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GM 
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EAA Inspection Request 

REVISED 10/5/06 – Updated main toll free number and CRS telephone exchange. 

 

Date: May 20, 2009 
TO: EAA 
 EAA/SPX Field Coordinator 
Phone: 586-582-5835 
Fax: 586-582-5840 
Email: eaafc@servicesolutions.spx.com 
 
From: Cameron Holmes 
 PAR Customer Relations Specialist 
 
Email:  Cameron_Holmes@gmexpert.com 
Phone: 866-790-5600 ext.      
     or   866-790-5700 ext.41358 
Fax: 866-842-9481 
Mailing Address: 
 GM PAR Investigations 
 7401 E. Ben White 
 Building 3 
 Austin, TX 78741 
 
 
 

 
Vehicle Information 
VIN#: 3GNEK13T03G  
Year/Make:  2003 Chevrolet  
Model:   Avalanche 
Contact’s Name: Anyone   
Contact’s Number:   
Vehicle Location:  
                    Nashville TN,  
 
If located at a Salvage/Auction Yard:  
Ins. Adj. Name: Insurance Auto Auction 
Phone #: 651-742-0006 
Claim or Salvage ID #: (Stock Number) 
 
Claimant Information 
PAR File #: 71-725025535 
Claimant Name:   
Claimant Home #:  
Claimant Work #:       
Claimant Cell #:       
Address: 310 
      Clarksville TN,

Required Actions:
     Repair Estimate Required 

  Advise PAR CRS via voicemail/email of inspection date. 

     Review All PAR File information 
 Contact PAR CRS After Inspection 

Please Use Form(s):
 Accelerator /Throttle Control 

            
 Restraint-SIR/Seatbelts   Seats 

 Brake/ABS/TCS/VSES  Side Impact  Power Sliding Door 
 Steer ing/Suspension/Tires/Wheels  Inadvertent Deployment  OnStar 
 Engine Exhaust/Odor   Transmission/Transaxle  OTHER:       
 Engine Stalling  Thermal Events 

 

Special Instructions: 
Interview Owner?     Yes     No  Vetronix Requested  Obtain Fire/Police Report 

 Other (define) 
 

Investigations can only be rushed if e-mailed by one of the following: 

 RUSH   (Name of Team Manager or Ops Mgr Approving the Rush):       
 

EAA Internal Use Only 
To: SA:       Date E-Mailed to SA:       
From:  EAA Field Coordinator Due Date:       
 

EAA SA Use Only 
Case Acceptance/Investigation:  YES   NO 
Please acknowledge acceptance of this case promptly by phone, fax or email. 
Date Report Uploaded to EAA FTP SITE:       
 

mailto:eaafc@servicesolutions.spx.com�


 

 

 



 
PRODUCT ALLEGATION RESOLUTION 

PRELIMINARY INSPECTION 
FIELD PHOTOGRAPHIC NOTES 

 Customer’s Name: { ___________________  Inspection Date: 5/29/09 
 Vehicle Brand: SATURN Model: AURA  
 File # 71-725831888 VIN:  1G8ZV57767F  
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Description 
1501 VIEW OF PRODUCTION LABEL 
1507 EXTERIOR VIEW OF VEHICLE 
1508 EXTERIOR VIEW OF VEHICLE 
1509 EXTERIOR VIEW OF VEHICLE 
1510 EXTERIOR VIEW OF VEHICLE 
1511 EXTERIOR VIEW OF VEHICLE 
1512 EXTERIOR VIEW OF VEHICLE 
1513 EXTERIOR VIEW OF VEHICLE 
1514 EXTERIOR VIEW OF VEHICLE 
1515 INTERIOR VIEW OF VEHICLE 
1516 INTERIOR VIEW OF VEHICLE 
1517 INTERIOR VIEW OF VEHICLE 
1518 INTERIOR VIEW OF VEHICLE 
1519 VIEW OF ENGINE COMPARTMENT 
1520 VIEW OF ENGINE COMPARTMENT 
1521 VIEW OF ENGINE COMPARTMENT 
1522 VIEW OF ENGINE COMPARTMENT 
1523 VIEW OF ENGINE COMPARTMENT 
1524 VIEW OF ENGINE COMPARTMENT 
1525 VIEW OF ENGINE COMPARTMENT 
1526 VIEW OF AFTER MARKET RADAR DETECTOR 
1527 VIEW OF BRAKE AND ACCELERATOR PEDAL LINKAGE 
1528 VIEW OF BRAKE AND ACCELERATOR PEDAL LINKAGE 
1529 VIEW OF BRAKE AND ACCELERATOR PEDAL LINKAGE 
1530 VIEW OF BRAKE AND ACCELERATOR PEDAL LINKAGE 
1532 VIEW OF DRIVER’S SEAT BELT 
1535 VIEW OF SHIFT PATTERN ON CONSOLE 
1536 VIEW OF VEHICLE UNDER BODY 
1537 VIEW OF VEHICLE UNDER BODY 
1538 VIEW OF VEHICLE UNDER BODY 
1539 VIEW OF VEHICLE UNDER BODY 
1540 VIEW OF VEHICLE UNDER BODY 
1541 VIEW OF VEHICLE UNDER BODY 
1542 VIEW OF VEHICLE UNDER BODY 
1543 VIEW OF VEHICLE UNDER BOYD 
1545 VIEW OF VEHICLE UNDER BODY 
1546 VIEW OF VEHICLE UNDER BODY 
1547 VIEW OF VEHICLE UNDER BODY 
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Description 
1548 VIEW OF VEHICLE UNDER BODY 
1549 VIEW OF VEHICLE UNDER BODY 
1550 VIEW OF VEHICLE UNDER BODY 
1551 VIEW OF VEHICLE UNDER BODY 
1552 VIEW OF TRANSAXLE SHIFT LINKAGE 
1554 VIEW OF TRANSAXLE SHIFT LINKAGE 
1555 VIEW OF TRANSAXLE SHIFT LINKAGE 
1556 VIEW OF ODOMETER 
1559 VIEW OF TRANSAXLE SHIFT CABLE 
1562 VIEW OF TRANS AXLE SHIFT LINKAGE 
1565 VIEW OF TRANSAXLE SHIFT CABLE 
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PRODUCT ALLEGATION RESOLUTION 

PRELIMINARY INSPECTION 
AUTOMATIC TRANSMISSION 

 Customer’s Name: { ___________________   Inspection Date:
 5/29/09 
 Vehicle Brand: SATURN Model: AURA  
 File # 71-725831888 VIN:  1G8ZV57767F  
  

Confidential GM/PAR  Rev 3/12/03 

 Mileage at Inspection:   56908_____________  Inspection Location: SATURN OF 
TALLAHASSEE 
     TALLAHASSEE, FLORIDA 
Inspector's phone number: 407-880-1258           Inspected By: TERRY DUNHAM - EAA 
       
Section 1                                           INSPECTION SUMMARY 
Briefly describe the customer’s allegation: 
    
MR. ALLEGES THAT HE HAD "JUST PULLED INTO A PARKING SPACE AND WAS PULLING FORWARD."  
THE CUSTOMER FURTHER ALLEGES THAT WHEN HE WAS IN THE PARKING SPACE "I SHIFTED MY CAR INTO 
PARK, THE DOORS DID NOT UNLOCK AS THEY NORMALLY DO, MY CAR DID NOT GO INTO PARK AND KEPT 
ROLLING FORWARD."  THE CUSTOMER FURTHER ALLEGES THAT "I THEN PUT MY CAR INTO REVERSE AND 
THEN BACK INTO PARK, AND THAT TIME THE TRANSMISSION WENT INTO PARK AND THE DOORS UNLOCKED 
AS THEY NORMALLY DO."  MR. FURTHER STATED THAT HIS CAR HAD FAILED TO PROPERLY 
ENGAGE THE PARK POSITION "SEVERAL DIFFERENT TIMES" AND THAT HE HAD TAKEN HIS VEHICLE INTO 
SATURN OF TALLAHASSEE "THREE OR FOUR TIMES" WITH THE CONCERN.  
_______________________________________________________________________________________________ 
{________________________________________________________________________________________________ 
{________________________________________________________________________________________________ 
{________________________________________________________________________________________________ 
{________________________________________________________________________________________________ 
       
Following the inspection, summarize the facts and observations:  
MR. TERRY BLANCHARD, THE SERVICE MANAGER AT SATURN OF TALLAHASSEE, STATED TO THE WRITER 
THAT HIS SERVICE DEPARTMENT HAD BEEN UNABLE TO DUPLICATE MR. CONCERN.   THE 
VEHICLE WAS STATICALLY CHECKED BY THE WRITER FOR PROPER OPERATION OF THE GEAR SELECTOR.  
THE SELECTOR WAS FOUND TO BE OPERATING NORMALLY.  THE VEHICLE’S BRAKES WERE STATICALLY 
CHECKED AND WERE ALSO FOUND TO BE OPERATING NORMALLY.  WITH THE ENGINE OFF, WITH BOOSTER 
VACUUM EXHAUSTED, AND WITH PRESSURE ON THE BRAKE PEDAL, THE ENGINE WAS RE STARTED.  THE 
BRAKE PEDAL WAS PULLED TOWARD THE FLOOR.  WITH THE BRAKE PEDAL DEPRESSED, THE BRAKES 
WERE FOUND TO BE CAPABLE OF HOLDING THE VEHICLE AT WIDE OPEN THROTTLE.  THE VEHICLE WAS 
ROAD TESTED WITH MR. BLANCHARD FOR A DISTANCE OF APPROXIMATELY THREE MILES.  THE 
TRANSMISSION SHIFTED NORMALLY AND THE BRAKES OPERATED NORMALLY.  DURING THE ROAD TEST 
THE TRANSMISSION WAS PLACED IN THE PARK POSITION WITH THE VEHICLE STATIONARY ON BOTH LEVEL 
SURFACES AND ON AN INCLINE.  THE TRANSMISSION WENT INTO THE PARK POSITION NORMALLY AND 
HELD THE VEHICLE NORMALLY.  BOSCH CDR EQUIPMENT WAS CONNECTED TO THE VEHICLE AND CDR 
DATA WAS SUCCESSFULLY DOWN LOADED.  CDR DATA INDICATES “EVENTS RECOVERED – NONE.”  SEE 
CDR DATA SENT WITH THIS REPORT.      
{________________________________________________________________________________________________ 
{________________________________________________________________________________________________ 
{________________________________________________________________________________________________ 
{________________________________________________________________________________________________ 
{________________________________________________________________________________________________ 
{________________________________________________________________________________________________ 
{________________________________________________________________________________________________ 
{________________________________________________________________________________________________ 
{________________________________________________________________________________________________ 
 
Section 2                                                 INTERVIEW - INCIDENT DETAILS 
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PRODUCT ALLEGATION RESOLUTION 

PRELIMINARY INSPECTION 
AUTOMATIC TRANSMISSION 

 Customer’s Name: { ___________________   Inspection Date:
 5/29/09 
 Vehicle Brand: SATURN Model: AURA  
 File # 71-725831888 VIN:  1G8ZV57767F  
  

Confidential GM/PAR  Rev 3/12/03 

1.  Name, address & phone number of person being interviewed: 
 TALLAHASSEE, FL 

{________________________________________________________________________________________________ 
{________________________________________________________________________________________________ 
 
Interview mode:  X By Telephone     In Person Interview date: 5/27/09 
Was a police/fire department report obtained?  Yes     X No 
Provide driver/claimant's complete description of incident. Do not paraphrase the customer’s words.  This is a very 
important section of the report.  Determine how familiar the customer is with the vehicle – drives it regularly, not the 
regular driver, is it just a recent acquisition, etc.?  Has this type of behavior been observed prior to this incident? MR. 

