April 22, 2005
Ms. Vicky Southers

Service Manager

BMW Concord

1967 Market Street

Concord, CA 94520
Dear Ms. Southers:

Thank you for returning my call yesterday.  I appreciate your effort to resolve quickly the issues I raised.  Following is a summary of events that contributed to problems I encountered with the repairs and service your service department performed on my 2 Minis over the past 3 months:

2005 Mini Convertible (Vin# ommited)

         2/8/05 – brought to your service department for following complaints: (1) chip on front windshield not discovered until 1 week after taking delivery, (2) rattling noise inside one of rear quarter panels (3) also tried to have the factory alarm installed

         2/8/05 – (1) Your service advisor, David Savell reported that chip was too small to repair, (2) your technicians performed work on the convertible but rattle still persistent – further reported that “noises can not be eliminated on convertibles”.  Please see David’s notes on tag # xxx  I found out at a later date that the problem rattle was coming from the seat belt buckle rubbing against the plastic panel.  The low tech solution was to tuck the belt buckle away from the panel when not in use. 

         3/9/05 - brought in for due bill factory alarm installation  (Tag TTxxx) with all electrical components and switches in operating order.  
         Discovered on the same day I brought the car home on 3/9/05, that trunk would not unlock with key or central toggle switch; trunk release handle did not work as well – the only way to open the trunk was to pull down the rear seatback and pull the manual emergency lever.  Promptly made appointment with David for the following week, week of 3/14/05

         3/17/05 - returned the car to your service shop with all electrical components and switches in operating order.  After diagnosis, your technician concluded that the car requires a general module (BC1) replacement.  The general module was ordered and the car was released to me in that afternoon.       
         As I was driving out of your shop, I noticed that the clock displayed “--:--“; and could not be set (Note that this was functioning properly when I brought the car in earlier that day).
         I then returned to talk to David Savell and his response was that this is also due to the failure of the BC1

         On 3/20/05, David informed me that the BC1 was to be ordered from overseas and that an ETA was not available

         The BC1 module arrived 4 weeks later but the car was with my daughter as she had exchanged cars while her car, a 2002 Mini is being serviced

         The BC1 module should still be in your parts department as I have not taken the car back for the original complaint

Note: text between parenthesis were not included in this letter.  (I did not return the convertible to Mini of Concord.  I found out weeks later that the alarm is not functioning so I took the convertible to East Bay Mini.  When they plugged the car to the computer, they could not find an alarm system bsing installed.  East Bay Mini called Mini of Concord to verify that the latter dealer installed the alarm system.  Suprisingly, no records were found at Mini of Concord for this installation but I have their invoice.  I was charged by East Bay Mini for 1 hour to program the BC1.)
2002 Mini Coupe (Vin # omitted)
         3/24/05 – brought the car in for several complaints: (1) windscreen weatherstrip loose and would not stay (2) inoperative horns (3) SRS Airbag on for no apparent reason (4) e-brake seem loose and not operating properly (5) funny noise/clunk while turning steering wheel (6) Tire monitoring light turns on after 3-5 miles in the freeway but tires are properly inflated.

         Your service department kept the car until the following week while parts, specifically related to the steering noise complaint are being ordered.  

         4/4/05 – I sent the car to xxx Collision in Walnut Creek to have the rear bumper replaced and painted.  A truck caused superficial damage to the rear aero kit bumper while backing up on the driveway of my daughter’s residence in Santa Cruz, California on 1/4/05.  I also authorized xxx Collision to repair and repaint the other pieces of the factory aero kit - front bumper cover and the left and right side skirts.  The other body parts of the car were then detailed/clayed, buffed and waxed

         4/11/05 - Dennis Schippe, formerly from Dent Pro,  who had repaired a ding on my Porsche on that day also repaired a ding on the driver’s side door of this (yellow Mini) car

         4/12/05 – the car was picked up from xxx collision with all the aforementioned parts, including the body panels in showroom condition

         4/13/05 – the car was brought in to your service department to have the computer coded for front and rear fog lights with all electrical components and switches in operating order.  I recently installed factory wiring and new toggle switch set purchased from your part department to bring the car up to factory specifications.  It should be noted that at the time of purchase of the fog light set sometime in 2003, a wire harness was not available as part of an update kit.  In addition, also at the time of fog light purchase, the central toggle switch was very expensive ~ $300 as a standalone item, therefore the fog lights have been operating by tapping into existing wiring and could not be turned on and off by itself.

