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text begins or on the first page of an alternative document issued by the
warrantor for the purpose of complying with this chapter. 
(6) "Warrantor" means the manufacturer or distributor of a new motor
vehicle which provides a warranty for that motor vehicle. 
(7) "Warranty disputes" means any unresolved complaint initiated by a
consumer which alleges a nonconformity in a motor vehicle relating to a
written warranty. 
(8) "Attorney general" means the attorney general of Ohio, or his or her
representative.

History: Enacted by 1987-88 OMR 437, eff. November 29, 11987
RULE PROMULGATED UNDER: RC Chapter 119.
RULE AUTHORIZED BY: RC 1345.77
RULE AMPLIFIES: RC 1345.77
119.032 Review Date: 7-15-03
109:4-4-02 Option to establish informal dispute settlement boards.

(A) One or more warrantors may establish an informal dispute settlement board.
(B) If the board meets the requirements of this rule and the application
procedures set forth in Chapter 109:4-5 of the Administrative Code, the attorney
general shall qualify the board as to complying warrantors. 
(c) Nothing contained in this chapter shall preclude the consumer from electing
among available qualifying boards for purposes of satisfying the requirements of
the act.

History: Enacted by 1987-88 OMR 437, eff. November 29, 1987. 
RULE PROMULGATED UNDER: RC Chapter 119.
RULE AUTHORIZED BY: RC 1345.77
RULE AMPLIFIES: RC 1345.77
119.032 Review Date: 7-15-03
109:4-4-03 Duties of warrantor. 

(A) In order to qualify a board to hear its warranty disputes, a warrantor must
comply with the provisions of this rule. 
(B) The warrantor shall not incorporate into the terms of a written warranty a
board that fails to comply with the requirements contained in this chapter. This
paragraph shall not prohibit a warrantor from incorporating into the terms of a
written warranty the step-by-step procedure which the consumer should follow in
order to obtain performance under the warranty. 
(C)The warrantor shall disclose clearly and conspicuously at least the following
information on the face of the written warranty and on a sign posted in a
conspicuous place within that area of the warrantor's agent's place of business
to which consumers are directed by the warrantor: 

(1) A statement of the availability of the board; 
(2) The board's name, address, and a telephone number which consumers
may use without charge; 
(3) A statement of the requirement that the consumer resort to a qualified
board before initiating a legal action under the act, together with a
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disclosure that, if a consumer chooses to seek redress by pursuing rights
and remedies not created by the act, resort to the board would not be
required by any provision of the act. This statement will be deemed to be
disclosed if the warrantor or the warrantor's agent either posts a sign in a
conspicuous place, or gives the consumer a separate form at the time of
the initial face-to-face contact, which clearly and conspicuously contains
the following language in boldface ten point type:

 NOTICE 
OHIO LAW REQUIRES YOU TO USE A QUALIFIED
ARBITRATION PROGRAM BEFORE SUING THE
MANUFACTURER OVER NEW CAR WARRANTY
DISPUTES. FAILURE TO ARBITRATE YOUR CLAIM MAY
PRECLUDE YOU FROM MAINTAINING A LAWSUIT UNDER
SECTION 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. 

(D) The warrantor shall include in the written warranty or in a separate section of
materials accompanying the motor vehicle the following information: 

(1) Either 
(a) a postage-paid post card addressed to the board requesting the
information which a certified board may require for prompt
resolution of warranty disputes; or 
(b) a telephone number of the board which consumers may use
without charge; 

(2) The name and address of the board; 
(3) A brief description of board procedures; 
(4) The time limits adhered to by the board; and 
(5) The types of information which the board may require for prompt
resolution of warranty disputes. 

(E) The warrantor shall take steps reasonably calculated to make consumers
aware of the existence of the board at the time consumers experience warranty
disputes. Nothing contained in this chapter shall limit the warrantor's option to
encourage consumers to seek redress directly from the warrantor. However, the
warrantor cannot expressly require consumers to seek redress directly from the
warrantor. The warrantor must clearly and conspicuously disclose to the
consumer the following information: 

(1) That the process of seeking redress directly from the warrantor is
optional and may be terminated at any time by either the consumer or
warrantor; and 
(2) That, 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 receives notification of the dispute. 
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The warrantor shall proceed fairly and expeditiously to attempt to resolve
all disputes submitted directly to the warrantor. 

(F) The warrantor shall: 
(1) Designate a contact person to receive notices for purposes of this
chapter and Chapter 109:4-5 of the Administrative Code; 
(2) Respond fully and promptly to reasonable requests by the board for
information relating to disputes; 
(3) Upon notification of any decision of the board that would require action
on the part of the warrantor, perform any obligations required by the
mechanism's decision. 

(G) The warrantor shall act in good faith in performing a board's decision. 
(H) The warrantor shall comply with any reasonable requirements imposed by
the board to fairly and expeditiously resolve warranty disputes.

History: Enacted by 1987-88 OMR 437(E), eff. November 29, 1987. Amended by 1991-
92 OMR 679(A), eff. Dec. 30, 1991
RULE PROMULGATED UNDER: RC Chapter 119.
RULE AUTHORIZED BY: RC 1345.77
RULE AMPLIFIES: RC 1345.77
119.032 Review Date: 7-15-03
 109:4-4-04 Minimum requirements of the board. 

