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SPECIAL COVERAGE
 
SUBJECT: Special Coverage Adjustment – Front and Rear Chrome Interior Door Handle 

Lever 
 
MODELS: 2007 Cadillac Escalade, Escalade ESV, Escalade EXT 
 2007 Chevrolet Avalanche, Silverado, Suburban, Tahoe 
 2007 GMC Sierra, Yukon, Yukon XL 
 Equipped with Chrome Interior Door Handles 
 
 
 
CONDITION 
 
Some customers of 2007 model year Cadillac Escalade, Escalade ESV, Escalade EXT; Chevrolet 
Avalanche, Silverado, Suburban, Tahoe; GMC Sierra, Yukon, and Yukon XL vehicles may 
comment about peeling on the top surface of the front or rear chrome interior door handle(s).  A 
chrome plating irregularity combined with direct sunlight exposure may cause the plating to 
separate from the top surface of the handle on certain vehicles. 
 
SPECIAL COVERAGE ADJUSTMENT 
 

This special coverage covers the condition described above for a period of 10 years or 100,000 
miles (160,000 km), whichever occurs first, from the date the vehicle was originally placed in 
service, regardless of ownership or mileage.   
 
Dealers are to replace the front and/or rear chrome interior door handle levers if signs of peeling 
are present.  The repairs will be made at no charge to the customer. 
 
For vehicles covered by Vehicle Service Contracts, all eligible claims with repair orders on or after 
July 16, 2010, are covered by this special coverage and must be submitted using the labor 
operation codes provided with this bulletin.  Claims with repair orders prior to July 16, 2010, must 
be submitted to the Service Contract provider. 
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VEHICLES INVOLVED 
 

Involved are certain 2007 model year Cadillac Escalade, Escalade ESV, Escalade EXT; 
Chevrolet Avalanche, Silverado, Suburban, Tahoe; GMC Sierra, Yukon, and Yukon XL vehicles 
built within the following VIN breakpoints: 

Year Division Model From Through 
2007 Cadillac Escalade 7R 7R
2007 Cadillac Escalade ESV 7R 7R
2007 Cadillac Escalade EXT 7G 7G
2007 Chevrolet Avalanche 7G 7G
2007 Chevrolet Silverado 71 71
2007 Chevrolet Suburban 7G 7G
2007 Chevrolet Suburban 7J 7J
2007 Chevrolet Suburban 7R 7R

2007 Chevrolet Tahoe 7J 7J
7R 7R

2007 GMC Sierra 71 71

2007 GMC Yukon 7J 7J
7R 7R

2007 GMC Yukon XL 7J 7J
7R  7R

 
Important:  Dealers are to confirm vehicle eligibility prior to beginning repairs by using the 
Investigate Vehicle History link on the Global Warranty Management application within 
GlobalConnect.  Special Coverage Adjustments are displayed in the Applicable Warranties 
section.   
 
PARTS INFORMATION  
 
Parts required to complete this special coverage are to be obtained from General Motors 
Customer Care and Aftersales (GMCC&A). 
 

Part Number Description Quantity/Vehicle
88880051 Handle Kit, Frt S/D I/S (inc. 2 door handle levers) 1 – 2 

 
CUSTOMER NOTIFICATION 
 

General Motors will notify customers of this special coverage on their vehicles (see copy of typical 
customer letter included with this bulletin - actual divisional letter may vary slightly).   
 
SERVICE PROCEDURE 
 
Note:  Replace door handle levers if signs of peeling are present.   

Note:  The handle kit contains two door handle levers, replace both sides. 
 

Front Side Door Inside Handle Replacement 
1. Remove the driver and passenger front side door inside handles. Refer to Front Side Door 

Inside Handle Replacement in SI. 
2. Place front door inside handles on a work bench. 
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2415819 

Note: Using the punch and hammer, strike the rounded end of the roll pin to loosen the roll pin. 
The head of the roll pin should protrude from the handle housing. Remove the roll pin with pliers 
as shown in the illustration. 
3. Using a punch, hammer, and pliers, remove the roll pin from the inside door handle. 
4. Discard the roll pin. 

2416283 

5. Install the new roll pin that is included in the door handle kit, P/N 88880051. 
6. Install the front side door inside handles. Refer to Front Side Door Inside Handle Replacement 

in SI. 

Rear Side Door Inside Handle Replacement 
1. Remove the driver and passenger rear side door inside handles. Refer to Rear Side Door 

Inside Handle Replacement in SI 
2. Place rear side door inside handles on a work bench. 
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2415819 

Note:  Using a punch and hammer, strike the rounded end of the roll pin to loosen the roll pin. The 
head of the roll pin should protrude from the handle housing. Remove the roll pin with pliers as 
shown in the illustration. 
3. Using a punch, hammer, and pliers, remove the roll pin from the inside door handle. 
4. Discard the roll pin. 

2416283 
5. Install the new roll pin that is included in the door handle kit, P/N 88880051. 
6. Install the rear side door inside handles. Refer to Front Side Door Inside Handle Replacement 

in SI. 
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CLAIM INFORMATION  
 
1. Submit a claim using the table below. 

Labor 
Code Description 

Labor 
Time 

Net 
Item 

T5752 Replace Front or Rear Door Handle Levers 0.5 N/A 
T5753 Replace Front and Rear Door Handle Levers 0.9 N/A 
T5754 Customer Reimbursement (not for use by US GM dealers) 0.2 * 

 

* The amount identified in “Net Item” should represent the dollar amount reimbursed to the 
customer. 

 
CUSTOMER REIMBURSEMENT - For US   
 
All customer requests for reimbursement for previous repairs for the special coverage condition 
will be handled by the Customer Assistance Center, not by dealers.  
 
A General Motors Customer Reimbursement Procedure and Claim Form is included with the 
customer letter. 
 

IMPORTANT: Refer to the GM Service Policies and Procedures Manual, section 6.1.12, for 
specific procedures regarding customer reimbursement and the form. 

 
CUSTOMER REIMBURSEMENT - For Canada  
 
Customer requests for reimbursement of previously paid repairs to correct the condition covered 
under this Special Coverage are to be submitted to the dealer prior to or by July 31, 2011.  
Repairs must have occurred within 10 years of the date the vehicle was originally placed in 
service.   
 
When a customer requests reimbursement, they must provide the following: 
 
    - Proof of ownership at time of repair. 
    - Original paid receipt confirming the amount of unreimbursed repair expense(s) (including 

Service Contract deductibles), a description of the repair, and the person or entity 
performing the repair. 

 
If the work was done by someone other than a GM dealership, the amount of reimbursement will 
be limited to the amount that the repair would have cost GM to have it completed by a GM 
dealership. 
 
 
 
 
 
 
 
 
 
GM bulletins are intended for use by professional technicians, NOT a "do-it-yourselfer".  They are written to inform these technicians of 
conditions that may occur on some vehicles, or to provide information that could assist in the proper service of a vehicle.  Properly trained 
technicians have the tools, equipment, safety instructions, and know-how to do a job properly and safely. If a condition is described, DO 
NOT assume that the bulletin applies to your vehicle, or that your vehicle will have that condition.  See your dealer/retailer for information 
on whether your vehicle may benefit from the information.  

 

We Support 
Voluntary Technician  

Certification 
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 July 2010 
 
Dear GM Customer: 
 
As the owner of a 2007 model year Cadillac Escalade, Escalade ESV, Escalade EXT; Chevrolet 
Avalanche, Silverado, Suburban, Tahoe; GMC Sierra, Yukon, or Yukon XL vehicle, your 
satisfaction with our product is very important to us. 
 
This letter is intended to make you aware that some 2007 model year Cadillac Escalade, 
Escalade ESV, Escalade EXT; Chevrolet Avalanche, Silverado, Suburban, Tahoe; GMC Sierra, 
Yukon, and Yukon XL vehicles may have a peeling condition on the top surface of the front or rear 
chrome interior door handle(s) that could create a rough edge.  A chrome plating irregularity 
combined with direct sunlight exposure may cause the plating to separate from the top surface of 
the handle.     
 
Do not take your vehicle to your GM dealer as a result of this letter unless you believe that 
your vehicle has the condition as described above. 
 
What We Have Done:  General Motors is providing owners of 2007 model year Cadillac 
Escalade, Escalade ESV, Escalade EXT; Chevrolet Avalanche, Silverado, Suburban, Tahoe; 
GMC Sierra, Yukon, and Yukon XL vehicles with additional protection for the front and rear 
chrome interior door handles.  If this condition occurs on your 2007 model year Cadillac Escalade, 
Escalade ESV, Escalade EXT; Chevrolet Avalanche, Silverado, Suburban, Tahoe; GMC Sierra, 
Yukon, or  Yukon XL within 10 years of the date your vehicle was originally placed in service or 
100,000 miles (160,000 km), whichever occurs first, the condition will be repaired for you at no 
charge.  Diagnosis or repair for conditions other than the condition described above is not 
covered under this special coverage program. 
  
What You Should Do:  Repairs and adjustments qualifying under this special coverage must be 
performed by a General Motors dealer.  You may want to contact your GM dealer to find out how 
long they will need to have your vehicle so that you may schedule the appointment at a time that 
is convenient for you.  This will also allow your dealer to order parts if they are not already in 
stock.  Keep this letter with your other important glove box literature for future reference. 
 
Reimbursement:  The enclosed form explains what reimbursement is available and how to 
request reimbursement if you have paid for repairs for the special coverage condition.  Your 
request for reimbursement, including the information and documents mentioned on the enclosed 
form, must be received by GM by July 31, 2011.  
 
If you have any questions or need any assistance to better understand related repairs, please 
contact your dealer.  If you have questions related to a potential reimbursement, please contact 
the appropriate Customer Assistance Center at the number listed below.    
 

Division Number Text Telephones 
(TTY) 

Cadillac 1-866-982-2339 1-800-833-2622 
Chevrolet 1-800-630-2438 1-800-833-2438 

GMC 1-866-996-9463 1-800-462-8583 
Guam 1-671-648-8450  
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Puerto Rico – English 1-800-496-9992  
Puerto Rico – Español 1-800-496-9993  

Virgin Islands 1-800-496-9994  
 
We are sorry for any inconvenience you may experience; however we have taken this action in 
the interest of your continued satisfaction with our products. 
 
 
 Scott Lawson 
 Director, 
 Customer and Relationship Services 
 
Enclosure 
09239 
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July 20, 2011 
 

Minot, ND 
 
 
RE: Service Request: 71-853629347 

2007 Escalade  
Vehicle Identification Number: 1GYFK63897R
Customer Relationship Specialist: Deborah  

 
 
Dear  
 
Thank you for taking the time to contact General Motors regarding your vehicle.  I 
am aware of the concern you are having with your 2007 Escalade; however, I have 
been unsuccessful in my attempts to reach you.  At your earliest convenience, please 
contact the General Motors Product Allegation Resolution Assistance Center at 1-
800-231-1841 Monday through Friday between 8:00 a.m. and 5:00 p.m., Eastern 
Time and ask for Deborah. 
 
Thank you for giving General Motors this opportunity to be of assistance.  We hope 
to earn your trust and respect with every contact you have with General Motors 
Product Allegation Resolution Department.   
 
Sincerely, 
 
General Motors 
 
cc:  FILE 
 
PA0011 
V10202009 
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July 20, 2011 
 

Hiram, GA   
 
 
Dear , 
 
Thank you for contacting us recently regarding the recall or special coverage notice you received 
for your 2007 Chevrolet Tahoe.  We apologize for any inconvenience you have experienced. 
 
At Chevrolet, we believe our customers have the right to expect long-term, reliable performance 
from our products.  There are, however, many variables that affect the life of the vehicle’s parts 
and performance.  There are times when we identify a motor vehicle defect and release a recall 
or special coverage notice to our loyal customers for their safety and satisfaction. 
 
We have reviewed your request for reimbursement and regret that we are unable to reimburse 
you the amount requested.  The reason for this decision is:  
 

• Customer was previously reimbursed by dealer. 
 
At Chevrolet, our commitment to customer satisfaction is a top priority.  We hope you 
understand our position.  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: 71-855928842 
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July 20, 2011 
 

Littleton, CO  
 
 
Dear , 
 
Thank you for contacting us recently about the notice you received for your 2007 Chevrolet 
Avalanche.  We apologize for any inconvenience you may have experienced as a result of this 
action. 
 
At Chevrolet, we believe our customers have the right to expect long-term, reliable performance 
from our products.  There are, however, many variables that affect the life of the vehicle’s parts 
and performance.  There are times when we identify a motor vehicle defect and release a recall 
or special coverage notice to our loyal customers for their safety and satisfaction. 
 
We have reviewed your request for reimbursement and are happy to inform you that you are 
being reimbursed for the full amount of the repair associated with the field action. We have 
enclosed a check in the amount of $127.98.  Please note that this reimbursement does not include 
any additional reimbursement requests not associated with the prescribed repair (e.g. 
maintenance items, wear-and-tear items, etc). 
 
If your vehicle has not been inspected by your local GM dealership, we request you set up an 
appointment to ensure all necessary steps have been taken to repair your vehicle.   
 
At Chevrolet, 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 Chevrolet.com or call us 
at 1-800-222-1020.   
 
Sincerely,  
 
Chevrolet Customer Assistance Center 
Service Request: 71-856368411 
 
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.
 





July 20, 2011 
 
 

Blytheville, AR 
 
 
Service request: 71-856406677 
Vehicle Identification Number: 1GNFC13027R
Customer Relationship Specialist: Elizabeth  
 
Dear : 
 
Thank you for allowing us the opportunity to review the product allegation involving your 2007 
Chevrolet Tahoe.  Unfortunately, our attempts to reach you by phone on 8/9/2010 at 03:54 PM 
ET and on 8/10/2010 at 11:40 AM ET and on 8/10/2010 at 04:34 PM ET were unsuccessful.    
 
Therefore, we will not be able to take any further action regarding your concern until we have an 
opportunity to discuss this with you.  We will continue to hold your file open for 10 days.   
 
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 your service request number above when 
calling. 
 
Sincerely, 
 
General Motors 
 
cc:  FILE 
 
 
PA0005 
V10202009
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July 20, 2011 
 

Spring Valley, CA
 
 
RE: Service Request: 71-857307038 

2007 Tahoe  
Vehicle Identification Number: 1GNFC13J87R
Customer Relationship Specialist: Jose  

 
 
Dear : 
 
Thank you for taking the time to contact General Motors regarding your vehicle.  I 
am aware of the concern you are having with your 2007 Tahoe; however, I have been 
unsuccessful in my attempts to reach you.  At your earliest convenience, please 
contact the General Motors Product Allegation Resolution Assistance Center at 1-
800-231-1841 Monday through Friday between 8:00 a.m. and 5:00 p.m., Eastern 
Time and ask for Jose. 
 
Thank you for giving General Motors this opportunity to be of assistance.  We hope 
to earn your trust and respect with every contact you have with General Motors 
Product Allegation Resolution Department.   
 
Sincerely, 
 
General Motors 
 
cc:  FILE 
 
PA0011 
V10202009 
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July 20, 2011 
 

Appleton, WI  
 
 
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 1-800-462-8782.  Please refer to the service request number listed 
below when you reach our representative.  
 
Total customer satisfaction is important to us at GMC.  If we can be of any assistance, please 
don’t hesitate to email us using the Contact Us link at GMC.com or call us at 1-800-462-8782.   
 
Sincerely,  
 
GMC Customer Assistance Center 
Service Request Number: 71-858391717 
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July 20, 2011 
 
 

 
Yorba Linda, CA 
 
 
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 1-800-462-8782.  Please refer to the service request number listed 
below when you reach our representative.  
 
Total customer satisfaction is important to us at GMC.  If we can be of any assistance, please 
don’t hesitate to email us using the Contact Us link at GMC.com or call us at 1-800-462-8782.   
 
Sincerely,  
 
GMC Customer Assistance Center 
Service Request Number: 71-859708964 
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July 20, 2011 
 

Sedro Woolley, WA
 
 
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 2007 Chevrolet Suburban.   
 
This offer is valid towards one service visit on VIN 3GNFK16317G   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 contact our Executive Office at 1-313-667-7153.  Please refer to your service request 
number listed above and we will be happy to assist you. 
 
Sincerely,  
 
Chevrolet Executive Office 
Service Request 71-860101294 
 
 
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 12, 2011 
 
 

 
 

Benicia, CA   
 
 
 
Dear  
 
Enclosed is the GM Product Recall/Special Coverage Customer Reimbursement Claim Form.  
Please complete the form in its entirety and return it to the address listed on the bottom of the 
form.   
 
We will be happy to review your request for reimbursement for the listed repair once we have 
received this completed form and any additional documentation that may be required (see the 
attached reimbursement claim for details).   
 
After receiving your completed claim form and documentation, we will carefully review the 
documents to confirm the repairs were directly related to the condition described in the 
recall/special coverage.  While we cannot guarantee all reimbursement requests will be honored, 
we will thoroughly review each request carefully for reimbursement consideration. 
 
At Chevrolet, 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 Chevrolet.com or call us 
at 1-800-222-1020.   
 
Sincerely,  
 
Chevrolet Customer Assistance Center 
Service Request: 71-860622136 
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GENERAL MOTORS 
PRODUCT RECALL OR SPECIAL COVERAGE CUSTOMER REIMBURSEMENT 

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

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

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

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

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

 
Division 

 
Number 

Deaf, Hearing Impaired 
or Speech Impaired * 

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

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

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

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

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

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



Product Recall or Special Coverage Customer Reimbursement Claim Form 
 

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

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

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

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

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

 
 



July 20, 2011 
 

Perris, CA
 
 
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 1-800-462-8782.  Please refer to the service request number listed 
below when you reach our representative.  
 
Total customer satisfaction is important to us at GMC.  If we can be of any assistance, please 
don’t hesitate to email us using the Contact Us link at GMC.com or call us at 1-800-462-8782.   
 
Sincerely,  
 
GMC Customer Assistance Center 
Service Request Number: 71-862225710 
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July 20, 2011 
 

Humble, TX 
 
 
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 1-800-222-1020.  Please refer to the service request number listed 
below when you reach our representative.  
 
Total customer satisfaction is important to us at Chevrolet.  If we can be of any assistance, 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 Number: 71-865080636 
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July 20, 2011 
 

Ozark, AL 
 
 
RE: Service Request: 71-868520773 

2007 Tahoe  
Vehicle Identification Number: 1GNEC13027R
Customer Relationship Specialist: Deborah  

 
 
Dear  
 
Thank you for taking the time to contact General Motors regarding your vehicle.  I 
am aware of the concern you are having with your 2007 Tahoe; however, I have been 
unsuccessful in my attempts to reach you.  At your earliest convenience, please 
contact the General Motors Product Allegation Resolution Assistance Center at 1-
800-231-1841 Monday through Friday between 8:00 a.m. and 5:00 p.m., Eastern 
Time and ask for Deborah. 
 
Thank you for giving General Motors this opportunity to be of assistance.  We hope 
to earn your trust and respect with every contact you have with General Motors 
Product Allegation Resolution Department.   
 
Sincerely, 
 
General Motors 
 
cc:  FILE 
 
PA0011 
V10202009 
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July 21, 2011 
 

Peachtree City, GA
 
 
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 1-800-222-1020.  Please refer to the service request number listed 
below when you reach our representative.  
 
Total customer satisfaction is important to us at Chevrolet.  If we can be of any assistance, 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 Number: 71-874569009 
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July 21, 2011 
 

Hattiesburg, MS 
 
 
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 1-800-222-1020.  Please refer to the service request number listed 
below when you reach our representative.  
 
Total customer satisfaction is important to us at Chevrolet.  If we can be of any assistance, 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 Number: 71-881127941 
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July 21, 2011 
 

Yonkers, NY  
 
 
 
Dear 
 
Enclosed is the GM Product Recall/Special Coverage Customer Reimbursement Claim Form.  
Please complete the form in its entirety and return it to the address listed on the bottom of the 
form.   
 
We will be happy to review your request for reimbursement for the listed repair once we have 
received this completed form and any additional documentation that may be required (see the 
attached reimbursement claim for details).   
 
After receiving your completed claim form and documentation, we will carefully review the 
documents to confirm the repairs were directly related to the condition described in the 
recall/special coverage.  While we cannot guarantee all reimbursement requests will be honored, 
we will thoroughly review each request carefully for reimbursement consideration. 
 
At Chevrolet, 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 Chevrolet.com or call us 
at 1-800-222-1020.   
 
Sincerely,  
 
Chevrolet Customer Assistance Center 
Service Request: 71-881457655 
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GENERAL MOTORS 
PRODUCT RECALL OR SPECIAL COVERAGE CUSTOMER REIMBURSEMENT 

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

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

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

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

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

 
Division 

 
Number 

Deaf, Hearing Impaired 
or Speech Impaired * 

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

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

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

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

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

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



Product Recall or Special Coverage Customer Reimbursement Claim Form 
 

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

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

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

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

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

 
 



July 21, 2011 
 

Edna, TX  
 
 
 
Dear 
 
Thank you for your support of Chevrolet.  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 Chevrolet Suburban, Vehicle Identification Number 3GNFC16007G   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 Chevrolet Dealership.  Your complete 
satisfaction is very important to us at Chevrolet.  We hope the issuance of this GMPP 
demonstrates our appreciation of you as a valued customer. 
 
At Chevrolet, 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 Chevrolet.com or call us 
at 1-800-222-1020.   
 
Sincerely,  
 
Chevrolet Customer Assistance Center 
Service Request: 71-884173362 
 
 
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. 
 

arlene.thomas-randol
New Stamp



 

Report Vehicle GMPP: Summary
Current as of: 11/16/2010 - 1:29 PM EST

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

Transaction Mode: Online

User ID: 1w5x8n

User Role: Central Office Administrator

Timestamp Date: 2010-11-16 13:29:29.213

Status Pending

Vehicle Identifier Customer Information

Vehicle Category: GM, Used Plan Customer: Individual

VIN: 3GNFC16007G Customer Type: Owner

                     

Sales Information

Dealer Code: 32888 Edna , Texas , United States 

 

Action: Add Protection Plan Evening Phone: 

Odometer: 77371 Daytime Phone: 

Delivery Date: 11/05/2010 Ext: 

Reference number: Primary Language: English

Secondary Language: 

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

Lienholder Type: Other

Chevrolet

P.O. Box 33170

Detroit, Michigan 48232

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

Plan Purchase Date: 11/05/2010

In Service Date: 11/05/2010

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



arlene.thomas-randol
New Stamp









































































July 21, 2011 
 

Clinton, MD  
 
 
 
Dear  
 
Thank you for your support of Cadillac.  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 Cadillac Escalade ESV, Vehicle Identification Number 1GYFK66857R   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 Cadillac Dealership.  Your complete 
satisfaction is very important to us at Cadillac.  We hope the issuance of this GMPP 
demonstrates our appreciation of you as a valued customer. 
 
At Cadillac, our commitment to customer satisfaction is a top priority.  If you have future 
questions, please don’t hesitate to email us using the Contact Us link at Cadillac.com or call us at 
1-800-458-8006.   
 
Sincerely,  
 
Cadillac Customer Assistance Center 
Service Request: 71-885922456 
 
 
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: 11/23/2010 - 12:14 PM EST

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

Transaction Mode: Online

User ID: 1w5xs1

User Role: Central Office Administrator

Timestamp Date: 2010-11-23 12:13:58.871

Status Pending

Vehicle Identifier Customer Information

Vehicle Category: GM, Used Plan Customer: Individual

VIN: 1GYFK66857R Customer Type: Owner

                   

Sales Information

Dealer Code: 32888 Clinton , Maryland , 

    

Action: Add Protection Plan Evening Phone: 

Odometer: 59000 Daytime Phone: 

Delivery Date: 11/22/2010 Ext: 

Reference number: Primary Language: English

Secondary Language: 

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

Lienholder Type: Other

Cadillac

P.O. Box 33169

Detroit, Michigan 48232

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

Plan Purchase Date: 11/22/2010

In Service Date: 11/22/2010

Schedule Type GMPP Retail

Promotion Code: 

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

Plan Type: Smart Care Retail

Term: 24

Mileage Limit: 24000

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



July 21, 2011 
 

Chaparral, NM 
 
 
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 1-800-222-1020.  Please refer to the service request number listed 
below when you reach our representative.  
 
Total customer satisfaction is important to us at Chevrolet.  If we can be of any assistance, 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 Number: 71-895023747 
 
 
 

arlene.thomas-randol
New Stamp



STRAIGHT-PAYMENT-LEASE REPURCHASE WORKSHEET - BRC COMMON
File Number

71-895661910 (REDACTED) Ileana White 
X Draft-Add question marks beside category (not in dollar fields) to indicate incomplete information 

Date:
1GNFK16377JXXXXXX February 16, 2011

1 1 Base Price $46,874.00 1 Down Pmt / Cap Cost Reduction $0.00
2 2 Conversion / Upfit cost $0.00 2 Pmts (includes 1st month if lease) $0.00
3 3 Reg./Lic./Title Fees $80.00 3 Reg/Lic/Title Fees (leases only) $0.00
4 4 State Fees $0.00 4 Tax (leases only) $0.00
5 A. USAGE USING L.L. FORMULA 5 Aftermarket Items $0.00 5 Aftermarket Items $0.00
6 Base Price/Total Repurch Price $46,874.00 6 Sales Tax $1,624.00 6 Other-Explain $0.00
7 Mileage 16,667 7 Finance Charges  $0.00 7 Other-Explain $0.00
8 Denominator 100,000 8 Document Fee $58.48 8 Other-Explain $0.00
9 Usage $7,812.49 9 Deposit $206.58 9 Other-Explain $0.00
10 10 Total Purchase Price $48,843.06 10 Total Additions $0.00
11 B. USAGE - NEGOTIATED $0.00 11 11
12 12 * Usage/Depreciation $7,812.49 12 * Usage/Depreciation $7,812.49
13 13 Damage $0.00 13 Damage $0.00
14 C. USAGE USING CENTS/MILE 14 Late charges $0.00 14 Late charges $0.00
15 Mileage 0 15 Over-Allowance $0.00 15 Over-Allowance $0.00
16 Cents per mile $0.000 16 Negative Equity $0.00 16 Negative Equity $0.00
17 Usage $0.00 17 Incentives $0.00 17 Incentives $0.00
18 18 GM Card Points $206.58 18 Sec. Dep. (leases) if reimbursing above $0.00
19 19 Other-Explain $0.00 19 Extended Service Contract $0.00
20 D. USAGE-CALIFORNIA ONLY 20 Other-Explain $0.00 20 Gap Insurance $0.00
21 Base price section-Used when NOT financed. 21 Other-Explain $0.00 21 Over Mileage Penalty $0.00
22 "Actual Price Paid" (Base) $48,784.58 22 Total Deductions $8,019.07 22 Total Deductions $7,812.49
23 Mileage 0 23 23
24 Usage $0.00 24 Repurchase Subtotal $40,823.99 24 Total Refund to Customer -$7,812.49
25 OR 25 Loan Payoff good thru 2/25/11 $16,521.80 25 Dlr Buyout (lease) or Loan Payoff $0.00
26 Payment/Lease-Used when financed. 26 Total Refund to Customer $24,302.19 26 (GMAC=DL quote) good thru xx/xx/xx
27 "Actual Price Paid" (Pmt/Lease) $0.00 27 Attorney's Fees $1,750.00 27 Attorney's Fees $0.00
28 Mileage 0 28 Total Repurchase $42,573.99 28 Total Repurchase -$7,812.49
29 Any ext service contract (CA only) 0 29 Edmunds $17,558.00 29 NADA (Legal Only) $0.00
30 Usage $0.00 30 Estimated Auction Value $12,992.92 30 Estimated Auction Value $0.00
31 31 Projected Loss $29,581.07 31 Projected Loss -$7,812.49

PURCHASE PRICE (before t/t/t) 46,874.00$     TRADE ALLOWANCE 21,941.01$    PURCHASE PRICE -$             
MSRP ( FROM BARS INVOICE) 46,874.00$     PAYOFF OF TRADE 9,504.72$      INCENTIVE* (from BARS) -$             
DIFFERENCE -$               DIFFERENCE 12,436.29$    OVERALLOWANCE -$             
if positive look for over allowance if negative=negative equity ACTUAL PRICE -$             

TRADE ALLOWANCE 21,941.01$    
ACV OF TRADE -$               Do not include fuel fill credit

Authorized Signature Date DIFFERENCE 21,941.01$    Include GM card points
ACV=actual cash value Form Rev. 04/28/2006  

Worksheet Filled Out By:

STRAIGHT REPURCHASE - BASE PAYMENT (CA, FL & WV) OR LEASE REPURCHASE
 To calculate usage:

Use ONLY one of the 4 methods in this column or 
follow applicable lemon law formula for your state

USAGE FORMULAS

Vehicle VIN:

Customer Name



INFORMATION Redacted PURSUANT TO THE FREEDOM OF INFORMATION ACT (FOIA), 5 U.S.C. 5





            552(B)(6)



March 14, 2011 
 
Aimee A. Schatz 
Kopka Pinkus Dolin & Eads, LLC 
9801 Connecticut Drive 
Crown Point, IN 46307 
 
 
RE:  v. General Motors 

Service Request: 71-895661910 
2007 Chevrolet Suburban 
Vehicle Identification Number: 1GNFK16377J
Customer Relationship Specialist: Rachal  

 
 
Dear Ms. Schatz: 
 
Enclosed please find a check in the amount of $10,500.00 made payable to Billy Crittendon and 
Krohn & Moss, Ltd. 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
 

arlene.thomas-randol
New Stamp

























 
 
 

        VIA FAX ONLY 
December 3, 2010 
 
 
Gregory Moss, Esq. 
Krohn & Moss, Ltd. 
5055 Wilshire Blvd Ste 300 
Los Angeles, CA 90036 
 
RE:   
 Service Request: 71-895661910 

2007 Chevrolet Suburban 
 Vehicle Identification Number: 1GNFK16377J

Customer Relationship Specialist: Marcia  
 
Dear Mr. Moss: 
 
This is to advise that General Motors is in receipt of the above referenced case dated 12/3/10.  This case 
file has been assigned to General Motors’ Early Resolution program, and you will be contacted in the 
next 10-15 calendar days for review.  The Early Resolution program is designed to facilitate early 
settlement of warranty matters within a 45-day timeframe. 
 
In order to do a thorough review and assessment of this case, General Motors would appreciate your 
prompt assistance in having the attached Release of Lien Information form completed and faxed to the 
number on the fax coversheet within the next five (5) days.   
 
In addition, if any of the items below are marked, please send the requested information either to the fax 
number on the fax cover sheet, or to the address below as soon as possible.   
 

