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July 26, 2011 
 

Carl Junction, MO
 
 
 
Dear Jill, 
 
Thank you for your support of Chevrolet.  As we agreed, the necessary paperwork has been 
completed and forwarded to General Motors Protection Plan (GMPP) for the Smart Care plan on 
your 2007 Chevrolet Suburban, Vehicle Identification Number 3GNFK16337G   The 
processing time will take approximately eight weeks.   
 
You will be notified by GMPP once the plan has been processed and you will receive complete 
details on your plan's coverage at that time. This letter will serve as your policy until you receive 
your plan confirmation.  Should you require service prior to receiving your plan confirmation 
from GMPP, simply bring this letter to your local Chevrolet Dealership.  Your complete 
satisfaction is very important to us at Chevrolet.  We hope the issuance of this GMPP 
demonstrates our appreciation of you as a valued customer. 
 
At Chevrolet, our commitment to customer satisfaction is a top priority.  If you have future 
questions, please don’t hesitate to email us using the Contact Us link at Chevrolet.com or call us 
at 1-800-222-1020.   
 
Sincerely,  
 
Chevrolet Customer Assistance Center 
Service Request: 71-919719875 
 
 
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. 
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Report Vehicle GMPP: Summary
Current as of: 03/08/2011 - 1:52 PM EST

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

Transaction Mode: Online

User ID: 1w5x8n

User Role: Central Office Administrator

Timestamp Date: 2011-03-08 13:52:00.13

Status Pending

Vehicle Identifier Customer Information

Vehicle Category: GM, Used Plan Customer: Individual

VIN: 3GNFK16337G Customer Type: Owner

             

Sales Information

Dealer Code: 32888 Carl Junction , Missouri , United

States    

Action: Add Protection Plan Evening Phone: 

Odometer: 17104 Daytime Phone: 

Delivery Date: 03/07/2011 Ext: 

Reference number: Primary Language: English

Secondary Language: 

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

Lienholder Type: Other

Chevrolet

P.O. Box 33170

Detroit, Michigan 48232

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

Plan Purchase Date: 03/07/2011

In Service Date: 03/07/2011

Schedule Type GMPP Retail

Promotion Code: 

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

Plan Type: Smart Care Retail

Term: 12

Mileage Limit: 15000

Deductible: 0

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



 

Rental Type: None

Plan Price: $0.00

Tax: $0.00

Total: $0.00

© 2008 General Motors. All Rights Reserved. Page 2 of 2
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        VIA FAX ONLY 
February 22, 2011 
 
William R. McGee Esq.  
Law Offices of William R. McGee  
16855 West Bernardo Drive, Suite 380  
San Diego, CA 92127 
 
RE:  
Service Request: 71-920566661 
2007 Chevrolet Tahoe 
Vehicle Identification Number: 1GNFK13047J  
Customer Relationship Specialist: Abigail 
 
Dear Mr. McGee: 
 
This is to advise that General Motors is in receipt of the above referenced case dated February 16, 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 
February 22, 2011 
 
Joe Schafer 
Folsom Chevrolet/Geo, Inc. 
12655 Automall Circle  
Folsom, CA 95630-8099 
 
RE:  
Service Request: 71-920566661 
2007 Chevrolet Tahoe 
Vehicle Identification Number: 1GNFK13047J
Customer Relationship Specialist: Abigail 
 
Dear Mr. Schafer: 
 
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 
 
 





























 

 

Requestor Information: 

Material Requested: 
 

Delivery Instructions: Additional Instructions: Archive Only: 
   

  
 
 
 
 
 

Requesting Group: GM BRC Legal Due Date: 02/23/11 
Requested By: Abigail Blake Today’s Date: 7/26/11 
Email Address: Abigail_Blake@gmexpert.com Phone: (866) 790-5700 41015 
GM Mail Code:       Fax: (866) 775-9467 
 
 
 

 Invoice     Invoice Number   Dealer Code  
 

 Emissions State    Invoice Date   Dealer Address 
 

 Key Codes    Other   Need invoice to show MSRP, Need R010 & R028 also  
 

VIN NUMBER  MAKE  MODEL YEAR  OTHER 
 

1GNFK13047J    

Chevrolet   

2007   

Tahoe 
 

        

        

       

      
 

        

        

       

      
 

        

        

       

      
 

        

        

       

      
 

        

        

       

      
 

        

        

       

      
 

        

        

       

      
 

        

        

       

      
 

        

        

       

      
 

        

        

       

      
 
 
 

 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  

 

mailto:vehicleinvoice@gmmediaarchive.com�
































































PRIVILEGED & CONFIDENTIAL - PREPARED FOR COUNSEL 
BRC CASE ASSESSMENT  

 
Demand Letter: February 16, 2011 

Case Assessment Created: February 22, 2011 
Latest Revision Date: February 28, 2011 

 
 

All Fields Are Required 
(Do not delete or modify any sections of this form)  
 
SR: 71-920566661 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: California 
 

Vehicle ID No.:  
1GNFK13047J

In Service Date: 
10/8/2006 

Vehicle Purchased: 
New 

BAC Code: 
112187 
 

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

Current Mileage: 38,832 Dealer Name:  
Folsom Chevrolet/Geo, Inc. 

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

CAM Name: Miklos Gonzalez 
Phone: (805) 373-8417 
Fax: (805) 373-9598 
Email: miklos.gonzalez@gm.com 

Lien holder: GMAC X Other N/A 
 
GMAC / Ally Financial – (800) 216-4622 
6716 Grade Lane Building 9, Suite 910  
Louisville, KY 40213-3117 
 

 
DDMA Leonard Deprez  
Office: (916) 771-8905 
Cell: (916) 203-2262 
Email: leonard.deprez@gm.com 

Purchase Price of Vehicle: $ 42,100.73  

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

DDMA/RCCDMA requests 
involvement?: No 

 
Attorney: William R. McGee 
Firm: Law Offices of William R. McGee 
Phone: (858) 485-9140 
Fax: (858) 485-9961 
Email: LemonAtty@aol.com 
Address: 16855 West Bernardo Drive, Suite 380  
San Diego, CA 92127 
 

 
 
Service Manager: Joe Schafer 
Phone: (916) 985-5600 
Fax: (916) 985-5616 
Address: 12655 Automall Circle 
Folsom, CA  95630-8099 

Are there additional field personnel involved? If Yes, List the name, including role (DDMA/RCCDMA/ 
DMS/RCCDPM, etc.) and phone number. Repeat as necessary. 
 
No. 
 
Are there additional dealerships involved? If Yes, List the dealership name, contact name, and phone 
number. Repeat as necessary. 
 
No. 
 

 
 



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

 
If TAC was NOT contacted, why?  (Ask Dealership DDMA/RCCDMA MUST be notified if TAC has not been 
involved, regardless of dealership explanation. 
Technical Assistance Center contact was not needed. 

 
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: 
     

08/16/10 320310 3 33,903 Folsom Chevrolet/Geo, Inc. 
 
C/S When starting engine cold, it has a knocking noise. / Started 
vehicle when warm and found no noises. Did change oil and will 
restart in AM. Started in AM and found normal piston rattle. 
Normal characteristic of this engine. Will not cause wear or any 
issue with engine. – No corrections needed. Normal operation 
of this design of engine. Normal piston noise. 
 
Rental Vehicle Provided. 

     
08/16/10 320310 * 33,903 Folsom Chevrolet/Geo, Inc. 

 
C/S In 1,500 miles vehicle uses 1 ½ quarts of oil. / Verified. No 
leaks. No codes. No breather system or air intake faults. All looks 
good. - Starting oil consumption test. Level is correct and needs 
to be checked by technician 428 only. Need information about 
driving habits, vehicle usage and trips taken (city or highway). 

     
08/20/10 320508 1 33,926 Folsom Chevrolet/Geo, Inc. 

 
C/S Continue oil consumption test. / Continued oil consumption 
test. – Check oil level and note in book. Inspected vehicle for oil 
leaks. None. Checked oil level and found oil level at full mark. 
Advised.  

     



01/13/11 326291 3 38,479 Folsom Chevrolet/Geo, Inc. 
 
C/S Engine is burning oil. Check and report. / Oil spraying on 
number seven cylinder, as per bulletin 10-06-01-008A. -
Technician 977, as per bulletin 10-06-01-008A, removed oil 
pan and installed shield over bypass valve. Replaced gasket and 
filled with oil. Installed top engine cleaner in all cylinders. Let sit 
and ran engine. Rechecked for proper oil level and operation. 
Verified no leaks at this time.   

 
 Restraints 

       

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

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

 Steering 
       

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

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

 Transmission 
       

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

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

 Axle 
       

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

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

 Body/Trim 
       

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

11/27/06 261188 1 1,444 Folsom Chevrolet/Geo, Inc. 
 
C/S N/A / Molding tailgate, lift gate outer panel, one piece – 
remove and repair or replace 

     
03/12/07 267220 1 4,000 Folsom Chevrolet/Geo, Inc. 

 
C/S N/A / Strip rear door window outer sealing. – Right, remove 
and repair or replace. 

     
03/12/07 267220 * 4,000 Folsom Chevrolet/Geo, Inc. 

 
C/S N/A / Strip rear door window outer sealing. – Left, remove 
and repair or replace. 

     
08/16/10 320310 * 33,903 Folsom Chevrolet/Geo, Inc. 

 
C/S Rear lift gate supports will not keep lid up on hot days. / 
Rear hatch strut leak. – Replaced rear lift gate struts. 
Rechecked. Okay. 

     
08/20/10 320508 * 33,926 Folsom Chevrolet/Geo, Inc. 

 
C/S Found WWOD grain chipped after radio was installed. / See 
repair order number 320310. – Installed special ordered part, 
console trim plate. 



 
 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: 
     

07/21/09 305680 1 25,161  Folsom Chevrolet/Geo, Inc. 
 
C/S Right rear head rest DVD picture keeps scrolling. Check and 
report. / Faulty DVD, head rest player. Verified the right side 
DVD screen is not clear. Determined faulty DVD player. – 
Replaced right side DVD module, screen assembly. Recheck 
operation, okay. 

     
07/06/10 318560 2 32,758 Folsom Chevrolet/Geo, Inc. 

 
C/S Right DVD player is inoperative. Check and Report. Has DVD 
in player. / See repair order number 305680. Date: 07/21/09. 
Performed inspection and found power to pass DVD player, but 
will not turn on. Advised. – Replaced RH DVD display unit. 
Rechecked, okay. 

     
08/16/10 320310 * 33,903 Folsom Chevrolet/Geo, Inc. 

 
C/S CD player, when playing, is making a howling noise. / 
Internal noise from CD player. – Installed new radio and 
programmed code 809BE.  

     
01/13/11 326291 * 38,479 Folsom Chevrolet/Geo, Inc. 

 
C/S At times is unable to use car phone. Also, at the same time, 
is unable to contact On-Star. / Test On-Star. Made two phone 
calls and both calls went through. Called On-Star they received 
call and had no problems with this vehicle. Customer has enough 
minutes until November. Performed OBD, no codes stored. On-
Star is operating as designed. Found bulletin PIC4310F. 
Current SID IS00112, CAL mode four and signal strength is 55. 
System is okay at this time. – System is operating as 
designed. 

     
02/14/11 327480 2 38,832 Folsom Chevrolet/Geo, Inc. 

 
C/S When DVD player is on and vehicle is accelerating there is a 
whistling squeal sound. / Road tested vehicle with customer and 
verified noise from speakers with DVD on. Researched bulletins 
and PI’s. Number PIC4739H applies for headrest type DVD 
players. Per PI checked that DVD player were monitor “A” is in 
driver’s head rest and monitor “B” is in the passenger’s head 
rest. Checked. Okay. Ordered noise filter per PI number 
PIC4739H. 

 
 Glass 

       

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

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



 HVAC 
       

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

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

 Paint 
       

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

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

 Suspension 
       

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

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

 Wheel/Tires 
       

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

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

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

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

 Other 
       

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

08/16/10 320310 * 33,903 Folsom Chevrolet/Geo, Inc. 
 
C/S Perform oil, lube, filter service. / Maintenance. – 
Completed oil, lube and filter service, eighteen point inspection, 
topped off all fluid levels and installed window stickers. 
 
Rental Vehicle Provided. 

 
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: 
 
N/A 
Concern: N/A 
Date & Offer/Result: N/A 
 
N/A 
Concern: N/A 
Date & Offer/Result: N/A 
 
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? California 
 
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. 
The subject vehicle has suffered from serious defects and nonconformities to warranty, including, but 
not limited to: three (3) separate repair attempts for DVD/CD/Entertainment system defects, two (2) 
separate repair attempts for engine/engine oil defects, and two (2) separate repair attempts for 
molding/trim defects.  
 
Note: This section only applicable for Legal cases 
Is Lemon Law Pled/Alleged?: Yes 

 
Under what State? California 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? 2 # of Visits Total? N/A 
Must Complaint Continue to Exist? N/A Final Repair/Arbitration Required? N/A 
Time Period for filing a Claim? 18 months / 18,000 miles  

 
 

 
Vehicle Service History (During Presumptive Period) is: 

# of Visits for a Non-Conformity? 1 # 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? 4 # of Days out of Service? 9 
# of visits for a Safety Complaint? 0 # of Visits Total? 7 
Must Complaint Continue to Exist? N/A 

 
Final Repair or Arbitration Req’d? N/A 

 
 
Related Repairs beyond NVLW: Yes 
Customer Pay? No If no, identify responsible party: Warranty 

Internal 
Additional Days out of Service? 5 Additional # of Repair Visits? 2 
 
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:  
Leonard Deprez: 
Option B) I am not aware of this vehicle or customer’s concerns. Please note: you will be notified of 
the final resolution once a settlement has been reached. 
Pertinent vehicle information provided by dealer Service Manager: 
Joe Schafer - Folsom Chevrolet/Geo, Inc.: 
This vehicle was purchased back in 2006. The repair orders go way back. I don't have some of the 
early repair orders. I am having some trouble finding them.  They don't seem like they are pertinent 
to the situation they are having. There were a couple of trim items and a tire monitor issue early 
on.  I cannot seem to find those repair orders; They were purged because the customer hadn't been 
in for quite some time.  I don't know if those are going to be pertinent to your case or not.  I will be 
sending the service documents, customer incentive acknowledgement form, worksheet and sales 
contract to you now.  If you do not receive it with in the next thirty minutes please give me a call. 
There was no trade in.  The vehicle did not have any aftermarket items installed, though we did 
install a GM DVD player before sale. There were not any collisions or insurance claims that I am 
aware of. We haven't had any issues outside of the oil consumption that would need the Technical 
Assistance Centers involvement. I would have to look through the repair orders to get the Technical 
Assistance Center's information, if there is any.  I do not think there was a Technical Assistance 
Center case though. The days out of service can be verified using the repair order date, invoice date 
and time stamps on the internal copies. 
Identify at least three main strengths of the customer’s case? 
There have been four repairs toward an oil leak/oil consumption concern with in this consumer’s 
ownership and the vehicle is still well with in the power train limited warranty. The oil leak/oil 
consumption concern is considered to be a “known” issue as indicated in bulletin 10-06-01-008A. 
Identify at least three main weaknesses of the customer’s case? 
There has not been more than one repair attempt towards any non-conformity with in the 
presumption period.  