 ALLEGES THAT HE HAD "JUST PULLED INTO A PARKING LOT AND WAS PULLING FORWARD."  THE 
CUSTOMER FURTHER ALLEGES THAT WHEN HE WAS IN THE PARKING SPACE "I PUT MY CAR INTO PARK, 
THE DOORS DID NOT UNLOCK AS THEY NORMALLY DO, AND MY CAR KEPT ROLLING FORWARD."  THE 
CUSTOMER FURTHER ALLEGES THAT "I THEN PUT MY CAR INTO REVERSE AND THEN BACK INTO PARK, 
AND THE TRANSMISSION WENT INTO PARK AND THE DOORS UNLOCKED AS THEY NORMALLY DO."  MR. 

 FURTHER STATED THAT HIS CAR HAD FAILED TO PROPERLY ENGAGE THE PARK POSITION ON 
"SEVERAL DIFFERENT OCCASIONS" AND THAT HE HAD TAKEN HIS VEHICLE INTO SATURN OF 
TALLAHASSEE "THREE OR FOUR TIMES" WITH THE SAME CONCERN.  
_________________________________________________________________________________________________
______________________________________________________________________________________________ 
{________________________________________________________________________________________________ 
{________________________________________________________________________________________________ 
{________________________________________________________________________________________________ 
{________________________________________________________________________________________________ 
{________________________________________________________________________________________________ 
{________________________________________________________________________________________________ 
{________________________________________________________________________________________________ 
{________________________________________________________________________________________________ 
 
If the description of the incident provided by the driver does not include the following information, fill in all of the blanks in 
section 2A by questioning the driver. 
 
Section 2A                                                INTERVIEW-ADDITIONAL DETAIL  
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PRODUCT ALLEGATION RESOLUTION 

PRELIMINARY INSPECTION 
AUTOMATIC TRANSMISSION 

 Customer’s Name: ___________________   Inspection Date:
 5/29/09 
 Vehicle Brand: SATURN Model: AURA  
 File # 71-725831888 VIN:  1G8ZV57767F  
  

Confidential GM/PAR  Rev 3/12/03 

 Before the Incident At the Beginning* and During the 
Incident 

Transmission operation 
(normal, slips into gear, 
etc) 

NORMAL “THE TRANSMISSION SELECTOR WAS 
PLACED IN THE PARK POSITION AND 
IT DID NOT HOLD THE VEHICLE.” 

Transmission selector 
position 

NORMAL “THE TRANSMISSION SELECTOR WAS 
PLACED IN THE PARK POSITION AND 
IT DID NOT HOLD THE VEHICLE.” 

Engine operation 
(normal, surges, 
rough/fast idle, stalls, 
starts in gear, etc.) 

NORMAL NORMAL 

Brake operation (normal, 
fade, pull, grab, etc.) 

NORMAL NORMAL 

Warning lights/ 
messages displayed.  
Describe 

“THE TRACTION CONTROL LIGHT AND 
THE SERVICE AIR BAG LIGHT CAME 
ON.” 

“THE SERVICE AIR BAG LIGHT CAME 
ON WHILE I WAS GOING DOWN THE 
ROAD.” 

Unusual odors/smoke 
(from where?) 

NONE NONE 

Park brake function NORMAL NORMAL 
Other NONE NONE NONE 
* The beginning of the incident is the initiation of the sequence during which the incident occurred. 
 
Estimated vehicle speed: 1 MPH at the beginning of the incident. 
 
Incident occurred while: Starting, Accelerating, Reversing, Turning, Braking, Coasting, Driving normally     :    
   XX Parked, 
Describe what the driver did during the incident: APPLIED THE FOOT BRAKE AND SHIFTED INTO THE PARK 
POSITION 
 
Has this type of vehicle behavior ever occurred before? If “YES”, describe: YES.  THE OWNER ALLEGES THE SAME 
CONDITION OCCURRED “ON THREE OR FOUR OTHER OCCASIONS." 
______________________________________________________________________________________ 
 
Other comments or observations that have not been covered? NONE 
 
Driver’s physical description from interview, driver’s license or police report (include name, gender, height, weight, & 
disabilities ): MALE 
 
Drive length this trip:   Hrs. {__________  Min. 1 
 
Exact incident location: IN THE BEST BUY PARKING LOT AT TALLAHASSEE, FLORIDA. Exact incident date and time: 
5/24/09 @ 11:30 AM 
 
  Weather conditions & Visibility: CLEAR AND DRY Approximate Temp (oF): “LOW 80s” 
Road Surface:   Concrete     X Asphalt  Gravel     Crushed rock    Dirt 
Road Condition:  X Dry             Wet   Icy           Other: {___________________ 
Shoulder  Curb X: X Concrete     Asphalt  Gravel     Crushed rock    Dirt 
Shoulder/Curb Condition:  X Dry             Wet         Icy           Other: {___________________ 
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AUTOMATIC TRANSMISSION 

 Customer’s Name: ___________________   Inspection Date:
 5/29/09 
 Vehicle Brand: SATURN Model: AURA  
 File # 71-725831888 VIN:  1G8ZV57767F  
  

Confidential GM/PAR  Rev 3/12/03 

Any physical visual obstructions? NONE 
 
Where was the driver’s seat positioned during the incident?  (distance from brake pedal to front of seat): “ALL THE WAY 
TO THE REAR.” 
 
Describe the steering wheel (tilt) position during the incident: “MID POINT” 
 
If the vehicle is a truck or a car trailering cargo at the time of the incident, estimated total weight of cargo and trailer 
NONE (lbs) Load description: NONE 
  
 
Section 2B                                   INTERVIEW – AT BEGINNING & DURING THE INCIDENT 
  
Section 3    VEHICLE HISTORY 
1.  Did the owner purchase the vehicle X New  or   Used? Purchase Date: 2/2007 
 
2.  Prior related repairs  (date, description, etc.):  “I WAS INTO THE DEALERSHIP WITH THIS CONCERN THREE OR 
FOUR TIMES.” 
{________________________________________________________________________________________________ 
  
Repaired by: N/A 
{________________________________________________________________________________________________ 
  
3.  Repairs outside of warranty (what, when, by whom?): NEW TIRES WERE INSTALLED SEVERAL MONTHS AGO, 
NEW BRAKE PADS INSTALLED BY SEARS 5 MONTHS AGO. 
{________________________________________________________________________________________________ 
  
4.  Vehicle modifications or after-market equipment?  (e.g., add-on cruise control, hand controls for disabled persons, 
add-on air conditioning, radio, phone, tires, wheels, trailer hitch/wiring, trailer brake controller, hydraulic lines, alarm 
system, floor mats, aftermarket pedals, remote starter,  etc.). 
Item(s), date installed, and by whom (name, phone): 
NONE 
{________________________________________________________________________________________________ 
  
5.  Other vehicle history information (from person being interviewed or GM Warranty History): 
NONE 
{________________________________________________________________________________________________ 
      
Section 4    VEHICLE INSPECTION 
  
Take color photographs of the following and enter observations/comments on the form: 
The vehicle inspection documents the physical evidence via color photographs and written observations.  By recording 
your observations in the following section, you will be following a methodical inspection format. 
 
A.  Exterior: 

Front    Rear 
 Right side     Left side 
 VIN 
 Comments: NONE 
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PRODUCT ALLEGATION RESOLUTION 

PRELIMINARY INSPECTION 
AUTOMATIC TRANSMISSION 

 Customer’s Name: { ___________________   Inspection Date:
 5/29/09 
 Vehicle Brand: SATURN Model: AURA  
 File # 71-725831888 VIN:  1G8ZV57767F  
  

Confidential GM/PAR  Rev 3/12/03 

 
B.  Interior: 

Instrument panel & odometer 
 Comments: 
 

NONE 

C.  Underhood: 
Engine compartment   Transmission fluid level, condition (smell, color, etc) 
Transmission shift linkage 

Comments: TRANSMISSION FLUID LEVEL AND CONDITION WERE NORMAL. 
{________________________________________________________________________________________________ 
 
D.  Underbody: 

Scrapes or impact damage 
Bottom of transmission 

 
Comments: 
 

NONE 

E.  General Photos/information: 
 
Anything on vehicle which is after-market:  RADAR DETECTOR 
 
Anything on vehicle which is a modification (note tire sizes):  NO MODIFICATIONS WERE NOTED, TIRE SIZES WERE 
NORMAL. 
 
Anything on vehicle which is unusual, out-of-place, etc.:  NONE 
 
Other: NONE 
 
Are the tires/wheels the proper size for the vehicle? TIRES AND WHEELS WERE THE PROPER SIZE FOR THE 
VEHICLE. 
{________________________________________________________________________________________________ 
  
Other: NONE 
{________________________________________________________________________________________________ 
 
Section 5                                      SYSTEM INSPECTION     
  
Transmission Control 
 
Check transmission shift indicator alignment.  Record observations: TRANSMISSION SHIFT INDICATOR ALIGNMENT 
WAS NORMAL.   Do the shifter mechanical indications agree with the I/P display of transmission gear selection? X Yes   

 No 
 
 Record your observations and measurements for the sections and questions which relate to the incident and 
items which were inspected.  Write N/A for sections and questions unrelated to the customer allegation. 
 
Use the following table to identify what you did and what you found during the inspection. Identify the tests and test results 
if applicable.  Describe anything relevant to the allegation that is not in normal working condition, does not function 
properly or is a non production part. 
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PRELIMINARY INSPECTION 
AUTOMATIC TRANSMISSION 

 Customer’s Name: {   Inspection Date:
 5/29/09 
 Vehicle Brand: SATURN Model: AURA  
 File # 71-725831888 VIN:  1G8ZV57767F  
  

Confidential GM/PAR  Rev 3/12/03 

 OBSERVATIONS/TEST RESULTS 
Transmission mounting (normal, broken 
mounts, missing bolts, etc) 

NORMAL 

Transmission controls (normal, 
misaligned, position at inspection, 
binding etc.) 

NORMAL 

    
Transmission park mechanism (normal, 
etc.) 

NORMAL 

Transmission fluid level (hot, cold 
engine running?) and condition  

NORMAL 

Engine mounting/operation (normal, 
cracked mounts, missing bolts, rough 
operation, incorrect idle, stall speed 
etc.) 

NORMAL 

Throttle system (normal, misadjusted 
binding, TPS voltage at closed and 
WOT, etc.) 

NORMAL  

Brake system operation (normal, grabs, 
pulls, high pedal effort, excessive pedal 
travel, etc.) 

NORMAL 

Park brake function  NORMAL 
Other NONE NONE 
    
      
  
 
Using a "Tech 1/Tech 2" or other device, run a diagnostics check of the electronic module (ECM/PCM) and obtain a 
"Diagnostics" and "History"  printout, if possible (to be attached to the report).  Did "Diagnostics" check indicate anything 
unusual?  Describe any DTCs:  THE TECH 2 FOUND HISTORY CODE B0081 = PASSENGER PRESENCE SYSTEM 
NO SERIAL DATA RECEIVED.  NO OTHER DTC CODES WERE PRESENT IN THE VEHICLE. 
 
Other comments: NONE 
 
  
Brake System 
 
Statically test and operate the brake system.  Record observations (vacuum, fluid level, feel, pedal wear pattern, etc.): 
THE BRAKES HELD THE VEHICLE AT WIDE OPEN THROTTLE.  WITH THE ENGINE OFF, VACUUM IN THE 
BOOSTER EXHAUSTED, AND PRESSURE ON THE BRAKE PEDAL, THE ENGINE WAS RESTARTED.  THE BRAKE 
PEDAL WAS PULLED TOWARD THE FLOOR.  BRAKE FLUID LEVEL AND CONDITION WERE NORMAL.   (It may 
be necessary to refer to the Brake system inspection form for instructions.) 
 