 Copy of owner’s current title and/or registration    Finance agreement 
        Other:  Release of Claim  

  
 Buyer’s agreement 

 General Motors 
 ATTN: BRC Legal 
 P.O. Box 33170 
 Detroit, MI 48232 
 
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 
 

RELEASE OF LIEN INFORMATION 



 

 
 
I ____________________________________________________________________________,  
     (Client’s Name)     
 
hereby authorize ________________________________________________________________ 
     (Lien holder Name) 
 
______________________________________________________________________________ 
 (Lien holder Address)     (Lien holder Phone Number) 
 
to release any and all information regarding my loan account # ___________________________ 
        (Account Number) 
 
with __________________________________________________________________________ 
  (Lien holder Name) 
 
to General Motors Company, including but not limited to a complete payment history of my account, a 
loan payoff amount, and per diem information. 
 
 
Date _______________________. 
 
 
 
 

VEHICLE INFORMATION 
 
 
 
The current vehicle mileage is _________________ Date mileage read: ________________. 
 
 
 
 
_________________________________ _________________________________ 
Signature     Signature 
 
 
 
 
 



















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: 71-895661910 GM Legal File / BBB Case No.:  N/A 
By: Marcia Negotiator: N/A 
 
Customer Last Name:  
Only customer's last name to be recorded. Do not include first name. 

State: IL 
 

Vehicle ID No.:  
1GNFK16377J220100 

In Service Date: 9/29/07 Vehicle Purchased: 
New 

BAC Code: 
189457 
 

Year, Make & Model: 2007 Chevrolet Suburban Vehicle Purchased Used on: n/a at 
odometer n/a 
 

Current Mileage: 37,000 Dealer Name : Phillips Chevrolet 
Sale Type: Purchase x  Lease        Other       : N/A 
 

CAM Name:Rob Johnson 
Phone Number: 630-961-6817  

Lien holder:   GMACx     Other       : N/A DVM Name: Brent Palmer 
Phone/Cell Number: 630-659-9932 
 

Purchase Price of Vehicle: $ 46,874  

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

DVM requests involvement?:yes 

 
Attorney Involvement: Greg Moss 
Phone Number : Krohn & Moss 
Fax Number : 312-578-9428 ext 216 
 

 
Service Manager Name: Jim Bell 
Phone Number : (815) 469-2323 
 
 

Are there additional field personnel involved? If Yes, List the name, including role (DVM, DSM, etc.) 
and phone number. Repeat as necessary. 
No 
 
Are there additional dealerships involved? If Yes, List the dealership name, contact name, and phone 
number. Repeat as necessary. 
Yes. Steve Foley Chevrolet, now closed, no repairs done just SELLING DEALER. 8475644090, fax: 
8478492263 
 

 
 

If TAC was contacted, what did they say? (Include TAC case #) 
SP-10954611-TAC-7/22/09-Customer concern - Low oil light is on, oil consumption.TAC 
Recommendations - 
Advised to perform oil consumption test. Check compression wet and dry or check crankcase pressure 
with water manometer. Customers concern as reported by the caller. 
Excessive oil consumption  
 
Results of the Previous Suggestions Made by TAC : 
He claims he did confirm oil consumption of 1 < quart in 2,000 miles.  He didn't perform a compression 
test, but a water manometer did indicate 3 =" of water vacuum in the crankcase, and the Techlink 
article said no more than 2".  He wanted to know if he could raise the PCV valve and reevaluate (he has 
a lot of oil in the intake.  I advised him I couldn't recommend it. 
 



New Recommendations - 
Per PIP4574E, no repairs should be made. 
 
Excess oil consumption   
   
Results of the Previous Suggestions Made by TAC :   
Tech is replacing the engine. After installation tech has read the note indicating 2009 and earlier 
vehicles should have the timing cover swapped with the original. Caller has already assembled most of 
the engine, seeks information regarding the need and reason for this part swap.   
   
New Recommendations -   
No information was found on this concern, a VME was left for MC James Bloss requesting additional 
information. 
 
Current concern? Timing cover 
 
 
Results of the previous suggestions made by TAC (include additional details of the concern) 
Tech has installed the engine with the timing cover supplied with the new engine, engine is running 
normally with no codes. 
 
New Recommendations- Advised caller this timing cover has been used in a similar application with no 
problems, it has not been able to be determined why it is recommended to replace the cover. Per MC 
James Bloss, there are possible concerns with service tools for cover and front seal alignment not fitting 
on some timing covers, this would not be an issue unless the cover or seal is removed. 
 
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? Yes 
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 N/A 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: 
     

N/A N/A N/A N/A N/A 
 

 Engine/Fuel/Exhaust 
       

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

3/13/09 335003 1 15,794 Phillips Chevrolet 
Concern: C/S SES light is on, gas cap light came on. 
 
Cause: SES light 



 
Correction: Evaporative Emission Canister Purge Solenoid Valve 
Replacement. 

5/4/09 337943 4 17,097 Phillips Chevrolet 
 
Concern: vehicle 2 quarts low in less than 2000 miles. 
 
Cause: aggressive lifters 
 
Correction: Valve Lifter Replacement - Both Sides 
 
*rental provided* 

7/21/09 342802 4 20,006 Phillips Chevrolet 
 
Concern: C/S low oil level light comes on. 
 
Cause: low oil 
 
Correction: No repairs available at this time, tac was contacted. 
 
*rental vehicle* 

9/28/09 347250 5 23,042 Phillips Chevrolet 
 
Complaint: low oil level 
 
Cause: oil level 
 
Correction: contacted and approved engine replacement, install engine 
replacement. 
 
*rental vehicle* 

11/23/10 376967 1 36,506 Phillips Chevrolet 
 
Complaint: low oil level light came on. 
 
Cause: low oil 
 
Correction: adjust oil level. 

 
 Restraints 

       

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

N/A N/A N/A N/A N/A 
 

 Steering 
       

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

N/A N/A N/A N/A N/A 
 

 Transmission 
       

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

N/A N/A N/A N/A N/A 
 

 Axle 
       

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

9/28/10 372608 4 34,927 Phillips Chevrolet 
 



Concern:C/S poping noise when taking off. 
 
Cause: advised new tire may cause condition if driving in auto 4x4 mode. 
 
Correction: Slip Joint, Propeller Shaft – Replace 
 
* rental vehicle* 

     
 

 Body/Trim 
       

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

5/4/09 337943 * 17,097 Phillips Chevrolet 
 
Concern: C/S states inside door handle peeling 
 
Cause: door handle peeling 
 
Correction: Front Side Door Inside Handle Replacement - Right Side 
 
* 2 day rental* 

8/24/09 344834 1 21,752 Phillips Chevrolet 
 
Concern: moldings discolored left and right side. 
 
Cause: moldings 
 
Correct: Buff/clean moldings as needed. 
 

9/28/09 347250 * 23,042 Phillips Chevrolet 
 
Concern: door keeps poping 
 
Cause: door poping 
 
Correction: lube hinges. 

1/29/10 255328 1 26,465 Phillips Chevrolet: 
 
Concern: door keeps poping. 
 
Cause:door poping. 
 
Correction: lube hinges. 

9/28/10 372608 * 34,927 Phillips Chevrolet: 
 
Concern: C/S all side moldings discolored. 
 
Cause: moldings discolored 
 
Correction: refinish all moldings. 
 
 
Concern: C/S second row drivers side arm rest loose. 
 
Cause: loose at frame. 
 
Correction: adjust and secure. 
 
 



Concern: door pops when opening. 
 
Cause: roller frozen 
 
Correction: replace door hinges. 
Concern: front emblem peeling. 
 
Cause: peeling 
 
Correction: replace emblem. 
 
 

 
 Chassis 

       

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

N/A N/A N/A N/A N/A 
 

 Electrical 
       

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

N/A N/A N/A N/A N/A 
 

 Glass 
       

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

N/A N/A N/A N/A N/A 
 

 HVAC 
       

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

N/A N/A N/A N/A N/A 
 

 Paint 
       

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

N/A N/A N/A N/A N/A 
 

 Suspension 
       

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

N/A N/A N/A N/A N/A 
 

 Wheel/Tires 
       

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

N/A N/A N/A N/A N/A 
 

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

N/A N/A N/A N/A N/A 
 

 Other 
       

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

N/A N/A N/A N/A N/A 
 
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) N/A 
 
PERTINENT FACTS FROM All SR’s RELATED TO THIS VIN: 
Concern: 71-745393312 - CAC- opened 7/30/09 closed:11/12/09, gas cap light, add engine oil 
light. closed UTC, no goodwill. 
Date & Offer/Result: opened 7/30/09 closed:11/12/09 no goodwill offered. closed UTC 
 
Concern: 71-890325619-survey-opened 11/6/10 closed 11/16/10 transmission repair, offered a 
$100 maintenance letter. 
Date & Offer/Result: opened 11/6/10 closed 11/16/10, $100  maintenance letter. 
 
Concern: 71-892721354-CAC- 11/23/10 closed 11/30/10-vehicle burns oil, closed because 
customer contacted the lawyer, no goodwill offered. 
Date & Offer/Result: 11/23/10 closed 11/30/10, closed due to customer retaining attorney. 



 
BBB PROGRAM SUMMARY ASSESSMENT: 
(Note: This section only applicable for ADR cases) 
 
What State is BBB Case Filed In? N/A 
 
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: 
N/A 

 
 
Unique GM Program Summary Requirements for Repairs/Reimbursement for Past Repairs in 
Applicable State: 
N/A 

 



 
Customer/Plaintiff Seeks: 
repurchase 
 

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. 
Numerpus defects including electrical, engine, body and trim. 

 
Note: This section only applicable for Legal cases 
Is Lemon Law Pled/Alleged?: Yes 

 
Under what State? IL 

 
Claimed Presumptive? no 

 
Does Purchase Qualify? yes 

 
If not, why? N/A 

 
 

State Presumption Is: 
# of Visits for a Non-Conformity? 4 # of Days out of Service? 30 buisiness 

days 
# of visits for a Safety Complaint? n/a # of Visits Total? n/a 
Must Complaint Continue to Exist? yes Final Repair/Arbitration Required? yes 
Time Period for filing a Claim? 18 months filiing, 12 months 

12,000 miles  
 
 

 

 
Vehicle Service History (During Presumptive Period) is: 

# of Visits for a Non-Conformity? 0 # of Days out of Service? 1 
# of visits for a Safety Complaint? 0 # of Visits Total? 0 
Complaint appears to Continue? yes 

 
Final Repair/Arbitration Complete? no 

 
 
Does History appear Presumptive: no 

 
 

Vehicle Service History (During Limited Warranty Period) is: 
# of Visits for a Non-Conformity? 4 # of Days out of Service? 22 
# of visits for a Safety Complaint? 0 # of Visits Total? 9 
Must Complaint Continue to Exist? yes 

 
Final Repair or Arbitration Req’d? yes 

 
 
Related Repairs beyond NVLW: yes 
Customer Pay? NO If no, identify responsible party: N/a 
Additional Days out of Service? 1 Additional # of Repair Visits? 1 
 
Other Considerations: no 
Outcome/Findings of Arb/Final Repair: n/a 
Prior Goodwill/reimbursement: yes $100 maintenance letter 11/16/10 
Out of Pocket Expenses: no 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:  
FFOM sts that tech service bulletin has come out on oil consumption issue and that dealer is willing 
to provide the necessary repair. 

Pertinent vehicle information provided by dealer Service Manager: 
none 

Identify at least three main strengths of the customer’s case? 
-significant repairs for oil consumption- 
 

Identify at least three main weaknesses of the customer’s case? 
-all repairs occurred after the presumption period- 
-customer is out of filing time- 
-no days out of service. 
Are there any considerations to be made under other applicable laws? (Explain in detail) 
Customer was told in SR # 71-745393312 that engine repair would not for sure fix the oil 
consumption issue, she decided to go through with repair anyway. 

Recommendation: 
Customer does not appear to be in presumption but has had significant repairs for oil consumption, 
I recommend a $4000-$6000 cash settlement and complete necessary repair at no cost. 

Rationale: 
$4000-$6000 cash settlement due to number of repairs for oil consumption. 

Settlement/Defense Strategy: 

Customer appears not to be in presumption offer cash settlement for repairs on consumptiomn 

 
 



 
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: ${Amount}/${Amount} 
Inclusive Offer: ${Amount} 

 

Settlement Type: 
{Goodwill Type} 

Date: 
{mm/dd/yy} 

{Accepted / Countered} 

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

 

Settlement Type: 
{Goodwill Type} 

Date: 
{mm/dd/yy} 

{Accepted / Countered} 

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: 71-895661910 GM Legal File / BBB Case No.:  N/A 
By: Marcia Negotiator: N/A 
 
Customer Last Name:  
Only customer's last name to be recorded. Do not include first name. 

State: IL 
 

Vehicle ID No.:  
1GNFK16377J

In Service Date: 9/29/07 Vehicle Purchased: 
New 

BAC Code: 
189457 
 

Year, Make & Model: 2007 Chevrolet Suburban Vehicle Purchased Used on: n/a at 
odometer n/a 
 

Current Mileage: 37,000 Dealer Name : Phillips Chevrolet 
Sale Type: Purchase x  Lease        Other       : N/A 
 

CAM Name:Rob Johnson 
Phone Number: 630-961-6817  

Lien holder:   GMACx     Other       : N/A DVM Name: Brent Palmer 
Phone/Cell Number: 630-659-9932 
 

Purchase Price of Vehicle: $ 46,874  

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

DVM requests involvement?:yes 

 
Attorney Involvement: Greg Moss 
Phone Number : Krohn & Moss 
Fax Number : 312-578-9428 ext 216 
 

 
Service Manager Name: Jim Bell 
Phone Number : (815) 469-2323 
 
 

Are there additional field personnel involved? If Yes, List the name, including role (DVM, DSM, etc.) 
and phone number. Repeat as necessary. 
No 
 
Are there additional dealerships involved? If Yes, List the dealership name, contact name, and phone 
number. Repeat as necessary. 
Yes. Steve Foley Chevrolet, now closed, no repairs done just SELLING DEALER. 8475644090, fax: 
8478492263 
 

 
 

If TAC was contacted, what did they say? (Include TAC case #) 
SP-10954611-TAC-7/22/09-Customer concern - Low oil light is on, oil consumption.TAC 
Recommendations - 
Advised to perform oil consumption test. Check compression wet and dry or check crankcase pressure 
with water manometer. Customers concern as reported by the caller. 
Excessive oil consumption  
 
Results of the Previous Suggestions Made by TAC : 
He claims he did confirm oil consumption of 1 < quart in 2,000 miles.  He didn't perform a compression 
test, but a water manometer did indicate 3 =" of water vacuum in the crankcase, and the Techlink 
article said no more than 2".  He wanted to know if he could raise the PCV valve and reevaluate (he has 
a lot of oil in the intake.  I advised him I couldn't recommend it. 
 



New Recommendations - 
Per PIP4574E, no repairs should be made. 
 
Excess oil consumption   
   
Results of the Previous Suggestions Made by TAC :   
Tech is replacing the engine. After installation tech has read the note indicating 2009 and earlier 
vehicles should have the timing cover swapped with the original. Caller has already assembled most of 
the engine, seeks information regarding the need and reason for this part swap.   
   
New Recommendations -   
No information was found on this concern, a VME was left for MC James Bloss requesting additional 
information. 
 
Current concern? Timing cover 
 
 
Results of the previous suggestions made by TAC (include additional details of the concern) 
Tech has installed the engine with the timing cover supplied with the new engine, engine is running 
normally with no codes. 
 
New Recommendations- Advised caller this timing cover has been used in a similar application with no 
problems, it has not been able to be determined why it is recommended to replace the cover. Per MC 
James Bloss, there are possible concerns with service tools for cover and front seal alignment not fitting 
on some timing covers, this would not be an issue unless the cover or seal is removed. 
 
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? Yes 
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 N/A 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: 
     

N/A N/A N/A N/A N/A 
 

 Engine/Fuel/Exhaust 
       

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

3/13/09 335003 1 15,794 Phillips Chevrolet 
Concern: C/S SES light is on, gas cap light came on. 
 
Cause: SES light 



 
Correction: Evaporative Emission Canister Purge Solenoid Valve 
Replacement. 

5/4/09 337943 4 17,097 Phillips Chevrolet 
 
Concern: vehicle 2 quarts low in less than 2000 miles. 
 
Cause: aggressive lifters 
 
Correction: Valve Lifter Replacement - Both Sides 
 
*rental provided* 

7/21/09 342802 4 20,006 Phillips Chevrolet 
 
Concern: C/S low oil level light comes on. 
 
Cause: low oil 
 
Correction: No repairs available at this time, tac was contacted. 
 
*rental vehicle* 

9/28/09 347250 5 23,042 Phillips Chevrolet 
 
Complaint: low oil level 
 
Cause: oil level 
 
Correction: contacted and approved engine replacement, install engine 
replacement. 
 
*rental vehicle* 

11/23/10 376967 1 36,506 Phillips Chevrolet 
 
Complaint: low oil level light came on. 
 
Cause: low oil 
 
Correction: adjust oil level. 

 
 Restraints 

       

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

N/A N/A N/A N/A N/A 
 

 Steering 
       

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

N/A N/A N/A N/A N/A 
 

 Transmission 
       

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

N/A N/A N/A N/A N/A 
 

 Axle 
       

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

9/28/10 372608 4 34,927 Phillips Chevrolet 
 



Concern:C/S poping noise when taking off. 
 
Cause: advised new tire may cause condition if driving in auto 4x4 mode. 
 
Correction: Slip Joint, Propeller Shaft – Replace 
 
* rental vehicle* 

     
 

 Body/Trim 
       

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

5/4/09 337943 * 17,097 Phillips Chevrolet 
 
Concern: C/S states inside door handle peeling 
 
Cause: door handle peeling 
 
Correction: Front Side Door Inside Handle Replacement - Right Side 
 
* 2 day rental* 

8/24/09 344834 1 21,752 Phillips Chevrolet 
 
Concern: moldings discolored left and right side. 
 
Cause: moldings 
 
Correct: Buff/clean moldings as needed. 
 

9/28/09 347250 * 23,042 Phillips Chevrolet 
 
Concern: door keeps poping 
 
Cause: door poping 
 
Correction: lube hinges. 

1/29/10 255328 1 26,465 Phillips Chevrolet: 
 
Concern: door keeps poping. 
 
Cause:door poping. 
 
Correction: lube hinges. 

9/28/10 372608 * 34,927 Phillips Chevrolet: 
 
Concern: C/S all side moldings discolored. 
 
Cause: moldings discolored 
 
Correction: refinish all moldings. 
 
 
Concern: C/S second row drivers side arm rest loose. 
 
Cause: loose at frame. 
 
Correction: adjust and secure. 
 
 



Concern: door pops when opening. 
 
Cause: roller frozen 
 
Correction: replace door hinges. 
Concern: front emblem peeling. 
 
Cause: peeling 
 
Correction: replace emblem. 
 
 

 
 Chassis 

       

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

N/A N/A N/A N/A N/A 
 

 Electrical 
       

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

N/A N/A N/A N/A N/A 
 

 Glass 
       

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

N/A N/A N/A N/A N/A 
 

 HVAC 
       

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

N/A N/A N/A N/A N/A 
 

 Paint 
       

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

N/A N/A N/A N/A N/A 
 

 Suspension 
       

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

N/A N/A N/A N/A N/A 
 

 Wheel/Tires 
       

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

N/A N/A N/A N/A N/A 
 

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

N/A N/A N/A N/A N/A 
 

 Other 
       

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

N/A N/A N/A N/A N/A 
 
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) N/A 
 
PERTINENT FACTS FROM All SR’s RELATED TO THIS VIN: 
Concern: 71-745393312 - CAC- opened 7/30/09 closed:11/12/09, gas cap light, add engine oil 
light. closed UTC, no goodwill. 
Date & Offer/Result: opened 7/30/09 closed:11/12/09 no goodwill offered. closed UTC 
 
Concern: 71-890325619-survey-opened 11/6/10 closed 11/16/10 transmission repair, offered a 
$100 maintenance letter. 
Date & Offer/Result: opened 11/6/10 closed 11/16/10, $100  maintenance letter. 
 
Concern: 71-892721354-CAC- 11/23/10 closed 11/30/10-vehicle burns oil, closed because 
customer contacted the lawyer, no goodwill offered. 
Date & Offer/Result: 11/23/10 closed 11/30/10, closed due to customer retaining attorney. 



 
BBB PROGRAM SUMMARY ASSESSMENT: 
(Note: This section only applicable for ADR cases) 
 
What State is BBB Case Filed In? N/A 
 
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: 
N/A 

 
 
Unique GM Program Summary Requirements for Repairs/Reimbursement for Past Repairs in 
Applicable State: 
N/A 

 



 
Customer/Plaintiff Seeks: 
repurchase 
 

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. 
Numerpus defects including electrical, engine, body and trim. 

 
Note: This section only applicable for Legal cases 
Is Lemon Law Pled/Alleged?: Yes 

 
Under what State? IL 

 
Claimed Presumptive? no 

 
Does Purchase Qualify? yes 

 
If not, why? N/A 

 
 

State Presumption Is: 
# of Visits for a Non-Conformity? 4 # of Days out of Service? 30 buisiness 

days 
# of visits for a Safety Complaint? n/a # of Visits Total? n/a 
Must Complaint Continue to Exist? yes Final Repair/Arbitration Required? yes 
Time Period for filing a Claim? 18 months filiing, 12 months 

12,000 miles  
 
 

 

 
Vehicle Service History (During Presumptive Period) is: 

# of Visits for a Non-Conformity? 0 # of Days out of Service? 1 
# of visits for a Safety Complaint? 0 # of Visits Total? 0 
Complaint appears to Continue? yes 

 
Final Repair/Arbitration Complete? no 

 
 
Does History appear Presumptive: no 

 
 

Vehicle Service History (During Limited Warranty Period) is: 
# of Visits for a Non-Conformity? 4 # of Days out of Service? 22 
# of visits for a Safety Complaint? 0 # of Visits Total? 9 
Must Complaint Continue to Exist? yes 

 
Final Repair or Arbitration Req’d? yes 

 
 
Related Repairs beyond NVLW: yes 
Customer Pay? NO If no, identify responsible party: N/a 
Additional Days out of Service? 1 Additional # of Repair Visits? 1 
 
Other Considerations: no 
Outcome/Findings of Arb/Final Repair: n/a 
Prior Goodwill/reimbursement: yes $100 maintenance letter 11/16/10 
Out of Pocket Expenses: no 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:  
FFOM sts that tech service bulletin has come out on oil consumption issue and that dealer is willing 
to provide the necessary repair. 

Pertinent vehicle information provided by dealer Service Manager: 
none 

Identify at least three main strengths of the customer’s case? 
-significant repairs for oil consumption- 
 

Identify at least three main weaknesses of the customer’s case? 
-all repairs occurred after the presumption period- 
-customer is out of filing time- 
-no days out of service. 
Are there any considerations to be made under other applicable laws? (Explain in detail) 
Customer was told in SR # 71-745393312 that engine repair would not for sure fix the oil 
consumption issue, she decided to go through with repair anyway. 

Recommendation: 
Customer does not appear to be in presumption but has had significant repairs for oil consumption, 
I recommend a $3500-$5000 cash settlement and complete necessary repair at no cost. Send NFA 
if offers not accepted. 
Rationale: 
$3500-$5000 cash settlement due to number of repairs for oil consumption. Send NFA if offers not 
accepted. 

Settlement/Defense Strategy: 

Customer appears not to be in presumption offer cash settlement for repairs on consumptiomn 

 
 



 
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: ${Amount}/${Amount} 
Inclusive Offer: ${Amount} 

 

Settlement Type: 
{Goodwill Type} 

Date: 
{mm/dd/yy} 

{Accepted / Countered} 

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

 

Settlement Type: 
{Goodwill Type} 

Date: 
{mm/dd/yy} 

{Accepted / Countered} 

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. 









 
 
 

 
 
 
        VIA FAX ONLY 
 
 
 
December 8, 2010 
 
 
 
Gregory Moss, Esq. 
Krohn & Moss, Ltd 
5975 W Sunrise Blvd Ste 215 
Sunrise, FL 33313 
 
RE:   
 Service Request: 71-895661910 

2007 Chevrolet Suburban 
 Vehicle Identification Number: 1GNFK16377J  
 Customer Relationship Specialist: Marcia  
 
Dear Mr. Moss: 
 
We regret that your client(s) is dissatisfied with {his/her/their} 2007 Chevrolet Suburban and that several 
attempts by the dealer to resolve the concerns have not met your client(s) expectations.  General Motors 
takes great pride in the service we provide to our customers, and we apologize for any inconvenience and 
frustration experienced by your client(s). 
 
After careful review of this case, General Motors would like to make the following voluntary settlement 
offer for all defendants.  This offer is being made in an effort to reach an early resolution that will be 
equitable to your client(s) and reinforce General Motors’ commitment to its customers. General Motors 
requests you make this offer available to your client(s) at the earliest possible opportunity. 
 
A cash settlement of $3500. 
 
Also there is a now a repair for the oil consumption issue and the dealer is willing to perform the repair at 
no cost to the customer. 
 
 
The above offer is inclusive of any and all costs, fees, expenses, and attorney’s fees, known or unknown, 
that are associated with the above-referenced vehicle and is contingent upon receipt of a copy of the 
current registration (valid for at least 30 days beyond the date this letter is signed by your client) to show 
proof of ownership. 
 
Your client(s) would retain the vehicle.   
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If this offer is acceptable to your client(s), please have your client(s) sign this offer letter as well as the 
attached release and return them to us at the fax number shown on the fax cover sheet.  This offer is good 
for 10 calendar days from the date of this letter.  If your client(s) do not agree with the terms of this offer, 
we ask that you contact us immediately to further discuss resolution of this matter.   
 
Furthermore, this settlement offer is contingent upon General Motors receiving a completed W-9 
containing your Federal Tax ID.  Failure to return the W-9 will result in a delay of processing this offer.  
To assist in ensuring the security of this information, the W-9 form needs to be faxed back to 
GM separately from all other settlement documents.  The W-9 form can be downloaded from the IRS 
website at www.irs.gov.  In addition, the IRS website will provide instructions for completing the W-9. 
 
Please refer to the service request number above when contacting our Business Resource Center at 1-800-
231-1841 Monday through Friday between 8:00 a.m. and 5:00 p.m., Eastern Time.   
 
Sincerely, 
 
General Motors 
 
 
 
 
 
 
_____________________________________ 
  Odometer 
 
_____________________________________ ____________________________________ 

Client’s Signature    Client’s Signature 
 
_____________________________________ ____________________________________ 

Date       Date 
 



RELEASE OF CLAIM 
 
I ,   (hereinafter referred to as “Releasor(s)”), on behalf of myself/ourselves and my/our 
assigns, heirs and executors, in consideration of  $3500 paid by General Motors Company, hereby 
release(s) and discharge(s) General Motors Corporation, Motors Liquidation Company, General Motors 
Company,  their subsidiaries, their authorized independent dealers, any designers and suppliers of 
vehicles, parts and components that are distributed by them, and their respective agents and employees 
(hereinafter referred to as "Releasees") from any and all claims, causes of action, demands, damages, and 
claims for attorney’s fees and costs which directly or indirectly arise from, are related to, or are in any 
way associated with the purchase, repair, maintenance, operation, alteration, or use of Releasor(s) 2007 
Chevrolet Suburban bearing Vehicle Identification Number 1GNFK16377J (“Subject Vehicle”), 
including but not limited to any claims based on any alleged defects in the subject vehicle.  This Release 
of Claim shall not be construed to release any of the above named persons or entities from any liability 
regarding claims of personal injury or products liability arising out of the use or operation of the Subject 
Vehicle after the date of execution of this release.  Notwithstanding the above, General Motors Company 
agrees to honor the remaining term of the manufacturer’s express limited warranty and any applicable 
GM Protection Plans which accompanied the sale of the subject vehicle.  If Releasor(s) has/have initiated 
any court, arbitration or other proceeding against Releasees, Releasor(s) immediately will dismiss the 
proceeding with prejudice.         
 
The subject vehicle’s mileage is                              on the date of the signing of this release. 
 
Releasor(s) has/have carefully read and understand(s) this release.  Releasor(s) agree(s) and 
acknowledge(s) that this Release constitutes the entire agreement between Releasor(s) and Releasees, 
and Releasor(s) is/are not relying on any representations, promises or inducements other than those stated 
in this release. 
 
               PLEASE READ CAREFULLY BEFORE SIGNING.  BY SIGNING THIS RELEASE, 
YOU ARE SIGNIFYING THAT YOU HAVE READ IT, UNDERSTAND IT, AND AGREE TO 
ITS TERMS. 
 
                I/We agree to the terms of this Release of All Claims 
 
 
DATE SIGNED: ___________________     
 
______________________________________     _________________________________ 
  Claimant’s Signature     Claimant’s Signature 
 
______________________________________   _________________________________ 
             Address              Address 
 
______________________________________ _________________________________ 
    City, State, Zip Code       City, State, Zip Code 
 
 
 
STATE OF ____________________ 

COUNTY OF ___________________ 



 

              Sworn to (or affirmed) and subscribed before me this ________ day of _____________, 20____, 
by      

                                            _______________________________________________ 
     Signature of Notary Public          
 
 

                         _______________________________________________  
                          Print, type or stamp Commissioned Name of Notary Public 

 
                                             Personally Known __________OR Produced identification __________ 
                                              
           Type of identification _____________________________ 
 
           My commission expires: ___________________________  
 
 
 





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: 71-895661910 GM Legal File / BBB Case No.:  N/A 
By: Marcia Negotiator: N/A 
 
Customer Last Name:  
Only customer's last name to be recorded. Do not include first name. 

State: IL 
 

Vehicle ID No.:  
1GNFK16377J

In Service Date: 9/29/07 Vehicle Purchased: 
New 

BAC Code: 
189457 
 

Year, Make & Model: 2007 Chevrolet Suburban Vehicle Purchased Used on: n/a at 
odometer n/a 
 

Current Mileage: 37,000 Dealer Name : Phillips Chevrolet 
Sale Type: Purchase x  Lease        Other       : N/A 
 

CAM Name:Rob Johnson 
Phone Number: 630-961-6817  

Lien holder:   GMACx     Other       : N/A DVM Name: Brent Palmer 
Phone/Cell Number: 630-659-9932 
 

Purchase Price of Vehicle: $ 46,874  

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

DVM requests involvement?:yes 

 
Attorney Involvement: Greg Moss 
Phone Number : Krohn & Moss 
Fax Number : 312-578-9428 ext 216 
 

 
Service Manager Name: Jim Bell 
Phone Number : (815) 469-2323 
 
 

Are there additional field personnel involved? If Yes, List the name, including role (DVM, DSM, etc.) 
and phone number. Repeat as necessary. 
No 
 
Are there additional dealerships involved? If Yes, List the dealership name, contact name, and phone 
number. Repeat as necessary. 
Yes. Steve Foley Chevrolet, now closed, no repairs done just SELLING DEALER. 8475644090, fax: 
8478492263 
 

 
 

If TAC was contacted, what did they say? (Include TAC case #) 
SP-10954611-TAC-7/22/09-Customer concern - Low oil light is on, oil consumption.TAC 
Recommendations - 
Advised to perform oil consumption test. Check compression wet and dry or check crankcase pressure 
with water manometer. Customers concern as reported by the caller. 
Excessive oil consumption  
 
Results of the Previous Suggestions Made by TAC : 
He claims he did confirm oil consumption of 1 < quart in 2,000 miles.  He didn't perform a compression 
test, but a water manometer did indicate 3 =" of water vacuum in the crankcase, and the Techlink 
article said no more than 2".  He wanted to know if he could raise the PCV valve and reevaluate (he has 
a lot of oil in the intake.  I advised him I couldn't recommend it. 
 