Are there any considerations to be made under other applicable laws? (Explain in detail) 
Song Beverly Consumer Act 

Recommendation: 
Cash Settlement to offset the customer’s inconvenience. 
$7,000-$9,000 Inclusive  
If plaintiff counsel/consumer does not accept, repurchase vehicle. 
Rationale: 
Though there has not been more than one repair attempt towards any non-conformity with in the 
presumption period, there have been four repairs toward an oil leak/oil consumption concern with in 
this consumer’s ownership and the vehicle is still well with in the power train limited warranty. The 
oil leak/oil consumption concern is considered to be a “known” issue as indicated in bulletin 10-06-
01-008A. 
Settlement/Defense Strategy: 

Cash Settlement $7,000-$9,000 Inclusive 
If plaintiff counsel/consumer does not accept, repurchase vehicle. 
Please see the rationale section above for Defense Strategy. 
 



  
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: 02/16/11 
N/A 

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: Debra Solimine Date: 02/22/11 

 



 

 

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. 















PRIVILEGED & CONFIDENTIAL - PREPARED FOR COUNSEL 
BRC CASE ASSESSMENT  

 
Demand Letter: February 16, 2011 

Case Assessment Created: February 22, 2011 
Latest Revision Date: February 28, 2011 

 
 

All Fields Are Required 
(Do not delete or modify any sections of this form)  
 
SR: 71-920566661 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: California 
 

Vehicle ID No.:  
1GNFK13047J

In Service Date: 
10/8/2006 

Vehicle Purchased: 
New 

BAC Code: 
112187 
 

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

Current Mileage: 38,832 Dealer Name:  
Folsom Chevrolet/Geo, Inc. 

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

CAM Name: Miklos Gonzalez 
Phone: (805) 373-8417 
Fax: (805) 373-9598 
Email: miklos.gonzalez@gm.com 

Lien holder: GMAC X Other N/A 
 
GMAC / Ally Financial – (800) 216-4622 
6716 Grade Lane Building 9, Suite 910  
Louisville, KY 40213-3117 
 

 
DDMA Leonard Deprez  
Office: (916) 771-8905 
Cell: (916) 203-2262 
Email: leonard.deprez@gm.com 

Purchase Price of Vehicle: $ 42,100.73  

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

DDMA/RCCDMA requests 
involvement?: No 

 
Attorney: William R. McGee 
Firm: Law Offices of William R. McGee 
Phone: (858) 485-9140 
Fax: (858) 485-9961 
Email: LemonAtty@aol.com 
Address: 16855 West Bernardo Drive, Suite 380  
San Diego, CA 92127 
 

 
 
Service Manager: Joe Schafer 
Phone: (916) 985-5600 
Fax: (916) 985-5616 
Address: 12655 Automall Circle 
Folsom, CA  95630-8099 

Are there additional field personnel involved? If Yes, List the name, including role (DDMA/RCCDMA/ 
DMS/RCCDPM, etc.) and phone number. Repeat as necessary. 
 
No. 
 
Are there additional dealerships involved? If Yes, List the dealership name, contact name, and phone 
number. Repeat as necessary. 
 
No. 
 

 
 



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

 
If TAC was NOT contacted, why?  (Ask Dealership DDMA/RCCDMA MUST be notified if TAC has not been 
involved, regardless of dealership explanation. 
Technical Assistance Center contact was not needed. 

 
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: 
     

08/16/10 320310 3 33,903 Folsom Chevrolet/Geo, Inc. 
 
C/S When starting engine cold, it has a knocking noise. / Started 
vehicle when warm and found no noises. Did change oil and will 
restart in AM. Started in AM and found normal piston rattle. 
Normal characteristic of this engine. Will not cause wear or any 
issue with engine. – No corrections needed. Normal operation 
of this design of engine. Normal piston noise. 
 
Rental Vehicle Provided. 

     
08/16/10 320310 * 33,903 Folsom Chevrolet/Geo, Inc. 

 
C/S In 1,500 miles vehicle uses 1 ½ quarts of oil. / Verified. No 
leaks. No codes. No breather system or air intake faults. All looks 
good. - Starting oil consumption test. Level is correct and needs 
to be checked by technician 428 only. Need information about 
driving habits, vehicle usage and trips taken (city or highway). 

     
08/20/10 320508 1 33,926 Folsom Chevrolet/Geo, Inc. 

 
C/S Continue oil consumption test. / Continued oil consumption 
test. – Check oil level and note in book. Inspected vehicle for oil 
leaks. None. Checked oil level and found oil level at full mark. 
Advised.  

     



01/13/11 326291 3 38,479 Folsom Chevrolet/Geo, Inc. 
 
C/S Engine is burning oil. Check and report. / Oil spraying on 
number seven cylinder, as per bulletin 10-06-01-008A. -
Technician 977, as per bulletin 10-06-01-008A, removed oil 
pan and installed shield over bypass valve. Replaced gasket and 
filled with oil. Installed top engine cleaner in all cylinders. Let sit 
and ran engine. Rechecked for proper oil level and operation. 
Verified no leaks at this time.   

 
 Restraints 

       

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

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

 Steering 
       

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

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

 Transmission 
       

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

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

 Axle 
       

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

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

 Body/Trim 
       

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

11/27/06 261188 1 1,444 Folsom Chevrolet/Geo, Inc. 
 
C/S N/A / Molding tailgate, lift gate outer panel, one piece – 
remove and repair or replace 

     
03/12/07 267220 1 4,000 Folsom Chevrolet/Geo, Inc. 

 
C/S N/A / Strip rear door window outer sealing. – Right, remove 
and repair or replace. 

     
03/12/07 267220 * 4,000 Folsom Chevrolet/Geo, Inc. 

 
C/S N/A / Strip rear door window outer sealing. – Left, remove 
and repair or replace. 

     
08/16/10 320310 * 33,903 Folsom Chevrolet/Geo, Inc. 

 
C/S Rear lift gate supports will not keep lid up on hot days. / 
Rear hatch strut leak. – Replaced rear lift gate struts. 
Rechecked. Okay. 

     
08/20/10 320508 * 33,926 Folsom Chevrolet/Geo, Inc. 

 
C/S Found WWOD grain chipped after radio was installed. / See 
repair order number 320310. – Installed special ordered part, 
console trim plate. 



 
 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: 
     

07/21/09 305680 1 25,161  Folsom Chevrolet/Geo, Inc. 
 
C/S Right rear head rest DVD picture keeps scrolling. Check and 
report. / Faulty DVD, head rest player. Verified the right side 
DVD screen is not clear. Determined faulty DVD player. – 
Replaced right side DVD module, screen assembly. Recheck 
operation, okay. 

     
07/06/10 318560 2 32,758 Folsom Chevrolet/Geo, Inc. 

 
C/S Right DVD player is inoperative. Check and Report. Has DVD 
in player. / See repair order number 305680. Date: 07/21/09. 
Performed inspection and found power to pass DVD player, but 
will not turn on. Advised. – Replaced RH DVD display unit. 
Rechecked, okay. 

     
08/16/10 320310 * 33,903 Folsom Chevrolet/Geo, Inc. 

 
C/S CD player, when playing, is making a howling noise. / 
Internal noise from CD player. – Installed new radio and 
programmed code 809BE.  

     
01/13/11 326291 * 38,479 Folsom Chevrolet/Geo, Inc. 

 
C/S At times is unable to use car phone. Also, at the same time, 
is unable to contact On-Star. / Test On-Star. Made two phone 
calls and both calls went through. Called On-Star they received 
call and had no problems with this vehicle. Customer has enough 
minutes until November. Performed OBD, no codes stored. On-
Star is operating as designed. Found bulletin PIC4310F. 
Current SID IS00112, CAL mode four and signal strength is 55. 
System is okay at this time. – System is operating as 
designed. 

     
02/14/11 327480 2 38,832 Folsom Chevrolet/Geo, Inc. 

 
C/S When DVD player is on and vehicle is accelerating there is a 
whistling squeal sound. / Road tested vehicle with customer and 
verified noise from speakers with DVD on. Researched bulletins 
and PI’s. Number PIC4739H applies for headrest type DVD 
players. Per PI checked that DVD player were monitor “A” is in 
driver’s head rest and monitor “B” is in the passenger’s head 
rest. Checked. Okay. Ordered noise filter per PI number 
PIC4739H. 

 
 Glass 

       

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

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



 HVAC 
       

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

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

 Paint 
       

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

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

 Suspension 
       

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

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

 Wheel/Tires 
       

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

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

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

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

 Other 
       

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

08/16/10 320310 * 33,903 Folsom Chevrolet/Geo, Inc. 
 
C/S Perform oil, lube, filter service. / Maintenance. – 
Completed oil, lube and filter service, eighteen point inspection, 
topped off all fluid levels and installed window stickers. 
 
Rental Vehicle Provided. 

 
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: 
 
N/A 
Concern: N/A 
Date & Offer/Result: N/A 
 
N/A 
Concern: N/A 
Date & Offer/Result: N/A 
 
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? California 
 
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. 
The subject vehicle has suffered from serious defects and nonconformities to warranty, including, but 
not limited to: three (3) separate repair attempts for DVD/CD/Entertainment system defects, two (2) 
separate repair attempts for engine/engine oil defects, and two (2) separate repair attempts for 
molding/trim defects.  
 
Note: This section only applicable for Legal cases 
Is Lemon Law Pled/Alleged?: Yes 

 
Under what State? California 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? 2 # of Visits Total? N/A 
Must Complaint Continue to Exist? N/A Final Repair/Arbitration Required? N/A 
Time Period for filing a Claim? 18 months / 18,000 miles  

 
 

 
Vehicle Service History (During Presumptive Period) is: 

# of Visits for a Non-Conformity? 1 # 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? 4 # of Days out of Service? 9 
# of visits for a Safety Complaint? 0 # of Visits Total? 7 
Must Complaint Continue to Exist? N/A 

 
Final Repair or Arbitration Req’d? N/A 

 
 
Related Repairs beyond NVLW: Yes 
Customer Pay? No If no, identify responsible party: Warranty 

Internal 
Additional Days out of Service? 5 Additional # of Repair Visits? 2 
 
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:  
Leonard Deprez: 
Option B) I am not aware of this vehicle or customer’s concerns. Please note: you will be notified of 
the final resolution once a settlement has been reached. 
Pertinent vehicle information provided by dealer Service Manager: 
Joe Schafer - Folsom Chevrolet/Geo, Inc.: 
This vehicle was purchased back in 2006. The repair orders go way back. I don't have some of the 
early repair orders. I am having some trouble finding them.  They don't seem like they are pertinent 
to the situation they are having. There were a couple of trim items and a tire monitor issue early 
on.  I cannot seem to find those repair orders; They were purged because the customer hadn't been 
in for quite some time.  I don't know if those are going to be pertinent to your case or not.  I will be 
sending the service documents, customer incentive acknowledgement form, worksheet and sales 
contract to you now.  If you do not receive it with in the next thirty minutes please give me a call. 
There was no trade in.  The vehicle did not have any aftermarket items installed, though we did 
install a GM DVD player before sale. There were not any collisions or insurance claims that I am 
aware of. We haven't had any issues outside of the oil consumption that would need the Technical 
Assistance Centers involvement. I would have to look through the repair orders to get the Technical 
Assistance Center's information, if there is any.  I do not think there was a Technical Assistance 
Center case though. The days out of service can be verified using the repair order date, invoice date 
and time stamps on the internal copies. 
Identify at least three main strengths of the customer’s case? 
There have been four repairs toward an oil leak/oil consumption concern with in this consumer’s 
ownership and the vehicle is still well with in the power train limited warranty. The oil leak/oil 
consumption concern is considered to be a “known” issue as indicated in bulletin 10-06-01-008A. 
Identify at least three main weaknesses of the customer’s case? 
There has not been more than one repair attempt towards any non-conformity with in the 
presumption period.  

Are there any considerations to be made under other applicable laws? (Explain in detail) 
Song Beverly Consumer Act 

Recommendation: 
Cash Settlement to offset the customer’s inconvenience. 
$8,500-$12,000 Inclusive  
If plaintiff counsel/consumer does not accept, repurchase vehicle. 
Rationale: 
Though there has not been more than one repair attempt towards any non-conformity with in the 
presumption period, there have been four repairs toward an oil leak/oil consumption concern with in 
this consumer’s ownership and the vehicle is still well with in the power train limited warranty. The 
oil leak/oil consumption concern is considered to be a “known” issue as indicated in bulletin 10-06-
01-008A. 
Settlement/Defense Strategy: 

Cash Settlement $8,500-$12,000 Inclusive 
If plaintiff counsel/consumer does not accept, repurchase vehicle. 
Please see the rationale section above for Defense Strategy. 
 



  
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: 02/16/11 

Countered 
NISM 

CRS Intial Offer: 
Amount to Plaintiff/Atty: N/A 
Inclusive Offer: $8,500.00 
  

 

Settlement Type: 
Cash Settlement 
Date: 03/02/11 

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: Debra Solimine Date: 02/22/11 

 



 

 

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 2, 2011 
 
William R. McGee Esq.  
Law Offices of William R. McGee  
16855 West Bernardo Drive, Suite 380  
San Diego, CA 92127 
 
RE:  
Service Request: 71-920566661 
2007 Chevrolet Tahoe 
Vehicle Identification Number: 1GNFK13047J  
Customer Relationship Specialist: Abigail 
 
Dear Mr. McGee: 
 
We regret that your client(s) is dissatisfied with her 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 $ 8,500. 
 
