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consumers accept the results that they�¶�U�H��bound, and, by virtue of a �F�R�Q�V�X�P�H�U�¶�V���G�H�F�L�V�L�R�Q�����W�K�H��
manufacturer is bound as well.   
 
 Also, the results of the program are impressive.  Using national figures:   
 

�„  BBB AUTO LINE processed 4734 complaints in 2019 that �Z�H�U�H�Q�¶�W��found ineligible at 
the outset or subsequently withdrawn.9  Of these, 62.5% were resolved (at least initially) 
through mediation.  While not all of these consumers 
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 As a gloss on the above statistics, Chapters III .G, IV.G, and V.G compare the results in 
cases brought by attorneys to cases where consumers �G�L�G�Q�¶�W��have lawyers.  The discussion in that 
section, moreover, �Q�R�Z���L�Q�F�O�X�G�H�V���I�X�U�W�K�H�U���E�U�H�D�N�R�X�W�V�����I�R�U���D�U�E�L�W�U�D�W�H�G���F�D�V�H�V�����E�\���W�K�H���F�R�Q�V�X�P�H�U�¶�V���P�R�G�H��
of participating in the arbitration.14   

* * *  
 

 The audit provision of Federal law (Florida and Ohio have similar provisions15) includes 
a general requirement in subsection (a) and sets forth several specific mandates in subsection (b):  
 

(a)  The Mechanism shall have an audit conducted at least annually, to determine 
whether the Mechanism and its implementation are in compliance with this part. 
All records of the Mechanism required to be kept under § 703.6 of this part shall 
be available for audit. 

(b)  Each audit provided for in paragraph (a) of this section shall include at a 
minimum the following: 

(1)  Evaluation of warrantors�¶ efforts to make consumers aware of the 
Mechanism's existence as required in § 703.2(d) of this part; 

(2)  Review of the indexes maintained pursuant to § 703.6(b), (c), and (d) of 
this part; and 

(3)  Analysis of a random sample of disputes handled by the Mechanism to 
determine the following: 

(i)  Adequacy of the Mechanism's complaint and other forms, 
investigation, mediation and follow-up efforts, and other aspects of 
complaint handling; and 

(ii)  Accuracy of the Mechanism�¶s statistical compilations under 
§ 703.6(e) of this part.  ���)�R�U���S�X�U�S�R�V�H�V���R�I���W�K�L�V���V�X�E�S�D�U�D�J�U�D�S�K���³�D�Q�D�O�\�V�L�V�´��
shall include oral or written contact with the consumers involved in each 
of the disputes in the random sample.)  

 
 Aspects of the audit that look to efforts by warrantors (manufacturers) are discussed in 
Chapter 1, while Chapters 2 and 3 focus on provisions applicable to BBB AUTO LINE itself.  
Although the issues in Chapters 2 and 3 overlap, Chapter 2 focuses primarily on non-survey 
�F�R�Q�V�L�G�H�U�D�W�L�R�Q�V���E�H�D�U�L�Q�J���R�Q���%�%�%���$�8�7�2���/�,�1�(�¶�V���R�S�H�U�D�W�L�R�Q�V���Dnd, specifically, its fairness and 
efficiency.  Chapter 3 focuses primarily on the survey.   
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CHAPTER 1: 
MANUFACTURER  

WARRANTY MATERIALS  
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manufacturers�¶ compliance, and the sole focus of this chapter.   
 
Disclosure obligations can arise at three specified times. 
 
(1) Rules 703.2(b) and (c) require certain disclosures at the time of sale, and 
Rule 703.2(b) disclosures must appear in the warranty itself.22  

                                                                                                                                            
 
�H�[�W�H�Q�W�����W�K�H�\���Z�L�O�O���D�E�L�G�H���E�\���W�K�H���S�U�R�J�U�D�P�¶�V���G�H�F�L�V�L�R�Q�������)�L�Q�D�O�O�\�����5�X�O�H���������������K�����U�H�T�X�L�U�H�V���Z�D�U�U�D�Q�W�R�U�V���W�R��
�³�F�R�P�S�O�\���Z�L�W�K���D�Q�\���U�H�D�V�R�Q�D�E�O�H���U�H�T�X�L�U�H�P�H�Q�W�V���L�P�S�R�V�H�G��by the Mechanism to fairly and expeditiously 
�U�H�V�R�O�Y�H���Z�D�U�U�D�Q�W�\���G�L�V�S�X�W�H�V���´���� 

 
22   Rule 703.2(b) provides:  

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 by Title I of the Act; together with the 
disclosure that if a consumer chooses to seek redress by pursuing rights and remedies 
not created by Title I of the Act, resort to the Mechanism would not be required by 
any provision of the Act; and 

(4)  A statement, if applicable, indicating where further information on the 
Mechanism can be found in materials accompanying the product, as provided in § 
703.2(c) of this section. 
 

Rule 703.2(c) provides:  

The warrantor shall include in the written warranty or in a separate section of 
materials accompanying the product, the following information: 

(1)  Either 

(i)  A form addressed to the Mechanism containing spaces requesting the 
information which the Mechanism may require for prompt resolution of 
warranty disputes; or 

(ii)  A telephone number of the Mechanism which consumers may use 
without charge; 

(2)  The name and address of the Mechanism; 

(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. 
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(2) Rule 703.2(d) requires manufacturers to take �³�U�H�D�V�R�Q�D�E�O�H���V�W�H�S�V���W�R���P�D�N�H��
consumers aware�´���R�I���W�K�H���S�U�R�J�U�D�P 
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and (in subsection (a)(4)) provides �I�R�U���&�R�P�P�L�V�V�L�R�Q���U�H�Y�L�H�Z���R�I���³�W�K�H���E�R�Q�D���I�L�G�H���R�S�H�U�D�W�L�R�Q���R�I���D�Q�\��
dispute settlement procedure resort 
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 Subsection (a)(4) (though only subsection (a)(4)) is thus expressly limited to 

manufacturers that require prior resort.  That section is the explicit �E�D�V�L�V���I�R�U���W�K�H���&�R�P�P�L�V�V�L�R�Q�¶�V��
�U�H�Y�L�H�Z���R�I���³�W�K�H���E�R�Q�D���I�L�G�H���R�S�H�U�D�W�L�R�Q�´���R�I���,�'�6�0�V����though, and this audit would appear to be a 
process in furtherance of that function.  �7�K�L�V���V�W�U�R�Q�J�O�\���V�X�J�J�H�V�W�V���W�K�D�W���W�K�H���D�X�G�L�W�R�U�¶�V���S�X�U�Y�L�H�Z���G�R�H�V�Q�¶�W��
reach conduct by a �Z�D�U�U�D�Q�W�R�U�����P�D�Q�X�I�D�F�W�X�U�H�U�����W�K�D�W���G�R�H�V�Q�¶�W��require prior resort. 

 
Still, the matter is�Q�¶�W��free from doubt �± and, in light of that doubt, the auditor continues to 

accept and review submissions from manufacturers who choose to provide them even though 
they �G�R�Q�¶�W���U�H�T�X�L�U�H���S�U�L�R�U���U�H�V�R�U�W��30  Perhaps, for example, the audit is in furtherance of the 
proscription in section 2310(b) as well as the FTC�¶�V review under section 2310(a)(4).31  And if 
the Commission intended the substantive provisions of Rule 703.2 to apply to warrantors who 
used an IDSM �H�Y�H�Q���L�I���W�K�H�\���G�R�Q�¶�W���U�H�T�X�L�U�H���S�U�L�R�U���U�H�V�R�U�W, it might seem incongruous if the auditor 
�G�L�G�Q�¶�W���U�H�Y�L�H�Z���W�K�H���F�R�Q�G�X�F�W���R�I such warrantors.   

  
But this raises a further complexity:  Do the substantive provisions of Rule 703.2, then, 

reach that far?  �2�Q���W�K�H���R�Q�H���K�D�Q�G�����L�W�¶�V���Q�R�W���F�O�H�D�U���W�K�D�W��any policies that might underlie specific rules 
�D�U�H���H�T�X�D�O�O�\���L�P�S�R�U�W�D�Q�W���L�I���D���P�D�Q�X�I�D�F�W�X�U�H�U���G�R�H�V�Q�¶�W���U�H�T�X�L�U�H���S�U�L�R�U���U�Hsort.32  On the other hand, the 
rules as construed by the Commission suggest that the agency intended to exercise broad 
authority.  Before outlining disclosure requirements in Rule 703.2, subsection (a) of that 
provision �V�W�D�W�H�V���W�K�D�W���³�>�W�@�K�H���Z�D�U�U�D�Q�W�R�U���V�K�D�O�O���Qot incorporate into the terms of a written warranty a 
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requirements in Rule 703.2 also �D�S�S�O�\�����X�Q�G�H�U���W�K�H���&�R�P�P�L�V�V�L�R�Q�¶�V���U�H�D�G�L�Q�J�����W�R��any arbitration 
process mentioned in a warranty, either voluntary or mandatory, and either with or without 
reference to prior resort 36  
 

 *  * * * 
 
 Finally, the auditor notes two related issues. 
 
 First, the discussion above explores the application of Rule 703.2 to manufacturers that 
�G�R�Q�¶�W��require prior resort.  �7�K�H�U�H�¶�V���D���V�H�S�D�U�D�W�H���E�X�W���L�Q�W�H�U�W�Z�L�Q�H�G���L�V�V�X�H���W�K�L�V���\�H�D�U���D�E�R�X�W���W�K�H���H�[�W�H�Q�W���R�I��
�W�K�H���D�X�G�L�W�R�U�¶�V���R�Y�H�U�V�L�J�K�W���Z�K�H�U�H���D���P�D�Q�X�I�D�F�W�X�U�H�U��does require prior resort and makes various 
required disclosures, but also imposes a separate requirement for binding arbitration �W�K�D�W���G�R�H�V�Q�¶�W��
involve BBB AUTO LINE.  That issue is discussed in Section V.G of this chapter. 
 
 Second, while the discussion above focuses on the Federal Magnuson-�0�R�V�V���$�F�W�����W�K�H�U�H�¶�V���D��
somewhat similar issue for the Florida and Ohio state audits.  Except to the extent that 
manufacturers were certified in one or both of those states, �W�K�H�\���G�R�Q�¶�W���D�S�S�H�D�U���W�R���E�H���V�X�E�M�H�F�W���W�R��

                                                                                                                                            
 

 

115 See, e.g., Kolev v. Euromotors West/The Auto Gallery, 658 F.3d 1024 (9th 
Cir. 2011), withdrawn 676 F.3d 867 (9th Cir. 2012) (withdrawn pending the 
issuance of a decision on a separate issue by the California Supreme Court in 
Sanchez v. ValenciaHolding Co., S199119); Davis v. Southern Energy 
Homes, Inc., 305 F.3d 1268 (11th Cir. 2002); Walton v. Rose Mobile Homes, 
LLC, 298 F.3d 470 (5th Cir.2002); see also Seney v. Rent-A-Center, Inc., 738 
F.3d 631 (4th Cir. 2013). 
116 Davis v. Southern Energy Homes, Inc., 305 F.3d 1268 (11th Cir. 2002); 
Walton v. Rose Mobile Homes, LLC, 298 F.3d 470 (5th Cir. 2002). 

80 Fed. Reg. at 42719.  See also  Sheinfeld v. BMW Financial Services NA, LLC (D. Nev. 2019), 
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state-specific audits and, consistent with his own past practice and that of his predecessor, the 
auditor h�D�V�Q�¶�W��undertaken such an audit.37   
 
  2. �:�K�H�Q���G�R�H�V���D���F�R�Q�V�X�P�H�U���³�H�[�S�H�U�L�H�Q�F�H�´���D���Z�D�U�U�D�Q�W�\���G�L�V�S�X�W�H�"���� 

 
 A second question in applying these provisions is this:  
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 3. The adequacy of consumer-facing manuals to provide notice under  

   Rule 703.2(d) 

As noted above, consumer-facing manuals that contain warranties are, at a minimum, an 
important component for providing the notice required by Rule 703.2(d) (as well as vehicles for 
complying with Rules 703.2(b) and (c)).  The Commission expressly recognized in 1975 that 
�³use and care manuals,�  ́though distributed at the time of sale, are one way to tell
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 4. Rule 703.2(e) Notice 

 
As noted in the introduction, the auditor has been particularly focused by his mandate on 

the failure by some manufacturers to submit materials showing compliance with Rule 703.2(e).  
The rule requires manufacturers to again tell consumers about BBB AUTO LINE, and again 
provide the information required by Rules 703.2(b) and (c), when the manufacturer decides a 
matter that the consumer has submitted to it.45  The still-lingering issues on this score were 
largely resolved this year.   

 
The auditor notes, though, that several manufacturers have in recent years reported that 

they convey these decisions to consumers orally, and make the required disclosure orally as well.  
This seems fully consistent with the rule.  However, the auditor has asked manufacturers to 
clarify their precise policies, and it appears that some manufacturers make the disclosure 
contingent on how the �F�R�Q�V�X�P�H�U���U�H�D�F�W�V���W�R���W�K�H���F�R�P�S�D�Q�\�¶�V���Q�R�W�L�I�L�F�D�W�L�R�Q�����������(���J�������D�U�H���W�K�H�\��
dissatisfied?)  Rule 703.2(e) �G�R�H�V�Q�¶�W���D�O�O�R�Z���D���F�R�Q�W�L�Q�J�H�Q�F�\�����W�K�R�X�J�K�������,�Q���W�K�H���D�X�G�L�W�R�U�¶�V���Y�L�H�Z����any 
such condition on giving notification merits at least a reservation about compliance, and a 
sufficiently limiting restriction could merit a noteworthy reservation. 

 
As to the more detailed disclosures about the program that the rule requires, so long as 

companies tell consumers that BBB AUTO LINE exists and either provide contact information 
or direct consumers to more detailed information in warranty or other manuals, consumers 
should quickly get most of the detail by indirect means.  Still, the rule expressly requires that the 
information be disclosed in the letter, so, to the extent that a warrantor relies on such indirect 
�S�U�H�V�H�Q�W�D�W�L�R�Q�����W�K�H���D�X�G�L�W�R�U���Z�L�O�O���I�L�Q�G���D���³�T�X�H�V�W�L�R�Q���´����Further, to the extent that manufacturers rely on 
BBB AUTO LINE itself for indirect disclosures, consumers are likely to get most of the detailed 
information required by the rule, but �W�K�H�\���Z�R�Q�¶�W���Q�H�F�H�V�V�D�U�L�O�\���O�H�D�U�Q���D�E�R�X�W��prior resort 
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�x But not all state laws take this approach.  Indeed, Ohio expands on the prohibition 

in Rule 703.2(d), and requires clear and conspicuous disclosure that the 
�P�D�Q�X�I�D�F�W�X�U�H�U�¶�V���S�U�R�F�H�V�V���L�V��optional and can be terminated at any time.51 
 

�,�W�¶�V���F�H�U�W�D�L�Q�O�\���S�R�V�V�L�E�O�H���W�R���F�D�S�W�X�U�H���W�K�H���Q�X�D�Q�F�H�G���L�Q�W�H�U�D�F�W�L�R�Q�V���R�I���W�K�H�V�H���S�U�R�Y�L�V�L�R�Q�V���L�Q���D��
carefully drafted text, and (whether or not the typical consumer will understand these nuances) 
many manufacturers have done so.52  But at the dealership level, even if only a single state law is 
involved, it�¶s not clear to the auditor that it�¶s reasonable to expect a typical employee to 
meaningfully convey all these nuances orally.53   

 

 6. Limitations in Manufacturer -Specific Program Summaries 

 

All the surveyed manufacturers impose some limits on the availability of the program.  
These limits, set forth in program summaries that are available online,
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 7. Clear and Conspicuous Disclosure of Information Covered by Rule 

  703.2(b) 

 

Disclosures prescribed by Rule 703.2(b) must �E�H���P�D�G�H���E�R�W�K���³�R�Q���W�K�H���I�D�F�H���R�I���W�K�H���Z�D�U�U�D�Q�W�\�´��
and �³clearly and conspicuously.�´�� In evaluating whether materials effectively alerted consumers 
to the program at the time consumers experienced a warranty dispute, as required by Rule 
703.2(d), the auditor essentially considers factors �W�K�D�W���Z�R�X�O�G���E�H�D�U���R�Q���W�K�H���G�L�V�F�O�R�V�X�U�H�¶�V���F�O�D�U�L�W�\���D�Q�G��
conspicuousness for purposes of Rule 703.2(b).  Thus, to address whether a properly placed 
disclosure is clear and conspicuous for purposes of Rule 703.2(b), the factors considered under 
Rule 703.2(d) may also be relevant.   
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TABLE  1 

 
 

TEXT CONTENT 

 

 

1.  Disclosures under 

Rule 703.2(b) and (c) 
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NOTES 

 
These notes touch on some more technical matters that manufacturers should consider if they 
revise their discussions of BBB AUTO LINE.  These are less substantial issues, and are based on 
language that now or in the past appeared in one or more manuals. 
 
(1) Optional nature of mediation within the program.  �&�R�Q�V�X�P�H�U�V���Q�H�H�G�Q�¶�W��use BBB 
�$�8�7�2���/�,�1�(�¶�V���P�H�G�L�D�W�L�R�Q���V�H�U�Y�L�F�H�V���E�H�I�R�U�H���W�K�H�\���X�V�H���D�U�E�L�W�U�D�W�L�R�Q (although any mischaracterizations 
along these lines should be quickly dispelled when consumers contact BBB AUTO LINE).   
 
(2) �³�$�J�U�H�H���Z�L�W�K���P�H�G�L�D�W�H�G���V�R�O�X�W�L�R�Q�´���W�H�[�W������Several manuals have told consumers that 
�D�U�E�L�W�U�D�W�L�R�Q���F�D�Q���I�R�O�O�R�Z���L�I���W�K�H�\���G�R�Q�¶�W���³�D�J�U�H�H���Z�L�W�K���D���P�H�G�L�D�W�H�G���V�R�O�X�W�L�R�Q���´����The phrase is at best 
imprecise �± �W�K�H�U�H���F�D�Q�¶�W���E�H���D���P�H�G�L�D�W�H�G���V�R�O�X�W�L�R�Q���X�Q�O�H�V�V��a consumer agrees to it.  And it could 
potentially confuse consumers about the nature of mediation, perhaps by suggesting that BBB 
AUTO LINE staff might negotiate a mediated solution for them.67  
 
(3)  The Magnuson-Moss Act and prior resort.  Contrary to some warranty texts, the 
Magnuson-�0�R�V�V���$�F�W���G�R�H�V�Q�¶�W���U�H�T�X�L�U�H���F�R�Q�V�X�P�H�U�V���W�R���X�V�H���W�K�H���S�U�R�J�U�D�P���E�H�I�R�U�H���W�K�H�\���S�X�U�V�X�H���R�W�K�H�U��
rights and remedies under the Act; rather, it allows manufacturers to impose such a requirement.  
�:�K�L�O�H���L�W�¶�V���K�D�U�G���W�R���V�H�H���D�Q�\���K�D�U�P���I�O�R�Z�L�Q�J���I�U�R�P���W�K�L�V�����L�W���G�R�H�V���P�L�V�V�W�D�W�H the nuances of the statute. 
  
  

                                            
 
67  In other words, consumers can agree to �D���P�H�G�L�D�W�H�G���V�R�O�X�W�L�R�Q�����W�K�H���D�X�G�L�W�R�U�¶�V���F�R�Q�F�H�U�Q���L�V���Z�L�W�K���W�H�[�W��
that speaks of agreement with a mediated solution. 



 
 

Page 29 
 

III . Obligations under Florida Provisions   
 
Preliminarily, Florida has a Lemon Law68 that, until 2011, was administered by the 
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predecessor, treats compliance with the provision for a prominent disclosure in FTC Rule 
703.2(d) as a reasonable surrogate for compliance with Florida Section 681.103(3).78  

 
�7�K�H���)�O�R�U�L�G�D���V�W�D�W�X�W�H���D�O�V�R���S�U�R�Y�L�G�H�V���I�R�U���F�R�Q�V�S�L�F�X�R�X�V���Q�R�W�L�F�H���L�Q���W�K�H���Z�D�U�U�D�Q�W�\���R�U���R�Z�Q�H�U�¶�V��

�P�D�Q�X�D�O���R�I���W�K�H���D�G�G�U�H�V�V���D�Q�G���S�K�R�Q�H���Q�X�P�E�H�U���R�I���W�K�H���P�D�Q�X�I�D�F�W�X�U�H�U�¶�V���]�R�Q�H�����G�L�V�W�U�L�F�W�����R�U���U�H�J�L�R�Q�D�O���R�I�I�L�F�H��
for the state, as well as a copy of materials prepared by state regulators, both of which contain 
s�R�P�H���S�U�R�Y�L�V�L�R�Q���I�R�U���P�R�Q�L�W�R�U�L�Q�J���E�\���W�K�H���V�W�D�W�H���$�W�W�R�U�Q�H�\���*�H�Q�H�U�D�O�¶�V���R�I�I�L�F�H��79  Manufacturers now have 
centralized national processing centers for consumer complaints, so the manufacturer materials 
routinely list a national complaint processing center.  Unless Florida regulators advise to the  
contrary, the auditor will treat such listings as complying with Florida regulations.  And, since 
�P�D�Q�X�I�D�F�W�X�U�H�U�V���U�R�X�W�L�Q�H�O�\���S�U�R�Y�L�G�H���W�K�L�V���L�Q�I�R�U�P�D�W�L�R�Q�����L�W�¶�V���Q�R�W���P�H�Q�W�L�R�Q�H�G���L�Q���W�K�H���P�D�Q�X�I�D�F�W�X�U�H�U-by-
manufacturer summary that follows. 

 
The former Florida regulations (which BBB AUTO LINE and the auditor treat as 

operative despite the above-noted repeal) also require certain disclosures by certified dispute 
resolution mechanisms like BBB AUTO LINE at the end of their arbitrations.  BBB AUTO 
�/�,�1�(�¶�V���V�W�D�Q�G�D�U�G���O�D�Q�J�X�D�J�H���I�R�U���)�O�R�U�L�G�D���F�D�V�H�V���W�K�X�V���W�H�O�O�V���F�R�Q�V�X�P�H�U�V���W�K�D�W���W�K�H�\���F�D�Q���U�H�M�H�F�W���D���%�%�%��
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IV . Obligations under Ohio Provisions 

  
 The following manufacturers were certified to use BBB AUTO LINE in Ohio in 2019: 
 
 1.  Ford Motor Company 
 2.  General Motors Company 
 3.  Hyundai Motor America  
 4.  Kia Motors America, Inc. 
 5.  Mazda North American Operations 
 6.  Nissan North America, Inc. (Nissan/Infiniti) 
 7.  Volkswagen Group of America, Inc. (Volkswagen/Audi) 
 

Again, the applicable Federal provisions in many respects create a framework on which 
state regulation builds,
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Taken together, these provisions appear to require: 
- isclosure on a sign of the name and contact information for BBB AUTO LINE, along 

with a description of where to find further information.  (This also needs to be 
disclosed on the face of the warranty, as already required by federal law).88 

- Disclosure on a separate sheet of paper of a prescribed statement with basic 
information about the Ohio lemon law.89 

- Disclosure on a sign or on a separate form of a prescribed statement about the need 
for prior resort to BBB AUTO LINE for state lemon law relief�������7�K�L�V���L�V���³�G�H�H�P�H�G�´���W�R��
satisfy the requirement of Ohio Administrative Code § 109:4-4-03(C)(3), which could 
otherwise be read to require that comparable information is disclosed both on the face 
of the warranty and on signage. 

