
July 22, 2011 
 

Dallas, 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: 71-898973605 
 
 
 

arlene.thomas-randol
New Stamp



EAA Inspection Request 

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

 

Date: 1/10/11 
TO: EAA 
 EAA/SPX Field Coordinator 
Phone: 586-582-5835 
Fax: 586-582-5840 
Email: eaafc@servicesolutions.spx.com 
 
From: Deongella Bruce  
 PAR Customer Relations Specialist 
 
Email:  Deongella_bruce@gmexpert.com 
Phone: 866-790-5600 ext.      
     or   866-790-5700 ext.21114 
Fax: 866-480-3629 
Mailing Address: 
 GM PAR Investigations 
 7401 E. Ben White 
 Building 3 
 Austin, TX 78741 
 
 
 

 
Vehicle Information 
VIN#: 1GNFK13077J
Year/Make:  07 Chevy  
Model:   Tahoe 
Contact’s Name:   
Contact’s Number:  
Vehicle Location: Lima Chevrolet Company 
  2200 N Cable Rd 
  Lima, OH  
If located at a Salvage/Auction Yard:  
Ins. Adj. Name:       
Phone #:       
Claim or Salvage ID #:       
 
Claimant Information 
PAR File #: 71-906496981 
Claimant Name: 
Claimant Home #:  
Claimant Work #:       
Claimant Cell #:       
Address:  
      Lima, OH 

Required Actions:
     Repair Estimate Required 

  Advise PAR CRS via voicemail/email of inspection date. 

     Review All PAR File information 
 Contact PAR CRS After Inspection 

Please Use Form(s)
 Accelerator /Throttle Control 

:            
 Restraint-SIR/Seatbelts   Seats 

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

door handles (inside)   Engine Stalling  Thermal Events 
 

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

 Other (define) 
 

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

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

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

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

mailto:eaafc@servicesolutions.spx.com�
arlene.thomas-randol
New Stamp



 

 

 



 
FIELD PHOTOGRAPHIC NOTES 

Customer’s Name:       Inspection Date:01-13-11   
Model:Tahoe    
VIN: 1GNFK13077J             File  71-906496981 

 
 

71-906496981.02.DOC 

Inspector:  Donald Wade / EAA Number of Photos   
 
 
Photo.#  Description 
1 FRONT OF VEHICLE 
2 RIGHT SIDE OF VEHICLE FROM THE FRONT 
3 LEFT SIDE OF VEHICLE FROM THE FRONT 
4 REAR OF VEHICLE 
5 FRONT INTERIOR FROM THE LEFT 
 6 FRONT INTERIOR FROM THE RIGHT 
7 RIGHT FRONT DOOR HANDLE 
8 RIGHT FRONT DOOR HANDLE 
9 RIGHT FRONT DOOR HANDLE 
11 FRONT INTERIOR 
12 RIGHT REAR DOOR HANDLE 
13 RIGHT REAR DOOR HANDLE 
14 REAR INTERIOR FROM THE RIGHT 
15 LEFT REAR DOOR HANDLE 
16  LEFT REAR DOOR HANDLE 
17 LEFT FRONT DOOR HANDLE 
18 LEFT FRONT DOOR HANDLE 
19 STEERING AND DASH AREA 
20 ODOMETER 
  
  
  
  
  
  
  
  
  
  
  
  
  
  
  
  
  
  
  
  
  
  
  
 



 
FIELD PHOTOGRAPHIC NOTES 

Customer’s Name:       Inspection Date:01-13-11   
Model:Tahoe    
VIN: 1GNFK13077J             File  71-906496981 
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Inspector:  Donald Wade / EAA Number of Photos   
 
 
Photo.#  Description 
1 FRONT OF VEHICLE 

 
2 RIGHT SIDE OF VEHICLE FROM THE FRONT 



 
FIELD PHOTOGRAPHIC NOTES 

Customer’s Name:       Inspection Date:01-13-11   
Model:Tahoe    
VIN: 1GNFK13077J          File  71-906496981 
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3 LEFT SIDE OF VEHICLE FROM THE FRONT 



 
FIELD PHOTOGRAPHIC NOTES 

Customer’s Name:       Inspection Date:01-13-11   
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VIN: 1GNFK13077J             File  71-906496981 
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4 REAR OF VEHICLE 



 
FIELD PHOTOGRAPHIC NOTES 
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5 FRONT INTERIOR FROM THE LEFT 



 
FIELD PHOTOGRAPHIC NOTES 

Customer’s Name:       Inspection Date:01-13-11   
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 6 FRONT INTERIOR FROM THE RIGHT 



 
FIELD PHOTOGRAPHIC NOTES 
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7 RIGHT FRONT DOOR HANDLE 
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8 RIGHT FRONT DOOR HANDLE 



 
FIELD PHOTOGRAPHIC NOTES 

Customer’s Name:       Inspection Date:01-13-11   
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9 RIGHT FRONT DOOR HANDLE 
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11 FRONT INTERIOR 
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12 RIGHT REAR DOOR HANDLE 
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19 STEERING AND DASH AREA 
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GM-PAR, Rev. 06/20/97 PRELIMINARY (page 1 of 5) 
 Product Allegation Resolution Inspection 
Division: Chevrolet  Ref# 71-906496981 Document ID   Date Saved:  01/13/2011 
VIN:1GNFK13077J   Claimant’s Name (LAST, First)  
 
Division:   Ref#    Document ID   (page 1 of 5) 

VIN:   Claimant’s Name (LAST, First)   
 
YR:  2007 Make:  Chevrolet Model:  Tahoe  Zone:        
 
Division notified by whom?  How?  Telephone Date (mm/dd/yr):        
 
Date Assigned to investigation group (mm/dd/yr):  01-10-11 
 

I     INCIDENT SUMMARY (FROM CLAIMANT INTERVIEW) 
 

Name of person being interviewed:  Is this the driver? (Y/N) Y 
 
Incident date (mm/dd/yr):  1-08-11                       Time (24 hr):  11:00am 
 
Type of collision?  Front  Rear  Side  Rollover x  

None 
 
Driver’s description of incident:  Owner’’s wife/  was opening the door of the  the right front  
passenger seat to get  out of the vehicle and the peeling chrome door handle cut her hand. The cut caused 
his wife’s finger to bleed, bleeding was stopped with a bandaid, no other medical attention was needed. 
 
Bodily injuries/fatalities? (Y/N)  y               No. of people injured?  1                   No. of fatalities?  0 
(If yes, complete Bodily Injury Section) 
 
Vehicle damage? (Y/N)  n        Estimated vehicle damage  $        
 
Description of vehicle damage:        
 
Were other vehicles involved? (Y/N)  n        How many?             Did the driver receive a citation? (Y/N)      
 
Police report written? (Y/N/Unk.)  n        Police Report # n 
 
Which police station and/or officer made report? (include phone no.)        
 
Did fire occur? (Y/N)          Fire Dept. report written? (Y/N/Unk.)          Report #       
 
Which station and/or personnel made the report? (include phone no.)        
 
Medical expense? (Y/N)  n          Estimated medical expense $       
 
Property damage? (Y/N)  n          Estimated property damage $       
(If yes, complete Property Damage Section) 
 
Current location of vehicle? (address & phone)  Owner’s possession 
 
What system(s)/component(s) are allegedly defective?  Peeling chrome inside door handle ,left front door 
 
Who made the defect allegation?  Owner 
 
If the alleged defective part(s) were removed from the vehicle prior to inspection, indicate the exact part(s).  Not 
removed. 
 



Current location of parts:  On vehicle 
Custodian:        
 

II     OWNER - CLAIMANT - WITNESSES 
NOT APPLICABLE 
Owner’s Name:        

Date of Birth        Day Phone (   )      

Street/City/State/Zip:         PM Phone (   )      
Driver’s Name:        Date of Birth        Day Phone (   )      
Driver’s License #        State:        
Street/City/State/Zip:         PM Phone (   )      
Claimant’s Name:        Date of Birth        Day Phone (   )      
Street/City/State/Zip:         PM Phone (   )      
Claimant’s Attorney:               Phone (   )      
Street/City/State/Zip:                   Fax (   )      
Claimant’s Insurance Co./Agent:               Phone (   )      
Street/City/State/Zip:                   Fax (   )      
 
List name, address, and day phone number of any witnesses below: 
1.        
2.        
3.        
 

III     VEHICLE 
 
YR:  2007 Make:  Chevrolet Model:  Tahoe Lic. Plate # State:  OH 
 
Purchased (New, Used, Demo):  N Mileage:  At Purchase        Estimated Current  127847 
 
Primary use of the vehicle:  Business 
 
Selling Dealer (name, phone):  Lima Chevrolet, 2200 N Cable Rd, Lima,OH 45807,419-993-1792 
 
Service Dealer (name, phone):  Same 
 
Additional Comments:  Owner owns company with approximately 40 other GM vehicles, approximately 35 
Chevrolets, most purchased through Dealer. 
 
 
The information below should be gathered from GM’s own vehicle records: 
 
Build Date (mm/dd/yr):        Delivery Date (mm/dd/yr):  4-26-06 
 
Is vehicle subject to any product campaign(s)? (Y/N)          If yes, identify the campaigns:        
 
Identify campaign(s) that were not completed:        
 
Any repair orders in warranty history? (Y/N)          If yes, how many?        
(Attach copies of all relevant R.O.’s) 

 
IV     INSPECTION (to be completed after inspection) 

 
Was an inspection performed? (Y/N)  y Date of Inspection (mm/dd/yr):  01-13-11 
 
Inspected By:  Donald Wade Organization:  SPX-EAA Phone (317)258-4959 
 



Brief Inspection Summary:  The vehicle was inspected at Lima Chevrolet, 2200 N Cable Rd, Lima, OH 45807,419-
993-6100. The vehicle was in excellent condition, there was no exterior or interior damage. The right front 
door handle was peeling excessively and had sharp edges on the interior, metal beneath the chrome and 
peeling chrome edges. The other three doors chrome also had started to peel with the driver’s having the 
least amount. 
 
How was matter left with claimant? (include date)  Owner was advised that  report would be sent  to GM for 
review and someone from that Department would call them back with an undate. Owner only wanted door 
handles replaced. Owner had service bulletin informing him that warranty would be extended on door 
handles for 10yrs and 100,000 miles, he had more than 100,000 miles,but he still thought they should be 
replaced, due to defect. 
Check “X“ for all Report forms attached    ( x  if none) 
 

 Police report  Fire report  Other:        
 
Check “X“ for all vehicle system inspection forms attached.   (  if none) 
 

 Accelerator/throttle  Hood Latch CHASSIS: 

 Body Structure - Side Impact  Seat Belt System  Rear Axle 
 Brake/ABS/TC System(s)  Seats  Steering 
 Fire (Collision)  SIR (Air bag) System  Suspension 
 Fire (Non-collision)  Transmission  Wheels & Tires 
 Handling - Trucks x  Other  Door handles  

 



V     BODILY INJURY 
 

Any injuries? (Y/N)  y   (If No, skip this section) 
Provide the following information on injuries and indicate whether the injured person(s) were:  (A) riding in the owner’s 
vehicle, (B) riding in another vehicle, (C) a pedestrian, or (D) other (explain “other” under “Seating Position”) 
 
(1)  Name:  Date of Birth: Day Phone ()      
Height:  5 ft   4 in Weight:       lbs Social Security Number:    -  -     
Street/City/State/Zip:  , Lima,OH  
Code (A,B,C, or D):      Seating Position:  Right front 
If Code A or B:  Was person using seat belts or a child safety seat? (Y/N)      
Nature of Injuries:  Cut on finger, cut was like a paper cut ,nothing serious 
Where treated:  No treatment 
By whom (name, phone, address):        
 
(2)  Name:        Date of Birth:       Day Phone (   )      
Height:      ft       in Weight:       lbs Social Security Number:    -  -     
Street/City/State/Zip:        
Code (A,B,C, or D):      Seating Position:        
If Code A or B:  Was person using seat belts or a child safety seat? (Y/N)      
Nature of Injuries:        
Where treated:        
By whom (name, phone, address):        
 
(3)  Name:        Date of Birth:       Day Phone (   )      
Height:      ft       in Weight:       lbs Social Security Number:    -  -     
Street/City/State/Zip:        
Code (A,B,C, or D):      Seating Position:        
If Code A or B:  Was person using seat belts or a child safety seat? (Y/N)      
Nature of Injuries:        
Where treated:        
By whom (name, phone, address):        
 
(4)  Name:        Date of Birth:       Day Phone (   )      
Height:      ft       in Weight:       lbs Social Security Number:    -  -     
Street/City/State/Zip:        
Code (A,B,C, or D):      Seating Position:        
If Code A or B:  Was person using seat belts or a child safety seat? (Y/N)      
Nature of Injuries:        
Where treated:        
By whom (name, phone, address):        
 



VI     PROPERTY DAMAGE 
NA 
SECTION A - MOTOR VEHICLES (Other than Claimant’s) 
Was another vehicle damaged? (Y/N)          If “No”, skip to Section B. 
 
(1) YR:           Make:            Model:        
 
VIN:            Est. Vehicle Speed:      MPH     By Whom?        
 
Extent of damage:        
 
Owner (name, phone, address):        
 
Driver (name, phone, address):        
 
(2) YR:           Make:            Model:        
 
VIN:            Est. Vehicle Speed:      MPH     By Whom?        
 
Extent of damage:        
 
Owner (name, phone, address):        
 
Driver (name, phone, address):        
 
 
SECTION B - OTHER PROPERTY 
Was there any other property damage? (Y/N)          If “Yes”, complete Section B. 
 
(1)  Owner (name, phone, address):        
 
Item(s) and extent of damage:        
 
(2)  Owner (name, phone, address):        
 
Item(s) and extent of damage:        
 
(3)  Owner (name, phone, address):        
 
Item(s) and extent of damage:        
 



July 22, 2011 
 
 

Big Lake, AK 
 
 
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 Tahoe.   
 
This offer is valid towards one service visit on VIN 1GNFK13087R  In the event the 
cost of your service exceeds the $100 maximum value, you will be responsible for paying the 
difference.  If the total cost of your services is less than $100, a credit or refund will not be 
issued.  This letter is not transferable and is valid for 12 months from the date of issue.  
 
We hope this gesture demonstrates our appreciation of you as a valued customer.  Simply present 
this letter to any Chevrolet dealership for redemption.  If you have future questions, please don’t 
hesitate to email us using the Contact Us link at Chevrolet.com or call us at 1-800-222-1020.   
 
Sincerely,  
 
Chevrolet Customer Assistance Center 
Service Request 71-909435172 
 
 
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. 
 

arlene.thomas-randol
New Stamp





arlene.thomas-randol
New Stamp









































 
 
 

        VIA FAX ONLY 
January 20, 2011 
 
Gregory H. Moss Esq.  
Krohn & Moss, LTD.  
120 West Madison, 10th Floor  
Chicago Illinois 60602  
 
RE: 
 Service Request: 71-910109789 

2007 Chevrolet Suburban 
 Vehicle Identification Number: 1GNFK16327J  

Customer Relationship Specialist: Abigail  
 
Dear Mr. Moss: 
 
This is to advise that General Motors is in receipt of the above referenced case dated January 14, 2011.  
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, Buyer’s agreement 
        Release of Lien  

  
 Repair Orders 

 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)    (Client’s Social Security Number) 
 
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 
 
 
 



























































































 
 
 

        VIA FAX ONLY 
January 20, 2011 
 
John Kaiser 
Frank Boucher Chevrolet, Inc. 
8600 Washington Avenue  
Racine, WI 53406-3784 
 
RE: 
 Service Request: 71-910109789 

2007 Chevrolet Suburban 
 Vehicle Identification Number: 1GNFK16327J  

Customer Relationship Specialist: Abigail  
 
Dear Mr. Kaiser: 
 
This is a letter of notification regarding a breach of warranty lawsuit involving the above referenced 
customer.  Please provide us with copies of all dealer sales and service documents regarding this vehicle. 
The specific documents needed are: 
 
• All sales purchase and finance agreements, including a conversion invoice (if any), the incentives 

acknowledgement form, and the Actual Cash Value statement of any trade. 
• Service and body shop repair orders of all internal, customer pay, and warranty repair orders, (to 

include front and back as well as technician notes).  Also, include any receipts for aftermarket or 
dealer add-ons. 

 
Please fax them to the number on the fax cover sheet.  If there are any fax difficulties or the documents 
exceed 50 pages, please split the fax and send two or more faxes as appropriate. 
 
In addition, should you be contacted by another party regarding this matter, you may want to consult your 
own attorney for further direction.  Your cooperation is greatly appreciated.  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 
 
 



 
 
 

        VIA FAX ONLY 
January 20, 2011 
 
Tim Wormet 
A-F Motors, Inc.  
201 South Main Street  
Adams, WI 53910-9371 
 
RE: 
 Service Request: 71-910109789 

2007 Chevrolet Suburban 
 Vehicle Identification Number: 1GNFK16327J  

Customer Relationship Specialist: Abigail  
 
Dear Mr. Wormet: 
 
This is a letter of notification regarding a breach of warranty lawsuit involving the above referenced 
customer.  Please provide us with copies of all dealer sales and service documents regarding this vehicle. 
The specific documents needed are: 
 
• All sales purchase and finance agreements, including a conversion invoice (if any), the incentives 

acknowledgement form, and the Actual Cash Value statement of any trade. 
• Service and body shop repair orders of all internal, customer pay, and warranty repair orders, (to 

include front and back as well as technician notes).  Also, include any receipts for aftermarket or 
dealer add-ons. 

 
Please fax them to the number on the fax cover sheet.  If there are any fax difficulties or the documents 
exceed 50 pages, please split the fax and send two or more faxes as appropriate. 
 
In addition, should you be contacted by another party regarding this matter, you may want to consult your 
own attorney for further direction.  Your cooperation is greatly appreciated.  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  

 
Demand Letter: January 14, 2011 

Case Assessment Created: January 20, 2011 
Latest Revision Date: January 25, 2011 

 
 

All Fields Are Required 
(Do not delete or modify any sections of this form)  
 
SR: 71-910109789 GM Legal File / BBB Case No.: NISM 
By: Abigail Blake / BRC ML Negotiator: Abigail Blake / BRC ML 
 
Customer Last Name:  
Only customer's last name to be recorded. Do not include first name. 

State: Wisconsin 
 

Vehicle ID No.:  
1GNFK16327J

In Service Date: 
01/23/2007 

Vehicle Purchased: 
New 

BAC Code: 
164674 
 

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

Current Mileage: 58,445 Dealer Name: Kenosha Chevrolet 
**Terminated – Is now Car Max** 

Sale Type: Purchase X Lease N/A Other N/A 
 

CAM Name: Robert Johnson 
Phone Number: (630) 961-6817 
Email: rob.johnson@gm.com  

Lien holder:   GMAC N/A Other X No Lien DDMA/RCCDMA Name: N/A 
Office: N/A Cell: N/A 
Email: N/A 

Purchase Price of Vehicle: $ 43,639.00  

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

DDMA/RCCDMA requests 
involvement?: No 

 
Attorney: Gregory H. Moss Esq. 
Firm: Krohn & Moss Ltd. 
Phone: (312) 578-9428 Ext 216 
Fax: (866) 309-9458 
Email: GMoss@consumerlawcenter.com 
120 West Madison Street Floor 10 
Chicago, Illinois 60602-4107 
 

 
 
Service Manager Name: N/A 
Phone: (262) 857-4827   
Fax: N/A 
Address: 8200 120th Avenue 
Kenosha, WI 53142-7334 
 

Are there additional field personnel involved? If Yes, List the name, including role (DDMA/RCCDMA/ 
DMS/RCCDPM, etc.) and phone number. Repeat as necessary. 
 
DDMA: Mary Sontag (BAC 113379)  
Office: (262) 725-3554 Cell: (608) 346-3670  
Email: mary.sontag@gm.com 
 
DDMA: Tomaz Gosciniak (BAC 111754)  
Office: (630) 961-6329 Cell: N/A 
Email: tomasz.gosciniak@gm.com 
 



Are there additional dealerships involved? If Yes, List the dealership name, contact name, and phone 
number. Repeat as necessary. 
 
Dealership: Frank Boucher Chevrolet, Inc. (BAC 113379)  
Service Manager: John Kaiser 
Phone: (262) 886-1010 Fax: (262) 886-0154 
Address: 8600 Washington Avenue Racine, WI 53406-3784 
   
Dealership: A-F Motors, Inc. (BAC 111754) 
Service Manager: Tim Wormet 
Phone: (608) 339-3392 Fax: (608) 339-9285 
Address: 201 South Main Street Adams,  WI 53910-9371 

 
 

If TAC was contacted, what did they say? (Include TAC case #) 
71-902845981 
TAC Recommendations -   
"Recommended that he perform the carbon cleaning procedure listed in 10-06-01-008A again  
Then change the oil and install oil die and return the vehicle to the customer for evaluation  
If the oil consumption does not change then locate where the oil is getting at and repair as necessary  
If the oil is getting in thought the intake follow PIP4492S Oil Consumption and/or Exhaust Smoke - 
Possible PCV Baffle or Lifter Concern". 
 
If TAC was NOT contacted, why?  (Ask Dealership DDMA/RCCDMA MUST be notified if TAC has not been 
involved, regardless of dealership explanation. 
N/A 

 
DDMA/RCCDMA/DMS/RCCDPM 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 N/A N/A N/A N/A 
 

 Engine/Fuel/Exhaust 
       

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

01/11/08 516597 * 12,693 Car Max 
 
C/S There may be some radiator leaks. Possible smoke from that side, 
under the hood. / No Leaks – Inspection found no leaks at this time. 

     
05/19/09 370260 1 32,371 Frank Boucher Chevrolet, Inc. 

 



C/S Oil level lamp on and low. Has been low for the last two oil changes. / 
None. – No oil leaks. Topped off system and started oil consumption test. 

     
09/15/09 375881 1 38,381 Frank Boucher Chevrolet, Inc. 

  
C/S Oil level goes low before oil change time. (Sets low oil lamp) 
Consumption test started and confirmed. / Update. – Replaced left rocker 
cover.    

     
11/17/09 378877 1 41,722 Frank Boucher Chevrolet, Inc. 

 
C/S Oil level lamp on. Had to add one quart and still low. / Checked the 
oil level – Oil level still one half quart down. 

     
01/26/10 381557 1 43,989 Frank Boucher Chevrolet, Inc. 

 
C/S Consumption test results show excessive use. – Valves were 
nicked up. – Replaced heads per bulletin. Replaced both 
cylinder heads and valves. 
 
Parts came out of Charlotte. Were ordered 01/18/2010. Last 
head came in 01/25/2010.  
 
Rental vehicle provided – One Day 

     
03/26/10 384870 1 46,588 Frank Boucher Chevrolet, Inc. 

 
C/S Low oil lamp came on. See History. / Checked the oil level - 
Oil level was down 1.5 quarts. 

     
04/14/10 385836 1 47,381 Frank Boucher Chevrolet, Inc. 

 
C/S Oil consumption continues. Have added three quarts since 
repairs / Performed mobile one oil change. 

     
07/07/10 389935 1 50,544 Frank Boucher Chevrolet, Inc. 

 
C/S Add engine oil lamp on. Consumption test in progress. See 
history. / Checked the oil level – Oil level was 2 quarts down. 

     
10/11/10 395071 1 55,252 Frank Boucher Chevrolet, Inc. 

 
C/S Still has oil consumption issue. See 10-06-01-008A / 
Special Ordered Part. - Install AFM Oil Deflector and Clean 
Carbon from Cylinder. 