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 $ 8,500 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 Tahoe bearing Vehicle Identification Number 1GNFK13047J (“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 11, 2011 
 
William R. McGee Esq.  
Law Offices of William R. McGee  
16855 West Bernardo Drive, Suite 380  
San Diego, CA 92127 
 
RE:  
Service Request: 71-920566661 
2007 Chevrolet Tahoe 
Vehicle Identification Number: 1GNFK13047J  
Customer Relationship Specialist: Abigail 
 
Dear Mr. McGee: 
 
On March 2, 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 



July 27, 2011 
 

Murrells Inlet, SC 
 
 
RE: Service Request: 71-921625606 

2007 Yukon XL Denali  
Vehicle Identification Number: 1GKFK66887
Customer Relationship Specialist: Dalia  

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

arlene.thomas-randol
New Stamp



July 27, 2011 
 
 

Great Falls, MT  
 
 
 
Dear  
 
Enclosed is the GM Product Recall/Special Coverage Customer Reimbursement Claim Form.  
Please complete the form in its entirety and return it to the address listed on the bottom of the 
form.   
 
We will be happy to review your request for reimbursement for the listed repair once we have 
received this completed form and any additional documentation that may be required (see the 
attached reimbursement claim for details).   
 
After receiving your completed claim form and documentation, we will carefully review the 
documents to confirm the repairs were directly related to the condition described in the 
recall/special coverage.  While we cannot guarantee all reimbursement requests will be honored, 
we will thoroughly review each request carefully for reimbursement consideration. 
 
At GMC, our commitment to customer satisfaction is a top priority.  If you have future 
questions, please don’t hesitate to email us using the Contact Us link at GMC.com or call us at 1-
800-462-8782.   
 
Sincerely,  
 
GMC Customer Assistance Center 
Service Request: 71-921981019 
 
 
 
 
 
 
 
 
 
 

arlene.thomas-randol
New Stamp



GENERAL MOTORS 
PRODUCT RECALL OR SPECIAL COVERAGE CUSTOMER REIMBURSEMENT 

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

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

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

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

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

 
Division 

 
Number 

Deaf, Hearing Impaired 
or Speech Impaired * 

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

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

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

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

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

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



Product Recall or Special Coverage Customer Reimbursement Claim Form 
 

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

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

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

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

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

 
 



arlene.thomas-randol
New Stamp













 
 
 

        VIA FAX ONLY 
February 28, 2011 
 
 
Gregory Moss, Esq. 
KROHN & MOSS 
120 W Madison St 10th Fl 
Chicago, IL 60602 
 
RE:   
 Service Request: 71-922543446 

2007 GMC Yukon 
 Vehicle Identification Number: 1GKFK16307J

Customer Relationship Specialist: Marcia  
 
Dear Mr. Moss: 
 
This is to advise that General Motors is in receipt of the above referenced case dated February 24, 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 agreement 
        Other:  Release of Lien  

  
 Buyer’s agreement 

 General Motors 
 ATTN: BRC Legal 
 P.O. Box 33170 
 Detroit, MI 48232 
 
If you have further questions, please contact our Business Resource Center at 1-800-231-1841 Monday 
through Friday between 8:00 a.m. and 5:00 p.m., Eastern Time.  Please refer to the service request 
number above and a Customer Relationship Specialist will be happy to assist you. 
 
Sincerely, 
 
General Motors 



 

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

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



































































































April 6, 2011 
 
Alex Simanovsky, Esq. 
Simanovsky & Associates 
2300 Henderson Mill Rd NE Ste 300 
Atlanta, GA 30345 
 
 
RE:  v. General Motors 

Service Request: 71-922624590 
2007 Chevrolet Tahoe 
Vehicle Identification Number: 1GNFK13057R  
Mediation Liaison: Billie  

 
 
Dear Mr. Simanovsky: 
 
Enclosed please find a check in the amount of $6,000.00 made payable to and 
Alex Simanovsky & Associates to settle the above-referenced case. 
 
If you have further questions, please contact our Business Resource Center at 1-800-231-1841 
Monday through Friday between 8:00 a.m. and 5:00 p.m., Eastern Time.  Please refer to the 
service request number above and a Customer Relationship Specialist will be happy to assist 
you. 
 
Sincerely, 
 
General Motors 
 
 
 
LG0062 
V10132009
 

arlene.thomas-randol
New Stamp































































































































































































































PRIVILEGED & CONFIDENTIAL - PREPARED FOR COUNSEL 
BRC CASE ASSESSMENT  

 
Latest Revision Date: 7/27/2011 

 
 

All Fields Are Required 
(Do not delete or modify any sections of this form)  
 
SR: 71-922624590 GM Legal File / BBB Case No.:  N/A 
By: Billie Comeaux/BRC/ML Negotiator: Billie Comeaux/BRC/ML 
 
Customer Last Name:  
Only customer's last name to be recorded. Do not include first name. 

State: GA 
 

Vehicle ID No.:  
1GNFK13057R  

In Service Date: 
05/31/08 

Vehicle Purchased: 
New 

BAC Code: 
132966 
 

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

Current Mileage: 28,457 Dealer Name : Jacky Jones Chevrolet 
Sale Type: Purchase XX  Lease        Other       :  
 

CAM Name: Wes Preece 
Phone Number: 678-240-9832 
 

Lien holder:   GMAC          Other XX  : Tennessee Valley 
Federal Credit Union 

DVM Name: Dwellion Howard 
Phone/Cell Number: 770-880-7276 
 

Purchase Price of Vehicle: $ 49,604.00  

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

DVM requests involvement?: Yes 

 
Attorney Involvement: Alex Simanovsky & Associates, LLC 
                                 Alex Simanovsky 
Phone Number : 770-414-1002 
Fax Number : 770-414-9891 
 

 
Service Manager Name: Mike Pope 
Phone Number : 828-837-2322 
 
 

Are there additional field personnel involved? If Yes, List the name, including role (DVM, DSM, etc.) 
and phone number. Repeat as necessary. 
DDMA Jeff Sullivan, 423-802-1687 
 
Are there additional dealerships involved? If Yes, List the dealership name, contact name, and phone 
number. Repeat as necessary. 
BAC - 112530     
JACKSON CHEVROLET BUICK GMC, INC.   
706-638-4222   
Svc Mgr Margaret Stone 
 

 
 

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. 
{Explanation} 



 
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.  
 
XX 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: 
     

02/02/08 172423 1 566 (Walter Jackson)  Customer states SES light on./Failure code 9Z, complaint 
code WG. – J9992, customer concern not duplicated. 

     
05/12/08 181768 1 105 (Jacky Jones)  Customer states engine running rough./Found #7 spark 

plug dead. – Replaced # 7 spark plug, cleared codes and test drove. 
     
12/04/08 186107 1* 218 (Jacky Jones)  Customer states SES Light on./ TDC C2300, found Catalytic 

Cconverter bad (stopped up). - Catalytic Converter replaced. 
* Verified with svc mgr 

 
 Restraints 

       

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

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

 Steering 
       

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

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

 Transmission 
       

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

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

 Axle 
       

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

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

 Body/Trim 
       

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

01/16/09 186994 1 3036 (Jacky Jones)  Customer states rubber on back wiper has come off 



blade./Found rear wiper blade rubber split. – Replaced rear wiper blade. 
 
Customer states drivers inside door handle is peeling./Found driver inside 
door handle chrome peeling. – Replace door handle. 

     
07/20/09 190679 1 9427 (Jacky Jones)  Customer states right rear interior trim loose behind 

seat./Found right C pillar trim warped. – Ordered trim piece. 
     
07/28/09 190849 1 10356 (Jacky Jones) Customer states right rear interior trim loose behind 

seat./Found right interior quarter panel trim warped and loose.  – 
Replaced right quarter panel trim. 

     
04/15/10 201468 1 17204 (Jacky Jones)  Customer states interior trim above liftgate is 

warped./Warped – Replaced warped trim rear upper hatch. 
     
01/03/11 177687 1* 25437 (Jackson)  Customer states check drivers mirror goes down, won’t come 

up when put in drive./Bad wire connection. – Remove left door panel and 
repair wore to mirror, recheck, OK at this time. 
(*Verified with svc mgr) 

     
02/21/11 207772 1 28458 (Jacky Jones)  Customer states Drivers door trim came off./Found handle 

pocket loose. -  Need to access panel to repair door trim panel and 
reattach pocket and handle assembly with attached screws; OK. 

 
 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: 
     

06/16/06 580014 N/A 29 (Classic)  PRIOR TO DELIVERY - Factory radio has no audio./Checked 
data, no codes, checked power and grounds and all speakers for shorts or 
opens, none.  Check amplifier control circuit, circuit OK.  Replaced 
amplifier retest, still no audio; swap radio from stock unit and program 
retest, 81287, current trace wiring found white circuit 7066 shorted to 
ground, trace wiring found video module screw shorting out no audio. – 
replaced amplifier and repaired short in harness to video module, repaired 
wiring and retest, OK, cleared code. 

     
11/28/08 163143 1 383 (Jackson)  Customer states service engine light on./Scanned, found code 

P0116, found bad connection at ECT connector. – Repaired connector, 
retested all, codes cleared at this time. 

     



12/04/08 186107 * 218 (Jacky Jones)  Customer states both headlamps fogged over./Both lamps 
milky, lamp capsules cracked. -  Necessary to R&R both left and right 
lamps. 
 
Customer states needs two remotes (DVD in truck)./ Missing. – Replaced, 
handled internally as part of conversion package. 
 
Customer states two headsets missing./ )./ Missing. – Replaced, handled 
internally as part of conversion package. 

     
12/23/08 186508 1* 1913 (Jacky Jones)  Customer states navigation unit inop./Data scan and follow 

slow.  Replaced disc and restarted, connected Tech 2 TAC Case # 
25912408. -  Nav Radio replaced. 
*Verified with svc mgr 

     
01/27/11 207347 1 28457 (Jacky Jones)  Customer states driver side mirror when in reverse goes 

down and won’t go back up with electric, have to manually push./ Gear 
inside mirror was stripped – Outside rear view mirror replacement left 
side. 
*Verified with svc mgr 

     
01/03/11 177687 * 25437 (Jackson)  Customer states remote not working./Remote not transmitting.- 

Replace remote and reprogram remotes. 
 

 Glass 
       

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

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

 HVAC 
       

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

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

 Paint 
       

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

12/04/08 186107 * 218 (Jacky Jones)  Customer states spot on hood faded./ Faded paint.* – 
buffed out. 
*verified by svc mgr 

 
 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: 
     

05/07/09 189105 1 7272 (Jacky Jones)  Customer states terrible vibration 70-75 MPH after 
service./Wheels out of balance* – Balanced two 20’s and reset TPM 
system. 
*Verified svc mgr 

     
01/27/11 207347 * 28457 (Jacky Jones)  Customer states tire sensor light on/off, been going on for 

long time./Scan system-OK, tire pressures not set to correct pressures, 
pressures as low as 26 PSI. – Set tire pressures to 38 PSI and reset 
monitor system. 

     



01/03/11 177687 * 25437 (Jackson)  Customer states left front and rear tire says low./Found right 
rear tire sensor bad, not displaying correctly. – Replace sensor and 
reprogram tire sensor, recheck; Ok at this time. 

 
 Recalls / Campaigns 

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

02/27/08 180212 1 3 (Jacky Jones)  Recall 06162./Incorrect calibration. – Reflash ECM. 
 
Recall 07033./Incorrect calibration. – Reflash BCM. 

     
12/04/08 186107 * 218 (Jacky Jones)  Recall 08048./Install harness and replace fuse. 
     
07/12/10 203264 1 20022 (Jacky Jones)  Recall 10153, V2281 Disable heated windshield module. 
 

 Other 
       

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

02/21/11 207772 * 28458 (Jacky Jones)  Customer states vibration above 70 MPH, steering wheel 
shake and  back seat vibrates; Balanced all 4 wheels and tires. 

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



 
ACCIDENT / INSURANCE INFORMATION: 
Repeat as necessary 
 
Has the vehicle ever been involved in an accident? (Y or N) No 
Did you confirm your answer with the dealer/Customer (if 
ADR)/attorney (if Legal)? (Y or N) 

Yes 

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

 
Are the RO's attached if the vehicle was in an accident? (Y or N) N/A 
Has the customer filed any insurances claims on this Vehicle? (Y or N) N/A 
If Yes obtain the following information below  
   
Insurance Company: N/A  
   
Insurance Rep :   
N/A    
Phone # N/A  
   
Claim Made? (Y or N): N/A  
   
Claim Status:   
N/A    
Claim # N/A  
  
Did Insurance Company refer customer to GM? (Y or N)   N/A 
  
If Yes. Did the insurance company deny the claim? (Y or N) N/A 
 
AFTERMARKET MODIFICATIONS:  
Are there any Aftermarket Modifications to the Vehicle? (Y or N) Yes 
 
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. 

Regency Conversion 

Wheels, tires, and paint 

 
Have you confirmed modification with the dealership? (Y or N) Yes 
 
PERTINENT FACTS FROM All SR’s RELATED TO THIS VIN: 
Concern: SP-10645193  PQC - NAV RADIO  UVB  REPLACE 
Date & Offer/Result: No resolution, case still open. 
 
Concern: 71-885699108 - CAC - Multiple Concerns - no resolution, DDMA to work directly with 
customer. 
Date & Offer/Result: No resolution, DDMA to work directly with customer - closed 01/11/11. 
 
