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FY COMPLAINT TRENDS 2018-19 YTD

[WW) VEHICLE WARRANTY 3% (LA} UNLICENSED ACTIVITY 2%

(UC) USED CAR TRANSACTIONS 4%

m (EN) ENGINE REPAIR AND ENGINE PERFORMANCE 33% ® (GR) GENERAL REPAIR AND MAINTENANCE 15%
® [AB) AUTO BODY 15% B (UN) UNCATEGORIZED 9%

B (TR) TRANSMISSION 92 = (SE) SMOG 7%

= (UC) USED CAR TRANSACTIONS 4% = (VW) VEHICLE WARRANTY 3%

[UA) UNLICENSED ACTIVITY 2%



COMPLAINT TREND GROUPINGS

AUTO BODY COMPLAINTS ¥YTD
4B AUTO BODY e
GL AUTO GLASS #
TRANSMIS 0N COMPLAINTS ¥YTD
AT AUTO TRANS 523
MT MANUA L TRANSCLUTCH =
TMOC COMPLAINTS ¥YTD
cr CLEAN PIPING 4
- CLEAN PLUGGING ]
oo DELING UENT CITATION 1
ES EXHAUET 3 STEM [EMOG) I
ET EMIZ3ION TE 3T PROCEDURE 12
EW EMIE S0 S VIARRANTY 3
FT FUNCTIONAL TE 8T PROCEDURE [
cp RO 33 POLLUTER [
HEE NOX FAILURE 3 [
RF REFEREE 1
RO REPAIR ONLY {3MOG) 3
iB SUBLET [EMOG) 5
i EMOG CO 5T LIMIT 5
£ STATION 17
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13 ILLEG AL $MOGICAR SALE =
T $MOC TE 3T PROCEDURES 134
TE TE 3T OMLY z
™ TECHMICIL N 1
VT VISUAL 3MOG TEST PROCEDURE &
VEHICLE PURCHA $E COMPLAINTS COMPLAINTS ¥YTD
uc USED CARLOTS 275
VI VEHICLE VWRRANTY 162
NT NEVV CARILEMON LAV n

ENGINE REPAIR AND ENGINE PERF ORM ANCE COMPLUNTS YTD
cC COMPUTER CONTROLS 118
COOLING $YSTEM 172
ED ENGINE DIAGND 313 152
EL ELECTRICAL 121
EN ENGINE O'VERHAUL/REPLACEMENT 233
ER ENGINE REPAIR 203
FL FLUZHING 10
Fi FUEL ¥ $TEM B
M MACHINE 3HOP 5
TU TUNE UP B
UNCATEG ORIZED COMPLUNTS YTD
B B4 KE CERTIFICATION 2
BOAT REPUR 7
LC LAMP CERTIFICATION T
LIEN $ALE STORAGE CHARGE S M
MC MOTORCY CLE REPAIR 51
oT OTHER FIT)
PI PART SALE =
F $TORAGE FEES M
TO TOVENG B
T3 UPHOL STERY 2
WR REPAIR VILRRANTY =
GENERAL REP AR AND MAINTENANCE COMPLANTS YTD
AC AR CONDITIONING IHEAT 131
BR BRAUKE & 215
oT DRIVE TRAMN 107
EX EXHALIET =
R GENERAL REPAIR M
LU LUBE/DIL CHANGE 238
2 TUIPENONI3TEERING 250
™ TIRES/HEEL § 151
U UNLICENSED ACTIVITY 164




COMPLAINT ALLEGATIONS

AD FALSE ADVERTISING

AU AUTHORIZATION

BS BAIT & SWITCH

CN INCOMPETENCE/NEGLIGENCE

CO CONTRACTUAL

CP CLEAN PIPING

CX CLEAN PLUGGING

DA DAMAGES

DC DELINQUENT CITATION

EF ENGINE FAILURE

EM EQUIP MAINT/CALIBRATION {SMOG)
E5 ESTIMATES

FH FAILURE TO HONOR WARRANTY/SVC
FM FALSE & MISLEAD STATEMENTS

FR FRAUD

GN GROSS NEGLIGENCE

GR GENERAL REPAIR

HS HEALTH & SAFETY

Il IMPROPER INSPECTION (SMOG)

