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System (3:31:04 PM): chat_has_been_initiated 
System (3:31:08 PM): [You are now chatting with Matt.] 
Matt (3:31:12 PM): Welcome to Chevrolet! How may I assist you? 
Customer (3:31:26 PM): Hello, 
Customer (3:31:39 PM): My name is  and I own a 2009 Chevy Malibu LS 
Customer (3:32:39 PM): My car's Service Traction and Service ESC light turns on intermittently. 
The brake lights behave in the opposite way, i.e. they stay on during normal driving and turn off 
when I press on the brake pedal. The cruise control does not work whenever this happens. I do 
not experience anything different while driving and I believe this is a sensor/circuitry issue. I read 
through the forums and news websites and found that this is a common problem in a lot of 
Chevy vehicles. There is a TSB on this issue and may be a recall as well. 
Matt (3:33:55 PM): Thank you for your loyalty to Chevrolet!  I'm sorry to hear you are having 
issues with your Malibu!  I am going to transfer you to our customer assistance center and they'll 
be able to further direct you. 
Matt (3:33:59 PM): One moment please. 
System (3:34:38 PM): [You have been transferred to department: Customer Assistance Center] 
System (3:34:43 PM): [You are now chatting with Ayanna.] 
Ayanna (3:34:46 PM): Welcome to GM Customer Assistance. Please allow me a few minutes to 
review the information already provided.  
Customer (3:34:52 PM): Sure 
Ayanna (3:36:08 PM): Thanks for allowing me time to review the information. I'm sorry to hear 
that you're experiencing this issue with your vehicle. To better assist you, can you please provide 
me with your address, phone number, VIN number and mileage? 
Customer (3:36:16 PM): I found out that it's a MAP sensors or circuitry issue 
Customer (3:36:28 PM): Name:  
Customer (3:36:41 PM): Address: , Marlton, NJ  
Customer (3:36:49 PM): Phone Number:  
Customer (3:36:58 PM): Mileage: 48390 
Customer (3:37:20 PM): Model: Chevrolet Malibu LS 4-Door Cedan 2009 
Customer (3:37:37 PM):  
VIN: 1G1ZG57B99F  
Customer (3:38:17 PM): This seems to be a pretty common problem and a lot of people have 
reported it online in forums 
Customer (3:38:49 PM): Seems to be a serious issue as brake lights not functioning may lead to 
accidents 
Ayanna (3:39:29 PM): Thank you for the information you have provided. Please allow me a few 
minutes to research your VIN information. 
Ayanna (3:41:33 PM): Have you taken the vehicle into a GM dealership for a diagnostic? 
Customer (3:43:04 PM): I just handed over my vehicle at Elkins Chevrolet but they seems to be 
unaware of the problem and they said they will charge me $110 for diagnostics plus any 
repair/replacement price as the vehicle is out of 3-yr/36,000-mile warranty 
Customer (3:44:00 PM): I do not agree with that as this is not a wear issue and it is not specific 
to my car. It is a MAP sensor and/or circuitry issue common to many Chevy cars 
Customer (3:44:08 PM): There is TSB on this issue 
Customer (3:44:29 PM): People have even reported the codes you get out of diagnostics checks 
Customer (3:45:02 PM): It's a car's manufacturing problem not mine and I should not be paying 
for it 
Ayanna (3:45:23 PM): At this time, there are no open recalls or special coverages. Recalls are 
issued by the National Highway Traffic Safety Administration. Recalls are VIN specific (right down 
to the year, make, model, and etc.) 
Customer (3:46:13 PM): There are news columns written on this 
Customer (3:46:17 PM): For example: http://www.huffingtonpost.com/2013/03/12/gm-recall-
feds-midsize-chevrolet-malibu-saturn-aura_n_2862354.html 
Ayanna (3:49:47 PM): We receive our information from the National Highway Traffic Safety 



