


























































































































































































PRIVILEGED & CONFIDENTIAL - PREPARED FOR COUNSEL 
BRC CASE ASSESSMENT  

 
Latest Revision Date: 3/23/2011 

 
 

All Fields Are Required 
(Do not delete or modify any sections of this form)  
 
SR: 71-924813013 GM Legal File / BBB Case No.:  N/A 
By: Mary Beth Hollman, Legal ML Negotiator: Mary Beth Hollman, Legal ML 
 
Customer Last Name:   
Only customer's last name to be recorded. Do not include first name. 

State: California 
 

Vehicle ID No.:  
1GNFK16357R  

In Service Date: 
8/28/2006 

Vehicle Purchased: 
New 

BAC Code: 
112133 
 

Year, Make & Model: 2007 Chevrolet Suburban Vehicle Purchased New 
 

Current Mileage: 46,580 Dealer Name : Northwood Chevrolet 
Sale Type: Purchase  X   Lease      Other      : N/A 
 

CAM Name: Mick Gonzalez 
Phone Number: 805-373-8417 
 

Lien holder: GMAC      Other  X   : USBank DVM Name: Noelle Duckgeischel 
Phone/Cell Number: 805-373-6329 
 

Purchase Price of Vehicle: $ 49,375.79  

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

DVM requests involvement?: No 

 
Attorney Involvement: Krohn & Moss LTD  
-- Jennifer Basola, PC 
Phone Number : 323-988-2400 Ext 227 
Fax Number : 866-431-5575 
 

 
Service Manager Name: Will Mobley 
Phone Number : 707-443-4861 
 
 

Are there additional field personnel involved? If Yes, List the name, including role (DVM, DSM, etc.) 
and phone number. Repeat as necessary. 
None 
 
Are there additional dealerships involved? If Yes, List the dealership name, contact name, and phone 
number. Repeat as necessary. 
None 
 

 
 

If TAC was contacted, what did they say? (Include TAC case #) 
TAC SP-11161199 1/4/2010 – DDMA Request for FSE assistance 
-Customer concern -  Oil consumption, knock noise, SES lamp  
-Dealer comments/diagnosis - Tech states the vehicle came to the dealer with dtc P0449 P0521 in 
history and the engine was 3 qts low on oil since the last oil change at 31637 miles and there was a 
knock noise heard from the engine, tech states after he topped of the engine oil the noise was gone he 
was calling to see how to proceed.  
-TAC Recommendations - TAC advised the tech to inspect the intake and PCV hose for signs of 
excessive oil then continue with info on PIP4574F. 
- (1/5/2011) Dealer states this is the first time the customer has done some type of oil 
consumption test and they now know that it is excessive. 
Dealer has not performed any of the checks in PI    PIP4574F. 
Dealer states the customer is upset over this issue and has stopped keeping there oil level in the safe 



level.   
New Recommendations - I reviewed all the test and suggestions that are in PI   PIP4574F and advised 
the dealer to perform those test and call me with the results.  
-Results of previous suggestions made by TAC (Any new details). Tech states the PCV baffle is leaking, 
but very little. Tech states the lifters are not over aggressive on the left bank. Tech states the fresh air 
intake is unrestricted. 
-New Recommendations-   Advised tech to remove the intake manifold and drain the oil from it, if 
excessive , replaced the left valve cover, clean the intake manifold and retest for oil consumption, if the 
intake manifold does not have excessive oil in it, replace the pistons and rings. 
 
TAC 71-921735554 - 2/24/2011 - Phantom shift to 4wd on the highway 
Dealer comments/diagnosis - The dealer has not been able to duplicate. The dealer has reprogrammed 
the TCCM and sees no concern. The dealer wants to know if TAC has any information on this condition 
TAC Recommendations - Advised the dealer there are no bulletins. Advised the dealer replacing the 
transfer case mode switch or the encoder motor has repaired this concern in similar vehicles. Advised 
the dealer to drive with the tech2 and get a snap shot of the concern. 
 
If TAC was NOT contacted, why?  (Ask Dealership) DVM/DSM MUST be notified if TAC has not been involved, 
regardless of dealership explanation. 
N/A 

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

 Brakes 
       

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

3/14/08 601756
5 

1 14,718 Northwood Auto Plaza 
C/S – It feels like the brakes are not releasing. Feels like it may be in 4 
wheel / Customer concern not duplicated. Tech tested the brakes, 
operating as designed. No signs of excessive heat or wear on the 
brakes at this time. The tech found the veh in auto 4x4 mode. 
Should be in 2 wheel mode 

 
 Engine/Fuel/Exhaust 

       

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

2/23/07 600867
4 

1 4,548 Northwood Auto Plaza 
C/S – Battery keeps going dead / Out of calibration – Module, Powertrain 
control engine reprogramming. Diagnosis. Reprogram the BCM per Doc 
06-06-03-11 
 
Lube Oil and Filter 
 
Will Mobley, SVM – Verified days out of service 



     
10/01/07 601406

1 
* 10,772 Northwood Auto Plaza 

Lube Oil and Filter 
     
3/14/08 601756

5 
* 14,718 Northwood Auto Plaza 

Lube Oil and Filter 
     
6/13/08 601950

6 
N/A 16,534 Northwood Auto Plaza 

Lube Oil and Filter 
     
2/27/09 602430

0 
2 24,393 Northwood Auto Plaza 

C/S – The engine is losing about two quarts of oil between oil changes, 
see Will first / No problem found. Customer concern not duplicated. 
Inspect, need to do a oil monitor test, need to check the oil level about 
every 500 miles and keep a chart.  
Tech Notes: Found doc #2231805 for this concern. Should do 
consumption test first.  
 
Lube Oil and Filter 

     
7/07/09 602653

3 
N/A 28,616 Northwood Auto Plaza 

Lube Oil and Filter 
     
7/07/09 602653

2 
1 28,616 Northwood Auto Plaza 

C/S – The Oil is low – Tech Notes: Do Oil consumption test customer will 
need to bring back every 500 miles. Do not add oil. Made sure oil level 
was correct. Oil is about ½ quart over full.  

     
10/08/09 602823

2 
1 31,637 Northwood Auto Plaza 

Lube Oil and Filter 
Customer did not make it in for the first oil consumption tests, 
will start the test over.  
 
The check engine light is on see Will do simple diagnosis today / Scanned 
the computer, has code P0449, needs deeper diagnosis, the 
customer will reschedule – Cust unresponsive – 
- Customer did not return for oil test -  
 
Will Mobley, SVM – Verified days out of service 

     
12/28/09 602948

0 
57 35,201 Northwood Auto Plaza 

C/S – The vehicle is still using oil / Engine was over 3 qts low on oil, 
worked with GM Field Engineer James Bloss Case 11161199 / Diagnosed, 
replaced all pistons, rings, main and rod bearings, adjust and torque to 
specs test drove twice, operates as designed.  
 
C/S – The check engine light is on and the engine is making noise / Per 
Tech bulletin. Diagnosis code P0521 – Replaced the vent valve as per 
bulletin 
 
Rental Provided due to Parts delay 45 Days car rental 
 
Will Mobley, SVM – Verified days out of service 12/28/09 – 2/22/10 

     
9/08/10 603391

9 
N/A 40,909 Northwood Auto Plaza 

Lube Oil and Filter 
     



2/18/11 603676
7 

11 46,580 Northwood Auto Plaza 
C/S – Engine makes loud noise, oil light comes on and makes knocking 
sound when starts. Smells burning oil / No problem found. Performed 
numerous AM start ups and test drive, could not duplicate the 
concern. Also inspect for burning smell, inspect for leaks, none 
found.  
 
C/S – 4-wheel drive engages on its own, even going down the highway at 
65 mph / Could not duplicate the concern. Inspect, scan for codes, 
none found. Reviewed with GM Rep Noelle. She authorized a 
onetime Goodwill inspection she wanted us to drive the vehicle 
and try to duplicate the concern, we drove the vehicle for a total 
of 105 miles, the transfer case did not jump into 4x4 at any 
speed. Needs to be more consistent to diagnose.  
 
C/S – Cruise control stops working when going downhill. The vehicle 
speeds up as opposed to slowing down / Out of calibration – Did not 
duplicate the customer’s concern. We did find a software update that 
might address the concern. Performed the latest software update. GM 
authorized a onetime Goodwill assist for this concern. 
 
Lube Oil and Filter (6 qts) 
 
Will Mobley, SVM – Verified days out of service 

 
 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: 
     



10/01/07 601406
1 

* 10,772 Northwood Auto Plaza 
C/S – Right front inner door handle is peeling / Poor mach peeling - 
Installed 15935954 handle. Inspect, replaced the R-front inner door 
handle 
 
C/S – Left front inner door handle is peeling / Poor mach peeling – 
Corrected by B4281: Handle, front door inside opening left R&R or replace 
 
Note: Oct 11, called 443-5695, 10:10 AM, SOP here, talked to [Customer] 
and she will call back to reschedule. 
Jan 18, called 10:12 AM, SOP here, talked to [customer] and made her an 
appt for today at 2:30.  

     
7/07/09 602653

2 
* 28,616 Northwood Auto Plaza 

C/S – All four doors the moldings are changing color – Ordered new 
moldings they are paint to match.  
 
C/S – Mirrors are changing colors as well – No discolor found on mirrors 
 
Customer Unresponsive on SOP 
July 13, called 9:58 AM, SOP here Left message on machine. Aug 26, 
called 10:26 AM SOP here, left message on machine. Custoemr came in 
October 8 for other work, did not have tome to do door moldings, will 
schedule later. Nov 16, called 11:11 AM, SOP here, left message. 
Customer unresponsive Dec 1st.  
 
Will Mobley, SVM – Verified days out of service 

     
1/22/10 602990

2 
N/A – 
occurred 
within RO 
6026533 

35,201 Northwood Auto Plaza 
C/S – Would like Goodwill assistance on side moldings all discolored / 
Faded – Replaced door molding 
B7866 - Molding, Front Door - Right - Side - R&R Or Replace   
B7876 - Molding, Front Door - Left - Side - R&R Or Replace   
B7976 - Molding, Rear Door - Left - Side - R&R Or Replace   
B7966 - Molding, Rear Door - Right - Side - R&R Or Replace   
 
Will Mobley, SVM – Verified days out of service 

     
2/18/11 603676

7 
* 46,580 Northwood Auto Plaza 

C/S – Door exterior trim is peeling off / Coming loose – Inspect, parts are 
still on order.  

 
 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: 
     

10/01/07 601406
1 

1 10,772 Northwood Auto Plaza 
C/S – When you operate something for a short time the battery goes dead 
/ Poor machining – Diagnosis, tested for draw and alternator, ok – 
Installed a new battery 
 
Note: Oct 11, called 443-5695, 10:10 AM, SOP here, talked to [Customer] 
and she will call back to reschedule. 
Jan 18, called 10:12 AM, SOP here, talked to [customer] and made her an 
appt for today at 2:30.  
 
Will Mobley, SVM – Verified days out of service 

     
2/18/11 603676

7 
* 46,580 Northwood Auto Plaza 

C/S – Having electrical problems. Battery goes dead and has to be jump 
started for no apparent reason / No problem found. Tested electrical 
system, all systems passed. GM allowed inspection as a onetime 
Goodwill 
 
C/S – Needs left front headlamp replaced / Customer Pay – Installed 
20760578. Replaced the left front headlamp assembly, aimed to spec, 
inspect the hood alignment ok.  $470.50 plus tax. 
 
C/S – Seat warmers not working. Randomly they will come on / Poor 
connection – Diagnosis has code B2508. Removed the right front seat, the 
wire harness was out of position – Insulate and reposition, test operation. 
Operates as designed. GM authorized one Goodwill assist on this concern.  
 
C/S – Remote start not working and key fob is INOP / Out of calibration. 
We could not duplicate the concern – Performed a software update, 
that may fix the customer’s concern. GM authorized one Goodwill assist on 
this concern. 
 
C/S – Radio will intermittently shut its self off when driving. Won’t come 
back on until vehicle is turned off and then back on again / No problem 
found. We could not duplicate the customer’s concern. GM 
authorized a onetime Goodwill inspection for this concern. 
 
C/S – Dash lights flicker on and off intermittently / No problem found. 
We could not duplicate the customer’s concern. GM authorized a 
onetime Goodwill inspection for this concern. 
 
C/S – Windshield wipers come on even when it is sunny outside. Have to 
restart the car for the wipers to shut off / No problem found. We could 
not duplicate the customer’s concern. GM authorized a onetime 
Goodwill inspection for this concern.  

     
3/04/11 603704

0 
1 46,756 Northwood Auto Plaza 

Customer drove vehicle in shop states radio has locked up / Duplicated 
concern. Possible program or internal concern. Need more time to diag. 
Onetime Goodwill inspection.  
 
RO closed due to special order parts or the customer needed to 
reschedule due to time.  

 
 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: 
     

2/18/11 603676
7 

* 46,580 Northwood Auto Plaza 
C/S – Paint is fading below mirrors / Inspect, no problem found.  

 
 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: 
     

12/28/09 602948
0 

* 35,201 Northwood Auto Plaza 
Recall 07007 / Recall – Performed recall 06162 - Y0124 - 06162 
Product Enhancement - Engine Control Module Reprogram with 
SPS 
 
Recall 08048 / Recall – Installed washer harness - V1993 - 
08048A - Jumper Harness Installation 

     
2/18/11 603676

7 
* 46,580 Northwood Auto Plaza 

Recall 10153 / Recall.  Remove window washer solvent heater 
and disable the system and compensate customer by check 
$100.00 for the loss of the feature - Removed the washer heater 

 
 Other 

       

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

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



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

Y - Dealer 

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

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

  

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

  

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

 

N/A 

 
Have you confirmed modification with the dealership? (Y or N) Y - Dealer 
 
PERTINENT FACTS FROM All SR’s RELATED TO THIS VIN: 
Concern: SPAC Escalation 71-794170793 Part # 89060486 
Date & Offer/Result: 1/14 – 1/21/2010 Case closed for Parts ETA 2/4/2010 at Dlr. 
 
Concern: SPAC Escalation 71-794170797 Part # 19208677 
Date & Offer/Result: 1/14 – 1/26/2010 
 
Concern: Oil Consumption 
Date & Offer/Result: 1/4/2010 SEE TAC NOTES ABOVE TAC SP-11161199 
 
Concern: Phantom shift into 4WD on the highway 
Date & Offer/Result: 2/24/2011 SEE TAC NOTES ABOVE TAC 71-921735554 
 



Concern: Multiple Repeat Veh Complaints – Cust sks assistance for out of NVLW concerns 
Date & Offer/Result: 71-922650187 CAC T2 2/28 – 3/7/2011 (Closed due to NISM Open) 



 
BBB PROGRAM SUMMARY ASSESSMENT: 
(Note: This section only applicable for ADR cases) 
 
What State is BBB Case Filed In? N/A 
 
What is the customer eligible for based on the BBB Program Eligibility Guidelines and 
the specific states lemon law requirements for meeting presumption? (Explain in Detail) 
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 + 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. 
- Electrical system - battery keeps going dead, heated windshield washer module short circuited, the 
inoperative seat warmers, the inoperative remote start, the inoperative key FOB, the radio shuts off 
while driving, the dash lights flicker on and off intermittently, and the windshield wipers come on by 
themselves 
- Engine - required reprogramming and/or updating of the ECM, and the excessive oil consumption 
- Body/Trim - left and right front inner door handles are peeling, the moldings on all four doors are 
changing colors, the mirrors are changing colors, the replacement of the left front headlamp, and the 
exterior door trim is peeling off 
- Transmission - 4x4 engages by itself while driving; 
- Engine/Electrical -  persistent illumination of the check engine light, and the replacement of the 
pistons, rods and 0-rings; 
- Cruise control -  cruise control stops working when going downhill 
 
 
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? No Final Repair/Arbitration Required? Yes 
Time Period for filing a Claim? 18 months / 18,000 miles – 4 years after 

last visit for defective non-conformity 
 
 

 

 
Vehicle Service History (During Presumptive Period) is: 

# of Visits for a Non-Conformity? 2 - Battery # of Days out of Service? 2 
# of visits for a Safety Complaint? 0 # of Visits Total? 2 
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? 2 – Oil Low 

2 - Battery 
# of Days out of Service? 6 

# of visits for a Safety Complaint? 0 # of Visits Total? 5 
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: Powertrain & 

Dlr Goodwill 
Additional Days out of Service? 70 Additional # of Repair Visits? 4 



 
Other Considerations: Yes 
Outcome/Findings of Arb/Final Repair: N/A 
Prior Goodwill/reimbursement: Yes - GW 1/22/10   - Dlr GW’s all door side moldings RO 

6029902 & 2/18/11 – Dlr GW Diag and minor 
repairs 

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:  
Noelle Duckgeischel, DDMA – I am not aware of this vehicle or customer’s concerns. DDMA 
contacted CRS to request direction on whether to do a goodwill replacement of the radio.  

Pertinent vehicle information provided by dealer Service Manager: 
In TAC Case Will Mobley, SVM sts to TAC - (1/5/2011) Dealer states this is the first time the 
customer has done some type of oil consumption test and they now know that it is excessive. 

Identify at least three main strengths of the customer’s case? 
1. Customer made 4 complaints of excessive oil consumption concerns  
2. The vehicle is still within the Powertrain Limited Warranty 
3. Vehicle out of service 72 days for engine related concerns within Powertrain warranty.  

Identify at least three main weaknesses of the customer’s case? 
1. Customer never returned for oil consumption testing as requested by the dealership on multiple 
occasions. First attempt was 12/28/2009 

Are there any considerations to be made under other applicable laws? (Explain in detail) 
Yes – the vehicle may appear to be in breach of the Powertrain due to 72 days out of service for 
engine-related concerns.  

Recommendation: 
CRS recommends repurchase at 35,201 miles (first repair made for oil consumption concern and 
customer was provided 45 day rental during this repair and vehicle out of service 57 days due to 
part delay).  
Rationale: 
Customer made multiple complaints regarding oil consumption, but did not follow through will oil 
consumption testing as requested by dealership to diagnose (well documented in ROs). Dealer given 
an opportunity to thoroughly diagnose and repair on 12/28/2009 and the vehicle was 57 verified 
days out of service due to part delay for this repair. Appears that dealer was not given an 
opportunity to repair/diagnose oil consumption concern on prior occasions that customer 
complained of oil consumption concerns as evidenced by oil change visits where this was not 
addressed by the customer and the customer failed to bring the vehicle in every 500 miles as 
requested by the dealership.  
Settlement/Defense Strategy: 

Negotiate reasonable repurchase offer to resolve alleged breach of warranty claim.  

 
 



 
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:  
Inclusive Offer: Repurchase 

 

Settlement Type: 
Repurchase 

Date: 3/7/2011 
{Accepted / Countered} 

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

 

Settlement Type: 
{Goodwill Type} 

Date: 
{mm/dd/yy} 

{Accepted / Countered} 

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

 

Settlement Type: 
{Goodwill Type} 

Date: 
{mm/dd/yy} 

{Accepted / Countered} 

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

 

Settlement Type: 
{Goodwill Type} 

Date: 
{mm/dd/yy} 

{Accepted / Countered} 

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

 

Settlement Type: 
{Goodwill Type} 

Date: 
{mm/dd/yy} 

{Accepted / Declined} 

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

 

Settlement Type: 
{Goodwill Type} 

Date: 
{mm/dd/yy} 

{Accepted / Declined} 



   
HISTORY OF SETTLEMENT DISCUSSIONS – Applicable for ADR Cases Only 
Record all recommendation throughout the life of the case. Each offer or counter offer should be recorded in order to review case 
progression. 
*Trade Repurchase offers should specify Trade Retail, Trade Collateral, or Trade New Finance. 
*Add additional lines for additional offers/counter offers. 
Recommendation of CRS: Arbitrate case: 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: N/A Date: N/A 

 



 

 

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: 3/30/2011 

 
 

All Fields Are Required 
(Do not delete or modify any sections of this form)  
 
SR: 71-924813013 GM Legal File / BBB Case No.:  N/A 
By: Mary Beth Hollman, Legal ML Negotiator: Mary Beth Hollman, Legal ML 
 
Customer Last Name:   
Only customer's last name to be recorded. Do not include first name. 

State: California 
 

Vehicle ID No.:  
1GNFK16357R  

In Service Date: 
8/28/2006 

Vehicle Purchased: 
New 

BAC Code: 
112133 
 

Year, Make & Model: 2007 Chevrolet Suburban Vehicle Purchased New 
 

Current Mileage: 46,890 Dealer Name : Northwood Chevrolet 
Sale Type: Purchase  X   Lease      Other      : N/A 
 

CAM Name: Mick Gonzalez 
Phone Number: 805-373-8417 
 

Lien holder: GMAC      Other  X   : USBank DVM Name: Noelle Duckgeischel 
Phone/Cell Number: 805-373-6329 
 

Purchase Price of Vehicle: $ 49,375.79  

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

DVM requests involvement?: No 

 
Attorney Involvement: Krohn & Moss LTD  
-- Jennifer Basola, PC 
Phone Number : 323-988-2400 Ext 227 
Fax Number : 866-431-5575 
 

 
Service Manager Name: Will Mobley 
Phone Number : 707-443-4861 
 
 

Are there additional field personnel involved? If Yes, List the name, including role (DVM, DSM, etc.) 
and phone number. Repeat as necessary. 
None 
 
Are there additional dealerships involved? If Yes, List the dealership name, contact name, and phone 
number. Repeat as necessary. 
None 
 

 
 

If TAC was contacted, what did they say? (Include TAC case #) 
TAC SP-11161199 1/4/2010 – DDMA Request for FSE assistance 
-Customer concern -  Oil consumption, knock noise, SES lamp  
-Dealer comments/diagnosis - Tech states the vehicle came to the dealer with dtc P0449 P0521 in 
history and the engine was 3 qts low on oil since the last oil change at 31637 miles and there was a 
knock noise heard from the engine, tech states after he topped of the engine oil the noise was gone he 
was calling to see how to proceed.  
-TAC Recommendations - TAC advised the tech to inspect the intake and PCV hose for signs of 
excessive oil then continue with info on PIP4574F. 
- (1/5/2011) Dealer states this is the first time the customer has done some type of oil 
consumption test and they now know that it is excessive. 
Dealer has not performed any of the checks in PI    PIP4574F. 
Dealer states the customer is upset over this issue and has stopped keeping there oil level in the safe 



level.   
New Recommendations - I reviewed all the test and suggestions that are in PI   PIP4574F and advised 
the dealer to perform those test and call me with the results.  
-Results of previous suggestions made by TAC (Any new details). Tech states the PCV baffle is leaking, 
but very little. Tech states the lifters are not over aggressive on the left bank. Tech states the fresh air 
intake is unrestricted. 
-New Recommendations-   Advised tech to remove the intake manifold and drain the oil from it, if 
excessive , replaced the left valve cover, clean the intake manifold and retest for oil consumption, if the 
intake manifold does not have excessive oil in it, replace the pistons and rings. 
 
TAC 71-921735554 - 2/24/2011 - Phantom shift to 4wd on the highway 
Dealer comments/diagnosis - The dealer has not been able to duplicate. The dealer has reprogrammed 
the TCCM and sees no concern. The dealer wants to know if TAC has any information on this condition 
TAC Recommendations - Advised the dealer there are no bulletins. Advised the dealer replacing the 
transfer case mode switch or the encoder motor has repaired this concern in similar vehicles. Advised 
the dealer to drive with the tech2 and get a snap shot of the concern. 
 
If TAC was NOT contacted, why?  (Ask Dealership) DVM/DSM MUST be notified if TAC has not been involved, 
regardless of dealership explanation. 
N/A 

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

 Brakes 
       

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

3/14/08 601756
5 

1 14,718 Northwood Auto Plaza 
C/S – It feels like the brakes are not releasing. Feels like it may be in 4 
wheel / Customer concern not duplicated. Tech tested the brakes, 
operating as designed. No signs of excessive heat or wear on the 
brakes at this time. The tech found the veh in auto 4x4 mode. 
Should be in 2 wheel mode 

 
 Engine/Fuel/Exhaust 

       

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

2/23/07 600867
4 

1 4,548 Northwood Auto Plaza 
C/S – Battery keeps going dead / Out of calibration – Module, Powertrain 
control engine reprogramming. Diagnosis. Reprogram the BCM per Doc 
06-06-03-11 
 
Lube Oil and Filter 
 
Will Mobley, SVM – Verified days out of service 



     
10/01/07 601406

1 
* 10,772 Northwood Auto Plaza 

Lube Oil and Filter 
     
3/14/08 601756

5 
* 14,718 Northwood Auto Plaza 

Lube Oil and Filter 
     
6/13/08 601950

6 
N/A 16,534 Northwood Auto Plaza 

Lube Oil and Filter 
     
2/27/09 602430

0 
2 24,393 Northwood Auto Plaza 

C/S – The engine is losing about two quarts of oil between oil changes, 
see Will first / No problem found. Customer concern not duplicated. 
Inspect, need to do a oil monitor test, need to check the oil level about 
every 500 miles and keep a chart.  
Tech Notes: Found doc #2231805 for this concern. Should do 
consumption test first.  
 
Lube Oil and Filter 

     
7/07/09 602653

3 
N/A 28,616 Northwood Auto Plaza 

Lube Oil and Filter 
     
7/07/09 602653

2 
1 28,616 Northwood Auto Plaza 

C/S – The Oil is low – Tech Notes: Do Oil consumption test customer will 
need to bring back every 500 miles. Do not add oil. Made sure oil level 
was correct. Oil is about ½ quart over full.  

     
10/08/09 602823

2 
1 31,637 Northwood Auto Plaza 

Lube Oil and Filter 
Customer did not make it in for the first oil consumption tests, 
will start the test over.  
 
The check engine light is on see Will do simple diagnosis today / Scanned 
the computer, has code P0449, needs deeper diagnosis, the 
customer will reschedule – Cust unresponsive – 
- Customer did not return for oil test -  
 
Will Mobley, SVM – Verified days out of service 

     
12/28/09 602948

0 
57 35,201 Northwood Auto Plaza 

C/S – The vehicle is still using oil / Engine was over 3 qts low on oil, 
worked with GM Field Engineer James Bloss Case 11161199 / Diagnosed, 
replaced all pistons, rings, main and rod bearings, adjust and torque to 
specs test drove twice, operates as designed.  
 