New Recommendations - 
Per PIP4574E, no repairs should be made. 
 
Excess oil consumption   
   
Results of the Previous Suggestions Made by TAC :   
Tech is replacing the engine. After installation tech has read the note indicating 2009 and earlier 
vehicles should have the timing cover swapped with the original. Caller has already assembled most of 
the engine, seeks information regarding the need and reason for this part swap.   
   
New Recommendations -   
No information was found on this concern, a VME was left for MC James Bloss requesting additional 
information. 
 
Current concern? Timing cover 
 
 
Results of the previous suggestions made by TAC (include additional details of the concern) 
Tech has installed the engine with the timing cover supplied with the new engine, engine is running 
normally with no codes. 
 
New Recommendations- Advised caller this timing cover has been used in a similar application with no 
problems, it has not been able to be determined why it is recommended to replace the cover. Per MC 
James Bloss, there are possible concerns with service tools for cover and front seal alignment not fitting 
on some timing covers, this would not be an issue unless the cover or seal is removed. 
 
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? Yes 
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 N/A 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: 
     

N/A N/A N/A N/A N/A 
 

 Engine/Fuel/Exhaust 
       

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

3/13/09 335003 1 15,794 Phillips Chevrolet 
Concern: C/S SES light is on, gas cap light came on. 
 
Cause: SES light 



 
Correction: Evaporative Emission Canister Purge Solenoid Valve 
Replacement. 

5/4/09 337943 4 17,097 Phillips Chevrolet 
 
Concern: vehicle 2 quarts low in less than 2000 miles. 
 
Cause: aggressive lifters 
 
Correction: Valve Lifter Replacement - Both Sides 
 
*rental provided* 

7/21/09 342802 4 20,006 Phillips Chevrolet 
 
Concern: C/S low oil level light comes on. 
 
Cause: low oil 
 
Correction: No repairs available at this time, tac was contacted. 
 
*rental vehicle* 

9/28/09 347250 5 23,042 Phillips Chevrolet 
 
Complaint: low oil level 
 
Cause: oil level 
 
Correction: contacted and approved engine replacement, install engine 
replacement. 
 
*rental vehicle* 

11/23/10 376967 1 36,506 Phillips Chevrolet 
 
Complaint: low oil level light came on. 
 
Cause: low oil 
 
Correction: adjust oil level. 

 
 Restraints 

       

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

N/A N/A N/A N/A N/A 
 

 Steering 
       

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

N/A N/A N/A N/A N/A 
 

 Transmission 
       

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

N/A N/A N/A N/A N/A 
 

 Axle 
       

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

9/28/10 372608 4 34,927 Phillips Chevrolet 
 



Concern:C/S poping noise when taking off. 
 
Cause: advised new tire may cause condition if driving in auto 4x4 mode. 
 
Correction: Slip Joint, Propeller Shaft – Replace 
 
* rental vehicle* 

     
 

 Body/Trim 
       

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

5/4/09 337943 * 17,097 Phillips Chevrolet 
 
Concern: C/S states inside door handle peeling 
 
Cause: door handle peeling 
 
Correction: Front Side Door Inside Handle Replacement - Right Side 
 
* 2 day rental* 

8/24/09 344834 1 21,752 Phillips Chevrolet 
 
Concern: moldings discolored left and right side. 
 
Cause: moldings 
 
Correct: Buff/clean moldings as needed. 
 

9/28/09 347250 * 23,042 Phillips Chevrolet 
 
Concern: door keeps poping 
 
Cause: door poping 
 
Correction: lube hinges. 

1/29/10 255328 1 26,465 Phillips Chevrolet: 
 
Concern: door keeps poping. 
 
Cause:door poping. 
 
Correction: lube hinges. 

9/28/10 372608 * 34,927 Phillips Chevrolet: 
 
Concern: C/S all side moldings discolored. 
 
Cause: moldings discolored 
 
Correction: refinish all moldings. 
 
 
Concern: C/S second row drivers side arm rest loose. 
 
Cause: loose at frame. 
 
Correction: adjust and secure. 
 
 



Concern: door pops when opening. 
 
Cause: roller frozen 
 
Correction: replace door hinges. 
Concern: front emblem peeling. 
 
Cause: peeling 
 
Correction: replace emblem. 
 
 

 
 Chassis 

       

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

N/A N/A N/A N/A N/A 
 

 Electrical 
       

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

N/A N/A N/A N/A N/A 
 

 Glass 
       

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

N/A N/A N/A N/A N/A 
 

 HVAC 
       

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

N/A N/A N/A N/A N/A 
 

 Paint 
       

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

N/A N/A N/A N/A N/A 
 

 Suspension 
       

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

N/A N/A N/A N/A N/A 
 

 Wheel/Tires 
       

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

N/A N/A N/A N/A N/A 
 

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

N/A N/A N/A N/A N/A 
 

 Other 
       

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

N/A N/A N/A N/A N/A 
 
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) N/A 
 
PERTINENT FACTS FROM All SR’s RELATED TO THIS VIN: 
Concern: 71-745393312 - CAC- opened 7/30/09 closed:11/12/09, gas cap light, add engine oil 
light. closed UTC, no goodwill. 
Date & Offer/Result: opened 7/30/09 closed:11/12/09 no goodwill offered. closed UTC 
 
Concern: 71-890325619-survey-opened 11/6/10 closed 11/16/10 transmission repair, offered a 
$100 maintenance letter. 
Date & Offer/Result: opened 11/6/10 closed 11/16/10, $100  maintenance letter. 
 
Concern: 71-892721354-CAC- 11/23/10 closed 11/30/10-vehicle burns oil, closed because 
customer contacted the lawyer, no goodwill offered. 
Date & Offer/Result: 11/23/10 closed 11/30/10, closed due to customer retaining attorney. 



 
BBB PROGRAM SUMMARY ASSESSMENT: 
(Note: This section only applicable for ADR cases) 
 
What State is BBB Case Filed In? N/A 
 
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: 
N/A 

 
 
Unique GM Program Summary Requirements for Repairs/Reimbursement for Past Repairs in 
Applicable State: 
N/A 

 



 
Customer/Plaintiff Seeks: 
repurchase 
 

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. 
Numerpus defects including electrical, engine, body and trim. 

 
Note: This section only applicable for Legal cases 
Is Lemon Law Pled/Alleged?: Yes 

 
Under what State? IL 

 
Claimed Presumptive? no 

 
Does Purchase Qualify? yes 

 
If not, why? N/A 

 
 

State Presumption Is: 
# of Visits for a Non-Conformity? 4 # of Days out of Service? 30 buisiness 

days 
# of visits for a Safety Complaint? n/a # of Visits Total? n/a 
Must Complaint Continue to Exist? yes Final Repair/Arbitration Required? yes 
Time Period for filing a Claim? 18 months filiing, 12 months 

12,000 miles  
 
 

 

 
Vehicle Service History (During Presumptive Period) is: 

# of Visits for a Non-Conformity? 0 # of Days out of Service? 1 
# of visits for a Safety Complaint? 0 # of Visits Total? 0 
Complaint appears to Continue? yes 

 
Final Repair/Arbitration Complete? no 

 
 
Does History appear Presumptive: no 

 
 

Vehicle Service History (During Limited Warranty Period) is: 
# of Visits for a Non-Conformity? 4 # of Days out of Service? 22 
# of visits for a Safety Complaint? 0 # of Visits Total? 9 
Must Complaint Continue to Exist? yes 

 
Final Repair or Arbitration Req’d? yes 

 
 
Related Repairs beyond NVLW: yes 
Customer Pay? NO If no, identify responsible party: N/a 
Additional Days out of Service? 1 Additional # of Repair Visits? 1 
 
Other Considerations: no 
Outcome/Findings of Arb/Final Repair: n/a 
Prior Goodwill/reimbursement: yes $100 maintenance letter 11/16/10 
Out of Pocket Expenses: no 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:  
FFOM sts that tech service bulletin has come out on oil consumption issue and that dealer is willing 
to provide the necessary repair. 

Pertinent vehicle information provided by dealer Service Manager: 
none 

Identify at least three main strengths of the customer’s case? 
-significant repairs for oil consumption- 
 

Identify at least three main weaknesses of the customer’s case? 
-all repairs occurred after the presumption period- 
-customer is out of filing time- 
-no days out of service. 
Are there any considerations to be made under other applicable laws? (Explain in detail) 
Customer was told in SR # 71-745393312 that engine repair would not for sure fix the oil 
consumption issue, she decided to go through with repair anyway. 

Recommendation: 
Customer does not appear to be in presumption but has had significant repairs for oil consumption, 
I recommend a $3500-$5500 cash settlement and complete necessary repair at no cost. Send NFA 
if offers not accepted. 
Rationale: 
$3500-$5500 cash settlement due to number of repairs for oil consumption. Send NFA if offers not 
accepted. 

Settlement/Defense Strategy: 

Customer appears not to be in presumption offer cash settlement for repairs on consumptiomn 

 
 



 
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: repurchas4 
Amount to Plaintiff/Atty: $N/A/$ N/A 
Inclusive Offer: $ N/A 

 

Settlement Type: 
{Goodwill Type} 

Date: 
{mm/dd/yy} 

countered 

CRS Initial Offer: 
Amount to Plaintiff/Atty: $N/A$N/A 
Inclusive Offer: $3500 
  

 

Settlement Type: 
cash 

Date: 12/08/10 
countered 

Plaintiff Counter:: 
Amount to Plaintiff/Atty: $N/A $N/A 
Inclusive Offer: $14,500 

 

Settlement Type: 
cash 

Date: 12/10/10 
countered 

CRS Counter: 
Amount to Plaintiff/Atty: $N/A $N//A 
Inclusive Offer: $4000 

 

Settlement Type: 
cash 

Date: 12/10/10 
{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. 







 
 
 

        VIA FAX ONLY 
December 10, 2010 
 
Gregory Moss, Esq. 
KROHN & MOSS 
120 West Madison Street 10th Floor 
Chicago, IL 60602 
 
RE:   
 Service Request: 71-895661910 

2007 Chevrolet Suburban 
 Vehicle Identification Number: 1GNFK16377J  
 Customer Relationship Specialist: Marcia  
 
Dear Mr. Moss: 
 
We regret that your client(s) is dissatisfied with his 2007 Chevrolet Suburban and that several attempts 
by the dealer to resolve the concerns have not met your client(s) expectations.  General Motors takes 
great pride in the service we provide to our customers, and we apologize for any inconvenience and 
frustration experienced by your client(s). 
 
After careful review of this case, General Motors would like to make the following voluntary settlement 
offer for all defendants.  This offer is being made in an effort to reach an early resolution that will be 
equitable to your client(s) and reinforce General Motors’ commitment to its customers. General Motors 
requests you make this offer available to your client(s) at the earliest possible opportunity. 
 
A cash settlement of $4000 . 
 
 
The above offer is inclusive of any and all costs, fees, expenses, and attorney’s fees, known or unknown, 
that are associated with the above-referenced vehicle and is contingent upon receipt of a copy of the 
current registration (valid for at least 30 days beyond the date this letter is signed by your client) to show 
proof of ownership. 
 
Your client(s) would retain the vehicle.   
 
If this offer is acceptable to your client(s), please have your client(s) sign this offer letter as well as the 
attached release and return them to us at the fax number shown on the fax cover sheet.  This offer is good 
for 10 calendar days from the date of this letter.  If your client(s) do not agree with the terms of this offer, 
we ask that you contact us immediately to further discuss resolution of this matter.   
 
Furthermore, this settlement offer is contingent upon General Motors receiving a completed W-9 
containing your Federal Tax ID.  Failure to return the W-9 will result in a delay of processing this offer.  
To assist in ensuring the security of this information, the W-9 form needs to be faxed back to 
GM separately from all other settlement documents.  The W-9 form can be downloaded from the IRS 
website at www.irs.gov.  In addition, the IRS website will provide instructions for completing the W-9. 
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Please refer to the service request number above when contacting our Business Resource Center at 1-800-
231-1841 Monday through Friday between 8:00 a.m. and 5:00 p.m., Eastern Time.   
 
Sincerely, 
 
General Motors 
 
 
 
 
 
 
_____________________________________ 
  Odometer 
 
_____________________________________ ____________________________________ 

Client’s Signature    Client’s Signature 
 
_____________________________________ ____________________________________ 

Date       Date 
 





RELEASE OF CLAIM 
 
I,   (hereinafter referred to as “Releasor(s)”), on behalf of myself/ourselves and my/our 
assigns, heirs and executors, in consideration of $4000 paid by General Motors Company, hereby 
release(s) and discharge(s) General Motors Corporation, Motors Liquidation Company, General Motors 
Company,  their subsidiaries, their authorized independent dealers, any designers and suppliers of 
vehicles, parts and components that are distributed by them, and their respective agents and employees 
(hereinafter referred to as "Releasees") from any and all claims, causes of action, demands, damages, and 
claims for attorney’s fees and costs which directly or indirectly arise from, are related to, or are in any 
way associated with the purchase repair, maintenance, operation, alteration, or use of Releasor(s) 2007 
Chevrolet Suburban bearing Vehicle Identification Number 1GNFK16377J (“Subject Vehicle”), 
including but not limited to any claims based on any alleged defects in the subject vehicle.  This Release 
of Claim shall not be construed to release any of the above named persons or entities from any liability 
regarding claims of personal injury or products liability arising out of the use or operation of the Subject 
Vehicle after the date of execution of this release.  Notwithstanding the above, General Motors Company 
agrees to honor the remaining term of the manufacturer’s express limited warranty and any applicable 
GM Protection Plans which accompanied the sale of the subject vehicle.  If Releasor(s) has/have initiated 
any court, arbitration or other proceeding against Releasees, Releasor(s) immediately will dismiss the 
proceeding with prejudice.         
 
The subject vehicle’s mileage is                              on the date of the signing of this release. 
 
Releasor(s) has/have carefully read and understand(s) this release.  Releasor(s) agree(s) and 
acknowledge(s) that this Release constitutes the entire agreement between Releasor(s) and Releasees, 
and Releasor(s) is/are not relying on any representations, promises or inducements other than those stated 
in this release. 
 
               PLEASE READ CAREFULLY BEFORE SIGNING.  BY SIGNING THIS RELEASE, 
YOU ARE SIGNIFYING THAT YOU HAVE READ IT, UNDERSTAND IT, AND AGREE TO 
ITS TERMS. 
 
                I/We agree to the terms of this Release of All Claims 
 
 
DATE SIGNED: ___________________     
 
______________________________________     _________________________________ 
  Claimant’s Signature     Claimant’s Signature 
 
______________________________________   _________________________________ 
             Address              Address 
 
______________________________________ _________________________________ 
    City, State, Zip Code       City, State, Zip Code 
 
 
 
STATE OF ____________________ 

COUNTY OF ___________________ 



 

              Sworn to (or affirmed) and subscribed before me this ________ day of _____________, 20____, 
by      

                                            _______________________________________________ 
     Signature of Notary Public          
 
 

                         _______________________________________________  
                          Print, type or stamp Commissioned Name of Notary Public 

 
                                             Personally Known __________OR Produced identification __________ 
                                              
           Type of identification _____________________________ 
 
           My commission expires: ___________________________  
 
 
 







 
 
 

        VIA FAX ONLY 
December 14, 2010 
 
Gregory Moss, Esq. 
KROHN & MOSS 
120 West Madison Street 10th Floor 
Chicago, IL 60602 
 
RE:   
 Service Request: 71-895661910 

2007 Chevrolet Suburban 
 Vehicle Identification Number: 1GNFK16377J  
 Customer Relationship Specialist: Marcia  
 
Dear Mr. Moss: 
 
We regret that your client(s) is dissatisfied with his 2007 Chevrolet Suburban and that several attempts 
by the dealer to resolve the concerns have not met your client(s) expectations.  General Motors takes 
great pride in the service we provide to our customers, and we apologize for any inconvenience and 
frustration experienced by your client(s). 
 
After careful review of this case, General Motors would like to make the following voluntary settlement 
offer for all defendants.  This offer is being made in an effort to reach an early resolution that will be 
equitable to your client(s) and reinforce General Motors’ commitment to its customers. General Motors 
requests you make this offer available to your client(s) at the earliest possible opportunity. 
 
A cash settlement of $4500. 
 
 
The above offer is inclusive of any and all costs, fees, expenses, and attorney’s fees, known or unknown, 
that are associated with the above-referenced vehicle and is contingent upon receipt of a copy of the 
current registration (valid for at least 30 days beyond the date this letter is signed by your client) to show 
proof of ownership. 
 
Your client(s) would retain the vehicle.   
 
If this offer is acceptable to your client(s), please have your client(s) sign this offer letter as well as the 
attached release and return them to us at the fax number shown on the fax cover sheet.  This offer is good 
for 10 calendar days from the date of this letter.  If your client(s) do not agree with the terms of this offer, 
we ask that you contact us immediately to further discuss resolution of this matter.   
 
Furthermore, this settlement offer is contingent upon General Motors receiving a completed W-9 
containing your Federal Tax ID.  Failure to return the W-9 will result in a delay of processing this offer.  
To assist in ensuring the security of this information, the W-9 form needs to be faxed back to 
GM separately from all other settlement documents.  The W-9 form can be downloaded from the IRS 
website at www.irs.gov.  In addition, the IRS website will provide instructions for completing the W-9. 
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Please refer to the service request number above when contacting our Business Resource Center at 1-800-
231-1841 Monday through Friday between 8:00 a.m. and 5:00 p.m., Eastern Time.   
 
Sincerely, 
 
General Motors 
 
 
 
 
 
 
_____________________________________ 
  Odometer 
 
_____________________________________ ____________________________________ 

Client’s Signature    Client’s Signature 
 
_____________________________________ ____________________________________ 

Date       Date 
 





RELEASE OF CLAIM 
 
 I,  (hereinafter referred to as “Releasor(s)”), on behalf of myself/ourselves and my/our 
assigns, heirs and executors, in consideration of $ 4500 paid by General Motors Company, hereby 
release(s) and discharge(s) General Motors Corporation, Motors Liquidation Company, General Motors 
Company,  their subsidiaries, their authorized independent dealers, any designers and suppliers of 
vehicles, parts and components that are distributed by them, and their respective agents and employees 
(hereinafter referred to as "Releasees") from any and all claims, causes of action, demands, damages, and 
claims for attorney’s fees and costs which directly or indirectly arise from, are related to, or are in any 
way associated with the purchase, repair, maintenance, operation, alteration, or use of Releasor(s) 2007 
Chevrolet Suburban bearing Vehicle Identification Number 1GNFK16377J (“Subject Vehicle”), 
including but not limited to any claims based on any alleged defects in the subject vehicle.  This Release 
of Claim shall not be construed to release any of the above named persons or entities from any liability 
regarding claims of personal injury or products liability arising out of the use or operation of the Subject 
Vehicle after the date of execution of this release.  Notwithstanding the above, General Motors Company 
agrees to honor the remaining term of the manufacturer’s express limited warranty and any applicable 
GM Protection Plans which accompanied the sale of the subject vehicle.  If Releasor(s) has/have initiated 
any court, arbitration or other proceeding against Releasees, Releasor(s) immediately will dismiss the 
proceeding with prejudice.         
 
The subject vehicle’s mileage is                              on the date of the signing of this release. 
 
Releasor(s) has/have carefully read and understand(s) this release.  Releasor(s) agree(s) and 
acknowledge(s) that this Release constitutes the entire agreement between Releasor(s) and Releasees, 
and Releasor(s) is/are not relying on any representations, promises or inducements other than those stated 
in this release. 
 
               PLEASE READ CAREFULLY BEFORE SIGNING.  BY SIGNING THIS RELEASE, 
YOU ARE SIGNIFYING THAT YOU HAVE READ IT, UNDERSTAND IT, AND AGREE TO 
ITS TERMS. 
 
                I/We agree to the terms of this Release of All Claims 
 
 
DATE SIGNED: ___________________     
 
______________________________________     _________________________________ 
  Claimant’s Signature     Claimant’s Signature 
 
______________________________________   _________________________________ 
             Address              Address 
 
______________________________________ _________________________________ 
    City, State, Zip Code       City, State, Zip Code 
 
 
 
STATE OF ____________________ 

COUNTY OF ___________________ 



 

              Sworn to (or affirmed) and subscribed before me this ________ day of _____________, 20____, 
by      

                                            _______________________________________________ 
     Signature of Notary Public          
 
 

                         _______________________________________________  
                          Print, type or stamp Commissioned Name of Notary Public 

 
                                             Personally Known __________OR Produced identification __________ 
                                              
           Type of identification _____________________________ 
 
           My commission expires: ___________________________  
 
 
 







 
 
 

        VIA FAX ONLY 
December 15, 2010 
 
Gregory Moss, Esq. 
KROHN & MOSS 
120 West Madison Street 10th Floor 
Chicago, IL 60602 
 
RE:   
 Service Request: 71-895661910 

2007 Chevrolet Suburban 
 Vehicle Identification Number: 1GNFK16377J
 Customer Relationship Specialist: Marcia  
 
Dear Mr. Moss: 
 
We have received your rejection of our counter-offer, dated 12/15/10.  In an attempt to settle this matter, 
General Motors is making a final offer of $5000. 
 
We ask that you discuss General Motors’ offer with your client(s) at your earliest opportunity.  This offer 
will remain available for five (5) calendar days from the date of this letter.  If your client(s) agree with 
the terms of this offer, please have the offer letter and release executed where indicated and faxed to the 
number on the fax cover sheet.  If your client(s) do not agree with the terms of the offer, we will assume 
that this matter is unable to be resolved and will close our file. 
 
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. 
 
Sincerely, 
 
General Motors 
 
 

___________________ 
Current Vehicle Mileage 

 
_____________________________________  _____________________________________ 

Client’s Signature     Client’s Signature 
 
_____________________________________  _____________________________________ 

Date       Date
 





RELEASE OF CLAIM 
 
 I,   (hereinafter referred to as “Releasor(s)”), on behalf of myself/ourselves and my/our 
assigns, heirs and executors, in consideration of  $5000 paid by General Motors Company, hereby 
release(s) and discharge(s) General Motors Corporation, Motors Liquidation Company, General Motors 
Company,  their subsidiaries, their authorized independent dealers, any designers and suppliers of 
vehicles, parts and components that are distributed by them, and their respective agents and employees 
(hereinafter referred to as "Releasees") from any and all claims, causes of action, demands, damages, and 
claims for attorney’s fees and costs which directly or indirectly arise from, are related to, or are in any 
way associated with the purchase, repair, maintenance, operation, alteration, or use of Releasor(s) 2007 
Chevrolet Suburban bearing Vehicle Identification Number 1GNFK16377J (“Subject Vehicle”), 
including but not limited to any claims based on any alleged defects in the subject vehicle.  This Release 
of Claim shall not be construed to release any of the above named persons or entities from any liability 
regarding claims of personal injury or products liability arising out of the use or operation of the Subject 
Vehicle after the date of execution of this release.  Notwithstanding the above, General Motors Company 
agrees to honor the remaining term of the manufacturer’s express limited warranty and any applicable 
GM Protection Plans which accompanied the sale of the subject vehicle.  If Releasor(s) has/have initiated 
any court, arbitration or other proceeding against Releasees, Releasor(s) immediately will dismiss the 
proceeding with prejudice.         
 
The subject vehicle’s mileage is                              on the date of the signing of this release. 
 
Releasor(s) has/have carefully read and understand(s) this release.  Releasor(s) agree(s) and 
acknowledge(s) that this Release constitutes the entire agreement between Releasor(s) and Releasees, 
and Releasor(s) is/are not relying on any representations, promises or inducements other than those stated 
in this release. 
 
               PLEASE READ CAREFULLY BEFORE SIGNING.  BY SIGNING THIS RELEASE, 
YOU ARE SIGNIFYING THAT YOU HAVE READ IT, UNDERSTAND IT, AND AGREE TO 
ITS TERMS. 
 
                I/We agree to the terms of this Release of All Claims 
 
 
DATE SIGNED: ___________________     
 
______________________________________     _________________________________ 
  Claimant’s Signature     Claimant’s Signature 
 
______________________________________   _________________________________ 
             Address              Address 
 
______________________________________ _________________________________ 
    City, State, Zip Code       City, State, Zip Code 
 
 
 
STATE OF ____________________ 

COUNTY OF ___________________ 



 

              Sworn to (or affirmed) and subscribed before me this ________ day of _____________, 20____, 
by      

                                            _______________________________________________ 
     Signature of Notary Public          
 
 

                         _______________________________________________  
                          Print, type or stamp Commissioned Name of Notary Public 

 
                                             Personally Known __________OR Produced identification __________ 
                                              
           Type of identification _____________________________ 
 
           My commission expires: ___________________________  
 
 
 



 
 
 

        VIA FAX ONLY 
December 16, 2010 
 
Gregory Moss, Esq. 
KROHN & MOSS 
120 West Madison Street 10th Floor 
Chicago, IL 60602 
 
RE:   
 Service Request: 71-895661910 

2007 Chevrolet Suburban 
 Vehicle Identification Number: 1GNFK16377J  
 Customer Relationship Specialist: Marcia  
 
Dear Mr. Moss: 
 
We have received your rejection of our settlement offer, dated 12/15/10.  After further review, we do not 
believe that additional adjustment of our settlement offer, dated 12/15/10 is appropriate in this matter.  At 
this time, General Motors is again extending its previous offer.  This offer will remain available for ten 
(10) calendar days.  If your client has not accepted our offer within that timeframe, we will assume that 
this matter is unable to be resolved and will close our file.   
 
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.   
 
Sincerely, 
 
General Motors 
 
 







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: 71-895661910 GM Legal File / BBB Case No.:  N/A 
By: Marcia Negotiator: N/A 
 
Customer Last Name:  Crittendon 
Only customer's last name to be recorded. Do not include first name. 

State: IL 
 

Vehicle ID No.:  
1GNFK16377J

In Service Date: 9/29/07 Vehicle Purchased: 
New 

BAC Code: 
189457 
 

Year, Make & Model: 2007 Chevrolet Suburban Vehicle Purchased Used on: n/a at 
odometer n/a 
 

Current Mileage: 37,000 Dealer Name : Phillips Chevrolet 
Sale Type: Purchase x  Lease        Other       : N/A 
 

CAM Name:Rob Johnson 
Phone Number: 630-961-6817  

Lien holder:   GMACx     Other       : N/A DVM Name: Brent Palmer 
Phone/Cell Number: 630-659-9932 
 

Purchase Price of Vehicle: $ 46,874  

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

DVM requests involvement?:yes 

 
Attorney Involvement: Greg Moss 
Phone Number : Krohn & Moss 
Fax Number : 312-578-9428 ext 216 
 

 
Service Manager Name: Jim Bell 
Phone Number : (815) 469-2323 
 
 

Are there additional field personnel involved? If Yes, List the name, including role (DVM, DSM, etc.) 
and phone number. Repeat as necessary. 
No 
 
Are there additional dealerships involved? If Yes, List the dealership name, contact name, and phone 
number. Repeat as necessary. 
Yes. Steve Foley Chevrolet, now closed, no repairs done just SELLING DEALER. 8475644090, fax: 
8478492263 
 

 
 

If TAC was contacted, what did they say? (Include TAC case #) 
SP-10954611-TAC-7/22/09-Customer concern - Low oil light is on, oil consumption.TAC 
Recommendations - 
Advised to perform oil consumption test. Check compression wet and dry or check crankcase pressure 
with water manometer. Customers concern as reported by the caller. 
Excessive oil consumption  
 
Results of the Previous Suggestions Made by TAC : 
He claims he did confirm oil consumption of 1 < quart in 2,000 miles.  He didn't perform a compression 
test, but a water manometer did indicate 3 =" of water vacuum in the crankcase, and the Techlink 
article said no more than 2".  He wanted to know if he could raise the PCV valve and reevaluate (he has 
a lot of oil in the intake.  I advised him I couldn't recommend it. 
 



New Recommendations - 
Per PIP4574E, no repairs should be made. 
 
Excess oil consumption   
   
Results of the Previous Suggestions Made by TAC :   
Tech is replacing the engine. After installation tech has read the note indicating 2009 and earlier 
vehicles should have the timing cover swapped with the original. Caller has already assembled most of 
the engine, seeks information regarding the need and reason for this part swap.   
   
New Recommendations -   
No information was found on this concern, a VME was left for MC James Bloss requesting additional 
information. 
 
Current concern? Timing cover 
 
 
Results of the previous suggestions made by TAC (include additional details of the concern) 
Tech has installed the engine with the timing cover supplied with the new engine, engine is running 
normally with no codes. 
 
New Recommendations- Advised caller this timing cover has been used in a similar application with no 
problems, it has not been able to be determined why it is recommended to replace the cover. Per MC 
James Bloss, there are possible concerns with service tools for cover and front seal alignment not fitting 
on some timing covers, this would not be an issue unless the cover or seal is removed. 
 
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? Yes 
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 N/A 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: 
     

N/A N/A N/A N/A N/A 
 

 Engine/Fuel/Exhaust 
       

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

3/13/09 335003 1 15,794 Phillips Chevrolet 
Concern: C/S SES light is on, gas cap light came on. 
 
Cause: SES light 



 
Correction: Evaporative Emission Canister Purge Solenoid Valve 
Replacement. 

5/4/09 337943 4 17,097 Phillips Chevrolet 
 
Concern: vehicle 2 quarts low in less than 2000 miles. 
 
Cause: aggressive lifters 
 
Correction: Valve Lifter Replacement - Both Sides 
 
*rental provided* 

7/21/09 342802 4 20,006 Phillips Chevrolet 
 
Concern: C/S low oil level light comes on. 
 
Cause: low oil 
 
Correction: No repairs available at this time, tac was contacted. 
 
*rental vehicle* 

9/28/09 347250 5 23,042 Phillips Chevrolet 
 
Complaint: low oil level 
 
Cause: oil level 
 
Correction: contacted and approved engine replacement, install engine 
replacement. 
 
*rental vehicle* 

11/23/10 376967 1 36,506 Phillips Chevrolet 
 
Complaint: low oil level light came on. 
 
Cause: low oil 
 
Correction: adjust oil level. 

 
 Restraints 

       

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

N/A N/A N/A N/A N/A 
 

 Steering 
       

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

N/A N/A N/A N/A N/A 
 

 Transmission 
       

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

N/A N/A N/A N/A N/A 
 

 Axle 
       

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

9/28/10 372608 4 34,927 Phillips Chevrolet 
 



Concern:C/S poping noise when taking off. 
 