Administration. Unfortunately, we are unable to use any other outside resources that are not GM 
approved. I'm do apologize about any inconvenience this may have caused. If any recalls or 
special coverages are issued you will be notified through mail. 
Customer (3:50:22 PM): So, what should I be doing with my problem? 
Customer (3:50:48 PM): Just sit on it and drive with my brake lights working in the opposite way? 
Customer (3:51:18 PM): Can I report this to National Highway Traffic Safety Administration? 
Ayanna (3:52:50 PM): Yes you can report this. I would suggest getting the vehicle repaired. To 
report this you can visit www.NHTSA.gov. 
Customer (3:53:49 PM): Thank you. In future if there is a recall then will Chevy repay me for my 
expenses today? 
Ayanna (3:57:30 PM): If there is a recall on this issue that you've had repaired, yes there is a 
possibility for reimbursement. 
Customer (3:59:35 PM): OK. You suggest that I go ahead and get my repair work done and pay 
up how much ever it costs for something that I am not responsible. I believe, for something like 
this, the car manufacturer should take responsibility. 
Customer (4:00:16 PM): I heard that dealers have charged more than $1200 to repair this. I don't 
think that's fair to a common man. 
Ayanna (4:00:48 PM): I can document your concern, contact the dealership for additional 
information, and then follow up with once I have gathered all the necessary information. Would 
you like for me to do that? 
Customer (4:01:22 PM): This problem is pretty common and that is why is reported on forums, 
websites, and there are news columns in CNN and Fox News regarding this issue. 
Customer (4:01:45 PM): Please document it and contact Elkins dealership in Marlton, NJ 08053 
Ayanna (4:04:26 PM): I have created a case for your concern, the service request number is 71-
1190968330. If you need further assistance or have any questions before I contact you back via 
phone, I can be reached at 866.790.5600 ext 10647. 
Ayanna (4:04:48 PM): What would be the best number to reach you at? What would be the best 
time to reach you? 
Customer (4:05:46 PM): 814-321-1224 is the best number to reach me. If I do not answer then 
please call me at 856-797-0900 Ext. 3668. Anytime will work. 
Ayanna (4:06:16 PM): Okay. Is there anything else I can assist you with at this time? 
Customer (4:07:57 PM): Please make sure that an action is taken and cars like mine are not on 
the road. It is your responsibility as a customer care representative and a car manufacturer to 
make sure that lives are not negatively affected. 
Customer (4:08:02 PM): Thank you for your help 
Customer (4:08:09 PM): I hope the issue will be resolved soon 
Ayanna (4:08:34 PM): I can not guarantee anything but I will try my best to see what can be 
done. 
Ayanna (4:08:54 PM): Have a great day and thanks for contacting GM Customer Assistance, 
please come back and chat with us again. 
Customer (4:09:10 PM): Thank you 
 



January 30, 2014 
 
 

Collierville, TN 
 
 
Dear  
 
At Pontiac, 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 2006 Pontiac G6.   
 
This offer is valid towards one service visit on VIN 1G2ZH558464   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 Pontiac dealership for redemption.  If you have future questions, please don’t 
hesitate to email us using the Contact Us link at Pontiac.com or call us at 1-800-762-2737.   
 
Sincerely,  
 
Pontiac Customer Assistance Center 
Service Request 71-1196584306 
 
 
For more information regarding the maintenance and care of your vehicle, please visit 
www.gm.com/vehicles/owner_advantages.html. 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 0600046. 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. 
 



System (12:18:32 PM): chat_has_been_initiated 
System (12:18:36 PM): [You are now chatting with Darion.] 
Darion (12:18:41 PM): Hi! How may I help you? 
Darion (12:21:45 PM): I am still available to help you with any questions; I just want to make 
sure you are still there. 
Customer (12:23:04 PM): I have a 2010 Malibu that I bought new in Jan 2010. The Body Control 
Module has went bad causing the brake lights to not work properly. The dealer said it would be 
over $500 to fix this problem. I have done some reserch and it appears that this is a comin 
problem. Why isn't there a recal on this? Why should I have to pay $500 to fix a problem that 
chevy is aware of. 
Customer (12:24:07 PM): This is a real safety issue. My wife and kids are in this car all the time 
and it is a accident waiting to happen 
Darion (12:24:28 PM): Thank you for being apart of the Chevy Family. I'm sorry to hear about the 
issue with your Malibu. I'm going to transfer you to our customer assistance center. They will be 
able to better and further assist you. One moment please and please have your VIN ready.  
System (12:24:53 PM): [You have been transferred to department: Customer Assistance Center] 
System (12:24:19 PM): [You are now chatting with Margaret.] 
Margaret (12:24:28 PM):  

Welcome to the GM Customer Assistance Center!  My name is Margaret.   