 
Additionally, where FTC Rule 703.2(d) prohibits manufacturers from expressly requiring 

consumers to use their internal processes before they start the BBB AUTO LINE process, Ohio 
goes further and requires manufacturers to disclose clearly and conspicuously �W�K�D�W���³�W�K�H���S�U�R�F�H�V�V��
of seeking redress directly from the warrantor is optional and may be terminated at any time by 
�H�L�W�K�H�U���W�K�H���F�R�Q�V�X�P�H�U���R�U���Z�D�U�U�D�Q�W�R�U���´90  This disclosure is to be made clearly and conspicuously, as 
is a disclosure  �³�>t]hat, if the matter is submitted to a qualified board, a decision, which shall be 
binding on the warrantor, will be rendered within forty days from the date that the board first 
�U�H�F�H�L�Y�H�V���Q�R�W�L�I�L�F�D�W�L�R�Q���R�I���W�K�H���G�L�V�S�X�W�H���´91  �7�K�H���U�X�O�H���G�R�H�V�Q�¶�W���V�S�H�F�L�I�\���Z�K�H�U�H���W�K�H�V�H disclosures need be 
clearly and conspicuously made.92   

 
*  *  *  

 

                                                                                                                                            
 

1345.75 OF THE REVISED CODE." 

(4) A statement, if applicable, indicating where further information about the board 
can be found in materials accompanying the motor vehicle, as provided in paragraph 
(D) of this rule. 

.  
88  OHIO ADMINISTRATIVE CODE § 109:4-4-03(C)(1), (2), and (4). 
 
89  OHIO REVISED CODE § 1345.74(A). 
 
90  OHIO ADMINISTRATIVE CODE § 109:4-4-03(E)(1).  The FTC declined to adopt a similar 
provision.  40 Fed. Reg. at 60199 (1975). 
   
91  OHIO ADMINISTRATIVE CODE § 109:4-4-03(E)(2). 
   
92  To the extent that manufacturers rely on warranty booklets to satisfy the requirements of 
Federal Rule 703.2(d), such booklets might be a reasonable place to make the Ohio-specific 
disclosure as well. 
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 As noted above, the auditor has previously noted deficiencies among manufacturers in 
complying with some of these Ohio-specific requirements, but those deficiencies have now (to 
the best o�I���W�K�H���D�X�G�L�W�R�U�¶�V���D�E�L�O�L�W�\���W�R���G�H�W�H�F�W�����E�H�H�Q���U�H�P�H�G�L�H�G.   
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 V. Audit results 

 
 A. Introductory Observations and Summary of Findings  

 

  1. Summary of Findings 

 
 Sixteen firms �± Bentley, BMW, Ferrari, Ford, General Motors, Hyundai 
(including Genesis), Jaguar (including Land Rover), Kia, Lamborghini, Lotus, 
Maserati, Mazda, Mercedes-Benz (as to consumers in California), Nissan 
(including Infiniti), Rolls Royce, and Volkswagen (including Audi) �± are in 
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�G�H�D�O�H�U�¶�V���P�D�Q�X�D�O�V�����W�K�H���D�X�G�L�W�R�U�¶�V��initial screen was on whether they describe the program in a way 
that might inform dealer or manufacturer staff who in turn might inform consumers.96  Of 
particular interest to the auditor were passages that describe when consumers should be told 
about BBB AUTO LINE.   
   
   
  

                                                                                                                                            
 
typically included California-�V�S�H�F�L�I�L�F���V�H�F�W�L�R�Q�V���L�Q���W�K�H�L�U���³�F�R�U�H�´���Z�D�U�U�D�Q�W�\���P�D�Q�X�D�O�����W�K�H���D�X�G�L�W�R�U���H�[�D�P�L�Q�H�G��
these as well, but only for compliance with Federal standards.   
 
96  �7�K�L�V���Z�R�X�O�G���H�[�F�O�X�G�H�����I�R�U���H�[�D�P�S�O�H�����D���U�H�I�H�U�H�Q�F�H���D�O�R�Q�J���W�K�H���O�L�Q�H�V���R�I���³�,�I���D���F�R�Q�V�X�P�H�U���W�H�O�O�V���\�R�X���W�K�H�\��
intend to us�H���%�%�%���$�8�7�2���/�,�1�(�����F�R�Q�W�D�F�W���W�K�H���P�D�Q�X�I�D�F�W�X�U�H�U���L�P�P�H�G�L�D�W�H�O�\���W�R���D�O�H�U�W���X�V���´ 
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 B.   Bentley Motors, Inc. 
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doesn�¶�W���H�[�S�U�H�V�V�O�\���P�H�Q�W�L�R�Q���%�%�%���$�8�7�2���/�,�1�(���R�U���L�Q�I�R�U�P�D�O��
dispute resolution.  (Question.)  
 

(4)  Rule 703.2(d) �± prohibition 
on requiring that consumers use 
�P�D�Q�X�I�D�F�W�X�U�H�U�¶�V���U�H�Y�L�H�Z��
processes before filing with 
BBB AUTO LINE 
 

The text says that BBB AUTO LINE is ava�L�O�D�E�O�H���L�I���³�Z�H���D�U�H��
�X�Q�D�E�O�H���W�R���U�H�V�R�O�Y�H�´��an issue at the manufacturer level (page 
359).  But the �S�U�H�Y�L�R�X�V���V�H�Q�W�H�Q�F�H���³�U�H�T�X�H�V�W�>�V�@�´�����L�Q���O�D�Q�J�X�D�J�H���W�K�D�W�¶�V��
permissive but not obligatory) consumers to first bring their 
concerns to the manufacturer.  (Question.) 
 

(5)  Rule 703.2(e)   Bentley has provided templates of letters telling consumers 
about BBB AUTO LINE both when a complaint is received and 
�Z�K�H�Q���L�W�¶�V���U�H�V�R�O�Y�H�G�������7�K�R�X�J�K���W�K�H���O�H�W�W�H�U�V���G�R�Q�¶�W���F�R�Q�W�D�L�Q���D�O�O���W�K�H��
information required by Rule 703.2(e) (including all the 
information listed under subsections (b) and (c)), they do direct 
consumers to BBB AUTO LINE, and, when they contact BBB 
�$�8�7�2���/�,�1�(�����W�K�H�\�¶�O�O���J�H�W���Post of the required information.  
Even then, though, �W�K�H�\���O�L�N�H�O�\���Z�R�Q�¶�W���J�H�W information about 
prior resort obligations under Magnuson-Moss that Bentley 
includes in its manuals.  (Question.)  
 

Florida Disclosure   

 
(F1) Section 681.103(3) �± Clear 
and conspicuous disclosure of 
how and where to file a claim 
 

For reasons discussed in Items(1) and (3) under Federal 
disclosure provisions, �W�K�H���S�O�D�F�H�P�H�Q�W���R�I���%�H�Q�W�O�H�\�¶�V���G�L�V�F�X�V�V�L�R�Q���R�I��
�%�%�%���$�8�7�2���/�,�1�(���W�R�Z�D�U�G�V���W�K�H���E�D�F�N���R�I���W�K�H���R�Z�Q�H�U�¶�V���P�D�Q�X�D�O��
raises some question as to whether the disclosures are 
sufficiently clear and conspicuous.  (Question.) 
   

Note on prior resort Bentley tells consumers that some states require consumers to 
use BBB AUTO LINE (pages 358 and 368), but, on separate 
pages and in separate sections (although in somewhat close 
proximity), it sends a different message.  On page 359, it 
describes two circumstances where consumers must first resort 
�W�R���%�%�%���$�8�7�2���/�,�1�(�����E�X�W���V�D�\�V���W�K�D�W�����R�W�K�H�U�Z�L�V�H�����³�>�\�@�R�X���D�U�H���Q�R�W��
�U�H�T�X�L�U�H�G���W�R���X�V�H���%�%�%���$�8�7�2���/�,�1�(���´�������3�D�J�H���������������� 
 
The latter statement is in tension both with the earlier text and 
with Florida law for certified manufacturers.  Bentley has 
�L�Q�G�L�F�D�W�H�G���W�K�D�W���L�W���Y�L�H�Z�V���W�K�H���O�D�W�W�H�U���V�W�D�W�H�P�H�Q�W���D�V���D�Q���³�L�Q�D�F�F�X�U�D�F�\�´��
and will act to remove it.  (Noteworthy reservation.)    

  `  
  2. Other Materials Bearing on Notice to Consumers about BBB AUTO 

   LINE  

 

 In addition to the letters noted in the discussion of Rule 703.2(e), Bentley has noted that 
�L�W�V���F�X�V�W�R�P�H�U���V�H�U�Y�L�F�H���F�H�Q�W�H�U���K�D�V���D���V�P�D�O�O���V�W�D�I�I���Z�K�R�V�H���P�H�P�E�H�U�V���D�U�H���³�D�Z�D�U�H���R�I���D�Q�G���F�D�Q���D�G�Y�L�V�H�´��
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C.   BMW (with Mini Cooper)   

 

 BMW (with Mini Cooper) participates in eleven states:  Arkansas, California, Georgia, 
Kentucky, Iowa, Idaho, Massachusetts, Maryland, Minnesota, Pennsylvania, and Virginia.  In 
those states, it requires prior resort for consumers to pursue Magnuson-Moss remedies99 and, 
thus is clearly subject to audit by Rule 703.   

 

  1. Consumer-Facing Materials    
 
 BMW provided �F�R�S�L�H�V���R�I�������������Z�D�U�U�D�Q�W�\���P�D�Q�X�D�O�V���I�R�U���%�0�:���F�D�U�V���D�Q�G�����W�K�R�X�J�K���L�W���G�L�G�Q�¶�W��
provide a Mini Cooper manual, the auditor retrieved one from the manufacturer�¶�V web site.100   
The discussion of BBB AUTO LINE in the Mini Cooper manual is substantially similar to the 
discussion in the BMW manual, and �U�H�I�H�U�H�Q�F�H�V���W�R���³�%�0�:�´ in the chart that follows include Mini 
Cooper.   
 
Federal Disclosure Provisions 

 

(1)  Rule 703.2 (b) 
(and Rule 703.1(h) to define 
�³�W�K�H���I�D�F�H���R�I���W�K�H���Z�D�U�U�D�Q�W�\�´������ 
 

BMW provides the required information, but it appears after the 
warranty text and not on the face of the warranty.  (Reservation.)   
 
�:�K�H�Q���W�K�H���W�H�[�W���G�R�H�V���D�S�S�H�D�U�����L�W�¶�V���X�Q�G�H�U���D���K�H�D�G�L�Q�J���R�I���³�%�%�%���$�X�W�R��
�/�L�Q�H�´���D�Q�G���W�K�H���G�H�V�F�U�L�S�W�L�R�Q���R�I���S�U�L�R�U���U�H�V�R�U�W���L�V���K�L�J�K�O�L�J�K�W�H�G���E�\���Whe 
�Z�R�U�G���³�,�0�3�2�5�7�$�1�7���´���� 
 

(2)  Rule 703.2(c)   BMW provides the required information.101   
 

(3)  Rule 703.2(d) �± �³�V�W�H�S�V��
reasonably calculated to make 
consumers aware of the 
Mechanism's existence at the 
time consumers experience 
�Z�D�U�U�D�Q�W�\���G�L�V�S�X�W�H�V�´ 

The relevant (and parallel) discussions begin on page 35 of the 
manual.  The discussions are under a prominent heading naming 
�%�%�%���$�8�7�2���/�,�1�(�����D�Q�G���W�K�H���S�U�R�J�U�D�P�¶�V���Q�D�P�H���D�O�V�R���D�S�S�H�D�U�V�����L�Q��
bold-faced text, in the table of contents.  The auditor believes 
this is a reasonably prominent disclosure, although its separation 
from the actual warranty text might raise some question about its 
prominence.  (Possible question.)  
 
 
 
 
 

                                            
 
99  2018 Manual, at 36.   
 
100  https://www.miniusa.com/content/dam/mini/PDF/warranties/2020_All_Models.pdf  
 
101  Also, BMW imposes age, mileage, and other limits on the availability and scope of the 
�S�U�R�J�U�D�P�����D�Q�G���G�R�H�V�Q�¶�W���V�L�J�Q�D�O��this in their manuals.  (See Section II.A.6 of this chapter.) 

https://www.miniusa.com/content/dam/mini/PDF/warranties/2020_All_Models.pdf


 
 

Page 42 
 

(4)  Rule 703.2(d) �± prohibition 
on requiring that consumers 
�X�V�H���P�D�Q�X�I�D�F�W�X�U�H�U�¶�V���U�H�Y�L�H�Z��
processes before filing with 
BBB AUTO LINE 
 

After describing procedures to contact the manufacturer, BMW 
�S�U�R�Y�L�G�H�V���W�K�D�W���%�%�%���$�8�7�2���/�,�1�(���L�V���D�Y�D�L�O�D�E�O�H���³�L�I���\�R�X�U���F�R�Q�F�H�U�Q���L�V��
�V�W�L�O�O���Q�R�W���U�H�V�R�O�Y�H�G���W�R���\�R�X�U���V�D�W�L�V�I�D�F�W�L�R�Q���´�������4�X�H�V�W�L�R�Q���� 

 

(5)  Rule 703.2(e)   Material provided for BMW but not for Mini Cooper.   For the 
�F�X�U�U�H�Q�W���\�H�D�U�����J�L�Y�H�Q���W�K�H���V�L�P�L�O�D�U�L�W�\���E�H�W�Z�H�H�Q���%�0�:�¶�V���D�Q�G���0�L�Q�L��
�&�R�R�S�H�U�¶�V���G�R�F�X�P�H�Q�W�D�W�L�R�Q���D�Q�G���W�K�H�L�U���X�V�H���R�I���D���F�R�P�P�R�Q���S�R�V�W���R�I�I�L�F�H��
box to receive consumer complaints, the auditor assumes that 
Mini Cooper also uses the same correspondence as BMW.   
 
However, while the material contains much of the required 
information, and most importantly alerts consumers that BBB 
�$�8�7�2���/�,�1�(���L�V���D�Y�D�L�O�D�E�O�H�����L�W���G�R�H�V�Q�¶�W���P�H�Q�W�L�R�Q���S�U�L�R�U���U�H�V�R�U�W��������
(Reservation.) 

 

 

  2. Other Materials Bearing on Notice to Consumers about BBB AUTO 

   LINE  

 

 No such materials were provided.  BMW has advised that dealers are trained to refer 
consumers to the warranty manual if they have warranty-related questions, and the manual does 
discuss the availability of BBB AUTO LINE in specific states. 
 
  3. Conclusion 

 

 BMW (with Mini Cooper) is in SUBSTANTIAL COMPLIANCE with the applicable 
provisions of Federal law, with the qualifications noted above.102   
 
 

                                            
 
102  All manufacturers are referred, as well, to the full text of this chapter, with particular 
reference, for Federal law, to the chart and accompanying notes that immediately follow.  
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 D. Ferrari   

 

 Ferrari participates only in California and Florida�����E�X�W���L�V�Q�¶�W���F�H�U�W�L�I�L�H�G���L�Q���)�O�R�U�L�G�D������  
Although Ferrari was asked for materials previously, it �G�L�G�Q�¶�W���U�H�V�S�R�Q�G���X�Q�W�L�O��2018. 
 

  1. 
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  3. Conclusion 
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 E. Ford Motor Co.    

 

 Ford participates in all states, with certification in Florida and Ohio.  
 
  1. Consumer-Facing Materials 
 
Federal Disclosure Provisions 

 
(1)  Rule 703.2 (b) 
(and Rule 703.1(h) to 
�G�H�I�L�Q�H���³�W�K�H���I�D�F�H���R�I���W�K�H��
�Z�D�U�U�D�Q�W�\�´������ 
 

�)�R�U�G���S�U�R�Y�L�G�H�V���W�K�H���U�H�T�X�L�U�H�G���L�Q�I�R�U�P�D�W�L�R�Q�����W�K�R�X�J�K���V�R�P�H���R�I���L�W���L�V�Q�¶�W��
�S�U�R�S�H�U�O�\���S�O�D�F�H�G�������7�K�X�V�����W�K�H�U�H�¶�V���D���U�H�I�H�U�H�Q�F�H���W�R���%�%�%���$�8�7�2���/�,�1�(���R�Q��
page 2 of the warranty manual, in an introduction that precedes the 
�V�H�F�W�L�R�Q�����V�W�D�U�W�L�Q�J���R�Q���S�D�J�H���������W�K�D�W�¶�V���K�H�D�G�H�G���³�O�L�P�L�W�H�G���Z�D�U�U�D�Q�W�\���´�����7�K�H��
auditor considers this placement of the first reference at a spot that 
�L�V�Q�¶�W���S�U�H�F�L�V�H�O�\���W�K�H���I�L�U�V�W���S�D�J�H���R�I���W�K�H���E�R�R�N�O�H�W���R�U���W�K�H���I�L�U�V�W���S�D�J�H���R�I���W�K�H��
�³�O�L�P�L�W�H�G���Z�D�U�U�D�Q�W�\�´���V�H�F�W�L�R�Q���W�R���Z�D�U�U�D�Q�W���D�W���P�R�V�W���D���W�H�F�K�Q�L�F�D�O���U�H�V�H�U�Y�D�W�L�R�Q������
�%�X�W���H�Y�H�Q���W�K�D�W���G�L�V�F�X�V�V�L�R�Q���G�R�H�V�Q�¶�W��mentioned prior resort, as required 
in the initial discussion by Rule 703.2(b) �± although prior resort is 
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(3)  Rule 703.2(d) �± 
�³�V�W�H�S�V���U�H�D�V�R�Q�D�E�O�\��
calculated to make 
consumers aware of the 
Mechanism's existence at 
the time consumers 
experience warranty 
�G�L�V�S�X�W�H�V�´ 

Consumers are told that the program exists in a section, at the start of 
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Florida  Disclosure 

 
(F1)  Section 681.103(3) �± 
Clear and conspicuous 
disclosure of how and 
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 F. General Motors Co. 

 

 General Motors participates in all states, and is certified in Florida and Ohio.  A 
California-specific notice tells consumers that that they must use BBB AUTO LINE to pursue 
Magnuson-Moss relief (along with state lemon law remedies)�����D�O�W�K�R�X�J�K���*�0���G�R�H�V�Q�¶�W���U�H�T�X�L�U�H���S�U�L�R�U��
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(4)  Rule 703.2(d) �± prohibition on 
requiring that consumers use 
manufacturer�¶�V���U�H�Y�L�H�Z���S�U�R�F�H�V�V�H�V��
before filing with BBB AUTO 
LINE 
 

The text indicates that BBB AUTO LINE may be 
�D�Y�D�L�O�D�E�O�H���³�L�I�´���S�U�H�Y�L�R�X�V�O�\���G�H�V�F�U�L�E�H�G���L�Q�W�H�U�Q�D�O���S�U�R�F�H�G�X�U�H�V��
have not resolved the issue.  (Question.) 

(5)  Rule 703.2(e)   GM has advised that consumers are told orally about the 
results of its internal review; during that discussion, GM 
further advised, �W�K�H�\�¶�U�H��also told about BBB AUTO LINE 
�D�Q�G���U�H�I�H�U�U�H�G���W�R���W�K�H���R�Z�Q�H�U�V�¶���D�Q�G���Z�D�U�U�D�Q�W�\���P�D�Q�X�D�O�V���I�R�U��
more information.  GM has provided documentation of 
that policy.   
 
However, Rule 703.2(e) also requires a further disclosure 
of the detailed information required to be disclosed by 
Rules 703.2(b) and (c).  And, while consumers will find 
�W�K�D�W���L�Q�I�R�U�P�D�W�L�R�Q���L�I���W�K�H�\���U�H�I�H�U���W�R���W�K�H���Z�D�U�U�D�Q�W�\���D�Q�G���R�Z�Q�H�U�V�¶��
manuals to which GM directs them, the 703.2(e) notice 
itself �G�R�H�V�Q�¶�W���S�U�R�Y�L�G�H���D�O�O���W�K�H���L�Q�I�R�U�P�D�W�L�R�Q���U�H�T�X�L�U�H�G���E�\���W�K�D�W��
rule.    (Question.)   
 

Florida Disclosures 

 
(F1) Section 681.103(3) �± Clear 
and conspicuous disclosure of how 
and where to file a claim  
 

For reasons described in items (1) and (3) of this chart, 
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  2. Other Materials Bearing on Notice to Consumers about BBB AUTO 

   LINE  

 

 As noted above, General Motors has provided internal documentation indicating that 
�F�R�Q�V�X�P�H�U�V���Z�K�R���X�V�H���*�0�¶�V���L�Q�W�H�U�Q�D�O���S�U�R�F�H�V�V�H�V���D�U�H���W�R�O�G���D�E�R�X�W���%�%�%���$�8�7�2���/�,�1�(�����*�0���D�O�V�R��
provided a description of its own audit process to check for compliance with state law by its 
Ohio dealers.  GM also provides wall plaques for dealers to display that describe BBB AUTO 
�/�,�1�(�����E�X�W���W�K�H�\�¶�U�H���X�V�H�G���R�Q�O�\���L�Q���&�D�O�L�I�R�U�Q�L�D�� 
 
  3.  Conclusion 

 

 General Motors is in SUBSTANTIAL COMPLIANCE with the applicable provisions of 
Federal, Florida, and Ohio law, with the qualifications noted above.  GM is commended for the 
steps described under item (2).111 
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G.  Hyundai Motor America (including Genesis)   

 

 Hyundai participates in all states, and is certified in Florida and Ohio.  
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 �7�K�H���P�D�Q�X�D�O�V���G�R�Q�¶�W���H�[�S�O�D�L�Q���W�K�H���U�H�O�D�W�L�R�Q���E�H�W�Z�H�H�Q���%�%�%���$�8�7�2���/�,�1�(���D�U�E�L�W�U�D�W�L�R�Q���D�Q�G���-�$�0�6��
arbitration.  However, Hyundai has told BBB AUTO LINE that binding arbitration �L�V�Q�¶�W���L�Q�W�H�Q�G�H�G��
to displace BBB AUTO LINE arbitration; �U�D�W�K�H�U�����L�W�¶�V��meant for consumers who either want to 
bypass BBB AUTO LINE or who reject a decision by a BBB AUTO LINE arbitrator. 
 
 This raises two sets of questions for the Magnuson-Moss audit.  �'�R�H�V���+�\�X�Q�G�D�L�¶�V���I�D�L�O�X�U�H��
to cl�D�U�L�I�\���W�R���F�R�Q�V�X�P�H�U�V���W�K�H���L�Q�W�H�Q�W���W�K�D�W�¶�V���G�H�V�F�U�L�E�H�G��above undercut the disclosures it makes to 
comply with Rule 703.2?  And, even if it now clarifies these matters to consumers, is the 
ex
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 As noted previously,120 FTC Rule 703.5(j) provides in part �W�K�D�W���³�>�G�@�H�F�L�V�L�R�Q�V���R�I���W�K�H��
Mechanism sni





 
 

Page 56 
 

�P�D�Q�X�I�D�F�W�X�U�H�U�¶�V���U�H�Y�L�H�Z���S�U�R�F�H�V�V�H�V��
before filing with BBB AUTO 
LINE 
 

that consumers follow a series of internal steps.   
 

(5)  Rule 703.2(e)   Material provided.  The sample letter contains the general 
notice and the details required by the rule, except for 
information about prior resort requirements.  (Reservation.)126   
 

Florida Disclosures 

 

(F1) Section 681.103(3) �± Clear 
and conspicuous disclosure of 
how and where to file a claim 
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    H. Jaguar Land Rover North America  

 

 Jaguar and Land Rover participate in all states, but �D�U�H�Q�¶�W��certified in Florida or 
Ohio.  
 