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? {State} 
 
What is the customer eligible for based on the BBB Program Eligibility Guidelines and 
the specific states lemon law requirements for meeting presumption? (Explain in Detail) 
 
Unique GM Program Summary Requirements for Repurchase/Replacement in Applicable State: 
{Eligibility Detail} 

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

 



 
Customer/Plaintiff Seeks: 
Repurchase plus 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. 
Violations of U.C.C., Magnuson - Moss 

 
Note: This section only applicable for Legal cases 
Is Lemon Law Pled/Alleged?: No 

 
Under what State? GA 

 
Claimed Presumptive? Yes 

 
Does Purchase Qualify? Yes 

 
If not, why? N/A 

 
 

State Presumption Is: 24/24K 
# of Visits for a Non-Conformity? 3 # of Days out of Service? 30 
# of visits for a Safety Complaint?  N/A # of Visits Total? 4 
Must Complaint Continue to Exist? Yes Final Repair/Arbitration Required? Yes 
Time Period for filing a Claim? Three years following the date of 

original delivery of 
the motor vehicle to the consumer. 

 
 

 

 
Vehicle Service History (During Presumptive Period) is: 

# of Visits for a Non-Conformity? 3 Engine 
4 Trim 
3 Electrical 
1 Wheel 

# of Days out of Service? 10 

# of visits for a Safety Complaint? N/A # of Visits Total? 11 
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? 3 Engine 

7 Trim 
5 Electrical 
3 Wheel 

# of Days out of Service? 13 

# of visits for a Safety Complaint? N/A # of Visits Total? 15 
Must Complaint Continue to Exist? Yes 

 
Final Repair or Arbitration Req’d? Yes 

 
 
Related Repairs beyond NVLW: No 
Customer Pay? No If no, identify responsible party: N/A 
Additional Days out of Service? N/A Additional # of Repair Visits? N/A 
 
Other Considerations: Yes 
Outcome/Findings of Arb/Final Repair: Scheduled for 03/15/11 
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:  
jeffery.b.sullivan@chevrolet.com  
 
Hi; 
 
   Option B. jeff 
 
 
 
Billie, 
  
I have information on this case that may assist in your review. I will review any repurchase or replacement offer 
before it is made. I would also like to be notified of the BRC decision to offer cash or other goodwill settlement.  
 
I have personally spoken with this customer as a result of case 71-885699108.  Related communications to follow.  
After a review of this customers file the CAC District Specialist and I did not find grounds for a repurchase or 
replacement of this customer's vehicle.  However, after personally discussing this matter with the customer, I 
offered to provide an Owner Loyalty Certificate once the vehicle is beyond the Bumper to Bumper Warranty on 
May 31, 2011.  This OLC would have been approximately $4,900.  The owner was very pleased and I have not 
heard from him since that time. 
 
 
Dwellion 
 
Dwellion Howard 
District Manager - Aftersales 
General Motors - Southeast Region 
Customer Care and Aftersales 
cell: 770-880-7276 
fax: 770-708-2380 
dwellion.howard@gm.com 
 
 
Pertinent vehicle information provided by dealer Service Manager: 
Service Manager Mike Pope does not recall anything in particular with this customer or vehicle. 

Identify at least three main strengths of the customer’s case? 
Customer is within filing period for LL. 
Customer may meet presumption (if previous complaint is verified during FRA). 
Customer is within NVLW. 
Identify at least three main weaknesses of the customer’s case? 
Most of customers complaints are single repair trim and electrical concerns (not repeat repairs). 
One of customer’s engine complaints was never duplicated. 
Customer had accepted offer for an OLC ($4900.00 value) prior to sending in demand letter. 
Are there any considerations to be made under other applicable laws? (Explain in detail) 
None 

Recommendation: 
Depending on outcome of FRA, crs recommends cash settlement of $4,000.00 to $6,500.00, 
inclusive. 
 
MSRP - $49,425.00 
Rationale: 



Most complaints were minor trim issues or one time electrical concerns, one engine concern was 
never duplicated, customer had already accepted an OLC to be provided once vehicle was out of 
NVLW by DDMA Dwellion Howard.  Tires and wheels were part of conversion package, not 
warrantable items. 
Settlement/Defense Strategy: 

Most complaints were minor trim issues or one time electrical concerns, one engine concern was 
never duplicated, customer had already accepted an OLC to be provided once vehicle was out of 
NVLW by DDMA Dwellion Howard.  Tires and wheels were part of conversion package, not 
warrantable items. 
 
 



 
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: $Repurchase/$Fees 
Inclusive Offer: $N/A 

 

Settlement Type: 
Repurchase 

Date: 02/22/11 
Countered 

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

 

Settlement Type: 
{Goodwill Type} 

Date: 
{mm/dd/yy} 

{Accepted / Countered} 

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

 

Settlement Type: 
{Goodwill Type} 

Date: 
{mm/dd/yy} 

{Accepted / Countered} 

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

 

Settlement Type: 
{Goodwill Type} 

Date: 
{mm/dd/yy} 

{Accepted / Countered} 

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

 

Settlement Type: 
{Goodwill Type} 

Date: 
{mm/dd/yy} 

{Accepted / Declined} 

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

 

Settlement Type: 
{Goodwill Type} 

Date: 
{mm/dd/yy} 

{Accepted / Declined} 



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

${Amount} 
 

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

 
Attorney Fees (if applicable): 
${Amount} 

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

${Amount} 
 

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

 



 

 

COMPONENT DESCRIPTION 

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

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

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

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

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

Engine/Fuel & 
Exhaust 

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

Glass All glass and window components. 
HVAC All components related to heating, air conditioning and temperature. 
Paint All paint specific issues (Not metal related). 
Restraints All SIR, airbags and seatbelt issues. 
Steering All steering related components including steering wheel & key, column, rack and pinion, pump 

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

and alignment issues. 
Transmission All automatic & manual transmission, transfer case and 4 wheel drive component issues. 
Wheels/Tires All wheel covers, rims, hub caps, lug nuts, tire jack, regular and spare tire. 











































































































































PRIVILEGED & CONFIDENTIAL - PREPARED FOR COUNSEL 
BRC CASE ASSESSMENT  

 
Latest Revision Date: 7/27/2011 

 
 

All Fields Are Required 
(Do not delete or modify any sections of this form)  
 
SR: 71-922624590 GM Legal File / BBB Case No.:  N/A 
By: Billie Comeaux/BRC/ML Negotiator: Billie Comeaux/BRC/ML 
 
Customer Last Name:  
Only customer's last name to be recorded. Do not include first name. 

State: GA 
 

Vehicle ID No.:  
1GNFK13057R  

In Service Date: 
05/31/08 

Vehicle Purchased: 
New 

BAC Code: 
132966 
 

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

Current Mileage: 28,458 Dealer Name : Jacky Jones Chevrolet 
Sale Type: Purchase XX  Lease        Other       :  
 

CAM Name: Wes Preece 
Phone Number: 678-240-9832 
 

Lien holder:   GMAC          Other XX  : Tennessee Valley 
Federal Credit Union 

DVM Name: Dwellion Howard 
Phone/Cell Number: 770-880-7276 
 

Purchase Price of Vehicle: $ 49,604.00  

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

DVM requests involvement?: Yes 

 
Attorney Involvement: Alex Simanovsky & Associates, LLC 
                                 Alex Simanovsky 
Phone Number : 770-414-1002 
Fax Number : 770-414-9891 
 

 
Service Manager Name: Mike Pope 
Phone Number : 828-837-2322 
 
 

Are there additional field personnel involved? If Yes, List the name, including role (DVM, DSM, etc.) 
and phone number. Repeat as necessary. 
DDMA Jeff Sullivan, 423-802-1687 
 



Are there additional dealerships involved? If Yes, List the dealership name, contact name, and phone 
number. Repeat as necessary. 
BAC - 112530     
JACKSON CHEVROLET BUICK GMC, INC.   
706-638-4222   
Svc Mgr Margaret Stone 
 
BAC - 112543 
WALTER JACKSON CHEVROLET, INC.   
7069352381 
 
BAC – 112295 
CLASSIC CHEVROLET, LTD.   
8174211200 
 
BAC – 132250 
REGENCY VANS   
8174687171 
 
BAC - 216254 
Bentley Chevrolet Cadillac 
2567644551 

 
 

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. 
{Explanation} 

 
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.  
 
XX 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: 
     



02/02/08 172423 1 566 (Walter Jackson)  Customer states SES light on./Failure code 9Z, complaint 
code WG. – J9992, customer concern not duplicated. 

     
05/12/08 181768 1 105 (Jacky Jones)  Customer states engine running rough./Found #7 spark 

plug dead. – Replaced # 7 spark plug, cleared codes and test drove. 
     
12/04/08 186107 1* 218 (Jacky Jones)  Customer states SES Light on./ TDC C2300, found Catalytic 

Cconverter bad (stopped up). - Catalytic Converter replaced. 
* Verified with svc mgr 

 
 Restraints 

       

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

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

 Steering 
       

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

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

 Transmission 
       

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

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

 Axle 
       

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

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

 Body/Trim 
       

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

01/16/09 186994 1 3036 (Jacky Jones)  Customer states rubber on back wiper has come off 
blade./Found rear wiper blade rubber split. – Replaced rear wiper blade. 
 
Customer states drivers inside door handle is peeling./Found driver inside 
door handle chrome peeling. – Replace door handle. 

     
07/20/09 190679 1 9427 (Jacky Jones)  Customer states right rear interior trim loose behind 

seat./Found right C pillar trim warped. – Ordered trim piece. 
     
07/28/09 190849 1 10356 (Jacky Jones) Customer states right rear interior trim loose behind 

seat./Found right interior quarter panel trim warped and loose.  – 
Replaced right quarter panel trim. 

     
04/15/10 201468 1 17204 (Jacky Jones)  Customer states interior trim above liftgate is 

warped./Warped – Replaced warped trim rear upper hatch. 
     
01/03/11 177687 1* 25437 (Jackson)  Customer states check drivers mirror goes down, won’t come 

up when put in drive./Bad wire connection. – Remove left door panel and 
repair wore to mirror, recheck, OK at this time. 
(*Verified with svc mgr) 

     
02/21/11 207772 1 28458 (Jacky Jones)  Customer states Drivers door trim came off./Found handle 

pocket loose. -  Need to access panel to repair door trim panel and 
reattach pocket and handle assembly with attached screws; OK. 

 



 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: 
     

06/16/06 580014 N/A 29 (Classic)  PRIOR TO DELIVERY - Factory radio has no audio./Checked 
data, no codes, checked power and grounds and all speakers for shorts or 
opens, none.  Check amplifier control circuit, circuit OK.  Replaced 
amplifier retest, still no audio; swap radio from stock unit and program 
retest, 81287, current trace wiring found white circuit 7066 shorted to 
ground, trace wiring found video module screw shorting out no audio. – 
replaced amplifier and repaired short in harness to video module, repaired 
wiring and retest, OK, cleared code. 

     
11/28/08 163143 1 383 (Jackson)  Customer states service engine light on./Scanned, found code 

P0116, found bad connection at ECT connector. – Repaired connector, 
retested all, codes cleared at this time. 

     
12/04/08 186107 * 218 (Jacky Jones)  Customer states both headlamps fogged over./Both lamps 

milky, lamp capsules cracked. -  Necessary to R&R both left and right 
lamps. 
 
Customer states needs two remotes (DVD in truck)./ Missing. – Replaced, 
handled internally as part of conversion package. 
 
Customer states two headsets missing./ )./ Missing. – Replaced, handled 
internally as part of conversion package. 

     
12/23/08 186508 1* 1913 (Jacky Jones)  Customer states navigation unit inop./Data scan and follow 

slow.  Replaced disc and restarted, connected Tech 2 TAC Case # 
25912408. -  Nav Radio replaced. 
*Verified with svc mgr 

     
01/27/11 207347 1 28457 (Jacky Jones)  Customer states driver side mirror when in reverse goes 

down and won’t go back up with electric, have to manually push./ Gear 
inside mirror was stripped – Outside rear view mirror replacement left 
side. 
*Verified with svc mgr 

     
01/03/11 177687 * 25437 (Jackson)  Customer states remote not working./Remote not transmitting.- 

Replace remote and reprogram remotes. 
 

 Glass 
       

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

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

 HVAC 
       

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

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



 
 Paint 

       

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

12/04/08 186107 * 218 (Jacky Jones)  Customer states spot on hood faded./ Faded paint.* – 
buffed out. 
*verified by svc mgr 

 
 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: 
     

05/07/09 189105 1 7272 (Jacky Jones)  Customer states terrible vibration 70-75 MPH after 
service./Wheels out of balance* – Balanced two 20’s and reset TPM 
system. 
*Verified svc mgr 

     
01/27/11 207347 * 28457 (Jacky Jones)  Customer states tire sensor light on/off, been going on for 

long time./Scan system-OK, tire pressures not set to correct pressures, 
pressures as low as 26 PSI. – Set tire pressures to 38 PSI and reset 
monitor system. 

     
01/03/11 177687 * 25437 (Jackson)  Customer states left front and rear tire says low./Found right 

rear tire sensor bad, not displaying correctly. – Replace sensor and 
reprogram tire sensor, recheck; Ok at this time. 

 
 Recalls / Campaigns 

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

02/27/08 180212 1 3 (Jacky Jones)  Recall 06162./Incorrect calibration. – Reflash ECM. 
 
Recall 07033./Incorrect calibration. – Reflash BCM. 

     
12/04/08 186107 * 218 (Jacky Jones)  Recall 08048./Install harness and replace fuse. 
     
07/12/10 203264 1 20022 (Jacky Jones)  Recall 10153, V2281 Disable heated windshield module. 
 

 Other 
       

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

02/21/11 207772 * 28458 (Jacky Jones)  Customer states vibration above 70 MPH, steering wheel 
shake and  back seat vibrates; Balanced all 4 wheels and tires. 

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



 
ACCIDENT / INSURANCE INFORMATION: 
Repeat as necessary 
 
Has the vehicle ever been involved in an accident? (Y or N) No 
Did you confirm your answer with the dealer/Customer (if 
ADR)/attorney (if Legal)? (Y or N) 

Yes 

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

 
Are the RO's attached if the vehicle was in an accident? (Y or N) N/A 
Has the customer filed any insurances claims on this Vehicle? (Y or N) N/A 
If Yes obtain the following information below  
   
Insurance Company: N/A  
   
Insurance Rep :   
N/A    
Phone # N/A  
   
Claim Made? (Y or N): N/A  
   
Claim Status:   
N/A    
Claim # N/A  
  
Did Insurance Company refer customer to GM? (Y or N)   N/A 
  
If Yes. Did the insurance company deny the claim? (Y or N) N/A 
 
AFTERMARKET MODIFICATIONS:  
Are there any Aftermarket Modifications to the Vehicle? (Y or N) Yes 
 
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. 

