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BUSINESS TYPES AS OF SEPTEMBER 2022

Auto Air Conditioning Shop
Auto Body/Paint

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

Glass Shop

Machine Shop

Mobile Auto Repair
Motorcycle Shop
Muffler/Exhaust Repair Shop
Mew/Used Car Dealer
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Radiator Repair Shop
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ENFORCEMENT PERFORMANCE MEASURES
(1/2)

* The Enforcement Performance Measures (EPM) page
contains six Performance Measure (PM) data points:

 PM1 — Total number of complaints received during the
reporting period including BAR investigations.

 PM2 — Average number of days from receipt of a
complaint to assignment to an investigator (BAR goal is
10 days).

« PM3 — Average number of days to investigate and close
a case not resulting in formal discipline (goal is 60 days).



ENFORCEMENT PERFORMANCE MEASURES
(2/2)
 PM4 — Average number of days from the opening of a

formal investigation to the decision effective date (goal is
540 days)

 PM7 — Average number of days from probation monitor
assignment to first contact with probationer (goal is 10
days)

 PM8 — Average number of days from a confirmed
probation violation to taking the appropriate action (goal
Is 10 days)



EPM — PM1 COMPLAINT VOLUME

PM1 Complaint Volume




EPM — PM2 COMPLAINT ASSIGNMENT

PM2 - Complaint Assignment
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EPM — PM3 COMPLAINT CYCLE TIME

PM3 - Complaint Cycle Time
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EPM — PM4 FORMAL DISCIPLINE CYCLE TIME

PM4 Formal Discipline Cycle Time
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EPM — PM7 PROBATION FIRST CONTACT

PM7 - Probation First Contact Time




EPM — PM8 PROBATION VIOLATION RESPONSE

PM8 Probation Violation Response
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FISCAL YEAR COMPLAINT TRENDS 2022-23 YTD

(T5) TOWING and STORAGE 2%

(VW) VEHICLE WARRANTY 5% (UA] UNLICENSED ACTIVITY 2%

(UN) UNCATEGORIZED 5%

{UC) USED CAR TRAMNSACTIONS 5%

= (EN) ENGINE REPAIR AND ENGIME PERFORMAMCE 33% = (GR) GENERAL REPAIR AND MAINTEMANCE 18%

= (AB) AUTO BODY 18% = (TR) TRANSMISSION 7%

= (SR) SMOG 6% = (UC) USED CAR TRANSACTIONS 5%
= (UN) UNCATEGORIZED 5% » (VW) VEHICLE WARRANTY 5%

= (UA) UNLICENSED ACTIVITY 2% » (TS) TOWING and STORAGE 2%
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COMPLAINT TREND GROUPINGS

ENGIME REPA IR AND ENGINE PERFORMA MCE COMPLAINTS ¥YTD
cC COMPUTER CONTROLS 48
co COOLING 5YSTEM a2
ED ENGINE DIAGMO 515 202
EL ELECTRICAL il
EN ENGINE OVERHALL/REP LA CEMENT 163
ER ENGIME REPA IR 448
FL FLUSHING &
F5 FUEL 5YSTEM 33
M3 MA CHINE SHOP 2
TU TUME UP 8
UNCATEG ORIZED COMPLAINTS ¥TD
BC BRAKE CERTIFICATION 1
BO BOAT REFA IR 3
1l IGNITION INTERLOCK DEVICE 3
LC LAMP CERTIFICATION L]
MC MOTORCYCLE REPAIR 2B
aT OTHER EE]
P35 PART SALE 33
up UPHOL STERY 7
GEMERAL REPA IR AND MAINTENA NCE COMPLAINTS YTD
AC AR CONDITIONIMNG/HEAT 103
BR BRAKES a7
or DRIVE TRAIN 35
EX EXHAUST 43
GR GEMERAL REFAIR 7
Ly LUBEQIL CHANGE 147
su SUSPENSION STEERING 110
W TIRES/WHEELS 108
UA UMLICEMSED ACTIVITY 80
TOWING AND STORAGE COMPLAINTS ¥TD
LS LIEM SA LE/STORAGE CHARGES 1
5F STORAGE FEES 17
TO TOWING 28