Measure brake pedal travel from bottom of steering wheel with the engine “off”.  Deplete the booster by stroking the brake 
pedal until a hard pedal results.  Measure the distance from the lower edge of the steering wheel to the face of the brake 
pedal.  Then apply 70-80 lbs. of pedal force and measure the distance from the same point on the steering wheel to the 
same point on the brake pedal.  The difference between the two is the pedal travel.  The shop manual describes the exact 
pedal force and the specification for the pedal travel.  Record the pedal travel in inches. 1.25 INCHES 
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Note whether there is a wear pattern on the brake pedal and describe. MINOR WEAR IS SHOWING ON THE RIGHT 1/3 
OF THE BRAKE PEDAL. 
{________________________________________________________________________________________________ 
  
Other 
 
Did air bags(s) deploy during this incident?  Yes   X No  If yes, describe:  {___________________________________  
{________________________________________________________________________________________________  
 
If there was a collision involved, the Vetronix CDR should be used to download the SDM/DERM data to provide 
information concerning the incident.  If Pre-Crash data is available, it may be helpful in resolving the customer concern. 
 
Please note in the report whether the Vetronix CDR was used to download the data and provide a color copy of the CDR 
report.  The CDR electronic file should be included with the report materials sent to GM. 
 
Comment on the results of this download in the report summary. 
 
Inspect occupant restraints, seat belts, shoulder harnesses for those seating positions occupied during the incident.  
Record observations: THE DRIVER’S SEAT BELT LATCHED, UN LATCHED, AND LOCKED UP NORMALLY WHEN 
IT WAS JERKED SHARPLY.  
{________________________________________________________________________________________________  
 

OPERATIONAL TESTS 
 
Check the Brake Transmission Shift Interlock (BTSI) system as follows:  Turn the ignition key to the “On” position and 
attempt to move the transmission gear selector from Park to Reverse or Neutral.  Could the gear selector be moved?  
Yes   X No    If no, apply the brake and attempt to move the gear selector.  The BTSI system should prevent the driver 
from moving the gear selector from Park into any other transmission gear or neutral unless the brake pedal is depressed. 
 
Brake Transmission Shift Interlock (BTSI) system operation normal? X Yes    No  Record observations: 
{________________________________________________________________________________________________  
{________________________________________________________________________________________________  
 
Can the ignition key be removed from the lock cylinder with the transmission selector in any position other than Park? 

 Yes   X No  Record observations : NONE 
 
If possible, check idle speeds (see service manual for specific procedures). 
Warm, stable idle  828 RPM Fast idle speed (warm re-start) 824 RPM.  Record the throttle position and IAC counts 
using the Tech II diagnostic tool, if available.  Note any DTCs current or history.  THERE WERE NO CURRENT HISTORY 
CODES FOUND BY THE TECH 2. 
 
With the engine running, operate the accelerator system and, if possible, road test the vehicle. Record observations: 
 
Describe throttle feel: THROTTLE FEEL IS NORMAL. 
{________________________________________________________________________________________________ 
Describe engine speed as the throttle is opened and then closed.  Did the engine speed return to idle?: ENGINE SPEED 
WAS NORMAL AS THE THROTTLE WAS OPENED AND CLOSED.  THE ENGINE RETURNED TO IDLE WITH THE 
THROTTLE CLOSED. 
   
Describe shift indications: SHIFT INDICATIONS WERE NORMAL. 
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Describe braking performance: BRAKE PERFORMANCE WAS NORMAL. 
   
During the road test, set the cruise control and then disengage by applying the brake.  Does the cruise system disengage 
properly? X Yes    No 
 
Conduct the following tests with the vehicle in a safe area clear of obstructions for 200 ft.: 
 
Brake Torque Test – Hold left foot on the brake pedal with medium force (approx. 80 lbs.) with transmission in drive.  
Gradually apply full throttle with right foot.  Record observations and Tech II data during this test: 
THE BRAKES HELD THE VEHICLE AT WIDE OPEN THROTTLE.  
{________________________________________________________________________________________________  
 
Pedal Bridging Test – With vehicle in drive, bridge the right foot across accelerator and brake pedals and apply both 
pedals evenly.  Record observations and Tech II data during this test: 
THE PEDAL BRIDGING TEST WAS NORMAL.  
{________________________________________________________________________________________________  
 
If the customer alleges that the vehicle rolled while the transmission selector was in Park, attempt to replicate the 
customer’s allegation using the same or a similar grade condition.  Describe the results:  
WITH THE VEHICLE ON BOTH FLAT SURFACES AND ON INCLINES, THE TRANSMISSION WAS SHIFTED INTO 
PARK.  THE TRANSMISSION WENT INTO THE PARK POSITION AND HELD THE VEHICLE NORMALLY. 
 
 
 
 
 
Section 6                              SITE INSPECTION 
Carefully consider the facts in the case and then document the basis of your decision concerning whether to inspect the 
site of the incident.  General Motors prefers site inspections as noted on the assignment sheet.  If an inspection of the site 
is done, it is important to move quickly so that valuable information is not lost.  
NONE 
{________________________________________________________________________________________________ 
{________________________________________________________________________________________________ 
Site inspections can be very important in cases of this type.  Make every effort to determine the exact location of the 
incident.  Inspect the scene for tire marks, curb impacts, building or fence damage, etc.  If the vehicle was parked just 
prior to the incident, identify the position of the vehicle relative to the other vehicles, buildings, etc.  If possible, have the 
driver make a sketch showing the incident site.  Take color photographs and enter comments below.  If other significant 
vehicle or property damage occurred, take pictures of the damage and make notes as necessary.   
       
Comments:       
NONE  
{________________________________________________________________________________________________  
{________________________________________________________________________________________________  
{________________________________________________________________________________________________  
{________________________________________________________________________________________________  
{________________________________________________________________________________________________  
{________________________________________________________________________________________________  
{________________________________________________________________________________________________  
     
Section 7                                                   COMMENT OVERFLOW SHEET 
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Please use this page if needed for additional comments from the inspection form.  Please note the section and 
area the comments are continued from prior to each comment.       
 
NONE  
{________________________________________________________________________________________________  
{________________________________________________________________________________________________  
{________________________________________________________________________________________________  
{________________________________________________________________________________________________  
{________________________________________________________________________________________________  
  
Section 8                                                               OTHER REPORT INFORMATION 
 

  Check here if there was evidence of a “Fire-Related” event.   
According to NHTSA, “fire” means combustion or burning of material in or from a vehicle as evidenced 
by flame.  The term also includes, but is not limited to, thermal events and fire-related phenomena such 
as smoke, sparks or smoldering, but does not include events and phenomena associated with a normally 
functioning vehicle, such as combustion of fuel within an engine or exhaust from an engine. 
   

Attachments:  (Check all that apply) 
X  Photographs X  Data Downloads   Other Records 
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CDR File Information
User Entered VIN 1G8ZV57767F
User TERRY DUNHAM                                                    
Case Number 71-725831888                                                    
EDR Data Imaging Date Friday, May 29 2009                                             
Crash Date N/A                                                             
Filename 1G8ZV57767F173838.CDR
Saved on Friday, May 29 2009 at 12:52:35 PM 
Collected with CDR version Crash Data Retrieval Tool 3.1.1
Reported with CDR version Crash Data Retrieval Tool 3.1.1
EDR Device Type airbag control module
Event(s) recovered None

IMPORTANT NOTICE: Robert Bosch LLC recommends that the latest production release of Crash Data Retrieval software be 
utilized when viewing, printing or exporting any retrieved data from within the CDR program.  This ensures that the retrieved data has 
been translated using the most recent information including but not limited to that which was provided by the manufacturers of the 
vehicles supported in this product.

Data Limitations
Recorded Crash Events:
There are two types of recorded crash events.  The first is the Non-Deployment Event.  A Non-Deployment Event records data but 
does not deploy the air bag(s).  The minimum SDM Recorded Vehicle Velocity Change, that is needed to record a Non-Deployment 
Event, is five MPH.  A Non-Deployment Event contains Pre-Crash and Crash data.  The SDM can store up to one Non-Deployment 
Event.  This event can be overwritten by an event that has a greater SDM recorded vehicle velocity change.  This event will be 
cleared by the SDM, after approximately 250 ignition cycles.  This event can be overwritten by a second Deployment Event, referred 
to as Deployment Event #2, if the Non-Deployment Event is not locked.  The data in the Non-Deployment Event file will be locked, if 
the Non-Deployment Event occurred within five seconds of a Deployment Event.  A locked Non Deployment Event cannot be 
overwritten or cleared by the SDM.
The second type of SDM recorded crash event is the Deployment Event.  It also contains Pre-Crash and Crash data.  The SDM can 
store up to two different Deployment Events.  If a second Deployment Event occurs any time after the Deployment Event, the 
Deployment Event #2 will overwrite any non-locked Non-Deployment Event.  Deployment Events cannot be overwritten or cleared by 
the SDM.  Once the SDM has deployed an air bag, the SDM must be replaced.

Data:
-SDM Recorded Vehicle Velocity Change reflects the change in velocity that the sensing system experienced during the recorded 
portion of the event.  SDM Recorded Vehicle Velocity Change is the change in velocity during the recording time and is not the 
speed the vehicle was traveling before the event, and is also not the Barrier Equivalent Velocity.  For Deployment Events, the SDM 
will record 220 milliseconds of data after deployment criteria is met and up to 70 milliseconds before deployment criteria is met.  For 
Non-Deployment Events, the SDM can record up to the first 300 milliseconds of data after algorithm enable.  Velocity Change data is 
displayed in SAE sign convention.
-Maximum Recorded Vehicle Velocity Change is the maximum square root value of the sum of the squares for the vehicle’s 
combined “X” and “Y” axis change in velocity.
-Event Recording Complete will indicate if data from the recorded event has been fully written to the SDM memory or if it has been 
interrupted and not fully written.
-SDM Recorded Vehicle Speed accuracy can be affected by various factors, including but not limited to the following:
      -significant changes in the tire’s rolling radius
      -final drive axle ratio changes
      -wheel lockup and wheel slip
-Brake Switch Circuit Status indicates the open/closed state of the brake switch circuit.
-Pre-Crash data is recorded asynchronously.
-Pre-Crash Electronic Data Validity Check Status indicates “Data Invalid” if:
      -the SDM receives a message with an “invalid” flag from the module sending the pre-crash data
      -no data is received from the module sending the pre-crash data
      -no module is present to send the pre-crash data

-Driver’s and Passenger’s Belt Switch Circuit Status indicates the status of the seat belt switch circuit, except: The Passenger Belt 
Switch Circuit Status for 2005 vehicles is available only on the Cadillac STS.  The Passenger Belt Switch Circuit Status for 2006 
Chevrolet Cobalt Sport Coupe (AP) model vehicles, with the option package that includes Recaro brand seats (RPO ALV), always 
reports a default value of “Buckled,” because there is no passenger belt switch with the Recaro seat option.
-The Time Between Non-Deployment to Deployment Events is displayed in seconds.  If the time between the two events is greater 
than five seconds, “N/A” is displayed in place of the time.  If the value is negative, then the Deployment Event occurred first.  If the 
value is positive, then the Non-Deployment Event occurred first.
-If power to the SDM is lost during a crash event, all or part of the crash record may not be recorded.
-The ignition cycle counter relies upon the transitions through OFF->RUN->CRANK power-moding messages, on the GMLAN 
communication bus, to increment the counter.  Applying and removing of battery power to the module will not increment the ignition 
counter.
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-Steering Wheel Angle data is displayed as a positive value when the steering wheel is turned to the right and a negative value when 
the steering wheel is turned to the left, except for Cadillac STS model vehicles with StabiliTrak 3.0 systems (RPO JL7).  For Cadillac 
STS model vehicles with StabiliTrak 3.0 systems (RPO JL7), when the steering wheel is turned to the right, a negative value will be 
displayed and when the steering wheel is turned to the left, a positive value will be displayed.  The Steering Wheel Angle data is 
reported in 16 degree increments.