Please give me a moment to read your concern. 
Margaret (12:25:29 PM): Thank you for holding.  I see you have a question about the Body 
Control Module on your vehicle.  May I have your Vehicle Identification Number (VIN) so I may 
look into this for you? 
Customer (12:26:03 PM): I do not have it on me at the moment 
Margaret (12:26:57 PM): Ok, what I would like to do is contact the dealership to see about the 
diagnosis.  May I have your name and a contact e-mail address, and also the name of the 
dealership? 
Customer (12:28:05 PM):  I purchased the car from Nucar 
in DE. 
Margaret (12:28:21 PM): Is the Nucar Chevrolet? 
Customer (12:28:30 PM): yes 
Margaret (12:29:04 PM): Thank you, .  When did you take the vehicle in for the 
diagnosis? 
Customer (12:29:19 PM): last week 
Margaret (12:29:40 PM): Ok.  And, do you recall who you were working with? 
Customer (12:30:03 PM): shaun 
Margaret (12:31:45 PM): Thank you for that information, .  I will be contacting Shaun 
to speak with him about the Body Control Module on the vehicle.  How many miles are currently 
on the vehicle? 
Customer (12:32:05 PM): Just turned 30k 
Margaret (12:32:35 PM): Ok, thank you.  I will be able to e-mail you as soon as I have any 
information. 
Customer (12:32:47 PM): Thank you 
Margaret (12:33:03 PM): You're very welcome.  Is there anything else I can assist you with 
today? 
Customer (12:33:18 PM): That will do it for now 



Margaret (12:33:45 PM): Ok, I will contact the dealership this afternoon, and get in contact with 
you as soon as I have any information. 
Customer (12:34:03 PM): Okay talk to you soon. 
Margaret (12:34:14 PM): Have a great day! 
Margaret (12:34:40 PM): Thank you for contacting General Motors Customer Assistance.  If you 
have any further questions or concerns, please feel free to contact us through our Chat Tab 
Monday-Saturday 8am-11pm Eastern and Sunday 12pm-9pm Eastern, or at 866-790-5700 
Monday-Friday 8am-9pm Eastern. 
 



January 30, 2014 
 

Glen Burnie, MD  
 
 
Dear  
 
We sincerely regret that you have experienced a concern with your vehicle.  Because you are a valued 
Chevrolet customer, we are pleased to provide you with this Component Coverage Letter on behalf of 
Gladding Chevrolet, Inc..  This coverage does not change the manufacturer’s warranty which came 
standard on your vehicle at the time of purchase. 
  
This Component Coverage Letter is valid for VIN 1G1ZB5EB9AF  and will begin on July 24, 
2013 at  14,050 miles and will continue until July 24, 2018 or  89,050 miles, whichever occurs first. 
 
The following Body Systems components will be covered: Fixed and Moveable Windows and 
associated electrical controls; power window motor/regulator; horns; lighting; mirrors; vehicle 
accessories; wipers, wiper motor and washers; body seams; convertible top; power sliding door. 
 
Chevrolet will make repairs to correct any defects related to materials or workmanship on the items listed 
above during the coverage period specified.  Chevrolet will not be responsible for conditions arising from 
tampering, abuse, physical damage, improper maintenance or normal wear and tear.  While this coverage 
is not transferable to any other vehicle, it is transferable to any subsequent owner of this vehicle 
(excluding vehicles sold or registered in California, New Hampshire or Vermont). 
 
Should your vehicle require repairs within the coverage period, present this letter to the Service Manager 
of an authorized Chevrolet Dealership.  If you have any future questions, please don’t hesitate to contact 
your dealer Gladding Chevrolet, Inc..  If you prefer to contact Chevrolet, you can email us using the 
Contact Us link at Chevrolet.com or call us at 1-800-222-1020. 
 
Sincerely,  
 
Chevrolet Customer Assistance Center 
Service Request 71-1206010331 
 
ATTENTION:  DEALERSHIP SERVICE MANAGER 
Please H-route the claim to your Area Service Manager.  Retain a copy of this letter in the customer’s file 
and return the original to the customer.
 

























January 30, 2014 
 
 

 

Reading, MI   
 
Service Request: 71-1208097213 
 
 
Dear  
 
Thank you for contacting us recently regarding the dissatisfaction you have experienced with 
your vehicle.  At Pontiac, our commitment to customer satisfaction is a top priority and we 
sincerely apologize for any concerns you may have experienced. 
 