     
12/08/10 398241 1 57,538 Frank Boucher Chevrolet, Inc. 

 
C/S Continue oil consumption test See history. / Check for oil 
consumption. – Appears two quarts in 2,286 miles. 

     
12/29/10 399062 3 58,445 Frank Boucher Chevrolet, Inc. 

 
C/S Appears to be using oil again. See History / Did carbon clean again 
per technical line. – Install APM oil deflector and clean carbon from 
cylinders. Technical Assistance Center case number 71-902845981 

 
 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: 
     

10/02/07 509295 1 8,944 Car Max 
 
C/S Service four wheel drive light goes on and off. / Check codes. Found 
C0378. – Checked connector and reprogrammed transfer case control 
module PE. PIP3905C. (Program code 1AF5D) Test drove code didn’t 
reappear.  
 
Bulletin not able to be found. 

     
01/11/08 516597 1 12,693 Car Max 

 
C/S When vehicle put into 4whigh the auto dot blinks. Information center 
reads service four wheel drive. Can tell four wheel drive did kick in. / 
Performed diagnostic. Found no codes present or history. Performed 
function test on four wheel drive system. Passes all tests. Checked for 
service bulletins, found none apply. – No repair. Operating as 
designed at this time. 

     
05/19/09 370260 * 32,371 Frank Boucher Chevrolet, Inc. 

 
C/S Transmission fluid leaking. / Poor seal. – removed and replaced 
transmission pump seals and gaskets. 

 
 Axle 

       

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

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

 Body/Trim 
       

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

05/19/09 370260 * 32,371 Frank Boucher Chevrolet, Inc. 
 
C/S Cigarette lighter pops off. / Loose fit – Replaced lighter retainer. 

     
10/11/10 395071 * 55,252 Frank Boucher Chevrolet, Inc. 

 
C/S Inside chrome handle peeling. / Bulletin. – Install 2 fitt 
door handle. 

 
 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: 
     

06/19/09 029739 1 33,751 A-F Motors Inc. 
 
C/S The starter will not operate without boosting the battery. / Test 
battery. Test code: 071QL-S6 – Replace battery.  Replaced battery and 
tested alternator.  Alternator okay at this time. 

     
11/19/09 215156 1 41,750 Frank Boucher Chevrolet, Inc. 

 
C/S Tire pressure light is on the dash. / Inoperable – Diagnosed 
and replaced right rear tire sensor. Relearned tire pressure 
monitor. 

     
10/11/10 395071 * 55,252 Frank Boucher Chevrolet, Inc. 

 
C/S Compact disc will not always eject. / Electrical. - Radio. 
Removed, Replaced. 

 
 Glass 

       

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

01/11/08 516597 * 12,693 Car Max 
 
C/S Rear washer not spraying. / Performed inspection. Found rear washer 
inoperable.  Traced lines. Found open in line near front under hood 
junction block. Repair rear washer pipe. Retest. Okay. – Washer pipe 
blocked. 

 
 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: 
     

11/19/09 215156 * 41,750 Frank Boucher Chevrolet, Inc. 
 
C/S Install four General grabber HTS tires on the vehicle with tire 
protection plan. / Customer Request – Mount and balance four 
tires. Tire protection plan on the purchase of four tires. 
Performed front wheel alignment. Adjusted the front camber 
canister and toe.  Centered steering wheel. Advised on brakes 
when doing the tires. There are 9 millimeters left on the front 
brake pads and 8 millimeters left on the rear.  
 
Customer Pay: $810.01. 



 
 Recalls / Campaigns 

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

10/02/07 509295 * 8,944 Car Max 
 
C/S Open recalls on vehicle. Customer will reschedule. / Customer is 
aware of recalls.  Customer does not have time to stay and have done 
today. – Customer will call to schedule to have recalls done. 

 
 Other 

       

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

10/02/07 509295 * 8,944 Car Max 
 
C/S Provide oil change package.  / Maintenance - Provided oil change 
package. 

     
01/11/08 516597 * 12,693 Car Max 

 
C/S Provide oil change package.  / Maintenance - Provided oil change 
package. 

     
01/11/08 516597 * 12,693 Car Max 

 
C/S Provide tire rotation package. / Maintenance – Provided tire rotation 
package. 

     
09/15/09 375881 * 38,381 Frank Boucher Chevrolet, Inc. 

  
C/S Perform lube oil and filter change with 12 point inspection.  / 
Maintenance - Performed lube oil and filter change with 12 point 
inspection. 

     
04/14/10 385836 * 47,381 Frank Boucher Chevrolet, Inc. 

 
C/S Provide Mobile One oil change. / Maintenance – Provided Mobile 
One oil change. 

     
09/29/10 394480 * 54,658 Frank Boucher Chevrolet, Inc. 

  
C/S Perform lube oil and filter change with 12 point inspection.  / 
Maintenance - Performed lube oil and filter change with 12 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) No 
Has the customer filed any insurances claims on this Vehicle? (Y or N) No 
If Yes obtain the following information below N/A 
   
Insurance Company:  N/A 
   
Insurance Rep :  N/A 
(First and Last Name) 
 

 N/A 

Phone #  N/A 
   
Claim Made? (Y or N):  No 
   
Claim Status:  N/A 
Pending/Denied/NA 
 

 N/A 

Claim #  N/A 
  
Did Insurance Company refer customer to GM? (Y or N)   No 
  
If Yes. Did the insurance company deny the claim? (Y or N) No 
 
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: 
 
71-825457214 - Customer Assistance Center 
Concern: Engine - General (Oil Consumption) 
Date & Offer/Result: 05/18/2010, No Goodwill Provided, Pend Diagnosis/Customer Action 
 
71-902845981 - Technical Assistance Center 
Concern: Engine - General (Oil Consumption) 
Date & Offer/Result: 12/30/2010, No Goodwill Provided, Decarboned Engine and Released  
 
N/A 
Concern: N/A 
Date & Offer/Result: N/A 



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

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. 
There are numerous defects and non-conformities present in my client’s automobile for which relief is 
sought, and numerous attempts to repair the vehicle have been unsuccessful. These defects and non- 
conformities include, but are not limited to: 1. Defective engine as evidenced by he excessive 
consumption of oil; 2. Defective transmission as evidence by fluid leaking; and 3. Any additional 
complaints made your client, whether or not they are contained in your company’s records or on any 
deal or repair orders. The defects and non-conformities listed above constitute a substantial impairment 
of the use, value and/or safety of the vehicle. Because of these defects and non-conformities, my client 
has justifiably lost confidence in the vehicle. 
 
Note: This section only applicable for Legal cases 
Is Lemon Law Pled/Alleged?: Yes 

 
Under what State? Wisconsin Claimed Presumptive? Yes 
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 
# of visits for a Safety Complaint? 1 # of Visits Total? N/A 
Must Complaint Continue to Exist? Yes Final Repair/Arbitration Required? N/A 
Time Period for filing a Claim? 12 months   

 
 

 
Vehicle Service History (During Presumptive Period) is: 

# of Visits for a Non-Conformity? 2 # of Days out of Service? 2 
# of visits for a Safety Complaint? 0 # of Visits Total? 2 
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? 1 # of Days out of Service? 1 
# of visits for a Safety Complaint? 0 # of Visits Total? 1 
Must Complaint Continue to Exist? Yes 

 
Final Repair or Arbitration Req’d? N/A 

 
 
Related Repairs beyond NVLW: Yes 
Customer Pay? No If no, identify responsible party: Warranty 
Additional Days out of Service? 13 Additional # of Repair Visits? 11 
 
Other Considerations: No 
Outcome/Findings of Arb/Final Repair: N/A 
Prior Goodwill/reimbursement: No N/A 
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 DDMA/RCCDMA/DMS/RCCDPM/CAM:  
Mary Sontag: 
Do not believe that I know about this one -- Option D.  Let me know if you need anything else. 
D)  I am not aware of this vehicle or customer’s concerns. I agree to cede the final decision on this 
case to the Early Resolution program (You will be notified of the resolution after the settlement has 
been reached).  
 
Tomasz Gosciniak: 
Option D) I am not aware of this vehicle or customer’s concerns. I agree to cede the final decision 
on this case to the Early Resolution program (You will be notified of the resolution after the 
settlement has been reached).  
Pertinent vehicle information provided by dealer Service Manager: 
Tim Wormet - A-F Motors, Inc.: 
I have that vehicle in here under that first name but a different last name.  She must have gotten 
married. The vehicle was only in here one time for a battery.  She was traveling.  The vehicle was 
not sold here.  I am not aware of and aftermarket items, insurance claims or collisions regarding 
this vehicle. 
 
John Kaiser - Frank Boucher Chevrolet, Inc.: 
On repair order 378877 we checked the oil level, it was still one half quart down. On repair order 
384870 we checked oil level, the level was down 1.5 quarts. On repair order 389935 we checked 
the oil level, it was 2 quarts down. There were not any aftermarket items through us.  We do not 
have information on Collision or Insurance Claims. 
Identify at least three main strengths of the customer’s case? 
There were nine repair attempts with in the limited power train warranty / bumper to bumper 
limited warranty for oil consumption.   

Identify at least three main weaknesses of the customer’s case? 
There have not been four repair attempts toward the same non-conformity with in presumption. 

Are there any considerations to be made under other applicable laws? (Explain in detail) 
Uniform Commercial Code 
Magnuson Moss Warranty Act 
 
Recommendation: 
Minimal Cash Settlement to offset customer inconvenience. 
$4,000-$6,000 Inclusive. 
 
Rationale: 
Although there have not been four repair attempts toward the same non-conformity with in 
presumption, there were nine repair attempts with in the limited power train warranty / bumper to 
bumper limited warranty for oil consumption.  Even thought the consumer said that they had added 
oil during the oil consumption test, the oil level was still lower than specification. 
Settlement/Defense Strategy: 

Cash Settlement $4,000-$6,000 Inclusive. 
($4,000, $4,500, $5,000,$5,500, $6,000) 
Please see rationale above for Defense. 
 



  
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: N/A 
Inclusive Offer: N/A 

 

Settlement Type: 
Repurchase 

Date: 01/14/11 

Countered 
NISM 

CRS Intial Offer: 
Amount to Plaintiff/Atty: N/A 
Inclusive Offer: N/A 
  

 

Settlement Type: 
N/A 

Date: N/A 
N/A 

Plaintiff Counter:: 
Amount to Plaintiff/Atty: N/A 
Inclusive Offer: N/A 

 

Settlement Type: 
N/A 

Date: N/A 
N/A 

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

 

Settlement Type: 
N/A 

Date: N/A 
N/A 

PLAINTIFF Final Offer: 
Amount to Plaintiff/Atty: N/A 
Inclusive Offer: N/A 

 

Settlement Type: 
N/A 

Date: N/A 
N/A 

CRS Final Offer: 
Amount to Plaintiff/Atty: N/A 
Inclusive Offer: N/A 

 

Settlement Type: 
N/A 

Date: N/A 
N/A 



   
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: N/A Settle case: N/A 
Settlement Type: N/A Attorney Fees (if applicable): 

N/A 
Recommendation of Field: Arbitrate case: N/A Settle case: N/A 
Settlement Type: N/A Attorney Fees (if applicable): 

N/A 
Final Decision: Arbitrate case: N/A Settle case: N/A 
Settlement Type: N/A Attorney Fees (if applicable): 

N/A 

   
TEAM LEAD APPROVING: Patricia McNair Date: 01/20/11 

 



 

 

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 
January 27, 2011 
 
Gregory H. Moss, Esq. 
Krohn & Moss Ltd. 
120 West Madison Street Floor 10 
Chicago, Illinois 60602-4107 
 
RE:  
 Service Request: 71-910109789 

2007 Chevrolet Suburban 
 Vehicle Identification Number: 1GNFK16327J
 Customer Relationship Specialist: Abigail 
 
Dear Mr. Moss: 
 
We regret that your client(s) is dissatisfied with her 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 $ 4,000.00 
 
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 $ 4,000.00 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 1GNFK16327J (“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  

 
Demand Letter: January 14, 2011 

Case Assessment Created: January 20, 2011 
Latest Revision Date: January 27, 2011 

 
 

All Fields Are Required 
(Do not delete or modify any sections of this form)  
 
SR: 71-910109789 GM Legal File / BBB Case No.: NISM 
By: Abigail Blake / BRC ML Negotiator: Abigail Blake / BRC ML 
 
Customer Last Name:
Only customer's last name to be recorded. Do not include first name. 

State: Wisconsin 
 

Vehicle ID No.:  
1GNFK16327J

In Service Date: 
01/23/2007 

Vehicle Purchased: 
New 

BAC Code: 
164674 
 

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

Current Mileage: 58,445 Dealer Name: Kenosha Chevrolet 
**Terminated – Is now Car Max** 

Sale Type: Purchase X Lease N/A Other N/A 
 

CAM Name: Robert Johnson 
Phone Number: (630) 961-6817 
Email: rob.johnson@gm.com  

Lien holder:   GMAC N/A Other X No Lien DDMA/RCCDMA Name: N/A 
Office: N/A Cell: N/A 
Email: N/A 

Purchase Price of Vehicle: $ 43,639.00  

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

DDMA/RCCDMA requests 
involvement?: No 

 
Attorney: Gregory H. Moss Esq. 
Firm: Krohn & Moss Ltd. 
Phone: (312) 578-9428 Ext 216 
Fax: (866) 309-9458 
Email: GMoss@consumerlawcenter.com 
120 West Madison Street Floor 10 
Chicago, Illinois 60602-4107 
 

 
 
Service Manager Name: N/A 
Phone: (262) 857-4827   
Fax: N/A 
Address: 8200 120th Avenue 
Kenosha, WI 53142-7334 
 

Are there additional field personnel involved? If Yes, List the name, including role (DDMA/RCCDMA/ 
DMS/RCCDPM, etc.) and phone number. Repeat as necessary. 
 
DDMA: Mary Sontag (BAC 113379)  
Office: (262) 725-3554 Cell: (608) 346-3670  
Email: mary.sontag@gm.com 
 
DDMA: Tomaz Gosciniak (BAC 111754)  
Office: (630) 961-6329 Cell: N/A 
Email: tomasz.gosciniak@gm.com 
 



Are there additional dealerships involved? If Yes, List the dealership name, contact name, and phone 
number. Repeat as necessary. 
 
Dealership: Frank Boucher Chevrolet, Inc. (BAC 113379)  
Service Manager: John Kaiser 
Phone: (262) 886-1010 Fax: (262) 886-0154 
Address: 8600 Washington Avenue Racine, WI 53406-3784 
   
Dealership: A-F Motors, Inc. (BAC 111754) 
Service Manager: Tim Wormet 
Phone: (608) 339-3392 Fax: (608) 339-9285 
Address: 201 South Main Street Adams,  WI 53910-9371 

 
 

If TAC was contacted, what did they say? (Include TAC case #) 
71-902845981 
TAC Recommendations -   
"Recommended that he perform the carbon cleaning procedure listed in 10-06-01-008A again  
Then change the oil and install oil die and return the vehicle to the customer for evaluation  
If the oil consumption does not change then locate where the oil is getting at and repair as necessary  
If the oil is getting in thought the intake follow PIP4492S Oil Consumption and/or Exhaust Smoke - 
Possible PCV Baffle or Lifter Concern". 
 
If TAC was NOT contacted, why?  (Ask Dealership DDMA/RCCDMA MUST be notified if TAC has not been 
involved, regardless of dealership explanation. 
N/A 

 
DDMA/RCCDMA/DMS/RCCDPM 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 N/A N/A N/A N/A 
 

 Engine/Fuel/Exhaust 
       

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

01/11/08 516597 * 12,693 Car Max 
 
C/S There may be some radiator leaks. Possible smoke from that side, 
under the hood. / No Leaks – Inspection found no leaks at this time. 

     
05/19/09 370260 1 32,371 Frank Boucher Chevrolet, Inc. 

 



C/S Oil level lamp on and low. Has been low for the last two oil changes. / 
None. – No oil leaks. Topped off system and started oil consumption test. 

     
09/15/09 375881 1 38,381 Frank Boucher Chevrolet, Inc. 

  
C/S Oil level goes low before oil change time. (Sets low oil lamp) 
Consumption test started and confirmed. / Update. – Replaced left rocker 
cover.    

     
11/17/09 378877 1 41,722 Frank Boucher Chevrolet, Inc. 

 
C/S Oil level lamp on. Had to add one quart and still low. / Checked the 
oil level – Oil level still one half quart down. 

     
01/26/10 381557 1 43,989 Frank Boucher Chevrolet, Inc. 

 
C/S Consumption test results show excessive use. – Valves were 
nicked up. – Replaced heads per bulletin. Replaced both 
cylinder heads and valves. 
 
Parts came out of Charlotte. Were ordered 01/18/2010. Last 
head came in 01/25/2010.  
 
Rental vehicle provided – One Day 

     
03/26/10 384870 1 46,588 Frank Boucher Chevrolet, Inc. 

 
C/S Low oil lamp came on. See History. / Checked the oil level - 
Oil level was down 1.5 quarts. 

     
04/14/10 385836 1 47,381 Frank Boucher Chevrolet, Inc. 

 
C/S Oil consumption continues. Have added three quarts since 
repairs / Performed mobile one oil change. 

     
07/07/10 389935 1 50,544 Frank Boucher Chevrolet, Inc. 

 
C/S Add engine oil lamp on. Consumption test in progress. See 
history. / Checked the oil level – Oil level was 2 quarts down. 

     
10/11/10 395071 1 55,252 Frank Boucher Chevrolet, Inc. 

 
C/S Still has oil consumption issue. See 10-06-01-008A / 
Special Ordered Part. - Install AFM Oil Deflector and Clean 
Carbon from Cylinder. 

     
12/08/10 398241 1 57,538 Frank Boucher Chevrolet, Inc. 

 
C/S Continue oil consumption test See history. / Check for oil 
consumption. – Appears two quarts in 2,286 miles. 

     
12/29/10 399062 3 58,445 Frank Boucher Chevrolet, Inc. 

 
C/S Appears to be using oil again. See History / Did carbon clean again 
per technical line. – Install APM oil deflector and clean carbon from 
cylinders. Technical Assistance Center case number 71-902845981 

 
 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: 
     

10/02/07 509295 1 8,944 Car Max 
 
C/S Service four wheel drive light goes on and off. / Check codes. Found 
C0378. – Checked connector and reprogrammed transfer case control 
module PE. PIP3905C. (Program code 1AF5D) Test drove code didn’t 
reappear.  
 
Bulletin not able to be found. 

     
01/11/08 516597 1 12,693 Car Max 

 
C/S When vehicle put into 4whigh the auto dot blinks. Information center 
reads service four wheel drive. Can tell four wheel drive did kick in. / 
Performed diagnostic. Found no codes present or history. Performed 
function test on four wheel drive system. Passes all tests. Checked for 
service bulletins, found none apply. – No repair. Operating as 
designed at this time. 

     
05/19/09 370260 * 32,371 Frank Boucher Chevrolet, Inc. 

 
C/S Transmission fluid leaking. / Poor seal. – removed and replaced 
transmission pump seals and gaskets. 

 
 Axle 

       

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

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

 Body/Trim 
       

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

05/19/09 370260 * 32,371 Frank Boucher Chevrolet, Inc. 
 
C/S Cigarette lighter pops off. / Loose fit – Replaced lighter retainer. 

     
10/11/10 395071 * 55,252 Frank Boucher Chevrolet, Inc. 

 
C/S Inside chrome handle peeling. / Bulletin. – Install 2 fitt 
door handle. 

 
 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: 
     

06/19/09 029739 1 33,751 A-F Motors Inc. 
 
C/S The starter will not operate without boosting the battery. / Test 
battery. Test code: 071QL-S6 – Replace battery.  Replaced battery and 
tested alternator.  Alternator okay at this time. 

     
11/19/09 215156 1 41,750 Frank Boucher Chevrolet, Inc. 

 
C/S Tire pressure light is on the dash. / Inoperable – Diagnosed 
and replaced right rear tire sensor. Relearned tire pressure 
monitor. 

     
10/11/10 395071 * 55,252 Frank Boucher Chevrolet, Inc. 

 
C/S Compact disc will not always eject. / Electrical. - Radio. 
Removed, Replaced. 

 
 Glass 

       

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

01/11/08 516597 * 12,693 Car Max 
 
C/S Rear washer not spraying. / Performed inspection. Found rear washer 
inoperable.  Traced lines. Found open in line near front under hood 
junction block. Repair rear washer pipe. Retest. Okay. – Washer pipe 
blocked. 

 
 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: 
     

11/19/09 215156 * 41,750 Frank Boucher Chevrolet, Inc. 
 
C/S Install four General grabber HTS tires on the vehicle with tire 
protection plan. / Customer Request – Mount and balance four 
tires. Tire protection plan on the purchase of four tires. 
Performed front wheel alignment. Adjusted the front camber 
canister and toe.  Centered steering wheel. Advised on brakes 
when doing the tires. There are 9 millimeters left on the front 
brake pads and 8 millimeters left on the rear.  
 
Customer Pay: $810.01. 



 
 Recalls / Campaigns 

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

10/02/07 509295 * 8,944 Car Max 
 
C/S Open recalls on vehicle. Customer will reschedule. / Customer is 
aware of recalls.  Customer does not have time to stay and have done 
today. – Customer will call to schedule to have recalls done. 

 
 Other 

       

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

10/02/07 509295 * 8,944 Car Max 
 
C/S Provide oil change package.  / Maintenance - Provided oil change 
package. 

     
01/11/08 516597 * 12,693 Car Max 

 
C/S Provide oil change package.  / Maintenance - Provided oil change 
package. 

     
01/11/08 516597 * 12,693 Car Max 

 
C/S Provide tire rotation package. / Maintenance – Provided tire rotation 
package. 

     
09/15/09 375881 * 38,381 Frank Boucher Chevrolet, Inc. 

  
C/S Perform lube oil and filter change with 12 point inspection.  / 
Maintenance - Performed lube oil and filter change with 12 point 
inspection. 

     
04/14/10 385836 * 47,381 Frank Boucher Chevrolet, Inc. 

 
C/S Provide Mobile One oil change. / Maintenance – Provided Mobile 
One oil change. 

     
09/29/10 394480 * 54,658 Frank Boucher Chevrolet, Inc. 

  
C/S Perform lube oil and filter change with 12 point inspection.  / 
Maintenance - Performed lube oil and filter change with 12 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) No 
Has the customer filed any insurances claims on this Vehicle? (Y or N) No 
If Yes obtain the following information below N/A 
   
Insurance Company:  N/A 
   
Insurance Rep :  N/A 
(First and Last Name) 
 

 N/A 

Phone #  N/A 
   
Claim Made? (Y or N):  No 
   
Claim Status:  N/A 
Pending/Denied/NA 
 

 N/A 

Claim #  N/A 
  
Did Insurance Company refer customer to GM? (Y or N)   No 
  
If Yes. Did the insurance company deny the claim? (Y or N) No 
 
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: 
 
71-825457214 - Customer Assistance Center 
Concern: Engine - General (Oil Consumption) 
Date & Offer/Result: 05/18/2010, No Goodwill Provided, Pend Diagnosis/Customer Action 
 
71-902845981 - Technical Assistance Center 
Concern: Engine - General (Oil Consumption) 
Date & Offer/Result: 12/30/2010, No Goodwill Provided, Decarboned Engine and Released  
 
N/A 
Concern: N/A 
Date & Offer/Result: N/A 



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

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. 
There are numerous defects and non-conformities present in my client’s automobile for which relief is 
sought, and numerous attempts to repair the vehicle have been unsuccessful. These defects and non- 
conformities include, but are not limited to: 1. Defective engine as evidenced by he excessive 
consumption of oil; 2. Defective transmission as evidence by fluid leaking; and 3. Any additional 
complaints made your client, whether or not they are contained in your company’s records or on any 
deal or repair orders. The defects and non-conformities listed above constitute a substantial impairment 
of the use, value and/or safety of the vehicle. Because of these defects and non-conformities, my client 
has justifiably lost confidence in the vehicle. 
 
