Gredtings

TheTexas"Lemon Law” wasenacted by the TexasLegidaturein 1983. It continuesto help consumers
who buy or lease new motor vehicleswith defects and who have repeated problems getting those vehicles
properly repaired. From 1988to 1999, the Motor Vehicle Board processed 14,206 complaints. This
processisconsiderably lesscomplicated and less expensive than going to court.

Thisistheeighth annual report published onthe Lemon Law sincethe Texas L egid ature established the
requirement in 1991. Theinformationinthe 1999 report includes. asummary of the complaint process,
listsof complaintsfiled; defectsreported; complaints closed; vehiclesordered repurchased or replaced;
and, acomplaint resolution analysis.

Pursuant to arulesreview, the M otor Vehicle Board made severa changesto theLemon Law Rules (16
TAC Sections 107.1 - 107.11). A change was madeto Section 107.9 which madeit clear that incidental
expensesclaimed by consumersare not limited to the expenseslisted in the section. Inaddition, categories
wereadded toinclude: lossor damageto persona property; attorney fees(if the consumer retains counsel
after notification the respondent isrepresented by counsdl); and, itemsor accessoriesadded to thevehicle.
Section 107.10 was changed to extend the discl osure requirement to all vehiclesreacquired by amanufac-
turer, converter, or distributor to settleawarranty clam, including vehiclestransferred to Texasfor resde.

TheMotor Vehicle Board isnegotiating amulti-year, three phase contract to updateits databaseto an
integrated automated system and devel op database applicationsto provide improved access by the staff
andthepublic. Phasethreeof the contract will includeweb publishing, éectronic commerce and document
imaging. Electronic commercewill includefiling complaintsviathe Internet and sending and receiving
correspondence and documentsel ectronically. Document imaging will alow for eectronicfilesto theextent
allowed by law.

The customer satisfaction survey continuesto indicate that the vast mgority of Texascitizenswho have used
theLemon Law consider it to be an effectiveremedy in resolving acomplaint involving aproblemvehicle.
Nonethel ess, the Motor Vehicle Board continuesto striveto improvethe program.

Sincerdy,

Robert C. Barnes
Chairman, Motor VehicleBoard

September 2000
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INTRODUCTION

Thereport includestext and chartstoillustratethe resolution of 964 complaintsduring 1999. Someof the
complaints processed in CY 99 involved 499 carryoversfrom theend of CY 98, plus890 new complaints
that werereceived in 1999. Chart A showsan overview of the program resultsfor CY 99 along with the
previoustwoyears program resultsfor comparison.

Most complaintsinvolve passenger carsand lightstrucks,; however, complaintswerereceived ondl terrain
vehicles, heavy duty trucks, motorcycles, motor homesand towablerecreation vehicles. Pricesof the
vehiclescomplained againgt ranged from afew thousand dollarsto over five hundred thousand dollarsfor a
luxury motor home,
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CHART A
SUMMARY OF PROGRAM RESULTS

CY97(CY98(CY99
Complaints Filed 1291 1034 890
Complaints Closed 1316| 1230 964
Prehearing Settlements 635 430, 290
Hearings Scheduled 475 618 593
Final Orders (Hearings Held) 182 242 223
Repurchase/Replacement Orders be| 73| 72




Annua Report 1999 TexasLemon Law Program

COMPLAINT PROCESS

PROVISIONSOFTHE TEXASLEMON LAW

According tothe TMVC Code:

Section 6.07 provides new motor vehicle owners, lessors, or lesseeswho purchase or leasetheir
vehiclesfrom licensees of the Motor Vehicle Board aforumto air complaints about vehiclesthat
they have been unableto have repaired under warranty. Depending on the circumstances, acon-
sumer can seek repurchase or replacement of the vehicle by the manufacturer, converter or distribu-
tor under theLemon Law. A $35.00filing feeisrequired.

Section 3.08(i) providesrepair relief to motor vehicle ownerswhose vehiclesdo not qualify for
repurchase or replacement according to Section 6.07.

For buyersof used vehiclesor new vehicles purchased or leased from non-licensees of the M otor
VehicleBoard, availablerdief islimited to repairsonly under Section 3.08(i).

ENFORCEMENT OF THETEXASLEMON L AW

TheMotor Vehicle Division of the Texas Department of Trangportation, specifically the Consumer Affairs
Section, isresponsiblefor enforcement of the TexasLemon Law. The chart describesthe complaint
process and time span which may vary depending onthe case. A resolution of the complaint may be
reached at any stagein the process.
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CHARTB
COMPLAINT PROCESSAND TIME SPAN

RECEIPT OF COMPLAINT
A Consumer filesawritten complaint with the M otor Vehicle Division and may submit a$35.00
filingfeeif thevehiclemeetsdigibility for filing under Section 6.07.

10DAYSFROM RECEIPT OF COMPLAINT:
TheMotor Vehicle Divison notifiesthe vehicle manufacturer, the salling dedler, and the servicing
dedlersof receipt of thecomplaint.

35DAYSFROM RECEIPT OF COMPLAINT:
The Consumer Advisorsattempt to resol ve the complaint through mediation. A mediation inspec-
tion may be scheduled.

90DAYSFROM RECEIPT OF COMPLAINT: TheAdministrative Law Judge schedules
and conductsahearing on thecomplaint.

135DAYSFROM RECEIPT OF COMPLAINT:
TheAdministrative Law JudgeissuesaDecision and Final Order.

150 DAYSFROM RECEIPT OF COMPLAINT:

If aparty doesnot agreewith theAdministrative Law Judge sDecisonand Find Order, aMotion
for Rehearing may befiled with the Director of the Motor Vehicle Division or with the Motor
VehicleBoard.

165 DAY SFROM RECEIPT OF COMPLAINT:
TheDirector or the Motor Vehicle Board ruleson the Motion for Rehearing.

CLOSE COMPLAINT
Partiesmay still filean appeal inthe Digtrict Court in Travis County.
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RESPONS BILITIESOFTHE CONSUMERADVISORS

BEFORE AHEARING ISSCHEDULED: Whenacomplaintisreceived, it isevaluated by aCon-
sumer Advisor who isA SE certified to determine whether the consumer iseligiblefor relief. After determin-
ing that acomplaint meetsthejurisdictiona requirementsof either Section 6.07 or Section 3.08(i), the
Consumer Advisor servesasaliai son between the consumer and representatives of the manufacturer and
dedler. Often, their assistance resultsin resolution of complaints soon after filing.

AFTERAHEARING ISSCHEDULED: The Consumer Advisor contacts consumersprior to a
hearing to review the hearing proceduresand to answer any questionsthat may arise. The Consumer
Advisor furnishesinformation concerning the proof requirementsof the Lemon Law described inthe con-
sumer handbook and the“ Consumer’s Guideto the TexasLemon Law” video.

MEDIATIONINSPECTION PROGRAM

The Mediation Inspection Program isconducted by an A SE certified ingpector in an attempt to resolve
complaintsearlier inthe processwithout the need for time-consuming hearings. Generally, inspectionsare
performed at authorized deal ershipslocated near the consumer with consumer’sand manufacturers’ repre-
sentativespresent. TheMotor Vehicle Division’sinspector analyzesthefactsbased on theinspection of the
vehicleand the evidencethat the consumer could prove, should ahearing berequired. Very often, the
partiesreach an agreement during theinspectionsto resolvethecomplaint. In CY 99, 64 inspectionswere
conducted throughout the state. 1n59% of these cases, theinspection resolved the complaint. Chart C
showstheresultsof theinspectionsheldin CY 99.
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CHART C
MEDIATION INSPECTIONS
Manufacturer Section 3.08(i) Section 6.07
Held | Resolved| Held | Resolved

DaimlerChryder 9 9 23 13
Damon (MH) 0) 0) 1 0
Ford 2 2 10| 5
Generad Motors 2 1 10| 6
|suzu 2 0) 2 2
Kawasaki 0) 0) 1 0
Kia 0) 0) 1 0
Mercedes-Benz 0] 0] 1 0]
TOTALS 15 12 49 26
PERCENT RESOLVED 80% 53%
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HEARINGS

Adminigtrative Law Judgestravel throughout the state hol ding hearingsin locations as convenient for con-
sumersaspossible.