Although the need for repairs is unfortunate, motor vehicles are complex machinery and 
sometimes do require repairs.  That is why every vehicle sold is backed by the GM New Car 
Limited Warranty.  During this period, Pontiac will provide for repairs to the vehicle to correct 
any vehicle concerns related to materials or workmanship.  Mechanical concerns arising from 
tampering, abuse, physical damage, improper maintenance or normal wear and tear are not 
covered by the warranty.  
 
Pontiac works to ensure each customer concern is handled in a way that reflects our values and 
we have carefully reviewed the facts surrounding your case.  After careful consideration, 
Pontiac, in conjunction with Leutheuser Motors, Inc., has determined that we are unable to offer 
you financial assistance at this time. 
 
We hope you understand our position as it relates to the manufacturer's obligation.  We 
appreciate the opportunity to review this matter.  If you have future questions, please don’t 
hesitate to email us using the Contact Us link at Pontiac.com or call us at 1-800-762-2737.  
 
Sincerely,  
 
Pontiac Customer Assistance Center 
 



January 30, 2014 
 

Geneva, OH   
 
 
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 1-800-762-2737.  Please refer to the service request number listed 
below when you reach our representative.  
 
Total customer satisfaction is important to us at Pontiac.  If we can be of any assistance, please 
don’t hesitate to email us using the Contact Us link at Pontiac.com or call us at 1-800-762-2737.   
 
Sincerely,  
 
Pontiac Customer Assistance Center 
Service Request Number: 71-1210230671 
 
 
 



System (6:04:20 PM): chat_has_been_initiated 
System (6:05:18 PM): [You are now chatting with Kariana.] 
Kariana (6:05:22 PM): Hi! How may I help you? 
Customer (6:06:05 PM): I have a 2010 malibu and have been having problems with the brake 
lights lighting up for no reason when I am not hitting my brakes. I have read that a lot of other 
people have the same issue. Are you guys doing anything to fix the issue? 
Kariana (6:07:17 PM): I am going to transfer you to customer assistance. They will be able to 
assist you. Please hold.  
System (6:07:23 PM): [You have been transferred to department: Customer Assistance Center] 
System (6:06:02 PM): [You are now chatting with Keith.] 
Keith (6:06:48 PM): Welcome, I do see that you are having a concern with your 2010 Malibu? 
Keith (6:07:10 PM): Do you have the VIN of the vehicle? 
Customer (6:07:35 PM): Yes, 1G1ZC5EB3AF  
Keith (6:07:54 PM): Thank you and while I run that may I have your name and a good contact 
number 
Customer (6:08:07 PM):  
Keith (6:10:10 PM): Thank you for that information and I did run your VIN, do you know how 
many miles are on the vehicle 
Customer (6:10:17 PM): 48000 
Keith (6:10:49 PM):  thank you for that.  
Keith (6:11:01 PM): Have you had it to a GM dealership to have it looked at? 
Customer (6:11:41 PM): No I have an appt for Monday at Chevy, but they want to charge me $87 
to "diagnose" the problem, when clearly I know what the problem is after doing a lot of research. 
Keith (6:12:14 PM): what dealership are you taking it to and a Zip code for the dealership  
Customer (6:12:31 PM): Rocket Cheverolet 44875 
Keith (6:13:35 PM): in Shelby, OH? 
Customer (6:13:38 PM): Yes 
Keith (6:14:53 PM): ok I will contact the dealership tomorrow, and I will go ahead and waive the 
diagnoses fee for you, and then we will find out what is wrong with the vehicle and then we can 
go from there. 
Customer (6:15:39 PM): Ok, thank you. And if they need to fix it will I have to pay for that as 
well? 
Keith (6:16:27 PM): I would contact them right now but it is 6:15 in that area so the service 
department is probably closed by now so I will contact them tomorrow, and then I will follow up 
with you Monday after they check the vehicle out 
Customer (6:17:05 PM): Ok. My appt is at 10:15 on Monday 
Keith (6:17:39 PM): I don't have that information, you are out of bumper to bumper so there will 
be a charge behind it, but at this time we don't know the exact problem so I don't have the 
information on how much it is.  
Customer (6:18:13 PM): Ok, well I will talk to you Monday then. That's all I need for now. 
Keith (6:18:41 PM): alright you are very welcome! and I will be in contact with you on Monday 
and you have a great day and a great weekend.  
Customer (6:18:48 PM): Thank you. 
Keith (6:19:26 PM): Your welcome!  
System (6:19:49 PM): [Customer has left the session] 