Regency Conversion 

Wheels, tires, and paint 

 
Have you confirmed modification with the dealership? (Y or N) Yes 
 
PERTINENT FACTS FROM All SR’s RELATED TO THIS VIN: 
Concern: SP-10645193  PQC - NAV RADIO  UVB  REPLACE 
Date & Offer/Result: No resolution, case still open. 
 
Concern: 71-885699108 - CAC - Multiple Concerns - no resolution, DDMA to work directly with 
customer. 
Date & Offer/Result: No resolution, DDMA to work directly with customer - closed 01/11/11. 
 
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? {State} 
 
What is the customer eligible for based on the BBB Program Eligibility Guidelines and 
the specific states lemon law requirements for meeting presumption? (Explain in Detail) 
 
Unique GM Program Summary Requirements for Repurchase/Replacement in Applicable State: 
{Eligibility Detail} 

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

 



 
Customer/Plaintiff Seeks: 
Repurchase plus 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. 
Violations of U.C.C., Magnuson - Moss 

 
Note: This section only applicable for Legal cases 
Is Lemon Law Pled/Alleged?: No 

 
Under what State? GA 

 
Claimed Presumptive? Yes 

 
Does Purchase Qualify? Yes 

 
If not, why? N/A 

 
 

State Presumption Is: 24/24K 
# of Visits for a Non-Conformity? 3 # of Days out of Service? 30 
# of visits for a Safety Complaint?  N/A # of Visits Total? 4 
Must Complaint Continue to Exist? Yes Final Repair/Arbitration Required? Yes 
Time Period for filing a Claim? Three years following the date of 

original delivery of 
the motor vehicle to the consumer. 

 
 

 

 
Vehicle Service History (During Presumptive Period) is: 

# of Visits for a Non-Conformity? 3 Engine 
4 Trim 
3 Electrical 
1 Wheel 

# of Days out of Service? 10 

# of visits for a Safety Complaint? N/A # of Visits Total? 11 
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? 3 Engine 

7 Trim 
5 Electrical 
3 Wheel 

# of Days out of Service? 13 

# of visits for a Safety Complaint? N/A # of Visits Total? 15 
Must Complaint Continue to Exist? Yes 

 
Final Repair or Arbitration Req’d? Yes 

 
 
Related Repairs beyond NVLW: No 
Customer Pay? No If no, identify responsible party: N/A 
Additional Days out of Service? N/A Additional # of Repair Visits? N/A 
 
Other Considerations: Yes 
Outcome/Findings of Arb/Final Repair: Scheduled for 03/15/11 
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:  
jeffery.b.sullivan@chevrolet.com  
 
Hi; 
 
   Option B. jeff 
 
 
 
Billie, 
  
I have information on this case that may assist in your review. I will review any repurchase or replacement offer 
before it is made. I would also like to be notified of the BRC decision to offer cash or other goodwill settlement.  
 
I have personally spoken with this customer as a result of case 71-885699108.  Related communications to follow.  
After a review of this customers file the CAC District Specialist and I did not find grounds for a repurchase or 
replacement of this customer's vehicle.  However, after personally discussing this matter with the customer, I 
offered to provide an Owner Loyalty Certificate once the vehicle is beyond the Bumper to Bumper Warranty on 
May 31, 2011.  This OLC would have been approximately $4,900.  The owner was very pleased and I have not 
heard from him since that time. 
 
 
Dwellion 
 
Dwellion Howard 
District Manager - Aftersales 
General Motors - Southeast Region 
Customer Care and Aftersales 
cell: 770-880-7276 
fax: 770-708-2380 
dwellion.howard@gm.com 
 
 
Pertinent vehicle information provided by dealer Service Manager: 
Service Manager Mike Pope does not recall anything in particular with this customer or vehicle. 

Identify at least three main strengths of the customer’s case? 
Customer is within filing period for LL. 
Customer may meet presumption (if previous complaint is verified during FRA). 
Customer is within NVLW. 
Identify at least three main weaknesses of the customer’s case? 
Most of customers complaints are single repair trim and electrical concerns (not repeat repairs). 
One of customer’s engine complaints was never duplicated. 
Customer had accepted offer for an OLC ($4900.00 value) prior to sending in demand letter. 
Are there any considerations to be made under other applicable laws? (Explain in detail) 
None 

Recommendation: 
Depending on outcome of FRA, crs recommends cash settlement of $4,000.00 to $6,500.00, 
inclusive. 
 
MSRP - $49,425.00 
Rationale: 



Most complaints were minor trim issues or one time electrical concerns, one engine concern was 
never duplicated, customer had already accepted an OLC to be provided once vehicle was out of 
NVLW by DDMA Dwellion Howard.  Tires and wheels were part of conversion package, not 
warrantable items. 
Settlement/Defense Strategy: 

Most complaints were minor trim issues or one time electrical concerns, one engine concern was 
never duplicated, customer had already accepted an OLC to be provided once vehicle was out of 
NVLW by DDMA Dwellion Howard.  Tires and wheels were part of conversion package, not 
warrantable items. 
 
 



 
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: $Repurchase/$Fees 
Inclusive Offer: $N/A 

 

Settlement Type: 
Repurchase 

Date: 02/22/11 
Countered 

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

 

Settlement Type: 
{Goodwill Type} 

Date: 
{mm/dd/yy} 

{Accepted / Countered} 

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

 

Settlement Type: 
{Goodwill Type} 

Date: 
{mm/dd/yy} 

{Accepted / Countered} 

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

 

Settlement Type: 
{Goodwill Type} 

Date: 
{mm/dd/yy} 

{Accepted / Countered} 

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

 

Settlement Type: 
{Goodwill Type} 

Date: 
{mm/dd/yy} 

{Accepted / Declined} 

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

 

Settlement Type: 
{Goodwill Type} 

Date: 
{mm/dd/yy} 

{Accepted / Declined} 



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

${Amount} 
 

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

 
Attorney Fees (if applicable): 
${Amount} 

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

${Amount} 
 

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

 



 

 

COMPONENT DESCRIPTION 

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

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

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

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

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

Engine/Fuel & 
Exhaust 

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

Glass All glass and window components. 
HVAC All components related to heating, air conditioning and temperature. 
Paint All paint specific issues (Not metal related). 
Restraints All SIR, airbags and seatbelt issues. 
Steering All steering related components including steering wheel & key, column, rack and pinion, pump 

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

and alignment issues. 
Transmission All automatic & manual transmission, transfer case and 4 wheel drive component issues. 
Wheels/Tires All wheel covers, rims, hub caps, lug nuts, tire jack, regular and spare tire. 



PRIVILEGED & CONFIDENTIAL - PREPARED FOR COUNSEL 
BRC CASE ASSESSMENT  

 
Latest Revision Date: 7/27/2011 

 
 

All Fields Are Required 
(Do not delete or modify any sections of this form)  
 
SR: 71-922624590 GM Legal File / BBB Case No.:  N/A 
By: Billie Comeaux/BRC/ML Negotiator: Billie Comeaux/BRC/ML 
 
Customer Last Name:  
Only customer's last name to be recorded. Do not include first name. 

State: GA 
 

Vehicle ID No.:  
1GNFK13057R  

In Service Date: 
05/31/08 

Vehicle Purchased: 
New 

BAC Code: 
132966 
 

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

Current Mileage: 28,458 Dealer Name : Jacky Jones Chevrolet 
Sale Type: Purchase XX  Lease        Other       :  
 

CAM Name: Wes Preece 
Phone Number: 678-240-9832 
 

Lien holder:   GMAC          Other XX  : Tennessee Valley 
Federal Credit Union 

DVM Name: Dwellion Howard 
Phone/Cell Number: 770-880-7276 
 

Purchase Price of Vehicle: $ 49,604.00  

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

DVM requests involvement?: Yes 

 
Attorney Involvement: Alex Simanovsky & Associates, LLC 
                                 Alex Simanovsky 
Phone Number : 770-414-1002 
Fax Number : 770-414-9891 
 

 
Service Manager Name: Mike Pope 
Phone Number : 828-837-2322 
 
 

Are there additional field personnel involved? If Yes, List the name, including role (DVM, DSM, etc.) 
and phone number. Repeat as necessary. 
DDMA Jeff Sullivan, 423-802-1687 
 



Are there additional dealerships involved? If Yes, List the dealership name, contact name, and phone 
number. Repeat as necessary. 
BAC - 112530     
JACKSON CHEVROLET BUICK GMC, INC.   
706-638-4222   
Svc Mgr Margaret Stone 
 
BAC - 112543 
WALTER JACKSON CHEVROLET, INC.   
706-935-2381 
 
BAC – 112295 
CLASSIC CHEVROLET, LTD.   
817-421-1200 
 
BAC – 132250 
REGENCY VANS   
817-468-7171 
 
BAC - 216254 
Bentley Chevrolet Cadillac 
256-764-4551 

 
 

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. 
{Explanation} 

 
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.  
 
XX 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: 
     



02/02/08 172423 1 566 (Walter Jackson)  Customer states SES light on./Failure code 9Z, complaint 
code WG. – J9992, customer concern not duplicated. 

     
05/12/08 181768 1 105 (Jacky Jones)  Customer states engine running rough./Found #7 spark 

plug dead. – Replaced # 7 spark plug, cleared codes and test drove. 
     
12/04/08 186107 1* 218 (Jacky Jones)  Customer states SES Light on./ TDC C2300, found Catalytic 

Cconverter bad (stopped up). - Catalytic Converter replaced. 
* Verified with svc mgr 

     
02/13/09 179504 1 4057 (Bentley)  Customer states also has an extended crank time./Did not 

recreate concern. – Did not recreate concern. 
 

 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: 
     

02/13/09 179504 * 4057 (Bentley)  Customer states cel is on and transmission has a harsh 
shift./Code #P0335 was stored as a history code in the PCM.  Checked 
connection at the crank sensor, did not recreate the concern. – Did not 
find a problem. 

 
 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: 
     

06/20/06 130065 N/A 2 (Regency Vans)  A9119-Panel, Fender – Repair (PRIOR TO CUSTOMER 
DELIVERY, per GWM). 

     
01/16/09 186994 1 3036 (Jacky Jones)  Customer states rubber on back wiper has come off 

blade./Found rear wiper blade rubber split. – Replaced rear wiper blade. 
 
Customer states drivers inside door handle is peeling./Found driver inside 
door handle chrome peeling. – Replace door handle. 

     
07/20/09 190679 1 9427 (Jacky Jones)  Customer states right rear interior trim loose behind 

seat./Found right C pillar trim warped. – Ordered trim piece. 
     
07/28/09 190849 1 10356 (Jacky Jones) Customer states right rear interior trim loose behind 

seat./Found right interior quarter panel trim warped and loose.  – 
Replaced right quarter panel trim. 

     
04/15/10 201468 1 17204 (Jacky Jones)  Customer states interior trim above liftgate is 

warped./Warped – Replaced warped trim rear upper hatch. 
     
01/03/11 177687 1* 25437 (Jackson)  Customer states check drivers mirror goes down, won’t come 



up when put in drive./Bad wire connection. – Remove left door panel and 
repair wore to mirror, recheck, OK at this time. 
(*Verified with svc mgr) 

     
02/21/11 207772 1 28458 (Jacky Jones)  Customer states Drivers door trim came off./Found handle 

pocket loose. -  Need to access panel to repair door trim panel and 
reattach pocket and handle assembly with attached screws; OK. 

 
 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: 
     

06/16/06 580014 N/A 29 (Classic)  PRIOR TO DELIVERY - Factory radio has no audio./Checked 
data, no codes, checked power and grounds and all speakers for shorts or 
opens, none.  Check amplifier control circuit, circuit OK.  Replaced 
amplifier retest, still no audio; swap radio from stock unit and program 
retest, 81287, current trace wiring found white circuit 7066 shorted to 
ground, trace wiring found video module screw shorting out no audio. – 
replaced amplifier and repaired short in harness to video module, repaired 
wiring and retest, OK, cleared code. 

     
11/28/08 163143 1 383 (Jackson)  Customer states service engine light on./Scanned, found code 

P0116, found bad connection at ECT connector. – Repaired connector, 
retested all, codes cleared at this time. 

     
12/04/08 186107 * 218 (Jacky Jones)  Customer states both headlamps fogged over./Both lamps 

milky, lamp capsules cracked. -  Necessary to R&R both left and right 
lamps. 
 
Customer states needs two remotes (DVD in truck)./ Missing. – Replaced, 
handled internally as part of conversion package. 
 
Customer states two headsets missing./ )./ Missing. – Replaced, handled 
internally as part of conversion package. 

     
12/23/08 186508 1* 1913 (Jacky Jones)  Customer states navigation unit inop./Data scan and follow 

slow.  Replaced disc and restarted, connected Tech 2 TAC Case # 
25912408. -  Nav Radio replaced. 
*Verified with svc mgr 

     
02/13/09 179504 * 4057 (Bentley)  Customer states service stability light is flashing./Code #C0561 

was stored as a history code in the ESCM. – Could not recreate concern. 
     
01/27/11 207347 1 28457 (Jacky Jones)  Customer states driver side mirror when in reverse goes 

down and won’t go back up with electric, have to manually push./ Gear 
inside mirror was stripped – Outside rear view mirror replacement left 
side. 
*Verified with svc mgr 

     
01/03/11 177687 * 25437 (Jackson)  Customer states remote not working./Remote not transmitting.- 

Replace remote and reprogram remotes. 
 

 Glass 
       

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



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

 HVAC 
       

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

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

 Paint 
       

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

12/04/08 186107 * 218 (Jacky Jones)  Customer states spot on hood faded./ Faded paint.* – 
buffed out. 
*verified by svc mgr 

 
 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: 
     

05/07/09 189105 1 7272 (Jacky Jones)  Customer states terrible vibration 70-75 MPH after 
service./Wheels out of balance* – Balanced two 20’s and reset TPM 
system. 
*Verified svc mgr 

     
01/27/11 207347 * 28457 (Jacky Jones)  Customer states tire sensor light on/off, been going on for 

long time./Scan system-OK, tire pressures not set to correct pressures, 
pressures as low as 26 PSI. – Set tire pressures to 38 PSI and reset 
monitor system. 