  1. Consumer-Facing Materials 
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(3)  Rule 703.2(d) �± �³�V�W�H�S�V��
reasonably calculated to make 
consumers aware of the 
Mechanism's existence at the 
time consumers experience 
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consumers about the program at the manufacturer and dealer level.   
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I.  Kia Motors America, Inc.   

 Kia participates in all states, and is certified in Florida and Ohio.   
  

  1.  
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(4)  Rule 703.2(d) �± prohibition on 
requiring that consumers use 
�P�D�Q�X�I�D�F�W�X�U�H�U�¶�V���U�H�Y�L�H�Z���S�U�R�F�H�V�V�H�V��
before filing with BBB AUTO LINE 
 

Kia indicates, in potentially problematic language, that 
BBB AUTO LINE may be available in the event that 
previously described internal procedures haven�¶t 
resolved an issue.  (Question.) 

(5)  Rule 703.2(e)   Kia has advised that it communicates information about 
BBB AUTO LINE even before it renders a decision, and 
that, under a recently enhanced process, BBB AUTO 
LINE will be mentioned by name as part of the 
communication.  When the decision is rendered in 
writing, contact information for BBB AUTO LINE is 
specifically provided.  
 
However, Rule 703.2(e) also requires disclosure of 
detailed information described by Rules 703.2(b) and (c).  
And, while consumers will find that information if they 
refer to the manuals to which Hyundai directs them, the 
703.2(e) notice itself does�Q�¶�W���S�U�R�Y�L�G�H���D�O�O���W�K�H���L�Q�I�R�U�P�D�W�L�R�Q��
required by that rule.  (Question.)   Also, if some 
consumers receive notice at the outset �R�I���.�L�D�¶�V���L�Q�W�H�U�Q�D�O��
review �E�X�W���Q�R�W���Z�K�H�Q���W�K�H�\���J�H�W���Q�R�W�L�F�H���R�I���.�L�D�¶�V���V�X�E�V�H�T�X�H�Q�W��
�G�H�F�L�V�L�R�Q�V�����L�W�¶�V���Q�R�W���F�O�H�D�U���W�K�D�W���W�K�H���H�D�U�O�L�H�U���Q�R�W�L�F�H���V�D�W�L�V�I�L�H�V the 
precise requirements of the rule.  (Question.)  
 

Florida Disclosures 

 

(F1)  Section 681.103(3) �± Clear and 
conspicuous disclosure of how and 
where to file a claim 
 

See item (3) above.   (Possible question.)   
 

Additional Ohio Provisions 

 
(O1)  Additional notices provided in 
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2. Other Materials Bearing on Notice to Consumers about BBB AUTO 

LINE  

 Kia has provided portions of a Service Policies and Procedure Manual indicating that 
consumers can or should be referred to BBB AUTO LINE.  Further, the manual notes that 
notification can be given by dealer personnel. 
 

  3. Conclusion 

 

 Kia is in SUBSTANTIAL COMPLIANCE with the applicable provisions of Federal, 
Florida, and Ohio law, with the qualifications noted above.  Kia is to be commended for the 
additional efforts indicated by section 2. 134  
 
  

                                            
 
134  All manufacturers are referred, as well, to the full text of this chapter, with particular 
reference, for Federal law, to the chart and accompanying notes that immediately follow. 
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 J.  Automobile Lamborghini   

 

 �/�D�P�E�R�U�J�K�L�Q�L���S�D�U�W�L�F�L�S�D�W�H�V���L�Q���D�O�O���V�W�D�W�H�V�����E�X�W���L�V�Q�¶�W���F�H�U�W�L�I�L�H�G���L�Q���)�O�R�U�L�G�D���R�U���2�K�L�R���� 
 

  1.  Consumer-Facing Materials 

 

 Lamborghini provided a warranty manual �D�Q�G���D�Q���³�,�P�S�R�U�W�D�Q�W���1�R�W�L�F�H���W�R���&�R�Q�V�X�P�H�U�V���´���� 
Page references refer to the English-language portion of the manual.135

 

 

Federal Disclosure Provisions  

(1)  Rule 703.2 (b) 
(and Rule 703.1(h) to define 
�³�W�K�H���I�D�F�H���R�I���W�K�H���Z�D�U�U�D�Q�W�\�´������ 
 

Lamborghini makes the required disclosures in its warranty 
booklet, but without the proper placement.  Although the warranty 
begins �R�Q���S�D�J�H���������%�%�%���$�8�7�2���/�,�1�(���L�V�Q�¶�W���P�H�Q�W�L�R�Q�H�G���L�Q���W�H�[�W���X�Q�W�L�O��
page 12 (mentioning prior resort), with an extended discussion 
beginning on page 24.  (Reservation.)   
 
Somewhat confusingly, prior resort under the Magnuson-Moss Act 
is mentioned on page 12; prior resort under state warranty laws is 
�P�H�Q�W�L�R�Q�H�G���R�Q���S�D�J�H�����������D�Q�G���W�K�H�U�H�¶�V���D���&�D�O�L�I�R�U�Q�L�D-specific reference 
to prior resort under the Magnuson-Moss Act (as well as 
California law) on page 26. 
               

(2)  Rule 703.2(c)   Lamborghini addresses the subjects required by the rule.136 
 

(3)  Rule 703.2(d) �± �³�V�W�H�S�V��
reasonably calculated to 
make consumers aware of 
the Mechanism's existence 
at the time consumers 
experience warranty 
�G�L�V�S�X�W�H�V�´ 

Information about BBB AUTO LINE appears early in the manual, 
�D�Q�G���L�W�¶�V��highlighted, in the text and the table of contents. 

                                            
 
135  Lamborghini submitted three manuals.   The page references below are to the Adventador 
and Urus manuals, where the English-language discussion precedes the Spanish-language discussion.  
In the Huracan Evo manual, the Spanish-�O�D�Q�J�X�D�J�H���G�L�V�F�X�V�V�L�R�Q�����Z�K�L�F�K���W�K�H���D�X�G�L�W�R�U���K�D�V�Q�¶�W���U�H�Y�L�H�Z�H�G����
comes first, so the page numbers differ. 
 
136  On more technical matters, Lamborghini makes clear the optional nature of mediation in the 
California-specific discussion.  The general discussion omits this text, and uses problematic text 
�D�E�R�X�W���³�D�J�U�H�H�>�L�Q�J�@���Z�L�W�K�´���D���P�H�G�L�D�W�H�G���V�R�O�X�W�L�R�Q�������6�H�H���1�R�W�H�V���W�R���7�D�E�O�H���������6�H�F�W�L�R�Q���,�,���%���R�I���W�K�L�V���F�K�D�S�W�H�U������
�$�O�V�R�����W�K�H���³�,�P�S�R�U�W�D�Q�W���1�R�W�L�F�H���W�R���&�R�Q�V�X�P�H�U�V�´���V�D�\�V���W�K�D�W���F�R�Q�V�X�P�H�U�V���P�D�\���X�V�H���P�H�G�L�D�W�L�R�Q��or arbitration 
with BBB AUTO LINE, perhaps obscuring the fact that consumers can use them sequentially.   

 Also, Lamborghini imposes age, mileage, and other limits on the availability of the program, 
but only signals the age and mileage limits.  (See Section II.A.6 of this chapter.). 
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(4)  Rule 703.2(d) �± 
prohibition on requiring that 
consumers use 
�P�D�Q�X�I�D�F�W�X�U�H�U�¶�V���U�H�Y�L�H�Z��
processes before filing with 
BBB AUTO LINE 
 

Lamborghini indicates, in potentially problematic language, that 
BBB AUTO LINE �P�D�\���E�H���D�Y�D�L�O�D�E�O�H���³�L�I�´���S�U�H�Y�L�R�X�V�O�\���G�H�V�F�U�L�E�H�G��
�L�Q�W�H�U�Q�D�O���S�U�R�F�H�G�X�U�H�V���K�D�Y�H�Q�¶�W���U�H�V�R�O�Y�H�G���W�K�H���L�V�V�X�H�������+�R�Z�H�Y�H�U�����D�Q�\��
concern that consumers are told that they must first use internal 
processes may be somewhat mitigated by the notice, discussed 
under Rule 703.2(e), that they�¶�U�H��given when they do pursue those 
processes.  (Question.) 
 

(5)  Rule 703.2(e)   Lamborghini has provided a template of a letter alerting 
consumers to BBB AUTO LINE at the time a dispute submitted 
directly to Lamborghini is received.   However, while the letter 
�Z�L�O�O���O�L�N�H�O�\���D�F�F�R�P�S�O�L�V�K���P�X�F�K���R�I���Z�K�D�W���L�W�¶�V���V�X�S�S�R�V�H�G���W�R���D�F�F�R�P�S�O�L�V�K����
particularly because it tells consumers how to contact BBB AUTO 
�/�,�1�(�����%�%�%���$�8�7�2���/�,�1�(���Z�R�Q�¶�W���Q�H�F�H�V�V�D�U�L�O�\���F�R�Q�Y�H�\���D�O�O���R�I���W�K�H��
information required by the rule; specifically, it may not explain 
prior resort requirements under Magnuson-Moss.  Further, �W�K�H�U�H�¶�V��
a question as to whether such indirect disclosure satisfies the rule.  
(Reservation; question). 
 
Further, the letter 
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  2. Other Materials Bearing on Notice to Consumers about BBB AUTO 

   LINE  

 
 None provided. 
 

3. Conclusion 

 
 Lotus is in SUBSTANTIAL COMPLIANCE with applicable provisions of Federal law, 
with the qualification noted above.139

                                            
 
139  All manufacturers are referred, as well, to the full text of this chapter, with particular 
reference, for Federal law, to the chart and accompanying notes that immediately follow.   
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 L. Maserati  
 
 Maserati participates in three states, California, Florida, and Minnesota, and requires 
prior resort in those states for Magnuson-�0�R�V�V���F�O�D�L�P�V�������,�W���L�V�Q�¶�W��certified in Florida.   
 

  1.  Consumer-Facing Materials 

 

 Maserati provided a series of manuals as �Z�H�O�O���D�V���D���³�Z�D�U�U�D�Q�W�\���F�D�U�G���´  The warranty card 
contains the information about BBB AUTO LINE.   
 

Federal Disclosure Provisions  

(1)  Rule 703.2 (b) 
���D�Q�G���5�X�O�H���������������K�����W�R���G�H�I�L�Q�H���³�W�K�H���I�D�F�H��
�R�I���W�K�H���Z�D�U�U�D�Q�W�\�´������ 
 

Maserati provides the required information with the 
required placement.               

(2)  Rule 703.2(c)   Maserati provides the required information.140 
 

(3)  Rule 703.2(d) �± �³�V�W�H�S�V���U�H�D�V�R�Q�D�E�O�\��
calculated to make consumers aware of 
the Mechanism's existence at the time 
consumers experience warranty 
�G�L�V�S�X�W�H�V�´ 

As noted above, information about BBB AUTO LINE 
�D�S�S�H�D�U�V���H�D�U�O�\���L�Q���W�K�H���Z�D�U�U�D�Q�W�\���E�R�R�N�O�H�W�������,�W�¶�V���D�O�V�R��
highlighted, in the text and the table of contents, where 
�³�&�2�1�6�8�0�(�5���3�5�2�7�(�&�7�,�2�1���,�1�)�2�5�0�$�7�,�2�1�´��
�D�S�S�H�D�U�V���D�V���D���E�R�O�G�I�D�F�H�G���K�H�D�G�L�Q�J���D�Q�G���³�%�%�%���$�8�7�2���/�,�1�(��
DISPUT�(���5�(�6�2�/�8�7�,�2�1���3�5�2�*�5�$�0�´���D�V���D��
subheading.  
 



 
 

Page 68 
 

�$�O�V�R�����W�K�H���S�U�R�F�H�V�V���G�R�H�V�Q�¶�W���G�L�U�H�F�W�O�\���S�U�R�Y�L�G�H���W�K�H���F�R�Q�V�X�P�H�U��
with all the information required to be disclosed by Rule 
703.2(e), although consumers will get some of that 
information if they contact BBB AUTO LINE.  
(Question.) 
 

 

  

  2. Other Materials Bearing on Notice to Consumers about BBB AUTO 

   LINE  

 

 Maserati provided a notice to dealers, with signage for posting in the service department, 
applicable in the three states where it participates.   
 
  3. Conclusion 

 

 Maserati is in SUBSTANTIAL COMPLIANCE with the applicable provisions of Federal 
law, with the qualifications noted above.141 
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M. Mazda North America  

 
Mazda participates in all states, and is certified in Florida and Ohio. 
 

1. Consumer-Facing Materials 

 

Mazda previously provided its 2019 warranty booklet.  This year it provided selected 
pages from the 2020 booklet.  A�O�W�K�R�X�J�K���W�K�H���D�X�G�L�W�R�U���G�L�G�Q�¶�W���V�H�H���W�K�L�V���\�H�D�U�¶�V���S�D�J�H�V���L�Q���W�K�H���R�Y�H�U�D�O�O��
setting of the warranty booklet, the pagination appears comparable �W�R���O�D�V�W���\�H�D�U�¶�V.   

  

Federal Disclosure Provisions 

(1)  Rule 703.2 (b) 
���D�Q�G���5�X�O�H���������������K�����W�R���G�H�I�L�Q�H���³�W�K�H��
�I�D�F�H���R�I���W�K�H���Z�D�U�U�D�Q�W�\�´������ 
 

Mazda provides the required information.  It appears early in 
the booklet and, assuming the rest of the booklet is 
�F�R�P�S�D�U�D�E�O�H���W�R���O�D�V�W���\�H�D�U�¶�V, it appears  just after such material 
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appears in the table of contents.  (Possible question.) 
 

(4)  Rule 703.2(d) �± prohibition 
on requiring that consumers use 
�P�D�Q�X�I�D�F�W�X�U�H�U�¶�V���U�H�Y�L�H�Z���S�U�R�F�H�V�V�H�V��
before filing with BBB AUTO 
LINE 
 

In potentially problematic language for a Magnuson-Moss 
analysis, Mazda describes the BBB AUTO LINE program as 
�D���³�I�L�Q�D�O���V�W�H�S�´���D�Y�D�L�O�D�E�O�H���Z�K�H�Q���P�X�W�X�D�O���D�J�U�H�H�P�H�Q�W���L�V���Q�R�W��
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N. Mercedes-Benz  
 

Mercedes-Benz participates in Arkansas, California, Kentucky and Minnesota, but 
appears to require prior resort for Magnuson-Moss remedies (as well as state remedies) only in 
California, which suffices to subject it to the Rule 703 audit.  �,�W���G�R�H�V�Q�¶�W���D�S�S�H�D�U���W�R���P�H�Q�W�L�R�Q���%�%�%��
AUTO LINE to consumers outside California, and the �D�X�G�L�W�R�U�¶�V���I�L�Q�G�L�Q�J�V���U�H�J�D�U�G�L�Q�J���V�X�E�V�W�D�Q�W�L�D�O��
compliance for the Federal audit extend only to California consumers. 

 
 1. Consumer-facing Materials  

  

Federal Disclosure Provisions 

(1)  Rule 703.2 (b) 
���D�Q�G���5�X�O�H���������������K�����W�R���G�H�I�L�Q�H���³�W�K�H���I�D�F�H��
�R�I���W�K�H���Z�D�U�U�D�Q�W�\�´������ 
 

Mercedes-Benz provides the specified information in 
the section of the warranty manual addressed to 
�&�D�O�L�I�R�U�Q�L�D���F�R�Q�V�X�P�H�U�V�����D�Q�G���L�Q���D�Q���³�,�0�3�2�5�7�$�1�7��
�1�2�7�,�&�(�´���V�L�P�L�O�D�U�O�\���G�L�U�H�F�W�H�G���W�R���&�D�O�L�I�R�U�Q�L�D���F�R�Q�V�X�P�H�U�V������
While it appears in the warranty manual, however, it 
lacks the proper placement.  (Reservation).   
   

(2)  Rule 703.2(c)   Mercedes-Benz addresses the subjects required by the 
rule.  
 

(3)  Rule 703.2(d) �± �³�V�W�H�S�V���U�H�D�V�R�Q�D�E�O�\��
calculated to make consumers aware of 
the Mechanism's existence at the time 
consumers experience warranty 
�G�L�V�S�X�W�H�V�´ 
 

The discussion of BBB AUTO LINE in Mercedes-
�%�H�Q�]�¶�V���Z�D�U�U�D�Q�W�\���E�R�R�N�O�H�W���V�W�D�U�W�V���R�Q���S�D�J�H������, which is 
relatively far back in the booklet.  But it also appears in 
the important notice.146  
 

(4)  Rule 703.2(d) �± prohibition on 
requiring that consumers use 
�P�D�Q�X�I�D�F�W�X�U�H�U�¶�V���U�H�Y�L�H�Z���S�U�R�F�H�V�V�H�V���E�H�I�R�U�H��
filing with BBB AUTO LINE 
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(5)  Rule 703.2(e)   Mercedes-Benz alerts consumers to the availability of 
BBB AUTO LINE when the consumer files a 
complaint seeking review by the manufacturer, but they 
�K�D�Y�H�Q�¶�W��provided materials showing that they again 
alert consumers to the program, much less provide the 
detail required by Rule 703.2(e), at the time required 
by the rule.  (Question.)  
 

  
  2. Other Materials Bearing on Notice to Consumers about BBB AUTO 

   LIN E 

 
 Mercedes has provided the auditor with documents advising dealerships in California to 
tell consumers about BBB AUTO LINE when consumers request a repurchase.  Mazda also 
provided FAQs that it provides to dealers and manufacturer representatives.      
 
  3. Conclusion 
 
 Mercedes Benz is in SUBSTANTIAL COMPLIANCE with the applicable provisions of 
Federal law with respect to disclosure to California consumers, and with the qualifications noted 
above.  Mercedes is also commended for �R�W�K�H�U���V�W�H�S�V���W�K�D�W���L�W�¶�V���Waken to notify consumers about 
BBB AUTO LINE at the dealership level.147 
 
 
  

                                            
 
147  All manufacturers are referred, as well, to the full text of this chapter, with particular 
reference, for Federal law, to the chart and accompanying notes that immediately follow. 
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 O.  Nissan North America (with Infiniti)   
  
 Nissan (together with Infiniti) participates in all states, with certification in Florida and 
Ohio. 
 

  1.  Consumer-Facing Materials  

 

 Nissan (together with Infiniti) submitted multiple variants of warranty manuals and 
warranty manual supplements for differing models.  The discussion that follows is based on 
�1�L�V�V�D�Q�¶�V����020 Warranty Information Booklet; a 2020 edition of a supplemental booklet, 
�F�D�S�W�L�R�Q�H�G���L�Q���S�D�U�W���³�&�X�V�W�R�P�H�U���&�D�U�H���D�Q�G���/�H�P�R�Q���/�D�Z���,�Q�I�R�U�P�D�W�L�R�Q�´�����D�Q�G���D��placard �H�Q�W�L�W�O�H�G���³�2�X�U��
Commitment to You���´���� 
 
Federal Disclosure Provisions 

(1)  Rule 703.2 (b) 
���D�Q�G���5�X�O�H���������������K�����W�R���G�H�I�L�Q�H���³�W�K�H��
�I�D�F�H���R�I���W�K�H���Z�D�U�U�D�Q�W�\�´������ 
 

The warranty manual includes the required information in 
the required placement, and uses a text box to increase its 
prominence. 
   

(2)  Rule 703.2(c)   Nissan addresses the subjects required by the rule, except for 
the types of information that consumers need to provide to 
BBB AUTO LINE.148  (Reservation.)   
 

(3)  Rule 703.2(d) �± �³�V�W�H�S�V��
reasonably calculated to make 
consumers aware of the 
Mechanism's existence at the time 
consumers experience warranty 
�G�L�V�S�X�W�H�V�´ 

Discussions of BBB AUTO LINE are prominently placed in 
both booklets, and the supplemental booklet even mentions 
lemon laws in its title.  Nissan also describes the program in 
�D���K�D�Q�G�R�X�W���H�Q�W�L�W�O�H�G���³�2�X�U���&�R�P�P�L�W�P�H�Q�W���W�R���<�R�X���´�����)�X�U�W�K�H�U�����%�%�%��
AUTO LINE is prominently mentioned in state-specific 
discussions throughout the supplemental booklet. 
 

(4)  Rule 703.2(d) �± prohibition 
on requiring that consumers use 
�P�D�Q�X�I�D�F�W�X�U�H�U�¶�V���U�H�Y�L�H�Z���S�U�R�F�H�V�V�H�V��
before filing with BBB AUTO 
LINE 
 
 
 
 
 

Nissan indicates, in potentially problematic language, that 
BBB AUTO LINE may be available as the third step of a 
�S�U�R�F�H�V�V���³�L�Q���W�K�H���H�Y�H�Q�W���W�K�D�W�´���S�U�H�Y�L�R�X�V�O�\���G�H�V�F�U�L�E�H�G���L�Q�W�H�U�Q�D�O��
procedures have not resolved the issue.   
 
�7�K�H���³�2�X�U���&�R�P�P�L�W�P�H�Q�W���W�R���<�R�X�´���S�O�D�F�D�U�G���F�R�Q�W�D�L�Q�V���O�D�Q�J�X�D�J�H��
that might be less problematic, but still provides that BBB 
AUTO LINE is available in case �R�I���D�Q���³�L�P�S�D�V�V�H���´����
(Question.) 

                                            
 
148  Also, Nissan imposes age, mileage, and other limits on the availability and scope of the 
�S�U�R�J�U�D�P�����D�Q�G���G�R�H�V�Q�¶�W���V�L�J�Q�D�O���W�K�L�V���L�Q���W�K�H�L�U���P�D�W�H�U�L�D�O�V���������6�H�H���6�H�F�W�L�R�Q���,�,���$�������R�I���W�K�L�V���F�K�D�S�W�H�U������ 
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(5)  Rule 703.2(e)   Nissan has templates of a letter that contains the core 
information about filing a complaint, with references to 
consumer-facing manuals for more information.  However, it 
�G�R�H�V�Q�¶�W���G�L�U�H�F�W�O�\���V�H�W���I�R�U�W�K���D�O�O���R�I���W�K�H���L�Q�I�R�U�P�D�W�L�R�Q���G�H�V�F�U�L�E�H�G���L�Q��
subparts (b) and (c).  (Question.)  
 

Florida Disclosures 

 

(F1) Section 681.103(3) �± Clear 
and conspicuous disclosure of 
how and where to file a claim 
 

As described in items (1) and (3) of this chart, Nissan 
provides the required disclosures. 

Additional Ohio Provisions 

 
(O1)  Additional notices provided 
in warranty documents, separate 
sheets of paper, or signs, as 
described in Section IV of this 
chapter. 

Nissan has provided signage about the program.  And, 
though the signage �G�R�H�V�Q�¶�W���L�Q�F�O�X�G�H���2�K�L�R-specific 
information, it does provide basic information about 
contacting BBB AUTO LINE.    
  
The Ohio-sd n
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P.   Rolls Royce 

 

  1. Consumer-Facing Materials  

 
 This is the first audit to cover Rolls Royce, which �Z�D�V�Q�¶�W���O�L�V�W�H�G���D�V���D���S�D�U�W�L�F�L�S�D�W�L�Q�J��
�P�D�Q�X�I�D�F�W�X�U�H�U���R�Q���%�%�%���$�8�7�2���/�,�1�(�¶�V���Z�H�E���V�L�W�H���G�X�U�L�Q�J���S�U�L�R�U���D�X�G�L�W�V. 
 
