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BBB AUTO LINE 
 

 

 

MANUFACTURER RESPONSE FORM 
 

 

Council of Better Business Bureaus, Inc. 
3033 Wilson Boulevard, Suite 600 · Arlington, VA · 22201 · Phone 800.955.5100 · Fax: 703.247.9700 

   

 

Case Number:  Start Date: 9/03/20 

Customer Name:   State: Florida  

VIN:  Probable Hearing Location: N/A 

 

This claim is     IN Warranty      OUT of Warranty 

Has the customer contacted you regarding the claim?  YES                  NO 

Is the VIN listed above correct?   YES                  NO 

  

  

 

SETTLEMENT INFORMATION 

What, if anything, are you willing to offer the customer to settle this dispute?  Please include as much 

detail as possible (e.g., dealership name for repairs, specific dollar figures, etc.). 

 

General Motors does not have any current offers.  

 
Has this offer been communicated to the customer?   YES     NO 

 

ARBITRATION INFORMATION  

Please list customer requests that you feel are ineligible for arbitration and explain why. 

We do not believe Mr.  2019 Cadillac XT6 meets the criteria of Florida Lemon Law, or the General 

Motors Program Summary. There has been no significant loss of use, value or safety of their vehicle. 

 

 

Please write your position as to the cause of each problem listed on the Customer Claim Form. 

All of the concerns that Mr.   has brought to the attention of the dealer in regards to their 2019 

Cadillac XT6 for radio failure, USB connection failure and reverse camera failure which all have been 

addressed. If there are any current concerns on the vehicle we request that Mr.  make the 

vehicle available for repairs per the terms of the manufacturer’s written warranty.  

 

Please indicate the decision you request the arbitrator to render: 

We respectfully ask that Mr.  request for repurchase of their 2019 Cadillac XT6 be denied and 

that Mr.  continue to work with General Motors per the terms of our written warranty coverage. 

 

 

List the amount of any over allowance/negative equity: $_0.00_ 
GM will participate  X By phone  In person  In writing 

Return this form as soon as possible  

To: Completed by: ’        Date: ___9/9/20_______ 

BBB AUTO LINE Future contact:         Same as above           

Fax:  703.247.9700                             Phone: 800-231-1841   ext:5912441 Fax (866) 215-6750 

MRF 

 
 



 
 
 

Mileage Deductions 
 

Mileage Deductions for Miles to Dealership 
FROM: , Sarasota, FL    
TO: Sunset Cadillac of Sarasota, 2200 Bee Ridge Rd, Sarasota, FL 34239 
 
Miles to dealer from customer’s residence (one way)  3.6 miles 
Round trip miles to dealer 7.2 miles 

 
6 visits to dealer (6 x 7.2)          Miles to Dealer Total 43.2 miles 
 

Mileage Deduction for Miles dealer used vehicle 
 

Invoice Date Invoice # Mileage Miles Dealer Put On 
01/23/20  745 -746 1 

03/04/20 - 03/06/20  1,546 -1,547 1 
03/06/20 - 03/12/20  1,546 - 1,550 4 
05/26/20 - 05/27/20  2,751 0 

07/20/20  3,215 0 
07/29/20 - 07/30/20  4,047 – 4,049 2 

    
    

Total Miles Dealer Used Vehicle  8 
 

Miles to Dealer Total 43.2 miles 
Total Miles Dealer Used Vehicle 8 

 
Total miles to deduct  59.2 

 
Current Mileage = 4,496 – 22 miles at time of purchase = 4,474 miles 
4,474 miles – 59.2 miles deduction= 4,415 
 
4,415/120,000 x $55,391.44 (Agreed Upon Value) = $2,037.94 Usage Fee  







































  i would like to file a complaint, 2020 cadillac XT 6, camera will not function and dealer said 
they can not get replacement parts, 10 Sep. 2020 , 06:11pm 

hi 

 

Cadillac Bot, 10 Sep. 2020 , 06:11pm 

Thanks! In order to best assist, please provide your first and last name. 