IN INVOICE

LS ILLEGAL LIEN SALE

NA OTHER ALLEGATIONS

NC NEW CAR/LEMON LAW

NT NONQUALIFIED TEST/REPAIR

OS OVERSELL

PH ACTUAL/POTENTIAL HARM

PQ PRODUCT QUALITY

RW REPAIR WAIVER

SA SEXUAL ABUSE

SB ILLEGAL SUBLET

5F ILLEGAL STORAGE FEES

SR TEST/REPAIR STATION REQ.

TH THEFT/PERSONAL PROPERTY

UL UMNLICENSED

UP UNPROFESSIONAL CONDUCT

UT UNLICENSED STATION/TECHNICIAN
VW WARRANTY - NEW/USED VEHICLES

WR WARRANTY - REPAIRS



COMPLAINT ALLEGATIONS — ENGINE

REPAIR & ENGINE PERFORMANCE
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FY 2018-19 YTD ENGINE REPAIR & ENGINE PERFORMANCE: Total 2174*

1287
EEEEEEEEEEEEEEEEEEEEEE
:Total
277
MEGLIGENCE FALSE & MISLEAD DAMAGES AUTHORIZATION ESTIMATES
STATEMENTS
FY 2017-18 YTD ENGINE REPAIR & ENGINE PERFORMANCE: Total 2253*
1298
g ENGINE REPAIR AND ENGINE
435 327 205 PERFORMAMNCE: Total 2253
NEGLIGENCE FALSE & MISLEAD DAMAGES ESTIMATES AUTHORIZATION

STATEMENTS



COMPLAINT ALLEGATIONS — GENERAL
REPAIR & MAINTENANCE

FY 2018-19 YTD GENERAL REPAIR & MAINTENANCE: Total 1241*
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134 176

MEGLUGENCE FALSE & MISLEAD DAMAGES AUTHORIZATION ESTIMATES
STATEMENTS

FY 2017-18 YTD GENERAL REPAIR & MAINTENANCE: Total 1350*
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W GEMERAL REPAIR AND MAINTENANCE:

136 130

MEGLIGENCE FALSE & MISLEAD DAMAGES AUTHORIZATION CONTRACTUAL
STATEMENTS



COMPLAINT ALLEGATIONS —AUTO BODY

FY 2018-19 YTD AUTO BODY: Total 1027*

300
450 -
400 -
350
300 -
250
200 -
150
100
50 -

MEGLIGENCE FALSE & MISLEAD AUTHORIZATION ESTIMATES FRAUD
STATEMENTS

FY 2017-18 YTD AUTO BODY: Total 1034*

500 -
400 -
300 - B AUTO BODY: Total 1034

200 +

100 A

MEGLIGENCE FALSE & MISLEAD DAMAGES ESTIMATES CONTRACTUAL
STATEMENTS



COMPLAINT ALLEGATIONS - OTHER

cBE228REESE
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FY 2018-19 YTD UNCATEGORIZED (Formerly “Other”): Total 594*

155
113 110
W UNCATEGORIZED: Total 584
64
MNEGLIGENCE FALSE B MISLEAD CONTRACTUAL OTHER ALLEGATIONS DAMAGES
STATEMENTS

FY 2017-18 YTD UNCATEGORIZED (Formerly “Other”): Total 599*

157 150

W UNCATEGORIZED: Total 589

MEGLIGENCE FALSE & MISLEAD OTHER ALLEGATIOMS COMNTRACTUAL PRODUCT QUALITY
STATEMENTS



COMPLAINT ALLEGATIONS - TRANSMISSION

FY 2018-19 YTD TRANSMISSION: Total 579*
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B TRANSMIZSIZN: Tatal 579
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30