     
01/03/11 177687 * 25437 (Jackson)  Customer states left front and rear tire says low./Found right 

rear tire sensor bad, not displaying correctly. – Replace sensor and 
reprogram tire sensor, recheck; Ok at this time. 

 
 Recalls / Campaigns 

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

02/27/08 180212 1 3 (Jacky Jones)  Recall 06162./Incorrect calibration. – Reflash ECM. 
 
Recall 07033./Incorrect calibration. – Reflash BCM. 

     
12/04/08 186107 * 218 (Jacky Jones)  Recall 08048./Install harness and replace fuse. 
     
07/12/10 203264 1 20022 (Jacky Jones)  Recall 10153, V2281 Disable heated windshield module. 
 

 Other 
       

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

02/21/11 207772 * 28458 (Jacky Jones)  Customer states vibration above 70 MPH, steering wheel 
shake and  back seat vibrates; Balanced all 4 wheels and tires. 

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



 
ACCIDENT / INSURANCE INFORMATION: 
Repeat as necessary 
 
Has the vehicle ever been involved in an accident? (Y or N) No 
Did you confirm your answer with the dealer/Customer (if 
ADR)/attorney (if Legal)? (Y or N) 

Yes 

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

 
Are the RO's attached if the vehicle was in an accident? (Y or N) N/A 
Has the customer filed any insurances claims on this Vehicle? (Y or N) N/A 
If Yes obtain the following information below  
   
Insurance Company: N/A  
   
Insurance Rep :   
N/A    
Phone # N/A  
   
Claim Made? (Y or N): N/A  
   
Claim Status:   
N/A    
Claim # N/A  
  
Did Insurance Company refer customer to GM? (Y or N)   N/A 
  
If Yes. Did the insurance company deny the claim? (Y or N) N/A 
 
AFTERMARKET MODIFICATIONS:  
Are there any Aftermarket Modifications to the Vehicle? (Y or N) Yes 
 
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. 

Regency Conversion 

Wheels, tires, and paint 

 
Have you confirmed modification with the dealership? (Y or N) Yes 
 
PERTINENT FACTS FROM All SR’s RELATED TO THIS VIN: 
Concern: SP-10645193  PQC - NAV RADIO  UVB  REPLACE 
Date & Offer/Result: No resolution, case still open. 
 
Concern: 71-885699108 - CAC - Multiple Concerns - no resolution, DDMA to work directly with 
customer. 
Date & Offer/Result: No resolution, DDMA to work directly with customer - closed 01/11/11. 
 
Concern: 71-922888143 - Legal Corr. - FRA - ongoing. 
Date & Offer/Result: No offer – pending FRA. 



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

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

 



 
Customer/Plaintiff Seeks: 
Repurchase plus 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. 
Violations of U.C.C., Magnuson - Moss 

 
Note: This section only applicable for Legal cases 
Is Lemon Law Pled/Alleged?: No 

 
Under what State? GA 

 
Claimed Presumptive? Yes 

 
Does Purchase Qualify? Yes 

 
If not, why? N/A 

 
 

State Presumption Is: 24/24K 
# of Visits for a Non-Conformity? 3 # of Days out of Service? 30 
# of visits for a Safety Complaint?  N/A # of Visits Total? 4 
Must Complaint Continue to Exist? Yes Final Repair/Arbitration Required? Yes 
Time Period for filing a Claim? Three years following the date of 

original delivery of 
the motor vehicle to the consumer. 

 
 

 

 
Vehicle Service History (During Presumptive Period) is: 

# of Visits for a Non-Conformity? 4 Engine 
1 Trans. 
4 Trim 
4 Electrical 
1 Wheel 

# of Days out of Service? 11 

# of visits for a Safety Complaint? N/A # of Visits Total? 12 
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? 4 Engine 

1 Trans. 
7 Trim 
6 Electrical 
3 Wheel 

# of Days out of Service? 14 

# of visits for a Safety Complaint? N/A # of Visits Total? 16 
Must Complaint Continue to Exist? Yes 

 
Final Repair or Arbitration Req’d? Yes 

 
 
Related Repairs beyond NVLW: No 
Customer Pay? No If no, identify responsible party: N/A 
Additional Days out of Service? N/A Additional # of Repair Visits? N/A 
 
Other Considerations: Yes 
Outcome/Findings of Arb/Final Repair: Scheduled for 03/15/11 



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:  
jeffery.b.sullivan@chevrolet.com  
 
Hi; 
 
   Option B. jeff 
 
 
 
Billie, 
  
I have information on this case that may assist in your review. I will review any repurchase or replacement offer 
before it is made. I would also like to be notified of the BRC decision to offer cash or other goodwill settlement.  
 
I have personally spoken with this customer as a result of case 71-885699108.  Related communications to follow.  
After a review of this customers file the CAC District Specialist and I did not find grounds for a repurchase or 
replacement of this customer's vehicle.  However, after personally discussing this matter with the customer, I 
offered to provide an Owner Loyalty Certificate once the vehicle is beyond the Bumper to Bumper Warranty on 
May 31, 2011.  This OLC would have been approximately $4,900.  The owner was very pleased and I have not 
heard from him since that time. 
 
 
Dwellion 
 
Dwellion Howard 
District Manager - Aftersales 
General Motors - Southeast Region 
Customer Care and Aftersales 
cell: 770-880-7276 
fax: 770-708-2380 
dwellion.howard@gm.com 
 
 
Pertinent vehicle information provided by dealer Service Manager: 
Service Manager Mike Pope does not recall anything in particular with this customer or vehicle. 

Identify at least three main strengths of the customer’s case? 
Customer is within filing period for LL. 
Customer may meet presumption (if previous complaint is verified during FRA). 
Customer is within NVLW. 
Identify at least three main weaknesses of the customer’s case? 
Most of customers complaints are single repair trim and electrical concerns (not repeat repairs). 
One of customer’s engine complaints was never duplicated. 
Customer had accepted offer for an OLC ($4900.00 value) prior to sending in demand letter. 
Are there any considerations to be made under other applicable laws? (Explain in detail) 
None 

Recommendation: 
Depending on outcome of FRA, crs recommends cash settlement of $4,000.00 to $6,500.00, 
inclusive. 
 
MSRP - $49,425.00 
Rationale: 



Most complaints were minor trim issues or one time electrical concerns, one engine concern was 
never duplicated, customer had already accepted an OLC to be provided once vehicle was out of 
NVLW by DDMA Dwellion Howard.  Tires and wheels were part of conversion package, not 
warrantable items. 
Settlement/Defense Strategy: 

Most complaints were minor trim issues or one time electrical concerns, one engine concern was 
never duplicated, customer had already accepted an OLC to be provided once vehicle was out of 
NVLW by DDMA Dwellion Howard.  Tires and wheels were part of conversion package, not 
warrantable items. 
 
 



 
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: $Repurchase/$Fees 
Inclusive Offer: $N/A 

 

Settlement Type: 
Repurchase 

Date: 02/22/11 
Countered 

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

 

Settlement Type: 
{Goodwill Type} 

Date: 
{mm/dd/yy} 

{Accepted / Countered} 

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

 

Settlement Type: 
{Goodwill Type} 

Date: 
{mm/dd/yy} 

{Accepted / Countered} 

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

 

Settlement Type: 
{Goodwill Type} 

Date: 
{mm/dd/yy} 

{Accepted / Countered} 

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

 

Settlement Type: 
{Goodwill Type} 

Date: 
{mm/dd/yy} 

{Accepted / Declined} 

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

 

Settlement Type: 
{Goodwill Type} 

Date: 
{mm/dd/yy} 

{Accepted / Declined} 



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

${Amount} 
 

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

 
Attorney Fees (if applicable): 
${Amount} 

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

${Amount} 
 

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

 



 

 

COMPONENT DESCRIPTION 

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

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

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

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

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

Engine/Fuel & 
Exhaust 

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

Glass All glass and window components. 
HVAC All components related to heating, air conditioning and temperature. 
Paint All paint specific issues (Not metal related). 
Restraints All SIR, airbags and seatbelt issues. 
Steering All steering related components including steering wheel & key, column, rack and pinion, pump 

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

and alignment issues. 
Transmission All automatic & manual transmission, transfer case and 4 wheel drive component issues. 
Wheels/Tires All wheel covers, rims, hub caps, lug nuts, tire jack, regular and spare tire. 











PRIVILEGED & CONFIDENTIAL - PREPARED FOR COUNSEL 
BRC CASE ASSESSMENT  

 
Latest Revision Date: 7/27/2011 

 
 

All Fields Are Required 
(Do not delete or modify any sections of this form)  
 
SR: 71-922624590 GM Legal File / BBB Case No.:  N/A 
By: Billie Comeaux/BRC/ML Negotiator: Billie Comeaux/BRC/ML 
 
Customer Last Name:  
Only customer's last name to be recorded. Do not include first name. 

State: GA 
 

Vehicle ID No.:  
1GNFK13057R  

In Service Date: 
05/31/08 

Vehicle Purchased: 
New 

BAC Code: 
132966 
 

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

Current Mileage: 28,458 Dealer Name : Jacky Jones Chevrolet 
Sale Type: Purchase XX  Lease        Other       :  
 

CAM Name: Wes Preece 
Phone Number: 678-240-9832 
 

Lien holder:   GMAC          Other XX  : Tennessee Valley 
Federal Credit Union 

DVM Name: Dwellion Howard 
Phone/Cell Number: 770-880-7276 
 

Purchase Price of Vehicle: $ 49,604.00  

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

DVM requests involvement?: Yes 

 
Attorney Involvement: Alex Simanovsky & Associates, LLC 
                                 Alex Simanovsky 
Phone Number : 770-414-1002 
Fax Number : 770-414-9891 
 

 
Service Manager Name: Mike Pope 
Phone Number : 828-837-2322 
 
 

Are there additional field personnel involved? If Yes, List the name, including role (DVM, DSM, etc.) 
and phone number. Repeat as necessary. 
DDMA Jeff Sullivan, 423-802-1687 
 



Are there additional dealerships involved? If Yes, List the dealership name, contact name, and phone 
number. Repeat as necessary. 
BAC - 112530     
JACKSON CHEVROLET BUICK GMC, INC.   
706-638-4222   
Svc Mgr Margaret Stone 
 
BAC - 112543 
WALTER JACKSON CHEVROLET, INC.   
706-935-2381 
 
BAC – 112295 
CLASSIC CHEVROLET, LTD.   
817-421-1200 
 
BAC – 132250 
REGENCY VANS   
817-468-7171 
 
BAC - 216254 
Bentley Chevrolet Cadillac 
256-764-4551 

 
 

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. 
{Explanation} 

 
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.  
 
XX 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: 
     



02/02/08 172423 1 566 (Walter Jackson)  Customer states SES light on./Failure code 9Z, complaint 
code WG. – J9992, customer concern not duplicated. 

     
05/12/08 181768 1 105 (Jacky Jones)  Customer states engine running rough./Found #7 spark 

plug dead. – Replaced # 7 spark plug, cleared codes and test drove. 
     
12/04/08 186107 1* 218 (Jacky Jones)  Customer states SES Light on./ TDC C2300, found Catalytic 

Cconverter bad (stopped up). - Catalytic Converter replaced. 
* Verified with svc mgr 

     
02/13/09 179504 1 4057 (Bentley)  Customer states also has an extended crank time./Did not 

recreate concern. – Did not recreate concern. 
     
03/15/11 208251 

FRA 
1 28405 (Jacky Jones)  Per Brittany at GM, final repair check, check engine 

problem?  Ask customer to demonstrate./None. – No problems or issues 
found or repaired at this time.  No issues at this moment, problem is all of 
the past issues, no problems with the vehicle at this time, all problems 
have been resolved at this time.  GM Representative met with customer 
Glover to discuss previous issues with his vehicle, owner advised that all 
problems have been resolved and no road test required.  No repairs were 
required or performed at this time. 

 
 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: 
     

02/13/09 179504 * 4057 (Bentley)  Customer states cel is on and transmission has a harsh 
shift./Code #P0335 was stored as a history code in the PCM.  Checked 
connection at the crank sensor, did not recreate the concern. – Did not 
find a problem. 

 
 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: 
     

06/20/06 130065 N/A 2 (Regency Vans)  A9119-Panel, Fender – Repair (PRIOR TO CUSTOMER 
DELIVERY, per GWM). 

     
01/16/09 186994 1 3036 (Jacky Jones)  Customer states rubber on back wiper has come off 

blade./Found rear wiper blade rubber split. – Replaced rear wiper blade. 
 
Customer states drivers inside door handle is peeling./Found driver inside 
door handle chrome peeling. – Replace door handle. 

     
07/20/09 190679 1 9427 (Jacky Jones)  Customer states right rear interior trim loose behind 

seat./Found right C pillar trim warped. – Ordered trim piece. 



     
07/28/09 190849 1 10356 (Jacky Jones) Customer states right rear interior trim loose behind 

seat./Found right interior quarter panel trim warped and loose.  – 
Replaced right quarter panel trim. 

     
04/15/10 201468 1 17204 (Jacky Jones)  Customer states interior trim above liftgate is 

warped./Warped – Replaced warped trim rear upper hatch. 
     
01/03/11 177687 1* 25437 (Jackson)  Customer states check drivers mirror goes down, won’t come 

up when put in drive./Bad wire connection. – Remove left door panel and 
repair wore to mirror, recheck, OK at this time. 
(*Verified with svc mgr) 

     
02/21/11 207772 1 28458 (Jacky Jones)  Customer states Drivers door trim came off./Found handle 

pocket loose. -  Need to access panel to repair door trim panel and 
reattach pocket and handle assembly with attached screws; OK. 

 
 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: 
     

06/16/06 580014 N/A 29 (Classic)  PRIOR TO DELIVERY - Factory radio has no audio./Checked 
data, no codes, checked power and grounds and all speakers for shorts or 
opens, none.  Check amplifier control circuit, circuit OK.  Replaced 
amplifier retest, still no audio; swap radio from stock unit and program 
retest, 81287, current trace wiring found white circuit 7066 shorted to 
ground, trace wiring found video module screw shorting out no audio. – 
replaced amplifier and repaired short in harness to video module, repaired 
wiring and retest, OK, cleared code. 