Cause: advised new tire may cause condition if driving in auto 4x4 mode. 
 
Correction: Slip Joint, Propeller Shaft – Replace 
 
* rental vehicle* 

     
 

 Body/Trim 
       

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

5/4/09 337943 * 17,097 Phillips Chevrolet 
 
Concern: C/S states inside door handle peeling 
 
Cause: door handle peeling 
 
Correction: Front Side Door Inside Handle Replacement - Right Side 
 
* 2 day rental* 

8/24/09 344834 1 21,752 Phillips Chevrolet 
 
Concern: moldings discolored left and right side. 
 
Cause: moldings 
 
Correct: Buff/clean moldings as needed. 
 

9/28/09 347250 * 23,042 Phillips Chevrolet 
 
Concern: door keeps poping 
 
Cause: door poping 
 
Correction: lube hinges. 

1/29/10 255328 1 26,465 Phillips Chevrolet: 
 
Concern: door keeps poping. 
 
Cause:door poping. 
 
Correction: lube hinges. 

9/28/10 372608 * 34,927 Phillips Chevrolet: 
 
Concern: C/S all side moldings discolored. 
 
Cause: moldings discolored 
 
Correction: refinish all moldings. 
 
 
Concern: C/S second row drivers side arm rest loose. 
 
Cause: loose at frame. 
 
Correction: adjust and secure. 
 
 



Concern: door pops when opening. 
 
Cause: roller frozen 
 
Correction: replace door hinges. 
Concern: front emblem peeling. 
 
Cause: peeling 
 
Correction: replace emblem. 
 
 

 
 Chassis 

       

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

N/A N/A N/A N/A N/A 
 

 Electrical 
       

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

N/A N/A N/A N/A N/A 
 

 Glass 
       

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

N/A N/A N/A N/A N/A 
 

 HVAC 
       

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

N/A N/A N/A N/A N/A 
 

 Paint 
       

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

N/A N/A N/A N/A N/A 
 

 Suspension 
       

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

N/A N/A N/A N/A N/A 
 

 Wheel/Tires 
       

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

N/A N/A N/A N/A N/A 
 

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

N/A N/A N/A N/A N/A 
 

 Other 
       

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

N/A N/A N/A N/A N/A 
 
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) N/A 
 
PERTINENT FACTS FROM All SR’s RELATED TO THIS VIN: 
Concern: 71-745393312 - CAC- opened 7/30/09 closed:11/12/09, gas cap light, add engine oil 
light. closed UTC, no goodwill. 
Date & Offer/Result: opened 7/30/09 closed:11/12/09 no goodwill offered. closed UTC 
 
Concern: 71-890325619-survey-opened 11/6/10 closed 11/16/10 transmission repair, offered a 
$100 maintenance letter. 
Date & Offer/Result: opened 11/6/10 closed 11/16/10, $100  maintenance letter. 
 
Concern: 71-892721354-CAC- 11/23/10 closed 11/30/10-vehicle burns oil, closed because 
customer contacted the lawyer, no goodwill offered. 
Date & Offer/Result: 11/23/10 closed 11/30/10, closed due to customer retaining attorney. 



 
BBB PROGRAM SUMMARY ASSESSMENT: 
(Note: This section only applicable for ADR cases) 
 
What State is BBB Case Filed In? N/A 
 
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: 
N/A 

 
 
Unique GM Program Summary Requirements for Repairs/Reimbursement for Past Repairs in 
Applicable State: 
N/A 

 



 
Customer/Plaintiff Seeks: 
repurchase 
 

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. 
Numerpus defects including electrical, engine, body and trim. 

 
Note: This section only applicable for Legal cases 
Is Lemon Law Pled/Alleged?: Yes 

 
Under what State? IL 

 
Claimed Presumptive? no 

 
Does Purchase Qualify? yes 

 
If not, why? N/A 

 
 

State Presumption Is: 
# of Visits for a Non-Conformity? 4 # of Days out of Service? 30 buisiness 

days 
# of visits for a Safety Complaint? n/a # of Visits Total? n/a 
Must Complaint Continue to Exist? yes Final Repair/Arbitration Required? yes 
Time Period for filing a Claim? 18 months filiing, 12 months 

12,000 miles  
 
 

 

 
Vehicle Service History (During Presumptive Period) is: 

# of Visits for a Non-Conformity? 0 # of Days out of Service? 1 
# of visits for a Safety Complaint? 0 # of Visits Total? 0 
Complaint appears to Continue? yes 

 
Final Repair/Arbitration Complete? no 

 
 
Does History appear Presumptive: no 

 
 

Vehicle Service History (During Limited Warranty Period) is: 
# of Visits for a Non-Conformity? 4 # of Days out of Service? 22 
# of visits for a Safety Complaint? 0 # of Visits Total? 9 
Must Complaint Continue to Exist? yes 

 
Final Repair or Arbitration Req’d? yes 

 
 
Related Repairs beyond NVLW: yes 
Customer Pay? NO If no, identify responsible party: N/a 
Additional Days out of Service? 1 Additional # of Repair Visits? 1 
 
Other Considerations: no 
Outcome/Findings of Arb/Final Repair: n/a 
Prior Goodwill/reimbursement: yes $100 maintenance letter 11/16/10 
Out of Pocket Expenses: no 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:  
FFOM sts that tech service bulletin has come out on oil consumption issue and that dealer is willing 
to provide the necessary repair. 

Pertinent vehicle information provided by dealer Service Manager: 
none 

Identify at least three main strengths of the customer’s case? 
-significant repairs for oil consumption- 
 

Identify at least three main weaknesses of the customer’s case? 
-all repairs occurred after the presumption period- 
-customer is out of filing time- 
-no days out of service. 
Are there any considerations to be made under other applicable laws? (Explain in detail) 
Customer was told in SR # 71-745393312 that engine repair would not for sure fix the oil 
consumption issue, she decided to go through with repair anyway. 

Recommendation: 
Customer does not appear to be in presumption but has had significant repairs for oil consumption, 
I recommend a $3500-$5500 cash settlement and complete necessary repair at no cost. Send NFA 
if offers not accepted. 
Rationale: 
$3500-$5500 cash settlement due to number of repairs for oil consumption. Send NFA if offers not 
accepted. 

Settlement/Defense Strategy: 

Sent my final offer of $5000, was not accepted, sent NFA will close not settled. 

 
 



 
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: repurchas4 
Amount to Plaintiff/Atty: $N/A/$ N/A 
Inclusive Offer: $ N/A 

 

Settlement Type: 
{Goodwill Type} 

Date: 
{mm/dd/yy} 

countered 

CRS Initial Offer: 
Amount to Plaintiff/Atty: $N/A$N/A 
Inclusive Offer: $3500 
  

 

Settlement Type: 
cash 

Date: 12/08/10 
countered 

Plaintiff Counter:: 
Amount to Plaintiff/Atty: $N/A $N/A 
Inclusive Offer: $14,500 

 

Settlement Type: 
cash 

Date: 12/10/10 
countered 

CRS Counter: 
Amount to Plaintiff/Atty: $N/A $N//A 
Inclusive Offer: $4000 

 

Settlement Type: 
cash 

Date: 12/10/10 
countered 

PLAINTIFF Counter Offer: 
Amount to Plaintiff/Atty: $N/A/$N/A 
Inclusive Offer: $13,500 

 

Settlement Type: 
Cash 

Date: 12/14/10 
countered 

CRS Counter: 
Amount to Plaintiff/Atty: $ N/A /$ N/A 
Inclusive Offer: $4500 
  
Plaintiff Counter offer:  
Inclusive: $12,500 
  
CRS Final Offer:  
Inclusive: $5000 
  
Plaintiff Counter offer:  
Inclusive $12,000 
  
CRS Final offer $5000, Sent NFA 

 

Settlement Type: 
cash 

Date: 12/15/10 
Countered 



   
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. 











TO:
	 Rosemarie Williams

General Motors Legal Staff
400 Renaissance Center, Mail Code 482-038-210
Detroit, MI 48265-4000

RE:
	 Process Served in Michigan

FOR: General Motors LLC (Domestic State: DE)

Service of Process
Transmittal
02/04/2011
CT Log Number 517987344

ENCLOSED ARE COPIES OF LEGAL PROCESS RECEIVED BY THE STATUTORY AGENT OF THE ABOVE COMPANY AS FOLLOWS:

 Pltf. vs. General Motors LLC, Dft.

Summons, Complaint, Affidavit, Exhibit(s)

12th Circuit Court, Will County, IL
Case # 1 1AR00071

Product Liability Litigation - Breach of Warranty - Manufacturing Defects - A variety
of which includes electrical, engine and body and trim defects - Pertaining to a 2007
Chevrolet Suburban, VIN 1 GNFK1 6377J2

The Corporation Company, Bingham Farms, MI

By Process Server on 02/04/2011 at 14:20

Michigan

February 22, 2011 at 1:00 p.m.

Eric Kaczander
Krohn & Moss, Ltd.
120 West Madison Street, 1 0th Floor
Chicago, IL 60602
312-578-9428

CT has retained the current log, Retain Date: 02/04/2011, Expected Purge Date:
02/09/2011
Image SOP
SOP Papers with Transmittal, via Fax, Rosemarie Williams 313-665-7572
Email Notification, GM Verification GMVerification@wolterskluwer.com

The Corporation Company
Stephanie Hendrickson
30600 Telegraph Road
Suite 2345
Bingham Farms, MI 48025-5720
248-646-9033

Page 1 of 1 / KS

Information displayed on this transmittal is for CT Corporation's
record keeping purposes only and is provided to the recipient for
quick reference. This information does not constitute a legal
opinion as to the nature of action, the amount of damages, the
answer date, or any information contained in the documents
themselves. Recipient is responsible for interpreting said
documents and for taking appropriate action. Signatures on
certified mail receipts confirm receipt of package only, not
contents.

TITLE OF ACTION:

DOCUMENT(S) SERVED:

COURT/AGENCY:

NATURE OF ACTION:

ON WHOM PROCESS WAS SERVED:

DATE AND HOUR OF SERVICE:

JURISDICTION SERVED:

APPEARANCE OR ANSWER DUE:

ATTORNEY(S) / SENDER(S):

ACTION ITEMS:

SIGNED:
PER:
ADDRESS:

TELEPHONE:



STATE OF ILLINOIS)
)SS

COUNTY OF WILL )
4

IN THE CIRCUTT COURrOF THE TVVELFTH AUDICIAL CIRCUIT
WILL COUNTY,ILLINOIS

_

Plaintiff
vs

General Motors LLC
CASE NO: •

11AR 0007.1
Defendant

6.04,4,1 Al•gews 14C
tio onse. co./.41,w, awid JUMMONS

To: Each Defendant: 50600	 fevi,	 25tes-
srm,frt 1	 J4

You are hereby summoneorand required to appear before this Court at the Will County Court Annex, 57 N.
Ottawa , Joliet, Illinois, on FE6RoAtY 	 20  / /  , in courtroom 	 117
at 1:00	 am/Jb answer the complaint of the plaintiff(s), a copy of which is attached hereto,
IF YOU FAIL TO DO SO, A JUDGMENT BY DEFAULT MAY BE TAKEN AGAINST YOU FOR THE
RELIEF ASKED IN THE COMPLAINT.

RETURN: This summons may not be served later than three (3) days before the date of appearance.

WITNESS  jAN 2 4 2011	 , 70
(Seal of Court)

PAMELA 3. McGUIRE

(Clerk ofthe Circuit Court)

NOTICE TO PLAINTIFF

I f you fail to appear on the date set for return shown above the case may be dismissed for ■vant of prosecution.

IF THIS SUIT INVOLVES A CLAIM IN TORT, SUPREME COURT RULE 222 DISCLOSURE STATEAIENT MUST BE
ATTACHED TO THE COMPLAINT.

To the Officer:
-This summons must be returned by the officer of other person to whom it was aiven for service with endorsement of service and fees, if
any. after service and not less than three days before the date of appearance. If service cannot be made, this summons shall be returned
so endorsed.

Attomey Name  t—ric V&Gt.c,Ackir
ARDC # 	 2 3161 

Firrn Name  Krohn & Moss, Ltd.

Attorney for  Plaintiff 

Address  120 W. Madison St., 10th Fl

City and Zip  Chicago, IL 60602 

Telephone  (312) 578-9428 

NOTICE TO PLAINTIFF OR PLAINTIFFS ATTORNEY: When preparine the above SUMMONS, you will insert a return date not less than 21 nor
more than 40 days after the date of issuance;

Note: The filing of an appcarance or answer xvith the Circuit Court Clerl: requires a statutory liling fee. payable at the time of

PAMELA J. MCGUIRE, CLERK OF THE CIRCUIT COURT OF WILL COUNTY

White — Court Yellow — Plaintiff Pink— Defendant	 AR 10 (Revised 07/05)
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IN-THE CIRCUIT COURT OF THE TWELFTH JUDICIAL CIRCUIT
WILL COUNTY, ILLINOIS

Plaintiff,

vs.

GENERAL MOTORS LLC ,

Defendant.

COMPLAINT

NOW COMES Plaintiff, , by and through his attomeys, KROHN

& MOSS, LTD., and for his Complaint against Defendant, GENERAL MOTORS LLC, alleges

and affirmatively states as follows:

PARTIES

1.	 Plaintiff, ("Plaintiff'), is an individual who was at all

times relevant hereto residing in the State of Illinois.

? , Defendant, GENERAL MOTORS LLC ("Manufacturer"), is a foreign corporation

authorized to do business in the State of Illinois, COUnty of Will, and is engaged in the

manufacture, sale, .and/or distribution of motor vehicles and related equipment and services.

Manufacturer is also in the busineSs of marketing, supplying and selling written wan-anties to the

public at large through a system of authorized dealerships, including Phillips Chevrolet

("Seller"). Manufacturer does business in all counties of the State of Illinois including Will

County, and maintains offices in the County of Will, State of Illinois.



BACKGRO1UND

3. On or about September 29, 2007, Plaintiff purchased from Seller a 2007

Chevrolet Suburban ("Suburban"), manufactured by 44 .anufacturer, Vehicle Identification No.

1GNFK16377 for valuable consicleration (See Plaintiff s purchase documents, attached

hereto as Exhibit "A").

4. The. purchase price of the Suburban, excluding, registration charges;:doc-inlerL:,

fees and sales tax, and collateral charges, such as bank and finance charges, totaled more than

$48,498.00.

5. Plaintiff avers that as a result of the ineffective repair attempts made by

Manufacturer, through its authorized dealership network, the Suburban was not fit for its

ordinary purpose of providing trouble free and reliable transportation.

6. In consideration for the purchase of the Suburban, Manufacturer issued and

supplied to Plaintiff its written warranty which included three (3) year or thirty six thousand

(36,000) mile bumper to bumper coverage, as well as other warranties fully outlined in

Manufacturer's New Car Warranty booklet (See Warranty Booklet, attached hereto as Exhibit

7. On or about September 29, 2007, Plaintiff took possession of the Suburban and

shortly thereafter experienced the defects listed below.

8. The defects described below violate Manufacturer's warranty issued to Plaintiff.

9. Plaintiff delivered the Suburban to Manufacturer, through its authorized

dealership network on numerous occasions.

10. Plaintiff avers that the Suburban has been subject to repair on multiple occasions

for the same defects; and that the defects remain uncorrected.



11.	 Plaintiff brought the Suburban to Seller and/or an authorized service dealer of

Manufacturer fOr the following defectsr

a. Defective electrical system as evidenced hy_the_21umination of the service and oil
lights;

b. Defective engine as evidenced by the vehicle's excessive consumption of oil;

c. Defective body & trim as evidenced by popping noise when opening door; and

d. Any additional complaints made by Plaintiff, whether or not contained on any
authorized dealer repair orders.

12. Plaintiff provided Manufacturer, through its authorized dealership network,

sufficient opportunities to repair the Suburban.

13. After a reasonable number of attempts and/or reasonable amount of time to cure

the defects in Plaintiff s Suburban, Manufacturer was unable and/or failed to repair the defects as

provided in Manufacturer's warranty thus causing Defendant's limited remedy to repair the

Suburban to fail of its essential purpose.

14. Plaintiffjustifiably lost confidence in the Suburban's safety and reliability.

15. Said defects could not have reasonably been discovered by Plaintiff prior to

Plaintiff s acceptance of the Suburban.

16. As a result of the defects, Plaintiff provided written notice to Defendant.

17. The Suburban remains in a defective condition, and continues to exhibit the above

mentioned defects.

18. Plaintiff has been and will continue to be financially damaged due to Defendant's

failure to comply with the provisions of its express warranty.



COUNT I
BREACH OF WRITTEN WARRANTY

PURSUANT TO THE MAGNUSON-MOSS WARRANTY ACT
MANUFACTURER

19. Plaintiff re-alleges and incorporates by reference as though fully set forth herein,

paragraphs 1-18 of his Complaint.

20. Plaintiff is a purchaser of a consumer product who received the Suburban during

the duration of a written warranty period applicable to the Suburban and who is entitled by the

tems of the written warranty to enforce against Manufacturer the obligations of said warranty.

21. Manufacturer is a supplier of a consumer product engaged in the business of

making a consumer product directly and/or indirectly available to Plaintiff.

22. Seller is an authorized dealership/agent of Manufacturer designated to perform

repairs on vehicles under Manufacturer's automobile warranties.

23. The Magnuson-Moss Warranty Act, Chapter 15 U.S.C.A., Section 2301, et. seq.

("Warranty Act") is applicable to Plaintiff's Complaint in that the Suburban was manufactured,

sold and purchased after July 4, 1975, and costs in excess of ten dollars ($10.00).

Plaintiff's purchase of the Suburban was accompanied by a written factory

warranty for any defects in material or worlunanship, comprising an undertaking in writing in

connection with the purchase of the Suburban to repair or replace defective parts, or take other

remedial action free of charge to Plaintiff with respect to the Suburban in the event that the

Suburban failed to meet the specifications set forth in Manufacturer's warranty.

25.	 Manufacturer's warranty was the basis of the bargain of the contract between

Plaintiff and Manufacturer for the sale of the Suburban to Plaintiff.



By:

26.	 Said purchase of Plaintiff s Suburban was induced by., and Plaintiff relied upon,

Manufacturer's written warranty.

Plaintiff has met all of his obligations and preconditions as provided in

Manufacturer's written warranty.

28. As a direct and proximate result of Manufacturer's failure to comply with its

written warranty, Plaintiff has suffered damages and, in accordance with 15 U.S.C. §2310(d)(1),

Plaintiff is entitled to bring suit for such damages and other legal and equitable

29. Plaintiff avers that upon successfully prevailing upon the Magnuson-Moss

Warranty Act claim herein, all attorneys' fees are recoverable and are demanded against

Manufacturer.

WHEREFORE, Plaintiff prays for judgment against Manufacturer as follows:

a. The diminution in value of the vehicle, and incurred and/or
needed costs of repair, and all incidental and consequential
damages incurred;

b. All reasonable attorneys' fees, witness fees and all court
costs and other fees incun-ed; and

c. Such other and further relief that the Court deems just and
appropriate.

Respectfully Submitted,
BILLY CRITTENDON

Attorney for Plaintiff
ICROHN & MOSS, LTD.
Attorneys for Plaintiff
120 West Madison Street, 10 th Floor
Chicago, Illinois 60602
(312) 578-9428



No..

By:

IN THE CIRCUIT COURT OF THE TWELFTH JUDICIAL CIRCUIT
WILL COUNTY, ILLINOIS

Plaintiff,

vs.

GENERAL MOTORS LLC ,

Defendant.

SUPREME COURT RULE 222 AFFIDAVIT

NOW COMES Plaintiff,  by and through his attorneys, KROHN

& MOSS, LTD., and pursuant to Supreme Court Rule 222, states as follows:

Plaintiff s attorney, first being duly sworn on oath, deposes and states as follows:

1.	 That I am one of the attorneys representing Plaintiff with regard to the above-
captioned matter.

I have personal Imowledge regarding the facts and circumstances of the above-
captioned matter.

3. Plaintiff in the case seeks money damages less than $50,000.00.

4. Upon information and belief, I value the claim of Plaintiff to be less than
$50,000.00.

5. Further Affiant sayeth naught.

Attorney for Plaintiff
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Nov 30 2010 10:48RM ELIM CHRISTIAN,	 . SERVICES	 7082933673
Criecitor (aeller Name and Addrest)

PS CHEVROLE 1,
39 14 I. INCOLK

: FFf EL 60423

P • 3

,
r':.crOff,ihe )34er(ana 00-BUYer, If any),.maY buy trje .4.etlicledescited below fOr cash cir oncredit Bysigning this contract, you agr.ee  to buy the vehicle on credft

.ajntiker.nents onthe frOnt and back ofthisCOntract,. You.egree to pay the Crediter the Amount Financed and Finance Charge according to the payment
: Seheduleshown below, The FMance..Charge- is figured One daily basis•Od the AnnuarPercentage Rate on the unpaid balance "of the Amount Financed.

Doscilptlon of Vehicte. YOu agree lto-b -encf.the Creditor rees. to Sellthe following vehicle:

Nini:Or Used . Year Make ancl Mod41 - -. - -. PadY TYPa. Vehicle Identification No._- Use for VVtitch Puitheeett 	 -

/401.	 . .
-	 .	 -
2007 .,

CHE V OLELl.R
St113.	 HAN -	 •.	 ..,.....aiL.	 .	 ,.	 ..	 . , .• .

:	 •
ADR-. 414.11 -1500-..	 .	 .	 .	 ...	 .. 1614 .8(16377J.

Xliparsonal
0 trusiness

0 agricultural
0_

• If truck-Describe .bodyariciTab. r iternsaeOuipment etrit: .

,-:	 •
.	 - FEDERALTRIJTH4N-LENDING DISCLOSURES

ANNUALPERCENTAGE :.RATE
' TheicOSI Of YourcreaJta.s a

:.	 YeaPtY rata.,. .. .	 .	 --

. 1,: 90 . '

.	 :	
.

. FINANCE.CHARDE - 	 .AMount Financed
"The - dallar arnot.int the 	 ..The arnount of credit pro-
credftwfil .cOst ibui . :. „ .	 - vided to you or on your

. 	 behalt
••	 - 1 2•118. 87. • .	 • $ - 35993.61 ,'

Total of Payments
The arnount you will have paid
after you have made all pay-
ments as scheduled.

$	 38112.48

Total Sale Price
The totalcost Ot-your purchase
on ciedt, including your down-
PaYment al $	 12642. 87a
$ 50755. 3	 •

. :
Your Payment Sch	 ule vylik Bo:

NUMber Of Payments ArrieUnt Of Payinents •
-	 b29...34 •

.	 .	 When Payments Are Due 

MOnthly beginning 10/29/200/
Or as Follows:

fl

-
LateCharge. lf a payrnenfis riot receilieclIn fuü Within :10 days atter . it Is due, you will pay a Iate charge of 5% of the partof the.payment that is late, with a
Minirnurn charge of $10.
Prepayment:..ft yOu pay off ell yOurdeht early you will nOt haye to pay apenatty.
Security Interest. You.are giving a .security inferest in the vehicle being purchased; -	

-----	 •AdilitionalinfermatIon: $Se the Other side.bi this Certiract for more-inforrnation inciuding.inforrnatIon about- nonpayrnent -default, any required repayment in
tull before ttre. achecttiOed. date;. and seeuritSr interest„

iTEMIZATION r2oF AftalOUNT FINANCE0	 .
1Cash Piice (inaluciing any. accessories, Servicakend takeS) • . :. ,. 	$ 48 11 98 . 00
2Total Downpayrnent= (If negative enter°0' and:see line4.1-beIcW)

Gross Trade-In $ .21941.01 . - •	 -	 .	 -1. payoff _try seller $ 9504. 72 
.= Net Trade-in $ .12436. 29	 ' ...-; -,..4-.Oa.5h. $	 .	 N/A...
+ .0ther (Deacribe)	 •	 .• $	 206. 58 -. 
Y•our:Trade-ini a ,....:-. 2 0 04 .-1. 0YO1A :..T.R0C..-..4RURNEW:,

.-.	 •	 Year	 •	 tilake - .	 Ilfiodet -
3- Unpaid batence of Ca.sh PrIce:(1 minut 2) . - . , .

- - • • ' - ' -*' • '	 $35955.i3,	 .	 ...	 ._	 -	 • - -:...4Oiner Cnarges.. .:ItiOtuding*,ApietintS oiii.4.0.-OttibiSf..t.:0-.-Y.Pii.:POti011:-.(1ers;':**:10t:*i.i.affitiatet,rnisibe.keiiielfig Paix-of:theseiatriounte.)	 .. .,-.-4--. poo:ii.f..R6.ttuirbc1-.F,',Iiiiis* 	 -:.DernagerinSurerjee-paia T,fcr.ttliikiqstitoticq:4Ccirt_tp-,*-.ty Nenled Be_lpw-E-. Payer .inj . . - - --i.,..;:i.:-...	 .	 . •... _ 	 _	 ,...,	 - .. • . -,..•	 • . ..	 -	 .	 ..	 .	 ,.	 ..	 . •	 •	 -	 .	 . .
.....• l' ....	 . .. . _ . ...

	

...- • :••• ..,•	 :.: 	
. . 

: . ..	 ...-......	 . -- ..... .	 -	 -- ..	 . • -• • ••• %-.-. •.	 • ..-	 • . 7 ,	 ,	 •• ,	 ...	 ..

..... 0 •Qostlig Optional tieChanical : 194-60r li .surdn6e PaId te•thelaiikanCe COMpany-Nareed.Below-;CoVeting.
-.: -:•,.•,0.0i.*:.V.W.0a0C0:94all'..:......1.-.:.‘.:-.:?..:-;:'..„..-. ?:'::-.: .,......-1-.- - .... 	'-..:.'•. ...::.;1-,;... .1. ,,..... ....... .:-..,:,.:-•::;-•_.•-:.- 	 :•-." . :- ',	 -....-... -....	 -	 •••••14/A...-._...,...

	C!'cii:ii.O.rOcifi:qrialCredit'Iniiirence P48 to-the InSUranCeCOrifjoinjOit GberiOanies Nained tielOW-. -- • 	 .- - - 7
.' '-' -f.C:;:::-..- • .'" '....- -	 ...Lifei.S... ... -.--.-- :.*: - 14/ A -.-- -.- ' -.	 DiSabifitY,.Aecidentand Health .$ . :-.- -' ' • - .-. Nik . 

.6. Oriticlel Pees Peicf iciatrvetrinient ;:kOenciei

	

..	 -	 , -	 ---

E Taxes Not Included in Cash Price

Si 2642 .87	 (2) 

(3)

;4_,47,11-ite.,..xiodrAtsIL*Akg.;:a*4$41s-'	
•••••••••.-.. 	 	 , .

incilraruNA htiPletki below the oollci es,or "-Certiticatesqssued bv•the,Comparnea-narned will describe tetetri ancf côh lions



orm mffp	 IRAMAr,91PION

Nov 30 2010 10:50RM ELIM CHRISTIFIN SERVICES	 7082933673	 p . 4, irtstitenCeis ShoWn-iit 4A of the IternizatiOn aboVe. 	 -

0§00 .4 00  DeduCtible CornOrehensive incluttng Fire,-TheffandOornbined Additiortal r.
ONII Compriehensive inciuding .Fire, Theft and Combined .Adoritienal COvers90

.	 ._	 . , .	 .0 .- 00 4 DedU..*;,.tite Colftsion .andeither

	 Terrn:firnoitths

_	 . .	 .
	 TerrniO3B7monthis -Or 36,000 ntles, Witiohever occUrs tirst

nistiranCe dOrtipartar

b0.id itedochble • Q i50fiberhiCtibte-,0
Terrn .01iitt	 - ,	 - 

COverage,	 -	 • , .

X1Fire, Theft and Combined Adchtional C.;overage. _•I	 .	 •	 .	 .
Opliorial, it desired-O.Towing and.L;a0aroosts ... OBental Reimbucsernent 0 CB Badio Equipment -

Qptional gadit Insurance. Credit Iffe InsUrance and credit.dIsabtlfty,insurance are rt-ot.required tO-obtaln criscrd and: witt not be prOvideld Onless
y.ou alga. Wthern:andegrea : to . ptiy theadditionat cost Yout decisionto buy Or not.btly efetrft tife, insUrance anct. .onedit dlsab4hty instiance:wiknot : be
factor in tho.credit appraval . prOcesS. If yOu :want this insuiance ..to .be .obtained by the Creditor i...check Itte- insuranos-deeired and sign. below 11 you,have.-

.Ct.Osert..thIS;InsiirariCe, the- Costia, Shown in ,4C •of . the iteniOatiOn,abOVe.-i.bredttlite. inSurance Paysi .only the a.rnount.mi woidd owe if you,r paid all,your

.payrarinta'son tirnia. - CreCtit dnab1rty ir,surance GIOBS riot ceVer erly:fh .CteaSst in your-Payment or.in the nisitbar.of Paymeritt:Devarage, for-oredit.lifeinsuranta.
and •Oreidit sabilty institenc'e-enda oritne-eriginal due date hirthe tast Pairnerit unleSe-a. dIfferant term fOrtitai inatirencte ia shOWn belOW. 	•

- NiA •

Check the Insurance .clealred: Olife (Buyer0Co-Buyer ObothQ)
DDisabihty AcCident and Reaith (Btiy,er Only)

-
tierIne Office Addrem)(Name rif Insurer)

'	 •
This policy will pay arnounts due on this . contract up to $ 14/A• 	 Total policy coverage for this and any other retail instalment sale contracts Is,	 .	 •	 .	 .	 ,	 , .
to $ -	 •	 -.•	 ,

:APPROVAL 1 OBSIRET9 .0STAir4 Tilki .cREDfl"..1NSI.JRANde'ciitc1040 .-Atatcnii-dri 1HE P.ERSON PROPOSED FORINSURANCE,

x
Suyer Signatur
	

Date	 Co-BuyerSignature
	 Date

THE 1NSURANCE IF ANY, REFERRED TO 1N - TH1S CONTRACT DOES..NOTINCLUDE . COYERA:GE FOR 130bILY
111.8my AND PROPERTY DAMAGE CAUSEDIP OTHERS.	 _	 _

NOT10E OF POSS1BLE REFUND OF CRED1T L1FE OR DISA13ILITY 1NSURANCE PREMIEN
(1) IF you HAVE PURCHASED EITHER-OREDIIT LIFE 'OR:CREDIT DISAOLITY-. INSURANCE,, 014-
BOTH, TO GUARANTEE PAYMENTS BEING .MADE IN CASE OF YOUR.DEATH OR D1SABILITY, .ON.
YOUR VEHICLE PURCHASED UNDER AN ,INSTALLMENT SALES CONTRACT, YOU MAY BE
ENTITLED TO A PART/AL REFUND OF YOUR PREMIUM . 1F Y.01) , FAY . OFF YOURANSTALLMENT:
CONTRACT EARLY. (2) 1N OASE OFEARLY' COMPLETE - PAYMFNT OF . YOUR CONTRACT, YOU'•SHOULD CONTACT THE SELLER OF YOUR 'CRED1T LIFE OR CREDIT .DISABILITY INSURANCE TO:
SEE IF A REFUND 1S DUE. IF YOUR VEHICLE 'DEALER F1NANCED YOUR CONTRACT, THE
SELLER OF YOURCREDIT LIFE OR CREDIT DISABILITYINSURANCE 1S 1 YOUR VEHICLE DEALER:.	 .	 .	 .