WHAT TO EXPECT ATAHEARING

Consumersand manufacturersare allowed to present evidence and argumentsin support of
their respective positions

The partiesand their witnesses personally appear and present their evidence, under oath,
andin accordancewith the Administrative ProcedureAct, the Texas Rulesof Civil Proce-
dure and the Texas Rules of Evidence

Consumersarerequired to bring their vehicleto the hearing for aninspection and test drive

WHAT TO EXPECT FOLLOWINGAHEARING

TheAdministrative Law Judge considersall of the evidencereceived at ahearing and issues
awritten decision and order at alater date. Generally, ordersrequireoneof thefollowing:

Repurchase or replacement of the vehicle by the manufacturer with areasonablea lowance
for the consumer’suse of the vehicle deducted

Repair of the vehicleunder the manufacturer’ swarranty, or

Dismissd of thecomplaint if it wasnot proven
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WHEN THE DECISION ISFINALIZED

Thedecision and order are sent to the parties by certified mail.

Any party who disagreeswith the decision may fileamotion for rehearing (arequest for
recons deration of the decision) with either the Motor Vehicle Divison'sDirector or the
Motor VehicleBoard. In CY 99, 59 motionsfor rehearing werefiled with the M otor
VehicleDivison’'sDirector and 17 motionsfor rehearing werefiled with the Motor
VehicleBoard. Theresultsof the motionfor rehearing can rangewidely froman
affirmation or minor modification of theorigina decisionand order tothegranting of a
completenew hearing.

After afinal ruling on amotion for rehearing, any party who disagreeswith the Motor
VehicleDivison'sfina action may file an apped in statedistrict court under the substan-
tial evidencerule. A very small percentage of thetotal number of Lemon Law com-
plaintsthat proceed to ahearing are appealed. Only two Lemon Law caseswere
appealedin CY 99. Both appea swerefiled by the manufacturer’sof thevehicles.
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COMPLAINTSFILED

Chart D showshow many complaintswerefiled against manufacturers(listed a phabetically by make) for
CY 97 through CY 99.

Although the complaintsfiled decreased 13.9% from CY 98, some manufacturers (with amarket share
greater than 5% - salesover 66,260) experienced sharper declines. For example, the complaintsfiled
againgt DaimlerChryder Motors Corporation and General Motors Corporation decreased 27.1% and
14.6%, respectively. Ontheother hand, the complaintsfiled against Ford M otor Company only decreased
4.4%. Despitethe decreasein complaintsfiled, some manufacturersexperienced anincrease such as
American HondaM otor Company, Inc. (23.1%) and Gulf States Toyota, Inc. (11.1%).

10
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CHART D
COMPLAINTS FILED - BY MANUFACTURER AND MAKE

MANUFACTURER MAKE CY97 CY98 CY99

Airstream (MH) 1 2 2

Alpha Leisure (TRV) 0 1 0

AM Genera 1 1 1

American Iron Horse (MC) 0 1 0

Beaver Coaches (MH) 2 1 1

Big Dog (MC) 1 0 0

Blue Bird (MH) 0 0 1

BMW 7 5 2

Coachmen (MH) 1 4 1
Chrysler 39 31 23
Dodge 117 108 81
Eagle 8 1 0
Jeep 31 39 32
Plymouth 35 24 12

DaimlerChrysler TOTAL 230 203 148

Damon (MH) 1 4

Excelsior Henderson (MC) 0 0 1

Fleetwood (MH/TRV) 8 19 12
Ford 222 164 149
Lincoln 11 9 8
Mercury 31 8 16

Ford TOTAL 264 181 173

Forest River (MH/TRV) 0 0 2

Four Winds (MH) 1 1

Freightliner (HT) 2 5 2
Buick 12 11 6
Cadillac 12 8 12
Chevrolet 291 234 222
GMC 70 51 33
Oldsmobile 13 15 18
Pontiac 67 59 32

General Motors TOTAL 465 378 323

Georgie Boy (MH) 3 1 2

Gulf Stream (MH) 2 2 2

Harley Davidson MC) 2 0 1

Holiday Rambler (MH/TRV) 6 4 3
Acura 1 3 1
Honda 15 10 15

Honda TOTAL 16 13 16

Hyundai 26 16 13

Illusion (MC) 0 0 1

|suzu 15 15 18

Jaguar 1 1 2

Kawasaki (MC) 1 1

Keystone (TRV) 1 1

Kia 34 50 43

K-Z Inc. (TRV) 0 0 1

Land Rover 13 2 3

11



Annual Report 1999 TexasLemon Law Program

CHART D
COMPLAINTSFILED - BY MANUFACTURER AND MAKE
MANUFACTURER MAKE CY97 CY98 CY99
Mazda 30 9 14
Mercedes-Benz 1 4 4
Mitsubishi 41 17 19
Monaco Coach (MH) 1 3 2
National (MH) 0 2 1
Navistar (HT) 0 2 1
Newmar (MH) 2 1 1
Infiniti 1 0 2
Nissan 25 23 11
Nissan TOTAL 26 23 13
Nissan Diesel UubD 1 0 0
Kenworth 1 2 0
Peterbilt 0 1 0
Paccar TOTAL (HT) 1 3 0
Polaris (ATV) 2 1 0
Porsche 1 0 1
R-Vision Inc. (TRV) 0 0 1
Rexhall (MH) 1 1 1
Saab 0 1 1
Safari (MH) 1 2 1
Saturn 8 1 3
Serro 0 0 0
Scotty 1 0 0
Serro (TRV) TOTAL 1 0 0
Shasta Industries (MH) 2 0 0
Subaru 2 1 0
Suzuki (MC) 4 6 1
Teton (TRV) 0 2 0
Thor (MH/TRV) 0 1 2
Tiffin Motor Homes (MH) 0 2 0
Lexus 1 2 0
Toyota 33 16 20
Toyota TOTAL 34 18 20
Triumph (MC) 1 0
Ural America (MC) 0 0 1
Audi 0 1
Volkswagen 14 12 9
Volkswagen TOTAL 14 13
Volvo 4 7 7
VolvoGM 1 0 1
WhiteGMC 0 0
VolvoGM (HT) TOTAL 1 0 1
Western RV (TRV) 0 0 1
Winnebago (MH) 2 2 6
Y amaha (MC) 1 0 1
TOTAL COMPLAINTSFILED 1291 1034 890

12
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Chart E shows how many complaintswerefiled by model and it includesacomplaint filedindex (CFl). The
market sharein Chart E isused asan indicator of market sharefor al year models. The CFl was obtained
by dividing themode’sshare of the complaintsfiled by itsmarket share.
Consumerscan determineif amodel hasreceived moreor lessthanits* expected share”’ of complaintsif:

[ | A modédl’sshare of the complaintsfiled equalsitsmarket share, the CFl will be 1.0

[ | A model hasaCFl greater than 1.0, it hasmorethan its expected share of complaints

[ | The CFl islessthan 1.0, themodel haslessthanits expected share of complaints

Summary of Chart E:

Thereare 18 model s (with amarket share greater than 1% - salesover 13,250), up from 14 |ast year,
having aCFl of 1.0 or below, including 8 modelswith aCFl below 0.5. Those 18 modelsfrom lowest to
highest CFl are:

. ToyotaCorolla . Dodge Durango

. Ford Expedition . Ford Escort

. HondaA ccord . Ford Ranger

. HondaCivic . GMC Sierra1500 Pickup
. Ford Taurus . Chevrolet Blazer

. Ford F150 Pickup . Ford Explorer

. ToyotaCamry . Chevrolet Cavadier

. Ford F250 Pickup . Dodge Ram 1500 Pickup
. Chevrolet Tahoe . Pontiac GrandAm

Thereare 8 (down from 9 last year) with amarket share greater than 1% having aCFl greater than 1.0.
Those 8 modelsfromlowest to highest CFl are:

Dodge Caravan Van

Chevrolet Suburban C/K 1500
Ford Mustang

Chevrolet S10 Pickup

Jeep Grand Cherokee

Ford F350 Pickup

Chevrolet Mdibu

14
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CHARTE
COMPLAINT FILED INDEX BY MAKE AND MODEL
MAKE MODEL COMPLAINTS| COMPLAINT TEXAS | MARKET CFI
FILED SHARE SALES SHARE

Acura RL (MH) 1 0.11% Unknown
Airstream Cutter Bus (MH) 2 0.22% Unknown
AM General Hummer 1 0.11% Unknown
Beaver Coaches Marauis (MH) 1 0.11% Unknown
BlueBird LX 1(MH) 1 0.11% Unknown

BMW 300 Class 1 0.11% 4,795 0.3842% 0.29

Z3 1 0.11% 1,075 0.0861% 1.30

Buick Century 1 0.11% 7,970 0.6386% 0.18

LeSabre 2 0.22% 8,585 0.6879% 0.33

Park Avenue 1 0.11% 3,142 0.2518% 0.45

Regd 2 0.22% 4,281 0.3430% 0.66

Cadillac Catera 4 0.45% 929 0.0744% 6.04

DeVille 2 0.22% 6,991 0.5602% 0.40

Eldorado 3 0.34% 1,000 0.0801% 4.21

Saville 3 0.34% 2,340 0.1875% 1.80

Chevrolet Adtro Van 6 0.67% 5,358 0.4293% 157

Blazer 7 0.7% 13,064 1.0468% 0.75

C/K 1500 Pickup 53 5.96% 68,391 5.4800% 1.09

C/K 2500 Pickup 7 0.7% 6,803 0.5451% 144

C/K 3500 Pickup 13 1.46% 4,936 0.3955% 3.69

Camaro 8 0.90% 6,195 0.4964% 181

Cavdlier 10 1.12% 17,750 1.4223% 0.79

Corvette 10 1.12% 2,661 0.2132% 5.27

G10Van 3 0.34% 3,248 0.2603% 1.30

Geo Metro 1 0.11% 2,066 0.1655% 0.68

Geo Prizm 3 0.34% 3,082 0.2470% 1.36

Geo Tracker 3 0.34% 2,327 0.1865% 181

Impala 1 0.11% 5,156 0.4131% 0.27

Lumina 7 0.79% 5,927 0.4749% 1.66

Malibu 33 3.71% 15,745 1.2616% 2.9

Monte Carlo 7 0.79% 3,781 0.3030% 2.60

S10 Pickup 12 1.35% 14,159 1.1345% 119

Suburban C/K 1500 23 2.58% 30,925 24771% 104

Suburban C/K 2500 4 0.45% 1,208 0.0968% 4.64

Tahoe 6 0.67% 16,447 1.3179% 0.51

Venture 5 0.56% 4518 0.3620% 155

Chryder 300M 2 0.22% 3,074 0.2463% 0.91

Cirrus 2 0.22% 1,496 0.1199% 187

Concorde 3 0.34% 3,217 0.2578% 131

LHS 2 0.22% 1,001 0.0874% 257

Sebring 12 1.35% 4,687 0.3756% 359

Town & Country Van 2 0.22% 3,147 0.2522% 0.89
Coachmen Catalina (MH) 1 0.11% Unknown