Note: This section only applicable for Legal cases 
Is Lemon Law Pled/Alleged?: Yes 

 
Under what State? Wisconsin Claimed Presumptive? Yes 
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 
# of visits for a Safety Complaint? 1 # of Visits Total? N/A 
Must Complaint Continue to Exist? Yes Final Repair/Arbitration Required? N/A 
Time Period for filing a Claim? 12 months   

 
 

 
Vehicle Service History (During Presumptive Period) is: 

# of Visits for a Non-Conformity? 2 # of Days out of Service? 2 
# of visits for a Safety Complaint? 0 # of Visits Total? 2 
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? 1 # of Days out of Service? 1 
# of visits for a Safety Complaint? 0 # of Visits Total? 1 
Must Complaint Continue to Exist? Yes 

 
Final Repair or Arbitration Req’d? N/A 

 
 
Related Repairs beyond NVLW: Yes 
Customer Pay? No If no, identify responsible party: Warranty 
Additional Days out of Service? 13 Additional # of Repair Visits? 11 
 
Other Considerations: No 
Outcome/Findings of Arb/Final Repair: N/A 
Prior Goodwill/reimbursement: No N/A 
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 DDMA/RCCDMA/DMS/RCCDPM/CAM:  
Mary Sontag: 
Do not believe that I know about this one -- Option D.  Let me know if you need anything else. 
D)  I am not aware of this vehicle or customer’s concerns. I agree to cede the final decision on this 
case to the Early Resolution program (You will be notified of the resolution after the settlement has 
been reached).  
 
Tomasz Gosciniak: 
Option D) I am not aware of this vehicle or customer’s concerns. I agree to cede the final decision 
on this case to the Early Resolution program (You will be notified of the resolution after the 
settlement has been reached).  
Pertinent vehicle information provided by dealer Service Manager: 
Tim Wormet - A-F Motors, Inc.: 
I have that vehicle in here under that first name but a different last name.  She must have gotten 
married. The vehicle was only in here one time for a battery.  She was traveling.  The vehicle was 
not sold here.  I am not aware of and aftermarket items, insurance claims or collisions regarding 
this vehicle. 
 
John Kaiser - Frank Boucher Chevrolet, Inc.: 
On repair order 378877 we checked the oil level, it was still one half quart down. On repair order 
384870 we checked oil level, the level was down 1.5 quarts. On repair order 389935 we checked 
the oil level, it was 2 quarts down. There were not any aftermarket items through us.  We do not 
have information on Collision or Insurance Claims. 
Identify at least three main strengths of the customer’s case? 
There were nine repair attempts with in the limited power train warranty / bumper to bumper 
limited warranty for oil consumption.   

Identify at least three main weaknesses of the customer’s case? 
There have not been four repair attempts toward the same non-conformity with in presumption. 

Are there any considerations to be made under other applicable laws? (Explain in detail) 
Uniform Commercial Code 
Magnuson Moss Warranty Act 
 
Recommendation: 
Minimal Cash Settlement to offset customer inconvenience. 
$4,000-$6,000 Inclusive. 
 
Rationale: 
Although there have not been four repair attempts toward the same non-conformity with in 
presumption, there were nine repair attempts with in the limited power train warranty / bumper to 
bumper limited warranty for oil consumption.  Even thought the consumer said that they had added 
oil during the oil consumption test, the oil level was still lower than specification. 
Settlement/Defense Strategy: 

Cash Settlement $4,000-$6,000 Inclusive. 
($4,000, $4,500, $5,000,$5,500, $6,000) 
Please see rationale above for Defense. 
 



  
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: N/A 
Inclusive Offer: N/A 

 

Settlement Type: 
Repurchase 

Date: 01/14/11 

Countered 
NISM 

CRS Intial Offer: 
Amount to Plaintiff/Atty: N/A 
Inclusive Offer: $4,000.00 
  

 

Settlement Type: 
Cash Settlement 
Date: 01/27/11 

No Response 
NISM 

Plaintiff Counter:: 
Amount to Plaintiff/Atty: N/A 
Inclusive Offer: N/A 

 

Settlement Type: 
N/A 

Date: N/A 
N/A 

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

 

Settlement Type: 
N/A 

Date: N/A 
N/A 

PLAINTIFF Final Offer: 
Amount to Plaintiff/Atty: N/A 
Inclusive Offer: N/A 

 

Settlement Type: 
N/A 

Date: N/A 
N/A 

CRS Final Offer: 
Amount to Plaintiff/Atty: N/A 
Inclusive Offer: N/A 

 

Settlement Type: 
N/A 

Date: N/A 
N/A 



   
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: N/A Settle case: N/A 
Settlement Type: N/A Attorney Fees (if applicable): 

N/A 
Recommendation of Field: Arbitrate case: N/A Settle case: N/A 
Settlement Type: N/A Attorney Fees (if applicable): 

N/A 
Final Decision: Arbitrate case: N/A Settle case: N/A 
Settlement Type: N/A Attorney Fees (if applicable): 

N/A 

   
TEAM LEAD APPROVING: Patricia McNair Date: 01/20/11 

 



 

 

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 7, 2011 
 
Gregory H. Moss Esq. 
Krohn & Moss Ltd. 
120 West Madison Street Floor 10 
Chicago, Illinois 60602-4107 
 
RE:  
 Service Request: 71-910109789 

2007 Chevrolet Suburban 
 Vehicle Identification Number: 1GNFK16327J
 Customer Relationship Specialist: Abigail 
 
Dear Mr. Moss: 
 
On January 27, 2011 we communicated to you General Motors’ offer to resolve the above-referenced 
matter.  To date, we have not received a response from you or your client(s) to this offer. 
 
For your convenience, enclosed with this letter is another copy of General Motors’ offer.  We ask that 
you discuss General Motors’ offer with your client(s) at your earliest opportunity.  If your client(s) agree 
with the terms of the 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 ask that 
you contact us immediately via facsimile using the number on the fax cover sheet regarding the 
resolution of this matter. 
 
Our primary goal is to maintain and promote customer satisfaction by promptly resolving your client(s) 
concerns.  With that in mind, we are hopeful that we can resolve this matter within the next ten (10) 
calendar days.  We look forward to hearing from you within this time frame.  If your client has not 
accepted our offer within this time frame, this offer will be withdrawn and the matter will be considered 
closed. 
 
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 



PRIVILEGED & CONFIDENTIAL - PREPARED FOR COUNSEL 
BRC CASE ASSESSMENT  

 
Demand Letter: January 14, 2011 

Case Assessment Created: January 20, 2011 
Latest Revision Date: February 09, 2011 

 
 

All Fields Are Required 
(Do not delete or modify any sections of this form)  
 
SR: 71-910109789 GM Legal File / BBB Case No.: NISM 
By: Abigail Blake / BRC ML Negotiator: Abigail Blake / BRC ML 
 
Customer Last Name:  Stapleman 
Only customer's last name to be recorded. Do not include first name. 

State: Wisconsin 
 

Vehicle ID No.:  
1GNFK16327J

In Service Date: 
01/23/2007 

Vehicle Purchased: 
New 

BAC Code: 
164674 
 

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

Current Mileage: 58,445 Dealer Name: Kenosha Chevrolet 
**Terminated – Is now Car Max** 

Sale Type: Purchase X Lease N/A Other N/A 
 

CAM Name: Robert Johnson 
Phone Number: (630) 961-6817 
Email: rob.johnson@gm.com  

Lien holder:   GMAC N/A Other X No Lien DDMA/RCCDMA Name: N/A 
Office: N/A Cell: N/A 
Email: N/A 

Purchase Price of Vehicle: $ 43,639.00  

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

DDMA/RCCDMA requests 
involvement?: No 

 
Attorney: Gregory H. Moss Esq. 
Firm: Krohn & Moss Ltd. 
Phone: (312) 578-9428 Ext 216 
Fax: (866) 309-9458 
Email: GMoss@consumerlawcenter.com 
120 West Madison Street Floor 10 
Chicago, Illinois 60602-4107 
 

 
 
Service Manager Name: N/A 
Phone: (262) 857-4827   
Fax: N/A 
Address: 8200 120th Avenue 
Kenosha, WI 53142-7334 
 

Are there additional field personnel involved? If Yes, List the name, including role (DDMA/RCCDMA/ 
DMS/RCCDPM, etc.) and phone number. Repeat as necessary. 
 
DDMA: Mary Sontag (BAC 113379)  
Office: (262) 725-3554 Cell: (608) 346-3670  
Email: mary.sontag@gm.com 
 
DDMA: Tomaz Gosciniak (BAC 111754)  
Office: (630) 961-6329 Cell: N/A 
Email: tomasz.gosciniak@gm.com 
 



Are there additional dealerships involved? If Yes, List the dealership name, contact name, and phone 
number. Repeat as necessary. 
 
Dealership: Frank Boucher Chevrolet, Inc. (BAC 113379)  
Service Manager: John Kaiser 
Phone: (262) 886-1010 Fax: (262) 886-0154 
Address: 8600 Washington Avenue Racine, WI 53406-3784 
   
Dealership: A-F Motors, Inc. (BAC 111754) 
Service Manager: Tim Wormet 
Phone: (608) 339-3392 Fax: (608) 339-9285 
Address: 201 South Main Street Adams,  WI 53910-9371 

 
 

If TAC was contacted, what did they say? (Include TAC case #) 
71-902845981 
TAC Recommendations -   
"Recommended that he perform the carbon cleaning procedure listed in 10-06-01-008A again  
Then change the oil and install oil die and return the vehicle to the customer for evaluation  
If the oil consumption does not change then locate where the oil is getting at and repair as necessary  
If the oil is getting in thought the intake follow PIP4492S Oil Consumption and/or Exhaust Smoke - 
Possible PCV Baffle or Lifter Concern". 
 
If TAC was NOT contacted, why?  (Ask Dealership DDMA/RCCDMA MUST be notified if TAC has not been 
involved, regardless of dealership explanation. 
N/A 

 
DDMA/RCCDMA/DMS/RCCDPM 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 N/A N/A N/A N/A 
 

 Engine/Fuel/Exhaust 
       

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

01/11/08 516597 * 12,693 Car Max 
 
C/S There may be some radiator leaks. Possible smoke from that side, 
under the hood. / No Leaks – Inspection found no leaks at this time. 

     
05/19/09 370260 1 32,371 Frank Boucher Chevrolet, Inc. 

 



C/S Oil level lamp on and low. Has been low for the last two oil changes. / 
None. – No oil leaks. Topped off system and started oil consumption test. 

     
09/15/09 375881 1 38,381 Frank Boucher Chevrolet, Inc. 

  
C/S Oil level goes low before oil change time. (Sets low oil lamp) 
Consumption test started and confirmed. / Update. – Replaced left rocker 
cover.    

     
11/17/09 378877 1 41,722 Frank Boucher Chevrolet, Inc. 

 
C/S Oil level lamp on. Had to add one quart and still low. / Checked the 
oil level – Oil level still one half quart down. 

     
01/26/10 381557 1 43,989 Frank Boucher Chevrolet, Inc. 

 
C/S Consumption test results show excessive use. – Valves were 
nicked up. – Replaced heads per bulletin. Replaced both 
cylinder heads and valves. 
 
Parts came out of Charlotte. Were ordered 01/18/2010. Last 
head came in 01/25/2010.  
 
Rental vehicle provided – One Day 

     
03/26/10 384870 1 46,588 Frank Boucher Chevrolet, Inc. 

 
C/S Low oil lamp came on. See History. / Checked the oil level - 
Oil level was down 1.5 quarts. 

     
04/14/10 385836 1 47,381 Frank Boucher Chevrolet, Inc. 

 
C/S Oil consumption continues. Have added three quarts since 
repairs / Performed mobile one oil change. 

     
07/07/10 389935 1 50,544 Frank Boucher Chevrolet, Inc. 

 
C/S Add engine oil lamp on. Consumption test in progress. See 
history. / Checked the oil level – Oil level was 2 quarts down. 

     
10/11/10 395071 1 55,252 Frank Boucher Chevrolet, Inc. 

 
C/S Still has oil consumption issue. See 10-06-01-008A / 
Special Ordered Part. - Install AFM Oil Deflector and Clean 
Carbon from Cylinder. 

     
12/08/10 398241 1 57,538 Frank Boucher Chevrolet, Inc. 

 
C/S Continue oil consumption test See history. / Check for oil 
consumption. – Appears two quarts in 2,286 miles. 

     
12/29/10 399062 3 58,445 Frank Boucher Chevrolet, Inc. 

 
C/S Appears to be using oil again. See History / Did carbon clean again 
per technical line. – Install APM oil deflector and clean carbon from 
cylinders. Technical Assistance Center case number 71-902845981 

 
 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: 
     

10/02/07 509295 1 8,944 Car Max 
 
C/S Service four wheel drive light goes on and off. / Check codes. Found 
C0378. – Checked connector and reprogrammed transfer case control 
module PE. PIP3905C. (Program code 1AF5D) Test drove code didn’t 
reappear.  
 
Bulletin not able to be found. 

     
01/11/08 516597 1 12,693 Car Max 

 
C/S When vehicle put into 4whigh the auto dot blinks. Information center 
reads service four wheel drive. Can tell four wheel drive did kick in. / 
Performed diagnostic. Found no codes present or history. Performed 
function test on four wheel drive system. Passes all tests. Checked for 
service bulletins, found none apply. – No repair. Operating as 
designed at this time. 

     
05/19/09 370260 * 32,371 Frank Boucher Chevrolet, Inc. 

 
C/S Transmission fluid leaking. / Poor seal. – removed and replaced 
transmission pump seals and gaskets. 

 
 Axle 

       

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

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

 Body/Trim 
       

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

05/19/09 370260 * 32,371 Frank Boucher Chevrolet, Inc. 
 
C/S Cigarette lighter pops off. / Loose fit – Replaced lighter retainer. 

     
10/11/10 395071 * 55,252 Frank Boucher Chevrolet, Inc. 

 
C/S Inside chrome handle peeling. / Bulletin. – Install 2 fitt 
door handle. 

 
 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: 
     

06/19/09 029739 1 33,751 A-F Motors Inc. 
 
C/S The starter will not operate without boosting the battery. / Test 
battery. Test code: 071QL-S6 – Replace battery.  Replaced battery and 
tested alternator.  Alternator okay at this time. 

     
11/19/09 215156 1 41,750 Frank Boucher Chevrolet, Inc. 

 
C/S Tire pressure light is on the dash. / Inoperable – Diagnosed 
and replaced right rear tire sensor. Relearned tire pressure 
monitor. 

     
10/11/10 395071 * 55,252 Frank Boucher Chevrolet, Inc. 

 
C/S Compact disc will not always eject. / Electrical. - Radio. 
Removed, Replaced. 

 
 Glass 

       

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

01/11/08 516597 * 12,693 Car Max 
 
C/S Rear washer not spraying. / Performed inspection. Found rear washer 
inoperable.  Traced lines. Found open in line near front under hood 
junction block. Repair rear washer pipe. Retest. Okay. – Washer pipe 
blocked. 

 
 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: 
     

11/19/09 215156 * 41,750 Frank Boucher Chevrolet, Inc. 
 
C/S Install four General grabber HTS tires on the vehicle with tire 
protection plan. / Customer Request – Mount and balance four 
tires. Tire protection plan on the purchase of four tires. 
Performed front wheel alignment. Adjusted the front camber 
canister and toe.  Centered steering wheel. Advised on brakes 
when doing the tires. There are 9 millimeters left on the front 
brake pads and 8 millimeters left on the rear.  
 
Customer Pay: $810.01. 



 
 Recalls / Campaigns 

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

10/02/07 509295 * 8,944 Car Max 
 
C/S Open recalls on vehicle. Customer will reschedule. / Customer is 
aware of recalls.  Customer does not have time to stay and have done 
today. – Customer will call to schedule to have recalls done. 

 
 Other 

       

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

10/02/07 509295 * 8,944 Car Max 
 
C/S Provide oil change package.  / Maintenance - Provided oil change 
package. 

     
01/11/08 516597 * 12,693 Car Max 

 
C/S Provide oil change package.  / Maintenance - Provided oil change 
package. 

     
01/11/08 516597 * 12,693 Car Max 

 
C/S Provide tire rotation package. / Maintenance – Provided tire rotation 
package. 

     
09/15/09 375881 * 38,381 Frank Boucher Chevrolet, Inc. 

  
C/S Perform lube oil and filter change with 12 point inspection.  / 
Maintenance - Performed lube oil and filter change with 12 point 
inspection. 

     
04/14/10 385836 * 47,381 Frank Boucher Chevrolet, Inc. 

 
C/S Provide Mobile One oil change. / Maintenance – Provided Mobile 
One oil change. 

     
09/29/10 394480 * 54,658 Frank Boucher Chevrolet, Inc. 

  
C/S Perform lube oil and filter change with 12 point inspection.  / 
Maintenance - Performed lube oil and filter change with 12 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) No 
Has the customer filed any insurances claims on this Vehicle? (Y or N) No 
If Yes obtain the following information below N/A 
   
Insurance Company:  N/A 
   
Insurance Rep :  N/A 
(First and Last Name) 
 

 N/A 

Phone #  N/A 
   
Claim Made? (Y or N):  No 
   
Claim Status:  N/A 
Pending/Denied/NA 
 

 N/A 

Claim #  N/A 
  
Did Insurance Company refer customer to GM? (Y or N)   No 
  
If Yes. Did the insurance company deny the claim? (Y or N) No 
 
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: 
 
71-825457214 - Customer Assistance Center 
Concern: Engine - General (Oil Consumption) 
Date & Offer/Result: 05/18/2010, No Goodwill Provided, Pend Diagnosis/Customer Action 
 
71-902845981 - Technical Assistance Center 
Concern: Engine - General (Oil Consumption) 
Date & Offer/Result: 12/30/2010, No Goodwill Provided, Decarboned Engine and Released  
 
N/A 
Concern: N/A 
Date & Offer/Result: N/A 



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

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. 
There are numerous defects and non-conformities present in my client’s automobile for which relief is 
sought, and numerous attempts to repair the vehicle have been unsuccessful. These defects and non- 
conformities include, but are not limited to: 1. Defective engine as evidenced by he excessive 
consumption of oil; 2. Defective transmission as evidence by fluid leaking; and 3. Any additional 
complaints made your client, whether or not they are contained in your company’s records or on any 
deal or repair orders. The defects and non-conformities listed above constitute a substantial impairment 
of the use, value and/or safety of the vehicle. Because of these defects and non-conformities, my client 
has justifiably lost confidence in the vehicle. 
 
Note: This section only applicable for Legal cases 
Is Lemon Law Pled/Alleged?: Yes 

 
Under what State? Wisconsin Claimed Presumptive? Yes 
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 
# of visits for a Safety Complaint? 1 # of Visits Total? N/A 
Must Complaint Continue to Exist? Yes Final Repair/Arbitration Required? N/A 
Time Period for filing a Claim? 12 months   

 
 

 
Vehicle Service History (During Presumptive Period) is: 

# of Visits for a Non-Conformity? 2 # of Days out of Service? 2 
# of visits for a Safety Complaint? 0 # of Visits Total? 2 
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? 1 # of Days out of Service? 1 
# of visits for a Safety Complaint? 0 # of Visits Total? 1 
Must Complaint Continue to Exist? Yes 

 
Final Repair or Arbitration Req’d? N/A 

 
 
Related Repairs beyond NVLW: Yes 
Customer Pay? No If no, identify responsible party: Warranty 
Additional Days out of Service? 13 Additional # of Repair Visits? 11 
 
Other Considerations: No 
Outcome/Findings of Arb/Final Repair: N/A 
Prior Goodwill/reimbursement: No N/A 
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 DDMA/RCCDMA/DMS/RCCDPM/CAM:  
Mary Sontag: 
Do not believe that I know about this one -- Option D.  Let me know if you need anything else. 
D)  I am not aware of this vehicle or customer’s concerns. I agree to cede the final decision on this 
case to the Early Resolution program (You will be notified of the resolution after the settlement has 
been reached).  
 
Tomasz Gosciniak: 
Option D) I am not aware of this vehicle or customer’s concerns. I agree to cede the final decision 
on this case to the Early Resolution program (You will be notified of the resolution after the 
settlement has been reached).  
Pertinent vehicle information provided by dealer Service Manager: 
Tim Wormet - A-F Motors, Inc.: 
I have that vehicle in here under that first name but a different last name.  She must have gotten 
married. The vehicle was only in here one time for a battery.  She was traveling.  The vehicle was 
not sold here.  I am not aware of and aftermarket items, insurance claims or collisions regarding 
this vehicle. 
 
John Kaiser - Frank Boucher Chevrolet, Inc.: 
On repair order 378877 we checked the oil level, it was still one half quart down. On repair order 
384870 we checked oil level, the level was down 1.5 quarts. On repair order 389935 we checked 
the oil level, it was 2 quarts down. There were not any aftermarket items through us.  We do not 
have information on Collision or Insurance Claims. 
Identify at least three main strengths of the customer’s case? 
There were nine repair attempts with in the limited power train warranty / bumper to bumper 
limited warranty for oil consumption.   

Identify at least three main weaknesses of the customer’s case? 
There have not been four repair attempts toward the same non-conformity with in presumption. 

Are there any considerations to be made under other applicable laws? (Explain in detail) 
Uniform Commercial Code 
Magnuson Moss Warranty Act 
 
Recommendation: 
Minimal Cash Settlement to offset customer inconvenience. 
$4,000-$6,000 Inclusive. 
 
Rationale: 
Although there have not been four repair attempts toward the same non-conformity with in 
presumption, there were nine repair attempts with in the limited power train warranty / bumper to 
bumper limited warranty for oil consumption.  Even thought the consumer said that they had added 
oil during the oil consumption test, the oil level was still lower than specification. 
Settlement/Defense Strategy: 

Cash Settlement $4,000-$6,000 Inclusive. 
($4,000, $4,500, $5,000,$5,500, $6,000) 
Please see rationale above for Defense. 
 