 �$�F�F�R�U�G�L�Q�J���W�R���5�R�O�O�V���5�R�\�F�H�¶�V�������������P�D�Q�X�D�O�����Z�K�L�F�K���L�W���S�U�R�Y�L�G�H�G���I�R�U���W�K�H���D�X�G�L�W�R�U�¶�V review, it 
participates in twelves states (Arkansas, California, Georgia, Kentucky, Iowa, Idaho, 
Massachusetts, Maryland, Minnesota, Ohio, Pennsylvania, and Virginia).  In provides for prior 
resort for consumers to pursue Magnuson-Moss remedies where requ�L�U�H�G���E�\���D���V�W�D�W�H�¶�V���O�H�P�R�Q��
law.150     
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(4)  Rule 703.2(d) �± 
prohibition on requiring 
that consumers use 
�P�D�Q�X�I�D�F�W�X�U�H�U�¶�V���U�H�Y�L�H�Z��
processes before filing 
with BBB AUTO LINE 
 

After describing procedures to contact the manufacturer, Rolls Royce 
�S�U�R�Y�L�G�H�V���W�K�D�W���%�%�%���$�8�7�2���/�,�1�(���L�V���D�Y�D�L�O�D�E�O�H���³�L�I���\�R�X�U���F�R�Q�F�H�U�Q���L�V���V�W�L�O�O��
�Q�R�W���U�H�V�R�O�Y�H�G���W�R���\�R�X�U���V�D�W�L�V�I�D�F�W�L�R�Q���´�������4�X�H�V�W�L�R�Q���� 

 

(5)  Rule 703.2(e)   None provided.  (Noteworthy reservation.) 
 

 
 

  2. Other Materials Bearing on Notice to Consumers about BBB AUTO 

   LINE  

 

 No such materials were provided.  
 
  3. Conclusion 

 

 Rolls Royce is in SUBSTANTIAL COMPLIANCE with the applicable provisions of 
Federal law, with the qualifications, including noteworthy reservations, noted above.153   
 
 
 
  

                                            
 
153  All manufacturers are referred, as well, to the full text of this chapter, with particular 
reference, for Federal law, to the chart and accompanying notes that immediately follow.  
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 Q. Volkswagen Group of America, Inc. (with Audi)  

 

Volkswagen participates in all states, and is certified in Florida and Ohio. 
 

  1. Materials Distributed to Consumers at the Time of Sale 

 

 �9�R�O�N�V�Z�D�J�H�Q���V�X�E�P�L�W�W�H�G���P�X�O�W�L�S�O�H���³�:�D�U�U�D�Q�W�\���D�Q�G���0�D�L�Q�W�H�Q�D�Q�F�H�´���G�R�F�X�P�H�Q�W�V���F�R�Y�H�U�L�Q�J��
various Volkswagen and Audi cars.  Except as otherwise noted, the Volkswagen and Audi 
materials are substantially similar, and references to Volkswagen include Audi. 
 
 
Federal Disclosure Provisions 

(1)  Rule 703.2 (b) 
(and Rule 703.1(h) to define 
�³�W�K�H���I�D�F�H���R�I���W�K�H���Z�D�U�U�D�Q�W�\�´������ 
 

The manuals include the required information with the 
required placement, including a heading that refers to 
�³�L�Q�I�R�U�P�D�O���G�L�V�S�X�W�H���U�H�V�R�O�X�W�L�R�Q���´��   

(2)  Rule 703.2(c)   Volkswagen and Audi address the subjects required by the 
rule.154 
 

(3)  Rule 703.2(d) �± �³�V�W�H�S�V��
reasonably calculated to make 
consumers aware of the 
Mechanism's existence at the 
time consumers experience 
�Z�D�U�U�D�Q�W�\���G�L�V�S�X�W�H�V�´ 

The manuals include multiple references to BBB AUTO 
LINE.  BBB AUTO LINE is prominently referenced on the 
table of contents for the Volkswagen manual, although it 
�G�R�H�V�Q�¶�W���D�S�S�H�D�U���L�Q���W�K�H���W�D�E�O�H���R�I���F�R�Q�W�H�Q�W�V���I�R�U���W�K�H���$�X�G�L���P�D�Q�X�D�O������ 
 
Volkswagen also provided a template of a letter by its 
consumer advocate, which seems to inform consumers about 
�W�K�H���S�U�R�J�U�D�P���D�I�W�H�U���W�K�H�\���F�R�Q�W�D�F�W���W�K�H���F�R�P�S�D�Q�\���E�X�W���E�H�I�R�U�H���W�K�H�\�¶�Y�H��
�J�R�Q�H���W�K�U�R�X�J�K���W�K�H���F�R�P�S�D�Q�\�¶�V���L�Q�W�H�U�Q�D�O���S�U�R�F�H�V�V�H�V�� 
 

(4)  Rule 703.2(d) �± prohibition 
on requiring that consumers use 
manufactu�U�H�U�¶�V���U�H�Y�L�H�Z��
processes before filing with 
BBB AUTO LINE 
 

Although Volkswagen says that BBB AUTO LINE is available 
�³�L�I���Z�H���D�U�H���X�Q�D�E�O�H���W�R���U�H�V�R�O�Y�H�´���D���S�U�R�E�O�H�P�����L�W���R�Q�O�\���³�U�H�T�X�H�V�W�V�´���W�K�D�W��
consumers first bring the matter to the manufacturers for 
review.   

                                            
 
154  �2�Q���V�R�P�H���P�D�W�W�H�U�V���W�K�D�W���W�K�H���D�X�G�L�W�R�U���F�R�Q�V�L�G�H�U�V���P�R�U�H���W�H�F�K�Q�L�F�D�O�����9�R�O�N�V�Z�D�J�H�Q�¶�V �P�D�W�H�U�L�D�O�V���G�R�Q�¶�W��
consistently make clear the optional nature of mediation.  They also use problematic text about 
�³�D�J�U�H�H�>�L�Q�J�@�´���Z�L�W�K���D���P�H�G�L�D�W�H�G���V�R�O�X�W�L�R�Q�����D�O�W�K�R�X�J�K���F�R�Q�F�H�U�Q�V���D�O�R�Q�J���W�K�H�V�H���O�L�Q�H�V���P�D�\���E�H���P�L�W�L�J�D�W�H�G���E�\���D��



 
 

Page 78 
 

(5)  Rule 703.2(e)   Volkswagen provided a letter, with substantial information 
about BBB AUTO LINE, that appears to be sent when a 
�F�R�Q�V�X�P�H�U���U�H�T�X�H�V�W���W�K�U�R�X�J�K���W�K�H���P�D�Q�X�I�D�F�W�X�U�H�U�¶�V���L�Q�W�H�U�Q�D�O���S�U�R�F�H�V�V��
is denied. 
 

Florida Disclosure 

 

(F1)  Section 681.103(3) �± 
Clear and conspicuous 
disclosure of how and where to 
file a claim 
 

As described in items (1) and (3) of this chart, Volkswagen 
provides the required disclosures.155  
 
 
 

Ohio Disclosures 

 
(O1)  Additional notices 
provided in warranty 
documents, separate sheets of 
paper, or signs, as described in 
Section IV of this chapter. 

Volkswagen provided separate sheets of paper and signs, and 
apparently provides dealers with quarterly supplies of these 
materials.   
 
However, Volkswagen �K�D�V�Q�¶�W���P�D�G�H���W�K�H���D�I�I�L�U�P�D�W�L�Y�H���G�L�V�F�O�R�V�X�U�H��
required by Ohio, at the time consumers experience a warranty 
dispute, that resort to its internal review process is optional and 
can be terminated at any time.  (Reservation.)   

 
2. Additional Materials  

Volkswagen provided samples of letters to dealers in various states, enclosing quarterly 
supplies of materials for those states.  The letters also ask dealerships to take steps to ensure that 
sales staff is familiar with the lemon law.  Volkswagen also pro
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  3. Conclusion 

 Volkswagen (with Audi) is in SUBSTANTIAL COMPLIANCE with the applicable 
provisions of Federal, Florida, and Ohio law, with the qualifications noted above.156  

 
 
 
  
 
 

  

                                            
 
156  All manufacturers are referred, as well, to the full text of this chapter, with particular 
reference, for Federal law, to the chart and accompanying notes that immediately follow. 
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 The previous chapter focused on Rule 703.2(b), and comparable provisions of Florida 
and Ohio law, which describe the obligations of manufacturers who participate in BBB AUTO 
LINE.  In this chapter and the next, the primary focus shifts to the obligations imposed on BBB 
AUTO LINE and its sponsor, BBB National Programs, Inc.  
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 While Rule 703.3 focuses primarily on staff operations, Rule 703.4 focuses on 
�³�P�H�P�E�H�U�V�´���D�V���G�H�I�L�Q�H�G���E�\���5�X�O�H���������������I�����± the arbitrators who make the actual decisions.  For 
example, Rule 703.4 provides (with a limited exception for multi-member panels) that arbitrators 
�F�D�Q�¶�W���K�D�Y�H���³�G�L�U�H�F�W���L�Q�Y�R�O�Y�H�P�H�Q�W���L�Q���W�K�H���P�D�Q�X�I�D�F�W�X�U�H�����G�L�V�W�U�L�E�X�W�L�R�Q�����V�D�O�H�����R�U���V�H�U�Y�L�F�H���R�I���D�Q�\���S�U�R�G�X�F�W���´����
With regard to another aspect of fairness, Rule 703.5(f)(3) essentially bars ex parte 
communications by the parties; each party has a right to notice and an opportunity to be present 
when the other makes an oral presentation to the arbitrator. 
 
 Within the confines that an audit permits (the �D�X�G�L�W�R�U���R�E�Y�L�R�X�V�O�\���G�L�G�Q�¶�W���H�[�D�P�L�Q�H���%�%�%��
�$�8�7�2���/�,�1�(�¶�V���S�U�R�P�R�W�L�R�Q���S�U�D�F�W�L�F�H�V�����I�R�U���H�[�D�P�S�O�H�������W�K�H���D�X�G�L�W�R�U���K�D�V���V�H�H�Q���Q�R���S�U�R�E�O�H�P�V���L�Q���W�K�H��
�S�U�R�J�U�D�P�¶�V���F�R�P�S�O�L�D�Q�F�H���Z�L�W�K���H�L�W�K�H�U���W�K�H���J�H�Q�H�U�D�O���I�D�L�U�Q�H�V�V���P�D�Q�G�D�W�H���R�U���V�S�H�F�L�I�L�F���S�U�R�Y�L�V�L�R�Q�V���V�H�W���R�X�W���L�Q��
the rules.  To the contrary, the int�U�R�G�X�F�W�R�U�\���W�H�[�W���D�Q�G���5�X�O�H�V�������D�Q�G�������R�I���³�+�R�Z���%�%�%���$�8�7�2���/�,�1�(��
�:�R�U�N�V�´�����D�Q�G���D���F�R�P�S�D�U�D�E�O�H���Y�D�U�L�D�Q�W���I�R�U���&�D�O�L�I�R�U�Q�L�D�����U�H�I�O�H�F�W��most of the FTC requirements that 
would be appropriate for a consumer-facing document.161 
 
 �$�G�G�L�W�L�R�Q�D�O�O�\�����%�%�%���$�8�7�2���/�,�1�(�¶�V���W�U�D�L�Q�L�Q�J���P�D�Q�X�D�O���I�R�U���D�U�E�Ltrators highlights the 
�P�H�F�K�D�Q�L�V�P�¶�V���I�R�F�X�V���R�Q���S�U�H�V�H�U�Y�L�Q�J���L�P�S�D�U�W�L�D�O�L�W�\�����I�D�L�U�Q�H�V�V�����D�Q�G���W�K�H���D�S�S�H�D�U�D�Q�F�H���R�I���E�R�W�K�������)�R�U��
example, arbitrators are told to avoid being in a room with one party.  For test drives, if a car has 
only two seats and both parties are present, arbitrators are told that the parties should drive the 
vehicle together, and the arbitrator should either go alone or with a BBB staff person if available.   
 
 Further, in an aspect of BBB AUTO LINE arbitrations that goes beyond any regulatory 
requirements, arbitrations are held at local BBB offices, which are neutral sites independent of 
the manufacturer and its dealership.  Whether or not this is essential to ensuring impartiality, 
fairness, and the appearance of both, it can certainly contribute to th�H���F�R�Q�V�X�P�H�U�¶�V���S�H�U�F�H�S�W�L�R�Q���W�K�D�W��
the process is free from improper influence.   
 

 Nothing that the auditor observed suggests any problems relating to fairness generally or 
�W�R���W�K�H���V�S�H�F�L�I�L�F���S�U�R�Y�L�V�L�R�Q�V���Q�R�W�H�G���D�E�R�Y�H�������$�Q�G�����Z�K�L�O�H���L�W���Z�R�X�O�G���J�R���E�H�\�R�Q�G���W�K�H���D�X�G�L�W�R�U�¶�V���P�D�Q�G�D�W�H���W�R��
examine whether arbitrators made the right decisions in individual cases, the analysis of the 
�R�Y�H�U�D�O�O���U�H�V�X�O�W�V���R�I���%�%�%���$�8�7�2���/�,�1�(�¶�V���S�U�R�F�H�V�V�H�V�����D�V���V�X�P�P�D�U�L�]�H�G���L�Q���W�K�H���L�Q�W�U�R�G�X�F�W�L�R�Q�����S�R�L�Q�W�V���W�R���D�Q��
eminently fair process.  
 
II.  Operations 

 

 �5�X�O�H���������������D�����S�U�R�Y�L�G�H�V���W�K�D�W���F�R�Q�V�X�P�H�U�V���F�D�Q�¶�W���E�H���F�K�D�U�J�H�G���W�R���X�V�H���W�K�H���S�U�R�F�H�V�V�������7�K�H�\���D�U�H�Q�¶�W�� 
 
 Rule 703.5(a) requires the program to establish written procedures and make them 
available to any person on request.  BBB AUTO LINE has incorporated such procedures into the 
�S�U�H�Y�L�R�X�V�O�\���Q�R�W�H�G���³�+�R�Z���%�%�%���$�8�7�2���/�,�1�(���:�R�U�N�V�´���E�U�R�F�K�X�U�H�V�������$�P�R�Q�J���R�W�K�H�U���P�R�G�H�V���R�I��
distribution, these brochures are generally available on the web, and BBB AUTO LINE routinely 
                                            
 
161  
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 As for the loose thread, while the entry page of the online portal now asks consumers to 
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 B. Opening a Case  
 
 During an initial phone or online contact, BBB AUTO LINE collects information with 
which it produces a �³�F�R�Q�V�X�P�H�U���F�R�P�S�O�D�L�Q�W���I�R�U�P,�´���D�O�R�Q�J���Z�L�W�K���P�D�W�H�U�L�D�O�V���W�K�D�W���H�[�S�O�D�L�Q���W�K�H��
program.168  The consumer is invited to update, edit, supplement, and sign the form. 
 
  BBB AUTO LINE sends these materials via mail or electronicall�\�����D�W���W�K�H���F�R�Q�V�X�P�H�U�¶�V��
choice.  For consumers who choose electronic communications, BBB AUTO LINE now relies 
exclusively on electronic transmittals to (and from) the consumer, using an online account.  BBB 
AUTO LINE sends an initial email explaining how to access the account, and subsequent emails 
alert consumers when new communications appear in the account.   
 
 Among the consumers in the national sample, 87.8% recalled receiving the (unsigned) 
consumer complaint form as part of an initial transmittal.169  Among these, 94.9% said the 
�S�U�R�J�U�D�P�¶�V��explanatory materials were very or somewhat clear and easy to understand;170 85.7% 
said they were very or somewhat helpful.171   
 
 �6�W�L�O�O�����W�K�H�U�H���Z�H�U�H���Z�D�U�Q�L�Q�J���I�O�D�J�V���L�Q���W�K�L�V���\�H�D�U�¶�V���V�X�U�Y�H�\�����P�R�V�W���Q�R�W�D�E�O�\���L�Q���U�H�V�S�R�Q�V�H�V���E�\���)�O�R�U�L�G�D��
and California consumers to document receipt questions.  Thus, among 151 consumers who 
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 �7�K�H�U�H�¶�V���D�F�W�X�D�O�O�\���D�Q�R�W�K�H�U���O�D�\�H�U���R�I���F�R�P�S�O�H�[�L�W�\���K�H�U�H�����W�K�R�X�J�K�������$�P�R�Q�J���W�K�H 17 Florida and 
�&�D�O�L�I�R�U�Q�L�D���F�R�Q�V�X�P�H�U�V���Z�K�R���U�H�S�R�U�W�H�G���D���S�U�R�E�O�H�P���W�K�U�R�X�J�K���W�K�H���³�G�R�F�X�P�H�Q�W���U�H�F�H�L�S�W�´���T�X�H�V�W�L�R�Q�����V�L�[���V�H�H�P��
to have at least accessed their online accounts �± 
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 C. Resolving a Case  

 BBB AUTO LINE can start to address a complaint in earnest after the consumer returns a 
consumer complaint form with supporting documents, a process that BBB AUTO LINE staff 
suggests averages about ten days.  In Florida and California, as noted above, the complaint file 
opens with the original contact; elsewhere, it opens when the consumer complaint form is 
returned.  Applying the appropriate standard for the jurisdiction in question, the manufacturer is 
told about the complaint (as required by Rule 703.5(b)) when the file is opened.  The 
manufacturer may then contact the consumer directly to resolve the issue. 
 
 �,�I���V�X�F�K���H�I�I�R�U�W�V���G�R�Q�¶�W���R�F�F�X�U���D�Q�G���V�X�F�F�H�H�G�����W�K�H���F�D�V�H���Z�L�O�O���E�H���L�Q�Y�H�V�W�L�J�D�W�H�G�����D���S�U�R�F�H�V�V���F�R�Y�H�U�H�G��
by Rule 703.5(c).  Before the arbitrator is appointed, a dispute resolution specialist (DRS) 
generally relies on facilitating the exchange of information between the parties, often by actively 
questioning both parties.  At the same time, she explores mediation possibilities, at a minimum 
by facilitating the document exchange; however, mediators do not, for example, advocate for a 
particular position.  The consumer generally receives information submitted by the manufacturer 
before the distribution of the notice of hearing.  Mediation is optional; the consumer can insist on 
proceeding directly to arbitration.   
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  The auditor has examined the BBB AUTO LINE rules, which provide far more detail 
than the regulatory provisions about how the case will be developed and resolved, but which 
appear fully consistent with those rules.  The BBB AUTO LINE rules include, for example, 
�G�H�W�D�L�O�V���D�E�R�X�W���W�K�H���D�U�E�L�W�U�D�W�R�U�¶�V���Lnspection of the car177 and about the use of technical experts in 
arbitrations.178 

                                            
 
177  Rule 7 of the rules applicable outside California provides: 

We will always schedule an inspection of the vehicle by the arbitrator when the 
consumer seeks any remedy other than reimbursement for past repairs, unless all 
parties agree that such an inspection is not necessary. 

If an inspection is scheduled and the vehicle is not available for inspection, your case 
will be closed and no decision will be made unless state law or regulation provide 
otherwise. 

The arbitrator will determine whether a test drive will be taken in the vehicle.  A test 
drive may not be taken unless the consumer has liability insurance that satisfies the 
�V�W�D�W�H�¶�V���P�L�Q�L�P�X�P���U�H�T�X�L�U�H�P�H�Q�W�V�������7�K�H���F�R�Q�V�X�P�H�U�¶�V���O�L�D�E�L�O�L�W�\ insurance will apply during 
any test drive. 
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Recommendation:  BBB AUTO LINE should make all the required disclosures.  

 
 Based on his analysis in Chapters III, IV, and V, the auditor offers other 
recommendations as well.  Most importantly: 
 

Recommendation:  The auditor recommends that BBB AUTO LINE explore ways 
to expedite arbitrations. 

 
 D.   Compliance (and Satisfaction) 

 

 Rule 703.6(h) requires BBB AUTO LINE to ascertain, within 10 working days of the 
date set to perform a remedy, whether the manufacturer has complied.   
 
 BBB AUTO LINE does so primarily through performance verification letters that ask 
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(4) Also, in �F�D�V�H�V���Z�K�H�U�H���F�R�Q�V�X�P�H�U�V���K�D�Y�H�Q�¶�W���F�R�P�S�O�L�H�G���Z�L�W�K���O�H�P�R�Q���O�D�Z���S�U�R�Y�L�V�L�R�Q�V���W�K�D�W��
require notice to the manufacturer and a chance for the manufacturer (as opposed to 
the dealer) to address the issue, a mediated repair remedy may essentially overlap a 
final repair attempt ���³�)�5�$�´����that the consumer must afford the manufacturer under 
state law to obtain benefits and presumptions under the lemon law.  In these cases �± 
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that BBB AUTO LINE ha�G�Q�¶�W���F�R�Q�W�D�F�W�H�G���W�K�H�P���R�U���K�D�G�Q�¶�W���U�H�W�X�U�Q�H�G���W�K�H�L�U���F�D�O�O�V���E�H�I�R�U�H��it closed a 
case, while the BBB AUTO LINE records report unsuccessful efforts to reach consumers; the 
auditor discusses these below.189 

* * *  
 
   Additionally, rule 703.6(b) requires that the BBB AUTO LINE maintain an index of 
cases grouped under brand name and product model.  The auditor has seen this index, although, 
�F�R�Q�V�L�V�W�H�Q�W���Z�L�W�K���S�D�V�W���S�U�D�F�W�L�F�H�����L�W���G�R�H�V�Q�¶�W���D�S�S�H�D�U���L�Q���W�K�L�V���U�H�S�R�U�W�������$�O�V�R�����U�X�O�H�V���������������F���������G�������D�Q�G�����H����
(and analogous provisions of Florida and Ohio law) require BBB AUTO LINE to maintain 
certain indices and undertake certain aggregate calculations, which are discussed in Chapter 3.   
 

      * * *
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CHAPTER 3 

 

SURVEY AND ANALYSIS  
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I.  Introduction and General Analysis     
 

 �$�V���Q�R�W�H�G���S�U�H�Y�L�R�X�V�O�\�����W�K�H���D�X�G�L�W���P�X�V�W���L�Q�F�O�X�G�H���D���V�X�U�Y�H�\���R�I���³�D���U�D�Q�G�R�P���V�D�P�S�O�H���R�I���G�L�V�S�X�W�H�V��
�K�D�Q�G�O�H�G���E�\���W�K�H���P�H�F�K�D�Q�L�V�P���´���L�Q�F�O�X�G�L�Q�J���Z�U�L�W�W�H�Q���R�U���R�U�D�O���F�R�Q�W�D�F�W���Z�L�W�K���H�D�F�K���F�R�Q�V�X�P�H�U���V�X�U�Y�H�\�H�G��192  
�7�K�L�V���V�H�U�Y�H�V���W�Z�R���S�X�U�S�R�V�H�V�������W�R���H�Y�D�O�X�D�W�H���W�K�H���D�G�H�T�X�D�F�\���R�I���%�%�%���$�8�7�2���/�,�1�(�¶�V���S�U�R�F�H�G�X�U�H�V�����D�Q�G���W�R��
substantiate the accuracy of its record-keeping and reporting, particularly with respect to certain 
aggregate statistics required by Federal or state law.  This yea�U�¶�V���V�X�U�Y�H�\���Z�D�V���D�J�D�L�Q���F�R�Q�G�X�F�W�H�G���E�\��
phone, and was again conducted by TechnoMetrica Marketing Intelligence.  The survey reached 
out to consumers who had used the program and met certain other criteria (discussed below), and 
includes a national sample and separate Florida and Ohio samples.193   
 
 �7�K�H���D�Q�D�O�\�V�L�V���K�D�V���O�R�Q�J���L�Q�F�O�X�G�H�G���D���³�P�D�F�U�R�´��component, which compares aggregates from 
the survey to aggregates compiled, for all consumers who used the program, by BBB AUTO 
LINE.  To simplify the process and promote transparency, BBB AUTO LINE this year compiled 
its aggregates directly from the spread sheet that it produced for TechnoMetrica to conduct the 
survey.   
 