C/S – The check engine light is on and the engine is making noise / Per 
Tech bulletin. Diagnosis code P0521 – Replaced the vent valve as per 
bulletin 
 
Rental Provided due to Parts delay 45 Days car rental 
 
Will Mobley, SVM – Verified days out of service 12/28/09 – 2/22/10 

     
9/08/10 603391

9 
N/A 40,909 Northwood Auto Plaza 

Lube Oil and Filter 
     



2/18/11 603676
7 

11 46,580 Northwood Auto Plaza 
C/S – Engine makes loud noise, oil light comes on and makes knocking 
sound when starts. Smells burning oil / No problem found. Performed 
numerous AM start ups and test drive, could not duplicate the 
concern. Also inspect for burning smell, inspect for leaks, none 
found.  
 
C/S – 4-wheel drive engages on its own, even going down the highway at 
65 mph / Could not duplicate the concern. Inspect, scan for codes, 
none found. Reviewed with GM Rep Noelle. She authorized a 
onetime Goodwill inspection she wanted us to drive the vehicle 
and try to duplicate the concern, we drove the vehicle for a total 
of 105 miles, the transfer case did not jump into 4x4 at any 
speed. Needs to be more consistent to diagnose.  
 
C/S – Cruise control stops working when going downhill. The vehicle 
speeds up as opposed to slowing down / Out of calibration – Did not 
duplicate the customer’s concern. We did find a software update that 
might address the concern. Performed the latest software update. GM 
authorized a onetime Goodwill assist for this concern. 
 
Lube Oil and Filter (6 qts) 
 
Will Mobley, SVM – Verified days out of service 

 
 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: 
     



10/01/07 601406
1 

* 10,772 Northwood Auto Plaza 
C/S – Right front inner door handle is peeling / Poor mach peeling - 
Installed 15935954 handle. Inspect, replaced the R-front inner door 
handle 
 
C/S – Left front inner door handle is peeling / Poor mach peeling – 
Corrected by B4281: Handle, front door inside opening left R&R or replace 
 
Note: Oct 11, called 443-5695, 10:10 AM, SOP here, talked to [Customer] 
and she will call back to reschedule. 
Jan 18, called 10:12 AM, SOP here, talked to [customer] and made her an 
appt for today at 2:30.  

     
7/07/09 602653

2 
* 28,616 Northwood Auto Plaza 

C/S – All four doors the moldings are changing color – Ordered new 
moldings they are paint to match.  
 
C/S – Mirrors are changing colors as well – No discolor found on mirrors 
 
Customer Unresponsive on SOP 
July 13, called 9:58 AM, SOP here Left message on machine. Aug 26, 
called 10:26 AM SOP here, left message on machine. Custoemr came in 
October 8 for other work, did not have tome to do door moldings, will 
schedule later. Nov 16, called 11:11 AM, SOP here, left message. 
Customer unresponsive Dec 1st.  
 
Will Mobley, SVM – Verified days out of service 

     
1/22/10 602990

2 
N/A – 
occurred 
within RO 
6026533 

35,201 Northwood Auto Plaza 
C/S – Would like Goodwill assistance on side moldings all discolored / 
Faded – Replaced door molding 
B7866 - Molding, Front Door - Right - Side - R&R Or Replace   
B7876 - Molding, Front Door - Left - Side - R&R Or Replace   
B7976 - Molding, Rear Door - Left - Side - R&R Or Replace   
B7966 - Molding, Rear Door - Right - Side - R&R Or Replace   
 
Will Mobley, SVM – Verified days out of service 

     
2/18/11 603676

7 
* 46,580 Northwood Auto Plaza 

C/S – Door exterior trim is peeling off / Coming loose – Inspect, parts are 
still on order.  

     
3/09/11 603710

1 
1 46,890 Northwood Auto Plaza 

SOP Driver’s door molding/paint to match. Customer will drop off night 
before. Advised [Cust] may need vehicle overnight if body shop does not 
finish / Driver door exterior molding coming off – Paint to match new 
molding and had installed – Goodwill promised on prior visit  

 
 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: 
     

10/01/07 601406
1 

1 10,772 Northwood Auto Plaza 
C/S – When you operate something for a short time the battery goes dead 
/ Poor machining – Diagnosis, tested for draw and alternator, ok – 
Installed a new battery 
 
Note: Oct 11, called 443-5695, 10:10 AM, SOP here, talked to [Customer] 
and she will call back to reschedule. 
Jan 18, called 10:12 AM, SOP here, talked to [customer] and made her an 
appt for today at 2:30.  
 
Will Mobley, SVM – Verified days out of service 

     
2/18/11 603676

7 
* 46,580 Northwood Auto Plaza 

C/S – Having electrical problems. Battery goes dead and has to be jump 
started for no apparent reason / No problem found. Tested electrical 
system, all systems passed. GM allowed inspection as a onetime 
Goodwill 
 
C/S – Needs left front headlamp replaced / Customer Pay – Installed 
20760578. Replaced the left front headlamp assembly, aimed to spec, 
inspect the hood alignment ok.  $470.50 plus tax. 
 
C/S – Seat warmers not working. Randomly they will come on / Poor 
connection – Diagnosis has code B2508. Removed the right front seat, the 
wire harness was out of position – Insulate and reposition, test operation. 
Operates as designed. GM authorized one Goodwill assist on this concern.  
 
C/S – Remote start not working and key fob is INOP / Out of calibration. 
We could not duplicate the concern – Performed a software update, 
that may fix the customer’s concern. GM authorized one Goodwill assist on 
this concern. 
 
C/S – Radio will intermittently shut its self off when driving. Won’t come 
back on until vehicle is turned off and then back on again / No problem 
found. We could not duplicate the customer’s concern. GM 
authorized a onetime Goodwill inspection for this concern. 
 
C/S – Dash lights flicker on and off intermittently / No problem found. 
We could not duplicate the customer’s concern. GM authorized a 
onetime Goodwill inspection for this concern. 
 
C/S – Windshield wipers come on even when it is sunny outside. Have to 
restart the car for the wipers to shut off / No problem found. We could 
not duplicate the customer’s concern. GM authorized a onetime 
Goodwill inspection for this concern.  

     
3/04/11 603704

0 
1 46,756 Northwood Auto Plaza 

Customer drove vehicle in shop states radio has locked up / Duplicated 
concern. Possible program or internal concern. Need more time to diag. 
Onetime Goodwill inspection.  
 
RO closed due to special order parts or the customer needed to 
reschedule due to time.  

     
3/09/11 603710

1 
* 46,890 Northwood Auto Plaza 

C/S – Update radio, customer would like Goodwill assistance / Radio locks 



up, confirmed  
Note: Pulled part #15882766. Waiting for authorization from GM Legal 
department. Noelle (DDMA) said to do no further Goodwill at this time. 
 
C/S – Battery went dead twice this week  

 
 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: 
     

2/18/11 603676
7 

* 46,580 Northwood Auto Plaza 
C/S – Paint is fading below mirrors / Inspect, no problem found.  

 
 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: 
     

12/28/09 602948
0 

* 35,201 Northwood Auto Plaza 
Recall 07007 / Recall – Performed recall 06162 - Y0124 - 06162 
Product Enhancement - Engine Control Module Reprogram with 
SPS 
 
Recall 08048 / Recall – Installed washer harness - V1993 - 
08048A - Jumper Harness Installation 

     
2/18/11 603676

7 
* 46,580 Northwood Auto Plaza 

Recall 10153 / Recall.  Remove window washer solvent heater 
and disable the system and compensate customer by check 
$100.00 for the loss of the feature - Removed the washer heater 

 
 Other 

       

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

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



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

Y - Dealer 

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

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

  

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

  

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

 

N/A 

 
Have you confirmed modification with the dealership? (Y or N) Y - Dealer 
 
PERTINENT FACTS FROM All SR’s RELATED TO THIS VIN: 
Concern: SPAC Escalation 71-794170793 Part # 89060486 
Date & Offer/Result: 1/14 – 1/21/2010 Case closed for Parts ETA 2/4/2010 at Dlr. 
 
Concern: SPAC Escalation 71-794170797 Part # 19208677 
Date & Offer/Result: 1/14 – 1/26/2010 
 
Concern: Oil Consumption 
Date & Offer/Result: 1/4/2010 SEE TAC NOTES ABOVE TAC SP-11161199 
 
Concern: Phantom shift into 4WD on the highway 
Date & Offer/Result: 2/24/2011 SEE TAC NOTES ABOVE TAC 71-921735554 
 



Concern: Multiple Repeat Veh Complaints – Cust sks assistance for out of NVLW concerns 
Date & Offer/Result: 71-922650187 CAC T2 2/28 – 3/7/2011 (Closed due to NISM Open) 
 
Concern: BBB Written Case PGM1115527 
Date & Offer/Result: 71-924813013 Opened 3/28/2011 – Request repurchase + Atty fees 



 
BBB PROGRAM SUMMARY ASSESSMENT: 
(Note: This section only applicable for ADR cases) 
 
What State is BBB Case Filed In? N/A 
 
What is the customer eligible for based on the BBB Program Eligibility Guidelines and 
the specific states lemon law requirements for meeting presumption? (Explain in Detail) 
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 + 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. 
- Electrical system - battery keeps going dead, heated windshield washer module short circuited, the 
inoperative seat warmers, the inoperative remote start, the inoperative key FOB, the radio shuts off 
while driving, the dash lights flicker on and off intermittently, and the windshield wipers come on by 
themselves 
- Engine - required reprogramming and/or updating of the ECM, and the excessive oil consumption 
- Body/Trim - left and right front inner door handles are peeling, the moldings on all four doors are 
changing colors, the mirrors are changing colors, the replacement of the left front headlamp, and the 
exterior door trim is peeling off 
- Transmission - 4x4 engages by itself while driving; 
- Engine/Electrical -  persistent illumination of the check engine light, and the replacement of the 
pistons, rods and 0-rings; 
- Cruise control -  cruise control stops working when going downhill 
 
 
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? No Final Repair/Arbitration Required? Yes 
Time Period for filing a Claim? 18 months / 18,000 miles – 4 years after 

last visit for defective non-conformity 
 
 

 

 
Vehicle Service History (During Presumptive Period) is: 

# of Visits for a Non-Conformity? 2 - Battery # of Days out of Service? 2 
# of visits for a Safety Complaint? 0 # of Visits Total? 2 
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? 2 – Oil Low 

2 - Battery 
# of Days out of Service? 6 

# of visits for a Safety Complaint? 0 # of Visits Total? 5 
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: Powertrain & 

Dlr Goodwill 
Additional Days out of Service? 71 Additional # of Repair Visits? 5 



 
Other Considerations: Yes 
Outcome/Findings of Arb/Final Repair: N/A 
Prior Goodwill/reimbursement: Yes - GW 1/22/10   - Dlr GW’s all door side moldings RO 

6029902 & 2/18/11 – Dlr GW Diag and minor 
repairs 

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:  
Noelle Duckgeischel, DDMA – I am not aware of this vehicle or customer’s concerns. DDMA 
contacted CRS to request direction on whether to do a goodwill replacement of the radio.  

Pertinent vehicle information provided by dealer Service Manager: 
In TAC Case Will Mobley, SVM sts to TAC - (1/5/2011) Dealer states this is the first time the 
customer has done some type of oil consumption test and they now know that it is excessive. 

Identify at least three main strengths of the customer’s case? 
1. Customer made 4 complaints of excessive oil consumption concerns  
2. The vehicle is still within the Powertrain Limited Warranty 
3. Vehicle out of service 72 days for engine related concerns within Powertrain warranty.  

Identify at least three main weaknesses of the customer’s case? 
1. Customer never returned for oil consumption testing as requested by the dealership on multiple 
occasions. First attempt was 12/28/2009 

Are there any considerations to be made under other applicable laws? (Explain in detail) 
Yes – the vehicle may appear to be in breach of the Powertrain due to 72 days out of service for 
engine-related concerns.  

Recommendation: 
CRS recommends repurchase at 35,201 miles (first repair made for oil consumption concern and 
customer was provided 45 day rental during this repair and vehicle out of service 57 days due to 
part delay).  
Rationale: 
Customer made multiple complaints regarding oil consumption, but did not follow through will oil 
consumption testing as requested by dealership to diagnose (well documented in ROs). Dealer given 
an opportunity to thoroughly diagnose and repair on 12/28/2009 and the vehicle was 57 verified 
days out of service due to part delay for this repair. Appears that dealer was not given an 
opportunity to repair/diagnose oil consumption concern on prior occasions that customer 
complained of oil consumption concerns as evidenced by oil change visits where this was not 
addressed by the customer and the customer failed to bring the vehicle in every 500 miles as 
requested by the dealership.  
Settlement/Defense Strategy: 

Negotiate reasonable repurchase offer to resolve alleged breach of warranty claim.  

 
 



 
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:  
Inclusive Offer: Repurchase 

 

Settlement Type: 
Repurchase 

Date: 3/7/2011 
Countered 

CRS Initial Offer: 
Amount to Plaintiff/Atty: Repurchase /$2,750.00 
Inclusive Offer:  
  

 

Settlement Type: 
Repurchase 

Date: 3/25/2011 
{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: 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: N/A Date: N/A 

 



 

 

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. 

















April 12, 2011 
 
Norman Taylor, Esq. 
Norman Taylor & Associates 
425 West Broadway, Suite 220 
Glendale, CA 91204 
 
 
RE: v. General Motors 

Service Request: 71-925820411 
2007 Chevrolet Suburban 
Vehicle Identification Number: 1GNFK16377J
Customer Relationship Specialist: Dan  

 
 
Dear Mr. Taylor: 
 
Enclosed please find a check in the amount of $12,500.00 made payable to 

and Norman Taylor & 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:  

3/30/11 
 

All Fields Are Required 
(Do not delete or modify any sections of this form)  
 
SR: 71-925820411 GM Legal File / BBB Case No.:  {Number} 
By: Dan Lorett BRC LEGAL Negotiator: Dan Lorett 
 
Customer Last Name:  
Only customer's last name to be recorded. Do not include first name. 

State: CA 
 

Vehicle ID No.:  
1GNFK16377J

In Service Date: 
5/25/2006 

Vehicle Purchased: 
Used 

BAC Code: 
164494 
 

Year, Make & Model: 2007 Chevrolet Suburban Vehicle Purchased Used on: 12/19/09 
at odometer 53219 
 

Current Mileage: 62864 Dealer Name : Rydell Automotive 
Sale Type: Purchase xx  Lease        Other       : {Type} 
 

CAM Name: Mick Gonzalez 
Phone Number: 805 373 8417 
 

Lien holder:   GMACxx     Other       : {Name} DVM Name: Paul Wasko 
Phone/Cell Number: 805-217-2835 
 

Purchase Price of Vehicle: $ 29696.00  

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

DVM requests involvement?: No 

 
Attorney Involvement: Norman Taylor & Associates 
Phone Number : 818-244-3905 
Fax Number : 818-244-6052 
 

 
Service Manager Name: Kelly 
Cashman 
Phone Number : (818) 832-1600 
 
 

Are there additional field personnel involved? If Yes, List the name, including role (DVM, DSM, etc.) 
and phone number. Repeat as necessary. 
NA 
 
Are there additional dealerships involved? If Yes, List the dealership name, contact name, and phone 
number. Repeat as necessary. 
NA 
 

 
 

If TAC was contacted, what did they say? (Include TAC case #) 
SP-9428850 - I had the dealer cycle the DSM fuse and the remote keyless entry system and tire 
pressure monitor functions returned to normal. 
 
If TAC was NOT contacted, why?  (Ask Dealership) DVM/DSM MUST be notified if TAC has not been involved, 
regardless of dealership explanation. 
NA 

 
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. 
 
xx 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: 
     

                              
 

 Engine/Fuel/Exhaust 
       

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

2/23/10 404453 2 55947 Rydell Chevrolet 
 
C/S loses almost 2 quarts of oil from last oil change, had to add 2 quarts 2 
days ago. / Found no oil leak from under or on top of engine. - Filled oil to 
spec on dip stick and performed oil consumption test on vehicle.  Mileage 
is 55947 and found no further concern at this time.  Customer to bring it 
back 900-1000 miles for inspection. 

     
12/4/10 442865 4 62864 Rydell Chevrolet 

 
C/S engine is using excessive amount of oil. / Oil consumption test has 
been in progress and oil checked multiple times and oil has been topped 
off.  Oil check on this visit with odometer at 62864 miles prior 
documentation indicates @ 61736 miles.  Difference since last top off is 
1128.  Amount of oil added this visit is 1 quart.  Customer requesting this 
to be reviewed by service manager and advise. - For document #2534528 
engine oil consumption 10-06-01-008A install AFM oil deflector and clean 
carbon all cylinders.  Remove all spark plugs add injector clean all 
cylinders clean carbon and reinstall all spark plugs and remove oil pan, 
install AFM oil deflector.  Road test 5 miles recheck for leaks, OK, no leaks. 
 
C/S squeal noise from engine compartment. / Power steering pump pulley 
out of alignment causing serpentine belt whine noise, serpentine belt 
warped, damaged. - Reposition power steering pump pulley and replaced 
serpentine belt.  Road test OK, no more belt whine noise heard. 
 
*Svc mgr verified days out of service* 

     
2/11/11 449171 1 64794 Rydell Chevrolet 

 
C/S since repair were performed on prior visit for oil consumption, that the 
engine is still going through excessive amount of oil. / Odometer reading 
when repair was performed last for oil consumption was 62864 - now at 
64794 (1930 miles).  Check, top off and document amount of oil used. - 
On inspection, found engine oil level 1.0 quarts low.  Add one quart as 



needed, will continue to monitor on usage.  As agreed with customer, will 
discuss with service mgr on any possible repairs based on oil used and 
mileage. 

 
 Restraints 

       

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

                              

 
 Steering 

       

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

                              

 
 Transmission 

       

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

                              
 

 Axle 
       

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

                              
 

 Body/Trim 
       

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

1/6/10 397157 * 54342 Rydell Chevrolet 
 
C/S front passenger inside door handle is peeling. / Right front door inside 
handle is peeling. - Right front door inside was peeling. - Inspected and 
replaced right front handle control. 

     
12/4/10 442865 * 62864 Rydell Chevrolet 

 
C/S driver's door molding is discoloring. / Clear coat failure. - Repair and 
prep molding and paint on car. 
 
C/S RT/front door molding is discoloring. / Clear coat failure. - Repair and 
prep and paint side molding on car. 
 
C/S left rear door molding is discoloring. / Clear coat failure. - Repair and 
prep and paint side molding on car. 
 
C/S right rear door molding is discoloring. / Clear coat failure. - Repair and 
prep and paint molding on car. 

 
 Chassis 

       

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

                              
 



 Electrical 
       

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

7/9/07 052897 * 21014 Foothill Ranch Chevrolet 
 
RCDLR reprogram and RKE transmitter replace. 
 
*Previous owner, per GWM* 

     
1/6/10 397157 * 54342 Rydell Chevrolet 

 
C/S 2nd row heated seat bottoms sticking. / Internal failure in center 
console rear end control head. - Diagnose and replace rear HVAC control 
head. 

     
12/4/10 442865 * 62864 Rydell Chevrolet 

 
C/S at times, remote start will not function. / Tested remote FOB for inop 
remote start, confirmed - tested and found bad remote. - Replace remote 
control fob, reprogrammed and tested, operating as designed. 

 
 Glass 

       

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

                              

 
 HVAC 

       

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

                              

 
 Paint 

       

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

                              

 
 Suspension 

       

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

1/6/10 397157 2 54342 Rydell Chevrolet 
 
C/S front struts leaking. / Verified by Conny Y.  Front struts leaking. - 
Replaced both front struts, road test. 

     
1/14/10 398362 1 54492 Rydell Chevrolet 

 
C/S makes a ralling/clunking noise from front end, hit a bump or rough 
road. / Road test vehicle found right front strut leaking, OK by Kelly 
replace new strut. - Replaced right front strut road test, no further 
problem found after repairs. 

     
1/18/10 398870 2 54682 Rydell Chevrolet 

 
C/S service suspension message came on while driving, check and advise. 
/ Scan for code, found code C0575 Symt.  Left front actuator or strut bad 
cause concern. - Replaced left front strut, road test scan for code no 
further problems found after repairs. 



 
 Wheel/Tires 

       

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

12/1/06 045592 * 10890 Foothill Ranch Chevrolet 
 
Diagnostic system check, tire pressure monitoring. 
 
*Previous owner, per GWM* 

 
 Recalls / Campaigns 

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

1/23/07 04727
0 

* 12953 Foothill Ranch Chevrolet 
 
Recall 06162 - Product enhancement - Engine control module 
reprogram with SPS. 
 
*Previous owner, per GWM* 

     
2/21/07 04825

9 
* 14642 Foothill Ranch Chevrolet 

 
Recall 07033 - Service update - Reprogram BCM. 
 
*Previous owner, per GWM* 

     
5/18/09 07251

1 
* 29666 Foothill Ranch Chevrolet 

 
Recall 08048 - Jumper harness installation. 
 
*Previous owner, per GWM* 

     
12/14/1
0 

44375
0 

* 62864 Rydell Chevrolet 
 
Recall 10153 - heated windshield washer module. / Open recall. - 
Performed recall 10153, disabled and remove washer heater. 

 
 Other 

       

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

12/11/09 392291 * 52533 Rydell Chevrolet 
 
Replace battery with Delco battery. - Replaced battery. 
 
*dlr internal, prior to sale* 

     
1/6/10 397157 * 54342 Rydell Chevrolet 

 
Per due bill check front and rear brakes, if needed customer request old 
parts. / Check brakes front pads aftermarket, make noise, rear pads 4mm, 
rotor's run out.  Cause pulsation, OK by Manager use cars Jose. - Replace 
front and rear brakes, machine rotors.  Replaced front brake pads, 
resurface both front rotors, lubed pin calipers, replaced rear brakes pads, 
resurface both rear rotors.  Lubed pin calipers, road test. 
 
Per due bill, repair chip on windshield. - Safelite repaired windshield. 
 
Per due bill, interior detail. 
 
Per due bill, one more key fob and program. - Provided one remote and 



program. 
 
LOF. 

     
2/23/10 404453 * 55947 Rydell Chevrolet 

 
Replace windshield per used car dept. - Sublet. 
 
*Dlr internal* 

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



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

Y 

What type of damage was sustained (example: front end collision)? NA 
NA 

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

 NA 

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

 NA 

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

 

NA 

 
Have you confirmed modification with the dealership? (Y or N) Y 
 
PERTINENT FACTS FROM All SR’s RELATED TO THIS VIN: 
Concern: SP-9428850 TAC 
Date & Offer/Result: Closed 1/23/07 
 
Concern: NA 
Date & Offer/Result: NA 
 
Concern: NA 
Date & Offer/Result: NA 



 
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: 
In addition, our clients are entitled to attorney fees, costs, and expenses as provided in 
the statute. However, in the spirit of compromise and in the interest of settlement,  

 hereby make an offer to settle for $44,500.47 in actual damages, plus 
$3,000.00 in attorney’s fees, costs, and expenses. The vehicle will be returned to Rydell 
Automotive Group or General Motors LLC. 
 
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 vehicle is not fit for the ordinary purposes for which it was sold, and has exhibited substantial 
nonconformities that have required repeated warranty repairs. The 
nonconformities include but are not necessarily limited to: 
Defective Engine (Oil Consumption): The vehicle consumes excessive oil, a 
common and well-documented problem among 2007 Suburbans. Consumption tests and dealer 
inspections have verified the existence and severity of the problem. 
Summary of Repairs 
-The vehicle was brought in with the customer complaining that the vehicle had lost 2 quarts of oil from 
the last oil change less than 2,000 miles earlier. Although the two quarts of oil had been added roughly 
two days previously, it was still necessary to top up the oil. 
-The customer again complained of burning oil & in addition to doing an oil change a consumption test 
was started. 
-At the next visit, the customer again complained about using too much oil. Noted on the repair order, 
“Oil consumption test has been in process and oil checked multiple times and oil has been being topped 
off. Oil checked on this visit with odometer at 62,864 miles prior documents indicate at 61,736. 
Difference since last top off is 1128 miles. Amount of oil added this visit is 1 quart.” 
-Less than two months and under 2,000 miles later the customer was in again noting that the engine is 
still consuming excess oil and the oil was again topped off. 
There have been four (4) unsuccessful repairs for this defect. 
Other Serious Defects: The following defects have manifested themselves during the time the clients 
have owned the car: 
- Several suspension problems have manifested (leaking front struts, clunking noise from the front end, 
the service suspension message came on which was traced to a defective left front strut). 
- The front passenger inside door handle was found to be peeling 
- The second row heated seat bottoms were sticking 
- The rear HVAC control head had to be replaced 
- All four door moldings were discolored 
- There is a squeal noise from the engine compartment 
- The remote start will intermittently not function 
 
Note: This section only applicable for Legal cases 
Is Lemon Law Pled/Alleged?: Yes 

 
Under what State? CA 

 
Claimed Presumptive? Yes 

 
Does Purchase Qualify? Yes 

 
If not, why? NA 

 
 

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? NA 
Must Complaint Continue to Exist? No Final Repair/Arbitration Required? No/Yes 
Time Period for filing a Claim? 18/18k or 4 years from discovery 

of defect 
 
 

 

 
Vehicle Service History (During Presumptive Period) is: 



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

 
Final Repair/Arbitration Complete? No 

 
 
Does History appear Presumptive: No 

 
 

Vehicle Service History (During Limited Warranty Period) is: 
# of Visits for a Non-Conformity? 0 # of Days out of Service? 0 
# of visits for a Safety Complaint? 0 # of Visits Total? 0 
Must Complaint Continue to Exist? No 

 
Final Repair or Arbitration Req’d? No/Yes 

 
 
Related Repairs beyond NVLW: Yes 
Customer Pay? No If no, identify responsible party: GM powertrain 
Additional Days out of Service? 12 Additional # of Repair Visits? 6 
 
Other Considerations: No 
Outcome/Findings of Arb/Final Repair: NA 
Prior Goodwill/reimbursement: NA NA 
Out of Pocket Expenses: NA NA 
 



 
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:  
This is a case where the vehicle is operating as designed, we have a service bulletin explaining oil 
usage that using one quart in 2000 miles or more is normal operation. We should offer NOTHING as 
this request has absolutely NO merit for lemon law, NO attempted repairs, etc., vehicle is operating 
as designed and customer is just unwilling to accept this. 
Pertinent vehicle information provided by dealer Service Manager: 
Svc mgr sts: Have performed all bulletins for oil consumption, last repair was 2/11 veh was 
borderline on oil consumption so we advised cust to return in 1k miles to continue the test.  Cust 
has not been back in since. 
Identify at least three main strengths of the customer’s case? 
3 presentations for oil consumption 
3 presentations for suspension issues 

Identify at least three main weaknesses of the customer’s case? 
Does not appear to meet presumption 
All concerns under powertrain warranty, veh purchased used outside of NVLW 

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

Recommendation: 
CRS recommends $8000-11000 inclusive, will request informal inspection with cash offer to see if 
the vehicle is repaired 

Rationale: 
3 presentations for oil consumption 
3 presentations for suspension issues 

Settlement/Defense Strategy: 

Offer cash to resolve alleged breach of warranty claims 

 
 



 
HISTORY OF SETTLEMENT DISCUSSIONS – Applicable for Legal Cases Only 

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

 

Settlement Type: 
{Goodwill Type} 

Date: 
{mm/dd/yy} 

{Accepted / Countered} 

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

 

Settlement Type: 
{Goodwill Type} 

Date: 
{mm/dd/yy} 

{Accepted / Countered} 

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

 

Settlement Type: 
{Goodwill Type} 

Date: 
{mm/dd/yy} 

{Accepted / Countered} 

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

 

Settlement Type: 
{Goodwill Type} 

Date: 
{mm/dd/yy} 

{Accepted / Countered} 

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

 

Settlement Type: 
{Goodwill Type} 

Date: 
{mm/dd/yy} 

{Accepted / Declined} 

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

 

Settlement Type: 
{Goodwill Type} 

Date: 
{mm/dd/yy} 

{Accepted / Declined} 



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

${Amount} 
 

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

 
Attorney Fees (if applicable): 
${Amount} 

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

${Amount} 
 

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

 



 

 

COMPONENT DESCRIPTION 

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

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

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

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

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

Engine/Fuel & 
Exhaust 

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

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

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

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































































































PRIVILEGED & CONFIDENTIAL - PREPARED FOR COUNSEL 
BRC CASE ASSESSMENT  

 
Latest Revision Date:  

4/11/11 
 

All Fields Are Required 
(Do not delete or modify any sections of this form)  
 
SR: 71-925820411 GM Legal File / BBB Case No.:  {Number} 
By: Dan Lorett BRC LEGAL Negotiator: Dan Lorett 
 
Customer Last Name:  
Only customer's last name to be recorded. Do not include first name. 