AUTO BODY COMPLAINTS YTD
AB AUTO BODY 652
GL ALTO GLASS %
TRANSMIS SION COMPLAINT S ¥YTD
aT AUTO TRANS 230
MT MANLIA L TRA NS/CLUTCH 6
SMOG COMFLAINT S YTD
CG CLEAN GA $5ING 0
cP CLEANFIFING 0
cT CLEAN TANKING 0
cx CLEAN PLUGGING 1
DC DELINGUENT CITATION 0
ES EXHAUST 5YSTEM [SMOG) 3
ET EMIS SION TEST PROCEDURE 5
EW EMIS SIONS WA RRANTY 3
FT FUNCTIONAL TEST FROCEDURE 0
GP GROSS POLLUTER 0
NX NOX FAILURES 0
RF REFEREE 0
RO REPAIR ONLY [SMOG) 5
58 SUBLET [SMOG) 2
5C SMOG COST LIMIT f
SN STATION 5
SR SMOG REPAIR ]
55 ILLEGAL SMOGICAR SALE 3
5T SMOG TEST PROCEDURES 65
TE TEST ONLY 3
™ TECHNICIA N 0
VT VISUAL SMOG TEST PROCEDURE 2
F) ZEROC BMISSION VEHICLE 1
uc USEDCARLOTS 138
VEHICLE PURCHA SE COMP LAINT § COMPLAINT S YTD
NC NEW CAR/LEMON LAW M
VW VEHICLE WARRA NTY 83
WR REPAIR WARRANTY &3
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AD
AU
BS
CN
co
cP
CX
DA
DC
EF
EM
ES
FH
FM
FR
GN
GR
HS

COMPLAINT ALLEGATIONS

FALSE ADVERTISING
AUTHORIZATION

BAIT & SWITCH
INCOMPETENCE/NEGLIGENCE
CONTRACTUAL

CLEAN PIPING

CLEAN PLUGGING

DAMAGES

DELINQUENT CITATION

ENGIME FAILURE

EQUIP MAINT/CALIBRATION (SMOG)
ESTIMATES

FAILURE TO HONOR WARRANTY/SVC
FALSE & MISLEAD STATEMENTS
FRAUD

GROSS NEGLIGENCE

GENERAL REPAIR

HEALTH & SAFETY

Il IMPROPER INSPECTION (SMOG)

IN
LS

NA
NC
NT
0S
PH
PQ

INVOICE

ILLEGAL LIEM SALE

OTHER ALLEGATIONS

NEW CAR/LEMON LAW
NONQUALIFIED TEST/REPAIR
OVERSELL
ACTUAL/POTENTIAL HARM
PRODUCT QUALITY

RW REPAIR WAIVER

54
5B
SF
SR
TH
UL
up
uT

SEXUAL ABUSE

ILLEGAL SUBLET

ILLEGAL STORAGE FEES
TEST/REPAIR STATION REQ.
THEFT/PERSONAL PROPERTY
UMLICEMSED

UNPROFESSIOMAL CONDUCT
UNLICENSED STATION/TECHNICIAN

VW WARRANTY - NEW/USED VEHICLES

WR WARRANTY - REPAIRS
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COMPLAINT ALLEGATIONS — ENGINE REPAIR &
ENGINE PERFORMANCE

FY 2022-23 YTD: Total 1224*

BOO -
700 -
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091

400 - WENGINE REPAIR &ND ENGINE
259 PERFORMANCE: Total 1224
300

200 -
100 -

148 139

MEGLIGENCE FALSE & MISLEAD DAMAGES CONTRACTUAL ESTIMATES
STATEMENTS

FY 2021-22 YTD: Total 1190*
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14



