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PREFACE

INCEPTIVE FINDINGS









SECTION 03: CONDITIONS

In addition to reviewing the BBB AUTO LINE Case Records for the 2006 year, as
well as for the four preceding years, audits have been conducted by Morrison and
Company in the early part of the calendar year, 2006, with the understanding that the
activities of BBB AUTO LINE were reflective of the activities of the calendar year, 2006.

This section covers, in brief, information about four of the five chapters in this
report; they are as follows:

A. Manufacturer Warranty Materials
B. Office Practices and Procedures
C. Record-Keeping Procedures

D. Comparative Statistical Analysis.

Following is a brief discussion examining the four specific areas of the audit
listed above:

A. an evaluation of the Manufacturer Warranty Materials which are provided to
the consumer and/or posted in the dealerships to provide notice of the
availability of BBB AUTO LINE services at the point of sale or at the time a
dispute arises; this section of the audit consists of the following information:

01. tables which list the information as noted below:

a. manufacturers which require prior resort to BBB AUTO LINE
before pursuing Magnuson-Moss Claims in court

b. basic information statements required by Rule 703.2(b)

c. additional information required by Rule 703.2(c)

d. types of materials used to inform consumers about BBB AUTO
LINE

e. information from manufacturers re: BBB AUTO LINE

02. a listing of all manufacturer materials sent for evaluation to Morrison
and Company.

B. an evaluation of Office Practices and Procedures of BBB AUTO LINE,
consisting of a review of the following activities:

01. Arbitration Hearing Site

a. the appropriateness of facilities
b. the adequacy of personnel and equipment
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02. Arbitration Process

a. the openness of arbitration hearings
b. the effectiveness of arbitration hearings
c. the appropriateness of decision-making at arbitration hearings

C. an evaluation of Record-Keeping Procedures of BBB AUTO LINE. The
evaluation consists of a review of the following activities:

01. the implementation of each related requirement in BBB AUTO LINE
on a national basis

02. the implementation of each related requirement in BBB AUTO LINE in
Florida

03. the implementation of each related requirement in BBB AUTO LINE in
Ohio

D. a Comparative Statistical Analysis comparing the information provided by
the telephone survey of consumers with the statistical information provided by
BBB AUTO LINE. This chapter consists of the following:

01. The results of a telephone survey of a random sample of cases
throughout the United States, until a total of 400 responses is recorded
nation-wide

02. The results of a telephone survey of a random sample of cases
throughout Florida, until a total of 100 responses is recorded for the state
03. The results of a telephone survey of a random sample of cases
throughout Ohio, until a total of 100 responses is recorded for the state
04. The charting, the comparison, and the analysis of the information
gained from the telephone survey and from BBB AUTO LINE statistics.

SECTION 04: FINDINGS
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(b) The warrantor and the sponsor of the Mechanism (if other than
the warrantor) shall take all steps necessary to ensure that the
Mechanism, and its members and staff, are sufficiently insulated
from the warrantor and the sponsor, so that the decisions of the
members and the performance of the staff are not influenced by
either the warrantor or the sponsor. Necessary steps shall include,
at a minimum, committing funds in advance, basing personnel
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protect consumers:

01. CBBBis structure and operations are open to public scrutiny. A
comprehensive website describes, not only the BBBis Informal Dispute
Resolution Procedure, but all BBB services. The website also provides public
access to the most recent audit reports. In addition, BBB AUTO LINE
procedures, eligibility terms, and available remedies are published and
distributed to each consumer prior to filing a claim.

02. BBB AUTO LINE complaint handling staff and arbitrators do not perform any
functions for manufacturers other than resolving disputes.

03. CBBB requires its employees to abide by a conflict-of-interest policy, and
requires its arbitrators to observe strict ethical standards.

04. BBB AUTO LINE hearings are held in neutral locations insulated from undue
influence.

05. The even distribution of the ways in which cases are closed (mediation,
arbitration, out-of-jurisdiction), and of decision outcomes (in favor of consumer,
in favor of manufacturer) suggest no influence is exerted on individual
complaints.

06. Survey results indicate consumers are very pleased with the impartiality and
the quality of dispute resolution services of BBB AUTO LINE.