Data Source:
All SDM recorded data is measured, calculated, and stored internally, except for the following:
-Vehicle Status Data (Pre-Crash) is transmitted to the SDM, by various vehicle control modules, via the vehicle’s communication 
network.
-The Belt Switch Circuit is wired directly to the SDM. 
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Hexadecimal Data

Data that the vehicle manufacturer has specified for data retrieval is shown in the hexadecimal data section 
of the CDR report. The hexadecimal data section of the CDR report may contain data that is not translated 
by the CDR program.  The control module contains additional data that is not retrievable by the CDR 
system.

$01  00 03 00 00 2D 00 00 
$02  30 0D 10 00 00 00 00 
$03  06 00 00 00 00 00 00 
$04  02 00 00 00 00 00 00 
$05  00 00 00 00 00 00 00 
$06  00 0A 00 00 0A 50 06 
$07  00 69 00 00 00 00 00 
$08  00 FF 00 00 00 00 00 
$09  00 9A 95 00 00 00 00 
$0A  00 00 00 00 00 00 00 
$0B  3C 00 01 0F 00 00 00 
$0C  00 1D 00 00 00 00 00 
$0D  00 00 80 00 00 00 00 
$0E  00 00 00 00 00 00 00 
$0F  BF 80 00 00 00 00 00 
$10  47 38 5A 56 35 37 37 
$11  36 37 46 31 37 33 38 
$12  33 38 00 00 00 00 00 
$13  01 0D 43 00 00 00 00 
$14  06 88 9A B4 00 00 00 
$15  6D E7 C6 23 00 00 00 
$16  09 05 1D 10 35 02 00 
$17  03 03 02 03 02 02 00 
$18  02 02 00 00 00 07 07 
$19  03 03 00 00 00 00 00 
$1B  FF 30 00 67 00 7A 00 
$1C  FF 30 00 66 00 1A 00 
$1D  4F 4F 00 00 00 00 00 
$1E  4F 4F 00 4F 00 01 00 
$1F  33 C1 00 00 00 00 00 
$20  40 00 00 00 00 00 00 
$21  FF FF 00 00 50 00 00 
$22  00 A1 00 00 00 00 00 
$24  00 00 00 00 00 00 00 
$25  00 00 00 00 00 00 00 
$26  00 00 00 00 00 00 00 
$27  FF 00 FF 00 00 00 00 
$2A  00 00 00 00 00 00 00 
$2B  00 00 00 00 00 00 00 
$2D  00 00 00 00 00 00 00 
$2E  00 14 82 00 48 00 00 
$2F  4A FE 14 D2 00 00 00 
$30  9D 00 00 00 00 00 00 
$31  FF FF FF FF FF 80 00 
$32  F8 80 FF 80 00 00 00 
$33  FF FF FF FF FF 80 00 
$34  FF FF FF FF FF 80 00 
$35  FF FF FF FF FF 80 00 
$36  FF FF FF FF FF 80 00 
$37  F8 80 F8 0F 0F CA FE 
$38  FF 80 C0 80 FF C0 FC 
$39  FF FF FF FF FF 80 00 
$3A  FF FF FF FF FF 80 00 
$3B  7F 0F 1F 1F 3F 00 00 
$3C  FF FF FF FF FF FF C0 
$3D  FF FF FF FF FF FF 00 
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$3E  FF FF FF FF 00 00 00 
$3F  00 00 F0 00 00 00 00 
$40  E0 FF 00 00 00 00 00 
$41  F8 F8 90 00 00 00 00 
$42  80 FF FF FF FF 00 00 
$43  FF FF FF 00 00 00 00 
$44  FF FF FF FF FF FF 00 
$45  FF FF FF FF FF FF 00 
$46  FF FF FF FF FF FF 00 
$47  FF FF FF FF FF FF 00 
$48  FF FF FF FF FF FF 00 
$49  FF FF FF FF FF FF 00 
$4A  FF FF FF FF FF FF 00 
$4B  FF FF FF FF FF FF 00 
$4C  FF FF FF FF FF FF 00 
$4D  FF FF FF FF FF FF 00 
$4E  FF FF FF FF FF FF 00 
$4F  FF FF FF FF FF FF 00 
$50  FF FF FF FF FF FF 00 
$51  F0 00 00 F0 00 00 00 
$52  81 FF FF FF 00 00 00 
$53  FF FF FF 00 00 00 00 
$54  82 FF FF 00 00 00 00 
$55  FF FF FF FF FF FF 00 
$67  A0 FF 00 00 00 00 00 
$68  F8 F8 90 C0 00 00 00 
$69  80 FF FF FF FF 00 00 
$6A  FF FF FF 00 00 00 00 
$6B  FF FF FF FF FF FF 00 
$6C  FF FF FF FF FF FF 00 
$6D  FF FF FF FF FF FF 00 
$6E  FF FF FF FF FF FF 00 
$6F  FF FF FF FF FF FF 00 
$70  FF FF FF FF FF FF 00 
$71  FF FF FF FF FF FF 00 
$72  FF FF FF FF FF FF 00 
$73  FF FF FF FF FF FF 00 
$74  FF FF FF FF FF FF 00 
$75  FF FF FF FF FF FF 00 
$76  FF FF FF FF FF FF 00 
$77  FF FF FF FF FF FF 00 
$78  F0 00 00 F0 00 00 00 
$79  81 FF FF FF 00 00 00 
$7A  82 FF FF 00 00 00 00 
$7B  FF FF FF FF FF FF 00 

$01  41 55 31 37 30 36 52 36 32 30 35 33 32 47 36 48 
$02  41 02 28 F1 
$03  41 54 31 37 30 36 52 36 32 30 35 33 32 4A 33 57 
$04  41 02 28 F1 
$05  42 55 FF FF FF FF FF FF FF FF FF FF FF FF FF FF 
$06  FF FF FF FF 
$07  42 54 FF FF FF FF FF FF FF FF FF FF FF FF FF FF 
$08  FF FF FF FF 
$0D  41 48 31 35 35 34 52 36 32 32 37 31 32 50 34 35 
$0E  00 E7 0A B2 
$0F  41 4A 31 35 35 34 52 36 32 32 36 33 32 4E 54 44 
$10  00 E7 0A B2 
$13  42 52 37 35 32 34 44 31 36 32 36 38 30 4C 34 56 
$14  4B 18 00 41 
$17  42 54 FF FF FF FF FF FF FF FF FF FF FF FF FF FF 
$18  FF FF FF FF 
$21  37 35 E1 72 6B 50 91 9A 
$22  50 06 
$23  FA 5A FA FA FA FA FA 
$24  FA 5A FA FA FA FA FA 
$25  FA 5A FA FA FA FA FA 
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$26  FA 5A FA FA FA FA FA 
$40  00 00 
$41  FF 30 00 66 00 1A 
$42  D0 E4 
$43  00 00 8E 80 
$44  C6 08 00 FC C0 C0 
$45  07 01 07 01 05 01 
$46  00 0F 0F 64 64 
$47  0A 64 02 04 04 05 0A 06 04 0A 00 00 FA 00 00 FF 04 64 
$48  18 08 08 
$B0  58 
$B1  FD FE 00 
$B2  FF FF FF FF FF 
$B4  41 53 35 30 30 36 32 32 30 4D 44 30 20 20 20 20 
$B7  50 AA 01 0F 07 
$B8  43 54 69 09 21 
$C1  30 46 30 37 
$CA  30 46 30 37 
$CB  01 89 72 AE 
$CC  01 89 72 AE 
$D1  00 00 
$DB  00 00 
$DC  00 00 
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Disclaimer of Liability
The users of the CDR product and reviewers of the CDR reports and exported data shall ensure that data and information supplied is 
applicable to the vehicle, vehicle's system(s) and the vehicle ECU. Robert Bosch LLC and all its directors, officers, employees and 
members shall not be liable for damages arising out of or related to incorrect, incomplete or misinterpreted software and/or data. 
Robert Bosch LLC expressly excludes all liability for incidental, consequential, special or punitive damages arising from or related to 
the CDR data, CDR software or use thereof.
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October 27, 2011 
 
 

Tallahassee, FL  
 
 
Service request: 71-746463153 
VIN:  1G8ZV57767F
Customer Relationship Specialist: Brittany Bridges 
 
Dear Mr. : 
 
Thank you for your recent correspondence regarding your 2007 Saturn AURA.  We are sorry you 
are dissatisfied with your Saturn.  Our continued success depends upon the satisfaction our 
customers receive from their vehicles.    
 
We are concerned when we learn that a Saturn owner is dissatisfied with any phase of their 
experience with our product. 
 
This letter is to confirm your scheduled repair opportunity at N B W Llc located in Tallahassee, 
FL.  As per our conversation on Wednesday, August 05, 2009 this repair opportunity will take 
place on August 10, 2009 at 9:00 AMEST.  
 
If you have further questions, please contact our Saturn Customer Assistance Center at 1-800-
553-6000 Monday through Friday between 8:00 a.m. and 5:00 p.m., Eastern Time.  Please refer 
to your service request number above and any of our Customer Relationship Specialists will be 
happy to assist you. 
 
Thank you again for your correspondence.  We appreciate the opportunity to assist you in this 
matter. 
 
Sincerely, 
 
Saturn Customer Assistance Center 
 
 
LC0032 
V6272006
 



March 9, 2010 
 
Steven Kantrowitz, Esq. 
Kantrowitz & Phillippi 
1880 John F Kennedy Blvd Ste 1101 
Philadelphia, PA 19103 
 
 
RE: v. General Motors 

Service Request: 71-772682870 
2007 Saturn AURA 
Vehicle Identification Number: 1G8ZS57NX7F  
Customer Relationship Specialist: Shera  

 
 
Dear Mr. Kantrowitz: 
 
Enclosed please find a check in the amount of $4,500.00 made payable to Jennifer Pegues and 
David Gorberg and Associates to settle the above-referenced case. 
 
If you have further questions, please contact our Business Resource Center at 1-800-231-1841 
Monday through Friday between 8:00 a.m. and 5:00 p.m., Eastern Time.  Please refer to the 
service request number above and a Customer Relationship Specialist will be happy to assist 
you. 
 
Sincerely, 
 
General Motors 
 
 
 
LG0062 
V10132009
 





 
 
 

      VIA FAX ONLY 
November 13, 2009 
 
 
Laura Applegate, Esq. 
David J Gorberg & Associates 
32 Parking Plz Ste 700 
Ardmore, PA 19003 
 
RE:  
 Service Request: 71-772682870 

2007 Saturn AURA 
 Vehicle Identification Number: 1G8ZS57NX7F
 Customer Relationship Specialist: Otisha  
 
Dear Ms. Applegate: 
 
After careful research and evaluation of the above case by General Motors, our research indicates the 
following facts that lead to the denial of your request: 
 

♦ We have factually investigated this matter and at this time have concluded that General Motors 
has fulfilled its obligations as contained in its written limited warranty. 

 
General Motors would like to assist you in addressing any outstanding concerns in accordance with the 
terms of the existing warranty coverage.  Should subsequent factual developments warrant, we would be 
willing to consider a renewed request for assistance. 
 