System (1:32:39 PM): chat_has_been_initiated 
System (1:32:02 PM): [You are now chatting with Lekeshia.] 
Lekeshia (1:32:33 PM): Thank you for contacting Priority chat! My name is Keshia, how can I help 
you today? 
Customer (1:34:44 PM): I am experiencing a safety issue in my 2007 Chevy Malibu Maxx.. it was 
recommended that I contact GM for help, when I press on the gas pedal the brake lights come 
on and when I take my foot off the pedal, the brake lights come on. I have already had a new 
brake switch installed. That helped for a week, now the Chevrolet Dealer Service Department 
does not know what is wrong.. How do I fix this problem? 
Lekeshia (1:37:13 PM): I am sorry to hear you are having an issue with the brake light 
malfunction. I will be happy to research your concern. May I have your first and last name, 
contact number, VIN number and current mileage, the name of the dealership that has done 
service to the vehicle for this issue, and when the issue first began please? 
Lekeshia (1:41:20 PM): I am still here if you need my assistance, are you still there? 
Customer (1:41:27 PM): The issue began several months ago, it was intermittent, when the cruise 
control didn't work - apparently the brake lights weren't working - It just became apparent to us. 
I had it repaired at Chandler Chevrolet. You may email me at  with the 
information you find during your research. Oh, I do not have the VIN number today, but the 
mileage is 97,204. I cannot afford to keep paying repair bills unless the car will be repaired. 
Thank you for your help. 
Lekeshia (1:43:24 PM): I understand. Are you the original owner of the vehicle? What I will do is 
gather the information regarding your concern and forward it to our Priority Care team so that it 
can be investigated further. I will need your first and last name and a contact number to do so. 
Customer (1:43:35 PM): The "service airbag" light comes off intermittedly, also. These are major 
safety issues. How long do you think it will take to research the problem? Thanks. 
Customer (1:44:22 PM):  
Lekeshia (1:44:37 PM): Without the VIN present I am limited to the information I have available 
unfortunately. The first step is to check for relatable recalls and special coverage's on the vehicle, 
and go from there. 
Lekeshia (1:44:59 PM): Thank you for the information. Please allow me a few moments to 
attempt to locate your VIN number. 
Customer (1:45:38 PM): Certainly... 
Lekeshia (1:52:32 PM): Thank you for patiently holding. Unfortunately I was not able to locate 
your VIN number. What I can do is gather more information and forward the case up to our 
Priority Care team. When was the vehicle taken to the dealership for the issue with the brake 
light? 
Customer (1:54:07 PM): Two weeks ago...I took it to Chandler Chevrolet..804-443-2883...My 
name is ...They should have VIN number...Thanks 
Lekeshia (1:55:26 PM): You're welcome. Is the vehicle currently at the dealership, or in your 
possession? 
Customer (1:57:03 PM): in my possession...I paid for the repair, drove it a week with no problem, 
now its doing the same thing...thanks 
Lekeshia (1:58:59 PM): Okay, I will forward the information up to the Priority Care team so that 
they can further assist with the concern you are experiencing. Please hold a few moments while I 
generate your Service request number. 
Customer (1:59:52 PM): ok 
Lekeshia (2:03:05 PM): I have created a SR number for you documenting the Chat session today. 
Your SR number is: 71-1216322893. Someone from our Priority Care Team will contact you 
within One Business day to further discuss what needs to take place next. 
Customer (2:04:18 PM): ok..thank you 
Lekeshia (2:05:16 PM): You're welcome. Is there anything else I am able to assist you with at this 
time? 
Customer (2:05:49 PM): Oh my...Chandler Chevrolet's telephone number is 804.443-5100..Sorry 
for the mistake 



Lekeshia (2:07:38 PM): It's okay. Thank you. Have a great day! 
 







January 30, 2014 
 
 

 
  

Adell, WI   
 
 
Dear  
 
At Chevrolet, 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 2009 Chevrolet Malibu.   
 
This offer is valid towards one service visit on VIN 1G1ZH57B994 .  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 Chevrolet dealership for redemption.  If you have future questions, please don’t 
hesitate to email us using the Contact Us link at Chevrolet.com or call us at 1-800-222-1020.   
 
Sincerely,  
 
Chevrolet Customer Assistance Center 
Service Request 71-1219073913 
 
 
For more information regarding the maintenance and care of your vehicle, please visit 
www.gm.com/vehicles/owner_advantages.html. 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 0600046. 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. 
 