[Read] 

 

  i would like to file a complaint, 2020 cadillac XT 6, camera will not function and dealer said 
they can not get replacement parts, 10 Sep. 2020 , 06:13pm 

  i would like to file a complaint, 2020 cadillac XT 6, camera will not function and dealer said 
they can not get replacement parts 

 

Cadillac Bot, 10 Sep. 2020 , 06:13pm 

[Rich Content] 

[Read] 

 

  i would like to file a complaint, 2020 cadillac XT 6, camera will not function and dealer said 
they can not get replacement parts, 10 Sep. 2020 , 06:13pm 

Assistance on a vehicle I own 

 

Cadillac Bot, 10 Sep. 2020 , 06:13pm 

[Rich Content] 

[Read] 

 

  i would like to file a complaint, 2020 cadillac XT 6, camera will not function and dealer said 
they can not get replacement parts, 10 Sep. 2020 , 06:13pm 

Phone Pairing / Navigation / Radio 

 

Cadillac Bot, 10 Sep. 2020 , 06:14pm 



Attempting to connect you to an advisor... 

[Read] 

 

 10 Sep. 2020 , 06:15pm 

Hi Mr.  Thanks for contacting the OnStar and Connected Services Chat team. My name is Lyn. 
How can I assist you today? 

[Read] 

 

  i would like to file a complaint, 2020 cadillac XT 6, camera will not function and dealer said 
they can not get replacement parts, 10 Sep. 2020 , 06:16pm 

I don't want onstar, I need to file a maintenance complaint 

 

 10 Sep. 2020 , 06:17pm 

Sorry. Thank you for chatting with Cadillac Customer Assistance Center Chat My name is Lyn. How can I 
assist you today? 

[Read] 

 

  i would like to file a complaint, 2020 cadillac XT 6, camera will not function and dealer said 
they can not get replacement parts, 10 Sep. 2020 , 06:18pm 

  i would like to file a complaint, 2020 cadillac XT 6, camera will not function and dealer said 
they can not get replacement parts 

 

 10 Sep. 2020 , 06:20pm 

I understand your complaint for  vehicle's Camera. Thank you for your feedback, we will make sure the 
appropriate information is documented. 

  

 I will be documenting your concerns on your account, however, issues or concerns with Dealer 
workmanship or personnel need to be handled directly by the dealer. You will need to reach out to the 
dealership management or dealer legal staff for further assistance. 

[Read] 

 

 10 Sep. 2020 , 06:21pm 



May I know what is the current issue with  the camera in your vehicle? 

[Read] 

 

  i would like to file a complaint, 2020 cadillac XT 6, camera will not function and dealer said 
they can not get replacement parts, 10 Sep. 2020 , 06:22pm 

I did reach out to the deale, they can't help me, I need to file a complaint with Cadillac LLC. to try to get 
some action 

 

  i would like to file a complaint, 2020 cadillac XT 6, camera will not function and dealer said 
they can not get replacement parts, 10 Sep. 2020 , 06:22pm 

the camera will not work 

 

 10 Sep. 2020 , 06:23pm 

I  am terribly sorry for any inconvenience this may have caused you and for the current vehicle concerns 
you have been experiencing. Thank you for bringing these concerns to our attention so that we may 
help you work towards a solution!Let me see what we can do to get  this issue resolve. Could I please 
have your VIN or current mileage? 

[Read] 

 

  i would like to file a complaint, 2020 cadillac XT 6, camera will not function and dealer said 
they can not get replacement parts, 10 Sep. 2020 , 06:23pm 

All camera, blank screen 

 

 10 Sep. 2020 , 06:24pm 

I'm sorry to know that. May I have your VIN and current mileage? 

[Read] 

 

  i would like to file a complaint, 2020 cadillac XT 6, camera will not function and dealer said 
they can not get replacement parts, 10 Sep. 2020 , 06:24pm 

I do not need for you to keep applogizing, I need to file a complaint 

 



  i would like to file a complaint, 2020 cadillac XT 6, camera will not function and dealer said 
they can not get replacement parts, 10 Sep. 2020 , 06:25pm 

it will take a bit to  get the vin # 

 

 10 Sep. 2020 , 06:26pm 

I completely understand. We need to gather more information to document your concern and we will 
look for the best resolution. 