MEGLIGENCE FALSE & MISLEAD WARRANTY REPAIRS DAMAGES CONTRACTUAL
STATEMENTS

FY 2017-18 YTD TRANSMISSION: Total 618*
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NEGLIGEMCE FALSE & MISLEAD DAMAGES WARRANTY REPAIRS ESTIMATES
STATEMENTS



COMPLAINT TRENDS - SMOG
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FY 2018-19 YTD SMOG: Total 435*

134 -
j ¥k 123
i 82
y WSMOG: Total 435
| 37
NEGLIGEMCE IMPROPER INSPECTION FALSE & MISLEAD HEALTH & SAFETY OTHER ALLEGATIONS
(SMOG) STATEMENTS
FY 2017-18 YTD SMOG: Total 495*
150 1AE
| T 137
T mSMOG: Total 495
NEGLIGENCE IMPROMER FALSE & MISLEAD HEALTH & SAFETY DAMAGES

INSPECTION (SMOG) STATEMENTS
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COMPLAINT ALLEGATIONS - USED CAR
TRANSACTIONS
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FY 2018-19 YTD USED CAR TRANSACTIONS: Total 275*

a7
09
54
48 46 WUSED CAR TRANSACTIONS: Total 275
FALSE & MISLEAD PRODUCT QUALITY VEHICLE WARRANTY COMTRACTUAL MEGLIGENCE
STATEMENTS

FY 2017-18 YTD USED CAR TRANSACTIONS: Total 281*
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WUSED CAR TRANSACT IOMS: Total 281

FALSE & MISLEADING PRODUCT QUALITY VEHICLE WARRANTY CONTRACTUAL  OTHER ALLEGATIONS
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COMPLAINT ALLEGATIONS - VEHICLE
WARRANTY

FY 2018-19 YTD VEHICLE WARRANTY: Total 194*
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VEHICLE WARRANTY NEGLIGENCE /WARRANTY FALSE & MISLEAD PRODUCT QUALITY COMNTRACTUAL
REPAIRS STATEMENTS
FY 2017-18 YTD VEHICLE WARRANTY: Total 172*
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STATEMENTS QUALITY
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COMPLAINT ALLEGATIONS — UNLICENSED
ACTIVITY
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FY 2018-19 YTD UNLICENSED ACTIVITY: Total 164*

123

m UMLICEMSED ACTIVITY: Total 164

32

22 21 18
UNLICEMSED MEGLIGENCE FALSE & MISLEAD DAMAGES UMNLICENSED
STATEMENTS STATIOM/TECHMICIAN

FY 2017-18 YTD UNLICENSED ACTIVITY: Total 171*

W UNLICENSED ACTRATY: Total 171

22 18 15 .

UMNLICENSED NEGLIGENCE UMNLICENSED FALSE & MISLEAD CONTRACTUAL
STATION/TECH STATEMENTS
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PRIMARY BUSINESS TYPE AS OF MARCH 2019

Auto Air Conditioning Shop
Auto Body/Paint

Auto Train School/College
Auto Wrecker/Dismantler
Automotive Diagnostic Center
Brake/Front End Alignment Shop
Chain Store

Engine Rebuilding/Repair
General Repair

Glass Shop

Machine Shop

Mobile Auto Repair
Matarcycle Shop
Muffler/Exhaust Repair Shop
MNew/Used Car Dealer

Other

Radiator Repair Shop

Smog Station

Service Station

Tire Shop

Trailer Hitch Installation
Transmission Repair Shop
Tune Up/0il Lube Shop
Used Car Only Dealer
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AUTO BODY INSPECTION PROGRAM STATISTICS
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QUESTIONS AND COMMENTS

Submit questions and/or comments to:

Bill Thomas
Bureau of Automotive Repair
10949 N. Mather Boulevard

Rancho Cordova, CA 95670
Phone: 916-403-8060
Email; bill.thomas@dca.ca.qov
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