See the other sIde of this oontract for other importent agreements, ihcludIng your agreernent to ghns: the Creditor a seeurity Interest frOnsurance
premiums and proceeds.
Do not stgrt thts contract crn e Sunday.

IdOtioe to the buyer.
1. Do not sign this agreement before you read it or if it contains any blank spaces. 2. You are entitled to an eraect copy
of the agreement you sian 3 Under the law yoU have.the right, among others, to payin advance the full amount due
and to obtain under certain cOnditiona partlal refUnd Of the finance charge.. _

The Annual Percentage	 my. be ,negotlable with,theSefler. , The Seller	 assign. this coritraCt and retairV right.	 • .	 . •to receive a part of the Finance harge.

You agree to the terms of this contract
and you werefree to take it and review it.

-

Buyer SI

You confirm that before you signed this contract„ the Creditor gave it to yo
You confirm that you recelved acompletely filled-m copy when-you signed It

RETA1L INSTALLMENT CONTRACT
Co-Buyer Signs X99/20o7 Date

Co-Buyer - Co-Buyer is a perSon who.agrees to be primaritY reSponsiblefer paying the. entird debt and who (1) actUally receiVes the vehicte or (2). is .a parent .
or spouse of the I3uyer, or (3) will be listed as an owner on the vehiole's tide. By signing aboye, the CoBtlyer condrins . that tfle. CO7puyer witt actualty raceive
poSsesSionof the vehicle or will Use it. or that the Co-Buyer is a parentor spouse of the Buyer, or wilfbe liated as an Owner en the Vehicle's title.: : : 	 .- •	 -. -	 -	 -	 —	 -	 -	 -	 -	 -GuarantOr7 .A Guarantor.is .a person who may be responsibis for lbaying the:entire dehtif the ,Crectitor cannoto011ect thearnount owed„from the Buyer and:any
Co-Buyer:	 .
Gitarantor Signe X	 „	 .	 .....	 Date 	 Address.. - .	 :::	 - _
I hereby guarantee the collection of the above dascribed arnount upon faiture of the Seuer narned herein to collect said amount frorn the Buyer named herein. I
also consent to the-Creditor hatiing a security Interest in the vehide,	 -
Other OArterS An Other Owner is a person whose name is 011 the title to the vehicle but does not have to pay the debt The Other Owner knows that the
Creditor has a security interest in the vehicte and consents to the security interest.
Other Owner signs here X 	 Date

	 Address

Crediko-sigr 	 IPS CHF vRoi. F r stic. Ti'de
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1MPORTANT: This booklet contains important information about the vehicle's warranty coverage.
lt also explains owner assistance information and GM's participation in an Alternative Dispute
Resolution Program.

keep this booklet with your vehicle and make it available to a Chevrolet dealer if warranty work is
needed. Be sure to keep it with your vehlcle if you sell It so future owners will have the information.

Owner's Name: I
•

.

Street Address:

City & State:

VehIcle Identification Number (VIN):

Date Vehicle FIrst Delivered or Put In Use:

Odometer Reading on Date Vehicle FIrst Delivered or Put In Use:
•.

MEMMM..

-a



Have you purchased the Genuine GM Protection Plan?
The GM Protection Plan may be purchased within
specific timeirnii,c4geth hmitatioMs----NAVPM-6tj°n -
request form in e back of fhiS boo e ernern	 ifer, 
the service contract you are considering for purchase
does not have the GM ProtectionPfmrsomblem shown
above on it, thert it is not the Genuine GM Protection
Plan frorrrGM.

Protection
Plan
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02006 Chevrolet Motor Division, General Motors Corporation. All rights reserved. Printed in the
GENERAL MOTORS, GM, CHEVROLET, and the CHEVROLET emblem are registered trademarks
of General Motors Corporation.

Part No. 15854838 8 Second Printing
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An important Message to Chevrolet Owners...

Chevrolets Commitment to You
We are cornmitted to assuring your satisfaction
with your new Chevrolet.
Your Chevrolet dealer also wants yottie
completely satisfied and invites you to retum for
all your service neects, both during and after
the warranty period.

Owner Assistance
Your Chevrolet dealer is best equipped to provide
all of your service needs. Should you ever
encounter a problem that is not resolved during or
after the limited warranty period, talk to a
member of dealer management. Under certain
circumstances, GM and/or GM dealers may
provide assistance after the lirnited warranty pefiod
has expired when the problem results from a
defect in material or workmanship. These
instances wili be reviewed on a case-by-case
basis. If your problem has not been resolved to
your satisfaction, follow the "Customer Satisfaction
Procedure" as outlined under Owner Assistance
on page 32

We thank you for choosing a Chevrolet.

1
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GM Prticipation in an Altemative
Dispute Resolution Program
See the "Customer Satisfaction Procedure" under

, Owner Assistance on page 32 for information
on the voluntary, non-binding Alternative Dispute
Resolution Programin which GM participates.

Warranty Service — United States and
Canada -
Your seiling dealership has made a large
investment to ensure that they have the proper
tools, training, and parts inventory to make
any necessary warranty repairs should they be
required during the warranty period. We ask that
you retum to your selling dealer for warranty
repairs.in the event of an emergency repair, you
may take your vehicie to any authorized GM
dearer for warranty repairs. However, certain
wan-anty repairs require special tools or training
that only a dealer selling your brand may
have. Therefore, not afl dealers_ankable*perforrn
every repair. If a particular dealership cannot
assist you, then contact the Customer Assistance
Center. If you have changed your residence,
visit any Chevrolet dealer in the United States or
Canada for warranty service.

2
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Warranty Coverage at a Glance

The warranty coverages are summarized below.

New Vehicle Limited Warranty

Bumper-to-Bumper (Includes Tires)
• Coverage is for the first 3 years or

36,000 miles, whichever comes first
Sheet Metal
• Corrosion coverage is for the first 3 years Of

36,000 miles, whichever comes first
• Rust-through coverage is for the first 6 years

or 100,000 miles, whichever comes first.
6.6L DURAMAX® Diesel Engine
(If Equipped)
• Coverage is for the first 3 years or

36,000 miles, whichever comes first. It then
has a $100.00 deductible charge after
the 3 years or 36,000 miles up to 5 years or
100,000 miles, whichever comes first.

Ernission Control Systern Warranty
For fight duty trucks, see "How to Determine the
Applicable Emissions Control System Warranty"
under Emission Control Systems Warranty
on page 18 for more information.
Federal
• Gasoline Engines

- Defects and performance for cars and light
duty truck emission control systems are

- covered for the first 2 years or 24,000 miles,
whichever comes first From the first
2 years or 24,000 miles to 3 years or
36,000 miles defects in material or
workmanship continue to be covere-d under
the New Vehicle Umited Warranty
Bumper-to-Bumper coverage explained
previously.

3
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- Catalytic converters and powertrain controt
moduies are covered for the first 8 years
or 80,000 miles, whichever corne,s first.

- Defects and performance for heavy duty
truck ernission control systems are
covered for the first 5 years or 50,000 miles,
whichever cornes first

• 6.6L DURANIAX® Diesel Engines are
covered for the first 5 years or 50,000 miles,
whichever comes first.

Califomia
• Gasoline Engines

- Defects and performance for cars and
• trucks with light duty or medium duty

emission control systems are covered for
the first 3 years or 50,000 miles, whichever
comes first.

• 777-862-9804

- Specified components for cars or fight duty
trucks equipped with fight duty or mediurn
duty truck emission control sysiems
are covered for the first 7 years or
70,000 miles, whichever comes first.

- Defects for heavy duty truck emission
controi systems are covered for the
first 5 years or 50,000 miles, whichever
comes first.

• 6.6L DURAMAX® Diesel Engines are
covered for the first 5 years, 100,000 miles,
or 3,000 hours of operation, whichever
comes first.

Noise Emissions
• Coverage is for applicable vehicles weighing

over 10,000 lbs based on the Gross Vehicle
Weight Rating (GVWR) only, for the entire
life of the vehicle.

4



Oct 09 07 07:55p	 SAUL DEL RIVERO 777-862-9804	 p . 11

General Motors Corporation New Vehicle Limited Warranty

GM will provide for repairs to the vehicle during
the-warranty period in accordance with the
following terms, conditions, and

What is Covered
Warranty Applies	 41.••

This warranty is for GM vehicles registered in the
United States and normally operated in the
United States or Canada, and is provided to the
original and any subsequent owners of the vehicle
during the warranty period.
Repairs Covered
The warranty covers repairs to correct any vehicle
defect related to materials or workmanship
occurring during the warranty period. Needed
repairs will be performed using new or
remanufactured parts.
No Charge
Warranty repairs, including towing, parts, and
tabor, will be made at no charge.

Obtaining Repairs
To obtain warranty repairs, take the vehicle to a
Chevrolet dealer facifity within the warranty period
and request the needed repairs. A reasonable
time must be allowed for the dealer to perforrn
necessary repairs.
Warranty Period
The warranty period for all coverages begins on
the date the vehicle is first delivered or put in use
and ends at the expiration of the coverage
period.
Bumper-to-Bumper Coverage
The cornplete vehicie is covered for 3 years or
36,000 miles, whichever comes first, except
for other coverages listed here under "VVhat is
Coverecr and those items listed under "What is
Not Covered" later in this section.

5
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Tire Coverage

The tires supplied with your vehicle are covered
against defects in material or workmanship
under the Bumper-to-Bumper coverage. Any tire
replaced vvill confinue to be warranted for the
remaining portion of the Bumper-to-Bumper
coverage period.
Following expiration of the Bumper-to-Bumper
coverage, tires may continue to be covered under
the tire manufacturer's warranty. Review the
tire manufacturer's warranty booklet or consult the
tire manufacturer distributor for specific details.

Aecessory Coverages

All G1I accessories sold by GM and parts that are
permanently installed on a GM vehide prior to
delivery will be covered under the provisions of the
New Vehicle Limited Warranty. ln the event GM
accessories are instalted after vehicle delivery, or
are replaced under the new vehicle warranty,
they will be covered, parts and labor, for the

balance of the vehicle warraniy, but in no event
tess than 12 months/12,000 miles. This coverage
is only effective for GM accessories permanently
installed by a GM dealer or an associated
GM-approved Accessory Distributor/Instailer (ADI).
GM accessories sold over-the-counter, or those
not requiring installation, will continue to receive
the standard GM Dealer Parts Warranty of
12 months frorn the date of purchase, parts only.
GM Licensed Accessories are covered under
the accessory-specific manufacturers warranty
and are not warranted by GM or its dealers.
Notice: This warranty excludes:
Any communications device that becomes
unusable or unable to function as intended due
to unavailability of compatible wireless service
from the wireless communication caraer that
provides service for the OnStar® system.

6
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Sheet Metal Coverage

Sheet metal panels are covered against corrosion
and rust-through as follows:
Corrosion: Body sheet metal panels are covered
against rust for 3 years or 36,000 miles,
whichever comes first.
Rust-Through: Any body sheet metal panel that
rusts through, an actual hole in the sheet
metal, is covered for_up to_6.years or
100,000 miles, whichever comes first.
Important Cosmetic or surface corrosion,
resulting from stone chips or scratches in the paint,
for example, is not inciuded in sheet metal
coverage.
Towing

Towing is covered to the nearest Chevrolet dealer
if your vehicle cannot be ciriven because of a
warranted defect.

6.61 DURAMAX® Diesel Engine Coverage
For trucks equipped with a 6.61 DURAMAX® Diesel
Engine, the diesel engine, except those items listed
under “VIthat is Not Covered" later in this section is
covered for 5 years or 100,000 miles, whichever
comes first_ A $100.00 deductible per repair
may apply after the vehicie has been in use for
3 years or 36,000 miles, whichever comes first. For
additional information, refer to Things You Should
Know About the New Vehicle Limited Warranly on
page 11. Also refer to the appropriate emission
controt system warranty for possible additional
coverages.

What 1s Not Covered

Tire Damage or Wear
Normal tire wear or wear-out is not covered. Road
hazard damage such as punctures, cuts, snags,
and breaks resulting from pothole impact,
curb impact, or from other objects is not covered.
Also, damage from improper inflation, spinning,
as when stuck in mud or snow, tire chains, racing,
improper mounting or dismounting, misuse,
negtigence, alteration, vandalism, or misapplication
is not covered.
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t,
Damage Due to Bedliners
Owners of trucks with a bedliner, whether„ .
after-market or factory installed, should expect that
with normal operation the bedliner will move.
This.movement may cause finish dame_ge
squeaks and-raltles..Tharefore, any damage
caused by the bedfineris_nd-covered under the
terms of the warranty.

Damage Due to Accident, Misuse, or
Afferation
-Damage caused as the result of any of the
following is not covered:
• Collision, fire, theft, freezing, vandalism, riot,

explosion, or objects striking the vehicle
• Misuse of the vehicle such as driving over

curbs, overloading, racing, or other
competition. Proper vehicle use is discussed
in the owner manual.

• Alteration or modification to the vehicle
including the body, chassis, or components
after final assembly by GM.

• Coverages do not apply if the odometer has
been disconnected, its reading has been
aitered, or mileage cannot be determined.

Important: This warranty is void on vehicles
currently or previously titied as salvaged,
SCrapped, junked, or totaled.
Damage or Corrosion Due to Environment,

_Chemical Treatments, andfor Attermarket
Products
Darnage caused by airbome fallout, salt from sea
air, chemicals, tree sap, stones, hail, earthquake,
water or flood, windstorm, lightning, the
application of chemicals or sealants subsequent to
manufacture, etc., is not covered. See "Chemical
Paint Spotting" under Things You Should
Kriow About the New Vehicle Limited Warranty on
page 11 for more details.
Damage Due to Insufficient or Improper
Maintenance
Damage caused by failure to follow the •
recommended maintenance schedule intenrals
and/or failure to use or maintain fluids, fuel,
lubricants, or refrigerants recommended in the
owner manual is not covered.

8
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Damage Due to Contaminated or Poor
Quality Fuel

Poor fuel quality or incorrect fuel may cause
driVeability problems such as hesitation, lack of
power, stall or no start. It may also rencier gauakst.
inoperable or degrade functionality for components
such as spark plugs, oxygert sensors and the
catalytic converter. Damage from poor fuel quality,
water contamination, incorrect diesel fuel or
gasoline may not be covered.

lt is recommended that gasoline meet
specifications which were deveIoped by automobile
manufacturers around the world and contained
in the World-Wide Fuel Charter which is available
from the Alliance of Automobile Manufacturers
at wvvw.autoalliance.org/fuel_charter.htm . Gasoline
meeting these specifications could provide
improved driveability and emission control system
performance compared to other gasoline.

Maintenance
All vehicles require periodic maintenance.
Maintenance services, such as those detailed in the
owner manual are the ownees expense. Vehicle
lubrication, cleaning, or polishing are not covereci.
Failure of or damage to components requirirtg
replacement or repair due to vehicle use, wear,
exposure, or lack of maintenance is not covered.
Items such as:

• Filters
• Brake Pads/Linings

Clutch Linings
• Keyless Entry Batteries *
• Audio System Cleaning
• Coolants and Fluids
• Wiper Inserts
• Limited Slip Rear Axle Senrice
• Tire Rotation
• Wheel Alignment/Balance **

are covered only when replacement or repair is
the resuft of a defect in material or workmanship.

Consumable battery covered up to
12 months only.
** Maintenance items after 7,500 miles.

9
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txtra Eilpenses
Economic foss or extra expense is not covered.
Examples include:
• Loss of vehicle use
• Inconvenience
• Storage
• Payrnent for loss of time or pay
• Venicle rental expenve.
• Lodging, meals, or other travel costs
• State or local taxes required on warranty

repairs

Other Terms: This warranty gives you specific
legal rights and you may afso have other
rights which vary from state to state.
GM does not authorize any person to create for it
any other obligation or fiability in connection
with these vehicies. Any imptied warranty of
merchantability or fitness for a particidar
purpose appficable to this vehicle is fimited in
duration to the duration of this written
warranty. Performance of repairs and needed
adjustments is the exclusive remedy under this
written warrarrty or any implied warranty. GM
shall not be liable for incidental or
consequential damages, such as, but not
Iimited to, lost wages or vehicie rental
expenses, resulting from breach of this written
warranty or any implied warranty.*
* Some states do not allow limitations on how long
an implied warranty will last or the exclusion or
limitation of incidental or consequential damages,
so the above limitations or exclusions may not
appty to you.

10
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Things You Should Know About the New Vehicle Limfted Warranty

Warranty Repairs Component
Exchanges
ln the interest of customer satisfaction, GM may
offer exchange service on some vehicle
components. This service is intended to reduce
the amount of time your vehide is not available for
use due to repairs. Components used in
exchange are senrice replacement parts which
may.be new, rerhanufactured, reconditioned,
or repaired, depending on the component involved.

All exchange components used meet GM
standards and are warranted the same as new
components. Examples of the types of components
that might be serviced in this fashion include:
engine and transmission assemblies, instrument
cluster assemblies, radios, compact disc players,
tape players, batteries, and powertrain controt
modules.

Warranty Repairs — Recycled Materials
Environmental Protection Agency (EPA) guidelines
and GM support the capture, purification, and
reuse of automotive air conditioning refrigerant
gases and engine coolant. As a result, any repairs
GM may make to your vehicle may involve the
installation of purified reciaimed refrigerant
and coolant

Tire Service
Any authorized Chevrolet or tire dealer for your
brand of tires can assist you with tire service.
lf, after contacting one of these deaJers, you need
further assistance or you have questions,
contact Chevrolet Customer Assistance Center.
The toll-free telephone numbers are listed
under Owner Assistance on page 32.

11
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6.61 DURAMAX° Diesel Engine
Components
For trucks equipped with a 6.61 DURAMAX°
Diesel Engine, the complete engine assembly,
inciuding turbocharger components, is covered for
defects in material or workmanship for 3 years
or 36,000 Miles, whichever comes first. No
deductible applies during this coverage period.
The engine parts listed next continue_to be
covered, subject to a $100.00 deductible, for
5 years or 100,000 miles, whichever comes first.
• Cylinder block and heads and all intemal

parts, intake and exhaust manifolds, timing
gears, timing gear chain or belt and
cover, flywheel, harmonic balancer, valve
covers, oil pan, oil pump, water pump,
fuel pump, engine mounts, seals, and
gaskets

• Diesel Fuel hiletering System: injection pump,
nozzles, high pressure lines, and high
pressure sealing devices

12

• Glow Plug Confxral,Systerp: control/glow plug
assembly, glow plugs, cold advance relay,
and ECM

• Fuel injection control module, integral oil
cooler, transrnission adapter plate, left
and right common fuel rails, fuel filter
assembly, fuel temperature sensor, and
function block

Important: Some of these components may also
be covered by the Emission Warranty with no
deductible. See the 'Emission Warranty Parts List"
under Emission Controt Systems Warranly on
page 18 for details.

After-Manufacture "Rustproofing"
Your vehicle was designed and built to resist
corrosion. Application of additional rust-inhibiting
rnaterials is neither necessary nor required
under the Sheet Metal Coverage. GM rnakes no
recommendations conceming the usefulness
or value of such products.
Application of after-manufacture rustproofing
products may create an environment which
reduces the corrosion resistance built into your
vehicle. Repairs to correct damage caused
by such applications are not covered under your
New Vehicle Limited Warranty.
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Oaint, Trim, and Appearance Items
Defects in paint, trim, upholstery, or other
appearance items are normally corrected during
new vehicle preparation. lf you find any paint
or appearance concems, advise your dealer as
soon as possible. Your owner manual has
instruCtiOns regarding the care of these items.

Vehicle Operation and Care
Considering the investment you have made in your
Chevrolet, we know you will want to operate and
maintain it properly. We urge you to follow the
maintenance instructions in your owner manual.
lf you have questions on how to keep your vehicle
in good working condition, see your Chevrolet
dealer, the place many customers choose to have
their maintenance work done. You can rely on
your Chevrolet dealer to use the proper parts and
repair practices.

Maintenance and Warranty Service
Records
Frdtain receipts covering performance of regular
maintenance. Receipts can be very important
if a question arises as to whether a malfunction is
caused by lack of maintenance or a defect in
material or workmanship.
A "Maintenance Record" is provided in the
maintenance schedule section of the owner
manual for recording services perfonned.
The servicing dealer can provide a copy of any
warranty repairs for your records.

40.!
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Chemical Paint Spotting
Some weather and atmospheric conditions can
create a chemical fallout. Airbome pollutants can
fall upon and adhere to painted surfaces on your
vehicle. This damage c.an take two forms: blotchy,
ring-shaped discolorations, and/or small irregular
dark spots etched into the paint surface.

Although no defect in the factory applied paint
causes this, Chevrolet will repair, at no charge to
the owner, the painted surfaces of new vehicles
damaged by this fallout condition within 12 months
or 12,000 miles of purchase, whichever comes first

Warranty Coverage Extensions
Time Extensions: The New Vehicle
Warranty will be extended one day for each day
beyond the first 24 hour period in which your
vehicle is at an authorized dealer facility for
warranty service. You may be asked to show the
repair orders to verify the period of time the
warranty is to be extended. Your extension rights
may vary depending on state law.

itifileage Extension: Prior to delivery, some
mileage is put on your vehicte during testing at the
assembly plant, during shipping, and while at
the dealer facility. The deafer records this mileage
on the first page of this warranty booldet at
delivery. For eigib1e vehicles, this miteage will be
added to the mileage limits of the warranty
ensuring that you will receive full benefit of the
coverage. Mileage extension eligibility:
• Applies only to new vehicles held exclusively

in new vehicle inventory.
• Does not apply to used vehicies, GM-owned

vehicles, dealer owned used vehicles, or
dealer dernonstrator vehicles.

• Does not apply to vehicles with more than
1,000 miles on the odometer even though
the vehicle may not have been registered for
license plates.

14
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• T
1
ouring Owner Service — Foreign

Countries
you are touring in a foreign country and repairs

are needed, take your vehicle to a GM dealer
facitity, preferably one which sells and services
Chevrolet vehicles. Once you return to the United
States provide your dealer with a statement of
circumstances, the original repair order, proof of
ownership, and any paid receipt indicating the
work performed and parts replaced for
reimbursement consideration.
Important: Repairs made necessary by the use
of improper or dirty fuels and lubricants are
not covered under the warranty. See your owner
manual for additional information on fuel
requirennents when operating in foreign countries.

Warranty Service Foreign Countries
This warranty applies to GM vehicles registerect
in the United States and normally operated in the
United States or Canada. if you have permanently
relocated and established household residency
in another country, GM may authorize the
performanc,e of repairs under the warranty
authorized for vehicles generally sold by GM in
that country_ Contact an authorized GM dealer in
your country for assistance.
Important: GM warranty coverages may be void
on GM vehicles that have been imported/exported
for resale.

Original Equipment Alterations
This warranty does not cover any damage or
faiture resulting frorn modification or atteration to
the vehicle's original equipment as manufactured
or assembled by GM. Examples of the types
of alterations that would not be covered include
installation or use of any non-GM parts,
accessories, and materials, or the cutting, welding,
or disconnecting of the vehicte's original
equipment parts and components.

15
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Recreation Vehicle and Special Body
or Equipment Alterations
Installations or alterations to the original equipment
vehicle, or chassis, as manufactured and
assembled by GM, are not covered by this
warranty. The special body company, assembler,
or equipment installer is solely responsible for
warranties on the body or equipment and
any alterations to any of the parts, components,
systems, or assemblies installed by GM. Examples
include, but are not limited to, special body
installations, such as recreational vehicles, the
installation of any non-GM part, cutting, vvelding, or
the disconnecting of original equipment vehicle
or chassis parts and components, extension
of wheelbase, suspension and driveline
modifications, and axle additions.

Pre-Delivery Service
Defects in the mechanical, electrical, sheet metal,
paint, trim, and other Components of your vehicle
may occur at the factory or while it is being
transported to the dealer facility. Norrnally, any
defects occuning during assembly are identified
and corrected at the factory during the inspection
process. I n addition, dealers inspect each vehicie
before delivery. They repair any uncorrected factory
defects and any transit damage detected before the
vehide is delivered to you.
Any defects still present at the time the vehide is
defivered to you are covered by the warranty.
lf you find any defects, advise your dealer without
delay. For further details conceming any repairs
which the dealer may have made prior to you
taking defivery of your vehicle, ask your dealer.

16
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Production Changes
GM and GM dealers reserve the right to make
changes in vehicies built and/or sold by them at
any time without incurring any obligation
make the same or similar changes on vehicles
previously built and/or sold by them.

Noise Emissions Warranty for
Light Duty Trucks Over
10,000 LBS GVWR Only
GM warrants to the first person who purchases
this vehicle for purposes other than resale and to
each subsequent purchaser of this vehicle, as
manufactured by GM, that this vehicle was
designed, built, and equipped to conform at the
time it left GM's control with ail applicable
United States EPA Noise Control Regulations.

This warranty covers this vehicle as designed,
built, and equipped by GM, and is not lirnited to
any particular part, component, or system of
the vehicle manufactured by GM. Defects
in design, assembly, or in any part, component, or
vehicle system as manufactured by GM, which,
at the time it left GM's control, caused noise
emissions to exceed Federal Standards,
are covered by this warranty for the life of the
vehicie.

17
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Emision Control Systerns Warranty

The ernission warranty on your vehicle is issued in
accordance with the U.S. Federal Clean Air Act.
Defects in material or workmanship in GM
ernission parts may also be covered under the
New Vehicle Limited Warranty Bumper-to-Bumper
coverage. There may be additional coverage
on GM diesel engine vehicles. ln any case, the
warranty with the broadest coverage applies.

What is Covered
The parts covered under the emission warranty
are listed under "Emission Warranty Parts
List" later in this section.

18

How to Determine the Applicable
Emissions Control System Warranty
(Light Duty Trucks Only)
State and Federal agencies may require different
emission controt system warranty for light duty
trucks depending on:

• Whether the truck is certified with a light duty
or heavy duty emission control system.

• Whether the truck is certified for Califomia
emissions in addition to Federal emissions.

To determine emissions eligibility: locate the
emission contral label in the engine compartrnent.
The language on the bottom left side of the
label will describe if equipped with a light, rnedium,
or heavy duty emission control system.
All light duty trucks are eligible for Federal
Emissions Control System Warranty Coverage. lf
the emissions control label contains language
stating the vehicle is certified to Catifomia
emissions standards, the vehicle is also eligible for
Califomia Emissions Control System Warranty
Coverage.
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Oederal Emission Control System
Warranty

Federal Warranty Coverage
• Car and Light Duty Trtit4c-ttAttipped

and Light Duty GasatitifEngines
- 2 years or 24,000 miles and 8 years or

80,000 miles for the catalytic converter
and the.v_ehicle/powertrain control module
(including emissiiihz̀ related software),
whichever comes first.

Truck equipped with Heavy Duty
Gasoline Engine

- 5 years or 50,000 miles, whichever
comes first.

• Light Duty Truck equipped with Heavy Duty
Diesel Engine

- 5 years or 50,000 miles, whichever
comes first.

Federal Emission Defect Warranty
GM warrants to the owner the following:

• The vehide was designed, equipped, and
built so as to conform at the time of sale
with the applicable regulations of the Federat
Environmental Protection Agency (EPA).

• The vehicle is free from defects in material
and workmanship which cause the vehide
to fail to conform with those regulations
during the emission warranty period.

Emission related defects in the genuine GIV1 parts
listed under the Emission Warranty Parts List,
including related diagnostic costs, parts, and labor
are covered by this warranty.
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Fedjral Emission Performance Warranty
Some states and/or locat jurisdictions have
established periodic vehicle Inspection and
Maintenance (I/M) programslo-encourage proper
maintenance of your vehicle. If an EPA-approved,
I/M program is enforced in your area, you may
also be eligible for Ernission Performance
Warranty coverage..when all of the following three
conditions are met:
• The vehicle has been-maeltained and

operated in accordance with the instructions
for proper maintenance_and use set forth
in the owner manual supplied with your
vehicle.

• The vehicle fails an EPA-approved I/M test
during the emission warranty period.

• The failure results, or will result, in the owner
of the vehicle having to bear a penalty or
other sanctions, including the denial of
the right to use the vehicle, under local, state,
or federal law_

GM warrants that your dealer will replace, repair,
or adjust to GM specifications, .at no charge to
you, any of the parts listed under the "Emission
Warranty Parts Lisf later in this section which may
be necessary to conforrn to the applicable
emission standards. NIon-GM parts labeled
"Certified to EPA Standards" are covered by the
Federal Emission Performance Warranty.

Califomia Emission Controi System
Warranty
This section outlines the emission warranty that
GM provides for your vehicle in accordance
with the Califomia Air Resources Board. Defects
in material or workmanship in GM emission
parts may also be covered under the New Vehicle
Limited Warranty Bumper-to-Bumper coverage.
There may be additional coverage on GM
diesel engine vehicles. in any case, the warranty
with the broadest coverage applies.
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Your Rights and Obligations (For Vehicies
Subject to California Exhaust Emission
Standards)
ln California, new motor vehides must be -
designed, equipped, and built to meet the state's
stringent anti-smog standards. GM must warrant
your vehicle's emission control system for the
periods of time and mileage fisted provided there
has been no abuse, neglect, or improper
maintenance of your vehicle. Your vehicle's
emission control system may include parts such
as the fuel injection system, ignition system, -
catalytic converter, and engine computer. Also
included are hoses, belts, connectors, and other
emission related assembfies.

Where a warrantable condition exists. GM
repair your vehicle at no cost to you including
diagnosis, parts, and labor.

Oct 09 07 07:57p	 SAUL DEL RIVERO

warranty applies if your vehide meets both of
the following requirernents:

• Your vehicle is registered in Califomia or
ottver states adopting California emission
and warranty regulations.

• Your vehicle is certified for sale in Cafifornia
as indicated on the vehicle's emission control
information labei.

Important: Massachusetts, Maine, and Vermont
have Califomia Emissions Warranty coverage.
(New York adopted Califomia emission standards,
but not the California emissions warranty. The
Federal Emissions Control Warranty appiies to all
vehicles in New York.)
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Catifomia Emission Defect and Emission
Performance Warranty Coverage
For cars and trucks with light duty or medium duty
emissions:
• For 3 years or 50,000 miles, whichever

comes first:
- lf yoir vehicle fails a smog check

inspection, GM will make all necessary
repairs and adjustments to ensure that your
vehicle passes the inspection. This is
your Emission Contro1 System Performance
Warranty.