State: CA 
 

Vehicle ID No.:  
1GNFK16377J

In Service Date: 
5/25/2006 

Vehicle Purchased: 
Used 

BAC Code: 
164494 
 

Year, Make & Model: 2007 Chevrolet Suburban Vehicle Purchased Used on: 12/19/09 
at odometer 53219 
 

Current Mileage: 66528 Dealer Name : Rydell Automotive 
Sale Type: Purchase xx  Lease        Other       : {Type} 
 

CAM Name: Mick Gonzalez 
Phone Number: 805 373 8417 
 

Lien holder:   GMACxx     Other       : {Name} DVM Name: Paul Wasko 
Phone/Cell Number: 805-217-2835 
 

Purchase Price of Vehicle: $ 29696.00  

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

DVM requests involvement?: No 

 
Attorney Involvement: Norman Taylor & Associates 
Phone Number : 818-244-3905 
Fax Number : 818-244-6052 
 

 
Service Manager Name: Kelly 
Cashman 
Phone Number : (818) 832-1600 
 
 

Are there additional field personnel involved? If Yes, List the name, including role (DVM, DSM, etc.) 
and phone number. Repeat as necessary. 
NA 
 
Are there additional dealerships involved? If Yes, List the dealership name, contact name, and phone 
number. Repeat as necessary. 
NA 
 

 
 

If TAC was contacted, what did they say? (Include TAC case #) 
SP-9428850 - I had the dealer cycle the DSM fuse and the remote keyless entry system and tire 
pressure monitor functions returned to normal. 
 
If TAC was NOT contacted, why?  (Ask Dealership) DVM/DSM MUST be notified if TAC has not been involved, 
regardless of dealership explanation. 
NA 

 
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. 
 
xx 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: 
     

                              
 

 Engine/Fuel/Exhaust 
       

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

2/23/10 404453 2 55947 Rydell Chevrolet 
 
C/S loses almost 2 quarts of oil from last oil change, had to add 2 quarts 2 
days ago. / Found no oil leak from under or on top of engine. - Filled oil to 
spec on dip stick and performed oil consumption test on vehicle.  Mileage 
is 55947 and found no further concern at this time.  Customer to bring it 
back 900-1000 miles for inspection. 

     
12/4/10 442865 4 62864 Rydell Chevrolet 

 
C/S engine is using excessive amount of oil. / Oil consumption test has 
been in progress and oil checked multiple times and oil has been topped 
off.  Oil check on this visit with odometer at 62864 miles prior 
documentation indicates @ 61736 miles.  Difference since last top off is 
1128.  Amount of oil added this visit is 1 quart.  Customer requesting this 
to be reviewed by service manager and advise. - For document #2534528 
engine oil consumption 10-06-01-008A install AFM oil deflector and clean 
carbon all cylinders.  Remove all spark plugs add injector clean all 
cylinders clean carbon and reinstall all spark plugs and remove oil pan, 
install AFM oil deflector.  Road test 5 miles recheck for leaks, OK, no leaks. 
 
C/S squeal noise from engine compartment. / Power steering pump pulley 
out of alignment causing serpentine belt whine noise, serpentine belt 
warped, damaged. - Reposition power steering pump pulley and replaced 
serpentine belt.  Road test OK, no more belt whine noise heard. 
 
*Svc mgr verified days out of service* 

     
2/11/11 449171 1 64794 Rydell Chevrolet 

 
C/S since repair were performed on prior visit for oil consumption, that the 
engine is still going through excessive amount of oil. / Odometer reading 
when repair was performed last for oil consumption was 62864 - now at 
64794 (1930 miles).  Check, top off and document amount of oil used. - 
On inspection, found engine oil level 1.0 quarts low.  Add one quart as 



needed, will continue to monitor on usage.  As agreed with customer, will 
discuss with service mgr on any possible repairs based on oil used and 
mileage. 

 
 Restraints 

       

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

                              

 
 Steering 

       

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

                              

 
 Transmission 

       

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

                              
 

 Axle 
       

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

                              
 

 Body/Trim 
       

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

1/6/10 397157 * 54342 Rydell Chevrolet 
 
C/S front passenger inside door handle is peeling. / Right front door inside 
handle is peeling. - Right front door inside was peeling. - Inspected and 
replaced right front handle control. 

     
12/4/10 442865 * 62864 Rydell Chevrolet 

 
C/S driver's door molding is discoloring. / Clear coat failure. - Repair and 
prep molding and paint on car. 
 
C/S RT/front door molding is discoloring. / Clear coat failure. - Repair and 
prep and paint side molding on car. 
 
C/S left rear door molding is discoloring. / Clear coat failure. - Repair and 
prep and paint side molding on car. 
 
C/S right rear door molding is discoloring. / Clear coat failure. - Repair and 
prep and paint molding on car. 

 
 Chassis 

       

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

                              
 



 Electrical 
       

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

7/9/07 052897 * 21014 Foothill Ranch Chevrolet 
 
RCDLR reprogram and RKE transmitter replace. 
 
*Previous owner, per GWM* 

     
1/6/10 397157 * 54342 Rydell Chevrolet 

 
C/S 2nd row heated seat bottoms sticking. / Internal failure in center 
console rear end control head. - Diagnose and replace rear HVAC control 
head. 

     
12/4/10 442865 * 62864 Rydell Chevrolet 

 
C/S at times, remote start will not function. / Tested remote FOB for inop 
remote start, confirmed - tested and found bad remote. - Replace remote 
control fob, reprogrammed and tested, operating as designed. 

 
 Glass 

       

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

                              

 
 HVAC 

       

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

                              

 
 Paint 

       

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

                              

 
 Suspension 

       

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

1/6/10 397157 2 54342 Rydell Chevrolet 
 
C/S front struts leaking. / Verified by Conny Y.  Front struts leaking. - 
Replaced both front struts, road test. 

     
1/14/10 398362 1 54492 Rydell Chevrolet 

 
C/S makes a ralling/clunking noise from front end, hit a bump or rough 
road. / Road test vehicle found right front strut leaking, OK by Kelly 
replace new strut. - Replaced right front strut road test, no further 
problem found after repairs. 

     
1/18/10 398870 2 54682 Rydell Chevrolet 

 
C/S service suspension message came on while driving, check and advise. 
/ Scan for code, found code C0575 Symt.  Left front actuator or strut bad 
cause concern. - Replaced left front strut, road test scan for code no 
further problems found after repairs. 



 
 Wheel/Tires 

       

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

12/1/06 045592 * 10890 Foothill Ranch Chevrolet 
 
Diagnostic system check, tire pressure monitoring. 
 
*Previous owner, per GWM* 

 
 Recalls / Campaigns 

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

1/23/07 04727
0 

* 12953 Foothill Ranch Chevrolet 
 
Recall 06162 - Product enhancement - Engine control module 
reprogram with SPS. 
 
*Previous owner, per GWM* 

     
2/21/07 04825

9 
* 14642 Foothill Ranch Chevrolet 

 
Recall 07033 - Service update - Reprogram BCM. 
 
*Previous owner, per GWM* 

     
5/18/09 07251

1 
* 29666 Foothill Ranch Chevrolet 

 
Recall 08048 - Jumper harness installation. 
 
*Previous owner, per GWM* 

     
12/14/1
0 

44375
0 

* 62864 Rydell Chevrolet 
 
Recall 10153 - heated windshield washer module. / Open recall. - 
Performed recall 10153, disabled and remove washer heater. 

 
 Other 

       

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

12/11/09 392291 * 52533 Rydell Chevrolet 
 
Replace battery with Delco battery. - Replaced battery. 
 
*dlr internal, prior to sale* 

     
1/6/10 397157 * 54342 Rydell Chevrolet 

 
Per due bill check front and rear brakes, if needed customer request old 
parts. / Check brakes front pads aftermarket, make noise, rear pads 4mm, 
rotor's run out.  Cause pulsation, OK by Manager use cars Jose. - Replace 
front and rear brakes, machine rotors.  Replaced front brake pads, 
resurface both front rotors, lubed pin calipers, replaced rear brakes pads, 
resurface both rear rotors.  Lubed pin calipers, road test. 
 
Per due bill, repair chip on windshield. - Safelite repaired windshield. 
 
Per due bill, interior detail. 
 
Per due bill, one more key fob and program. - Provided one remote and 



program. 
 
LOF. 

     
2/23/10 404453 * 55947 Rydell Chevrolet 

 
Replace windshield per used car dept. - Sublet. 
 
*Dlr internal* 

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



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

Y 

What type of damage was sustained (example: front end collision)? NA 
NA 

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

 NA 

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

 NA 

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

 

NA 

 
Have you confirmed modification with the dealership? (Y or N) Y 
 
PERTINENT FACTS FROM All SR’s RELATED TO THIS VIN: 
Concern: SP-9428850 TAC 
Date & Offer/Result: Closed 1/23/07 
 
Concern: NA 
Date & Offer/Result: NA 
 
Concern: NA 
Date & Offer/Result: NA 



 
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: 
In addition, our clients are entitled to attorney fees, costs, and expenses as provided in 
the statute. However, in the spirit of compromise and in the interest of settlement,  

 hereby make an offer to settle for $44,500.47 in actual damages, plus 
$3,000.00 in attorney’s fees, costs, and expenses. The vehicle will be returned to Rydell 
Automotive Group or General Motors LLC. 
 
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 vehicle is not fit for the ordinary purposes for which it was sold, and has exhibited substantial 
nonconformities that have required repeated warranty repairs. The 
nonconformities include but are not necessarily limited to: 
Defective Engine (Oil Consumption): The vehicle consumes excessive oil, a 
common and well-documented problem among 2007 Suburbans. Consumption tests and dealer 
inspections have verified the existence and severity of the problem. 
Summary of Repairs 
-The vehicle was brought in with the customer complaining that the vehicle had lost 2 quarts of oil from 
the last oil change less than 2,000 miles earlier. Although the two quarts of oil had been added roughly 
two days previously, it was still necessary to top up the oil. 
-The customer again complained of burning oil & in addition to doing an oil change a consumption test 
was started. 
-At the next visit, the customer again complained about using too much oil. Noted on the repair order, 
“Oil consumption test has been in process and oil checked multiple times and oil has been being topped 
off. Oil checked on this visit with odometer at 62,864 miles prior documents indicate at 61,736. 
Difference since last top off is 1128 miles. Amount of oil added this visit is 1 quart.” 
-Less than two months and under 2,000 miles later the customer was in again noting that the engine is 
still consuming excess oil and the oil was again topped off. 
There have been four (4) unsuccessful repairs for this defect. 
Other Serious Defects: The following defects have manifested themselves during the time the clients 
have owned the car: 
- Several suspension problems have manifested (leaking front struts, clunking noise from the front end, 
the service suspension message came on which was traced to a defective left front strut). 
- The front passenger inside door handle was found to be peeling 
- The second row heated seat bottoms were sticking 
- The rear HVAC control head had to be replaced 
- All four door moldings were discolored 
- There is a squeal noise from the engine compartment 
- The remote start will intermittently not function 
 
Note: This section only applicable for Legal cases 
Is Lemon Law Pled/Alleged?: Yes 

 
Under what State? CA 

 
Claimed Presumptive? Yes 

 
Does Purchase Qualify? Yes 

 
If not, why? NA 

 
 

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? NA 
Must Complaint Continue to Exist? No Final Repair/Arbitration Required? No/Yes 
Time Period for filing a Claim? 18/18k or 4 years from discovery 

of defect 
 
 

 

 
Vehicle Service History (During Presumptive Period) is: 



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

 
Final Repair/Arbitration Complete? No 

 
 
Does History appear Presumptive: No 

 
 

Vehicle Service History (During Limited Warranty Period) is: 
# of Visits for a Non-Conformity? 0 # of Days out of Service? 0 
# of visits for a Safety Complaint? 0 # of Visits Total? 0 
Must Complaint Continue to Exist? No 

 
Final Repair or Arbitration Req’d? No/Yes 

 
 
Related Repairs beyond NVLW: Yes 
Customer Pay? No If no, identify responsible party: GM powertrain 
Additional Days out of Service? 12 Additional # of Repair Visits? 6 
 
Other Considerations: No 
Outcome/Findings of Arb/Final Repair: NA 
Prior Goodwill/reimbursement: NA NA 
Out of Pocket Expenses: NA NA 
 



 
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:  
This is a case where the vehicle is operating as designed, we have a service bulletin explaining oil 
usage that using one quart in 2000 miles or more is normal operation. We should offer NOTHING as 
this request has absolutely NO merit for lemon law, NO attempted repairs, etc., vehicle is operating 
as designed and customer is just unwilling to accept this. 
Pertinent vehicle information provided by dealer Service Manager: 
Svc mgr sts: Have performed all bulletins for oil consumption, last repair was 2/11 veh was 
borderline on oil consumption so we advised cust to return in 1k miles to continue the test.  Cust 
has not been back in since. 
Identify at least three main strengths of the customer’s case? 
3 presentations for oil consumption 
3 presentations for suspension issues 

Identify at least three main weaknesses of the customer’s case? 
Does not appear to meet presumption 
All concerns under powertrain warranty, veh purchased used outside of NVLW 

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

Recommendation: 
CRS recommends $8000-11000 inclusive, will request informal inspection with cash offer to see if 
the vehicle is repaired 

Rationale: 
3 presentations for oil consumption 
3 presentations for suspension issues 

Settlement/Defense Strategy: 

Offer cash to resolve alleged breach of warranty claims 

 
 



 
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: ${Amount} 

 

Settlement Type: 
Repurchase 

Date: 3/3/11 
Countered 

CRS Initial Offer: 
Amount to Plaintiff/Atty: ${Amount}/${Amount} 
Inclusive Offer: $8000 + inspection 
  

 

Settlement Type: 
Cash 

Date: 4/6/11 
Countered 

Plaintiff Counter:: 
Amount to Plaintiff/Atty: ${Amount}/${Amount} 
Inclusive Offer: $14000 

 

Settlement Type: 
Cash 

Date: 4/7/11 
Countered 

CRS Counter: 
Amount to Plaintiff/Atty: ${Amount}/${Amount} 
Inclusive Offer: $12500 

 

Settlement Type: 
Cash 

Date: 4/7/11 
Accepted 

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. 











2007 SUBURBAN 4WD 1/2 TON LT                 CHEVROLET MOTOR DIVISION
50U  SUMMIT WHITE                   /V8G     GENERAL MOTORS CORPORATION
313  EBONY/LIGHT CASHMERE                    100 RENAISSANCE CENTER
ORDER NO. JWHP8W/TRE      STOCK NO.          DETROIT      MI  48243-1114
VIN 1GN FK16 37 7J                      VEHICLE INVOICE 1AD87116181
***************************************************************13*13830S
MODEL & FACTORY OPTIONS               MSRP    INV AMT  RETAIL - STOCK
CK10906 SUBURBAN 4WD 1/2 TON LT   39665.00   36293.48  INVOICE 05/03/06
AL4 2ND ROW BUCKET SEATS            490.00     406.70  SHIPPED 05/03/06
AS3 3-PASSENGER, 3RD ROW SEAT       100.00      83.00  EXP I/T 05/16/06
CF5 POWER SLIDING SUNROOF           995.00     825.85  INT COM 05/16/06
C6C GVW RATING-7400 LB                 N/C        N/C  PRC EFF 05/03/06
GT4 REAR AXLE - 3.73 RATIO             N/C        N/C  KEYS G1932 G1932
LC9 VORTEC 5300 V8 SFI FLEX-FUEL       N/C        N/C  WFP-S QTR  OPT-1
M30 4-SPD AUTOMATIC TRANSMISSION       N/C        N/C  BANK: GMAC - 061
UVB NAVIGATION RADIO W/CD/DVD/MP3  2145.00    1780.35  CHG-TO    13-830
      (REPLACES STD/OPT RADIO)
UVC REAR VIEW CAMERA SYSTEM         195.00     161.85  SHIP WT:  5785
U42 REAR SEAT ENTERTAINMENT SYSTEM 1295.00    1074.85  HP:       45.7
V1K LUGGAGE RACK - CROSS BARS        45.00      37.35  GVWR:     7400
YF5 50-STATE EMISSIONS                 N/C        N/C  GAWR.FT:  3600
1LZ SUBURBAN LTZ EQUIPMENT GROUP:  7915.00    6569.45  GAWR.RR:  4200
    * FRONT LEATHER APPOINTED                          GMS:     46597.53
      BUCKET SEATS                                     SUPPLR:  48691.04
    * DRIVER SIDE SEAT W/12-WAY                        MRM:     53720.00
      POWER, HEAT & MEMORY                             NTR: 1/2
    * PASSENGER SIDE SEAT W/12-WAY                     DAN:      KTZBK
      POWER & HEAT                                     MEMO     2567.25
    * 2ND ROW LEATHER APPOINTED
      SEATS
    * 2ND ROW HEATED SEATS
    * 2ND ROW SEAT POWER RELEASE
    * POWER ADJUSTABLE PEDALS
    * REMOTE VEHICLE STARTER
    * AM/FM STEREO WITH MP3
      COMPATIBLE 6-DISC CD CHANGER
      (REPLACES STD RADIO)
    * HEAD CURTAIN SIDE AIR BAGS,
      ALL SEATING ROWS
    * BOSE PREMIUM SPEAKER SYSTEM
    * XM SATELLITE RADIO - SERVICE
      FEE EXTRA. 1ST 3 MONTHS INCL.
    * POWER LIFTGATE WITH LIFTGLASS
    * LOCKING REAR DIFFERENTIAL
    * AUTORIDE SUSPENSION PACKAGE
    * 20" POLISHED ALUMINUM WHEELS
    * HEATED WASHER FLUID SYSTEM
    * RAIN SENSING WIPERS
    * UNIVERSAL HOME REMOTE
    * TRI-ZONE AUTOMATIC AIR COND
    * REAR PARKING ASSIST
    * OUTSIDE POWER FOLDING MIRRORS
      W/AUTO DIMMING & TURN SIGNALS

** CONTINUED ON PAGE  2 **

FOOTHILL RANCH CHEVROLET



2007 SUBURBAN 4WD 1/2 TON LT                 CHEVROLET MOTOR DIVISION
50U  SUMMIT WHITE                   /V8G     GENERAL MOTORS CORPORATION
313  EBONY/LIGHT CASHMERE                    100 RENAISSANCE CENTER
ORDER NO. JWHP8W/TRE      STOCK NO.          DETROIT      MI  48243-1114
VIN 1GN FK16 37 7J                      VEHICLE INVOICE 1AD87116181
***************************************************************13*13830S
MODEL & FACTORY OPTIONS               MSRP    INV AMT  RETAIL - STOCK
** CONTINUED FROM PAGE  1 **

TOTAL MODEL & OPTIONS              52845.00  47232.88  ACT 237 46522.53
DESTINATION CHARGE                   875.00    875.00  H/B 261  1585.35
LAM DEALER CONTRIBUTION                        528.45  ADV 261   528.45
LAM GROUP CONTRIBUTION                         264.23  EXP 65A   264.23

TOTAL                              53720.00  48900.56  PAY 310 48900.56
MEMO: TOTAL LESS HOLDBACK AND
      APPROX WHOLESALE FINANCE CREDIT        46720.23
***********************************************************************
INVOICE DOES NOT REFLECT DEALER'S ULTIMATE COST BECAUSE OF MANUFACTURER
REBATES, ALLOWANCES, INCENTIVES, HOLDBACK, FINANCE CREDIT AND RETURN TO
DEALER OF ADVERTISING MONIES, ALL OF WHICH MAY APPLY TO VEHICLE.
***********************************************************************
THIS MOTOR VEHICLE IS SUBJECT TO A SECURITY INTEREST HELD BY GMAC.

                                         REMIT TO GMAC NO. 061
FOOTHILL RANCH CHEVROLET                 VIN 1GNFK16377J
                                         $  48900.56 INV  1AD87116181
                                         DUE 05/16/06  DEALER  13-830



PRIVILEGED & CONFIDENTIAL - PREPARED FOR COUNSEL 
BRC CASE ASSESSMENT  

 
Latest Revision Date:  

4/12/11 
 

All Fields Are Required 
(Do not delete or modify any sections of this form)  
 
SR: 71-925820411 GM Legal File / BBB Case No.:  {Number} 
By: Dan Lorett BRC LEGAL Negotiator: Dan Lorett 
 
Customer Last Name:  
Only customer's last name to be recorded. Do not include first name. 

State: CA 
 

Vehicle ID No.:  
1GNFK16377J162389 

In Service Date: 
5/25/2006 

Vehicle Purchased: 
Used 

BAC Code: 
164494 
 

Year, Make & Model: 2007 Chevrolet Suburban Vehicle Purchased Used on: 12/19/09 
at odometer 53219 
 

Current Mileage: 66528 Dealer Name : Rydell Automotive 
Sale Type: Purchase xx  Lease        Other       : {Type} 
 

CAM Name: Mick Gonzalez 
Phone Number: 805 373 8417 
 

Lien holder:   GMACxx     Other       : {Name} DVM Name: Paul Wasko 
Phone/Cell Number: 805-217-2835 
 

Purchase Price of Vehicle: $ 29696.00  

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

DVM requests involvement?: No 

 
Attorney Involvement: Norman Taylor & Associates 
Phone Number : 818-244-3905 
Fax Number : 818-244-6052 
 

 
Service Manager Name: Kelly 
Cashman 
Phone Number : (818) 832-1600 
 
 

Are there additional field personnel involved? If Yes, List the name, including role (DVM, DSM, etc.) 
and phone number. Repeat as necessary. 
NA 
 
Are there additional dealerships involved? If Yes, List the dealership name, contact name, and phone 
number. Repeat as necessary. 
NA 
 

 
 

If TAC was contacted, what did they say? (Include TAC case #) 
SP-9428850 - I had the dealer cycle the DSM fuse and the remote keyless entry system and tire 
pressure monitor functions returned to normal. 
 
If TAC was NOT contacted, why?  (Ask Dealership) DVM/DSM MUST be notified if TAC has not been involved, 
regardless of dealership explanation. 
NA 

 
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. 
 
xx 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: 
     

                              
 

 Engine/Fuel/Exhaust 
       

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

2/23/10 404453 2 55947 Rydell Chevrolet 
 
C/S loses almost 2 quarts of oil from last oil change, had to add 2 quarts 2 
days ago. / Found no oil leak from under or on top of engine. - Filled oil to 
spec on dip stick and performed oil consumption test on vehicle.  Mileage 
is 55947 and found no further concern at this time.  Customer to bring it 
back 900-1000 miles for inspection. 

     
12/4/10 442865 4 62864 Rydell Chevrolet 

 
C/S engine is using excessive amount of oil. / Oil consumption test has 
been in progress and oil checked multiple times and oil has been topped 
off.  Oil check on this visit with odometer at 62864 miles prior 
documentation indicates @ 61736 miles.  Difference since last top off is 
1128.  Amount of oil added this visit is 1 quart.  Customer requesting this 
to be reviewed by service manager and advise. - For document #2534528 
engine oil consumption 10-06-01-008A install AFM oil deflector and clean 
carbon all cylinders.  Remove all spark plugs add injector clean all 
cylinders clean carbon and reinstall all spark plugs and remove oil pan, 
install AFM oil deflector.  Road test 5 miles recheck for leaks, OK, no leaks. 
 
C/S squeal noise from engine compartment. / Power steering pump pulley 
out of alignment causing serpentine belt whine noise, serpentine belt 
warped, damaged. - Reposition power steering pump pulley and replaced 
serpentine belt.  Road test OK, no more belt whine noise heard. 
 