         4/13/05 – RE: Rear fog lights - both David Savell and your technicians were not aware that these cars are prepped with rear fog lights from the factory, integrated into the rear tail lamps; and that by installing the upgraded toggle switches, and coding the computer, the rear fog light could then be switched on and off

         4/13/05 – at approximately 3PM, David informed me that the BC1 module has been “fried” as a result of my faulty wiring.  He further advised me that the central locking feature is inoperable, along with the clock and “other components tied that the BC1 module controls”.  During the installation of the factory wiring harness, I broke the pins that go into X254 and X255 so I bought new ones from your parts department and installed them by soldering the wires that came with the new pins to the fog light wiring harness wires.  I then insulated the soldered areas with PVC tape.  I also applied connector grease to the pins to promote contact.  The battery terminals were disconnected while I was performing the wiring.  After reinstalling the battery connections, I tested the circuits prior to bringing the car in and concluded that the fog lights required coding to tell the system that the newly installed lights are present.  I must reiterate that all the other components, central locking, window controls, clock and all the lighting were working prior to your technician’s inspection.  

         A new module was installed and BMW Concord billed me for $1,023.87 for parts and labor on 4/14/05 and I promptly paid with my debit card, and then drove the car home.  I was greeted by my daughter at the driveway when she noticed the scratches to the side skirts.  I called David immediately and reported what we found; and ask that BMW Concord take care of the repairs since the damage occurred while the car was in your possession.  He mentioned that he was going to talk to the service manager about it.

         4/15/05 – David informed me that the “walkaround” worksheet indicated that the scratches were already present when I drove the car in for coding on 4/13/05.  I asked him to save the BC1 part and I will pick it up on 4/16/05.

         416/05 – I picked up the BC1 part allegedly taken from the car (at present, I have no way to prove that this is the same part taken from my car) and a copy of the “walkaround” worksheet.  I told David that the scratches noted on this sheet represented the first visit on 3/24/05 as those scratches have been repaired after that visit; and that they no longer exist today (4/16/05).  The “new scratches” appear to have been added at a later date.  In addition, the notation on this sheet is inconsistent with the condition of the car before and after it was picked up from your shop – it noted a scratch on the driver side door sill when in fact there is none either on the 3/24/05 or 4/13/05 visit; it also noted that the car was dirty when the car have been detailed prior to bringing it in on 4/13/05.  David even made a verbal comment that it was so clean that it does not need “waiter wash” because “it is so clean”.

I have lost total confidence on your service shop’s ability to repair any of my automobiles so I took the 2005 Convertible to East Bay Mini.  They have found a simple and logical explanation to the rear latch problem - a faulty wiring which your technicians should have discovered instead of the unnecessary cost of repair and replacement of the BC1.  I found East Bay Mini’s  service to be very satisfactory.  Bryan Malgradi, their Mini Service Manager appears to know his product.  When asked to code the car for the front and rear fog lights, he knew exactly what I was talking about compared to your service advisor and technician who responded that this is not possible for my vehicle and that it is illegal in California (see David’s note on tag # TTxxx) 
Based on the above findings, I request that BMW Concord reimburse me with the cost to remove and repair the left and right side skirt s of the 2002 Mini.  The walkaround worksheet appear to have been manufactured as the notations on that worksheet representing the damages and scratches to the car are inconsistent with my car’s condition (note work done prior to 4/13/05).  I can only assume that the noted damages and scratches were copied from the walkaround worksheet of an earlier visit, possibly the 3/24/05 visit and a telephone conversation with David on the afternoon of 4/14/05, when my daughter discovered the side skirt scratches.  The same walkaround worksheet indicated a scratch on the driver side side skirts, when there is actually none.  It noted damage to the rear bumper when it has been replaced and repainted the week before.  

I am in the process of researching the cause of the failure of the BC1 module because I can not reconcile your technician’s conclusion – that my wiring burned the BC1 unit because if I did, the systems that your technicians pointed out  “began to fail” or “showed signs of failure” would have failed immediately at the time the computer was shorted.  It was however in perfect operating order, providing all the functions to the systems it controlled with the exception of the front and rear fogs lights when I took the car in for reprogramming.  According to David, his technician told him that this systematic and step by step failure is inherent to the BC1.  I can not believe this statement.  I told him electronics are not like human heart attacks, it does not creep up on you – it is not capable of step by step failure because it is either dead (0) or alive (1), there is no in- between.  Based on my research and findings, I will contact you at a future date to determine if I will require you to reimburse me with the replacement of the BC1 module.   

Again, many thanks for returning my call.  As we have agreed, I will ask my son and daughter to exchange cars.  I will drive up to Santa Cruz this weekend and leave her the convertible; and I will drive the coupe back to Walnut Creek this weekend so that I can make an appointment to show you the damage next week.  These are the types of events we were preventing from happening when we were decided to purchase brand new automobiles for my son and daughter.  It has taken too much of my time away from work; and have totally disrupted my daughter’s school schedule.