If you have further questions, please contact our Business Resource Center at 1-800-231-1841 Monday 
through Friday between 8:00 a.m. and 5:00 p.m., Eastern Time.  Please refer to the service request 
number above and a Customer Relationship Specialist will be happy to assist you. 
 
Sincerely, 
 
General Motors 
 
cc:  FILE 
 
 
LG0007 
V10142009 
 
 







 

 

PRIVILEGED & CONFIDENTIAL - PREPARED FOR COUNSEL 
BRC CASE ASSESSMENT  

 
Latest Revision Date:  

 
 

All Fields Are Required 
(Do not delete or modify any sections of this form)  
 
SR: 71-772682870 GM Legal File / BBB Case No.:  N/A 
By: Rachal Ross (Legal Research) Negotiator: Otisha Lloyd 
 
Customer Last Name:
Only customer's last name to be recorded. Do not include first name. 

State: PA 
 

Vehicle ID No.:  
1G8ZS57NX7  

In Service Date: 
7/7/2007 

Vehicle Purchased: 
NEW 

BAC Code: 
121771 
 

Year, Make & Model: 2007 Saturn AURA Vehicle Purchased Used on: N/A 
  
 

Current Mileage: 30,247 miles Dealer Name : Saturn of West Liberty 
Avenue 

Sale Type: Purchase x    
 

CAM Name: Craig Joseph 
Phone Number: 914-244-6130 
 

Lien holder:   GMAC x      DVM Name: Martin C. Crocker 
Phone/Cell Number: 603-726-6221 
 

Purchase Price of Vehicle: $ 24889.00  

Was TAC contacted for this vehicle (Y/N)? :  Yes 
 

DVM requests involvement?: No 
response  

 
Attorney Involvement: David J. Gorberg (David J. Gorberg & 
Associates, PC) 
Phone Number : 215-665-7660 
Fax Number : 215-563-8738 
 

 
Service Manager Name: Ted Gebadlo 
Phone Number : 412-572-7000 
 
 

Are there additional field personnel involved? If Yes, List the name, including role (DVM, DSM, etc.) 
and phone number. Repeat as necessary. 
N/A 
 
Are there additional dealerships involved? If Yes, List the dealership name, contact name, and phone 
number. Repeat as necessary. 
Saturn of West Liberty Avenue, FOM, Ted Gebadlo, PH 412-572-7000 (selling) 
Saturn of Pleasant Hills, FOM, Dan Parise, PH 412-469-4000 
 

 
 

If TAC was contacted, what did they say? (Include TAC case #) 
FOM, Ted Gebadlo (Saturn of West Liberty Avenue) contacted TAC regarding the radio; was 
advised to replace the switch on steering wheel; there was no TAC CASE #. 
 
If TAC was NOT contacted, why?  (Ask Dealership) DVM/DSM MUST be notified if TAC has not been involved, 
regardless of dealership explanation. 
N/A 



 

 

 
DVM/DSM Notified Regarding TAC Involvement? N/A 
VEHICLE REPAIR HISTORY: 
Throughout the entire form, use an asterisk (*) if day(s) out of service are already counted in another 
category. 
 
x Verified: Once completed, please enter an “X” in this box to verify that the following 
listing has been compared to GMVIS for accuracy.  
 
x Verified: Once completed, please enter an “X” in this box to verify that the following 
listing has been compared to GWM for accuracy.  
 
 
PLACE A CHECKMARK IN THE BOX FOR THE PRIMARY CONCERN(S) AND BOLD THE REPAIR ORDER 
INFORMATION. BASED ON REPAIR ORDERS AND CUSTOMER/PLAINTIFF DEMAND.  USE “N/A” IF THERE 
WERE NO REPAIRS FOR THE COMPONENT GROUP. 
 

 Brakes 
       

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

10/10/20
09 

109557
1 

* 29514 (Saturn of Pleasant Hills) 
C/S brakes pulsate / Verified unsafe brake pulsation on road test – 
inspected brake system and found excessive run out on both front disc 
brake rotors – refinished both front rotors. 
 
C/S brakes pulsate / Verified unsafe brake pulsation on road test – 
inspected brake system and found excessive run out on both rear disc 
brake rotors – machined both rear rotors and road tested ok. 

 
 Engine/Fuel/Exhaust 

       

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

8/29/200
9 

146513 * 28335 (Saturn of West Liberty Avenue) 
C/S speedometer quit working / COULD NOT DUPLICATE 
CUSTOMER’S CONCERN. 

 
 Restraints 

       

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

8/29/200
9 

146513 * 28335 (Saturn of West Liberty Avenue) 
Line 3 
C/S air-bag light on / No/bad communication – upon inspection Tech 
found B0081 showing passenger system invalid – Tech replaced sensor 
and rechecked – all good at this time. 
 
C/S passenger air-bag light inoperative / Related to Line 3 (above) 

 
 Steering 

       

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

10/10/09 109557
1 

* 29514 (Saturn of Pleasant Hills) 
C/S knock in steering when turning / Verified knock in steering - traced to 
faulty intermediate steering shaft – replaced shaft and road tested ok. 
Intermediate steering shaft replacement. 

     
  *  C/S power steering leak / Verified power steering fluid leaking from seal at 

bottom of steering gear – replaced steering gear and reset toe. Gear 



 

 

assembly, power steering – replace. 
 
 

 Transmission 
       

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

8/29/09 146513 * 28335 (Saturn of West Liberty Avenue) 
C/S transmission engaging harsh into gear / Tech COULD NOT 
DUPLICATE CUSTOMER’S CONCERN. 

     
10/10/09 109557

1 
* 29514 (Saturn of Pleasant Hills) 

C/S at times on acceleration from dead stops, car won’t shift; then shifts 
real hard into 2nd / UNABLE TO VERIFY CONCERN AT THIS TIME – 
transmission diagnostics – NO PROBLEM FOUND. 

     
10/26/09 109575

0 
* 30020 (Saturn of Pleasant Hills) 

C/S at times shifting from 1st to 2nd car bangs into gear / UNABLE TO 
VERIFY CUSTOMER CONCERN after road testing with customer and 
checking for codes – no codes found – road tested again after sitting 
overnight – OPERATING AS DESIGNED AT THIS TIME. 

     
11/3/09 109582

8 
? 30247 Saturn of Pleasant Hills 

Global Warranty: Cable Shaft Control replace. 
 

 Body/Trim 
       

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

9/17/200
9 

146721 1 28845 (Saturn of West Liberty Avenue) 
C/S passenger rocker panel warped / Interior – warp/wavy/wrinkle – 
check and replace molding and retest – ok. 

 
 Electrical 

       

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

8/29/200
9 

146513 4 28335 (Saturn of West Liberty Avenue) 
C/S volume control inoperative / COULD NOT DUPLICATE 
CUSTOMER’S CONCERN. 

- 4 days courtesy transportation 
     
9/17/200
9 

146721 * 28845 (Saturn of West Liberty Avenue) 
C/S radio control spike at times / Check and found steering wheel radio 
control button sticking – ordered buttons. 

     
10/10/20
09 

109557
1 

4 29514 (Saturn of Pleasant Hills) 
C/S only volume down radio button on steering wheel works / Verified 
switch will only lower volume – replaced steering wheel volume control 
switch – retested ok. 

- 4 days courtesy transportation 
     
  *  C/S reads check TI instead of check TIRES / Ordered new speedo cluster – 

parts on order. 
 
C/S at times speedo sticks on zero then flip flops; falls to zero stopping / 
Ordered cluster. 

     
10/26/20
09 

109575
0 

3 30020 (Saturn of Pleasant Hills) 
C/S shows check TI instead of check TIRES; SOP / Verified dash display 



 

 

shows check TI instead of saying check TIRES – traced to faulty 
instrument display – replaced and reprogrammed instrument cluster – 
retested ok – loaner provided while vehicle is in for repairs VIN # 
2G1WT75K291142303. 
Instrument cluster replacement. 

- 3 days courtesy transportation 
 

 Wheel/Tires 
       

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

2/05/200
8 

139270  N/A 8068 (Saturn of West Liberty Avenue) 
C/S RR tire loose air / Mount and balance 1 tire – right rear – blown out. 
(non-warranty) 

     
8/29/200
9 

146513 * 28335 (Saturn of West Liberty Avenue) 
C/S low tire pressure light on / Upon inspection Tech found LR at 20 and 
the other three tires at 45 – Tech adjusted tire pressure and reset sensors. 

 
 
Important: SES light is to be captured under affected component above. 



 

 

 
ACCIDENT / INSURANCE INFORMATION: 
Repeat as necessary 
 
Has the vehicle ever been involved in an accident? (Y or N) N 
Did you confirm your answer with the dealer/Customer (if 
ADR)/attorney (if Legal)? (Y or N) 

Y 

What type of damage was sustained (example: front end collision)?  
N/A 

 
Are the RO's attached if the vehicle was in an accident? (Y or N) N/A 
Has the customer filed any insurances claims on this Vehicle? (Y or N) N/A 
If Yes obtain the following information below  
   
Insurance Company:  N/A 
   
Insurance Rep :  N/A 
(First and Last Name) 
 

  

Phone #  N/A 
   
Claim Made? (Y or N):  N/A 
   
Claim Status:  N/A 
Pending/Denied/NA 
 

  

Claim #  N/A 
  
Did Insurance Company refer customer to GM? (Y or N)   N/A 
  
If Yes. Did the insurance company deny the claim? (Y or N) N/A 
 
AFTERMARKET MODIFICATIONS:  
Are there any Aftermarket Modifications to the Vehicle? (Y or N) N 
 
If “Yes” to aftermarket, please list: 
Be sure to note retailer installed or third party installed as well as date and mileage if 
known. Repeat as necessary. Include the name of the third party installer. 

 

N/A 

 
Have you confirmed modification with the dealership? (Y or N) Y 
 
PERTINENT FACTS FROM All SR’s RELATED TO THIS VIN: 
Concern:  Speedometer/Volume Controls randomly Inoperative  - 71-755087304 CAC 
Date & Offer/Result:  opened 9/2/2009 – Pending goodwill 
 
Concern: {TEXT} 
Date & Offer/Result: {TEXT} 
 
Concern: {TEXT} 
Date & Offer/Result: {TEXT} 



 

 

 
BBB PROGRAM SUMMARY ASSESSMENT: 
(Note: This section only applicable for ADR cases) 
 
What State is BBB Case Filed In? {State} 
 
What is the customer eligible for based on the BBB Program Eligibility Guidelines and 
the specific states lemon law requirements for meeting presumption? (Explain in Detail) 
 
Unique GM Program Summary Requirements for Repurchase/Replacement in Applicable State: 
{Eligibility Detail} 

 
 
Unique GM Program Summary Requirements for Repairs/Reimbursement for Past Repairs in 
Applicable State: 
{Eligibility Detail} 

 



 

 

 
Customer/Plaintiff Seeks: 
None specified in the demand letter. 
 
Customer/Plaintiff Theory:  
Describe customer’s theory of case from Demand and CAC notes (if applicable), include any specific 
allegations regarding # of repair visits, days out of service, or specific alleged violations. 
Claiming relief under the Pennsylvania Automobile Lemon Law Act, Magnuson-Moss Warranty Act, 
Uniform Commercial Code, and The Unfair Trade Practices due to defects in the transmission and 
electrical system. 
 