(A) Board organization 
(1) The board shall be funded and competently staffed at a level sufficient
to ensure fair and expeditious resolution of all disputes, and shall not
charge consumers any fee for use of the board. 
(2) The warrantor, the sponsor of the board (if other than the warrantor),
and the board shall take all steps necessary to ensure that the board and
its arbitrators and staff are sufficiently insulated from the warrantor and the
sponsor, so that the decisions of the arbitrators and the performance of the
staff are not influenced by either the warrantor or the sponsor. Necessary
steps shall include, at a minimum, committing funds in advance of
submission of disputes, basing personnel decisions solely on merit, and
not assigning conflicting warrantor or sponsor duties to board staff
persons. The board shall collect and maintain detailed information relating
to any interest and involvement of the arbitrators in the manufacture,
distribution, sale or service of any motor vehicle. 
(3) The board shall impose any other reasonable requirements necessary
to ensure that the arbitrators and staff act fairly and expeditiously in each
dispute. 

(B) Qualification of arbitrators 
(1) No arbitrator shall be: 

(a) A party to the dispute or an employee or agent of a party other
than for purposes of deciding disputes; or 
(b) A person who is or may become a party in any pending legal
action, including but not limited to class actions, relating to the
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product or complaint in dispute or an employee or agent of such
persons other than for purposes of deciding disputes. For purposes
of this paragraph, a person shall not be considered a "party" solely
because he or she acquires or owns an interest in a party solely for
investment, and the acquisition or ownership of an interest which is
offered to the general public shall be prima facie evidence of its
acquisition or ownership solely for investment. 

(2) The composition of the arbitration panel(s) shall be as follows: 
(a) If a panel consists of less than three arbitrators, all shall be
persons having no direct involvement in the manufacture,
distribution, sale or service of any motor vehicle. 
(b) If a panel consists of three or more arbitrators, at least two-
thirds shall be persons having no direct involvement in the
manufacture, distribution, sale or service of any motor vehicle. 

(3) "Direct involvement" shall not include acquiring or owning an interest
solely for investment, and the acquisition or ownership of an interest which
is offered to the general public shall be prima facie evidence of its
acquisition or ownership solely for investment. 
(4) Notwithstanding paragraph (B)(2) of this rule, any arbitrator selected to
hear a dispute shall, immediately upon notification of such selection,
disclose to the board any investment he or she has, in any company which
is involved in the manufacture, distribution, sale or service of any motor
vehicle. If, during the pendency of any dispute, any arbitrator acquires
such an interest, he or she shall immediately disclose such acquisition to
the board. Any disclosure shall be in writing and the board shall deliver a
copy to each party. Upon receipt of such disclosure, a party may elect to
disqualify the arbitrator from hearing the dispute. 
(5) Nothing contained in paragraph (B) of this rule shall prevent the
arbitrators from consulting with any neutral persons knowledgeable in the
technical, commercial or other area relating to motor vehicles which is the
subject of the dispute. 
(6) Arbitrators shall be persons interested in the fair and expeditious
settlement of consumer disputes. 

(c) Operation of the board 
(1) The board shall establish written operating procedures which shall
include at least those items specified in paragraphs (C)(2) to (C)(12) of
this rule and the information required by paragraph (F)(3) of this rule.
Copies of the written procedures shall be made available to any person
upon request. 
(2) Upon written notification of a dispute, the board shall immediately
inform both the warrantor and the consumer of receipt of the dispute by a
written notice which includes the following disclosure which must be in
bold face ten point type: 

NOTICE
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OHIO LAW REQUIRES YOU TO USE A
QUALIFIED ARBITRATION PROGRAM
BEFORE SUING THE MANUFACTURER OVER
NEW CAR WARRANTY DISPUTES. FAILURE
TO ARBITRATE YOUR CLAIM MAY
PRECLUDE YOU FROM MAINTAINING A
LAWSUIT UNDER SECTION 1345.75 OF THE
REVISED CODE.

(3) The board shall investigate, gather and organize all information
necessary for a fair and expeditious decision on each issue in dispute.
When information submitted by any source tends to contradict facts
submitted by any party, and the information will or may be used in the
decision, the board shall clearly, accurately, and completely disclose to
both parties the contradictory information (and its source) and shall
provide both parties an opportunity to explain or rebut the information and
to submit additional materials. All written documents relating to or
accounts of the transaction or services in dispute shall be signed by the
person who makes it. Nothing contained herein shall prevent or
discourage the board from attempting to settle disputes prior to a hearing.
Disputes which are settled after written notification to the board but prior to
a hearing shall be reported to the attorney general on forms to be
approved by the attorney general, which shall contain, at a minimum, the
following information: 

(a) The date the complaint was received; 
(b) The relief requested by the consumer; 
(c) The nature of the settlement; and 
(d) The date the settlement was implemented. 