  
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: N/A 
Inclusive Offer: N/A 

 

Settlement Type: 
Repurchase 

Date: 01/14/11 

Countered 
NISM 

CRS Intial Offer: 
Amount to Plaintiff/Atty: N/A 
Inclusive Offer: $4,000.00 
  

 

Settlement Type: 
Cash Settlement 
Date: 01/27/11 

Countered 
NISM 

Plaintiff Counter:: 
Amount to Plaintiff/Atty: N/A 
Inclusive Offer: $15,000.00 

 

Settlement Type: 
Cash Settlement 
Date: 02/08/11 

Countered 
NISM 

CRS Counter: 
Amount to Plaintiff/Atty: N/A 
Inclusive Offer: $5,000.00 

 

Settlement Type: 
Cash Settlement 
Date: 02/09/11 

No Response 
NISM 

PLAINTIFF Final Offer: 
Amount to Plaintiff/Atty: N/A 
Inclusive Offer: N/A 

 

Settlement Type: 
N/A 

Date: N/A 
N/A 

CRS Final Offer: 
Amount to Plaintiff/Atty: N/A 
Inclusive Offer: N/A 

 

Settlement Type: 
N/A 

Date: N/A 
N/A 



   
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: N/A Settle case: N/A 
Settlement Type: N/A Attorney Fees (if applicable): 

N/A 
Recommendation of Field: Arbitrate case: N/A Settle case: N/A 
Settlement Type: N/A Attorney Fees (if applicable): 

N/A 
Final Decision: Arbitrate case: N/A Settle case: N/A 
Settlement Type: N/A Attorney Fees (if applicable): 

N/A 

   
TEAM LEAD APPROVING: Patricia McNair Date: 01/20/11 

 



 

 

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 9, 2011 
 
Gregory H. Moss, Esq. 
Krohn & Moss Ltd. 
120 West Madison Street Floor 10 
Chicago, Illinois 60602-4107 
 
RE:  
 Service Request: 71-910109789 

2007 Chevrolet Suburban 
 Vehicle Identification Number: 1GNFK16327J
 Customer Relationship Specialist: Abigail 
 
Dear Mr. Moss: 
 
We regret that your client(s) is dissatisfied with her 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 $ 5,000.00 
 
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 $ 5,000.00 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 1GNFK16327J (“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 
February 18, 2011 
 
Gregory H. Moss Esq. 
Krohn & Moss Ltd. 
120 West Madison Street Floor 10 
Chicago, Illinois 60602-4107 
 
RE:  
 Service Request: 71-910109789 

2007 Chevrolet Suburban 
 Vehicle Identification Number: 1GNFK16327J
 Customer Relationship Specialist: Abigail 
 
Dear Mr. Moss: 
 
On February 9, 2011 we communicated to you General Motors’ offer to resolve the above-referenced 
matter.  To date, we have not received a response from you or your client(s) to this offer. 
 
For your convenience, enclosed with this letter is another copy of General Motors’ offer.  We ask that 
you discuss General Motors’ offer with your client(s) at your earliest opportunity.  If your client(s) agree 
with the terms of the 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 ask that 
you contact us immediately via facsimile using the number on the fax cover sheet regarding the 
resolution of this matter. 
 
Our primary goal is to maintain and promote customer satisfaction by promptly resolving your client(s) 
concerns.  With that in mind, we are hopeful that we can resolve this matter within the next ten (10) 
calendar days.  We look forward to hearing from you within this time frame.  If your client has not 
accepted our offer within this time frame, this offer will be withdrawn and the matter will be considered 
closed. 
 
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 



PRIVILEGED & CONFIDENTIAL - PREPARED FOR COUNSEL 
BRC CASE ASSESSMENT  

 
Demand Letter: January 14, 2011 

Case Assessment Created: January 20, 2011 
Latest Revision Date: February 09, 2011 

 
 

All Fields Are Required 
(Do not delete or modify any sections of this form)  
 
SR: 71-910109789 GM Legal File / BBB Case No.: NISM 
By: Abigail Blake / BRC ML Negotiator: Abigail Blake / BRC ML 
 
Customer Last Name:  
Only customer's last name to be recorded. Do not include first name. 

State: Wisconsin 
 

Vehicle ID No.:  
1GNFK16327J

In Service Date: 
01/23/2007 

Vehicle Purchased: 
New 

BAC Code: 
164674 
 

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

Current Mileage: 58,445 Dealer Name: Kenosha Chevrolet 
**Terminated – Is now Car Max** 

Sale Type: Purchase X Lease N/A Other N/A 
 

CAM Name: Robert Johnson 
Phone Number: (630) 961-6817 
Email: rob.johnson@gm.com  

Lien holder:   GMAC N/A Other X No Lien DDMA/RCCDMA Name: N/A 
Office: N/A Cell: N/A 
Email: N/A 

Purchase Price of Vehicle: $ 43,639.00  

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

DDMA/RCCDMA requests 
involvement?: No 

 
Attorney: Gregory H. Moss Esq. 
Firm: Krohn & Moss Ltd. 
Phone: (312) 578-9428 Ext 216 
Fax: (866) 309-9458 
Email: GMoss@consumerlawcenter.com 
120 West Madison Street Floor 10 
Chicago, Illinois 60602-4107 
 

 
 
Service Manager Name: N/A 
Phone: (262) 857-4827   
Fax: N/A 
Address: 8200 120th Avenue 
Kenosha, WI 53142-7334 
 

Are there additional field personnel involved? If Yes, List the name, including role (DDMA/RCCDMA/ 
DMS/RCCDPM, etc.) and phone number. Repeat as necessary. 
 
DDMA: Mary Sontag (BAC 113379)  
Office: (262) 725-3554 Cell: (608) 346-3670  
Email: mary.sontag@gm.com 
 
DDMA: Tomaz Gosciniak (BAC 111754)  
Office: (630) 961-6329 Cell: N/A 
Email: tomasz.gosciniak@gm.com 
 



Are there additional dealerships involved? If Yes, List the dealership name, contact name, and phone 
number. Repeat as necessary. 
 
Dealership: Frank Boucher Chevrolet, Inc. (BAC 113379)  
Service Manager: John Kaiser 
Phone: (262) 886-1010 Fax: (262) 886-0154 
Address: 8600 Washington Avenue Racine, WI 53406-3784 
   
Dealership: A-F Motors, Inc. (BAC 111754) 
Service Manager: Tim Wormet 
Phone: (608) 339-3392 Fax: (608) 339-9285 
Address: 201 South Main Street Adams,  WI 53910-9371 

 
 

If TAC was contacted, what did they say? (Include TAC case #) 
71-902845981 
TAC Recommendations -   
"Recommended that he perform the carbon cleaning procedure listed in 10-06-01-008A again  
Then change the oil and install oil die and return the vehicle to the customer for evaluation  
If the oil consumption does not change then locate where the oil is getting at and repair as necessary  
If the oil is getting in thought the intake follow PIP4492S Oil Consumption and/or Exhaust Smoke - 
Possible PCV Baffle or Lifter Concern". 
 
If TAC was NOT contacted, why?  (Ask Dealership DDMA/RCCDMA MUST be notified if TAC has not been 
involved, regardless of dealership explanation. 
N/A 

 
DDMA/RCCDMA/DMS/RCCDPM 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 N/A N/A N/A N/A 
 

 Engine/Fuel/Exhaust 
       

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

01/11/08 516597 * 12,693 Car Max 
 
C/S There may be some radiator leaks. Possible smoke from that side, 
under the hood. / No Leaks – Inspection found no leaks at this time. 

     
05/19/09 370260 1 32,371 Frank Boucher Chevrolet, Inc. 

 



C/S Oil level lamp on and low. Has been low for the last two oil changes. / 
None. – No oil leaks. Topped off system and started oil consumption test. 

     
09/15/09 375881 1 38,381 Frank Boucher Chevrolet, Inc. 

  
C/S Oil level goes low before oil change time. (Sets low oil lamp) 
Consumption test started and confirmed. / Update. – Replaced left rocker 
cover.    

     
11/17/09 378877 1 41,722 Frank Boucher Chevrolet, Inc. 

 
C/S Oil level lamp on. Had to add one quart and still low. / Checked the 
oil level – Oil level still one half quart down. 

     
01/26/10 381557 1 43,989 Frank Boucher Chevrolet, Inc. 

 
C/S Consumption test results show excessive use. – Valves were 
nicked up. – Replaced heads per bulletin. Replaced both 
cylinder heads and valves. 
 
Parts came out of Charlotte. Were ordered 01/18/2010. Last 
head came in 01/25/2010.  
 
Rental vehicle provided – One Day 

     
03/26/10 384870 1 46,588 Frank Boucher Chevrolet, Inc. 

 
C/S Low oil lamp came on. See History. / Checked the oil level - 
Oil level was down 1.5 quarts. 

     
04/14/10 385836 1 47,381 Frank Boucher Chevrolet, Inc. 

 
C/S Oil consumption continues. Have added three quarts since 
repairs / Performed mobile one oil change. 

     
07/07/10 389935 1 50,544 Frank Boucher Chevrolet, Inc. 

 
C/S Add engine oil lamp on. Consumption test in progress. See 
history. / Checked the oil level – Oil level was 2 quarts down. 

     
10/11/10 395071 1 55,252 Frank Boucher Chevrolet, Inc. 

 
C/S Still has oil consumption issue. See 10-06-01-008A / 
Special Ordered Part. - Install AFM Oil Deflector and Clean 
Carbon from Cylinder. 

     
12/08/10 398241 1 57,538 Frank Boucher Chevrolet, Inc. 

 
C/S Continue oil consumption test See history. / Check for oil 
consumption. – Appears two quarts in 2,286 miles. 

     
12/29/10 399062 3 58,445 Frank Boucher Chevrolet, Inc. 

 
C/S Appears to be using oil again. See History / Did carbon clean again 
per technical line. – Install APM oil deflector and clean carbon from 
cylinders. Technical Assistance Center case number 71-902845981 

 
 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: 
     

10/02/07 509295 1 8,944 Car Max 
 
C/S Service four wheel drive light goes on and off. / Check codes. Found 
C0378. – Checked connector and reprogrammed transfer case control 
module PE. PIP3905C. (Program code 1AF5D) Test drove code didn’t 
reappear.  
 
Bulletin not able to be found. 

     
01/11/08 516597 1 12,693 Car Max 

 
C/S When vehicle put into 4whigh the auto dot blinks. Information center 
reads service four wheel drive. Can tell four wheel drive did kick in. / 
Performed diagnostic. Found no codes present or history. Performed 
function test on four wheel drive system. Passes all tests. Checked for 
service bulletins, found none apply. – No repair. Operating as 
designed at this time. 

     
05/19/09 370260 * 32,371 Frank Boucher Chevrolet, Inc. 

 
C/S Transmission fluid leaking. / Poor seal. – removed and replaced 
transmission pump seals and gaskets. 

 
 Axle 

       

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

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

 Body/Trim 
       

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

05/19/09 370260 * 32,371 Frank Boucher Chevrolet, Inc. 
 
C/S Cigarette lighter pops off. / Loose fit – Replaced lighter retainer. 

     
10/11/10 395071 * 55,252 Frank Boucher Chevrolet, Inc. 

 
C/S Inside chrome handle peeling. / Bulletin. – Install 2 fitt 
door handle. 

 
 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: 
     

06/19/09 029739 1 33,751 A-F Motors Inc. 
 
C/S The starter will not operate without boosting the battery. / Test 
battery. Test code: 071QL-S6 – Replace battery.  Replaced battery and 
tested alternator.  Alternator okay at this time. 

     
11/19/09 215156 1 41,750 Frank Boucher Chevrolet, Inc. 

 
C/S Tire pressure light is on the dash. / Inoperable – Diagnosed 
and replaced right rear tire sensor. Relearned tire pressure 
monitor. 

     
10/11/10 395071 * 55,252 Frank Boucher Chevrolet, Inc. 

 
C/S Compact disc will not always eject. / Electrical. - Radio. 
Removed, Replaced. 

 
 Glass 

       

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

01/11/08 516597 * 12,693 Car Max 
 
C/S Rear washer not spraying. / Performed inspection. Found rear washer 
inoperable.  Traced lines. Found open in line near front under hood 
junction block. Repair rear washer pipe. Retest. Okay. – Washer pipe 
blocked. 

 
 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: 
     

11/19/09 215156 * 41,750 Frank Boucher Chevrolet, Inc. 
 
C/S Install four General grabber HTS tires on the vehicle with tire 
protection plan. / Customer Request – Mount and balance four 
tires. Tire protection plan on the purchase of four tires. 
Performed front wheel alignment. Adjusted the front camber 
canister and toe.  Centered steering wheel. Advised on brakes 
when doing the tires. There are 9 millimeters left on the front 
brake pads and 8 millimeters left on the rear.  
 
Customer Pay: $810.01. 



 
 Recalls / Campaigns 

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

10/02/07 509295 * 8,944 Car Max 
 
C/S Open recalls on vehicle. Customer will reschedule. / Customer is 
aware of recalls.  Customer does not have time to stay and have done 
today. – Customer will call to schedule to have recalls done. 

 
 Other 

       

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

10/02/07 509295 * 8,944 Car Max 
 
C/S Provide oil change package.  / Maintenance - Provided oil change 
package. 

     
01/11/08 516597 * 12,693 Car Max 

 
C/S Provide oil change package.  / Maintenance - Provided oil change 
package. 

     
01/11/08 516597 * 12,693 Car Max 

 
C/S Provide tire rotation package. / Maintenance – Provided tire rotation 
package. 

     
09/15/09 375881 * 38,381 Frank Boucher Chevrolet, Inc. 

  
C/S Perform lube oil and filter change with 12 point inspection.  / 
Maintenance - Performed lube oil and filter change with 12 point 
inspection. 

     
04/14/10 385836 * 47,381 Frank Boucher Chevrolet, Inc. 

 
C/S Provide Mobile One oil change. / Maintenance – Provided Mobile 
One oil change. 

     
09/29/10 394480 * 54,658 Frank Boucher Chevrolet, Inc. 

  
C/S Perform lube oil and filter change with 12 point inspection.  / 
Maintenance - Performed lube oil and filter change with 12 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) No 
Has the customer filed any insurances claims on this Vehicle? (Y or N) No 
If Yes obtain the following information below N/A 
   
Insurance Company:  N/A 
   
Insurance Rep :  N/A 
(First and Last Name) 
 

 N/A 

Phone #  N/A 
   
Claim Made? (Y or N):  No 
   
Claim Status:  N/A 
Pending/Denied/NA 
 

 N/A 

Claim #  N/A 
  
Did Insurance Company refer customer to GM? (Y or N)   No 
  
If Yes. Did the insurance company deny the claim? (Y or N) No 
 
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: 
 
71-825457214 - Customer Assistance Center 
Concern: Engine - General (Oil Consumption) 
Date & Offer/Result: 05/18/2010, No Goodwill Provided, Pend Diagnosis/Customer Action 
 
71-902845981 - Technical Assistance Center 
Concern: Engine - General (Oil Consumption) 
Date & Offer/Result: 12/30/2010, No Goodwill Provided, Decarboned Engine and Released  
 
N/A 
Concern: N/A 
Date & Offer/Result: N/A 



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

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. 
There are numerous defects and non-conformities present in my client’s automobile for which relief is 
sought, and numerous attempts to repair the vehicle have been unsuccessful. These defects and non- 
conformities include, but are not limited to: 1. Defective engine as evidenced by he excessive 
consumption of oil; 2. Defective transmission as evidence by fluid leaking; and 3. Any additional 
complaints made your client, whether or not they are contained in your company’s records or on any 
deal or repair orders. The defects and non-conformities listed above constitute a substantial impairment 
of the use, value and/or safety of the vehicle. Because of these defects and non-conformities, my client 
has justifiably lost confidence in the vehicle. 
 
Note: This section only applicable for Legal cases 
Is Lemon Law Pled/Alleged?: Yes 

 
Under what State? Wisconsin Claimed Presumptive? Yes 
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 
# of visits for a Safety Complaint? 1 # of Visits Total? N/A 
Must Complaint Continue to Exist? Yes Final Repair/Arbitration Required? N/A 
Time Period for filing a Claim? 12 months   

 
 

 
Vehicle Service History (During Presumptive Period) is: 

# of Visits for a Non-Conformity? 2 # of Days out of Service? 2 
# of visits for a Safety Complaint? 0 # of Visits Total? 2 
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? 1 # of Days out of Service? 1 
# of visits for a Safety Complaint? 0 # of Visits Total? 1 
Must Complaint Continue to Exist? Yes 

 
Final Repair or Arbitration Req’d? N/A 

 
 
Related Repairs beyond NVLW: Yes 
Customer Pay? No If no, identify responsible party: Warranty 
Additional Days out of Service? 13 Additional # of Repair Visits? 11 
 
Other Considerations: No 
Outcome/Findings of Arb/Final Repair: N/A 
Prior Goodwill/reimbursement: No N/A 
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 DDMA/RCCDMA/DMS/RCCDPM/CAM:  
Mary Sontag: 
Do not believe that I know about this one -- Option D.  Let me know if you need anything else. 
D)  I am not aware of this vehicle or customer’s concerns. I agree to cede the final decision on this 
case to the Early Resolution program (You will be notified of the resolution after the settlement has 
been reached).  
 
Tomasz Gosciniak: 
Option D) I am not aware of this vehicle or customer’s concerns. I agree to cede the final decision 
on this case to the Early Resolution program (You will be notified of the resolution after the 
settlement has been reached).  
Pertinent vehicle information provided by dealer Service Manager: 
Tim Wormet - A-F Motors, Inc.: 
I have that vehicle in here under that first name but a different last name.  She must have gotten 
married. The vehicle was only in here one time for a battery.  She was traveling.  The vehicle was 
not sold here.  I am not aware of and aftermarket items, insurance claims or collisions regarding 
this vehicle. 
 
John Kaiser - Frank Boucher Chevrolet, Inc.: 
On repair order 378877 we checked the oil level, it was still one half quart down. On repair order 
384870 we checked oil level, the level was down 1.5 quarts. On repair order 389935 we checked 
the oil level, it was 2 quarts down. There were not any aftermarket items through us.  We do not 
have information on Collision or Insurance Claims. 
Identify at least three main strengths of the customer’s case? 
There were nine repair attempts with in the limited power train warranty / bumper to bumper 
limited warranty for oil consumption.   

Identify at least three main weaknesses of the customer’s case? 
There have not been four repair attempts toward the same non-conformity with in presumption. 

Are there any considerations to be made under other applicable laws? (Explain in detail) 
Uniform Commercial Code 
Magnuson Moss Warranty Act 
 
Recommendation: 
Minimal Cash Settlement to offset customer inconvenience. 
$4,000-$6,000 Inclusive. 
 
Rationale: 
Although there have not been four repair attempts toward the same non-conformity with in 
presumption, there were nine repair attempts with in the limited power train warranty / bumper to 
bumper limited warranty for oil consumption.  Even thought the consumer said that they had added 
oil during the oil consumption test, the oil level was still lower than specification. 
Settlement/Defense Strategy: 

Cash Settlement $4,000-$6,000 Inclusive. 
($4,000, $4,500, $5,000,$5,500, $6,000) 
Please see rationale above for Defense. 
 



  
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: N/A 
Inclusive Offer: N/A 

 

Settlement Type: 
Repurchase 

Date: 01/14/11 

Countered 
NISM 

CRS Intial Offer: 
Amount to Plaintiff/Atty: N/A 
Inclusive Offer: $4,000.00 
  

 

Settlement Type: 
Cash Settlement 
Date: 01/27/11 

Countered 
NISM 

Plaintiff Counter:: 
Amount to Plaintiff/Atty: N/A 
Inclusive Offer: $15,000.00 

 

Settlement Type: 
Cash Settlement 
Date: 02/08/11 

Countered 
NISM 

CRS Counter: 
Amount to Plaintiff/Atty: N/A 
Inclusive Offer: $5,000.00 

 

Settlement Type: 
Cash Settlement 
Date: 02/09/11 

Countered 
NISM 

Plaintiff Counter:: 
Amount to Plaintiff/Atty: N/A 
Inclusive Offer: $14,000.00 

 

Settlement Type: 
Cash Settlement 
Date: 02/25/11 

Countered 
NISM 

CRS Counter: 
Amount to Plaintiff/Atty: N/A 
Inclusive Offer: $5,500.00 

 

Settlement Type: 
Cash Settlement 
Date: 02/25/11 

No Response 
NISM 

PLAINTIFF Final Offer: 
Amount to Plaintiff/Atty: N/A 
Inclusive Offer: N/A 

 

Settlement Type: 
N/A 

Date: N/A 
N/A 

CRS Final Offer: 
Amount to Plaintiff/Atty: N/A 
Inclusive Offer: N/A 

 

Settlement Type: 
N/A 

Date: N/A 
N/A 



   
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: N/A Settle case: N/A 
Settlement Type: N/A Attorney Fees (if applicable): 

N/A 
Recommendation of Field: Arbitrate case: N/A Settle case: N/A 
Settlement Type: N/A Attorney Fees (if applicable): 

N/A 
Final Decision: Arbitrate case: N/A Settle case: N/A 
Settlement Type: N/A Attorney Fees (if applicable): 

N/A 

   
TEAM LEAD APPROVING: Patricia McNair Date: 01/20/11 

 



 

 

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 25, 2011 
 
Gregory H. Moss, Esq. 
Krohn & Moss Ltd. 
120 West Madison Street Floor 10 
Chicago, Illinois 60602-4107 
 
RE:  
 Service Request: 71-910109789 

2007 Chevrolet Suburban 
 Vehicle Identification Number: 1GNFK16327J
 Customer Relationship Specialist: Abigail 
 
Dear Mr. Moss: 
 
We regret that your client(s) is dissatisfied with her 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 $ 5,500.00 
 
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 $ 5,500.00 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 1GNFK16327J (“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 
March 4, 2011 
 
Gregory H. Moss Esq. 
Krohn & Moss Ltd. 
120 West Madison Street Floor 10 
Chicago, Illinois 60602-4107 
 
RE:  
 Service Request: 71-910109789 

2007 Chevrolet Suburban 
 Vehicle Identification Number: 1GNFK16327J
 Customer Relationship Specialist: Abigail 
 
Dear Mr. Moss: 
 
On February 25, 2011 we communicated to you General Motors’ offer to resolve the above-referenced 
matter.  To date, we have not received a response from you or your client(s) to this offer. 
 
For your convenience, enclosed with this letter is another copy of General Motors’ offer.  We ask that 
you discuss General Motors’ offer with your client(s) at your earliest opportunity.  If your client(s) agree 
with the terms of the 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 ask that 
you contact us immediately via facsimile using the number on the fax cover sheet regarding the 
resolution of this matter. 
 
Our primary goal is to maintain and promote customer satisfaction by promptly resolving your client(s) 
concerns.  With that in mind, we are hopeful that we can resolve this matter within the next ten (10) 
calendar days.  We look forward to hearing from you within this time frame.  If your client has not 
accepted our offer within this time frame, this offer will be withdrawn and the matter will be considered 
closed. 
 
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 



PRIVILEGED & CONFIDENTIAL - PREPARED FOR COUNSEL 
BRC CASE ASSESSMENT  

 
Demand Letter: January 14, 2011 

Case Assessment Created: January 20, 2011 
Latest Revision Date: March 7, 2011 

 
 

All Fields Are Required 
(Do not delete or modify any sections of this form)  
 
SR: 71-910109789 GM Legal File / BBB Case No.: NISM 
By: Abigail Blake / BRC ML Negotiator: Abigail Blake / BRC ML 
 
Customer Last Name:  
Only customer's last name to be recorded. Do not include first name. 

State: Wisconsin 
 

Vehicle ID No.:  
1GNFK16327J

In Service Date: 
01/23/2007 

Vehicle Purchased: 
New 

BAC Code: 
164674 
 

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

Current Mileage: 58,445 Dealer Name: Kenosha Chevrolet 
**Terminated – Is now Car Max** 

Sale Type: Purchase X Lease N/A Other N/A 
 

CAM Name: Robert Johnson 
Phone Number: (630) 961-6817 
Email: rob.johnson@gm.com  

Lien holder:   GMAC N/A Other X No Lien DDMA/RCCDMA Name: N/A 
Office: N/A Cell: N/A 
Email: N/A 

Purchase Price of Vehicle: $ 43,639.00  

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

DDMA/RCCDMA requests 
involvement?: No 

 
Attorney: Gregory H. Moss Esq. 
Firm: Krohn & Moss Ltd. 
Phone: (312) 578-9428 Ext 216 
Fax: (866) 309-9458 
Email: GMoss@consumerlawcenter.com 
120 West Madison Street Floor 10 
Chicago, Illinois 60602-4107 
 

 
 
Service Manager Name: N/A 
Phone: (262) 857-4827   
Fax: N/A 
Address: 8200 120th Avenue 
Kenosha, WI 53142-7334 
 

Are there additional field personnel involved? If Yes, List the name, including role (DDMA/RCCDMA/ 
DMS/RCCDPM, etc.) and phone number. Repeat as necessary. 
 