Note: This section only applicable for Legal cases 
Is Lemon Law Pled/Alleged?: Yes 

 
Under what State? PA` 

 
Claimed Presumptive? Yes 

 
Does Purchase Qualify? Yes 

 
If not, why? N/A 

 
 

State Presumption Is: 
# of Visits for a Non-Conformity? 3 or more # of Days out of Service? 30 or more 
# of visits for a Safety Complaint? N/A # of Visits Total? N/A 
Must Complaint Continue to Exist? Yes Final Repair/Arbitration Required? No 
Time Period for filing a Claim? 12/12  

 
 

 
Vehicle Service History (During Presumptive Period) is: 

# of Visits for a Non-Conformity? 0 # of Days out of Service? 0 
# of visits for a Safety Complaint? N/A # of Visits Total? N/A 
Complaint appears to Continue? No 

 
Final Repair/Arbitration Complete? N/A 

 
 
Does History appear Presumptive: No 

 
 

Vehicle Service History (During Limited Warranty Period) is: 
# of Visits for a Non-Conformity? 1 brakes, 1 

engine, 1 
restraints, 1 
steering, 4 
trans 
(3NPF),1 
body & trim, 
3 electrical 

# of Days out of Service? 12 

# of visits for a Safety Complaint? N/A # of Visits Total? N/A 
Must Complaint Continue to Exist? N/A 

 
Final Repair or Arbitration Req’d? N/A 

 
 
Related Repairs beyond NVLW: No 
Customer Pay? N/A If no, identify responsible party: N/A 
Additional Days out of Service? N/A Additional # of Repair Visits? N/A 
 
Other Considerations: No 



 

 

Outcome/Findings of Arb/Final Repair:  
Prior Goodwill/reimbursement: N/A  
Out of Pocket Expenses: N/A  
 



 

 

 
RECOMMENDATION AND RATIONALE: 
Reminder: This section must reflect the data and evaluations above. Take into consideration Field and Service 
Manager information and recommendations. 
 
Pertinent vehicle information provided by DVM/DSM/CAM:  
None 

Pertinent vehicle information provided by dealer Service Manager: 
11/03/09 
FOM, Ted Gebadlo (Saturn of West Liberty Avenue) states dealer CND the trans concern; 
shift hard from 1st to 2nd gear; 3 complaints on trans concerns; the same concern. 
The electrical concerns pertain to the radio, speedometer inoperative, air-bag light on; 
volume button inoperative; no repeat repairs. 
 
TAC? Y about the radio; TAC advised to replace switch on steering wheel; no TAC #; just a 
quick call. 
 
Identify at least three main strengths of the customer’s case? 
Vehicle in three times for electrical and four times for the transmission. 
Vehicle still under warranty. 
 
Identify at least three main weaknesses of the customer’s case? 
All concerns with the vehicle began late in mileage at 28,335 miles. 
Majority of concerns were singular or could not be duplicated. 
No out of pocket expense for the customer. 
Are there any considerations to be made under other applicable laws? (Explain in detail) 
None 

Recommendation: 
Recommendation is for a denial. However, could warrant cash of $2900-3900 due to fourth actual 
repair in the transmission. 
 
Removed to LC and settled for $4500 due to transmission issues. 
Rationale: 
It does not appear that the vehicle meets presumption with no days out or repair attempts during 
the period parameters. The concerns outlined in the demand letter include defective transmission 
and electrical. In the transmission the vehicle was in three times and there was no problem found 
with the vehicle, however as recently as 11/03/09 there was a minor repair performed to replace 
the shift control cable. In the electrical the vehicle was in three times, however the concerns were 
for different concerns and were minor repairs. Twice the part was ordered and then put in on the 
next repair. All other concerns with vehicle again began late in miles, were singular, and have been 
resolved since 10/10/09. 
Settlement/Defense Strategy: 

All concerns with the vehicle began late in mileage at 28,335 miles. 
Majority of concerns were singular or could not be duplicated. 
No out of pocket expense for the customer. 
 



 

 

 
HISTORY OF SETTLEMENT DISCUSSIONS – Applicable for Legal Cases Only 

Record all recommendation throughout the life of the case. Each offer or counter offer should be recorded in order to review case 
progression. 
*Trade Repurchase offers should specify Trade Retail, Trade Collateral, or Trade New Finance. 
*Add additional lines for additional offers/counter offers. 
Plaintiff’s Original Demand: 
Amount to Plaintiff/Atty: $0/$0 
Inclusive Offer: $0 

 

Settlement Type: 
N/A 

Date: N/A 
N/A 

CRS Intial Offer: 
Amount to Plaintiff/Atty:  
Inclusive Offer: $4500 
  

 

Settlement Type: 
Cash 

Date: 3/9/10 
Accepted 

Plaintiff Counter:: 
Amount to Plaintiff/Atty: ${Amount}/${Amount} 
Inclusive Offer: ${Amount} 

 

Settlement Type: 
{Goodwill Type} 

Date: 
{mm/dd/yy} 

{Accepted / Countered} 

CRS Counter: 
Amount to Plaintiff/Atty: ${Amount}/${Amount} 
Inclusive Offer: ${Amount} 

 

Settlement Type: 
{Goodwill Type} 

Date: 
{mm/dd/yy} 

{Accepted / Countered} 

PLAINTIFF Final Offer: 
Amount to Plaintiff/Atty: ${Amount}/${Amount} 
Inclusive Offer: ${Amount} 

 

Settlement Type: 
{Goodwill Type} 

Date: 
{mm/dd/yy} 

{Accepted / Declined} 

CRS Final Offer: 
Amount to Plaintiff/Atty: ${Amount}/${Amount} 
Inclusive Offer: ${Amount} 

 

Settlement Type: 
{Goodwill Type} 

Date: 
{mm/dd/yy} 

{Accepted / Declined} 



 

 

   
HISTORY OF SETTLEMENT DISCUSSIONS – Applicable for ADR Cases Only 
Record all recommendation throughout the life of the case. Each offer or counter offer should be recorded in order to review case 
progression. 
*Trade Repurchase offers should specify Trade Retail, Trade Collateral, or Trade New Finance. 
*Add additional lines for additional offers/counter offers. 
Recommendation of CRS: Arbitrate case:       Settle case:         
Settlement Type: {GW/Repurchase/Repair} Attorney Fees (if applicable): 

${Amount} 
 

Recommendation of Field: Arbitrate case:       Settle case:         
Settlement Type: {GW/Repurchase/Repair} 

 
Attorney Fees (if applicable): 
${Amount} 

Final Decision: Arbitrate case:       Settle case:         
Settlement Type: {GW/Repurchase Repair} Attorney Fees (if applicable): 

${Amount} 
 

   
TEAM LEAD APPROVING: {Name} Date:{mm/dd/yy} 

 



 

 

 

 

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. 







 

 

PRIVILEGED & CONFIDENTIAL - PREPARED FOR COUNSEL 
BRC CASE ASSESSMENT  

 
Latest Revision Date:  

 
 

All Fields Are Required 
(Do not delete or modify any sections of this form)  
 
SR: 71-772682870 GM Legal File / BBB Case No.:  N/A 
By: Rachal Ross (Legal Research) Negotiator: Otisha Lloyd 
 
Customer Last Name:  
Only customer's last name to be recorded. Do not include first name. 

State: PA 
 

Vehicle ID No.:  
1G8ZS57NX7F  

In Service Date: 
7/7/2007 

Vehicle Purchased: 
NEW 

BAC Code: 
121771 
 

Year, Make & Model: 2007 Saturn AURA Vehicle Purchased Used on: N/A 
  
 

Current Mileage: 30,247 miles Dealer Name : Saturn of West Liberty 
Avenue 

Sale Type: Purchase x    
 

CAM Name: Craig Joseph 
Phone Number: 914-244-6130 
 

Lien holder:   GMAC x      DVM Name: Martin C. Crocker 
Phone/Cell Number: 603-726-6221 
 

Purchase Price of Vehicle: $ 24889.00  

Was TAC contacted for this vehicle (Y/N)? :  Yes 
 

DVM requests involvement?: No 
response  

 
Attorney Involvement: David J. Gorberg (David J. Gorberg & 
Associates, PC) 
Phone Number : 215-665-7660 
Fax Number : 215-563-8738 
 

 
Service Manager Name: Ted Gebadlo 
Phone Number : 412-572-7000 
 
 

Are there additional field personnel involved? If Yes, List the name, including role (DVM, DSM, etc.) 
and phone number. Repeat as necessary. 
N/A 
 
Are there additional dealerships involved? If Yes, List the dealership name, contact name, and phone 
number. Repeat as necessary. 
Saturn of West Liberty Avenue, FOM, Ted Gebadlo, PH 412-572-7000 (selling) 
Saturn of Pleasant Hills, FOM, Dan Parise, PH 412-469-4000 
 

 
 

If TAC was contacted, what did they say? (Include TAC case #) 
FOM, Ted Gebadlo (Saturn of West Liberty Avenue) contacted TAC regarding the radio; was 
advised to replace the switch on steering wheel; there was no TAC CASE #. 
 
If TAC was NOT contacted, why?  (Ask Dealership) DVM/DSM MUST be notified if TAC has not been involved, 
regardless of dealership explanation. 
N/A 



 

 

 
DVM/DSM Notified Regarding TAC Involvement? N/A 
VEHICLE REPAIR HISTORY: 
Throughout the entire form, use an asterisk (*) if day(s) out of service are already counted in another 
category. 
 
x Verified: Once completed, please enter an “X” in this box to verify that the following 
listing has been compared to GMVIS for accuracy.  
 
x Verified: Once completed, please enter an “X” in this box to verify that the following 
listing has been compared to GWM for accuracy.  
 
 
PLACE A CHECKMARK IN THE BOX FOR THE PRIMARY CONCERN(S) AND BOLD THE REPAIR ORDER 
INFORMATION. BASED ON REPAIR ORDERS AND CUSTOMER/PLAINTIFF DEMAND.  USE “N/A” IF THERE 
WERE NO REPAIRS FOR THE COMPONENT GROUP. 
 

 Brakes 
       

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

10/10/20
09 

109557
1 

* 29514 (Saturn of Pleasant Hills) 
C/S brakes pulsate / Verified unsafe brake pulsation on road test – 
inspected brake system and found excessive run out on both front disc 
brake rotors – refinished both front rotors. 
 
C/S brakes pulsate / Verified unsafe brake pulsation on road test – 
inspected brake system and found excessive run out on both rear disc 
brake rotors – machined both rear rotors and road tested ok. 

 
 Engine/Fuel/Exhaust 

       

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

8/29/200
9 

146513 * 28335 (Saturn of West Liberty Avenue) 
C/S speedometer quit working / COULD NOT DUPLICATE 
CUSTOMER’S CONCERN. 

 
 Restraints 

       

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

8/29/200
9 

146513 * 28335 (Saturn of West Liberty Avenue) 
Line 3 
C/S air-bag light on / No/bad communication – upon inspection Tech 
found B0081 showing passenger system invalid – Tech replaced sensor 
and rechecked – all good at this time. 
 
C/S passenger air-bag light inoperative / Related to Line 3 (above) 

 
 Steering 

       

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

10/10/09 109557
1 

* 29514 (Saturn of Pleasant Hills) 
C/S knock in steering when turning / Verified knock in steering - traced to 
faulty intermediate steering shaft – replaced shaft and road tested ok. 
Intermediate steering shaft replacement. 

     
  *  C/S power steering leak / Verified power steering fluid leaking from seal at 

bottom of steering gear – replaced steering gear and reset toe. Gear 



 

 

assembly, power steering – replace. 
 
 

 Transmission 
       

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

8/29/09 146513 * 28335 (Saturn of West Liberty Avenue) 
C/S transmission engaging harsh into gear / Tech COULD NOT 
DUPLICATE CUSTOMER’S CONCERN. 

     
10/10/09 109557

1 
* 29514 (Saturn of Pleasant Hills) 

C/S at times on acceleration from dead stops, car won’t shift; then shifts 
real hard into 2nd / UNABLE TO VERIFY CONCERN AT THIS TIME – 
transmission diagnostics – NO PROBLEM FOUND. 