*Svc mgr verified days out of service* 

     
2/11/11 449171 1 64794 Rydell Chevrolet 

 
C/S since repair were performed on prior visit for oil consumption, that the 
engine is still going through excessive amount of oil. / Odometer reading 
when repair was performed last for oil consumption was 62864 - now at 
64794 (1930 miles).  Check, top off and document amount of oil used. - 
On inspection, found engine oil level 1.0 quarts low.  Add one quart as 



needed, will continue to monitor on usage.  As agreed with customer, will 
discuss with service mgr on any possible repairs based on oil used and 
mileage. 

 
 Restraints 

       

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

                              

 
 Steering 

       

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

                              

 
 Transmission 

       

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

                              
 

 Axle 
       

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

                              
 

 Body/Trim 
       

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

1/6/10 397157 * 54342 Rydell Chevrolet 
 
C/S front passenger inside door handle is peeling. / Right front door inside 
handle is peeling. - Right front door inside was peeling. - Inspected and 
replaced right front handle control. 

     
12/4/10 442865 * 62864 Rydell Chevrolet 

 
C/S driver's door molding is discoloring. / Clear coat failure. - Repair and 
prep molding and paint on car. 
 
C/S RT/front door molding is discoloring. / Clear coat failure. - Repair and 
prep and paint side molding on car. 
 
C/S left rear door molding is discoloring. / Clear coat failure. - Repair and 
prep and paint side molding on car. 
 
C/S right rear door molding is discoloring. / Clear coat failure. - Repair and 
prep and paint molding on car. 

 
 Chassis 

       

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

                              
 



 Electrical 
       

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

7/9/07 052897 * 21014 Foothill Ranch Chevrolet 
 
RCDLR reprogram and RKE transmitter replace. 
 
*Previous owner, per GWM* 

     
1/6/10 397157 * 54342 Rydell Chevrolet 

 
C/S 2nd row heated seat bottoms sticking. / Internal failure in center 
console rear end control head. - Diagnose and replace rear HVAC control 
head. 

     
12/4/10 442865 * 62864 Rydell Chevrolet 

 
C/S at times, remote start will not function. / Tested remote FOB for inop 
remote start, confirmed - tested and found bad remote. - Replace remote 
control fob, reprogrammed and tested, operating as designed. 

 
 Glass 

       

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

                              

 
 HVAC 

       

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

                              

 
 Paint 

       

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

                              

 
 Suspension 

       

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

1/6/10 397157 2 54342 Rydell Chevrolet 
 
C/S front struts leaking. / Verified by Conny Y.  Front struts leaking. - 
Replaced both front struts, road test. 

     
1/14/10 398362 1 54492 Rydell Chevrolet 

 
C/S makes a ralling/clunking noise from front end, hit a bump or rough 
road. / Road test vehicle found right front strut leaking, OK by Kelly 
replace new strut. - Replaced right front strut road test, no further 
problem found after repairs. 

     
1/18/10 398870 2 54682 Rydell Chevrolet 

 
C/S service suspension message came on while driving, check and advise. 
/ Scan for code, found code C0575 Symt.  Left front actuator or strut bad 
cause concern. - Replaced left front strut, road test scan for code no 
further problems found after repairs. 



 
 Wheel/Tires 

       

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

12/1/06 045592 * 10890 Foothill Ranch Chevrolet 
 
Diagnostic system check, tire pressure monitoring. 
 
*Previous owner, per GWM* 

 
 Recalls / Campaigns 

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

1/23/07 04727
0 

* 12953 Foothill Ranch Chevrolet 
 
Recall 06162 - Product enhancement - Engine control module 
reprogram with SPS. 
 
*Previous owner, per GWM* 

     
2/21/07 04825

9 
* 14642 Foothill Ranch Chevrolet 

 
Recall 07033 - Service update - Reprogram BCM. 
 
*Previous owner, per GWM* 

     
5/18/09 07251

1 
* 29666 Foothill Ranch Chevrolet 

 
Recall 08048 - Jumper harness installation. 
 
*Previous owner, per GWM* 

     
12/14/1
0 

44375
0 

* 62864 Rydell Chevrolet 
 
Recall 10153 - heated windshield washer module. / Open recall. - 
Performed recall 10153, disabled and remove washer heater. 

 
 Other 

       

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

12/11/09 392291 * 52533 Rydell Chevrolet 
 
Replace battery with Delco battery. - Replaced battery. 
 
*dlr internal, prior to sale* 

     
1/6/10 397157 * 54342 Rydell Chevrolet 

 
Per due bill check front and rear brakes, if needed customer request old 
parts. / Check brakes front pads aftermarket, make noise, rear pads 4mm, 
rotor's run out.  Cause pulsation, OK by Manager use cars Jose. - Replace 
front and rear brakes, machine rotors.  Replaced front brake pads, 
resurface both front rotors, lubed pin calipers, replaced rear brakes pads, 
resurface both rear rotors.  Lubed pin calipers, road test. 
 
Per due bill, repair chip on windshield. - Safelite repaired windshield. 
 
Per due bill, interior detail. 
 
Per due bill, one more key fob and program. - Provided one remote and 



program. 
 
LOF. 

     
2/23/10 404453 * 55947 Rydell Chevrolet 

 
Replace windshield per used car dept. - Sublet. 
 
*Dlr internal* 

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



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

Y 

What type of damage was sustained (example: front end collision)? NA 
NA 

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

 NA 

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

 NA 

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

 

NA 

 
Have you confirmed modification with the dealership? (Y or N) Y 
 
PERTINENT FACTS FROM All SR’s RELATED TO THIS VIN: 
Concern: SP-9428850 TAC 
Date & Offer/Result: Closed 1/23/07 
 
Concern: NA 
Date & Offer/Result: NA 
 
Concern: NA 
Date & Offer/Result: NA 



 
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: 
In addition, our clients are entitled to attorney fees, costs, and expenses as provided in 
the statute. However, in the spirit of compromise and in the interest of settlement,  

 hereby make an offer to settle for $44,500.47 in actual damages, plus 
$3,000.00 in attorney’s fees, costs, and expenses. The vehicle will be returned to Rydell 
Automotive Group or General Motors LLC. 
 
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 vehicle is not fit for the ordinary purposes for which it was sold, and has exhibited substantial 
nonconformities that have required repeated warranty repairs. The 
nonconformities include but are not necessarily limited to: 
Defective Engine (Oil Consumption): The vehicle consumes excessive oil, a 
common and well-documented problem among 2007 Suburbans. Consumption tests and dealer 
inspections have verified the existence and severity of the problem. 
Summary of Repairs 
-The vehicle was brought in with the customer complaining that the vehicle had lost 2 quarts of oil from 
the last oil change less than 2,000 miles earlier. Although the two quarts of oil had been added roughly 
two days previously, it was still necessary to top up the oil. 
-The customer again complained of burning oil & in addition to doing an oil change a consumption test 
was started. 
-At the next visit, the customer again complained about using too much oil. Noted on the repair order, 
“Oil consumption test has been in process and oil checked multiple times and oil has been being topped 
off. Oil checked on this visit with odometer at 62,864 miles prior documents indicate at 61,736. 
Difference since last top off is 1128 miles. Amount of oil added this visit is 1 quart.” 
-Less than two months and under 2,000 miles later the customer was in again noting that the engine is 
still consuming excess oil and the oil was again topped off. 
There have been four (4) unsuccessful repairs for this defect. 
Other Serious Defects: The following defects have manifested themselves during the time the clients 
have owned the car: 
- Several suspension problems have manifested (leaking front struts, clunking noise from the front end, 
the service suspension message came on which was traced to a defective left front strut). 
- The front passenger inside door handle was found to be peeling 
- The second row heated seat bottoms were sticking 
- The rear HVAC control head had to be replaced 
- All four door moldings were discolored 
- There is a squeal noise from the engine compartment 
- The remote start will intermittently not function 
 
Note: This section only applicable for Legal cases 
Is Lemon Law Pled/Alleged?: Yes 

 
Under what State? CA 

 
Claimed Presumptive? Yes 

 
Does Purchase Qualify? Yes 

 
If not, why? NA 

 
 

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? NA 
Must Complaint Continue to Exist? No Final Repair/Arbitration Required? No/Yes 
Time Period for filing a Claim? 18/18k or 4 years from discovery 

of defect 
 
 

 

 
Vehicle Service History (During Presumptive Period) is: 



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

 
Final Repair/Arbitration Complete? No 

 
 
Does History appear Presumptive: No 

 
 

Vehicle Service History (During Limited Warranty Period) is: 
# of Visits for a Non-Conformity? 0 # of Days out of Service? 0 
# of visits for a Safety Complaint? 0 # of Visits Total? 0 
Must Complaint Continue to Exist? No 

 
Final Repair or Arbitration Req’d? No/Yes 

 
 
Related Repairs beyond NVLW: Yes 
Customer Pay? No If no, identify responsible party: GM powertrain 
Additional Days out of Service? 12 Additional # of Repair Visits? 6 
 
Other Considerations: No 
Outcome/Findings of Arb/Final Repair: NA 
Prior Goodwill/reimbursement: NA NA 
Out of Pocket Expenses: NA NA 
 



 
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:  
This is a case where the vehicle is operating as designed, we have a service bulletin explaining oil 
usage that using one quart in 2000 miles or more is normal operation. We should offer NOTHING as 
this request has absolutely NO merit for lemon law, NO attempted repairs, etc., vehicle is operating 
as designed and customer is just unwilling to accept this. 
Pertinent vehicle information provided by dealer Service Manager: 
Svc mgr sts: Have performed all bulletins for oil consumption, last repair was 2/11 veh was 
borderline on oil consumption so we advised cust to return in 1k miles to continue the test.  Cust 
has not been back in since. 
Identify at least three main strengths of the customer’s case? 
3 presentations for oil consumption 
3 presentations for suspension issues 

Identify at least three main weaknesses of the customer’s case? 
Does not appear to meet presumption 
All concerns under powertrain warranty, veh purchased used outside of NVLW 

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

Recommendation: 
CRS recommends $8000-14000 inclusive, will request informal inspection with cash offer to see if 
the vehicle is repaired 

Rationale: 
3 presentations for oil consumption 
3 presentations for suspension issues 

Settlement/Defense Strategy: 

Offer cash to resolve alleged breach of warranty claims 

 
 



 
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: ${Amount} 

 

Settlement Type: 
Repurchase 

Date: 3/3/11 
Countered 

CRS Initial Offer: 
Amount to Plaintiff/Atty: ${Amount}/${Amount} 
Inclusive Offer: $8000 + inspection 
  

 

Settlement Type: 
Cash 

Date: 4/6/11 
Countered 

Plaintiff Counter:: 
Amount to Plaintiff/Atty: ${Amount}/${Amount} 
Inclusive Offer: $14000 

 

Settlement Type: 
Cash 

Date: 4/7/11 
Countered 

CRS Counter: 
Amount to Plaintiff/Atty: ${Amount}/${Amount} 
Inclusive Offer: $12500 

 

Settlement Type: 
Cash 

Date: 4/7/11 
Accepted 

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. 
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July 29, 2011 
 

Florissant, MO
 
 
Dear 
 
We have received your request for assistance, but have been unable to contact you using the 
telephone number provided or any listed in our records.  
 
If your situation has been resolved to your satisfaction, no further action is necessary,    If it has 
not, we invite you call us at 1-800-222-1020.  Please refer to the service request number listed 
below when you reach our representative.  
 
Total customer satisfaction is important to us at Chevrolet.  If we can be of any assistance, please 
don’t hesitate to email us using the Contact Us link at Chevrolet.com or call us at 1-800-222-
1020.   
 
Sincerely,  
 
Chevrolet Customer Assistance Center 
Service Request Number: 71-927378995 
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PRIVILEGED & CONFIDENTIAL - PREPARED FOR COUNSEL 
BRC CASE ASSESSMENT  

 
Latest Revision Date:  

 
 

All Fields Are Required 
(Do not delete or modify any sections of this form)  
 
SR: 71-927389809 GM Legal File / BBB Case No.: CHV1114771   
By: BRC ADR Negotiator: Jay Labrado 
 
Customer Last Name: Kilaghbian 
Only customer's last name to be recorded. Do not include first name. 

State: CA 
 

Vehicle ID No.:  
 

In Service Date:  Vehicle Purchased:  BAC Code:  
114543 

Year, Make & Model:  
1GNFK16317J

Vehicle Purchased Used on: NA  
 

Current Mileage:8996 Dealer Name : Allen Gwynn Chevrolet, 
Inc. 

Sale Type: Purchase   Lease        Other       : {Type} 
 

CAM Name: Miklos (Mick) Gonzalez 
Phone Number: 805-373-8417 
 

Lien holder:   GMAC          Other       : {Name} DVM Name: 
Paul Wasko 
paul.wasko@gm.com 
805-217-2835 
 
 

Purchase Price of Vehicle: $ {Number}  

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

DVM requests involvement?: 

 
Attorney Involvement: NA 
Phone Number : Na 
Fax Number : NA 
 

 
Service Manager Name: mark Toohey 
Phone Number :  
Dlr fax? 8182402878 
 
 

Are there additional field personnel involved? If Yes, List the name, including role (DVM, DSM, etc.) 
and phone number. Repeat as necessary. 
NA 
 
Are there additional dealerships involved? If Yes, List the dealership name, contact name, and phone 
number. Repeat as necessary. 
NA 
 

 
 

If TAC was contacted, what did they say? (Include TAC case #) 
SP-11173277 TAC 
1/12/2010 
Callers name - Raymoudo Serrato Tech  
   
Customer concern - Oil consumption     2 quarts in 2500 miles  
   
Dealer comments/diagnosis -   
Tech states another tech replaced lifters on drivers side bank for aggressive oiling on previous visit, 
tecd has reviewed PIP4574F and has removed cylinder head for oil fouled spark plug on # 7 because he 



saw a bulletin for valve stem mark damage. No misfires on graph or rough run complaint and no dtc's.  
    
TAC Recommendations -   
Advised valve stem marks were for machining assembly concerns and would only be applicable to new 
build units at that time, not applicable to this application. Oil economy and spark plug fouling result of 
stuck rings due to concern currently under investigation, no repair recommendations until engineering 
provides further feedback unless the spark plugs are oil fouled to a point of misfire. 
 
 
 
If TAC was NOT contacted, why?  (Ask Dealership) DVM/DSM MUST be notified if TAC has not been involved, 
regardless of dealership explanation. 
NA 

 
DVM/DSM Notified Regarding TAC Involvement? NA 
VEHICLE REPAIR HISTORY: 
Throughout the entire form, use an asterisk (*) if day(s) out of service are already counted in another 
category. 
 
      Verified: Once completed, please enter an “X” in this box to verify that the following 
listing has been compared to GMVIS for accuracy.  
 
      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: 
     

 

                              
 

 Engine/Fuel/Exhaust 
       

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

     
05.15.08 306567 1 35344 C/S that at idle in gear at a stop. Engine idles rough/Misfire on #5 

cylinder---Replace coil and spark plug. Clear codes and test drive.  
06.11.09 323154 1 56225 C/S engine burns internally or leaking externally, added total 4 quarts 

since last LOF/ Checked for oil leak, non found.--- Checked oil level and 
topped off to last bar.  
Advised customer to return at 57225 miles. 

06.29.09 323852 1 57207 Perform oil consumption check as per recommend. 

07.15.09 324545 3 58245 During oil consumption test-lost total of 3 quarts since last 2000 
miles/Found consumption caused by lifters causing oil shooting to PCV 
causing oil consumption---removed left cylinder head replaced all left bank 
on 22222753.   



10.20.09 328697 1 63818 Check engine oil-low-start oil consumption test. Top off fluid, document 
mark filter and dip stick/ Oil level low---topped off oil, marked dip stick, 
filter and tube. Customer to return in 1000 miles.  

11.09.09 329469 9 64949 Check oil consumption, using 1 qt per 1000 miles/ per tech line-need to 
replace valve covers with updates valve covers---on back order. Will notify 
customer when parts arrive. 

12.02.09 330430 1 66999 C/S engine using oil, oil consumption test/per tech line install updated 
valve covers---installed updated valve covers, topped off oil---Customer to 
return in 1000 miles to check oil consumption.  

01.04.10 331627 25? 68513 Perform Oil consumption test/repaired left bank for over aggressive lifters, 
Replaced left bank lifters. Second repair installed updated valve covers for 
PVC baffle problem. After repairs found engine consuming 2.5 qts for 
every 1,000 miles. Tear down started. Removed all spark plugs and 
inspected for oil deposit #5 & #7 cylinder plugs and found oil. Removed 
upper intake and inspected for cracks-none found. Removed left cylinder 
head and disassembled. Inspected valve seal guides cylinder head for 
cracks-found no problem. Called and started case on 1-12-10 with Jim 
shock case number 11173277 referred to doc number 2370844-oil 
consumption under investigation.   Was told possible oil ring problems. 
Repair of oil rings may not fix condition. Inspected cylinder bore for 
scoring and pistons for looseness. Called to get approval for engine 
replacement. Ordered engine on 1-14-10 and received engine on 1-18-
10./ Removed complete engine assembly and installed crate motor. 
Transferred all parts and changed oil pan due to 4 by 4 pan design. 
Installed plugs, oil, filter and coolant, road tested and found vehicle is 
working as designed.  

01.10.11 2749 2 86246 C/S was told by outside shop that vehicle has oil leak///Rear main seal 
area---added oil dye black lite for fluid leaks leak found at oil pan gasket 
rear of engine block remove oil pan reseal and rt valve cover leaking also 
reseal rt valve. 
2 day rental  

 
 Restraints 

       

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

                              

 
 Steering 

       

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

                              

 
 Transmission 

       

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

2.3.2010 332828 2 69348 C/S there is a ticking noise coming from the engine area./ found noise 
coming from cracked flywheel.---Replaced the flywheel, rechecked and is 
working as design.  

 
 Axle 

       

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



                              
 

 Body/Trim 
       

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

05.15.08 306567 1 35344 C/S that driver’s door interior handle is peeling leaving sharp 
edges/Interior door handle peeling---replace interior drivers door handle  

 
 Chassis 

       

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

                              
 

 Electrical 
       

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

09.06.06 278273 1 2457 C/S reports read DVD is not working well goes on/off while driving---
Special order part, DVD unit 

10.13.06 280013 1 4047 C/S read dvd is not working well, goes on/off while driving PIN 
#15294214///due to internal failure.---replace dvd screen tested working 
as design.  

09.18.09 327344 1 61941 C/S after doors are open or on accessory mode, battery dies and vehicle 
has to be jumpstart./ Found battery has a bad cell after performing 
midtronics test with code 651RL-56-BC---Replaced battery.   

02.01.10 332699 1 69253 C/S there is a ticking noise coming from the engine area/found noise 
coming from starter shield---realigned the shield to correct noise. 

 
 Glass 

       

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

                              

 
 HVAC 

       

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

                              

 
 Paint 

       

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

                              

 
 Suspension 

       

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

                              

 
 Wheel/Tires 

       

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

                              
 

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

01.24.08 301606 1 31095 Service update, invent/cust vehs e85 VFFS update REPGM ECM*Expires 



8yr/80 k MI campaign open—performed software update per recall. 
 
Job 2 
Service update. Remote keyless inop/batt low-GMT900 Only*EXP w/Base 
war*-Performed software update per recall  

11.17.08 314126 1 43567 Heated windshield washer module short circuit-add wire harness---replace 
wiring harness as per recall 

     
 

 Other 
       

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

10.25.06 280547 1 4566 Installed customer supplied mirror.---install customer supplied mirrors. 
Paid 47.50 

     
03.02.10 33906 1 70429 Replace both belts/replaced serpentine and ac belt 
 
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)  
Did you confirm your answer with the dealer/Customer (if 
ADR)/attorney (if Legal)? (Y or N) 

 

What type of damage was sustained (example: front end collision)?  
{Description of Damage} 

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

  

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

  

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

 

{List Aftermarket Modification} 

 
Have you confirmed modification with the dealership? (Y or N)  
 
PERTINENT FACTS FROM All SR’s RELATED TO THIS VIN: 
Concern: 71-794209512 PQC 
1/14/2010 
Date & Offer/Result: ATTN Paul Wasko 
Were other similar (K or J - applicable) labor ops paid on this VIN in the last 6 months or a parts 
warranty? yes 
 
Name of Component: engine 
V8 or Diesel Calibration Verified: Not done prior to replacement. 
Replacement Cost: $ 6165.21 
   
Dealer states that FFOM has authorized replacement or dealer has authorized goodwill for this 
unit. Calibrations were not submitted prior to replacing this unit. Please respond if you approve 



processing of this claim. 
 
Concern: {TEXT} 
Date & Offer/Result: {TEXT} 
 
Concern: {TEXT} 
Date & Offer/Result: {TEXT} 



 
BBB PROGRAM SUMMARY ASSESSMENT: 
(Note: This section only applicable for ADR cases) 
 
What State is BBB Case Filed In? CA 
 
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: 
A claim seeking repurchase or replacement must be received by BBB AUTO LINE within one 
year or 12,000 miles – whichever comes first – from the date the vehicle was first put into use. 
 
 
Unique GM Program Summary Requirements for Repairs/Reimbursement for Past Repairs in 
Applicable State: 
A claim seeking repairs or reimbursement for past repairs must be received by BBB AUTO LINE 
before the expiration of the General Motors Bumper-to-Bumper new vehicle warranty 

 



 
Customer/Plaintiff Seeks: 
{Remedy Sought – include offset if noted} 
 

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. 
{Text} 

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

 
Under what State? {State} 

 
Claimed Presumptive? {Yes or No} 

 
Does Purchase Qualify? {Yes or No} 

 
If not, why? {Used/Lease/GVWR/Etc} 

 
 

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? NA 
Must Complaint Continue to Exist? No Final Repair/Arbitration Required? NA 
Time Period for filing a Claim? Any applicable warranty plus 6 

months after expiration  
 
 

 

 
Vehicle Service History (During Presumptive Period) is: 

# of Visits for a Non-Conformity? {Number} # of Days out of Service? {Number} 
# of visits for a Safety Complaint? {Number} # of Visits Total? {Number} 
Complaint appears to Continue? {Yes or No} 

 
Final Repair/Arbitration Complete? {Yes or No} 

 
 
Does History appear Presumptive: {Yes or No} 

 
 

Vehicle Service History (During Limited Warranty Period) is: 
# of Visits for a Non-Conformity? {Number} # of Days out of Service? {Number} 
# of visits for a Safety Complaint? {Number} # of Visits Total? {Number} 
Must Complaint Continue to Exist? {Yes or No} 

 
Final Repair or Arbitration Req’d? {Yes or No} 

 
 
Related Repairs beyond NVLW: {Yes or No} 
Customer Pay? {Yes or No} If no, identify responsible party: {Payee} 
Additional Days out of Service? {Number} Additional # of Repair Visits? {Number} 
 
Other Considerations: {Yes or No} 
Outcome/Findings of Arb/Final Repair: {Date and Summary} 
Prior Goodwill/reimbursement: {Yes or No} {Date and Summary} 
Out of Pocket Expenses: {Yes or No} {Date and Summary} 
 



 
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:  
{TEXT} 

Pertinent vehicle information provided by dealer Service Manager: 
{TEXT} 

Identify at least three main strengths of the customer’s case? 
{TEXT} 

Identify at least three main weaknesses of the customer’s case? 
{TEXT} 

Are there any considerations to be made under other applicable laws? (Explain in detail) 
{TEXT} 

Recommendation: 
{TEXT} 

Rationale: 
{TEXT} 

Settlement/Defense Strategy: 

{TEXT} 

 
 



 
HISTORY OF SETTLEMENT DISCUSSIONS – Applicable for Legal Cases Only 

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

 

Settlement Type: 
{Goodwill Type} 

Date: 
{mm/dd/yy} 

{Accepted / Countered} 

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

 

Settlement Type: 
{Goodwill Type} 

Date: 
{mm/dd/yy} 

{Accepted / Countered} 

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

 

Settlement Type: 
{Goodwill Type} 

Date: 
{mm/dd/yy} 

{Accepted / Countered} 

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

 

Settlement Type: 
{Goodwill Type} 

Date: 
{mm/dd/yy} 

{Accepted / Countered} 

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

 

Settlement Type: 
{Goodwill Type} 

Date: 
{mm/dd/yy} 

{Accepted / Declined} 

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

 

Settlement Type: 
{Goodwill Type} 

Date: 
{mm/dd/yy} 

{Accepted / Declined} 



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

${Amount} 
 

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

 
Attorney Fees (if applicable): 
${Amount} 

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

${Amount} 
 

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

 



 

 

COMPONENT DESCRIPTION 

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

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

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

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

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

Engine/Fuel & 
Exhaust 

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

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

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

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



























 

Revised 06/04/07 

Overallowance/Negative Equity/Incentives Form (Non-Florida) 
 
Customer: SR #: 71-927389809 BBB#: CHV1114771 

 
This form may be used to identify possible Overallowance or Negative Equity and to determine any 
customer incentives which were paid but may not be easily identifiable on a Bill of Sale. 
 
You must determine the TRUE purchase price of a vehicle and identify any Overallowance, Negative 
Equity, and/or Incentives prior to arbitration or voluntary repurchase. 
 
 
Section 1  
Purchase Price 49128.30 
(from Bill of Sale, before tax, tag, title, etc.)  
MSRP -        
(from BARS Invoice screen)  
Subtract the MSRP from the Purchase Price =        
(If positive, look for Overallowance)  
If the Purchase Price is greater than the MSRP but there was no trade-in, have the Dealer explain why 
the customer paid more than MSRP. 

 

  
  
Section 2  
Trade Allowance 9000.00 
(from Bill of Sale)  
Actual Cash Value (ACV) -  9000.00 
(from ACV Statement)  
Subtract the ACV from the Trade Allowance =  0.00 
If positive, the Trade Allowance is higher than the ACV of the trade-in.  This is Overallowance.  
  
  
Section 3  
Trade Allowance 9000.00 
(from Bill of Sale)  
Payoff on Trade -  9000.00 
(from Bill of Sale)  
Subtract the Payoff on Trade from the Trade Allowance =  0.00 
If negative, the Payoff on the Trade is higher that the Trade Allowance.  This is Negative Equity.  
  