Rule § 703.3(c) clearly places a burden upon the Mechanism to impose all
necessary requirements upon the operation of the Mechanism to ensure that all
members and staff act fairly and expeditiously in the handling of all cases, while not
allowing situations to arise which might give the appearance of conflict of interest
between the manufacturer/warrantor and the Mechanism. The audit by Morrison and
Company reviewed all of the activities of BBB AUTO LINE with these requirements in
mind and found no situation of conflict or circumstance which might give rise to an
impression that one exists. The observed structure and operation of the diverse
functions of BBB AUTO LINE impressed Morrison and Company by their obvious
efforts and by their success in protecting the independence of the Mechanism from
interference from the manufacturers and from their personnel.

A. Manufacturer Warranty Materials

Those manufacturers which participate in BBB AUTO LINE nationwide
and incorporate the program into their warranties are audited in this report.
These manufacturers have supplied to Morrison and Company the materials
which each manufacturer uses to inform consumers and dealers about BBB
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AUTO LINE.

In this yearis audit, if the manufacturer materials were the same as in the
preceding years, no new materials were required. Some manufacturers rely
primarily on their warranty/owneris manuals to provide this information; others
choose to publish special supplemental pamphlets informing consumers of the
availability of BBB AUTO LINE. Some of the programs provide even more
information.

B. Office Practices and Procedures

Morrison and Company has audited the following programs for the 2006
audit:

01. the office in Sacramento, California
02. the office in Clearwater, Florida

03. the office in Canton, Ohio

04. the national BBB AUTO LINE program.

These program audits provide an opportunity to talk with personnel and to
review program function in detail. Since Morrison and Company is now able to
audit all Case Files electronically, it was not necessary to visit the central office
in Arlington, Virginia, in person. All pertinent indexes and statistics, both annual
and semi-annual were audited.

C. Record-Keeping Procedures

Morrison and Company audited at least 50 BBB AUTO LINE case files
from all states, including Florida and Ohio, in order to be certain that all
information required is not only provided, but is in appropriate order in the files.
Morrison and Company also made certain that Case Files for the previous four
years were available electronically, and many of these were audited as well.

D. Comparative Statistical Analysis
Before the telephone survey commenced, each potential survey
participant was sent a letter from Morrison and Company explaining the

purposes of the survey and informing the consumer that a Morrison and
Company representative might be calling in the near future. A telephone number
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The telephone survey results supplied feedback only from those
consumers who utilized the program. What is not known is how many consumers
with a warranty dispute were unaware of
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there is an extremely high level of integrity in all functions and processes. BBB AUTO
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CHAPTER ONE

MANUFACTURER
WARRANTY
MATERIALS



CHAPTER 01: MANUFACTURER WARRANTY MATERIALS
SECTION 01: INTRODUCTION

This chapter deals with the requirements for vehicle manufacturers which
participate in BBB AUTO LINE. Morrison and Company evaluated how each of these
parties carries out the mandate of sharing required information with the vehicle
purchaser to insure that it is not only available to the consumer at the point of sale or at
the time a warranty dispute arises, but that all information required by the regulations is
included in the manner specified, and that the manufacturers follow all other
requirements mandated by the statutes.

To handle the responsibilities of fulfilling warranties, manufacturers have
developed consumer relations programs as an adjunct to selling new vehicles. These
manufacturers have expended a great deal of effort and money to encourage
consumers to utilize the selling dealership, or any dealer which represents that
particular manufacturer, as their recourse in solving these problems.

In Rule § 703.2(a), there is specific language which clearly permits the
manufacturer to encourage consumers to seek redress directly from the manufacturer,
so long as the manufacturer does not exclusively require consumers to do so. At the
same time, the manufacturer must also inform the consumer about any independent
program of mediation/arbitration which is available to settle the differences between the
parties. Some manufacturers, especially in certain states, incorporate the Informal
Dispute Settlement Procedure as a necessary prerequisite to filing legal actions based
upon Magnuson-Moss or upon the stateis Lemon Law. This requirement is customarily
referred to as iprior resorti. Prior resort is extremely important to the manufacturers
because this requirement provides the parties of an impending warranty dispute with an
opportunity to solve the problem in such a way that the necessity of resorting to the
court system is eliminated.