[Read] 

 

 10 Sep. 2020 , 06:26pm 

Thank you. 

[Read] 

 

  i would like to file a complaint, 2020 cadillac XT 6, camera will not function and dealer said 
they can not get replacement parts, 10 Sep. 2020 , 06:27pm 

I am getting the vin don't let this session stop, hold on about 2, 3 minutes 

 

 10 Sep. 2020 , 06:27pm 

Thank you. 

[Read] 

 

  i would like to file a complaint, 2020 cadillac XT 6, camera will not function and dealer said 
they can not get replacement parts, 10 Sep. 2020 , 06:31pm 

vin #  MILES 3,745 

 

 10 Sep. 2020 , 06:32pm 

Thank you. While I’m looking into this for you, can you please verify your phone number, email address 
and complete mailing address for documentation purposes? 

[Read] 

 







 

I have created a case for you so that Cadillac can be maded aware of this situation. Your reference 
number is  

[Read] 

 

 10 Sep. 2020 , 06:59pm 

Is there anything else I can help you with? 

[Read] 

 

 10 Sep. 2020 , 07:00pm 

Thank you for contacting Cadillac Customer Assistance Center. Please feel free to contact us if assistance 
is needed in the future. 

[Read] 



Hertz RAC 2020 Cadillac XT6 -
Equipped with RPO’s:

IOS - CADILLAC USER EXPERIENCE 8" DIAGONAL COLOR DISPLAY.
UVB - HD REAR VISION CAMERA.

P17 Information Display Screen Flashes OFF/ON, only when in reverse.
Tucson, AZ / Dealer BAC - 259758

TAC Case 
Current Mileage - 4,975 miles



To date, dealer had replaced the B87 Rearview Camera and the A11 (IOS) Radio & installed a test coax cable between, concern persisted. 
No DTC’s setting. FSE visited dealer 9/30/20. Verified concern was present as described. 

Found RVC Image flashed off/on ONLY when shifted into reverse. 
Once shifted into drive, RVC image remains steady for a few seconds until it changes over to the radio screen.

(Video of concern)





There is obviously some other input letting the radio know when vehicle is in reverse, (suspect over GM LAN Communication?)

Only other possibilities inducing the concern could be incorrect Hardware/Software installed previously? 
Possible faulty LVDS Cable, or faulty P17 Info Display Module? 

But why would either of these components cause the concern to occur only while in reverse?

We verified O.E. A11 Radio P/N 84817042, Replacement Radio P/N 84857381 & Replacement B87 RVC P/N 84721404 
were all correct for the vehicle application.



Verified IOS A11 radio had been correctly SPS programmed with correct calibrations. 
A11 Radio had latest software version U150 installed.





With few options left, we decided to try replacing the P17 Info Display Module.
(Label off O.E. P17 Info Display Module - P/N 84752892)

After replacing the P17 Info Display Module, the RVC Image no longer flashed off/on, 
image remained on steady while in reverse and operated normally.



While I did find a few similar 2019 cases for P17 Info Display Module Screen Flashing On/Off in the Siebel Data Base, 
None were listed as only occurring while in reverse? 

None were for an IOS Radio & none were for a 2020 Model Year N8 / C1TL Platform Vehicle.

I suspect one of the 3 LVDS ckts is dedicated for RVC and something in the P17 Info Display Module 
was just not interpreting the signal correctly? 

Unknown if all these platforms & Infotainment systems utilize the same P17 Info Display Module?

  

 

       

     

        

       

   

  

  

   

    

   

   

       

     
    

       

     

   

    

  

  

 

 

 

    

          
        

   

     

              

               

              

      

 

      

   

   

 

 

 

 

 

 

  

 

     

  

 

 

 

 

  

  

  

 

Natosha McKnight
REDACTION