System (2:52:50 PM): [Chat has been initiated by anonymous customer.] 
System (2:52:56 PM): [You are now chatting with Serena.] 
Serena (2:53:00 PM): Hi! How may I help you? 
Customer (2:53:15 PM): Hi i have a 2007 G6 
Customer (2:53:31 PM): that is having an issue with brake lights 
Serena (2:54:07 PM): I'm sorry to hear that. Have you contacted your Pontiac service center? 
Customer (2:55:00 PM): they come on while driving and go off while applying brake 
Customer (2:55:24 PM): they told me to contact you 
Customer (2:55:47 PM): something about a recall on previous models this year not on list 
Serena (2:56:34 PM): I understand. This issue will be better addressed by our customer 
assistance center. One moment while I check to see if a customer assistance agent is available to 
assist you. 
System (2:56:48 PM): [You have been transferred to department: Customer Assistance Center] 
Customer (2:58:39 PM): OK 
Customer (3:01:15 PM): HELLO IS ANYONE THERE 
System (3:02:35 PM): [You are now chatting with Jeniese.] 
Jeniese (3:02:53 PM): Hello, my name is Jeniese. Please allow me a moment to review.  
Customer (3:02:59 PM): OK 
Jeniese (3:03:57 PM): I see that you're having an issue with the brake lights on your vehicle and 
I apologize for the frustration. May I please have your full name, phone number and VIN please?  
Customer (3:04:47 PM):  1g2zf58b174  
Jeniese (3:05:18 PM): Thank you . Please allow me 2-4 minutes to look up your vehicle's 
information.  
Customer (3:05:42 PM): sounds good 
Jeniese (3:06:49 PM): Thank you for waiting. There are no recalls or extended coverage's 
attached to your vehicle for this issue.  
Customer (3:07:42 PM): that is what i saw 
Customer (3:08:25 PM): i did see that previous model years were having the same issue and were 
being offered some sort of good faith repair for the issue 
Jeniese (3:08:27 PM): Would you like for us to locate a dealership for you and facilitate an 
appointment?  
Jeniese (3:09:06 PM): We can't offer any assistance until the vehicle has been diagnosed by one 
of our service centers.  
Customer (3:09:10 PM): i found the info under gm recall 80317 
Jeniese (3:09:31 PM): How many miles are currently on the vehicle?  
Customer (3:09:39 PM): 91,000 
Jeniese (3:10:59 PM): Thank you. Based on the mileage and years out of warranty it is unlikely 
that there will be any cost assistance offered, but we can still get the vehicle into the dealership 
and see what they'd be willing to offer.  
Jeniese (3:11:14 PM): Would you like to move forward with scheduling an appointment?  
Customer (3:12:09 PM): what do you mean they might offer 
Jeniese (3:12:46 PM): I mean once there's an estimate for repair I can ask them to offer some 
assistance with the cost.  
Customer (3:13:20 PM): ok 
Customer (3:13:34 PM): when and where can i take it 
Jeniese (3:14:37 PM): I can locate a dealership for you. I just need your zip code.  
Customer (3:14:43 PM): 93726 
Jeniese (3:16:08 PM): Thank you. When is the best day and time to make the appointment?  
Customer (3:19:08 PM): do you have something on thursaday 
Customer (3:19:15 PM): thursday 
Jeniese (3:19:23 PM): I will call now and see.  
Jeniese (3:20:13 PM): Are you looking for an AM or PM appointment?  
Customer (3:20:28 PM): hoping i can drop car off in am 
Customer (3:20:38 PM): i would have to leave to go to work 



Jeniese (3:20:42 PM): Ok, I am on hold for the service department now.  
Jeniese (3:20:52 PM): We'll work it out.  
Customer (3:21:03 PM): thank you for all your help 
Jeniese (3:22:06 PM): No problem, I am happy to help.  
Jeniese (3:24:57 PM): I appreciate your patience. You can drop the vehicle off at 7:30AM at 
Kitahara GMC Buick.  
Customer (3:25:21 PM): thursday? 
Jeniese (3:25:32 PM): Their phone number is 559.431.2020, and they provide shuttle service.  
Jeniese (3:25:40 PM): Yes, Thursday morning.  
Customer (3:25:48 PM): you are awesome thank you for all your help today 
Jeniese (3:26:00 PM): Thank you! 
Jeniese (3:26:45 PM): I will follow up with you on Friday to see how things came along, and once 
the diagnosis is complete I will try to gather some cost assistance for you.  
Customer (3:28:01 PM): thank you again 
Jeniese (3:28:21 PM): Enjoy the rest of your day. Thank you for contacting GM's Customer 
Service Center. We appreciate your business! Please feel free to contact us anytime you require 
assistance regarding your vehicle at 1-866-790-5700. Our hours of operation are 8am-9pm Mon-
Fri Eastern time. 
 