The sections of Rule 703 which are covered in this section, and upon which the
section is designed, read as follows:

§ 703.2 Duties of warrantor.

(b) The warrantor shall disclose clearly and conspicuously at least the

following information on the face of the written warranty:
(1) A statement of the availability of the informal dispute settlement
mechanism;
(2) The name and address of the Mechanism, or the name and a
telephone number of the Mechanism which consumers may use
without charge;
(3) A statement of any requirement that the consumer resort to the
Mechanism before exercising rights or seeking remedies created
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Rule § 703.7(b)(1) and § 703.2(a-d)
[Please refer to appendices for the complete text of all related laws,
statutes, and regulations]

B. Florida

Florida Lemon Law 8§ 681.103(2)(3)

Florida Administrative Code: § Rule 5J-11.002, § 11.003, § 11.004
[Please refer to appendices for the complete text of all related laws,
statutes, and regulations]

C. Ohio

Ohio Administrative Code 8§ 109:4-4-03

Ohio Lemon Law § 1345.71-78

[Please refer to appendices for the complete text of all related laws,
statutes, and regulations]

SECTION 03: CONDITIONS
A. National

The manufacturers which choose to participate in BBB AUTO LINE on a
nation-wide basis, as well as one manufacturer which is certified in Florida, are
listed below; only these manufacturers will be audited. The list is as follows:

01. AM General Sales Corporation (Hummer)

02. American Honda Motor Company (Honda/Acura)

03. Ford Motor Company

04. General Motors Corporation

05. Hyundai Motor America

06. Isuzu Motors America

07. Kia Motors America

08. Land Rover of North America

09. Nissan North America (Nissan/Infiniti)

10. Saab Cars USA

11. Saturn Corporation

12. Volkswagen of America (Volkswagen/Audi)

13. Workhorse Custom Chassis [BBB AUTO LINE Informal Dispute
Settlement Procedure offered in most, but not all, states].

The above-listed manufacturers are those which Morrison and Company
has reviewed for compliance with national regulations contained in Magnuson-
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Moss and in Rule 703. With the exception of the states of Florida and of Ohio,
this audit does not include a detailed review of notices required by other states.
This does not mean that other state requirements were not reviewed; it means
only that the national audit covers the entire United States, and that specific
state audits cover only Florida and Ohio.

The following manufacturers participate in BBB AUTO LINE in some
states, but not in others. These manufacturersi materials were not evaluated.

01. American Suzuki Motor Corporation
02. BMW of North America

03. Bentley Motors

04. Jaguar Cars

05. Lotus Cars USA

06. Mercedes-Benz USA

07. Subaru of America

08. Volvo North America

09. Winnebago Industries.

The list below defines the tables used to document manufacturer
information and compliance with the regulations:

01. Table 1.01. Manufacturers which Require Prior Resort to BBB AUTO
LINE before Pursuing Magnuson-Moss Claims in Court

02. Table 1.02. Basic Information Statements Required by Rule 703.2(b)
03. Table 1.03. Additional Information Required by Rule § 703.2(c)

04. Table 1.04. Types of Materials Used to Inform Consumers about BBB
AUTO LINE

05. Table 1.05. Information from Manufacturers re: BBB AUTO LINE.

B. Florida

In Florida, the requirements are very similar to those set out in
Rule § 703.2. The Florida requirements are contained in the Florida Lemon Law
and in the Florida Administrative Code. They are as follows:

01. The manufacturer must give to the office of the Attorney General, by
January 1% of each year, complete copies of owneris manuals and any
written warranty information for each make and model of motor vehicle
which is to be sold in the state of Florida in the following year.

02. The selling dealer must give to the consumer, at the point of sale, a
copy of the booklet, Preserving Your Rights Under the Florida Lemon
Law, which is published by the office of the Attorney General. This
booklet must include the following information:
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a. the toll-free number of the Informal Dispute Settlement
Procedure which represents the manufacturer
b. the toll-free number of the state of Floridais consumer hot line.