     
11/28/08 163143 1 383 (Jackson)  Customer states service engine light on./Scanned, found code 

P0116, found bad connection at ECT connector. – Repaired connector, 
retested all, codes cleared at this time. 

     
12/04/08 186107 * 218 (Jacky Jones)  Customer states both headlamps fogged over./Both lamps 

milky, lamp capsules cracked. -  Necessary to R&R both left and right 
lamps. 
 
Customer states needs two remotes (DVD in truck)./ Missing. – Replaced, 
handled internally as part of conversion package. 
 
Customer states two headsets missing./ )./ Missing. – Replaced, handled 
internally as part of conversion package. 

     
12/23/08 186508 1* 1913 (Jacky Jones)  Customer states navigation unit inop./Data scan and follow 

slow.  Replaced disc and restarted, connected Tech 2 TAC Case # 
25912408. -  Nav Radio replaced. 
*Verified with svc mgr 

     
02/13/09 179504 * 4057 (Bentley)  Customer states service stability light is flashing./Code #C0561 

was stored as a history code in the ESCM. – Could not recreate concern. 
     
01/27/11 207347 1 28457 (Jacky Jones)  Customer states driver side mirror when in reverse goes 

down and won’t go back up with electric, have to manually push./ Gear 
inside mirror was stripped – Outside rear view mirror replacement left 



side. 
*Verified with svc mgr 

     
01/03/11 177687 * 25437 (Jackson)  Customer states remote not working./Remote not transmitting.- 

Replace remote and reprogram remotes. 
 

 Glass 
       

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

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

 HVAC 
       

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

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

 Paint 
       

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

12/04/08 186107 * 218 (Jacky Jones)  Customer states spot on hood faded./ Faded paint.* – 
buffed out. 
*verified by svc mgr 

 
 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: 
     

05/07/09 189105 1 7272 (Jacky Jones)  Customer states terrible vibration 70-75 MPH after 
service./Wheels out of balance* – Balanced two 20’s and reset TPM 
system. 
*Verified svc mgr 

     
01/27/11 207347 * 28457 (Jacky Jones)  Customer states tire sensor light on/off, been going on for 

long time./Scan system-OK, tire pressures not set to correct pressures, 
pressures as low as 26 PSI. – Set tire pressures to 38 PSI and reset 
monitor system. 

     
01/03/11 177687 * 25437 (Jackson)  Customer states left front and rear tire says low./Found right 

rear tire sensor bad, not displaying correctly. – Replace sensor and 
reprogram tire sensor, recheck; Ok at this time. 

 
 Recalls / Campaigns 

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

02/27/08 180212 1 3 (Jacky Jones)  Recall 06162./Incorrect calibration. – Reflash ECM. 
 
Recall 07033./Incorrect calibration. – Reflash BCM. 

     
12/04/08 186107 * 218 (Jacky Jones)  Recall 08048./Install harness and replace fuse. 
     
07/12/10 203264 1 20022 (Jacky Jones)  Recall 10153, V2281 Disable heated windshield module. 
 

 Other 
       

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



02/21/11 207772 * 28458 (Jacky Jones)  Customer states vibration above 70 MPH, steering wheel 
shake and  back seat vibrates; Balanced all 4 wheels and tires. 

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



 
ACCIDENT / INSURANCE INFORMATION: 
Repeat as necessary 
 
Has the vehicle ever been involved in an accident? (Y or N) No 
Did you confirm your answer with the dealer/Customer (if 
ADR)/attorney (if Legal)? (Y or N) 

Yes 

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

 
Are the RO's attached if the vehicle was in an accident? (Y or N) N/A 
Has the customer filed any insurances claims on this Vehicle? (Y or N) N/A 
If Yes obtain the following information below  
   
Insurance Company: N/A  
   
Insurance Rep :   
N/A    
Phone # N/A  
   
Claim Made? (Y or N): N/A  
   
Claim Status:   
N/A    
Claim # N/A  
  
Did Insurance Company refer customer to GM? (Y or N)   N/A 
  
If Yes. Did the insurance company deny the claim? (Y or N) N/A 
 
AFTERMARKET MODIFICATIONS:  
Are there any Aftermarket Modifications to the Vehicle? (Y or N) Yes 
 
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. 

Regency Conversion 

Wheels, tires, and paint 

 
Have you confirmed modification with the dealership? (Y or N) Yes 
 
PERTINENT FACTS FROM All SR’s RELATED TO THIS VIN: 
Concern: SP-10645193  PQC - NAV RADIO  UVB  REPLACE 
Date & Offer/Result: No resolution, case still open. 
 
Concern: 71-885699108 - CAC - Multiple Concerns - no resolution, DDMA to work directly with 
customer. 
Date & Offer/Result: No resolution, DDMA to work directly with customer - closed 01/11/11. 
 
Concern: 71-922888143 - Legal Corr. - FRA - ongoing. 
Date & Offer/Result: No offer – pending FRA. 



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

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

 



 
Customer/Plaintiff Seeks: 
Repurchase plus 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. 
Violations of U.C.C., Magnuson - Moss 

 
Note: This section only applicable for Legal cases 
Is Lemon Law Pled/Alleged?: No 

 
Under what State? GA 

 
Claimed Presumptive? Yes 

 
Does Purchase Qualify? Yes 

 
If not, why? N/A 

 
 

State Presumption Is: 24/24K 
# of Visits for a Non-Conformity? 3 # of Days out of Service? 30 
# of visits for a Safety Complaint?  N/A # of Visits Total? 4 
Must Complaint Continue to Exist? Yes Final Repair/Arbitration Required? Yes 
Time Period for filing a Claim? Three years following the date of 

original delivery of 
the motor vehicle to the consumer. 

 
 

 

 
Vehicle Service History (During Presumptive Period) is: 

# of Visits for a Non-Conformity? 4 Engine 
1 Trans. 
4 Trim 
4 Electrical 
1 Wheel 

# of Days out of Service? 11 

# of visits for a Safety Complaint? N/A # of Visits Total? 12 
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? 5 Engine 

1 Trans. 
7 Trim 
6 Electrical 
3 Wheel 

# of Days out of Service? 15 

# of visits for a Safety Complaint? N/A # of Visits Total? 17 
Must Complaint Continue to Exist? Yes 

 
Final Repair or Arbitration Req’d? Yes 

 
 
Related Repairs beyond NVLW: No 
Customer Pay? No If no, identify responsible party: N/A 
Additional Days out of Service? N/A Additional # of Repair Visits? N/A 
 
Other Considerations: Yes 
Outcome/Findings of Arb/Final Repair: FRA RO 208251 (3/15/11), no problems found. 



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:  
jeffery.b.sullivan@chevrolet.com  
 
Hi; 
 
   Option B. jeff 
 
 
 
Billie, 
  
I have information on this case that may assist in your review. I will review any repurchase or replacement offer 
before it is made. I would also like to be notified of the BRC decision to offer cash or other goodwill settlement.  
 
I have personally spoken with this customer as a result of case 71-885699108.  Related communications to follow.  
After a review of this customers file the CAC District Specialist and I did not find grounds for a repurchase or 
replacement of this customer's vehicle.  However, after personally discussing this matter with the customer, I 
offered to provide an Owner Loyalty Certificate once the vehicle is beyond the Bumper to Bumper Warranty on 
May 31, 2011.  This OLC would have been approximately $4,900.  The owner was very pleased and I have not 
heard from him since that time. 
 
 
Dwellion 
 
Dwellion Howard 
District Manager - Aftersales 
General Motors - Southeast Region 
Customer Care and Aftersales 
cell: 770-880-7276 
fax: 770-708-2380 
dwellion.howard@gm.com 
 
 
Pertinent vehicle information provided by dealer Service Manager: 
Service Manager Mike Pope does not recall anything in particular with this customer or vehicle. 

Identify at least three main strengths of the customer’s case? 
Customer is within filing period for LL. 
Customer may meet presumption (if previous complaint is verified during FRA). 
Customer is within NVLW. 
Identify at least three main weaknesses of the customer’s case? 
Most of customers complaints are single repair trim and electrical concerns (not repeat repairs). 
One of customer’s engine complaints was never duplicated. 
Customer had accepted offer for an OLC ($4900.00 value) prior to sending in demand letter. 
Are there any considerations to be made under other applicable laws? (Explain in detail) 
None 

Recommendation: 
Depending on outcome of FRA, crs recommends cash settlement of $4,000.00 to $6,500.00, 
inclusive. 
 
MSRP - $49,425.00 
Rationale: 



Most complaints were minor trim issues or one time electrical concerns, one engine concern was 
never duplicated, customer had already accepted an OLC to be provided once vehicle was out of 
NVLW by DDMA Dwellion Howard.  Tires and wheels were part of conversion package, not 
warrantable items. 
Settlement/Defense Strategy: 

Most complaints were minor trim issues or one time electrical concerns, one engine concern was 
never duplicated, customer had already accepted an OLC to be provided once vehicle was out of 
NVLW by DDMA Dwellion Howard.  Tires and wheels were part of conversion package, not 
warrantable items. 
 
 



 
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: $Repurchase/$Fees 
Inclusive Offer: $N/A 

 

Settlement Type: 
Repurchase 

Date: 02/22/11 
Countered 

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

 

Settlement Type: 
Cash 

Date: 03/15/11 
{Accepted / Countered} 

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

 

Settlement Type: 
{Goodwill Type} 

Date: 
{mm/dd/yy} 

{Accepted / Countered} 

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

 

Settlement Type: 
{Goodwill Type} 

Date: 
{mm/dd/yy} 

{Accepted / Countered} 

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

 

Settlement Type: 
{Goodwill Type} 

Date: 
{mm/dd/yy} 

{Accepted / Declined} 

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

 

Settlement Type: 
{Goodwill Type} 

Date: 
{mm/dd/yy} 

{Accepted / Declined} 



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

${Amount} 
 

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

 
Attorney Fees (if applicable): 
${Amount} 

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

${Amount} 
 

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

 



 

 

COMPONENT DESCRIPTION 

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

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

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

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

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

Engine/Fuel & 
Exhaust 

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

Glass All glass and window components. 
HVAC All components related to heating, air conditioning and temperature. 
Paint All paint specific issues (Not metal related). 
Restraints All SIR, airbags and seatbelt issues. 
Steering All steering related components including steering wheel & key, column, rack and pinion, pump 

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

and alignment issues. 
Transmission All automatic & manual transmission, transfer case and 4 wheel drive component issues. 
Wheels/Tires All wheel covers, rims, hub caps, lug nuts, tire jack, regular and spare tire. 











































PRIVILEGED & CONFIDENTIAL - PREPARED FOR COUNSEL 
BRC CASE ASSESSMENT  

 
Latest Revision Date: 7/27/2011 

 
 

All Fields Are Required 
(Do not delete or modify any sections of this form)  
 
SR: 71-922624590 GM Legal File / BBB Case No.:  N/A 
By: Billie Comeaux/BRC/ML Negotiator: Billie Comeaux/BRC/ML 
 
Customer Last Name:  
Only customer's last name to be recorded. Do not include first name. 

State: GA 
 

Vehicle ID No.:  
1GNFK13057R  

In Service Date: 
05/31/08 

Vehicle Purchased: 
New 

BAC Code: 
132966 
 

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

Current Mileage: 28,458 Dealer Name : Jacky Jones Chevrolet 
Sale Type: Purchase XX  Lease        Other       :  
 

CAM Name: Wes Preece 
Phone Number: 678-240-9832 
 

Lien holder:   GMAC          Other XX  : Tennessee Valley 
Federal Credit Union 

DVM Name: Dwellion Howard 
Phone/Cell Number: 770-880-7276 
 

Purchase Price of Vehicle: $ 49,604.00  

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

DVM requests involvement?: Yes 

 
Attorney Involvement: Alex Simanovsky & Associates, LLC 
                                 Alex Simanovsky 
Phone Number : 770-414-1002 
Fax Number : 770-414-9891 
 

 
Service Manager Name: Mike Pope 
Phone Number : 828-837-2322 
 
 

Are there additional field personnel involved? If Yes, List the name, including role (DVM, DSM, etc.) 
and phone number. Repeat as necessary. 
DDMA Jeff Sullivan, 423-802-1687 
 



Are there additional dealerships involved? If Yes, List the dealership name, contact name, and phone 
number. Repeat as necessary. 
BAC - 112530     
JACKSON CHEVROLET BUICK GMC, INC.   
706-638-4222   
Svc Mgr Margaret Stone 
 
BAC - 112543 
WALTER JACKSON CHEVROLET, INC.   
706-935-2381 
 
BAC – 112295 
CLASSIC CHEVROLET, LTD.   
817-421-1200 
 
BAC – 132250 
REGENCY VANS   
817-468-7171 
 
BAC - 216254 
Bentley Chevrolet Cadillac 
256-764-4551 

 
 

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. 
Svc Mgr Mike Pope Advised that repairs always resolved concerns, no need to involve TAC. 

 
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.  
 
XX 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: 
     



02/02/08 172423 1 566 (Walter Jackson)  Customer states SES light on./Failure code 9Z, complaint 
code WG. – J9992, customer concern not duplicated. 

     
05/12/08 181768 1 105 (Jacky Jones)  Customer states engine running rough./Found #7 spark 

plug dead. – Replaced # 7 spark plug, cleared codes and test drove. 
     
12/04/08 186107 1* 218 (Jacky Jones)  Customer states SES Light on./ TDC C2300, found Catalytic 

Converter bad (stopped up). - Catalytic Converter replaced. 
* Verified with svc mgr 

     
02/13/09 179504 1 4057 (Bentley)  Customer states also has an extended crank time./Did not 

recreate concern. – Did not recreate concern. 
     
03/15/11 208251 

FRA 
1 28405 (Jacky Jones)  Per Brittany at GM, final repair check, check engine 

problem?  Ask customer to demonstrate./None. – No problems or issues 
found or repaired at this time.  No issues at this moment, problem is all of 
the past issues, no problems with the vehicle at this time, all problems 
have been resolved at this time.  GM Representative met with customer 
Glover to discuss previous issues with his vehicle, owner advised that all 
problems have been resolved and no road test required.  No repairs were 
required or performed at this time. 