15
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CHARTE
COMPLAINT FILED INDEX BY MAKE AND MODEL
MAKE MODEL COMPLAINTS| COMPLAINT TEXAS | MARKET CFI
FILED SHARE SALES SHARE
Damon Daybreak (MH) 1 0.11% Unknown
Ultrasport (MH) 1 0.11% Unknown
Dodge Avenger 1 0.11% 1,375 0.1102%, 1.02
Caravan Van 10 1.12% 13,778 1.1040% 1.02
Dakota Pickup 1.01% 5,920 0.4744% 213
Durango 0.56% 13,373 1.0715% 0.52
Intrepid 0.22% 8,224 0.6590% 0.34
Neon 0.56% 7,599 0.6089% 0.92
Ram 1500 Pickup 24 2.70% 38,551 3.0890% 0.87
Ram 2500 Pickup 5 0.56% 10,207 0.8179% 0.69
Ram 3500 Pickup 4 0.45% Unknown
Ram Van B150 7 0.79% 2434 0.1950%, 4.03
Ram Van B250 3 0.34% 581 0.0466%0 7.24
Stratus 6 0.67% 6,396 0.5125% 1.32
Excelsior Henderson Super X (MC) 1 0.11% 283 0.0227% 4.95
Fleetwood American Dream (MH) 1 0.11% Unknown
Bounder (MH) 1 0.11% Unknown
Discovery (MH) 5 0.56% Unknown
Pace Arrow (MH) 2 0.22% Unknown
Prowler (TRV) 1 0.11% Unknown
Southwind (MH) 2 0.22% Unknown
Ford Aerostar Van 1 0.11% Unknown
Aspire 1 0.11% Unknown
Contour 6 0.67% 8411 0.6740% 1.00
Crown Victoria 2 0.22% 9,384 0.7519%, 0.30
Econoline E150 Van 11 1.24% 4,973 0.3985% 3.10
Econoline E350 Van 3 0.34% 3,235 0.2592% 1.30
Escort 8 0.90% 21,323 1.7086% 0.53
Expedition 4 0.45% 28,253 2.2638% 0.20
Explorer 22 2.47% 39,864 3.1942% 0.77
F150 Pickup 20 2.25% 74,380 5.9599% 0.38
F250 Pickup 9 1.01% 26,769 2.1449% 0.47
F350 Pickup 17 1.91% 13,641 1.0930% 175
Mustang 18 2.02% 22,091 1.7701% 114
Ranger 12 1.35% 28,844 2.3112% 0.58
Taurus 6 0.67% 23,758 1.9037% 0.35
Thunderbird 1 0.11% Unknown
Windstar Van 8 0.90% 11,294 0.9050% 0.99
Forest River Georgetown (MH) 1 0.11% Unknown
Sandpiper (TRV) 1 0.11% Unknown
Freightliner FL60 2 0.22%
Freightliner (HT) Total 2 0.22% 6,167 0.4941% 0.45
GMC Jmmy 2 0.22% 3,290 0.2636% 0.85
Safari 3 0.34% 1,767 0.1416%, 2.38
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CHART E
COMPLAINT FILED INDEX BY MAKE AND MODEL
MAKE MODEL COMPLAINTS| COMPLAINT TEXAS | MARKET CFI
FILED SHARE SALES SHARE
GMC (con't.) Savana G1500 3 0.34% 808 0.0647% 5.21
Savana G2500 1 0.11% 380 0.0304% 3.69
Sierra 1500 Pickup 10 1.12% 19,170 1.5360% 0.73
Sierra 3500 Pickup 4 0.45% 527 0.0422%| 10.64
Sonoma 3 0.34% 3,351 0.2685% 1.26
Suburban C/K 1500 3 0.34% 4,552 0.3647% 0.92
Suburban C/K 2500 2 0.22% 187 0.0150% 15.00
Y ukon 2 0.22% 4,869 0.3901% 0.58
Geor gie Boy Cruise-Master (MH) 1 0.11% Unknown
Swinger (MH) 1 0.11% Unknown
Gulf Stream Conquest (MH) 1 0.11% Unknown
Friendship (MH) 1 0.11% Unknown
Harley Davidson FLHTCI (MC) 1 0.11% Unknown
Holiday Rambler Aluma-Lite (TRV) 1 0.11% Unknown
Alumascape (TRV) 1 0.11% Unknown
Imperial (MH) 1 0.11% Unknown
Honda Accord 6 0.67% 28,363 2.2727% 0.30
Civic 5 0.56% 20,613 1.6517% 0.34
Passport 4 0.45% 1,953 0.1565% 2.87
Hyundai Accent 2 0.22% 2,263 0.1813% 1.24
Elantra 6 0.67% 5,033 0.4033% 1.67
Sonata 4 0.45% 1577 0.1264% 3.56
Tiburon 1 0.11% 751 0.0602% 1.87
lllusion Hardtail (MC) 1 0.11% Unknown
Infiniti 130 1 0.11% 2,562 0.2053% 0.55
Q45 1 0.11% 746 0.0598% 1.88
Isuzu Amigo 2 0.22% 737 0.0591% 3.81
Hombre Pickup 2 0.22% 1,219 0.0977% 2.30
Rodeo 13 1.46% 7,542 0.6043% 242
Trooper 1 0.11% 1,455 0.1166%, 0.96
Jaguar XJ Series 1 0.11% 588 0.0591%, 1.90
XK8 0.11% 31 0.0025% 45.23
Jeep Cherokee 0.79% 6,021 0.4824% 1.63
Grand Cherokee 18 2.02% 17,301 1.3863% 1.46
Wrangler 0.79% 6,164 0.4939% 1.59
K awasaki 1500 Vulcan (MC) 0.11% Unknown
Keystone Sprinter (TRV) 0.11% Unknown
Kia Sephia 28 3.15% 4,284 0.3433% 9.17
Sportage 15 1.69% 3,347 0.2682% 6.28
K-Z, Inc. Sportsmen (TRV) 1 0.11% Unknown
Land Rover Discovery 2 0.22% 1,278 0.1024% 219
Range Rover 1 0.11% 369 0.0296% 3.80
Lincoln Mark VIII 1 0.11% Unknown
Navigator 4 0.45% 4,375 0.3506% 1.28
Town Car 3 0.34% 6,757 0.5414% 0.62
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CHARTE
COMPLAINT FILED INDEX BY MAKE AND MODEL
MAKE MODEL COMPLAINTS| COMPLAINT TEXAS | MARKET CFI
FILED SHARE SALES SHARE
Mazda 626 3 0.34% 8,313 0.6661% 051
B2300 Pickup 2 0.22% Unknown
B2500 Fickup 2 0.22% 2775 0.2224% 101
B4000 Fickup 1 0.11% 480 0.0385% 292
MX-5 Miata 1 0.11% 1472 0.1179% 0.95
Protégé 5 0.56% 6,392 0.5122% 110
Mer cedes-Benz Cdass 1 0.11% 1,767 0.1416% 0.79
E Class 1 0.11% 2,844 0.2279% 0.49
ML320 1 0.11% 1,738 0.1393% 0.81
S./9.K Cass 1 0.11% 1214 0.0973% 116
Mercury Cougar 4 0.45% 4.470 0.3582% 125
Grand Marquis 4 0.45% 11,012 0.8824% 0.51
Mountai neer 4 0.45% 3,369 0.2699% 166
Mystique 1 0.11% 2853 0.2286% 0.49
Sdhle 1 0.11% 4,901 0.3927% 0.29
Tracer 1 0.11% 225 0.1808% 0.62
Villager Van 1 0.11% 2,701 0.2164% 0.52
Mitsubishi 3000GT 1 0.11% 362 0.0290% 3.87
Diamante 5 0.56% 597 0.0478%| 11.74
Eclipse 3 0.34% 4,643 0.3720% 091
Gaant 3 0.34% 4,846 0.3883% 0.87
Montero 3 0.34% 318 0.0255%| 13.23
Montero Sport 4 0.45% 6,452 0.5170% 0.87
Monaco Coach Windsor (MH) 2 0.22% Unknown
National Tradewinds (MH) 1 0.11% Unknown
Navistar International 9400 1 0.11%
Navistar (HT) Total 1 0.11% 6,436 0.5157% 0.2
Newmar Dutch Sar (MH) 1 0.11% Unknown
Nissan Altima 1 0.11% 8,591 0.6834% 0.16
Frontier 1 0.11% 10,741 0.8606% 013
Maxima 3 0.34% 10,703 0.8576% 0.39
Pathfinder 2 0.22% 4,578 0.3668% 0.61
Quedt Van 2 0.22% 2,653 0.2126% 106
Sentra 1 0.11% 5,574 0.4466% 0.25
Nissan Diesdl UD 2000 1 0.11%
Nissan Diesd Totdl 1 0.11% 517 0.0414% 271
Oldsmobile Alero 1 0.11% 5371 0.4304% 0.26
Aurora 6 0.67% 7% 0.0638%| 1057
Cutlass 4 0.45% 1577 0.1264% 3.56
Eighty-Eight 1 0.11% 1,634 0.1309% 0.86
Intrigue 5 0.56% 4,526 0.3627% 155
Slhouette Van 1 0.11% 1,973 0.1581% 0.71
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CHARTE
COMPLAINT FILED INDEX BY MAKE AND MODEL
MAKE MODEL COMPLAINTS| COMPLAINT TEXAS | MARKET CFI
FILED SHARE SALES SHARE

Plymouth Breeze 2 0.22% 3253 0.2607% 0.86
Neon 3 0.34% 4,816 0.3859% 0.87
Voyager Van 7 0.79% 9,161 0.7340%) 1.07

Pontiac Bonneville 2 0.22% 2,225 0.1783% 1.26
Firebird 7 0.79% 5,361 0.4296% 183
Grand Am 11 1.24% 15,386 1.2328% 1.00
Grand Prix 3 0.34% 7,338 0.5880% 057
Sunfire 6 0.67% 5,668 0.4542% 148
Trans Sport Van 3 0.34% None

Porsche Boxger 1 0.11% 860 0.0689% 1.63

Rexhall Aerbus (MH) 1 0.11% Unknown

R-Vision, Inc. Trail Harbor (TRV) 1 0.11% Unknown

Saab 95 1 0.11% 453 0.0363% 3.10

Safari Serengeti 1 0.11% Unknown

Saturn C 1 0.11% 2,820 0.2260% 0.50
SL 2 0.22% 9,591 0.7685% 0.29

Suzuki GS500EW (MC) 1 0.11% Unknown

Thor Tahoe (TRV) 1 0.11% Unknown
Travel Eze (TRV) 1 0.11% Unknown

Toycta 4Runner 1 0.11% 11,261 0.9023% 0.12
Avalon 3 0.34% 5414 0.4338% 0.78
Camry 8 0.90% 27,187 2.1784% 041
Cordlla 2 0.22% 15,218 1.2194% 0.18
Senna 3 0.34% 6,365 0.5100% 0.66
Solara 1 0.11% Unknown
Tacoma Pickup 2 0.22% 9,344 0.7487% 0.30

Ural America Deco Classic (MC) 1 0.11% Unknown

\olkswagen Cabrio 2 0.22% 383 0.0307% 7.32
Jetta 3 0.34% 5,653 0.4530% 0.74
New Bestle 3 0.34% 4,747 0.3804% 0.89
Passat 1 0.11% 2910 0.2332% 0.48

\Volvo 850 4 0.45% None
S70 3 0.34% 2,868 0.2298%! 147

\olvoGM 770 1 0.11%
VolvoGM (HT) Total 1 0.11% 1158 0.0928%! 1.21

Western RV, Alpenlite (TRV) 1 0.11% Unknown

Winnebago Adventurer (MH) 1 0.11% Unknown
Chieftain (MH) 2 0.22% Unknown
Itasca (MH) 2 0.22% Unknown
Luxor (MH) 1 0.11% Unknown

Yamaha XVSGE5AC-B (MC) 1 0.11% Unknown

TOTAL COMPLAINTSFILED 890 100%
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Chart F showshow many defects, by component system or category, consumersreported onfiling their
complaints. Consumersreported 1,618, or 1.82 defects per vehicle, with the engine (performance/emis-
sions) category being the most common (17.74%). By comparison, in CY 98 consumersreported 1,843
defects, or 1.78 defects per vehicle. Theengine (performance/emissions) category wasa so the most
common (15.41%).
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CHART F
DEFECTSREPORTED
PERCENT OF
CATEGORY NUMBER TOTAL REPORTED

Engine (mechanical) 176 10.88%
Endine (performance/emissions) 287 17.74%
Air_conditioning and heating 102 6.30%
Automeatic transmission 138 8.53%
Sandard trangmission 28 173%
Drivdine (axlesand driveshaft) / vibrations 87 5.38%
Brakes 216 13.35%
Eledtrical 127 7.85%
Sugpenson and geering 185 11.43%
Body and trim 160 9.8%
Paint 21 130%
Water leaks A 3.34%
Sofety devices sedt belts airbags 13 0.80%
Other 24 1.48%

TOTAL DEFECTSREPORTED 1618 100%
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Chart G showsthe predominate defect claimed by consumersonfiling their complaintsfor vehicleswitha
market share of onepercent or greater. The engine (performance/emissions) category wasapredominate
defect on 8 of the 26 modelslisted. Theengine (mechanical) and the brakes category were both predomi-
nate defectson 6 of the 26 modelslisted.