DDMA: Mary Sontag (BAC 113379)  
Office: (262) 725-3554 Cell: (608) 346-3670  
Email: mary.sontag@gm.com 
 
DDMA: Tomaz Gosciniak (BAC 111754)  
Office: (630) 961-6329 Cell: N/A 
Email: tomasz.gosciniak@gm.com 
 



Are there additional dealerships involved? If Yes, List the dealership name, contact name, and phone 
number. Repeat as necessary. 
 
Dealership: Frank Boucher Chevrolet, Inc. (BAC 113379)  
Service Manager: John Kaiser 
Phone: (262) 886-1010 Fax: (262) 886-0154 
Address: 8600 Washington Avenue Racine, WI 53406-3784 
   
Dealership: A-F Motors, Inc. (BAC 111754) 
Service Manager: Tim Wormet 
Phone: (608) 339-3392 Fax: (608) 339-9285 
Address: 201 South Main Street Adams,  WI 53910-9371 

 
 

If TAC was contacted, what did they say? (Include TAC case #) 
71-902845981 
TAC Recommendations -   
"Recommended that he perform the carbon cleaning procedure listed in 10-06-01-008A again  
Then change the oil and install oil die and return the vehicle to the customer for evaluation  
If the oil consumption does not change then locate where the oil is getting at and repair as necessary  
If the oil is getting in thought the intake follow PIP4492S Oil Consumption and/or Exhaust Smoke - 
Possible PCV Baffle or Lifter Concern". 
 
If TAC was NOT contacted, why?  (Ask Dealership DDMA/RCCDMA MUST be notified if TAC has not been 
involved, regardless of dealership explanation. 
N/A 

 
DDMA/RCCDMA/DMS/RCCDPM 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 N/A N/A N/A N/A 
 

 Engine/Fuel/Exhaust 
       

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

01/11/08 516597 * 12,693 Car Max 
 
C/S There may be some radiator leaks. Possible smoke from that side, 
under the hood. / No Leaks – Inspection found no leaks at this time. 

     
05/19/09 370260 1 32,371 Frank Boucher Chevrolet, Inc. 

 



C/S Oil level lamp on and low. Has been low for the last two oil changes. / 
None. – No oil leaks. Topped off system and started oil consumption test. 

     
09/15/09 375881 1 38,381 Frank Boucher Chevrolet, Inc. 

  
C/S Oil level goes low before oil change time. (Sets low oil lamp) 
Consumption test started and confirmed. / Update. – Replaced left rocker 
cover.    

     
11/17/09 378877 1 41,722 Frank Boucher Chevrolet, Inc. 

 
C/S Oil level lamp on. Had to add one quart and still low. / Checked the 
oil level – Oil level still one half quart down. 

     
01/26/10 381557 1 43,989 Frank Boucher Chevrolet, Inc. 

 
C/S Consumption test results show excessive use. – Valves were 
nicked up. – Replaced heads per bulletin. Replaced both 
cylinder heads and valves. 
 
Parts came out of Charlotte. Were ordered 01/18/2010. Last 
head came in 01/25/2010.  
 
Rental vehicle provided – One Day 

     
03/26/10 384870 1 46,588 Frank Boucher Chevrolet, Inc. 

 
C/S Low oil lamp came on. See History. / Checked the oil level - 
Oil level was down 1.5 quarts. 

     
04/14/10 385836 1 47,381 Frank Boucher Chevrolet, Inc. 

 
C/S Oil consumption continues. Have added three quarts since 
repairs / Performed mobile one oil change. 

     
07/07/10 389935 1 50,544 Frank Boucher Chevrolet, Inc. 

 
C/S Add engine oil lamp on. Consumption test in progress. See 
history. / Checked the oil level – Oil level was 2 quarts down. 

     
10/11/10 395071 1 55,252 Frank Boucher Chevrolet, Inc. 

 
C/S Still has oil consumption issue. See 10-06-01-008A / 
Special Ordered Part. - Install AFM Oil Deflector and Clean 
Carbon from Cylinder. 

     
12/08/10 398241 1 57,538 Frank Boucher Chevrolet, Inc. 

 
C/S Continue oil consumption test See history. / Check for oil 
consumption. – Appears two quarts in 2,286 miles. 

     
12/29/10 399062 3 58,445 Frank Boucher Chevrolet, Inc. 

 
C/S Appears to be using oil again. See History / Did carbon clean again 
per technical line. – Install APM oil deflector and clean carbon from 
cylinders. Technical Assistance Center case number 71-902845981 

 
 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: 
     

10/02/07 509295 1 8,944 Car Max 
 
C/S Service four wheel drive light goes on and off. / Check codes. Found 
C0378. – Checked connector and reprogrammed transfer case control 
module PE. PIP3905C. (Program code 1AF5D) Test drove code didn’t 
reappear.  
 
Bulletin not able to be found. 

     
01/11/08 516597 1 12,693 Car Max 

 
C/S When vehicle put into 4whigh the auto dot blinks. Information center 
reads service four wheel drive. Can tell four wheel drive did kick in. / 
Performed diagnostic. Found no codes present or history. Performed 
function test on four wheel drive system. Passes all tests. Checked for 
service bulletins, found none apply. – No repair. Operating as 
designed at this time. 

     
05/19/09 370260 * 32,371 Frank Boucher Chevrolet, Inc. 

 
C/S Transmission fluid leaking. / Poor seal. – removed and replaced 
transmission pump seals and gaskets. 

 
 Axle 

       

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

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

 Body/Trim 
       

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

05/19/09 370260 * 32,371 Frank Boucher Chevrolet, Inc. 
 
C/S Cigarette lighter pops off. / Loose fit – Replaced lighter retainer. 

     
10/11/10 395071 * 55,252 Frank Boucher Chevrolet, Inc. 

 
C/S Inside chrome handle peeling. / Bulletin. – Install 2 fitt 
door handle. 

 
 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: 
     

06/19/09 029739 1 33,751 A-F Motors Inc. 
 
C/S The starter will not operate without boosting the battery. / Test 
battery. Test code: 071QL-S6 – Replace battery.  Replaced battery and 
tested alternator.  Alternator okay at this time. 

     
11/19/09 215156 1 41,750 Frank Boucher Chevrolet, Inc. 

 
C/S Tire pressure light is on the dash. / Inoperable – Diagnosed 
and replaced right rear tire sensor. Relearned tire pressure 
monitor. 

     
10/11/10 395071 * 55,252 Frank Boucher Chevrolet, Inc. 

 
C/S Compact disc will not always eject. / Electrical. - Radio. 
Removed, Replaced. 

 
 Glass 

       

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

01/11/08 516597 * 12,693 Car Max 
 
C/S Rear washer not spraying. / Performed inspection. Found rear washer 
inoperable.  Traced lines. Found open in line near front under hood 
junction block. Repair rear washer pipe. Retest. Okay. – Washer pipe 
blocked. 

 
 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: 
     

11/19/09 215156 * 41,750 Frank Boucher Chevrolet, Inc. 
 
C/S Install four General grabber HTS tires on the vehicle with tire 
protection plan. / Customer Request – Mount and balance four 
tires. Tire protection plan on the purchase of four tires. 
Performed front wheel alignment. Adjusted the front camber 
canister and toe.  Centered steering wheel. Advised on brakes 
when doing the tires. There are 9 millimeters left on the front 
brake pads and 8 millimeters left on the rear.  
 
Customer Pay: $810.01. 



 
 Recalls / Campaigns 

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

10/02/07 509295 * 8,944 Car Max 
 
C/S Open recalls on vehicle. Customer will reschedule. / Customer is 
aware of recalls.  Customer does not have time to stay and have done 
today. – Customer will call to schedule to have recalls done. 

 
 Other 

       

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

10/02/07 509295 * 8,944 Car Max 
 
C/S Provide oil change package.  / Maintenance - Provided oil change 
package. 

     
01/11/08 516597 * 12,693 Car Max 

 
C/S Provide oil change package.  / Maintenance - Provided oil change 
package. 

     
01/11/08 516597 * 12,693 Car Max 

 
C/S Provide tire rotation package. / Maintenance – Provided tire rotation 
package. 

     
09/15/09 375881 * 38,381 Frank Boucher Chevrolet, Inc. 

  
C/S Perform lube oil and filter change with 12 point inspection.  / 
Maintenance - Performed lube oil and filter change with 12 point 
inspection. 

     
04/14/10 385836 * 47,381 Frank Boucher Chevrolet, Inc. 

 
C/S Provide Mobile One oil change. / Maintenance – Provided Mobile 
One oil change. 

     
09/29/10 394480 * 54,658 Frank Boucher Chevrolet, Inc. 

  
C/S Perform lube oil and filter change with 12 point inspection.  / 
Maintenance - Performed lube oil and filter change with 12 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) No 
Has the customer filed any insurances claims on this Vehicle? (Y or N) No 
If Yes obtain the following information below N/A 
   
Insurance Company:  N/A 
   
Insurance Rep :  N/A 
(First and Last Name) 
 

 N/A 

Phone #  N/A 
   
Claim Made? (Y or N):  No 
   
Claim Status:  N/A 
Pending/Denied/NA 
 

 N/A 

Claim #  N/A 
  
Did Insurance Company refer customer to GM? (Y or N)   No 
  
If Yes. Did the insurance company deny the claim? (Y or N) No 
 
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: 
 
71-825457214 - Customer Assistance Center 
Concern: Engine - General (Oil Consumption) 
Date & Offer/Result: 05/18/2010, No Goodwill Provided, Pend Diagnosis/Customer Action 
 
71-902845981 - Technical Assistance Center 
Concern: Engine - General (Oil Consumption) 
Date & Offer/Result: 12/30/2010, No Goodwill Provided, Decarboned Engine and Released  
 
N/A 
Concern: N/A 
Date & Offer/Result: N/A 



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

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. 
There are numerous defects and non-conformities present in my client’s automobile for which relief is 
sought, and numerous attempts to repair the vehicle have been unsuccessful. These defects and non- 
conformities include, but are not limited to: 1. Defective engine as evidenced by he excessive 
consumption of oil; 2. Defective transmission as evidence by fluid leaking; and 3. Any additional 
complaints made your client, whether or not they are contained in your company’s records or on any 
deal or repair orders. The defects and non-conformities listed above constitute a substantial impairment 
of the use, value and/or safety of the vehicle. Because of these defects and non-conformities, my client 
has justifiably lost confidence in the vehicle. 
 
Note: This section only applicable for Legal cases 
Is Lemon Law Pled/Alleged?: Yes 

 
Under what State? Wisconsin Claimed Presumptive? Yes 
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 
# of visits for a Safety Complaint? 1 # of Visits Total? N/A 
Must Complaint Continue to Exist? Yes Final Repair/Arbitration Required? N/A 
Time Period for filing a Claim? 12 months   

 
 

 
Vehicle Service History (During Presumptive Period) is: 

# of Visits for a Non-Conformity? 2 # of Days out of Service? 2 
# of visits for a Safety Complaint? 0 # of Visits Total? 2 
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? 1 # of Days out of Service? 1 
# of visits for a Safety Complaint? 0 # of Visits Total? 1 
Must Complaint Continue to Exist? Yes 

 
Final Repair or Arbitration Req’d? N/A 

 
 
Related Repairs beyond NVLW: Yes 
Customer Pay? No If no, identify responsible party: Warranty 
Additional Days out of Service? 13 Additional # of Repair Visits? 11 
 
Other Considerations: No 
Outcome/Findings of Arb/Final Repair: N/A 
Prior Goodwill/reimbursement: No N/A 
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 DDMA/RCCDMA/DMS/RCCDPM/CAM:  
Mary Sontag: 
Do not believe that I know about this one -- Option D.  Let me know if you need anything else. 
D)  I am not aware of this vehicle or customer’s concerns. I agree to cede the final decision on this 
case to the Early Resolution program (You will be notified of the resolution after the settlement has 
been reached).  
 
Tomasz Gosciniak: 
Option D) I am not aware of this vehicle or customer’s concerns. I agree to cede the final decision 
on this case to the Early Resolution program (You will be notified of the resolution after the 
settlement has been reached).  
Pertinent vehicle information provided by dealer Service Manager: 
Tim Wormet - A-F Motors, Inc.: 
I have that vehicle in here under that first name but a different last name.  She must have gotten 
married. The vehicle was only in here one time for a battery.  She was traveling.  The vehicle was 
not sold here.  I am not aware of and aftermarket items, insurance claims or collisions regarding 
this vehicle. 
 
John Kaiser - Frank Boucher Chevrolet, Inc.: 
On repair order 378877 we checked the oil level, it was still one half quart down. On repair order 
384870 we checked oil level, the level was down 1.5 quarts. On repair order 389935 we checked 
the oil level, it was 2 quarts down. There were not any aftermarket items through us.  We do not 
have information on Collision or Insurance Claims. 
Identify at least three main strengths of the customer’s case? 
There were nine repair attempts with in the limited power train warranty / bumper to bumper 
limited warranty for oil consumption.   

Identify at least three main weaknesses of the customer’s case? 
There have not been four repair attempts toward the same non-conformity with in presumption. 

Are there any considerations to be made under other applicable laws? (Explain in detail) 
Uniform Commercial Code 
Magnuson Moss Warranty Act 
 
Recommendation: 
Minimal Cash Settlement to offset customer inconvenience. 
$4,000-$6,000 Inclusive. 
 
Rationale: 
Although there have not been four repair attempts toward the same non-conformity with in 
presumption, there were nine repair attempts with in the limited power train warranty / bumper to 
bumper limited warranty for oil consumption.  Even thought the consumer said that they had added 
oil during the oil consumption test, the oil level was still lower than specification. 
Settlement/Defense Strategy: 

Cash Settlement $4,000-$6,000 Inclusive. 
($4,000, $4,500, $5,000,$5,500, $6,000) 
Please see rationale above for Defense. 
 



  
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: N/A 
Inclusive Offer: N/A 

 

Settlement Type: 
Repurchase 

Date: 01/14/11 

Countered 
NISM 

CRS Intial Offer: 
Amount to Plaintiff/Atty: N/A 
Inclusive Offer: $4,000.00 
  

 

Settlement Type: 
Cash Settlement 
Date: 01/27/11 

Countered 
NISM 

Plaintiff Counter:: 
Amount to Plaintiff/Atty: N/A 
Inclusive Offer: $15,000.00 

 

Settlement Type: 
Cash Settlement 
Date: 02/08/11 

Countered 
NISM 

CRS Counter: 
Amount to Plaintiff/Atty: N/A 
Inclusive Offer: $5,000.00 

 

Settlement Type: 
Cash Settlement 
Date: 02/09/11 

Countered 
NISM 

Plaintiff Counter:: 
Amount to Plaintiff/Atty: N/A 
Inclusive Offer: $14,000.00 

 

Settlement Type: 
Cash Settlement 
Date: 02/25/11 

Countered 
NISM 

CRS Counter: 
Amount to Plaintiff/Atty: N/A 
Inclusive Offer: $5,500.00 

 

Settlement Type: 
Cash Settlement 
Date: 02/25/11 

Countered 
NISM 

PLAINTIFF Final Offer: 
Amount to Plaintiff/Atty: N/A 
Inclusive Offer: $13,500.00 

 

Settlement Type: 
Cash Settlement 
Date: 03/07/11 

Countered 
NISM 

CRS Final Offer: 
Amount to Plaintiff/Atty: N/A 
Inclusive Offer: $6,000.00 

 

Settlement Type: 
Cash Settlement 
Date: 03/07/11 

No Response 
NISM 



   
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: N/A Settle case: N/A 
Settlement Type: N/A Attorney Fees (if applicable): 

N/A 
Recommendation of Field: Arbitrate case: N/A Settle case: N/A 
Settlement Type: N/A Attorney Fees (if applicable): 

N/A 
Final Decision: Arbitrate case: N/A Settle case: N/A 
Settlement Type: N/A Attorney Fees (if applicable): 

N/A 

   
TEAM LEAD APPROVING: Patricia McNair Date: 01/20/11 

 



 

 

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 
March 7, 2011 
 
Gregory H. Moss, Esq. 
Krohn & Moss Ltd. 
120 West Madison Street Floor 10 
Chicago, Illinois 60602-4107 
 
RE:  
 Service Request: 71-910109789 

2007 Chevrolet Suburban 
 Vehicle Identification Number: 1GNFK16327J
 Customer Relationship Specialist: Abigail 
 
Dear Mr. Moss: 
 
We regret that your client(s) is dissatisfied with her 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 $ 6,000.00 
 
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 $ 6,000.00 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 1GNFK16327J (“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 
March 16, 2011 
 
Gregory H. Moss Esq. 
Krohn & Moss Ltd. 
120 West Madison Street Floor 10 
Chicago, Illinois 60602-4107 
 
RE:  
 Service Request: 71-910109789 

2007 Chevrolet Suburban 
 Vehicle Identification Number: 1GNFK16327J
 Customer Relationship Specialist: Abigail 
 
Dear Mr. Moss: 
 
On March 7, 2011 we communicated to you General Motors’ offer to resolve the above-referenced 
matter.  To date, we have not received a response from you or your client(s) to this offer. 
 
For your convenience, enclosed with this letter is another copy of General Motors’ offer.  We ask that 
you discuss General Motors’ offer with your client(s) at your earliest opportunity.  If your client(s) agree 
with the terms of the 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 ask that 
you contact us immediately via facsimile using the number on the fax cover sheet regarding the 
resolution of this matter. 
 
Our primary goal is to maintain and promote customer satisfaction by promptly resolving your client(s) 
concerns.  With that in mind, we are hopeful that we can resolve this matter within the next ten (10) 
calendar days.  We look forward to hearing from you within this time frame.  If your client has not 
accepted our offer within this time frame, this offer will be withdrawn and the matter will be considered 
closed. 
 
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 















PRIVILEGED & CONFIDENTIAL - PREPARED FOR COUNSEL 
BRC CASE ASSESSMENT  

 
Demand Letter: January 14, 2011 

Case Assessment Created: January 20, 2011 
Latest Revision Date: March 18, 2011 

 
 

All Fields Are Required 
(Do not delete or modify any sections of this form)  
 
SR: 71-910109789 GM Legal File / BBB Case No.: NISM 
By: Abigail Blake / BRC ML Negotiator: Abigail Blake / BRC ML 
 
Customer Last Name:  
Only customer's last name to be recorded. Do not include first name. 

State: Wisconsin 
 

Vehicle ID No.:  
1GNFK16327J

In Service Date: 
01/23/2007 

Vehicle Purchased: 
New 

BAC Code: 
164674 
 

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

Current Mileage: 58,445 Dealer Name: Kenosha Chevrolet 
**Terminated – Is now Car Max** 

Sale Type: Purchase X Lease N/A Other N/A 
 

CAM Name: Robert Johnson 
Phone Number: (630) 961-6817 
Email: rob.johnson@gm.com  

Lien holder:   GMAC N/A Other X No Lien DDMA/RCCDMA Name: N/A 
Office: N/A Cell: N/A 
Email: N/A 

Purchase Price of Vehicle: $ 43,639.00  

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

DDMA/RCCDMA requests 
involvement?: No 

 
Attorney: Gregory H. Moss Esq. 
Firm: Krohn & Moss Ltd. 
Phone: (312) 578-9428 Ext 216 
Fax: (866) 309-9458 
Email: GMoss@consumerlawcenter.com 
120 West Madison Street Floor 10 
Chicago, Illinois 60602-4107 
 

 
 
Service Manager Name: N/A 
Phone: (262) 857-4827   
Fax: N/A 
Address: 8200 120th Avenue 
Kenosha, WI 53142-7334 
 

Are there additional field personnel involved? If Yes, List the name, including role (DDMA/RCCDMA/ 
DMS/RCCDPM, etc.) and phone number. Repeat as necessary. 
 
DDMA: Mary Sontag (BAC 113379)  
Office: (262) 725-3554 Cell: (608) 346-3670  
Email: mary.sontag@gm.com 
 
DDMA: Tomaz Gosciniak (BAC 111754)  
Office: (630) 961-6329 Cell: N/A 
Email: tomasz.gosciniak@gm.com 
 



Are there additional dealerships involved? If Yes, List the dealership name, contact name, and phone 
number. Repeat as necessary. 
 
Dealership: Frank Boucher Chevrolet, Inc. (BAC 113379)  
Service Manager: John Kaiser 
Phone: (262) 886-1010 Fax: (262) 886-0154 
Address: 8600 Washington Avenue Racine, WI 53406-3784 
   
Dealership: A-F Motors, Inc. (BAC 111754) 
Service Manager: Tim Wormet 
Phone: (608) 339-3392 Fax: (608) 339-9285 
Address: 201 South Main Street Adams,  WI 53910-9371 

 
 

If TAC was contacted, what did they say? (Include TAC case #) 
71-902845981 
TAC Recommendations -   
"Recommended that he perform the carbon cleaning procedure listed in 10-06-01-008A again  
Then change the oil and install oil die and return the vehicle to the customer for evaluation  
If the oil consumption does not change then locate where the oil is getting at and repair as necessary  
If the oil is getting in thought the intake follow PIP4492S Oil Consumption and/or Exhaust Smoke - 
Possible PCV Baffle or Lifter Concern". 
 
If TAC was NOT contacted, why?  (Ask Dealership DDMA/RCCDMA MUST be notified if TAC has not been 
involved, regardless of dealership explanation. 
N/A 

 
DDMA/RCCDMA/DMS/RCCDPM 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 N/A N/A N/A N/A 
 

 Engine/Fuel/Exhaust 
       

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

01/11/08 516597 * 12,693 Car Max 
 
C/S There may be some radiator leaks. Possible smoke from that side, 
under the hood. / No Leaks – Inspection found no leaks at this time. 

     
05/19/09 370260 1 32,371 Frank Boucher Chevrolet, Inc. 

 



C/S Oil level lamp on and low. Has been low for the last two oil changes. / 
None. – No oil leaks. Topped off system and started oil consumption test. 

     
09/15/09 375881 1 38,381 Frank Boucher Chevrolet, Inc. 

  
C/S Oil level goes low before oil change time. (Sets low oil lamp) 
Consumption test started and confirmed. / Update. – Replaced left rocker 
cover.    

     
11/17/09 378877 1 41,722 Frank Boucher Chevrolet, Inc. 

 
C/S Oil level lamp on. Had to add one quart and still low. / Checked the 
oil level – Oil level still one half quart down. 

     
01/26/10 381557 1 43,989 Frank Boucher Chevrolet, Inc. 

 
C/S Consumption test results show excessive use. – Valves were 
nicked up. – Replaced heads per bulletin. Replaced both 
cylinder heads and valves. 
 
Parts came out of Charlotte. Were ordered 01/18/2010. Last 
head came in 01/25/2010.  
 
Rental vehicle provided – One Day 

     
03/26/10 384870 1 46,588 Frank Boucher Chevrolet, Inc. 