  
Section 4  
Purchase Price 49128.30 
(from Bill of Sale, before tax, tag, title, etc.)  
Incentives not included in the Purchase Price -  3965.76 
(from BARS and Incentive Acknowledgement sheet)  
Do not include fuel-fill credit or Dealer incentives.  GM Card points must be included.  
Overallowance/Negative Equity -  0.00 
(use the Overallowance from Section 2 or the Negative Equity from Section 3, whichever is larger)  
Subtract the Incentives and the Overallowance/Negative Equity from the Purchase 
Price.  This is the Actual price of the vehicle that should be presented to the BBB on 
the Agreement to Arbitrate (ATA). 

=  45162.54 



 

Revised 06/04/07 

If Overallowance/Negative Equity and/or Incentives (not included in Purchase Price) are found, verify 
with Team Lead before submitting information to BBB. 

 

 





































































































08/01/11 

 

MANUFACTURER RESPONSE FORM 
(CALIFORNIA) 

  
Case Number: CHV1114771 Vehicle: 2007 Chevrolet Suburban 
 
Customer Name:   VIN:  1GNFK16317J
 
Manufacturer's Position:  General Motors regrets that  is dissatisfied 
with her 2008 GMC Sierra. General Motors’ continued success depends upon the satisfaction our 
customers receive from their vehicles which is why we strive daily to maintain the highest levels of 
satisfaction with our products.  
  
General Motors makes every effort to meet the highest quality standards. By providing the New 
Vehicle Limited Warranty for 3 years or 36,000 miles, whichever comes first, General Motors 
covers the cost of repairs to correct any vehicle defect related to materials or workmanship 
occurring during the warranty period. We have and will continue to address all concerns per the 
terms of the warranty. 
 

All of the concerns that  has brought to the attention of the dealer in regards to her 
2007 Chevrolet Suburban for an oil leak concern have been corrected. The last time the vehicle 
was in a General Motors dealer on January 10, 2011 at 86,246 miles.  Allen Gwynn Chevrolet was 
able to verify the existence of the leak through the use of oil dye and a black light for diagnosis. 
The rear oil pan gasket was found to be leaking as well as the right valve; both were removed and 
resealed back in place and the customer has not been to the dealership since. The repair was 
made at no expense to the customer by Allen Gwynn Chevrolet and when the vehicle left the 
dealership, it was operating to General Motors specifications and continues to now. If there are any 
current concerns on the vehicle we request that make the vehicle available for 
repairs per the terms of the manufacturer’s written warranty. There has been no significant loss of 
use, value or safety of her vehicle.  
 
At this time we do not believe satisfies the parameters for a repurchase or 
replacement. We respectfully ask that  request for repurchase of her 2002007 
Chevrolet Suburban be denied and that continue to work with General Motors per 
the terms of our written warranty coverage. 
 
 
Documentation Provided (please check): 
 

  Technical Service Bulletin(s) 
  Recall Notice(s) 
  Vehicle Repair Records 
  Purchase/Lease documentation 
  Other:                                                                                                                                                                            

 
The manufacturer's position and documentation will be furnished to the customer and the arbitrator 
prior to a hearing in this case. 



08/01/11 

 

 
I will participate in a hearing   By phone  In person  In writing 

 

 Form completed by: Juan Labrado   Date: March 30, 2011  

 Future Contact:  Juan Labrado 

     Phone: 866-790-5700 ext. 41433 Fax: (866) 2139-923 
 

 

Please return this form as soon as possible to: BBB AUTO LINE 

  Fax:  703.247.9700 

 

 











Arlene.Thomas-Randol
New Stamp













TO:
	 Rosemarie Williams

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

RE:
	 Process Served in California

FOR: General Motors LLC (Domestic State: DE)

Service of Process
Transmittal
03/23/2011
CT Log Number 518238436

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

 Pltf. vs. General Motors, LLC, et al., Dfts.
Name discrepancy noted.

Summons, Cover Sheet, Certification and Notice, Complaint, Notice(s),
Attachment(s)

United States District Court - Central District of California, CA
Case # CV1 102375ODWPLAx

Product Liability Litigation - Breach o ranty - Manufacturing Defect - 2007
Chevrolet Tahoe, VIN: 1GNFC13J17R1 - Defects relating to recurrent "howling",
"grinding", and/or "clunking" noises seeming to originate from the rear of the car
and/or underneath the car - Failure to replace vehicle or make restitution

C T Corporation System, Los Angeles, CA

By Process Server on 03/23/2011 at 14:55

California

Within 21 days after service (not counting the day you received it)

Brian K. Cline
The Bickel Law Firm, Inc.
750 B Street
Suite 1950
San Diego, CA 92101
619-374-4100

CT has retained the current log, Retain Date: 03/23/2011, Expected Purge Date:
03/28/2011
Image SOP
SOP Papers with Transmittal, via Fax, Rosemarie Williams 313-665-7572
Email Notification, GM Verification GMVerification@wolterskluwer.com

C T Corporation System
Nancy Flores
818 West Seventh Street
Los Angeles, CA 90017
213-337-4615

Page 1 of 1 / CH

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

TITLE OF ACTION:

DOCUMENT(S) SERVED:

COURT/AGENCY:

NATURE OF ACTION:

ON WHOM PROCESS WAS SERVED:

DATE AND HOUR OF SERVICE:

JURISDICTION SERVED:

APPEARANCE OR ANSWER DUE:

ATTORNEY(S) / SENDER(S):

ACTION ITEMS:

SIGNED:
PER:
ADDRESS:

TELEPHONE:



Clerk, U.S. District Coun

CHRISTOPH

1181

5/2-302 ISZ5)9

Brian J. Bickei (SBN 205646)
Brian K. Cline (SBN 246747)
THE B1CKEL LAW F1RM, 1NC.
750 B Street, Suite 1950
San Diego, CA 92101
Tel. (619) 374-4100 Fax. (619)231-9040

UN1TED STATES DISTRICT COURT
CENTRAL DIS'TRICT OF CALIFORN1A

CASE NUMBER

V.
PLAINTIFF(S) CVII 02375 opvlitt

GENERAL MOTORS, LLC, and DOE 1 through DOE
10 inclusive

SUMMONS

• DEFENDANT(S).

TO: DEFENDANT(S): GENERAL MOTORS, LLC

	

,......■MAINIMMeaya..1.M.01.1.0•■•■■■•■••■••■•■•■•■•••■••■•■•■■•■■•■■•••	

A lawsuit has been filed against you.

Within 21 days after service of this summons on you (not counting the day you received it), you
must serve on the plaintiff an answer to the attached Nrcomplaint 0 	 amended complaint

counterclaint0 cross-claim or a motion under Rule 12 of the Federal Rules of Civii Procedure. The answer
or motion must be served on the plaintiff's attomey,  Brian C. Kfine 	 whose address is
750 B Stieet, Suite 1950, San .Diego, CA 92 J 01 	 1f you fail to do so,

judgment by default will be entered ag,ainst you for the relief demanded in the complaint. You also must file
your answer or motion with the court.

M
Dated: 	 AR 2 1 

(Use 60 days if the defenthmt is the United States or a United States agency, or is an officer or employee of the Untted States. Allowed
60 days by )uk 12(a)(3)].

CV.0 I A (121177) SUMMONS



UNITED STATES DISTRICT COURT, CEN1TIAI, DISTRICT OF CALIFORNIA
CIVIL COVER SliEET

I (a) PLAINTIFFS (Chock box if you arc representing yoursclf 0)

•■■••■•■■•■•01.1.1.4OPPee

DEFENDANTS
GENERAL MOTORS, LLC, and DOE 1 through DOE 10 inclusive

(b) Attomeys (Firnt Naroe. Address and Telephone Number. 1f you are reveserning
yourself, proeide sttmc.)

THE BICKEL LAW FIRM, JNC.
750 B STREET, surrE 1950
SAN DfEGO, CA 92101 	 T (619) 374-4100

Attorneys (1f Known)

	••••••••■•••■IMMAMV...1■•■•••■••■•

IL BASIS OFJURLSDICITON (Place an X in one box only.)
	

Rl. CITIZENSR1P OF PRINC1PAL PARTIES - For ITIvarajty Cases Only
(Place ark X in ono box for pIaintiff and one for defendant.)

0 1 U.S. Orwenuntnt Plaintiff

02 U.S. Government Deandant

03 Federal Question (U.S.
Uovanment Not a Party)

1V4 Diversity (Indicate Chizenship
of Parties in 1terrt 111)

Cnixen of This State

Citinn of Another State 02

DEF
	

FTV DEF
o I Incorporated or Frincipal Platz D a 0 4

of Incritisss ia this State

02 Incorporated and Principal Place 05
of Business in Another State

Citizon or Subject of a Foroign Countty 03 03 Fureign Nation
	

06 06

W. ORTG/N (Place an X in one box only.)

( Original	 0 2 Removed from 03 Romanded from 04 Reinstated or 0 S Transferred from another district Ispecir): 06 Multi- 	 07 Appea1 to District
Proceeding	 State Court	 Appellate Court	 Reopentel	 District	 Judge from

Litigatron	 lviagistrate ludge

V. REQUESTED IN COMPLAINT: JURY DEMAND:

CLASS ACTION under V.R.C.P. 13: D Yes 11(No

cs L.1No (Check • Yes' only 1f dernanded jb compIairit)

IiMoNEy DEMANDED IN COMPLAM $ 327,942.20,

VL CAUSE OF ACTION (Cite the U.S. Civi 1 Statute under which you are filing and writc a brief staternent of cause. Do not cite jutisdictional statotes unless diversity.)
DREACHOF CAL1FORNIA'S SONO-BEVERLY CONSUMER.FROTECTION ACT

VIL NATURE OF surr (Plate an X le one bin 010Y.)

-„1 . ,c,-	 .	 v. • " ..
0460 .stiii*iipportimment
0 410 Aotitrust
o 430 Banks and Banking
0 450 CommeroefICC

Itaterdete.
Ll 460 Deponation	 '
0 470 Racketeer Inflocnced

and Corrupt
Organizanons

0 480 Consurner Credit

d 110 Insurance
0120 Matine
0 130 Milter Act
0 140 Negottable Instrument
Ll 150 Recovery of

Overpayrnent &
Enforcement of
Judgment

t3 151	 tvledimuc Aet
0 I52 Recovery of Defaulted

nl-i.:;)-i..77-,—rs:
•	 "--,PERSONAI

' • • ••PROPPITV •
0370 Other Frand
0 371 Truth in Lending
C) 380 Other Personal

Property Damage
0 385 Property Darnage

Product Liabiliz
::::•:..=.44•Mriftryi,s1,

" -	 -	 - --	 "'" -0 422 Appeal 28 USC

W.1
n 510 Motion3 to

Vacate Sentence
flabeas Crnpus

0 530 Csenera1
0 535 Death Penalty
0 540 Ivfandamus/

Other
0 550 Civ il Rights
0 SSS Priscat Condinon

0 71 .0 iair Labor StanCiarlis
Act

0720 LaboriMgmt
Relations

0 730 Labor/Mgmt.
Repotting &
Disclosurc Act

0 740 Reilway Laber Act
r.i 790 Other Labor	 i

Litigation

•	 -	 •	 f...;	 •:....
0310 Airplanu
0 315 Airp1ane Prochtet

Liability
Ci 320 Assank Libel &

Slander
330 Fed, Employete

Liahility
340 Marinc

') 343 MannoProcluct

0 490 Cablo/Sat TV Student Loan (Excl. Liability 158 rt-rv ..7
..	 ''''	 ii •

............	 ,.
U ri.1	 entpl. Ret. 1nc.

0 810 Selective Service
r.I 850 Securrtics/Commodines/

Veterans)
0 153 Recovery of

0 350 Motor vchicte
0 355 Motor Vehiste

Product Liability

0 423 Withdrawal 28

„4..	 USC 157	 .....,.

-	 u ..Y.•	 .:	 •	 •...	 ,	 .
0610 Agrieuiture

Security .Act	 .
6-70•WfaxMix-, •

Exchange Overpaymem of 0 360 Oilier Persunal ti.:4'4.:4'...*---- 	 7.1:-. 0 620 Other Food & 0820 Copyrights
(..) 875 Customm Challenge 12 Vetemn's Benefits Injury 0 441 Voting Drug 0 830 Patent

1)SC 3410 0 160 Stogkholders' Suits 0 362 personat (ftjury. 0 442 Etnployrnent 13.625 Drug Re1ated q 840 Ttaderdark
Dt(890 Other Statutory Actions 0 190 Uther Contract	 , mcd mrdpinake 443 )1ousing/Acco- Seizure of

.
irlgtag.ftitiMY:.:.

0 891 Agricultura1 Act 0 193 Contrae1 Product 0 365 Personal Injury• rranodatitms Property 21 USC 0 861	 tiTA ( 139511)
0 892 Economic Stabitization Liability Product Liability 0 444 Welfare 881 Ct 862 Inack Lung (923)

Act 0.06 Flettchiso 0 368 Ashostos Personal 0445 Arnerisan with 0 630 Liquor Laws 3 863 DIWC/D1wW
0 893 Fsw ironmenta1 Mattem :114.'s.,ii-,_ •-•	 ik.431 Injury Product Disabifities - 0640 R.Ft. & Truck (40S(g))
0 804 Enerv Anneation Act 0210 Laltti Condernnation •	 Liability 	 _ Employment C16S0 Airline Rrgs 0 864 SS1D Title XVI 	 -
0 895 Freedom of 1nfo. Act fl 220 Foreclosure •':...:.::;//ijit)V_ROA■k..".:.4. 446 Arncrican with 0660 occuptujdne 0865 R 1 1 (405(g,))
0 900 Appcal of Fee Determi- 0230 Rcrar Lease & Ejectment Ci 462 . NalUricilianOn Disabilities • SafetY iNvaitil

nation Under Bqual 0 240 Torts to Land Appliertrion Other 0 090 Other 0870 Taxes (U..S..Plaintit• I
Access to Justioe 0 245 Ton Produet Liability in 463 liabe2gC°rPlig' 3 440 Other Civii or Defendant)

0 950 Coreakutionality of 0 290 All Other Real Propcny Ahon Deraince Rights 0871 IFLS-Third Party 26
State Statute5 463 Othet Nmigrigian USC 7609

ACtinTS

FOR OFFICE USE ONLY:. Casc Number

AFTER COMPLETING THE FRONT S1DE OF VORM CN-71. C.C1MPLETE THE INFORMATION REQUESTED BELOW.
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* Los Angeles, Orange, San Bernardino, Riverside, Ventura, Santa Barbara, or San Luis Obispo Counties
Note: In land condemnation c,ases, use the location of the 	 d involved

X. SIGNATURE OF ATTORNEY (OR PRO PER):

UNITED STATES DISTRICT COURT, CENTRAL DISTRICT OI CALIFORNIA
CIVIL COVER SHEET

VIII(a). IDENTICAL CASES: Has this action been previously filed in this court and dismissed, remanded or closed? 5(No DYes
If yes, list case number(s): 	

VIll(b). RELATED CASES: Have .any cases been previously filed in this court that are related to the present case? fiNo 0 Yes
If yes, list case number(s): 	

Civil cases are deemed related if a previously filed case and the present case:

(Check all boxes that apply) . 0 A. Arise from the same or cIosely related transactions, happenings, or events; or

0 B. Call for detemtination of the sarne or substantially related or similar questions of law and fact; or

0 C. For other reasons would entail substantial duplication oflabor if heard by different judges; or

0 D. Involve the same patent, trademark or copyright, and one of the factors identified above in a, b or c also is present.

IX. VEN1JE: (VVhen completing the following information, use an additional sheet if necessary.)

(a) List the County in this District; Califomia County outside of this District State if other than Califomia; or Foreign Country, in which EACH named plaintiff resides.
0 Check here if the govemment, its agencies or employees is a named plaintiff. lf this box is checked, go to item (b). 

Califomia County Outside of this District; State, if other than Califomia; or Foreign CountryCounty in this District:*

LOS ANGELES COUNTY

b) List the County in this District; Califomia County outside of this District; State if other than Califomia; or Foreign Country, in which EACH named defendant resides.
0 Check here if the govemment, its agencies or employees is a named defendant. If this box is checked, go to item (c). 

California County outside of this District; State, if other than Califomia; or Foreign CountryCounty in this District •

DELAWARE, MICHIGAN

c) List the County in this District; Califomia County outside of this District; State if other than Califomia; or Foreign Country, in which EACH claim arose.
Note: In land condemnation cases, use the location of the tract of land involved.

County in this Districr*
	

Califomia County outside of this District; State, if other than Califomia; or Foreign Country

LOS ANGELES COUNTY

Notice to Counsel/Parties: The CV-71 (.1S-44) Civil Cover Sheet and the information contained herein neither replace nor supplement the filing and service of pleadings
or other papers as required by law. This fonn, approved by the Judicial Conference of the United States in September 1974, is required pursuant to Local Rule 3-1 is not filed
but is used by the Clerk of the Court for the purpose of statistics, venue and initiating the civil docket sheet. (For more detailed instructions, see separate instructions sheet.)

Key to Statistic,a1 codes relating to Social Security Cases:

Nature of Suit Code Abbreviation	 Substantive Statement of Cause of Action

861 HIA All claims for health insurance benefits (Medicare) under Title 18, Part A, of the Social Security Act, as amended.
Also, include claims by hospitals, skilled nursing facilities, etc., for certification as providers of servic,es under the
program. (42 U.S.C. 1935FF(b))

862	 BL	 All claims for "Black Lung" benefits under Title 4, Part B, of the Federal Coal Mine Hea1th and Safety Act of 1969.
(30 U.S.C. 923)

863	 D1WC	 All claims filed by insured workers for disability insurance benefits under Title 2 of the Social Security Act, as
amended; plus all claims filed for child's insurance benefits based on disability. (42 U.S.C. 405(g))

863	 DIWW	 All c1aims filed for widows or widowers insurance benefits based on disability under Title 2 of the Social Security
Act, as amended. (42 U.S.C. 405(g))

864	 SS1D	 All claims for supplemental security income payments based upon disability filed under Title 16 of the Social Security
Act, as amended.

865	 RSI	 All claims for retirement (old age) and survivors benefits under Title 2 of the Social Security Act, as amended. (42
U.S.C. (g))
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CERTIF1CATION AND NOT10E

OF 1NTERESTED PART1ES
(Local Rule 7.1-1)

Plaintiff(s),

V.

GENERAL, MOTORS, LLC, and DOE 1 through
DOE 10 InclusIve

Defendant(s)

TO: THE COURT AND ALL PART1ES APPEAR1NG OF RECORD:

The undersigned, comel ofrecord for  Pl .ENNY FLORES 

(or party appearing in pro per), certifies that the following listed party (or parties) may have a direct, pecuniary
interest in the outcome of this case. These representations are made to enable the Court to evaluate possible
disqualification or recusal. (Use additiona1 sheet ifnemssary.) 	 rtn".,

- • -�!,

PARTY	 CONNECTION
(List the names of all such . parties and identify their connection and interest.)

	
GENE1RAL MOTORS, LLC	
MAURICE J SOFP & SONS CHEVR.OLET DEALERS 	
MIKE HERNANDb2 CAMINO REAL CHF.VROI_ET 	
DEFENDANTS AUTHORIZED REPAIR FACTLMES 	

Plaintlff/Buyer
Defendant/Manufacnrer
Defendant's Authorized SelIer
Defendant's Authorized Repar Facillties
Defendant's Authorized Repair Fatilities

Brian K. Cline

Attorney of record for or party appeating in pro per
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THE BICKEL LAW FIRM, 1NC.
Brian J. Bickel, State Bar No. 205646
Brian K. Cline, Statc Bar No. 246747
briancline@bickellawfmn.com
750 B Street, Suite 1950
San Diego, California 92101
Telephone:	 (619)374-4100
Facsimile:	 (619) 231-9040
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8	 UNITED STATES DISTRICT COURT

9

10

11 ,

12	 Plaintiff,

13	 vs.

14 GENERAL MOTORS, LLC, and DOE
1 through DOE 10 inclusive,

CENTRAL DISTRICT OF CALIFORN1A

Plaintiff (hereinafter "Plaintiff") is, and at all times

mentioned herein was, a competent adult

2. Plaintiff is and was at all times mentioned herein a citizen of the State

of Califomia.

3. Defendant GENERAL MOTORS, LLC is a limited liability company

organized under the laws of Delaware and having its principal place of business in

Michigan, and is licensed to do business in California, and having all its members

as citizens of another state.

15

16

17

18 Plaintiff alleges:

19

20	 JUR1SDICTION

21	 3.
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22

23

24

25

26

27

28



4. This court has original jurisdiction under 28 U.S.C. §1332. The

amount in controversy exceeds $75,000.00, exclusive of interest and costs.

5. Plaintiff resides in this district.

VIOLATION OF THE SONG-BEVERLY CONSUMER WARRANTY ACT

6. Defendants DOE 1 through DOE 10 inclusive are sued herein. DOE

1 through DOE 10 are each independently, or as a representative of another

defendant in this suit, responsible in some manner for the causes of action set forth

herein and the damages sustained by Plaintiffs.

7. Plaintiff purchased the subject 2007 Chevrolet Tahoe, VIN:

1GNFC13J17R ("the subj ect vehicle") on or about May 1, 2006 from Maurice

J. Sopp & Son Chevrolet Dealers in Bell, California. The subject vehicle is a new

motor vehicle that was bought primarily for personal, family, or household purposes

or it is a new motor vehicle with a gross vehicle weight under 10,000 pounds that was

bought or used primarily for business purposes by an entity to which not more than

five motor vehicles are registered in this state. The subject vehicle is a "new motor

vehicle" under the Song-Beverly Consumer Warranty Act, Civil Code §§1790 et seq

("the Act").

8. Maurice J. Sopp & Son Chevrolet Dealers is engaged in the business of

distributing or selling consumer goods at retail. Plaintiff is a "buyer" under the Act.

9. GENERAL MOTORS, LLC manufactures, assembles, or produces

consumer goods. GENERAL MOTORS, LLC is a "manufacturer" under the Act.

10. GENERAL MOTORS, LLC issued an "express warranty" to Plaintiff in

which, inter alia, GENERAL MOTORS, LLC undertook to preserve or maintain the

utility or performance of the subject vehicle. Said warranty was an integral factor in

Plaintiff s decision to purchase the subject vehicle.

11. The subject vehicle has suffered from nonconformity(s) to warranty,

including, but notlimited to, defect(s) manifesting in recurrent "howling", "grinding",

2
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and/or "clunking" noises seeming to originate from the rear of the car and/or

underneath the car. Said nonconforrnity(s) have substantially impaired the vehicle' s

use, value, or safety to Plaintiff.

12. Plaintiffhas delivered the subject vehicle to GENERAL MOTORS, LLC

or its authorized repair facility(s) for repair of said nonconformity(s). GENERAL

MOTORS, LLC or its authorized repair facility(s) have failed to service or repair the

subject vehicle to warranty after a reasonable number of attempts.

13. The subject vehicle was not fit for the ordinary purposes for which such

goods are used and was not of the same quality as those generally acceptable in the

trade. GENERAL MOTORS, LLC breached the implied warranty ofmerchantability

and implied warranty of fitness. Plaintiff is entitled to revoke acceptance of the

subject vehicle under the Act.

14. GENERAL MOTORS, LLC has not replaced the vehicle or otherwise

made restitution to Plaintiff pursuant to its obligations under the Act.

15. Plaintiffis informed and believes and thereupon alleges that GENERAL

MOTORS, LLC's refusal to replace the vehicle or make restitution to Plaintiff was

wilful and not the result of a good faith and reasonable belief that the facts imposing

said statutory obligation were absent.

16. Pursuant to the Act, Plaintiff is entitled to restitution in an amount equal

to the actual price paid or payable by Plaintiff and collateral charges such as sales tax,

license fees, registration fees, and other official fees less an amount directly

attributable to use by Plaintiffprior to the time Plaintiff first delivered the vehicle for

repair.

17. Plaintiff is entitled to recover incidental, consequential, and general

damages, including, but not limited to, reasonable repair, towing, and rental car costs

actually incurred by Plaintiff.

18. Plaintiffis entitled to recover a civil penalty up to two times the amount

3
COMPLAINT FOR VIOLATION OF THE SONG-BEVERLY CONSUMER WARRANTY ACT



ofactual damages for GENERAL MOTORS, LLC's wilful refusal to comply with its

statutory obligations under the Act.

19. Plaintiff is entitled to recover a sum equal to the aggregate amount of

costs and expenses including attorney's fees based on actual time expended and

reasonably incurred in connection with the commencement and prosecution of this

action.

WHEREFORE, Plaintiffprays judgment against GENERAL MOTORS, LLC

as follows:

1. For actual damages, including collateral charges, and incidental,

consequential, and general damages. To date, such damages include, but are not

limited to Plaintiff s cash payment ($42,647.40), and, in amounts according to proof,

vehicle registration expenses, expenses inadvertently omitted herein, and other future

expenses reasonably incurred by Plaintiff in connection with this action; and

2. For a •civil penalty up to two times the amount of actual damages

($85,294.80); and

3. For rescission of the contract and restitution of consideration; and

4. For interest on said sum from date of rescission to date of judgment

herein; and

5. For attorney's fees based on actual time expended and reasonably

incurred in connection with the commencement and prosecution of this action; and

6. For costs of suit incurred in connection with the commencement and

prosecution of this action; and

///

///

///
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7.	 For such other and further relief as the court deems proper.

WHEREFORE, Plaintiff demands trial by jury.

DATED: March  k, 2011 THE BICKEL LAW FIRM, INC.
Attome	 Plaintiff

By:

5
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UN1TED STATES DISTRICT COURT
CENTRA,L D1STRICT OF CALIFORNIA

NOTICE OF ASSIGNMENT TO UNITED STATF,S MAGISTRATE JUDGE FOR DISCOVERY

This case has been assigned to District Judge Otis D. Wright II and the assigned
discovery Magistrate Judge is Paul Abrams.

The case number on all documents filed with the Court should read as follows:

CV11- 2375 ODW (PLAx)

Pursuant to General Order 05-07 of the United States .District Court for the Central
District of California, the Magistrate Judge has been designated to hear discovery related
moti ons.