Themodel’s predominate defect percentage was obtained by dividing thetotal number of predominate
defectsreported for that model by thetotal number of complaintsfiled.

Example: Dodge Durangos had a total of 12 defects reported on 5 complaints that were
filed. Three of the defects reported were automatic transmission complaints and another
three were driveline (axles & driveshaft)/vibrations complaints. There were two defects
reported in both the engine (performance/emissions) category and the body and trim category
and one defect reported in both the brakes category and the suspension and steering cat-
egory. The defect percentage for each of the predominate defects is found by dividing the 3
reported defects by the 5 complaints received, which equals 0.6 or 60%.
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CHART G
PREDOMINATE DEFECTS REPORTED (MARKET SHARE GREATER THAN 1%)
BY MAKE AND MODEL
MAKE MODEL COMPLAINTS DEFECT DEFECT %
FILED FOR MAKE

Chevralet Blazer 7 Engine (performance/emissions) 57%
Chevrolet C/K 1500 Pickup 53 Brakes 32%
Chevrolet Cavalier 10 Engine (performance/emissions) 50%

Body and trim 50%
Chevralet Malibu 33 Brakes 64%
Chevralet S10 Pickup 12 Engine (performance/emissions) 50%
Chevralet Suburban C/K 1500 23 Brakes 35%
Chevralet Tahoe 6 Suspension and steering 30%
Dodge Caravan Van 10 Engine (mechanical) 40%

Brakes 40%
Dodge Durango 5 Automatic transmission 60%

Driveline (axles & driveshaft) vibrations 60%
Dodge Ram 1500 Pickup 24 Automatic transmission 33%
Ford Escort 8 Engine (performance/emissions) 50%
Ford Expedition 4 Driveline (axles & driveshaft) vibrations 50%
Ford Explorer 22 Engine (mechanical) 59%
Ford F150 Pickup 20 Driveine (axles & driveshaft) vibrations 67%
Ford F250 Pickup 9 Engine (performance/emissions) 33%

Brakes 33%

Suspension and steering 33%
Ford F350 Pickup 17 Engine (performance/emissions) 59%
Ford Mustang 18 Suspension and steering 39%
Ford Ranger 12 Engine (performance/emissions) 33%
Ford Taurus 6 Brakes 50%
GMC Serra 1500 Pickup 10 Suspension and steering 50%
Honda Accord Engine (mechanical) 50%
Honda Civic Engine (mechanical) 40%

Paint 40%
Jeep Grand Cherokee 18 Driveline (axles & driveshaft) vibrations 33%
Pontiac Grand Am 11 Engine (mechanical) 27%

Engine (performance/emissions) 27%
Toyota Camry Body and trim 50%
Toyota Coralla Engine (mechanical) 50%

Electrica 50%

Suspension and steering 50%
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COMPLAINTSCLOSED

Chart H shows 391 complaintswereresol ved before ahearing was scheduled. Thefollowing methods of
resolution and the numbersresolved are:

u Lack of jurisdiction, no warranty defect, etc., 62 whichis 16% of thetotal resolved
| Not pursued (somemay have settled with theinitiation of communication by the Motor
VehicleDivision between the consumer and the manufacturer), 39 whichis 10% of thetotd

resolved

[ Consumer received rdief, 290 which is 74% of thetotal resolved
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Chart | showsthe number of casessettled in CY 99. Before adecision wasissued, 541 complaints settled
at various stages of the process.

[ | 290 settled prior to scheduling of ahearing
[ | 108 settled after ahearing was set but beforethe hearing washeld
[ | 143 settled after ahearing convened
Of thosethat settled:
[ | 111 wererepurchased

[ | 167 weregiven trade assistance

26



Annua Report 1999 TexasLemon Law Program

CHART I

SETTLEMENTS

Prior to After Hearing After

Hearing Scheduled but Before Hearing

Scheduled Hearing Convened Convenened

Repur chased 69 24 18
Trade-assists 103 28 36
Repaired 78 27 28
Extended Service Contract 32 12 25
Others 8 17 36
TOTAL 290 108 143
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Chart Jdescribesthe vehicles(listed a phabetically by manufacturer) that were repurchased or replaced by
trade assi stance before ahearing convened. Thelast threeyearsare shown for comparison. Thedecrease
from prior yearsisattributableto areduction in thenumber of complaintsfiled.
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CHART J
REPURCHASE/REPLACEMENT/TRADE ASSI ST SETTLEMENTS
BEFORE HEARING CONVENED - BY MANUFACTURER
REPURCHASE TRADE ASSIST TOTAL
MANUFACTURER
CY97 CY% CY9 CY97 CY98 CY99 CY97 CY98 CY
Airgream 0 0 0 0 0 1
Big Dog 1 0 0 0 1 0 0
BMW 1 1 1 0 2 2 1 3
Coachmen 0 0 0 1 0 1 1 0 1
DaimlerChryder 7 4 11 71 73 49 78 Vé 60
Flestwood 0 0 2 2 0 2 2 1
Ford 14 9 63 37 ) 7 46 2
Fourwinds 0 1 0 0 0 0 0 1 0
General Mators A 61 51 59 33 b 153 A 86
Hdliday Rambler 1 0 0 1 0 0 2 0 0
Honda 0 0 0 0 1 2 0 1 2
Hyundai 0 2 3 3 5 1 3 7 4
Isuzu 1 1 1 3 0 2 4 1 3
Jaguar 0 0 0 0 0 1 0 0 1
Kawasaki 2 0 0 0 0 0 2 0 0
Keysone 0 0 0 0 1 1 0 1 1
Kia 6 10 7 0 1 2 6 1 9
Land Rover 1 1 2 3 0 1 4 1 3
Mazda 1 1 1 0 0 0 1 1 1
Mitsubishi 9 6 6 6 0 1 15 6 7
Monaco Coach 0 1 0 0 1 0 0 2 0
Navigtar 1 0 0 0 0 1 1 0 1
Nissan 1 1 0 2 2 0 3 3 0
Porsche 0 0 0 1 0 0 1 0 0
Saturn 2 4 1 0 1 0 2 5 1
Shadalndudries 0 0 0 1 0 0 1 0 0
Subaru 0 2 0 0 0 0 0 2 0
Suzuki 1 0 1 0 0 0 1 0 1
Thor 0 0 0 0 0 1 0 0 1
Toyota 0 1 1 2 0 0 2 1 1
Ural America 0 0 1 0 0 0 0 0 1
Vaksvagen 2 0 1 3 2 4 5 2 5
Vavo 0 1 0 0 2 0 0 3 0
Winnebago 1 1 0 0 0 1 1 1 1
TOTAL 146 108 93 22 161 131 363 269 24

29



Annua Report 1999 TexasLemon Law Program

Chart K showsthe ordersthat were entered in 573 cases scheduled for hearing. Someform of relief was

granted in 63% of the cases. Thefollowing methods of resolution after the hearing was set and numbers
resolved are:

[ | Ordered repaired, repurchased or replaced, 108 or 19% of thetotal resolved

[ Settlement order, 251 or 44% of thetota resolved

[ | Ordered dismissed (abandoned or not proven), 214 or 37% of thetotal resolved
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ChartsL, and L revedl:
u The number of complaints closed decr eased 21.6% from CY 98 and 26.7% from CY 97
[ | The number of hearings scheduled decr eased 7.2% from CY 98 but incr eased 20.6%
fromCY97
[ | Thenumber of final ordersissued decr eased 7.9% from CY 98 but incr eased 22.5% from
CY97
[ | The number of vehiclesordered repurchased or replaced decr eased 1.4% from CY 98 but

increased 28.6% from CY 97

32



Annua Report 1999

TexasLemon Law Program

CHARTL,
COMPLAINTS CLOSED COMPARISON
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CHART L,
COMPLAINTSCLOSED - BY MANUFACTURER AND MAKE
REPURCHASE or
COMPLAINTS HEARINGS FINAL REPLACEMENT
MANUFACTURER MAKE CLOSED SCHEDUL ED ORDERS ORDERS
Airstream 3 2 1 1
AM General 2 2 1 1
American Iron Horse 1 1 0 0
Beaver Coaches 2 2 2 1
BlueBird 1 1 0 0
BMW 6 4 1 0
Coachmen 5 4 2 1
Chryder 21 8 1 0
Dodge 93 49 9 3
Eagle 0 0 0 0
Jeen 36 14 3 0
Plymouth 16 10 2 0
DaimlerChryder TOTAL 166 81 15
Damon 3 2 0
Fleetwood 12
Ford 160 104 53 12
Lincaln 5 3 3 0
Mercury 11 5 0 0
Ford TOTAL 176 112 56 12
Freightliner 1 0 0
Four Winds 0 0 0 0
Buick 8 7l 3 2
Cadillac 10 6i 3
Chevrolet-Geo 225 141 48 19
GMC 36 18 5 3
Oldsmobile 15 7l 2 0
Pontiac 52 25 13 7
General MotorsTOTAL 346 204 74 31
Georgie Boy 3 3 1 0
Gulf Stream 3 2 0 0
Harley Davidson 1 1 1 0
Holiday Rambler 4 3 0 0
Acura 1 1 0 0
Honda 17 14 7
Honda TOTAL 18 15 7 5
Hyundai 14 4 0 0
llluson 1 1 1 1
Isuzu 20 14 6 1
Jaguar 3 2 2 0
K awasaki 1 0 0 0
Keystone 2 2 1 1
Kia 42 28 7 3
K-Z Inc. 1 1 0 0
Land Rover 0 0 0
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CHART L,
COMPLAINTSCLOSED - BY MANUFACTURER AND MAKE
REPURCHASE or
COMPLAINTS HEARINGS FINAL REPLACEMENT
MANUFACTURER MAKE CLOSED SCHEDULED ORDERS ORDERS

Mazda 14 8 4 1
Mer cedes-Benz 4 3 3 0
Mitsubishi 21 12 9 2
Monaco Coach 0 0 0
National RV 2 1 0
Navistar 1 0 0

Nissan 2 2 1 0

Nissan 20 12 9
Nissan TOTAL 22 14 10 4

Kenworth 2 2 0

Peterbilt 1 1 0 0
Paccar TOTAL 3 3 0 0
Pdaris 1 1 1 0
Porsche 1 0 0 0
Sofari 3 2 1 0
Saturn 2 1 0 0
Suzuki 3 3 2 1
Teton 1 1 0 0
Thor 2 2 0 0
Tiffin Tiffin 1 1 0 0

Lexus 0 0 0

Toyota 23 17] 9
Toyota TOTAL 23 17 9 2
Ural America 1 0

Audi 1 0 0

Volkswagen 9 0 0 0
\olkswagen 10 0 0 0
Valvo 1 1 0 0
Winnebago 5 2 1 0
TOTAL CLOSED 964 573 223 72
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Therewere 72 vehicles ordered repurchased or replaced after acontested hearing when an Administrative
Law Judgefound the complaint met the satutory requirementsfor relief under the Lemon Law.

Included are:
u 32 passenger cars | 1 towablerecreationvehicle
u 34trucks u 1 motorcycle
[ | 4 motor homes

Chart M describesthe vehiclesthat were ordered repurchased or replaced by manufacturerslisted a pha-
betically by makeand mode.

[ ] Themake' sshare of lemons (repurchase percentage) was obtained by dividing the number
of that make'svehiclesfound to belemonsby thetotal number of vehiclesfound to be
lemonsby theMotor Vehicle Divison (72).

Example: Mitsubishi had two vehicles repurchased, which would be 2 divided
by 72, which equals .028 or 2.8%.

[ ] Thelemonindex for each makewas obtained by dividing themake' sshare of lemonsby its
market shareinthe state.

Example: Nissan has a repurchase percentage of 5.6% which, when divided
by their market share of 3.51% , gives them a lemon index of 1.583.

Useof the chart must betempered by several considerations:

[ | The number of vehiclesordered repurchased or replaced isvery small compared to the
number of new vehiclesregisteredin Texasin CY 99. Theimportanceof thisisthat one
additiona vehicle ordered repurchased or replaced may significantly changethelemonindex
for aparticular modd.

[ | The market percentage figureswere obtained from The Polk Company. The market
percentageisused asanindicator of market percentagefor al year makesinvolvedin
repurchase or replacement orders.

[ | Conversionvehicles(shownas“Conv”) arelisted a phabetically first by theparty ordered to
repurchasethe vehiclethen by the other involved parties.

[ | Comparisonsto resultsreported by other states should be used with caution dueto major
structura differencesinthelemonlawsof various states.
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CHARTM
VEHI CLES ORDERED REPURCHASED OR REPLACED - BY MAKE AND MODEL
YR|MAKE MODEL PROBLEM AREA PRICE MARKET | REPUR.| LEMON
% % INDEX
98| Airgream Cutter (MH) Body ad Trim $ 69533.08| Unknown 14% Unknown
97| AM Generd Hummer Hectrica, Qugpension and Seging $ 69,63383| Unknown 14% Unknown
9% |Beaver Coaches Patriat (MH) Air Gonditioning and Hegting, Body and $ 19896307 | Urknoan 14% Unrknown
Trim [ndrumentdion
96| Buick LeSsbre Suspensonand Seging $ 21505.15 18%% 2.8% 1526
96 |Buick Sylark Engine (mechenicd), Bledtricd, $ 1522300 189 28% 1526
Sugpendonand Seging
97 |Chewrdet AdroVan Body and Trim $ 18647.34 18169  26.4% 1453
97|Chevrde/ AdroVan Water Legks $ 1810347 1816% 264% 1453
Travd Quest (Conv)
98 |Chewrdet Blazer Engine (mechanicd) $ 200102 18169 2649 1453
B|Cherrdet Blazer Air Conditioning and Hegting $ 2163238 18.16%0  26.4% 1453
97|Chewrdet C/K 1500 Pickup Weter Legks $ 18980.49 18169 2649 1453
98|Chewrdet C/K 1500 Pickup Endine (pafarmence, emissons) $ 18439.37 1816%  26.4% 1453
% |Cherde/Dedlers  |C/K 3800 Pickup Engine (mechenicd,, performence, $ 221539 1816% 26.4% 1453
Truck Equipment | (Conv) anssons)
9%6|Chewrdet Cavdigr Bady and Trim $ 10,359.59 1816%  264% 1453
97|Chewrdet Cavdier Water Leeks $ 14.372.87 181694 2649 1453
9% |Chewrdet Carvete Suspendonand Seging $ 33486.14 181694 2649 1453
98 |Chewrdet Carvete Engine (parfamence, emissons) $ 43293.79 18169 2649 1453
97|Chewrdet Geo Mero Body and Trim $ 11,316.00 1816%  26.4% 1453
97|Chewrdet GeoPrizm Endine (pafarmence, emissons) $ 16,333.31 1816%  26.4% 1453
97|Chewrdet Malibu Body and Trim $ 1641893 1816%  26.4% 1453
97|Chewrdet Malibu Bledtricd $ 15154.17 18169 26.4% 1453
97|Chewrdet Malibu Brakes Hedtricd, Body and Trim $ 1568644 18169 2649 1453
97|Chewrdet Suburban C/K 1500 |Brakes $ 35,814.20 18169 2649 1453
97|Chewrdet Suburban C/K 1500 | Sugpensionand Seging $ 2914316 1816%  26.4% 1453
97|Chewrdet Suburban C/K 1500 | Sugpensonand Segring $ 39,107.70 1816%  26.4% 1453
98| Coachmen Catdlina (MH) Air Conditioning and Heting, Sfety $ &,36257  Unknomn 14% Urknown
Devices Tdevison, Awnings
97|Dodoe Caravan Van Engine (perfarmence, emissios) $ 25326.06 8804 4200 0474
97|Dodge Neon Manudl Transmisson $ 10017.06 88004 4.4 0474
97| Dodae Sratus Autorgic Trangmission $ 13510.67 8.80%0 4.29 0474
97| Flegtwood Jambaree (MH) Water Legks $ 43594.30 |  Unknown|  4.294 Unknown
97|Ford Crown Vidaria Engine (perfarmence, emissons) $ 19,777.89 24970  16.7% 0.663
%|Ford/ EcondineE1S0Van  |Engine (performence, emissons) $ 2032061 24904 16794 0.668
Sherry Desgns (Conw)
9% |Ford/ EcondineE1S0Van  |Weter Lesks $ 2587.98 2497 16,74 0.668
LCM, Inc. (Conv)
98|Ford/ EcondineE1IS0Van  |Weter Lesks $ 236544 2497 16,74 0.668
Sarcraft (Conv)
98|Fard Expedition Drivdine (axles and drivesheft), Vibrations $ B340 2497 16,74 0.663
97|Ford F150 Pickup Hectricd $ 23417.17 2497% 16,74 0.668
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CHARTM
VEHICLESORDERED REPURCHASED OR REPLACED - BY MAKE AND MODEL