 
C/S Low oil lamp came on. See History. / Checked the oil level - 
Oil level was down 1.5 quarts. 

     
04/14/10 385836 1 47,381 Frank Boucher Chevrolet, Inc. 

 
C/S Oil consumption continues. Have added three quarts since 
repairs / Performed mobile one oil change. 

     
07/07/10 389935 1 50,544 Frank Boucher Chevrolet, Inc. 

 
C/S Add engine oil lamp on. Consumption test in progress. See 
history. / Checked the oil level – Oil level was 2 quarts down. 

     
10/11/10 395071 1 55,252 Frank Boucher Chevrolet, Inc. 

 
C/S Still has oil consumption issue. See 10-06-01-008A / 
Special Ordered Part. - Install AFM Oil Deflector and Clean 
Carbon from Cylinder. 

     
12/08/10 398241 1 57,538 Frank Boucher Chevrolet, Inc. 

 
C/S Continue oil consumption test See history. / Check for oil 
consumption. – Appears two quarts in 2,286 miles. 

     
12/29/10 399062 3 58,445 Frank Boucher Chevrolet, Inc. 

 
C/S Appears to be using oil again. See History / Did carbon clean again 
per technical line. – Install APM oil deflector and clean carbon from 
cylinders. Technical Assistance Center case number 71-902845981 

 
 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: 
     

10/02/07 509295 1 8,944 Car Max 
 
C/S Service four wheel drive light goes on and off. / Check codes. Found 
C0378. – Checked connector and reprogrammed transfer case control 
module PE. PIP3905C. (Program code 1AF5D) Test drove code didn’t 
reappear.  
 
Bulletin not able to be found. 

     
01/11/08 516597 1 12,693 Car Max 

 
C/S When vehicle put into 4whigh the auto dot blinks. Information center 
reads service four wheel drive. Can tell four wheel drive did kick in. / 
Performed diagnostic. Found no codes present or history. Performed 
function test on four wheel drive system. Passes all tests. Checked for 
service bulletins, found none apply. – No repair. Operating as 
designed at this time. 

     
05/19/09 370260 * 32,371 Frank Boucher Chevrolet, Inc. 

 
C/S Transmission fluid leaking. / Poor seal. – removed and replaced 
transmission pump seals and gaskets. 

 
 Axle 

       

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

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

 Body/Trim 
       

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

05/19/09 370260 * 32,371 Frank Boucher Chevrolet, Inc. 
 
C/S Cigarette lighter pops off. / Loose fit – Replaced lighter retainer. 

     
10/11/10 395071 * 55,252 Frank Boucher Chevrolet, Inc. 

 
C/S Inside chrome handle peeling. / Bulletin. – Install 2 fitt 
door handle. 

 
 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: 
     

06/19/09 029739 1 33,751 A-F Motors Inc. 
 
C/S The starter will not operate without boosting the battery. / Test 
battery. Test code: 071QL-S6 – Replace battery.  Replaced battery and 
tested alternator.  Alternator okay at this time. 

     
11/19/09 215156 1 41,750 Frank Boucher Chevrolet, Inc. 

 
C/S Tire pressure light is on the dash. / Inoperable – Diagnosed 
and replaced right rear tire sensor. Relearned tire pressure 
monitor. 

     
10/11/10 395071 * 55,252 Frank Boucher Chevrolet, Inc. 

 
C/S Compact disc will not always eject. / Electrical. - Radio. 
Removed, Replaced. 

 
 Glass 

       

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

01/11/08 516597 * 12,693 Car Max 
 
C/S Rear washer not spraying. / Performed inspection. Found rear washer 
inoperable.  Traced lines. Found open in line near front under hood 
junction block. Repair rear washer pipe. Retest. Okay. – Washer pipe 
blocked. 

 
 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: 
     

11/19/09 215156 * 41,750 Frank Boucher Chevrolet, Inc. 
 
C/S Install four General grabber HTS tires on the vehicle with tire 
protection plan. / Customer Request – Mount and balance four 
tires. Tire protection plan on the purchase of four tires. 
Performed front wheel alignment. Adjusted the front camber 
canister and toe.  Centered steering wheel. Advised on brakes 
when doing the tires. There are 9 millimeters left on the front 
brake pads and 8 millimeters left on the rear.  
 
Customer Pay: $810.01. 



 
 Recalls / Campaigns 

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

10/02/07 509295 * 8,944 Car Max 
 
C/S Open recalls on vehicle. Customer will reschedule. / Customer is 
aware of recalls.  Customer does not have time to stay and have done 
today. – Customer will call to schedule to have recalls done. 

 
 Other 

       

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

10/02/07 509295 * 8,944 Car Max 
 
C/S Provide oil change package.  / Maintenance - Provided oil change 
package. 

     
01/11/08 516597 * 12,693 Car Max 

 
C/S Provide oil change package.  / Maintenance - Provided oil change 
package. 

     
01/11/08 516597 * 12,693 Car Max 

 
C/S Provide tire rotation package. / Maintenance – Provided tire rotation 
package. 

     
09/15/09 375881 * 38,381 Frank Boucher Chevrolet, Inc. 

  
C/S Perform lube oil and filter change with 12 point inspection.  / 
Maintenance - Performed lube oil and filter change with 12 point 
inspection. 

     
04/14/10 385836 * 47,381 Frank Boucher Chevrolet, Inc. 

 
C/S Provide Mobile One oil change. / Maintenance – Provided Mobile 
One oil change. 

     
09/29/10 394480 * 54,658 Frank Boucher Chevrolet, Inc. 

  
C/S Perform lube oil and filter change with 12 point inspection.  / 
Maintenance - Performed lube oil and filter change with 12 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) No 
Has the customer filed any insurances claims on this Vehicle? (Y or N) No 
If Yes obtain the following information below N/A 
   
Insurance Company:  N/A 
   
Insurance Rep :  N/A 
(First and Last Name) 
 

 N/A 

Phone #  N/A 
   
Claim Made? (Y or N):  No 
   
Claim Status:  N/A 
Pending/Denied/NA 
 

 N/A 

Claim #  N/A 
  
Did Insurance Company refer customer to GM? (Y or N)   No 
  
If Yes. Did the insurance company deny the claim? (Y or N) No 
 
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: 
 
71-825457214 - Customer Assistance Center 
Concern: Engine - General (Oil Consumption) 
Date & Offer/Result: 05/18/2010, No Goodwill Provided, Pend Diagnosis/Customer Action 
 
71-902845981 - Technical Assistance Center 
Concern: Engine - General (Oil Consumption) 
Date & Offer/Result: 12/30/2010, No Goodwill Provided, Decarboned Engine and Released  
 
N/A 
Concern: N/A 
Date & Offer/Result: N/A 



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

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. 
There are numerous defects and non-conformities present in my client’s automobile for which relief is 
sought, and numerous attempts to repair the vehicle have been unsuccessful. These defects and non- 
conformities include, but are not limited to: 1. Defective engine as evidenced by he excessive 
consumption of oil; 2. Defective transmission as evidence by fluid leaking; and 3. Any additional 
complaints made your client, whether or not they are contained in your company’s records or on any 
deal or repair orders. The defects and non-conformities listed above constitute a substantial impairment 
of the use, value and/or safety of the vehicle. Because of these defects and non-conformities, my client 
has justifiably lost confidence in the vehicle. 
 
Note: This section only applicable for Legal cases 
Is Lemon Law Pled/Alleged?: Yes 

 
Under what State? Wisconsin Claimed Presumptive? Yes 
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 
# of visits for a Safety Complaint? 1 # of Visits Total? N/A 
Must Complaint Continue to Exist? Yes Final Repair/Arbitration Required? N/A 
Time Period for filing a Claim? 12 months   

 
 

 
Vehicle Service History (During Presumptive Period) is: 

# of Visits for a Non-Conformity? 2 # of Days out of Service? 2 
# of visits for a Safety Complaint? 0 # of Visits Total? 2 
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? 1 # of Days out of Service? 1 
# of visits for a Safety Complaint? 0 # of Visits Total? 1 
Must Complaint Continue to Exist? Yes 

 
Final Repair or Arbitration Req’d? N/A 

 
 
Related Repairs beyond NVLW: Yes 
Customer Pay? No If no, identify responsible party: Warranty 
Additional Days out of Service? 13 Additional # of Repair Visits? 11 
 
Other Considerations: No 
Outcome/Findings of Arb/Final Repair: N/A 
Prior Goodwill/reimbursement: No N/A 
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 DDMA/RCCDMA/DMS/RCCDPM/CAM:  
Mary Sontag: 
Do not believe that I know about this one -- Option D.  Let me know if you need anything else. 
D)  I am not aware of this vehicle or customer’s concerns. I agree to cede the final decision on this 
case to the Early Resolution program (You will be notified of the resolution after the settlement has 
been reached).  
 
Tomasz Gosciniak: 
Option D) I am not aware of this vehicle or customer’s concerns. I agree to cede the final decision 
on this case to the Early Resolution program (You will be notified of the resolution after the 
settlement has been reached).  
Pertinent vehicle information provided by dealer Service Manager: 
Tim Wormet - A-F Motors, Inc.: 
I have that vehicle in here under that first name but a different last name.  She must have gotten 
married. The vehicle was only in here one time for a battery.  She was traveling.  The vehicle was 
not sold here.  I am not aware of and aftermarket items, insurance claims or collisions regarding 
this vehicle. 
 
John Kaiser - Frank Boucher Chevrolet, Inc.: 
On repair order 378877 we checked the oil level, it was still one half quart down. On repair order 
384870 we checked oil level, the level was down 1.5 quarts. On repair order 389935 we checked 
the oil level, it was 2 quarts down. There were not any aftermarket items through us.  We do not 
have information on Collision or Insurance Claims. 
Identify at least three main strengths of the customer’s case? 
There were nine repair attempts with in the limited power train warranty / bumper to bumper 
limited warranty for oil consumption.   

Identify at least three main weaknesses of the customer’s case? 
There have not been four repair attempts toward the same non-conformity with in presumption. 

Are there any considerations to be made under other applicable laws? (Explain in detail) 
Uniform Commercial Code 
Magnuson Moss Warranty Act 
 
Recommendation: 
Minimal Cash Settlement to offset customer inconvenience. 
$4,000-$7,000 Inclusive. 
 
Rationale: 
Although there have not been four repair attempts toward the same non-conformity with in 
presumption, there were nine repair attempts with in the limited power train warranty / bumper to 
bumper limited warranty for oil consumption.  Even thought the consumer said that they had added 
oil during the oil consumption test, the oil level was still lower than specification. 
Settlement/Defense Strategy: 

$7,000.00 Inclusive Accepted. 
Please see rationale above for Defense. 

 



  
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: N/A 
Inclusive Offer: N/A 

 

Settlement Type: 
Repurchase 

Date: 01/14/11 

Countered 
NISM 

CRS Intial Offer: 
Amount to Plaintiff/Atty: N/A 
Inclusive Offer: $4,000.00 
  

 

Settlement Type: 
Cash Settlement 
Date: 01/27/11 

Countered 
NISM 

Plaintiff Counter:: 
Amount to Plaintiff/Atty: N/A 
Inclusive Offer: $15,000.00 

 

Settlement Type: 
Cash Settlement 
Date: 02/08/11 

Countered 
NISM 

CRS Counter: 
Amount to Plaintiff/Atty: N/A 
Inclusive Offer: $5,000.00 

 

Settlement Type: 
Cash Settlement 
Date: 02/09/11 

Countered 
NISM 

Plaintiff Counter:: 
Amount to Plaintiff/Atty: N/A 
Inclusive Offer: $14,000.00 

 

Settlement Type: 
Cash Settlement 
Date: 02/25/11 

Countered 
NISM 

CRS Counter: 
Amount to Plaintiff/Atty: N/A 
Inclusive Offer: $5,500.00 

 

Settlement Type: 
Cash Settlement 
Date: 02/25/11 

Countered 
NISM 

Plaintiff Counter: 
Amount to Plaintiff/Atty: N/A 
Inclusive Offer: $13,500.00 

 

Settlement Type: 
Cash Settlement 
Date: 03/07/11 

Countered 
NISM 

CRS Final Offer: 
Amount to Plaintiff/Atty: N/A 
Inclusive Offer: $6,000.00 

 

Settlement Type: 
Cash Settlement 
Date: 03/07/11 

No Response 
NISM 

PLAINTIFF Final Offer: 
Amount to Plaintiff/Atty: N/A 
Inclusive Offer: $7,000.00 

 

Settlement Type: 
Cash Settlement 
Date: 03/18/11 

Accepted 
NISM 



   
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: N/A Settle case: N/A 
Settlement Type: N/A Attorney Fees (if applicable): 

N/A 
Recommendation of Field: Arbitrate case: N/A Settle case: N/A 
Settlement Type: N/A Attorney Fees (if applicable): 

N/A 
Final Decision: Arbitrate case: N/A Settle case: N/A 
Settlement Type: N/A Attorney Fees (if applicable): 

N/A 

   
TEAM LEAD APPROVING: Patricia McNair Date: 01/20/11 

 



 

 

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 
March 18, 2011 
 
Gregory H. Moss, Esq. 
Krohn & Moss Ltd. 
120 West Madison Street Floor 10 
Chicago, Illinois 60602-4107 
 
RE:  
 Service Request: 71-910109789 

2007 Chevrolet Suburban 
 Vehicle Identification Number: 1GNFK16327J
 Customer Relationship Specialist: Abigail 
 
Dear Mr. Moss: 
 
We regret that your client(s) is dissatisfied with her 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 $ 7,000.00 
 
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 $ 7,000.00 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 1GNFK16327J (“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  

 
Demand Letter: January 14, 2011 

Case Assessment Created: January 20, 2011 
Latest Revision Date: April 15, 2011 

 
 

All Fields Are Required 
(Do not delete or modify any sections of this form)  
 
SR: 71-910109789 GM Legal File / BBB Case No.: NISM 
By: Abigail Blake / BRC ML Negotiator: Abigail Blake / BRC ML 
 
Customer Last Name:  
Only customer's last name to be recorded. Do not include first name. 

State: Wisconsin 
 

Vehicle ID No.:  
1GNFK16327J

In Service Date: 
01/23/2007 

Vehicle Purchased: 
New 

BAC Code: 
164674 
 

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

Current Mileage: 62,198 Dealer Name: Kenosha Chevrolet 
**Terminated – Is now Car Max** 

Sale Type: Purchase X Lease N/A Other N/A 
 

CAM Name: Robert Johnson 
Phone Number: (630) 961-6817 
Email: rob.johnson@gm.com  

Lien holder:   GMAC N/A Other X No Lien DDMA/RCCDMA Name: N/A 
Office: N/A Cell: N/A 
Email: N/A 

Purchase Price of Vehicle: $ 43,639.00  

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

DDMA/RCCDMA requests 
involvement?: No 

 
Attorney: Gregory H. Moss Esq. 
Firm: Krohn & Moss Ltd. 
Phone: (312) 578-9428 Ext 216 
Fax: (866) 309-9458 
Email: GMoss@consumerlawcenter.com 
120 West Madison Street Floor 10 
Chicago, Illinois 60602-4107 
 

 
 
Service Manager Name: N/A 
Phone: (262) 857-4827   
Fax: N/A 
Address: 8200 120th Avenue 
Kenosha, WI 53142-7334 
 

Are there additional field personnel involved? If Yes, List the name, including role (DDMA/RCCDMA/ 
DMS/RCCDPM, etc.) and phone number. Repeat as necessary. 
 
DDMA: Mary Sontag (BAC 113379)  
Office: (262) 725-3554 Cell: (608) 346-3670  
Email: mary.sontag@gm.com 
 
DDMA: Tomaz Gosciniak (BAC 111754)  
Office: (630) 961-6329 Cell: N/A 
Email: tomasz.gosciniak@gm.com 
 



Are there additional dealerships involved? If Yes, List the dealership name, contact name, and phone 
number. Repeat as necessary. 
 
Dealership: Frank Boucher Chevrolet, Inc. (BAC 113379)  
Service Manager: John Kaiser 
Phone: (262) 886-1010 Fax: (262) 886-0154 
Address: 8600 Washington Avenue Racine, WI 53406-3784 
   
Dealership: A-F Motors, Inc. (BAC 111754) 
Service Manager: Tim Wormet 
Phone: (608) 339-3392 Fax: (608) 339-9285 
Address: 201 South Main Street Adams,  WI 53910-9371 

 
 

If TAC was contacted, what did they say? (Include TAC case #) 
71-902845981 
TAC Recommendations -   
"Recommended that he perform the carbon cleaning procedure listed in 10-06-01-008A again  
Then change the oil and install oil die and return the vehicle to the customer for evaluation  
If the oil consumption does not change then locate where the oil is getting at and repair as necessary  
If the oil is getting in thought the intake follow PIP4492S Oil Consumption and/or Exhaust Smoke - 
Possible PCV Baffle or Lifter Concern". 
 
If TAC was NOT contacted, why?  (Ask Dealership DDMA/RCCDMA MUST be notified if TAC has not been 
involved, regardless of dealership explanation. 
N/A 

 
DDMA/RCCDMA/DMS/RCCDPM 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 N/A N/A N/A N/A 
 

 Engine/Fuel/Exhaust 
       

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

01/11/08 516597 * 12,693 Car Max 
 
C/S There may be some radiator leaks. Possible smoke from that side, 
under the hood. / No Leaks – Inspection found no leaks at this time. 

     
05/19/09 370260 1 32,371 Frank Boucher Chevrolet, Inc. 

 



C/S Oil level lamp on and low. Has been low for the last two oil changes. / 
None. – No oil leaks. Topped off system and started oil consumption test. 

     
09/15/09 375881 1 38,381 Frank Boucher Chevrolet, Inc. 

  
C/S Oil level goes low before oil change time. (Sets low oil lamp) 
Consumption test started and confirmed. / Update. – Replaced left rocker 
cover.    

     
11/17/09 378877 1 41,722 Frank Boucher Chevrolet, Inc. 

 
C/S Oil level lamp on. Had to add one quart and still low. / Checked the 
oil level – Oil level still one half quart down. 

     
01/26/10 381557 1 43,989 Frank Boucher Chevrolet, Inc. 

 
C/S Consumption test results show excessive use. – Valves were 
nicked up. – Replaced heads per bulletin. Replaced both 
cylinder heads and valves. 
 
Parts came out of Charlotte. Were ordered 01/18/2010. Last 
head came in 01/25/2010.  
 
Rental vehicle provided – One Day 

     
03/26/10 384870 1 46,588 Frank Boucher Chevrolet, Inc. 

 
C/S Low oil lamp came on. See History. / Checked the oil level - 
Oil level was down 1.5 quarts. 

     
04/14/10 385836 1 47,381 Frank Boucher Chevrolet, Inc. 

 
C/S Oil consumption continues. Have added three quarts since 
repairs / Performed mobile one oil change. 

     
07/07/10 389935 1 50,544 Frank Boucher Chevrolet, Inc. 

 
C/S Add engine oil lamp on. Consumption test in progress. See 
history. / Checked the oil level – Oil level was 2 quarts down. 

     
10/11/10 395071 1 55,252 Frank Boucher Chevrolet, Inc. 

 
C/S Still has oil consumption issue. See 10-06-01-008A / 
Special Ordered Part. - Install AFM Oil Deflector and Clean 
Carbon from Cylinder. 

     
12/08/10 398241 1 57,538 Frank Boucher Chevrolet, Inc. 

 
C/S Continue oil consumption test See history. / Check for oil 
consumption. – Appears two quarts in 2,286 miles. 

     
12/29/10 399062 3 58,445 Frank Boucher Chevrolet, Inc. 

 
C/S Appears to be using oil again. See History / Did carbon clean again 
per technical line. – Install APM oil deflector and clean carbon from 
cylinders. Technical Assistance Center case number 71-902845981 

 
 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: 
     

10/02/07 509295 1 8,944 Car Max 
 
C/S Service four wheel drive light goes on and off. / Check codes. Found 
C0378. – Checked connector and reprogrammed transfer case control 
module PE. PIP3905C. (Program code 1AF5D) Test drove code didn’t 
reappear.  
 
Bulletin not able to be found. 

     
01/11/08 516597 1 12,693 Car Max 

 
C/S When vehicle put into 4whigh the auto dot blinks. Information center 
reads service four wheel drive. Can tell four wheel drive did kick in. / 
Performed diagnostic. Found no codes present or history. Performed 
function test on four wheel drive system. Passes all tests. Checked for 
service bulletins, found none apply. – No repair. Operating as 
designed at this time. 

     
05/19/09 370260 * 32,371 Frank Boucher Chevrolet, Inc. 

 
C/S Transmission fluid leaking. / Poor seal. – removed and replaced 
transmission pump seals and gaskets. 

 
 Axle 

       

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

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

 Body/Trim 
       

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

05/19/09 370260 * 32,371 Frank Boucher Chevrolet, Inc. 
 
C/S Cigarette lighter pops off. / Loose fit – Replaced lighter retainer. 

     
10/11/10 395071 * 55,252 Frank Boucher Chevrolet, Inc. 

 
C/S Inside chrome handle peeling. / Bulletin. – Install 2 fitt 
door handle. 

 
 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: 
     

06/19/09 029739 1 33,751 A-F Motors Inc. 
 
C/S The starter will not operate without boosting the battery. / Test 
battery. Test code: 071QL-S6 – Replace battery.  Replaced battery and 
tested alternator.  Alternator okay at this time. 

     
11/19/09 215156 1 41,750 Frank Boucher Chevrolet, Inc. 

 
C/S Tire pressure light is on the dash. / Inoperable – Diagnosed 
and replaced right rear tire sensor. Relearned tire pressure 
monitor. 

     
10/11/10 395071 * 55,252 Frank Boucher Chevrolet, Inc. 

 
C/S Compact disc will not always eject. / Electrical. - Radio. 
Removed, Replaced. 

 
 Glass 

       

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

01/11/08 516597 * 12,693 Car Max 
 
C/S Rear washer not spraying. / Performed inspection. Found rear washer 
inoperable.  Traced lines. Found open in line near front under hood 
junction block. Repair rear washer pipe. Retest. Okay. – Washer pipe 
blocked. 

 
 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: 
     

11/19/09 215156 * 41,750 Frank Boucher Chevrolet, Inc. 
 
C/S Install four General grabber HTS tires on the vehicle with tire 
protection plan. / Customer Request – Mount and balance four 
tires. Tire protection plan on the purchase of four tires. 
Performed front wheel alignment. Adjusted the front camber 
canister and toe.  Centered steering wheel. Advised on brakes 
when doing the tires. There are 9 millimeters left on the front 
brake pads and 8 millimeters left on the rear.  
 
Customer Pay: $810.01. 



 
 Recalls / Campaigns 

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

10/02/07 509295 * 8,944 Car Max 
 
C/S Open recalls on vehicle. Customer will reschedule. / Customer is 
aware of recalls.  Customer does not have time to stay and have done 
today. – Customer will call to schedule to have recalls done. 

 
 Other 

       

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

10/02/07 509295 * 8,944 Car Max 
 
C/S Provide oil change package.  / Maintenance - Provided oil change 
package. 

     
01/11/08 516597 * 12,693 Car Max 

 
C/S Provide oil change package.  / Maintenance - Provided oil change 
package. 

     
01/11/08 516597 * 12,693 Car Max 

 
C/S Provide tire rotation package. / Maintenance – Provided tire rotation 
package. 

     
09/15/09 375881 * 38,381 Frank Boucher Chevrolet, Inc. 

  
C/S Perform lube oil and filter change with 12 point inspection.  / 
Maintenance - Performed lube oil and filter change with 12 point 
inspection. 