The office of the Attorney General is vigilant in monitoring the
performance of the manufacturers and in monitoring the dealersi responsibility to
deliver to each new vehicle purchaser a current copy of the above-listed
requisite information. These provisions are therefore not discussed in this report.

The following is a list of the manufacturers which were certified for
participation in BBB AUTO LINE in the state of Florida during 2006:

01. AM General Sales Corporation (Hummer)

02. American Honda Motor Company (Honda/Acura)
03. Bentley Motors (including certain Rolls-Royce vehicles)
04. Ford Motor Company

05. General Motors Corporation

06. Hyundai Motor America

07. Isuzu Motors America

08. Kia Motors America

09. Nissan North America (Nissan/Infiniti)

10. Saab Cars USA

11. Saturn Corporation

12. Volkswagen of America (Volkswagen/Audi).

C. Ohio

The duties of the manufacturer are contained in the Ohio Administrative
Code § 109:4-4-03, which contains the same information found in the federal
rules, as well as additional requirements for the manufacturer. The Ohio
Administrative Code § 109:4-4-03(C)(3)(4) outlines rights and responsibilities.
The enforcement of this part of Ohiois regulations is under the jurisdiction of the
Attorney Generalis office; therefore, they are not specifically delineated in this
audit.

In the state of Ohio, specifically mandated notices are required which
must be given to the consumer at the point of sale and/or must be posted in
conspicuous locations in dealerships. When manufacturers have been certified
by the state of Ohio as being compliant with both the federal requirements and
with the Ohio requirements, these manufacturers are authorized by Ohio law to
require a consumer to participate in an Informal Dispute Settlement Procedure
as a prerequisite to filing a legal action under the Ohio lemon law.

The following is a list of the manufacturers which were certified to use
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BBB AUTO LINE in the state of Ohio during 2006:

01. Ford Motor Company

02. General Motors Corporation

03. Hyundai Motor America

04. Isuzu Motors America

05. Kia Motors America

06. Saturn Corporation

07. Volkswagen of America (Volkswagen/Audi)
08. Workhorse Custom Chassis.

SECTION 04: FINDINGS

Below are tables which give a brief but descriptive view of manufacturer
materials. In Table 1.01, Morrison and Company is looking for specific language which
communicates a requirement that the consumer use BBB AUTO LINE before filing suit
under Rule 703. The iyes/noi responses noted in Table 1.01 are based upon Morrison
and Companyis interpretation of the warranty materials provided, and are not intended
to state any legal conclusion as to whether that language is sufficient to require prior
resort. These tables include all manufacturers who have been evaluated.
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TABLE 1.01
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(3) A brief description of Mechanism procedures;

(4) The time limits adhered to by the Mechanism; and

(5) The types of information which the Mechanism may require for prompt
resolution of warranty disputes.

TABLE 1.03
Additional Information Required by Rule § 703.2(c)

§703.2(C)(1) | §703.2

MANUFACTURER
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Types of Materials Used to Inform Consumers
about BBB AUTO LINE

TABLE 1.04

Warranty Dealer Specific Consumer Sample
MANUFACTURER book/ Training BBB AUTO Relations Letters to
Owneris Materials LINE or Training Consumers
Manual Lemon Law Materials with BBB
Pamphlets with BBB AUTO LINE
or AUTO LINE Information
Information Information
01. AM General yes yes no no yes
02. American Honda Motor Co. yes yes no yes no
03. Ford Motor Company yes yes yes yes no
04. General Motors Corp. yes yes yes yes yes
05. Hyundai Motor America yes yes yes yes yes
06. Isuzu Motors America yes yes yes yes yes
07. Kia Motors America yes yes yes yes yes
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TABLE 1.05