     
10/26/09 109575

0 
* 30020 (Saturn of Pleasant Hills) 

C/S at times shifting from 1st to 2nd car bangs into gear / UNABLE TO 
VERIFY CUSTOMER CONCERN after road testing with customer and 
checking for codes – no codes found – road tested again after sitting 
overnight – OPERATING AS DESIGNED AT THIS TIME. 

     
11/3/09 109582

8 
? 30247 Saturn of Pleasant Hills 

Global Warranty: Cable Shaft Control replace. 
 

 Body/Trim 
       

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

9/17/200
9 

146721 1 28845 (Saturn of West Liberty Avenue) 
C/S passenger rocker panel warped / Interior – warp/wavy/wrinkle – 
check and replace molding and retest – ok. 

 
 Electrical 

       

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

8/29/200
9 

146513 4 28335 (Saturn of West Liberty Avenue) 
C/S volume control inoperative / COULD NOT DUPLICATE 
CUSTOMER’S CONCERN. 

- 4 days courtesy transportation 
     
9/17/200
9 

146721 * 28845 (Saturn of West Liberty Avenue) 
C/S radio control spike at times / Check and found steering wheel radio 
control button sticking – ordered buttons. 

     
10/10/20
09 

109557
1 

4 29514 (Saturn of Pleasant Hills) 
C/S only volume down radio button on steering wheel works / Verified 
switch will only lower volume – replaced steering wheel volume control 
switch – retested ok. 

- 4 days courtesy transportation 
     
  *  C/S reads check TI instead of check TIRES / Ordered new speedo cluster – 

parts on order. 
 
C/S at times speedo sticks on zero then flip flops; falls to zero stopping / 
Ordered cluster. 

     
10/26/20
09 

109575
0 

3 30020 (Saturn of Pleasant Hills) 
C/S shows check TI instead of check TIRES; SOP / Verified dash display 



 

 

shows check TI instead of saying check TIRES – traced to faulty 
instrument display – replaced and reprogrammed instrument cluster – 
retested ok – loaner provided while vehicle is in for repairs VIN # 
2G1WT75K291  
Instrument cluster replacement. 

- 3 days courtesy transportation 
 

 Wheel/Tires 
       

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

2/05/200
8 

139270  N/A 8068 (Saturn of West Liberty Avenue) 
C/S RR tire loose air / Mount and balance 1 tire – right rear – blown out. 
(non-warranty) 

     
8/29/200
9 

146513 * 28335 (Saturn of West Liberty Avenue) 
C/S low tire pressure light on / Upon inspection Tech found LR at 20 and 
the other three tires at 45 – Tech adjusted tire pressure and reset sensors. 

 
 
Important: SES light is to be captured under affected component above. 



 

 

 
ACCIDENT / INSURANCE INFORMATION: 
Repeat as necessary 
 
Has the vehicle ever been involved in an accident? (Y or N) N 
Did you confirm your answer with the dealer/Customer (if 
ADR)/attorney (if Legal)? (Y or N) 

Y 

What type of damage was sustained (example: front end collision)?  
N/A 

 
Are the RO's attached if the vehicle was in an accident? (Y or N) N/A 
Has the customer filed any insurances claims on this Vehicle? (Y or N) N/A 
If Yes obtain the following information below  
   
Insurance Company:  N/A 
   
Insurance Rep :  N/A 
(First and Last Name) 
 

  

Phone #  N/A 
   
Claim Made? (Y or N):  N/A 
   
Claim Status:  N/A 
Pending/Denied/NA 
 

  

Claim #  N/A 
  
Did Insurance Company refer customer to GM? (Y or N)   N/A 
  
If Yes. Did the insurance company deny the claim? (Y or N) N/A 
 
AFTERMARKET MODIFICATIONS:  
Are there any Aftermarket Modifications to the Vehicle? (Y or N) N 
 
If “Yes” to aftermarket, please list: 
Be sure to note retailer installed or third party installed as well as date and mileage if 
known. Repeat as necessary. Include the name of the third party installer. 

 

N/A 

 
Have you confirmed modification with the dealership? (Y or N) Y 
 
PERTINENT FACTS FROM All SR’s RELATED TO THIS VIN: 
Concern:  Speedometer/Volume Controls randomly Inoperative  - 71-755087304 CAC 
Date & Offer/Result:  opened 9/2/2009 – Pending goodwill 
 
Concern: {TEXT} 
Date & Offer/Result: {TEXT} 
 
Concern: {TEXT} 
Date & Offer/Result: {TEXT} 



 

 

 
BBB PROGRAM SUMMARY ASSESSMENT: 
(Note: This section only applicable for ADR cases) 
 
What State is BBB Case Filed In? {State} 
 
What is the customer eligible for based on the BBB Program Eligibility Guidelines and 
the specific states lemon law requirements for meeting presumption? (Explain in Detail) 
 
Unique GM Program Summary Requirements for Repurchase/Replacement in Applicable State: 
{Eligibility Detail} 

 
 
Unique GM Program Summary Requirements for Repairs/Reimbursement for Past Repairs in 
Applicable State: 
{Eligibility Detail} 

 



 

 

 
Customer/Plaintiff Seeks: 
None specified in the demand letter. 
 
Customer/Plaintiff Theory:  
Describe customer’s theory of case from Demand and CAC notes (if applicable), include any specific 
allegations regarding # of repair visits, days out of service, or specific alleged violations. 
Claiming relief under the Pennsylvania Automobile Lemon Law Act, Magnuson-Moss Warranty Act, 
Uniform Commercial Code, and The Unfair Trade Practices due to defects in the transmission and 
electrical system. 
 
Note: This section only applicable for Legal cases 
Is Lemon Law Pled/Alleged?: Yes 

 
Under what State? PA` 

 
Claimed Presumptive? Yes 

 
Does Purchase Qualify? Yes 

 
If not, why? N/A 

 
 

State Presumption Is: 
# of Visits for a Non-Conformity? 3 or more # of Days out of Service? 30 or more 
# of visits for a Safety Complaint? N/A # of Visits Total? N/A 
Must Complaint Continue to Exist? Yes Final Repair/Arbitration Required? No 
Time Period for filing a Claim? 12/12  

 
 

 
Vehicle Service History (During Presumptive Period) is: 

# of Visits for a Non-Conformity? 0 # of Days out of Service? 0 
# of visits for a Safety Complaint? N/A # of Visits Total? N/A 
Complaint appears to Continue? No 

 
Final Repair/Arbitration Complete? N/A 

 
 
Does History appear Presumptive: No 

 
 

Vehicle Service History (During Limited Warranty Period) is: 
# of Visits for a Non-Conformity? 1 brakes, 1 

engine, 1 
restraints, 1 
steering, 4 
trans 
(3NPF),1 
body & trim, 
3 electrical 

# of Days out of Service? 12 

# of visits for a Safety Complaint? N/A # of Visits Total? N/A 
Must Complaint Continue to Exist? N/A 

 
Final Repair or Arbitration Req’d? N/A 

 
 
Related Repairs beyond NVLW: No 
Customer Pay? N/A If no, identify responsible party: N/A 
Additional Days out of Service? N/A Additional # of Repair Visits? N/A 
 
Other Considerations: No 



 

 

Outcome/Findings of Arb/Final Repair:  
Prior Goodwill/reimbursement: N/A  
Out of Pocket Expenses: N/A  
 



 

 

 
RECOMMENDATION AND RATIONALE: 
Reminder: This section must reflect the data and evaluations above. Take into consideration Field and Service 
Manager information and recommendations. 
 
Pertinent vehicle information provided by DVM/DSM/CAM:  
None 

Pertinent vehicle information provided by dealer Service Manager: 
11/03/09 
FOM, Ted Gebadlo (Saturn of West Liberty Avenue) states dealer CND the trans concern; 
shift hard from 1st to 2nd gear; 3 complaints on trans concerns; the same concern. 
The electrical concerns pertain to the radio, speedometer inoperative, air-bag light on; 
volume button inoperative; no repeat repairs. 
 
TAC? Y about the radio; TAC advised to replace switch on steering wheel; no TAC #; just a 
quick call. 
 
Identify at least three main strengths of the customer’s case? 
Vehicle in three times for electrical and four times for the transmission. 
Vehicle still under warranty. 
 
Identify at least three main weaknesses of the customer’s case? 
All concerns with the vehicle began late in mileage at 28,335 miles. 
Majority of concerns were singular or could not be duplicated. 
No out of pocket expense for the customer. 
Are there any considerations to be made under other applicable laws? (Explain in detail) 
None 

Recommendation: 
Recommendation is for a denial. However, could warrant cash of $2900-3900 due to fourth actual 
repair in the transmission. 

Rationale: 
It does not appear that the vehicle meets presumption with no days out or repair attempts during 
the period parameters. The concerns outlined in the demand letter include defective transmission 
and electrical. In the transmission the vehicle was in three times and there was no problem found 
with the vehicle, however as recently as 11/03/09 there was a minor repair performed to replace 
the shift control cable. In the electrical the vehicle was in three times, however the concerns were 
for different concerns and were minor repairs. Twice the part was ordered and then put in on the 
next repair. All other concerns with vehicle again began late in miles, were singular, and have been 
resolved since 10/10/09. 
Settlement/Defense Strategy: 

All concerns with the vehicle began late in mileage at 28,335 miles. 
Majority of concerns were singular or could not be duplicated. 
No out of pocket expense for the customer. 
 



 

 

 
HISTORY OF SETTLEMENT DISCUSSIONS – Applicable for Legal Cases Only 

Record all recommendation throughout the life of the case. Each offer or counter offer should be recorded in order to review case 
progression. 
*Trade Repurchase offers should specify Trade Retail, Trade Collateral, or Trade New Finance. 
*Add additional lines for additional offers/counter offers. 
Plaintiff’s Original Demand: 
Amount to Plaintiff/Atty: $0/$0 
Inclusive Offer: $0 

 

Settlement Type: 
N/A 

Date: N/A 
N/A 

CRS Intial Offer: 
Amount to Plaintiff/Atty: ${Amount}/${Amount} 
Inclusive Offer: ${Amount} 
  

 

Settlement Type: 
Denial 

Date: 11/13/09 
Denied 

Plaintiff Counter:: 
Amount to Plaintiff/Atty: ${Amount}/${Amount} 
Inclusive Offer: ${Amount} 

 

Settlement Type: 
{Goodwill Type} 

Date: 
{mm/dd/yy} 

{Accepted / Countered} 

CRS Counter: 
Amount to Plaintiff/Atty: ${Amount}/${Amount} 
Inclusive Offer: ${Amount} 

 

Settlement Type: 
{Goodwill Type} 

Date: 
{mm/dd/yy} 

{Accepted / Countered} 

PLAINTIFF Final Offer: 
Amount to Plaintiff/Atty: ${Amount}/${Amount} 
Inclusive Offer: ${Amount} 

 

Settlement Type: 
{Goodwill Type} 

Date: 
{mm/dd/yy} 

{Accepted / Declined} 

CRS Final Offer: 
Amount to Plaintiff/Atty: ${Amount}/${Amount} 
Inclusive Offer: ${Amount} 

 

Settlement Type: 
{Goodwill Type} 

Date: 
{mm/dd/yy} 

{Accepted / Declined} 



 

 

   
HISTORY OF SETTLEMENT DISCUSSIONS – Applicable for ADR Cases Only 
Record all recommendation throughout the life of the case. Each offer or counter offer should be recorded in order to review case 
progression. 
*Trade Repurchase offers should specify Trade Retail, Trade Collateral, or Trade New Finance. 
*Add additional lines for additional offers/counter offers. 
Recommendation of CRS: Arbitrate case:       Settle case:         
Settlement Type: {GW/Repurchase/Repair} Attorney Fees (if applicable): 

${Amount} 
 

Recommendation of Field: Arbitrate case:       Settle case:         
Settlement Type: {GW/Repurchase/Repair} 

 
Attorney Fees (if applicable): 
${Amount} 

Final Decision: Arbitrate case:       Settle case:         
Settlement Type: {GW/Repurchase Repair} Attorney Fees (if applicable): 

${Amount} 
 

   
TEAM LEAD APPROVING: {Name} Date:{mm/dd/yy} 

 



 

 

 

 

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. 







































































































































































































October 27, 2011 
 
 

  
Saint Clair Shores, MI   
 
 
Dear  
 
At Saturn, we take pride in the vehicles we produce and appreciate the time you took to contact 
us. 
 