 The macro analysis can be quite useful with large populations; for questions posed to 401 
consumers in the national sample, for example, comparisons between the survey results and 
aggregates calculated by BBB AUTO LINE have a margin of error of +/- 4.5%.   But when 
questions are posed to small groups (sometimes eight or less), the margin of error can increase to 
+/-30%, or more, and the macro analysis becomes a very blunt tool.  Further, the macro analysis 
is an inherently blunt tool when asking consumers about a quantitative measure (how long did it 
take to resolve a case?) or about details about which they may well be fuzzy (did they get a 
particular form fifteen months earlier?194).   
 
 To this end, the auditor has created and refined a targeted micro-analysis to explore 
�L�Q�G�L�Y�L�G�X�D�O���F�D�V�H�V�������7�K�H���D�X�G�L�W���K�D�V���D�O�V�R���O�R�Q�J���L�Q�F�O�X�G�H�G���D���³�P�L�F�U�R�´���D�Q�D�O�\�V�L�V���W�K�D�W���H�[�D�P�L�Q�H�G���U�D�Q�G�R�P�Oy 
selected files from each population.195   Since 2016, though, the current auditor has created and 
refined a targeted micro analysis that builds on the survey.    
 
 In the first part of the micro-analysis, TechnoMetrica Market Intelligence, who conducts 
the 
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numbers and percentages of individual consumers whose replies differed from those in BBB 
�$�8�7�2���/�,�1�(�¶�V���V�S�U�H�D�G���V�K�H�H�W�������7�K�H�V�H���Q�X�P�E�H�U�V���D�U�H���R�I�W�H�Q�����E�X�W���Q�R�W���D�O�Z�D�\�V�����T�X�L�We low. 
 
 The second part of the micro analysis, conducted by the auditor, looks at cases identified 
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Facial anomalies.  In recent years, the auditor has also used the full BBB AUTO LINE 



 
 

Page 100 
 

 
 2. Reasonably Explicable Discordances  

 

 This section describes recurring patterns that the auditor has observed in four years of 
targeted micro analyses.  These represent recurring patterns, and the auditor and TechnoMetrica 
have refined the survey a bit to address them.  Unfortunately, though, efforts to refine the survey 
can involve trade-offs, and providing the level of detail that might provide useful clarifications 
for some consumers might in some instances frustrate others, perhaps even leading some of them 
to abandon the survey before they finish it.200   
 

a.  Straddle Cases Where Consumers Reported Developments within the 
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and such settlements are inherently outside the BBB AUTO LINE process.  BBB AUTO LINE 
reports these cases as withdrawn or ineligible, depending on the circumstances.  Still, BBB 
AUTO LINE staff may have done some work with the parties, and some consumers describe 
�V�X�F�K���F�D�V�H�V���D�V���³�P�H�G�L�D�W�H�G���´ 
  

c.  Complications in Arbitrations  

 

  Settlements Reached After Arbitrations Begin.  If a case settles after a hearing is 
�V�F�K�H�G�X�O�H�G���E�X�W���E�H�I�R�U�H���L�W���E�H�J�L�Q�V�����L�W�¶�V���U�H�S�R�U�W�H�G���D�V���P�H�G�L�D�W�H�G�������,�I���L�W���V�H�W�W�O�H�V���D�I�W�H�U���W�K�H���K�H�D�U�L�Q�J���E�H�J�L�Q�V���E�X�W��
�E�H�I�R�U�H���W�K�H���D�U�E�L�W�U�D�W�R�U���L�V�V�X�H�V���D���G�H�F�L�V�L�R�Q�����W�K�R�X�J�K�����W�K�H���D�J�U�H�H�P�H�Q�W���L�V���H�P�E�R�G�L�H�G���L�Q���D���³�F�R�Q�V�H�Q�W��
�G�H�F�L�V�L�R�Q���´���S�U�H�S�D�U�H�G���E�\���%�%�%���V�W�D�I�I�����W�K�D�W�¶�V���V�L�J�Q�H�G���E�\���W�K�H���S�D�U�W�L�H�V���D�Q�G���D�U�E�L�W�U�D�W�R�U���± and, to the 
apparent confusion of some consumers, BBB AUTO LINE reports an arbitrated case.   
 

Even more confusingly, if the parties settle after the arbitrator issues a decision, the 
settlement supersedes the decision, but BBB AUTO LINE still records the process as arbitration 
�D�Q�G���W�K�H���U�H�P�H�G�\���D�V���Z�K�D�W���W�K�H���D�U�E�L�W�U�D�W�R�U���R�U�G�H�U�H�G�������,�Q���W�K�H���D�X�G�L�W�R�U�¶�V���Y�L�H�Z�����%�%�%�¶�V���S�U�D�F�W�L�F�H���L�V���W�K�H���E�H�V�W��
way to handle a situation with no optimal solution203 �± �E�X�W���L�W�¶�V���K�D�U�G�O�\���D���U�H�V�R�O�X�W�L�R�Q that would be 
intuitively obvious to surveyed consumer
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�W�K�H���D�X�G�L�W�R�U���V�H�H�V���Q�R���S�U�R�E�O�H�P���Z�L�W�K���W�K�H���%�%�%���$�8�7�2���/�,�1�(�¶�V���W�U�H�D�W�P�H�Q�W���R�I���W�K�H�V�H���F�D�V�H�V��205  Again, 
�W�K�R�X�J�K�����%�%�%���$�8�7�2���/�,�1�(�¶�V���U�H�V�R�O�X�W�L�R�Q���D�E�R�X�W���K�R�Z���W�R���W�U�H�D�W���W�K�H�V�H���F�D�V�H�V���Z�R�Q�¶�W���Q�H�F�H�V�V�D�U�L�O�\���E�H���F�O�H�D�U��
to the consumer, who, if surveyed, may well focus on the final decision. 

 
  d. Confusion about Ineligibility  and Withdrawals  

 

 Some consumers withdrew complaints early in the process, perhaps because they were 
told that �W�K�H�\���Z�H�U�H�Q�¶�W���H�O�L�J�L�E�O�H���I�R�U���V�S�H�F�L�I�L�F���U�H�P�H�G�L�H�V���R�U���S�U�H�V�X�P�S�W�L�R�Q�V���X�Q�G�H�U���W�K�H���S�U�R�J�U�D�P��206  The 
�%�%�%���$�8�7�2���/�,�1�(���F�K�D�U�D�F�W�H�U�L�]�H�V���W�K�H�V�H���F�R�P�S�O�D�L�Q�W�V���D�V���Z�L�W�K�G�U�D�Z�Q�����W�K�R�X�J�K���L�W���G�R�H�V�Q�¶�W���U�R�X�W�L�Q�H�O�\���X�V�H��
that word in its closing letter), but some surveyed consumers have described them as ineligible.  
Other consumers have classified ineligible cases as withdrawn, or cases that were either 
�L�Q�H�O�L�J�L�E�O�H���R�U���Z�L�W�K�G�U�D�Z�Q���D�V���³�R�W�K�H�U�´�����D�Q�G���W�K�H�Q���S�U�R�Y�L�G�H�G���G�H�W�D�L�O�V���F�R�Q�V�L�V�W�H�Q�W���Z�L�W�K���%�%�%���$�8�7�2��
�/�,�1�(�¶�V���W�U�H�D�W�P�H�Q�W���R�I���W�K�H���F�D�V�H������ 
   
  e. Consumers Dissatisfied with the Performance of a Remedy 

 

 Another recurring situation involves consumers who received a mediated repair remedy, 
�Z�K�R���Z�H�U�H�Q�¶�W���K�D�S�S�\���Z�L�W�K���W�K�H���U�H�V�X�O�W���E�X�W���G�L�G�Q�¶�W���I�R�O�O�R�Z���X�S���Z�L�W�K���%�%�%���$�8�7�2���/�,�1�(���± and who, 
�G�X�U�L�Q�J���W�K�H���V�X�U�Y�H�\�����H�L�W�K�H�U���G�H�V�F�U�L�E�H�G���W�K�H�L�U���F�R�P�S�O�D�L�Q�W���D�V���L�Q�H�O�L�J�L�E�O�H�����Z�L�W�K�G�U�D�Z�Q�����R�U���³�R�W�K�H�U���´������ 
 
 �$�V���Q�R�W�H�G���S�U�H�Y�L�R�X�V�O�\�����P�H�G�L�D�W�H�G���U�H�S�D�L�U���U�H�P�H�G�L�H�V���W�\�S�L�F�D�O�O�\���S�U�R�Y�L�G�H���I�R�U���W�K�H���P�D�Q�X�I�D�F�W�X�U�H�U�¶�V��
representative to examine the car for warranted problems, and sometimes the representative 
reports no warranted issue.  In essence, consumers confused the conc
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 �,�Q���V�X�F�K���F�D�V�H�V�����W�K�H�U�H�¶�V���Q�R���Z�D�\���W�R���H�Y�D�O�X�D�W�H���G�H�F�L�V�L�Y�H�O�\���Z�Kat happened.  Did one or the other 
party drop the ball?  Did both?  While the auditor obviously prefers more detail in BBB AUTO 
�/�,�1�(�¶�V���I�L�O�H�V���W�K�D�Q���O�H�V�V�����P�R�U�H�R�Y�H�U�����D�G�G�H�G���G�H�W�D�L�O���F�D�Q�¶�W���H�U�D�V�H���W�K�H���D�V�\�P�P�H�W�U�\���Q�R�W�H�G���D�E�R�Y�H�������7�K�X�V�����W�K�H��
auditor hesitates to discount t�K�H���F�R�Q�V�X�P�H�U�¶�V���U�H�S�U�H�V�H�Q�W�D�W�L�R�Q�V���W�R���W�K�H���H�I�I�H�F�W�����I�R�U���H�[�D�P�S�O�H�����W�K�D�W���W�K�H��
consumer did �U�H�W�X�U�Q���%�%�%���$�8�7�2���/�,�1�(�¶�V���F�D�O�O�V���D�Q�G���G�L�G�Q�¶�W���J�H�W���D���U�H�V�S�R�Q�V�H������ 
 
  6. �7�U�H�D�W�P�H�Q�W���R�I���³�1�R�W���6�X�U�H�´���5�H�V�S�R�Q�V�H���� 

 
 �9�D�U�L�R�X�V���T�X�H�V�W�L�R�Q�V���L�Q�F�O�X�G�H���D���³�Q�R�W���V�X�U�H�´���R�S�W�L�R�Q�������&�R�Q�V�X�P�H�U�V���Z�K�R���F�K�R�V�H���W�K�D�W���R�S�W�L�R�Q���Z�H�U�H�Q�¶�W��
included, for purposes of the specific response, in either the micro or the macro portions of the 
analysis.214  To illustrate, consider a yes/no question posed to 100 people, with 45 responding 
�³�\�H�V���´���������³�Q�R���´���D�Q�G���������³�Q�R�W���V�X�U�H���´�����7�K�H���F�K�D�U�W���Z�R�Xld report a base of 90, with 45 affirmative and 
45 negative replies.215   
 
  7. Branching Issues  

 

 This is something of a flip side to the preceding section, where BBB AUTO LINE 
�U�H�F�R�U�G�H�G���D���V�S�H�F�L�I�L�F���U�H�V�X�O�W���E�X�W���W�K�H���F�R�Q�V�X�P�H�U���F�R�X�O�G�Q�¶�W���U�H�F�D�O�O���W�K�H���D�Q�V�Z�H�U�������+�H�U�H����the consumer gives 
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multiple complaints about the same vehicle.  The auditor then compared the survey results to 
�D�J�J�U�H�J�D�W�H�V���E�D�V�H�G���R�Q���W�K�H���S�U�H�F�L�V�H���³�V�D�P�S�O�L�Q�J���I�U�D�P�H�´���I�U�R�P���Z�K�L�F�K���W�Ke surveyed consumers were 
randomly selected �± so the survey became a direct test of the accuracy of the sampling frame.218   

 
Second, the auditor took steps to address, in the area where it seemed to matter the most, 

the possibility of a non-response error.  These arise when some types of consumers are less 
likely to respond to the survey than others.  Specifically (and not surprisingly), the auditor has 
�I�R�X�Q�G���W�K�D�W���F�R�Q�V�X�P�H�U�V���Z�K�R���Z�H�U�H�Q�¶�W���H�O�L�J�L�E�O�H���I�R�U���W�K�H���S�U�R�J�U�D�P���Z�H�U�H���O�H�V�V���O�L�N�H�O�\���W�R���F�R�P�S�O�H�W�H���D���V�X�U�Y�H�\��
than those who used mediation or arbitration.219  As detailed below, the auditor essentially 
�³�Z�H�L�J�K�W�H�G�´���W�K�H���V�X�U�Y�H�\���Q�X�P�E�H�U�V���R�Q���W�K�H���S�U�R�F�H�V�V���T�X�H�V�W�L�R�Q���W�R���D�F�F�R�X�Q�W���I�R�U���G�L�V�S�D�U�D�W�H���U�H�V�S�R�Q�V�H���U�D�W�H�V����
and this has largely corrected some apparent discrepancies.   

 
Third, another issue is measurement error.  These arise, for example, from the various 

�³�U�H�D�V�R�Q�D�E�O�\���H�[�S�O�L�F�D�E�O�H���G�L�V�F�R�U�G�D�Q�F�H�V�´���G�H�V�F�U�L�E�H�G���D�E�R�Y�H�������2�Q�F�H���W�K�H���Q�D�W�X�U�H���R�I���W�K�H�V�H���G�L�V�F�R�U�G�D�Q�F�H�V��
started to become apparent with the 2016 audit, the auditor worked with TechnoMetrica to refine 
�W�K�H���T�X�H�V�W�L�R�Q�Q�D�L�U�H���W�R���D�G�G�U�H�V�V���V�R�P�H���F�R�Q�I�X�V�L�R�Q�����E�X�W���W�K�H�\���K�D�Y�H�Q�¶�W���E�H�H�Q���D�E�O�H���W�R���I�X�O�O�\���H�O�L�P�L�Q�D�W�H���L�W��220  
�,�Q�G�H�H�G�����W�K�H�U�H�¶�V���D���W�U�D�G�H-off here.  TechnoMetrica calls consumers at home or on cell phones and 
asks them to complete an extended survey.  At some point, adding greater precision to the 
questions could lead to such detailed inquiries as to, in a worst case scenario, lower response 
rates.  While the auditor has continued to work with TechnoMetrica to further reduce 
measurement errors, therefore, some will likely remain.  And, even if discordances are, for 
�H�[�D�P�S�O�H�����U�H�D�V�R�Q�D�E�O�\���H�[�S�O�L�F�D�E�O�H�����W�K�H�\�¶�O�O���V�W�L�O�O���L�P�S�D�F�W���W�K�H���P�D�F�U�R���F�R�P�S�D�U�L�V�R�Q�V���± although some will 
effectively cancel each other out.221   

 
Fourth, �W�K�H�U�H�¶�V���D��sampling error �W�K�D�W�¶�V���L�Q�K�H�U�H�Q�W���L�Q���S�U�R�M�H�F�W�L�Q�J���W�R���W�K�H���Z�K�R�O�H population 

survey results from a subset of that population.222  �7�K�L�V���L�V���P�H�D�V�X�U�H�G���E�\���W�K�H���³�P�D�U�J�L�Q���R�I���H�U�U�R�U���´���D�Q�G��
that margin was least when dealing with the largest populations; for example, in projecting from 

                                            
 
218  Of course, this required some further steps to restore the cases that had been omitted from the 
spread sheet that comprised the sampling frame.  The auditor addresses below how this was done. 
 
219  �&�R�Q�V�X�P�H�U�V���Z�K�R���D�U�H�Q�¶�W���H�O�L�J�L�E�O�H���Z�H�U�H���R�I�W�H�Q���W�R�O�G���V�R���Z�L�W�K�L�Q���D���G�D�\�����S�H�U�K�D�S�V���W�K�H�\���Z�H�U�H���O�H�V�V���Y�H�V�W�H�G��
in the program and less willing to complete a detailed survey. 
 
220  For example, to address the straddle case issue discussed in Section A.1.2, the survey 
repeatedly asks consumers, if they filed multiple complaints during the year, to focus on the last case 
�F�O�R�V�H�G���L�Q�����������������,�W�¶�V���K�D�U�G�O�\���D���V�X�U�S�U�L�V�H�����W�K�R�X�J�K�����W�K�D�W���V�R�P�H���F�R�Q�V�X�Pers still report on follow-on cases 
from 2020.   
 
221  In the simplest example, if one case is reported by a consumer as ineligible and BBB AUTO 
LINE as withdrawn, and a second case is reported by the consumer as withdrawn and BBB AUTO 
LINE as ineligible, the net effect on the aggregate macro figures will cancel out.  
 
222  Such projection is unavoidable; even in Ohio, where TechnoMetrica attempted to contact 
every consumer in the sampling frame, they completed interviews with only 24.5%.  
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(3) When asked if they would recommend BBB AUTO LINE to friends and 



 
 

Page 110 
 



 
 

Page 111 
 

consumer, in a timely fashion, tells BBB AUTO LINE that she wants to proceed further.228  
TechnoMetrica identified MCSVs, including but not limited to 1R cases, primarily by finding 
cases with the same contact phone numbers.229   

The BBB �$�8�7�2���/�,�1�(�¶�V���J�H�Q�H�U�D�O���D�S�S�U�R�D�F�K���± �W�R���R�S�H�Q���D���Q�H�Z���³�5�´���F�D�V�H���Z�K�H�Q���D���F�R�Q�V�X�P�H�U��
�L�V�Q�¶�W���V�D�W�L�V�I�L�H�G���Z�L�W�K���W�K�H���L�P�S�O�H�P�H�Q�W�D�W�L�R�Q���R�I���D���U�H�P�H�G�\���± �K�D�V���D���V�R�X�Q�G���E�D�V�L�V�������³�5�´���F�D�V�H�V���D�U�H���P�R�V�W���R�I�W�H�Q��
preceded by mediated repair settlements, and, as noted previously, the FTC, Florida, and Ohio all 
recognize repair remedies as appropriate outcomes to dispute resolution, which can (although 
�W�K�H�\���G�R�Q�¶�W���D�O�Z�D�\�V�����U�H�V�R�O�Y�H���D�Q���L�V�V�X�H�� 230   Yet the process can take time; the manufacturer and 
consumer must coordinate an inspection and possible repair, and, if the underlying problem 
manifests itself only intermittently, the consumer may need to drive the car for weeks before 
deciding whether the repair satisfies his concerns.  Yet the time to process the initial complaint 
and attempt a repair will likely exhaust much of the time allotted for the original complaint.  So, 
�I�U�R�P���%�%�%���$�8�7�2���/�,�1�(�¶�V���S�H�U�V�S�H�F�W�L�Y�H�����D�Q�G���I�U�R�P���W�K�H���S�H�U�V�S�H�F�W�L�Y�H���R�I���W�K�L�V���U�H�Y�L�H�Z�����L�W���V�H�H�P�V��
�U�H�D�V�R�Q�D�E�O�H���W�R���U�H�V�W�D�U�W���W�K�H���F�O�R�F�N���I�R�U���D���³���5�´���F�D�V�H���� 

 Yet starting a new case poses complications of its own, both for the survey and for 
calculating aggregates.  As a practical matter, for example, in the unlikely event that a consumer 
who was called twice about the same vehicle was willing to do the survey twice, he might well 
confuse events in the original case with those in the 1R case.  But more fundamentally, a 
consumer who was called twice about the same vehicle could be annoyed and likely �Z�R�X�O�G�Q�¶�W��
repeat the survey.231  �6�R�����D�W���W�K�H���D�X�G�L�W�R�U�¶�V���U�H�T�X�H�V�W���D�Q�G���L�Q���W�K�H���I�D�F�H���R�I���0�6�&�9�V�����7�H�F�K�Q�R�0�H�W�U�L�F�D��
scrubbed all but 
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                                                        *  *  *  
 

 To make explicit one aspect of this summary:  Given the limited number of Ohio 
complaints, attempts were made (with up to four phone calls per consumer) to contact every 
Ohio consumer that BBB AUTO LINE identified and for which it provided currently valid 
contact information.  Further, every Ohio consumer who was surveyed was included in the Ohio 
results, even if the consumer was initially contacted as part of the national survey.  This was all 
done to maximize the Ohio responses, although in the final tally there were only 67.233 
 
 E. Identifying Florida and Ohio Cases for the State Audits 

 

 �%�%�%���$�8�7�2���/�,�1�(�¶�V���U�H�F�R�U�G�V���L�G�H�Q�W�L�I�\���E�R�W�K���W�K�H���V�W�D�W�H���I�R�U���W�K�H���F�R�Q�V�X�P�H�U�¶�V���F�R�Q�W�D�F�W���D�G�G�U�H�V�V��
and the state under whose program the program was processed.  The two states often diverge 
when a consumer has an attorney, because multi-state law firms often use an out-of-state address 
for contact purposes.  For consumers without attorneys 
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 IIA.   Survey Results �± Some Preliminary Notes 

  

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 
 The next three sections present and analyze the survey results for the National, Florida, 
and Ohio populations.  Preliminarily, please note the following. 

 
(1) Use of gendered pronouns in discussing consumers.  To add an extra layer of 
�D�Q�R�Q�\�P�L�W�\���Z�K�H�Q���W�K�H���D�X�G�L�W�R�U���U�H�I�H�U�V���W�R���V�S�H�F�L�I�L�F���F�D�V�H�V�����W�K�H���D�X�G�L�W�R�U���G�R�H�V�Q�¶�W���Q�H�F�H�V�V�D�U�L�O�\���X�V�H���W�K�H��
appropriate gender-specific pronoun. 
 
(2) Characterization of the bases for targeted questi
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III.     SURVEY RESULTS �± NATIONAL  
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 �,�Q���E�R�W�K���R�I���W�K�H���³�Q�R�´���U�H�V�S�R�Q�V�H�V�����W�K�H���F�R�Q�V�X�P�H�U���D�J�U�H�H�G���Z�L�W�K���W�K�H���\�H�D�U���D�Q�G���P�D�N�H�����L�Q���R�Q�H�����W�K�H��
�F�R�Q�V�X�P�H�U���H�[�S�U�H�V�V�O�\���G�L�V�D�J�U�H�H�G���Z�L�W�K���W�K�H���P�R�G�H�O���V�K�R�Z�Q���L�Q���%�%�%���$�8�7�2���/�,�1�(�¶�V���U�H�F�R�U�G�V�����L�Q���W�K�H��
�R�W�K�H�U�����W�K�H���U�H�F�R�U�G�H�G���U�H�V�S�R�Q�V�H���G�R�H�V�Q�¶�W���L�Q�G�L�F�D�W�H���Z�K�\���W�K�H���F�R�Q�V�X�P�H�U���G�L�V�D�J�U�H�H�G���� 
 

 

Table III �±3:  Repair attempts 

 

 

2019 

Survey 

2018 

Survey 
2017 

Survey 

2016 

Survey 

BASE: All respondents, 

�³�Q�R�W���V�X�U�H�´���H�[�F�O�X�G�H�G�� 

391 398 397 392 
100.0% 100.0% 100.0% 100.0% 
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Table III -4:  How did you find out that you could file a complaint with BBB AUTO LINE?  