YRIMAKE MODEL PROBLEM AREA PRICE MARKET | REPUR.| LEMON

% % INDEX

97|Ford F150 Pickup Engine (pafomence, enissons) $ 15107.77 24974  16.7% 0.668
N|Ford F250 Pickup Manud Tranamission $ 28397.75 24974  16.7%4 0.663
N|Ford F250 Fickup Engine (paformence, anissons) $ 1987M.79 24974  16.7% 0.668
97|Ford F350 Pickup Autometic Transrisson $ 287190 24974 16.7% 0.663
%|Ford Mustang Engine (mechenicd), Manudl Trangrisson $ 2518255 24974  16.7%4 0.663
9B|Ford Mustang Water Lesks $ 2117038 24974 16.7% 0.668
B|GMC Jera2500 Automatic Trangmisson, Hectrice $ 23516.12 3.14% 4.29 1327
%B|GMC Sera3s0 Engine (mechanicd), Suspensonad $ 2887393 31494 429 137

Seging

97|GMC Suburban C/K 1500 | Suspension and Steering $ 27488.70 31494 A2 1327
93 |Honda Accord Engine (paformence, eanissons) $ 17,343.19 4.92% 6.9% 1410
98|Honda Accord Brakes $ 20,246.80 4,924 6.9% 1410
98|Honda Accord Engine (peformence, erissons) $ 2.345.05 4,924 6.9% 1410
98|Honda Civic spension and Seering $ 1442363 4.92% 6.9% 1410
98|Honda Pasgport Engine (peformence, @risions), $ 252165 4.92% 6.9% 1410
Blllluson Hardtail (MC) Engine (mechanicd), Body and Trim $ 2310364  Urknown 149% Unknown
B|lsuzu Radeo Driveline (axles and driveshaft), Vibrations, $ 2571490 0.95% 14% 1466

spension and Seing
B |Keygone Sorinter Towing Mechaniam $ 1860178 |  Unknown 149% Unknown
(TRV)

97[Kia Sephia Brakes $ 1098313 0534 4.2 7.236
97Kia Soortage Manud Trangmisson $ 16,349.26 0534 4.294 7.236
97Kia Soortage Body and Trim $ 15,436.07 0534 4.4 7.236
97 [Mazda B2300 Pickup Autometic Transrisson $ 1380818 179% 14% 0.776
97 [Mitsubishi Diamante Autometic Transrisson $ 28938.9%6 179% 2.8% 1551
9B [Mitsubishi Edipse Engine (mechanicd) $ 1882187 148% 2.8% 187
9B[Nissan Maxima Engine (performence and emissions) $ 20542.18 351%4 567 1583
9B|Nissan Pathfinder Driveine (axles and drivesheft), Vibrations $ 2305204 351% 5.6% 1583
99 [Nissan Pathfinder Engine (perfomence and emissons) $ 21.507.20 351% 5.6% 1533
97|Nissan Ques Van Driveline (axles and driveshdt), Vibrations $ 1942561 351% 5.6% 1533
9% |Pontiac Firebird Manud Tranamisson $ 18977.18 351% 9.7% 2771
98| Pontiac Firebird Engine (mechenicd) $ 18,839.03 351% 9.7% 2771
98| Pontiac Firepird Engine (mechanicd), Body and Trim $ 2001395 351% 9.7% 2771
98| Pontiac Grand Am Engine (perfomence and emissons) $ 16416.62 351% 9.7% 2771
97 | Pontiac Qnfire Water Lesks $ 15491.37 351% 9.7% 2771
98| Pontiac nfire Air Conditioning and Hedting $ 13.213.89 351% 9.7% 2771
97 | Pontiac Trans Yot Van Air Conditioning and Hegting $ 24,116.01 351% 9.7% 2771
96 | uzuki X0 Air Conditioning and Heeting $ 11,826.09 0.14% 14% 9.652
97[Toyata Cadla Paint, Water Legks $ 11.877.70 6.25% 2.8% 0.445
97[Toyaa Paso Weater Legks $ 2872.36 6.25%0 2.8% 0.445

TOTAL VEHICLESREPURCHASED: 72 $ 18608038
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Chart N isprovided to alow thereader to put thelemon index in perspective, taking into consideration the
market share of the different manufacturersin Texas. The percentagesare obtained by dividing theoverall
salesfor each manufacturer asfurnished by The Polk Company by thetotal Texassales. For thefourth
year, more new truckswereregistered in Texasthan new cars.
Vehiclesregisteredin Texasin 1999:

[ Cars 571,010

[ Trucks 754,276
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CHART N

MARKET SHARE PERCENTAGE - BY MANUFACTURER AND MAKE

APPROXIMATE MARKET SHARE

MANUFACTURER MAKE CARS TRUCKS COMBINED
Bentley 0.005% 0.000% 0.002%
Ralls Royce 0.002% 0.000%; 0.001%

Bentley Total 0.007% 0.000% 0.003%

BMW 1751% 0.005% 0.754%
Chryder 2.376% 0.417% 1.261%
Dodge 4.151% 12.312% 8.79%6%
Eagle 0.000% 0.000% 0.000%
Jeep 0.000% 3.909% 2.225%
Plymouth 1.442% 1.215% 1.312%

Daimler Chryder Total 7.968% 17.853% 13.594%

Daewoo 0.319% 0.000% 0.138%
Ford 15.522% 32.115% 24.965%
Lincoln 1650% 0.580% 1.041%
Mercury 4.464% 0.805% 2.382%

Ford Total 21.636% 3349% 28.388%

Freightliner 0.000% 0.818% 0.465%
Buick 4.225% 0.000%; 1.820%
Cadillac 1.980% 0.25%% 1.001%
Chevroet-Geo 10.922% 23.636% 18.158%
GMC 0.000% 5.517% 3.140%
Oldsmobile 2440% 0.361% 1.257%
Pontiac 6.301%; 0.313% 2.893%

General MotorsTatal 25.867% 30.086% 28.268%
Acura 1.345% 0.006% 0.583%
Honda 8.843% 1.956% 4.924%