     
04/14/10 385836 * 47,381 Frank Boucher Chevrolet, Inc. 

 
C/S Provide Mobile One oil change. / Maintenance – Provided Mobile 
One oil change. 

     
09/29/10 394480 * 54,658 Frank Boucher Chevrolet, Inc. 

  
C/S Perform lube oil and filter change with 12 point inspection.  / 
Maintenance - Performed lube oil and filter change with 12 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) No 
Has the customer filed any insurances claims on this Vehicle? (Y or N) No 
If Yes obtain the following information below N/A 
   
Insurance Company:  N/A 
   
Insurance Rep :  N/A 
(First and Last Name) 
 

 N/A 

Phone #  N/A 
   
Claim Made? (Y or N):  No 
   
Claim Status:  N/A 
Pending/Denied/NA 
 

 N/A 

Claim #  N/A 
  
Did Insurance Company refer customer to GM? (Y or N)   No 
  
If Yes. Did the insurance company deny the claim? (Y or N) No 
 
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: 
 
71-825457214 - Customer Assistance Center 
Concern: Engine - General (Oil Consumption) 
Date & Offer/Result: 05/18/2010, No Goodwill Provided, Pend Diagnosis/Customer Action 
 
71-902845981 - Technical Assistance Center 
Concern: Engine - General (Oil Consumption) 
Date & Offer/Result: 12/30/2010, No Goodwill Provided, Decarboned Engine and Released  
 
N/A 
Concern: N/A 
Date & Offer/Result: N/A 



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

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. 
There are numerous defects and non-conformities present in my client’s automobile for which relief is 
sought, and numerous attempts to repair the vehicle have been unsuccessful. These defects and non- 
conformities include, but are not limited to: 1. Defective engine as evidenced by he excessive 
consumption of oil; 2. Defective transmission as evidence by fluid leaking; and 3. Any additional 
complaints made your client, whether or not they are contained in your company’s records or on any 
deal or repair orders. The defects and non-conformities listed above constitute a substantial impairment 
of the use, value and/or safety of the vehicle. Because of these defects and non-conformities, my client 
has justifiably lost confidence in the vehicle. 
 
Note: This section only applicable for Legal cases 
Is Lemon Law Pled/Alleged?: Yes 

 
Under what State? Wisconsin Claimed Presumptive? Yes 
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 
# of visits for a Safety Complaint? 1 # of Visits Total? N/A 
Must Complaint Continue to Exist? Yes Final Repair/Arbitration Required? N/A 
Time Period for filing a Claim? 12 months   

 
 

 
Vehicle Service History (During Presumptive Period) is: 

# of Visits for a Non-Conformity? 2 # of Days out of Service? 2 
# of visits for a Safety Complaint? 0 # of Visits Total? 2 
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? 1 # of Days out of Service? 1 
# of visits for a Safety Complaint? 0 # of Visits Total? 1 
Must Complaint Continue to Exist? Yes 

 
Final Repair or Arbitration Req’d? N/A 

 
 
Related Repairs beyond NVLW: Yes 
Customer Pay? No If no, identify responsible party: Warranty 
Additional Days out of Service? 13 Additional # of Repair Visits? 11 
 
Other Considerations: No 
Outcome/Findings of Arb/Final Repair: N/A 
Prior Goodwill/reimbursement: No N/A 
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 DDMA/RCCDMA/DMS/RCCDPM/CAM:  
Mary Sontag: 
Do not believe that I know about this one -- Option D.  Let me know if you need anything else. 
D)  I am not aware of this vehicle or customer’s concerns. I agree to cede the final decision on this 
case to the Early Resolution program (You will be notified of the resolution after the settlement has 
been reached).  
 
Tomasz Gosciniak: 
Option D) I am not aware of this vehicle or customer’s concerns. I agree to cede the final decision 
on this case to the Early Resolution program (You will be notified of the resolution after the 
settlement has been reached).  
Pertinent vehicle information provided by dealer Service Manager: 
Tim Wormet - A-F Motors, Inc.: 
I have that vehicle in here under that first name but a different last name.  She must have gotten 
married. The vehicle was only in here one time for a battery.  She was traveling.  The vehicle was 
not sold here.  I am not aware of and aftermarket items, insurance claims or collisions regarding 
this vehicle. 
 
John Kaiser - Frank Boucher Chevrolet, Inc.: 
On repair order 378877 we checked the oil level, it was still one half quart down. On repair order 
384870 we checked oil level, the level was down 1.5 quarts. On repair order 389935 we checked 
the oil level, it was 2 quarts down. There were not any aftermarket items through us.  We do not 
have information on Collision or Insurance Claims. 
Identify at least three main strengths of the customer’s case? 
There were nine repair attempts with in the limited power train warranty / bumper to bumper 
limited warranty for oil consumption.   

Identify at least three main weaknesses of the customer’s case? 
There have not been four repair attempts toward the same non-conformity with in presumption. 

Are there any considerations to be made under other applicable laws? (Explain in detail) 
Uniform Commercial Code 
Magnuson Moss Warranty Act 
 
Recommendation: 
Minimal Cash Settlement to offset customer inconvenience. 
$4,000-$7,000 Inclusive. 
 
Rationale: 
Although there have not been four repair attempts toward the same non-conformity with in 
presumption, there were nine repair attempts with in the limited power train warranty / bumper to 
bumper limited warranty for oil consumption.  Even thought the consumer said that they had added 
oil during the oil consumption test, the oil level was still lower than specification. 
Settlement/Defense Strategy: 

$7,000.00 Inclusive Accepted. 
Please see rationale above for Defense. 

 



  
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: N/A 
Inclusive Offer: N/A 

 

Settlement Type: 
Repurchase 

Date: 01/14/11 

Countered 
NISM 

CRS Intial Offer: 
Amount to Plaintiff/Atty: N/A 
Inclusive Offer: $4,000.00 
  

 

Settlement Type: 
Cash Settlement 
Date: 01/27/11 

Countered 
NISM 

Plaintiff Counter:: 
Amount to Plaintiff/Atty: N/A 
Inclusive Offer: $15,000.00 

 

Settlement Type: 
Cash Settlement 
Date: 02/08/11 

Countered 
NISM 

CRS Counter: 
Amount to Plaintiff/Atty: N/A 
Inclusive Offer: $5,000.00 

 

Settlement Type: 
Cash Settlement 
Date: 02/09/11 

Countered 
NISM 

Plaintiff Counter:: 
Amount to Plaintiff/Atty: N/A 
Inclusive Offer: $14,000.00 

 

Settlement Type: 
Cash Settlement 
Date: 02/25/11 

Countered 
NISM 

CRS Counter: 
Amount to Plaintiff/Atty: N/A 
Inclusive Offer: $5,500.00 

 

Settlement Type: 
Cash Settlement 
Date: 02/25/11 

Countered 
NISM 

Plaintiff Counter: 
Amount to Plaintiff/Atty: N/A 
Inclusive Offer: $13,500.00 

 

Settlement Type: 
Cash Settlement 
Date: 03/07/11 

Countered 
NISM 

CRS Final Offer: 
Amount to Plaintiff/Atty: N/A 
Inclusive Offer: $6,000.00 

 

Settlement Type: 
Cash Settlement 
Date: 03/07/11 

No Response 
NISM 

PLAINTIFF Final Offer: 
Amount to Plaintiff/Atty: N/A 
Inclusive Offer: $7,000.00 

 

Settlement Type: 
Cash Settlement 
Date: 03/18/11 

Accepted 
NISM 



   
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: N/A Settle case: N/A 
Settlement Type: N/A Attorney Fees (if applicable): 

N/A 
Recommendation of Field: Arbitrate case: N/A Settle case: N/A 
Settlement Type: N/A Attorney Fees (if applicable): 

N/A 
Final Decision: Arbitrate case: N/A Settle case: N/A 
Settlement Type: N/A Attorney Fees (if applicable): 

N/A 

   
TEAM LEAD APPROVING: Patricia McNair Date: 01/20/11 

 



 

 

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. 







RELEASE OF CLAIM 
 
I, and  formerly known as (hereinafter 
referred to as “Releasor(s)”), on behalf of myself/ourselves and my/our assigns, heirs and executors, in 
consideration of $ 7,000.00 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 1GNFK16327J  (“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 , formerly known as 

                                            _______________________________________________ 
     Signature of Notary Public          
 
 

                         _______________________________________________  
                          Print, type or stamp Commissioned Name of Notary Public 

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





















Arlene.Thomas-Randol
New Stamp









































































































PRIVILEGED & CONFIDENTIAL - PREPARED FOR COUNSEL 
BRC CASE ASSESSMENT  

 
Latest Revision Date: July 25, 2011 

 
 

All Fields Are Required 
(Do not delete or modify any sections of this form)  
 
SR: 71-910570057 GM Legal File / BBB Case No.:  n/a 
By: Tiffany Cook/ BRC-Legal Negotiator: Tiffany Cook 
 
Customer Last Name: Cliett 
Only customer's last name to be recorded. Do not include first name. 

State: Pennsylvania 
 

Vehicle ID No.:  
1GNFC13067R  

In Service Date: 
07/26/06 

Vehicle Purchased: 
Used 

BAC Code: 
113794-selling 
119069-servicing 

Year, Make & Model: 2007 Chevrolet Tahoe Vehicle Purchased Used on: 4/1/09 at 
odometer 35,398 
 

Current Mileage: 46,757 Dealer Name: Hill Cadillac, Inc. 
3964 West Chester Pike 
Newtown Square, PA 19073-3209 

Sale Type: Purchase   X    Lease        Other       :  
 

CAM Name: Milton Hamilton 
Phone Number: 914-244-6130 or 
800-440-6130 
Email: milton.hamilton@gm.com  

Lien holder:   GMAC          Other       : Unknown DVM Name: Meriwether Eisenhard 
Phone/Cell Number: 610-213-6107; 
meriwether.eisenhard@gm.com 
 

Purchase Price of Vehicle: $ Unknown  

Was TAC contacted for this vehicle (Y/N)? : No 
 

DVM requests involvement?: No 

 
Attorney Involvement: Kimmel & Silverman P.C. 
PC- Robert Silverman (ext- 114) 
Phone Number : (215) 540-8888 
Fax Number : (215) 540-8817 
 

 
Service Manager Name: Tim Hilsey 
Phone Number : 610-356-4900 
 
 

Are there additional field personnel involved? If Yes, List the name, including role (DVM, DSM, etc.) 
and phone number. Repeat as necessary. 
DDMACHEV- Don Gaskins, Jr.; 215-549-1704, C: 215-266-0591/ donald.gaskins@gm.com/ Node:  
914055 8018 
 
Are there additional dealerships involved? If Yes, List the dealership name, contact name, and phone 
number. Repeat as necessary. 
Bryner Chevrolet, Inc. 
1750 The Fairway 
Jenkintown, PA 19046-1606 
215-886-3140 
 
*Original Selling*  113662    TERMINATED 
Bob Smith Automotive Group, Inc.   
7677 Ocean Gateway 
Easton,  MD  21601-8621 
410-822-1010 
 



 
 

If TAC was contacted, what did they say? (Include TAC case #) 
n/a 

 
If TAC was NOT contacted, why?  (Ask Dealership) DVM/DSM MUST be notified if TAC has not been involved, 
regardless of dealership explanation. 
Repaired by dealer, did not require TAC involvement 

 
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. 
 
n/a 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: 
     

1/25/10 283138 3 46,757 Hill Cadillac, Inc-  
c/s: When the vehicle is started there is a metal rattle sound and you also 
here this sound when driving/ Exhaust gasket blown- Tech replaced left 
and right side exhaust gasket as needed 
*2 Day Rental 

 
 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: 
     

12/28/09 282481 8 46,169 Hill Cadillac, Inc-  
c/s: Vehicle Towed in. There are transmission problems, informed we will 
call client if we need more information/ Manifold tech test drove vehicle, 



delayed engagement, delayed shifts intermittent no movement in any 
range. No codes in system removed transmission and disassemble to 
inspect. Burned 2-4 bands and reverse clutch housing ref# PIP3136M- 
Transmission rebuild,  rebuild all accumulators, reseal 2-4 servo, reseal 
forward 3rd overrun clutch servos, replace forward clutches, 2-4 band, rev. 
input clutch house. Clean soln. Flushed trans cooler 69 degrees .9 GOM. 
Road tested, ok.  
*8 Day rental provided- Enterprise 

     
1/14/10 282906 8 46,603 Hill Cadillac, Inc-  

c/s: Vehicle towed in, undrivable. The trans only works in reverse only 
forward gears/ input planetary gears failed, thrust bearing failed. Tech 
scanned vehicle, no codes, vehicle has no forward gears, burn odor, line 
pressure test (slightly low)- remove, disassemble and inspect transmission 
valve body spacer plate has damage at check ball holes 2-4 band scored/ 
gouged, input planetary gears have failed thrust bearing has failed. Third 
gear fiber clutches damaged indexing tabs, clean debris, replaced 
damaged parts, input carrier to reaction shaft. Road tested, ok. 
*7 Day Rental- Enterprise 

 
 Axle 

       

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

                        n/a 

 
 Body/Trim 

       

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

4/07/09 336001 1 35,398 Bryner Chevrolet, Inc.- 
Reprogram and RKE transmitter replacement- GWM 

     
12/28/09 282481 * 46,169 Hill Cadillac, Inc-  

c/s: Rear defroster tab broken (client added on 1/4/10 1:31PM)/ Rear 
defroster tab broken- Tech replaced and soldered left side rear defroster 
tab as needed 

     
1/25/10 283138 * 46,757 Hill Cadillac, Inc-  

c/s: The D/S inner chrome handle is sharp/ sharp edge on inner chrome 
handle, ran coverage from GMPR *not a covered part_ est. $148.41. To 
replace, part would need to be ordered. (NO REPAIR PERFORMED) 

 
 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: 
     

                        n/a 

 
 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: 
     

12/28/09 282481 * 46,169 Hill Cadillac, Inc-  
Center cap fell of during road test/ missing part, part ordered 

     
1/25/10 283138 * 46,757 Hill Cadillac, Inc-  

c/s: Left front center cap fell off, install SOP/ fell off during road test last 
service visit- Tech replaced l/f center cap as needed. 

 
 Recalls / Campaigns 

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

12/29/06 310517 1 8,299 Bob Smith Automotive Group, Inc.- Terminated 
Performed Campaign # 06162 Product Enhancement- Engine Control 
Module reprogram with SPS- GWM 

     
4/07/09 336001 * 35,398 Bryner Chevrolet, Inc.- 

Performed Recall # 08048A- jumper harness installation- GWM 
     
12/28/09 282481 * 46,169 Hill Cadillac, Inc-  

Performed Campaign # 07007 as needed, reprogram RKE/ Replace battery 
 

 Other 
       

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

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

 

n/a 

 
Have you confirmed modification with the dealership? (Y or N) Y 
 
PERTINENT FACTS FROM All SR’s RELATED TO THIS VIN: 
Concern: 71-794220285- Transmission issue 
Date & Offer/Result: 1/28/2010 Trans rebuild, no cost to customer, rental provided. 
 
Concern: n/a 
Date & Offer/Result: n/a 
 
Concern: n/a 
Date & Offer/Result: n/a 



 
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. 
n/a 

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

 
Under what State? PA 

 
Claimed Presumptive? Yes 

 
Does Purchase Qualify? No 

 
If not, why? Used 

 
 

State Presumption Is: 
# of Visits for a Non-Conformity? 3+ # of Days out of Service? 30+ 
# 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? 1 yr/ 12,000 miles or within 

warranty period 
 
 

 

 
Vehicle Service History (During Presumptive Period) is: 

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

 
Final Repair/Arbitration Complete? No 

 
 
Does History appear Presumptive: No 

 
 

Vehicle Service History (During Limited Warranty Period) is: 
# of Visits for a Non-Conformity? 1- Body/trim # of Days out of Service? 1 
# of visits for a Safety Complaint? 0 # of Visits Total? 1 
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: GM/ GM Cert. 
Additional Days out of Service? 19 Additional # of Repair Visits? 3 
 
Other Considerations: No 
Outcome/Findings of Arb/Final Repair: n/a 
Prior Goodwill/reimbursement: Yes 1/28/10 covered rebuilding of trans for 2nd time 

with loaner vehicle 
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:  
-“D) I am not aware of this vehicle or customer’s concerns. I agree to cede the final decision on this 
case to the Early Resolution program.” 
Meriwether  
 
Meriwether Eisenhard District Manager Aftersales-Cadillac Zone 4312, District 5121 NJ/Phila Cell: 
610-213-6107 E-Mail: meriwether.eisenhard@cadillac.com 
 
-“My selection is option D.”  
From the Blackberry of Don Gaskins 
Pertinent vehicle information provided by dealer Service Manager: 
Hill Cadillac, Inc. SVM Tim Hilsey sts “Towed in for trans concern totally undrivable, Dec. 28th did 
some work, came back the 14th, we overhauled it a second time. Carriers had let go so we went 
back in and replaced the carrier and bearing. After that it appeared to have corrected the trans 
concern... Then after that he came back a week later and wanted a bunch of misc. things done I'm 
not sure why. The repairs we performed on that date which was 1/25/10 were done at no charge to 
him which came out to $202.06 that we ate as a dealer, I'm not sure why but we did it for him 
anyways...” 
Identify at least three main strengths of the customer’s case? 

- Cust has retained an Attorney 
- Vehicle has GM Certified Warranty until 12/19/2014 or 80,000mi 
- Cust dissatisfied with visits to the dlr for trans issues 

Identify at least three main weaknesses of the customer’s case? 
- Vehicle purchased used 
- Vehicle does not appear to meet presumption according to the PA LL guidelines 
- All repairs were covered at no cost to the customer, therefore no breach of warranty 
- Vehicle appears to have been repaired as of 1/25/10 as the vehicle has not been seen by a 

GM dlr for related or new concerns/repairs. 
- It appears that cust’s main concern is with the transmission which was repaired on 1/14/10. 

Are there any considerations to be made under other applicable laws? (Explain in detail) 
n/a 

Recommendation: 
Cash offer of $1500.00-3000.00 plus $1900.00 fees 

Rationale: 
This vehicle does not appear to meet presumption according to the PA LL guidelines as it was 
purchased used and no repairs were made within the presumption period. The first repair to this 
vehicle was at 35K miles to the RKE transmitter. It appears that the customer’s main concern is 
with the transmission which was overhauled on 12/28/09 and again on 1/14/10 due to the carriers 
letting go which needed replaced along with the bearings. After this repair the vehicle left the 
dealership operating per GM specifications and has not returned again for related concerns. On 
1/25/10 the vehicle returned for an exhaust gasket, center cap and chrome handle replacement. It 
is our understanding that the vehicle was repaired as of this visit as the vehicle has not been to any 
GM dealer for new or related concerns/repairs. All repairs made to the vehicle were completed at no 
cost to the customer; therefore there has been no breach of warranty. However, we do 
acknowledge that the vehicle was towed in on two separate occasions involving the transmission 
therefore a small cash settlement is recommended in this case. 
Settlement/Defense Strategy: 

mailto:meriwether.eisenhard@cadillac.com�


Small cash settlement due to vehicle being towed in on two separate occasions concerning the 
transmission 

 
 



 
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. 





   
    
  Form revised 7/25/2011 8:00:00 AM 

Requestor Information: 

Material Requested: 
 

Delivery Instructions: Additional Instructions: Archive Only: 
   

  
 
 
 
 
 

Requesting Group: BRC- Legal Due Date: 12/1/11 
Requested By: Tiffany Cook Today’s Date: 7/25/11 
Email Address: Tiffany_Cook@gmexpert.com Phone: 866-790-5700 Ext 21167 
GM Mail Code: N/A Fax: 866-268-5526 
 
 
 

 Invoice     Invoice Number   Dealer Code  
 

 Emissions State    Invoice Date   Dealer Address 
 

 Key Codes    Other          
 

VIN NUMBER  MAKE  MODEL YEAR  OTHER 
 

1GNFC13067R    

Chevrolet   

2007   

      
 

        

        

       

      
 

        

        

       

      
 

        

        

       

      
 

        

        

       

      
 

        

        

       

      
 

        

        

       

      
 

        

        

       

      
 

        

        

       

      
 

        

        

       

      
 

        

        

       

      
 
 
 

 Fax to Requestor         Received:       
          

 Email          
          

 Call Back         Delivered:       
          

 GM Mail          
 

Request for Vehicle Invoice 
Voice:  (734) 421-0273 ext 107 Fax:  (734) 261-5216 

Email: vehicleinvoice@gmmediaarchive.com  
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PRIVILEGED & CONFIDENTIAL - PREPARED FOR COUNSEL 
BRC CASE ASSESSMENT  

 
Latest Revision Date: July 25, 2011 

 
 

All Fields Are Required 
(Do not delete or modify any sections of this form)  
 
SR: 71-910570057 GM Legal File / BBB Case No.:  n/a 
By: Tiffany Cook/ BRC-Legal Negotiator: Tiffany Cook 
 
Customer Last Name:  
Only customer's last name to be recorded. Do not include first name. 