 
 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: 
     

02/13/09 179504 * 4057 (Bentley)  Customer states cel is on and transmission has a harsh 
shift./Code #P0335 was stored as a history code in the PCM.  Checked 
connection at the crank sensor, did not recreate the concern. – Did not 
find a problem. 

 
 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: 
     

06/20/06 130065 N/A 2 (Regency Vans)  A9119-Panel, Fender – Repair (PRIOR TO CUSTOMER 
DELIVERY, per GWM). 

     
01/16/09 186994 1 3036 (Jacky Jones)  Customer states rubber on back wiper has come off 

blade./Found rear wiper blade rubber split. – Replaced rear wiper blade. 
 
Customer states drivers inside door handle is peeling./Found driver inside 
door handle chrome peeling. – Replace door handle. 

     
07/20/09 190679 1 9427 (Jacky Jones)  Customer states right rear interior trim loose behind 

seat./Found right C pillar trim warped. – Ordered trim piece. 



     
07/28/09 190849 1 10356 (Jacky Jones) Customer states right rear interior trim loose behind 

seat./Found right interior quarter panel trim warped and loose.  – 
Replaced right quarter panel trim. 

     
04/15/10 201468 1 17204 (Jacky Jones)  Customer states interior trim above liftgate is 

warped./Warped – Replaced warped trim rear upper hatch. 
     
01/03/11 177687 1* 25437 (Jackson)  Customer states check drivers mirror goes down, won’t come 

up when put in drive./Bad wire connection. – Remove left door panel and 
repair wore to mirror, recheck, OK at this time. 
(*Verified with svc mgr) 

     
02/21/11 207772 1 28458 (Jacky Jones)  Customer states Drivers door trim came off./Found handle 

pocket loose. -  Need to access panel to repair door trim panel and 
reattach pocket and handle assembly with attached screws; OK. 

 
 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: 
     

06/16/06 580014 N/A 29 (Classic)  PRIOR TO DELIVERY - Factory radio has no audio./Checked 
data, no codes, checked power and grounds and all speakers for shorts or 
opens, none.  Check amplifier control circuit, circuit OK.  Replaced 
amplifier retest, still no audio; swap radio from stock unit and program 
retest, 81287, current trace wiring found white circuit 7066 shorted to 
ground, trace wiring found video module screw shorting out no audio. – 
replaced amplifier and repaired short in harness to video module, repaired 
wiring and retest, OK, cleared code. 

     
11/28/08 163143 1 383 (Jackson)  Customer states service engine light on./Scanned, found code 

P0116, found bad connection at ECT connector. – Repaired connector, 
retested all, codes cleared at this time. 

     
12/04/08 186107 * 218 (Jacky Jones)  Customer states both headlamps fogged over./Both lamps 

milky, lamp capsules cracked. -  Necessary to R&R both left and right 
lamps. 
 
Customer states needs two remotes (DVD in truck)./ Missing. – Replaced, 
handled internally as part of conversion package. 
 
Customer states two headsets missing./ )./ Missing. – Replaced, handled 
internally as part of conversion package. 

     
12/23/08 186508 1* 1913 (Jacky Jones)  Customer states navigation unit inop./Data scan and follow 

slow.  Replaced disc and restarted, connected Tech 2 TAC Case # 
25912408. -  Nav Radio replaced. 
*Verified with svc mgr 

     
02/13/09 179504 * 4057 (Bentley)  Customer states service stability light is flashing./Code #C0561 

was stored as a history code in the ESCM. – Could not recreate concern. 
     
01/27/11 207347 1 28457 (Jacky Jones)  Customer states driver side mirror when in reverse goes 

down and won’t go back up with electric, have to manually push./ Gear 
inside mirror was stripped – Outside rear view mirror replacement left 



side. 
*Verified with svc mgr 

     
01/03/11 177687 * 25437 (Jackson)  Customer states remote not working./Remote not transmitting.- 

Replace remote and reprogram remotes. 
 

 Glass 
       

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

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

 HVAC 
       

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

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

 Paint 
       

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

12/04/08 186107 * 218 (Jacky Jones)  Customer states spot on hood faded./ Faded paint.* – 
buffed out. 
*verified by svc mgr 

 
 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: 
     

05/07/09 189105 1 7272 (Jacky Jones)  Customer states terrible vibration 70-75 MPH after 
service./Wheels out of balance* – Balanced two 20’s and reset TPM 
system. 
*Verified svc mgr 

     
01/27/11 207347 * 28457 (Jacky Jones)  Customer states tire sensor light on/off, been going on for 

long time./Scan system-OK, tire pressures not set to correct pressures, 
pressures as low as 26 PSI. – Set tire pressures to 38 PSI and reset 
monitor system. 

     
01/03/11 177687 * 25437 (Jackson)  Customer states left front and rear tire says low./Found right 

rear tire sensor bad, not displaying correctly. – Replace sensor and 
reprogram tire sensor, recheck; Ok at this time. 

 
 Recalls / Campaigns 

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

02/27/08 180212 1 3 (Jacky Jones)  Recall 06162./Incorrect calibration. – Reflash ECM. 
 
Recall 07033./Incorrect calibration. – Reflash BCM. 

     
12/04/08 186107 * 218 (Jacky Jones)  Recall 08048./Install harness and replace fuse. 
     
07/12/10 203264 1 20022 (Jacky Jones)  Recall 10153, V2281 Disable heated windshield module. 
 

 Other 
       

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



02/21/11 207772 * 28458 (Jacky Jones)  Customer states vibration above 70 MPH, steering wheel 
shake and  back seat vibrates; Balanced all 4 wheels and tires. 

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



 
ACCIDENT / INSURANCE INFORMATION: 
Repeat as necessary 
 
Has the vehicle ever been involved in an accident? (Y or N) No 
Did you confirm your answer with the dealer/Customer (if 
ADR)/attorney (if Legal)? (Y or N) 

Yes 

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

 
Are the RO's attached if the vehicle was in an accident? (Y or N) N/A 
Has the customer filed any insurances claims on this Vehicle? (Y or N) N/A 
If Yes obtain the following information below  
   
Insurance Company: N/A  
   
Insurance Rep :   
N/A    
Phone # N/A  
   
Claim Made? (Y or N): N/A  
   
Claim Status:   
N/A    
Claim # N/A  
  
Did Insurance Company refer customer to GM? (Y or N)   N/A 
  
If Yes. Did the insurance company deny the claim? (Y or N) N/A 
 
AFTERMARKET MODIFICATIONS:  
Are there any Aftermarket Modifications to the Vehicle? (Y or N) Yes 
 
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. 

Regency Conversion 

Wheels, tires, and paint 

 
Have you confirmed modification with the dealership? (Y or N) Yes 
 
PERTINENT FACTS FROM All SR’s RELATED TO THIS VIN: 
Concern: SP-10645193  PQC - NAV RADIO  UVB  REPLACE 
Date & Offer/Result: No resolution, case still open. 
 
Concern: 71-885699108 - CAC - Multiple Concerns - no resolution, DDMA to work directly with 
customer. 
Date & Offer/Result: No resolution, DDMA to work directly with customer - closed 01/11/11. 
 
Concern: 71-922888143 - Legal Corr. - FRA - ongoing. 
Date & Offer/Result: No offer – pending FRA. 



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

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

 



 
Customer/Plaintiff Seeks: 
Repurchase plus 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. 
Violations of U.C.C., Magnuson - Moss 

 
Note: This section only applicable for Legal cases 
Is Lemon Law Pled/Alleged?: No 

 
Under what State? GA 

 
Claimed Presumptive? Yes 

 
Does Purchase Qualify? Yes 

 
If not, why? N/A 

 
 

State Presumption Is: 24/24K 
# of Visits for a Non-Conformity? 3 # of Days out of Service? 30 
# of visits for a Safety Complaint?  N/A # of Visits Total? 4 
Must Complaint Continue to Exist? Yes Final Repair/Arbitration Required? Yes 
Time Period for filing a Claim? Three years following the date of 

original delivery of 
the motor vehicle to the consumer. 

 
 

 

 
Vehicle Service History (During Presumptive Period) is: 

# of Visits for a Non-Conformity? 4 Engine 
1 Trans. 
4 Trim 
4 Electrical 
1 Wheel 

# of Days out of Service? 11 

# of visits for a Safety Complaint? N/A # of Visits Total? 12 
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? 5 Engine 

1 Trans. 
7 Trim 
6 Electrical 
3 Wheel 

# of Days out of Service? 15 

# of visits for a Safety Complaint? N/A # of Visits Total? 17 
Must Complaint Continue to Exist? Yes 

 
Final Repair or Arbitration Req’d? Yes 

 
 
Related Repairs beyond NVLW: No 
Customer Pay? No If no, identify responsible party: N/A 
Additional Days out of Service? N/A Additional # of Repair Visits? N/A 
 
Other Considerations: Yes 
Outcome/Findings of Arb/Final Repair: FRA RO 208251 (3/15/11), no problems found. 



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:  
jeffery.b.sullivan@chevrolet.com  
 
Hi; 
 
   Option B. jeff 
 
 
 
Billie, 
  
I have information on this case that may assist in your review. I will review any repurchase or replacement offer 
before it is made. I would also like to be notified of the BRC decision to offer cash or other goodwill settlement.  
 
I have personally spoken with this customer as a result of case 71-885699108.  Related communications to follow.  
After a review of this customers file the CAC District Specialist and I did not find grounds for a repurchase or 
replacement of this customer's vehicle.  However, after personally discussing this matter with the customer, I 
offered to provide an Owner Loyalty Certificate once the vehicle is beyond the Bumper to Bumper Warranty on 
May 31, 2011.  This OLC would have been approximately $4,900.  The owner was very pleased and I have not 
heard from him since that time. 
 
 
Dwellion 
 
Dwellion Howard 
District Manager - Aftersales 
General Motors - Southeast Region 
Customer Care and Aftersales 
cell: 770-880-7276 
fax: 770-708-2380 
dwellion.howard@gm.com 
 
 
Pertinent vehicle information provided by dealer Service Manager: 
Service Manager Mike Pope does not recall anything in particular with this customer or vehicle. 

Identify at least three main strengths of the customer’s case? 
Customer is within filing period for LL. 
Customer may meet presumption (if previous complaint is verified during FRA). 
Customer is within NVLW. 
Identify at least three main weaknesses of the customer’s case? 
Most of customers complaints are single repair trim and electrical concerns (not repeat repairs). 
One of customer’s engine complaints was never duplicated. 
Customer had accepted offer for an OLC ($4900.00 value) prior to sending in demand letter. 
Are there any considerations to be made under other applicable laws? (Explain in detail) 
None 

Recommendation: 
Depending on outcome of FRA, crs recommends cash settlement of $4,000.00 to $6,000.00, 
inclusive. 
 
MSRP - $49,425.00 
Rationale: 



Most complaints were minor trim issues or one time electrical concerns, one engine concern was 
never duplicated, customer had already accepted an OLC to be provided once vehicle was out of 
NVLW by DDMA Dwellion Howard.  Tires and wheels were part of conversion package, not 
warrantable items. 
Settlement/Defense Strategy: 

Crs recommends cash settlement of $4,000.00 to $6,000.00, inclusive.  Most complaints were 
minor trim issues or one time electrical concerns, one engine concern was never duplicated, 
customer had already accepted an OLC to be provided once vehicle was out of NVLW by DDMA 
Dwellion Howard.  Tires and wheels were part of conversion package, not warrantable items. 
 
 



 
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: $Repurchase/$Fees 
Inclusive Offer: $N/A 

 

Settlement Type: 
Repurchase 

Date: 02/22/11 
Countered 

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

 

Settlement Type: 
Cash 

Date: 03/15/11 
Countered 

Plaintiff Counter:: 
Amount to Plaintiff/Atty: $N/A/$N/A 
Inclusive Offer: $10,000.00 

 

Settlement Type: 
Cash 

Date: 03/16/11 
Countered 

CRS Counter: 
Amount to Plaintiff/Atty: $N/A/$N/A 
Inclusive Offer: $4,750.00 

 

Settlement Type: 
Cash 

Date: 03/17/11 
Countered 

Plaintiff Counter:: 
Amount to Plaintiff/Atty: $N/A/$N/A 
Inclusive Offer: $9,000.00 

 

Settlement Type: 
Cash 

Date: 03/21/11 
Countered 

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

 

Settlement Type: 
Cash 

Date: 03/22/11 
Countered 

Plaintiff Counter:: 
Amount to Plaintiff/Atty: $N/A/$N/A 
Inclusive Offer: $8,000.00 

 

Settlement Type: 
Cash 

Date: 03/24/11 
Countered 

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

 

Settlement Type: 
Cash 

Date: 03/25/11 
Countered 

Plaintiff Counter:: 
Amount to Plaintiff/Atty: $N/A/$N/A 
Inclusive Offer: $7,500.00 

 

Settlement Type: 
Cash 

Date: 03/25/11 
Countered 

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

 

Settlement Type: 
Cash 

Date: 03/25/11 
Accepted 



   
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. 
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March 8, 2011 
 
 
Jennifer Basola, Esq. 
Krohn & Moss, LTD 
10474 Santa Monica Blvd Ste 401 
Los Angeles, CA 90025 
 
RE:   
 Service Request: 71-924813013 

2007 Chevrolet Suburban 
 Vehicle Identification Number: 1GNFK16357R

Customer Relationship Specialist: Mary Beth Hollman  
 
Dear Ms. Basola: 
 
This is to advise that General Motors is in receipt of the above referenced case dated February 24, 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 agreement 
        Other:  Repair Orders  

  
 Buyer’s agreement 

 General Motors 
 ATTN: BRC Legal 
 P.O. Box 33170 
 Detroit, MI 48232 
 
If you have further questions, please contact our Business Resource Center at 1-800-231-1841 Monday 
through Friday between 8:00 a.m. and 5:00 p.m., Eastern Time.  Please refer to the service request 
number above and a Customer Relationship Specialist will be happy to assist you. 
 
Sincerely, 
 
General Motors 
 



 

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

VEHICLE INFORMATION 
 
 
 
The current vehicle mileage is _________________ Date mileage read: ________________. 
 
 
 
 
_________________________________ _________________________________ 
Signature     Signature 
 
 
 
 
 
LG0006 
V08172010
 
































































