(4) Prior to the hearing, the board shall provide the arbitrators with copies
of the information collected under paragraph (C)(3) of this rule and shall
further provide a conspicuous statement indicating that a neutral
technician is available (if the board does not provide one at all hearings)
and whom to contact should the arbitrators deem it necessary to have
such consultation provided either prior to, or at, the hearing. 
(5) If the dispute has not been settled, the board shall, as expeditiously as
possible but at least within forty days of notification of the dispute, except
as provided in paragraph (C)(8) of this rule: 

(a) Render a fair decision signed by all arbitrators making the
decision, and conforming with paragraph (C)(6) of this rule, based
on the information gathered as described in paragraph (C)(3) of
this rule, and on any information submitted at an oral presentation
which conforms to the requirements of paragraph (C)(9) of this
rule. A decision shall include any remedies ordered by the panel,
including repair, replacement, refund, reimbursement for expenses,
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and any other remedies available under the written warranty or the
act (or rules thereunder); and a decision shall state a specified
reasonable time for performance; 
(b) Disclose to the warrantor, and the consumer, its decision, the
reasons, therefor, and the information described in paragraph
(C)(7) of this rule. 
For purposes of this paragraph, a dispute shall be deemed settled
when the board has ascertained from the consumer his or her
acceptance of the offer and that the settlement has been fully
implemented. 

(6) The board's arbitration decision shall be disclosed to the attorney
general on forms to be approved by the attorney general, which shall
contain, at a minimum, the following information:

 (a) Date the complaint was received; 
(b) Relief requested by the consumer; 
(c) Decision of the arbitrator(s) and reasons therefor; 
(d) Date of the decision; 
(e) A specific date for completion of the transactions necessary to
carry out the decision of the board; 
(f) A statement that the decision is binding upon the warrantor and
not the consumer, unless the consumer elects to accept the
decision; 
(g) The time within which the consumer must respond; 
(h) Determination of whether the decision was accepted or rejected
by the consumer. 

(7) The board shall inform the consumer at the time of disclosure required
in paragraph (C)(5) of this rule that: 

(a) If he or she is dissatisfied with its decision or if the warrantor, its
agent, or its authorized dealer fails to promptly fulfill the terms of
the board's decision, the consumer may seek redress by other
rights and remedies, including asserting a cause of action under
section 1345.75 of the Revised Code. 
(b) The consumer may obtain, at reasonable cost, copies of all
board records relating to the consumer's dispute. 

(8) The board may delay the performance of its duties under paragraph
(C)(5) of this rule beyond the forty-day time limit: 

(a) Where the period of delay is due solely to the failure of a
consumer to provide promptly his or her name and address, make,
model and vehicle identification number of the motor vehicle
involved, and a statement as to the nature of the defect or other
complaint; 
(b) For a seven-day period in those cases where the consumer has
made no attempt to seek redress directly from the warrantor; 
(c) For a fourteen-day period for delays due solely to compliance
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with the requirement contained in paragraph (C)(3) of this rule that
the board provide the parties with an opportunity to explain or rebut
contradictory information; 
(d) For a fourteen-day period for delays due to consumer requests
for hearing postponement, consumer failure to submit adequate
information which the arbitrator(s) feel(s) is needed to render a
decision, arbitrator unavailability, or acts of God. 
(e) For a fourteen-day period at the discretion of the arbitrator(s).
The reason for any such discretionary delay shall be disclosed and
reported with the other information required by paragraphs (C)(5)
and (C)(6) of this rule. 
(f) Where the dispute is settled but the settlement is not fully
implemented. 

(9) The board must allow an oral presentation at the request of the
consumer. If the consumer elects an in-person oral presentation, the
warrantor may make its presentation in person, by telephone conference
call, or by written submission. If the consumer elects an oral presentation
by telephone conference call, the warrantor may make its presentation by
telephone conference call, or by written submission. If the consumer does
not request an oral presentation the warrantor shall make its presentation
by written submission. Upon receipt of the dispute the board shall fully
disclose to the parties the following information: 

(a) That an oral presentation either in person or by telephone
conference call will take place if requested by the consumer, but
that, once requested, if one party fails to appear or give an oral
presentation at the agreed-upon time and place, the presentation
by the other party shall be allowed; and 
(b) That the arbitrators will decide the dispute based upon written
presentations if an oral presentation is not requested; 
(c) That each party is permitted to be represented by a person of
his or her choice; 
(d) That the date, time and place for the presentation will be
arranged to accommodate, where possible, the geographic and
time-of-day needs of the parties; 
(e) A brief description of what will occur at the presentation,
including, if applicable, parties' rights to bring witnesses and/or
counsel, and to ask questions of other parties, witnesses and/or
counsel; and 
(f) That each party has the right to either be present during the
other party's oral presentation or, in lieu of attending, to submit a
written presentation. 
Nothing contained in paragraph (C)(9) of this rule shall preclude
the board from allowing an oral presentation by one party, if the
other party fails to appear or give an oral presentation at the
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agreed-upon time and place, as long as all of the requirements of
paragraph (C)(9) of this rule have been satisfied. 

(10) If the warrantor has agreed to perform any obligations as part of a
settlement agreed to after notification to the board of the dispute or has
been ordered to perform any obligations as a result of a decision under
paragraph (C)(5) of this rule, the board shall ascertain from the consumer
within ten working days of the date for performance whether performance
has occurred and the board's finding shall be noted in its records. 
(11) A requirement that a consumer resort to the board prior to
commencement of an action under the act shall be satisfied forty days
after notification to the board of the dispute or when the board completes
all of its duties under paragraph (C)(5) of this rule, whichever occurs
sooner. Except that, if the board delays performance of its duties required
by paragraph (C)(5) of this rule, as allowed by paragraph (C)(8) of this
rule, the requirements that the consumer initially resort to the board shall
not be satisfied until the period of delay allowed by paragraph (C)(8) of
this rule has ended. 
(12) Decisions of the board shall be legally binding on the warrantor, which
must perform its obligations pursuant to any such decisions if the
consumer so elects. 