(Multiple replies accepted) 

  

 

2019 

Survey 
2018 

Survey 

2017 

Survey 

2016 

Survey 

BASE:  All respondents, except those who 

�U�H�V�S�R�Q�G�H�G���³�Q�R�W���V�X�U�H�´���W�R���W�K�L�V���T�X�H�V�W�L�R�Q 

394
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Table III �±6:  �&�R�P�S�D�U�L�V�R�Q�V���R�I���L�Q�G�L�Y�L�G�X�D�O���³�S�U�R�F�H�V�V�´���U�H�V�S�R�Q�V�H�V 

 

 
Mediated Arbitrated  Withdrawn  Ineligible Other 

TOTAL  
117 83 22 
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- �7�H�Q���L�Q�Y�R�O�Y�H�G���F�R�Q�V�X�P�H�U�V���Z�K�R���U�H�S�O�L�H�G���³�R�W�K�H�U�´���W�R���W�K�H���T�X�H�V�W�L�R�Q�����D�Q�G���W�K�H�Q���J�D�Y�H���G�H�W�D�L�O�V����
�W�K�D�W���Z�H�U�H���F�R�Q�V�L�V�W�H�Q�W���Z�L�W�K���%�%�%���$�8�7�2���/�,�1�(�¶�V���F�K�D�U�D�F�W�H�U�L�]�D�W�L�R�Q��240  (Category 2.f.) 

- �7�Z�R���F�D�V�H�V���Z�H�U�H�Q�¶�W���F�O�H�D�U�����L�Q�F�O�X�G�L�Q�J���R�Q�H���Z�K�H�U�H���%�%�%���$�8�7�2���/�,�1�(���U�H�S�R�U�W�H�G���W�K�D�W���W�K�H���F�D�U��
�Z�D�V�Q�¶�W���H�O�L�J�L�E�Oe for the program because it was too old, but the consumer said that the 
case was arbitrated. 
 

 The remaining three cases involve failures to communicate, but of two different sorts.  
Two were claims that BBB AUTO LINE found ineligible due to age, and the consumers said that 
they never heard from BBB AUTO LINE.241  In the last case (a complaint involving tires), the 
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�&�R�O�X�P�Q���$�������E�D�V�H�G���R�Q���7�H�F�K�Q�R�0�H�W�U�L�F�D�¶�V���D�F�W�X�D�O���V�D�P�S�O�L�Q�J���I�U�D�P�H�����R�P�L�W�V��both cases where 

the consumer had counsel and, where the consumer filed MCSVs during the year, it omits all but 
the last.242  Both omissions are needed to avoid coverage errors�����H�V�V�H�Q�W�L�D�O�O�\���³�F�R�P�S�D�U�L�Q�J���D�S�S�O�H�V��
�D�Q�G���R�U�D�Q�J�H�V���´243  



 
 

Page 122 
 

�S�U�R�E�O�H�P�V���Z�L�W�K���W�K�H���³�U�H�V�W�R�U�H�G�´���%�%�%���$�8�7�2���/�,�1�(���U�H�F�R�U�G�V�� 
 
Finally, Table III-���$�¶�V���P�X�O�W�L-year comparisons show relatively consistent results over the 

years, particularly over the last three years.   
  

                                                                                                                                            
 
earlier cases in the series. 
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C.  RELIEF  

 

The relief questions were posed to consumers who identified their cases as arbitrated or 
mediated.  As with the process questions, consumers were told how BBB AUTO LINE reported 
the relief they received, and asked to confirm or correct the records.247   

 
1. Combined Results for Mediated and Arbitrated Cases 

 

The auditor starts with the combined results for mediated and arbitrated cases.  These, in 
his view, present the most significant insights into the program as a whole �± and point to 
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Table III �±8:  Consumer Agreement with BBB AUTO LINE Records on Remedies 

 

 

Replacement/ 

Repurchase 
Repair Other No Award 

BASE = med/arb   
88 52 25 35 

100.0% 100.0% 100.0% 100.0% 
Replacement/Repurchase 

(Imported)  

80 - 1 - 
90.9% - 4.0% - 

Repair (Imported) 
2 50 1 1 

2.3% 96.2% 4.0% 2.9% 

Other (Imported)  
- - 22 - 
- - 
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3. Relief in Mediated Cases Only  

Table III -�±9:  Remedy in Mediated Cases 

 

 
BBB AUTO 

LINE stats 

(A1) 

Same, excluding 

attorney cases 

(A2) 

�6�W�D�W�V���I�U�R�P���³�I�X�O�O�\��
�D�G�M�X�V�W�H�G�´���V�S�U�H�D�G��
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Table III �±10:  Consumer Agreement with BBB AUTO LINE Records  

 

 

Replacement 

Repurchase 
Repair Other 

BASE: med. cases  
57 38 22 

100.0% 100.0% 100.0% 
Replacement/Repurchase 

(Imported)  

52 - - 
91.2% - - 

Repair (Imported) 
1 37 1 

1.8% 97.4% 4.5% 

Other (Imported)  
- - 20 

- - 90.9% 

No entry (Imported)
252

 
4 1 1 

7.0% 2.6% 4.5% 
 
Concordance:   109/117 = 93.2%  

Discordance:         8/117 =  6.8% 

 

 These cases were among those analyzed in connection with Table III-8. 
  
 
 
 

 

  

                                            
 
252  These are cases that BBB AUTO LINE reported as ineligible or withdraw
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somewhat counterbalanced by the lesser percentages of replacement/repurchase remedies that 
they obtained in mediations).   
 

�)�X�U�W�K�H�U�����F�R�Q�V�L�V�W�H�Q�W���Z�L�W�K���K�L�V���H�D�U�O�L�H�U���U�H�P�D�U�N�V�����W�K�H���D�X�G�L�W�R�U���K�L�J�K�O�L�J�K�W�V���W�K�D�W���W�K�H�V�H���W�D�E�O�H�V���F�D�Q�¶�W��
be viewed in a vacuum, but should be examined together with Tables III-7 and III-8 (arbitrated 
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Table III �±13:  Did you return a form accepting the arbitrator's decision?
256
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D.   COMPLIANCE  

 
Table III �±17:  Which of the following applies to your case? The manufacturer... 

 

 

Mediated Arbitrated  Med + Arb 

Survey 

BBB 

AUTO 

LINE, all 

cases  

Survey 

BBB 

AUTO 

LINE, 

all cases 

Survey 

BBB 

AUTO 

LINE, 

all cases 

BASE:  MED cases and ARB 

cases with an award that 

�F�R�Q�V�X�P�H�U���D�F�F�H�S�W�H�G�����³�1�R�W���V�X�U�H�´��
excluded from survey figures 

114 2959 40 582 154 3541 

100.0% 100.0% 100.0% 100.0% 100% 100% 

Carried out remedy within the 

time specified, including any 

extension to which you agreed 

89 2815* 28 568* 117 3383* 

78.1% 95.1% 70.0% 97.6% 76.0% 95.5% 
Carried out remedy after the time 

specified, includin 0.992 rg

25 527.37 49.148 19.687 re

W* n

BT

/F5 12 Tf

1 0 0 1 471.23 37.875 re

W* n

BT

/F2 11.062 T BDC q

25625 re

f*
471.23 37.875 re

W* n

BT

/F2 11.062 T BDC q

255D 151>> BDC q

504.35 509.18875 re

W* n

BT

/F2 11.062 Tf

1 0 0 1 76.898 485.93 Tm

0 g

[(sp)13(e)3(c)3(i)7(f)-5(73470.e)3(c)3(i)7(f)-5o(t)-5(h)-2(e)(a)8(g)-7(r)3(ee)3(d)14

89
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As noted in that earlier discussion, about 20% of consumers, mostly those with 
�U�H�S�D�L�U���U�H�P�H�G�L�H�V�����Z�H�U�H���G�L�V�V�D�W�L�V�I�L�H�G���Z�L�W�K���³�F�R�P�S�O�L�D�Q�W�´���V�W�H�S�V���W�D�N�H�Q���E�\���P�D�Q�X�I�D�F�W�X�U�H�U�V����
and generally continued their cases in BBB AUTO LINE. 

 
 
 Cases recorded as non-compliant by BBB AUTO LINE.  In the process and remedy 
sections, the auditor focused exclusively on cases where the survey showed a disparity between 
�%�%�%���$�8�7�2���/�,�1�(���U�H�F�R�U�G�V���D�Q�G���F�R�Q�V�X�P�H�U�V�¶���V�X�U�Y�H�\���U�H�V�S�R�Q�V�H�V�������)�R�U���F�R�P�S�O�L�D�Q�F�H�����W�K�R�X�J�K���W�K�H��
auditor adds an alternative screen.  Since all cases 
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39 involving repairs.263 These 39 constitute 2.8% of the 1399 cases with mediated repair 
remedies.     
 
 �'�L�J�J�L�Q�J���G�H�H�S�H�U�����L�Q���D�W���O�H�D�V�W���������R�I���W�K�H���������F�D�V�H�V�����L�W���D�S�S�H�D�U�V���W�K�D�W���W�K�H���P�D�Q�X�I�D�F�W�X�U�H�U���G�L�G�Q�¶�W��
contact the consumer to follow through with the promised inspection and repair, or made an 
initial contact and promised a further call that never came.   
 
 Further, 22 of the 39 cases seem to be situations where the consumer started the BBB 
AUTO LINE process before affording the manufacturer the opportunity for a final repair attempt 
���³�)�5�$�´�����X�Q�G�H�U���V�W�D�W�H���O�H�P�R�Q���O�D�Z�����D�Q�G�����L�Q���H�V�V�H�Q�F�H�����W�K�H���V�H�W�W�O�H�P�H�Q�W���L�Q�F�R�U�S�R�U�D�W�H�G���W�K�H���)�5�$���L�Q�W�R���W�K�H��
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 Non-compliance reported by surveyed consumers.  As noted before, the auditor this year 
asked BBB AUTO LINE to include compliance data on its spread sheet, which substantially 
facilitated the analysis already presented in this section.  Also, to increase transparency (and to 
�V�L�P�S�O�L�I�\���W�K�H���U�H�S�R�U�W�L�Q�J���S�U�R�F�H�V�V�������%�%�%���$�8�7�2���/�,�1�(���G�U�H�Z���W�K�L�V���\�H�D�U�¶�V���D�J�J�U�H�J�D�W�H���I�L�J�X�U�H�V�����L�Q�F�O�X�G�L�Q�J��
compliance aggregates, directly from the spread sheet.    
 
 The survey provides a check on the aggregates that were calculated by BBB AUTO 
LINE, and consumers surveyed this year reported a higher rate of non-compliance than did BBB 
AUTO LINE.  While BBB AUTO LINE reported a 2.7% non-compliance rate, 8.4% of surveyed 
consumers �± 13 out of 154 �± reported such problems.  And none of the 13 indicated that the fault 
was theirs.265 
 
 Consumers who reported non-compliance on a repair remedy, however, were also asked 
whether the manufacturer had inspected or even attempted a repair on the car, and five responded 
that the manufacturer had done one or the other.  And, as noted before, BBB AUTO LINE policy 
is to report such cases as compliant.    
 
 Among the other eight cases, one was apparently resolved the week after the survey, 
according to a �V�L�J�Q�H�G���O�H�W�W�H�U���L�Q���%�%�%���$�8�7�2���/�,�1�(�¶�V���I�L�O�H�V��  In another and rather unusual case, the 
consumer got a replacement car but later filed a case asserting problems with that vehicle.  In 
�W�Z�R���F�D�V�H�V�����F�R�Q�V�X�P�H�U�V���F�R�X�O�G�Q�¶�W���J�H�W���I�L�Q�D�Q�F�L�Q�J���W�R���I�L�Q�D�O�L�]�H���D���U�H�S�X�U�F�K�D�V�H���R�U���U�H�S�O�D�F�Hment remedy.  
Another case involved a straddle-like situation,266 In yet another case�����%�%�%���$�8�7�2���/�,�1�(�¶�V��
finding of compliance rested on an unreturned performance verification letter.  The other two are 
less clear.267  
 
 Taking account of all these situations, it seems that the survey, with allowances for 
reasonably explicable discordances and other factors, is generally consistent with the 2.7% non-
compliance rate comparable to the 2.7% reported by BBB AUTO LINE.   
 

***  *** *** 
 
 Consumers reporting delayed compliance.  Among the 20 consumers reporting delayed 
�F�R�P�S�O�L�D�Q�F�H�����%�%�%���$�8�7�2���/�,�1�(���G�L�G�Q�¶�W���U�H�F�R�U�G���D���U�H�P�H�G�\�����D�Q�G���W�K�X�V���G�L�G�Q�¶�W���F�K�H�F�N���R�Q���F�R�P�S�O�L�D�Q�F�H�����L�Q��
three.  Two of these were essentially straddle cases where the consumer got no relief in the first 

                                            
 
265  Of the thirteen, eight were cases where no performance verification letter was returned, so 
that compliance was assumed. 
 
266  The 2019 case was a follow-�R�Q���W�R���D�Q���H�D�U�O�L�H�U���F�D�V�H���Z�K�H�U�H���W�K�H���F�R�Q�V�X�P�H�U���Z�D�V�Q�¶�W���V�D�W�L�V�I�L�H�G���Z�L�W�K��
the execution of the remedy.  The consumer then withdrew the second case until he had time to 
schedule a hearing, and then, apparently, never refiled.     
 
267  �2�Q�H���R�I���W�K�H�V�H���L�Q�Y�R�O�Y�H�G���D�Q���H�O�G�H�U�O�\���F�R�Q�V�X�P�H�U���Z�K�R�����D�F�F�R�U�G�L�Q�J���W�R���W�K�H���F�D�V�H���K�D�Q�G�O�H�U�¶�V���Q�R�W�H�V����
reported that he had memory problems.   
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case (on which BBB AUTO LINE reported) but did so in the second case.268  In the third of these 
cases, the arbitrator denied relief.    
 
 Among the other 17 cases, BBB AUTO LINE initially reported delayed compliance in 
one and now agrees that it should have reported delayed compliance in a second.  In another, it 
appears that the consumer had granted an extension of the time to comply. In ten, BBB AUTO 
�/�,�1�(���D�V�V�X�P�H�G���W�L�P�H�O�\���F�R�P�S�O�L�D�Q�F�H���E�H�F�D�X�V�H���W�K�H���F�R�Q�V�X�P�H�U���K�D�G�Q�¶�W���U�H�W�X�U�Q�H�G���W�K�H���S�H�U�I�R�U�P�D�Q�F�H 
�Y�H�U�L�I�L�F�D�W�L�R�Q���O�H�W�W�H�U�������,�Q���W�K�U�H�H�����W�K�H���D�X�G�L�W�R�U���F�D�Q�¶�W���W�H�O�O���Z�K�D�W���K�D�S�S�H�Q�H�G���E�H�F�D�X�V�H���R�I���W�K�L�V���\�H�D�U�¶�V��
inadvertent file deletions by a contractor,269 �D�Q�G���W�K�H���I�L�Q�D�O���F�D�V�H���L�V�Q�¶�W���F�O�H�D�U������ 
 
 Looking beyond that, moreover, the auditor has noted that the performance verification 
letter BBB AUTO LINE has been using tells consumers that BBB AUTO LINE would assume 
successful �F�R�P�S�O�L�D�Q�F�H���L�I���W�K�H�\���G�L�G�Q�¶�W���U�H�W�X�U�Q���W�K�H���I�R�U�P�����E�X�W���G�R�H�V�Q�¶�W���P�D�N�H���H�[�S�O�L�F�L�W���W�K�D�W��compliance 
�Z�R�X�O�G���D�O�V�R���E�H���D�V�V�X�P�H�G���W�R���E�H���W�L�P�H�O�\�������6�R���W�K�H�U�H�¶�V���D���F�K�D�Q�F�H���W�K�D�W���D�W���O�H�D�V�W���V�R�P�H���F�R�Q�V�X�P�H�U�V���G�L�G�Q�¶�W��
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Table III �±17A:  Comparative analysis on compliance (MED plus ARB) 

 

 

2019 2018 2017 2016 

Survey 

BBB 

AUTO 

LINE  

Survey 

BBB 

AUTO 

LINE  

Survey 

BBB 

AUTO 

LINE  

Survey 

BBB 

AUTO 

LINE  

BASE:  MED case and ARB cases with an 

award that the consumer �D�F�F�H�S�W�H�G�������³�1�R�W��
�V�X�U�H�´���U�H�V�S�R�Q�V�H�V���H�[�F�O�X�G�H�G���I�U�R�P���W�K�H���V�X�U�Y�H�\��
figures. 

147 
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E.  TIMING  
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Table III �±-19A:  
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Table III �±30:  After you accepted the arbitrator's award/agreed to a settlement, which of 

the following best describes your later contacts with BBB AUTO LINE staff to discuss 

whether the manufacturer was doing what it promised/what the order required? 

 

 
2019 2018 2017 2016 

BASE: (1) MED and (2) ARB where the consumer 

�U�H�F�H�L�Y�H�G���D�Q�G���D�F�F�H�S�W�H�G���D�Q���D�Z�D�U�G�������³�1�R�W���V�X�U�H�´��
responses excluded.   

148 157 151 167 

100.0% 100.0% 100.0% 100% 

The staff contacted me by letter or email 
44 49 52 48 

29.7% 31.2% 34.4% 29% 

The staff spoke to me 
24 26 29 22 

16.2% 16.6% 19.2% 13% 

Both of those 
65 71 57 75 

43.9% 45.2% 
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Tables III �±33:  Comparison on remedies 

 

1. Combined Mediation and Arbitration  

 

 2019  2018 
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more likely to get a repurchase or replacement remedy, far less likely to get a repair remedy, and 
�I�D�U���P�R�U�H���O�L�N�H�O�\���W�R���H�Q�G���W�K�H���S�U�R�F�H�V�V���Z�L�W�K���D�Q���D�U�E�L�W�U�D�W�H�G���G�H�Q�L�D�O�����P�D�L�Q�O�\���E�H�F�D�X�V�H���W�K�H�\�¶�U�H���I�D�U���P�R�U�H��
likely to use arbitration in the first place).     
 
 �6�W�L�O�O�����W�K�H�V�H���Q�X�P�E�H�U�V���D�U�H���D�W���P�R�V�W���V�X�J�J�H�V�W�L�Y�H�������)�R�U���H�[�D�P�S�O�H�����P�D�Q�\���³�Z�L�W�K�G�U�D�Z�D�O�V�´���L�Q��
attorney cases 
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H.  SATISFACTION  

 

 �7�K�H���O�D�V�W���S�R�U�W�L�R�Q���R�I���W�K�H���³�Q�D�W�L�R�Q�D�O-�V�X�U�Y�H�\�´���D�Q�D�O�\�V�L�V���F�R�Q�F�H�U�Q�V���F�R�Q�V�X�P�H�U���V�D�W�L�V�I�D�F�W�L�R�Q�������)�R�U��
most of these questions, consumers were asked to grade BBB AUTO LINE staff and (for 
consumers who said they used arbitration) the arbitrators.  Grades are presented for all 
consumers, and then broken out to show grades from consumers who reported that they got 
awards (with further breakouts based on the nature of the award) and from those who said their 
claims were denied.    
 
 Not surprisingly, consumers who got better results were more impressed with the virtues 
of the program. 
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1. Satisfaction with Arbitrator  

 

Table III -�±34:  How would you grade the arbitrator on understanding the facts of your 

case? 



 
 



 
 

Page 153 
 

Table III �±38:  ARBITRATOR SATISFACTION COMPOSITE  

 

BASE: ARB, 

�³�Q�R�W���V�X�U�H�´���H�[�F�O�X�G�H�G 
Total Award No Award 

Repurchase/ 

Replacement 

Repair/ 

Other 

Understanding the facts of 

your case 
2.70 3.56 1.51 3.68 3.35 

Objectivity and fairness 

 
2.72 3.60 1.47 3.81 3.24 

Reaching an impartial 

decision 
2.53 3.50 1.20 3.81 2.94 

Coming to a reasoned & 

well thought-out decision 
2.56 3.58 1.06 3.81 3.18 

AVERAGE  2.63 3.56 1.31 3.78 3.18 

 

 

Table III -38A 

ARBITRATOR SATISFACTION COMPOSITE (BY YEAR)  

 

  Total Award 
No 

Award 

Repurchase/ 

Replacement 
Repair/ 

Other 

Composite (2019) 2.63 3.56 1.31 3.78 3.18 

Composite (2018) 2.36 3.52 1.26 3.72 2.70 

Composite (2017) 2.03 2.97 1.07 3.58 2.33 

Composite (2016) 2.34 3.40 1.02 3.69 
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�7�K�H���D�X�G�L�W�R�U���Q�R�W�H�V�����W�K�R�X�J�K�����W�K�D�W���W�K�H���³�J�U�D�G�H�V�´���I�U�R�P���F�R�Q�V�X�P�H�U�V���Z�K�R���G�L�G�Q�¶�W��get repurchase or 
replacement remedies continued to rise this year.  The 1.31 grade from consumers whose claims 
were denied was an underwhelming D+, but the score has been substantially higher during the 
past two audits than in the three previous audits.     
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2. Satisfaction with BBB AUTO LINE staff  

 

Table III �±39:  How would you grade BBB AUTO LINE staff on objectivity and fairness? 

 
  2019 Cases 

BASE: ARB/MED,  

�³�Q�R�W���V�X�U�H�´���H�[�F�O�X�G�H�G 

197 
100.0% 

  A=Excellent 
114 

57.9% 

  B=Good 
46 

23.4% 

  C=Average 
23 

11.7% 

  D=Poor 
9 

4.6% 

  

 

�±
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Table III �±42 

BBB AUTO LINE STAFF EFFORTS  

SATISFACTION COMPOSITE  
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Table III �±43:  Would you recommend BBB AUTO LINE to friends or family?  

 

 
Total Med/Arb  

BASE: total, not sure 
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IV.  SURVEY RESULTS �± FLORIDA  
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A. GENERAL INFORMATION  

 

Table IV �±1:  Vehicle Year 

 

 2019 Cases 

TOTAL  
151 

100.0% 

2008 
- 
- 

2009 
1 

0.7% 

2010 
3 

2.0% 

2011 
2 

1.3% 

2012 
3 

2.0% 

2013 
- 
- 

2014 
4 

2.6% 

2015 
6 

4.0% 

2016 
14 

9.3% 

2017 
48 

31.8% 

2018 
48 

31.8% 

2019 
22 

14.6% 

2020 

- 
- 
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Table IV �±2:  The BBB AUTO LINE's records show they closed a complaint in 2019 about 

your <make> vehicle.  Is that correct? 

 

 
2019 

TOTAL  
151 

100.0% 

Yes 
149 

98.7% 
 
 �7�K�H���³�Q�R�´���U�H�V�S�R�Q�V�H�V���L�Q�Y�R�O�Y�H�G���F�R�U�U�H�F�W�L�R�Q�V���W�R���W�K�H���F�D�U�¶�V���P�R�G�H�O���R�U���\�H�D�U�������:�K�L�O�H���Q�R�W���L�G�H�D�O�����D�Q�G��
perhaps something BBB AUTO LINE could note �W�R���L�W�V���V�W�D�I�I�����W�K�H���D�X�G�L�W�R�U���G�R�H�V�Q�¶�W���F�R�Q�V�L�G�H�U���W�K�L�V���D��
significant problem. 
 

 

Table IV �±3:  Repair Attempts 
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Table IV �±4:  How did you first learn about BBB AUTO LINE?  