Information from Manufacturers re: BBB AUTO LINE

MANUFACTURER Special insert | Listed in BBB AUTO Warranty
Page after Table of LINE Name Book
Front Cover Contents of and Phone Suggests
of Warranty Warranty Number Consumer
Book Book as BBB Listed Use BBB
AUTO LINE or AUTO LINE
other dispute Information
resolution
program
01. AM General yes yes yes yes
02. American Honda Motor Co. no no yes yes
03. Ford Motor Company no no yes yes
04. General Motors Corp. no no yes yes
05. Hyundai Motor America no no yes yes
06. Isuzu Motors America yes yes yes yes
07. Kia Motors America no no yes yes
08. Land Rover of North America no no yes yes
09. Nissan North America no no yes yes
10. Saab Cars USA no no yes yes
11. Saturn Corp. no no yes yes
12. Volkswagen of America yes yes yes yes
13. Workhorse Custom Chassis no yes yes yes

In order to determine how the manufacturersi information programs are
working, Morrison and Company reviewed the materials which manufacturers
supplied. Below is a description, by individual manufacturer, which describes
exactly what materials each manufacturer sent to Morrison and Company for
review. Where the manufacturer indicated that materials and policies for
informing customers about BBB AUTO LINE had not changed since the previous
year, Morrison and Company based the review on materials submitted for
previous audits as representative of 2006 operations.

A. AM General Sales Corporation (Hummer) [NATIONAL and FLORIDA]
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01. Hummer 2006 Owneris Manual [original book]
02. AM General Corporation Hummer Service Policies and Procedures
Manual [original book with pertinent pages tabbed; additional copy]
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07. Consumer DRP Card for distribution at dealerships, describing BBB
AUTO LINE and giving contact information [original card]

08. Review Copy for future owneris guide reference to BBB AUTO LINE
[copy of guide]

09. New Dispute Resolution Specialist Training Check Sheet [excerpt
reproduced in e-mail submission]

10. Electronic Field Communications, informing field staff about BBB
AUTO LINE and instructing them to inform dealer staff [excerpt
reproduced in e-mail submission]

11. Ohio Lemon Law Notices [excerpt reproduced in e-mail submission]
12. Ohio Lemon Law Rights dealer sign [excerpt reproduced in e-mail
submission]
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03. sample letter to consumers regarding BBB AUTO LINE [copy of
pertinent page]

Hyundai Motor America materials are
IN COMPLIANCE with the specific
requirements of Magnuson-Moss, Rule
703, the Florida Lemon Law, the
Florida Administrative Code, the Ohio
Lemon Law, and the Ohio
Administrative Code.

F. Isuzu Motors America [NATIONAL, FLORIDA, AND OHIO]

01.Isuzu Ascender, 2006 Models, Isuzu Owner, Warranty Information [copy]
02. The Better Business Bureau: Notice to Purchasers and Lessees of Isuzu
Motors America Inc. Vehicles [Yellow Glove Box Insert (4x6) card for
consumers] [original]

03. Notices to Consumers and Dealer Acknowledgment forms for selected
states [AR, CA, ID, IA, MN, OH, AND WI] [Originals and copies]

04. sample consumer letters advising consumers of the availability of BBB
AUTO LINE [copy of pertinent pages]

05. Isuzu Motors America Inc. Service Policies and Procedures Manual [copy
of pertinent pages]

06.
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requirements of Magnuson-Moss, Rule
703, the Florida Lemon Law, the
Florida Administrative Code, the Ohio
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requirements of Magnuson-Moss and
Rule 703.

l. Nissan North America (Infiniti and Nissan) [NATIONAL and FLORIDA]

01. 2006 Infiniti Warranty Information Booklet [original book]

02. Supplement to 2006 Infiniti Warranty Information Booklet & 2006
Nissan Owneris Manual: Customer Care/Lemon Law Information [original
book]

03. Nissan 2006 Warranty Information Book [original book]
04.Supplement to 2006 Nissan Warranty Information Booklet & 2006
Nissan Owneris Manual: Customer Care/Lemon Law Information [original
book]

05. Nissan/Infiniti BBB AUTO LINE and Lemon Law Procedures for
Consumer Affairs training materials [copy of pertinent pages]

06. sample consumer letter under Warranty Denial Procedure listing BBB
AUTO LINE [copy of pertinent page]

07. materials used in training classes [copy of pertinent pages]

08. iConsumer Affairs Policies and Procedures, Warranty Denial
Proceduresi [posted on internal w.5(pnal)-14.3( w.5(pnal)-14.3( w.5((6(rrantw.5((6(r1c-C
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10. Florida and Ohio VW and Audi Lemon Law Dealer Letters [copy]

Volkswagen of America (Audi and
Volkswagen) materials are IN
COMPLIANCE with the specific
requirements of Magnuson-Moss, Rule
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but others still do little more than inform consumers about the program through the
warranty book.