(D) Record-keeping 
(1) The board shall maintain records on each dispute referred to it which
shall include:

(a) Name, address and telephone number of the consumer; 
(b) Name, address, and telephone number of the contact person
designated by the warrantor under paragraph (F)(1) of rule 109:4-
4-03 of the Administrative Code; 
(c) Makes, models and vehicle identification numbers of the motor
vehicles; 
(d) The date of receipt of the dispute and the date of disclosure to
the consumer of the decision; 
(e) All letters or other written documents submitted by either party; 
(f) All other evidence collected by the board relating to the dispute,
including summaries of relevant and material portions of telephone
calls and meetings between the board and any other person
(including neutral consultants described in paragraph (B)(4) or
(C)(4) of this rule); 
(g) A summary of any relevant and material information presented
by either party at an oral presentation; 
(h) The decision of the arbitrators, including information as to date,
time and place of meeting and the identity of arbitrators voting, or
information on any other resolution; 
(I) A copy of the disclosure to the parties of the decision; 
(j) Copies of follow-up letters (or summaries of relevant and
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material portions of follow-up telephone calls) to the consumer and
responses thereto; and 
(k) Any other documents and communications (or summaries of
relevant and material portions of oral communications) relating to
the dispute. 

(2) The board shall maintain an index of each warrantor's disputes
grouped under make and sub-grouped under model. 
(3) The board shall maintain an index for each warrantor which will show: 

(a) All disputes in which the warrantor has agreed to perform any
obligations as part of a settlement reached after notification of the
dispute or has been ordered to perform any obligations as the
result of a decision under paragraph (C)(5) of this rule and has
failed to comply; and 
(b) All disputes in which the warrantor has refused to abide by an
arbitration decision. 

(4) The board shall maintain an index that will show all disputes delayed
beyond forty days. 
(5) The board shall compile semiannually and, maintain and file with the
attorney general a compilation of the semiannual statistics which show the
number and per cent of the total number of warranty disputes received in
each of the following categories (which shall total one hundred per cent of
the total number of warranty disputes received): 

(a) Resolved by staff of the board without arbitration and the
warrantor has complied; 
(b) Resolved by staff of the board, without arbitration, time for
compliance has expired, and the warrantor has not complied; 
(c) Resolved by staff of the board without arbitration, and time for
compliance has not yet expired; 
(d) Decided by arbitration and the party required to perform has
complied, specifying whether the party required to perform is the
consumer or the warrantor or both; 
(e) Decided by arbitration, time for compliance has expired, and
the party required to perform has not complied, specifying whether
the party required to perform is the consumer or the warrantor or
both; 
(f) Decided by arbitration and time for compliance has not yet
expired; 
(g) Decided by arbitration in which neither party was awarded
anything; 
(h) No jurisdiction; 
(I) Decision delayed beyond forty days under paragraph (C)(8)(a)
of this rule; 
(j) Decision delayed beyond forty days under paragraph (C)(8)(b)
of this rule; 
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(k) Decision delayed beyond forty days under paragraph (C)(8)(c)
of this rule; 
(l) Decision delayed beyond forty days under paragraph (C)(8)(d)
of this rule; 
(m) Decision delayed beyond forty days for any other reason; and 
(n) Decision is pending and the forty-day limit has not expired. 
In addition, the board shall compile semiannually and maintain and
file with the attorney general a compilation of the semiannual
statistics which show the number and per cent of the total number
of disputes received (which need not add up to one hundred per
cent of all disputes received) in which: 
(o) Consumer requested a refund or replacement for a motor
vehicle within the first year or eighteen thousand miles of
operation; 
(p) Vehicle refund or replacement was awarded, specifying
whether the award was made by arbitration or through settlement; 
(q) Vehicle refund or replacement decisions complied with by the
manufacturer, specifying whether the decision was made by
arbitration or through settlement; 
®) Decisions in which additional repairs were the most prominent
remedy, specifying whether the decision was made by arbitration
or through settlement; 
(s) Decisions in which a warranty extension was the most
prominent remedy, specifying whether the decision was made by
arbitration or through settlement; 
(t) Decisions in which reimbursement for expenses or
compensation for losses was the most prominent remedy,
specifying whether the decision was made by arbitration or through
settlement; 
(u) Vehicle refund or replacement arbitration awards accepted by
the consumer; and 
(v) Non-repurchase or replacement arbitration decisions accepted
by the consumer. 

(6) The board shall compile semiannually and maintain and file with the
attorney general a listing of all vehicle identification numbers of all
vehicles for which decisions or settlements entitled the consumer to a
refund or replacement. 
(7) The board shall retain all records specified in paragraphs (D)(1) to
(D)(6) of this rule at least four years after final disposition of the dispute. 