Because customer satisfaction is a top priority for us, please accept this letter worth up to $100 
towards your next maintenance service or repair on your 2007 Saturn AURA.   
 
This offer is valid towards one service visit on VIN 1G8ZS57N77F   In the event the cost 
of your service exceeds the $100 maximum value, you will be responsible for paying the 
difference.  If the total cost of your services is less than $100, a credit or refund will not be 
issued.  This letter is not transferable and is valid for 12 months from the date of issue.  
 
We hope this gesture demonstrates our appreciation of you as a valued customer.  Simply present 
this letter to any Saturn dealership for redemption.  If you have future questions, please don’t 
hesitate to email us using the Contact Us link at Saturn.com or call us at 1-800-553-6000.   
 
Sincerely,  
 
Saturn Customer Assistance Center 
Service Request 71-791059620 
 
 
For more information regarding the maintenance and care of your vehicle, please visit 
www.gmownercenter.com. This free online service offers vehicle and ownership-related 
information and tools tailored to your specific vehicle. 
 
ATTENTION:  DEALERSHIP SERVICE MANAGER 
When submitting the claim, please use labor op Z7092, insert the amount in the net item column, 
and insert the CAC Service Request number in your comments.  This original letter must be 
surrendered by the customer and retained by the dealer for audit purposes. 
 



October 27, 2011 
 
 

 
  

Chicopee, MA  
 
 
Dear
 
We have received your request for assistance, but have been unable to contact you using the 
telephone number provided or any listed in our records.  
 
If your situation has been resolved to your satisfaction, no further action is necessary,    If it has 
not, we invite you call us at 1-800-553-6000.  Please refer to the service request number listed 
below when you reach our representative.  
 
Total customer satisfaction is important to us at Saturn.  If we can be of any assistance, please 
don’t hesitate to email us using the Contact Us link at Saturn.com or call us at 1-800-553-6000.   
 
Sincerely,  
 
Saturn Customer Assistance Center 
Service Request Number: 71-811103609 
 
 
 



October 27, 2011 
 
 

  
Angola, IN   
 
 
Dear , 
 
At Saturn, we take pride in the vehicles we produce and appreciate the time you took to contact 
us. 
 
Because customer satisfaction is a top priority for us, please accept this letter worth up to $100 
towards your next maintenance service or repair on your 2007 Saturn AURA.   
 
This offer is valid towards one service visit on VIN 1G8ZS57N37F   In the event the cost 
of your service exceeds the $100 maximum value, you will be responsible for paying the 
difference.  If the total cost of your services is less than $100, a credit or refund will not be 
issued.  This letter is not transferable and is valid for 12 months from the date of issue.  
 
We hope this gesture demonstrates our appreciation of you as a valued customer.  Simply present 
this letter to any Saturn dealership for redemption.  If you have future questions, please don’t 
hesitate to email us using the Contact Us link at Saturn.com or call us at 1-800-553-6000.   
 
Sincerely,  
 
Saturn Customer Assistance Center 
Service Request 71-827625139 
 
 
For more information regarding the maintenance and care of your vehicle, please visit 
www.gmownercenter.com. This free online service offers vehicle and ownership-related 
information and tools tailored to your specific vehicle. 
 
ATTENTION:  DEALERSHIP SERVICE MANAGER 
When submitting the claim, please use labor op Z7092, insert the amount in the net item column, 
and insert the CAC Service Request number in your comments.  This original letter must be 
surrendered by the customer and retained by the dealer for audit purposes. 
 
 







October 27, 2011 
 
 

 
 

Belle Vernon, PA  
 
 
Dear  
 
At Saturn, we take pride in the vehicles we produce and appreciate the time you took to contact 
us. 
 
Because customer satisfaction is a top priority for us, please accept this letter worth up to $100 
towards your next maintenance service or repair on your 2007 Saturn AURA.   
 
This offer is valid towards one service visit on VIN 1G8ZS57N27F   In the event the cost 
of your service exceeds the $100 maximum value, you will be responsible for paying the 
difference.  If the total cost of your services is less than $100, a credit or refund will not be 
issued.  This letter is not transferable and is valid for 12 months from the date of issue.  
 
We hope this gesture demonstrates our appreciation of you as a valued customer.  Simply present 
this letter to any Saturn dealership for redemption.  If you have future questions, please don’t 
hesitate to email us using the Contact Us link at Saturn.com or call us at 1-800-553-6000.   
 
Sincerely,  
 
Saturn Customer Assistance Center 
Service Request 71-873856169 
 
 
For more information regarding the maintenance and care of your vehicle, please visit 
www.gmownercenter.com. This free online service offers vehicle and ownership-related 
information and tools tailored to your specific vehicle. 
 
ATTENTION:  DEALERSHIP SERVICE MANAGER 
When submitting the claim, please use labor op Z7092, insert the amount in the net item column, 
and insert the CAC Service Request number in your comments.  This original letter must be 
surrendered by the customer and retained by the dealer for audit purposes. 
 



October 27, 2011 
 
 

Rockford, MI   
 
 
 
Dear 
 
Thank you for your support of Saturn.  As we agreed, the necessary paperwork has been 
completed and forwarded to General Motors Protection Plan (GMPP) for the Smart Care plan on 
your 2007 Saturn AURA, Vehicle Identification Number 1G8ZS57N67F   The 
processing time will take approximately eight weeks.   
 
You will be notified by GMPP once the plan has been processed and you will receive complete 
details on your plan's coverage at that time. This letter will serve as your policy until you receive 
your plan confirmation.  Should you require service prior to receiving your plan confirmation 
from GMPP, simply bring this letter to your local Saturn Dealership.  Your complete satisfaction 
is very important to us at Saturn.  We hope the issuance of this GMPP demonstrates our 
appreciation of you as a valued customer. 
 
At Saturn, 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 Saturn.com or call us at 
1-800-553-6000.   
 
Sincerely,  
 
Saturn Customer Assistance Center 
Service Request: 71-910301457 
 
 
For more information regarding the maintenance and care of your vehicle, please visit 
www.gmownercenter.com.  This free online service offers vehicle and ownership-related 
information and tools tailored to your specific vehicle. 
 



 

Report Vehicle GMPP: Summary
Current as of: 02/23/2011 - 4:53 PM EST

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

Transaction Mode: Online

User ID: 

User Role: Central Office Administrator

Timestamp Date: 2011-02-23 16:52:55.59

Status Pending

Vehicle Identifier Customer Information

Vehicle Category: GM, Used Plan Customer: Individual

VIN: 1G8ZS57N67F Customer Type: Owner

              

Sales Information

Dealer Code: 00288 Rockford , Michigan , United States

   

Action: Add Protection Plan Evening Phone: 

Odometer: 60913 Daytime Phone: 

Delivery Date: 02/21/2011 Ext: 

Reference number: Primary Language: English

Secondary Language: 

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

Lienholder Type: Other

Saturn

P. O. Box 33173

Detroit, Michigan 48232

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

Plan Purchase Date: 02/21/2011

In Service Date: 02/21/2011

Schedule Type GMPP Retail

Promotion Code: 

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

Plan Type: Smart Care Retail

Term: 12

Mileage Limit: 12000

Deductible: 0

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



 

Rental Type: None

Plan Price: $0.00

Tax: $0.00

Total: $0.00

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



October 27, 2011 
 
 

  
Lombard, IL   
 
 
Dear , 
 
We have received your request for assistance, but have been unable to contact you using the 
telephone number provided or any listed in our records.  
 
If your situation has been resolved to your satisfaction, no further action is necessary,    If it has 
not, we invite you call us at 1-800-553-6000.  Please refer to the service request number listed 
below when you reach our representative.  
 
Total customer satisfaction is important to us at Saturn.  If we can be of any assistance, please 
don’t hesitate to email us using the Contact Us link at Saturn.com or call us at 1-800-553-6000.   
 
Sincerely,  
 
Saturn Customer Assistance Center 
Service Request Number: 71-914481296 
 
 
 













 
 
 
 
 
       
Issued by: Certificate No. 1G8ZS57N17F  
Saturn  
 
Issue Date: October 27, 2011  
 
Issued exclusively for: 
 
 New York, NY  
 
Valid through: March 24, 2012 
 
Amount: One Thousand  Dollars and Zero Cents 
 ****$1,000.00**** 
 
 
 
 



October 27, 2011 
 
 

New York, NY  
 
 
 
Dear , 
 
Thank you for your recent inquiry.  We are sorry you have experienced concerns with your 
vehicle.  Customer satisfaction is a top priority for us. 
 
Enclosed is the Owner Loyalty Certificate valid towards the purchase, SmartLease or SmartBuy 
of a new, unused Chevrolet, Buick, GMC, or Cadillac vehicle.  With such a wide selection of 
vehicles to choose from, we are sure you will find a vehicle that’s right for you.   
 
To ensure that you have the opportunity to obtain the best value possible, this certificate may be 
used in addition to any other retail purchase incentive programs available at the time you 
purchase your new vehicle.  We hope you will take advantage of this special incentive offer.  
Simply present the certificate to your dealer after you have negotiated your best deal, sign the 
certificate and your dealer will complete the necessary information and process it for you. 
 
We are proud you made Saturn your choice when you purchased your 2007 AURA and trust you 
will give us the opportunity to retain you as a valued customer.  Should you have any questions 
regarding products and current incentives, please call our Marketing Support department at 1-
800-522-5000.  You may also begin your vehicle shopping online by visiting gm.com or any of 
our divisional websites. 
 
Sincerely,  
 
Saturn Customer Assistance Center 
Service Request: 71-927225327 
 







 

 

Lienholder Information Request Form    
 
 

Customer Name: __________________________________   
 
VIN:  _________________________ YR/MAKE__________ 
     

Lending Institution Information:  
 Account #:_____________________________________ 
 Institution Name:________________________________ 
 Physical Address:______________________________ 
        NO P.O. BOX 
 City : ___________ State _______ Zip Code: _________ 
 Contact Person :________________________________ 
 Telephone # :__________________________________ 
 
Payoff:   $___________________________ 
 Good Until: __________    NEXT DATE DUE __________  
 Per Diem:  $_________(OR)  % ___________ 
 
LATE CHARGES PAID: $__________  LATE CHARGES DUE: $____________ 
 
No. Payments Made: ______   at  $_________/month  
Total payments made :  $____________________________ 
Total Interest Paid to Date:  $__________ as of __________ 
2003 $______2004 $______ 2005 $_______ 2006 $_______ 
2007 $_______2008 $_______ 
 

CURRENT MILEAGE OF VEHICLE: ____________ 
DATE MILEAGE READ:  _____________________ 
 
I, _____________________________, hereby authorize 
__________________________ to release any and all information regarding the 
above referenced account to Saturn Corporation, including but not limited to a 
complete payment history of my account.  Dated this _____ day of __________, 
2007. 
 
__________________________           _____________________________ 
SIGNATURE     SIGNATURE 
 
 
         REV  October 17, 2007 
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