January 30, 2014 
 

Harts, WV
 
 
Dear  
 
At Chevrolet, 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 2006 Chevrolet Malibu.   
 
This offer is valid towards one service visit on VIN 1G1ZS51F46F   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 Chevrolet dealership for redemption.  If you have future questions, please don’t 
hesitate to email us using the Contact Us link at Chevrolet.com or call us at 1-800-222-1020.   
 
Sincerely,  
 
Chevrolet Customer Assistance Center 
Service Request 71-1227999154 
 
 
For more information regarding the maintenance and care of your vehicle, please visit 
www.gm.com/vehicles/owner_advantages.html. 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 0600046. 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. 
 



January 30, 2014 
 
 

New Haven, MI   
 
 
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: 71-1233198963 
 
 
 



System (8:00:44 PM): [Chat has been initiated by anonymous customer.] 
System (8:01:29 PM): [You are now chatting with Stephen.] 
Stephen (8:01:39 PM) : Hello! Thank you for contacting GM customer assistance! My name is 
Stephen. How can I help? 
Customer (8:01:50 PM) : hellow 
Customer (8:04:08 PM) : looking if my Pontiac 2006 G6 has a recall on its tail light (brake) turns 
on and off by then self 
Stephen (8:04:34 PM) : I can definitely look into that for you. Could I please get your first and 
last name and your VIN please? 
Customer (8:05:30 PM) :  vin 1g2zf55bx64  
Stephen (8:05:45 PM) : thank you. one moment please 
Stephen (8:06:31 PM) : I do not show any open recalls for this issue. Have you spoken to your 
GM dealer about this issue? 
Customer (8:08:08 PM) : I will call them thank you 
Stephen (8:08:21 PM) : No problem. Have a great night 
System (8:09:42 PM): [Customer has left the session] 
System (8:11:07 PM): [Agent Stephen has closed the session] 
 



Angela Van/Austin/GM1  

10/18/2013 04:12 PM

To joyclyn.waters@gm.com

cc

bcc

Subject Chevrolet Notification of Escalation to BRC Early Response 
Team - - 71-1237291879

Dear Ms. Waters, 
 
This email is being sent to notify you of a case escalation to the BRC Early Response Team (ER). 
This is a courtesy communication. No further contact is required. A case has already been 
created.
 
Service Request:  71-1237291879
Customer Last Name: 
Involved Dealership:LOU BACHRODT CHEVROLET  , BAC 114741, POMPANO BEACH  
FL
Dealership Contact: Service Manager: Harris Brodsky
VIN: 1G1ZD5E70BF
Automobile: 2011 Chevrolet Malibu
 
Vehicle History Overview: This vehicle was purchased used on 02/05/2013, it came to the 
attention of the Early Response Team because of a TAC Comeback Report.  On 10/17/2013 the 
dealer contacted TAC about a repeat visit for the stability and traction messages, the TAC case # 
is71-1236914608.   After talking with TAC the dealer was advised to replace the BCM.

If you would like more information or have additional information to provide, please respond to 
this email within 24 hours.
 
If you have further questions, please contact Customer Relationship Specialist Angela at 
1-866-790-5700 extension 41412, or by fax 866-592-1363 or contact the Business Resource 
Center at 800-231-1841, Monday through Friday between 8:00 am and 5:00 pm, Eastern Time.  
Please refer to the service request number above.
 