(E) Audits 
(1) The board shall have an audit conducted at least annually to determine
whether the board and its dispute resolution processes are in compliance
with this chapter. All records of the board required to be kept under
paragraph (D) of this rule shall be available for audit. 
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(2) Each audit provided for in paragraph (E)(1) of this rule shall include at
a minimum the following: 

(a) Evaluation of warrantor's efforts to make consumers aware of
the board's existence as required by paragraph (E) of rule 109:4-4-
03 of the Administrative Code; 
(b) Review of the indices maintained pursuant to paragraph (D) of
this rule; and 
(c) Analysis of a random sample of disputes handled to determine
the following: 

(I) adequacy of the board's complaint and other forms,
investigation, mediation and follow-up efforts and other
aspects of complaint handling; and 
(ii) accuracy of the board's statistical compilations under
paragraph (D) of this rule. (For purposes of this paragraph,
"analysis" shall include oral or written contact with the
consumers involved in each of the disputes in the random
sample.) 

(3) A report of each audit under paragraph (E) of this rule shall be
submitted to the attorney general and shall be made available to any
person at reasonable cost. The board may direct its auditor to delete
names of parties to disputes from the audit report. 
(4) Auditors shall be selected by the board. No auditor may be involved
with the board as a warrantor, sponsor or arbitrator, or employee or agent
thereof, other than for purposes of the audit. 

(F) Openness of records and proceedings 
(1) The statistical summaries specified in paragraphs (D)(2), (D)(3), (D)(4),
(D)(5) and (D)(6) of this rule shall be available to any person for inspection
and copying. 
(2) Except as provided under paragraphs (E)(3), (F)(1) and (F)(5) of this
rule, all records of the board may be kept confidential or made available
only on such terms and conditions, or in such form, as the board shall
permit and to the extent that Ohio law will allow. 
(3) The policy of the board with respect to records made available at the
board's option shall be set out in the written procedures required by
paragraph (C)(1) of this rule. The policy shall be applied uniformly to all
requests for access to or copies of such records. 
(4) Meetings of the arbitrators to hear disputes shall be open to observers
on reasonable and nondiscriminatory terms, as long as the consumer does
not object. The identity of the parties involved in disputes need not be
disclosed at meetings. 
(5) Upon request, the board shall provide to either party to a dispute: (a)
access to all records relating to the dispute; and (b) copies of any records
relating to the dispute at reasonable cost. 
(6) The board shall make available to any person, upon request,
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information relating to the qualifications of board staff, arbitrators, and
neutral technicians or consultants and detailed information relating to any
interest and involvement of the arbitrators in the manufacture, distribution,
sale, or service of any motor vehicle. 

History: Enacted by 1987-88 OMR 438, eff. November 29, 1987. Amended by 1991-92
OMR 679, eff. Dec. 30, 1991
RULE PROMULGATED UNDER: RC Chapter 119.
RULE AUTHORIZED BY: RC 1345.77
RULE AMPLIFIES: RC 1345.77
119.032 Review Date: 7-15-03
109:4-4-05 Repair orders for new motor vehicles services or repairs. 

(A) This rule is designed to define with reasonable specificity the information
required to be provided under division (B) of section 1345.74 of the Revised
Code so that consumers may be on notice of any and/or all non-conformities and
receive itemized statements of repairs performed or attempted. 
(B) In order to comply with the mandates of division (B) of section 1345.74 of the
Revised Code, each time the motor vehicle of the consumer is returned from
being serviced or repaired, the supplier shall provide the consumer with a copy
of a form, completed in a clear and legible manner, whether or not any repair is
performed which: 

(1) Is in full compliance with rule 109:4-3-13 of the Administrative Code;
and 
(2) Lists the consumer's description of the problem or symptom he or she
is experiencing, accompanied by the consumer's signature or initials
acknowledging the accuracy of the description; and 
(3) Identifies the person performing or attempting the repair or service on
the specific problem or symptom listed in paragraph (B)(2) of this rule; and 
(4) Specifically states the technical diagnosis and all repairs performed or
attempted in regard to the problem or symptom listed in paragraph (B)(2)
of this rule.

History: Enacted by 1987-88 OMR 440, eff. November 29, 1997. Amended by 1991-92
OMR 682, eff. Dec. 30, 1991
RULE PROMULGATED UNDER: RC Chapter 119.
RULE AUTHORIZED BY: RC 1345.74
RULE AMPLIFIES: RC 1345.774
119.032 Review Date: 7-15-03

Chapter 109:4-5 
Informal Dispute Resolution Mechanisms for Settlement 
of New Motor Vehicle Warranty Disputes 

109:4-5-01 Authority, construction and purposes of rules severability; definitions. 
(A) Authority, rules of construction, purposes 

(1) This chapter is adopted by the office of the attorney general of Ohio
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pursuant to division (A) of section 1345.77 and Chapter 119. of the
Revised Code. 
(2) Without limiting the scope of any section of the Revised Code or any
other rule, this chapter shall be liberally construed and applied to promote
their purposes and policies. 
(3) The purposes and policies of this chapter are to: 

(a) Define with reasonable specificity the process for the
qualification of informal dispute settlement mechanisms for the
resolution of new motor vehicle warranty disputes between the
consumer and the manufacturer or its agents. 
(b) Encourage the establishment and qualification of dispute
resolution mechanisms for settlement of new motor vehicle
warranty disputes. 