.A.II discovery related motions should be noticed on the calendar of the Magistrate Judge

NOTICE TO COUNSEL

A copy of this notIce must be setved with the summons and complaint on all defendents (if a removal action is
tited, a copy of this notice must be served on all plaintiffs).

Subsequent documents must be filed at the following location:

pq Western DIvislon
312 N. Spring SL, Rrn.
Los Angeles, CA 90012

u Southern Division
411 West Fourth St., Rm. 1-053
Sartta Ana, CA 92701-4510

u Eastern DivIsion
3470 Twelfth St., Rm. 134
RiversIde, CA 92501

Failure to file at the proper locatIon will result in your documents beIng returned to you.

CV-18 (03/08)	 NOTICE OF ASSIGNMENT TO UNITED STATES MAG1STRATE JUDGE FOR DISCOVERY





UN1TED STATW
DIST1RICT COURT

• C.ENTRAL D1S
CALIFO

I.

WESTERNDIVISIO
U.S. Courthouse

Clerk's Office, Rooin G-8
312 North Spring Street

Los Angeles, Califomia 900 1i2
213-894-1565

SOUTHERN DIVISION
Ronald Reagan Federal Building and

Courthouse
41eirk's Ofkiee, Roona 1-053

;	 1,.44kr111oVvSt 4 th Street
Snta&1$a,iCa1ifornia 9270145 I

4-348-4750

—

.6ërk's Ofice
Services for Attorneys

and the
General Puhlic

",j1,t-!k ;z3	
$

‘?4!)`'W;	
'141117V4ilgt#

arch-2009.

Court Reporters Office
Ordering Transcripts

District court civil and criminal transcripts znay be
ordered by malting finaucial arrangements with the individuai
coutt reportexs. To identify which reporter to contact for a
specific in-court xnatter befixe April 2002, please refer to the
appropriate docket entry on the civil or criminal docket sheet
whicb is now electrcarically avadable 012 PACER. For
spec.ific in-court matters aftet Aprd 2002, the court reporter
asaignment schedule is on the website. Go to Court
Reporter Schedule, then view all and select the date you need •
to check. Transaipt orders from magistrate judge courts
should be placed with the Court Recording Section of the
Records Departznent. Please refer to the website for the
necessary telephone numbers, applicable fees, and
identification of court reporter assignments. For more
information, you can call the court reporter schedule_es office
at 213-89470658.

Ordering Realtirne Connection
Reakime reporting connection should be requestedin

advance of the trial. Please contact the court reporter
schedulees office bo request the realtirne connection. There
is a separate charge for the realtime connection. Please refer
to the transcript rates to detenuine the cost. The only court
reporters who may connect to realtime and c-harge for it are
federally certified realtime court reporters. Many reporters

provide the reakirne connection if a dady transaipt is
being ordered. The attorney must bring bis or her own
laptop computer.

Ordering DaiEes
A request for a dady transcript should be made as soon

2S possible before tbe trial begins. Pie.ase notify the court
reporter schedulees office at least 2 week ire advance of the
trial start date in order to relnest a dady. The daily will not
cotnmence until fmancial arrangernenz have been snade.
Pl.ease do not walk into court on the farst rfay of tcial and
request a daily transcript as reporters need time to prepare.

Touch Screens
A touch screen is avadable irt the lobby of each division.

This device provides court addresses, hours, telephone
numbers, a daily master caleadat,.and the weekty Post
Indictment Arraioment caiendar.



	

the unztect btatES	 *-

Liforrita is one of the laz-gest federal courts in the nstion.
e cle.des office has put this brochure together to provide a
.ck refeeence for attouteys and the geaeral ptblic regarchng
services that ate cusrently aveitabk. Feedback an.d

zestions as to how we might improve our service aze
rays appreciated.

Website
Infornaation about the distact court naay be obtain.. ed on-
e. L1sets can gathez infozmation about attorney admissions
d tRing procedures; revienr master sad dady caleadars,
itatements for court appearances, Local Rules, General
xkss, and recently issued and published opinions; obtain
tensive suomey asseitance infonnation and available court
tvices; download court fotms, and keep apprised of recent
lovation.s in the derles office. Visit the coures website at
ew.eaccLuscourts1339.

' Office Hours
The clerlea offize houts are 10:00 am. - 4:00 p.m., Monday
Friday, excluding court observed holidays. 'The drop-off

service has been disoontiaued. Fot emergency fdings
.trween 4:00 p.na. - 5:00 p.m, call Western Division: 213-
)4-2127; Southern 714-338-4764/4760; Easterrt
evision: 951-328-4470. .After 500 p.m., call 213-894-2485.

WebPACER
The "Public Access to Court Electronic Records" (PACER)
a browser based electronic retrieval system that provides
Uning and civil summaries and docket infonnation using a
smputer terminal. PACER also provides access to images of
tectronicalty fded court documents. The PACER. senrice is
traitable 24 hours a day, incladingweekends. To establish a
ACER account, contact the PACER Service Center 800-
76-6856. *

Records
Alt pentling carninai, dvd, magistrate, and muln-district

tigarion (MDL) cases may be reviewed, at no charge, at tbe
lerk's offiCe. Case filesand dockets nvay be viewed on the
asne day as requested unless the requested rnatetiat .is
mavailable. Cettain closed cases Stte located at tbe coures
totage facility and may be ordered, viewed and copies
dttained directly from National Archives arul Recolds
tdministration (NARA) at 951-956-2000. You will need to
lovide tbe accession, location attd bos numbers to NARA
ar file retitevul This infortnation zrxay be obtained froin the
oures website at www.cacd.ustourts,govinark if there are

INTricinn• 211.894-38153, einail

338-4785: Eastem Divithon 951-328-4450. To identty wrucn
clerles office ntaintains the case file you wish to vietv, please
tefer to the prefie of the case numbet (two digits after the
letters reptesent the filing year, for eample, 09. is yeat 2009)
as follows:

Western Division (Los Angeles)
CV 09-0000 civil 	 CR 09-0000 - creasinal
Soutbern Devision (Santa Ana)
SACV 09-0000 - civil 	 SACR 09-0000 - ctiminat
Eastern Division (Ftiverside)
EDCV 09-0000 civd	 EDCR 09-0000 - caminal
Thexe is a charge for COpieS, cettikations, and

exemplific-ation.s. For more information on closed ot
archived court tecords, visit the court's website at
sever.cacdentourtseovirecords.

Pbotocopy Service
Photocopy services ere available from outside copy

services. Please note that exemplifications axtd certifications
raust still be obtaitsed ftorn the clerk's office. For payment
options, contact the appropitate vendors: Western Division:
213-253-9413; Southero Divisio.n: 714-543-8123; Eastern
Division: 951-328-4470.

Interpreter Services
The interpretet services sectiOn of the derk's office

provides intespreters far all court proceedingsinstituted by
the United States tbat require the use of a language other than
Engtish. The section also makes interpretex referrals
response to inquizies from law finns and the genend public in
cases witere court-appointed inteqireters are not indicated.
For further infonnation, please cati 213-894-4370 ox visit the
court's website at www.cactiuscourts.govfluterpretert.

jury Section
The court's website offers ratuable imformatton to prospecdve
jurors. You may see.responses to frequendy asked questions,
read the General Order 07-10 regarrling the selection of
Grand and Petit jutors; downioad tbe tury handboolo review
jury information for all du-ee divisions; and verify yo-ur
status/instructions utilizing dte.Autoreated jutor Information
System (AFS). Submit qiporrecttutPesets td the iu-TY
section at juty@cacd.uscourts.gov. Wired end wireless
Intemet acr_ess is availabk in jury assembly rooms.

Attorney Work 110014
For attomeys, a work room is located on the second floor

of the Spring Street Courthouse, on the first floor of the

.11■Cttipit.	 ■■•■	 -

third floor of the Riverside Courthouse. The workroorns
have Pentium personal computess with access. to Westlaw,
WordPerfect, aad PACER; kser printess; wired and wireless
Intemetucess; storage lockers; copy rnachimes; and individuat
conference rooms.

Evidence Presenters
The clertes office has evidence presenters svadable for

attorneys to use in court proceedings. This technology
connects an overhead projector to monitors which dispday
pictures for the judge, attorneys and dae jury. There is no
charge for using the equiprnent howevet, due to the high,
demand fox its use, the equ4amertt is xeserved on a fust-corne,
first-sereed basis. For MOM information or to reserve tlae
equipment, visit the court's website or coutact the apptoptiate
divisions: Western Division at 213-894-1400; Soutktem
Division at 714-338-4785; and Eastem Division et 951-328-
4450 ot 951-328-4451.

Videoconferencing
Videocooferencing alknes parties at off-site locations to

appear at coort hearings by way of two-way audio and visual
menitors. The appropriate courttoota deputy cterk should be
contacted as to whether use of this equipment in the
co-urtroom is permitted for the spe.cific hearin. g or trial Thexe
stre rninirnal telephone charges but ao equipment charges for
use of the unit For more infortnition or to resenre the
equipmerat, visit the court's website or contact the coures
Spacc. and Facifities Help Desk at 213-894-1400.

E-Filing
With limited exceptions, ail eases are subject to e-filing as

governed hy General Order 08-02, as araended by Genmet
Older 08-11. Please visit the CWECF web page at
www.cacduscootts.govicrnec( or call the CM/BCF Help
Desk at 213-894-0242 •

Pro Se
The Federat Pro Se (Self-Represetated Litigant) Clinic is

located on the fifth floon Room 525 in the Federal
Courthouse at 312 North Spting Street, Los Angeles,
Catifornia. The Pro Se Cllnic, which is staffed by a lawyer,
offers on-site infonnation and guidance to individusts wIao
are representing thernseives (without an attorney) in civil
actions in the United States District Court For more
infortnation, c.all 213-385-2977, Ext 270 or visit the coures
website at wwwecacet ueemulterviprose.



UNITED STATES DISTRICT COURT
•CENTRAL DISTRICT OF CALIFORNIA

CIVILITY AND PROFESSIONALISM GUIDELINES

Prearnble•

its purest form, law is simply a so-
cietal mechanism for achieving justice.
As officers of the coort, judges and taw-
yers have a duty to use the law for this
purpose, for the good .of the People.
Even thoughlustice" is a lofty goat, one
which is not aJways reached, when an
individual be,comes a member of thc te-
gat profession, he or she is bound to
strive towards this end.

Unfortunately, many do not perceive
that achievingjustice is the function of
taw in societytoday. Among mernbers
of the public and lawyers themselves,
there is a growing sense that lawyers re-
gand theirlivelihood as a business, rather
than a profession. Viewed in this rnare.
ner, the lawyer enay detine his or her ul-
timate goal as-winning" arty given case,
by wttatever mcans possible, at . any cost,
with little sense of whether justice js
being strved. This attitude manifesti it.,
self in an array of obstinate discovery
tactics, refusals to accommodate the rea-
sonable requests of opposing counsei re:
dates, times, and places: and other need-
less, time-consuming conflicts between
snd among adversaries. ThiS type of be-
havior tends to increase costs of litiga-
tion and often leads to the denial of jus-
tice,

The Central District recognius that,
while the majority of lawyers do not
behave in the above-deseribed manner,
in recent.years there.hasbeen a discem-
ible erosion of civility and profession-
alistr in our courts. This disturbing trend
may have severe conscquences if we do
not act to reverse its course Incivil be.
havior does not Constitute effective ad.
vocacy; rather, it serves to increase liti-

gation c,osts and . fails to .advance the
chenes .lawful interests. Perhaps just as
importantly;this type of behavior catises
the public to'lose faith in the legal pro-
fession and .its ability to benefit society.
For these reasons.: we find thai civility
and professionalism arnong advocates,
between laWyer and client, and between
bench and bar are essentiai to the ad-
ministration of justice.

The following guidelines are de.

signed to encourage us, thentembers of
the bench and bar, to act towards each
other, our clients, and the public with the
.dignity and civility that our profession
demands, 1n fermulating these guide-
lines, we have . borrowed heavily, frorn
the efforts of othcrs who have wfitten
similar codes for this same purpose. The'
Los Angeles County ilar Association
LitigationGuidetines, guidelincs issued
by other caunty bar assoetations within
the Central District, the Standards for
Profe.ssional Canductwithin the Seventh
Federal Judicial Circuir, and the Texas
Lawyer's Creed all provide excellent
models for profesSional behavior in the
law.

We expeet that judges and lawyers
will vgdi'mtarily adhere to these standards
as part of a mutual commitment to the
elevation of the level of practice in our
courts. These guidelines shall not be
used as a basis for litigation or for sanc-
tions or penalties.

Nothing in these guidelines super-
sedes or rriodifies the existing Local
Rules of the Central Distriet, nor do they •
alter eitisting standarcls of concluet
wherein lawyer negligence may be de.
termin.ed and/or examincd.

I. Guidelines

A. Lawyers' Duties
tolheir Clients

1. We will practiceour profession with
a Contintiing aWareness that our role
is to advance the legitimate jnter.
ests of our efients. We will endeavor
to achieve our clients' lawful objec-
tives in legal transaCtions and in liti-
gation as quicklY'and economically
as.possib1e.

2. We will bc loyal and committed to
Our clients' lawful objectives, hut.
we will not permit that tOyalty and
commitment to interfere . with our
duty toProvide objective and inde-,
pendent advice,

•
3. We will advise. Our clients that ci-

vility and courtesy areexpected and
are not a sige of weakness. .

4. We will treat . adverse parties and
witnesses with fairnessaed . duc eon-
sideration. A Client has n,o right to
demand that we act in an abusive
manner or indutge in any .offensive
conduct,

We will advise our elients that we
wil) not pursue conduct thar is in-
tended primafily to harass or druin
ttte financial resources of the oppos-
ing party.

6. We will advise our cliertts that we
reserve the right to determine
whether to grant accommodations
to opposing counsel in all matters
that do not.adversely affect our cli-
ents' lawful obje.ctives.Chents have
no right to instruct us to refuse rea..
sonable requests made by other
counsel.

7. Wc will advise our ciient's regard-
ing availability of mediation, arbi- •
tration, and othar altemative meth-

...there is a growing sense that
1awyers regard their livelihood as 4 business,

rather than-a prOfession.

.5.
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ods .of resolving and settling dis-
putes.

ft. We . w.il I advise our clients . of the
contents of this creed when under-
taking representation.

B. Lawyers'.Duties
to Other Counsel

1. Conununicationi vrith
Adversarics

a. We will adhere to all express prorn-
ises end to agreements with other
counsel, whether oral or in writing,
and will adhere in good faith to all
agreements implied by the circitm-
stances or local oustorns.

b: When we reaCh an oral understand-
ing on a proposed agreement or a
stipulation and decide to cornmit i,t
to writing, the drafter will endeavor
in goodlaith to state the oral un-
derstanding accurately and com-
pletely:The drafter will provide the
other counsel with the opponunity
to review the writing. As drafts are
exchartged between or among
counset, changes from prior drafts
will beitentified in the draft or oth-
erwise explicitly brought to the at-
tention of other counsel. We will not
include in . a draft matters to which
there hai .been no agreement with-
out explicidy advising other cOun-'
sel in writing of the addition.

c, We will not wiite Iciters for the pur-
pose of ascribingtO opposing coun-
sel a . position he or she has not
taken, or to create "a record"
cvents that have not occurred. Let-
ters intended only to make a record
should he used sparingly and only
when thought to be necessary un-
der all of the eircumstances. Unless
specifleally permitted or invited twy
trie court, letters between counsel
should not bc sent to judges.

2. SchedulIng Issues

a. We witt not tase any form of discov-
ery or discovcry scheduling as a
means of harassment.

b. We will consult other counsel re-
garding scheduling matters in a
good faith effort to avoid schedul-
ing conflicts.

C. We will endeavor to accommodate
previoustyscheduled dates for hear-
ings, depOsitions, meetings, confer.-
ences, vacations, seminars, or other
functiOns that produce good faith
catendar conflicts, on the part of
other counsei, where it is pos-sible
to do so without prejudicing the
client's rights. If we have been given
.an accornmodation because .of a
calendar conflict, we will notify
those who have accommodatecf us
as soon as the conflict has bcen re-
moved.

d. We will notify other counsel and, if
appropriate, the court or other per-
sons, at the earliest possibie time
wben hearings, depositions, meet-
ings, or conferences are to be can-
celed or postponed. Earty notice
avoids unnecessary travel and ex-
pense of counsel and may enable the
coun touse the previously reserved
time for other matters.

e. LIniess tirne is of the cssence, as a •
matter of courtesy we will grant first
requests, for reasonable extenstons
of . time to respond to litigation
deadlines. .After a first extension,'
any additional re,quests for tirne
be cpnsidered hy balancing the need

;,‘fai expedition against thedeference
one should ordinarily give to an
opponent's schedule of personal and
professional engagements, the rea-
sonableness of the length of exten.
sion requested, the opponent's will-
ingness to grant reciprocal exten-
sions, the time actually necded for
t,he task, and whether it likely a
court would grant the extension if
asked to do s6.

2

f. We will not request an extenston of
Urne sotely for the purpose of un,
justifieci delay or to obtain a tacti-
cal advantage:

g. We wilt not attach . to extensions
unfair and extraneous conditions.
We may impose conditions for the
purpose of preserving rights tharan
extension, might jeoparctize, or for
seekina reciprocal scheduling con-
cessions. We wifl not, by grantirtg
extensions, seek. to preciu.de an
opponent's substantive ri ghis, such
as tiis or her right to move against a
complaint.

3. Service of Papers

a, We will not time the liting* or•Ser;
vice of motions or pleadings in any
way that unfairly limits another
party 's oppurtunity to respond,

b. We will not serve papers sufficiently
close io a court appearance so as tu
inhibit the ability of opposing eoun-
sel to prepase fOr that appearance
or, where permitled by law, to re-
spond to the papers.

c. We will not serve papers in order to
take advantage of an opponent's
known absence from the office or
at meor in a Manner designed to
inconvenierice an adversary, suCh as
late on a Friday afternoon or the day
preceding a secular or religious
holiday.

d. When it is iikely that service by
mail, even when allowed, will preju-
dice the opposing party, we will
fect service personsdly or by fsc-
simite trinsmission,

4. Depositions
•	 •

a. We willtake depositions only when
actuany needed to ascertain facts or
information or to perpotuate testi.
mony. We will not talce depositions



•art interrogatory is objectionable in
part, we will answer the.unobjeo-
tionable part.

• •

b,

for the purpose of harassment or to
increase Jitigation expense.

b. We will nOt engage lit any conduct
during a deposition that N .vould be
inappropriate in the presenee of a

'jUdge.

c. During depositionswe will ask only •
those questions we reisonably be-
lieve are necessary for the prosecu-
tion or defenie Of an aciion. We will
not inquire into a depoitent's per-
sonal affairs or question a
depOnen t 's integrity where such in-
quiry is irrelevant to the subjeet
mattei of the deposition. We wi lt

refrain from repetitive or argumen-
tative questions or those asked
solety for purposes of harassmcnt.

d. When defending a• deposition, we
wilt timit objections to those that are
well founded and necessary to pro-
teet our clicnt's interests. We rec-
ogniziettat MOS t objections are pre-
servecitnd needbeinterposed only
when.rhe form of a question is de-
fectivelir privileged itiforMation is
sought..	 •

e , whena,question ispending, we will
not, theough objections or other-
wise, coach thc deponent oi suggest
answers. •

7. Settlement and Alternative
Dispute Resolution

ably believe arc pecessary for the
prosecutionor defense of an action.
We will not design production -re-
quests to harass or embarrass a party
or witness or to impose an.undue
burdenOr'expense irt responding.

We will respond to document re-
quests in a timely and reason01.e
manner and not strain to interpret
the request in an artificially restric-
tive manner to avoid disclosure of
relevant and non-privileged dOcU-

TnentS.

a.

C. We will withhOld documents on the
grounds of privitege onty where it
is appropriate to do so. b.

Except where there ate strongsind
overriding issucs of
Will raise and explore the issuc of

settlement in eyery casc ti soortuN
enough is known about the caSC ii)

make settlement discussion nican-
ingful.

Vie witt not fatscly hold out the pos.
sibilily of setdement as a means for
adjourning discovery or delaying
trial.

d. We will not produce documents in
a disorganized or unintelligible
manner, or in a way designed to hide
or obscure the .existence of partieu-
I ar documents.

C.

C. We will not delay document .produc-
tion to prevent opposing counsel
from inspecting documents prior to
scheduled depositions or for.any
other tactical reason.

in cvery casc, wc wili consider
whether the client's inicrest c9utc.1
be adequately served and the con-
troversy more expeditiously and
economically. .clisposeddt by arhi-
trati.on.,mechation, or t;thecronns
atternative. dispute resolution..

g.

6. Irtterrogatories

a..

f. a,

•

Written Su budisioni td .a Court,
Including Briefs, Memoranda,
Affidavits, DeclaratiOns, and'
Pioposed Orders..	 •

Before filing a motion with the
court, we will crtgage in more than
a. mere pro forma discussion of:
purpose in an effort to rcsolvc. thc
issue with opposing counsel.

We • will nut force 111.11 adverSary to
make a motion and thert not opposc
it.	 .	 .

in submitting bricfs or mcmoranda
of points and authoritics to the
court, we will not rely on facts that
arc not properly part of the record.
We may present histnrical, eco-
nomic, or sociological data, if such
data appears in or, ig dcriVed from
pneratty availablc sources,

We wili carefully craft.interrogato-
ries so that they are timitcd to those
matters we reasonably believe are
necessary for the prosecution or
derense of an action, and we
not design them t'o harass or piace .
an undue burden or expense on a
PlartY.

•
WewiIl not direet a, deponent to
refuse . to answer questions untess
they seek privileged information or

• are maniftstly irrelevant or calcu-
lated to harass.

g.. When we obtain doeurnents pursu-
. ant to a deposition subpoena; we

. wilI make copies, of the doctiments
available to oppoSing counsel at his
or her expense, even if the deposi-
tion is canceled or adjourned.

b.

c.

S. Doeu m en t Demands C.

a, .We will carefully craft document
production requests so they arc Iim-
ited to those clocuments,we reason-

b.	 respond to interrogatortes
a timely and reasonable manner

and will not strain to interpret them
in an artiticially restrictive manner
to avoid disclosure of relevant and
nen-priviteged inforrnation.

We will base our interrogatory ob-
jections on a good faith belicf in
their merit and not for the purpose
of withholding or delaying the dis-
closure of relevant information.

3



d. ln civii actions, we will stiputate to
•relevant Mattersr if they are undiv

• puted and if no good faith advocacy
hasis exists for not stipulating.

C. lintess direetly aad necessarily in
issue. wc will not disparagc the in-
relligenee, morats. integrity, or per-
sonal hchavior of our adversaricS
before the coun, either in written
submissions or oral presentations.

We will not, absent good eause, at-
tribute hatt • unives or improper
eonduet to other counsel or bring
the profession into disrepute by un-
foUnded aecusations of impropriety. •

.	 .
We• will not movc for court sanc-
tions against opposing counsei with-
out first conducting a reasonable
investigntion . and untess fully .justi-
fied hy the ciretimstanees and nec-
Mary it3 proteet our eliera's lawfu1
interests.

h, We will not eause any default or
dismissal to he entered without first.
notifying opN)sing counsel; when
wc know his or her.identity.

I. •When o draft order is to be prepared
hy rasunsel to rcflec a court ruling,
we ss411 drall an order that .aceu-
rately and completely retlects the
euures ruting. We will prompt1y
preparti und submit a proposed or-
der to other counset and atternpt to
reconcile any differences before the
draft order is presented to the eoun.

9; Ex Parte Communications •

	

With the Court	 .

a. We will avoid e,v parte communi-
cution on thc substance .of a pe.nd-
ing C3SC with a judge (or his or her
law elerk) before whom sueh case
is pending.

b. Even where applicable laws or rules
.permit an ex parte applicAtion Or
communicadon to the court, before
making such an application or com-

munication we will rifake ditigent
efforts to notify ihe opposing party
or his or her attorney. We will make
reaSonable efforts to aecommodate
the sehedule of such attorney. so that
the opposing pany may be repre-
sented ort the application.

c.. Where therules permit an ex parte
application or communication to the
court in an emergency situation, we
wilt make such an application or
communication only where there is
a boriafide emergency such that the
lawyer's client wilt be seriousty
prejudiced by a failure to Mftke the
application or cornmunication .on
regular notice.

C. Lawyers' Duties
to the Court

I. We will speak and write civilly and
respectfully in all communications
with the court.

2. We will be punctuat and prepared
for all . court appearances so that alt
hearings, conferences, and trials
may commenceon Wile; if delaYed,
wc will notify thc court and coun-
sel, if possible.

3. We will bc considerite of the tiine
constraints and pressures on the
court and court staff inherent in their
efforts to administer justice.

4. We wi11 not engage in any conduct
.that brings disorder or disruption to
thc courtroom. We will advise eur
cliorgs and witnesses appearing in

Jourt of the proper conduct -ex-
d-pected and required there and, to the

•
•

best of our ibility, prevent our eli-
ents and witnessei from creating

•disorder or disruption. 	 •

5, We will not Writ* ktters to the coun
in connection with a pending action,
unless invited or perrnitted by the
•COO.n.

.6. Before dates for hearing or trials are
set, or if that is not feasibte, imme-
diately after such date has been set.
we will attempt to verify the avail-
ability ofnecessary participants and
witnesses so we can promptly no-
tify the court of any tikely problems.

7. We will act and speak civilly to
couri marshals, court clerks, court
reporters, secretaties, andlaw clerks
.with an awareness that they, too, are
an integrai part of the judicial sys-
tem.

D. Judges' Duties to Others

I. We wil1 be councous, raspectful,
and Civil to the•attorneys, parties,
and witnesses whoappear before us.
Furthermore, we will use our au-
thority to ensure that all of the at-
torneys, parties, and witnesses ap-
pearing in our courtrooms conduct
thentSciVCS in a civil manner.

2. We will do our best to ensure that
court personnel act civilly toward
attorneys, par. ties and witnesses.

3. We wilt not ernploy abusive, de-
meaning, or humiliating tanguage in

• opinions or in written or oral com-
munications with attorneys, parties,
or witnesses.

4. We will be punctual in convening
ali hearings, meetings, and confer-
enees_

5. We will make reasonabie efforts to
decide promptt .y all matters pre-
sented to us for deeision.

6. While endeavoring to reso1ve dis-
putes efficiently, we witt be aware

of the time constraints and pressures
imposed on attomeys by the exigen-
cies of litigaiion practice.