Sincerely,
 
General Motors

Angela Van
Phone: 1-866-790-5700 ext.41412
Fax: 866-592-1363
Email: angela_van@gmexpert.com
Early Response Team











System (3:44:59 PM): [Chat has been initiated by anonymous customer.] 
System (3:45:03 PM): [You are now chatting with Terry.] 
Terry (3:45:07 PM): Welcome to General Motors! How may I assist you? 
Customer (3:45:30 PM): Hello, where can I look up recalls on my Pontiac G6? 
Terry (3:45:45 PM): Thank you for contacting us today. Just one moment while I transfer you to 
customer assistance to help you with this. 
System (3:45:50 PM): [You have been transferred to department: Customer Assistance Center] 
System (3:46:50 PM): [You are now chatting with LeAundre.] 
LeAundre (3:47:22 PM): Hello!  Thank you for contacting. My name is Le Aundre , I see you are 
seeking information on recalls. If you have your VIN available, I'll be happy to look into this 
further for you. 
Customer (3:47:51 PM): I do not have it right here. 
Customer (3:48:02 PM): I have an 07 G6 
LeAundre (3:49:49 PM): Unfortunately, I would need the VIN in order to determine if your vehicle 
has any recalls. However, if you can provide me with some information I can see if I can locate 
you in the system.  
Customer (3:50:10 PM): Ok, give me 2 min 
Customer (3:51:24 PM): I ws able to get it from the dealer site. We just bought it. 
1G2ZG58NX74  
LeAundre (3:51:52 PM): Great. For documentation purposes, may I have your full name, 
approximate mileage,  a contact number and/or email? 
Customer (3:52:02 PM): Nothing worse than buying a car nad having a major safety issue. 
Customer (3:52:17 PM):  110K 
Customer (3:52:24 PM):  
Customer (3:52:37 PM):  
LeAundre (3:53:20 PM): Ok sir. There are no recalls on your vehicle. What is the issue you are 
having? 
Customer (3:55:22 PM): The brake lights are staying on all times and the cruise control is not 
working. From our research, we've found there is a recall for the 2005 model and open 
investigation for the 2005 - 2009 models and our model is 2007. 
LeAundre (3:57:41 PM): Right, however when GM has observed a Special Coverage/Recall 
situation, we refer to our manufacturing records to determine which vehicles, identified by 
Vehicle Identification Numbers (VINs), are involved. GM determines the start and end points of 
the issue within in the build process and then equates that to the range of vehicles (VINs) that 
carry the part or feature in question. Special Coverage/Recall situations typically will apply to a 
subset of the total vehicles produced for any make, model, and/or model year combination. Have 
you been to a GM dealership to have this concern addressed? 
 
Customer (4:00:00 PM): I am taking it back to them first thing tomorrow morning. We literally 
just bought it yesterday afternoon. And it is "Supposedly" one of what they call a Certified 
Vehicle 
Customer (4:00:30 PM): Motortrend Certified 
LeAundre (4:01:16 PM): Oh ok, unless it comes from GM I wouldn't be able to see if it my system. 
What's the name of the dealership you purchased the vehicle from? 
Customer (4:01:33 PM): Tom Gill Chevrolet of Florence 
LeAundre (4:03:23 PM): Ok whom did you work with in the purchasing of the vehicle. 
Customer (4:03:56 PM): Tyler Ertel 
LeAundre (4:05:35 PM): Ok, what time are you going to bring the vehicle to the dealership 
tomorrow? I'd like to notify the dealership of your arrival.  
Customer (4:06:07 PM): I will be pulling it in the drive between 9:00 & 9:30am 
Customer (4:06:44 PM): I have also notified Tyler via his Cell phone. I spoke with him before 
lunch today... 
Customer (4:07:22 PM): My contacting you this evening was basically to get as much info as I 
could regarding the recall and investigation issues 



LeAundre (4:08:56 PM): Unfortunately, the recall that you researched doesn't apply to your 
vehicle. 
Customer (4:09:41 PM): Well I hope it does at some point considering how many there are out 
there. 
LeAundre (4:13:46 PM): I do apologize for the inconvenience and I can completely understand 
your frustration in regards to a concern like this given that you just purchased it yesterday. The 
dealership and GM will be happy to assist you in getting this concern resolved.  
Customer (4:14:25 PM): I do hope so. And at no charge I hope. 
LeAundre (4:15:16 PM): Anything else I can do for you today? 
Customer (4:15:38 PM): No, that is it for the moment. Thank you very much for the information. 
Customer (4:16:06 PM): Have a good evening 
LeAundre (4:16:26 PM): You're welcome. I'm glad I could help you today during your visit. Please 
don't hesitate to come back and chat with us. We are here to chat Monday through Friday from 
8:00 a.m. to 11:00 p.m., Saturday from 9:00 a.m. to 11:00 p.m. and Sunday from 12:00 p.m. to 
9:00 p.m. Eastern time.  
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