(B) Severability 
Each procedural rule and every part of each procedural rule is an independent
rule and part of a rule, and the holding of any rule or part of a rule to be
unconstitutional, void, or ineffective for any cause does not affect the validity or
constitutionality of any other rule or part of a rule, and, to this end, each and
every rule, paragraph, sentence, clause, phrase, or provision of this chapter is
hereby declared severable. 
(c) Definitions 

(1) The definitions found in Chapter 109:4-4 of the Administrative Code
shall also apply to this chapter. 
(2) "Qualified board" means an organization, person or entity which
conducts a dispute settlement process which has been reviewed by the
attorney general and approved as having met the qualifications specified
in Chapter 109:4-4 of the Administrative Code. 
(3) "Provisionally qualified board" means an organization, persons, or
entity which conducts a dispute settlement process which is not able to
submit a complete application under the requirements of Rules 109:4-5-02
and 
109:4-5-03 of the Administrative Code, and is granted a one-year approval
under the terms of rule 109:45--04 of the Administrative Code. 

History: Enacted by 1987-88 OMR 440, eff. November 29, 1987. Amended by 1991-92
OMR 682, eff. Dec. 30, 1991
RULE PROMULGATED UNDER: RC Chapter 119.
RULE AUTHORIZED BY: RC 1345.77
RULE AMPLIFIES: RC 1345.77
119.032 Review Date: 7-15-03 

109:4-5-02 Application for qualification. 
(A) Application by a board for certification as a qualified board shall be made in
writing to the attorney general. 
(B) Applications shall include at least the following information unless specific
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exceptions are provided in this rule: 
(1) Name, address, and telephone number of the board. In the event the
applicant does not maintain one or more Ohio addresses and telephone
numbers at the time of application, the application shall set forth the
specific plans for making the board accessible to Ohio consumers. 
(2) The manufacturers, vehicle makes and vehicle models for which the
board is authorized to hear disputes and render decisions and copies of
such authorization. 
(3) Copies of all warranty documents and disclosure information used to
alert consumers to the board and the warranty proffered by the
manufacturer for each vehicle make and model, together with any other
informational material, advertising copy or other notices used to inform
consumers concerning warranties, the availability and operation of the
board and any other manufacturer dispute resolution procedures. 
(4) Copies of all written operating standards and procedures promulgated
by the board, as required by paragraph (C)(1) of rule 109:4-4-04 of the
Administrative Code. 
(5) A description of the general qualifications and the duties of the
arbitrators, neutral technicians or consultants, and all other persons
employed by the board. 
(6) A description of all training programs conducted for the board's
arbitrators, and the plans for any such programs should approval be
granted. 
(7) Copies of the indices required by paragraphs (D)(2), (D)(3), and (D)(4)
of rule 109:4-4-04 of the Administrative Code for the record year preceding
the application. 
(8) Copies of the semiannual statistical compilations required by
paragraphs (D)(5) and (D)(6) of rule 109:4-4-04 of the Administrative Code
for the preceding year. 
(9) Copies of all annual audits previously compiled pursuant to paragraph
(E) of rule 109:4-4-04 of the Administrative Code. 
(10) Copies of ten per cent, but not in any event less than twenty-five per
cent, of the written decision documents issued by the board to Ohio
consumers during the preceding year, representing a randomly selected
cross-section of such decisions. The attorney general may, upon notice,
have these opinions selected by personnel from his office or under his
direction. 
(11) Statistics for the previous record year showing, for each warrantor
served by the board, the number of oral presentations in person and the
number of oral presentations by telephone conference call conducted
under paragraph (C)(7) of rule 109:4-4-04 of the Administrative Code
conducted for each warrantor served by the board, and the number of
times such a presentation presentations was were requested. 
(12) Such other or additional information as the attorney general might
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request after initial review of the application. 
History: Enacted by 1987-88 OMR 441, eff. November 29, 1987. Amended by 1991-92
OMR 682), eff. Dec. 30, 1991
RULE PROMULGATED UNDER: RC Chapter 119.
RULE AUTHORIZED BY: RC 1345.77
RULE AMPLIFIES: RC 1345.77
119.032 Review Date: 7-15-03
109:4-5-03 Review of application. 

(A) Upon receipt of a completed application, the attorney general shall direct his
staff to prepare a report reviewing the operation of the board in view of the
requirements of the act and Chapter 109:4-4 of the Administrative Code, and to
recommend an appropriate ruling on the application.
(B) After receipt of the staff report and independent review of the application, the
attorney general shall issue a written decision to the applicant within sixty days
of receipt of the application, setting forth the basis therefor, whether the
applicant will be a qualified board, a provisionally qualified board for such time
and upon such conditions as may be specified, or whether the application will be
denied. Such decision will be a matter of public record.

History: Enacted by 1987-88 OMR 437(E), eff. November 29, 1987. 
RULE PROMULGATED UNDER: RC Chapter 119.
RULE AUTHORIZED BY: RC 1345.77
RULE AMPLIFIES: RC 1345.77
119.032 Review Date: 7-15-03 
109:4-5-04 Provisionally qualified boards. 