State: Pennsylvania 
 

Vehicle ID No.:  
1GNFC13067R  

In Service Date: 
07/26/06 

Vehicle Purchased: 
Used 

BAC Code: 
113794-selling 
119069-servicing 

Year, Make & Model: 2007 Chevrolet Tahoe Vehicle Purchased Used on: 4/1/09 at 
odometer 35,398 
 

Current Mileage: 46,757 Dealer Name: Hill Cadillac, Inc. 
3964 West Chester Pike 
Newtown Square, PA 19073-3209 

Sale Type: Purchase   X    Lease        Other       :  
 

CAM Name: Milton Hamilton 
Phone Number: 914-244-6130 or 
800-440-6130 
Email: milton.hamilton@gm.com  

Lien holder:   GMAC          Other       : Unknown DVM Name: Meriwether Eisenhard 
Phone/Cell Number: 610-213-6107; 
meriwether.eisenhard@gm.com 
 

Purchase Price of Vehicle: $47,795.00 BARS (Original Owner)  

Was TAC contacted for this vehicle (Y/N)? : No 
 

DVM requests involvement?: No 

 
Attorney Involvement: Kimmel & Silverman P.C. 
PC- Robert Silverman (ext- 114) 
Phone Number : (215) 540-8888 
Fax Number : (215) 540-8817 
 

 
Service Manager Name: Tim Hilsey 
Phone Number : 610-356-4900 
 
 

Are there additional field personnel involved? If Yes, List the name, including role (DVM, DSM, etc.) 
and phone number. Repeat as necessary. 
DDMACHEV- Don Gaskins, Jr.; 215-549-1704, C: 215-266-0591/ donald.gaskins@gm.com/ Node:  
914055 8018 
 
Are there additional dealerships involved? If Yes, List the dealership name, contact name, and phone 
number. Repeat as necessary. 
Bryner Chevrolet, Inc. 
1750 The Fairway 
Jenkintown, PA 19046-1606 
215-886-3140 
 
*Original Selling*  113662    TERMINATED 
Bob Smith Automotive Group, Inc.   
7677 Ocean Gateway 
Easton,  MD  21601-8621 
410-822-1010 
 



 
 

If TAC was contacted, what did they say? (Include TAC case #) 
n/a 

 
If TAC was NOT contacted, why?  (Ask Dealership) DVM/DSM MUST be notified if TAC has not been involved, 
regardless of dealership explanation. 
Repaired by dealer, did not require TAC involvement 

 
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. 
 
n/a 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: 
     

1/25/10 283138 3 46,757 Hill Cadillac, Inc-  
c/s: When the vehicle is started there is a metal rattle sound and you also 
here this sound when driving/ Exhaust gasket blown- Tech replaced left 
and right side exhaust gasket as needed 
*2 Day Rental 

 
 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: 
     

12/28/09 282481 8 46,169 Hill Cadillac, Inc-  
c/s: Vehicle Towed in. There are transmission problems, informed we will 
call client if we need more information/ Manifold tech test drove vehicle, 



delayed engagement, delayed shifts intermittent no movement in any 
range. No codes in system removed transmission and disassemble to 
inspect. Burned 2-4 bands and reverse clutch housing ref# PIP3136M- 
Transmission rebuild,  rebuild all accumulators, reseal 2-4 servo, reseal 
forward 3rd overrun clutch servos, replace forward clutches, 2-4 band, rev. 
input clutch house. Clean soln. Flushed trans cooler 69 degrees .9 GOM. 
Road tested, ok.  
*8 Day rental provided- Enterprise 

     
1/14/10 282906 8 46,603 Hill Cadillac, Inc-  

c/s: Vehicle towed in, undrivable. The trans only works in reverse only 
forward gears/ input planetary gears failed, thrust bearing failed. Tech 
scanned vehicle, no codes, vehicle has no forward gears, burn odor, line 
pressure test (slightly low)- remove, disassemble and inspect transmission 
valve body spacer plate has damage at check ball holes 2-4 band scored/ 
gouged, input planetary gears have failed thrust bearing has failed. Third 
gear fiber clutches damaged indexing tabs, clean debris, replaced 
damaged parts, input carrier to reaction shaft. Road tested, ok. 
*7 Day Rental- Enterprise 

 
 Axle 

       

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

                        n/a 

 
 Body/Trim 

       

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

4/07/09 336001 1 35,398 Bryner Chevrolet, Inc.- 
Reprogram and RKE transmitter replacement- GWM 

     
12/28/09 282481 * 46,169 Hill Cadillac, Inc-  

c/s: Rear defroster tab broken (client added on 1/4/10 1:31PM)/ Rear 
defroster tab broken- Tech replaced and soldered left side rear defroster 
tab as needed 

     
1/25/10 283138 * 46,757 Hill Cadillac, Inc-  

c/s: The D/S inner chrome handle is sharp/ sharp edge on inner chrome 
handle, ran coverage from GMPR *not a covered part_ est. $148.41. To 
replace, part would need to be ordered. (NO REPAIR PERFORMED) 

 
 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: 
     

                        n/a 

 
 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: 
     

12/28/09 282481 * 46,169 Hill Cadillac, Inc-  
Center cap fell of during road test/ missing part, part ordered 

     
1/25/10 283138 * 46,757 Hill Cadillac, Inc-  

c/s: Left front center cap fell off, install SOP/ fell off during road test last 
service visit- Tech replaced l/f center cap as needed. 

 
 Recalls / Campaigns 

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

12/29/06 310517 1 8,299 Bob Smith Automotive Group, Inc.- Terminated 
Performed Campaign # 06162 Product Enhancement- Engine Control 
Module reprogram with SPS- GWM 

     
4/07/09 336001 * 35,398 Bryner Chevrolet, Inc.- 

Performed Recall # 08048A- jumper harness installation- GWM 
     
12/28/09 282481 * 46,169 Hill Cadillac, Inc-  

Performed Campaign # 07007 as needed, reprogram RKE/ Replace battery 
 

 Other 
       

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

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

 

n/a 

 
Have you confirmed modification with the dealership? (Y or N) Y 
 
PERTINENT FACTS FROM All SR’s RELATED TO THIS VIN: 
Concern: 71-794220285- Transmission issue 
Date & Offer/Result: 1/28/2010 Trans rebuild, no cost to customer, rental provided. 
 
Concern: n/a 
Date & Offer/Result: n/a 
 
Concern: n/a 
Date & Offer/Result: n/a 



 
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. 
n/a 

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

 
Under what State? PA 

 
Claimed Presumptive? Yes 

 
Does Purchase Qualify? No 

 
If not, why? Used 

 
 

State Presumption Is: 
# of Visits for a Non-Conformity? 3+ # of Days out of Service? 30+ 
# 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? 1 yr/ 12,000 miles or within 

warranty period 
 
 

 

 
Vehicle Service History (During Presumptive Period) is: 

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

 
Final Repair/Arbitration Complete? No 

 
 
Does History appear Presumptive: No 

 
 

Vehicle Service History (During Limited Warranty Period) is: 
# of Visits for a Non-Conformity? 1- Body/trim # of Days out of Service? 1 
# of visits for a Safety Complaint? 0 # of Visits Total? 1 
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: GM/ GM Cert. 
Additional Days out of Service? 19 Additional # of Repair Visits? 3 
 
Other Considerations: No 
Outcome/Findings of Arb/Final Repair: n/a 
Prior Goodwill/reimbursement: Yes 1/28/10 covered rebuilding of trans for 2nd time 

with loaner vehicle 
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:  
-“D) I am not aware of this vehicle or customer’s concerns. I agree to cede the final decision on this 
case to the Early Resolution program.” 
Meriwether  
 
Meriwether Eisenhard District Manager Aftersales-Cadillac Zone 4312, District 5121 NJ/Phila Cell: 
610-213-6107 E-Mail: meriwether.eisenhard@cadillac.com 
 
-“My selection is option D.”  
From the Blackberry of Don Gaskins 
Pertinent vehicle information provided by dealer Service Manager: 
Hill Cadillac, Inc. SVM Tim Hilsey sts “Towed in for trans concern totally undrivable, Dec. 28th did 
some work, came back the 14th, we overhauled it a second time. Carriers had let go so we went 
back in and replaced the carrier and bearing. After that it appeared to have corrected the trans 
concern... Then after that he came back a week later and wanted a bunch of misc. things done I'm 
not sure why. The repairs we performed on that date which was 1/25/10 were done at no charge to 
him which came out to $202.06 that we ate as a dealer, I'm not sure why but we did it for him 
anyways...” 
Identify at least three main strengths of the customer’s case? 

- Cust has retained an Attorney 
- Vehicle has GM Certified Warranty until 12/19/2014 or 80,000mi 
- Cust dissatisfied with visits to the dlr for trans issues 

Identify at least three main weaknesses of the customer’s case? 
- Vehicle purchased used 
- Vehicle does not appear to meet presumption according to the PA LL guidelines 
- All repairs were covered at no cost to the customer, therefore no breach of warranty 
- Vehicle appears to have been repaired as of 1/25/10 as the vehicle has not been seen by a 

GM dlr for related or new concerns/repairs. 
- It appears that cust’s main concern is with the transmission which was repaired on 1/14/10. 

Are there any considerations to be made under other applicable laws? (Explain in detail) 
n/a 

Recommendation: 
Cash offer of $1500.00-3000.00 plus $1900.00 fees 

Rationale: 
This vehicle does not appear to meet presumption according to the PA LL guidelines as it was 
purchased used and no repairs were made within the presumption period. The first repair to this 
vehicle was at 35K miles to the RKE transmitter. It appears that the customer’s main concern is 
with the transmission which was overhauled on 12/28/09 and again on 1/14/10 due to the carriers 
letting go which needed replaced along with the bearings. After this repair the vehicle left the 
dealership operating per GM specifications and has not returned again for related concerns. On 
1/25/10 the vehicle returned for an exhaust gasket, center cap and chrome handle replacement. It 
is our understanding that the vehicle was repaired as of this visit as the vehicle has not been to any 
GM dealer for new or related concerns/repairs. All repairs made to the vehicle were completed at no 
cost to the customer; therefore there has been no breach of warranty. However, we do 
acknowledge that the vehicle was towed in on two separate occasions involving the transmission 
therefore a small cash settlement is recommended in this case. 
Settlement/Defense Strategy: 

mailto:meriwether.eisenhard@cadillac.com�


Small cash settlement due to vehicle being towed in on two separate occasions concerning the 
transmission 

 
 



 
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: July 25, 2011 

 
 

All Fields Are Required 
(Do not delete or modify any sections of this form)  
 
SR: 71-910570057 GM Legal File / BBB Case No.:  n/a 
By: Tiffany Cook/ BRC-Legal Negotiator: Tiffany Cook 
 
Customer Last Name:  
Only customer's last name to be recorded. Do not include first name. 

State: Pennsylvania 
 

Vehicle ID No.:  
1GNFC13067R  

In Service Date: 
07/26/06 

Vehicle Purchased: 
Used 

BAC Code: 
113794-selling 
119069-servicing 

Year, Make & Model: 2007 Chevrolet Tahoe Vehicle Purchased Used on: 4/22/09 
at odometer 35,420 
 

Current Mileage: 46,757 Dealer Name: Hill Cadillac, Inc. 
3964 West Chester Pike 
Newtown Square, PA 19073-3209 

Sale Type: Purchase   X    Lease        Other       :  
 

CAM Name: Milton Hamilton 
Phone Number: 914-244-6130 or 
800-440-6130 
Email: milton.hamilton@gm.com  

Lien holder:   GMAC          Other       : Unknown DVM Name: Meriwether Eisenhard 
Phone/Cell Number: 610-213-6107; 
meriwether.eisenhard@gm.com 
 

Purchase Price of Vehicle: $47,795.00 BARS (Original Owner)  

Was TAC contacted for this vehicle (Y/N)? : No 
 

DVM requests involvement?: No 

 
Attorney Involvement: Kimmel & Silverman P.C. 
PC- Robert Silverman (ext- 114) 
Phone Number : (215) 540-8888 
Fax Number : (215) 540-8817 
 

 
Service Manager Name: Tim Hilsey 
Phone Number : 610-356-4900 
 
 

Are there additional field personnel involved? If Yes, List the name, including role (DVM, DSM, etc.) 
and phone number. Repeat as necessary. 
DDMACHEV- Don Gaskins, Jr.; 215-549-1704, C: 215-266-0591/ donald.gaskins@gm.com/ Node:  
914055 8018 
 
Are there additional dealerships involved? If Yes, List the dealership name, contact name, and phone 
number. Repeat as necessary. 
Bryner Chevrolet, Inc. 
1750 The Fairway 
Jenkintown, PA 19046-1606 
215-886-3140 
 
*Original Selling*  113662    TERMINATED 
Bob Smith Automotive Group, Inc.   
7677 Ocean Gateway 
Easton,  MD  21601-8621 
410-822-1010 
 



 
 

If TAC was contacted, what did they say? (Include TAC case #) 
n/a 

 
If TAC was NOT contacted, why?  (Ask Dealership) DVM/DSM MUST be notified if TAC has not been involved, 
regardless of dealership explanation. 
Repaired by dealer, did not require TAC involvement 

 
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. 
 
n/a 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: 
     

1/25/10 283138 3 46,757 Hill Cadillac, Inc-  
c/s: When the vehicle is started there is a metal rattle sound and you also 
here this sound when driving/ Exhaust gasket blown- Tech replaced left 
and right side exhaust gasket as needed 
*2 Day Rental 

 
 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: 
     

12/28/09 282481 8 46,169 Hill Cadillac, Inc-  
c/s: Vehicle Towed in. There are transmission problems, informed we will 
call client if we need more information/ Manifold tech test drove vehicle, 



delayed engagement, delayed shifts intermittent no movement in any 
range. No codes in system removed transmission and disassemble to 
inspect. Burned 2-4 bands and reverse clutch housing ref# PIP3136M- 
Transmission rebuild,  rebuild all accumulators, reseal 2-4 servo, reseal 
forward 3rd overrun clutch servos, replace forward clutches, 2-4 band, rev. 
input clutch house. Clean soln. Flushed trans cooler 69 degrees .9 GOM. 
Road tested, ok.  
*8 Day rental provided- Enterprise 

     
1/14/10 282906 8 46,603 Hill Cadillac, Inc-  

c/s: Vehicle towed in, undrivable. The trans only works in reverse only 
forward gears/ input planetary gears failed, thrust bearing failed. Tech 
scanned vehicle, no codes, vehicle has no forward gears, burn odor, line 
pressure test (slightly low)- remove, disassemble and inspect transmission 
valve body spacer plate has damage at check ball holes 2-4 band scored/ 
gouged, input planetary gears have failed thrust bearing has failed. Third 
gear fiber clutches damaged indexing tabs, clean debris, replaced 
damaged parts, input carrier to reaction shaft. Road tested, ok. 
*7 Day Rental- Enterprise 

 
 Axle 

       

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

                        n/a 

 
 Body/Trim 

       

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

4/07/09 336001 1 35,398 Bryner Chevrolet, Inc.- PRVS OWNER 
Reprogram and RKE transmitter replacement- GWM 

     
12/28/09 282481 * 46,169 Hill Cadillac, Inc-  

c/s: Rear defroster tab broken (client added on 1/4/10 1:31PM)/ Rear 
defroster tab broken- Tech replaced and soldered left side rear defroster 
tab as needed 

     
1/25/10 283138 * 46,757 Hill Cadillac, Inc-  

c/s: The D/S inner chrome handle is sharp/ sharp edge on inner chrome 
handle, ran coverage from GMPR *not a covered part_ est. $148.41. To 
replace, part would need to be ordered. (NO REPAIR PERFORMED) 

 
 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: 
     

                        n/a 

 
 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: 
     

12/28/09 282481 * 46,169 Hill Cadillac, Inc-  
Center cap fell of during road test/ missing part, part ordered 

     
1/25/10 283138 * 46,757 Hill Cadillac, Inc-  

c/s: Left front center cap fell off, install SOP/ fell off during road test last 
service visit- Tech replaced l/f center cap as needed. 

 
 Recalls / Campaigns 

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

12/29/06 310517 1 8,299 Bob Smith Automotive Group, Inc.- Terminated 
Performed Campaign # 06162 Product Enhancement- Engine Control 
Module reprogram with SPS- GWM 

     
4/07/09 336001 * 35,398 Bryner Chevrolet, Inc.- PRVS OWNER 

Performed Recall # 08048A- jumper harness installation- GWM 
     
12/28/09 282481 * 46,169 Hill Cadillac, Inc-  

Performed Campaign # 07007 as needed, reprogram RKE/ Replace battery 
 

 Other 
       

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

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

 

n/a 

 
Have you confirmed modification with the dealership? (Y or N) Y 
 
PERTINENT FACTS FROM All SR’s RELATED TO THIS VIN: 
Concern: 71-794220285- Transmission issue 
Date & Offer/Result: 1/28/2010 Trans rebuild, no cost to customer, rental provided. 
 
Concern: n/a 
Date & Offer/Result: n/a 
 
Concern: n/a 
Date & Offer/Result: n/a 



 
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. 
n/a 

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

 
Under what State? PA 

 
Claimed Presumptive? Yes 

 
Does Purchase Qualify? No 

 
If not, why? Used 

 
 

State Presumption Is: 
# of Visits for a Non-Conformity? 3+ # of Days out of Service? 30+ 
# 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? 1 yr/ 12,000 miles or within 

warranty period 
 
 

 

 
Vehicle Service History (During Presumptive Period) is: 

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

 
Final Repair/Arbitration Complete? No 

 
 
Does History appear Presumptive: No 

 
 

Vehicle Service History (During Limited Warranty Period) is: 
# of Visits for a Non-Conformity? 1- Body/trim # of Days out of Service? 1 
# of visits for a Safety Complaint? 0 # of Visits Total? 1 
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: GM/ GM Cert. 
Additional Days out of Service? 19 Additional # of Repair Visits? 3 
 
Other Considerations: No 
Outcome/Findings of Arb/Final Repair: n/a 
Prior Goodwill/reimbursement: No n/a 
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:  
-“D) I am not aware of this vehicle or customer’s concerns. I agree to cede the final decision on this 
case to the Early Resolution program.” 
Meriwether  
 
Meriwether Eisenhard District Manager Aftersales-Cadillac Zone 4312, District 5121 NJ/Phila Cell: 
610-213-6107 E-Mail: meriwether.eisenhard@cadillac.com 
 
-“My selection is option D.”  
From the Blackberry of Don Gaskins 
Pertinent vehicle information provided by dealer Service Manager: 
Hill Cadillac, Inc. SVM Tim Hilsey sts “Towed in for trans concern totally undrivable, Dec. 28th did 
some work, came back the 14th, we overhauled it a second time. Carriers had let go so we went 
back in and replaced the carrier and bearing. After that it appeared to have corrected the trans 
concern... Then after that he came back a week later and wanted a bunch of misc. things done I'm 
not sure why. The repairs we performed on that date which was 1/25/10 were done at no charge to 
him which came out to $202.06 that we ate as a dealer, I'm not sure why but we did it for him 
anyways...” 
Identify at least three main strengths of the customer’s case? 

- Cust has retained an Attorney 
- Vehicle has GM Certified Warranty until 12/19/2014 or 80,000mi 
- Cust dissatisfied with visits to the dlr for trans issues 

Identify at least three main weaknesses of the customer’s case? 
- Vehicle purchased used 
- Vehicle does not appear to meet presumption according to the PA LL guidelines 
- All repairs were covered at no cost to the customer, therefore no breach of warranty 
- Vehicle appears to have been repaired as of 1/25/10 as the vehicle has not been seen by a 

GM dlr for related or new concerns/repairs. 
- It appears that cust’s main concern is with the transmission which was repaired on 1/14/10. 

Are there any considerations to be made under other applicable laws? (Explain in detail) 
n/a 

Recommendation: 
Cash offer of $1500.00-3000.00 plus $1900.00 fees 

Rationale: 
This vehicle does not appear to meet presumption according to the PA LL guidelines as it was 
purchased used and no repairs were made within the presumption period. The first repair to this 
vehicle was at 35K miles to the RKE transmitter. It appears that the customer’s main concern is 
with the transmission which was overhauled on 12/28/09 and again on 1/14/10 due to the carriers 
letting go which needed replaced along with the bearings. After this repair the vehicle left the 
dealership operating per GM specifications and has not returned again for related concerns. On 
1/25/10 the vehicle returned for an exhaust gasket, center cap and chrome handle replacement. It 
is our understanding that the vehicle was repaired as of this visit as the vehicle has not been to any 
GM dealer for new or related concerns/repairs. All repairs made to the vehicle were completed at no 
cost to the customer; therefore there has been no breach of warranty. However, we do 
acknowledge that the vehicle was towed in on two separate occasions involving the transmission 
therefore a small cash settlement is recommended in this case. 
Settlement/Defense Strategy: 

mailto:meriwether.eisenhard@cadillac.com�


Small cash settlement due to vehicle being towed in on two separate occasions concerning the 
transmission 

 
 



 
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 
July 25, 2011 
 
Robert Silverman, Esq. 
KIMMEL & SILVERMAN 
30 E. Butler Pike 
Ambler, PA 19002 
 
RE:  
 Service Request: 71-910570057 

2007 Chevrolet Tahoe 
 Vehicle Identification Number: 1GNFC13067R
 Customer Relationship Specialist: Tiffany Cook 
 
Dear Mr. Silverman: 
 
We regret that your client(s) is dissatisfied with his 2007 Chevrolet Tahoe 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 $1,500.00 plus $1,900.00 Attorney fees. 
 
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. 
 



Page 2 
 

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 
 
 
cc:  FILE 
 
LG0044 
V10142009 
 
Attach. 
 
 
 
 
_____________________________________ 
  Odometer 
 
_____________________________________ ____________________________________ 

Client’s Signature    Client’s Signature 
 
_____________________________________ ____________________________________ 

Date       Date 
 





 
 
 

        VIA FAX ONLY 
July 25, 2011 
 
Robert Silverman, Esq. 
KIMMEL & SILVERMAN 
30 E. Butler Pike 
Ambler, PA 19002 
 
RE:  
 Service Request: 71-910570057 

2007 Chevrolet Tahoe 
 Vehicle Identification Number: 1GNFC13067R
 Customer Relationship Specialist: Tiffany Cook  
 
Dear Mr. Silverman: 
 
On February 7, 2011 we communicated to you General Motors’ offer to resolve the above-referenced 
matter.  To date, we have not received a response from you or your client(s) to this offer. 
 
For your convenience, enclosed with this letter is another copy of General Motors’ offer.  We ask that 
you discuss General Motors’ offer with your client(s) at your earliest opportunity.  If your client(s) agree 
with the terms of the 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 ask that 
you contact us immediately via facsimile using the number on the fax cover sheet regarding the 
resolution of this matter. 
 
Our primary goal is to maintain and promote customer satisfaction by promptly resolving your client(s) 
concerns.  With that in mind, we are hopeful that we can resolve this matter within the next ten (10) 
calendar days.  We look forward to hearing from you within this time frame.  If your client has not 
accepted our offer within this time frame, this offer will be withdrawn and the matter will be considered 
closed. 
 
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 
 
cc:  FILE 
 
 
 
LG0047 
V10142009
 







































 
 
 

        VIA FAX ONLY 
July 25, 2011 
 
Robert Silverman, Esq. 
KIMMEL & SILVERMAN 
30 E. Butler Pike 
Ambler, PA 19002 
 
RE:  
 Service Request: 71-910570057 

2007 Chevrolet Tahoe 
 Vehicle Identification Number: 1GNFC13067R
 Customer Relationship Specialist: Tiffany Cook  
 
Dear Mr. Silverman: 
 
We regret that your client(s) is dissatisfied with his 2007 Chevrolet Tahoe 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 $2,300.00 plus $1900.00 fees. 
 
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 
 
 
cc:  FILE 
 
LG0044 
V10142009 
 
Attach. 
 
 
 
 
_____________________________________ 
  Odometer 
 
_____________________________________ ____________________________________ 

Client’s Signature    Client’s Signature 
 
_____________________________________ ____________________________________ 

Date       Date 
 



























 
 
 

        VIA FAX ONLY 
July 25, 2011 
 
Robert Silverman, Esq. 
KIMMEL & SILVERMAN 
30 E. Butler Pike 
Ambler, PA 19002 
 
RE:  
 Service Request: 71-910570057 

2007 Chevrolet Tahoe 
 Vehicle Identification Number: 1GNFC13067R
 Customer Relationship Specialist: Tiffany Cook  
 
Dear Mr. Silverman: 
 
We regret that your client(s) is dissatisfied with his 2007 Chevrolet Tahoe 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 $2,800.00 plus 1,900.00 fees. 
 
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 
 
 
cc:  FILE 
 
LG0044 
V10142009 
 
Attach. 
 
 
 
 
_____________________________________ 
  Odometer 
 
_____________________________________ ____________________________________ 

Client’s Signature    Client’s Signature 
 
_____________________________________ ____________________________________ 

Date       Date 
 















 
 
 

        VIA FAX ONLY 
April 4, 2011 
 
Robert Silverman, Esq. 
KIMMEL & SILVERMAN 
30 E. Butler Pike 
Ambler, PA 19002 
 
RE:  
 Service Request: 71-910570057 

2007 Chevrolet Tahoe 
 Vehicle Identification Number: 1GNFC13067R
 Customer Relationship Specialist: Tiffany Cook  
 
Dear Mr. Silverman: 
 
We regret that your client(s) is dissatisfied with his 2007 Chevrolet Tahoe 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 $3,000.00 plus $1,900.00 fees. 
 
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 
 
 
cc:  FILE 
 
LG0044 
V10142009 
 
Attach. 
 
 
 
 
_____________________________________ 
  Odometer 
 
_____________________________________ ____________________________________ 

Client’s Signature    Client’s Signature 
 
_____________________________________ ____________________________________ 

Date       Date 
 


















