Honda Total 10.18%% 1962% 5.506%

Hyundai 1.685% 0.000% 0.726%

|suzu 0.000% 1665% 0.948%

Jaguar 0.375% 0.000% 0.162%

Kia 0.750% 0.444% 0.576%

Land Rover 0.000% 0.218% 0.124%

Mazda 3.154% 0.75% 1.791%

Mercedes-Benz 1512% 0.342% 0.846%

Mitsubishi 2.245% 0.898% 1478%

Navisar 0.000% 0.853% 0.486%
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CHART N
MARKET SHARE PERCENTAGE - BY MANUFACTURER AND MAKE
APPROXIMATE MARKET SHARE
MANUFACTURER MAKE CARS TRUCKS COMBINED
I nfiniti 0.826% 0.166% 0.450%
Nissan 4.355% 2.868% 3.509%
Nissan Total 5.181% 3.034% 3.959%
Kenworth 0.000% 0.259% 0.148%
Peterbilt 0.000% 0.332% 0.189%
PACCAR Total 0.000% 0.591% 0.336%
Porsche 0.257% 0.000% 0.111%
Saab 0.169% 0.000% 0.073%
Saturn 2.503% 0.000% 1.078%
Subaru 0.184% 0.141% 0.15%%
Suzuki 0.139%% 0.148% 0.144%
Lexus 1.536% 0.952% 1.203%
Toyota 8.627% 4.445% 6.247%
Toyota Total 10.163% 5.397% 7.450%
Audi 0.359% 0.000% 0.155%
Volkswagen 2.502% 0.015% 1.087%
Volkswagen 2.861% 0.015% 1.241%
Volvo 1.067% 0.154% 0.547%
All Others 0.016% 0.721% 0.417%
100% 100% 100%
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Consdering thenumber of complaintsfiled, the number of repurchase or replacement orderswasrelatively
smal inCY 99. Accordingly, it may bemorebeneficia to focusattention on thetotal number of complaints
closed by the M otor Vehicle Division and compare how manufacturersresponded to their respective share
of complants.

Chart O indicatesat what rate and in what manner manufacturers settled complaintsthat wereclosed. Itis
noteworthy that certain manufacturerswere particularly receptiveto settling complaintsrather than contest-
ingthem at aformal hearing. Thefollowing chartillustratesthe settlement ratesof different manufacturers
listed by make of vehicle.

DaimlerChryder Motors Corporation and General Motors Corporation are continuing their trend to settle
more cases prior to theentry of an adverse decision through the hearing process. Together, thetwo manu-
facturersvoluntarily repurchase or replaced 176 vehiclesin CY 99. Thesewerenot counted in determining
their lemon index from Chart M and, therefore, the manufacturerswere not required toissue adisclosure
statement on resale of thevehicles. Inaddition, severd of thelower volume manufacturers have settled all
of their cases.

Ontheother hand, itisalso clear that certain manufacturers (with amarket share greater that 1% - sales
over 13,250) areunlikely to settletheir complaintsprior to ahearing, i.e., American HondaM otor Com-
pany, Inc., MazdaMotorsof America, Inc., Nissan North America, Inc., and Gulf StatesToyota, Inc.
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CHART O
FETTLEMENT RATE - BY MAKE OF VEHICLE
VEHICLE MAKE NUMBER OF NUMBER FETTLEMENT REPURCHASED/
COMPLAINTS SETTLED PERCENTAGE REPLACED
CLOSED
Aaura 1 1 1000 1
Airdream 3 1 I3 1
AM Geng'd 2 1 % 0
Amgrican IronHarse 1 0 0% 0
Audi 1 1 100% 1
Beaver Coaches 2 0 % 0
BlueBird 1 1 100% 0
BVW 6 5 8% 3
Buick 8 4 % 3
Cadillac 10 6 % 4
Cherrdet 25 129 5/% 66
Chryde 2 13 6% 6
Coachmen 5 1 2% 1
Damon 3 0 % 0
Dadge Rk 66 1% 6
Hegtwood 12 7 58% 1
Ford 160 74 168% 37
Freightliner 1 1 100% 0
GaxrgeBoy 3 2 6% 1
GMC K3 24 6% 14
Gulf Sream 3 3 100% 0
Harley Davidson 1 0 % 0
Hdiday Rambler 4 2 5% 0
Honda 17 5 2% 1
Hyundai 14 10 1% 5
Illuson 1 0 % 0
Infiniti 2 1 5% 0
Isuzu 2 9 5% 5
Jaguar 3 1 3 1
Jep 3] 28 8% 2
Kawesaki 1 0 % 0
Keworth 2 2 100% 0
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CHART O
SETTLEMENT RATE - BY MAKE OF VEHICLE
VEHICLE MAKE NUMBER OF NUMBER SETTLEMENT REPURCHASED/
COMPLAINTS SETTLED PERCENTAGE REPLACED
CLOSED

Keydone 2 1 % 1
Kia 12 2 62% 10
K-Z, Inc. 1 1 100% 0
Land Rover 3 3 100% 3
Lincdn 5 1 2% 1
Mazda 14 5 3N 1
Mer cedes-Benz 4 0 % 0
Mercury 11 6 55% 2
Mitsubishi 21 12 5% 8
Monaco Coach 2 0 % 0
National RV 2 1 5% 0
Navistar 2 2 100% 2
Nissan 2 9 15% 0
Oldsmoahile 15 1 % 7
Peterbilt 1 1 100% 0
Plymouth 16 1 6% 5
Pdaris 1 0 % 0
Pontiac 52 27 5% 13
Porsche 1 0 % 0
SHofari 3 0 % 0
Saturn 2 1 5% 1
Suzuki 3 1 I 1
Teton 1 1 100% 1
Thor 2 2 100% 2
Tiffin 1 1 100% 0
Toyata 23 7 % 3
Ura America 1 1 100% 1
Volkswvagen 9 8 8% 4
Vavo 1 1 100% 1
Winnebago 5 3 60% 2
TOTAL CLOSED B4 541 278
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CONCLUSION

Despiteal2.9% increasein motor vehiclesalesfrom 1997 to 1999, the number of complaintsfiled de-
creased 31%inthesametime period. Inour view, the decreaseisattributableto astrong economy,
improved vehiclequaity and helghtened competition. Althoughitisobviousimprovementsinthequality of
vehicleswill resultinfewer warranty claimsand thereforefewer consumersresorting to arbitration programs
for relief, the other two reasonsfor the declinemay requireabrief explanation. Whentheeconomy is
strong, most consumers continueto have good credit and thusare morelikely to resolve their complaintsby
just trading intheir vehicles, which negatesthe necessity of resorting to an abritration program. Also, amore
competitive marketplace, coupled with adesire by manufacturerstoincrease or at least maintain market
share, hasresulted in more emphasi sbeing placed on customer sati sfaction programs, which hasresulted
againinfewer customersresorting to an arbitration programfor relief.

Thegatisticsfor CY 99 further reveal that most manufacturers have continued to view theLemon Law asan
opportunity to improve customer satisfaction and increase market shareinstead of costly litigationwhere
successisdefined aswinning at any cost. DaimlerChrydler Motors Corporation, Ford M otor Company
and Genera Motors Corporation together voluntarily repurchased or replaced (by providing tradeassis-
tance) 216 vehiclesin CY 99.

Also, statisticsrevedl that in 63.6% of the complaintsclosed in CY 99, consumersrecei ved sometype of
relief totaling morethan $5.5 million in benefitsto consumers. However, with the exclusion of thecom-
plaints closed for no jurisdiction, not pursued, withdrawn, etc., the successraterisesto 71.2%.

Itisanticipated that theinformation presented herewill be of benefit to consumersand manufacturers.
Anyonewho has questionsmay call (512) 416-4800 or the Texastoll-free number (800) 622-8682, for
further clarification. Thisreport and additional Lemon Law information areavailablefromthe TexasDe-
partment of Trangportation or onthelnternet.

Texas Department of Transportation
Motor Vehicle Division
Post Office Box 2293
Austin, Texas 78768-2293
http://www.dot.state.tx.us
e-mail: lemonlaw@dot.state.tx.us
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