(A) Provisional qualification shall be available only for those boards which have
not conducted sufficient operations in Ohio under the terms of the act and
Chapter 109:4-4 of the Administrative Code, prior to submitting an application,
so as to permit the submission of a complete application.
(B) Applicants for provisional qualification shall complete as much of the
application as possible, supplementing Ohio information and records with
comparable documents and statistics from one or more other states, if available. 
(c) All applicants for provisional qualification shall clearly so state on the face of
the application. 
(D) In the event provisional qualification is granted, it shall continue for a period
of one year. Following nine months of operation as a provisionally qualified
board, such board shall update its original application with the statistics and
materials required in an application under this chapter, reflecting the nine-month
operating period, to reapply for approval as a qualified board. 
(E) After review of the application as provided in paragraph (A) of rule 109:4-5-
03 of the Administrative Code, the attorney general shall announce a decision in
the same manner as provided for in rule 109:4-5-03 of the Administrative Code.

History: Enacted by 1987-88 OMR 441, eff. November 29, 1987. 
RULE PROMULGATED UNDER: RC Chapter 119.
RULE AUTHORIZED BY: RC 1345.77
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RULE AMPLIFIES: RC 1345.77
119.032 Review Date: 7-15-03
109:4-5-05 Continuing obligations of qualified boards. 

(A) A qualified board shall promptly inform the attorney general of any changes
in the information submitted in its application pursuant to paragraph (B) of rule
109:4-5-02 or paragraph (D) of rule 109:4-5-04 of the Administrative Code and
supply copies of such changes or requisite information.
(B) A qualified board shall submit annually, to the attorney general, copies of the
annual audit required by paragraph (E) of rule 109:4-4-04 of the Administrative
Code, and, semiannually, the statistics required to be compiled under
paragraphs (D)(5) and (D)(6) of rule 109:4-4-04 of the Administrative Code. 
(C) A qualified board shall supply for review, upon request of the attorney
general, any additional statistics, records or documents which must be compiled
or prepared pursuant to rule 109:4-4-04 of the Administrative Code.

History: Enacted by 1987-88 OMR 442, eff. November 29, 1987. 
RULE PROMULGATED UNDER: RC Chapter 119.
RULE AUTHORIZED BY: RC 1345.77
RULE AMPLIFIES: RC 1345.77
119.032 Review Date: 7-15-03
109:4-5-06 Revocation of qualification. 

(A) In the event that the attorney general has probable cause to believe that a
qualified or a provisionally qualified board is operating in contravention of the
requirements of the act, Chapter 109:4-4 of the Administrative Code or this
chapter, or that such board or sponsoring manufacturer has knowingly engaged
in conduct which is designed, intended, or has the effect of depriving consumers
of access to fair and expeditious resolution of disputes, written notification shall
be sent to the board, outlining the perceived deficiencies, fixing a time within
which to respond and identifying any additional information which may be
required. 
(B) Upon receipt of the qualified or provisionally qualified board's reply, or
expiration of the time fixed for reply, the attorney general shall determine
whether the approval granted should be revoked, continued as before, or
continued for a period contingent upon compliance with such conditions as may
be set forth in the decision. This decision will be issued in the same manner as
provided for in rule 109:4-5-03 of the Administrative Code. Failure of the board
to comply with conditions so stated shall result in the automatic revocation of
approval, as of the date provided in such decision. 
(C) Any consumer injured by the operation of any procedure of a board which
does not conform with the requirements stated in the act, Chapter 109:4-4 of the
Administrative Code or this chapter, may request the attorney general to
investigate the manufacturer's or board's procedure(s) to determine whether its
qualification or provisional qualification shall be suspended or revoked. Such
request shall not constitute an appeal of the board's decision. 
(D) Either upon application for qualification or provisional qualification or upon a
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consumer's request for investigation, or upon reasonable cause to believe that a
qualified or provisionally qualified board is operating in contravention of the
requirements of the act, Chapter 109:4-4 of the Administrative Code or this
chapter, the attorney general may conduct any inquiry or investigation or
evaluation of a manufacturer's informal dispute settlement procedure and may
hold hearings, issue subpoenas requiring the attendance of witnesses and the
production of records, documents or other evidence in connection therewith,
administer oaths, examine witnesses and receive oral and documentary
evidence. 
(E) The attorney general may suspend or revoke the qualification or provisional
qualification of a manufacturer's informal dispute settlement board, upon finding
that the board is being used to cause injury or create hardship to consumers, in
accordance with the procedure provided for in paragraphs (A) and (B) of this
rule. 
(F) After revocation of approval, a board may reapply pursuant to the application
procedures in this chapter.

History: Enacted by 1987-88 OMR 442, eff. November 29, 1987.
RULE PROMULGATED UNDER: RC Chapter 119.
RULE AUTHORIZED BY: RC 1345.77
RULE AMPLIFIES: RC 1345.77
119.032 Review Date: 7-15-03
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APPENDIX G

BBB AUTO LINE CONSUMER SURVEY QUESTIONS
NATIONAL, FLORIDA, AND OHIO

2007 BBB AUTO LINE SURVEY

 [Hello, I would like to ask you some questions regarding your experience with
BBB AUTO LINE. All replies will remain anonymous.]
01. What is the year of the vehicle involved in the complaint you filed with BBB AUTO
LINE?

2008 2007 2006 2005 2004 or
earlier

DK/DR

02. How did you first learn about BBB AUTO LINE?
Better

Business
Bureau

Internet Friend/
Family

Attorney Media Dealer Mfr. Rep. Owner�s
Manual or
other Mfr.
Information

Other DK/DR 

03. How many times, if any, did the dealer or manufacturer attempt to repair your
vehicle before you contacted BBB AUTO LINE? 