COMPLAINT ALLEGATIONS — AUTO BODY

FY 2022-23 YTD: Total 678*

300 -

262
250
200 - 169
150 - 131 SR
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50 -
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NEGLIGENCE FALSE & MISLEAD CONTRACTUAL DAMAGES FRAUD
STATEMENTS
oo FY 2021-22 YTD: Total 482*
177
150 -
g?’ AT
100 -
67
50 -
ﬂ -
NEGLIGENCE FALSE & MISLEAD CONTRACTUAL DAMAGES AUTHORIZATION

STATEMENTS



COMPLAINT ALLEGATIONS — GENERAL REPAIR &
MAINTENANCE

FY 2022-23 YTD: Total 676*

400 - 369
350 -
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NEGLIGENCE DAMAGES FALSE & MISLEAD ESTIMATES CONTRACTUAL
STATEMENTS

FY 2021-22 YTD: Total 625*
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NEGLIGENCE DAMAGES FALSE & MISLEAD ESTIMATES COMTRACTUAL
STATEMENTS
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COMPLAINT ALLEGATIONS - TRANSMISSION

FY 2022-23 YTD: Total 256*

160 -
140 -
120 -
100 -
20 - B TRANSMISSION: Total 256
60 -
37
40 -

20 -

MEGLIGENCE FALSE & MISLEAD DAMAGES COMNTRACTUAL ESTIMATES
STATEMENTS

FY 2021-22 YTD: Total 275*

140 -
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40
20
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57 WTRANGMISSION. - Total 275

35

MEGLIGENCE FALSE & MISLEAD WARRANTY REPAIRS DAMAGES CONTRACTUAL
STATEMENTS
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COMPLAINT TRENDS - SMOG
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FY 2022-23 YTD: Total 211*

51

29

P
o

WEMOG: Total 211

NEGLIGENCE IMPROPER INSPECTION FALSE & MISLEAD HEALTH & SAFETY UNPROFESSIONAL COMDUCT
(SMOG) STATEMENTS

FY 2021-22 YTD: Total 233*

Lo §

29
23 W SMOG: Tatal 233
NEGLISENCE FALSE & MISLEAD IMPROPER INSPECTION COMTRACTUAL/HEALTH & AUTHORIZATION
STATEMENTS (SMOG) SAFETY
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COMPLAINT ALLEGATIONS — USED CAR
TRANSACTIONS

100
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FALSE & MISLEAD
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FALSE & MISLEAD
STATEMENTS

FY 2022-23 YTD: Total 198*

CONTRACTUAL

PRODUCT QUALITY

VEHICLE WARRANTY

FY 2021-22 YTD: Total 184*

CONTRACTUAL

33

PRODUCT QUALITY

VEHICLE WARRANTY

MEGLIGENCE

NEGLIGENCE

Total 184
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COMPLAINT TRENDS - VEHICLE WARRANTY

FY 2022-23 YTD: Total 177*
70 -
60 55
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40 36 35

SD - ZB mVEHICLEWARRANTY: Tatald 177
20 -

10

VEHICLE WARRANTY WARRANTY REPAIRS MNEGLIGENCE FALSE & MISLEAD CONTRACTUAL
STATEMENTS

FY 2021-22 YTD: Total 121*
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COMPLAINT ALLEGATIONS — UNCATEGORIZED
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80

FALSE & MISLEAD
STATEMENTS

FY 2022-23 YTD: Total 174*

32
25 24
FALSE & MISLEAD OTHER ALLEGATIONS CONTRACTUAL
STATEMENTS
FY 2021-22 YTD: Total 328*
71
66
51
CONTRACTUAL NEGLIGENCE OTHER ALLEGATIONS

23
UNCATE GORIZED: Total 174

DAMAGES

UNCATEGORIZED: Total 328

DAMAGES
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COMPLAINT ALLEGATIONS — UNLICENSED

ACTIVITY
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FY 2022-23 YTD: Total 80*

UNLUCENSED UNLICENSED FALSE & MISLEAD STATEMENTS NEGLIGENCE CONTRACTUAL/DAMAGES
STATION/TECHMICIAN
FY 2021-22 YTD: Total 93*
12 10 3
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COMPLAINT ALLEGATIONS — TOWING AND
STORAGE

FY 2022-23 YTD: Total 56*
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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.gov
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