $N/A 
 
TEAM LEAD APPROVING:  {Name} Date: {Date} 

 



 
COMPONENT DESCRIPTION 

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

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

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

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

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

Engine/Fuel & 
Exhaust 

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

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

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

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

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

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

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

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













2006 CTS 2.8L V6 VVT                         CADILLAC MOTOR CAR DIVISION
41U  BLACK RAVEN                    /V6G     GENERAL MOTORS CORPORATION
13W  LIGHT GRAY                              100 RENAISSANCE CENTER
ORDER NO. JFWT1R/TRE      STOCK NO.          DETROIT      MI  48243-1114
VIN 1G6 DM57 T4 60                      VEHICLE INVOICE 6AD18911580
***************************************************************12*21029S
MODEL & FACTORY OPTIONS               MSRP    INV AMT  RETAIL - STOCK
6DM69 CTS 2.8L V6 VVT             30515.00   28226.38  INVOICE 06/29/05
FE9 50-STATE EMISSIONS                 N/C        N/C  SHIPPED 06/29/05
LP1 2.8L V6 DOHC ENGINE                N/C        N/C  EXP I/T 07/12/05
M82 5-SPEED AUTOMATIC TRANSMISSION 1200.00     996.00  INT COM 07/12/05
1SA CTS STANDARD PACKAGE               N/C        N/C  PRC EFF 06/29/05
                                                       KEYS O5936 O5936
                                                       WFP-S MTH  OPT-2
                                                       BANK: GMAC - 029
                                                       CHG-TO    21-029

                                                       SHIP WT:  3585
                                                       HP:       29.6
                                                       GMS:     29065.93
                                                       SUPPLR:  30370.52
                                                       MRM:     32435.00
                                                       MEMO     1510.75

TOTAL MODEL & OPTIONS              31715.00  29222.38  ACT 231 28990.93
DESTINATION CHARGE                   720.00    720.00  H/B 261   951.45
LAM DEALER CONTRIBUTION                        317.15  ADV 261   317.15
LAM GROUP CONTRIBUTION                         396.44  EXP 65A   396.44

TOTAL                              32435.00  30655.97  PAY 310 30655.97
MEMO: TOTAL LESS HOLDBACK AND
      APPROX WHOLESALE FINANCE CREDIT        29246.79
***********************************************************************
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
WILLIAMSON CADILLAC COMPANY              VIN 1G6DM57T460
                                         $  30655.97 INV  6AD18911580
                                         DUE 07/12/05  DEALER  21-029







 

Revised 06/04/07 

Overallowance/Negative Equity/Incentives Form (Non-Florida) 
 
Customer:  SR #: 71-534071447 BBB#: CAD0748614 

 
This form may be used to identify possible Overallowance or Negative Equity and to determine any 
customer incentives which were paid but may not be easily identifiable on a Bill of Sale. 
 
You must determine the TRUE purchase price of a vehicle and identify any Overallowance, Negative 
Equity, and/or Incentives prior to arbitration or voluntary repurchase. 
 
 
Section 1  
Purchase Price 32724.00 
(from Bill of Sale, before tax, tag, title, etc.)  
MSRP -  32435.00 
(from BARS Invoice screen)  
Subtract the MSRP from the Purchase Price =  289.00 
(If positive, look for Overallowance)  
If the Purchase Price is greater than the MSRP but there was no trade-in, have the Dealer explain why 
the customer paid more than MSRP. 

 

  
  
Section 2  
Trade Allowance 22299.00 
(from Bill of Sale)  
Actual Cash Value (ACV) -  17500.00 
(from ACV Statement)  
Subtract the ACV from the Trade Allowance =  4799.00 
If positive, the Trade Allowance is higher than the ACV of the trade-in.  This is Overallowance.  
  
  
Section 3  
Trade Allowance 22299.00 
(from Bill of Sale)  
Payoff on Trade -  19046.09 
(from Bill of Sale)  
Subtract the Payoff on Trade from the Trade Allowance =  3252.91 
If negative, the Payoff on the Trade is higher that the Trade Allowance.  This is Negative Equity.  
  
  
Section 4  
Purchase Price 32724.00 
(from Bill of Sale, before tax, tag, title, etc.)  
Incentives not included in the Purchase Price -  0.00 
(from BARS and Incentive Acknowledgement sheet)  
Do not include fuel-fill credit or Dealer incentives.  GM Card points must be included.  
Overallowance/Negative Equity -  4799.00 
(use the Overallowance from Section 2 or the Negative Equity from Section 3, whichever is larger)  
Subtract the Incentives and the Overallowance/Negative Equity from the Purchase 
Price.  This is the Actual price of the vehicle that should be presented to the BBB on 
the Agreement to Arbitrate (ATA). 

=  27925.00 



 

Revised 06/04/07 

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

 

 







July 20, 2011 
 
 

Danville, AL  
 
 
Service request: 71-549237423 
VIN:  1G6DM57T460
Customer Relationship Specialist: Michael Adams 
 
Dear Mrs. : 
 
Thank you for your recent correspondence dated August 20, 2007 regarding your 2006 Cadillac 
CTS.  We are sorry you are dissatisfied with your Cadillac.  Our continued success depends upon 
the satisfaction our customers receive from their vehicles.    
 
We are concerned when we learn that a Cadillac owner is dissatisfied with any phase of their 
experience with our product. 
 
This letter is to confirm your scheduled repair opportunity at Lynn Layton Oldsmobile-Cadillac-
Nissan, Inc. located in Decatur, Alabama.  As per our conversation on August 21, 2007 this 
repair opportunity will take place on August 27, 2007 at 9:00 a.m., Eastern Time. 
 
If you have further questions, please contact our Cadillac Customer Assistance Center at 1-800-
458-8006 24 hours a day, seven days a week.  Please refer to your service request number above 
and any of our Customer Relationship Specialists will be happy to assist you. 
 
Thank you again for your correspondence.  We appreciate the opportunity to assist you in this 
matter. 
 
Sincerely, 
 
Cadillac Customer Assistance Center 
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