01 02 03 4 or More DK/DR

04. After you contacted BBB AUTO LINE, do you recall receiving a claim form,
brochure or other materials from BBB AUTO LINE explaining the program?

Yes No DK/DR

05. How would you describe the information in the materials you received?
Clear and easy to

understand
Somewhat clear and
easy to understand

Difficult to
understand

DK/DR

06. How helpful was the information you received in preparing you for what would
happen in your particular case?

Information was
very helpful

Information was
somewhat helpful

Information was not
helpful at all

DK/DR
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07. Was your case determined to be ineligible or did you choose to withdraw your
claim?

Yes No [Go to Question #09] DK/DR

08. Why was your case considered ineligible or what caused you to withdraw your
claim?

Outside
program�s
jurisdiction

Settled/car
was Repaired

Consumer
Sold vehicle

Consumer
initiated legal

action

Consumer did
not want to

pursue

DK/DR

If consumer withdrew or was ineligible - [Thank-you for your time]
[40 day section begins here]
09. Do you recall the number of days that elapsed from the date BBB AUTO LINE
received you claim until the date the claim was settled or decided?

Less than 40 Days [Go to
Question # 11] 

More than 40 Days [Go to
Question # 10]

DK/DR

10. [If case took more than 40 days] What was the reason for going beyond 40 days in
your case? 

Request of, or action
by, consumer

Action by BBB
AUTO LINE

Request of, or action by,
manufacturer

Additional information or
technical inspection

requested by arbitrator

DK/DR

11. Which statement best reflects the disposition in your case?
Your claim was settled through

mediation without having an arbitration
hearing

Your claim was decided by an arbitrator
after a hearing

[Go to Question #17]

DK/DR

[Mediation section begins here]
12. Which statement best describes your mediation settlement?

Repurchase or
Replacement

 Repair or
Reimbursement

Other Settlement DK/DR

13. After you reached a settlement, did you receive a letter from BBB AUTO LINE staff
describing the settlement terms?

Yes No DK/DR
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14. Did the manufacturer carry out the terms of your settlement?

Yes, within the specified time Yes, after the specified time No DK/DR

15. Did you later talk to BBB AUTO LINE staff or receive a letter from BBB AUTO LINE
staff about whether the manufacturer carried out the terms of the settlement?

Talked with staff Received a letter Both Neither DK/DR

16. Did you continue your case with BBB AUTO LINE after this point? [Only those
respondents who said the manufacturer did not perform.]

Yes [Go to Question #29] No [Go to Question #29] DK/DR [Go to Question #29]

[Arbitration section begins here]
17. Did you receive notice of the scheduled date, time and place for your arbitration
hearing?

Yes No DK/DR

18. After the arbitration hearing, was a copy of the decision sent to you?

Yes No DK/DR

19. Which statement best describes your arbitration decision?
Mfr. re-purchase or

replacement
 Mfr. repair Mfr. reimbursement 

for expenses
Other award No award

20. Did you accept or reject the arbitration decision?

Accepted Rejected 
[Go to Question #23]

21. Did the manufacturer carry out the terms of the decision?
Yes, within the
specified time

Yes, after the
specified time

No DK/DR

22. Did you later talk to BBB AUTO LINE staff or receive a letter from BBB AUTO LINE
staff about whether the manufacturer carried out the terms of the arbitration decision?
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Talked with
staff

Received a
letter

Both Neither DK/DR

23. After your arbitration, did you pursue the dispute any further?
Yes No [Go to Question #25]

24. Which of the following did you do?
Re-contacted 

BBB AUTO LINE
Worked out solution

with dealer/mfr.
Contacted legal

counsel
Other Contacted state or

other govt. agency

[Arbitrator evaluation section begins here]
[Now, I would like to ask you some questions regarding the arbitrator in your
case.] 
25. What grade would you give the arbitrator on understanding the facts? 

A B C D F

26. What grade would you give the arbitrator on objectivity and fairness?

A B C D F

27. What grade would you give the arbitrator on rendering a fair and impartial
decision?

A B C D F

28. What grade would you give the arbitrator on coming to a reasoned and well
thought-out decision?

A B C D F

[BBB AUTO LINE evaluation section begins here]
[These are questions regarding BBB AUTO LINE staff.] 
29.What grade would you give BBB AUTO LINE staff on objectivity and fairness?

A B C D F

30. What grade would you give BBB AUTO LINE staff on their efforts to assist you in
resolving your claim?
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A B C D F

31. Overall, what grade would you give BBB AUTO LINE?

A B C D F

32. Would you recommend BBB AUTO LINE to a friend or family member who is
experiencing automotive problems?

Yes No Don�t Know

[Thank-you very much for your time.]
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APPENDIX H

FORM NAMES

Agreement to Arbitrate Form
Automotive Case Record Form
BBB AUTO LINE Case File [not a form, but the entire file]
Call Record
Case File Notes
Checklist for Arbitration Hearing Form
Customer Claim Form
Decision Form 
Manufacturer�s Response Form
Bureau Case Processing Checklist 
Notice of Hearing Form
Performance Verification Record
Program Summary [not a form, but program information]
Reasons for Decision Form 
Record of Hearing Form