 

 

2019 

Audi t 

2018 

Audit  
2017 

Audit  

2016 

Audit  

�%�$�6�(�����D�O�O���U�H�V�S�R�Q�G�H�Q�W�V�����³�Q�R�W���V�X�U�H�´���H�[�F�O�X�G�H�G 
147 151 157 148 
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second (category 2.a292).  Another case, which the consumer reported as arbitrated although she 
never returned a consumer complaint form, may have involved a settlement outside the program 
(category 2.b).293   Yet another involved confusion as to whether a case was ineligible or 
withdrawn (category 2.d),294 while another seems to have involved a consumer dissatisfied with 
the performance of a repair remedy (category 2.e).   In five cases reported by BBB AUTO LINE 
as ineligible, one reported as withdrawn, and one reported as mediated, consumers replied 
�³�R�W�K�H�U�´���R�Q���S�U�R�F�H�V�V���E�X�W���W�K�H�Q���J�D�Y�H���G�H�W�D�L�O�V���W�K�D�W���Z�H�U�H���F�R�Q�V�L�V�W�H�Q�W���Z�L�W�K���%�%�%���$�8�7�2���/�,�1�(�¶�V��
characterization (category 2.f).295   �,�Q���D�Q�R�W�K�H�U�����D���F�R�Q�V�X�P�H�U���G�H�V�F�U�L�E�H�G���K�H�U���F�O�D�L�P���D�V���³�L�Q�H�O�L�J�L�E�O�H�´��
after she had accepted a cash payment rather than the stronger relief she had originally sought 
(category 2.g); another case may have been a variation on that theme, with the consumer 
reporting that he withdrew the complaint after accepting a cash settlement.      
 
 Attorney cases:  As noted above, the auditor also examined 25 case files where the 
consumer had counsel.  On the process variable for the Florida attorney cases, there was 
complete concordance.  
 

2. Macro analysis 

 

�7�K�H���³�$�´���F�R�O�X�P�Q�V���R�I���7�D�E�O�H���,�9-5.  
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indirectly, to compute columns A2 and A3.296   
 
�:�K�L�O�H���F�R�O�X�P�Q���$�����V�K�R�Z�V���%�%�%���$�8�7�2���/�,�1�(�¶�V���F�D�O�F�X�O�D�W�H�G���Dggregates for all cases closed 

during the year, column A2 provides comparable figures for cases where consumers appeared 
�Z�L�W�K�R�X�W���F�R�X�Q�V�H�O�����W�K�H�V�H���F�R�Q�V�W�L�W�X�W�H���D�E�R�X�W���������������R�I���W�K�H���³�W�R�W�D�O�´���F�D�V�H�V���L�Q���F�R�O�X�P�Q���$���������7�K�H�U�H�¶�V���P�R�U�H��
detail in Section IV.G about these figures (and how consumers with counsel reportedly fared 
compared to those without).   

 
And, while column A2 omits only cases where the consumer had a lawyer, column A3 

���E�D�V�H�G���R�Q�����7�H�F�K�Q�R�0�H�W�U�L�F�D�¶�V���P�R�G�L�I�L�H�G���Y�H�U�V�L�R�Q���R�I���W�K�H���V�S�U�H�D�G���V�K�H�H�W����both: (1) omits cases where 
the consumer had a lawyer, and (2) where a consumer filed multiple complaints about the same 
vehicle that closed during the year, omits the earlier of those cases.  Both types of omission are 
�Q�H�H�G�H�G���W�R���D�Y�R�L�G���W�K�H���³�F�R�P�S�D�U�L�Q�J���D�S�S�O�H�V���D�Q�G���R�U�D�Q�J�H�V�´���S�U�R�E�O�H�P���Q�R�W�Hd above.297   

 
Thus, column A3 reports the appropriate figures to compare to the survey results.  But, as 

discussed next, adjustments are also appropriate for the survey results. 
 
�7�K�H���³�%�´���F�R�O�X�P�Q�V������
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C.   RELIEF  

 
The relief questions were posed only to consumers who identified their cases as arbitrated 

or mediated.  As with the process questions, consumers were told how BBB AUTO LINE 
reported the relief they received, and asked to confirm or correct the results.300  

  
1. Combined Results for Mediated and Arbitrated Cases 

The auditor starts with the combined results for mediated and arbitrated cases.  These, in 
his view, present the most significant insights into the program as a whole �± and point to 
advantages in a program that, unless the consumer rejects it, typically starts with mediation.  
�)�U�R�P���W�K�H���F�R�Q�V�X�P�H�U�¶�V���S�H�U�V�S�H�F�W�L�Y�H�����D�V���Q�R�W�H�G���D�E�R�Y�H�����D���U�H�S�X�U�F�K�D�V�H���R�E�W�D�L�Q�H�G���W�K�U�R�X�J�K���P�H�G�L�D�W�L�R�Q��is no 
less valuable than similar relief obtained through arbitration.  And, as reported below, almost as 
many consumers got repurchase or replacement through mediation (236) as through arbitration 
(266).301 

 
 

Table IV �±7:  Remedies in Mediated and Arbitrated Cases 
 

 
BBB AUTO 

LINE stats  

(A1) 

Same, excluding 

attorney cases 

(A2) 

�6�W�D�W�V���I�U�R�P���³�I�X�O�O�\��
�D�G�M�X�V�W�H�G�´���V�S�U�H�D�G��

sheet (A3) 

Survey 

(B) 

BASE: med. 

& arb. cases  

1119 781 671 78 

100.0% 100.0% 100.0% 100.0% 

Replacement/

Repurchase 

502 345 342 43 

44.9% 44.2% 51.0% 55.1% 

Repair 
250 230 132 13 

22.3% 29.4% 19.7% 16.7% 

Other 
76 75 69 8 

6.8% 9.6% 10.3% 10.3% 

No Award 
291 131 128 14 

26.0% 16.8% 19.1% 17.9% 

 

 

 The key comparison in Table IV-7 is between columns A3 and B, because both exclude 
consumers who used attorneys and, for MCSVs, all but the last complaint filed in 2019.  The 
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questioned about remedies in arbitrations or mediation, (Table IV-7), the 43 consumers who 
were questioned about remedies in mediation (Table IV-9), and the 35 who were questioned 
about remedies in arbitration (Table IV-11).302   
 
 As with the process metric, the next step is to get back to the earlier columns, which add  
back in the attorney cases and the MCSVs that the sampling frame omitted.  The same rationale 
�G�L�V�F�X�V�V�H�G���L�Q���W�K�H���³�S�U�R�F�H�V�V�´���V�H�F�W�L�R�Q���D�S�S�O�L�H�V���K�H�U�H������ 
 
 

 *   *  *  
 
TABLE IV - 7A:  Multi -Year Comparisons (A1 figures) 
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 Second, the multi-year comparison for cases under the Florida program, like the multi-
year comparison for the national population, shows a rising pattern of consumer performance 
until 2018, with something of a drop-back (though still above 2016 levels) during the current 
audit year.   
 
 �7�K�L�U�G�����K�D�Y�L�Q�J���S�U�H�V�H�Q�W�H�G���I�L�J�X�U�H�V���I�R�U���D�U�E�L�W�U�D�W�H�G���D�Q�G���P�H�G�L�D�W�H�G���F�D�V�H�V���F�R�P�E�L�Q�H�G�����L�W�¶�V���Q�R�Z��
useful to point to some results from the totals for arbitrated cases and mediated cases separately.  
The auditor noted last year that, while consumers had been increasingly successful in Florida, 
their increased success had come almost entirely from mediated cases.  Looking forward to 
Table IV-9A and IV-11A, there was something of a reversal this year; consumer performance 
�Z�D�V�Q�¶�W���D�V���V�W�U�R�Q�J���L�Q���P�H�G�L�D�W�H�G���F�D�V�H�V�����E�X�W���L�P�S�U�R�Y�H�G���V�R�P�H�Z�K�D�W���L�Q���D�U�E�L�W�U�D�W�L�R�Q������ 
 
 �$�O�O���R�I���W�K�L�V���V�X�J�J�H�V�W�V���D���S�U�R�F�H�V�V���W�K�D�W�¶�V���I�D�L�U���W�R���F�R�Q�V�X�P�H�U�V���E�X�W���Q�R�W���D���³�V�O�D�P-�G�X�Q�N�´���W�K�D�W��
�Z�R�X�O�G�Q�¶�W���E�H���I�D�L�U���W�R��manufacturers. 
 
 .   
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Table IV-10:  Consumer Agreement with BBB AUTO LINE 

 

 

Replacement 

Repurchase 
Repair Other 

BASE: MED  
26 10 7 
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 3. Arbitrated Cases 

 

Table IV �±11: Final Remedy in Cases Identified by Consumers as Arbitrated 
 

 
BBB AUTO 

LINE stats  

(A1) 

Same, 

�H�[�F�O�X�G�L�Q�J���D�W�W�¶�\��
cases (A2) 

�6�W�D�W�V���I�U�R�P���³�I�X�O�O�\��
�D�G�M�X�V�W�H�G�´���V�S�U�H�D�G��

sheet (A3) 

Survey 

(B) 
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Table IV �±12:   Consumer Agreement with BBB AUTO LINE Records 

 

 

Replacement 

/Repurchase 
Repair Other No Award 

BASE: ARB   
17 3 1 14 

100.0% 100.0% 100.0% 100.0% 
Replacement/Repurchase 

(Imported)  

17 - - 
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Table IV �±15:  Consumer Agreement with BBB AUTO LINE Records 

 

 

Survey  

Accepted Rejected 

BASE: See below 
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  Pursuant to a requirement specific to Florida, BBB AUTO LINE has provided the 
following breakout: 

 

All Manufacturers  

 

Certified 

Manufacturers 

      All filed claims: 
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***  *** *** 
 
 Consumers reporting delayed compliance. Five of the surveyed consumers reported 
�G�H�O�D�\�H�G���F�R�P�S�O�L�D�Q�F�H�������,�Q���W�Z�R���R�I���W�K�H�V�H���F�D�V�H�V�����%�%�%���$�8�7�2���/�,�1�(���U�H�S�R�U�W�H�G���W�K�D�W���W�K�H���F�R�Q�V�X�P�H�U���K�D�G�Q�¶�W��
returned the performance verification letter, so satisfactory and timely performance was 
assumed.  Another case contain a returned performance verification letter, which reported that 
�W�K�H���W�U�D�Q�V�D�F�W�L�R�Q���Z�D�V���F�R�P�S�O�H�W�H�G���������G�D�\�V���D�I�W�H�U���W�K�H���G�H�F�L�V�L�R�Q���Z�D�V���V�H�Q�W�����X�Q�I�R�U�W�X�Q�D�W�H�O�\�����W�K�H���F�R�Q�V�X�P�H�U�¶�V��
acceptance of the decision, the relevant factor for timing, was in a corrupted file.310 
 
 
Table IV �±17A:  Comparative analysis on compliance (mediated and arbitrated combined) 

 

 
2019 2018 2017 2016 

BASE:  Same as Table IV-17 
747 727 787 677 

100.0% 100.0% 100.0% 100.0% 
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 �%�%�%���$�8�7�2���/�,�1�(���G�L�G�Q�¶�W���S�U�R�Y�L�G�H���D���E�U�H�D�N�R�X�W���R�I���W�K�H���H�[�W�H�Q�W���W�R���Z�K�L�F�K���F�R�Q�V�X�P�H�U�V���Z�H�U�H��
responsible for delays in resolving cases.  The survey figures, though, suggest that some of the 
�³�X�Q�W�L�P�H�O�\�´���F�D�V�H�V��resulted from delay caused by the consumers. 
 
 

Table IV �±19A:  Comparative analysis of timing, mediated and arbitrated cases combined  

 

 2019 2018 2017 

 
Survey 

BBB AUTO 

LINE  
Survey 

BBB AUTO 

LINE  
Survey 

BBB AUTO 

LINE  

BASE: MED/ARB  
78 1108 89 1189 78 1089 

100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 

Within 40 days 
54 766 66 978 55 875 

69.2% 69.1% 74.2% 78.5% 70.5% 80.4% 
 

 
 �)�R�U���F�R�P�S�D�U�D�W�L�Y�H���S�X�U�S�R�V�H�V�����W�K�H���D�X�G�L�W�R�U���I�L�U�V�W���I�R�F�X�V�H�V���R�Q���W�K�H���³�I�X�O�O�\���D�G�M�X�V�W�H�G�´���F�D�V�H�V��
aggregates in Table IV�±19(2b).  BBB AUTO LINE shows a 70.0% rate of timely compliance 
and the survey reports a 69.2% rate, a particularly close correlation.     
 
 Because of the structure of the survey question and the quantitative nature of the 
�F�R�Q�V�X�P�H�U�V�¶���U�H�S�O�L�H�V�����W�K�H���D�X�G�L�W�R�U���K�D�V���X�V�H�G a somewhat different mode of analysis to explore 
�G�L�V�F�R�U�G�D�Q�F�H�V���R�Q���W�L�P�H�O�L�Q�H�V�V���W�K�D�Q���K�H�¶�V���X�V�H�G���I�R�U���R�W�K�H�U���P�H�W�U�L�F�V�������'�X�U�L�Q�J���W�K�H���V�X�U�Y�H�\�����F�R�Q�V�X�P�H�U�V���D�U�H��
first asked to confirm whether the BBB AUTO LINE timing figure is accurate.  Among the 78 
consumers who reported that their cases were resolved through mediation or arbitration, 61 
�D�J�U�H�H�G���Z�L�W�K���%�%�%���$�8�7�2���/�,�1�(�¶�V���U�H�F�R�U�G�V�����������G�L�V�D�J�U�H�Hd�����D�Q�G�������Z�H�U�H�Q�¶�W���V�X�U�H��315    
 
 Among the 14 consumers who disagreed with the specific timing reported by BBB 
AUTO LINE, though, five agreed that compliance was timely even though they disagreed about 
the precise duration.316  In another three, curiously, consumers corrected BBB AUTO LINE 
records showing untimely compliance to report that compliance was timely.317   Two cases were 
straddle cases.  The others were less clear, but might have included the time to implement the 
remedy.  Thus, allowing for elements of likely consumer confusion about precisely what BBB 
                                            
 
315 �)�R�U���W�K�L�V���D�Q�D�O�\�V�L�V�����W�K�H���D�X�G�L�W�R�U���L�Q�F�O�X�G�H�G���³�Q�R�W���V�X�U�H�´���F�D�V�H�V�����Z�K�H�U�H���W�K�H���F�R�Q�V�X�P�H�U���Z�D�V�Q�¶�W���V�X�U�H���L�I���W�K�H��
precise number of days that BBB AUTO LINE reported was right.  In other words, BBB AUTO 
�/�,�1�(�¶�V���U�H�F�R�U�G�V���Z�H�U�H���W�U�H�D�W�H�G���D�V���E�H�L�Q�J���D�F�F�X�U�D�W�H���X�Q�O�H�V�V���W�K�H���F�R�Q�V�X�P�H�U���D�I�I�L�U�P�D�W�L�Y�H�O�\���F�R�U�U�H�F�W�H�G���W�K�H�P�� 
   
316  Indeed, in all five of these cases, the consumer reported completion in 31 days or less. 
 
317  In some of these cases, the consumer requested a delay because of travel plans, and may not 
have counted the delays that  they requested towards the time to resolve the case. 
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AUTO LINE was measuring, the micro analysis suggests that the BBB AUTO LINE records, 
and the aggregates derived from those records, are reasonably accurate.   
 
 Further, the figures in Tables IV-19(2a) and (2b), such as the 69.1% timeliness rate that 
�%�%�%���$�8�7�2���/�,�1�(���U�H�S�R�U�W�H�G���I�R�U���D�O�O���P�H�G�L�D�W�H�G���D�Q�G���D�U�E�L�W�U�D�W�H�G���F�D�V�H�V�����G�R�Q�¶�W���D�F�F�R�X�Q�W���I�R�U���F�D�V�Hs that 
�P�L�V�V�H�G���W�K�H���������G�D�\���G�H�D�G�O�L�Q�H���E�H�F�D�X�V�H���R�I���W�K�H���F�R�Q�V�X�P�H�U�¶�V���I�D�X�O�W���± and, in the survey, where 54 
consumers reported delay, 4 of them (7.4%  of those reporting delay) attributed the fault to 
themselves.  So, the reported timeliness figure might well be boosted by a few percentage points 
if the figures were similarly adjusted to reflect cases where the consumer caused the delay.318 
 
 �6�W�L�O�O�����S�D�U�W�L�F�X�O�D�U�O�\���D�I�W�H�U���W�K�L�V���\�H�D�U�¶�V���V�X�U�Y�H�\���U�H�V�X�O�W�V���K�L�J�K�O�L�J�K�W�H�G���D���W�L�P�L�Q�J���L�V�V�X�H�����W�K�H���D�X�G�L�W�R�U��
scrutinized separately the timing results for arbitrated cases and those for mediated cases.  He did 
this, though, for essentially diagnostic purposes.  It seems clear that the combined results for 
mediations-plus-arbitrations is far more important than the results for either type of process 
individually; as noted before, consumers who use the program are seeking a resolution to their 
complaints, by whatever process is used.       
 
 With these caveats, the auditor turns to the breakout figures.  And, since his primary aim 
here is to focus on �R�Y�H�U�D�O�O���S�H�U�I�R�U�P�D�Q�F�H�����K�H���X�V�H�V���W�K�H���D�J�J�U�H�J�D�W�H�V���I�U�R�P���W�K�H���³�D�O�O���F�D�V�H�V�´���W�D�E�O�H (Table 
IV�±19(2a)) �U�D�W�K�H�U���W�K�D�Q���W�K�H���³�I�X�O�O�\���D�G�M�X�V�W�H�G�´���W�D�E�O�H�� 
 
 Not surprisingly, delays are far less likely in mediated cases (94.7% timely) than in 
arbitrations (44.7% timely), with neither of these figures making adjustment for consumer fault.  
Further, any delays in resolving arbitrations under BBB AUTO LINE are, to some extent, the flip 
side of an often-successful mediation program, which likely delays the start of arbitration at least 
somewhat.   
 
 While all these factors provide important context for the BBB AUTO LINE figures, the 
auditor still suggests that BBB AUTO LINE consider ways to improve timeliness �± and he 
�X�Q�G�H�U�V�W�D�Q�G�V���W�K�D�W���W�K�H�\�¶�U�H���D�O�U�H�D�G�\���V�H�H�N�L�Q�J���Z�D�\�V���W�R���G�R���V�R�������7�R���W�K�D�W���H�Q�G����moreover, the auditor notes 
�D���I�H�Z���S�R�L�Q�W�V���W�K�D�W���K�H�¶�V���R�E�V�H�U�Y�H�G������ 
 
 First, while Table IV-19(2a) shows that  44.7%  of arbitrations  were resolved in 40 days, 
�W�K�H���D�X�G�L�W�R�U�¶�V���D�Q�D�O�\�V�L�V���R�I���%�%�%���$�8�7�2���/�,�1�(�¶�V���V�S�U�H�D�G���V�K�H�H�W���V�K�R�Z�V���W�K�D�W���������������R�I���F�D�V�H�V���Z�H�U�H��
resolved within 44 days.   In other words, a small speed-up in resolving arbitrations (which 
perhaps might be accomplished by a small speed-up in attempting mediation and scheduling the 
arbitration), would substantially raise the rate of timely closings.319 

                                            
 
318  �,�W���D�O�V�R���E�H�D�U�V���Q�R�W�L�Q�J���W�K�D�W���%�%�%���$�8�7�2���/�,�1�(���G�R�H�V�Q�¶�W���U�H�O�\���R�Q���F�H�U�Wain extensions that are allowed 
�X�Q�G�H�U���)�7�&���U�X�O�H�V�������)�R�U���H�[�D�P�S�O�H�����)�7�&���5�X�O�H���������������H�����D�O�O�R�Z�V���V�H�Y�H�Q���D�G�G�L�W�L�R�Q�D�O���G�D�\�V���³�Z�K�H�U�H���W�K�H��
�F�R�Q�V�X�P�H�U���K�D�V���P�D�G�H���Q�R���D�W�W�H�P�S�W���W�R���V�H�H�N���U�H�G�U�H�V�V���G�L�U�H�F�W�O�\���I�U�R�P���W�K�H���Z�D�U�U�D�Q�W�R�U���´�� 
 
319  �7�K�X�V�����I�R�U���H�[�D�P�S�O�H�����%�%�%���$�8�7�2���/�,�1�(���D�S�S�D�U�H�Q�W�O�\���K�D�V�Q�¶�W���E�H�H�Q highlighting to arbitrators 
when the 40-day timetable for a case will be reached.   Though arbitrators could in theory figure this 
out from the case file, it seems unlikely that they routinely do so �± and, knowing the deadline might 
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Table IV �±25:  How clear and understandable were these documents? 
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there was no settlement letter.  
 
 
Table IV �±28:  Did you get aT

BT

/F9 12 Tf

1 0 0 1 117n2 Tfo0 1 gec 0  Tf

BT

/y. 
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 Table IV�±30 reports that seven consumers said they never heard from BBB AUTO LINE 
�W�R���F�K�H�F�N���R�Q���W�K�H���P�D�Q�X�I�D�F�W�X�U�H�U�¶�V���F�R�P�S�O�L�D�Q�F�H������In five of these cases, the files reported that 
performance verification letters were sent.  The two other cases were both found ineligible, 
�D�F�F�R�U�G�L�Q�J���W�R���%�%�%���$�8�7�2���/�,�1�(���U�H�F�R�U�G�V�����V�R���W�K�H�U�H���Z�R�X�O�G�Q�¶�W���E�H���D�Q�\���F�R�P�S�O�L�D�Q�F�H���W�R���F�K�H�F�N���R�Q������ 
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G.  CLAIMS FILED BY CONSUMERS WITH COUNSEL COMPARED TO CLAIMS FILE DIRECTLY BY 

CONSUMERS; ALSO, MODE OF PRESENTATIO N  

 

TABLE IV �±33
322

:  Comparison on Process and Remedy 

 

 

 
All cases �&�D�V�H�V���Z�L�W�K�R�X�W���D�W�W�¶�\�V �&�D�V�H�V���Z�L�W�K���D�W�W�¶�\�V 

 # % # % # % 

PROCESS 
 
 

Mediated 531 22.4% 487 26.8% 44 8.1% 
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      *   *   * 
  
 The auditor also noted previously that consumers with attorneys were far more likely 
�W�K�D�Q���W�K�R�V�H���Z�L�W�K�R�X�W���D�W�W�R�U�Q�H�\�V���W�R���X�Q�G�H�U�W�D�N�H���D�U�E�L�W�U�D�W�L�R�Q���L�Q���Z�U�L�W�L�Q�J�������$�W���W�K�H���D�X�G�L�W�R�U�¶�V���U�H�T�X�H�V�W�����%�%�%��

sgg7(se)5(ng)7(t)-2( c)] Tnt ba(ses)-18d on ily tousET

BT

1 0 0 1 108.02 96.3855 7.] TJ34n-[dy 
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Table IV �±35: How would you grade the arbitrator on objectivity and fairness? 
 

  Total 
All 

Award  

Award:  

Replace-

ment/ 

Repurchase 

Award:  

Repair/ 

Other 

No 

Award  

�%�$�6�(�����D�U�E�����F�D�V�H�V�����³�Q�R�W���V�X�U�H�´��
excluded 

35 21 17 4 14 
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Table IV�±37: How would you grade the arbitrator on coming to a reasoned & well thought-out 

decision? 

 

  Total Award 
Repurchase/ 

Replace 

Repair/ 

Other 
No 

Award 
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Table IV �±38:   

ARBITRATOR SATISFACTION COMPOSITE  
 

 

  Total 
All 

Award  

Award:  

Replace-

ment/ 

Repurchase 
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2. Satisfaction with BBB AUTO LINE staff  

 

Table IV �±39:  How would you grade BBB AUTO LINE staff on objectivity and fairness? 