A. National

Morrison and Company recommends that the manufacturers continue to
work to improve their performance in fully informing consumers of their rights to
recourse in the case of a defective vehicle. All manufacturers do comply
minimally with the mandate to disclose certain information about BBB AUTO
LINE in the warranty materials. In addition, manufacturers which use BBB AUTO
LINE should receive credit for offering a dispute resolution process administered
by the Better Business Bureau, to which many consumers automatically turn
when a marketplace dispute arises; however, a few of the participating
manufacturers need to develop additional materials and/or procedures to
accomplish this purpose.

To ensure compliance with the requirement, manufacturers should also
adopt measures to further encourage dealerships to prominently display
information about BBB AUTO LINE in strategic locations throughout the
dealerships. These areas might include the following locations: the service area,
the wall near the cashier, and the consumer lounge areas. Several
manufacturers are doing this already; others need to follow suit.

It is obvious from the changes made in the last few years by a number of
manufacturers which participate in BBB AUTO LINE that most manufacturers
take very seriously the need to improve their services to the consumer. It is
suggested that all manufacturers make greater efforts to promote the use of BBB
AUTO LINE, since it serves consumers so effectively.
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with the specific requirements of
Magnuson-Moss, Rule 703, the Florida
Lemon Law, and the Florida
Administrative Code.

C. Ohio

No specific recommendations have been made for Ohio. National
recommendations should be referenced for Ohio as well.

The above-listed named
manufacturersi materials which are
certified in Ohio are IN COMPLIANCE
with the specific requirements of
Magnuson-Moss and Rule 703, the
Ohio Lemon Law, and the Ohio
Administrative Code.

SECTION 06: CONCLUSIONS

From this review, Morrison and Company has determined that, in general,
information is provided to consumers about
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CHAPTER 02: OFFICE PRACTICES AND PROCEDURES
SECTION 01: INTRODUCTION

As a part of the required audit, it is necessary to audit certain selected local
offices of BBB AUTO LINE as well as the records maintained at the central BBB AUTO
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in the Case File, wherein all actions are noted in order to keep a complete
file.

04. The Case File Notes are the individual notes which accompany the
computer record.

05. The Bureau Case Processing Checklist includes all the steps required
in setting up, conducting, and completing the follow-up required in the
arbitration hearing process.

06. The Notice of Hearing Form is the notice sent to all involved parties
prior to the arbitration hearing which gives all pertinent information about
the arbitration hearing.

07. The Checklist for Arbitration Hearing Form consists of a list of
responsibilities for the following purposes:

a. assisting in the coordination of setting up the initial arbitration
process

b. contributing to arbitration hearing efficiency

c. serving as an excellent accountability tool.

The Case File also includes a separate Checklist for Arbitration
Hearing Form which is completed by the local BBB staff and is returned to
CBBB. When the signed form is returned, it is electronically filed. The
hard copies of Case Files are generated by BBB AUTO LINE and
information is provided to the states as requested. Local offices keep hard
copies of only those files currently in progress since all files are stored
electronically.

07. The
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in the arbitration case. It is prepared by the arbitrator and is sent to the
local BBB AUTO LINE staff, who copy it, and send it to the consumer and
to the manufacturer. This form is now computerized and arbitrators enter
the decision directly onto a computer template.

11. The Performance Verification Record is the final step in the
mediation/arbitration process. This form is sent to the consumer to verify
that the settlement agreed upon in mediation, or the decision rendered in
arbitration, has been completed by the manufacturer. When the signed
form is returned by the consumer, it is filed in the computer system as a
closed case. In most cases, files which call for performance verification
include a date when performance either was completed or was assumed
to be completed. If no contact can be made with the consumer, BBB
AUTO LINE staff mail a postcard to the consumer notifying him/her that