7.- Above all, we wili remember that
the coun is the servant of the people,
and we will approach our duties in
this fashion.
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RCMPR028               VEHICLE EVENT SELECTION                        12/13/08
                       PROCESSING SOURCE: SATURN                      12:28:16
                                                                PAGE:        1

VIN: 5GZEV337X 7J             SELLG SCE: 22   MDL YR: 07   ORD NO: KWRRTH
VIN TYPE: N
                 SS/       DOCUMENT      I          INC
 EVENT DESC      SITE CD   NUMBER        S EVENT DT CD          AMOUNT
 INCENTIVE MEMO  22 11276  149724          11/23/07 XMJ       5,218.16
 INCTV PAYMENT   22 11276  149724          11/23/07 XMJ       5,218.16
 INCTV APPLICATN 22 11276  149724          11/23/07 XMJ       5,218.16
 INCENTIVE CHARG 22 11276  00033491709     11/23/07 BQA         500.00 DR
 INCENTIVE MEMO  22 11276  00033491709     11/23/07 BQA         500.00 DR
 INCTV APPLICATN 22 11276  00033491709     11/23/07 BQA         500.00 DR
 INCENTIVE MEMO  22 11276  00033469176     11/20/07 JBG         200.00
 INCTV PAYMENT   22 11276  00033469176     11/20/07 JBG         200.00
 INCTV APPLICATN 22 11276  00033469176     11/20/07 JBG         200.00
 INCENTIVE MEMO  22 11276  00033469176     11/20/07 FFC          56.43
 INCTV PAYMENT   22 11276  00033469176     11/20/07 FFC          56.43
 INCTV APPLICATN 22 11276  00033469176     11/20/07 FFC          56.43
 INCENTIVE MEMO  22 11276  00033469176     11/20/07 BQA         500.00
 INCTV PAYMENT   22 11276  00033469176     11/20/07 BQA         500.00
 INCTV APPLICATN 22 11276  00033469176     11/20/07 BQA         500.00
 DELIVERY D.O.E. 22 11276                  11/19/07               0.00
 DELIVERY TO CUS 22 11276                  11/17/07               0.00
 EXPIRATION TRAN 22 11276   ZAD02399061    06/14/07               0.00
 SETTLEMENT DATE 22 11276   ZAD02399061    06/14/07          36,928.80 CR
 ORIGINAL INVOIC 22 11276   ZAD02399061    05/29/07          36,928.80
 COV/NVIS DATE   22 11276   ZAD02399061    05/29/07               0.00
 SHIPMENT DATE   22 11276                  05/29/07               0.00
 PRODUCTION (BUI 22 11276                  05/29/07               0.00
 PREFERENCE TO P 22 11276                  04/03/07               0.00
 GM ORDER ACCEPT 22 11276                  03/29/07               0.00
 GM ORDER ACCEPT                           03/29/07               0.00



RCMPR010               VEHICLE DELIVERY/INCENTIVE HISTORY             12/13/08
                       PROCESSING SOURCE: SATURN                      12:29:27
                                                               PAGE:         1

VIN: 5GZEV337X 7J             SELLG SCE: 22   MDL YR: 07   ORD NO: KWRRTH

ODATE: 03/29/07 ORDER FAN:           OTYPE: 070  DLVY SS/SITE CD:    22  11276
DDATE: 11/17/07  DLVY FAN:           DTYPE: 010  SRVC TYPE:     MILEAGE:

DLVY DOE:  11/19/07  ORDER BY:
CANC:
CANC DOE:
TRADE:               DLVY TO:  D  ARBIZO
TRD DOE:                       9307 CALL ST
SRVC IN:                       PICO RIVERA                    CA 90660
SRVC OUT:            CANC SRVC IN:
BFSO ORD DT:               BFSO CUST:
PRICE ASSUR DT:            PRICE ASSUR RT:

                                 --INCENTIVES--

CODE  PAY  SS/SITE   INV/INC NO      DATE     AMOUNT      MTHD  DLR SHR    STAT
 BQA   01  22 11276  00033491709   11/23/07     500.00 DR  OA       0.00     0

PROCESS TYPE:   001  CHECK NO:                   SSN:
DATA SCE:      BARS  INC MEMO NO: 00033491709    AUTH PUR CD:
MISC DATE:           MISC: 0000085973  A1
POLICY PYMT CMNT:  #190- INCOMPATIBLE WITH XMJ -           ACTV TYPE: 1

CODE  PAY  SS/SITE   INV/INC NO      DATE     AMOUNT      MTHD  DLR SHR    STAT
 BQA   01  22 11276  00033469176   11/20/07     500.00     OA       0.00     9

PROCESS TYPE:   001  CHECK NO:                   SSN:
DATA SCE:      DLR   INC MEMO NO: 00033469176    AUTH PUR CD:
MISC DATE: 11/17/07  MISC: 08-31AN S CALIFORNIA RECOVERY BC
POLICY PYMT CMNT:                                          ACTV TYPE: 6

CODE  PAY  SS/SITE   INV/INC NO      DATE     AMOUNT      MTHD  DLR SHR    STAT
 FFC   01  22 11276  00033469176   11/20/07      56.43     OA       0.00     9

PROCESS TYPE:   001  CHECK NO:                   SSN:
DATA SCE:      DLVY  INC MEMO NO: 00033469176    AUTH PUR CD:
MISC DATE:           MISC:
POLICY PYMT CMNT:                                          ACTV TYPE: 6

CODE  PAY  SS/SITE   INV/INC NO      DATE     AMOUNT      MTHD  DLR SHR    STAT
 JBG   01  22 11276  00033469176   11/20/07     200.00     OA       0.00     9

PROCESS TYPE:   001  CHECK NO:                   SSN:
DATA SCE:      DLR   INC MEMO NO: 00033469176    AUTH PUR CD:
MISC DATE: 11/17/07  MISC: DEALER RETAILER ALLOWANCE
POLICY PYMT CMNT:                                          ACTV TYPE: 6



RCMPR010               VEHICLE DELIVERY/INCENTIVE HISTORY             12/13/08
                       PROCESSING SOURCE: SATURN                      12:29:27
                                                               PAGE:         2

VIN: 5GZEV337X 7J             SELLG SCE: 22   MDL YR: 07   ORD NO: KWRRTH

CODE  PAY  SS/SITE   INV/INC NO      DATE     AMOUNT      MTHD  DLR SHR    STAT
 XMJ   01  22 11276  149724        11/23/07   5,218.16     OP       0.00     9

PROCESS TYPE:   004  CHECK NO:                   SSN:
DATA SCE:      GMAC  INC MEMO NO: 149724         AUTH PUR CD:
MISC DATE: 11/17/07  MISC: 0000085973  A1
POLICY PYMT CMNT:                                          ACTV TYPE: 6



2007 OUTLOOK AWD XR                          GENERAL MOTORS CORPORATION
78U  OCEAN MIST                     /V6G     & SUBSIDIARIES
192  BLACK                                   RENAISSANCE CENTER
ORDER NO. KWRRTH/TRE      STOCK NO.          DETROIT      MI  48243-1114
VIN 5GZ EV33 7X 7J                      VEHICLE INVOICE ZAD02399061
***************************************************************22*11276S
MODEL & FACTORY OPTIONS               MSRP    INV AMT  RETAIL - STOCK
ZV14526 OUTLOOK AWD XR            31555.00   29819.48  INVOICE 05/29/07
C3U DUAL SKYSCAPE SUNROOF          1300.00    1209.00  SHIPPED 05/29/07
LY7 ENGINE, 3.6L VVT V6                N/C        N/C  EXP I/T 06/14/07
MH6 TRANSMISSION, 6 SPEED AUTO         N/C        N/C  INT COM 06/14/07
PCQ PREMIUM TRIM PACKAGE:          1275.00    1185.75  PRC EFF 05/29/07
    * LEATHER APPOINTED SEATS,                         KEYS G0673 G0673
      FIRST AND SECOND ROWS                            WFP-S MTH  OPT-2
    * HEATED FRONT SEATS                               BANK: GMAC - 061
PCU ADVANCED AUDIO PACKAGE:         510.00     474.30  CHG-TO    11-276
    * AUDIO CONTROLS, REAR SEAT
      W/ EARPHONE JACKS                                SHIP WT:  4918
    * AUDIO SYSTEM, SPEAKER PREMIUM                    HP:       32.9
      SOUND                                            GVWR:     6400
PCZ TOURING PACKAGE:                895.00     832.35  GAWR.FT:  3196
    * 19" POLISHED ALUMINUM WHEELS                     GAWR.RR:  3527
    * 19" ALL SEASON TIRES                             GMS:     35517.43
    * DUAL EXHAUST W/ CHROME TIPS                      SUPPLR:  37108.96
R6H SDS CHARGE                        0.00      51.00  MRM:     38614.00
R6K ONSTAR TURN-BY-TURN NAVIG AVAIL    N/C        N/C  NTR: 1/2
R7Y COMMUNICATIONS PLUS               0.00      17.00  DAN:      STOCK
U2K XM SATELLITE RADIO - SERVICE    199.00     185.07  MEMO     1743.95
     FEE EXTRA. 1ST 3 MONTHS INCL.
U3R TOUCH SCREEN NAVIGATION SYSTEM 2145.00    1994.85
     (REPLACES STD/OPT RADIO)
YF5 50-STATE EMISSIONS                 N/C        N/C

TOTAL MODEL & OPTIONS              37879.00  35768.80  ACT 237 35367.43
DESTINATION CHARGE                   735.00    735.00  H/B 261  1136.37
MARKETING SERVICE CHARGE                       425.00  ACT 237   425.00

TOTAL                              38614.00  36928.80  PAY 310 36928.80
MEMO: TOTAL LESS HOLDBACK AND
      APPROX WHOLESALE FINANCE CREDIT        35319.10
***********************************************************************
INVOICE DOES NOT REFLECT DEALER'S ULTIMATE COST BECAUSE OF MANUFACTURER
REBATES, ALLOWANCES, INCENTIVES, HOLDBACK, FINANCE CREDIT AND RETURN TO
DEALER OF ADVERTISING MONIES, ALL OF WHICH MAY APPLY TO VEHICLE.
***********************************************************************
THIS MOTOR VEHICLE IS SUBJECT TO A SECURITY INTEREST HELD BY GMAC.

                                         REMIT TO GMAC NO. 061
SATURN OF CERRITOS                       VIN 5GZEV337X7J
                                         $  36928.80 INV  ZAD02399061
                                         DUE 06/14/07  DEALER  11-276



































PRIVILEGED & CONFIDENTIAL - PREPARED FOR COUNSEL 
BRC CASE ASSESSMENT  

 
Latest Revision Date: 4/1/2011 

 
 

All Fields Are Required 
(Do not delete or modify any sections of this form)  
 
SR: 71-931416720 GM Legal File / BBB Case No.:  726072 
By: Mary Beth Hollman, Legal ML Negotiator: Mary Beth Hollman, Legal ML 
 
Customer Last Name:   
Only customer's last name to be recorded. Do not include first name. 

State: California 
 

Vehicle ID No.:  
1GNFC13J17R  

In Service Date: 
5/1/2006 

Vehicle Purchased: 
New 

BAC Code: 
114547 
 

Year, Make & Model: 2007 Chevrolet Tahoe Vehicle Purchased New 
 

Current Mileage: 56,781 Dealer Name : Maurice J. Sopp & Son 
(CLOSED) 

Sale Type: Purchase  X   Lease      Other      : N/A 
 

CAM Name: Mick Gonzalez 
Phone Number: 805-373-8417 
 

Lien holder: GMAC      Other  X  : Bank of America DVM Name: Paul Byrne 
Phone/Cell Number: 805-279-8324 
paul.byrne@gm.com 

Purchase Price of Vehicle: $ 37,534.00 **MSRP Sales unclear  

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

DVM requests involvement?: No 

 
Attorney Involvement: The Bickel Law Firm – Brian Cline, PC 
Phone Number : 619-374-4100 
Fax Number : 619-231-9040 
 

 
Service Manager Name: CLOSED 
Phone Number : CLOSED 
 
 

Are there additional field personnel involved? If Yes, List the name, including role (DVM, DSM, etc.) 
and phone number. Repeat as necessary. 
None 
 
Are there additional dealerships involved? If Yes, List the dealership name, contact name, and phone 
number. Repeat as necessary. 
Camino Real Chevrolet – 114549 
2401 S Atlantic Blvd 
Monterey Park, CA 91754 
323-264-3050 – Gary Takamine, SVM 
 

 
 

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. 
Not known – Primary selling dealership is now closed 

 
DVM/DSM Notified Regarding TAC Involvement? Yes 



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

 Brakes 
       

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

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

 Engine/Fuel/Exhaust 
       

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

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

 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: 
     

1/19/09 079110 3 33,526 Maurice J. Sopp & Son (CLOSED) 
C/S – Vehicle will not go into forward gears / Forward sprag broke, 
damaging over run clutches / Replaced forward sprag, over run clutches. 
Road tested. Vehicle running to factory specs.  
 
Vehicle towed in M&J Towing  
(Cust offered a rental , no indication whether or not accepted) 

 
 Axle 

       

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

1/26/09 079455 3 33,567 Maurice J. Sopp & Son (CLOSED) 
C/S – While driving at any speeds rear differential makes a howling noise / 
Pinion bearings got pitted, damaging side bearings and pinion gears 
washers – Replace pinion bearings and side bearings with pinion gear 
washers. Road tested. Vehicle noise no longer there.  
 
Vehicle towed in M&J Towing 

     
6/02/10 98941 2 48,875 Maurice J. Sopp & Son (CLOSED) 

C/S – Rear differential is grinding, clunking / Pinion bearings front and rear 



got pitted causing concern. Necessary to replace – Installed new front and 
rear pinion bearings. Adjusted preload. Road tested vehicle, noise is no 
longer hears ** Semi floating differential 

     
2/21/11 39672 8 55,662 Camino Real Chevrolet 

C/S – There is a grinding noise heard in differential while driving / Verified 
concern, checked and found noise coming from rear differential internally. 
Disassembled and found outer pinion bearing pitted, metal contamination, 
ring pinion worn, incorrect gear pattern – Replaced ring and pinion, pinion 
bearings, carrier bearings. Test drove vehicle and verified repairs.  

 
 Body/Trim 

       

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

4/14/08 065598 2 
(Estimate 
– 
Unknown) 

27,245 Maurice J. Sopp & Son (CLOSED) – Per GWM – PC Unable to Provide 
C0331 - Strip, Rear Door Window Outer Sealing - Left - R&R Or Replace   
C0330 - Strip, Rear Door Window Outer Sealing - Right - R&R Or Replace   
B1785 - Rear Window Wiper Arm Replacement   

     
1/26/09 079455 * 33,567 Maurice J. Sopp & Son (CLOSED) 

C/S – Left front inside chrome handle peeling / Driver handle chrome 
peeling, necessary to replace – Front side door inside handle replacement 
– Left side.  

 
 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: 
     

4/14/08 065598 * 27,245 Maurice J. Sopp & Son (CLOSED) – Per GWM – PC Unable to Provide 
R4490 - Remote Control Door Lock Transmitter Replacement 

 
 Glass 

       

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

4/14/08 065598 * 27,245 Maurice J. Sopp & Son (CLOSED) – Per GWM – PC Unable to Provide 
C0034 - Windshield Replacement   

 
 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: 
     

4/14/08 065598 * 27,245 Maurice J. Sopp & Son (CLOSED) – Per GWM – PC Unable to Provide 
Y0152 - 07033 - Service Update - Reprogram BCM   
(Service Update for Battery Rundown) 

 
 Other 

       

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

2/21/11 39672 * 55,662 Camino Real Chevrolet 
Lube Oil and Filter 
Customer requests a complete fuel system service  - $315.00 

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



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

Y - Dealer 

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

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

  

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

  

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

 

N/A 

 
Have you confirmed modification with the dealership? (Y or N) Y - Dealer 
 
PERTINENT FACTS FROM All SR’s RELATED TO THIS VIN: 
Concern: N/A 
Date & Offer/Result: N/A 
 
Concern: N/A 
Date & Offer/Result: N/A 
 
Concern: N/A 
Date & Offer/Result: N/A 



 
BBB PROGRAM SUMMARY ASSESSMENT: 
(Note: This section only applicable for ADR cases) 
 
What State is BBB Case Filed In? N/A 
 
What is the customer eligible for based on the BBB Program Eligibility Guidelines and 
the specific states lemon law requirements for meeting presumption? (Explain in Detail) 
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 + Civil Penalty 
 

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. 
Violation of the Song-Beverly Warranty Act - Recurrent "howling", "grinding", and/or "clunking" noises 
seeming to originate from the rear of the car and/or underneath the car - Failure to replace vehicle or 
make restitution 
 
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? No Final Repair/Arbitration Required? Yes 
Time Period for filing a Claim? 18 months / 18,000 miles – 4 years after 

last visit for defective non-conformity 
 
 

 

 
Vehicle Service History (During Presumptive Period) is: 

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

 
Final Repair/Arbitration Complete? No 

 
 
Does History appear Presumptive: No 

 
 

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

1 - Axle 
# of Days out of Service? 8 

# of visits for a Safety Complaint? 0 # of Visits Total? 3 
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: Powertrain 
Additional Days out of Service? 10 Additional # of Repair Visits? 2 
 
Other Considerations: No 
Outcome/Findings of Arb/Final Repair: N/A  N/A 
Prior Goodwill/reimbursement: No N/A  N/A 
Out of Pocket Expenses: No N/A  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:  
Paul Byrne, DDMA – I am not aware of this vehicle or customer’s concerns 

Pertinent vehicle information provided by dealer Service Manager: 
Gary Takamine, SVM Camino Real – Has only seen the vehicle one time and is not familiar with 
vehicle/customer. Does not know who may have retained documents for Maurice Sopp & Sons.  
 
Mike Ferafin, SVA Camino Real – No new visits as of 4/1/2011 
Identify at least three main strengths of the customer’s case? 

1. There are 3 repairs and 13 days out of service for pitted pinion bearings within beginning in 
the NVLW and continuing into the Powertrain Limited Warranty. 

2. The vehicle is still within the Powertrain Limited Warranty 
 

Identify at least three main weaknesses of the customer’s case? 
1. There were no repairs to the vehicle within the presumptive period of 18 mo/18,000 miles.  
2. There have not been 4 or more repairs to any one concern, no safety related repairs or 30 or 

more days out of service during ownership.  
 

Are there any considerations to be made under other applicable laws? (Explain in detail) 
No 

Recommendation: 
CRS recommends $9,000 - $12,000 inclusive 

Rationale: 
There have been 3 visits and 13 days out of service related to pitted pinion bearings (1 in NVLW 
and 2 in PLW). There have not been 4 or more repairs to any one concern, no safety related repairs 
or 30 or more days out of service during ownership. Only complaint listed in complaint is differential 
noise. CRS recommends cash offer due to unknown potential for vehicle to have an additional 
differential repair within the PLW. CRS found no additional research that indicated that this 
particular make and model has any history of differential concerns that relate to customer’s 
concerns..   
Settlement/Defense Strategy: 

Negotiate reasonable cash offer to resolve alleged breach of Powertrain Limited Warranty claim.  

 
 



 
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 
Inclusive Offer:  

 

Settlement Type: 
Repurchase 

Date: 3/25/2011 
{Accepted / Countered} 

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

 

Settlement Type: 
{Goodwill Type} 

Date: 
{mm/dd/yy} 

{Accepted / Countered} 

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

 

Settlement Type: 
{Goodwill Type} 

Date: 
{mm/dd/yy} 

{Accepted / Countered} 

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

 

Settlement Type: 
{Goodwill Type} 

Date: 
{mm/dd/yy} 

{Accepted / Countered} 

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

 

Settlement Type: 
{Goodwill Type} 

Date: 
{mm/dd/yy} 

{Accepted / Declined} 

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

 

Settlement Type: 
{Goodwill Type} 

Date: 
{mm/dd/yy} 

{Accepted / Declined} 



   
HISTORY OF SETTLEMENT DISCUSSIONS – Applicable for ADR Cases Only 
Record all recommendation throughout the life of the case. Each offer or counter offer should be recorded in order to review case 
progression. 
*Trade Repurchase offers should specify Trade Retail, Trade Collateral, or Trade New Finance. 
*Add additional lines for additional offers/counter offers. 
Recommendation of CRS: Arbitrate case: 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: N/A Date: N/A 

 



 

 

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: 4/5/2011 

 
 

All Fields Are Required 
(Do not delete or modify any sections of this form)  
 
SR: 71-931416720 GM Legal File / BBB Case No.:  726072 
By: Mary Beth Hollman, Legal ML Negotiator: Mary Beth Hollman, Legal ML 
 
Customer Last Name:   
Only customer's last name to be recorded. Do not include first name. 

State: California 
 

Vehicle ID No.:  
1GNFC13J17R  

In Service Date: 
5/1/2006 

Vehicle Purchased: 
New 

BAC Code: 
114547 
 

Year, Make & Model: 2007 Chevrolet Tahoe Vehicle Purchased New 
 

Current Mileage: 56,781 Dealer Name : Maurice J. Sopp & Son 
(CLOSED) 

Sale Type: Purchase  X   Lease      Other      : N/A 
 

CAM Name: Mick Gonzalez 
Phone Number: 805-373-8417 
 

Lien holder: GMAC      Other  X  : Bank of America DVM Name: Paul Byrne 
Phone/Cell Number: 805-279-8324 
paul.byrne@gm.com 

Purchase Price of Vehicle: $ 33,860.00  

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

DVM requests involvement?: No 

 
Attorney Involvement: The Bickel Law Firm – Brian Cline, PC 
Phone Number : 619-374-4100 
Fax Number : 619-231-9040 
 

 
Service Manager Name: CLOSED 
Phone Number : CLOSED 
 
 

Are there additional field personnel involved? If Yes, List the name, including role (DVM, DSM, etc.) 
and phone number. Repeat as necessary. 
None 
 
Are there additional dealerships involved? If Yes, List the dealership name, contact name, and phone 
number. Repeat as necessary. 
Camino Real Chevrolet – 114549 
2401 S Atlantic Blvd 
Monterey Park, CA 91754 
323-264-3050 – Gary Takamine, SVM 
 

 
 

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. 
Not known – Primary selling dealership is now closed 

 
DVM/DSM Notified Regarding TAC Involvement? Yes 



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

 Brakes 
       

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

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

 Engine/Fuel/Exhaust 
       

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

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

 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: 
     

1/19/09 079110 3 33,526 Maurice J. Sopp & Son (CLOSED) 
C/S – Vehicle will not go into forward gears / Forward sprag broke, 
damaging over run clutches / Replaced forward sprag, over run clutches. 
Road tested. Vehicle running to factory specs.  
 
Vehicle towed in M&J Towing  
(Cust offered a rental , no indication whether or not accepted) 

 
 Axle 

       

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

1/26/09 079455 3 33,567 Maurice J. Sopp & Son (CLOSED) 
C/S – While driving at any speeds rear differential makes a howling noise / 
Pinion bearings got pitted, damaging side bearings and pinion gears 
washers – Replace pinion bearings and side bearings with pinion gear 
washers. Road tested. Vehicle noise no longer there.  
 
Vehicle towed in M&J Towing 

     
6/02/10 98941 2 48,875 Maurice J. Sopp & Son (CLOSED) 

C/S – Rear differential is grinding, clunking / Pinion bearings front and rear 



got pitted causing concern. Necessary to replace – Installed new front and 
rear pinion bearings. Adjusted preload. Road tested vehicle, noise is no 
longer hears ** Semi floating differential 

     
2/21/11 39672 8 55,662 Camino Real Chevrolet 

C/S – There is a grinding noise heard in differential while driving / Verified 
concern, checked and found noise coming from rear differential internally. 
Disassembled and found outer pinion bearing pitted, metal contamination, 
ring pinion worn, incorrect gear pattern – Replaced ring and pinion, pinion 
bearings, carrier bearings. Test drove vehicle and verified repairs.  

 
 Body/Trim 

       

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

4/14/08 065598 2 
(Estimate 
– 
Unknown) 

27,245 Maurice J. Sopp & Son (CLOSED) – Per GWM – PC Unable to Provide 
C0331 - Strip, Rear Door Window Outer Sealing - Left - R&R Or Replace   
C0330 - Strip, Rear Door Window Outer Sealing - Right - R&R Or Replace   
B1785 - Rear Window Wiper Arm Replacement   

     
1/26/09 079455 * 33,567 Maurice J. Sopp & Son (CLOSED) 

C/S – Left front inside chrome handle peeling / Driver handle chrome 
peeling, necessary to replace – Front side door inside handle replacement 
– Left side.  

 
 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: 
     

4/14/08 065598 * 27,245 Maurice J. Sopp & Son (CLOSED) – Per GWM – PC Unable to Provide 
R4490 - Remote Control Door Lock Transmitter Replacement 

 
 Glass 

       

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

4/14/08 065598 * 27,245 Maurice J. Sopp & Son (CLOSED) – Per GWM – PC Unable to Provide 
C0034 - Windshield Replacement   

 
 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: 
     

4/14/08 065598 * 27,245 Maurice J. Sopp & Son (CLOSED) – Per GWM – PC Unable to Provide 
Y0152 - 07033 - Service Update - Reprogram BCM   
(Service Update for Battery Rundown) 

 
 Other 

       

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

2/21/11 39672 * 55,662 Camino Real Chevrolet 
Lube Oil and Filter 
Customer requests a complete fuel system service  - $315.00 

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



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

Y - Dealer 

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

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

  

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

  

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

 

N/A 

 
Have you confirmed modification with the dealership? (Y or N) Y - Dealer 
 
PERTINENT FACTS FROM All SR’s RELATED TO THIS VIN: 
Concern: N/A 
Date & Offer/Result: N/A 
 
Concern: N/A 
Date & Offer/Result: N/A 
 
Concern: N/A 
Date & Offer/Result: N/A 



 
BBB PROGRAM SUMMARY ASSESSMENT: 
(Note: This section only applicable for ADR cases) 
 
What State is BBB Case Filed In? N/A 
 
What is the customer eligible for based on the BBB Program Eligibility Guidelines and 
the specific states lemon law requirements for meeting presumption? (Explain in Detail) 
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 + Civil Penalty 
 

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. 
Violation of the Song-Beverly Warranty Act - Recurrent "howling", "grinding", and/or "clunking" noises 
seeming to originate from the rear of the car and/or underneath the car - Failure to replace vehicle or 
make restitution 
 
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? No Final Repair/Arbitration Required? Yes 
Time Period for filing a Claim? 18 months / 18,000 miles – 4 years after 

last visit for defective non-conformity 
 
 

 

 
Vehicle Service History (During Presumptive Period) is: 

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

 
Final Repair/Arbitration Complete? No 

 
 
Does History appear Presumptive: No 

 
 

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

1 - Axle 
# of Days out of Service? 8 

# of visits for a Safety Complaint? 0 # of Visits Total? 3 
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: Powertrain 
Additional Days out of Service? 10 Additional # of Repair Visits? 2 
 
Other Considerations: No 
Outcome/Findings of Arb/Final Repair: N/A  N/A 
Prior Goodwill/reimbursement: No N/A  N/A 
Out of Pocket Expenses: No N/A  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:  
Paul Byrne, DDMA – I am not aware of this vehicle or customer’s concerns 

Pertinent vehicle information provided by dealer Service Manager: 
Gary Takamine, SVM Camino Real – Has only seen the vehicle one time and is not familiar with 
vehicle/customer. Does not know who may have retained documents for Maurice Sopp & Sons.  
 