- 1f any emission related part on your vehicle
is defective, GM will repair or replace it.
This is your Short-term Emission Defects
Warranty.

• For 7 years or 70,000 miles whichever
comes first:

- 1f an emission related part listed in this
booklet specially noted with coverage
for 7 years or 70,000 miles is defective, GM
will repair or replace it. This is your
Long-terrn Emission Control System Defects
Warranty.

• For 8 years or 80,000 miles, whichever
comes first:

- 1f the catalytic converter, vehicle powertrain
control modulein!**411111118eierPrelated -
software is found to be defective, GM
will repair or replace it under the Federal
Emission Control Systern Warranty.

• For 8 years or 100,000 miles, whichever
comes first for a Super Ultra Low Emission
Vehic1e (SULEV):

- 1f an emission related part listed in this
booklet specially noted with 7 years/
70,000 miles or 8 years/80,000 miles is
defective, GM will repair or replace it. This is
your Long-term Emission Control System
Defect Warranty.

• For 15 years or 150,000 miles, whichever
comes first for a Partial Zero Emission
Vehicle (PZEV):

- 1f any emission related part listed in this
booklet is defective GM will repair or replace
it. This is your (PZEV) Emission Control
System Defects Warranty.
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• For light and medium duty trucks with heavy
duty engines, the emission warranty period is
5 years or 50,000 miles, whichever comes
first

• For heavy duty diesel engine vehicles, the
emission warranty period is 5 years,
100,000 miles, or 3,000 hours of operation,
whichever comes first.

Any authorized Chevrolet dealer will, as necessary
under these warranties, replace, repair, or
adjust to GM specifications any genuine GM parts
that affect emissions.
The applicable warranty period shall begin on the
date the vehicle is delivered to the first retail
purchaser or, if the vehicie is first placed in service
as a demonstrator or company vehicle prior to
sale at retail, on the date the vehicle is placed in
such service.
Owner's Warranty Responsibilities
As the vehicle owner, you are responsible for the
performance of the scheduled maintenance
listed in your owner manual. GM reconnmends that
you retain all maintenance receipts for your

vehicle, but GM cannot deny warranty coverage
solely for the lack of receipts or for your failure to
ensure the performance of all scheduled
maintenance.
You are responsible for presenting your vehicle to
a GM dealer seiling your vehicle line as soon
as a problem exists. The vvarranted repairs should
be completed in a reasonable amount of time,
not to exceed 30 days.
As the vehide owner, you should aiso be aware
that GM may deny warranty coverage if your
vehide or a part has failed due to abuse, negiect,
improper or insufficient maintenance, or
modifications not approved by GM.
lf you have any questions regarding your rights and
responsibilities under these warranties, you should
contact the Customer Assistance Center at
1-800-227-1020 or, in Califomia, write to:

State of Califomia Air Resources Board
Mobile Source Operations Division
P.O. Box 8001
El Monte, CA 91731-2990
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New Vehicle Lirnited Warranty on page 5. The
"Other Terms" presented under General Motors- r -

The emission parts listed here are covered under 	 Corporation New Vehicle Limited Warranly
the Emission Gontrol System Warranty. The 	 on page 5 aIso apply to the emission related
terms are explained previousty in Inis sectial
under the "Federal Emission Control Systern
Warranty" and the "California Emission Control
System-Warranty".	 .
Important: Certain parts may be covered beyond
these warranties if shown with asterisk(s) as
follovvs:
• (*) 7 years/70,000 miles or Super Low

Emission Vehicle (SULEV) 8 years/
100,000 miles, whichever comes first,
Califomia Emission Control System Warranty
coverage.

• (**) 8 years/80,000 miles, whichever comes
first, Federal emission coverage. (Also applies
to California certified light duty and medium
duty vehicles.) or Califomia Super Ultra Low
Emission Vehicle (SULEV)
8 years/100,000 miles.

The Emission Control System Warranty obligations
do not apply to conditions resulting from
tampering, abuse, neglect, or improper
maintenance; or any other item listed under "What
Is Not Covered" under General Motors Corporation
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EmiAion Warranty Parts List

Powertrain Control System

ABS Control Module (Except 4-cylinder
passenger cars) —

Camshaft Position Actuator *
Camshaft Position Actuator Valve
Coolant Level Sensor
Data Link Connector
Electronic Throttle Control (ETC) Motor
Engine Control Module (ECM)
Engine Coolant Temp. Sensor
Fast Idle Solenoid
Flexible Fuel Sensor *
Intake Air Temperature Sensor
Maffunction Indicator Lamp
Manifold Absolute Pressure Sensor
Mass Air Flow Sensor
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Oi Pressure Sensor (D0DTM only)
Oxygen Sensors
Powertrain Control Module (PCM) **
Programmable Read Oniy Memory (PROM)
Throttle Position Sensor
Throttle Position Switch
Vehicle Control Module (VCM) **
Vehicle Speed Sensor
Wheel Speed Sensor (Except 4-cylinder

passenger cars)
Transmission Controls and Torque
Management
Manual Transmission Clutch Switch
Park/Neutral Switch
Torque Converter Clutch Solenoids
Torque Converter Clutch Switch
Transmission Control Module **
Transmission Fluid Temperature Sensor
Transmission Gear Selection Switch (Diesel)
Transmission Intemal Mode Switch

777-882-9804	 p.31

Transmission Pressure Switches
Transmission Shift Solenoids A & B
Transmission Speed Sensors
Fuet Management System
Common Rail Assembly

(6.6L DURAMAX® Diesel)*
Diesel Fuel Injection Pump*
Diesel Fuel Injection Pump Timing Adjust
Diesel Fuel Injector Controi Module — EDU

(6.6L DURAMAX® Diesel)*
Diesel Fuel Temperature Sensor
Direct Fuel Injector Assembly

(6.6L DURAMAX® Diesel)*
Function Block (6.6L DURAMAX ® Diesel)
Fuel Injector
Fuel Pressure Regulator
Fuel Rail Assembly *
Fuel Rail Pressure Sensor

(6.6L DURAMAX® Diesel)
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Air Ditanagement System
Air Cleaner
Air Cleaner Diaphragm Motor
Air Cleaner Resonator
Air Cleaner Temp. Compensator Valve
Air Intake Ducts
Charge Air Control Actuator
Charge Air Control Solenoid Valve
Charge Air Control Valve
Charge Air C,00ler (6.6L DURAMAX ® Diesel)*
Charge Air Cooler Fan
ldle Air Control Valve
ldle Speed Control Motor
Intake Manifold *
Intake Manifold Gasket
Intake IVIanifold Gasket (7/70 Only Terraza,

Uplander, Montana SV6, RELAY and
DURAMAX® Diesel)*

/ntake Manifold Heater
Intake Manifold Tuning Valve
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Intake Manifold Tuning Valve Retay
Supercharger AssembIy *
Throttle Bociy * (Replacement Only)
Throttle Body Heater
Throttle Closing Dashpot
Turbocharger Assernbly *
Turbocharger Boost Sensor

(6.6L DURAMAX® Diesel)
Turbocharger Oil Separator
Turbocharger Thermo Purge Switch
Vacuum Pump (6.6L DURAMAX® Diesel)
ignition System
Camshaft Position Sensor(s)
Crankshaft Position Sensor(s)
Distributor
Distributor Cap
Distributor Pick Up Coil
Distributor Rotor
Glow Plug(s) (Diesel)
Glow Plug Controller (Diesel)
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Glow Plug Relay (Diesel)
Ignition Coil(s)
Ignition Control Module

lgnition Timing Adjustment
Knock Sensor
Spark Plug Wires
Spark Plugs
Catalytic Converter System
Catalytic Converter(s) and Muffler if attached

as assembly
Exhaust Manifold (7170 Only Corvette 7.0L,

Equinox, Torrent, (3.5L Rendezvous, Terraza,
Uplander, Montana SV6, Relay right side)
and C/K trucks < 14,000 (3VWR 8.1L)

Exhaust Manifold with Catalytic Converter attached
as assembly

Exhaust Manifold Gasket
Exhaust Pipes and/or Mufflers (when located

between catalytic converters and exhaust
manifold)

Positive Crankcase Ventilation System
Oil FiIler Cap
PCV Filter
PCV Oil Separator
PCV Valve
Exhaust Gas Recirculation System
EGR Feed and Delivery Pipes or Cast-in Passages
EGR Valve
EGR Valve Cooler (6.6L DURAMAX® Diesel)
EGR Vacuum Pump Assembly

(6.6L DURAMAX® Diesel)
Secondary Air Injection System
Air Pump
Check Valves
Evaporative Emission Controt System
(Gasoline Engines)
Canister
Canister Purge Solenoid Valve
Canister Vent Solenoid
Fuel Feed and Retum Pipes and Hoses
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Miscellaneous Items Used with Above
Components are Covered
Belts
Boots
Clamps
Connectors
Ducts
Fittings
Gaskets

Grommets
Hoses
Housings
Mounting Hardware
Pipes
Pulleys
Sealing Devices
Springs
Tubes
Wiring

Fuel Filler Cap
Fuel Level Sensor
Fuel Limiter Vent Valve *
Fuel Tank Filler Pipe (with restrictor)
Fuel Tank(s)*
Fuel Tank Vacuum or Pressure Sensor
Hybrid
Auxiliary Transmission Pump, Relay, and Circuft
Battery Pack Current Sensor and Circuit
Battery Pack 12V Modules (3)
Brake Pedal Switch (PCM ZAB Switch)
Energy Storage Control Module**
GMLAN (CAN) Communications Circuit
Hood Ajar Switch and Circuit
Hybrid Control Module**
SGCM Coolant Circuit (fan and fan relay

and pump)
Starter Generator Control Module —
Wheel Speed Sensor and Circuits (left and

right front)
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Parts specified in your maintenance schedule that
require scheduled replac,ement are covered up
to their first replacement interval or the applicable
emission warranty coverage period, whichever
comes first. 1f failure of one of these parts results
in failure of another part, both will be covered
under the Emission Control System Warranty.
For detailed information e,onceming specific parts
covered by these emission control systems
warranties, ask your dealer.

Replacement Parts
The emission control systems of your vehicle were
designed, built, and tested using genuine GM
parts* and the vehicle is certified as being
in conformity with applicable federai and Califomia
emission requirements. Accordingly, it is
recommended that any replacement parts used
for maintenance or for the repair of emission
control systems be new, genuine GM parts.

The warranty obfigations are not dependent upon
the use of any particular brand of replacement
parts. The owner rnay elect to use non-genuine
GM parts for replacement purposes. Use of
replacement parts which are not of equivalent
quality may impair the effectiveness of emission
control systems.
1f other than new, genuine GM parts are used for
maintenance replacements or for the repair of
parts affecting emission control, the owner should
assure himself/herseff that such parts are
warranted by their manufacturer to be equivalent
to genuine GM parts in performance and
durability.

"Genuine GM parts," when used in connection
with GM vehicles means parts manufactured by or
for GM, designed for use on GM vehicles, and
distributed by any division or subsidiary of GM.
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"
Maintenance and Repairs
Maintenance and repairs can be performed by any
qualified service outlet; however, warranty
repairs must be performed by an authorized dealer
except in an emergency situation when a
warranted part or a warranty station is not
reasonably available to the vehicie owner.
ln an emergency, where an authorized dealer is
not reasonably avaitable, repairs may be
perforrned at any available service establishment
or by the owner, usirtg any replacement part.
Chevrolet	 consider reimbursement for
the expense incurred, including diagnosis, not to
exceed the manufacturer's suggested retail
price for all warranted parts replaced and labor
charges based on Chevrolet's recommended time
affowance for the vvarranty repair and the
geographically appropriate labor rate. A part not
being available within 10days or a repair not being
completed within 30days constitutes an
emergency. Retain receipts and failed parts in
order to receive compensation for warranty repairs
reimbursable due to an emergency.

lf, in an emergency situation, it is necessary to
have repairs perforrned by other than a Chevrolet
deater and you believe the repaim are covered
by emission warranties, take the replaced
parts and your receipt to a Chevrolet deater for
reimbursement consideration_ This appfies to.both
the Federal Emission Defect Warranty and
Federal Emission Performance Warranty.
Receipts and records covering the performance of
regular maintenance or emergency repairs
should be retained in the event questions arise
conceming maintenance. These receipts and
records should be transferred to each subsequent
owner. GM will not deny warranty coverage
solely on the absence of maintenance records.
However, GM may deny a warranty claim if
a failure to perform scheduled maintenance
resulted in the failure of a warranty part.
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61aims. Procedure
As with the other warranties coverett in this
booklet, take your vehicie to any authorized
Chevrolet dealer facility to obtain service under
the emission warranty. This should be done
as soon as possible after failing an EPA-approved
I/M test or a California'smog check test, or at
any time you suspect a defect in a part.
Those repairs qualifying under the warranty will be
performed by any Chevrolet dealer at no charge.
Repairs which do not quatify will be charged
to you. You will be notified as to whether or not
the repair qualifies under the warranty within
a reasonable time, not to exceed 30 days after
receipt of the vehicle by the dealer, or within the
time period required by local or state law.
The only exceptions would be if you request or
agree to an extension, or if a delay results
from events beyond the control of your dealer or
GM. lf you are not so notified, GM will provitie any
required repairs at no charge.

ln the event a warranty matter is not handled to
your satisfaction, refer to the "Customer
Satisfaction Procedure" under Owner Assistance
on page 32.

For further information or to report violations of the
Emission Control System Warranty, you may
contact the EPA at

Manager, Certification and Compliance
Division (6405J)
Warranty Claims
Environmental Protection Agency
Ariel Rios Building
1200 Pennsylvania Avenue, N.W.
Washington, DC 20460

For a vehicle subject to the California Exhaust
Emission Standards, you may contact the:

State of Califomia Air Resources Board
Mobile Source Operations Division
P.O. Box 8001
El Monte, CA 97131-2990
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Owtter Assistance

Customer Satisfaction Procedure
Your satisfaction and goodwill are important to
your dealer and to Chevrolet. NormaIly, any
concems with the sales transaction or the
operation of your vehicle will be resolved by.your
dealer's sales or service departments. Sometimes,
however, despite the best intentions of all
concemed, misunderstandings can occur. If your
concem has not been resolved to your
satisfaction, the following steps should be taken:

STEP ONE: Discuss your concem with a
member of dealer management. Normally,
concems can be quickiy resolved at that level.
lf the matter has already been reviewed with the
sales, service, or parts manager, contact the
owner of the dealer facility or the general
manager.
STEP 'TWO: 1f after contacting a member of
dealer management, it appears your concem
cannot be resolved by the dealer without further
help contact the Chevrolet Customer
Assistance Center by calling 1-800-222-1020.

32

In Canada, contact GM of Canada Central Office
in Oshawa by calling 1-800-263-3777: English,
or 1-800-263-7854: French.
We encourage you to call the toll-free number
in order to give your inquiry prompt attention.
Have the following information available to
give the Customer Assistance Representative:

• The Vehicle Identification Number (V1N). This
is available from the vehicle registration, tit1e,
or the plate above the left top of the
instrument panel and visible through the
windshield.

• The dealer name and location
• The vehicle's delivery date and present

mileage
When contacting ChevroIet, remember that your
concern will likely be resolved at a dealer's facility.
That is why we suggest you folIow Step One
first if you have a concem.
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4TEP THREE: Both GM and your GM dealer are
committed to making sure you are completely-
satisfied with your new vehicle. However, if you
continue to remain unsatisfied after following
the procedure outlined in Steps One and Two, you
should file with the BBB Auto Line Program to
enforce any additional rights you may have.
The BBB Auto Une Program is an out of court
program administered by the Council of Better
Business Bureaus to settle automotive disputes
regarding vehicle repairs or the interpretation
of the New Vehicle Limited Warranty. Although you
may be required to resort to this informal dispute
resolution program prior to filing a court action,
use of the program is free of charge and your case
will generally be heard within 40 days. lf you do
not agree with the decision given in your case, you
may reject it and proceed with any other venue
for relief available to you.

You may contact the BBB Auto Line Program
using the toll-free telephone number or write them
at the following address:

BBB Auto Line Program
Council of Better Business Bureaus, Inc.
4200 Wilson Boutevard
Suite 800
Artington, VA 22203-1804
www.lemonlaw.bbb.org
Telephone: 1-800-955-5100

This program is available in all 50 states and the
District of Columbia. Eligibility is limited by
vehicle age, mileage, and other factors. GM
reserves the right to change eligibility limitations
andtor to discontinue its participation in this
program.
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%ftTantykgonnationfor
CaliforniaOnly
Califomia Civil Code Section 1793.2(d) requires
that, if GM or its representatives are unable
to repair a new motor vehicle to conform to the
vehicle's applicable express warranties after
a reasonable number of attempts, GM shall either
replace the new motor vehicle or reimburse the
buyer the amount paid or payable by the
buyer. Califomia Civil Cocle Section 1793.2203)
creates a presumption that GM has had a
reasonable number of attempts to conform the
vehicle to its applicable express warranties
if, within 18 months from delivery to the buyer or
18,000 miles on the vehicle's odometer, whichever
occurs first, one or more of the following occurs:
• The same nonconformity results in a

condition that is likely to cause death
or serious bodily injury if the vehicle is driven
AND the nonconforrnity has been subject
to repair two or more times by GM or
its agents AND the buyer or lessee has
directly notified GM of the need for the repair
of the nonconformity.

• The same nonconformity has been subject to
repair four or more times by GM or its agents
AND the buyer has notified GM of the
need for the repair of the nonconformity.

▪ The vehicIe is out of service by reason of
repair nonconformities by GM or its agents
for a cumulative total of more than
30 calendar days after delivery of the vehicle
to the buyer.

NOTICE TO GENERAL MOTORS AS REQUIRED
ABOVE SHALL BE SENT TO THE FOLLOW1NG
ADDRESS:

General Motors Corporation
P.O. Box 33170
Detroit, M1 48232-5170
Fax Number: 14366-962-2868

When you make an inquiry, you will need to give
the year, model, and mileage of your vehicle
and your VIN.
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Special Policy Adjustment Programs
Beyond the Warranty Period -

Chevrolet is proud of the protection afforded by its
warranty coverages. ln order to achieve maximum
customer satisfaction, there may be times when
Chevrolet will establish a special policy adjustment
program to pay all or part of the cost of certain
repairs not covered by the warranty or to
reirnburse certain repair expenses you may have
incurred. Check with your Chevrolet dealer or
call the Chevrolet Custorner Assistance Center to
determine whether any special policy adjustment
program is applicable to your vehicle.
When you make an inquiry, you will need to give
the year, model, and mileage of your vehicie
and your V1N.

Customer Assistance Offices
Chevrolet encourages customers to call the
toll-free telephone number for assistance.
However, if you wish to write or e-mail Chevrolet,
refer to the address below.

United States
Chevrolet Customer Assistance Center
P.O. Box 33170
Detroit, MI 48232-5170
www.Chevrolet.com
1-800-222-1020
1-800-833-2438 (For Text Telephone

devices (TTYs))
Roadside Assistance:

1-800-CHEV-USA (243-8872)
Fax Number: 1-866-962-2868

From Puerto Rico:
1-800-496-9992 (English)
1-800-496-9993 (Spanish)
Fax Number: 313-381-0022

From U.S. Virgin Islands:
1-800-496-9994
Fax Number: 313-381-0022
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PRIVILEGED & CONFIDENTIAL - PREPARED FOR COUNSEL 
BRC CASE ASSESSMENT  

 
Latest Revision Date: 7/21/2011 

 
 

All Fields Are Required 
(Do not delete or modify any sections of this form)  
 
SR: 71-895661910 GM Legal File / BBB Case No.:  724195 
By: Ileana White  Negotiator: Same  
 
Customer Last Name:   
Only customer's last name to be recorded. Do not include first name. 

State: IL  
 

Vehicle ID No.:  
1GNFK16377J

In Service Date: 
9/29/2007 

Vehicle Purchased: 
New   

BAC Code: 
113225 
 

Year, Make & Model: 2007 Chevrolet Suburban  Vehicle Purchased Used on: N/A 
Current Mileage: 37,313 Dealer Name : Phillips Chevrolet  
Sale Type: Purchase X  Lease        Other       :  
 

CAM Name: Rob Johnson  
Phone Number: 630-961-6817 
 

Lien holder:   GMAC X     Other       :  DVM Name: Brent Palmer  
Phone/Cell Number: 630-649-9932 
 

Purchase Price of Vehicle: $ 46,874.00  

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

DVM requests involvement?: Yes  

 
Attorney Involvement: Krohn & Moss (Eric Kaczander) 
Phone Number : 312-578-9128 
Fax Number : 866-309-9458 
 

 
Service Manager Name: Bill 
Featherston  
Phone Number : 815-469-2323 
 
 

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. 
Steve Foley Cadillac / Svc Mgr Jim Benedetto / 847-849-2267 
 

 
 

If TAC was contacted, what did they say? (Include TAC case #) 
SP-10954611-TAC-7/22/09-Customer concern - Low oil light is on, oil consumption. TAC 
Recommendations - 
Advised to perform oil consumption test. Check compression wet and dry or check crankcase pressure 
with water manometer. Customers concern as reported by the caller. 
Excessive oil consumption  
 
Results of the Previous Suggestions Made by TAC : 
He claims he did confirm oil consumption of 1 < quart in 2,000 miles.  He didn't perform a compression 
test, but a water manometer did indicate 3 =" of water vacuum in the crankcase, and the Tech link 
article said no more than 2".  He wanted to know if he could raise the PCV valve and reevaluate (he has 
a lot of oil in the intake.  I advised him I couldn't recommend it. 
 
New Recommendations - 



Per PIP4574E, no repairs should be made. 
 
Excess oil consumption   
   
Results of the Previous Suggestions Made by TAC :   
Tech is replacing the engine. After installation tech has read the note indicating 2009 and earlier 
vehicles should have the timing cover swapped with the original. Caller has already assembled most of 
the engine, seeks information regarding the need and reason for this part swap.   
   
New Recommendations -   
No information was found on this concern, a VME was left for MC James Bloss requesting additional 
information. 
 
Current concern? Timing cover 
 
 
Results of the previous suggestions made by TAC (include additional details of the concern) 
Tech has installed the engine with the timing cover supplied with the new engine, engine is running 
normally with no codes. 
 
New Recommendations- Advised caller this timing cover has been used in a similar application with no 
problems, it has not been able to be determined why it is recommended to replace the cover. Per MC 
James Bloss, there are possible concerns with service tools for cover and front seal alignment not fitting 
on some timing covers, this would not be an issue unless the cover or seal is removed. 
 
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? Yes  
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: 
     

N/A                         
 

 Engine/Fuel/Exhaust 
       

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

3/13/09 335003 1 15794 Phillips Chevrolet  
C/s service engine soon light is on. gas cap light came on // inspect evap 
code vent valve sticking – replace failed evap vent valve clear codes and 
test drive Tech Notes: inspect and found P0455 stored and found vent 



valve sticking – replaced vent valve and cleared codes recheck  
     
4/17/09 337068 1 16667 Phillips Chevrolet  

C/s low oil light comes on driving / adjust oil level appt made to diagnose 
problem Tech Notes: ck 0.1 level found oil low 1¾ quarts toped off as 
needed ck under no leaks   

     
5/4/09 337943 4 17097 Phillips Chevrolet  

C/s vehicle was 2 qt low on oil in less than 2k miles / found over 
aggressive lifters both sides and make necessary adjustments test drive  
*2 days rental* Tech Notes: Oil in intake ran vehicle with valve covers off 
has over aggressive lifters on both banks replace all lifters & change oil 
only Verified days out w/Svc Mgr Bill Featherston.  

     
7/15/09 342459 1 19195 C/s that the low engine oil light is on check history / adjust oil level – no 

fix available at this time Tech Notes: No leaks add 1qt & ¼ up to top 
after 15 min sitting  

     
7/21/09 342802 4 20006 C/s that the low oil light comes add oil / oil change light is on inspect TAN 

contacted no repairs available at this time customer advised to 
monitor oil level #10954611 Mike Armstrong Tech Notes: .75 qt 
low 5% left on oil monitor cyl leakage test wet & dry compression test rinl 
gaps lined up cylinder wall taper 1.5 to 2.0 qts in 2000 miles  
Verified days out w/Svc Mgr Bill Featherston. 

     
8/24/09 344834 * 21752 Phillips Chevrolet 

C/s check oil level / adjust oil level approx ¾ quart low 
     
9/28/09 347250 5 23042 Phillips Chevrolet 

C/s vehicle uses excessive oil adh contacted and approved engine 
replacement / removed engine and transfer necessary components  - 
install GM replacement and add necessary fluids make all adjustment s 
and test drive Tech Notes: per Melissa PQC prev RO # 337943 
#10954611  
Verified days out w/Svc Mgr Bill Featherston. 

     
11/23/10 376967 1 36506 Phillips Chevrolet  

C/s low oil light came on / 1 qt low – adjust oil level Tech Notes: checked 
oil level 1 qt low  

     
12/13/10 378541 3 37313 Phillips Chevrolet   

C/s oil light came on was 1 qt low / bulletins 100601008A – install 
active fuel management deflector valve de-carbon cylinders piston rings 
change oil and filter make necessary adjustment test drive  

 
 Restraints 

       

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

N/A                         

 
 Steering 

       

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

N/A                         

 
 Transmission 

       

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



N/A                         
 

 Axle 
       

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

9/28/10 372608 4 34927 Phillips Chevrolet 
C/s popping type noise heard taking off from a stop / inspect -lube 
driveshaft splines/customer advised new tire may cause condition if 
driving in auto 4x4 mode *2 days rental* 
Verified days out w/Svc Mgr Bill Featherston. 

 
 Body/Trim 

       

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

10/1/07 302495 * 171 Phillips Chevrolet  
C/s R/F door squeaks at times / didn’t hear squeak – lube all door hinges   

     
10/15/07 303437 1 526 Phillips Chevrolet  

C/s driver mirror scratched /  replaced driver outside mirror plus paint  
     
    C/s third brake light housing coming loose / removed third brake light 

removed seal re-glue and reinstalled seal – re-installed brake light   
     
5/4/09 337943 * 17097 Phillips Chevrolet  

C/s pass side inside door handle peeling / peeling – replaced inside handle 
as needed  

     
8/24/09 344834 1 21752 Phillips Chevrolet  

C/s moldings discolored left and right sides / buff and clean moldings as 
needed  

     
9/28/09 347250 * 23042 Phillips Chevrolet  

C/s check DR door pops opening / DR door pops – lube hinges as needed  
     
    Extra key  
     
1/22/10 354877 1 26209 Phillips Chevrolet 

C/s replace front wiper blades with OEM – replaced front wiper blades   
     
1/29/10 355328 1 26465 Phillips Chevrolet  

C/s driver door pips opening / lube – will need hinge if roller does not free 
up  

     
9/28/10 372608 * 34927 Phillips Chevrolet  

C/s all body side moldings discolored history concern / finish faded – 
refinish all four body side moldings as needed Tech Notes: Sublet to 
Probst to refinish all 4 moldings  

     
    C/s second row driver side arm rest loose / loose at frame – adjust and 

secure  
     
    C/s DR door pops opening / roller frozen – replace door hinge driver side 

as needed Tech Notes: Sublet to Probst to replace hinge  
     
    C/s front emblem peeling up / peeling – replace emblem as needed  
 

 Chassis 
       

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



N/A                         
 

 Electrical 
       

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

1/8/07 29948 N/A 3 Before Cust Ownership  
Steve Foley Cadillac  
C/s service stability light on / check for codes, code B1517 battery voltage 
below threshold cleared codes road test voltage ok found battery dead – 
recharge battery, tested ok  

     
10/1/07 302495 1 171 Phillips Chevrolet  

C/s extra key 1 FOB inop – program fob/cut key *waiter  
     
1/27/09 332331 1 14733 Phillips Chevrolet  

C/s low tire light on / set pressure and reset light Tech Notes: set tire to 
spec of 30 PSI to repair concern  

 
 Glass 

       

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

N/A                         

 
 HVAC 

       

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

N/A                         

 
 Paint 

       

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

N/A                         

 
 Suspension 

       

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

N/A                         

 
 Wheel/Tires 

       

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

4/9/08 314658 1 5398 Phillips Chevrolet  
C/s install “20 alum polished wheels & tires as per we owe. / cust to pay 
$1656.00 as per we owe completed *Internal* Tech Notes: swapped 18 in 
wheels & tires with 20 inch wheels & tires from parts dept  

     
12/13/10 378541 * 37313 Phillips Chevrolet  

C/s pop noise heard when in 4X4 and auto 4 when taking off from a stop / 
no codes stored difference in tire recently replaced to original tires causing 
irregular 4x4 engagement needs tires Tech Notes: inop for oil leaks no 
leaks found. Found bulletin #10-06-01-008A installed (AFM) oil deflector & 
de-carbonized cylinders  

 
 Recalls / Campaigns 

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

4/4/07 30930 N/A 4 Before Cust Ownership  



Steve Foley Cadillac  
07007 Recall  Remote keyless entry / recall completed  

     
    06162 – Product Enhancement / recall completed  
 

 Other 
       

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

4/3/08 314305 * 5212 Phillips Chevrolet  
LOF, ck belts & hoses, set tire pressure & checked set all fluid levels  

     
9/5/08 323810 * 10389 Phillips Chevrolet  

LOF, ck belts & hoses, set tire pressure & checked set all fluid levels 
     
1/27/09 332331 * 14733 Phillips Chevrolet  

LOF, ck belts & hoses, set tire pressure & checked set all fluid levels 
     
1/29/10 355328 * 26465 Phillips Chevrolet  

LOF, ck belts & hoses, set tire pressure & checked set all fluid levels 
     
7/8/10 366345 * 32143 Phillips Chevrolet  

LOF up to six quarts of oil tire rotation and multi point inspection.  
     
9/28/10 372608 * 34927 Phillips Chevrolet  

Multi point inspection  
 
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) No  
Did you confirm your answer with the dealer/Customer (if 
ADR)/attorney (if Legal)? (Y or N) 

Yes 

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) No 
 
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) Yes 
 
PERTINENT FACTS FROM All SR’s RELATED TO THIS VIN: 
Concern: 71-745393312 - CAC- opened 7/30/09 closed:11/12/09, gas cap light, add engine oil 
light. closed UTC, no goodwill. 
Date & Offer/Result: opened 7/30/09 closed:11/12/09 no goodwill offered. closed UTC 
 
Concern: 71-890325619-survey-opened 11/6/10 closed 11/16/10 transmission repair, offered a 
$100 maintenance letter. 
Date & Offer/Result: opened 11/6/10 closed 11/16/10, $100  maintenance letter. 
 
Concern: 71-892721354-CAC- 11/23/10 closed 11/30/10-vehicle burns oil, closed because 
customer contacted the lawyer, no goodwill offered. 
Date & Offer/Result: 11/23/10 closed 11/30/10, closed due to customer retaining attorney. 



 
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: 
repurchase 
 

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. 
Numerous defects including electrical, engine, body and trim. 