 
�%�$�6�(�����D�U�E�����R�U���P�H�G�����F�D�V�H�V�����³�Q�R�W��
�V�X�U�H�´���H�[�F�O�X�G�H�G 

74 
100.0% 

  A=Excellent 
52 

70.3% 

  B=Good 
12 

16.2% 

  C=Average 
5 

6.8% 

  D=Poor 
2 

2.7% 

  F=Failing Grade 
3 

4.1% 

MEAN  3.46 
 
 
 

Table IV �±40:  How would you grade BBB AUTO LINE Staff on efforts to assist you in 

resolving your claim? 

 
�%�$�6�(�����D�U�E�����R�U���P�H�G�����F�D�V�H�V�����³�Q�R�W��
�V�X�U�H�´���H�[�F�O�X�G�H�G 

75 
100.0% 

  A=Excellent 
49 

65.3% 

  B=Good 
13 

17.3% 

  C=Average 
8 

10.7% 

  D=Poor 
1 

1.3% 

  F=Failing Grade 
4 

5.3% 

MEAN  3.36 
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Table IV -41:  Overall, what grade would you give BBB AUTO LINE? 
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Table IV �±43:  Would you recommend BBB AUTO LINE to friends or family? 
 

 
Total Med/Arb  

�%�$�6�(�����D�Q�V�Z�H�U�L�Q�J�����³�Q�R�W��
�V�X�U�H�´���H�[�F�O�X�G�H�G�� 

143 75 
100.0% 
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A.  GENERAL INFORMATION  

 

Table V�±1:  Vehicle Year 

 

 

  

 2018 Cases 

TOTAL  
67 

100.0% 

2007 
1 

1.5% 

2008 
- 
- 

2009 
- 
- 

2010 
7 

10.4% 

2011 
- 
- 

2012 
3 

4.5% 

2013 
1 

1.5% 

2014 
2 

3.0% 

2015 
2 

3.0% 
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Table V�±4:  How did you first learn about BBB AUTO LINE? 

 

 
2019 2018  2017  2016 

 �%�$�6�(�����D�O�O���U�H�V�S�R�Q�G�H�Q�W�V�����³�Q�R�W���V�X�U�H�´��
excluded 

67 76 90 62 
100.0% 100.0% 100.0% 100.0% 

Manufacturer's manuals/other 

warranty documents 

10 11 9 8 
14.9% 14.5% 10.0% 12.5% 

Dealer or manufacturer 

representative 

18 18 16 11 
26.9% 23.7% 17.8% 17.7% 

BBB/BBB 

re23 TJ
(/)-2(B)11(B)-4(B)] TJ

ETINE?
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Table V-���������&�R�Q�V�X�P�H�U���$�J�U�H�H�P�H�Q�W���Z�L�W�K���L�Q�G�L�Y�L�G�X�D�O���³�S�U�R�F�H�V�V�´���U�H�V�S�R�Q�V�H�V 

 

 
Mediated Arbitrated  Withdrawn  Ineligible Other 

TOTAL  
27 8 3 27 2 

100.0% 100.0% 100.0% 100.0% 100.0% 

Mediation 

(Imported)  

27 
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arbitration.  The figures in Column A are taken from spread sheets that are also used, directly or 
indirectly, to compute columns A2 and A3.325    

 
�:�K�L�O�H���F�R�O�X�P�Q���$�����V�K�R�Z�V���%�%�%���$�8�7�2���/�,�1�(�¶�V���F�D�O�F�X�O�D�W�H�G���D�J�J�U�H�J�D�W�H�V���I�R�U��all cases closed 

during the year, column A2 provides comparable figures, as reported by BBB AUTO LINE, for 
cases where consumers appeared without counsel; these constitute ab�R�X�W���������������R�I���W�K�H���³�W�R�W�D�O�´��
�F�D�V�H�V���L�Q���F�R�O�X�P�Q���$���������7�K�H�U�H�¶�V���P�R�U�H���G�H�W�D�L�O���L�Q���6�H�F�W�L�R�Q���,�9���*���D�E�R�X�W���W�K�H�V�H���I�L�J�X�U�H�V�����D�Q�G���K�R�Z��
consumers with counsel reportedly fared compared to those without).   

 
And, while columns A2 omits only cases where the consumer had a lawyer, column A3 

���E�D�V�H�G���R�Q���7�H�F�K�Q�R�0�H�W�U�L�F�D�¶�V���P�R�G�L�I�L�H�G���Y�H�U�V�L�R�Q���R�I���W�K�H���V�S�U�H�D�G���V�K�H�H�W�����R�P�L�W�V��both cases where the 
consumer had a lawyer and, where a consumer filed multiple complaints about the same vehicle 
that closed during the year, it also omits the earlier of those cases.  Both types of omission are 
�Q�H�H�G�H�G���W�R���D�Y�R�L�G���W�K�H���³�F�R�P�S�D�U�L�Q�J���D�S�S�O�H�V���D�Q�G���R�U�D�Q�J�H�V�´���S�U�R�E�O�H�P���Q�R�W�H�G���D�E�R�Y�H��326   

 
Thus, column A3 reports the appropriate figures to compare to the survey results.  But, as 

discussed next, adjustments are also appropriate for the survey results. 
 
�7�K�H���³�%�´���F�R�O�X�P�Q�V������The B columns report the survey results, with column B1 reporting 

the actual results and column B2 adjusting them with a weighting factor.  As explained 
previously,327 past audits have found that some consumers �± particularly those who were deemed 
ineligible �± are less likely than others to finish a questionnaire than 
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- 17.6% for those whose cases were resolved through mediation;  
- 19.0% for those who used arbitration;  
- 14.6% for those deemed ineligible to participate in BBB AUTO LINE; and   
- 11.0% for consumers who withdrew their complaints. 

 

Thus, consumers who used arbitration were over 30% more likely to complete the survey 
than those who were deemed ineligible.329  Column B2 thus weights the responses in each 
category to simulate a scenario where all categories of consumers responded at the same rate. 

 
So, for purposes of Table V-5, the relevant comparison is between Columns A3 and B2.  

And, looking at those columns, most of the figures are within the 10.4% margin of error.  The 
difference on ineligible claims is a somewhat higher figure of 12.4%.   As the auditor noted 
�S�U�H�Y�L�R�X�V�O�\�����W�K�R�X�J�K�����L�W�¶�V���Q�R�W���X�Q�H�[�S�H�F�W�H�G�����D�V���D���P�D�W�W�H�U���R�I���V�W�D�W�L�V�W�L�F�V�����W�K�Dt an occasional set of 
numbers will fall outside the margin of error.  And, particularly given the results of the micro 
�D�Q�D�O�\�V�L�V�����W�K�H���D�X�G�L�W�R�U���G�R�H�V�Q�¶�W���V�H�H���D���F�D�X�V�H���I�R�U���F�R�Q�F�H�U�Q�������������� 

 
*  *  *  

 
�$�W���W�K�L�V���S�R�L�Q�W�����L�W�¶�V���Q�H�F�H�V�V�D�U�\���W�R���D�G�G���E�D�F�N���L�Q���W�K�H���0�&�6�9���R�P�L�V�V�L�R�Q�V��to get back to columns 

�$�����D�Q�G���$�������D�Q�G���W�R���D�G�G���E�D�F�N���L�Q���W�K�H���³�D�W�W�R�U�Q�H�\���F�D�V�H�´���R�P�L�V�V�L�R�Q�V���W�R���J�H�W���E�D�F�N���W�R���F�R�O�X�P�Q���$���������)�R�U��
these, the auditor relies on his systematic examination of 25 attorney case files, as well as his 
review of the omitted MCSV cases during his review of case files.330  In neither did he find 
�V�\�V�W�H�P�D�W�L�F���S�U�R�E�O�H�P�V���Z�L�W�K���W�K�H���³�U�H�V�W�R�U�H�G�´���%�%�%���$�8�7�2���/�,�1�(���U�H�F�R�U�G�V�� 

 
*   *   *  

 
Finally, Table IV-���$�¶�V���P�X�O�W�L-year comparisons show relatively consistent results over the 

years, particularly over the last three years; the relative percentage of cases resolved through 
mediation rather than arbitration had risen in 2017 and again in 2018, but this year reverted back 
to percentages more like those from 2016..   

 
  

                                            
 
329  (19.0%) / (14.6%). 
 
330  When the auditor was reviewing targeted case files, as described above, he also examined 
earlier cases in the series (whether the earlier case closed during the audit year or earlier). 



 
 
 

Page 208 
 
 

C.  RELIEF QUESTIONS 

  
The relief questions were posed only to consumers who identified their cases as arbitrated 

or mediated.  As with the process questions, consumers were told how BBB AUTO LINE 
reported the relief they received, and asked to confirm or correct the results.331   

 
1. Combined Results for Mediated and Arbitrated Cases 

 

The discussion that follows presents the combined results for mediated and arbitrated 
�F�D�V�H�V�������7�K�H�V�H�����L�Q���W�K�H���D�X�G�L�W�R�U�¶�V���Y�L�H�Z�����S�U�H�V�H�Q�W���W�K�H���P�R�V�W���V�L�J�Q�L�I�L�F�D�Q�W���L�Q�V�L�J�K�W�V���L�Q�W�R���W�K�H���S�U�R�J�U�D�P���D�V���D��
whole �± and point to advantages in a program in which, unless the consumer wants to bypass 
�P�H�G�L�D�W�L�R�Q�����D���P�H�G�L�D�W�L�R�Q���S�U�R�F�H�V�V���S�U�H�F�H�G�H�V���D�U�E�L�W�U�D�W�L�R�Q�������)�U�R�P���W�K�H���F�R�Q�V�X�P�H�U�¶�V���S�H�U�V�S�H�F�W�L�Y�H�����D�V���Q�R�W�H�G��
previously, a replacement vehicle obtained in mediation is no less valuable than a similar 
replacement obtained in arbitration �± and more consumers in the Ohio program got a repurchase 
or replacement through mediation (85) than through arbitration (23).   
 

Table V�±
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TABLE V �±7A:  Multi -Year Comparisons (A1 Figures) 

 

 

2019 2018 2017 2016 

BASE: MED/ARB   
211 274 269 255 

100.0% 100.0% 100.0% 100.0% 
Replacement/ 

Repurchase 

108 116 90 85 
51.2% 42.3% 33.5% 33.3% 

Repair 
56 66 53 66 

26.5% 24.1% 19.7% 25.9% 

Other 
14 30 21 20 

6.6% 11.0% 7.8% 7.8% 
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 As with the process metric, the next step is to get back to the earlier columns, which add 
cases back in the attorney cases and the MCSV that the sampling frame omitted.  The same 
�U�D�W�L�R�Q�D�O�H���G�L�V�F�X�V�V�H�G���L�Q���W�K�H���³�S�U�R�F�H�V�V�´���V�H�F�W�L�R�Q���D�S�S�O�L�H�V���K�H�U�H������ 
 

*   *   *  
 
 At this point, the auditor turns to the substantive analysis.  Assuming the figures in 
columns A1 through A4 of Table V-7 are all substantially accurate, what do they tell us?  In the 
�D�X�G�L�W�R�U�¶�V���Y�L�H�Z�����W�K�H���R�Y�H�U�D�O�O���G�L�V�W�U�L�E�X�W�L�R�Q���L�V���U�H�Y�H�D�O�L�Q�J�������D�P�R�Q�J���F�D�V�H�V���W�K�D�W���Zere either mediated or 
arbitrated (and taking the figures from columns A1), 51.2% ended with a repurchase or 
replacement remedy, 33.1% ended with some other relief, and 15.6% ended in no relief.  Further, 
excluding cases brought by attorneys, only 10.% of consumers got no award.   In general, Ohio 
consumers fared somewhat better during the audit year than the average consumer across the 
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  2. Mediated cases 

 

Table V�±9: Final Remedy in Cases Identified by Consumers as Mediated  

 

 BBB AUTO 

LINE stats (A1) 

Same, excluding 

�D�W�W�¶�\���F�D�V�H�V  (A2) 

�6�W�D�W�V���I�U�R�P���³�I�X�O�O�\��
�D�G�M�X�V�W�H�G�´���V�S�U�H�D�G��

sheet (A3) 

Survey 

(B) 

BASE: MED 
151 142 126 27 

100.0% 100.0% 100.0% 100.0% 

Replacement/Rep

urchase 

85 77 76 17 
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Table V�±
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Table V�±12:  Consumer Agreement with BBB AUTO LINE Records 

 

 

Repurchase/ 

Replacement 
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Table V�±14:  Acceptance of different types of remedies 

 

 

Repurchase/ 

�5�H�S�O�D�F�H�P�¶�W 
Repair Other Total 

BASE:   

ARB, with award, not sure excluded 

5 - - 5 
100.0% - - 100.0% 

  Yes 
5 - - 5 

100.0% - - 100.0% 
 

 

Table V�±15:  Consumer Agreement with BBB AUTO LINE Records 

 

 
Accepted Rejected 

BASE:   

ARB, with award, not sure excluded 
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D.  COMPLIANCE QUESTIONS 

 

Table V-17:  Which of the following applies to your case? The manufacturer... 
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E. 



 
 
 

Page 219 
 
 

Table V�±19A:  Comparative Analysis, Mediated and Arbitrated Cases Combined  

 

 2019 2018 2017 

 
Survey 

BBB 

AUTO 

LINE  

Survey 

BBB 

AUTO 

LINE  

Survey 

BBB 

AUTO 

LINE  

BASE: 

MED/ARB   

35 211 50 335 50 273 
100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 

Within 40 days 
24 148 39 273 31 199 

68.6% 70.1% 78.0% 81.5% 62.0% 74.0% 
 

 

 �)�R�U���F�R�P�S�D�U�D�W�L�Y�H���S�X�U�S�R�V�H�V�����W�K�H���D�X�G�L�W�R�U���I�L�U�V�W���I�R�F�X�V�H�V���R�Q���W�K�H���³�I�X�O�O�\���D�G�M�X�V�W�H�G�´ cases 
aggregates in Table IV�±19 (2b).  BBB AUTO LINE shows a 71.9%. rate of timely compliance 
and the survey reports a 68.6% rate, a reasonably close correlation.       
 
 Because of the structure of the survey question and the quantitative nature of the 
�F�R�Q�V�X�P�H�U�V�¶���U�H�S�O�L�H�V�����W�K�H���D�X�G�L�W�R�U���K�D�V���X�V�H�G���D���V�R�P�H�Z�K�D�W���G�L�I�I�H�U�H�Q�W���P�R�G�H���R�I���D�Q�D�O�\�V�L�V���W�R���H�[�S�O�R�U�H��
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�P�L�V�V�H�G���W�K�H���������G�D�\���G�H�D�G�O�L�Q�H���E�H�F�D�X�V�H���R�I���W�K�H���F�R�Q�V�X�P�H�U�¶�V���I�D�X�O�W���± and while none of the consumer 
surveyed in Ohio attributed fault to themselves, the responses in the Florida and National surveys 
show that consumers do cause delay in at least some cases; so, the reported timeliness figure 
might well be boosted by a few percentage points if the figures were similarly adjusted to reflect 
cases where the consumer caused the delay. 
 
 �6�W�L�O�O�����S�D�U�W�L�F�X�O�D�U�O�\���D�I�W�H�U���W�K�L�V���\�H�D�U�¶�V���V�X�U�Y�H�\���U�H�V�X�O�W�V���K�L�J�K�O�L�J�K�W�H�G���D timing issue, the auditor 
scrutinized separately the timing results for arbitrated cases and those for mediated cases.  He did 
this, though, for essentially diagnostic purposes.  It seems clear that the combined results for 
mediations-plus-arbitrations is far more important than the results for either type of process 
individually; as noted before, consumers who use the program are seeking a resolution to their 
complaints, by whatever process is used.       
 
 With these caveats, the auditor turns to the breakout figures. And, since his primary aim 
�K�H�U�H���L�V���W�R���I�R�F�X�V���R�Q���R�Y�H�U�D�O�O���S�H�U�I�R�U�P�D�Q�F�H�����K�H���X�V�H�V���W�K�H���D�J�J�U�H�J�D�W�H�V���I�U�R�P���W�K�H���³�D�O�O���F�D�V�H�V�´���W�D�E�O�H���U�D�W�K�H�U��
�W�K�D�Q���W�K�H���³�I�X�O�O�\���D�G�M�X�V�W�H�G�´���W�D�E�O�H�������1�R�W���V�Xrprisingly, delays are far less likely in mediated cases 
(86.1% timely) than in arbitrations (30.0% timely), with neither of these figures making 
adjustment for consumer fault.  Further, any delays in resolving arbitrations under BBB AUTO 
LINE are, to some extent, the flip side of an often-successful mediation program, which likely 
delays the start of arbitration at least somewhat.   
 
 While all these factors provide important context for the BBB AUTO LINE figures, the 
auditor still suggests that BBB AUTO LINE consider ways to improve timeliness �± and he 
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Recommendation:  BBB AUTO LINE should consider ways to improve its case 
processing time.   . 

 

 

2. Withdrawn Cases 

 

Table V�±23:  Days until complaints were withdrawn, as reported by consumers who 

reported withdrawing their complaints 
 

BASE: withdrawn cases 
3 

100.0% 

Within 40 days 
3 

100.0% 
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F.  DOCUMENTS AND CONTACTS 

 

Table V�±24:  After you first contacted BBB AUTO LINE, did you get a claim form and an 

explanation of the program? 
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Table V-25 shows that 96.4% of the consumers surveyed found BBB �$�8�7�2���/�,�1�(�¶�V��

documents at least somewhat understandable, with 58.2% reporting that they were very 
understandable.  Table V�±26 shows that 83.3% reported that they were at least somewhat 
helpful, with 48.1 finding them very helpful.   

 
  

 

Table V�±
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Table V�±30:  After you accepted the arbitrator's award/agreed to a settlement, which of the 

following best describes your later contacts with BBB AUTO LINE staff to discuss whether 

the manufacturer was doing what it promised/what the order required? 

 

 
2019 2018 2017 

BASE: (1) MED and (2) ARB where the consumer 

�U�H�F�H�L�Y�H�G���D�Q�G���D�F�F�H�S�W�H�G���D�Q���D�Z�D�U�G�������³�1�R�W���V�X�U�H�´��
responses excluded.   

29 35 43 

100.0% 100.0% 100.0% 

The staff contacted me by letter or email 
2 
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G. 
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 Looking at the combined mediation plus arbitration figures, the percentages of consumers 
with repurchase or replacement remedies, for attorney compared to non-attorney cases, were 
relatively close this year.  Consumers who used attorneys were much more likely to leave the 
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Table V�±36:  How would you grade the arbitrator on reaching an impartial decision? 
 

  Total Award 
No 

Award 

Repurchase/ 

Replace 
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Table V�±38:   

ARBITRATOR SATISFACTION COMPOSITE  
 

 

  Total 
All 

Award  

Award:  

Replace-

ment/ 

Repurchase 

Award:  

Repair/ 

Other 

No 

Award  

Understanding facts 







 
 
 

Page 232 
 
 

Table V-41:  Overall, what grade would you give BBB AUTO LINE? 
 
  

�%�$�6�(�����$�5�%���0�(�'�����³�Q�R�W���V�X�U�H�´��
excluded 

35
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Table V-43:  Would you recommend BBB AUTO LINE to friends or family? 

 

 
Total Med/Arb  
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Appendix 
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Remedy 

 

For consumers who said they used mediation: 
 
5. According to the BBB AUTO LINE's records:   
 (based on BBB AUTO LINE records, either) 
 

--         the manufacturer was supposed to TAKE YOUR CAR BACK for a full or partial 
 REFUND345 or for REPLACEMENT  of the vehicle.  Is that correct? 
 
--   the manufacturer was supposed to REPAIR your car, or at least to examine the 
 car again to look for a problem.  Is that correct? 
 
--   you got some remedy in a settlement, but the PRINCIPAL remedy was NOT a  
 replacement, a refund, or a repair.  Is that correct? 

 
 
If the answer to Question 5 was no: 
 

6.      Which of the following best describes the relief provided in your settlement?  
 

--   A refund or replacement, where the manufacturer would take back your car. 
  
--   A repair, where the manufacturer would try to fix your car, or at least examine it  
 again to look for a problem. 
   
--     Some other remedy (SPECIFY) 346 
 
 

  

                                                                                                                                            
 
the consumer had said was wrong.  
  
345  �$�O�W�K�R�X�J�K���%�%�%���$�8�7�2���/�,�1�(���X�V�H�V���³�U�H�S�X�U�F�K�D�V�H�´���I�R�U���U�H�P�H�G�L�H�V��where the dealer takes back the 
car, the auditor and TechnoMetrica, in light of some past consumer confusion, decided to use the 
�W�H�U�P���W�K�D�W���F�R�Q�V�X�P�H�U�V���Z�R�X�O�G���P�R�V�W���O�L�N�H�O�\���D�V�V�R�F�L�D�W�H���Z�L�W�K���D���³�E�X�\���E�D�F�N�´���U�H�P�H�G�\���± and which seemed 
relatively unambiguous when it was �W�L�H�G���W�R���³�W�D�N�>�L�Q�J�@���\�R�X�U���F�D�U���E�D�F�N���´ 
 
346  The survey was constructed so that each consumer was given only two of the three options, 
omitting the option that appeared in BBB AUTO LINE records and that, in responding to Question 5, 
the consumer had said was wrong.   



 
 
 

Page 237



 
 
 

Page 238 
 
 

Follow-up question for consumers who said they withdrew their complaints 

 

10. Which of the following best describes why you withdrew your complaint?  
 

You settled the matter or your car was fixed 
 
You sold the car 
 
Or some other reason (SPECIFY) 
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Compliance 

 

For consumers who said they used mediation: 
 
11. Which of the following applies to your case? The manufacturer:  
 

--  Carried out the settlement within the time specified, including any extension to  
    which you agreed 
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Timing 

 
Now I'm going to ask you about how much time it took to DECIDE your case.   
 
 
For consumers who said their cases were mediated or arbitrated: 
 
14. 
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For consumers who said they withdrew their complaints: 
   
15. Please assume that your case BEGAN when you returned detailed information to BBB  
 AUTO LINE about your car. 
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Documents and Contacts 

 
Next I'm going to ask a few questions about various documents that BBB AUTO LINE sends to 
consumers--sometimes by mail, sometimes by UPS or FedEx, or sometimes by email if you 
request that.                         
 
16. After you first contacted BBB AUTO LINE, did you get a claim form and an explanation 
of the Program? 
 
17. How clear and understandable were these documents?  Would you say:  
 

Very 
Somewhat 
Not at all 
Not sure   
 

 
18. And how helpful were they? Would you say: 
 

Very 
Somewhat 
Not at all 
Not sure   

 
 
For mediated cases: 
 
19. After you reached a settlement, did you get an explanation by letter or email describing  
 the terms of the settlement? 
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For mediated and arbitrated cases: 
 
23. �$�I�W�H�U���\�R�X���D�J�U�H�H�G���W�R���D���V�H�W�W�O�H�P�H�Q�W�����2�5���³�D�F�F�H�S�W�H�G���W�K�H���D�U�E�L�W�U�D�W�R�U�¶�V���D�Z�D�U�G�´�������Z�K�L�F�K���R�I���W�K�H�� 
following best describes your later contacts with BBB AUTO LINE staff to discuss whether the 
manufacturer was doing what it promised: 
 

--  The staff contacted me by letter or email 
--  The staff spoke to me 
--  Both of those 
--  Neither of those 
--  Something else (SPECIFY) 
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