Mike Ferafin, SVA Camino Real – No new visits as of 4/1/2011 
Identify at least three main strengths of the customer’s case? 

1. There are 3 repairs and 13 days out of service for pitted pinion bearings within beginning in 
the NVLW and continuing into the Powertrain Limited Warranty. 

2. The vehicle is still within the Powertrain Limited Warranty 
 

Identify at least three main weaknesses of the customer’s case? 
1. There were no repairs to the vehicle within the presumptive period of 18 mo/18,000 miles.  
2. There have not been 4 or more repairs to any one concern, no safety related repairs or 30 or 

more days out of service during ownership.  
 

Are there any considerations to be made under other applicable laws? (Explain in detail) 
No 

Recommendation: 
CRS recommends $9,000 - $12,000 inclusive 

Rationale: 
There have been 3 visits and 13 days out of service related to pitted pinion bearings (1 in NVLW 
and 2 in PLW). There have not been 4 or more repairs to any one concern, no safety related repairs 
or 30 or more days out of service during ownership. Only complaint listed in complaint is differential 
noise. CRS recommends cash offer due to unknown potential for vehicle to have an additional 
differential repair within the PLW. CRS found no additional research that indicated that this 
particular make and model has any history of differential concerns that relate to customer’s 
concerns..   
Settlement/Defense Strategy: 

Negotiate reasonable cash offer to resolve alleged breach of Powertrain Limited Warranty claim.  

 
 



 
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 
Inclusive Offer:  

 

Settlement Type: 
Repurchase 

Date: 3/25/2011 
Countered 

CRS Initial Offer: 
Amount to Plaintiff/Atty:  
Inclusive Offer: $9,000.00 
  

 

Settlement Type: 
Cash 

Date: 4/5/2011 
{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: 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: N/A Date: N/A 

 



 

 

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. 





 
 
 

          
April 5, 2011 
 
Brian Cline, Esq. 
The Bickel Law Firm 
750 B St Ste 1950 
San Diego, CA 92101 
 
RE:  v. General Motors 
 Service Request: 71-931416720 

2007 Chevrolet Tahoe 
 Vehicle Identification Number: 1GNFC13J17R
 Customer Relationship Specialist: Mary Beth Hollman  
 
Dear Mr. Cline: 
 
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 $ 9,000.00. 
 
The above offer is inclusive of any and all costs, fees, expenses, and attorney’s fees, known or unknown, 
that are associated with the above-referenced vehicle and is contingent upon receipt of a copy of the 
current registration (valid for at least 30 days beyond the date this letter is signed by your client) to show 
proof of ownership and signing of a release prepared by General Motors’ counsel. 
 
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 and return it 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. 
 
Please refer to the service request number above when calling 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 
 
 



August 1, 2011 
Page 2 
 
cc:  FILE 
 
 
LG0043 
V10132009 
 
 
_____________________________________ 
  Odometer 
 
_____________________________________ ____________________________________ 

Client’s Signature    Client’s Signature 
 
_____________________________________ ____________________________________ 

Date       Date 
 



THE BICKEL LAW FIRM, INC.
An Automobile Lemon Law Firm of California

1950 SYMPHONY TOWERS, 750 B STREET
SAN DIEGO, CALIFORNIA 92101-8107

TELEPHONE 619.374.4100  FACSIMILE 619.231.9040
LARRYCHAE@BICKELLAWFIRM.COM

WWW.BICKELLAWFIRM.COM

April 5, 2011

Via Email

Mary Beth Hollman
GM BCR Legal
marybeth_hollman@gmexpert.com

Re: v. General Motors, LLC
2007 Chevrolet Tahoe, VIN: 1GNFC13J17R

SETTLEMENT CORRESPONDENCE PROTECTED FROM USE PURSUANT TO CALIFORNIA
EVID. CODE §1115-19; 1152-54, ET SEQ.

Dear Ms. Hollman, 

This is in response to General Motors, LLC’s offer for a “cash and keep” settlement regarding
my client, ’ vehicle.  Unfortunately, the offer is not in compliance with Cal. Civ. Code
§1790 et seq. (commonly known as the “Song-Beverly Consumer Warranty Act”).  Under California
Civil Code §1793.2(d)(2), GM’s obligation was to promptly make restitution to my client, which
includes an amount equal to the actual price paid or payable by the buyer, including charges for
transportation and manufacturer-installed options, collateral charges such as sales tax, license fees,
registration fees, any other official fees, plus incidental damages, consequential damages, attorney’s
fees and costs, and civil penalty damages. 

To date, GM’s obligation pursuant to the Song-Beverly Consumer Warranty Act is as
follows:

$   -5,841.28 Negative Equity
$  42,647.40 60 Payments of $710.79 (thru 5/15/11)
$          ATP Payments after 5/15/11 (if applicable)
$          ATP Current Registration
$ 83,860.38 Civil Penalty Damages
$   4,847.00 Attorney’s Fees/Costs
$  -9,046.24 Less Mileage Offset at 33,546 miles

$        116,467.26 plus loan payoff Total Restitution   

mailto:yvonne_ritche@gmexpert.com
mailto:yvonne_ritche@gmexpert.com
mailto:marybeth_hollman@gmexpert.com
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Notwithstanding the foregoing, I have received authorization to settle this matter as follows:

$   -5,841.28 Negative Equity
$  42,647.40 60 Payments of $710.79 (thru 5/15/11)
$          ATP Payments after 5/15/11 (if applicable)
$          ATP Current Registration
$    8,386.03 Civil Penalty Damages
$   4,847.00 Attorney’s Fees/Costs
$  -9,046.24 Less Mileage Offset at 33,546 miles

$          40,992.91 plus loan payoff Total Restitution

This offer will remain open through April 13, 2011, at which time an Answer from GM is
due.  Thank you for your time and attention to this matter.

Very truly yours,

/s/

LARRY W. CHAE, ESQ.



THE BICKEL LAW FIRM, INC.
An Automobile Lemon Law Firm of California

1950 SYMPHONY TOWERS, 750 B STREET
SAN DIEGO, CALIFORNIA 92101-8107

TELEPHONE 619.374.4100  FACSIMILE 619.231.9040
LARRYCHAE@BICKELLAWFIRM.COM

WWW.BICKELLAWFIRM.COM

April 6, 2011

Via Email

Mary Beth Hollman
GM BCR Legal
marybeth_hollman@gmexpert.com

Re: v. General Motors, LLC
2007 Chevrolet Tahoe, VIN: 1GNFC13J17R

SETTLEMENT CORRESPONDENCE PROTECTED FROM USE PURSUANT TO CALIFORNIA
EVID. CODE §1115-19; 1152-54, ET SEQ.

Dear Ms. Hollman, 

This is in response to General Motors, LLC’s offer for a “cash and keep” settlement regarding
my client, ’ vehicle.  Unfortunately, the offer is not in compliance with Cal. Civ. Code
§1790 et seq. (commonly known as the “Song-Beverly Consumer Warranty Act”).  Under California
Civil Code §1793.2(d)(2), GM’s obligation was to promptly make restitution to my client, which
includes an amount equal to the actual price paid or payable by the buyer, including charges for
transportation and manufacturer-installed options, collateral charges such as sales tax, license fees,
registration fees, any other official fees, plus incidental damages, consequential damages, attorney’s
fees and costs, and civil penalty damages. 

To date, GM’s obligation pursuant to the Song-Beverly Consumer Warranty Act is as
follows:

$   -5,841.28 Negative Equity
$  42,647.40 60 Payments of $710.79 (thru 5/15/11)
$          ATP Payments after 5/15/11 (if applicable)
$          ATP Current Registration
$ 83,860.38 Civil Penalty Damages
$   4,847.00 Attorney’s Fees/Costs
$  -9,046.24 Less Mileage Offset at 33,546 miles

$        116,467.26 plus loan payoff Total Restitution   

mailto:yvonne_ritche@gmexpert.com
mailto:yvonne_ritche@gmexpert.com
mailto:marybeth_hollman@gmexpert.com
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Notwithstanding the foregoing, I have received authorization to settle this matter as follows:

$   -5,841.28 Negative Equity
$  42,647.40 60 Payments of $710.79 (thru 5/15/11)
$          ATP Payments after 5/15/11 (if applicable)
$          ATP Current Registration
$    5,000.00 Civil Penalty Damages
$    4,847.00 Attorney’s Fees/Costs
$   -9,046.24 Less Mileage Offset at 33,546 miles

$          37,606.88 plus loan payoff Total Restitution

This offer will remain open through April 13, 2011, at which time an Answer from GM is
due.  Thank you for your time and attention to this matter.

Very truly yours,

/s/

LARRY W. CHAE, ESQ.











 
 
 

          
April 6, 2011 
 
Brian Cline, Esq. 
The Bickel Law Firm 
750 B St Ste 1950 
San Diego, CA 92101 
 
RE:  v. General Motors 
 Service Request: 71-931416720 

2007 Chevrolet Tahoe 
 Vehicle Identification Number: 1GNFC13J17R
 Customer Relationship Specialist: Mary Beth Hollman  
 
Dear Mr. Cline: 
 
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 $11,000.00. 
 
The above offer is inclusive of any and all costs, fees, expenses, and attorney’s fees, known or unknown, 
that are associated with the above-referenced vehicle and is contingent upon receipt of a copy of the 
current registration (valid for at least 30 days beyond the date this letter is signed by your client) to show 
proof of ownership and signing of a release prepared by General Motors’ counsel. 
 
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 and return it 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. 
 
Please refer to the service request number above when calling 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 
 
 



August 1, 2011 
Page 2 
 
cc:  FILE 
 
 
LG0043 
V10132009 
 
 
_____________________________________ 
  Odometer 
 
_____________________________________ ____________________________________ 

Client’s Signature    Client’s Signature 
 
_____________________________________ ____________________________________ 

Date       Date 
 





 
 
 

          
April 7, 2011 
 
Brian Cline, Esq. 
The Bickel Law Firm 
750 B St Ste 1950 
San Diego, CA 92101 
 
RE:  v. General Motors 
 Service Request: 71-931416720 

2007 Chevrolet Tahoe 
 Vehicle Identification Number: 1GNFC13J17R
 Customer Relationship Specialist: Mary Beth Hollman  
 
Dear Mr. Cline: 
 
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 $12,000.00. 
 
The above offer is inclusive of any and all costs, fees, expenses, and attorney’s fees, known or unknown, 
that are associated with the above-referenced vehicle and is contingent upon receipt of a copy of the 
current registration (valid for at least 30 days beyond the date this letter is signed by your client) to show 
proof of ownership and signing of a release prepared by General Motors’ counsel. 
 
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 and return it 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. 
 
Please refer to the service request number above when calling 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 
 
 



August 1, 2011 
Page 2 
 
cc:  FILE 
 
 
LG0043 
V10132009 
 
 
_____________________________________ 
  Odometer 
 
_____________________________________ ____________________________________ 

Client’s Signature    Client’s Signature 
 
_____________________________________ ____________________________________ 

Date       Date 
 









 
 
 

          
April 8, 2011 
 
Brian Cline, Esq. 
The Bickel Law Firm 
750 B St Ste 1950 
San Diego, CA 92101 
 
RE:  v. General Motors 
 Service Request: 71-931416720 

2007 Chevrolet Tahoe 
 Vehicle Identification Number: 1GNFC13J17R
 Customer Relationship Specialist: Mary Beth Hollman  
 
Dear Mr. Cline: 
 
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 $12,000.00. 
 
The above offer is inclusive of any and all costs, fees, expenses, and attorney’s fees, known or unknown, 
that are associated with the above-referenced vehicle and is contingent upon receipt of a copy of the 
current registration (valid for at least 30 days beyond the date this letter is signed by your client) to show 
proof of ownership and signing of a release prepared by General Motors’ counsel. 
 
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 and return it 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. 
 
Please refer to the service request number above when calling 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 
 
 



August 1, 2011 
Page 2 
 
cc:  FILE 
 
 
LG0043 
V10132009 
 
 
_____________________________________ 
  Odometer 
 
_____________________________________ ____________________________________ 

Client’s Signature    Client’s Signature 
 
_____________________________________ ____________________________________ 

Date       Date 
 



THE BICKEL LAW FIRM, INC.
An Automobile Lemon Law Firm of California

1950 SYMPHONY TOWERS, 750 B STREET
SAN DIEGO, CALIFORNIA 92101-8107

TELEPHONE 619.374.4100  FACSIMILE 619.231.9040
LARRYCHAE@BICKELLAWFIRM.COM

WWW.BICKELLAWFIRM.COM

April 8, 2011

Via Email

Mary Beth Hollman
GM BCR Legal
marybeth_hollman@gmexpert.com

Re: v. General Motors, LLC
2007 Chevrolet Tahoe, VIN: 1GNFC13J17R

SETTLEMENT CORRESPONDENCE PROTECTED FROM USE PURSUANT TO CALIFORNIA
EVID. CODE §1115-19; 1152-54, ET SEQ.

Dear Ms. Hollman, 

This is in response to General Motors, LLC’s offer for a “cash and keep” settlement regarding
my client, ’ vehicle.  Unfortunately, the offer is not in compliance with Cal. Civ. Code
§1790 et seq. (commonly known as the “Song-Beverly Consumer Warranty Act”).  Under California
Civil Code §1793.2(d)(2), GM’s obligation was to promptly make restitution to my client, which
includes an amount equal to the actual price paid or payable by the buyer, including charges for
transportation and manufacturer-installed options, collateral charges such as sales tax, license fees,
registration fees, any other official fees, plus incidental damages, consequential damages, attorney’s
fees and costs, and civil penalty damages. 

To date, GM’s obligation pursuant to the Song-Beverly Consumer Warranty Act is as
follows:

$   -5,841.28 Negative Equity
$  42,647.40 60 Payments of $710.79 (thru 5/15/11)
$          ATP Payments after 5/15/11 (if applicable)
$          ATP Current Registration
$  83,860.38 Civil Penalty Damages
$    5,142.00 Attorney’s Fees/Costs (to date)
$   -9,046.24 Less Mileage Offset at 33,546 miles

$        116,762.26 plus loan payoff Total Restitution   

mailto:yvonne_ritche@gmexpert.com
mailto:yvonne_ritche@gmexpert.com
mailto:marybeth_hollman@gmexpert.com
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Notwithstanding the foregoing, I have received a one-time authorization to settle the matter
for $25,000.00, inclusive of all fees and costs.  This offer is made in an effort to preempt further
litigation and associated costs and will remain open through April 13, 2011 only, at which time an
Answer from GM will be due and my client will seek a full repurchase for her vehicle.

 Thank you for your time and attention to this matter.

Very truly yours,

/s/

LARRY W. CHAE, ESQ.























PRIVILEGED & CONFIDENTIAL - PREPARED FOR COUNSEL 
BRC CASE ASSESSMENT  

 
Latest Revision Date: 4/13/2011 

 
 

All Fields Are Required 
(Do not delete or modify any sections of this form)  
 
SR: 71-931416720 GM Legal File / BBB Case No.:  726072 
By: Mary Beth Hollman, Legal ML Negotiator: Mary Beth Hollman, Legal ML 
 
Customer Last Name:   
Only customer's last name to be recorded. Do not include first name. 

State: California 
 

Vehicle ID No.:  
1GNFC13J17R110242 

In Service Date: 
5/1/2006 

Vehicle Purchased: 
New 

BAC Code: 
114547 
 

Year, Make & Model: 2007 Chevrolet Tahoe Vehicle Purchased New 
 

Current Mileage: 56,781 Dealer Name : Maurice J. Sopp & Son 
(CLOSED) 

Sale Type: Purchase  X   Lease      Other      : N/A 
 

CAM Name: Mick Gonzalez 
Phone Number: 805-373-8417 
 

Lien holder: GMAC      Other  X  : Bank of America DVM Name: Paul Byrne 
Phone/Cell Number: 805-279-8324 
paul.byrne@gm.com 

Purchase Price of Vehicle: $ 33,860.00  

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

DVM requests involvement?: No 

 
Attorney Involvement: The Bickel Law Firm – Brian Cline, PC 
Phone Number : 619-374-4100 
Fax Number : 619-231-9040 
 

 
Service Manager Name: CLOSED 
Phone Number : CLOSED 
 
 

Are there additional field personnel involved? If Yes, List the name, including role (DVM, DSM, etc.) 
and phone number. Repeat as necessary. 
None 
 
Are there additional dealerships involved? If Yes, List the dealership name, contact name, and phone 
number. Repeat as necessary. 
Camino Real Chevrolet – 114549 
2401 S Atlantic Blvd 
Monterey Park, CA 91754 
323-264-3050 – Gary Takamine, SVM 
 

 
 

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. 
Not known – Primary selling dealership is now closed 

 
DVM/DSM Notified Regarding TAC Involvement? Yes 



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

 Brakes 
       

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

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

 Engine/Fuel/Exhaust 
       

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

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

 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: 
     

1/19/09 079110 3 33,526 Maurice J. Sopp & Son (CLOSED) 
C/S – Vehicle will not go into forward gears / Forward sprag broke, 
damaging over run clutches / Replaced forward sprag, over run clutches. 
Road tested. Vehicle running to factory specs.  
 
Vehicle towed in M&J Towing  
(Cust offered a rental , no indication whether or not accepted) 

 
 Axle 

       

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

1/26/09 079455 3 33,567 Maurice J. Sopp & Son (CLOSED) 
C/S – While driving at any speeds rear differential makes a howling noise / 
Pinion bearings got pitted, damaging side bearings and pinion gears 
washers – Replace pinion bearings and side bearings with pinion gear 
washers. Road tested. Vehicle noise no longer there.  
 
Vehicle towed in M&J Towing 

     
6/02/10 98941 2 48,875 Maurice J. Sopp & Son (CLOSED) 

C/S – Rear differential is grinding, clunking / Pinion bearings front and rear 



got pitted causing concern. Necessary to replace – Installed new front and 
rear pinion bearings. Adjusted preload. Road tested vehicle, noise is no 
longer hears ** Semi floating differential 

     
2/21/11 39672 8 55,662 Camino Real Chevrolet 

C/S – There is a grinding noise heard in differential while driving / Verified 
concern, checked and found noise coming from rear differential internally. 
Disassembled and found outer pinion bearing pitted, metal contamination, 
ring pinion worn, incorrect gear pattern – Replaced ring and pinion, pinion 
bearings, carrier bearings. Test drove vehicle and verified repairs.  

 
 Body/Trim 

       

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

4/14/08 065598 2 
(Estimate 
– 
Unknown) 

27,245 Maurice J. Sopp & Son (CLOSED) – Per GWM – PC Unable to Provide 
C0331 - Strip, Rear Door Window Outer Sealing - Left - R&R Or Replace   
C0330 - Strip, Rear Door Window Outer Sealing - Right - R&R Or Replace   
B1785 - Rear Window Wiper Arm Replacement   

     
1/26/09 079455 * 33,567 Maurice J. Sopp & Son (CLOSED) 

C/S – Left front inside chrome handle peeling / Driver handle chrome 
peeling, necessary to replace – Front side door inside handle replacement 
– Left side.  

 
 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: 
     

4/14/08 065598 * 27,245 Maurice J. Sopp & Son (CLOSED) – Per GWM – PC Unable to Provide 
R4490 - Remote Control Door Lock Transmitter Replacement 

 
 Glass 

       

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

4/14/08 065598 * 27,245 Maurice J. Sopp & Son (CLOSED) – Per GWM – PC Unable to Provide 
C0034 - Windshield Replacement   

 
 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: 
     

4/14/08 065598 * 27,245 Maurice J. Sopp & Son (CLOSED) – Per GWM – PC Unable to Provide 
Y0152 - 07033 - Service Update - Reprogram BCM   
(Service Update for Battery Rundown) 

 
 Other 

       

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

2/21/11 39672 * 55,662 Camino Real Chevrolet 
Lube Oil and Filter 
Customer requests a complete fuel system service  - $315.00 

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



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

Y - Dealer 

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

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

  

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

  

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

 

N/A 

 
Have you confirmed modification with the dealership? (Y or N) Y - Dealer 
 
PERTINENT FACTS FROM All SR’s RELATED TO THIS VIN: 
Concern: N/A 
Date & Offer/Result: N/A 
 
Concern: N/A 
Date & Offer/Result: N/A 
 
Concern: N/A 
Date & Offer/Result: N/A 



 
BBB PROGRAM SUMMARY ASSESSMENT: 
(Note: This section only applicable for ADR cases) 
 
What State is BBB Case Filed In? N/A 
 
What is the customer eligible for based on the BBB Program Eligibility Guidelines and 
the specific states lemon law requirements for meeting presumption? (Explain in Detail) 
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 + Civil Penalty 
 

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. 
Violation of the Song-Beverly Warranty Act - Recurrent "howling", "grinding", and/or "clunking" noises 
seeming to originate from the rear of the car and/or underneath the car - Failure to replace vehicle or 
make restitution 
 
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? No Final Repair/Arbitration Required? Yes 
Time Period for filing a Claim? 18 months / 18,000 miles – 4 years after 

last visit for defective non-conformity 
 
 

 

 
Vehicle Service History (During Presumptive Period) is: 

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

 
Final Repair/Arbitration Complete? No 

 
 
Does History appear Presumptive: No 

 
 

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

1 - Axle 
# of Days out of Service? 8 

# of visits for a Safety Complaint? 0 # of Visits Total? 3 
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: Powertrain 
Additional Days out of Service? 10 Additional # of Repair Visits? 2 
 
Other Considerations: No 
Outcome/Findings of Arb/Final Repair: N/A  N/A 
Prior Goodwill/reimbursement: No N/A  N/A 
Out of Pocket Expenses: No N/A  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:  
Paul Byrne, DDMA – I am not aware of this vehicle or customer’s concerns 

Pertinent vehicle information provided by dealer Service Manager: 
Gary Takamine, SVM Camino Real – Has only seen the vehicle one time and is not familiar with 
vehicle/customer. Does not know who may have retained documents for Maurice Sopp & Sons.  
 
Mike Ferafin, SVA Camino Real – No new visits as of 4/1/2011 
Identify at least three main strengths of the customer’s case? 

1. There are 3 repairs and 13 days out of service for pitted pinion bearings within beginning in 
the NVLW and continuing into the Powertrain Limited Warranty. 

2. The vehicle is still within the Powertrain Limited Warranty 
 

Identify at least three main weaknesses of the customer’s case? 
1. There were no repairs to the vehicle within the presumptive period of 18 mo/18,000 miles.  
2. There have not been 4 or more repairs to any one concern, no safety related repairs or 30 or 

more days out of service during ownership.  
 

Are there any considerations to be made under other applicable laws? (Explain in detail) 
No 

Recommendation: 
CRS recommends $9,000 - $12,000 inclusive – Negotiations to end at $12k unless PC will 
reconsider cash discussion or new information is received.  

Rationale: 
There have been 3 visits and 13 days out of service related to pitted pinion bearings (1 in NVLW 
and 2 in PLW). There have not been 4 or more repairs to any one concern, no safety related repairs 
or 30 or more days out of service during ownership. Only complaint listed in complaint is differential 
noise. CRS recommends cash offer due to unknown potential for vehicle to have an additional 
differential repair within the PLW. CRS found no additional research that indicated that this 
particular make and model has any history of differential concerns that relate to customer’s 
concerns.  
Settlement/Defense Strategy: 

Negotiate reasonable cash offer to resolve alleged breach of Powertrain Limited Warranty claim.  

 
 



 
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 
Inclusive Offer:  

 

Settlement Type: 
Repurchase 

Date: 3/25/2011 
Countered 

CRS Initial Offer: 
Amount to Plaintiff/Atty:  
Inclusive Offer: $9,000.00 
  

 

Settlement Type: 
Cash 

Date: 4/5/2011 
Countered 

Plaintiff Counter:: 
Amount to Plaintiff/Atty:  
Inclusive Offer: Repurchase $40,992.91 

+ Loan Payoff 
 

Settlement Type: 
Repurchase 

Date: 4/5/2011 
Countered 

CRS Counter: 
Amount to Plaintiff/Atty:  
Inclusive Offer: $11,000.00 

 

Settlement Type: 
Cash 

Date: 4/6/2011 
Countered 

Plaintiff Counter:: 
Amount to Plaintiff/Atty:  
Inclusive Offer: $ 37,606.88 + Loan 

Payoff 
 

Settlement Type: 
Repurchase 

Date: 4/6/2011 
Countered 

CRS Counter: 
Amount to Plaintiff/Atty:  
Inclusive Offer: $12,000.00 

 

Settlement Type: 
Cash 

Date: 4/7/2011 
Countered 

Plaintiff Counter:: 
Amount to Plaintiff/Atty:  
Inclusive Offer: $25,000.00 

 

Settlement Type: 
Cash 

Date: 4/8/2011 
Removed 4/13/2011 

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: 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: N/A Date: N/A 

 



 

 

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. 