 
Note: This section only applicable for Legal cases 
Is Lemon Law Pled/Alleged?: Yes  

 
Under what State? IL 

 
Claimed Presumptive? No  

 
Does Purchase Qualify? Yes  

 
If not, why? N/A 

 
 

State Presumption Is: 
# of Visits for a Non-Conformity? 4 # of Days out of Service? 30 business 

days  
# of visits for a Safety Complaint? n/a # of Visits Total? n/a 
Must Complaint Continue to Exist? Yes  Final Repair/Arbitration Required? Yes  
Time Period for filing a Claim? 18 months filling, 12 months 

12,000 miles  
 
 

 

 
Vehicle Service History (During Presumptive Period) is: 

# of Visits for a Non-Conformity? 0 # of Days out of Service? 1 
# of visits for a Safety Complaint? 0 # of Visits Total? 0 
Complaint appears to Continue? yes 

 
Final Repair/Arbitration Complete? no 

 
 
Does History appear Presumptive: No 

 
 

Vehicle Service History (During Limited Warranty Period) is: 
# of Visits for a Non-Conformity? 4 # of Days out of Service? 22 
# of visits for a Safety Complaint? 0 # of Visits Total? 9 
Must Complaint Continue to Exist? Yes  

 
Final Repair or Arbitration Req’d? Yes  

 
 
Related Repairs beyond NVLW: Yes  
Customer Pay? No  If no, identify responsible party: N/A 
Additional Days out of Service? 1 Additional # of Repair Visits? 1 
 
Other Considerations: No  
Outcome/Findings of Arb/Final Repair: N/A 
Prior Goodwill/reimbursement: Yes  $100 maintenance letter 11/16/10 
Out of Pocket Expenses: No  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:  
PREV NISM - FFOM sts that tech service bulletin has come out on oil consumption issue and that 
dealer is willing to provide the necessary repair. 
 
Lawsuit –  
brent.palmer@gm.com  
02/09/2011 08:25 AM  
 To 
 ileana_white@gmexpert.com 
 cc 
  
 Subject 
 Re: Lawsuit - Crittendon 
 
C)   I am aware of this case and have information that may be useful to your review. (If selecting this option, please 
provide the information in your email reply. 
 
What is the customer seeking?  The vehicle concern I believe is excessive engine oil consumption.  GM has a 
bulletin procedure that was released that advises dealerships how to correct the concern.   I am interested in the 
outcome and would like to be contacted about the settlement offers.  
 
Brent Palmer 
District Manager Aftersales 
General Motors 
mobile: 630-659-9932 
e-mail: brent.palmer@gm.com 
 
Pertinent vehicle information provided by dealer Service Manager: 
PREV NISM - none 

Identify at least three main strengths of the customer’s case? 
PREV NISM - -significant repairs for oil consumption- 
 

Identify at least three main weaknesses of the customer’s case? 
PREV NISM - all repairs occurred after the presumption period- 
-customer is out of filing time- 
-no days out of service. 
 
Are there any considerations to be made under other applicable laws? (Explain in detail) 
PREV NISM - Customer was told in SR # 71-745393312 that engine repair would not for sure fix 
the oil consumption issue, she decided to go through with repair anyway. 

Recommendation: 
PREV NISM - Customer does not appear to be in presumption but has had significant repairs for oil 
consumption, I recommend a $3500-$5500 cash settlement and complete necessary repair at no 
cost. Send NFA if offers not accepted. 
 
Rationale: 
PREV NISM - $3500-$5500 cash settlement due to number of repairs for oil consumption. Send 
NFA if offers not accepted. 

mailto:brent.palmer@gm.com�


Settlement/Defense Strategy: 

PREV NISM - Sent my final offer of $5000, was not accepted, sent NFA will close not settled. 

 
PREV NISM  

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: repurchas4 
Amount to Plaintiff/Atty: $N/A/$ N/A 
Inclusive Offer: $ N/A 

 

Settlement Type: 
{Goodwill Type} 

Date: 
{mm/dd/yy} 

countered 

CRS Initial Offer: 
Amount to Plaintiff/Atty: $N/A$N/A 
Inclusive Offer: $3500 
  

 

Settlement Type: 
cash 

Date: 12/08/10 
countered 

Plaintiff Counter:: 
Amount to Plaintiff/Atty: $N/A $N/A 
Inclusive Offer: $14,500 

 

Settlement Type: 
cash 

Date: 12/10/10 
countered 

CRS Counter: 
Amount to Plaintiff/Atty: $N/A $N//A 
Inclusive Offer: $4000 

 

Settlement Type: 
cash 

Date: 12/10/10 
countered 

PLAINTIFF Counter Offer: 
Amount to Plaintiff/Atty: $N/A/$N/A 
Inclusive Offer: $13,500 

 

Settlement Type: 
Cash 

Date: 12/14/10 
countered 

CRS Counter: 
Amount to Plaintiff/Atty: $ N/A /$ N/A 
Inclusive Offer: $4500 
  
Plaintiff Counter offer:  
Inclusive: $12,500 
  
CRS Final Offer:  
Inclusive: $5000 
  
Plaintiff Counter offer:  
Inclusive $12,000 
  
CRS Final offer $5000, Sent NFA 

 

Settlement Type: 
cash 

Date: 12/15/10 
Countered 

 



 
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: ${Amount}/${Amount} 
Inclusive Offer: ${Amount} 

 

Settlement Type: 
{Goodwill Type} 

Date: 
{mm/dd/yy} 

{Accepted / Countered} 

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

 

Settlement Type: 
{Goodwill Type} 

Date: 
{mm/dd/yy} 

{Accepted / Countered} 

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: 7/21/2011 

 
 

All Fields Are Required 
(Do not delete or modify any sections of this form)  
 
SR: 71-895661910 GM Legal File / BBB Case No.:  724195 
By: Ileana White  Negotiator: Same  
 
Customer Last Name:   
Only customer's last name to be recorded. Do not include first name. 

State: IL  
 

Vehicle ID No.:  
1GNFK16377J

In Service Date: 
9/29/2007 

Vehicle Purchased: 
New   

BAC Code: 
113225 
 

Year, Make & Model: 2007 Chevrolet Suburban  Vehicle Purchased Used on: N/A 
Current Mileage: 37,313 Dealer Name : Phillips Chevrolet  
Sale Type: Purchase X  Lease        Other       :  
 

CAM Name: Rob Johnson  
Phone Number: 630-961-6817 
 

Lien holder:   GMAC X     Other       :  DVM Name: Brent Palmer  
Phone/Cell Number: 630-649-9932 
 

Purchase Price of Vehicle: $ 46,874.00  

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

DVM requests involvement?: Yes  

 
Attorney Involvement: Krohn & Moss (Eric Kaczander) 
Phone Number : 312-578-9128 
Fax Number : 866-309-9458 
 

 
Service Manager Name: Bill 
Featherston  
Phone Number : 815-469-2323 
 
 

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. 
Steve Foley Cadillac / Svc Mgr Jim Benedetto / 847-849-2267 
 

 
 

If TAC was contacted, what did they say? (Include TAC case #) 
SP-10954611-TAC-7/22/09-Customer concern - Low oil light is on, oil consumption. TAC 
Recommendations - 
Advised to perform oil consumption test. Check compression wet and dry or check crankcase pressure 
with water manometer. Customers concern as reported by the caller. 
Excessive oil consumption  
 
Results of the Previous Suggestions Made by TAC : 
He claims he did confirm oil consumption of 1 < quart in 2,000 miles.  He didn't perform a compression 
test, but a water manometer did indicate 3 =" of water vacuum in the crankcase, and the Tech link 
article said no more than 2".  He wanted to know if he could raise the PCV valve and reevaluate (he has 
a lot of oil in the intake.  I advised him I couldn't recommend it. 
 
New Recommendations - 



Per PIP4574E, no repairs should be made. 
 
Excess oil consumption   
   
Results of the Previous Suggestions Made by TAC :   
Tech is replacing the engine. After installation tech has read the note indicating 2009 and earlier 
vehicles should have the timing cover swapped with the original. Caller has already assembled most of 
the engine, seeks information regarding the need and reason for this part swap.   
   
New Recommendations -   
No information was found on this concern, a VME was left for MC James Bloss requesting additional 
information. 
 
Current concern? Timing cover 
 
 
Results of the previous suggestions made by TAC (include additional details of the concern) 
Tech has installed the engine with the timing cover supplied with the new engine, engine is running 
normally with no codes. 
 
New Recommendations- Advised caller this timing cover has been used in a similar application with no 
problems, it has not been able to be determined why it is recommended to replace the cover. Per MC 
James Bloss, there are possible concerns with service tools for cover and front seal alignment not fitting 
on some timing covers, this would not be an issue unless the cover or seal is removed. 
 
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? Yes  
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: 
     

N/A                         
 

 Engine/Fuel/Exhaust 
       

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

3/13/09 335003 1 15794 Phillips Chevrolet  
C/s service engine soon light is on. gas cap light came on // inspect evap 
code vent valve sticking – replace failed evap vent valve clear codes and 
test drive Tech Notes: inspect and found P0455 stored and found vent 



valve sticking – replaced vent valve and cleared codes recheck  
     
4/17/09 337068 1 16667 Phillips Chevrolet  

C/s low oil light comes on driving / adjust oil level appt made to diagnose 
problem Tech Notes: ck 0.1 level found oil low 1¾ quarts toped off as 
needed ck under no leaks   

     
5/4/09 337943 4 17097 Phillips Chevrolet  

C/s vehicle was 2 qt low on oil in less than 2k miles / found over 
aggressive lifters both sides and make necessary adjustments test drive  
*2 days rental* Tech Notes: Oil in intake ran vehicle with valve covers off 
has over aggressive lifters on both banks replace all lifters & change oil 
only Verified days out w/Svc Mgr Bill Featherston.  

     
7/15/09 342459 1 19195 C/s that the low engine oil light is on check history / adjust oil level – no 

fix available at this time Tech Notes: No leaks add 1qt & ¼ up to top 
after 15 min sitting  

     
7/21/09 342802 4 20006 C/s that the low oil light comes add oil / oil change light is on inspect TAN 

contacted no repairs available at this time customer advised to 
monitor oil level #10954611 Mike Armstrong Tech Notes: .75 qt 
low 5% left on oil monitor cyl leakage test wet & dry compression test rinl 
gaps lined up cylinder wall taper 1.5 to 2.0 qts in 2000 miles  
Verified days out w/Svc Mgr Bill Featherston. 

     
8/24/09 344834 * 21752 Phillips Chevrolet 

C/s check oil level / adjust oil level approx ¾ quart low 
     
9/28/09 347250 5 23042 Phillips Chevrolet 

C/s vehicle uses excessive oil adh contacted and approved engine 
replacement / removed engine and transfer necessary components  - 
install GM replacement and add necessary fluids make all adjustment s 
and test drive Tech Notes: per Melissa PQC prev RO # 337943 
#10954611  
Verified days out w/Svc Mgr Bill Featherston. 

     
11/23/10 376967 1 36506 Phillips Chevrolet  

C/s low oil light came on / 1 qt low – adjust oil level Tech Notes: checked 
oil level 1 qt low  

     
12/13/10 378541 3 37313 Phillips Chevrolet   

C/s oil light came on was 1 qt low / bulletins 100601008A – install 
active fuel management deflector valve de-carbon cylinders piston rings 
change oil and filter make necessary adjustment test drive Tech Notes: 
inop for oil leaks no leaks found. Found bulletin #10-06-01-008A installed 
(AFM) oil deflector & de-carbonized cylinders 

 
 Restraints 

       

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

N/A                         

 
 Steering 

       

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

N/A                         

 



 Transmission 
       

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

N/A                         
 

 Axle 
       

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

9/28/10 372608 4 34927 Phillips Chevrolet 
C/s popping type noise heard taking off from a stop / inspect -lube 
driveshaft splines/customer advised new tire may cause condition if 
driving in auto 4x4 mode *2 days rental* 
Verified days out w/Svc Mgr Bill Featherston. 

 
 Body/Trim 

       

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

10/1/07 302495 * 171 Phillips Chevrolet  
C/s R/F door squeaks at times / didn’t hear squeak – lube all door hinges   

     
10/15/07 303437 1 526 Phillips Chevrolet  

C/s driver mirror scratched /  replaced driver outside mirror plus paint  
     
    C/s third brake light housing coming loose / removed third brake light 

removed seal re-glue and reinstalled seal – re-installed brake light   
     
5/4/09 337943 * 17097 Phillips Chevrolet  

C/s pass side inside door handle peeling / peeling – replaced inside handle 
as needed  

     
8/24/09 344834 1 21752 Phillips Chevrolet  

C/s moldings discolored left and right sides / buff and clean moldings as 
needed  

     
9/28/09 347250 * 23042 Phillips Chevrolet  

C/s check DR door pops opening / DR door pops – lube hinges as needed  
     
    Extra key  
     
1/22/10 354877 1 26209 Phillips Chevrolet 

C/s replace front wiper blades with OEM – replaced front wiper blades   
     
1/29/10 355328 1 26465 Phillips Chevrolet  

C/s driver door pips opening / lube – will need hinge if roller does not free 
up  

     
9/28/10 372608 * 34927 Phillips Chevrolet  

C/s all body side moldings discolored history concern / finish faded – 
refinish all four body side moldings as needed Tech Notes: Sublet to 
Probst to refinish all 4 moldings  

     
    C/s second row driver side arm rest loose / loose at frame – adjust and 

secure  
     
    C/s DR door pops opening / roller frozen – replace door hinge driver side 

as needed Tech Notes: Sublet to Probst to replace hinge  
     
    C/s front emblem peeling up / peeling – replace emblem as needed  
 



 Chassis 
       

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

N/A                         
 

 Electrical 
       

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

1/8/07 29948 N/A 3 Before Cust Ownership  
Steve Foley Cadillac  
C/s service stability light on / check for codes, code B1517 battery voltage 
below threshold cleared codes road test voltage ok found battery dead – 
recharge battery, tested ok  

     
10/1/07 302495 1 171 Phillips Chevrolet  

C/s extra key 1 FOB inop – program fob/cut key *waiter  
     
1/27/09 332331 1 14733 Phillips Chevrolet  

C/s low tire light on / set pressure and reset light Tech Notes: set tire to 
spec of 30 PSI to repair concern  

 
 Glass 

       

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

N/A                         

 
 HVAC 

       

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

N/A                         

 
 Paint 

       

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

N/A                         

 
 Suspension 

       

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

N/A                         

 
 Wheel/Tires 

       

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

4/9/08 314658 1 5398 Phillips Chevrolet  
C/s install “20 alum polished wheels & tires as per we owe. / cust to pay 
$1656.00 as per we owe completed *Internal* Tech Notes: swapped 18 in 
wheels & tires with 20 inch wheels & tires from parts dept  

     
12/13/10 378541 * 37313 Phillips Chevrolet  

C/s pop noise heard when in 4X4 and auto 4 when taking off from a stop / 
no codes stored difference in tire recently replaced to original tires causing 
irregular 4x4 engagement needs tires  

 
 Recalls / Campaigns 

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



4/4/07 30930 N/A 4 Before Cust Ownership  
Steve Foley Cadillac  
07007 Recall  Remote keyless entry / recall completed  

     
    06162 – Product Enhancement / recall completed  
 

 Other 
       

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

4/3/08 314305 * 5212 Phillips Chevrolet  
LOF, ck belts & hoses, set tire pressure & checked set all fluid levels  

     
9/5/08 323810 * 10389 Phillips Chevrolet  

LOF, ck belts & hoses, set tire pressure & checked set all fluid levels 
     
1/27/09 332331 * 14733 Phillips Chevrolet  

LOF, ck belts & hoses, set tire pressure & checked set all fluid levels 
     
1/29/10 355328 * 26465 Phillips Chevrolet  

LOF, ck belts & hoses, set tire pressure & checked set all fluid levels 
     
7/8/10 366345 * 32143 Phillips Chevrolet  

LOF up to six quarts of oil tire rotation and multi point inspection.  
     
9/28/10 372608 * 34927 Phillips Chevrolet  

Multi point inspection  
 
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) No  
Did you confirm your answer with the dealer/Customer (if 
ADR)/attorney (if Legal)? (Y or N) 

Yes 

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) No 
 
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) Yes 
 
PERTINENT FACTS FROM All SR’s RELATED TO THIS VIN: 
Concern: 71-745393312 - CAC- opened 7/30/09 closed:11/12/09, gas cap light, add engine oil 
light. closed UTC, no goodwill. 
Date & Offer/Result: opened 7/30/09 closed:11/12/09 no goodwill offered. closed UTC 
 
Concern: 71-890325619-survey-opened 11/6/10 closed 11/16/10 transmission repair, offered a 
$100 maintenance letter. 
Date & Offer/Result: opened 11/6/10 closed 11/16/10, $100  maintenance letter. 
 
Concern: 71-892721354-CAC- 11/23/10 closed 11/30/10-vehicle burns oil, closed because 
customer contacted the lawyer, no goodwill offered. 
Date & Offer/Result: 11/23/10 closed 11/30/10, closed due to customer retaining attorney. 



 
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: 
repurchase 
 

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. 
Numerous defects including electrical, engine, body and trim. 
Magnus & Moss  
 
Note: This section only applicable for Legal cases 
Is Lemon Law Pled/Alleged?: Yes  

 
Under what State? IL 

 
Claimed Presumptive? No  

 
Does Purchase Qualify? Yes  

 
If not, why? N/A 

 
 

State Presumption Is: 
# of Visits for a Non-Conformity? 4 # of Days out of Service? 30 business 

days  
# of visits for a Safety Complaint? n/a # of Visits Total? n/a 
Must Complaint Continue to Exist? Yes  Final Repair/Arbitration Required? Yes  
Time Period for filing a Claim? 18 months filling, 12 months 

12,000 miles  
 
 

 

 
Vehicle Service History (During Presumptive Period) is: 

# of Visits for a Non-Conformity? 2 – Body  # of Days out of Service? 2 
# of visits for a Safety Complaint? 0 # of Visits Total? 0 
Complaint appears to Continue? yes 

 
Final Repair/Arbitration Complete? no 

 
 
Does History appear Presumptive: No 

 
 

Vehicle Service History (During Limited Warranty Period) is: 
# of Visits for a Non-Conformity? 7– Engine   # of Days out of Service? 30 
# of visits for a Safety Complaint? 0 # of Visits Total? 15 
Must Complaint Continue to Exist? Yes  

 
Final Repair or Arbitration Req’d? Yes  

 
 
Related Repairs beyond NVLW: Yes  
Customer Pay? No  If no, identify responsible party: N/A 
Additional Days out of Service? 1 Additional # of Repair Visits? 1 
 
Other Considerations: No  
Outcome/Findings of Arb/Final Repair: N/A 
Prior Goodwill/reimbursement: Yes  $100 maintenance letter 11/16/10 
Out of Pocket Expenses: No  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:  
PREV NISM - FFOM sts that tech service bulletin has come out on oil consumption issue and that 
dealer is willing to provide the necessary repair. 
 
Lawsuit –  
brent.palmer@gm.com  
02/09/2011 08:25 AM  
 To 
 ileana_white@gmexpert.com 
 cc 
  
 Subject 
 Re: Lawsuit - Crittendon 
 
C)   I am aware of this case and have information that may be useful to your review. (If selecting this option, please 
provide the information in your email reply. 
 
What is the customer seeking?  The vehicle concern I believe is excessive engine oil consumption.  GM has a 
bulletin procedure that was released that advises dealerships how to correct the concern.   I am interested in the 
outcome and would like to be contacted about the settlement offers.  
 
Brent Palmer 
District Manager Aftersales 
General Motors 
mobile: 630-659-9932 
e-mail: brent.palmer@gm.com 
 
Pertinent vehicle information provided by dealer Service Manager: 
PREV NISM - none 

Identify at least three main strengths of the customer’s case? 
PREV NISM - significant repairs for oil consumption- 
 
Lawsuit – Cust has kept up with maintenance in vehicle.   
 
Identify at least three main weaknesses of the customer’s case? 
PREV NISM - all repairs occurred after the presumption period- 
-customer is out of filing time- 
-no days out of service. 
 
Are there any considerations to be made under other applicable laws? (Explain in detail) 
PREV NISM - Customer was told in SR # 71-745393312 that engine repair would not for sure fix 
the oil consumption issue, she decided to go through with repair anyway. 
 
Lawsuit – Magnuson & Moss – numerous concerns for low engine oil.  
Recommendation: 
PREV NISM - Customer does not appear to be in presumption but has had significant repairs for oil 
consumption, I recommend a $3500-$5500 cash settlement and complete necessary repair at no 
cost. Send NFA if offers not accepted. 
 
Lawsuit – High cash 7,000 to 10,000 if does not accept straight repurchase. Repurchase 
Worksheet to follow  
 

mailto:brent.palmer@gm.com�


Rationale: 
PREV NISM - $3500-$5500 cash settlement due to number of repairs for oil consumption. Send 
NFA if offers not accepted. 
 
Lawsuit – Crs recommends offering high cash due 7x’s (6x while in B2B and 1x outside 
B2B) for oil consumption.  
Settlement/Defense Strategy: 

PREV NISM - Sent my final offer of $5000, was not accepted, sent NFA will close not settled. 
 
Lawsuit – To avoid additional court cost and customer satisfaction.  
 

PREV NISM  
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: repurchas4 
Amount to Plaintiff/Atty: $N/A/$ N/A 
Inclusive Offer: $ N/A 

 

Settlement Type: 
{Goodwill Type} 

Date: 
{mm/dd/yy} 

countered 

CRS Initial Offer: 
Amount to Plaintiff/Atty: $N/A$N/A 
Inclusive Offer: $3500 
  

 

Settlement Type: 
cash 

Date: 12/08/10 
countered 

Plaintiff Counter:: 
Amount to Plaintiff/Atty: $N/A $N/A 
Inclusive Offer: $14,500 

 

Settlement Type: 
cash 

Date: 12/10/10 
countered 

CRS Counter: 
Amount to Plaintiff/Atty: $N/A $N//A 
Inclusive Offer: $4000 

 

Settlement Type: 
cash 

Date: 12/10/10 
countered 

PLAINTIFF Counter Offer: 
Amount to Plaintiff/Atty: $N/A/$N/A 
Inclusive Offer: $13,500 

 

Settlement Type: 
Cash 

Date: 12/14/10 
countered 

CRS Counter: 
Amount to Plaintiff/Atty: $ N/A /$ N/A 
Inclusive Offer: $4500 
  
Plaintiff Counter offer:  
Inclusive: $12,500 
  
CRS Final Offer:  
Inclusive: $5000 
  
Plaintiff Counter offer:  
Inclusive $12,000 
  
CRS Final offer $5000, Sent NFA 

 

Settlement Type: 
cash 

Date: 12/15/10 
Countered 

 



 
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: ${Amount}/${Amount} 
Inclusive Offer: ${Amount} 

 

Settlement Type: 
{Goodwill Type} 

Date: 
{mm/dd/yy} 

{Accepted / Countered} 

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

 

Settlement Type: 
{Goodwill Type} 

Date: 
{mm/dd/yy} 

{Accepted / Countered} 

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: 7/21/2011 

 
 

All Fields Are Required 
(Do not delete or modify any sections of this form)  
 
SR: 71-895661910 GM Legal File / BBB Case No.:  724195 
By: Ileana White  Negotiator: Same  
 
Customer Last Name:   
Only customer's last name to be recorded. Do not include first name. 

State: IL  
 

Vehicle ID No.:  
1GNFK16377J

In Service Date: 
9/29/2007 

Vehicle Purchased: 
New   

BAC Code: 
113225 
 

Year, Make & Model: 2007 Chevrolet Suburban  Vehicle Purchased Used on: N/A 
Current Mileage: 37,313 Dealer Name : Phillips Chevrolet  
Sale Type: Purchase X  Lease        Other       :  
 

CAM Name: Rob Johnson  
Phone Number: 630-961-6817 
 

Lien holder:   GMAC X     Other       :  DVM Name: Brent Palmer  
Phone/Cell Number: 630-649-9932 
 

Purchase Price of Vehicle: $ 46,874.00  

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

DVM requests involvement?: Yes  

 
Attorney Involvement: Krohn & Moss (Eric Kaczander) 
Phone Number : 312-578-9128 
Fax Number : 866-309-9458 
 

 
Service Manager Name: Bill 
Featherston  
Phone Number : 815-469-2323 
 
 

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. 
Steve Foley Cadillac / Svc Mgr Jim Benedetto / 847-849-2267 
 

 
 

If TAC was contacted, what did they say? (Include TAC case #) 
SP-10954611-TAC-7/22/09-Customer concern - Low oil light is on, oil consumption. TAC 
Recommendations - 
Advised to perform oil consumption test. Check compression wet and dry or check crankcase pressure 
with water manometer. Customers concern as reported by the caller. 
Excessive oil consumption  
 
Results of the Previous Suggestions Made by TAC : 
He claims he did confirm oil consumption of 1 < quart in 2,000 miles.  He didn't perform a compression 
test, but a water manometer did indicate 3 =" of water vacuum in the crankcase, and the Tech link 
article said no more than 2".  He wanted to know if he could raise the PCV valve and reevaluate (he has 
a lot of oil in the intake.  I advised him I couldn't recommend it. 
 
New Recommendations - 



Per PIP4574E, no repairs should be made. 
 
Excess oil consumption   
   
Results of the Previous Suggestions Made by TAC :   
Tech is replacing the engine. After installation tech has read the note indicating 2009 and earlier 
vehicles should have the timing cover swapped with the original. Caller has already assembled most of 
the engine, seeks information regarding the need and reason for this part swap.   
   
New Recommendations -   
No information was found on this concern, a VME was left for MC James Bloss requesting additional 
information. 
 
Current concern? Timing cover 
 
 
Results of the previous suggestions made by TAC (include additional details of the concern) 
Tech has installed the engine with the timing cover supplied with the new engine, engine is running 
normally with no codes. 
 
New Recommendations- Advised caller this timing cover has been used in a similar application with no 
problems, it has not been able to be determined why it is recommended to replace the cover. Per MC 
James Bloss, there are possible concerns with service tools for cover and front seal alignment not fitting 
on some timing covers, this would not be an issue unless the cover or seal is removed. 
 
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? Yes  
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: 
     

N/A                         
 

 Engine/Fuel/Exhaust 
       

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

3/13/09 335003 1 15794 Phillips Chevrolet  
C/s service engine soon light is on. gas cap light came on // inspect evap 
code vent valve sticking – replace failed evap vent valve clear codes and 
test drive Tech Notes: inspect and found P0455 stored and found vent 



valve sticking – replaced vent valve and cleared codes recheck  
     
4/17/09 337068 1 16667 Phillips Chevrolet  

C/s low oil light comes on driving / adjust oil level appt made to diagnose 
problem Tech Notes: ck 0.1 level found oil low 1¾ quarts toped off as 
needed ck under no leaks   

     
5/4/09 337943 4 17097 Phillips Chevrolet  

C/s vehicle was 2 qt low on oil in less than 2k miles / found over 
aggressive lifters both sides and make necessary adjustments test drive  
*2 days rental* Tech Notes: Oil in intake ran vehicle with valve covers off 
has over aggressive lifters on both banks replace all lifters & change oil 
only Verified days out w/Svc Mgr Bill Featherston.  

     
7/15/09 342459 1 19195 C/s that the low engine oil light is on check history / adjust oil level – no 

fix available at this time Tech Notes: No leaks add 1qt & ¼ up to top 
after 15 min sitting  

     
7/21/09 342802 4 20006 C/s that the low oil light comes add oil / oil change light is on inspect TAN 

contacted no repairs available at this time customer advised to 
monitor oil level #10954611 Mike Armstrong Tech Notes: .75 qt 
low 5% left on oil monitor cyl leakage test wet & dry compression test rinl 
gaps lined up cylinder wall taper 1.5 to 2.0 qts in 2000 miles  
Verified days out w/Svc Mgr Bill Featherston. 

     
8/24/09 344834 * 21752 Phillips Chevrolet 

C/s check oil level / adjust oil level approx ¾ quart low 
     
9/28/09 347250 5 23042 Phillips Chevrolet 

C/s vehicle uses excessive oil adh contacted and approved engine 
replacement / removed engine and transfer necessary components  - 
install GM replacement and add necessary fluids make all adjustment s 
and test drive Tech Notes: per Melissa PQC prev RO # 337943 
#10954611  
Verified days out w/Svc Mgr Bill Featherston. 

     
11/23/10 376967 1 36506 Phillips Chevrolet  

C/s low oil light came on / 1 qt low – adjust oil level Tech Notes: checked 
oil level 1 qt low  

     
12/13/10 378541 3 37313 Phillips Chevrolet   

C/s oil light came on was 1 qt low / bulletins 100601008A – install 
active fuel management deflector valve de-carbon cylinders piston rings 
change oil and filter make necessary adjustment test drive Tech Notes: 
inop for oil leaks no leaks found. Found bulletin #10-06-01-008A installed 
(AFM) oil deflector & de-carbonized cylinders 

 
 Restraints 

       

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

N/A                         

 
 Steering 

       

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

N/A                         

 



 Transmission 
       

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

N/A                         
 

 Axle 
       

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

9/28/10 372608 4 34927 Phillips Chevrolet 
C/s popping type noise heard taking off from a stop / inspect -lube 
driveshaft splines/customer advised new tire may cause condition if 
driving in auto 4x4 mode *2 days rental* 
Verified days out w/Svc Mgr Bill Featherston. 

