








A

NMVB MEDIATION PROGRAM
2010/2011 FY 

Distribution by Outcome of Total Cases Received 
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6C Mediation Complete (196)56.48% 6A Mediation Complete proceeded to Arb/Legal (81)23.34%

1R No Jurisdiction referred to proper Agency (25)7.20% 03 Consumer Abandoned (12)3.46%

04 No Dealer Response (12)3.46% 3A Consumer Abandoned ‐ Arb/Legal (6)1.73%

05 No Manufacturer Response (5)1.44% 01 No Jurisdiction (4)1.15%

02 No Merit/No Action Sought (3).86% 6R Mediation complete ‐ Consumer refused offer (2).58%

07 Other (1).29%
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The Mediation Program received 347 cases in FY 2010‐2011
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NMVB MEDIATION PROGRAM
2010/2011 FY Distribution of 

Total Cases Mediated  

6C Mediation Complete 
(196) 70.00%

6R Mediation Complete: 
Consumer Refused 
Reasonable Offer (2), 

0.71%

07 Other, (1) 0.36%

6A Mediation Complete: 
Proceed to Arbitration or 

Court 
(81) 28.9%

6C Mediation Complete (196)

6A Mediation Complete: Proceed to
Arbitration or Court (81)

6R Mediation Complete: Consumer Refused
Reasonable Offer (2)

07 Other (1)

Note ‐ Out of the 347 cases received, a total of 280 cases were 
mediated.  All cases closed with No Jurisdiction, Consumer 
Abandoned, No Merit, No Dealer Response, or No 
Manufacturer Response, are removed from statistical analysis in 
order to determine outcome distribution for completed 
mediated cases.

The case closed with ʺotherʺ was because C is not going to hire 
an attorney, or go to arbitration, but doesnʹt want to continue 
with repairs either.  C is just going to trade vehicle in in a year.
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NMVB MEDIATION PROGRAM
2010/2011 FY
 Distribution of 

Manufacturer Cases (n=151/347)  

Other (9)
5.960%

Repair Out of Warranty
(52)

34.437%

Repair Under Warranty 
(113) 
56.78%

Safety Issue (11) 7.285%

Goodwill
Assistance  (10) 6.623%

Consumer Obtained 
Settlement offer, needs 
NMVB Assistance  (2)

1.325%

Repair Under Warranty (67) 

Repair Out of Warranty (52) 

Safety Issue (11) 

Consumer Obtained Settlement offer,
needs NMVB Assistance(2)

Goodwill Assistance (10)

Other (9)

Note: Cases under category ʺOtherʺ include: 
‐ (3) C has problem with M lender.
‐ C has problem with M that filed bankruptcy, tried to get repair from chassis 
manufacturer and/or dealer.
‐ M blame D for repair delay, offered 1yr extra warranty on parts & labor, but C 
wanted 2 yrs
‐ C request reimbursement for rental car during repair
‐ C was in middle of warranty work when M filed bankruptcy‐ tried to get new 
company to help finish repairs ‐ new co. did not want liability.
‐ C in military ‐ moved V to Italy. M will not cover warranty
‐ C has material damage on new V ‐ D says M damage

C= Consumer    D=Dealer   M=Manufacturer    V=Vehicle

Repair under 
warranty (67) 44.371%
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Steering(1)
9.1%

Engine Stalling 
(3)

27.3%

vehicle caught 
fire (1) 9.1%

Lurching-
Surging (2)

18.2%

Air bag (2)
18.2%

Brakes (2)
18.2%

NMVB MEDIATION PROGRAM
2010‐2011 FY

Distribution of Safety Related Cases 

 

Note: Of the Manufacturer Mediated cases (n=135), 11 cases involved some kind of safety related concern, of 
which, 1 case resulted in a voluntary buyback by the manufacturer (Stalling)   The Mediation Program 
altogether assisted consumers in 13 repurchases/replacements in FY 2010/2011.
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 Distribution of Dealer Cases (n=169/347) 

1.775%

1.183%

0.592%
0.592%
0.592%
0.592%

36.095%

11.243%

3.550%

5.325%

5.917%

1.183%

4.142%

0.592%

0.592%

6.509%
1.775%

7.101%
0.592%

2.367%

1.775%

5.917%

Repair issue w/D only (36.095%)(61/169) V options Misrepresented (11.243%)(19/169)

Financing Issues (7.101%)(12/169) Issue with Contract (6.509%)(11/169)

Buyerʹs Remorse (5.917%) (10/169) Conditional Sales K (5.917%) (10/169)

Problem w/Ext. Warranty Purchase (5.325%)(9/169) Registration/Title (4.142%)(7/169)

Other Dealer Issues (3.550%)(6/169) Trade in not paid off (2.367%) (4/169)

Material Damage to New V (1.775%) (3/169) Safety Issue w/V (1.775%) (3/169)

Used V Sold ʺAs Isʺ (1.775%) (3/169) Certified Vehicle (1.183%)(2/169)

Used Vehicle Sold as ʺNewʺ (1.183%) (2/169) Sales Tax and License Fees (0.592%) (1/169)

End of Lease Fees (0.592%)(1/169) Damage by Dealer (0.592%) (1/169)

Negative Equity disclosed on Sales Contract (0.592%)(1/169) Used V Previous Accident Problems (0.592%) (1/169)

Advertising Issues (0.592%)(1/169) Buyers Remorse of Options (0.592%) (1/169)
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Comparison of Mediated Cases
Manufacturer vs Dealership

Total Cases Mediated
Resolved Successfully
Not Resolved, Arbitration or Court
C not accepting Reasonable Offer

Of the total Mediated Cases, there were slightly more Dealer cases (145) than 
Manufacturer Cases (135).  Of the Dealer Cases, 84% (121) were mediated 
successfully compared to 57% (77) of the Manufacturer Cases.  Of the cases not 
resolved successfully, there were 16% (23) of the Dealer Cases, and 43% (58) of the 
Manufacturer Cases.  There was 1 case each  of both  Dealer and Manufacturer 
cases that the consumer did not accept a Reasonable Offer.
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