 
 Body/Trim 

       

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

10/1/07 302495 * 171 Phillips Chevrolet  
C/s R/F door squeaks at times / didn’t hear squeak – lube all door hinges   

     
10/15/07 303437 1 526 Phillips Chevrolet  

C/s driver mirror scratched /  replaced driver outside mirror plus paint  
     
    C/s third brake light housing coming loose / removed third brake light 

removed seal re-glue and reinstalled seal – re-installed brake light   
     
5/4/09 337943 * 17097 Phillips Chevrolet  

C/s pass side inside door handle peeling / peeling – replaced inside handle 
as needed  

     
8/24/09 344834 1 21752 Phillips Chevrolet  

C/s moldings discolored left and right sides / buff and clean moldings as 
needed  

     
9/28/09 347250 * 23042 Phillips Chevrolet  

C/s check DR door pops opening / DR door pops – lube hinges as needed  
     
    Extra key  
     
1/22/10 354877 1 26209 Phillips Chevrolet 

C/s replace front wiper blades with OEM – replaced front wiper blades   
     
1/29/10 355328 1 26465 Phillips Chevrolet  

C/s driver door pips opening / lube – will need hinge if roller does not free 
up  

     
9/28/10 372608 * 34927 Phillips Chevrolet  

C/s all body side moldings discolored history concern / finish faded – 
refinish all four body side moldings as needed Tech Notes: Sublet to 
Probst to refinish all 4 moldings  

     
    C/s second row driver side arm rest loose / loose at frame – adjust and 

secure  
     
    C/s DR door pops opening / roller frozen – replace door hinge driver side 

as needed Tech Notes: Sublet to Probst to replace hinge  
     
    C/s front emblem peeling up / peeling – replace emblem as needed  
 



 Chassis 
       

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

N/A                         
 

 Electrical 
       

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

1/8/07 29948 N/A 3 Before Cust Ownership  
Steve Foley Cadillac  
C/s service stability light on / check for codes, code B1517 battery voltage 
below threshold cleared codes road test voltage ok found battery dead – 
recharge battery, tested ok  

     
10/1/07 302495 1 171 Phillips Chevrolet  

C/s extra key 1 FOB inop – program fob/cut key *waiter  
     
1/27/09 332331 1 14733 Phillips Chevrolet  

C/s low tire light on / set pressure and reset light Tech Notes: set tire to 
spec of 30 PSI to repair concern  

 
 Glass 

       

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

N/A                         

 
 HVAC 

       

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

N/A                         

 
 Paint 

       

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

N/A                         

 
 Suspension 

       

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

N/A                         

 
 Wheel/Tires 

       

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

4/9/08 314658 1 5398 Phillips Chevrolet  
C/s install “20 alum polished wheels & tires as per we owe. / cust to pay 
$1656.00 as per we owe completed *Internal* Tech Notes: swapped 18 in 
wheels & tires with 20 inch wheels & tires from parts dept  

     
12/13/10 378541 * 37313 Phillips Chevrolet  

C/s pop noise heard when in 4X4 and auto 4 when taking off from a stop / 
no codes stored difference in tire recently replaced to original tires causing 
irregular 4x4 engagement needs tires  

 
 Recalls / Campaigns 

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



4/4/07 30930 N/A 4 Before Cust Ownership  
Steve Foley Cadillac  
07007 Recall  Remote keyless entry / recall completed  

     
    06162 – Product Enhancement / recall completed  
 

 Other 
       

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

4/3/08 314305 * 5212 Phillips Chevrolet  
LOF, ck belts & hoses, set tire pressure & checked set all fluid levels  

     
9/5/08 323810 * 10389 Phillips Chevrolet  

LOF, ck belts & hoses, set tire pressure & checked set all fluid levels 
     
1/27/09 332331 * 14733 Phillips Chevrolet  

LOF, ck belts & hoses, set tire pressure & checked set all fluid levels 
     
1/29/10 355328 * 26465 Phillips Chevrolet  

LOF, ck belts & hoses, set tire pressure & checked set all fluid levels 
     
7/8/10 366345 * 32143 Phillips Chevrolet  

LOF up to six quarts of oil tire rotation and multi point inspection.  
     
9/28/10 372608 * 34927 Phillips Chevrolet  

Multi point inspection  
 
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) No  
Did you confirm your answer with the dealer/Customer (if 
ADR)/attorney (if Legal)? (Y or N) 

Yes 

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) No 
 
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) Yes 
 
PERTINENT FACTS FROM All SR’s RELATED TO THIS VIN: 
Concern: 71-745393312 - CAC- opened 7/30/09 closed:11/12/09, gas cap light, add engine oil 
light. closed UTC, no goodwill. 
Date & Offer/Result: opened 7/30/09 closed:11/12/09 no goodwill offered. closed UTC 
 
Concern: 71-890325619-survey-opened 11/6/10 closed 11/16/10 transmission repair, offered a 
$100 maintenance letter. 
Date & Offer/Result: opened 11/6/10 closed 11/16/10, $100  maintenance letter. 
 
Concern: 71-892721354-CAC- 11/23/10 closed 11/30/10-vehicle burns oil, closed because 
customer contacted the lawyer, no goodwill offered. 
Date & Offer/Result: 11/23/10 closed 11/30/10, closed due to customer retaining attorney. 



 
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: 
repurchase 
 

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. 
Numerous defects including electrical, engine, body and trim. 
Magnus & Moss  
 
Note: This section only applicable for Legal cases 
Is Lemon Law Pled/Alleged?: Yes  

 
Under what State? IL 

 
Claimed Presumptive? No  

 
Does Purchase Qualify? Yes  

 
If not, why? N/A 

 
 

State Presumption Is: 
# of Visits for a Non-Conformity? 4 # of Days out of Service? 30 business 

days  
# of visits for a Safety Complaint? n/a # of Visits Total? n/a 
Must Complaint Continue to Exist? Yes  Final Repair/Arbitration Required? Yes  
Time Period for filing a Claim? 18 months filling, 12 months 

12,000 miles  
 
 

 

 
Vehicle Service History (During Presumptive Period) is: 

# of Visits for a Non-Conformity? 2 – Body  # of Days out of Service? 2 
# of visits for a Safety Complaint? 0 # of Visits Total? 0 
Complaint appears to Continue? yes 

 
Final Repair/Arbitration Complete? no 

 
 
Does History appear Presumptive: No 

 
 

Vehicle Service History (During Limited Warranty Period) is: 
# of Visits for a Non-Conformity? 7– Engine   # of Days out of Service? 30 
# of visits for a Safety Complaint? 0 # of Visits Total? 15 
Must Complaint Continue to Exist? Yes  

 
Final Repair or Arbitration Req’d? Yes  

 
 
Related Repairs beyond NVLW: Yes  
Customer Pay? No  If no, identify responsible party: N/A 
Additional Days out of Service? 1 Additional # of Repair Visits? 1 
 
Other Considerations: No  
Outcome/Findings of Arb/Final Repair: N/A 
Prior Goodwill/reimbursement: Yes  $100 maintenance letter 11/16/10 
Out of Pocket Expenses: No  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:  
PREV NISM - FFOM sts that tech service bulletin has come out on oil consumption issue and that 
dealer is willing to provide the necessary repair. 
 
Lawsuit –  
brent.palmer@gm.com  
02/09/2011 08:25 AM  
 To 
 ileana_white@gmexpert.com 
 cc 
  
 Subject 
 Re: Lawsuit - Crittendon 
 
C)   I am aware of this case and have information that may be useful to your review. (If selecting this option, please 
provide the information in your email reply. 
 
What is the customer seeking?  The vehicle concern I believe is excessive engine oil consumption.  GM has a 
bulletin procedure that was released that advises dealerships how to correct the concern.   I am interested in the 
outcome and would like to be contacted about the settlement offers.  
 
Brent Palmer 
District Manager Aftersales 
General Motors 
mobile: 630-659-9932 
e-mail: brent.palmer@gm.com 
 
Pertinent vehicle information provided by dealer Service Manager: 
PREV NISM - none 

Identify at least three main strengths of the customer’s case? 
PREV NISM - significant repairs for oil consumption- 
 
Lawsuit – Cust has kept up with maintenance in vehicle.   
 
Identify at least three main weaknesses of the customer’s case? 
PREV NISM - all repairs occurred after the presumption period- 
-customer is out of filing time- 
-no days out of service. 
 
Are there any considerations to be made under other applicable laws? (Explain in detail) 
PREV NISM - Customer was told in SR # 71-745393312 that engine repair would not for sure fix 
the oil consumption issue, she decided to go through with repair anyway. 
 
Lawsuit – Magnuson & Moss – numerous concerns for low engine oil.  
Recommendation: 
PREV NISM - Customer does not appear to be in presumption but has had significant repairs for oil 
consumption, I recommend a $3500-$5500 cash settlement and complete necessary repair at no 
cost. Send NFA if offers not accepted. 
 
Lawsuit – Removal  
 
Rationale: 

mailto:brent.palmer@gm.com�


PREV NISM - $3500-$5500 cash settlement due to number of repairs for oil consumption. Send 
NFA if offers not accepted. 
 
Lawsuit – Crs recommends removing to LC 7x’s (6x while in B2B and 1x outside B2B) for 
oil consumption. Reviewed case with LS and decided to remove.  
 
Settlement/Defense Strategy: 

PREV NISM - Sent my final offer of $5000, was not accepted, sent NFA will close not settled. 
 
Lawsuit – To avoid additional court cost and customer satisfaction.  
 

PREV NISM  
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: repurchas4 
Amount to Plaintiff/Atty: $N/A/$ N/A 
Inclusive Offer: $ N/A 

 

Settlement Type: 
{Goodwill Type} 

Date: 
{mm/dd/yy} 

countered 

CRS Initial Offer: 
Amount to Plaintiff/Atty: $N/A$N/A 
Inclusive Offer: $3500 
  

 

Settlement Type: 
cash 

Date: 12/08/10 
countered 

Plaintiff Counter:: 
Amount to Plaintiff/Atty: $N/A $N/A 
Inclusive Offer: $14,500 

 

Settlement Type: 
cash 

Date: 12/10/10 
countered 

CRS Counter: 
Amount to Plaintiff/Atty: $N/A $N//A 
Inclusive Offer: $4000 

 

Settlement Type: 
cash 

Date: 12/10/10 
countered 

PLAINTIFF Counter Offer: 
Amount to Plaintiff/Atty: $N/A/$N/A 
Inclusive Offer: $13,500 

 

Settlement Type: 
Cash 

Date: 12/14/10 
countered 

CRS Counter: 
Amount to Plaintiff/Atty: $ N/A /$ N/A 
Inclusive Offer: $4500 
  
Plaintiff Counter offer:  
Inclusive: $12,500 
  
CRS Final Offer:  
Inclusive: $5000 
  
Plaintiff Counter offer:  
Inclusive $12,000 
  
CRS Final offer $5000, Sent NFA 

 

Settlement Type: 
cash 

Date: 12/15/10 
Countered 

 



 
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: ${Amount}/${Amount} 
Inclusive Offer: ${Amount} 

 

Settlement Type: 
{Goodwill Type} 

Date: 
{mm/dd/yy} 

{Accepted / Countered} 

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

 

Settlement Type: 
{Goodwill Type} 

Date: 
{mm/dd/yy} 

{Accepted / Countered} 

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. 



                                                                      
 

 
         VIA FAX ONLY 
February 21, 2011 
 
 
Rob Johnson 
North Central-50 
Rob.johnson@gm.com 
 
Re:  v. General Motors Company 
 Service Request: 71-895661910 

2007 Chevrolet Suburban 
Vehicle Identification Number: 1GNFK16377J  
Customer Relationship Specialist: Ileana  

 
Dear Mr. Johnson: 
 
The above Chevrolet customer has filed a lawsuit and the lawsuit is being removed from the Early 
Resolution Program and is being sent to General Motors’ local counsel for handling.  Our records 
indicate that Brent Palmer was contacted while the case was in the Early Resolution Program.  The 
customer has been to the following dealers for servicing thus far: 
 

Phillips Chevrolet  
9700 W. Lincoln Hwy.  
Frankfort, IL 60423-1553 
815-469-2323 

 
GM’s attorney now handling this case: 

Connie Postelli  (219) 794-1888 
Kopka Pinkus Dolin & Eads, LLC 

 
 
GM Legal Assistant involved: 

Brion Stevens  (512) 386-0773 
 

 
Customer’s attorney now handling the case: 

Eric Kaczander, Krohn & and (312) 578-9428 
 
Please have the designated Field Representative(s) notify the dealership(s) listed above and any other 
dealers in the vicinity of the customer’s address that this customer has filed a lawsuit against General 
Motors.  Please have them tell the dealer(s) to make sure that any necessary, future repair work is 
thoroughly documented.  The Field Representative(s) / dealership(s) should direct any documentation, 
repair orders and any other information particular about this customer and his/her vehicle to General 
Motors’ attorney. 
 
Attached is a copy of the case assessment for your review.  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 
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p.m., Eastern Time.  Please refer to the service request number above and a Customer Relationship 
Specialist will be happy to assist you. 
 
Thank you for your assistance. 
 
Sincerely, 
 
Chevrolet 
 
 
cc:  FILE 
 
 
 



 
 
 

        VIA FAX ONLY 
February 21, 2011 
 
Connie Postelli, Esq. 
Kopka Pinkus Dolin & Eads 
9801 Connecticut Dr 
Crown Point, IN 46307 
 
RE:  v. General Motors 
 Service Request: 71-895661910 
 GM Legal Staff Case: 724195 

2007 Chevrolet Suburban 
 Vehicle Identification Number: 1GNFK16377J  
 Customer Relationship Specialist: Ileana  
 
Dear Ms. Postelli: 
 
Enclosed is a copy of our file regarding the above referenced case.  It is being removed from the Early 
Resolution Program and turned over to you for further handling.  Please see the “Reason for Removal” 
section of the “Case Assessment” form.   

In case you need to contact the designated Field Representative, his name is Brent Palmer at PH: 630-
659-9932. 
 
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 
 





 APPROVED – 3/14/11 

 
 
 

 



 

 



PRIVILEGED & CONFIDENTIAL - PREPARED FOR COUNSEL 
BRC CASE ASSESSMENT  

 
Latest Revision Date: 7/21/2011 

 
 

All Fields Are Required 
(Do not delete or modify any sections of this form)  
 
SR: 71-895661910 GM Legal File / BBB Case No.:  724195 
By: Ileana White  Negotiator: Same  
 
Customer Last Name:   
Only customer's last name to be recorded. Do not include first name. 

State: IL  
 

Vehicle ID No.:  
1GNFK16377J

In Service Date: 
9/29/2007 

Vehicle Purchased: 
New   

BAC Code: 
113225 
 

Year, Make & Model: 2007 Chevrolet Suburban  Vehicle Purchased Used on: N/A 
Current Mileage: 38,928 Dealer Name : Phillips Chevrolet  
Sale Type: Purchase X  Lease        Other       :  
 

CAM Name: Rob Johnson  
Phone Number: 630-961-6817 
 

Lien holder:   GMAC X     Other       :  DVM Name: Brent Palmer  
Phone/Cell Number: 630-649-9932 
 

Purchase Price of Vehicle: $ 46,874.00  

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

DVM requests involvement?: Yes  

 
Attorney Involvement: Krohn & Moss (Eric Kaczander) 
Phone Number : 312-578-9128 
Fax Number : 866-309-9458 
 

 
Service Manager Name: Bill 
Featherston  
Phone Number : 815-469-2323 
 
 

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. 
Steve Foley Cadillac / Svc Mgr Jim Benedetto / 847-849-2267 
 

 
 

If TAC was contacted, what did they say? (Include TAC case #) 
SP-10954611-TAC-7/22/09-Customer concern - Low oil light is on, oil consumption. TAC 
Recommendations - 
Advised to perform oil consumption test. Check compression wet and dry or check crankcase pressure 
with water manometer. Customers concern as reported by the caller. 
Excessive oil consumption  
 
Results of the Previous Suggestions Made by TAC : 
He claims he did confirm oil consumption of 1 < quart in 2,000 miles.  He didn't perform a compression 
test, but a water manometer did indicate 3 =" of water vacuum in the crankcase, and the Tech link 
article said no more than 2".  He wanted to know if he could raise the PCV valve and reevaluate (he has 
a lot of oil in the intake.  I advised him I couldn't recommend it. 
 
New Recommendations - 



Per PIP4574E, no repairs should be made. 
 
Excess oil consumption   
   
Results of the Previous Suggestions Made by TAC :   
Tech is replacing the engine. After installation tech has read the note indicating 2009 and earlier 
vehicles should have the timing cover swapped with the original. Caller has already assembled most of 
the engine, seeks information regarding the need and reason for this part swap.   
   
New Recommendations -   
No information was found on this concern, a VME was left for MC James Bloss requesting additional 
information. 
 
Current concern? Timing cover 
 
 
Results of the previous suggestions made by TAC (include additional details of the concern) 
Tech has installed the engine with the timing cover supplied with the new engine, engine is running 
normally with no codes. 
 
New Recommendations- Advised caller this timing cover has been used in a similar application with no 
problems, it has not been able to be determined why it is recommended to replace the cover. Per MC 
James Bloss, there are possible concerns with service tools for cover and front seal alignment not fitting 
on some timing covers, this would not be an issue unless the cover or seal is removed. 
 
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? Yes  
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: 
     

N/A                         
 

 Engine/Fuel/Exhaust 
       

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

3/13/09 335003 1 15794 Phillips Chevrolet  
C/s service engine soon light is on. gas cap light came on // inspect evap 
code vent valve sticking – replace failed evap vent valve clear codes and 
test drive Tech Notes: inspect and found P0455 stored and found vent 



valve sticking – replaced vent valve and cleared codes recheck  
     
4/17/09 337068 1 16667 Phillips Chevrolet  

C/s low oil light comes on driving / adjust oil level appt made to diagnose 
problem Tech Notes: ck 0.1 level found oil low 1¾ quarts toped off as 
needed ck under no leaks   

     
5/4/09 337943 4 17097 Phillips Chevrolet  

C/s vehicle was 2 qt low on oil in less than 2k miles / found over 
aggressive lifters both sides and make necessary adjustments test drive  
*2 days rental* Tech Notes: Oil in intake ran vehicle with valve covers off 
has over aggressive lifters on both banks replace all lifters & change oil 
only Verified days out w/Svc Mgr Bill Featherston.  

     
7/15/09 342459 1 19195 C/s that the low engine oil light is on check history / adjust oil level – no 

fix available at this time Tech Notes: No leaks add 1qt & ¼ up to top 
after 15 min sitting  

     
7/21/09 342802 4 20006 C/s that the low oil light comes add oil / oil change light is on inspect TAN 

contacted no repairs available at this time customer advised to 
monitor oil level #10954611 Mike Armstrong Tech Notes: .75 qt 
low 5% left on oil monitor cyl leakage test wet & dry compression test rinl 
gaps lined up cylinder wall taper 1.5 to 2.0 qts in 2000 miles  
Verified days out w/Svc Mgr Bill Featherston. 

     
8/24/09 344834 * 21752 Phillips Chevrolet 

C/s check oil level / adjust oil level approx ¾ quart low 
     
9/28/09 347250 5 23042 Phillips Chevrolet 

C/s vehicle uses excessive oil adh contacted and approved engine 
replacement / removed engine and transfer necessary components  - 
install GM replacement and add necessary fluids make all adjustment s 
and test drive Tech Notes: per Melissa PQC prev RO # 337943 
#10954611  
Verified days out w/Svc Mgr Bill Featherston. 

     
11/23/10 376967 1 36506 Phillips Chevrolet  

C/s low oil light came on / 1 qt low – adjust oil level Tech Notes: checked 
oil level 1 qt low  

     
12/13/10 378541 3 37313 Phillips Chevrolet   

C/s oil light came on was 1 qt low / bulletins 100601008A – install 
active fuel management deflector valve de-carbon cylinders piston rings 
change oil and filter make necessary adjustment test drive Tech Notes: 
inop for oil leaks no leaks found. Found bulletin #10-06-01-008A installed 
(AFM) oil deflector & de-carbonized cylinders 

 
 Restraints 

       

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

N/A                         

 
 Steering 

       

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

N/A                         

 



 Transmission 
       

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

N/A                         
 

 Axle 
       

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

9/28/10 372608 4 34927 Phillips Chevrolet 
C/s popping type noise heard taking off from a stop / inspect -lube 
driveshaft splines/customer advised new tire may cause condition if 
driving in auto 4x4 mode *2 days rental* 
Verified days out w/Svc Mgr Bill Featherston. 

 
 Body/Trim 

       

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

10/1/07 302495 * 171 Phillips Chevrolet  
C/s R/F door squeaks at times / didn’t hear squeak – lube all door hinges   

     
10/15/07 303437 1 526 Phillips Chevrolet  

C/s driver mirror scratched /  replaced driver outside mirror plus paint  
     
    C/s third brake light housing coming loose / removed third brake light 

removed seal re-glue and reinstalled seal – re-installed brake light   
     
5/4/09 337943 * 17097 Phillips Chevrolet  

C/s pass side inside door handle peeling / peeling – replaced inside handle 
as needed  

     
8/24/09 344834 1 21752 Phillips Chevrolet  

C/s moldings discolored left and right sides / buff and clean moldings as 
needed  

     
9/28/09 347250 * 23042 Phillips Chevrolet  

C/s check DR door pops opening / DR door pops – lube hinges as needed  
     
    Extra key  
     
1/22/10 354877 1 26209 Phillips Chevrolet 

C/s replace front wiper blades with OEM – replaced front wiper blades   
     
1/29/10 355328 1 26465 Phillips Chevrolet  

C/s driver door pips opening / lube – will need hinge if roller does not free 
up  

     
9/28/10 372608 * 34927 Phillips Chevrolet  

C/s all body side moldings discolored history concern / finish faded – 
refinish all four body side moldings as needed Tech Notes: Sublet to 
Probst to refinish all 4 moldings  

     
    C/s second row driver side arm rest loose / loose at frame – adjust and 

secure  
     
    C/s DR door pops opening / roller frozen – replace door hinge driver side 

as needed Tech Notes: Sublet to Probst to replace hinge  
     
    C/s front emblem peeling up / peeling – replace emblem as needed  
 



 Chassis 
       

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

N/A                         
 

 Electrical 
       

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

1/8/07 29948 N/A 3 Before Cust Ownership  
Steve Foley Cadillac  
C/s service stability light on / check for codes, code B1517 battery voltage 
below threshold cleared codes road test voltage ok found battery dead – 
recharge battery, tested ok  

     
10/1/07 302495 1 171 Phillips Chevrolet  

C/s extra key 1 FOB inop – program fob/cut key *waiter  
     
1/27/09 332331 1 14733 Phillips Chevrolet  

C/s low tire light on / set pressure and reset light Tech Notes: set tire to 
spec of 30 PSI to repair concern  

 
 Glass 

       

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

N/A                         

 
 HVAC 

       

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

N/A                         

 
 Paint 

       

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

N/A                         

 
 Suspension 

       

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

N/A                         

 
 Wheel/Tires 

       

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

4/9/08 314658 1 5398 Phillips Chevrolet  
C/s install “20 alum polished wheels & tires as per we owe. / cust to pay 
$1656.00 as per we owe completed *Internal* Tech Notes: swapped 18 in 
wheels & tires with 20 inch wheels & tires from parts dept  

     
12/13/10 378541 * 37313 Phillips Chevrolet  

C/s pop noise heard when in 4X4 and auto 4 when taking off from a stop / 
no codes stored difference in tire recently replaced to original tires causing 
irregular 4x4 engagement needs tires  

 
 Recalls / Campaigns 

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



4/4/07 30930 N/A 4 Before Cust Ownership  
Steve Foley Cadillac  
07007 Recall  Remote keyless entry / recall completed  

     
    06162 – Product Enhancement / recall completed  
 

 Other 
       

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

4/3/08 314305 * 5212 Phillips Chevrolet  
LOF, ck belts & hoses, set tire pressure & checked set all fluid levels  

     
9/5/08 323810 * 10389 Phillips Chevrolet  

LOF, ck belts & hoses, set tire pressure & checked set all fluid levels 
     
1/27/09 332331 * 14733 Phillips Chevrolet  

LOF, ck belts & hoses, set tire pressure & checked set all fluid levels 
     
1/29/10 355328 * 26465 Phillips Chevrolet  

LOF, ck belts & hoses, set tire pressure & checked set all fluid levels 
     
7/8/10 366345 * 32143 Phillips Chevrolet  

LOF up to six quarts of oil tire rotation and multi point inspection.  
     
9/28/10 372608 * 34927 Phillips Chevrolet  

Multi point inspection  
 
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) No  
Did you confirm your answer with the dealer/Customer (if 
ADR)/attorney (if Legal)? (Y or N) 

Yes 

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) No 
 
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) Yes 
 
PERTINENT FACTS FROM All SR’s RELATED TO THIS VIN: 
Concern: 71-745393312 - CAC- opened 7/30/09 closed:11/12/09, gas cap light, add engine oil 
light. closed UTC, no goodwill. 
Date & Offer/Result: opened 7/30/09 closed:11/12/09 no goodwill offered. closed UTC 
 
Concern: 71-890325619-survey-opened 11/6/10 closed 11/16/10 transmission repair, offered a 
$100 maintenance letter. 
Date & Offer/Result: opened 11/6/10 closed 11/16/10, $100  maintenance letter. 
 
Concern: 71-892721354-CAC- 11/23/10 closed 11/30/10-vehicle burns oil, closed because 
customer contacted the lawyer, no goodwill offered. 
Date & Offer/Result: 11/23/10 closed 11/30/10, closed due to customer retaining attorney. 



 
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: 
repurchase 
 

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. 
Numerous defects including electrical, engine, body and trim. 
Magnus & Moss  
 
Note: This section only applicable for Legal cases 
Is Lemon Law Pled/Alleged?: Yes  

 
Under what State? IL 

 
Claimed Presumptive? No  

 
Does Purchase Qualify? Yes  

 
If not, why? N/A 

 
 

State Presumption Is: 
# of Visits for a Non-Conformity? 4 # of Days out of Service? 30 business 

days  
# of visits for a Safety Complaint? n/a # of Visits Total? n/a 
Must Complaint Continue to Exist? Yes  Final Repair/Arbitration Required? Yes  
Time Period for filing a Claim? 18 months filling, 12 months 

12,000 miles  
 
 

 

 
Vehicle Service History (During Presumptive Period) is: 

# of Visits for a Non-Conformity? 2 – Body  # of Days out of Service? 2 
# of visits for a Safety Complaint? 0 # of Visits Total? 0 
Complaint appears to Continue? yes 

 
Final Repair/Arbitration Complete? no 

 
 
Does History appear Presumptive: No 

 
 

Vehicle Service History (During Limited Warranty Period) is: 
# of Visits for a Non-Conformity? 7– Engine   # of Days out of Service? 30 
# of visits for a Safety Complaint? 0 # of Visits Total? 15 
Must Complaint Continue to Exist? Yes  

 
Final Repair or Arbitration Req’d? Yes  

 
 
Related Repairs beyond NVLW: Yes  
Customer Pay? No  If no, identify responsible party: N/A 
Additional Days out of Service? 1 Additional # of Repair Visits? 1 
 
Other Considerations: No  
Outcome/Findings of Arb/Final Repair: N/A 
Prior Goodwill/reimbursement: Yes  $100 maintenance letter 11/16/10 
Out of Pocket Expenses: No  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:  
PREV NISM - FFOM sts that tech service bulletin has come out on oil consumption issue and that 
dealer is willing to provide the necessary repair. 
 
Lawsuit –  
brent.palmer@gm.com  
02/09/2011 08:25 AM  
 To 
 ileana_white@gmexpert.com 
 cc 
  
 Subject 
 Re: Lawsuit - Crittendon 
 
C)   I am aware of this case and have information that may be useful to your review. (If selecting this option, please 
provide the information in your email reply. 
 
What is the customer seeking?  The vehicle concern I believe is excessive engine oil consumption.  GM has a 
bulletin procedure that was released that advises dealerships how to correct the concern.   I am interested in the 
outcome and would like to be contacted about the settlement offers.  
 
Brent Palmer 
District Manager Aftersales 
General Motors 
mobile: 630-659-9932 
e-mail: brent.palmer@gm.com 
 
Pertinent vehicle information provided by dealer Service Manager: 
PREV NISM - none 

Identify at least three main strengths of the customer’s case? 
PREV NISM - significant repairs for oil consumption- 
 
Lawsuit – Cust has kept up with maintenance in vehicle.   
 
Identify at least three main weaknesses of the customer’s case? 
PREV NISM - all repairs occurred after the presumption period- 
-customer is out of filing time- 
-no days out of service. 
 
Are there any considerations to be made under other applicable laws? (Explain in detail) 
PREV NISM - Customer was told in SR # 71-745393312 that engine repair would not for sure fix 
the oil consumption issue, she decided to go through with repair anyway. 
 
Lawsuit – Magnuson & Moss – numerous concerns for low engine oil.  
Recommendation: 
PREV NISM - Customer does not appear to be in presumption but has had significant repairs for oil 
consumption, I recommend a $3500-$5500 cash settlement and complete necessary repair at no 
cost. Send NFA if offers not accepted. 
 
Lawsuit – Removal  
 
Rationale: 

mailto:brent.palmer@gm.com�


PREV NISM - $3500-$5500 cash settlement due to number of repairs for oil consumption. Send 
NFA if offers not accepted. 
 
Lawsuit – Crs recommends removing to LC 7x’s (6x while in B2B and 1x outside B2B) for 
oil consumption. Reviewed case with LS and decided to remove.  
 
Settlement/Defense Strategy: 

PREV NISM - Sent my final offer of $5000, was not accepted, sent NFA will close not settled. 
 
Lawsuit – To avoid additional court cost and customer satisfaction.  
 

REASON FOR REMOVAL 
SETTLED FOR $10,500.00 INCLUSIVE DUE TO: 
J01 Engine – General - Oil Consumption 
S95 Non Component Dealer - Comeback/Repeat Repair 
 

 
PREV NISM  

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: repurchas4 
Amount to Plaintiff/Atty: $N/A/$ N/A 
Inclusive Offer: $ N/A 

 

Settlement Type: 
{Goodwill Type} 

Date: 
{mm/dd/yy} 

countered 

CRS Initial Offer: 
Amount to Plaintiff/Atty: $N/A$N/A 
Inclusive Offer: $3500 
  

 

Settlement Type: 
cash 

Date: 12/08/10 
countered 

Plaintiff Counter:: 
Amount to Plaintiff/Atty: $N/A $N/A 
Inclusive Offer: $14,500 

 

Settlement Type: 
cash 

Date: 12/10/10 
countered 

CRS Counter: 
Amount to Plaintiff/Atty: $N/A $N//A 
Inclusive Offer: $4000 

 

Settlement Type: 
cash 

Date: 12/10/10 
countered 

PLAINTIFF Counter Offer: 
Amount to Plaintiff/Atty: $N/A/$N/A 
Inclusive Offer: $13,500 

 

Settlement Type: 
Cash 

Date: 12/14/10 
countered 

CRS Counter: 
Amount to Plaintiff/Atty: $ N/A /$ N/A 
Inclusive Offer: $4500 
  
Plaintiff Counter offer:  
Inclusive: $12,500 
  
CRS Final Offer:  
Inclusive: $5000 
  

Settlement Type: 
cash 

Date: 12/15/10 
Countered 



Plaintiff Counter offer:  
Inclusive $12,000 
  
CRS Final offer $5000, Sent NFA 

 

 



 
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: ${Amount}/${Amount} 
Inclusive Offer: ${Amount} 

 

Settlement Type: 
{Goodwill Type} 

Date: 
{mm/dd/yy} 

{Accepted / Countered} 

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

 

Settlement Type: 
{Goodwill Type} 

Date: 
{mm/dd/yy} 

{Accepted / Countered} 

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. 





July 22, 2011 
 

Chicago, IL   
 
Service Request: 71-898513417 
 
 
Dear  
 
Thank you for contacting us recently regarding the dissatisfaction you have experienced with 
your vehicle.  At Chevrolet, 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, Chevrolet 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.  
 
Chevrolet 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, 
Chevrolet, in conjunction with Chevrolet Of Homewood, 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 Chevrolet.com or call us at 1-800-222-1020.  
 
Sincerely,  
 
Chevrolet Customer Assistance Center 
 

arlene.thomas-randol
New Stamp




